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Abstract 

This study delves into the critical role of Key Performance Indicators (KPIs) in enhancing 

the operational excellence of airlines, focusing on quality assurance and compliance 

monitoring. Amidst the complexities of global operations and stringent regulatory 

landscapes, the adoption of a structured, KPI-driven approach emerges as a cornerstone 

for achieving and maintaining high operational standards. Through a mixed-methods 

research design, this paper identifies, analyzes, and evaluates the impact of specific 

KPIs across various facets of airline operations, including safety, customer satisfaction, 

process efficiency, and regulatory compliance. Primary data was collected via semi-

structured interviews and surveys among airline executives, quality assurance 

managers, and compliance officers, supplemented by an extensive review of secondary 

sources such as industry reports, regulatory standards, and performance data. The 

findings underscore the indispensability of KPIs in navigating the operational 

challenges and regulatory requirements of the airline industry. A strategic emphasis on 

KPI-driven management not only enhances operational integrity and safety but also 

fosters customer loyalty and competitive advantage. The study concludes with 

actionable recommendations for airlines to optimize their quality assurance and 

compliance monitoring practices through effective KPI utilization, ensuring long-term 

sustainability and success in the global aviation marketplace. 
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1. Introduction 

1-1- Background 

The airline industry operates within a complex, highly regulated, and competitive 

environment where quality assurance and compliance monitoring are foundational to 

operational integrity. These critical functions extend beyond meeting regulatory 

requirements; they ensure the safety, reliability, and satisfaction that passengers expect. 

Quality assurance encompasses a wide range of activities, from maintenance and 

engineering to the thorough inspection of operations and services, aiming to meet or surpass 

the standards set by international and domestic regulators as well as internal benchmarks . 

Compliance monitoring acts as a continuous verification process, ensuring adherence to 

regulatory standards, internal policies, and industry best practices through regular audits, 

reviews, and inspections. This proactive approach prevents minor issues from escalating, 

safeguarding the airline's reputation, minimizing operational risks, and enhancing customer 

experience. In the digital era, where customer feedback can swiftly influence an airline's 

reputation, the management of quality assurance and compliance directly impacts customer 

loyalty and, by extension, the airline's success. 

Moreover, airlines face ongoing challenges from technological advancements, 

regulatory changes, and evolving customer expectations. These dynamics necessitate a 

proactive, structured approach to quality assurance and compliance monitoring, underpinned 

by the strategic use of Key Performance Indicators (KPIs) . 

1-2- Rationale 

The complexity of global operations and regulatory landscapes in the airline industry 

underscores the need for a structured, systematic methodology to maintain operational 

integrity and excellence. Central to this approach are Key Performance Indicators (KPIs), 

which drive operational excellence across airline operations. KPIs offer quantifiable metrics 

that allow airlines to assess the effectiveness of their quality assurance and compliance 

efforts, identify areas for improvement, and implement necessary corrective actions. This 

data-driven approach fosters objective assessment, continuous improvement, and 

operational safety, exceeding regulatory and customer expectations. 

Furthermore, KPIs enable proactive management, allowing airlines to anticipate and 

mitigate potential issues before they impact operations. They also promote transparency and 

accountability within the organization, ensuring that all members, from frontline staff to 

senior management, are aligned in maintaining the highest quality and compliance standards. 

Additionally, the integration of technological advancements with KPI frameworks facilitates 

the seamless adoption of new protocols, enhancing overall performance and strategic 

objectives. 

1-3- Objective 

This study aims to explore the role of Key Performance Indicators (KPIs) within the 

airline industry, focusing on those critical to quality assurance and compliance monitoring. 

The objectives include : 



 

1. Identification of Key KPIs: Identifying the most critical KPIs for quality assurance 

and compliance monitoring, based on industry standards, regulatory requirements, 

and best practices . 

2. Analytical Evaluation: Analyzing the role and impact of these KPIs on quality 

assurance and compliance processes within airline operations . 

3. Impact Assessment: Assessing how the implementation and monitoring of these 

KPIs enhance operational effectiveness, including compliance rates, safety 

protocols, customer satisfaction, and reliability. 

4. Benchmarking and Best Practices: Conducting a comparative analysis of industry 

benchmarks and best practices to highlight effective KPI-driven strategies . 

5. Strategic Recommendations: Offering strategic recommendations for airlines to 

optimize the use of KPIs in their operations for continuous improvement. 

