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Abstract:
Organisational culture is broadly acknowledged as a vital element that affects organisational effectiveness, decision-making processes, and employee behaviour. In modern global organisations, culture determines the nature of individual interactions, the decision-making process, and the way companies address both internal and external challenges. This report provides a critical assessment of organisational culture at British Airways, one of the foremost international airlines in the United Kingdom. Utilising theoretical frameworks such as Schein’s Model of Organisational Culture, Hofstede’s Cultural Dimensions, and Handy’s Cultural Typology, the report examines the impact of culture on the organisational structure and decision-making processes of the company.
Additionally, the report investigates how the organisational culture facilitates the company's ability to respond to external environmental factors, including globalisation, technological advancements, and competitive pressures. The analysis further assesses whether organisational culture serves as an obstacle or a facilitator to organisational effectiveness and overall performance. The results indicate that robust organisational values associated with safety, professionalism, and customer service have a beneficial impact on operational performance, while certain elements of hierarchical structure and organisational change management may pose cultural challenges. In conclusion, the report offers evidence-based recommendations aimed at reinforcing organisational culture, boosting employee engagement, and enhancing overall organisational performance.

Intrdoduction:
Organisational culture is a crucial component in the operation and achievement of contemporary organisations. It encompasses the shared values, beliefs, attitudes and behavioural norms that guide how employees interact with one another and how organisational goals are pursued (Mullins and Christy, 2016). Cultural factors play a significant role in shaping decision-making processes, leadership approaches, employee motivation, and overall organisational performance.
 
In a progressively globalised economy, organisations function within a variety of cultural environments and are required to manage workforces that include individuals from various backgrounds, nationalities, and professional fields. As a result, understanding and managing organisational culture has become a critical management priority. According to Schein (2010), Organisational culture establishes a framework that allows employees to interpret events and behaviours within the organisation, thereby influencing both formal and informal practices in the workplace. 
The aviation sector is particularly intricate, with organisational culture playing a crucial role. Airlines function in highly regulated settings where safety, operational efficiency, and customer service are paramount. In these circumstances, culture impacts not only internal management processes but also customer satisfaction and the organisation's reputation. This report uses British Airways as a case study to explore the influence of organisational culture on organisational structure and decision-making processes. The airline industry necessitates high levels of coordination, teamwork, and operational reliability, making culture a vital factor in determining organisational success. The objective of this report is to critically assess how organisational culture functions within the organisation and its impact on the ability to adapt to external environmental pressures. Additionally, it will evaluate whether organisational culture acts as a facilitator or an obstacle to organisational effectiveness and will offer recommendations for enhancing cultural alignment and organisational performance.

Organisational Background:
British Airways is the United Kingdom’s national flag carrier and one of the largest international airlines in Europe. Established in 1974 through the merger of several British aviation companies, the airline has developed into a global organisation operating flights to hundreds of destinations worldwide (British Airways, 2023). The airline is a member of the International Airlines Group, which is an airline holding company that encompasses carriers like Iberia and Aer Lingus. Being part of this multinational entity, the organisation functions within a global network of airline operations, thereby enhancing the significance of a robust organizational culture and effective cross-cultural management.
The organization has a varied workforce comprising pilots, cabin crew, engineers, customer service representatives, and administrative staff. Given the international scope of airline operations, employees often engage with customers and colleagues from various cultural backgrounds. As a result, the organizational culture significantly influences workplace behaviour and the quality of service provided.
In recent decades, the airline has undergone substantial organizational transformations, such as privatization, mergers, and strategic restructuring. These transformations have necessitated ongoing cultural adjustments to maintain alignment with strategic objectives, operational efficiency, and customer expectations.





Organisational Culture and Decision-Making:
Organisational culture strongly influences how decisions Organisational culture defines the behavioural expectations that influence managerial decision-making processes and employee reactions to organisational policies.In British Airways, the decision-making processes are shaped by the operational demands of the aviation sector. Given the stringent regulatory standards and safety protocols, the structures for decision-making are typically formalised and hierarchical. In industries where operational mistakes can lead to serious repercussions, hierarchical decision-making is often essential. In aviation, adherence to strict procedures and regulatory standards is crucial for ensuring safety and reliability. Consequently, managerial authority within the organisation is pivotal in steering operational decisions. Nevertheless, contemporary airline management is progressively prioritising collaborative decision-making and employee involvement. Cross-functional teams frequently collaborate to tackle operational issues, enhance customer service, and formulate new strategies. This methodology underscores the significance of communication and teamwork within intricate organisations. are made within organisations. According to Robbins and Judge (2017), organisational culture establishes behavioural expectations that shape managerial decision-making processes and employee responses to organisational policies.
Within British Airways, decision-making processes are influenced by the operational requirements of the aviation industry. Due to strict regulatory standards and safety requirements, decision-making structures tend to be relatively formalised and hierarchical. Hierarchical decision-making is often necessary in industries where operational errors can have severe consequences. In aviation, strict procedures and regulatory compliance ensure safety and reliability. As a result, managerial authority within the organisation plays a significant role in guiding operational decisions. However, modern airline management increasingly emphasises collaborative decision-making and employee engagement. Cross-functional teams often work together to address operational challenges, improve customer service and develop new strategies. This approach reflects the importance of communication and cooperation within complex organisations. The culture of leadership also affects the practices of decision-making. Leaders who encourage transparency, communication and employee participation are more likely to foster positive organisational cultures that support innovation and problem-solving (Kotter, 2012).





