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Abstract

This study meticulously investigates the pivotal role of Key Performance
Indicators (KPIs) in enhancing customer service and operational
efficiency within the airline industry. Through a mixed-methods approach,
incorporating both quantitative and qualitative analyses, the research
identifies crucial KPIs, including Customer Satisfaction Score (CSAT),
Net Promoter Score (NPS), and First-Contact Resolution Rate, among
others, and evaluates their impact on service quality and customer loyalty.
Insights from case studies of leading airlines demonstrate the practical
application and benefits of strategic KPI management, highlighting
innovations in technology and employee engagement as key drivers of
success. Comparative analysis across different airlines and geographical
regions further enriches the understanding of KPI implementation and
effectiveness. The findings underscore the necessity of a holistic, KPI-
driven strategy for airlines to navigate the competitive and dynamic
aviation industry successfully. This strategy not only ensures alignment
between operational goals and customer service objectives but also fosters
a culture of continuous improvement and innovation. The research
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contributes valuable perspectives to the discourse on airline management
and customer satisfaction strategies, offering a comprehensive roadmap
for airlines committed to achieving excellence in customer service and
operational efficiency. By emphasizing the strategic role of KPIs, the
study provides actionable insights for airline executives and Chief
Customer Service Officers (CCSOs) to enhance their competitive edge
and foster loyalty among their customers.

Keywords: Airline Industry, Customer Satisfaction, Operational Efficiency, Key
Performance Indicators, Service Quality.

2 Introduction
The airline industry is witnessing a pivotal transformation, shifting from its traditional focus on safety

and operational efficiency towards prioritizing customer service excellence and digital engagement. This
shift is propelled by evolving consumer expectations and rapid technological advancements, compelling
airlines to not only ensure safe and timely flights but also to offer personalized experiences, seamless
digital interactions, and proactive customer support. The integration of digital technologies across
customer journey touchpoints—from online booking systems to mobile boarding passes and digital in-
flight entertainment—underscores a strategic move to strengthen customer relationships through
enhanced convenience and tailored services. Furthermore, the advent of social media and online review
platforms has elevated the importance of maintaining a positive brand image, providing airlines with
immediate feedback on customer satisfaction and areas for service improvement.

The ever-evolving customer expectations, coupled with an increasingly competitive industry landscape,
underscore the critical need for airlines to adopt a systematic approach to enhance customer service. Key
Performance Indicators (KPIs) emerge as essential tools in this context, offering measurable insights into
the effectiveness of customer service strategies and aligning operations with customer needs. KPIs such
as Customer Satisfaction Scores (CSAT), Net Promoter Scores (NPS), and First-Contact Resolution
Rates serve as benchmarks to gauge service quality and identify opportunities for improvement.
Moreover, these indicators facilitate a cohesive service delivery approach, breaking down departmental
silos and aligning various aspects of airline operations with overarching organizational goals. The
strategic application of KPIs fosters a culture of continuous improvement, driving innovations that
enhance service quality, operational efficiency, and ultimately, profitability.

This research delves into the impact of Key Performance Indicators on enhancing customer service and
operational efficiency within the airline industry. By identifying, analyzing, and evaluating specific KPlIs,
the study aims to uncover how their strategic management can improve service quality, customer
experiences, and operational processes. The research will: (1) identify critical KPIs relevant to the airline
industry; (2) analyze their impact on customer service quality and operational effectiveness; (3) evaluate
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industry best practices in KPlI management; (4) propose strategic recommendations for airlines; and (5)
explore future implications of these findings in light of emerging trends and technologies. Through this
multifaceted approach, the study seeks to provide actionable insights for airlines and contribute to the
broader discourse on optimizing airline customer service and operational efficiency through a strategic,
KPI-driven approach.

