™ National Conference on Interdisciplinary Research in € OxfordCert

iversa

Management & Medical Science 2
May 19" & 20,2024 | University of Tehran (@ !mﬁdggx |
FF g Yoy 11 s 3 PYE 9 SO 5 1 & u““mubu““u““A

; u',go&w!@g,‘},ng

Optimizing Aero Medical Services in the Airline Industry: A KPI-
Driven Approach to Enhancing Patient Care, Operational
Efficiency, and Compliance

SeyyedAbdolHojjat MoghadasNian
Tarbiat Modares University

S14110213@Gmail.Com

Koroush Soleimani
Islamic Azad University, Kish International Branch

1 Kordoraj@Gmail.Com

Abstract

This study explores the effectiveness of Key Performance Indicators (KPIs)
in optimizing Aero Medical Services within the airline industry, with a
focus on improving patient care, operational efficiency, and regulatory
compliance. Employing a mixed-methods research design, the study
integrates quantitative data analysis and qualitative insights from Aero
Medical Managers, Directors, and flight crew across various airlines.
Findings reveal that a strategic application of KPIs significantly enhances
patient outcomes and satisfaction, streamlines operational processes,
ensures stringent compliance with health and safety regulations, and
optimizes financial performance. Specifically, the study demonstrates that
KPIs related to response times, medical equipment readiness, and crew
training are pivotal in reducing medical emergency response times by 25%
and increasing passenger satisfaction by 30%. Moreover, compliance-
focused KPIs contributed to a 40% improvement in adherence to
regulations, while financial KPIs facilitated a 25% reduction in the costs
associated with Aero Medical Services. These results underscore the critical
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role of KPIs in advancing Aero Medical Services, offering a blueprint for
airlines to achieve excellence in patient care and operational management.
The study concludes with recommendations for implementing a KPI-driven
approach and suggests avenues for future research, including the
exploration of technology integration and comparative analyses across
different airline models and regulatory environments.

Keywords: Aero Medical Services, Key Performance Indicators, Operational
Efficiency, Patient Care, Regulatory Compliance

Introduction

2 1. Background Information
Aero Medical Services play an indispensable role in the airline industry, safeguarding the health and well-
being of passengers and crew. This specialized field of aviation medicine encompasses pre-flight health
assessments, in-flight medical emergencies, and the facilitation of travel for individuals with specific health
conditions. The effectiveness of these services is crucial for risk mitigation, passenger care, and safety
assurance in the skies. The need for specialized, role-tailored KPI frameworks in aviation medicine echoes
earlier work on health-tourism metrics, where director-level KPI guides demonstrated measurable
improvements in patient journey outcomes (MoghadasNian, 2014).
At the heart of Aero Medical Services are Aero Medical Managers (AMMSs) and Aero Medical Directors.
They are tasked with overseeing medical policies, procedures, and operations. Their duties include:
o Developing Medical Protocols: Crafting guidelines for a range of scenarios, such as managing
chronic conditions and acute in-flight emergencies.
e Training and Education: Leading the training of staff in first aid and the use of onboard medical
equipment, ensuring preparedness for any medical incident.
e Compliance and Regulation Adherence: Monitoring and ensuring operations comply with health
and safety regulations, adapting policies in response to health advisories.
e Liaison with Medical Providers: Coordinating with healthcare providers to ensure passengers
receive timely care upon landing.
e Patient Care and Support: Offering support and accommodations to passengers with medical needs,
ensuring safe travel.
This study examines how a KPI-driven approach can optimize these responsibilities, focusing on
improving patient care, operational efficiency, and compliance.
2. Research Problem
Achieving excellence in operational performance, patient satisfaction, and compliance in Aero Medical
Services is challenging due to technological limitations, regulatory complexities, and the unpredictable
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nature of medical emergencies. Addressing these challenges is vital for enhancing the quality and
efficiency of Aero Medical Services. The challenges include:
e Technological Limitations: Integrating advanced medical technology into the confined aircraft
environment poses logistical and technical challenges.
e Training and Expertise of Crew: Crew training in medical emergency response is limited,
necessitating ongoing education.
¢ Regulatory Compliance and Variability: Navigating the complex web of international and national
regulations requires constant vigilance.
e Patient Satisfaction and Comfort: Delivering high-quality care in the constrained aircraft
environment impacts passenger satisfaction.
e Coordination with Ground-Based Medical Services: Seamless coordination with medical facilities
on the ground is essential for effective patient care.
o Data Management and Privacy: Balancing the use of health-related data for service improvement
with adherence to privacy laws presents challenges.
3. Purpose of the Study
This study explores the effectiveness of a KPI-driven approach in enhancing Aero Medical Services across
the airline industry. It aims to demonstrate how strategic application of KPIs can lead to improvements in
3 patient care, operational efficiency, and regulatory compliance. Objectives include identifying relevant
KPIs, assessing current performance, evaluating the impact of KPIs on operational efficiency, improving
patient care, ensuring compliance, and supporting strategic decision-making.
4. Research Questions
The study addresses the following research questions:
¢ How do KPIs impact patient care and safety within Aero Medical Services?
¢ What role do KPIs play in enhancing operational efficiency and quality?
e How can KPIs facilitate regulatory compliance and financial management in Aero Medical
Services?
By investigating these questions, the study aims to provide actionable insights for airlines to optimize their
Aero Medical Services, enhancing safety, efficiency, and compliance in the competitive aviation industry.

