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[bookmark: _Toc99109111]I Executive Summary 

the crisis of the pandemic leaves aviation industry with huge financial debt. British Airways is a worldwide airline that has been bringing people, places, and cultures closer together for over a century. The company has a significance place at Heathrow, Gatwick, and London City airports. The company focuses on customers and environment. British Airways is a founding member of the one world alliance called IAG, which includes member airlines throughout the world. It flies over 1,000 destinations in more than 170 countries. Similarly, easyJet is a European company, one of the major world airlines with 308 aircraft and 927 routes across thirty-four countries and 153 airports. In this report the researcher Sandra Boscaneanu, implemented the Edgar Schein Organisational model on British Airways and easyJet with the purpose to compare and confront the two organization. Furthermore, a PESTLE tool is used to analyse the external factors that affects the outcome of the airlines. Additionally, explains the importance of the values of the organisations and the strategy that each airline undertakes to recover from the pandemic. Lastly, she suggests some recommendation to overcome the issues that arise from the investigation of PESTLE.



[bookmark: _Toc99109112]II Terms of Reference

The CEO of BA requested a report on organisational culture to be submitted on 25/3, the purpose of this report is to demonstrate effective leadership and management skills in a workplace environment. The timeframe of the report is on 25th of March before 3PM. 



1. [bookmark: _Toc99109113]Introduction  
In this report, Sandra Boscaneanu applies Edgar Schein theory to British Airways and easyJet to compare and contrast the two companies, as well as using the PESTLE tool to analyse external circumstances such as COVID-19, war, and taxation, which have an impact on BA's performance. This paper also compares British Airways easyJet's values, tactics, and organisational changes.



2. [bookmark: _Toc99109114]Procedure
 A range of websites, textbooks and journals were consulted to complete this report, as well analysing tools like PESTLE has been used to finish the assignment.



3. [bookmark: _Toc99109115]Findings 
The epidemic has forced organisations to rethink their ways of doing things. Furthermore, the event had an impact on the aviation sector, which had to transform their business size, and review its wellbeing, communication, flexibility, policies, and practices.
[bookmark: _Hlk98950639]      According to British Airways Plc (2020, p. 2) British Airways is a worldwide airline that has been bringing people, places, and cultures closer together for over a century. The company has a significance place at Heathrow, Gatwick, and London City airports. The company focuses on customers and environment. British Airways is a founding member of the one world alliance called IAG, which includes member airlines throughout the world. It flies over 1,000 destinations in more than 170 countries. Similarly, according to EasyJet (2021) easyJet is a European company, one of the major world airlines with 308 aircraft and 927 routes across thirty-four countries and 153 airports. EasyJet's strong position at slot-locations airports with high consumer demand helps them to achieve long-term profitable growth and consistent profitability, furthermore, easyJet is leading the domestic flights segment in confront of British airways which is an international airline and has fewer short-haul routes. 
Furthermore, EasyJet differentiates out among its low-cost competitors by delivering convenience. Its 'flexi fare' programme allows customers to make modifications at no cost. EasyJet culture aim is to make travel simple, pleasurable, and inexpensive. On the other hand, British Airways prioritises offering the finest possible service to its customers, and make sure that passengers have a positive experience with the internationally airline. 

[bookmark: _Toc99109116]4.Definitions of organisational culture
        According to CMI checklist (2015) The way things are done in an organisation, the unwritten norms that impact individual and group behaviour and attitudes, is referred to as organisational culture. The structure of the organisation, the system and procedures by which work is performed, employee behaviour and attitudes, the organization's values and traditions, and the management and leadership styles used are all factors that can impact organisational culture.

