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This report will investigate management and leadership within British Airways (BA) and how their CEO Sean Doyle who was appointed the role of CEO in 2020 manages the company and the workers during a crisis like COVID-19. Throughout this period, he has had to manage staff cuts, flight cancellations, operational issues, money struggles and managing the company post pandemic. The report will analyse how his management style affects the company, as well as how his leadership style can affect change, the culture and the overall performance of the workers within the organisation. 
[bookmark: _Toc225529627][bookmark: _Toc225529652]Current Issues 
The airline industry is continuously changing which means that challenges are more likely to arise. Doyle has had to navigate these setbacks, which include the Covid-19 pandemic, operational issues when Heathrow airport had a power outage in 2025 that cost the airline £40m, a lack in modern IT, poor customer experiences and expenses relating to economic issues like oil prices. Furthermore, the current dispute in the middle east has caused them to stop flights to certain areas due to unsafe airspace. During the Covid-19 pandemic they had to cut up to 12,000 of their 42,000 jobs.

[bookmark: _Toc225529628][bookmark: _Toc225529653]Managing Issues 
Within British Airways Sean Doyle has had a strong influence over his time as CEO.  In early 2024 he announced a £7 billion investment plan to change BA and the issues that they are facing and have faced. The investment will go over five different areas like customer experience, enhancing their IT systems, Operational and technical areas, improving staff experiences and training (Hauser, 2024).  This reflects Kotler’s 8-step change model which is an approach that suggests ways to implement change within a company. In relation to Sean Doyle, he falls under the develop vision section of the model as shown by the investment he is putting into the company. The decisions he is making ensures that the company values are being reinforced for BA’s long-term development.
One main impact he has had on BA would be through another £100 million investment for technological advancements that the has introduced. An example of this would be the introduction of the use of AI in BA which is being used to make scheduling and rescheduling flights quicker. As a result, it has further increased their number of flights departing on time and ahead of the scheduled time. Due to this in April 2025 it is stated that two thirds of the airline’s flights left ahead of time, which is double for the same period in 2023 and 20% more than 2024 (British Airways, 2025). It demonstrates the positive impacts his leadership style has had. Both the company and passengers as they also have access to the new AI system for booking their flights and self-scanning at the airport. These investments allow BA to adapt quickly.
Another issue he has handled is when Heathrow Airport has a power outage. This affected BA more than some other airlines as the airport is their main hub. This disruption closed the airport for a day. Due to this disruption, it cost BA £40million because of a loss of flights and passenger numbers. He acknowledged that it was something out of his control and made decisions based on this by shutting down operations. However, this meant that flights where cancelled and many passengers were left at the Airport. On the other hand, he kept passengers informed because of the cancellations, he put out updates to keep customers informed during this time, this shows that passenger safety and their knowledge of what was happening was important.

[bookmark: _Toc225529629][bookmark: _Toc225529654]Case study
Covid-19 Crisis 
Sean Doyle became CEO of BA during the height of the Covid-19 pandemic, which required him to navigate through leadership challenges. The worldwide pandemic affected millions of people and businesses including the aviation’s sector, with companies like BA. During this time, they faced 12,000 job losses, a drop in customer demand, budget losses and cancelled more than 10,000 flights from London Heathrow alone (The Irish Field, 2024). As a result of some of these issues it has affected how BA handle issues like cancellations, customer complaints and compensations. Sean Doyle had to guide through these internal and external changes while keeping the airline running during this period.
The number of international travellers dropped from 135 million in 2019 to 35 million in 2020 (The Irish Field, 2024). Passengers became cautious to travel due to new restrictions that has been passed. However, Sean addressed some of these and pushed for ways to ensure air travel was safer, he did this through arguing that fewer than 44 cases were related to fights in a period where 1.2 billion passengers had travelled (British Airways, 2020). 
In order to implement change during the pandemic Doyle worked with BA’s medical lead to introduce safety measures which include asking passengers to use an online check-in and a self-scan machine for reduced contact, face masks where required and to be changed every four hours on long haul-flights, there were also social distancing indications and sanitisation stands around for passenger use. Passengers were also given a safety pack on board which included, sanitiser gel, disposable wipes and a disposable bag. These measures allowed customers to have an improved sense of comfort when travelling with BA. 

Since Covid 
Due to the £7billion investment that he announced across five areas it means that he is creating a culture of sustainability. It allows for the airline to rebrand itself after the pandemic showing how they have adapted and evolved. Everything he has done to get through the effects of the pandemic related to Lewins change model which indicates the stages of change:
· Unfreeze- which determines what needs to change.
· Change- Plan and put the change in place.
· Refreeze- integrate the change in the workplace.
During the pandemic Doyle identified what needed to change across the company which included passengers testing before flights or the complete sanitation of an aircraft before a flight. He made sure the change he wanted was effective and would work alongside BA’s goals. He took action to put these new courses of action in place for the airline to follow, he then ‘refroze’ these procedures throughout the company to create air travel safer for their customers. As he identified what needed to be changed, he made it so that BA was able to adapt quickly with the changing health regulations so that the airline was able to get through the pandemic.