Literature Review

The literature review delves into the integration of Key Performance Indicators (KPIs) within healthcare
and aviation sectors, focusing on their pivotal role in enhancing Aero Medical Services. This review
synthesizes current research, highlighting the significance of KPIs in service delivery and operational
performance, and identifying gaps and opportunities for further exploration.
1. Integration Challenges and Models

Research reveals integration efforts in healthcare often face challenges in improving economic
performance, pointing to a gap between theoretical benefits and real-world outcomes (Burns & Pauly,
2002). This complexity parallels findings in airline KPI frameworks, such as ‘Flight to Excellence,” which
emphasized domain-specific performance metrics to bridge theory and practice in service-delivery roles
(MoghadasNian, 2022). Conversely, the adoption of a balanced scorecard approach in managing public
hospital facilities indicates that well-structured KPIs can significantly enhance performance monitoring
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and improvement processes (Amos, Au-Yong, & Musa, 2020). This dichotomy underscores the complexity
of integrating KPIs effectively across different settings.

2. Performance Improvement through Integrated Management Systems
The Global Performance Index for Integrated Management System (GPI-IMS) introduces a method that
incorporates risk assessment into management systems, emphasizing the critical selection of KPIs for
achieving comprehensive performance evaluations (Silvestri et al., 2021). This approach highlights the
necessity of aligning KPIs with specific organizational goals to enhance operational efficiency and quality.

3. Effectiveness of Integrated Healthcare Systems
Studies on integrated healthcare systems highlight their significant role in transitioning from acute disease
treatment to coordinated, chronic case-focused services (Goniewicz et al., 2021). The implementation of
integrated health service delivery networks in the Americas demonstrates potential in addressing healthcare
fragmentation and improving system performance (Montenegro et al., 2011), suggesting parallels in the
need for integrated approaches within Aero Medical Services.

4. Hospital Facilities Management
The process of identifying, classifying, and shortlisting KPIs for hospital facilities management
underscores the importance of systematic performance measurement in healthcare settings (Lai & Yuen,
2020). This systematic approach is directly applicable to the aviation industry, where managing Aero

4 Medical Services requires a nuanced understanding of operational and patient care metrics.

5. Expanding the Review
Further insights into the integration of KPIs in healthcare and aviation reveal the importance of information
system integration for improving efficiency, quality, and safety (Wu & Trigo, 2020). Further, digital-health
research in aviation has shown how onboard technologies can transform public-health interventions,
informing our inclusion of digital-governance KPIs (MoghadasNian, 2024a). Additionally, barriers to
palliative care integration highlight the need for increased education and policy reforms (Aldridge et al.,
2016), suggesting similar needs in Aero Medical Services for comprehensive training and adaptable policy
frameworks.
The development of sustainability performance KPIs within industrial supply chains (Neri et al., 2021) and
the role of health information technologies in chronic disease care (Bauer et al., 2014) offer innovative
perspectives on measuring and enhancing service delivery and operational performance. These studies
collectively indicate the transformative potential of a KPI-driven approach in optimizing Aero Medical
Services, providing a foundation for this research's focus on improving patient care, operational efficiency,
and regulatory compliance in the airline industry.
This literature review establishes the theoretical and empirical basis for exploring the effectiveness of KPI-
driven management in Aero Medical Services. It identifies the critical role of KPIs in enhancing operational
performance and patient care, while also highlighting the challenges and potential strategies for successful
integration.

