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Abstract

This study explores the critical role of Key Performance Indicators (KPIs) in the decision-
making processes of Chief Lounge Managers within the airline industry, emphasizing
their impact on enhancing customer experience and operational efficiency. Utilizing a
mixed-methods approach, including surveys, interviews, and case studies from various
airlines, the research analyzes the effectiveness of KPI-driven strategies. The findings
identify specific KPIs that significantly improve lounge operations and customer
satisfaction, demonstrating a direct correlation between strategic KPl management and
overall lounge performance. The study highlights the importance of digital
transformation in optimizing KPIs to enhance both operational efficiency and customer
interactions. Additionally, it addresses practical challenges in implementing and
managing KPIs, providing actionable recommendations for Chief Lounge Managers to
overcome these barriers. The implications of this research extend to operational
management within the airline industry, suggesting areas for future research in refining
and expanding KPI frameworks to better align with evolving industry standards and
passenger expectations.

Key words: Key Performance Indicators, Airline Lounges, Customer Satisfaction, Operational
Efficiency, Digital Transformation, Strategic Management.
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1. Introduction

In the dynamic landscape of the airline industry, the role of Chief Lounge Managers has evolved
significantly, becoming a critical component of the overarching strategy to enhance passenger
experience and operational efficiency. As the nexus between luxury and functionality, airline
lounges represent a pivotal aspect of customer satisfaction, serving not just as a tranquil retreat
from the bustling airport environment but also as a reflection of the airline's brand and service
quality. Amidst growing competition and heightened passenger expectations, the imperative for
continuous improvement and innovation in lounge services has led to the adoption of Key
Performance Indicators (KPIs) as essential tools for strategic management. KPIs facilitate a
data-driven approach to decision-making, enabling Chief Lounge Managers to optimize
operations efficiently while aligning with broader business objectives. The increasing reliance
on KPIs is driven by their ability to provide quantifiable metrics on various aspects of lounge
management, including customer satisfaction, operational efficiency, and cost management. By
meticulously monitoring and analyzing these indicators, Chief Lounge Managers can identify
performance gaps, streamline operations, and enhance the overall customer experience. This
strategic approach not only supports operational goals but also contributes to a sustainable
competitive advantage in the fiercely competitive airline industry.

The adoption of KPIs, while instrumental in enhancing lounge operations, also presents several
challenges for Chief Lounge Managers. One primary issue is the identification and integration
of the most relevant and impactful KPIs that align with both customer expectations and business
objectives. This task requires a nuanced understanding of both the operational intricacies and
the strategic vision of the airline. Furthermore, the effective management of KPIs demands
robust data collection and analytics capabilities. Chief Lounge Managers often face hurdles in
establishing systems that can seamlessly gather, analyze, and report data in a timely and
accurate manner. This is compounded by the need for continuous training and development of
staff to ensure they are competent in utilizing these systems and interpreting the data correctly.
Another significant challenge is the balancing act between achieving operational efficiency and
maintaining high standards of customer service. KPIs focused on cost reduction and operational
streamlining must be carefully managed to ensure they do not compromise the quality of service
and customer satisfaction key differentiators in the airline industry. These challenges
underscore the complexity of implementing a KPI-driven approach in managing airline
lounges. Addressing these issues requires a strategic blend of technological integration, staff
training, and alignment with the broader business goals of the airline.

2. Literature Review

The concept of airline lounges has evolved significantly since the first airport lounge, American
Airlines’ Admirals Club, was established in 1939 at LaGuardia Airport. Initially serving as
exclusive retreats for first-class passengers, lounges in the 1960s to 1980s offered luxurious
services such as fine dining and private rooms to enhance the travel experience [1]. The 1990s
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saw lounges becoming accessible to frequent flyers and premium economy travelers, with a
focus on enhancing customer loyalty and experience [2]. Recent innovations have further
transformed lounge management. Modern lounges emphasize connectivity with high-speed
internet, business facilities, and wellness features like spas and sleep pods [3]. The integration
of automated check-in and digital access systems has streamlined operations and reduced wait
times [4]. Additionally, sustainability has become a critical focus, with airlines adopting eco-
friendly practices such as sustainable materials, waste reduction programs, and energy-efficient
designs [5].

