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Abstract 

This study examines the pivotal role of Key Performance Indicators (KPIs) in enhancing 

customer experience within the airline industry, with a particular focus on the strategic 

application of these metrics by Chief Customer Experience Officers (CCuEOs). Through a 

mixed-methods research approach, combining quantitative analysis of customer and 

operational data with qualitative case studies of leading airlines, the study aims to uncover 

the direct and indirect impacts of various KPIs on customer satisfaction and loyalty. The 

research identifies a comprehensive array of KPIs across different dimensions of the airline 

service delivery and customer journey, including operational efficiency, service quality, 

digital engagement, and employee satisfaction. Findings reveal that airlines employing a 

strategic, holistic approach to KPI management can significantly improve customer 

satisfaction and loyalty, underscoring the importance of integrating digital innovation and 

employee engagement into customer experience strategies. The study contributes to both 

academic literature and industry practices by providing a detailed framework for KPI-

driven customer experience management, offering actionable insights for airlines to 

optimize their service delivery and operational strategies. This research highlights the 

dynamic nature of customer expectations and the necessity for continuous innovation and 

adaptation in the competitive airline market. 

 

Key words: Airline Industry, Customer Experience, KPIs, Customer Satisfaction, Employee 

Engagement, Digital Innovation. 

 

1. Introduction 

1-1- Background 

The airline sector has undergone profound changes, transitioning from a focus solely on 

operational metrics such as punctuality, baggage handling, and in-flight service quality to a 

more nuanced, holistic consideration of the entire customer journey. This paradigm shift 



 

 

recognizes the customer experience as a complex construct, shaped by diverse touchpoints and 

interactions passengers encounter with airlines, spanning digital and physical realms. Recent 

advancements in technology and digital customer interactions have significantly raised 

passenger expectations, who now demand personalized, seamless, and engaging experiences 

throughout their travel journey. These heightened expectations necessitate airlines to adopt a 

more integrated approach to customer experience management, extending beyond traditional 

service metrics to include a wide array of Key Performance Indicators (KPIs). These indicators 

cover not only operational efficiency and service delivery but also encompass customer 

sentiment, loyalty, digital engagement, and personalized offerings, marking a pivotal role for 

Chief Customer Experience Officers (CCuEOs) in steering this complex landscape through a 

strategic, data-informed lens. 

1-2- Rationale 

In today's competitive and customer-centric environment, the imperative for a data-driven, 

comprehensive strategy to manage customer experience in the airline industry is paramount. 

With customer expectations at an all-time high and market competition a mere click away, 

leveraging strategic Key Performance Indicators (KPIs) becomes essential. KPIs act as 

navigational instruments, guiding the strategic direction of customer experience initiatives by 

providing measurable insights into service effectiveness, pinpointing improvement areas, and 

tracking intervention impacts. More than mere metrics, KPIs, when embedded within an 

overarching management strategy, empower airlines to align customer experience initiatives 

with broader business objectives, tailor interactions through deep customer insights, enhance 

operational efficiencies, foster a culture of customer-centricity, and drive continuous 

improvement. Such a KPI-driven approach is crucial not only for elevating customer 

satisfaction and loyalty but also for propelling business growth and solidifying competitive 

standing in the global market. 

1-3- Objective 

This research aims to methodically identify, analyze, and evaluate the influence of specific Key 

Performance Indicators (KPIs) on amplifying the customer experience in the airline industry. 

Anchored in the belief that a strategic, analytical approach to customer experience management 

can markedly elevate passenger satisfaction and loyalty, thereby enhancing the airline's overall 

performance, this study sets forth several core objectives. These include cataloging critical 

customer experience KPIs, dissecting the dynamics between these KPIs and customer 

experience outcomes, assessing the effectiveness of KPI-driven strategies, formulating strategic 

recommendations for airlines, and proposing a continuous KPI optimization framework. 

Through this exploration, we seek to furnish CCuEOs and their teams with a detailed 

understanding of key practices and principles to refine customer experience management, 

ensuring a sustained competitive edge in the ever-evolving airline sector. 

 

2. Literature Review 

2-1- Customer Experience in Airlines 



 

 

The landscape of customer experience management (CEM) within the airline industry is a focal 

point of contemporary research, underscoring its significance in cultivating customer loyalty 

and securing a competitive edge. This literature review encapsulates key findings from various 

studies, elucidating the complexity and strategic importance of effective customer experience 

management in the airline sector. 

1. Determinants and Dynamics of Customer Experience: Verhoef et al. [1] offer a holistic 

view of customer experience creation, emphasizing the multifaceted influences ranging 

from the social environment and self-service technologies to brand perception. Their 

conceptual framework posits that prior experiences, expectations, and perceptions are 

interlinked, shaping the overall customer experience. This work lays the groundwork 

for understanding the composite nature of customer interactions within the airline 

industry, highlighting the need for airlines to manage a broad spectrum of touchpoints 

to enhance customer satisfaction [1]. 

2. CEM in Hospitality and Its Relevance to Airlines: Kandampully et al. [2] extend the 

discourse on CEM into the realm of the hospitality industry, proposing a management 

framework that is equally applicable to airlines. Their study accentuates the 

collaborative effort required across various organizational functions—marketing, 

operations, design, human resources, and strategic planning—to deliver a cohesive and 

positive customer experience. This interdisciplinary approach underscores the necessity 

for airlines to integrate diverse perspectives and expertise in crafting their customer 

experience strategies [2]. 