          Edgar Schein cited in his book Organisational culture and leadership (2010, p. 18) that organizational culture of a group can be defined, “ as a pattern of shared basic assumptions learned by a group as it solved its problems of external adaptation and internal integration, which has worked well enough to be considered valid and, therefore, to be taught to new members as the correct way to perceive, think, and feel in relation to those problems.” 
           Edgar Schein states that culture is a "here and now" dynamic reality as well as a powerful underlying framework that influences people in a variety of ways. Also, people behaviour changes every time people interact with others. Schein's approach examines culture from the observer's perspective and categorises organisational culture into three tiers. Artefacts, espoused values, and underlying assumption. The first level artifacts, according to Chartered Management Institute are the facilities, offices, décor, furniture, clothes, and how individuals visibly engage with others, and with organisational outsiders are all examples of organisational qualities, which can be seen, felt, and heard by the observer. Secondly, espoused values are the organisation mission, statement, belief. Lastly, according to Mullins (2004) basic assumptions are the most fundamental and difficult to grasp level of culture. They are a collection of unstated assumptions regarding the best way to accomplish things within a corporation. They have to do with the nature of reality and how an organisation interacts with its surroundings.
However, Schein emphasised that organisations do not acquire cultures overnight. Rather, they develop throughout time as employees go through numerous changes as they adjust to their external environment and solve difficulties. Employees learn from their prior experiences and put what they have learned into practise, forming the workplace culture.
 Constructive model by Robert A. Cooke, is another model that can be implemented within organisation. 
According to Robert A Cooke, an organization's culture is the way individuals act at work to secure a stable future and progress.
These types of workplaces promote positive relationships among co-workers. Individuals have the freedom to express their thoughts, share information, and discuss concerns to produce a creative solution that benefits all parties involved. There are four parts to this model: Achievement, self-actualization, motivation, and affiliative
The firm assists its employees in completing tasks ahead of schedule, which encourages them to stay motivated and perform at their best to uphold the company's image. Furthermore, in these types of organisations, employees are averse to confrontation and want to avoid it. The advantages of this theory are, according to senior consultant at Essential Training and Consulting, C. Philip, are boosted motivation, excellence in customer service, innovation, collaboration and teamwork, attrition is low, branding for employers, which leads in long-term organisational success. 

4.1 [bookmark: _Toc99109117] Corporate Social Responsibility

Brent D. Beal (2014, p, xii), state that CRS is important for both society and business; the purpose of CRS is to regulate and guide market participants' behaviour in ways that improve market outcomes; society benefits from economic outcomes and reduced regulatory obligations, while business benefits from increased trust and more autonomy. CRS, on the other hand, is not about pressing businesses into generosity or forcing them to volunteer for charities. Moreover, the goal of CRS is to build and maintain social standards that make economic markets more transparent and successful in satisfying society needs.

4.2  Critical analysis of the organisation
 Positive cultural elements which have contributed to BA success through the pandemic.
During the pandemic, according to, (Mediacentre, 2020) British airways put in place protective measures, to look after the safety and wellbeing of its customers and crew. The airplanes were cleaned after each flight. Also, introduce barriers to minimize the contact between passengers and employees. Furthermore, they change their terms & conditions of cancellation and allowed its customers to cancel their reservation and get a voucher of equal value.  According to the company's annual report (2021), the CEO worked with the UK government to reopen air travel for BA to survive the pandemic crisis by advocating the deployment of a pre-flight COVID-19 testing regime to prevent the need for quarantine.
4.3  Ethical behaviour 
British airways have a Code of business conduct, also have ethical standards, but British airways do not have a Modern Slavery on its own, but together with the IAG, created the Modern Slavery Act which according to (IAG Modern Slavery, 2017), formed a Modern Slavery Act, where each member of the Operating Companies and related subsidiaries of IAG are included. The Working Group monitors and discusses any possible high-risk regions, situations, or acts involving Modern Slavery. In 2016, launched a campaign to boost employee knowledge and involvement in the fight against modern slavery. Moreover, to protect and prevent slavery in future. 
4.4  Unethical behaviour 
However, British airways acted in an unethical behaviour, according to (Committees Parliament, 2020) British airways wanted to take advantage of the pandemic and cut out 12,000 of jobs and downgrade the terms and condition of the remaining employees, so they could ask money from CJRS. Over half of all British Airways staff (22,000) have been furloughed as part of the
 CJRS. The committee reviewed the report and advised BA to review its redundancy policies. In addition, it was revealed that BA has a cash reserve large enough to keep its jet grounded for a year. BA, on the other hand, claims to be unable to deal with the tremendous financial effect of the coronavirus outbreak, The pandemic's lockdowns and border restrictions have undoubtedly had a significant impact on BA as well as a wrecked relationship with the government. For weeks, it has barely flown a few trips each day, with the rest of its aircraft grounded. Moreover, British airways reputation has been affected by its unethical behaviour of taking advantage of the pandemic and weaken the employee contracts. 

5 [bookmark: _Toc99109118]Analysis of BA through PESTLE tool.