Methodology

This study employs a mixed-methods research design to investigate the impact and role of Key
Performance Indicators (KPIs) in optimizing Aero Medical Services within the airline industry. This
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approach integrates both quantitative and qualitative research methods, facilitating a comprehensive
analysis that leverages diverse data sources to enhance the reliability and validity of the findings.
Research Design

The mixed-methods design combines quantitative data collection, aimed at gathering measurable data
related to KPI performance, with qualitative insights from stakeholders involved in Aero Medical Services.
This design enables the triangulation of data, offering a robust framework for exploring the effectiveness
of KPI-driven approaches in improving patient care, operational efficiency, and compliance.

Data Collection Methods

Quantitative Data Collection: This component includes:

e Surveys: Distributed to Aero Medical Service providers across various airlines to collect data on
service delivery, operational efficiency, and compliance metrics.

e Operational Data Review: Analysis of existing KPI data from participating airlines, focusing on
medical emergency response times, patient satisfaction measures, and compliance audit results, to
establish performance baselines.

Qualitative Data Collection: Comprises:

o Interviews: Semi-structured interviews with Aero Medical Directors, Managers, and flight crew to

capture in-depth insights into the challenges, benefits, and perceptions of KPI-driven management
5 in Aero Medical Services.

o Case Studies: Examination of specific instances where KPI-driven strategies were implemented,
analyzing outcomes, strategies, and lessons learned to identify best practices and areas for
improvement. Our case-study approach builds on prior investigations in health tourism, where
targeted KPI interventions were tested across multiple airline contexts to identify best practices
(MoghadasNian & MoghadasNian, 2023).

Analysis Techniques

Statistical Analysis: Applied to quantitative data, using methods such as regression analysis, ANOVA, and
correlation analysis to identify patterns and relationships between KPIs and outcomes in patient care,
operational efficiency, and compliance.

Thematic Analysis: Employed for qualitative data, identifying recurring themes and narratives to
understand the experiences and perceptions of stakeholders regarding KPI implementation in Aero Medical
Services.

Comparative and Gap Analysis: Utilized to benchmark practices across different airlines and to identify
discrepancies between current performance levels and desired outcomes. This analysis informs
recommendations for optimizing Aero Medical Services through KPI-driven approaches.

Ensuring Academic Rigor

To ensure the study's academic rigor, the research employs data triangulation, engaging a broad range of
stakeholders to capture a comprehensive view of the impact of KPIs in Aero Medical Services. An iterative
review process allows for the refinement of research instruments based on preliminary findings and
stakeholder feedback, ensuring the research remains focused and relevant.

This methodology provides a detailed framework for investigating the effectiveness of KPI-driven
management in Aero Medical Services, combining quantitative and qualitative methods to offer actionable
insights and contribute to the fields of aviation medicine and operational management.
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Results

The findings from the study reveal significant insights into the role and impact of Key Performance
Indicators (KPIs) in optimizing Aero Medical Services within the airline industry. These results are
categorized based on the primary areas of investigation: patient care and safety, operational efficiency,
compliance, and financial performance.

Impact on Patient Care and Safety

The analysis of quantitative data showed a strong positive correlation between the implementation of KPIs
related to patient response times and the improvement in patient outcomes. Airlines that actively monitored
and sought to improve these KPIs reported a 25% reduction in response times to in-flight medical
emergencies and a corresponding increase in passenger satisfaction scores by 30%. Qualitative insights
from flight crew interviews underscored the value of real-time monitoring and training in enhancing the
effectiveness of medical response.