3. Service Failure and Customer Loyalty: Through an exploratory study, Palmer and Bejou 

[3] delve into the correlation between service failures and customer loyalty within 

airlines, revealing how the management of failed service expectations varies with the 

customer's relationship duration with the airline. Their findings illuminate the 

evolutionary shift from customer relationship management to a more encompassing 

customer experience management perspective, focusing on the entire service journey 

and its impact on loyalty [3]. 

4. An Integrative Framework for Air Travel Experience: Bel [4] proposes a managerial 

framework for enhancing the air travel experience, advocating for a comprehensive, 

customer-centric approach. By considering the temporal progression of the air travel 

experience, from pre-flight to post-flight stages, Bel's framework provides actionable 

insights for airlines aiming to optimize each phase of the customer journey to boost 

satisfaction levels [4]. 

These studies collectively highlight the intricate nature of managing customer experiences in 

the airline industry, advocating for a strategic, integrated approach that addresses the dynamic 

interplay of factors influencing customer perceptions and loyalty. The emphasis on a holistic, 

customer-centric approach across these studies offers valuable guidance for airline companies 

striving to improve their competitive positioning through exceptional customer experience 

management. 

2-2- Role of KPIs in Customer Experience 



 

 

The strategic deployment of Key Performance Indicators (KPIs) in enhancing customer 

experience constitutes a pivotal area of inquiry within the domain of service management and 

marketing. This segment of the literature review delves into the theoretical underpinnings and 

empirical evidence underscoring the significance of KPIs in refining customer experience and 

operational efficacy. Through a synthesis of pertinent studies, the multifaceted role of KPIs in 

orchestrating customer-centric strategies and driving organizational performance is elucidated. 

1. Balancing Customer Satisfaction and Operational Efficiency: Anderson, Fornell, and 

Rust [5] explore the intricate balance between customer satisfaction and operational 

productivity within service industries, including airlines. They posit that efforts to 

enhance one aspect may inadvertently detract from the other, emphasizing the critical 

role of KPIs in achieving a sustainable equilibrium. This seminal work highlights the 

necessity for airlines to judiciously select and manage KPIs that concurrently advance 

customer satisfaction while safeguarding operational efficiency, thereby sustaining 

profitability and competitive advantage [5]. 

2. Strategic Alignment and Performance Impact: Smith and Reece [6] investigate the 

nexus between strategic alignment, operational KPIs, and business performance. Their 

findings underscore the paramount importance of aligning KPIs with the broader 

organizational strategy to amplify performance outcomes. For airlines, this entails a 

meticulous calibration of KPIs to ensure they resonate with strategic objectives, thereby 

enhancing customer experience and fostering business growth [5]. 

3. Dynamic Interactions and Customer Experience Determinants: Verhoef et al. [7] 

propose a conceptual model delineating the determinants of customer experience, 

spotlighting the dynamic interplay between customers and businesses. The study 

accentuates the utility of KPIs in monitoring these determinants, facilitating strategic 

adjustments that bolster customer experience and drive business expansion. This 

research provides a foundational framework for airlines to leverage KPIs in capturing 

and responding to the evolving landscape of customer expectations [7]. 

4. Operational Performance and Customer Knowledge: Yeung, Lo, Yeung, and Cheng [8] 

examine the impact of customer knowledge on operational performance, advocating for 

the integration of customer-centric KPIs into operational strategies. Their work suggests 

that airlines equipped with precise customer insights can significantly enhance service 

quality and operational efficiency, underscoring the pivotal role of KPIs in harnessing 

customer knowledge for strategic advantage [8]. 

These studies collectively affirm the instrumental role of KPIs in navigating the complexities 

of customer experience management. By offering a quantifiable mechanism to assess, refine, 

and optimize customer interactions and service delivery, KPIs emerge as essential tools for 

airlines. They not only facilitate a deeper understanding of customer needs and preferences but 

also enable a strategic alignment of customer experience initiatives with organizational goals, 

driving continuous improvement and competitive differentiation. 

2-3- Research Gap: Strategic Use of KPIs by CCuEOs in the Airline Industry 



 

 

Despite the growing body of literature on customer experience management (CEM) and the 

acknowledged importance of Key Performance Indicators (KPIs) in enhancing service delivery 

and operational efficiency, a conspicuous research gap persists regarding the strategic 

application of KPIs by Chief Customer Experience Officers (CCuEOs) in the airline industry. 

This gap is particularly evident in the context of how these executives employ KPIs to forge 

strategic decisions that align with business outcomes and customer satisfaction objectives. The 

following outlines the key areas where existing literature falls short, highlighting avenues for 

future research: 

1. Operationalization of Customer Experience Insights: While studies like those of 

Verhoef et al. [1] have delved into the determinants of customer experience, there is 

scant research on how CCuEOs translate these insights into actionable KPIs that directly 

influence strategic decisions and, consequently, business outcomes in the airline 

industry. The literature often glosses over the mechanisms through which theoretical 

customer experience frameworks are operationalized into measurable, impactful KPIs. 

2. Measurement of Outcomes-Based KPIs: The introduction of outcomes-based customer 

experience management frameworks [9] marks a significant advancement in the field. 