Literature Review
This section explores the extensive body of research dedicated to customer service strategies and

practices within the airline sector. Noteworthy contributions include Gupta (2017), who applied the Best
Worst Method and VIKOR methodology to evaluate service quality in the airline industry, highlighting
key attributes such as tangibility, reliability, security, and ticket pricing. This study underscores the
critical role these attributes play in enhancing overall service excellence. Palmer and Bejou (2016) delve
into the repercussions of service failures on customer loyalty, emphasizing the importance of managing
and recalibrating customer relationship expectations. Baker (2013) contrasts service quality and customer
satisfaction between legacy and low-cost carriers, finding that the latter often surpasses traditional
airlines in service quality metrics. Appelbaum and Fewster (2004) focus on the intersection of safety and
customer service, advocating for the pivotal role of human resources management in promoting these
3 essential aspects. Lastly, Wang (2014) broadens the evaluation criteria for airlines, accentuating the
increasing significance of customer satisfaction in selecting an airline, thereby highlighting the necessity
for airlines to align with these evaluation benchmarks to boost customer satisfaction.
This review section sheds light on the theoretical foundations and empirical evidence underscoring the
vital role of Key Performance Indicators in bolstering service quality and customer satisfaction.
Pioneering studies by Taylor and Baker (1994) reveal how service quality and customer satisfaction are
instrumental in shaping consumer purchase intentions, with customer satisfaction acting as a pivotal
moderating factor. Cronin and Taylor (1992) explore the conceptualization and measurement of service
quality, advocating for a performance-based assessment as a more accurate predictor of consumer
satisfaction and purchase intentions. Webb (2000) examines the customer's role in expectation formation
during service encounters, providing valuable insights into managing service quality and satisfaction.
Parasuraman, Zeithaml, and Berry (1994) tackle the challenge of measuring customer expectations and
service quality, proposing innovative questionnaire formats to address unresolved measurement issues.
Dimaro (2023) offers a comprehensive literature review on the relationship between service quality and
customer satisfaction, emphasizing service quality as a crucial determinant of satisfaction levels.
Despite the wealth of research on service quality and customer satisfaction, there remains a notable gap
in literature specifically addressing the integration of KPIs within airline customer service strategies. This
gap signifies an opportunity for future research to formulate a framework or model that delineates the
process of effectively incorporating KPIs into customer service enhancement strategies. Furthermore,
there is a scarcity of empirical studies examining the outcomes of KPI-driven approaches within the
airline sector, highlighting the need for in-depth case studies and longitudinal research to evaluate the
long-term impact of such strategies on customer satisfaction and service quality. By addressing these
identified gaps, future research can significantly contribute to the existing body of knowledge, offering
strategic insights for airlines to elevate customer service through a meticulously crafted KPI-driven
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approach. This endeavor not only promises to enhance customer satisfaction and loyalty but also
positions airlines to navigate the competitive landscape with greater efficacy and strategic foresight.

Methodology
This section outlines the structured approach employed in this study to investigate the significant impact

of Key Performance Indicators (KPIs) on customer service and operational efficiency within the airline
industry. The research design, data collection methods, and analysis techniques are detailed below,
ensuring the study's findings are both reliable and valid. Adopting a mixed-methods research design, this
study integrates qualitative and quantitative methodologies to offer a comprehensive perspective on the
influence of KPIs in the airline sector. The quantitative component involves a statistical examination of
numerical data pertaining to KPI performance, including customer satisfaction scores and efficiency
metrics. Concurrently, the qualitative component encompasses an exploration of strategies and practices
via case studies and interviews, providing contextual depth to the numerical data. This combined
approach allows for an in-depth understanding of the nuanced relationships between KPI management
practices and their outcomes, highlighting the underlying mechanisms and strategic implications.
Data collection for this research is bifurcated into primary and secondary sources, ensuring a robust and
comprehensive dataset. Primary data comprises survey responses from airline customers, structured
4 interviews with airline executives and customer service managers, and direct observations of airline
operations. Secondary data is culled from industry reports, scholarly articles, and databases featuring
airline performance metrics, customer feedback, and employee engagement statistics. This multifaceted
data collection strategy enriches the analysis, capturing diverse perspectives and dimensions of airline
customer service and operational efficiency. The study employs a tailored suite of analytical techniques
aligned with the dual nature of the collected data and the research objectives. For quantitative data,
statistical methods, including regression analysis and correlation studies, are utilized to delineate the
relationships between KPIs and outcomes related to customer service and operational efficiency. This
guantitative analysis quantifies the impact of KPlIs, identifying salient patterns and trends. For qualitative
data, thematic analysis is applied to derive insights from interviews and case studies, while content
analysis is utilized to examine customer feedback and secondary literature. These qualitative analyses
facilitate the identification of strategic themes, practices, and commonalities contributing to the effective
utilization of KPIs in enhancing service delivery and operational performance. By meticulously aligning
the research design, data collection, and analysis techniques with the study's aims, this methodology
section ensures a thorough and systematic exploration of KPIs' role in the airline industry. The adoption
of a mixed-methods approach not only balances the precision of quantitative analysis with the depth of
gualitative insights but also lays a solid foundation for the study's conclusions and strategic
recommendations.

