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Abstract

Objective: This study aims to develop a comprehensive framework for evaluating marketing and sales performance in
small and medium-sized enterprises (SMEs), taking into account their resource limitations. The framework assists
managers and specialists in identifying key performance indicators and improving activities.

Method:This research is exploratory-applied in nature, cross-sectional in terms of time, and follows an inductive
approach. Data were collected using a mixed-methods approach. Initially, 205 indicators were extracted through a
literature review, followed by interviews with experts that identified 83 concepts and 78 new indicators. The indicators
were screened and validated using the fuzzy Delphi method. The final framework was developed across three levels:
managerial, customer purchase cycle (AARRR), and analytical level (Bullseye).

Findings:The proposed framework includes 126 key performance indicators that enable the identification of issues and
planning for improved marketing and sales performance. It covers three levels: managerial (overall assessment),
customer purchase cycle (key touchpoints), and analytical (channel analysis).

Conclusion:This framework can serve as a practical tool for enhancing the competitiveness and sustainability of SMEs.
Effective digital tools for performance evaluation are also presented as complementary elements, aiding managers in
optimal resource allocation and performance improvement.

Keywords: Analytical level, Customer Purchase Cycle, Key Performance Indicators, Performance evaluation, Small
and medium-sized enterprises
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