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Abstract

In the dynamic realm of the airline industry, optimizing cargo operations
emerges as a critical challenge, necessitating a strategic approach to
management. This research delves into the utilization of Key Performance
Indicators (KPIs) as a fundamental tool for enhancing the efficiency,
financial performance, customer satisfaction, safety, compliance, and
sustainability of airline cargo operations. Employing a mixed-methods
approach, the study combines quantitative analysis of cargo operations
data with qualitative insights from industry experts, offering a
comprehensive view of the strategic significance of KPIs. The findings
illuminate the pivotal role of specific KPIs in driving operational
improvements, revealing that a strategic, data-driven approach to KPI
management is essential for navigating the complexities of global cargo
logistics. This research not only bridges the gap between theoretical
frameworks and practical application but also sets a foundation for future
investigations into the evolving challenges within the airline cargo
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industry. By highlighting the necessity of a comprehensive KPI-driven
management strategy, the study provides a blueprint for cargo operations
directors seeking to optimize operations, enhance competitiveness, and
meet the increasing demands of global trade and environmental
sustainability. The insights from this study are poised to contribute
significantly to the discourse on performance measurement and strategic
management in the airline cargo sector, offering a guiding framework for
future advancements.

Keywords: Airline Cargo Operations, Key Performance Indicators, Operational
Efficiency, Strategic Management, Sustainability.

2 Introduction
The global economy's landscape is increasingly influenced by the pivotal role of the airline industry, not

only in passenger transport but significantly in facilitating global commerce through air freight services.
The surge in demand for air freight, driven by e-commerce growth, just-in-time inventory practices, and
the need for rapid international supply chain solutions, underscores the critical importance of cargo
operations. These operations serve as the backbone of global trade and logistics, necessitating fast,
reliable delivery of goods across continents. The value of air freight, characterized by its speed and
efficiency, is particularly evident in the transport of high-value, time-sensitive commodities such as
pharmaceuticals, electronics, and perishables.

However, the essential nature of cargo operations introduces a set of complex challenges. Managing air
cargo's intricate logistics entails coordinating an extensive network of aircraft, airports, ground handling
services, and regulatory frameworks globally. This coordination must be flawless to ensure goods are
delivered timely, safely, and cost-effectively. The challenges are compounded by the need for precise
planning and execution to accommodate fluctuating demand, diverse cargo requirements, security
regulations, and environmental considerations. Furthermore, the industry's competitive landscape
demands operational excellence and adaptability to shifting market dynamics and technological
advancements, emphasizing strategic decision-making to optimize routes, manage cargo capacities, and
innovate service offerings.

The cargo operations sector is thus confronted with the dual challenge of navigating complex, global
logistics networks and adapting to fast-paced market and technological changes. This dynamic
environment highlights the crucial role of efficient, resilient, and sustainable cargo operations as a
cornerstone of global trade and economic growth.

The adoption of a strategic, data-driven management approach becomes essential in addressing the
inherent dynamism and complexity of cargo operations. For cargo operations directors, this shift towards
leveraging Key Performance Indicators (KPIs) is not merely advantageous but imperative for overcoming
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the sector's multifaceted challenges and capitalizing on available opportunities. KPIs serve as vital
instruments, offering quantifiable insights into various aspects of cargo operations, including operational
efficiency, financial health, customer satisfaction, and environmental sustainability. By systematically
tracking and analyzing these KPIs, directors gain a transparent and objective perspective on their
operations, identifying strengths and areas requiring enhancement.
The strategic deployment of KPIs transcends mere performance monitoring, enabling informed decision-
making. Directors can utilize data to discern trends, anticipate demand, and formulate decisions based on
evidence regarding capacity management, route optimization, and technological investments. This
proactive management approach aids in preempting potential challenges, refining operations, and
bolstering cargo operations' agility in responding to market shifts. Moreover, in an era where customer
expectations revolve around transparency, reliability, and efficiency, KPIs related to on-time
performance, cargo integrity, and customer service become instrumental in not only meeting but
surpassing these expectations, thereby elevating customer satisfaction and loyalty. Simultaneously, with
sustainability gaining increasing prominence, KPIs focusing on environmental impact furnish airlines
with a framework to measure, manage, and mitigate their ecological footprints.
In essence, embracing a data-driven approach, underscored by a robust emphasis on KPIs, equips cargo
operations directors with the necessary insights for comprehensive operational optimization. This
3 methodology empowers directors to lead confidently, ensuring their strategies are firmly rooted in reality
and aligned with both immediate objectives and the broader organizational vision. Far from being merely
a route to operational excellence, this approach is a strategic imperative for securing a competitive edge
in the rapidly evolving global air freight market.
The overarching aim of this research is to delve into the airline industry's cargo operations realm,
focusing on a thorough analysis of Key Performance Indicators (KPIs) and their significant impact across
cargo operations' various dimensions. This investigation strives to achieve an in-depth understanding of
how carefully selected and adeptly managed KPIs can drive enhancements in operational efficiency,
boost financial performance, elevate customer satisfaction, ensure safety and compliance, and promote
sustainability within cargo operations.