6. Future Implications: Exploring the future implications of adopting a KPI-driven 

approach, considering emerging trends, technologies, and regulatory changes. 

Through this study, we aim to provide airline executives, quality assurance teams, and 

compliance officers with actionable insights and data-driven strategies, emphasizing the 

indispensable role of KPIs in achieving operational excellence and long-term success in the 

airline industry. 

 

2 .Literature Review 

This section delves into the existing body of research on quality assurance practices and 

compliance monitoring in the airline industry, highlighting the pivotal role of Key 

Performance Indicators (KPIs) in operational excellence. The review is structured to cover 

significant areas: quality audits, service quality models, compliance and innovation, and the 

empirical and theoretical bases for KPI effectiveness. 

2-1- Quality Audits and Operational Excellence 

Research underscores the importance of quality audits as a cornerstone for operational 

excellence in aviation. Alshehri and Vijaya [1] emphasize the criticality of audit skills and 

techniques in enhancing airline performance, suggesting a direct link between rigorous 

auditing processes and improved operational metrics. This connection illustrates the 

foundational role of audits in ensuring ongoing compliance and quality assurance . 

2-2- Service Quality Models 

The development of hierarchical models for service quality, as explored by Hung-Che 

Wu and Ching-Chan Cheng [2], provides a structured approach to evaluating passenger 

experiences. These models, grounded in extensive empirical research, offer airlines a 

validated framework for measuring and enhancing service quality, highlighting the 

importance of reliability and passenger satisfaction as key indicators . 

2-3- Compliance-Innovation for Sustainability 

Doyle et al. [3] discuss the integration of governance, risk, and compliance (GRC) with 

innovation, pointing out the lack of such integration as an opportunity for enhancing 

sustainability. This perspective introduces the concept of compliance-innovation, where 



 

regulatory adherence drives not just compliance but also fosters environmental and business 

sustainability through innovative practices . 

2-4- Effectiveness of KPIs in Ensuring Quality and Compliance 

The significance of KPIs in ensuring quality and compliance is well-documented. 

Shamsaei, Pourshahid, and Amyot [4] introduce a novel method to measure compliance 

through KPIs, using the User Requirements Notation (URN). This method underscores KPIs' 

role in evaluating business process compliance to authoritative rules, highlighting the 

potential for avoiding efficiency problems and reputation damage . 

Furthermore, Cernisevs, Popova, and Cernisevs [5] propose a new approach for 

selecting business KPIs based on risk indicators, aligning with the European Central Bank's 

vision for incorporating risk and behavior aspects into KPI methodology. This approach 

evidences the significant relationship between compliance procedures and risk factors, 

affirming the importance of risk-aware KPIs in guiding airlines toward sustained operational 

excellence . 

2-5- Research Gap 

Despite advancements in understanding KPIs' role in quality assurance and compliance, 

gaps remain, particularly in integrating KPIs with real-time monitoring systems, customizing 

KPI frameworks, and leveraging technological advancements. Addressing these gaps 

necessitates further research into developing a comprehensive, adaptable KPI-driven 

framework for the airline industry, enhancing both organizational performance and 

regulatory compliance. 

 

3 .Methodology 

This study adopts a mixed-methods approach to comprehensively explore the impact of 

Key Performance Indicators (KPIs) on the effectiveness of quality assurance and compliance 

monitoring within the airline industry. This methodology combines quantitative and 

qualitative research methods, offering a nuanced analysis that captures both statistical 

relationships and contextual insights . 

3-1- Data Collection 

The data collection strategy is twofold, encompassing both primary and secondary 

sources to build a robust analytical foundation : 

• Primary Data: Semi-structured interviews with key stakeholders, including airline 

executives, quality assurance managers, and compliance monitoring officers, will 

be conducted to gather in-depth insights into the practical application, challenges, 

and perceived impacts of KPIs. Additionally, surveys will be distributed among a 

broader range of airline staff to quantify engagement with and perceptions of KPI-

driven practices, ensuring a comprehensive understanding of internal perspectives . 

• Secondary Data: An extensive literature review forms the cornerstone of secondary 

data collection. This includes an analysis of peer-reviewed academic articles, 

industry reports, regulatory standards, and case studies pertinent to airline 

operations, quality assurance, and compliance monitoring. Furthermore, 



 

performance data from airlines, such as safety records, compliance audit results, and 

customer satisfaction indices, will be examined to provide an empirical basis for 

evaluating KPI impacts . 

