
 16 December 2022
[image: ]
PHILIPPA FITZGERALD 1905945       
Developing a new landscape for customer care.
Easy Jet.



[bookmark: _Toc121656402]Executive Summery 

In this report the researcher introduces the importance of customer service within EasyJet low-cost budget airline, how their strategic management plan incorporates their customer service and the standard that it holds. To do this the researcher has analysed the company using several strategic frameworks and tools, a swot analysis has been used to discover the company’s strengths, weaknesses, opportunities, and threats, also a pestel has been used to discover any political, economical, social, technological, environmental, and any legal issues that have arisen for the company. Porters five forces have helped to establish if easyJet have any threats of new entrants, the bargaining power of suppliers, the bargaining power of consumers, threat of substitutes and competition from already established low-cost airlines, and finally a cultural web has been created to establish whether EasyJet is current and up-to-date or if any areas of the company need to make changes all of these tools have helped to put recommendations going forward for the future these recommendations include but not limited to continual growth, innovation, and increase in annual revenue. 
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Strategic management is a way a company or organisation can achieve the long term as well as short term goals that have been set, allowing them to be competitive and sustainable with in their industry, this is done through analysing the micro and macro environment of a company, making decisions that affect its future and then implementing the decisions taken this is not done by one person alone these strategic plans are created with the advice and input of different departments within a company this could include but not limited to marketing, branding, sales, and production having the knowledge from all areas creates an overall more in-depth and accurate plan, this will ultimately help in achieving a company’s goals. (Dess, et al., 2016). Henry Mintzberg a leading scholar in strategic management suggests that no strategic management plan is fixed or rigid as it has to be flexible and easy to adjust amongst an ever-changing business environment. (Mintzberg, 1985). There are many management tools that can be used to help create the strategic plan these will be discussed in depth further on. This report will focus on easyJet’s strategic management plan and in particular their customer care, if it is effective or not, and if not, what can be done to improve it in the future. 
EasyJet was founded in March 1995 by Sir Stelios Haji-Ioannou the idea behind the brand was to offer low-cost flights throughout Europe (EasyJet, 2022). Its headquarters are in the United Kingdom and as of 2022 as a net income of $232 million this is an increase of just over 80% since 2020 (Market Line, 2022). EasyJet became a household name in January 1999 when it became part of the well-known ITV show Airline (EasyJet, 2022) this could be seen as a good strategic move, as now the company’s name was known throughout the United Kingdom, also viewing everyday people within their workplace gave the company a personal feel, creating a feeling of being part of a work place family (EasyJet, 2022). In 2019 easyJet was ranked 37 in the world’s best airlines shortlist, this however has dropped in 2022 and is now being ranked 55 out of hundred, they also rank seventh in the world’s best low-cost airline category and third in Europe (SkyTrax, 2022). EasyJet has been around for 27 years and has grown from strength to strength and has withstood recessions, the Icelandic Grimsvötn volcano (Jones, 2011) ash cloud, and the Covid 19 pandemic, it could be argued that this shows the company has a good strategic plan in place, however the researcher will analyse this giving a conclusion and recommendations going forward.   
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[bookmark: _Toc121656405]Customer Service
To be able to offer a good customer service firstly customers have to be enticed, Peter Drucker suggested that the reason for a business is to create a customer base, marketing a product or service effectively will attract customers but to retain them an excellent customer service is essential (Drucker, 1999). Customer service is not just about answering the phone and talking about the product or service that is being sold, it covers far more, it is about discovering what the customer needs, how to help them, and resolve any problems that may have arisen, reaching, or surpassing expectations, and improving the overall satisfaction of the customers enquiry or purchase. It is important to have good customer service within any organisation, consumers are seen to be more forgiving for a smaller less expensive purchase, over a large purchase like a holiday, for a consumer to return to a company like easyJet the first experience they have must be a satisfactory one (Torkildsen, 2005). In 2004 easyJet made a move to improve customer service whilst trying to save themselves money this was done by using RightNow’s customer service solution, this saw customers helping themselves when using the website by being able to direct themselves to a question and answer page they could retrieve answers to questions they had without having to wait for a reply from a member of staff, if however the question was not answered they could then have the option to email a person who would reply to them direct but also the employee could add the question and answer to the already established help page, this saw an increase of 90% of customers using the help page on offer, through this new service easyJet was hoping to save £750,000 whilst continuing to offer good quality customer service (Wise Marketer Staff, 2004). Online customer reviews are a tricky area as they are led by emotions which can sometimes not be factual but come from opinion, when reviewing two products that are similar it has been found that a customer will choose the one with more reviews following the masses whereas it could be argued that the product with less reviews is the better product but the amount of reviews that have been left are unbalanced giving the illusion of lower quality. The researcher has found that easyJet has received a lot of negative comments and reviews on trust pilot, out of 12,272 reviews 77% were of one star compared to only 11% of five stars (Trust Pilot, 2022) this shows customers are unsatisfied with easyJet and the service they are providing, it should be noted that easyJet is however a low-cost airline and to be expected to offer the same high end service you would receive from a first class airline would be unrealistic, it could be argued that the reason the researcher has found more negative reviews than positive is because negative emotions are processed by the brain more thoroughly than their counterpart positive ones therefore consumers are more driven to take the time to leave a negative review than a positive one, also because of these emotions the wording of negative review sounds far more dramatic. Writing a negative review is portrayed as being more intelligent than writing a positive one therefore it is more difficult to leave a positive review amongst several negative ones, as this could make the writer feel less adequate (Nationalstrat, 2018). This does not justify customer service to become rude and inefficient. However, considering this data easyJet’s strategic plan has taken into account that they are a budget airline and consumers are not looking for a top customer service over the price of the service on offer. In an article from the Independent, it states that easyJet has recruited 350 staff for their customer service department whilst extending the customer service hours during the summer period, as well as adding a hotline exclusively for parties travelling with children under the age of 12, they have estimated to be transporting 2.6 million passengers this summer alone (Rowan, 2022), which is an increase in numbers from the previous year during the Covid 19 pandemic this figure sits at 9.4 million however this was for the entire year of 2021 (Salas, 2022). In easyJet’s annual report and accounts for 2021 it claims to offer the ability for a smooth journey at every point of contact whether this is in person or digital increasing customer satisfaction by 75% from pre-pandemic figures, it could be argued that there increased on-time performance of 3% in 2021 from previous year of 2020 has helped to improve customer satisfaction. Other factors leading to this increase could be the turnaround time on refunds (EasyJet, 2021). Another factor that has had a negative impact on the customer service easyJet can offer was the global Covid 19 pandemic this unforeseen event forced non-essential businesses to close in March 2020 this had an impact on the aviation industry where at first they tried to keep staff employed by using the government retention scheme but as time went on these companies were forced to make staff redundant creating a staff shortage in the sector, this has been difficult to rectify as during this time Past employees retrained in other careers, having the realisation that the tourism and hospitality industry has long hours with minimal pay, easyJet and the aviation sector has had difficulty in filling these staffing gaps which has led to an increase in flight cancellations or delays as well as longer checking in and boarding periods, this has had a negative effect on customer service. 
[bookmark: _Toc121656406]SWOT