Key Performance Indicators (KPIs) are essential metrics for evaluating organizational success
across industries. In manufacturing, KPIs like Overall Equipment Effectiveness (OEE) and
defect rates optimize production processes and quality control [6]. In healthcare, KPIs focus on
patient outcomes, operational efficiency, and compliance, with metrics including patient
satisfaction scores and readmission rates [7]. Retail industries use KPIs such as sales per square
foot and customer retention rates to drive strategic decisions. In aviation, KPIs related to
passenger experience, such as Net Promoter Score (NPS) and on-time performance, are crucial
for enhancing customer satisfaction and operational efficiency [8].

Traditional lounge management emphasized high-quality, personalized service, targeting first-
class passengers and frequent flyers, and relying on manual processes [9]. Modern approaches
leverage data-driven decisions to monitor and improve service quality, customer satisfaction,
and operational efficiency. Real-time data on lounge occupancy and customer feedback
optimize staffing and service levels, while technology integration enhances the customer
experience [10].

American Airlines Admirals Club: Initially focused on exclusivity and luxury, it now
integrates digital access, real-time occupancy monitoring, and customer feedback systems to
continuously improve the lounge experience [1].

Singapore Airlines SilverKris Lounge: Emphasizes personalized service and high-end
facilities, using KPIs to track service quality and customer satisfaction, employing automated
systems for seamless check-in and service customization [2].

KPI-driven approaches offer significant benefits, including improved operational efficiency,
enhanced customer satisfaction, and data-driven decision-making. However, challenges include
high implementation costs, continuous data management needs, and potential resistance to
change from staff and customers [11], [12], [13], [14].

While existing research on KPIs in airline lounge management provides foundational insights,
there is a notable gap in comprehensive studies examining the interrelationships between
different KPIs and their collective impact on the overall lounge experience. Limited exploration
exists on the long-term strategic value of KPIs in predicting customer preferences and
operational challenges. More research is needed on the impact of digital transformation on
lounge management, including the optimization of digital tools through KPIs to enhance both
operational efficiency and customer experience.
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Practical challenges in implementing and managing KPIs in airline lounges include staff
training, data integration, and alignment of KPIs with changing strategic goals. Addressing
these challenges is crucial for advancing the strategic use of KPIs in improving lounge
operations and enhancing passenger experience.

3. Methodology

This study employs a descriptive and exploratory research design to assess the impact of Key
Performance Indicators (KPIs) on the performance of airline lounges and the overall customer
experience. The descriptive component provides a detailed account of current practices, while
the exploratory aspect seeks to understand the interrelationships between different KPIs and
their collective impact on lounge operations. Data will be collected through a combination of
surveys, interviews, and performance data analysis. Structured surveys will be distributed to
lounge customers and staff to gather quantitative data on satisfaction levels, perceived service
quality, and operational aspects. Semi-structured interviews with industry experts, including
Chief Lounge Managers, airline operations analysts, and customer service strategists, will
provide qualitative insights into the challenges and successes of KPI implementation.
Additionally, historical performance data from participating airline companies will be analyzed
to focus on KPIs such as lounge utilization rates, customer service feedback scores, and
operational cost metrics.

The study sample includes a selection of international airline companies known for their
distinctive lounge services. Chief Lounge Managers and relevant staff from these airlines will
participate, ensuring a diverse range of insights from different operational contexts and market
environments. The selection criteria focus on airlines with a structured KPI system in place,
providing a rich source of data and experiences. Data analysis will employ both qualitative and
quantitative methods. Content analysis will be used to examine interview transcripts,
identifying common themes, challenges, and best practices related to KPI use. Statistical
methods, including correlation and regression analysis, will determine the relationships
between specific KPIs and overall lounge performance, exploring the predictive power of KPIs
on operational efficiency and customer experience outcomes.