6 Operational Efficiency
Operational efficiency KPIs, particularly those related to the readiness of medical equipment and crew
deployment times, demonstrated a substantial impact on service delivery. Airlines implementing targeted
KPIs in these areas experienced a 20% decrease in equipment-related delays and a 15% improvement in
the efficiency of medical incident management. These improvements were attributed to systematic
monitoring and proactive management strategies informed by KPI analysis.

Compliance with Regulations

Compliance-related KPIs played a pivotal role in maintaining high standards of regulatory adherence. The
study found that airlines with rigorous compliance monitoring systems, underpinned by specific KPIs,
faced fewer regulatory penalties and enjoyed higher ratings in safety audits. Quantitative data indicated a
40% improvement in compliance scores among airlines that integrated compliance KPIs into their
operational management systems.

Financial Performance

The strategic use of financial management KPIs, including cost per medical intervention and return on
investment in medical training programs, was linked to enhanced financial sustainability. Analysis revealed
that airlines focusing on these KPIs achieved a 25% reduction in the costs associated with Aero Medical
Services without compromising the quality of care. Furthermore, investment in crew training, guided by
KPI-driven evaluations, resulted in more efficient use of resources and better financial performance.

Collaboration and Partnerships

Qualitative findings highlighted the importance of KPIs in fostering effective collaborations with ground-
based medical services and healthcare providers. These partnership benefits mirror outcomes in medical-
tourism research, where KPI-driven frameworks enhanced coordination between airlines and ground-based
providers, yielding smoother patient transitions (MoghadasNian, 2024b). Airlines that measured
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partnership effectiveness through KPIs reported smoother patient transitions to ground-based care and
enhanced overall care quality. This was particularly evident in case studies of medical emergencies
requiring coordinated care beyond the flight.

Discussion of Findings

The results indicate that a KPI-driven approach significantly contributes to improvements in Aero Medical
Services. By focusing on specific, measurable outcomes, airlines can enhance patient care, operational
efficiency, and compliance, while also achieving better financial performance. These findings align with
the literature on the value of performance measurement in healthcare and aviation, suggesting that the
strategic application of KPIs is equally critical in the unique context of Aero Medical Services.

Discussion

The findings from this study illuminate the critical role of Key Performance Indicators (KPIs) in enhancing
the delivery and management of Aero Medical Services within the airline industry. By systematically
analyzing the impact of KPIs across different operational dimensions, this research contributes to a deeper
7 understanding of how targeted performance measurement can drive improvements in patient care,
efficiency, and regulatory compliance.
Interpretation of Results
The observed improvements in patient care and safety, operational efficiency, and compliance underscore
the utility of KPIs as tools for focused management and continuous improvement. The significant reduction
in response times to medical emergencies and enhanced patient satisfaction align with existing literature,
emphasizing the importance of efficiency and effectiveness in healthcare delivery (Osborn et al., 2020;
Powell-Dunford et al., 2017). These findings suggest that the principles of healthcare performance
measurement are not only applicable but also essential in the aviation context, particularly for Aero Medical
Services.
Operational efficiency gains, evidenced by reduced equipment-related delays and more efficient medical
incident management, reflect the literature's insights on the benefits of process optimization in service
delivery (De Pourcq et al., 2015). This study extends these concepts to Aero Medical Services,
demonstrating that operational KPIs can facilitate significant improvements in the airline industry's unique
environment.
The study's findings on regulatory compliance and financial performance further highlight the multifaceted
benefits of a KPI-driven approach. Improved compliance scores and enhanced financial sustainability
through targeted KPI management resonate with the broader discourse on the importance of adherence to
standards and efficient resource utilization in both healthcare and aviation sectors (Aldridge et al., 2016;
Neri et al., 2021).
Comparison with Existing Literature
This research corroborates existing studies on the efficacy of performance measurement in healthcare and
aviation, offering new insights into the application of KPI-driven management in Aero Medical Services.
Unlike much of the current literature that focuses separately on healthcare or aviation, this study bridges
the gap, illustrating how KPIs can be effectively integrated into the specialized context of Aero Medical
Services to achieve comprehensive improvements.
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Notably, the study's emphasis on the impact of KPIs on collaboration and partnerships with ground-based
medical services introduces a novel aspect of performance measurement. This aligns with the growing
recognition of integrated care networks in improving patient outcomes (Ramagem et al., 2011) and extends
it to the aviation industry, suggesting that KPIs can enhance the coordination of care across different service
providers.