Identifying Organisational Culture Using Theoretical Models:
Comprehending organisational culture necessitates the utilization of theoretical frameworks that offer insights into cultural traits and organisational conduct.
Schein’s Model of Organisational Culture:
Schein (2010) proposed a widely recognised model that identifies three levels of organisational culture: artifacts, espoused values and basic underlying assumptions. Artifacts signify tangible aspects of culture, encompassing organisational symbols, workplace design, and employee conduct. At British Airways, artifacts comprise corporate branding, professional attire, and systematic service protocols that embody the organisation’s focus on professionalism and service excellence. The values endorsed by the organisation reflect its declared beliefs and strategic priorities. The airline places a strong emphasis on values including customer satisfaction, operational safety, and global connectivity. These values are conveyed through internal communications, employee training programs, and service standards.
Fundamental underlying assumptions signify deeply ingrained beliefs that direct behaviour within the organization. In the aviation sector, safety constitutes a fundamental cultural assumption. Employees receive training to prioritize safety over all other factors, which mirrors the high-risk characteristics of airline operations.
Handy’s Cultural Typology:
Handy (1993) identified four types of organisational culture: power culture, role culture, task culture and person culture. Large organizations like British Airways often exhibit traits of role culture, in which responsibilities and authority are distinctly outlined through formal organisational frameworks. Role cultures prioritize stability, established procedures, and hierarchical governance. Such frameworks are prevalent in the aviation sector as the demands for operational reliability and adherence to regulations necessitate clearly delineated organizational roles. Employees function within explicitly defined responsibilities and adhere to standardized operational protocols.
 Nevertheless, aspects of task culture are also present within the organization, especially among project teams tasked with innovation, service enhancements, and technological advancement. Task cultures prioritize collaboration, expertise, and effective problem-solving.
Hofstede’s Cultural Dimensions:
Hofstede’s cultural dimensions theory provides insight into how cultural differences influence organisational behaviour (Hofstede, 2001). The model recognizes various dimensions such as power distance, individualism versus collectivism, and uncertainty avoidance. In aviation organizations, there is generally a high level of uncertainty avoidance, attributed to stringent safety regulations and operational procedures. Employees are required to adhere to comprehensive protocols to guarantee safe and efficient operations. Simultaneously, collaboration and teamwork are crucial in the operations of airlines. Flight crews, engineers, and ground personnel must work together to guarantee efficient flight operations. This exemplifies aspects of a collectivist organizational culture. Recognising cultural differences also allows organizations to deliver effective customer service to passengers hailing from various cultural backgrounds.

Organisational Culture and External Environmental Adaptation:
Organisational Culture in the Aviation Industry:
Organisational culture holds particular importance in high-risk sectors like aviation, where the reliability of operations and safety are paramount organisational priorities. Airlines function within environments defined by stringent regulatory standards, intricate operational frameworks, and a high degree of coordination among staff members. As a result, organisational culture significantly influences employee behaviour and the decision-making processes regarding operations. In the context of airlines, organisational culture is intricately connected to safety management systems, employee training initiatives, and service delivery methodologies. The safety culture within aviation prioritises accountability, transparency, and strict compliance with operational protocols. These cultural principles are vital, as even minor operational mistakes can lead to severe repercussions for both passengers and crew.
Research indicates that airlines need to incorporate both operational efficiency and customer service into their organizational cultures to maintain competitiveness. Passenger satisfaction is influenced not only by technical performance but also by employee comm for global airlines like British Airways, the organizational culture also embodies the necessity to synchronize various teams across different nations and operational settings. Cultural alignment guarantees that employees uphold uniform service standards while adjusting to local cultural nuances. communication and service behaviour (Dawoud, El-Shamy and Habashy, 2026). For global airlines like British Airways, the organizational culture also embodies the necessity to synchronize various teams across different nations and operational settings. Cultural alignment guarantees that employees uphold uniform service standards while adjusting to local cultural nuances.
Organisations must continuously adapt to external environmental influences such as economic conditions, technological developments and competitive pressures (Johnson, Whittington and Scholes, 2017).
In the global aviation sector, airlines are encountering heightened competition from low-cost carriers, escalating fuel prices, and changing customer expectations. Consequently, airlines are required to cultivate organisational cultures that foster innovation, efficiency, and excellence in customer service. British Airways has launched a range of strategic initiatives designed to enhance operational performance and customer satisfaction. These initiatives encompass digital transformation programs, service innovation, and enhancements in operational efficiency.