     A PESTLE analysis investigates, according to (CIPD, PESTLE Analysis, 2021) the important external elements that impact an organisation, and these are as follow: political, economic, sociological, technological, legal, and environmental. This method can assist businesses in prioritising corporate efforts to achieve specified marketing objectives within a given timeframe.  External environment is an external factor such a pandemic, inflation, taxation which have an impact on a company's outcomes and performance. Besides, the pandemic of coronavirus in 2019 affected the airlines worldwide economically and politically, likewise BA is an international company, the impact of the pandemic was bigger financially than on other airlines. 
           According to British Airways Nine Months Result (2020) the company made a loss of    £3,410 million before tax in the first nine months of the pandemic. Aside from that, according to, (Simon Calder, 2022) British airways has been affected by the war in Ukraine from the Russian invasion, from which Vladimir Putin's aggressive behaviour has resulted in a rise in the price of a variety of commodities, including oil and fuel. Brent oil, which has a direct impact on the cost of aviation and marine fuel, has risen to $140 a barrel, double what it was at the start of 2022. Considering that now the airline must avoid flying over Russian territory, it will be more expensive for airlines. Furthermore, BA relationship with UK Government break down, as BA takes advantages of the pandemic and change the redundancy policy and cut out 12,000 jobs. On the other hand, easyJet collaborated with employee representative groups across Europe to avoid layoffs, establish new agreements to enhance seasonality, and decrease crew costs through contract changes and pay freezes. Similarly, easyJet received £134 million in help from the furlough plan.
      On the other hand, EasyJet which is a low-cost company, according (MarketLine, 2021), the company has recorded a headline loss before tax of £1,136 million because of the ongoing effect of Covid-19. However, due to the COVID-19 epidemic, tougher market restrictions have given a negative impact on pricing and demand in the UK aviation. Additionally, according to its annual report easyJet (2021), took advantage of its low-cost strategy, and created new routes. 
 Limitation of PESTLE 
However, according to, (D. Buchanan et al. 2017), this method can identify numerous factors that affects an organisation but is difficult to recognize the most important one. Moreover, it is difficult to predict the future, such as wars, terrorist attacks, and major political or financial crises which shift country boundaries. As well, is time-consuming, it takes time to gather all the data needed to analyse the company.  (Please see Appendix A.) 