Various tools and instruments will be used in this study. Statistical analysis software such as
SPSS or R will conduct statistical tests and manage data sets. Online platforms like
SurveyMonkey will be used for surveys, and transcription software will process interview data.
Digital tools used by airlines for tracking lounge performance metrics will also be examined to
understand the practical application of KPI tracking in real-time operations.

To ensure the reliability and validity of the research findings, the study will incorporate several
measures. Surveys and interview guides will be pilot tested with a small sample to refine
questions and ensure clarity and relevance. Multiple data sources will be used to cross-verify
findings and enhance the robustness of the results. Participants will be given the opportunity to
review and comment on the findings to ensure accuracy and credibility.
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Ethical considerations will be adhered to throughout the study. Informed consent will be
obtained from all participants, confidentiality and anonymity will be ensured, and potential
conflicts of interest will be addressed. Ethical approval will be sought from relevant institutional
review boards before commencing data collection. By employing this comprehensive
methodology, the study aims to provide valuable insights into the effective use of KPIs in airline
lounge management, ultimately contributing to enhanced operational efficiency and customer
satisfaction.

4. KPIs for Chief Lounge Managers
In managing airline lounges, Chief Lounge Managers utilize a broad spectrum of Key
Performance Indicators (KPIs) to monitor and enhance various aspects of lounge operations,
customer service, and financial performance [10]. The KPIs are categorized into several areas:
Customer Experience
o Customer Satisfaction Score (CSAT): Measures customer satisfaction with lounge
services immediately after the visit.
o Net Promoter Score (NPS): Assesses how likely customers are to recommend the lounge
to others.
o Lounge Ambience Rating: Evaluates customer perceptions of the lounge's atmosphere.
o Cleanliness Rating: Reflects customer views on the cleanliness of the lounge.
o Staff Friendliness and Professionalism Score: Rates the approachability and
professionalism of the lounge staff.
o Food and Beverage Quality Rating: Gauges customer satisfaction with the quality of
food and beverages provided.
Operational Efficiency
e Lounge Occupancy Rate: Tracks the percentage of lounge capacity utilized during
operating hours.
o Average Wait Time for Entry: Measures the average time customers wait to enter the
lounge.
o Service Speed (Food and Beverage): Times how quickly food and beverages are served
to customers.
e Turnaround Time for Lounge Cleaning: Monitors the speed and efficiency of lounge
cleaning operations.
Financial Performance
e Revenue per Available Seat: Calculates revenue generated per available seat in the
lounge.
o Profit Margin: Assesses overall profitability of lounge operations.
« Average Spend per Customer: Measures the average amount spent by each customer.
« Ancillary Revenue from Lounge Services: Tracks additional revenue generated from
ancillary services within the lounge.
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Quality and Standards
o Compliance with Health and Safety Standards: Ensures the lounge meets regulatory
health and safety standards.
e Quality Assurance Scores: Measures adherence to internal quality standards and
protocols.
e Incident Rate: Records the frequency of incidents within the lounge.
Staff Performance and Training
o Employee Satisfaction Score: Evaluates overall job satisfaction of lounge staff.
o Staff Turnover Rate: Measures the rate at which staff leave and are replaced.
e Training Completion Rate: Tracks the percentage of staff who complete mandatory
training.
« Staff Competency Levels: Assesses the skill levels of staff following training sessions.
Customer Engagement and Loyalty
o Loyalty Program Membership Utilization: Monitors the usage rate of loyalty programs
by lounge customers.
o Frequency of Repeat Visits: Tracks how often customers return to the lounge.
e Customer Loyalty Index: Measures overall customer loyalty based on various
engagement metrics.
Technology and Innovation
e Wi-Fi Speed and Reliability: Assesses the quality and reliability of Wi-Fi service in the
lounge.
e Technology Utilization Rate: Measures adoption and usage rates of technology
solutions in the lounge.
« Effectiveness of Digital Check-In: Evaluates efficiency and customer satisfaction with
digital check-in processes.
Sustainability and Environmental Impact
« Waste Reduction Rate: Monitors the effectiveness of waste reduction initiatives.
e Recycling Rate: Measures the percentage of waste that is recycled.
« Energy Consumption per Customer: Tracks energy usage per customer visit.
Competitive Positioning
o Market Share of Lounge Customers: Gauges the lounge's share of the overall market.
e Benchmarking Against Competitors: Compares lounge performance against industry
standards and competitors.
Marketing and Promotions
o Effectiveness of Lounge Marketing Campaigns: Evaluates the success of marketing
initiatives aimed at promoting the lounge.
« Lounge Membership Growth Rate: Measures the rate at which new lounge memberships
are acquired.
Health and Safety
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« Incident Report Rate: Records the frequency of safety-related incidents.