Organisational Culture as an Enabler or Barrier:
Historically, the culture within organizations has been instrumental in influencing the evolution and strategic transformation of British Airways. Throughout times of organizational restructuring and strategic change, the airline has executed cultural transformation initiatives aimed at enhancing customer service, boosting employee engagement, and improving overall organisational performance. Research examining cultural change within the airline demonstrates that organisational culture was used as a mechanism to improve service quality and strengthen the organisation’s global reputation (Grugulis and Wilkinson, 2002). These initiatives highlighted various cultural values such as professionalism, teamwork, and customer focus. By strengthening these values through employee training and leadership practices, the organization aimed to enhance service delivery and operational performance. More recent studies examining the organisation’s human resource management strategies highlight the role of workforce planning, employee development and leadership practices in maintaining organisational culture (Chowdhury, 2025). These strategies illustrate that organizational culture is dynamic, adapting to both internal changes within the organization and external environmental influences.
Organisational culture can either support or hinder organisational effectiveness. Strong organisational cultures provide employees with clear behavioural expectations and promote cooperation, commitment and shared purpose (Deal and Kennedy, 2000). Within British Airways, the robust focus on safety culture constitutes a notable organisational strength. Safety principles motivate employees to prioritise operational reliability and adherence to aviation regulations. Nevertheless, some elements of organisational culture may also pose challenges. Hierarchical decision-making frameworks can restrict employee autonomy and diminish organisational flexibility. Furthermore, past labour relations issues have sometimes led to tensions between management and employee factions. Striking a balance between organisational control and employee engagement continues to be a significant challenge for management.
Organizations must consistently adjust to external environmental factors, including global competition, technological advancements, and evolving customer expectations. In the airline sector, these challenges have become more pronounced due to heightened competition from low-cost carriers, digital transformation, and concerns regarding environmental sustainability. Strategic adaptation frequently necessitates organizations to alter elements of their organizational culture. For instance, airlines need to promote innovation, collaboration, and employee empowerment to effectively respond to swiftly changing market conditions.

Impact of Organisational Culture on Organisational Performance:
The culture within an organisation significantly influences its performance. Positive organisational cultures promote employee motivation, job satisfaction and productivity (Armstrong and Taylor, 2020). In service-oriented sectors like aviation, the conduct of employees has a direct impact on the customer experience. When employees feel appreciated and involved, they are more inclined to provide exceptional customer service. Research suggests that organisations with strong, adaptive cultures are more likely to achieve long-term competitive advantage (Barney, 1986). As a result, fostering and upholding a strong organizational culture is crucial for maintaining performance in competitive sectors. Employees in the airline industry frequently face challenging conditions, such as irregular hours, significant responsibilities, and intricate operational processes. In these situations, a nurturing organizational culture is vital for helping employees stay dedicated to their positions and uphold exceptional performance standards. Examples of organizational practices that strengthen positive cultural values and foster employee motivation include training programs, leadership support, and recognition initiatives.
In service-oriented sectors like aviation, the significance of organisational culture is paramount, as employee conduct has a direct impact on customer experience and the reputation of the organisation. Airlines depend significantly on frontline personnel, including cabin crew, ground staff, and customer service agents, to provide exceptional service to passengers. A robust service-focused culture motivates employees to exhibit professionalism, empathy, and responsiveness in their interactions with customers. For British Airways, the organisational culture prioritises excellence in customer service, operational safety, and teamwork. These cultural principles enhance the airline's standing as a premium carrier and bolster its competitive edge in the global aviation market.









Recommendations
Several suggestions can be made to enhance the organisational culture at British Airways. Firstly, it is essential to broaden leadership development programmes to promote inclusive leadership and effective communication. The behaviour of leaders has a significant impact on organisational culture and employee engagement. 
Secondly, there should be an increase in employee involvement in decision-making processes. Empowering employees can lead to greater innovation, motivation, and responsiveness within the organisation. Thirdly, it is important to reinforce internal communication systems to guarantee transparency and alignment between management and employees. Fourthly, the organisation ought to allocate resources for diversity and cultural awareness training to facilitate the effective management of its international workforce and customer base. Lastly, regular assessments of organisational culture should be carried out through employee surveys and feedback mechanisms to pinpoint areas that need improvement.
















Conclusion:
Organisational culture is essential in influencing organisational behaviour, decision-making processes, and overall performance. In intricate sectors like aviation, culture affects operational safety, customer service, and employee collaboration. This report has analysed the organisational culture of British Airways through theoretical frameworks such as Schein’s cultural model, Handy’s cultural typology, and Hofstede’s cultural dimensions. The analysis reveals that the organisation primarily demonstrates a role-based culture, underpinned by robust safety values and systematic decision-making processes. Although organisational culture plays a vital role in enhancing operational reliability and service quality, certain cultural traits may also pose challenges regarding organisational flexibility and employee engagement. By enhancing leadership practices, fostering communication, and promoting employee involvement, the organisation can further cultivate a culture that encourages innovation, adaptability, and sustainable success.
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