6 [bookmark: _Toc99109119]British Airways and easyJet values
 According to, Richard Barret (2010) values stands at the heart of human decision-making. 
          According to (British Airways, 2021) BA is a worldwide airline that has been connecting people, places, and cultures for over one hundred years. British airways core value according to its Mission statement (2021) is to guarantee that its customer sees that they are behaving in a sustainability way. Aside from that BA focuses on giving the greatest service to its passenger, BA focuses on supporting the community and the environment. Sean Doyle, the CEO of the company says on British airways website (2021) that the entire team is there to provide an exceptional service, also, the company started a project to be carbon net zero by 2050. 
   On the other hand, according to EasyJet (2021), easyJet provides Short-haul passenger airline services. The company offers services like, flight booking, travel insurance, airport lounges, car rental, airport parking, airport transfers, vacation taxis. The firm offers vacation packages and hotel reservations in major cities, moreover, easyJet joined the project to be carbon net zero by 2050. Furthermore, EasyJet focuses on establishing strong positions at Europe's top airports by flying frequently between destinations that customers want to visit. Because easyJet has a structural cost advantage over these airlines, it can offer passengers lower rates. 
7 [bookmark: _Toc99109120]Organisation stance. 
Proactivity was defined by Brian Bass (2018) as anticipating behaviour, taking charge of events, and initiating changes in organisational behaviour and industrial psychology. An initiative-taking approach, as compared to a reactive approach, is acting in advance of a future scenario rather than reacting to one that has already occurred.
British airways, had a reactive behaviour to the pandemic, transformed its business into a smaller organisation, by cutting 12,000 jobs, according to its annual report (2020). 
         According to Mediacentre.BA (2022) British Airways is planning several enhancements on the ground and in the air. British Airways is improving its customer experience while also reaffirming its commitment to putting sustainability at the centre of its customer journey. The airline is bringing new plant-based cuisines throughout its lounges, as well as eliminating single-use plastic bottles, establishing water stations, and providing sustainability training to employees. Customers will also benefit from further technological investments, such as a new bag tracing system. Exclusively for World Traveller Plus users, new check-in zones have been created.
Similarly, according to easyJet (2021) has prioritised six major projects that will enable them to capitalise on its structural advantages in the European aviation sector and lead the rebound as traffic picks up. Strong shareholder returns will be produced because of these efforts, which are backed by operational and digital safety and a continuous emphasis on its people.
Both airlines responded by drastically lowering flight volumes and reconfiguring aircraft types in response to this unique incident.
          Likewise, the tree pillar of Edgar Schein implemented on BA and easyJet airline company are as follow.
British Airways   
Artifacts – according to, (British airways uniform wearer standards, 2015) the quality and diligence of the uniform, as well as the overall professional image of the collection, proudly proclaim the airline's British background and ideals, BA is well-known for its premium reputation. Every day, as a customer-facing employee and wearer of the uniform, employees represent and uphold British Airways' brand.
      Espoused values – Customer are at the heart of British airline, they have a motto “Flying is magic”, as it connects people throughout the world, aside from that, BA employees are at the centre of attention as well since they play a key part in shaping the company's culture. The views of British Airways employees have a major influence on the company's culture, as they represent the reputation of the company.  According to Career BA (2022) employees must embrace both traditional British values and current British strengths which are as follow: expertise, creativity, enthusiasm, variety, and open-mindedness – as well as a sense of respect, responsibility, fair play. It requires a particular mindset to do things the British Airways way. Every BA employee vows to put the client first, from guaranteeing their safety during flights to assisting them in having a pleasurable trip.  
        Undermine assumptions – The seriousness of the company and the elegance of its uniforms makes the observer think to responsibility. The characteristics of BA workers have established over the years include giving fast help, offering comfort, being polite, and exhibiting hospitality. British airways it is well-known by being kind and polite. 
            On the other hand, easyJet artifacts –according to the easyJet (2021) they have been awarded for their sustainability uniform made from plastic bottles. Furthermore, its uniform meaning is to be notice quickly, easyJet has the same standards uniforms guidelines like BA, but they are not as strict as BA company, according to 
          Espoused values – According to its annual report (2021) easyJet values are to take its customer safe and responsible at the cheapest price possible. Furthermore, employees must be digitally minded, and prepared to work hard. It is well-known for its low-cost reputation,
          Undermine assumptions – From its culture the observer has two assumptions, the first one is that they are not as strict as BA, due to their culture, as they say it is all about delivering for customers, being progressive and successful, also they do not believe in hierarchy or layers of management, they believe in one team approach, and they see them like an optimistic bunch of people. EasyJet is well-known for its low-cost services. 
          According to, (Hofstede Insights, 2020), organisations with a casual work culture have a flexible organisational structure. The culture is in change, and leadership can only exert a certain degree of influence over it to preserve order. This sort of business culture, according to easyJet, is beneficial to promoting a creative and imaginative work attitude. Businesses with stringent work discipline, on the other hand, are more likely to have clear hierarchy. Employees work in a structured environment with a serious mentality, while management maintains rigorous supervision.
            BA states on British airways (2021), that has modified its approach to engagement and communication by using digital platforms. The focus of management is on leadership development, talent strategy, and how to build a competency range of potential leaders and emerging talent, particularly with digital skillsets, to attract more women and people from more socially diverse backgrounds to the field of aviation and engineering. The Flying Futures, apprenticeship, and professional experience programmes are examples of this. 
According to, Adam McCulloch (2021) British Airways is hoping to resurrect its fortunes following the epidemic by enrolling hundreds of top executives in a leadership development programme developed in collaboration with an HR technology business. The Altitude leadership development programme, which will last four years and be administered by Cappfinity's talent practise to over four hundred managers, is part of a long-term strategy to improve the airline.




8 [bookmark: _Toc99109121]Conclusion

The outbreak has compelled businesses to reconsider their operations. Furthermore, the crisis of the pandemic had an influence on the aviation industry, which was forced to restructure its operations and evaluate its wellbeing, communication, adaptability, rules, and procedures. Furthermore, employees like organisations that are laid-back. In addition, cutting costs appears to be a viable strategy in today's industry, since customers choose lower-cost tickets and services. Organizational culture has been increasingly important in recent years since it helps all those engaged. It improves corporate performance, and the organisational model leads BA to success if employees do not fight the change. 