3-2- Analysis Technique 

To address the study's objectives effectively, the following data analysis methods will 

be employed : 

• Statistical Analysis: Quantitative data obtained through surveys and performance 

metrics will be subjected to statistical analysis using appropriate software tools. 

Techniques will include descriptive statistics to understand the data distribution, 

correlation analysis to explore relationships between KPIs and operational 

performance indicators, and regression models to ascertain causality and predictive 

relationships. 

• Case Study Comparison: Qualitative insights will be enriched through the 

comparative analysis of case studies from diverse airlines. This method will 

highlight how different carriers implement KPI-driven strategies, the outcomes of 

these implementations, and the lessons learned, facilitating the identification of best 

practices and innovative approaches to KPI management. 

• Content Analysis of Compliance Reports: To gain insights into compliance 

monitoring processes, a content analysis of compliance reports and audit findings 

will be conducted. This qualitative analysis will assess how KPIs are utilized to 

identify, monitor, and rectify compliance and quality assurance issues, shedding 

light on the effectiveness of KPIs in real-world airline operations . 

3-3- Rationale for Mixed-Methods Approach 

The choice of a mixed-methods approach is driven by the complexity of airline 

operations and the multifaceted nature of quality assurance and compliance monitoring. This 

methodology allows for a more comprehensive understanding of the role of KPIs, combining 

the objectivity of quantitative analysis with the depth of qualitative insights, thereby enabling 

a holistic examination of KPI-driven practices in the airline industry. 

 

4 .Findings 

The investigation into the application and impact of Key Performance Indicators (KPIs) 

within the airline industry has yielded significant insights. This section presents the essential 

KPIs identified for quality assurance and compliance monitoring and evaluates their 

influence on airline operations. The findings are divided into thematic areas, reflecting the 

multifaceted role of KPIs in driving operational excellence, enhancing safety and security, 

ensuring customer satisfaction, and facilitating process efficiency . 

4-1- KPI Identification and Impact 

1. Regulatory Compliance and Safety 

o Compliance Audit Success Rate: This KPI, indicative of the percentage of audits 

passed without major findings, highlights an airline's adherence to regulatory 

standards. Airlines showcasing high success rates demonstrate a robust compliance 



 

culture, directly contributing to enhanced safety perceptions among passengers and 

stakeholders . 

o Safety Incident Frequency: A critical measure of operational safety, a low frequency 

of safety incidents correlates with higher operational standards and passenger trust. 

Airlines that excel in this KPI typically have rigorous safety protocols and 

continuous improvement mechanisms in place . 

2. Quality Control and Customer Satisfaction 

o Quality Audit Pass Rate: Reflecting the effectiveness of quality control measures, a 

higher pass rate in quality audits signifies superior maintenance and operational 

practices. This KPI directly impacts fleet reliability and passenger safety, 

underscoring the airline's commitment to excellence . 

o Net Promoter Score (NPS): Serving as a gauge of customer loyalty and satisfaction, 

NPS provides insights into passengers' willingness to recommend the airline. A high 

NPS is often a result of exceptional service quality, punctuality, and overall 

customer experience, contributing to the airline's competitive advantage . 

3. Process Efficiency 

o Operational Downtime Reduction: This KPI measures the effectiveness of 

operational processes in minimizing aircraft ground time. Airlines with lower 

operational downtime not only ensure higher revenue generation but also improve 

customer satisfaction through better reliability and service availability. 

o Lean Process Implementation Success: The success rate of lean process initiatives 

reflects an airline's efficiency in streamlining operations and reducing waste. This 

KPI is pivotal for cost management and operational agility, enabling airlines to adapt 

quickly to changing market demands . 

4. Performance and Reliability 

o Aircraft Availability Rate: High availability rates indicate effective maintenance 

management and operational scheduling, ensuring that flights operate as planned. 

This KPI is crucial for maintaining on-time performance and minimizing disruptions 

to passengers . 

o Maintenance Turnaround Time: Efficient turnaround times highlight the airline's 

capability to conduct maintenance without affecting operational schedules 

significantly. Shorter turnaround times are associated with higher aircraft utilization 

rates and operational efficiency . 