Findings

This stu%y's comprehensive analysis brings to light several key findings regarding the essential role of
Key Performance Indicators (KPIs) in enhancing airline customer service and operational efficiency. The
investigation identified critical KPIs, assessed their impact, and drew insights from case studies to
underscore the tangible benefits of strategic KPI management. Here’s a breakdown of the core findings:
KPI Identification and Impact
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The analysis revealed that certain KPIs are pivotal in achieving excellence in customer service within the
airline industry. These include:

1. Customer Satisfaction Score (CSAT) and Net Promoter Score (NPS), which reflect immediate
customer satisfaction and the likelihood of recommending the airline, respectively. High scores
in these KPIs are indicative of successful customer service strategies.

2. First-Contact Resolution Rate and Average Resolution Time, which measure the efficiency and
effectiveness of customer support. Airlines excelling in these KPIs demonstrate robust customer
service capabilities, leading to higher satisfaction levels.

3. Complaints per 1000 Passengers and Baggage Handling Efficiency, which are critical operational
KPIs impacting customer perceptions of airline reliability and trustworthiness.

4. Employee Satisfaction Score, underscoring the link between motivated employees and superior
customer service outcomes.

The quantitative analysis established a strong correlation between these KPIs and improved service
guality and customer loyalty. Airlines that showed marked improvements in these metrics reported higher
customer retention rates and positive word-of-mouth, essential components of brand strength in the
competitive airline landscape.
Case Study Insights

5 Case studies of leading airlines provided practical examples of effective KPI utilization:

e An airline that focused on First-Contact Resolution strategies by enhancing customer service
training and deploying advanced CRM systems significantly improved customer satisfaction and
operational efficiency.

e Another airline implemented real-time baggage tracking, directly addressing the KPI of Baggage
Handling Efficiency. This innovation led to a notable decrease in luggage-related complaints and
an increase in customer trust.

e A case highlighting Employee Satisfaction initiatives revealed that airlines investing in their
staff's development and well-being saw direct benefits in customer service quality and
operational performance.

Comparative Analysis

The comparative analysis across different airlines and regions revealed both unique approaches and
universal strategies in KPI implementation and impact. While cultural and market differences influenced
the prioritization of certain KPIs, common trends emerged:

e Universal Emphasis on Customer Satisfaction: Across all markets, airlines recognized the critical
importance of customer satisfaction and loyalty metrics, underscoring a global shift towards
customer-centric service models.

e Strategic Use of Technology: Innovative use of technology, including Al and real-time data
analytics, emerged as a key differentiator in improving KPI performance, enhancing both
customer experience and operational efficiency.

e Employee Engagement as a Global Priority: The universal focus on employee satisfaction and
engagement as pivotal drivers of customer service excellence highlighted the importance of
human resources in achieving operational goals.

In summary, the findings from this research illustrate the multifaceted role of KPIs in driving customer
service excellence and operational efficiency in the airline industry. By strategically managing these
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indicators, airlines can navigate the complexities of modern travel, meet evolving customer expectations,
and maintain a competitive edge. The insights drawn from case studies and comparative analyses provide
a valuable framework for airlines to enhance their KPI-focused strategies, fostering continuous
improvement and innovation in service delivery.

Discussion
This section synthesizes the study's findings, contextualizes them within existing theories and literature,

and explores their strategic implications for the airline industry. It also addresses the study's limitations
and suggests areas for future research.
The research findings align with and extend existing theories on service quality, customer satisfaction,
and operational management. The identified KPIs, such as CSAT, NPS, and First-Contact Resolution
Rate, underscore the nuanced relationship between service delivery and customer perceptions, resonating
with the principles outlined in the SERVQUAL model and expectancy-disconfirmation theory. The
emphasis on employee engagement KPIs reflects the Resource-Based View (RBV), suggesting that
airlines can achieve competitive advantage through investing in human capital. Moreover, the strategic
use of technology to enhance KPI performance highlights the dynamic capabilities framework,
demonstrating how airlines adapt to rapidly changing market conditions and customer expectations.