9 [bookmark: _Toc99109122]Recommendations
· Implement Constructive model which helps BA to keep motivate its staff and have better relationship with its employees.
· Focusing on retaining, regaining, and attaining customers by lower its prices the demands will increase. Customer satisfaction can be implemented through quality management model, such as: total quality management, balance scorecard, or European foundation for quality management. 




10 [bookmark: _Toc99109123]Appendices
	
	FACTORS
	British airways
	easyJet

	POLITICAL
	Trade union policies, war.
	Oil, fuel increased in price. Financial cost.
Job scheme retention.
	Oil, fuel increased in price. Financial cost. Job scheme retention. 

	ECONOMIC
	Competitor behaviour, economic growth. 
	EasyJet threats BA due to its low-cost advantage. 
	Strength its low-cost advantage, additional cost to expand the business. 

	SOCIAL
	Social values
	Sustainability awareness from customers
	Sustainability awareness from customers. 

	TECHNOLOGICAL
	Computing power and costs
	New robot within airports, additional cost for BA.
	New airplanes.

	LEGAL
	International law, European harmonization of legislation and taxation
	Restriction and quarantine.
Highly regulated
	Few, as it is a domestic airline, could flew across UK and mainland Europe

	ENVIRONMENTAL
	Reducing toxic emissions, pollution, spills. 
	Climate change target- carbon zero emission
	Joined the six Carbon budget to be carbon net zero by 2050. 


Appendix A PESTLE
  

[bookmark: _Toc99109124]References 
1. Adam McCulloch (2021) BA turns HR tech firm for major leadership development scheme. Available at: https://www.personneltoday.com/hr/ba-turns-to-hr-tech-firm-for-major-leadership-development-scheme/ (Accessed on: 20 March 2022) 