4-2- Case Study Insights 

Insights from case studies of leading airlines reveal the practical application of KPI-

driven strategies. For instance, Airline A's focus on predictive maintenance, driven by the 

KPIs of defect rate in maintenance and safety incident frequency, has notably enhanced its 

safety records and operational reliability. Similarly, Airline B's emphasis on customer 

satisfaction, measured through NPS and OTP, has significantly improved its market 

positioning and customer loyalty. 

4-3- Comparative Analysis 



 

The comparative analysis underscores variations in KPI prioritization across different 

airlines and regions, influenced by factors such as regulatory environments, market 

competition, and strategic focus. For example, airlines in the EU, where environmental 

regulations are stringent, prioritize sustainability-related KPIs more heavily than their 

counterparts in regions with less strict environmental standards . 

Conclusion 

The findings from this study highlight the indispensable role of KPIs in enhancing the 

effectiveness of quality assurance, compliance monitoring, and overall airline operational 

excellence. The identified KPIs serve as critical tools for airlines to measure, analyze, and 

improve their operations, aligning with both strategic objectives and regulatory 

requirements. Moreover, the insights from case studies and comparative analysis provide 

valuable lessons on the practical application and strategic importance of adopting a KPI-

driven approach in the airline industry. 

 

5 .Discussion 

This section interprets the study's findings, connecting them with existing theories and 

literature, and discusses their strategic implications for airline management. Additionally, it 

acknowledges the study's limitations and suggests areas for future research . 

5-1- Interpretation of Findings 

The analysis of Key Performance Indicators (KPIs) within the airline industry reveals 

their critical role in operational excellence, quality assurance, and compliance monitoring. 

These findings align with Strategic Management Theory, which emphasizes the importance 

of aligning operational activities with strategic objectives to achieve competitive advantage. 

The effective use of KPIs facilitates this alignment, enabling airlines to navigate the 

complexities of the modern aviation landscape. Furthermore, the Resource-Based View 

(RBV) of the firm is supported by the study's insights on leveraging technology and data 

analytics as strategic resources. Through predictive analytics and real-time monitoring 

systems, airlines can optimize their resources, enhance decision-making processes, and 

improve operational outcomes, thus creating a sustainable competitive advantage . 

The principles of Total Quality Management (TQM) are also echoed in the findings, 

particularly the emphasis on continuous improvement, customer focus, and employee 

engagement. The study illustrates how KPI-driven strategies contribute to enhancing service 

quality, operational efficiency, and employee performance, reinforcing the TQM assertion 

that systematic quality management leads to superior organizational performance. 

Moreover, the findings contribute to Stakeholder Theory by highlighting the role of KPIs in 

improving transparency and accountability, thereby balancing the interests of diverse 

stakeholders. This approach not only fosters trust among customers, employees, and 

regulators but also supports sustainable business practices . 

5-2- Strategic Implications 

The study offers actionable insights for airline executives to optimize quality assurance 

and compliance monitoring through KPI-driven frameworks. By establishing a 



 

comprehensive KPI framework tailored to their unique operational, strategic, and regulatory 

contexts, airlines can enhance decision-making, operational efficiency, and customer 

satisfaction. The integration of advanced data analytics and real-time monitoring systems 

further enables proactive management and continuous improvement. 

Engaging employees in the development and monitoring of KPIs fosters a culture of 

accountability and continuous learning, crucial for maintaining high standards of quality and 

compliance. Additionally, transparent communication of KPI achievements to stakeholders 

strengthens the airline's reputation and supports strategic marketing and customer 

relationship management. 

5-3- Limitations 

While the study provides valuable insights, it is subject to limitations, including the 

representativeness of data, which may not fully capture the global diversity of the airline 

industry. The mixed-methods approach, although comprehensive, may have inherent biases 

towards either quantitative or qualitative analysis. Furthermore, the rapidly evolving nature 

of technology and regulatory standards may outpace the findings, necessitating continuous 

updates and refinements to the KPI framework . 

5-4- Future Research Directions 

Future research should explore the integration of emerging technologies, such as AI and 

blockchain, into KPI frameworks, and examine their impact on operational efficiency and 

customer experience. Investigating the adaptability of KPI-driven strategies to global 

disruptions and environmental challenges will also be crucial. Additionally, longitudinal 

studies tracking the long-term effects of KPI implementation on airline performance can 

provide deeper insights into their effectiveness and sustainability . 

