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7 KPIs for Small Businesses and NGOs to Track 
 
Though performance indicators can seem daunting to startups, there are a number of KPIs for 
small businesses that can easily be tracked in order to boost performance. 
 
Some KPIs, such as financial ratios, may seem dauntingly complex. However, with a simple 
understanding and this free downloadable spreadsheet with easy-to-use formulas, tracking your 
KPIs can become a simple task. 
 
This tool will help you understand the what, why and how of seven essential metrics for any 
small business or NGO. 
 

1. ROI (Return on Investment) 
 
What it is: 
You ROI shows the percentage of gain on top of the cost of any investment, including 
fundraising endeavors.  
 
For example, if you spend $800 on a fundraising campaign and end up raising $1,000, you have 
gained $200 on top of the $800 spent. Thus, your ROI is 25%. This return can be seen as profit, 
or it can be reinvested in other programs. 
 
ROI is calculated as follows: (Gain from Investment - Cost of Investment) / Cost of Investment 
 
Why use it: 
ROI is fundamental to any business venture, whether for profit or nonprofit. If the resources you 
have invested in a particular endeavor are not producing a satisfying return, you should go back 
to the drawing board and try something else. Additionally, you can use ROI to compare multiple 
projects and see which are worth further investment. 
 
How to interpret:  
As mentioned, your ROI is calculated as a percentage. An ROI of 0% means you got back for 
your investment exactly what you spent on it and there was no return, whereas a return of 100% 
means you have doubled your investment. Conversely, a negative ROI means you lost money 
on the endeavor. In general, look for an ROI of at least 15%. 
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2. Revenue Growth 
 
What it is: 
Revenue growth, as the name implies, shows how your revenue has been growing over a 
period of time. Annual revenue growth compares your total revenue from year to year but it can 
also be calculated on a month-to-month basis. 
 
Why use it: 
Tracking revenue growth helps you understand how your earnings are growing over time. For 
example, if your total revenue was $10,000 in 2015 and $20,000 in 2018, your  Total Revenue 
Growth  would be 100%--meaning your annual revenue doubled in four years time. That relates 
to an  Average Revenue Growth  of 25% per year. 
 
However, when you take a closer look at your revenue growth from month to month or year to 
year, you can get a better picture. Continuing the above example, your revenue may have 
grown from $10,000 in 2015 to $11,000 in 2016, giving you an  Annual Revenue   Growth  is 10% 
which is quite a bit less than the average for the four year period. 
 
How to interpret:  
When analyzing your revenue growth, look for stability and a steady upward trend. Obviously, 
negative growth (or a decline) should be a red flag. You can also compare your growth rate to 
industry benchmarks. Though these will vary from one industry to another, solid annual growth 
rates fall between 15 and 45%. Smaller businesses do tend to have higher growth rates. 
 

3. Customer or Donor Retention Rate 
 
What it is: 
Your customer or donor retention rate calculates how well you have been holding onto your 
customers. It excludes newly acquired customers or donors and looks at how many of your 
original patrons are left at the end of a given period. 
 
For example, if you start a month with 50 customers, gain 10 new ones, and end the month with 
55, your retention rate would be 90%. After subtracting your 10 new customers from the 55, you 
are left with fewer customers than you started with. This means you lost 10% and retained 90%. 
 
Why use it: 
Getting new customers or donors usually requires quite a big investment. Small businesses can 
benefit greatly from focusing instead on building a loyal customer or donor base. By monitoring 
your retention rate, you can keep track of how well you are holding onto the existing customers 
or donors in which you have already invested.  
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How to interpret:  
If you have retained all of your customers or donors, you will have a retention rate of 100%. In 
all likelihood, your actual rate will fall short of 100 but if it dips noticeably you should immediately 
look into why you are losing patrons and how you can inspire greater loyalty. 
 

4. Revenue per Employee 
 
What it is: 
This simple formula divides your total revenue by the number of employees for a given period, 
such as one year. 
 
For example, if your total revenue went up from $10,000 in 2017 to $11,000 in 2018, you would 
appear to have a healthy revenue growth of 10%. However, if you had 25 employees in 2017 
and 15 new hires in 2018, this KPI would show you that your Revenue per Employee has 
dropped from $400 to $275. This is a possible indicator that most of these hires were not good 
investments. 

 
Why use it: 
This is an especially important KPI for small businesses and NGOs, as employees are likely 
your biggest expense. Make sure every hire is worth it by tracking your Revenue per Employee 
ratio. 
 
How to interpret:  
Ideally, you want your Revenue per Employee ratio to increase or at the very least stay the 
same. Though it may fluctuate in the short-term—as it may take time for new hires to translate 
to financial benefits—keep an eye on changes as your company grows over time and ask what 
impact new hires are having on this KPI. 
 

5. Current Ratio 
 
What it is: 
Your current ratio shows the relationship between your current assets and current liabilities. 
Current assets include cash on hand, money in the bank, and payments expected from 
customers (Accounts Receivable), whereas current liabilities refer to upcoming expenses and 
short-term debt.  
 
All of these elements can be in your Balance Sheet. To calculate your Current Ratio, add up 
your current assets and divide that by your current liabilities. For example, if you have $2,000 in 
current assets and $1,600 in liabilities, your ratio would be 1.25 
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Why use it: 
Because the Current Ratio shows your ability to pay off short-term debts, creditors will want to 
see that it is healthy. 
 
How to interpret:  
If your current ratio is less than 1, it indicates difficulty meeting current obligations. On the other 
hand, a ratio higher than 2 may indicate that you are not using your short-term assets efficiently. 
For small businesses, however, higher is generally better than lower. 
 

6. Website Conversion Rate 
 
What it is: 
Your conversion rate measures how well your website is at getting visitors to do what you would 
like them to do. That could be making a purchase or giving a donation but it could also be 
downloading something or signing up to your newsletter.  
 
To calculate your website conversion rate, simply divide the number of conversions in a given 
timeframe by the total number of site visitors in the same period of time. 
 
Why use it: 
If your website is getting lots of visitors but no conversions, your time and effort is being wasted. 
If your conversion rate is too low, you may need to rethink your website. 
 
How to interpret:  
You will certainly want a rate of at least 1% but you may aim for 5% or even 10% (the top 10% 
of Google Ads advertisers have conversion rates of 11%) 
 

7. Social Media Engagement 
 
What it is: 
This handy KPI measures how effectively you are interacting with customers or donors through 
social media. It can measure such interactions as likes, mentions, shares, views, comments, 
and subscriptions. Social media engagement can often be tracked directly through, for example, 
your Facebook page. 
 
Why use it: 
Social media is an excellent way to engage with current and potential customers and donors, 
especially for small business. It allows you to connect with your audience on a personal level. 
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How to interpret:  
Look for more than followers or likes and aim to engage your audience more actively by posting 
content that they will want to respond to or share. If you post on your company’s Facebook page 
or Instagram account but don’t get much engagement, consider the regularity and quality of 
your content. 
 