A swot analysis is a strategic tool that can be used to examine the internal and external environment of any company, a swot is an acronym that stands for strengths, weaknesses, opportunities, and threats and have been in use since the 1960s (Morrison, 2012). When this tool is broken down even further the strengths and weaknesses are aspects of the internal environment which is the environment a company has most control over, and the opportunities and threats are the external environment and those are the aspects that a company has little or no control over. A swot analysis is one of the most popular tools to use as it is simple and effective as well as being flexible allowing for unpredictable change within the business environment (Chernev, 2014). 
[bookmark: _Toc121656407]Strengths

EasyJet strengths are: 
· well-established branding the company has been around for more than 25 years this gives a good foundation for trust.
· EasyJet own their fleet which gives a competitive edge over other airlines that do not have a fleet of their own.
· EasyJet has invested highly in technology this has allowed for smooth operations and easy online booking.
[bookmark: _Toc121656408]Weaknesses

EasyJet weaknesses are: 
· Poor customer service the researcher has found negative feedback for their customer service.
· Last minute cancellations, customers have reported last minute cancellations of flights which has impacted the holidays people are meant to be going on (Trust Pilot, 2022).
It can be seen that the above strengths and weaknesses are all microenvironment impacts and are in the hands of the company, when looking at the macro environment which are the external factors of a swot the company will concentrate on opportunities and threats.
[bookmark: _Toc121656409]Opportunities

There opportunities are:
· Continued growth throughout not just Europe but also the rest of the world opening up to a wider demographic.
· Improvement on customer service and care allowing for better feedback in the future.
· Learning from Covid 19 and being able to reinstall safety procedures for future possible pandemics.
· liquidation of airlines such as FlyBe and Air Italy during the Covid 19 pandemic (Pallini, 2021), this has and increased the possible demographic EasyJet.
[bookmark: _Toc121656410]Threats

