Operating Policies & Procedures (no.6.)

I will be advising the team on how they should develop key performance indicators to measure the success and yield impact of the New Aquarium Attraction in Swansea.
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A Key Performance Indicator (KPI) is a strategic tool used to evaluate how well an organization is accomplishing its goals. Because KPIs offer trustworthy, up-to-date information regarding the performance of various operations, they assist companies in making well-informed decisions (with, Kpi., 2026). KPIs are crucial for tracking operational effectiveness, visitor satisfaction, environmental impact, and financial performance in tourist destinations like aquariums (Karjust, K., Mehrparvar, M., Kaganski, S. and Raamets, T., 2025). They also help organisations deal with issues like seasonality, varying demand, and high fixed costs associated with staffing, maintenance, and animal care (Depot, K., 2026). Well-designed KPI frameworks are essential tools for guaranteeing that attractions stay competitive, sustainable, and in line with organisational objectives because they enhance service quality, operational effectiveness, and total returns in the tourism industry (Omri , M. and Tarik, F., 2025).
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Five fundamental performance objectives are outlined by Slack et al. (2007) and allow the organization to assess its operations performance (Greasley, A., 2024).
The performance goals include cost, quality, speed, dependability, and flexibility.
 The obvious indication of an operation's performance is its quality. Both clients and employees base their expectations on this indicator.
The time it takes for clients to get a product or service after placing an order is known as speed. Customers are likely to be pleased with a company's prompt delivery of goods or services.
Visitors can trust your company to deliver their services as promised when you are dependable. It affects whether the client promotes your company or comes back to make another transaction.
The capacity to adapt a service to a customer's needs is known as flexibility. To make the service customised, this can involve modifying what the operation performs or how it operates.
For businesses that directly compete on pricing, cost is a crucial consideration (Garvey, J., 2019).
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There are steps to follow such as identifying strategic objectives, defining what success looks like, creating key performance questions, gathering the necessary data, deciding what to measure and how frequently it will be measured and lastly developing the KPI’s.
The aquarium needs to support Swansea's broader tourism and economic objectives. The goals consist of, boosting the number of visitors, providing an excellent immersive and instructive experience. Attaining ROI and financial sustainability. And improving the city's image as a travel destination (Mansfield, M., 2022).
Defining what success looks like can be high engagement, return visitors, positive feedback, with high levels of satisfaction, minimal disruptions and efficient visitor flow (Lee, H.-S. ,2015).
Questions such as How many visitors are present? Do guests find the experience satisfactory? Does the Aquarium make enough revenue per guest? Are exhibits and graphical displays being used to their maximum capabilities? Are there effective staffing and high quality- service being provided? These questions can guide what needs to be measured.
Data can be collected from: Ticketing systems, surveys, financial reports, digital systems such as touchscreens interaction rates and HR systems that allow insight on employee performance and turnover. By using a variety of data sources, it guarantees reliability and dependability.
Examples of what to measure and how often would be visitor numbers should be measured daily. Operational concerns and employee productivity should be measured weekly. Changes in customer satisfaction and financial performance should be measured monthly.

Finally in the last step KPI’s include, achieving a certain number of visitors in a certain period, achieving over 90% in customer satisfaction and maintaining staff turnover under 15%.
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The outcome of previous performance, such as production, volume, or a result is determined using lagging KPI’s. Leading KPI’s are used to forecast or influence performance in the future as they depend more on external factors to influence results, such as process changes or infrastructure investments they are more challenging to set up.
Operational KPI’s help make daily decisions or help take measures regarding performance or a process, they provide precise and timely information.
All three strategies must be used to run the attraction efficiently as they help determine whether the aquarium is making money and achieving its goals, and it also assists with predicting demand and addressing problems (Kavtaradze, M., Bezhanidze, N. and Revutska, N., 2025).
In conclusion, creating a strong KPI framework is essential to the interactive aquarium’s successful opening in Swansea. To ensure sustainable revenue and good visitor satisfaction in the UK attraction industry a KPI system should be put in place for regular monitoring and optimisation (Depot, K., 2026).

Thank you for your time. Are there any questions?

References
1. Depot, K. (2026). 3 Most Important Tourism KPIs to Track (2026). [online] Kpidepot.com. Available at: https://kpidepot.com/benchmarks/tourism-kpi-benchmarks-221 [Accessed 25 Apr. 2026].
2. Garvey, J. (2019). 5 Key Performance Objectives Every Business Should Focus On. [online] Peoplegoal Blog. Available at: https://www.peoplegoal.com/blog/what-are-the-five-performance-objectives/ [Accessed 26 Apr. 2026].
3. Greasley, A. (2024). Operations Performance Objectives. [online] Sagepub.com. Available at: https://sk.sagepub.com/book/mono/operations-management/chpt/operations-performance-objectives [Accessed 28 Apr. 2026].
4. Karjust, K., Mehrparvar, M., Kaganski, S. and Raamets, T. (2025). Development of a Sustainability-Oriented KPI Selection Model for Manufacturing Processes. Sustainability, 17(14), p.6374. doi:https://doi.org/10.3390/su17146374.
5. Kavtaradze, M., Bezhanidze, N. and Revutska, N. (2025). PREVENTIVE KPIS AND OPERATIONAL RESILIENCE IN SMALL FREIGHT FORWARDERS: THE CASE OF MGL GEORGIA. AGORA INTERNATIONAL JOURNAL OF ECONOMICAL SCIENCES, 19(2), pp.194–204. doi:https://doi.org/10.15837/aijes.v19i2.7322.
6. Lee, H.-S. (2015). Measurement of visitors’ satisfaction with public zoos in Korea using importance-performance analysis. Tourism Management, 47, pp.251–260. doi:https://doi.org/10.1016/j.tourman.2014.10.006.
7. Mansfield, M. (2022). Plans announced for innovative aquarium in Swansea. [online] Nation.Cymru. Available at: https://nation.cymru/news/plans-announced-for-innovative-aquarium-in-swansea/ [Accessed 25 Apr. 2026].
8. Omri , M. and Tarik, F. (2025). Building One KPI to Rule Them All. [online] Uwtsd.ac.uk. Available at: https://librarysearch.uwtsd.ac.uk/permalink/44WHELF_UWTSD/lrq2gq/cdi_gale_onefilemisc_PPSB_A863920260 [Accessed 24 Apr. 2026].
9. with, Kpi. (2026). Tourism KPIs & Benchmarks - 63 KPIs with Formulas, Insights, & Industry Data | KPI Depot. [online] Kpidepot.com. Available at: https://kpidepot.com/kpi-industry/tourism-221 [Accessed 28 Apr. 2026].


image3.png
Gather the
necessary dat:

Identify
strategic
objectives.

Create kel
performance
questions.

Define whal
success
looks like.

Develop the
KPIs.

cide what (0
measure and
how often.





image.png
: - &
E Key Preformance Indicators

* Evaluales

Performance.
%« Provides reliable data.
* Monitors key areas.

KPI
LoFL 4 Qa8

ORIV MISIRONNT oPMATIN STATEY  PSORAMG. SN  Helps manage
challenges.

* Improve service

quality and

effectiveness.





image2.png
X{ vV &8
. 5 Primary Performance $ '

j( Objectives

LSpeed
2. Dependability
3.Quality

4 Flexibility
5.Cost A

3{ | I A)x





image4.png
(. , b
7\ KPI's





