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Abstract

The purpose of this research is to develop key performance indicators (KPIs) suitable for
practicing and reflecting natural gas service quality for retail of the studied company. It also includes
the existing controlling and evaluating indices of the studied company to be synchronized with the
company’s goals. The research starts with studying and collecting all related KPIs of both studied
company and comparable global practices, which leads to the next step to categorize them to four
aspects based on EU’s concept; i.e., quality, continuity, reliability, and customer satisfaction. As a
result of the benchmarking, the 83 indicators are selected and obtained to derive questionnaire for
responding the director’s opinions and refining indicators specialized for each aspect fallen within 2
main criteria, which are consistency of the organization and readiness of the data. The analytic
network process (ANP) is then employed to prioritize and support robust multicriteria decision-
making, which is compiled by Super Decisions 2.0.8 resulting 28 indicators covering four aspects as
stated earlier. These indicators are then expressed the opinions by company’ directors and related

sector personnel that finally deliver the most suitable and acceptable 10 KPIs.

Keywords: Key Performance Indicators (KPIs), Service Quality, Benchmarking and Analytic Network Process
(ANP).
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