Literature Review

This section critically examines existing research on the management practices of cargo operations
within the airline industry, highlighting the intricacies and efficiencies identified in prior studies. It
delves into various aspects of cargo operations, including freight operations management, revenue
management, environmental sustainability strategies, the impact of e-commerce, and more.

Freight Operations Management

Merkert and Alexander (2016) investigate the management of freight operations in passenger airlines,
with a focus on how terminal organization at international airports influences airline efficiency. They
pinpoint economies of scale in air cargo operations, notably observing a higher utilization of dedicated
freighters in scenarios of substantial air freight demand at the airport level.

Revenue Management

Budiarto et al. (2018) scrutinize air cargo service revenue management by juxtaposing theoretical models
with their practical applications. Their analysis reveals a gap between theoretical frameworks and real-
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world execution, suggesting avenues for future research aimed at enhancing revenue management

practices in air cargo services.

Environmental Sustainability

Dekker, Bloemhof, and Mallidis (2011) offer an overview of operations research contributions toward

green logistics, emphasizing the integration of environmental considerations into logistics decisions.

Their work advocates for the adoption of sustainable practices in cargo operations to address pressing

global environmental challenges.

E-Commerce Impact

The significant effects of e-commerce on air cargo storage operations are discussed by Al Shabibi and

Ullah (2023), who highlight both the challenges and opportunities presented to traditional air cargo

companies by the burgeoning e-commerce sector.

Supply Chain Management

Wang (2020) explores the application of supply chain management principles within civil aviation

logistics, proposing that effective logistics management can significantly enhance the efficiency of cargo

terminal operations and overall customer satisfaction.

Airport Competitiveness

Van Asch et al. (2019) analyze the competitiveness of European airports in the realm of air cargo,
4 identifying key factors that determine an airport's competitive edge in cargo operations. Their findings

offer guidance for airports seeking to assess and improve their air cargo strategies.

Cargo Cycles for Urban Freight

Schliwa et al. (2015) examine the potential role of cargo cycles in making city logistics more sustainable.

They identify implementation barriers and advocate for local authorities to incentivize the integration of

cargo cycles into logistics operations.

Safety in Cargo Management

Jalowiec et al. (2021) underscore the paramount importance of safety in strategic air transport

management, especially in the transport of strategic goods. Their research aims to develop models for

enhancing the reliability and safety of air cargo transport.

E-Commerce and Air Cargo Logistics

Florido-Benitez (2023) analyzes the role of US cargo airports and air cargo airlines within the e-

commerce logistics ecosystem, emphasizing the critical need for efficient and reliable air cargo services,

particularly in light of the COVID-19 pandemic's challenges.

Conclusion

The literature review reveals a multifaceted approach to enhancing the efficiency of cargo operations in

the airline industry. It underscores the importance of managing freight operations, optimizing revenue,

adhering to environmental sustainability, adapting to the e-commerce boom, and ensuring safety. These

studies lay the groundwork for understanding current practices and pinpointing areas ripe for further

research and improvement in the management of cargo operations.

Methodology

This research employs a mixed-methods approach, integrating both quantitative and qualitative analyses

to comprehensively assess the impact of Key Performance Indicators (KPIs) on the operational

efficiency, financial performance, customer satisfaction, safety, compliance, and sustainability of airline
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cargo operations. This section details the research design, data collection methods, and analysis
techniques utilized to achieve the study's objectives.