6 Strategic Implications
The insights derived from KPI-driven analyses offer actionable strategies for airlines to enhance
customer satisfaction, employee engagement, and operational efficiency:

e Adopting a holistic KPI management approach ensures alignment between operational goals and
customer service objectives, facilitating a unified strategy for continuous improvement.

e Investing in employee development not only boosts staff morale and productivity but also
directly impacts service quality, as motivated employees are more likely to deliver exceptional
customer service.

e Leveraging technological advancements, such as Al and real-time analytics, can significantly
improve the efficiency and effectiveness of service delivery, leading to better customer
experiences and operational outcomes.

o Fostering a culture of innovation and adaptability enables airlines to respond proactively to
emerging trends and evolving customer needs, maintaining competitiveness in a dynamic
industry.

While the study provides valuable insights, it acknowledges several limitations:

e Data Scope and Availability: The reliance on available data sources may not fully capture the
diversity of the global airline industry, potentially affecting the generalizability of the findings.

e Temporal Dynamics: Given the rapidly evolving nature of the airline industry, the findings
represent a snapshot in time and may require periodic reassessment to remain relevant.

e Qualitative and Quantitative Balance: The integration of qualitative and quantitative data
enriches the analysis but also introduces challenges in maintaining an optimal balance between
depth and breadth of insights.

Future research could explore several avenues to build upon the findings of this study:

e Longitudinal Studies: Tracking KPI performance over time can provide deeper insights into the

long-term impact of customer service strategies.
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e Cross-Cultural Comparisons: Examining how airlines in different cultural contexts prioritize and
implement KPIs can uncover valuable strategies for global service excellence.

e Emerging Technologies: Investigating the potential of new technologies, such as blockchain and
10T, in enhancing KPI performance offers opportunities for innovation in airline operations and
customer service.

In conclusion, this research emphasizes the critical role of a strategic, KPI-driven approach in achieving
excellence in airline customer service. By effectively managing and leveraging these indicators, airlines
can enhance their service quality, operational efficiency, and competitiveness. The discussion highlights
the need for continuous improvement and adaptability in a rapidly changing industry, underscoring the
importance of strategic foresight and commitment to excellence in service delivery.

Implications and Future Research
The study's exploration of Key Performance Indicators (KPIs) in the airline industry contributes

significantly to both theoretical frameworks and practical applications in airline customer service and
operational management. Here, we delve into the theoretical contributions of this research, outline
practical recommendations for airline executives, and suggest directions for future research.
Theoretical Contributions

7 This research enriches the academic discourse on customer service and operational efficiency by:

1. Deepening the Understanding of Service Quality Models: By correlating specific KPIs with
service quality and customer satisfaction, the study builds upon the SERVQUAL model, offering
empirical evidence of the critical dimensions that affect airline service delivery.

2. Expanding the Resource-Based View (RBV): The findings highlight the strategic importance of
employee engagement as a key resource, reinforcing the RBV in the context of service industries
by linking human capital to competitive advantage.

3. Advancing Dynamic Capabilities Framework: The case studies on technological innovations
used to improve KPI performance exemplify the dynamic capabilities of airlines to adapt and
thrive in a rapidly changing environment.

Practical Recommendations
For airline executives and Chief Customer Service Officers (CCSOs), this research provides a roadmap
for leveraging KPIs to enhance operational and service excellence:

1. Develop a Comprehensive KPI Framework: Establish a clear set of KPIs aligned with strategic
objectives, focusing on both customer-facing and operational metrics. Regularly review and
adjust these KPIs to reflect changing industry dynamics and customer expectations.

2. Invest in Employee Development and Engagement: Recognize the direct impact of employee
satisfaction on service quality. Implement programs aimed at enhancing job satisfaction, skills
development, and a sense of ownership among staff.

3. Embrace Technological Innovation: Integrate advanced technologies, such as Al, data analytics,
and 10T, to streamline operations and personalize customer experiences. Stay abreast of
emerging tech trends to continuously improve service delivery and efficiency.