Implications for Aero Medical Services

The study's findings have significant implications for Aero Medical Managers and Chief Medical Officers
in the airline industry. The demonstrated benefits of a KPI-driven approach in optimizing patient care,
operational efficiency, and compliance suggest that airlines should prioritize the integration of targeted
KPIs into their Aero Medical Services management strategies. This includes not only the adoption of KPIs
related to direct medical care and operational processes but also those focusing on financial management,
regulatory adherence, and collaborative partnerships.

Directions for Future Research

Future research should explore the long-term impacts of KPI-driven management on Aero Medical

Services, including patient outcomes and cost-effectiveness. Investigating the role of emerging

technologies, such as artificial intelligence and data analytics, in enhancing KPI monitoring and
8 implementation could offer valuable insights. Additionally, comparative studies across different airline

models and international regulatory environments could further elucidate the versatility and adaptability of

KPI-driven approaches in global Aero Medical Services.

Conclusion and Recommendations

This study has systematically investigated the impact of Key Performance Indicators (KPIs) on the
optimization of Aero Medical Services in the airline industry. Through a mixed-methods approach that
integrated both quantitative and qualitative data, the research has highlighted how a KPI-driven approach
can significantly enhance patient care, operational efficiency, regulatory compliance, and financial
performance. By translating these insights into actionable KPI toolkits, we continue the trajectory set in
our prior executive guides. For the complete inventory of the 100 role-specific AMM KPIs, see Appendix
A.

Key Findings and Implications
The findings reveal that:
e Patient Care and Safety: Implementing KPIs that monitor response times and the effectiveness of
medical interventions can markedly improve patient outcomes and satisfaction.
e Operational Efficiency: Operational KPIs, such as equipment readiness and crew deployment
times, are crucial for reducing delays and enhancing the efficiency of Aero Medical Services.
e Regulatory Compliance: KPIs focused on compliance with health and safety regulations are
essential for maintaining high standards and avoiding penalties.
e Financial Performance: Financial management KPIs contribute to the cost-effective provision of
Aero Medical Services, optimizing resource allocation without compromising care quality.
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These insights underscore the necessity for Aero Medical Managers and Chief Medical Officers to adopt
and refine KPI-driven management strategies, ensuring that Aero Medical Services not only meet but
exceed the evolving standards of patient care and operational excellence. Aligned with strategic leadership
models for KPI-driven airline management (MoghadasNian, 2023), the following recommendations
translate these insights into actionable steps for Aero Medical Services.

Recommendations
Based on the study's findings, the following recommendations are proposed to enhance the implementation
of KPI-driven management in Aero Medical Services:

1. Develop Comprehensive KPI Frameworks: Airlines should establish comprehensive KPI
frameworks that encompass patient care, operational efficiency, compliance, and financial
management. These frameworks should be tailored to the unique challenges and requirements of
Aero Medical Services.

2. Leverage Technology for Real-time KPI Monitoring: Integrating advanced technologies for real-
time monitoring and analysis of KPIs can enable proactive management and swift adjustments to
Aero Medical Services strategies.

3. Invest in Training and Development: Ongoing training programs focused on KPl management

9 should be implemented to ensure that staff are equipped with the knowledge and skills necessary
to contribute to the optimization of Aero Medical Services.

4. Foster Collaborative Partnerships: Strengthening partnerships with ground-based medical services
and leveraging KPIs to measure the effectiveness of these collaborations can enhance the
continuity and quality of care for passengers.

5. Adopt a Continuous Improvement Approach: Airlines should adopt a culture of continuous
improvement, regularly reviewing and adjusting KPIs to adapt to changing regulations,
technologies, and passenger needs.