The study adopts a mixed-methods design, combining quantitative analysis of cargo operations data with
gualitative insights from industry experts. This approach allows for a robust examination of KPIs,
facilitating a deep understanding of their roles and impacts within cargo operations. Quantitative data
provide measurable evidence of KPI performance, while qualitative insights offer contextual depth,
enabling a nuanced exploration of how and why certain KPIs influence cargo operations outcomes.

Data collection encompasses both primary and secondary sources:

e Primary Data: Conducted through semi-structured interviews with cargo operations directors
across various airlines, these discussions offer firsthand insights into the practical application,
measurement, and perceived impacts of KPIs on operations.

e Secondary Data: Consists of an extensive review of internal reports from airlines, industry
reports, and academic literature, providing a broader understanding of current cargo operations
practices and KPI management within the industry.

Analysis Technique
The study employs a two-pronged analysis technique to interpret the collected data:
e Quantitative Analysis: Utilizes statistical methods to identify patterns, trends, and correlations
5 between specific KPIs and cargo operations outcomes. Techniques include regression analysis to
explore relationships between KPIs and performance metrics such as operational efficiency and
financial performance.

e Qualitative Analysis: Applies thematic analysis to the interview data, identifying common
themes and insights regarding the application and impact of KPIs in cargo operations. This
analysis complements the quantitative findings, offering a richer understanding of the strategic
use of KPIs in real-world settings.

Furthermore, benchmarking against industry best practices is conducted to evaluate the performance of
cargo operations. This comparative analysis helps assess the effectiveness of KPI-driven strategies and
identifies areas for improvement. By employing a mixed-methods design, this research provides a
comprehensive examination of the role and impact of KPIs in enhancing the efficiency and
competitiveness of airline cargo operations. The methodology ensures a balanced integration of empirical
data and expert insights, laying a solid foundation for actionable findings and strategic recommendations.

Findings
The investigation into the strategic use of Key Performance Indicators (KPIs) within airline cargo
operations has yielded significant insights. This section delineates the identified KPIs, categorized by
their impact on operational efficiency, financial performance, customer satisfaction, safety and
compliance, employee management, process and quality improvement, supply chain and logistics, as well
as sustainability and environmental impact. The findings highlight the instrumental role these KPIs play
in optimizing various dimensions of cargo operations.
Operational Efficiency

e On-time Departure and Arrival Rates: Essential metrics that underscore the punctuality of cargo

shipments, significantly influencing customer satisfaction and operational reliability.
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e Cargo Handling Time: A key indicator of the efficiency with which cargo is processed from
arrival to release, affecting overall operational throughput and turnaround times.
e Turnaround Time for Aircraft: Crucial for maintaining flight schedules and optimizing aircraft
utilization, directly impacting the efficiency of cargo operations.
e Utilization Rate of Cargo Capacity: Reflects the effectiveness of cargo space and weight
management, a critical factor in maximizing revenue potential.
Financial Performance
e Revenue from Cargo Operations: Offers a comprehensive view of the financial contribution of
cargo services to the airline, highlighting the importance of efficient cargo operations.
e Cost per Available Ton Kilometer (CATK): Sheds light on the cost efficiency of cargo
operations, providing insights into areas for cost optimization.
e Operating Profit Margin of Cargo Operations: A vital measure of cargo services' profitability,
underscoring the need for strategic cost management and revenue optimization.
e Revenue per Available Ton Kilometer (RATK): Indicates the effectiveness of revenue
management strategies, reflecting the efficiency of pricing strategies in cargo operations.
Customer Satisfaction
e On-time Delivery Rate: Directly impacts customer satisfaction, serving as a benchmark for
6 service reliability.
e Customer Satisfaction Rate and Net Promoter Score (NPS): Critical metrics for gauging
customer loyalty and satisfaction, informing strategies to enhance service quality.
o Rate of Error in Documentation: Affects the smooth processing of shipments, underscoring the
importance of accuracy in cargo documentation.
Safety and Compliance
o Number of Safety Incidents and Regulatory Violations: Indicators of the operational safety and
regulatory adherence, essential for maintaining the integrity of cargo operations.
e Time Taken to Resolve Safety Incidents: Reflects the responsiveness and effectiveness of the
organization's safety management practices.
Sustainability and Environmental Impact
e CO2 Emissions per Ton of Cargo: Highlights the environmental footprint of cargo operations,
crucial for evaluating sustainability initiatives.
e Energy Consumed per Ton of Cargo and Waste Produced: Provide insights into the operational
efficiency and environmental stewardship of cargo operations.
Conclusion from Findings
These findings underscore the criticality of a strategic, KPI-driven approach to managing cargo
operations. By focusing on these key indicators, cargo operations directors can systematically address
areas for improvement, aligning operational strategies with broader organizational goals. The identified
KPIs not only serve as benchmarks for assessing current performance but also as guides for strategic
decision-making, enabling airlines to enhance operational efficiency, financial performance, and
customer satisfaction, while ensuring safety, compliance, and sustainability.

