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Abstract

As a result of the subsequent changes in technological process development and the sudden surge in consumer demand, it has had a significant impact on how organisations and their managers coordinate their operations to ensure that they can match the expectations of their customers. For the airlines of British Airways and EasyJet, such as approach has been extremely important. It is critical for carriers to fully comprehend passengers' attitudes to their products and services and be fully aware of what customers expect from those services and what kind of products and services a customer deems as being the most valuable. 
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The radical impact of newly integrated process technologies and the considerable rise in consumer demand has profoundly affected and shifted how operational procedures are conducted throughout all enterprises. Therefore, this has led industries to revise how their current operations are managed to be more efficient in producing products and services of a high standard that satisfies consumers' wants and needs whilst also ensuring a level of transparency and engagement with their workforce and stakeholders is maintained. 

Operations management is defined by Slack et al. (2019) as the activity of managing resources to appropriately create outputs that fulfil the defined market requirement. 

Operations are defined by Anderson et al. (2013) as a series of procedures that create and supply products and services to satisfy a particular goal.

This report addresses the operational practices within two prominent and well-established airlines - British Airways (BA) and EasyJet. Additionally, it will address the following key points:

· Give a historical account of the formation of British Airways and EasyJet
· Present a succinct review of the various products and services of both airlines 
· Highlight who their customer base is and how that they handle their expectations 
· Provide a distinct comparison between the five performance objectives of both organisations 
· Offer a series of recommendations for improving their current operational practices 
[bookmark: _Toc88461350][bookmark: _Toc88495879]2. Historical overview of BA and EasyJet

[bookmark: _Toc88461351][bookmark: _Toc88495880]2.1. British Airways
[image: British Airways Logo, history, meaning, symbol, PNG]The inauguration of BA was established in 1974 as a state-owned enterprise comprised of an amalgamation of four national-based airline carriers; it was not until some 13 years later that it became partially privatised by the conservative government. Today, the Airline company is affiliated with the international airline holding corporation, the International Airlines Group (IAG), established in 2011 (Airways, 2021b). Furthermore, BA is regarded globally within the airline industry as one of the world's leading carriers that spans a wide-ranging star network from the company's central hub at London's Heathrow Airport. The company prides itself on being the second biggest carrier within the UK with regard to its fleet size, long haul international flights, and the number of destinations the airline flies to (Mani, 2021).

[bookmark: _Toc88461352][bookmark: _Toc88495881]2.2. EasyJet
[image: EasyJet Logo | evolution history and meaning]EasyJet was formalised in 1955 with a direct focus on providing low-cost flights across Europe. The company is stationed at Luton airport, which is located on the outskirts of central London. At its outset, the airline company only offered domestic flights from Luton to Glasgow and Edinburgh. However, it was not until a year later when the company decided to extend its operations into the European market by introducing flights to Barcelona, Nice and Amsterdam. At present, EasyJet's business model centres around short distant and direct flights to and from main airports throughout Europe. Moreover, whilst emphasising both a level of efficiency and ensuring costs are kept low, the company aims to make the whole process of travelling easy and more affordable for its customer base (Brunvatne et al., 2013).
[bookmark: _Toc88461353][bookmark: _Toc88495882]3. The variation in BA's and EasyJet's products and services

BA and EasyJet's products and services vary and provide numerous benefits for their passengers (as highlighted below). However, with that being said, the sole purpose of the products and services for both airlines share a series of common goals - to satisfy consumer demand, their budget, expectations and be used as leverage by each company to remain competitive. 

3.1. BA 
· An assortment of travel options - Economy, Premium economy, Business and First class.
· Different lounge facilities for business and first-class passengers
· A wide range of onboard food and drink options for each travel class 
· A vast array of entertainment options (Airways, 2021a)


3.2. EasyJet

· Standard Flexi Ticket - benefits include being able to change flight date/time a day before original flight departure, a selection of FLEXI bistro vouchers
· EasyJet plus annual membership - provides passengers with extra baggage allowance, priority onboarding, change return flights at no additional cost  
· Flight club programme - a loyalty programme that provides passengers with a series of benefits: preview schedule seat releases, make fee-free and name changes to tickets and lock in the best price for tickets 
· A limited array of onboard food options (easyJet, 2021b).