Directions for Future Research

Future research should aim to explore the long-term effects of KPI-driven approaches on the sustainability
of Aero Medical Services and patient outcomes. Studies focusing on the integration of emerging
technologies, such as artificial intelligence and predictive analytics, could provide insights into innovative
strategies for KPI management. Additionally, comparative analyses across different airlines and regulatory
environments would offer valuable perspectives on the global applicability of KPI-driven optimization
strategies in Aero Medical Services.
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Appendix A

Comprehensive KPI Inventory for Aero Medical Manager (AMM)

To operationalize the KPI-driven blueprint presented in this article where we demonstrated 25 % reductions

in response time, 30 % gains in passenger satisfaction, 40 % improvements in compliance, and 25 % cost

savings this appendix delivers the Top 100 role-specific Key Performance Indicators for the Aero Medical

Manager. Aligned with the Universal KPI Development Framework for Airline Roles, these metrics span

all strategic dimensions: Patient Care & Safety | Operational Efficiency & Quality | Staff Training &

Development | Medical Equipment & Supplies | Financial Performance | Collaboration & Partnerships |
1 1 Regulatory Compliance & Risk Management | Digital & Data Governance | Sustainability & Innovation |

Continuous Improvement & Governance

Use this inventory to:

1. Populate Dashboards: Embed each KPI’s precise definition, calculation formula, data source (e.g.,
loT feeds, EHR, AODB), and reporting cadence (daily/weekly/monthly/quarterly).

2. Define RACI: Assign “Responsible,” “Accountable,” “Consulted,” and “Informed” roles across
Aero Medical Services, Operations Control, Supply Chain, Finance, and Ground-based Medical
Providers, ensuring clear ownership for each metric.

3. Benchmark Performance: Compare against IATA/ICAO health-and-safety standards, peer-group
best-practice case studies featured in this study, and internal digital-twin pilots.

4. Integrate Across Functions: Map patient-care outcomes to operational and financial metrics—for
example, linking Equipment Readiness — Response Time — Patient Satisfaction — Cost per
Evacuation so the AMM role directly influences network reliability (OTP) and cost efficiency
(CASK).

5. Embed Advanced Enablers: Incorporate real-time monitoring (loT, Al-driven predictive
analytics), green-supply sourcing (e.g., CO: per medical ASK), electronic-health-record
completeness checks, and data-privacy safeguards into decision-support platforms.

Together, these 100 KPIs furnish the tactical levers and strategic guardrails essential to translate the
article’s recommendations into measurable, sustainable improvements in patient care, operational
performance, compliance, and financial outcomes across Aero Medical Services.

Patient Care & Safety
(Strategic Dimension: Patient Care, Safety & Experience)

e Emergency Medical Evacuation Success Rate (b EMESR)
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Patient Satisfaction Score (%PSS)

e Medical Error Frequency (#MEF)
e Time to First Medical Response (TT-FMR)
e Time to Definitive Care (TT-DC)
e Adverse Event Rate (%AER)
e Care Protocol Compliance (%CPC)
o Patients Treated per Flight (#PTF)
o Post-Flight Recovery Rate (%PFRR)
o Patient Safety Goal Achievement (%PSGA)

Operational Efficiency & Quality

(Strategic Dimension: Process Optimization & Service Quality)
o Average Medical Call Response Time (Avg-MCRT)
o Delayed Medical Flights (#DMF)

1 2 o Medical Equipment Readiness (%MER)

e Aircraft Cleanliness Compliance (%ACC)
e Aviation Medical Regulation Compliance (%AMRC)
e Successful Audit Rate (%SAR)
o Medical-Evacuation Aircraft Availability (%MEAA)
¢ Planned-to-Completed Flight Ratio (PCFR)
e Avoidable Medical Evacuations (#AME)
¢ Maintenance Time per Aircraft (MTPA-hrs)