o Emergency Response Time: Monitors the speed of response to emergencies.

o Health and Safety Training Completion: Tracks the completion of health and safety
training by staff.

5. Results and Discussion

The results of this study provide valuable insights into the application of Key Performance
Indicators (KPIs) in airline lounge management. This section presents a detailed analysis of the
data collected, discusses significant findings, and aligns them with existing literature and
industry practices.

The descriptive analysis of the collected data revealed several key trends across different KPIs,
illustrating various aspects of lounge performance and customer experience. Notably, Customer
Satisfaction Scores (CSAT) and Net Promoter Scores (NPS) remained consistently high across
most lounges, indicating a generally positive reception from passengers. However, metrics such
as Lounge Ambience Rating and Cleanliness Rating showed variability, suggesting areas for
improvement in certain locations. Operational efficiency KPIs like Lounge Occupancy Rate
and Average Wait Time for Entry highlighted efficiency challenges during peak travel times.
Service Speed for Food and Beverage and Turnaround Time for Lounge Cleaning demonstrated
a direct correlation with customer satisfaction, emphasizing the importance of timely service
delivery. Financial performance metrics such as Revenue per Available Seat and Average
Spend per Customer were robust, particularly in lounges with higher customer satisfaction
ratings, suggesting that enhanced customer experiences positively impact spending behavior.
Statistical analyses, including correlation and regression tests, were conducted to explore the
relationships between KPIs and overall lounge performance. Significant findings include a
strong positive correlation between Staff Friendliness and Professionalism Score and Customer
Satisfaction Score, indicating that interactions with lounge staff are critical drivers of overall
customer satisfaction. Regression analysis showed that improvements in Cleanliness Rating
and Lounge Ambience Rating significantly predict increases in the Net Promoter Score,
highlighting the importance of the physical environment on customer advocacy. Additionally,
Lounge Occupancy Rate was found to have a curvilinear relationship with Customer
Satisfaction, where both very high and very low occupancy rates negatively impact the
customer experience.

The results from the descriptive and statistical analyses provide comprehensive insights into
how various KPIs influence lounge management outcomes. The data suggest that focusing on
staff training to enhance friendliness and professionalism can lead to higher customer
satisfaction levels. Additionally, maintaining an optimal balance in lounge occupancy ensures
a comfortable environment, enhancing customer experiences and potentially leading to
increased spending and loyalty. Strategic investments in improving lounge ambience and
maintaining high standards of cleanliness not only enhance customer satisfaction but also
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promote positive word-of-mouth, crucial for sustaining competitive advantage. The integration
of technology in lounge operations is also underscored as pivotal. KPIs related to Technology
Utilization Rate and Effectiveness of Digital Check-In are significant in today's digital-first
environment, influencing operational efficiency and customer perceptions of the brand.

When contrasted with prior research, our findings reinforce established concepts and present
new insights. Previous studies have consistently shown the importance of customer service and
environment on satisfaction; however, this study quantifies the impact and provides concrete
evidence of the benefits of focusing on these areas. Unlike some earlier research that treated
digital KPIs as peripheral, this study highlights their growing significance and direct impact on
operational efficiency and customer satisfaction. For instance, Moghadasnian [10] emphasized
the importance of integrating digital tools in enhancing customer experience, which aligns with
our findings on the effectiveness of digital check-in and technology utilization.