[image: Buy Before You Fly][image: First class | Travel classes | British Airways]Figure 1 - BA's First-Class Cabin (Airways, 2021c)
Figure 2 - EasyJet's onboard food selection (easyJet, 2021a)
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There is a clear distinction between the customer base of British Airways and EasyJet due to both airlines having more than one customer group. So, therefore, both airlines will have to implement a range of different preferences for each group. For instance, the operations used to assist economy, and cost-sensitive business passengers of EasyJet would be vastly different from those operational practices supporting economy, Business and First-Class passengers of British Airways (Slack et al., 2020). 
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[image: ]









[bookmark: _Toc88461356][bookmark: _Toc88495884]Figure 3 - Operations Performance Objectives (Slack et al, 2019)





[bookmark: _Toc88461357]5.1. Quality – Doing things correctly
Quality ensures that products and services throughout all the operations within an organisation are kept to a high standard so that they directly conform to a consumer's expectations, further highlighted by fig 2. Furthermore, quality is the most crucial objective of all the five operational undertakings as it is the most visible element to consumers. For this reason, to avoid any form of negative attention from a consumer, operations must be conducted accordingly by 'doing things right' (Slack et al., 2018).
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Figure 4 - Consumer’s expectations of quality
(Johnston et al, 2012)
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Collectively, the primary focus of quality within all airlines is directly associated with delivering and ensuring that the flight experience is comfortable and meets the overall expectancies of their customers. However, for both BA and EasyJet, there are many distinct differences between what each considers as being quality in terms of product and services. Several key differences in terms of quality between the two airlines are stated as follows:

Value for money - As both airlines differ significantly with the types and prices of their operations' products and services. It can profoundly impact the passenger's overall perception of what they consider good value for money. For instance, an EasyJet passenger would consider good value of money based upon the overall price of a flight ticket. Whilst comparatively, a British Airways passenger, especially those travelling either business or first class, see the price of the ticket and the sheer magnitude of additional extras included within the price.

Seating comfort - Another crucial element of how a customer determines the quality of the service provided is derived from seating comfort. As EasyJet's target market is low budget family holidaymakers and price-sensitive business types, the low price they pay is reflected in the comfort in the seating they receive. Whereas British Airways passengers, by comparison, would have paid additional seating costs to travel in comfort, therefore, it would be considered as being as far superior in terms of quality to that of EasyJet (Brunvatne et al., 2013).
[bookmark: _Toc88461360][bookmark: _Toc88495885]5.2. Speed - doing things quickly

Speed is directly associated with the time it takes between a customer placing an order for a product and service and acquiring them. Therefore, speed is a vitally important characteristic within an operation; maintaining a consistently fast and smooth delivery of products and services increases a customer's satisfaction. So, therefore, it would be likely that they would purchase the products again and be willing to pay a higher cost for them (Slack et al., 2020). 

[bookmark: _Toc88461361][bookmark: _Toc88495886]5.2.1. Speed comparison between BA and EasyJet

Speed plays a crucial role within the operational performance of both BA and EasyJet; the two airlines primary aim is to ensure that passengers can depart and arrive at a destination by the fastest possible means. For this to be the case, both airlines have introduced differing measures to improve the efficiency and speed of their operations to facilitate consumer demand by delivering faster services. One noticeable way BA and EasyJet have managed to improve the speed of the current operational processes has been achieved by: 

The Introduction of autonomous capabilities - EasyJet introduced fully automated bag drop machines to improve passengers' speed and time to transit through an airport. Through this innovation, the airline has seen a sizeable reduction of the passenger queuing times by as much a 90% (easyJet, 2021a). Whilst BA, on the contrary, made use of such advancement, they also decided to take their processes a stage further through the integration of biometric technology that utilises facial identification. In turn, this has enabled the company to drastically speed up the boarding and arrivals processes for their passengers. Its practical application has enabled BA to board some 400 customers in only 22 minutes, which is less than half the time it takes if using traditional check-in methods (Bhalla, 2020).
[bookmark: _Toc88461362][bookmark: _Toc88495887]5.3. Dependability - doing things promptly

Dependability ensures that operations are quickly executed so that the products and services produced are delivered to a customer at the exact point of when they are needed or meant to be delivered. Moreover, orchestrating dependability throughout all operational processes can significantly reduce the time spent waiting between one process to the next. For example, the time spent for replacement parts to be delivered or the time used by transportation to collect the replacement parts. Furthermore, by being effectively implemented, dependability can help minimise the disruption caused between all operations by improving the level of trust that one process within the operation has with another (Slack et al., 2019).

[bookmark: _Toc88461363][bookmark: _Toc88495888]5.3.1. Dependability comparison between BA and EasyJet

For both BA and EasyJet, it is noted that a significant factor concerning dependability is the association with on-time performance (OTP). OTP is used to compare how an airline fares against its competitors by ensuring that they conform to strict time schedules that an airline has proposed to their customers. To be considered on time, a flight must have a departure or arrival time within a fifteen-minute window of the scheduled time. Having a fifteen-minute buffer in place allows both BA and EasyJet to make up lost time that may have occurred due to delays due to inclement weather conditions or aircraft malfunctions. Additionally, deducing the impact of delays enables both airlines to keep their reputation intact and thus maintain a level of overall satisfaction with their passengers (Hajko et al., 2020). However, in certain instances, delays and cancelled flights can often be unavoidable. Therefore, an airline would have to display a level of dependability to provide additional services to facilitate the needs of their customers. Both BA and EasyJet adopt different approaches when dealing with such adversities by ensuring that they have strong customer service policies in place. 