However, empirical evidence demonstrating how CCuEOs in the airline sector 

implement and measure these outcomes-based KPIs to align with broader business 

objectives remains limited. This gap underscores the need for studies that explore the 

efficacy of such frameworks in practice, particularly in enhancing financial performance 

and competitive positioning. 

3. Integration of Strategic Account Management and KPIs: Research on the behaviors of 

strategic account managers and their impact on relational outcomes has gained traction 

[10]. Yet, the literature seldom explores the intersection between strategic account 

management roles and the functions of CCuEOs, especially regarding the use of KPIs 

to measure and enhance customer experience within the airline industry. Investigating 

this intersection could offer novel insights into synergizing account management and 

customer experience strategies through KPIs. 

4. Leveraging Big Data and Analytics in KPI Definition: The significance of big data and 

analytics in services marketing is well-recognized [11]. Nonetheless, specific studies on 

how CCuEOs harness these tools to define, measure, and track customer experience 

KPIs that directly impact business outcomes are sparse. This highlights an opportunity 

for research focusing on data-driven decision-making processes in the airline industry, 

particularly in the strategic selection and application of KPIs. 

5. Cultural and Global Implications on KPI Effectiveness: The existing literature provides 

limited insight into how cultural differences influence the effectiveness of customer 

experience KPIs utilized by CCuEOs in global airline operations. Research addressing 

how cultural nuances affect customer expectations and, by extension, the selection and 

prioritization of KPIs in diverse markets is needed to enhance global customer 

experience strategies. 



 

 

Addressing these gaps is imperative for advancing the understanding of strategic KPI use in 

airline customer experience management. Future research in these areas can significantly 

contribute to the development of more nuanced, effective strategies that CCuEOs can employ 

to not only meet but exceed the evolving expectations of passengers, thereby securing a 

competitive edge in the global airline market. 

 

3. Methodology 

This study employs a mixed-methods research approach to comprehensively understand the 

relationship between Key Performance Indicators (KPIs) and customer experience outcomes in 

the airline industry. By integrating both qualitative and quantitative methods, this research aims 

to provide a nuanced view of how strategic use of KPIs by Chief Customer Experience Officers 

(CCuEOs) influences business performance and customer satisfaction. The methodology is 

structured as follows: 

3-1- Research Design 

The research adopts a mixed-methods design, combining quantitative data analysis with 

qualitative case studies and expert interviews. This dual approach facilitates a deep dive into 

the strategic application of KPIs, allowing for the exploration of both measurable impacts on 

business outcomes and the contextual nuances that underpin successful customer experience 

strategies. The quantitative component aims to statistically assess the correlation between 

specific KPIs and customer satisfaction metrics, while the qualitative aspect explores the 

operationalization and strategic management of these KPIs through detailed case studies of 

leading airlines. 

3-2- Data Collection 

Data collection is segmented into several streams to ensure a comprehensive dataset: 

1. Customer Feedback: Primary data on customer satisfaction, loyalty, and engagement 

are collected through surveys, social media sentiment analysis, and direct feedback 

mechanisms. This includes metrics such as Net Promoter Score (NPS), Customer 

Satisfaction Score (CSAT), and Customer Effort Score (CES). 

2. Operational Data: Operational performance data, including on-time performance, 

baggage handling efficiency, and customer complaint resolution times, are sourced from 

airline operational reports and industry databases. This stream focuses on operational 

KPIs that directly impact customer experience. 

3. Financial Reports: Public financial disclosures from airlines provide insight into the 

financial implications of customer experience initiatives, including revenue attributed 

to customer satisfaction improvements, cost savings from efficiency gains, and overall 

ROI on customer experience investments. 

4. Case Studies: Select airlines known for exemplary customer experience management 

are examined through case studies. This qualitative data collection involves interviews 

with airline executives, including CCuEOs, to gather insights into the strategic use of 

KPIs, challenges encountered, and best practices. 

3-3- Analysis Technique 



 

 

The study employs a multi-faceted analysis approach to address the research objectives: 

1. Statistical Analysis: Quantitative data are analyzed using statistical methods such as 

correlation and regression analysis to identify relationships between KPIs and customer 

experience outcomes. This analysis quantifies the impact of specific KPI improvements 

on customer satisfaction and loyalty. 

2. Comparative Case Study Analysis: Qualitative analysis of case studies identifies 

patterns, strategies, and operational insights that contribute to the effective management 

of customer experience through KPIs. This includes thematic analysis of interview 

transcripts and operational data from selected airlines. 

3. Content Analysis: Customer feedback data are subjected to content analysis to extract 

themes related to customer perceptions, expectations, and areas of satisfaction or 

dissatisfaction. This analysis helps in understanding the qualitative aspects of customer 

experience as influenced by various KPIs. 

The mixed-methods methodology outlined herein is designed to provide a holistic 

understanding of the strategic use of KPIs in enhancing customer experience within the airline 

industry. By combining quantitative rigor with qualitative depth, the study aims to offer 

actionable insights for airlines to optimize their customer experience strategies through targeted 

KPI management. All statistical and thematic analyses employ the metrics from Appendix A; 

journey-stage correlations reference the Appendix B KPIs. 