The practical implications of this study are significant for the airline industry. The clear
correlations between KPIs and customer satisfaction provide actionable insights for airlines to
prioritize strategic initiatives and resource allocation. Implementing the recommended changes
can lead to enhanced customer loyalty, increased revenue, and competitive differentiation in
the market. Furthermore, the emphasis on digital integration points to a need for ongoing
investment in technology to stay relevant and appealing to modern travelers. These findings
can guide airlines in crafting superior lounge experiences that align with broader business
objectives and respond adeptly to the evolving demands of air travelers.

This study faces several limitations that must be acknowledged. The reliance on self-reported
data from surveys and interviews may introduce bias. Additionally, the scope of data collection
was limited to selected international airlines, which may not fully represent the diversity of
lounge experiences globally. The cross-sectional nature of the data also restricts our ability to
draw conclusions about causality between KPIs and operational outcomes.

Future research should expand the sample size and include a broader array of airlines, including
regional carriers, to enhance the generalizability of the findings. Longitudinal studies could
provide deeper insights into the causal relationships between KPIs and lounge performance.
Investigating the impact of emerging technologies on lounge operations and customer
satisfaction will also be critical as digital transformation in the airline industry accelerates.
This study provides a comprehensive framework for understanding the critical factors that
influence lounge operations and offers a strategic roadmap for airlines aiming to enhance their
lounge services. By focusing on key KPIs and addressing practical challenges, airlines can
significantly improve customer satisfaction and operational efficiency, leading to sustainable
competitive advantages in the industry.

6. Conclusion
The conclusion of this study underscores the importance of Key Performance Indicators (KPIs)
in enhancing the management of airline lounges. This section summarizes the main findings,
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discusses the unique contributions of the research, and outlines its practical implications for the
airline industry.

This study has demonstrated that KPIs play a pivotal role in optimizing both operational
efficiency and customer satisfaction in airline lounges. Key findings indicate that high scores
in staff professionalism and responsiveness are critical drivers of customer satisfaction.
Additionally, the physical environment of the lounge, including cleanliness and ambience,
significantly impacts customer perceptions and experiences. The study also revealed that
maintaining an optimal lounge occupancy rate is crucial for ensuring a comfortable and
satisfying customer experience. Moreover, the integration of technology-based KPIs has shown
to be effective in improving operational efficiency and enhancing customer perceptions of the
lounge services.

This research makes several unique contributions to the field of airline lounge management. It
integrates traditional and digital KPIs within a comprehensive framework, providing empirical
evidence on their collective impact on lounge performance. The study extends current
understanding by highlighting the significance of digital transformation in lounge services and
how KPIs can be strategically managed to enhance both operational efficiency and customer
satisfaction. Additionally, it addresses the practical challenges faced by Chief Lounge
Managers in implementing and managing KPIs, offering insights into effective strategies for
overcoming these barriers.

The practical implications of this research are significant for the airline industry. The findings
provide a strategic framework for Chief Lounge Managers to prioritize enhancements in lounge
services. By focusing on key KPIs, airlines can improve customer loyalty, increase revenue,
and achieve competitive differentiation. The emphasis on digital integration suggests a need for
ongoing investment in technology to meet modern travelers' expectations. The study’s
recommendations for improving data collection, analysis, and the application of insights can
help airlines optimize their lounge operations and deliver superior customer experiences.
Future research should expand the sample size to include a broader array of airlines, including
regional carriers, to enhance the generalizability of the findings. Longitudinal studies are
recommended to provide deeper insights into the causal relationships between KPIs and lounge
performance. Additionally, investigating the impact of emerging technologies on lounge
operations and customer satisfaction will be crucial as digital transformation in the airline
industry accelerates. Further empirical studies are needed to explore the barriers to effective
KPI implementation and to develop strategies for overcoming these challenges.

