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In this essay I am going to analyse the different roles played by Dame Carolyn McCall as a manager and leader in Easyjet using Mintzberg’s classification of ten essential managerial roles.
Dame Carolyn McCall is a very influential business woman. She started out her business career in the media industry which she thoroughly enjoyed, but she got pushed by one of her colleagues to try something different as they felt she had more potential than was being stuck in one industry. Carolyn then went to an interview to become the CEO of the airline Easyjet. In 2010 Easyjet was out of control, they had lost their customers trust and had no set targets or goals within the company so when Carolyn had her interview she requested to speak to the operational manager so she had an insight into what was going on. Due to finding out the issues early on she was able to go into the job knowing what she wanted to do and how she wanted to make an impact. She ended up staying with Easyjet and turned it around gaining back the trust of the customers and running the organisation more efficiently than ever before. In January 2018 Carolyn McCall decided she had reached her goals that she strived to achieve in Easyjet and felt it was time to move on to a different project, she is now the Chief Executive at ITV, she is now back in the media career that she always loved.
Carolyn McCall was able to turn the business in Easyjet around by her management, she was able to manage the organisation well and clearly. According to Mintzberg there are 10 specific roles played by a manager that makes them successful. There are three specific sectors within these roles, interpersonal, informational and decisional roles.
‘The interpersonal roles are relations with other people arising from the manager’s status and authority’ (Mullins 2016) The roles involved in the interpersonal sector are:
The figurehead role is the simplest managerial role. The manager is seen as a symbol and the person in the organisation that people look up to and who people go to help for. Carolyn Flynn showed an example of being a figurehead by doing the research into the interview before she went so she knew what the issues were, where the staff were and what impacts she could make, this then made a big impact when she joined as she knew what she wanted and it made her employees confident in her and comfortable around her knowing that the organisation is being run more efficiently.
The leader role is the role that permeates all activities of a manager. This role includes the need to introduce staff to the organisation and make router’s suited to the staff, motivate the staff as well as give guidance when requested. Carolyn McCall represented a leader role by requesting to see the operational manager in her interview so she could get an insight into what she was getting herself into, this is similar to the figurehead role. Also, when Carolyn first joined Easyjet for the first 6-8 months she focused her work on allocating the right people to the right roles based on their skill sets and promoting those that showed initiative and interest.
The last interpersonal managerial role is the liaison role where this involves the manager having close relationships with other managers outside as well as within their organisation and being able to discuss managerial techniques with them. One of the main jobs of a manager is to make close links and create allies between different organisations. Carolyn represents the liaison role by making connections with other airlines and keeping an eye on how they are doing in sales and comparing herself with her competition, so Carolyn then has the knowledge in whereabouts her organisation is compared to the others within the industry.
‘The informational roles relate to the sources and communication of information arising from the manager’s interpersonal roles’ (Mullins 2016) The roles involved in the informational sector are:
One of the informational roles is the monitor role where the manager seeks information until they understand the way the way the organisation works, this information may be received from both external or internal sources of formal or informal information. Carolyn noticed that before entering Easyjet as a manager she would have to be highly organised and highly disciplined to get the end goal completed. She also requested a weekly overview of the week so she could evaluate how the sales were going and she could review what they are doing well and what they can improve on. 
The disseminator role is when the manager transmits information quickly through the different roles and gets it out to all members of staff as quickly as possible through higher members of staff leading to tasks being done more efficiently and quickly. Carolyn did this by making sure she had the most efficient way of working specially to keep the customers happy, she would have a backup aircraft and a crew on standby if an aircraft was to have an issue or if there was a problem with weather or technical issues.
The last role of the informational roles is the spokesperson role, this involves the manager speaking to the public and making media appearances if there is an issue with the organisation or when they have good news to share. Carolyn used this to her advantage as she used the media to get the trust of her customers back that Easyjet had previously lost, they promised ‘low cost flights but with excellent service’. As Carolyn McCall had commented on in an interview she claimed that guests wanted to get from one place to another with no hassle while being treated to a high standard and that is what she aimed to achieve with Easyjet.
‘The decisional roles involve the making of strategic organisational decisions on the basis of the manager’s status and authority, and access to information’ (Mullins 2016) The roles involved in the decisional sector are:
The entrepreneurial role is when the manager is able to exploit opportunities to others and solve any problems that arise in the organisation. Carolyn was able to use this role by promoting those within the company to higher positions and also brought people from other organisations as well as moving those within the company horizontally to other positions based on their skill sets and what they are capable of. Also, Carolyn went from a job that she was comfortable in to a job that she didn’t know what was waiting for her because she was up for the challenge.
The disturbance handler role involves the manager reacting professionally to situations where something may occur such as a bad press in the media or if there are unhappy customers in the circumstance that a flight may be delayed at Easyjet. Carolyn was a disturbance handler by dealing with bad media coverage when she first entered Easyjet, another time is when something goes wrong within the airline such as there are weather issues somewhere so a flight can’t get to a certain place or there are certain technical issues on an aircraft. These are the disturbances and Carolyn can overcome these by making sure that all customers and guests are aware of the issues that are occurring, instead of keeping them in the dark and waiting to board she will make sure an announcement goes out explaining the weather conditions and how it is not safe to fly. Additionally, for the technical issues as Carolyn prides herself in being so efficient hopefully she will be able to produce a backup aircraft to cover the issues with the last.
The resource allocator role involves using the managerial authority to decide where effort will be expended and the managers get to make the choices on the allocation of resources such as staff, time and materials. Carolyn showed this by using a military operation style when sorting out staff, materials, time and money, this meant that she was being efficient, quick as well as strict on the staff that were there at that time. Carolyn already knew when going into Easyjet what needed to be worked on so she got to work straight away.
The negotiator role is when the manager takes part in negotiating activity with either staff within the organisation or with other individuals or organisations. Negotiation is an important part of the job as the manager is seen as reliable, credible, and understanding so the organisation that they work for will be rooting for the manager to be able to sort out something. Carolyn had to negotiate several times while working for Easyjet, one of these times was negotiating a price with the customers to be able to gain their trust back and get them to come back and give the organisation the service that they needed. Also, Carolyn had to negotiate with employees within the organisation when she was moving everyone around into different departments within the first 6-8 months that she was there due to the skill sets they had. Some people may have been happy in the department that they were in and felt that their skill set was perfect for there but Carolyn would negotiate with them and make them see that if they moved around within the organisation they would gain more experience. This also counted for those who already had the experience she was willing to promote them within the organisation.
Mintzberg believes that as a whole the 10 roles form an integrated whole, and if any role was to be removed this could affect the overall performance of the organisation.
Mintzberg believes that these are the 10 roles that make a manager, however he also suggests 6 reasons why organisations may need a manager or a leader. One of the reasons is so that the organisation can do what they aim to and that they are able to do it efficiently without any issues and produce a high level of the product or service. The second is to ‘maintain stability within the operations of the organisation’ (Mullins 2016). Third, to allow the organisation to adapt to a changing environment and be open to new strategies if introduced. Fourth, is to ‘ensure that the organisation serves the ends of those people who control it’ (Mullins 2016). Fifth, so that there is a clear link between the organisation and the environment and lastly, so that the organisation has a formal authority to operate the system. All of these points are what Mintzberg believes are the reason that an organisation needs a manager otherwise they may not work as an organisation as the manager is a key role and plays different roles within the managerial role itself as spoken about above.
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