 

4. Findings 

The analysis of both quantitative and qualitative data revealed significant insights into the 

strategic use of Key Performance Indicators (KPIs) by Chief Customer Experience Officers 

(CCuEOs) in the airline industry. These findings elucidate the direct and indirect impacts of 

various KPIs on enhancing customer experience and loyalty, offering a roadmap for airlines to 

refine their customer experience strategies. The key findings are summarized as follows: 

4-1- KPIs Impact on Customer Experience 

1. Customer Satisfaction and Loyalty KPIs: 

o Net Promoter Score (NPS) and Customer Satisfaction Score (CSAT) were found 

to be strongly correlated with customer loyalty and repeat business. Airlines 

with higher NPS and CSAT scores reported increased customer retention rates 

and higher revenue from repeat customers. This emphasis on NPS and CSAT as 

cornerstone metrics echoes the foundational CCuEO frameworks first 

articulated for customer-centric airline roles [12]. 

o Customer Effort Score (CES) demonstrated a significant inverse relationship 

with customer churn rates. Airlines that achieved lower CES (indicating easier 

customer interactions) saw improved customer loyalty. 

2. Operational Efficiency KPIs: 

o On-time performance was directly linked to customer satisfaction, particularly 

among business travelers. Airlines with higher on-time arrival and departure 

rates experienced better CSAT scores. 



 

 

o Effective baggage handling and low lost baggage rates were crucial for 

passenger satisfaction. Airlines excelling in these areas had fewer customer 

complaints and higher NPS scores. 

3. Digital Engagement KPIs: 

o Enhanced digital engagement, measured through website/app bounce rates, time 

spent on digital platforms, and conversion rates, was associated with higher 

levels of customer satisfaction and loyalty. Airlines with user-friendly and 

informative digital interfaces reported better engagement metrics and increased 

bookings. This digital transformation mirrors broader paradigm shifts in airline 

business management driven by AI-enabled platforms [13]. Such digital-first 

engagement metrics build upon the web-analytics KPIs outlined in Flight to 

Excellence, which demonstrated their impact on conversion and loyalty [14]. 

4. Employee Engagement and Satisfaction: 

o There was a notable correlation between employee NPS (eNPS) and customer 

NPS. Airlines with higher employee satisfaction scores tended to have higher 

customer satisfaction scores, underscoring the importance of employee 

engagement in delivering superior customer service. These service-profit chain 

relationships align with the human-capital KPI models presented in Investing in 

the Clouds, which linked eNPS improvements to frontline performance [15]. 

4-2- Case Study Insights 

Our case study evidence extends the executive-level personalization playbook in Strategica 

Aeronautica, which championed AI-driven tailoring across service funnels [16]. 

• Personalization at Scale: Airlines that utilized data analytics to personalize customer 

interactions across the journey from booking to post-flight reported significant 

improvements in customer satisfaction and loyalty. 

• Empowering Frontline Employees: Airlines that empowered their staff to make real-

time decisions in favor of customer satisfaction saw notable improvements in CSAT 

and NPS, highlighting the role of employee empowerment in enhancing the customer 

experience. 

• Technological Innovations: The adoption of innovative technologies, such as AI for 

personalized offerings and real-time luggage tracking, emerged as key differentiators in 

customer experience. Airlines investing in these technologies reported higher customer 

engagement and satisfaction scores. 

4-3- Comparative Analysis 

• The effectiveness of KPIs varied across different airline types (full-service vs. low-cost 

carriers) and regions, reflecting the diverse expectations and experiences of customers 

in different market segments. This segmentation approach echoes earlier insights on 

trust and loyalty dynamics between carrier models [17]. For instance, full-service 

carriers benefited more from KPIs related to in-flight service quality and loyalty 

programs, while low-cost carriers saw greater impact from operational efficiency and 

pricing transparency KPIs. These cost‐sensitivity trade-offs echo findings in airline 



 

 

health tourism services, where low-cost models similarly impacted journey satisfaction 

metrics [18]. 

These findings collectively underscore the critical role of a strategic, KPI-driven approach in 

managing and enhancing the customer experience in the airline industry. By focusing on KPIs 

that directly influence customer satisfaction and loyalty, airlines can effectively align their 

service delivery and operational strategies with customer expectations, driving business growth 

and securing a competitive edge in the market. 

 

5. Discussion 

The findings from this research contribute significantly to both the academic literature on 

customer experience management and the practical strategies of airlines. By examining the 

strategic use of Key Performance Indicators (KPIs) by Chief Customer Experience Officers 

(CCuEOs) in the airline industry, this study illuminates the nuanced interplay between 

operational, service quality, digital engagement, and employee-related KPIs and their collective 

impact on customer satisfaction and loyalty. Below, we discuss how these findings integrate 

with existing literature, their strategic implications for CCuEOs, and address the limitations of 

the study. 

5-1- Integration with Existing Literature 

The research findings align with and expand upon the existing body of literature in several key 

areas: 

1. Holistic View of Customer Experience: Consistent with the perspectives of Verhoef et 

al. [1] and Kandampully et al. [2], this study underscores the importance of a holistic 

approach to customer experience management. A similar multi-touchpoint perspective 

was proposed in Excellence in the Air, where the CCSO KPI taxonomy spanned pre-

flight through post-flight phases [19]. The positive correlations identified between 

comprehensive KPI management and customer satisfaction validate the theoretical 

frameworks suggesting that customer experience is a multifaceted construct influenced 

by a wide array of touchpoints.  