Discussion
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The synthesis of findings from this research on Key Performance Indicators (KPIs) in airline cargo
operations offers a rich terrain for discussion. This section interprets these findings within the broader
context of existing literature, theoretical frameworks, and their strategic implications, while also
acknowledging the study's limitations.

Integration with Theoretical Frameworks and Literature

The pivotal role of KPIs in driving operational efficiency, financial performance, customer satisfaction,
safety, compliance, and sustainability in cargo operations is underscored by this research. The emphasis
on operational efficiency KPIs resonates with the theory of constraints, highlighting the elimination of
bottlenecks as essential for enhancing overall performance. Similarly, the focus on financial performance
and customer satisfaction KPIs aligns with the Balanced Scorecard framework, advocating for a holistic
approach to performance measurement that balances financial and non-financial metrics.

The diversity and specificity of KPIs identified in this study extend the existing operations management
literature by providing concrete examples of how airlines can operationalize theoretical models into
actionable strategies. This practical application bridges the gap between theory and practice, contributing
valuable insights to the discourse on performance measurement in the dynamic context of airline cargo

operations.
Strategic Implications
7 The findings elucidate the strategic value of adopting a comprehensive KPI-driven approach for cargo

operations directors. By leveraging these KPIs, directors are equipped to make informed decisions that
optimize operations, enhance customer satisfaction, and ensure safety and compliance. Moreover, the
focus on sustainability KPIs reflects a growing industry imperative to align operational practices with
broader environmental goals, highlighting the strategic role of KPIs in facilitating this alignment.

The study's insights into the variability of KPI prioritization across different airlines and regions offer a
nuanced understanding of the contingency theory in practice. It suggests that the effectiveness of KPI-
driven strategies is contingent upon specific organizational and environmental contexts, underscoring the
importance of adaptability and contextual awareness in strategic planning.

While the research provides a comprehensive analysis of KPI utilization in airline cargo operations, it
acknowledges limitations such as data availability and the variability in operations across different
airlines or regions. These limitations highlight the need for caution in generalizing findings and
underscore the importance of continuous, context-specific research.

Future research is encouraged to explore the evolving landscape of digital transformation, global trade
patterns, and environmental regulations. Investigating these areas will further enrich the understanding of
how KPIs can be strategically utilized to navigate these emerging challenges and capitalize on new
opportunities in the airline cargo industry.

In conclusion, this discussion reiterates the critical importance of a strategic, KPI-driven approach to
enhancing the efficiency and competitiveness of airline cargo operations. The findings not only
contribute to the theoretical discourse on operations management and performance measurement but also
offer practical insights for cargo operations directors seeking to optimize their operations. By
acknowledging the study's limitations, this research paves the way for future explorations, aiming to
deepen the understanding of KPI implementation in the face of the airline cargo industry's dynamic
challenges.
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Implications and Future Research
This research on the strategic deployment of Key Performance Indicators (KPIs) in airline cargo
operations yields significant theoretical and practical implications. Furthermore, it outlines a pathway for
future research, addressing emerging challenges and opportunities within the airline cargo industry.
Theoretical Implications
The findings from this study make a substantial contribution to the body of knowledge on cargo
operations management and performance measurement. By demonstrating the practical application and
strategic value of KPIs in optimizing cargo operations, this research enriches the existing literature in
operations management. It provides empirical evidence supporting the integration of theoretical models
with practical applications, thereby advancing the understanding of performance measurement in the
dynamic airline industry context.
This study reinforces the Balanced Scorecard framework's relevance in cargo operations, highlighting the
importance of a balanced approach to KPI management that encompasses financial, operational,
customer-centric, and sustainability metrics. Moreover, the exploration of KPI utilization variability
offers insights into contingency theory, suggesting that the effectiveness of KPI-driven strategies is
influenced by specific organizational and environmental contexts.
Practical Implications