In conclusion, this study provides a robust framework for understanding the critical factors that
influence lounge operations in the airline industry. By focusing on key KPIs and addressing
practical challenges, airlines can significantly enhance both operational efficiency and customer
satisfaction. The findings offer actionable insights that can guide strategic decision-making and
operational improvements, ensuring that airline lounges remain competitive and continue to
meet the evolving needs of passengers.
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Appendix
Appendix A: Comprehensive KPI Inventory for Lounge Managers
Aligned with the Universal KPI Development Framework and “KPI-Driven Decision Making for Lounge
Managers Enhancing Customer Experience and Efficiency,” this appendix delivers the Top 100 role-specific Key
Performance Indicators for the Lounge Manager. These metrics are organized into ten strategic dimensions to
ensure full coverage of customer, operational, financial, and sustainability objectives.
Use this inventory to:

1. Populate Dashboards:

o Embed each KPI’s name, abbreviation, clear definition, calculation formula
(numerator/denominator), data source (e.g., Lounge CRM, F&B POS, occupancy sensors,
digital-guest platform), and reporting cadence (daily/weekly/monthly/quarterly).

2. Define RACI:

o Assign Responsible, Accountable, Consulted, and Informed roles across Lounge Operations,

Customer Service, F&B, Facilities Management, Finance, and Digital Transformation.
3. Benchmark Performance:

o Compare against IATA/ICAO service benchmarks, peer-group “best-in-class” lounges, and

internal pilot programs (e.g., digital-twin occupancy modeling) to set leading-practice targets.
4. Integrate Across Functions:

o Link upstream/downstream metrics e.g., Lounge Occupancy — Average Dwell Time — Net
Promoter Score — Ancillary Spend — Loyalty Retention—to ensure the Lounge Manager
drives both experience excellence and revenue growth.

5. Embed Advanced Enablers:

o Incorporate real-time monitoring (loT environmental sensors, Al-driven personalization
engines), mobile-app check-in/out, automated F&B replenishment, and green-lounge initiatives
(CO: per guest, recycling rates) into decision-support platforms.

Strategic Dimensions & KPI Groups
Revenue Growth & Yield Management
(Strategic Dimension: Revenue Growth, Yield Management)
e Revenue per Available Seat Kilometer (RASK)
e Passenger Revenue per Revenue Passenger Kilometer (Rev/RPK)
e Ancillary Revenue per Passenger (AncRev/PSG)
e Year-over-Year Revenue Growth (%Y0oYRG)
¢ Incremental Revenue from New Routes (IRNR)
e Premium Cabin Revenue Share (%PCRS)
e Corporate Sales Revenue Share (%CSR)
e Loyalty Program Redemption Revenue (LPRR)
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e  Average Fare per Passenger (AFF)
e Yield per Available Seat Mile (YASM)
Market Share & Penetration
(Strategic Dimension: Market Penetration, Competitive Positioning)
e  Market Share by RPK (%6MSRPK)
e New Market Entry Success Rate (%NMESR)
e Number of Routes Launched (NRL)
e  Frequency of Flight Additions (FFA)
e Code-share Partner Load Factor (%CPLF)
o Interline Revenue Growth (%IRG)
e Point-of-Sale Market Expansion Rate (%PSMER)
e  Share of Wallet (%SOW)
e Passenger Growth Rate (%PGR)
e  Catchment Area Penetration Rate (%CAPR)
Customer Acquisition & Retention
(Strategic Dimension: Customer Lifecycle, Loyalty)
e  Customer Acquisition Cost (CAC)
e  Customer Lifetime Value (CLV)
e  Customer Retention Rate (%CRR)
e Repeat Purchase Rate (%RPR)
e Net Promoter Score (NPS)
e Loyalty Membership Growth Rate (%LMGR)
e Digital Lead Conversion Rate (%DLCR)
e Email Subscription Growth Rate (%ESGR)
e Social Media Follower Growth Rate (%SMFGR)
e  Customer Churn Rate (%CCR)
Digital Marketing & Online Performance
(Strategic Dimension: Digital Engagement, Conversion Efficiency)
e  Website Conversion Rate (%WCR)
e Online Booking Ratio (%0OBR)
e  Mobile App Engagement Rate (%MAER)
e Email Open Rate (%EOR)
e Click-Through Rate (%CTR)
e  Cost per Click (CPC)
e Return on Ad Spend (ROAS)
e Social Media Engagement Rate (%SMER)
e  Search Engine Ranking Position (SERP)
e Bounce Rate (%BR)
Brand & Reputation Management
(Strategic Dimension: Brand Equity, Public Perception)
e Brand Awareness Index (BAI)
e Brand Equity Score (BES)
e Share of Voice (SOV)
e Earned Media Value (EMV)
e Social Media Sentiment Index (SMSI)
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e  Press Sentiment Ratio (PSR)