[bookmark: _Toc225529630][bookmark: _Toc225529655]Leadership Styles
Leadership plays an important part within a company as it can drive employee behaviour, aids decision making and the overall direction that the company will take in future. Doyle works closely with different teams and includes them when making decisions. For example, he collaborates with BA’s personal medical team which he consulted during the pandemic on ways forward, their tech colleagues for their use of the advance tech and Air traffic control management. This reflects Kurt Lewin’s (1939) leadership styles, these are autocratic vs democratic approach and Laissez-faire leadership. Doyle uses a democratic approach; this is where a leader will involve their team in decision-making encouraging collaboration. His leadership style has implemented strategies within BA that have helped them adapt with the constantly changing industry. This will further the culture within the company positively. 

[bookmark: _Toc225529631][bookmark: _Toc225529656]Culture
Within a business their organisational culture is important. The decisions that Doyle makes has an impact on the behaviour, trust, and employee engagement. With his leadership style shows that…. 
In BA they try to keep a supportive and collaborative culture within the company. They keep a focus on their employees’ development within the company, whether they wish to move to a new position or need any extra support. According to Mullins (2006) organisational behaviour in work is the ‘study of behaviour of the people within an organisational setting’, it shows the effect and importance of structure and management styles have on their employees within an organisation. Furthermore, defines long-term and short-term goals, it influences employer behaviour, engagement and performance. It is shaped by management and leadership styles and values. 
Doyle has created more of a culture shift within BA and adopted more of a collaborative approach, through encouraging his staff by making them feel valued by improving staff satisfaction. He also focuses on customer satisfaction and experiences. For example, the introduction of BA’s app, he also introduced BA’s club suite onboard the aircraft and upgraded lounges. 
Through prioritising employees, it allows for a more supportive and inclusive feel within BA. It will encourage staff to be more collaborative, express their ideas that relates to the values that the company has. A positive work culture allows BA to maintain a beneficial relationship with employees that reflects values, beliefs and behaviours. This takes on Handy’s theory of culture types, British Airways typically falls under bother role culture and task culture within the framework. Role culture is where roles and responsibilities are clear and organised whereas, task culture focuses on getting tasks done through teamwork. As task culture is about the employee and their team it means that they will be more likely to contribute to the team. 


[bookmark: _Toc225529632][bookmark: _Toc225529657]Recommendations
Leadership recommendations
As previously stated in the report Doyle takes on a democratic style of leadership. This type allows employees to be encouraged to collaborate and share ideas, there is still areas where he can improve. However, to improve his leadership he could refer to a situational approach. This shows that a manger can adjust their approach to specific needs of a situation based on what is needed at the time. By adopting this method, it would allow him to delegate to different teams and provide relevant support to employees, as well as specify his responses to challenges that he will and is currently facing.  

Due to the loss of jobs during the pandemic, workers faced wage cuts and job losses which then created a lack of trust and uncertainty among employees, it will also affect the culture within the company. Not only does it affect workers but also reliability with passengers that want to travel with BA, due to increased disruptions and customer service quality. To improve this, he would need to rebuild trust internally to encourage staff, by raising staff morale passengers will encourage passengers. To improve on these issues, he could communicate clearly with staff members about decisions that are being made through reassurance. He could also implement support systems for those that were affected by the changes made during the pandemic. If Doyle provides a support centred around the employees it can help rebuild the confidence within the company, making a positive recovery after the pandemic.
Culture recommendations
British Airways already has a strong workplace culture, but there are always areas for improvement. Employees are an important factor when looking at workplace culture. Doyle can improve this by implementing wellbeing programmes for employees, using Handy’s person culture to put the individual first. Raising morale will aid with employee engagement.
As stated previously in the report Doyle takes on a democratic approach to leadership. Furthermore, another area to improve would be moving to a multidisciplinary method using different teams to handle different challengers together. It would bring together different people with a wide range of knowledge of certain area; it would encourage new opportunities and expand on ideas and collaboration. 
[bookmark: _Toc225529633][bookmark: _Toc225529658]Conclusion
Overall, since Sean Doyle took on the leadership role within BA he has been focused on rebuilding the company. He has taken on a leadership role that puts staff first and encourages collaboration. He demonstrates that he is thinking about the long-term goals within the company and striving for change withing British Airways as shown by the £7bn three-year investment plan he announced. He also has taken initiative to improve areas of the company like their digital transformation, customer experiences and the overall cleanliness onboard the aircraft. Doyle helped rebuild the company after the pandemic financially and flight operations, which has then rebuilt reliability and trust among staff and passengers. Doyle has aligned with various types of frameworks and their theories of management which shows that he is a leader that focuses on the future of the company and their values and long-term goals. 
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