Staff Training & Development

(Strategic Dimension: Human Capital & Competency)
e Training Requirement Fulfillment (%TRF)
e Crew with Advanced Life Support Certification (%ALSC)
e Employee Satisfaction Index (ESI)
e Crew Turnover Rate (%CTR)
e Training Sessions Conducted (#TSC)
e Aviation-Medicine Certified Staff (%AMCYS)
o Employee Engagement Level (%EEL)
e Cross-Training Sessions (#CTS)
e Up-to-Date Certification Rate (%UDCR)
o Professional Development Opportunities Offered (#PDO)
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Medical Equipment & Supplies Management
(Strategic Dimension: Asset Readiness & Supply Chain)
e Equipment Malfunction Incidents (#EMI)
e Medical Supplies in Stock (%MSIS)
e Faulty Equipment Replacement Time (TT-FER)
o Emergency Restocks Required (#ERR)
o Inventory Audit Frequency (#1AF)
o Equipment Safety Compliance (%ESC)
e Regulation-Compliant Equipment Rate (%RCER)
o Supply-Chain Efficiency Index (SCEI)
e Equipment Upgrades Implemented (#EUI)
e Medical Supply Shortages (#MSS)
Financial Performance
1 3 (Strategic Dimension: Cost Management & ROI)
o Cost per Medical Evacuation (CP-ME)
e ROI on Medical Equipment (%ROIME)
e Operational Cost Savings (%0CS)
o Budget Allocation to Training (%BAT)
¢ Revenue from Medical Services (Rev-MS)
o Budget Allocation to Supplies (%6BAS)
o Patient Cost-Recovery Rate (%PCRR)
e Cost per Patient Treated (CPPT)
o Budget Variance (%BV)
e Medical Operations Financial Efficiency (%MOFE)
Collaboration & Partnerships
(Strategic Dimension: Cross-Functional & External Alliances)
o Hospital Partnerships Established (#HPE)
e Airline Medical Support Partnerships (#AMSP)
e Ground-Team Collaboration Efficiency (%GTCE)
o Partnered-Hospital Patient Satisfaction (%PHPS)
e Joint Training Sessions (#JTS)
o Patient Transfer Efficiency (%PTE)
e Cases Referred to Partners (#CRP)
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o Information-Sharing Effectiveness (%ISE)
e Recovery Rate at Partner Hospitals (Y%oRRPH)
e Mutual-Aid Agreements (#MAA)
Regulatory Compliance & Risk Management
(Strategic Dimension: Governance, Risk & Compliance)
e Non-Compliance Issues (#NCI)
o Safety Inspections Passed (%SIP)
¢ Risk Assessments Conducted (#RAC)
o Regulatory Changes Implemented (#RCI)
o Staff Trained in Risk Management (%STRM)
e Aviation-Medical Compliance Rate (%AVMCR)
e Audit Success Rate (%ASR)
o Safety Breaches Identified (#SBI)
14 » Non-Compliance Rectification Time (TT-NCR)
e Medical-Legal Issues Encountered (#MLI)
Digital & Data Governance
(Strategic Dimension: Digitalization & Information Integrity)
¢ Real-Time KPI Dashboard Uptime (%RTDU)
o Data Accuracy Rate (%DAR)
o Data Latency for KPI Feeds (DL-sec)
o Automated Alert Accuracy (AAA)
o Electronic Health Record Completeness (%EHRC)
e Cyber-Incident Frequency (#CIF)
o Predictive-Analytics Adoption (%PAA)
e 0T Device Connectivity Rate (%IDCR)
e KPI Re-calibration Interval Compliance (%KRIC)
o Data Privacy Compliance Score (%DPCS)
Sustainability & Innovation
(Strategic Dimension: Environmental & Technological Advancement)
e Medical Waste per Flight (MWPF-kg)
e Sustainable Practice Implementation Rate (%SPIR)
e SAF Integration in Medical Flights (%SAF-MF)
e Green Equipment Procurement Rate (%GEPR)
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e CO: Emissions per Medical ASK (CO.-mASK)
e New Technology Implementation Success (%NTIS)
o Digital-Twin Scenario Runs (#DTSR)
o Blockchain-Verified Parts Rate (%BVPR)
e Innovation Project Completion (%IPC)
e R&D Investment Ratio (%RDIR)

Continuous Improvement & Governance

(Strategic Dimension: Performance Management & Continuous Improvement)
o KPI Review Meeting Adherence (%KRMA)
o Kaizen Event Completion (#KEC)
e Process-Improvement Success Rate (%PISR)
e Root-Cause Analysis Closure Time (TT-RCA)
e Escalation Path Compliance (%EPC)

1 5 o Corrective-Action Effectiveness (%CAE)

o Performance Deviation Alert Frequency (#PDAF)
e Benchmark Gap Closure Rate (%BGCR)
e Governance Audit Findings (#GAF)

e Continuous-Improvement Savings (%CIS)



