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Adapting
Marketing KPlIs
to the Al Age

As marketing teams integrate Al into their daily
workflows, they turn to several traditional KPIs to
measure the impacts of the technology on
marketing success. What KPl metrics are most
important to marketing teams today, and what
challenges do they face measuring Al effectiveness?
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To measure the impact of Al on
marketing success, marketers
commonly turn to customer

The most commonly Most marketers feel Al
encountered challenge to has improved their KPI
measuring the effectiveness success rate
of Al on marketing is
difficulty attributing results
directly to Al

engagement metrics and
improvements to conversion
rates and efficiency

Data collection: Feb 16th - Apr 1st, 2024 Respondents: 50 marketing leaders whose team
currently use Al in their marketing strategy, and have KPIs
in place to measure the effectiveness of that strategy
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The results of this summary are representative of the respondents that
participated in the survey. It is not market representative.

The three most common KPIs marketers
use to measure the impact of Al on
marketing success are improvements in
customer engagement metrics (80%),
improvements to marketing operations
efficiency (66%) and increases in
conversion rates (66%).

Marketers measure Al
effectiveness using

customer engagement &
MarOps efficiency

What KPIs does your marketing team currently
use to measure Al’'s impact on marketing
success? Select all that apply.

Improvement in customer
engagement metrics o
(e.g., click-through rates, 80%
engagement rates)

Efficiency in marketing
operations (e.g., time saved
in campaign planning)

Accuracy of predictive
analytics (e.g., lead scoring,
demand forecasting)

Improvement in return on
investment (ROI)

Reduction in customer acquisition cost (CAC) 46% | Quality and relevance of generated content 46% | n=>50
Customer retention and loyalty metrics 40% | Lead generation and qualification metrics 32% |

“Most of our focus on Al for marketing at the moment is
towards inside sales, lead generation, quality of leads and
[the] customer journey. Tracking these using Al helps us
understand our content performance and, most
importantly, optimize our narrative and content on-the-fly.
Which is not possible using other traditional methods in
real time anymore (or at least for us).”

C-suite, software industry, <1,000 employees

Question: In your opinion, what KPIs are most important for marketing teams to
track in order to most accurately measure Al's impact on marketing success? Why?

“The most important KPIs for marketing teams to track to
measure Al's impact on marketing success [are] customer
engagement, conversion rates, personalization
effectiveness, cost per acquisition and customer lifetime
value. These KPIs help assess the effectiveness of Al in
engaging, converting and retaining customers, as well as
its impact on overall marketing ROL.”

VP, arts and entertainment industry, <1,000 employees

Question: In your opinion, what KPIs are most important for marketing teams to
track in order to most accurately measure Al's impact on marketing success? Why?

Success attribution and
Al integration are leading

challenges for measuring 52%

Al success Difficulty attributing
results directly to Al
implementation

The two most common challenges
marketers encountered measuring the
effectiveness of Al on marketing'’s
success using these KPlIs are difficulty
attributing results to Al implementation
(52%) and challenges integrating Al
tools with existing systems (48%).

What challenges, if any, has your

marketing team encountered in o

measuring the effectiveness of Al 40 /o

using these KPlIs? Select all that apply. Difficulty in
establishing

baseline metrics

for comparison
Al outputs not aligning with traditional marketing KPls 22% |

Rapid changes in Al technology outpacing measurement capabilities 14%

“Don't use blanket KPIs for everything. Depending on what
you are trying to accomplish, the KPIs will be different.”

C-suite, healthcare industry, <1,000 employees

Question: What advice would you give to fellow marketers who still need to develop
a KPI strategy for measuring Al's impact on marketing outcomes?

“Any marketing action you take has to have a clear vision of
its direction, so, it's important to elaborate clear and
realistic marketing goals and evaluate what are you going
to give more value to inside that whole plan. For example,
[if] your goal is to determine how many leads your chatbot
is converting to customers, the best KPI to use is
conversion rate...”

Director, retail industry, 5,000 - 10,000 employees

Question: What advice would you give to fellow marketers who still need to develop
a KPI strategy for measuring Al's impact on marketing outcomes?

Most marketers believe Al 29, Not very
Successtully

has improved KPI success
rates already

90% of marketers say Al has been
successful at improving the success
rate for their KPls. Just 2% report it
has not been very successful.

90%

Somewhat
successfully

In your opinion, how successful has Al
been at improving the success rate of
achieving targeted KPIs?

Not at all successfully 0%

n=50

“While this is of utmost importance, constant piloting of
newer tech is also necessary, as this landscape is evolving
at a very fast pace. A failed pilot today doesn't mean [the]
same tool will fail a quarter down the line.”

Director, transportation industry, 5,000 - 10,000 employees

Question: What advice would you give to fellow marketers who still need to develop
a KPI strategy for measuring Al's impact on marketing outcomes?

In their own words...

“Execute a pilot on one of the
processes involved. Explore
all business outcomes in r N\
terms of financial
experience. Think of all
possible outcomes, integrate
and deploy and then extend
to other processes.”

“Al with KPIs must be used
correctly and in conjunction
with other technologies. Al can
improve business performance,
but not in isolation.”

“Als are in the early . o

- Dll'eCtOI’, telecommunications ) . .
stage of development, industry, 10,000+ employees - Director, manlufacturlng industry,
take precautions.” 10,000+ employees

- Director, retail industry,
10,000+ employees

. —

Question: What advice would you give
to fellow marketers who still need to
develop a KPI strategy for measuring Al's
impact on marketing outcomes?

Region Job Level
Director
North America 82%
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: C-Suite VP

APAC 18% Company Size

<1,001

10,001+ employees
employees 48%

1,001 - 5,000

% employees

5,001 - 10,000

employees

Note: May not add up to 100% due to rounding

Respondents: 50 marketing leaders whose team currently use Al in
their marketing strategy, and have KPIs in place to measure the
effectiveness of that strategy

Want more insights like this from leaders like yourself?

Click here to explore the revamped, retooled and reimagined
Gartner Peer Community. You'll get access to synthesized insights
and engaging discussions from a community of your peers. S
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One-Minute Insights are quick, digestible reports of benchmark surveys taken only by decision makers like yourself in the Peer Community platfor] by sregy s
designed to be read between meetings. Each report is available for you to download and use for visual data in a presentation or slide deck.
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number one priority”

This content, which provides opinions and points of view expressed by users, does not Generative Al in IT: Current use cases being adopted
represent the views of Gartner; Gartner neither endorses it nor makes any warranties e
about its accuracy or completeness.
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