2. Operational Efficiency and Customer Satisfaction: The direct link between operational 

efficiency KPIs (e.g., on-time performance, baggage handling) and customer 

satisfaction reinforces the findings of Anderson, Fornell, & Rust [5], who highlighted 

the balance between operational excellence and customer satisfaction. This study 

provides empirical evidence supporting the notion that operational efficiency directly 

enhances customer perceptions of reliability and trust in the airline. 

3. Digital Engagement: The impact of digital engagement KPIs on customer satisfaction 

and loyalty aligns with recent trends emphasizing the importance of digital 

transformation in service industries [11]. This research adds to the literature by 

quantifying the effect of enhanced digital platforms on improving customer engagement 

and satisfaction. This aligns with the technological renaissance in airline digital 

innovations, which demonstrated global impacts on engagement and service delivery 

[20].  



 

 

4. Employee Engagement: Echoing the findings of studies that highlight the role of 

employee satisfaction in driving customer satisfaction [10], this research illustrates how 

airlines with high employee engagement scores achieve better customer satisfaction 

metrics, reinforcing the service-profit chain model in the airline context. 

5-2- Strategic Implications for CCuEOs 

CCuEOs should refer to Appendix B for journey-stage targets and Appendix A for cross-

functional KPI alignment when setting OKRs. The insights derived from this study offer 

actionable guidance for CCuEOs aiming to optimize customer experience: 

1. Prioritize a Broad Spectrum of KPIs: CCuEOs should monitor and manage a diverse set 

of KPIs that encompass operational efficiency, service quality, digital engagement, and 

employee satisfaction to create a holistic customer experience strategy. 

2. Leverage Data Analytics for Personalization: Investing in data analytics capabilities to 

personalize the customer journey can significantly enhance satisfaction and loyalty, 

underscoring the need for airlines to adopt advanced technologies for customer data 

analysis. For example, AI-driven analytics in airline business management have 

redefined real-time decision-making and customer segmentation [13]. 

3. Empower Frontline Employees: Airlines should focus on strategies to increase 

employee engagement and empowerment, as frontline employees play a crucial role in 

delivering the customer experience and influencing satisfaction and loyalty. 

4. Innovate Continuously: Continuous innovation in service offerings and digital platforms 

is essential for maintaining competitiveness and meeting evolving customer 

expectations. 

5-3- Limitations and Future Research Directions 

While this study provides valuable insights, it is not without limitations: 

1. Generalizability: The findings, particularly from case studies, may not be universally 

applicable across all airlines or regions, necessitating further research to explore cultural 

and operational differences in customer experience management. 

2. Dynamic Nature of KPIs: The rapidly evolving landscape of customer expectations and 

technological advancements may alter the relevance and impact of specific KPIs over 

time, highlighting the need for ongoing research to update and refine KPI frameworks. 

Future research should aim to address these limitations by exploring the impact of emerging 

technologies on customer experience KPIs, examining the role of cultural differences in KPI 

effectiveness, and conducting longitudinal studies to track changes in customer expectations 

and satisfaction over time. 

In conclusion, this study underscores the pivotal role of a strategic, KPI-driven approach in 

enhancing airline customer experience. By integrating operational excellence, digital 

innovation, and employee engagement into their customer experience strategies, airlines can 

not only meet but exceed passenger expectations, securing a competitive advantage in the ever-

evolving airline industry. 

 

6. Implications and Future Research 



 

 

The exploration of Key Performance Indicators (KPIs) in enhancing airline customer 

experience yields significant theoretical contributions and practical insights, while also 

revealing opportunities for future research. These findings illuminate the multifaceted role of 

KPIs in shaping customer perceptions, satisfaction, and loyalty, providing a foundation for 

airlines to refine their customer experience strategies. 

6-1- Theoretical Contributions 

1. Comprehensive KPI Framework: This research contributes to the academic discourse 

by offering a comprehensive framework that outlines the strategic use of KPIs in 

managing customer experience. It extends existing models by incorporating digital 

engagement and employee satisfaction as critical components influencing customer 

satisfaction and loyalty. 

2. Integration of Digital and Operational Metrics: The study provides empirical evidence 

supporting the integration of digital engagement metrics with traditional operational 

performance indicators. This dual focus enriches the theoretical understanding of how 

airlines can leverage a holistic KPI approach to enhance customer experience. 

3. Employee Engagement and Customer Satisfaction: By highlighting the correlation 

between employee engagement and customer satisfaction metrics, this research 

reinforces theories that advocate for the service-profit chain. It underscores the 

importance of considering internal stakeholders' satisfaction in the quest to improve 

customer experience. 

6-2- Practical Implications 

1. Strategic Decision-Making: Airlines are encouraged to adopt a strategic, data-driven 

approach to decision-making by leveraging a comprehensive set of KPIs. This approach 

enables airlines to identify areas of improvement and measure the impact of initiatives 

designed to enhance customer experience. 

2. Personalization and Customer Engagement: The findings suggest that airlines should 

prioritize investments in technology that facilitates personalization and enhances digital 

engagement. Personalized interactions and seamless digital experiences can 

significantly improve customer satisfaction and loyalty. 