8 For cargo operations directors, this research offers actionable insights for leveraging KPIs to enhance
operational efficiency, financial performance, and customer satisfaction. It underscores the necessity of
adopting a comprehensive and strategic approach to KPl management, emphasizing the benefits of real-
time data analysis, process optimization, and stakeholder engagement in driving continuous
improvement.
The study highlights the strategic importance of sustainability KPIs, aligning operational practices with
environmental sustainability goals. This focus not only addresses regulatory compliance and market
expectations but also positions airlines as responsible corporate citizens in the global effort to mitigate
environmental impact.
Future Research Directions
Given the rapid evolution of technology, changing global trade dynamics, and increasing environmental
concerns, future research should explore:

e The Impact of Digital Transformation: Investigating how blockchain, loT, Al, and machine
learning can enhance data accuracy, operational transparency, and predictive analytics in cargo
operations.

o Global Trade Patterns: Assessing the resilience and adaptability of cargo operations to shifting
trade flows, new trade agreements, and tariffs.

e Environmental Regulations and Sustainability: Examining strategies for achieving carbon-neutral
goals and the operational and financial impacts of adhering to stricter environmental regulations.

Such explorations would provide deeper insights into navigating the complexities of the airline cargo
industry, enhancing strategic decision-making, and fostering innovation in response to emerging
challenges.

The strategic application of KPIs in airline cargo operations represents a vital lever for operational
excellence and competitive advantage. This research not only bridges the gap between theoretical
constructs and practical application but also sets the stage for further scholarly inquiry into the dynamic
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field of airline cargo operations. By highlighting the importance of a data-driven, strategically nuanced
approach to KPI management, this study offers a blueprint for future advancements in the efficiency,
sustainability, and competitiveness of airline cargo services.

Conclusion
This research embarked on a comprehensive exploration of Key Performance Indicators (KPIs) and their
pivotal role in optimizing airline cargo operations. Through a mixed-methods approach, incorporating
both quantitative and qualitative analyses, the study illuminated the strategic significance of KPIs across
various operational dimensions, including efficiency, financial performance, customer satisfaction,
safety, compliance, and sustainability.
The findings revealed that operational efficiency KPIs, such as on-time departure and arrival rates and
cargo handling time, are crucial for enhancing the punctuality and reliability of cargo services. Financial
performance KPIs, including revenue from cargo operations and operating profit margins, underscore the
importance of optimizing revenue and cost management strategies. Customer satisfaction KPIs, like the
on-time delivery rate and customer satisfaction scores, highlight the impact of service reliability and
guality on customer loyalty. Moreover, the emphasis on safety and compliance KPIs reflects the
industry's commitment to maintaining high safety standards and regulatory adherence. Lastly,
9 sustainability KPIs, focusing on CO2 emissions and energy consumption, underscore the growing
imperative for environmental stewardship within cargo operations.
The strategic utilization of KPIs empowers cargo operations directors to make informed decisions,
fostering a culture of continuous improvement and strategic foresight. This research underscores the
necessity of a data-driven approach, where real-time analytics and performance monitoring become
integral to operational strategy. By adopting a comprehensive KPI-driven management framework,
airlines can enhance operational efficiency, financial performance, and customer satisfaction, while
simultaneously ensuring safety, compliance, and sustainability.
Acknowledging the dynamic nature of the airline cargo industry, the study identifies areas for future
research, including the impact of digital transformation, shifts in global trade patterns, and the integration
of environmental sustainability into cargo operations. Investigating these areas will provide valuable
insights into the evolving challenges and opportunities facing the industry, enabling airlines to remain
agile and competitive in a rapidly changing global marketplace.
The adoption of a comprehensive and strategic approach to KPI management is not merely a pathway to
operational excellence but a critical imperative for sustaining competitiveness in the airline cargo
industry. This research has laid a foundational framework for understanding and implementing a KPI-
driven approach, highlighting its importance for operational optimization, strategic decision-making, and
long-term sustainability. As the industry continues to evolve, the insights provided by this study will
serve as a guiding light for airlines seeking to navigate the complexities of the global cargo market,
driving continuous improvement and achieving strategic objectives.
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Appendix
Appendix A: Comprehensive KPI Inventory for Cargo Operations Director (COD)
To operationalize the KPI-driven framework presented in “Enhancing Cargo Operations Efficiency: A
KPI-Driven Approach in the Airline Industry,” this appendix delivers the Top 100 role-specific KPIs for
the Cargo Operations Director. Aligned with the Universal KPI Development Framework for Airline
Roles, these metrics span all ten strategic dimensions:
1. Strategic Alignment
Operational Performance
Financial Performance
Customer Service & Satisfaction
Safety & Compliance
Employee Management & Training
Process & Quality Improvement
Supply Chain & Logistics
Sustainability & Environmental Impact
10 Digital Transformation & Innovation

