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Abstract

This study aims to identify the organizational role of the digital marketer, describe the
digital marketing planning process and its relevance to the organization's strategy, identify
the measures that the digital marketer follows to measure the performance of
communication efforts, and present the challenges associated with the process of measuring
the performance of digital marketing to propose a framework for communication planning
on Social Media platforms. The researcher followed the case study approach, and the study
sample consisted of (10) consumer goods establishments from Saudi Arabia.

The results showed that the establishments assign the organizational role of managing
social media platforms to the marketing department, followed by the public relations and/or
corporate communication department. The results showed that the most important strategic
objectives of digital marketing for establishments were: brand awareness and brand recall,
reach, increasing followers, and enhancing customer participation. The results also showed
that the most important “audience metrics” used by the digital marketer to measure the
performance of communication efforts is the “number of followers”, followed by the
“impressions”. In addition, it was found that (9) establishments use the "Universal
Engagement Metrics” to measure the performance of communication efforts, (6)
establishments employ Financial Metrics, and (5) establishments employ "Channel
Engagement Metrics". The results also showed that the measures most requested by senior
management to measure the performance of communication efforts on social media
platforms are “Universal Engagement Metrics”. The results showed that there are two main
types of challenges facing the digital marketing performance measurement process: the
challenges related to the use of social media platforms, and the challenges related to the
social media manager.

Key Words:
Strategic Planning, Digital Marketing, Social Media, Social Media Strategy, Social
Media Measurement, Social Media Analytics.
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