4. Foster a Culture of Continuous Improvement: Cultivate an organizational mindset that values
feedback, learning, and innovation. Use KPIs not only as performance measures but also as tools
for identifying areas for growth and innovation.
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Future Research Directions
Given the dynamic nature of the airline industry and the evolving landscape of customer expectations,
future research should consider:

1. Longitudinal Studies on KPI Evolution: Investigate how KPIs and their impact on airline
performance evolve over time, particularly in response to technological advancements and shifts
in consumer behavior.

2. Cross-Cultural Service Expectations: Explore how cultural differences influence customer
expectations and satisfaction, aiming to tailor service delivery to diverse global audiences.

3. Impact of Sustainability Practices: As environmental concerns become increasingly important to
consumers, examine how airlines' sustainability practices affect customer perceptions and choice,
potentially identifying new KPIs related to environmental responsibility.

4. Technological Disruptions: Assess the implications of disruptive technologies (e.g., blockchain,
VR/AR) on airline operations and customer service, exploring how they might redefine existing
KPlIs or necessitate new ones.

In sum, this research underscores the importance of a strategic, KPI-driven approach in navigating the
complexities of the airline industry to achieve service excellence. By aligning operational practices with
customer expectations through rigorous KPI management, airlines can enhance their competitive edge

8 while fostering loyalty and satisfaction among their customers. Future studies will undoubtedly build
upon these foundations, offering new insights as the industry continues to evolve.

Conclusion
This study embarked on a comprehensive exploration of Key Performance Indicators (KPIs) and their

pivotal role in optimizing airline customer service and operational efficiency. Through an in-depth
analysis, the investigation unearthed critical KPIs, assessed their impacts, and gleaned valuable insights
from practical applications within leading airlines. This concluding section recapitulates the essential
findings and underscores the broader implications of this research for the airline industry.

Summary of Key Findings

o Essential KPIs Identified: The study pinpointed a suite of KPIs crucial for customer service
excellence and operational efficiency in airlines, including CSAT, NPS, First-Contact Resolution
Rate, Average Resolution Time, and Baggage Handling Efficiency. These KPIs serve as
fundamental benchmarks for assessing service quality and identifying avenues for improvement.

e Impact on Service Quality and Customer Loyalty: Quantitative analysis established a robust
correlation between these KPIs and enhanced service quality and customer loyalty. Airlines
demonstrating improvements in these metrics reported increased customer retention and positive
advocacy, critical for brand competitiveness.

e Insights from Case Studies: Practical examples from leading airlines illustrated effective
strategies for KPI utilization, highlighting innovations in technology and employee engagement
initiatives as key drivers of improved KPI performance.

e Strategic Implications for Airlines: The research offered actionable strategies for airlines,
emphasizing the need for a holistic KPlI management approach, investment in employee
development, technological innovation, and a culture of continuous improvement to navigate the
competitive and dynamic aviation industry successfully.
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The critical importance of a KPI-driven strategy in achieving excellence in airline customer service
cannot be overstated. In the face of evolving customer expectations and the relentless pace of
technological advancement, airlines must embrace a structured approach to KPI management. This
strategy enables them to align their operations and service delivery with customer needs effectively,
ensuring not only satisfaction but also fostering loyalty and advocacy.

Moreover, this research highlights the indispensable role of continuous innovation and adaptability. As
the airline industry continues to confront new challenges and opportunities, the strategic use of KPIs will
remain a cornerstone for informed decision-making, allowing airlines to maintain their competitive edge
and achieve sustainable growth.