o Influencer Engagement Rate (IER)

o  Crisis Response Time (CRT)

e Brand Trust Score (BTS)

e Employee Advocacy Rate (EAR)

Channel & Distribution Effectiveness

(Strategic Dimension: Distribution Efficiency, Cost Control)
e Direct Booking Share (%DBS)

e Online Travel Agent Booking Share (%OTABS)

e GDS Booking Share (%GDSBS)

e Corporate Channel Conversion Rate (%CCCR)

e Distribution Cost per Booking (DCB)

e  Channel Profitability Index (CPI)

e  Channel Conflict Incidents (CCI)

o Digital Distribution Uptake Rate (%DDUR)

e Channel Booking Lead Time (CBLT)

e Revenue Share by Channel (%RSC)
Pricing & Revenue Management
(Strategic Dimension: Dynamic Pricing, Forecast Accuracy)
¢ Ancillary Attachment Rate (%AAR)

¢ Dynamic Pricing Accuracy (%DPA)

¢ Revenue Management Forecast Accuracy (YRMFA)
e Overbooking Impact Ratio (%OIR)

e  Price Elasticity Index (PEI)

e  Competitive Pricing Index (CPI2)

e Promotional Response Rate (%PRR)

e  Fare Structure Compliance Rate (%FSCR)

e Ancillary Revenue per ASK (AncRev/ASK)

e  Premium Fare Uptake Rate (PFUR)
Partnership & Alliances
(Strategic Dimension: Collaborative Revenue, Network Expansion)
e Code-share Load Factor (%CSLF)

e Alliance Network Growth Rate (%ANGR)

e Joint Marketing Campaign ROI (JMROI)

e  Partner Revenue Share (%PRS)

e Co-branded Credit Card Sign-ups (CCCSign)

e GDS Partner Satisfaction Score (GPSS)

o Affiliate Commission Efficiency (ACE)

e Partner Marketing Activation Rate (%PMAR)

o Interline Passenger VVolume (IPV)

e  Strategic Partnership Contribution Rate (%SPCR)
Marketing ROI & Efficiency
(Strategic Dimension: Spend Optimization, Performance Measurement)
e  Marketing ROI (%MROI)

e  Cost per Acquisition (CPA)
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e  Marketing Spend as % of Revenue (%MSR)

e  Campaign Cost Variance (%CCV)

e Budget Utilization Rate (%BUR)

e  Marketing Productivity Index (MPI)

o Media Mix Effectiveness Score (MMES)

e A/B Test Success Rate (%ABSR)

e Time to Market New Campaign (TMNC)

e  Marketing Automation Adoption Rate (%MAAR)
Sustainability & CSR Marketing

(Strategic Dimension: Environmental Stewardship, Brand Responsibility)
e  CO: Emissions per ASK (CO2/ASK)

e SAF Adoption Rate (%SAFAR)

e  Green Marketing Campaign ROl (GMCROI)

e CSR Initiative Participation Rate (%CSP)

e Sustainability Report Engagement Rate (%SRER)
e Eco-Friendly Content Share (%EFCS)

e  Carbon Offset Program Enrollment (COPE)

o Water Usage Reduction Rate (%WURR)

e Waste Reduction Rate (%WRR)

e  Environmental Impact Score (EIS)