Conclusion 

The study underscores the significance of adopting a KPI-driven approach for 

enhancing quality assurance and compliance monitoring in the airline industry. By aligning 

KPIs with strategic objectives and leveraging technological advancements, airlines can 

achieve operational excellence, navigate industry challenges, and secure a competitive 

advantage in the global market. This discussion bridges the gap between theory and practice, 

offering a comprehensive understanding of the strategic value of KPIs in airline operations 

management. 

 

6 .Conclusion 

This research has meticulously explored the pivotal role of Key Performance Indicators 

(KPIs) in the realms of quality assurance, compliance monitoring, and overall operational 

efficiency within the airline industry. Through a mixed-methods approach that synergizes 

quantitative data analysis with qualitative case studies and content analysis, the study unveils 

the profound impact of a structured, KPI-driven framework on airline operational excellence . 

6-1- Summary of Main Findings 

The investigation reveals that KPIs are indispensable for airlines to navigate the 

complexities of global operations and regulatory compliance effectively. Notably, KPIs such 



 

as Compliance Audit Success Rate, Safety Incident Frequency, Net Promoter Score (NPS), 

and Operational Downtime Reduction emerge as critical metrics influencing airlines' 

operational integrity, safety standards, customer satisfaction, and efficiency. The case 

studies underscore the practical applications of these KPIs, illustrating how leading airlines 

have leveraged them to enhance maintenance efficiency, safety protocols, customer service, 

and environmental sustainability. 

Moreover, the comparative analysis highlights the variability in KPI prioritization 

across different airlines and regions, influenced by regulatory environments, market 

demands, and strategic orientations. This variability underscores the necessity for airlines to 

tailor their KPI frameworks to their specific operational contexts and strategic goals. 

Theoretical and Practical Implications 

Theoretically, this study enriches the literature on strategic management, resource 

optimization, and quality assurance in the airline industry, aligning with foundational 

theories such as the Strategic Management Theory, Resource-Based View, and Total Quality 

Management principles. Practically, it provides airline executives with actionable strategies 

for implementing effective KPI-driven frameworks, emphasizing the importance of 

technology integration, employee engagement, stakeholder communication, and continuous 

improvement. 

6-2- Limitations and Future Research 

While the study offers comprehensive insights, it acknowledges limitations such as data 

representativeness and the potential for methodological biases. Future research is 

encouraged to delve deeper into the integration of emerging technologies with KPI 

frameworks, the adaptability of airlines to global disruptions, and the long-term 

sustainability of KPI-driven improvements. Exploring these areas will further advance our 

understanding of operational excellence in the airline industry. 

6-3- Final Thoughts 

Adopting a KPI-driven approach is essential for airlines striving to achieve and maintain 

high standards of quality, safety, and efficiency. This strategic framework not only facilitates 

operational excellence but also positions airlines to better respond to industry challenges and 

leverage opportunities for innovation and growth. As the airline industry continues to evolve 

amidst technological advancements and shifting market dynamics, the insights derived from 

this study will serve as a valuable guide for airlines committed to continuous improvement 

and strategic success . 

In conclusion, this research underscores the transformative power of Key Performance 

Indicators in elevating airline operations. By embracing a structured, data-driven approach 

to operational management, airlines can ensure long-term sustainability and competitiveness 

in the global aviation marketplace. 
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7-1- Summary of Research Results and Recommendations 

The research conclusively demonstrates that a strategic, KPI-driven approach is vital 

for airlines to achieve operational excellence, comply with regulatory standards, and meet 

customer expectations. The study identifies key metrics that significantly impact various 

aspects of airline operations, from safety and quality assurance to customer satisfaction and 

environmental sustainability . 

Based on these findings, it is recommended that airlines: 

1. Develop and continuously refine a tailored KPI framework that aligns with their 

strategic objectives and operational contexts . 

2. Leverage advanced data analytics and real-time monitoring technologies to 

enhance the effectiveness and responsiveness of their KPI-driven strategies . 

3. Foster a culture of continuous improvement and stakeholder engagement, 

ensuring that KPIs are integrated into all levels of the organization and 

communicated transparently to customers, employees, and regulators . 

4. Pursue ongoing research and development efforts to adapt their KPI frameworks 

to emerging challenges, technological advancements, and shifting market 

dynamics. 