In essence, this study contributes a valuable perspective to the discourse on airline management and
customer satisfaction strategies. By emphasizing the strategic role of KPIs in enhancing service delivery
and operational efficiency, it offers a roadmap for airlines committed to excellence in customer service.
As the industry evolves, the insights and strategies derived from this research will undoubtedly serve as a
guiding light for airlines striving to elevate their service quality and operational performance in the
global aviation market.
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This appendix translates the KPI-driven blueprint of “Optimizing Airline Customer Service: A KPI-Driven
Approach for Chief Customer Services Officers” into a ready-to-deploy inventory of the Top 100 role-specific
metrics. Aligned with the Universal KPI Development Framework for Airline Roles, these KPIs cover ten strategic
dimensions critical to elevating customer experience, operational excellence, and financial performance.
Strategic Dimensions & KPI Groups
1. Customer Satisfaction & Loyalty
Service Quality & Reliability
Operational Efficiency & Productivity
Revenue & Cost Optimization
Digital Engagement & Self-Service
Customer Retention & Growth
Employee Performance & Engagement
Customer Insights & Personalization
. Risk, Compliance & Data Security
10. Sustainability & Innovation
How to Leverage This Inventory
1. Populate Dashboards
o For each KPI, document:
=  Definition & Abbreviation (e.g., Net Promoter Score (NPS))
:I_O = Formula (numerator, denominator, units)
= Data Sources (CRM, AODB, ERP, digital-engagement platforms, social-listening tools)
= Reporting Cadence (daily, weekly, monthly, quarterly)
2. Define RACI
o  Assign clear ownership across:
= Responsible: Contact Center Managers, Digital Channels Lead
= Accountable: CCSO
= Consulted: OCC, Revenue Management, Marketing, IT/Digital Transformation
= Informed: COO, CFO, Executive Steering Committee
3. Benchmark Performance
o External: IATA Customer Experience benchmarks, peer-group NPS, ICAQ service standards
o Internal: Digital-twin pilots, Al-forecasting trials
o Target-Setting: Establish “leading-practice” thresholds (e.g., NPS > 40; FCRR > 85%)
4. Integrate Across Functions
o Map upstream and downstream linkages:
= Digital Adoption — Self-Service Usage — First Contact Resolution — NPS — Revenue
per Passenger
= Feedback Action Rate — Service Recovery Success — OTP — Load Factor
5. Embed Advanced Enablers
o Real-Time Monitoring: Al-driven sentiment analysis, chatbot analytics
o Blockchain: Secure customer data provenance, loyalty redemption
o Mobile-First Tools: In-app support, digital bag-drop
o  Green Initiatives: CO2/ASK customer-service-related emissions, SAF-enabled ground operations

Lo d

©ooNOo MWD

Customer Satisfaction & Loyalty

(Strategic Dimension: Customer Experience, Loyalty)
e  Customer Satisfaction Score (CSAT)
e Net Promoter Score (NPS)
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e  Customer Effort Score (CES)
e  Customer Loyalty Index (CLI)
e  Customer Churn Rate (CCR)
e Repeat Passenger Ratio (RPR)
e Complaint Resolution Time (CRT)
e First Contact Resolution Rate (FCRR)
e Post-Service Satisfaction Improvement Rate (PSIR)
e Social Media Sentiment Score (SMSS)
Service Quality & Reliability
(Strategic Dimension: Service Reliability, Quality)
e  On-Time Performance (OTP)
e  Flight Completion Rate (FCR)
e Baggage Mishandling Ratio (BMR)
e  Flight Cancellation Ratio (FCRatio)
e Average Turnaround Time (ATT)
e In-Flight Service Quality Score (IFQS)
e Ground Service Quality Score (GSQS)
e Service Recovery Success Rate (SRSR)
11 «  In-Flight Complaint Rate (IFCR)
e AOG Resolution Time (ART)
Operational Efficiency & Productivity
(Strategic Dimension: Operational Efficiency, Productivity)
e Average Check-In Processing Time (ACIPT)
e Boarding Efficiency Rate (BER)
e Baggage Handling Efficiency (BHE)
e Crew Utilization Rate (CUR)
e Load Factor (LF)
e Block Hour Utilization Rate (BHUR)
e Aircraft Utilization Rate (AUR)
e Average Delay per Flight (ADPF)
e Agent-to-Pax Ratio (APR)
e Contact Center Occupancy Rate (CCOR)
Revenue & Cost Optimization
(Strategic Dimension: Financial Performance, Cost Efficiency)
e Revenue per Available Seat Kilometer (RASK)
e  Cost per Available Seat Kilometer (CASK)
e Revenue per Passenger (RPP)
e Ancillary Revenue per Passenger (ARPA)
e  Customer Service Cost per Contact (CSCPC)
e  Cost per Issue Resolved (CPIR)
e Yield per RPK (Yield/RPK)
e Break-Even Load Factor (BELF)
e  Customer Revenue Growth Rate (CRGR)
e ROl on Customer Service Initiatives (ROI-CSI)
Digital Engagement & Self-Service