3. Focus on Employee Satisfaction: Airlines should not overlook the impact of employee 

satisfaction on customer experience. Investing in training, empowerment, and 

recognition programs for employees can lead to higher customer satisfaction levels. 

6-3- Future Research Directions 

1. Evolving Customer Expectations: Future studies should examine how changing 

customer expectations, driven by technological advancements and societal shifts, 

impact the effectiveness of KPIs in managing customer experience. This research could 

provide insights into adapting KPI frameworks to meet evolving customer needs. 

2. Impact of Emerging Technologies: Research exploring the integration of emerging 

technologies (e.g., artificial intelligence, virtual reality) into customer experience 

strategies could offer valuable insights into novel approaches for engaging customers 

and personalizing their journey. Future studies should likewise explore how Tourism 



 

 

4.0 paradigms reshape airline customer journeys in the wake of digital-ecosystem 

convergence [21]. 

3. Cultural and Regional Variations: Given the global nature of the airline industry, further 

investigation into how cultural and regional differences affect customer experience 

management and the relevance of specific KPIs could enhance the applicability of 

customer experience strategies across diverse markets. 

4. Longitudinal Studies: Longitudinal research tracking the impact of KPI-driven 

strategies on customer experience over time could provide deeper insights into the 

sustainability of these initiatives and their long-term effects on customer loyalty and 

business performance. 

5. Integrating Sustainability into Customer Experience: As sustainability becomes 

increasingly important to consumers, future research could explore how sustainability 

initiatives influence customer perceptions and satisfaction, and how these efforts can be 

integrated into the broader KPI framework. 

By addressing these areas, future research can build upon the findings of this study to further 

enhance the understanding of effective customer experience management in the airline industry. 

The strategic application of KPIs, informed by ongoing research and adapted to meet changing 

customer expectations, will remain crucial for airlines seeking to improve customer satisfaction, 

foster loyalty, and maintain a competitive edge in the dynamic aviation marketplace. 

 

7. Conclusion 

This research embarked on an exploratory journey to dissect the strategic use of Key 

Performance Indicators (KPIs) by Chief Customer Experience Officers (CCuEOs) in the airline 

industry, with a focus on enhancing customer experience and loyalty. Through a comprehensive 

mixed-methods approach, incorporating both quantitative and qualitative analyses, the study 

unveiled the profound impact of a broad spectrum of KPIs on shaping the customer experience. 

These findings not only corroborate existing theoretical frameworks but also extend the 

discourse by highlighting the integration of digital engagement and employee satisfaction into 

the customer experience management paradigm. 

7-1- Summary of Key Findings 

The study revealed several critical insights: 

1. The Role of KPIs: KPIs serve as invaluable tools in the strategic management of 

customer experience, enabling airlines to monitor, assess, and enhance various aspects 

of service delivery and customer engagement. 

2. Operational and Service Quality KPIs: Traditional operational metrics, such as on-time 

performance and baggage handling efficiency, remain crucial for customer satisfaction, 

underlining the importance of core service delivery in the customer experience equation. 

3. Digital Engagement KPIs: In the digital age, metrics related to online interaction and 

digital platform usability significantly influence customer satisfaction and loyalty, 

emphasizing the need for airlines to invest in digital innovation and personalization. 



 

 

4. Employee Engagement: The link between employee satisfaction and customer 

satisfaction underscores the importance of fostering a positive, engaging work 

environment as a cornerstone of effective customer experience management. 

5. Personalization and Customization: Leveraging advanced analytics to personalize 

customer interactions across the journey highlights the evolving expectations of 

passengers and the necessity for airlines to adapt to these demands. 

7-2- Implications for Practice 

For airlines aiming to elevate their customer experience, the strategic application of KPIs offers 

a clear pathway to achieving this goal. By embracing a holistic view of customer experience 

management that integrates operational excellence, digital innovation, and employee 

engagement, airlines can meet and exceed the evolving expectations of their passengers. This 

approach not only enhances customer satisfaction and loyalty but also drives business growth 

and competitiveness in the global airline market. 

7-3- Directions for Future Research 

The dynamic nature of customer expectations and the continuous evolution of technology call 

for ongoing research in this domain. Future studies should focus on the impact of emerging 

technologies on customer experience, the role of sustainability in shaping customer perceptions, 

and the influence of cultural and regional differences on the effectiveness of customer 

experience strategies. Longitudinal research is also needed to track the long-term effects of 

KPI-driven customer experience initiatives on loyalty and business performance. Subsequent 

studies might expand on our Appendix B journey-mapping KPIs or tailor the Appendix A 

inventory to emerging customer-centric innovations. Practitioners and scholars can implement 

the tactical levers in Appendix A and adopt the journey-mapping framework in Appendix B to 

drive continuous CX improvement. 