© o Nk~ wWwD

Use This Inventory To:
1. Populate Dashboards
o Definition & Formula: Embed each KPI’s precise definition (e.g., On-Time Departure
Rate (OTDR)), calculation method (numerator/denominator), and units.
o Data Source: Reference systems such as ERP/MRO, AODB, IoT feeds or digital-twin
outputs.
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o Cadence: Assign reporting interval (Daily/Weekly/Monthly/Quarterly) per KPI’s
operational rhythm.
2. Define RACI
o Responsible: Cargo Planning, Ramp Operations, Ground Handling.
o Accountable: Cargo Operations Director.
o Consulted: OCC, Maintenance Planning, Supply Chain, Finance, Customer Service,
Digital Transformation.
o Informed: COO, CFO, Executive Steering Committee.
3. Benchmark Performance
o Compare against IATA/ICAO cargo benchmarks, peer-group best practices, and internal
digital-twin pilot results.
o Set Leading-Practice Thresholds (e.g., >98% OTDR, >95% AOG Parts Fill Rate).
4. Integrate Across Functions
o Map KPI cascades:
= Forecast Accuracy (FAR) — Supplier On-Time Delivery (SOTD) — Cargo
Handling Time (CHT) — On-Time Delivery Rate (OTDR) — Cargo Load
Factor (CLF) — Yield per TKM (YLD).
o Ensure Cargo Ops KPIs drive network reliability, cost efficiency, and revenue
maximization.
5. Embed Advanced Enablers
o Real-Time Monitoring: 10T sensors for yard and warehouse flows; Al-driven predictive
analytics for demand and capacity.
Blockchain Traceability: Parts provenance and shipment visibility.
Mobile Cargo Apps: e-AWB management, digital claims.
Green Metrics: CO: per CTK (CO2-CTK); SAF supplier onboarding rate (SSOR);
energy-use per t-km.
Together, these 100 KPIs equip the Cargo Operations Director with the tactical levers and strategic
guardrails necessary to translate the article’s recommendations into measurable, sustainable
improvements in throughput efficiency, cost control, customer satisfaction, safety & compliance, and
digital maturity.

Strategic & Governance
e Cargo Tonne-Kilometers Flown (CTK)
e Available Tonne-Kilometers (ATK)
e Cargo Load Factor (CLF)
e Cargo Yield per Tonne-Kilometer (YLD)
e Cost per Available Tonne-Kilometer (CPTK)
e Cargo Revenue Growth Rate (CRGR)
e Cargo Unit Cost Reduction Rate (CUCRR)
e argo Contribution Margin (CCM)
e Route Profitability Index (RPI)
e Cargo Market Share (CMS)
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Operational Performance
e On-Time Departure Rate (OTDR)
e On-Time Arrival Rate for Cargo (OTAR)
e Cargo Handling Time per Tonne (CHT)
e Average Loading & Unloading Time (ALUT)
e Yard Turnaround Time (YTAT)
o (Gate-to-Gate Transit Time (GGTT)
e AOG Parts Fill Rate (AOGFR)
e Equipment Utilization Rate (EUR)
e Warehouse Dwell Time (WDT)
e Flight Turnaround Time (FTAT)

