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Organization's customer service perspective
	Objective
	Measure
	Target
	Action

	 To provide fast services at the terminus
	Time taken from entry to airport to the plane
	 Reduce time taken to get through customs and clearance by half
	Increased the number of employees

in the airports to provide faster 

service

	 To provide comfort in all travels
	 Customer satisfaction metrics
	Reduce the cases of jet lag
	 Provide comfortable seats 

and increase space between seats

	 To enhance customer experience
	 Service delivery surveys
	 Increased customer satisfaction to 90%
	 Provide individualized service from

food selection to the type of 

entertainment provided

	 

	Relationships to other objectives
	 The financial objectives of the Airline is to increase revenue by one billion  dollars each 

year and this objectives is strongly aligned to the customer service objectives identified 

above (Gittell, 2003). The customer service objectives such as providing faster services at the airports 

will attract customer who are tired of long queues and the delays experienced at airport 

resulting in increased number of customer and consequently increased revenue generation

The provision of comfort and enhanced customer service will be critical to enhancing the 

brand image of the company and maintain customer loyalty resulting in increased 

flights and more customers which results in revenue growth for the company
(Southwestairline, 2017). 

	

	Revisions (if any) to Module 1 Objectives

	Objective/Module
	Measure
	Target
	Action

	To enhance the satisfaction of the customers (Grubbs-West, 2005).
	 Customer satisfaction metrics
	 To increase the satisfaction rate to 90% 
	 Providing individualized services 

and provide comfort by developing 

better seats with greater lumber support

	 To increase revenue generation
	 Financial performance metrics
	 Increase revenue growth by one billion
	 Provide faster and more customer-

centered services

	 Enhance the competency of the staff
	 Job performance analysis
	 Promote individual productivity by 50%
	 Provide timely and continuous 

training to the staff
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