7-4- Concluding Remarks 

In conclusion, this study underscores the pivotal role of KPIs in the strategic management of 

customer experience within the airline industry. As airlines navigate the complexities of the 

modern travel landscape, the insights derived from this research provide a valuable roadmap 

for enhancing customer satisfaction and loyalty through a data-driven, comprehensive approach 

to customer experience management. In the quest for excellence in customer experience, 

airlines must remain agile, continuously adapting their strategies to meet the changing needs 

and expectations of their passengers. The journey toward exceptional customer experience is 

ongoing, and the strategic use of KPIs will undoubtedly play a critical role in guiding airlines 

toward their destination of sustained success and customer-centric excellence. 
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Appendices 

Appendix A: Comprehensive KPI Inventory for Chief Customer Experience Officer (CCuEO) 

To operationalize the strategic, KPI-driven framework detailed in Enhancing Airline Customer 

Experience: A Strategic Approach to KPI-Driven Management which demonstrated significant uplifts 

in customer satisfaction, loyalty, digital engagement, and employee advocacy this appendix delivers the 

Top 100 role-specific Key Performance Indicators for the Chief Customer Experience Officer. Aligned 

with the Universal KPI Development Framework for Airline Roles, these metrics span every strategic 

dimension: Customer Satisfaction & Loyalty | Service Efficiency & Quality | Digital Engagement & 

Innovation | Complaint & Resolution Management | Customer Journey & Touchpoint Management | 

Personalization & Customization | Employee Engagement & Culture | Financial Impact & ROI | Market 

Impact & Brand Equity | Sustainability & CSR in Customer Experience 

Use this inventory to: 

1. Populate Dashboards: Embed each KPI’s name, abbreviation, definition, calculation formula, 

data source (e.g., CRM, AODB, social-listening platforms), and reporting cadence 

(daily/weekly/monthly/quarterly). 

2. Define RACI: Assign “Responsible,” “Accountable,” “Consulted,” and “Informed” roles across 

Customer Experience, Digital, Operations Control, Marketing, and Finance functions to ensure 

clear ownership and cross-functional collaboration. 

3. Benchmark Performance: Compare against IATA/ICAO customer-centric standards, peer-

group best-practice case studies (e.g., airlines featured in this study), and internal digital-twin 

pilots. 

4. Integrate Across Functions: Map customer-centric outcomes to operational and financial 

metrics for example: Digital Engagement → Conversion Rate → NPS → Revenue per 

Passenger → CASK so the CCuEO role directly advances both passenger experience and 

profitability. 

5. Embed Advanced Enablers: Incorporate AI-driven sentiment analysis, real-time journey 

tracking, predictive churn modeling, and sustainability metrics (e.g., CO₂ per passenger digital 

interaction) into your decision-support platforms. 

6. Govern & Evolve: Establish a cadence of daily exception alerts, weekly scorecard reviews, and 

quarterly strategy deep-dives. Embed Kaizen/Six-Sigma sprints to re-evaluate KPI definitions 

and targets as customer expectations and technology evolve. 

Together, these 100 KPIs furnish the tactical levers and strategic guardrails essential for translating the 

article’s recommendations into measurable, sustainable gains in customer satisfaction, operational 

performance, and competitive differentiation across the airline customer experience ecosystem. 

Customer Satisfaction & Loyalty 

(Strategic Dimension: Customer Experience, Retention) 

• Customer Satisfaction Score (CSAT) 

• Net Promoter Score (NPS) 



 

 

• Customer Effort Score (CES) 

• Overall Satisfaction Index (OSI) 

• Loyalty Program Enrollment Rate (LPER) 

• Customer Retention Rate (CRR) 

• Repeat Purchase Rate (RPR) 

• Feedback Adoption Rate (FAR) 

• Customer Advocacy Rate (CAR) 

• Churn Rate (CHR) 

Service Efficiency & Quality 

(Strategic Dimension: Operational Excellence, Service Reliability) 

• On-Time Performance Percentage (OTP) 

• Baggage Handling Accuracy (BHA) 

• First Contact Resolution Rate (FCRR) 

• Average Service Resolution Time (ASRT) 

• Flight Cancellation Rate (FCR) 

• Mishandled Baggage Rate (MBR) 

• Boarding Process Efficiency Score (BPES) 

• In-Flight Service Quality Score (IFSQ) 

• Ground Service Quality Score (GSQS) 

• Service Downtime per Station (SDPS) 

Digital Engagement & Innovation 

(Strategic Dimension: Digital Transformation, Engagement) 

• Website Bounce Rate (WBR) 

• Mobile App Session Duration (MASD) 

• Digital Conversion Rate (DCR) 

• Self-Service Utilization Rate (SSUR) 

• Chatbot Resolution Rate (CBRR) 

• Digital Channel Satisfaction Score (DCSS) 

• Mobile Check-In Adoption Rate (MCAR) 

• Digital Feedback Response Time (DFRT) 

• AI Recommendation Engagement Rate (AIR) 

• Innovation Implementation Rate (IIR) 

Complaint & Resolution Management 

(Strategic Dimension: Issue Resolution, Responsiveness) 

• Complaint Volume per 1,000 Passengers (CVP) 

• Complaint Resolution Rate (CompRR) 

• Customer Complaint Escalation Rate (CCER) 



 

 

• Average Resolution Time (ART) 

• Escalated Case Resolution Time (ECRT) 

• Post-Resolution Satisfaction Score (PRSS) 

• Reopened Complaint Rate (RCR) 

• Root Cause Analysis Completion Rate (RCACR) 

• Policy Exception Rate (PER) 

• Refund Processing Time (RPT) 

Customer Journey & Touchpoint Management 

(Strategic Dimension: Journey Efficiency, Satisfaction) 

• Touchpoint Completion Rate (TCR) 