Financial Performance
e Revenue per Available Tonne-Kilometer (RATK)
e  Operating Profit Margin—Cargo (OPMC)
e Net Cargo Yield (NCY)
e Cost per Flight (CPF)

1 2 o Cost per Shipment (CPS)

e Cash Flow Margin—Cargo (CFM-C)
o Working Capital Turnover—Cargo (WCTC)
e Return on Cargo Capital Employed (ROCCE)
e Budget Variance—Cargo Operations (BVCO)
e Revenue per Flight (RPF)

Customer Service & Satisfaction
e On-Time Delivery Rate (OTDR)
e Shipment Accuracy Rate (SAR)
e Cargo Complaint Rate (CCR)
o Net Promoter Score—Cargo (NPS-C)
e Dispute Resolution Time (DRT)
e Documentation Error Rate (DER)
e Claims Success Rate (CSR)
o Customer Retention Rate (CRR)
e Contract Renewal Rate (CONR)
e Cargo Satisfaction Index (CSI)

Safety & Compliance
o Number of Safety Incidents (NSI)
e Safety Audit Pass Rate (SAPR)
e Regulatory Compliance Rate (RCR)
e Security Breach Incidents (SBI)
e Hazardous Materials Incident Rate (HMIR)
e Near Miss Reporting Rate (NMRR)
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o Staff Safety Training Completion (SSTC)
o Time to Resolve Safety Incidents (TRSI)
o Time to Resolve Compliance Issues (TRCI)
e Inspection Defect Rate (IDR)
Employee Management & Training
e Employee Turnover Rate (ETR)
o Employee Satisfaction Rate (ESR)
e Training Hours per Employee (THE)
e Employee Competency Certification Rate (ECCR)
e Time to Fill Vacancies (TFV)
e Absenteeism Rate (AR)
e Overtime Hours per Employee (OHE)
e Employee Productivity Index (EPI)
e Internal Promotion Rate (IPR)
o Safety Training Effectiveness (STE)
Process & Quality Improvement
1 3 e Process Improvement Implementation Rate (PIIR)
e Error Reduction Rate (ERR)
e Process Cycle Time Reduction (PCTR)
e Quality Audit Pass Rate (QAPR)
¢ Digitization Rate of Documentation (DRD)
e Six Sigma Project Completion Rate (SSPCR)
e Lean Implementation Index (LII)
e First-Pass Processing Rate (FPPR)
¢ Rework Rate (RR)
o Digital Form Utilization Rate (DFUR)
Supply Chain & Logistics
e Forecast Accuracy Rate (FAR)
e Supplier On-Time Delivery (SOTD)
e Supplier Quality Defect Rate (SQDR)
e Inventory Turnover—Spares (ITS)
e Parts Obsolescence Rate (POR)
e Third-Party Logistics Utilization (3PLU)
e Transportation Cost per Tonne (TCT)
¢ Route Capacity Utilization (RCU)
e Cross-Dock Efficiency Rate (CDER)
e Supply Chain Flexibility Index (SCFI)
Sustainability & Environmental Impact
e CO: Emissions per CTK (CO2-CTK)
o Fuel Consumption per Tonne-Kilometer (FC/TKM)
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o Waste Generation per Tonne (WGT)

o Renewable Energy Usage Rate (REUR)

o SAF Supplier Onboarding Rate (SSOR)

o Noise Footprint per Flight (NFP)

e Environmental Compliance Rate (ECR)

e Green Initiative Implementation Rate (GIIR)

e Carbon Offset Utilization Rate (COUR)

e Sustainability KPI Score (SKS)
Digital Transformation & Innovation

o Digital Booking Adoption Rate (DBAR)
Al Forecast Accuracy Improvement (AIFA)
Blockchain Traceability Rate (BTR)
loT-Enabled Equipment Uptime (IEEU)
Digital Twin Utilization Rate (DTUR)
Mobile App Engagement Rate (MAER)
Automated Claims Processing Rate (ACPR)
Data Analytics Adoption Index (DAAI)
API Integration Success Rate (AIR)
Cargo e-AWB Penetration Rate (CAWBP)
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