“National Conference on Management & E-Commerce

MAY 19 & 20,2024 | UNIVERSITY OF TEHRAN

= " S ( |
—/{’ I h‘—./J “{ 4 h.-./‘ S o d ‘_/ //.’J/O cience Citation Center ;,T&n{ém

20 50 o

o369 LIS (6155 3 oo | 1P Cuigmissf T g P

(Strategic Dimension; Digital Transformation, Customer Engagement)
e  Self-Service Usage Rate (SSUR)
e Mobile App Adoption Rate (MAAR)
e Chathot Resolution Rate (CBRR)
e  Website Conversion Rate (WCR)
e Average Digital Session Duration (ADSD)
o Digital Customer Satisfaction Score (DCSS)
o  Self-Issue Resolution Rate (SIRR)
e  Mobile Check-In Rate (MCIR)
e Social Media Response Time (SMRT)
o Digital Feedback Submission Rate (DFSR)
Customer Retention & Growth
(Strategic Dimension: Customer Retention, Revenue Growth)
e  Customer Retention Rate (CRR)
e  Customer Lifetime Value (CLTV)
e Loyalty Program Participation Rate (LPPR)
e Loyalty Redemption Rate (LRR)
¢ Rebooking Rate (RR)
1 2 o Upsell/Cross-Sell Rate (UCSR)
¢ Net Revenue Retention (NRR)
e  Customer Win-Back Rate (CWBR)
e  Share of Wallet (SOW)
o Renewal Rate for Ancillary Services (RRAS)
Employee Performance & Engagement
(Strategic Dimension: Learning & Growth, Employee Engagement)
o Employee Satisfaction Score (ESS)
o Employee Net Promoter Score (eNPS)
o Employee Turnover Rate (ETR)
e  Training Hours per Employee (THPE)
e  Customer Service Training Completion Rate (CSTCR)
e Average Handling Time (AHT)
e Agent Utilization Rate (AURate)
o Employee Productivity Rate (EPR)
e  First Contact Resolution per Agent (FCRA)
o Employee Absenteeism Rate (EAR)
Customer Insights & Personalization
(Strategic Dimension: Data & Analytics, Personalization)
e Feedback Collection Rate (FCRate)
e Feedback Action Rate (FAR)
e  Customer Segmentation Accuracy (CSA)
e Predictive Analytics Accuracy (PAA)
e  Personalized Offer Conversion Rate (POCR)
e  Sentiment Analysis Accuracy (SAA)
e NPS by Segment (NPS-Seg)
e  Customer Journey Completion Rate (CJCR)



“"National Conference on Management & E-Commerce

MAY 19 & 20,2024 | UNIVERSITY OF TEHRAN

ek sk P

a!;&olﬂﬁbg,'}fﬁ.}ﬁol 1FoF Culgudl ¥ g Ve

e Real-Time Insights Utilization Rate (RIUR)
e Data Quality Index (DQI)
Risk, Compliance & Data Security
(Strategic Dimension: Risk Management, Compliance)
e Data Breach Incidents (DBI)
e Time to Regulatory Compliance (TRC)
e GDPR Compliance Level (GDPR-C)
e  Customer Data Privacy Complaints (CDPC)
e  Security Incident Response Time (SIRT)
e Compliance Training Completion Rate (CTCR)
e Fraud Detection Rate (FDR)
e Payment Dispute Ratio (PDR)
e Insurance Claims per Million Pax (ICM)
e Regulatory Audit Success Rate (RASR)
Sustainability & Innovation
(Strategic Dimension; Sustainability, Innovation)
e  CO: Emissions per ASK (CO2/ASK)
e SAF Adoption Rate (SAF-AR)
1 3 e  Green Customer Satisfaction Score (GCSS)
o Digital Initiative Adoption Rate (DIAR)
¢ Innovation Implementation Rate (IIR)
e  Customer Sustainability Feedback Score (CSFS)
e Sustainable Service Offerings Ratio (SSOR)
e Al-Powered Resolution Rate (AISRR)
o Blockchain Tracking Adoption Rate (BTAR)
e Digital Twin Utilization Rate (DTUR)