• Average Touchpoint Dwell Time (ATDT) 

• Journey Drop-Off Rate (JDR) 

• Cross-Channel Consistency Score (CCCS) 

• Check-In Experience Score (CIES) 

• Security Screening Satisfaction (SSS) 

• Boarding Experience Score (BES) 

• Disembarkation Experience Score (DES) 

• Transfer Connection Success Rate (TCSR) 

• Post-Flight Follow-Up Rate (PFFR) 

Personalization & Customization 

(Strategic Dimension: Personalization, Differentiation) 

• Personalized Offer Uptake Rate (POUR) 

• Profile Data Completeness (PDC) 

• Preference Capture Rate (PCR) 

• Dynamic Pricing Acceptance Rate (DPAR) 

• Custom Itinerary Completion Rate (CICR) 

• Targeted Campaign Engagement Rate (TCER) 

• Recommend-to-Book Conversion Rate (RBCR) 

• Loyalty Tier Upgrade Rate (LTUR) 

• Contextual Service Delivery Score (CSDS) 

• Personalized Communication CTR (PCCTR) 

Employee Engagement & Culture 

(Strategic Dimension: Employee Experience, Service Mindset) 

• Employee Net Promoter Score (eNPS) 

• Employee Satisfaction Score (ESS) 

• CX Training Completion Rate (CETCR) 

• Frontline Empowerment Rate (FER) 



 

 

• Service Mindset Adoption Rate (SMAR) 

• Internal Feedback Implementation Rate (IFIR) 

• Cross-Functional Collaboration Score (CFCS) 

• Employee Attrition Rate (EAR) 

• Staff Participation in CX Projects (SPCX) 

• Digital Tool Adoption Rate (EDTAR) 

Financial Impact & ROI 

(Strategic Dimension: Revenue Growth, Cost Efficiency) 

• Revenue per Passenger (RPP) 

• Customer Experience ROI (CXROI) 

• Cost per Contact (CPC) 

• Incremental Revenue from CX Initiatives (IRCX) 

• Cost-to-Serve per Customer (CTSPC) 

• Incremental Profit per Loyalty Member (IPLM) 

• Revenue Retention Rate (RRR) 

• Average Revenue per User (ARPU) 

• CX Investment Payback Period (CXPP) 

• Lifetime Value Increase Rate (LVIR) 

Market Impact & Brand Equity 

(Strategic Dimension: Market Share, Brand Perception) 

• Market Share Growth Rate (MSGR) 

• Brand Reputation Score (BRS) 

• Share of Voice in Social Media (SOV) 

• Positive Media Mentions Rate (PMMR) 

• Award & Recognition Count (ARC) 

• New Customer Acquisition Rate (NCAR) 

• Competitive Benchmark Score (CBS) 

• Brand Affinity Index (BAI) 

• Social Media Engagement Rate (SMER) 

• Referral Program Success Rate (RPSR) 

Sustainability & CSR in Customer Experience 

(Strategic Dimension: Environmental Responsibility, Social Value) 

• CO₂ Emissions per Passenger (CO2P) 

• SAF Adoption Rate (SAFAR) 

• Green Initiative Uptake Rate (GSIUR) 

• Eco-Friendly Packaging Usage (EUPR) 

• Community Support Index (CSI) 



 

 

• CSR Program Participation Rate (CSRPR) 

• Waste Reduction Rate per Flight (WRRF) 

• Carbon Offset Participation Rate (COPR) 

• Sustainable Procurement Rate (SPR) 

• Environmental Incident Response Time (EIRT) 

 

Appendix B: Customer Journey Mapping KPIs 

This appendix presents a distilled set of KPIs mapped to each phase of the passenger journey, aligned 

with the Universal KPI Development Framework for Airline Roles. These metrics serve as the 

cornerstone for journey-centric performance management, and can be readily expanded or 

contextualized to suit specific strategic objectives, data sources, and reporting cadences. 

1. Pre-booking Experience: Measures of initial online engagement and platform effectiveness: 

• Website/App Bounce Rate (WBR) 

• Booking Conversion Rate (BCR) 

• Average Session Duration (ASD) 

2. Booking & Purchase: Indicators of self-service efficiency and user satisfaction during purchase: 

• Online Booking Ease Score (OBES) 

• Self-Service Completion Rate (SSCR) 

• Average Booking Time (ABT) 

3. Pre-flight Experience: Metrics capturing convenience and clarity before departure: 

• Check-in Satisfaction Score (CISS) 

• Digital Check-in Adoption Rate (DCAR) 

• Pre-flight Communication Clarity Index (PCCI) 

4. Airport Experience: Operational KPIs reflecting throughput and comfort in the terminal: 

• Security Wait Time (SWT) 

• Lounge Satisfaction Score (LSS) 

• Boarding Efficiency Score (BES) 

5. In-flight Experience: Measures of service quality and passenger comfort onboard: 

• In-flight Service Satisfaction (ISS) 

• Seat Comfort Rating (SCR) 

• Entertainment Satisfaction Score (ESS) 

6. Post-flight Experience: Outcomes of arrival processes and follow-up communications: 

• Baggage Claim Wait Time (BCWT) 

• Post-flight Communication Satisfaction (PFCS) 

• Complaint Resolution Time (CRT) 