BA has introduced several remedies to elevate such issues by:

· Reallocating a passenger onto a new flight and not apply any additional fees to seating upgrades
· Offer a full refund and provide any additional assistance and other care if it is required

  Whilst in comparison, easyJet's customer policy states it will resolve the issues by: 

· Allowing a passenger to change which airport that they wish to arrive or depart from
· By providing a passenger with a voucher for the total value of their booking 
[bookmark: _Toc88461364][bookmark: _Toc88495889]5.4. Flexibility - able to change and be versatile
	
Flexibility is considered an attribute of a company's operations that allows it to respond to a customer's wants and needs swiftly and effectively. Moreover, it can become apparent that operations may need to alter their operations to ensure that the requirements set out by a customer are met. For example, Slack et al. (2020) stipulate that a customer's requirement of the operation centres around four main elements of flexibility:

· Product/service flexibility - is an operations capability to inject a series of innovative or adapted products and services
· Mix flexibility - directly focuses on the operations aptitude to create a broad array or mixture of products and services
· Volume flexibility - addresses an operations ability to adjust its output levels or activity to create varying amounts of a product or service 
· Delivery flexibility - is an operations adeptness to alter the timing of when products and services are going to be delivered
[bookmark: _Toc88461365]
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Incorporating a greater level of flexibility throughout their operations can yield many benefits for an airline; it can help them reduce their overall costs and time and conjure up innovative ways to appease customer needs and respond briskly to the competitive market environment. However, both BA and EasyJet's approaches to ensuring a greater level of flexibility for their passengers differ significantly. One unique way that flexibility is addressed by both airlines is through: 

Variety of destinations - A noticeable comparison regarding the operational flexibility of BA and EasyJet is the variety of destinations that both airlines fly to. EasyJet operates within a European domain transiting their passengers to over 1,100 routes to over 136 different destinations (easyJet, 2021b). Whilst not only flies within a European sphere but also has a broader and more global presence flying to over 170 destinations in 70 different countries (Airways, 2021c). Therefore, it can be established that BA offers a much greater level of flexibility for their passengers than EasyJet's, as an EasyJet passenger would have to undertake additional flights to arrive at the same destination that BA flies to. 
[bookmark: _Toc88461366][bookmark: _Toc88495891]5.5. Cost - reasonably priced

Cost is directly related to the price of goods and services and the operating costs associated with the product's manufacture. Furthermore, when the operational costs for creating products and services are high, it directly impacts the overall price of the product and the profit that the organisation obtains (Brunvatne et al., 2013). Given this, all operations are vested in trying to reduce their costings to be consistent with the other levels of the other four performance objectives a customer needs (Slack et al., 2019).

[bookmark: _Toc88461367][bookmark: _Toc88495892]5.5.1. Cost comparison between BA and EasyJet

The focus for all airlines' regarding cost is to ensure that it is kept as low as possible but does not adversely affect the standard of the products and services provided or compromises a customer's experience. Both BA and EasyJet have implemented a series of austerity measures to reduce their costs throughout all their operational processes. 
One pivotal way EasyJet has managed to reduce its operational costs significantly is through efficient airport usage. EasyJet flies into less crowded airports and often favours those secondary airports situated within major cities as the landing fees are significantly lower and are less busy than primary airports. As a result, this has enabled the company to carry out a more significant number of turnarounds, sometimes within as little as 30 minutes. From this, it has meant that they have been able to conduct a more significant number of rotations for high-frequency routes, thus maximising the efficiency and operational cost of their aircraft  (Wolasa, 2007). 

By comparison, BA in recent times has begun to make significant inroads to not only improve the financial costs of their operations but have introduced a series of new short, medium and long term initiatives to deduce their environmental costs as well in a bid to have net zero emissions by 2050. A number of these new developments include creating advanced technology such as more fuel-efficient aircraft to offset the soaring costs of jet fuel and making substantial improvements to operational efficiency through carbon offsetting and removal projects. As a fallout, the airline has revealed that implementing such initiatives not only reduces the company's environmental cost of their operations but has also allowed the airline to reduce the costs of flights for their passengers. 
[bookmark: _Toc88461368](Airways, 2020).	
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In summary, this report has provided an in-depth description and detailed account of the varying operational performance objectives as proposed by Slack, whilst also providing a further comparative analysis of how such objectives are applied within the context of two different airline companies. Moreover, it is further revealed from the findings of this report that it is imperative for both airline companies to correctly align their operational undertakings with their performance objectives to continue to compete effectively within a highly competitive marketplace. 
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