2. Chartered Institute of Personnel and Development (2021) PESTLE Analysis 
 Available at: https://www.cipd.co.uk/knowledge/strategy/organisational-development/pestle-analysis-factsheet#gref  (Accessed: 14 March 2022)
3. Edgar H. Schein (2010) Organizational Culture and Leadership.
    Germany: Wiley 
4. IAG (2017) IAG Group Slavery and Human Trafficking Statement. 
Available online at: https://www.britishairways.com/cms/global/pdfs/information/BWT7702_IAG_Modern_Slavery_A4P.pdf (Accessed on: 14 March 2022)
5. MarketLine (2021) Airlines in the United Kingdom. 
Available online at: https://advantage-marketline-com.ezproxy.uwtsd.ac.uk/Analysis/ViewasPDF/united-kingdom-airlines-141210 (Accessed on: 14 March 2022)
6. British Airways (2020) Annual Report and Accounts.
 Available online at: https://www.iairgroup.com/~/media/Files/I/IAG/annual-reports/ba/en/british-airways-plc-annual-report-and-accounts-2020.pdf. (Accessed on: 14 March 2022)
7. British Airways (2020) Annual Report Nine Months Results.
 Available online at: https://www.iairgroup.com/~/media/Files/I/IAG/documents/british-airways-interim-reports/2020-q3-imr.pdf (Accessed on: 14 March 2022)
8. EasyJet (2021) Annual Report and Accounts. 
Available online at: https://corporate.easyjet.com/~/media/Files/E/Easyjet/pdf/investors/results-centre/2021/annual-report-2021.pdf (Accessed on: 14 March 2022)
9. British airways (2021) Mission statement. 
Available online at: https://mission-statement.com/british-airways/ (Accessed on: 14 March 2022) 	
10. British Airways (2015) Uniform Wearer Standards. Available online at: https://www.crew-shoes.com/media/pdf/Uniform_Guidelines.pdf (Accessed on: 14 March 2022)
11. Edgar Schein (2004) Organizational culture and Leadership, p.25-29 Jossey-Bass: United States of America 3rd ed.
 ISBN 0-7879-6845-5
12. David A. Buchanan and Andrej A. Huczynski (2017) Organisational behaviour. Pearson Education Limited: Edinburgh Gate nine edition.
 ISBN: 978–1-292–11749–2
13. Managers.org (2015) Understanding Organisational Culture. Chartered Management Institute: Northants  
Available online at: https://www.managers.org.uk/~/media/Files/PDF/Checklists/CHK-232-Understanding-organisational-culture.pdf (Accessed on: 14 March 2022) 
14. Andre Orban (2021) easyJet wins sustainability award for uniform for recycled bottles. 
Available on: https://www.aviation24.be/airlines/easyjet/easyjet-wins-sustainability-award-for-recycled-uniforms/  (Accessed on: 14 March 2022)
15. Media centre (2022) British airways introduces new enhancements for customers including new plant-based menus in its lounges. Available at : https://mediacentre.britishairways.com/news/04022022/british-airways-introduces-new-enhancements-for-customers-including-new-plant-based-menus-in-its-lounges?ref=News (Accessed on: 16 March 2022) 
16. Media centre (2020) British Airways’ New Protective Measures. Available at: https://mediacentre.britishairways.com/factsheets/details/86/Customer-Experience-25/213?category=1&pgck=L2ZhY3RzaGVldHM- (Accessed on: 16 March 2022)
17. Brent D. Beal (2014) Corporate social responsibility: definition, core issues, and recent developments. SAGE: United States of America ISBN 978-1-4522-9156-7  
18. Stephen Aldhouse, et al. (2020) The impact of the coronavirus pandemic on the aviation sector. Available at: https://committees.parliament.uk/publications/1452/documents/13275/default/ (Accessed on: 18 March 2022) 
19.  Cristian Philipp (2022) Growing Constructive Cultures. Available at: https://www.todaysoftmag.com/article/1500/growing-constructive-cultures (Accessed on: 18 March 2022) 
20. Malcom Leith (2016) Organisational culture. Available at: https://www.projectmanagement.com/contentPages/wiki.cfm?ID=351444&thisPageURL=/wikis/351444/Organizational-culture#_=_ (Accessed on: 18 March 2022) 
21. EasyJet (2021, p10) Fast Track Recovery. Available at: https://corporate.easyjet.com/~/media/Files/E/Easyjet/pdf/investors/results-centre/2021/annual-report-2021.pdf (Accessed on: 18 March 2022) 
22. Hofstede Insights (2020) Flexible Organisational Culture. Available at: https://news.hofstede-insights.com/news/flexible-organisational-culture-how-do-you-create-it (Accessed on: 19 March 2022)  
23. Brian Bass (2018) Examples of Organizations That Use Proactive Stances. Available at: https://smallbusiness.chron.com/examples-organizations-use-proactive-stances-19368.html (Accessed on: 19 March 2022)
24.  Winer, R., 2001. A Framework for Customer Relationship Management. California Management Review, 43(4), pp.89-105.
25.  Simon Calder (2022) Oil prices: Will Plane Fares be Affected and are Surcharges Coming Back to Travel? Available at: https://www.independent.co.uk/travel/news-and-advice/oil-prices-airline-surcharge-plane-fares-prices-b2030102.html (Accessed on: 24 March 2022)
26.  Schein, E. (1991) Organisational Culture and Leadership. Jossey-Bass: San Francisco ISBN: 9781555423315
27.  David P. Costanza, Nikki Blacksmith, Meredith R. Coats, Jamie B. Severt and Arwen H. De Constanza (2015) The Effect of Adaptive Organizational Culture on Long-Term Survival. Springer Science+Business Media: New York DOI 10.1007/s10869-015-9420-y
28.  Richard Barrett (2010) The Importance of Values in Building a High-Performance Culture. Available at: https://www.valuescentre.com/wp-content/uploads/PDF_Resources/Additional_Articles/Article_Importance_of_Values.pdf (Accessed on: 23 March 2022) 
29.  SHRM.ORG (2022) Understanding and Developing Organizational Culture. Available at: https://www.shrm.org/resourcesandtools/tools-and-samples/toolkits/pages/understandinganddevelopingorganizationalculture.aspx#:~:text=An%20organization's%20culture%20defines%20the,employee%20perceptions%2C%20behaviors%20and%20understanding. (Accessed on: 23 March 2022) 
30.  Sherwin M. Latina (2021) Constructive culture, Teamwork and Problem solving. Available at: https://www.linkedin.com/pulse/constructive-culture-teamwork-problem-solving-sherwin-m-latina (Accessed on: 24 March 2022)
[bookmark: _Toc99109125]Appendices
image1.emf
 

This Photo by Unknown Author is licensed under CC BY-SA 