These recommendations aim to guide airlines in optimizing their operational 

management practices, fostering innovation, and securing a competitive edge in the global 



 

aviation market. As the industry continues to evolve, a commitment to KPI-driven 

operational excellence will be paramount in navigating future challenges and opportunities. 
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Appendix  

Appendix A: Comprehensive KPI Inventory for Chief Quality Assurance Officer (CQAO) 

Aligned with “Elevating Airline Operations: A Strategic Framework for Quality Assurance and Compliance 

Monitoring” and the Universal KPI Development Framework for Airline Roles. To operationalize the strategic 

framework and the 100 top CQAO KPIs, this appendix delivers a structured inventory across all strategic 

dimensions: Customer Experience & Satisfaction Quality | Flight Operations Reliability | Safety & Regulatory 

Compliance | Maintenance Quality & Airworthiness | Service Delivery & In-flight Product | Supplier & MRO 

Quality | Digital, Data & Process Integrity | Sustainability & Environmental Quality | Financial & Cost-of-Quality 

| People, Culture & Continuous Improvement 

How to Use This Inventory 

1. Populate Dashboards & Scorecards 

o Definition & Formula: Embed each KPI’s precise name, SMART boundary, calculation 

method (numerator/denominator), and units. 

o Data Sources: Link to ERP/MRO systems, AODB, IoT-sensor feeds, CRM, and digital-twin 

platforms. 

o Reporting Cadence: Configure real-time (flight-level), daily exception alerts, weekly 

operational scorecards, and monthly/quarterly executive deep dives. 

2. Define RACI Across Functions 

o Responsible: QA Analysts, Data Engineers, Customer Experience Team. 

o Accountable: CQAO. 

o Consulted: OCC, Maintenance Planning, Supply Chain, Finance, Digital Transformation, HR. 

o Informed: COO, CFO, Chief Digital Officer, Executive Steering Committee. 

3. Benchmark Against Best Practices 



 

o External: IATA Operational Safety Audit (IOSA) thresholds, ICAO safety standards, peer-

group reliability metrics. 

o Internal: Digital-twin pilot outcomes, AI-forecast accuracy trials, green-maintenance 

initiatives. 

o Target Setting: Establish stretch & floor thresholds (e.g., AOG-OTD ≥ 98%, OTP-D ≥ 90%). 

4. Integrate Across the Airline Value Chain 

o Upstream → Downstream Mapping: 

▪ Forecast Accuracy → AOG Spares OTD → Maintenance TAT → OTP → Load 

Factor → NPS 

▪ Component Provenance → Repeat Defect Rate → Ground Safety Incidents → Cost of 

Poor Quality 

o Balanced Optimization: Harmonize CASK, DOC, load factor, and CO₂ metrics to avoid siloed 

improvements. 

5. Embed Advanced Enablers & Sustainability 

o Real-Time Monitoring: AI-driven predictive-maintenance alerts, IoT-sensor anomaly 

detection, blockchain for parts traceability. 

o Mobile & Cloud Platforms: Field-service apps, digital checklists, automated audit workflows. 

o Green QA Measures: CO₂/ASK dashboards, SAF onboarding rate, single-use plastic reduction, 

E-Jet electrification tracking. 

 

Customer Experience & Satisfaction Quality 

• Customer Complaint Rate (CCR) 

• Net Promoter Score (NPS) 

• Post-Flight Survey Satisfaction Index (PSSI) 

• First-Contact Resolution Rate (FCRR) 

• Complaint Closure Lead-Time (CCLT) 

• Re-accommodation Satisfaction Score (RASS) 

• Loyalty Programme Quality Index (LPQI) 

• In-App Service Rating (IASR) 

• Accessible Service Compliance % (ASCP) 

• Customer Effort Score (CES) 

Flight Operations Reliability 

• On-Time Performance – Departure (OTP-D) 

• On-Time Performance – Arrival (OTP-A) 

• Schedule Completion Factor (SCF) 

• Average Delay Minutes per Flight (ADMF) 

• Flight Irregularity Rate (FIR) 



 

• Diversion Incidence Rate (DIR) 

• Ramp-Return Frequency (RRF) 

• Load Control Error Rate (LCER) 

• Minimum Equipment List Deferral Days (MEL-DD) 

• Turnaround Quality Compliance (TQC) 

Safety & Regulatory Compliance 

• Safety Occurrence Rate (SOR) 

• Audit Finding Closure Time (AFCT) 

• Regulatory Violation Count (RVC) 

• Safety Training Completion % (STCP) 

• Emergency Drill Effectiveness Score (EDES) 

• Cabin Crew Safety Check Pass % (CCSP) 

• Mandatory Reporting Timeliness (MRT) 

