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Resumo:

O presente trabalho busca apresentar e refletir a pesquisa desenvolvida para a Assessoria de 
Comunicação Social (ACS), da Universidade Federal do Pampa (Unipampa), no âmbito do estágio 
curricular obrigatório I, em Relações Públicas. Sendo assim, busca-se evidenciar a importância da 
mensuração de resultados, apresentando diferentes perspectivas, tendo em vista que à Assessoria de 
Comunicação Social utiliza algumas ferramentas de mensuração de resultados para as ações 
desenvolvidas com o emprego das redes sociais - Twitter e Facebook, porém não há periodicidade de 
análises dos dados. Levando em consideração essa necessidade, busca-se a avaliação e mensuração dos 
resultados obtidos, estes podem mostrar a contribuição dos projetos e campanhas de Relações Públicas 
aos objetivos organizacionais. A partir da pesquisa desenvolvida na ACS-Unipampa permitiu visualizar 
novas ferramentas de mensuração, que poderão ser utilizadas, são elas: Facebook Insights, o qual é uma 
ferramenta de mensuração de resultados em que o próprio Facebook disponibiliza; Buffer, que é uma das 
ferramentas mais utilizadas e conhecidas no mercado para o monitoramento das redes sociais; Fanpage 
Karma, ferramenta a qual possibilita uma análise de desempenho extensa; HowSociable, ferramenta que 
se caracteriza pela influência social, e Social Mention, que é uma das melhores ferramentas gratuitas de 
monitoramento social.
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e LPSUHVFLQGtYHO DSUHVHQWDU UHVXOWDGRV� SULQFLSDOPHQWH HP iUHDV FRQVLGHUDGDV� � � � � � � �

HVWUDWpJLFDV� 1D DWXDOLGDGH� RV SURFHVVRV GH JHVWmR YROWDP�VH SDUD D GHPRQVWUDomR GH YDORU� R� � � � � � � � � � � � � �
TXH H[LJH XP JUDQGH HVIRUoR GRV SURILVVLRQDLV GH FRPXQLFDomR SDUD DX[LOLDUHP DV� � � � � � � � � � � �
RUJDQL]Do}HV D DOFDQoDUHP VHXV REMHWLYRV ��/23(6� ����� S� ���� �/HYDQGR HP FRQVLGHUDomR� � � � � � � � � � � �
HVVD QHFHVVLGDGH� EXVFD�VH D DYDOLDomR H PHQVXUDomR GRV UHVXOWDGRV REWLGRV� HVWHV SRGHP� � � � � � � � � � � �
PRVWUDU D FRQWULEXLomR GRV SURMHWRV H FDPSDQKDV GH 5HODo}HV 3~EOLFDV DRV REMHWLYRV� � � � � � � � � � � �
RUJDQL]DFLRQDLV��

&RP EDVH QLVVR� R SUHVHQWH WUDEDOKR EXVFD DSUHVHQWDU H UHIOHWLU D SHVTXLVD GHVHQYROYLGD� � � � � � � � � � � � �
SDUD D $VVHVVRULD GH &RPXQLFDomR 6RFLDO �$&6�� GD 8QLYHUVLGDGH )HGHUDO GR 3DPSD� � � � � � � � � � � �
�8QLSDPSD�� QR kPELWR GR HVWiJLR FXUULFXODU REULJDWyULR ,� HP 5HODo}HV 3~EOLFDV� 6HQGR� � � � � � � � � � � �
DVVLP� EXVFD�VH HYLGHQFLDU D LPSRUWkQFLD GD PHQVXUDomR GH UHVXOWDGRV� DSUHVHQWDQGR� � � � � � � � � �
GLIHUHQWHV SHUVSHFWLYDV� WHQGR HP YLVWD TXH j $VVHVVRULD GH &RPXQLFDomR 6RFLDO XWLOL]D� � � � � � � � � � � �
DOJXPDV IHUUDPHQWDV GH PHQVXUDomR GH UHVXOWDGRV SDUD DV Do}HV GHVHQYROYLGDV FRP R� � � � � � � � � � � �
HPSUHJR GDV UHGHV VRFLDLV � �7ZLWWHU H �)DFHERRN�� SRUpP QmR Ki SHULRGLFLGDGH GH DQiOLVHV GRV� � � � � � � � � � � � � � �
GDGRV��
�
��0(72'2/2*,$�
�

2 HVWXGR IRL EDVHDGR HP XPD SHVTXLVD H[SORUDWyULD� UHDOL]DGD DWUDYpV GH UHYLV}HV� � � � � � � � � � � �
ELEOLRJUiILFDV� DERUGDQGR GLYHUVDV PHWRGRORJLDV GH DYDOLDomR H PHQVXUDomR GH UHVXOWDGRV HP� � � � � � � � � � �
FRPXQLFDomR� $ SHVTXLVD DSUHVHQWD RV SULQFLSDLV FRQFHLWRV GH PHQVXUDomR HP FRPXQLFDomR�� � � � � � � � � � �
D OyJLFD GD PHQVXUDomR� RV SURFHVVRV GH DYDOLDomR H PHQVXUDomR HP FRPXQLFDomR H DV� � � � � � � � � � � � � �
PHWRGRORJLDV GH PHQVXUDomR GRV UHVXOWDGRV� DOpP GH OLVWDU DV IHUUDPHQWDV GH PHQVXUDomR� � � � � � � � � � � �
GLJLWDO TXH D $VVHVVRULD GH &RPXQLFDomR 6RFLDO GD 8QLYHUVLGDGH )HGHUDO GR 3DPSD �� � � � � � � � � � � � �
8QLSDPSD Mi XWLOL]D H VXJHUH QRYDV RSo}HV GH IHUUDPHQWDV� FDVR VXUMD D QHFHVVLGDGH GH� � � � � � � � � � � � � �
LPSOHPHQWi�ODV���
�
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�

/RSHV ������ S� ��� DILUPD TXH� SDUD TXH VH GLVFXWD VREUH PHQVXUDomR H DYDOLDomR GH� � � � � � � � � � � � � � �
UHVXOWDGRV QmR VH SRGH GHL[DU GH FRQVLGHUDU HVWHV SURFHVVRV FRPR DV HWDSDV GR SODQHMDPHQWR� � � � � � � � � � � � � �
HVWUDWpJLFR H VXD UHODomR FRP D HILFLrQFLD H HILFiFLD RUJDQL]DFLRQDO� $ OyJLFD GH DYDOLDomR H� � � � � � � � � � � � � � �
PHQVXUDomR VH RULJLQD DWUDYpV GH XP SURFHVVR TXH VHJXQGR <DQD]H ������ S� ����� p� � � � � � � � � � � � � �
GHVHQYROYLGR D SDUWLU GDV Do}HV H UHVXOWDGRV UHDOL]DGRV SHORV JHVWRUHV GD FRPXQLFDomR GH XPD� � � � � � � � � � � � � �
RUJDQL]DomR� 4XDQWR PDLRU D KLVWyULD GH Do}HV H UHVXOWDGRV GH XPD RUJDQL]DomR� PHQRU VHUi D� � � � � � � � � � � � � � �
PDUJHP GH HUURV QDV SURMHo}HV IXWXUDV H TXDQWR PDLRU D GXUDomR GD PHQVXUDomR GRV� � � � � � � � � � � � � �
UHVXOWDGRV� PDLV RV LQGLFDGRUHV GHL[DUDP GH VHU DSHQDV GDGRV� VH WUDQVIRUPDQGR HP� � � � � � � � � � � �
LQIRUPDo}HV�UHOHYDQWHV��

<DQD]H ������ S� ���� DILUPD TXH SDUD TXH D PHQVXUDomR GD FRPXQLFDomR VHMD HILFLHQWH� � � � � � � � � � � � � �
p QHFHVViULR ID]HU XP SODQHMDPHQWR HVWUDWpJLFR GD FRPXQLFDomR� SHUFRUUHQGR DOJXPDV IDVHV�� � � � � � � � � � �
DQiOLVH GR SURFHVVR VLVWrPLFR � �LQSXWV� RXWSXWV H WKURXJKSXWV ��� DQiOLVH GD UHODomR GH HTXLOtEULR� � � � � � � � � � � � �
RUJDQL]DomR�PHUFDGR� GHILQLomR GH REMHWLYRV H PHWDV� GHILQLomR GH PLVVmR� YLVmR H SURGXWR GD� � � � � � � � � � � � �



RUJDQL]DomR� PDWUL] GH DQiOLVH GH FUHVFLPHQWR H SDUWLFLSDomR� TXDLV RV FRQFRUUHQWHV VLPLODUHV�� � � � � � � � � � � �
VXEVWLWXWRV H IDWRUHV TXH GLILFXOWDP D YHQGD� DQiOLVH GR PHUFDGR�VHJPHQWDomR�FRPSRUWDPHQWR� � � � � � � � � �
GH FRPSUD H XVR GR SURGXWR� DQiOLVH DPELHQWDO� VLVWHPD GH LQIRUPDomR SDUD RSHUDo}HV H SDUD� � � � � � � � � � � � � � �
SUREOHPDV� DQiOLVH GH VZRW GH RXWSXWV �FRP TXHP D RUJDQL]DomR FRQFRUUH H TXDLV VHXV SRQWRV� � � � � � � � � � � � � � �
IRUWHV� IUDFRV� IUDJLOLGDGHV H SRWHQFLDOLGDGHV�� DQiOLVH GH VZRW GH LQSXWV H WKURXJKSXWV �TXDLV� � � � � � � � � � � � �
DV UD]}HV LQWHUQDV GH VXDV IUDJLOLGDGHV H SRWHQFLDOLGDGHV�� TXDLV DV RSRUWXQLGDGH H DPHDoDV� � � � � � � � � � � � �
TXH GHWHUPLQDUmR RV REMHWLYRV H PHWDV� TXDLV RV FDPLQKRV TXH D RUJDQL]DomR GHYH SHUFRUUHU� � � � � � � � � � � � � �
SDUD DOFDQoDU RV REMHWLYRV H PHWDV SURSRVWRV �GHILQLomR GDV HVWUDWpJLDV��TXDLV RV UHFXUVRV� � � � � � � � � � � �
QHFHVViULRV SDUD YLDELOL]DU DV HVWUDWpJLDV H Do}HV �UHFXUVRV ILQDQFHLURV� KXPDQRV�� � � � � � � � � �
FRPXQLFDFLRQDLV� PDWHULDLV� LQIRUPDFLRQDLV H WHFQROyJLFRV�� H FRQWURODU H PRQLWRUDU WRGDV DV� � � � � � � � � � �
DWLYLGDGHV��

+RQ ������ S� ����� DILUPD TXH DWXDOPHQWH H[LVWH XPD JUDQGH SUHRFXSDomR QD LQG~VWULD� � � � � � � � � � � � �
H QRV PHLRV DFDGrPLFRV VREUH D GLILFXOGDGH GH FDSWDU R YDORU GDV 5HODo}HV 3~EOLFDV� PHVPR� � � � � � � � � � � � � � �
H[LVWLQGR YiULDV WpFQLFDV H IHUUDPHQWDV GH DYDOLDomR� 'HQWUR GH XPD DERUGDJHP LQWHJUDGD�� � � � � � � � � � � �
SDUD FRQVHJXLU PHGLU D HILFiFLD RUJDQL]DFLRQDO� WRGDV HVVDV IHUUDPHQWDV GHYHP FRQWULEXLU HP� � � � � � � � � � � �
GLIHUHQWHV QtYHLV SDUD TXH VH WHQKD D QRomR GH FRPR D FRPXQLFDomR HQWUH RUJDQL]DomR�S~EOLFR� � � � � � � � � � � � � �
HVWi�VHQGR�FRQVWUXtGD�H�PDQWHQGR�UHODFLRQDPHQWRV�GH�TXDOLGDGH��

3DUWLQGR GHVVD SUHPLVVD� R SUHVHQWH WUDEDOKR EXVFD GHPRQVWUDU R TXDQWR D PHQVXUDomR� � � � � � � � � � � �
GRV UHVXOWDGR p LPSRUWDQWH H SRGH FRQWULEXLU FRP RV REMHWLYRV LQVWLWXFLRQDLV� RX VHMD� D� � � � � � � � � � � � � �
PHQVXUDomR GRV UHVXOWDGRV� HP kPELWRV GLJLWDLV� R TXDO IRL WUDWDGR QHVWH WUDEDOKR� p XPD� � � � � � � � � � � � � �
PDQHLUD GH VDEHU TXHP VmR RV S~EOLFRV TXH LQWHUDJHP FRP DV LQVWLWXLo}HV QDV UHGHV VRFLDLV�� � � � � � � � � � � � � � �
FRPR HVWi R FUHVFLPHQWR GRV VHJXLGRUHV� D DQiOLVH GD DJHQGD GH FRQWH~GR RX DWp PHVPR VH Ki� � � � � � � � � � � � � � � � �
WURFD�GH�PHQVDJHQV�HQWUH�HPLVVRU�UHFHSWRU��

3RUWDQWR� VHJXQGR /RSHV ������ S� ���� XPD VROXomR SDUD GLPLQXLU DV GLILFXOGDGHV TXH� � � � � � � � � � � � �
YrP VHQGR HQIUHQWDGDV SHORV SURILVVLRQDLV GH FRPXQLFDomR HP UHODomR j HWDSD ILQDO GR� � � � � � � � � � � � �
SODQHMDPHQWR� RX VHMD� PHQVXUDomR GH UHVXOWDGRV� p R HVWDEHOHFLPHQWR GH SDUFHULDV HQWUH� � � � � � � � � � � �
&RPXQLFDomR H GHSDUWDPHQWRV GDV iUHDV ILQDQFHLUDV H FRQWiELO� SDUD TXH KDMD XPD WURFD GH� � � � � � � � � � � � � �
LQIRUPDo}HV TXDQWR DR PDQXVHLR GH Q~PHURV� tQGLFHV H GDGRV� $OpP GLVVR� LQVWLJDU RV� � � � � � � � � � � � �
DFDGrPLFRV QR GHVHQYROYLPHQWR GH SURMHWRV TXH� GH XP ODGR� SURSLFLHP R DSULPRUDPHQWR GD� � � � � � � � � � � � �
IRUPDomR GRV SURILVVLRQDLV DWXDQWHV QR PHUFDGR H� GH RXWUR� YLDELOL]HP R GHVHQYROYLPHQWR GH� � � � � � � � � � � � �
HVWXGRV�QHVWH�FDPSR�HP�SDUFHULD�FRP�DV�LQVWLWXLo}HV��

$ SDUWLU GD UHYLVmR WHyULFD GH DXWRUHV VREUH PHWRGRORJLDV GH DYDOLDomR GH UHVXOWDGRV HP� � � � � � � � � � � � � �
FRPXQLFDomR H FRP XP ROKDU DWHQWR DR FDVR GD $&6 GD 8QLSDPSD� SHUFHEH�VH R YDORU TXH D� � � � � � � � � � � � � � � � �
PHQVXUDomR GH UHVXOWDGRV WHP SDUD D FRPXQLFDomR H R TXDQWR p XUJHQWH H UHOHYDQWH SDUD DV� � � � � � � � � � � � � � � �
RUJDQL]Do}HV H SDUD RV JHVWRUHV GD FRPXQLFDomR� 'LDQWH GLVVR� IRL UHDOL]DGR XP GLDJQyVWLFR D� � � � � � � � � � � � � �
ILP GH YHULILFDU TXDLV DV IHUUDPHQWDV GH PHQVXUDomR GLJLWDO XWLOL]DGDV SHOD $&6� VmR HODV�� � � � � � � � � � � � � �
%LW�O\��&:$�&OLSSLQJ��*RRJOH�$QDO\WLFV�H�7ZHHW'HFN��

�
�
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&RP HVVDV UHIOH[}HV p SRVVtYHO SHUFHEHU TXH DYDOLDU QmR p XPD WDUHID IiFLO� SRLV� � � � � � � � � � � � � �
GHPDQGD WHPSR H SURILVVLRQDLV TXDOLILFDGRV� SRU LVVR Mi QmR VH WUDWD DSHQDV GH XPD RSomR�� � � � � � � � � � � � � � �
SRLV DV LQVWLWXLo}HV H[LJHP D GHPRQVWUDomR GH UHVXOWDGRV� RV SURILVVLRQDLV FRPSDUDP VHX� � � � � � � � � � � �
GHVHPSHQKR FRP R DOKHLR� R PHUFDGR UHFRQKHFH RV JHUDGRUHV GH PXGDQoDV H R S~EOLFR� � � � � � � � � � � � � �
VHOHFLRQD R TXH OKH SDUHFH PDLV IDYRUiYHO� 6HQGR DVVLP� D DYDOLDomR LQGX] D WRPDGD GH� � � � � � � � � � � � � � �
GHFLVmR� SRLV GHPRQVWUD R LPSDFWR GH XPD FHUWD DWLYLGDGH QR UHQGLPHQWR GD LQVWLWXLomR�� � � � � � � � � � � � �
DERUGD�RV�SRQWRV�IDOKRV�GH�XP�SURJUDPD�H�WUD]�SURSRVWDV�GH�FRUUHomR�� �



$ SDUWLU G �D SHVTXLVD GHVHQYROYLGD QD�SDUD $&6 8QLSDPSD SHUPLWLX YLVXDOL]DU QRYDV� � � � � � � � � � �
IHUUDPHQWDV GH PHQVXUDomR� TXH SRGHUmR VHU XWLOL]DGDV� VmR HODV� �)DFHERRN ,QVLJKWV �� R TXDO p� � � � � � � � � � � � � �
XPD IHUUDPHQWD GH PHQVXUDomR GH UHVXOWDGRV HP TXH R SUySULR �)DFHERRN GLVSRQLELOL]D�� � � � � � � � � � � �
%XIIHU� �TXH �p XPD GDV IHUUDPHQWDV PDLV XWLOL]DGDV H FRQKHFLGDV QR PHUFDGR SDUD R� � � � � � � � � � � � � �
PRQLWRUDPHQWR GDV UHGHV VRFLDLV� �)DQSDJH .DUPD� �IHUUDPHQWD D TXDO �SRVVLELOLWD XPD DQiOLVH� � � � � � � � � � � �
GH GHVHPSHQKR H[WHQVD� �+RZ6RFLDEOH� �IHUUDPHQWD TXH VH FDUDFWHUL]D SHOD LQIOXrQFLD VRFLDO� H� � � � � � � � � � � �
6RFLDO�0HQWLRQ�� �TXH�p�XPD�GDV�PHOKRUHV�IHUUDPHQWDV�JUDWXLWDV�GH�PRQLWRUDPHQWR�VRFLDO��
�
�
��5()(5Ç1&,$6�%,%/,2*5È),&$6�
�
%LW�O\� �'LVSRQtYHO HP� ��KWWSV���WHFQREORJ�QHW��������ELWO\�UHGH�VRFLDO��!� $FHVVR HP�� � � � � �

������������

�

%XIIHU���'LVSRQtYHO�HP����KWWSV���EXIIHU�FRP��!����$FHVVR�HP��������������

�
&:$ &OLSSLQJ� �'LVSRQtYHO HP� ��KWWSV���ZZZ�FZDFOLSSLQJ�QHW�VLWH��!� $FHVVR HP�� � � � � � �

������������
�
)DQSDJH .DUPD� 'LVSRQtYHO HP�� � � �

�KWWSV���ZZZ�IDQSDJHNDUPD�FRP��MVHVVLRQLG +�&H�/:1�E,�56NYH*U2$4!� $FHVVR HP�� � �

������������

�
*RRJOH $QDO\WLFV� �'LVSRQtYHO HP� ��KWWSV���UHVXOWDGRVGLJLWDLV�FRP�EU�EORJ�JRRJOH�DQDO\WLFV��!�� � � � �

$FHVVR�HP��������������

�

+21� /LQGD� 2 PRVDLFR GD DYDOLDomR HP 5HODo}HV 3~EOLFDV� ,Q �2UJDQLFRP� UHYLVWD� � � � � � � � � � � �
EUDVLOHLUD GH FRPXQLFDomR RUJDQL]DFLRQDO H UHODo}HV S~EOLFDV� $QR �� Q� �� 6mR 3DXOR�� � � � � � � � � � � � �
*HVWFRUS�(&$�863��������
�
+RZVRFLDEOH����'LVSRQLYHO�HP���KWWS���KRZVRFLDEOH�FRP�XVHUV�VLJQBLQ!��$FHVVR�HP�
������������

�
/23(6� 9DOpULD� 2 UHODo}HV S~EOLFDV FRPR JHVWRU GD LPDJHP H D LPSRUWkQFLD GD PHQVXUDomR� � � � � � � � � � � � � �
GRV UHVXOWDGRV HP &RPXQLFDomR &RUSRUDWLYD� LQ �2UJDQLFRP� UHYLVWD EUDVLOHLUD GH� � � � � � � � � �
FRPXQLFDomR RUJDQL]DFLRQDO H UHODo}HV S~EOLFDV� $QR �� Q� �� 6mR 3DXOR�� � � � � � � � � � �
*HVWFRUS�(&$�863��������
�
6RFLDO�0HQWLRQ� ��'LVSRQtYHO�HP��� ��KWWS���VRFLDOPHQWLRQ�FRP�!�$FHVVR�HP��������������
�
7ZHHW'HFN� �'LVSRQtYHO HP�� � �

��KWWSV���PDUNHWLQJGHFRQWHXGR�FRP�IHUUDPHQWDV�JUDWXLWDV�SDUD�PRQLWRUDPHQWR�GH�UHGHV�VRFLD

LV��!��$FHVVR�HP��������������
�



<$1$=(� 0LWVXUX� +� *HVWmR GH PDUNHWLQJ H FRPXQLFDomR� DYDQoRV H DSOLFDo}HV� �� HG�� � � � � � � � � � � � �

6mR�3DXOR��6DUDLYD���������
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