• IOSA Non-Conformities per Audit (INCA) 

• Fatigue Risk Index (FRI) 

• Ground Safety Incident Rate (GSIR) 

Maintenance Quality & Airworthiness 

• Technical Dispatch Reliability (TDR) 

• Mean Time Between Unscheduled Removals (MTBUR) 

• Maintenance Turnaround Time (MTAT) 

• Repeat Defect Rate (RDR) 

• Component No-Fault-Found % (CNFF) 

• Post-Maintenance Release Defect Rate (PMRDR) 

• A-Check Findings per 1 000 FH (ACF) 

• Airworthiness Directive Compliance % (ADCP) 

• Engineering Order Closure Compliance (EOCC) 

• Deferred Item Age (Days) (DIA) 

Service Delivery & In-flight Product 

• Cabin Cleanliness Score (CCS) 

• In-Flight Meal Quality Index (IFMQI) 

• Onboard Connectivity Uptime (OCU) 

• Seat Functionality Pass % (SFP) 

• IFE (In-Flight Entertainment) Failure Rate (IFEFR) 

• Passenger Assistance Response Time (PART) 

• Baggage Handling Quality Index (BHQI) 

• Special Meal Fulfilment Accuracy (SMFA) 



 

• Premium Cabin Consistency Score (PCCS) 

• Cabin Temperature Compliance (CTC) 

Supplier & MRO Quality 

• AOG Spares On-Time Delivery % (AOG-OTD) 

• Supplier Quality Defect Rate (SQDR) 

• Repair Turnaround Time Adherence (RTTA) 

• Warranty Recovery Rate (WRR) 

• Vendor Audit Score (VAS) 

• Parts Provenance Traceability % (PPTP) 

• Contractual Service Level Compliance (CSLC) 

• Digital Data Exchange Accuracy (DDEA) 

• Sustainable Aviation Fuel Delivery Adherence (SAF-DA) 

• External MRO Findings per Check (EMFC) 

Digital, Data & Process Integrity 

• Electronic Tech Log Error Rate (ETLER) 

• Data Quality Index – Maintenance (DQI-MX) 

• Predictive-Maintenance Alert Accuracy (PMAA) 

• Process Automation Coverage % (PAC) 

• Cyber Incident Mean-Time-to-Detect (CI-MTTD) 

• Blockchain Parts Record Completeness (BPRC) 

• Digital Twin Validation Score (DTVS) 

• BI Dashboard Adoption Rate (BI-AR) 

• KPI Recalibration Cycle Time (KRCT) 

• Master Data Change Lead-Time (MDCL) 

Sustainability & Environmental Quality 

• CO₂ per Available Seat-Kilometre (CO₂/ASK) 

• Single-Use Plastic Reduction % (SUPR) 

• SAF Blend Utilisation Rate (SAF-UR) 

• Ground Support Equipment Electrification % (GSEE) 

• Cabin Waste Recycling Rate (CWRR) 

• Water Consumption per Passenger (WCPP) 

• Noise Abatement Compliance (NAC) 

• Environmental Audit Finding Closure (EAFC) 

• Carbon Offset Programme Uptake (COPU) 

• Green Supplier Certification % (GSCP) 

Financial & Cost-of-Quality 



 

• Cost of Poor Quality % (COPQ) 

• Quality-Related Delay Cost per Flight (QDC) 

• Warranty Cost Recovery % (WCR) 

• ROI on Quality Initiatives (ROI-Q) 

• Rework Labour Hours Ratio (RLHR) 

• Inspection Cost per Flight Hour (ICFH) 

• Preventive vs. Corrective Maintenance Ratio (PCMR) 

• Compensation Paid per Irregularity (CPPI) 

• Quality Budget Adherence (QBA) 

• Cost Savings from Six-Sigma Projects (CS-SS) 

People, Culture & Continuous Improvement 

• Quality Culture Index (QCI) 

• Employee Suggestion Implementation % (ESIP) 

• Quality-Related Training Hours per FTE (QTH) 

• Competency Assessment Pass Rate (CAPR) 

• Quality Staff Turnover Rate (QSTR) 

• Kaizen Event Frequency (KEF) 

• Cross-Functional RCA Participation % (CFRP) 

• Corrective Action Effectiveness Score (CAES) 

• Safety & Quality Engagement Pulse (SQEP) 

• Diversity in Quality Leadership % (DQL) 

 