There threats are:
· Fuel prices, with fuel prices rising the cost of flights may have to increase.
· With a predicted recession 2023 future customers expendable income may not allow for holidays.
· New laws and regulations from the airline regulators could have an uncontrolled impact upon the airline.
· Competition from other airlines for example Ryanair, Vueling, and Wizz air.
· Future pandemics, the pandemic that hit the world in 2020 was predicted and became a global problem this in an ever-changing world could happen again.
· With COP 27 and the impacts of the use of aircraft on the environment the use of aircraft for holidays could be under scrutiny.
It can be seen that the above threats come from different external aspects these include other companies, unpredictable outcomes and government laws and regulations, these threats can also be gathered up by using another tool known as a PESTEL.

[bookmark: _Toc121656411]Pestel	
PESTEL is another tool that companies use which look at the micro and macro environment it is an acronym that stands for political, economic, social, technological, environmental, and legal. It can be seen that using the swot analysis above it can help to create a pestle analysis, it could be argued that a pestel analysis can become confusing when overused whereas the swot is simple and basic the pestle is in-depth and continually evolving allowing a company to become too involved and end up with too much information confusing the company going forward (Grant, 2016), EasyJet have several of these to consider when looking to the future of their company.
[bookmark: _Toc121656412]Political
The biggest political issue that faces most companies at present is Brexit, this has had an effect on trading laws as well as employment laws, easyJet has already put in place contingency plans to counteract any issues that may arise however as this is an external environment easyJet cannot predict the exact outcome and therefore have to be able to evolve quickly to keep the company running smoothly having no effect for customers. Another political issue for easyJet is the Russian Ukrainian conflict this has affected many airlines that use Russian airspace they have had to reroute or cancel flights having longer journeys and higher pricing, using Russian airspace has not affected easyJet directly but this has increased the price of fuel and has impacted the profit margin for easyJet. Another impact that does affect easyJet but may not be seen immediately is the supply of titanium, as Ukraine and Russia are two of the main suppliers for titanium to Boeing and Airbus, Airbus being one of easyJet’s fleet suppliers this could prolong orders from being fulfilled in the long term, Airbus however have assured customers that they are protected in the short to medium term (GlobalData, 2022). 
[bookmark: _Toc121656413]Economical
The economy has become unstable with a recession predicted for 2023 (Beddoes, 2022) however this is not where the issues have started, the global Covid 19 pandemic affected the tourism industry greatly with travel being restricted and all airlines took a financial hit easyJet predicted a loss of £845 million this has been the company’s first ever loss in profits throughout its history (Rao, 2020), but have slowly started to see an increase in bookings in 2022, in 2021 passenger traffic for commercial airlines was at -61.2% this has now reduced to -17.3% for the year of 2022 (Statista, 2022), however as mentioned with the recession looming it could be seen that bookings may drop in the near future, as easyJet offer low cost flights the profit margin will become even narrower. The Russian Ukrainian conflict has also had an economic impact seeing the tourism and travel industry affected by it and where airlines now sit on the stock market easyJet has dropped by 9% as airline stock fall (Goncalves, 2022), as mentioned above easyJet regularly update their strategic management plan, with the new issues that have arisen from Russian Ukrainian crisis easyJet will have two address it and make changes to prevent this from having a major impact on the company.
[bookmark: _Toc121656414]Social
When researching easyJet you can see that some of their corporate social responsibilities include the gender pay gap, modern slavery and also net zero pathway. These are all connected to the social aspect of a pestel, in 2012 easyJet also formed a partnership with UNICEF this was for the change the world campaign allowing UNICEF to raise money for vital vaccinations of childhood illnesses (EasyJet, 2022). Corporate social responsibilities have become big part of any company as it allows a company to not only give back to the community but also gives a positive boost to any companies branding.
[bookmark: _Toc121656415]Technological
With advancements in technology occurring regularly easyJet has had to evolve and stay on trend to attract customers from rival competitors having online booking services and apps available to download to smart phones to allow early check-in is avoiding long queues is readily available with easyJet. In 2013 easyJet partnered with Airbus and Nicarnica aviation to run trials for the airborne volcanic object identifier and detector allowing for safe travel during volcanic ash cloud occurrences this was in response to the ash crisis of 2010 (EasyJet, 2022), the volcanic eruption of Grímsvötn and Eyjafjallajökull cost easyJet an estimated £50 million, this could be small-scale compared with what could happen with some of the volcanoes in the future with the volcano Katla overdue for an eruption, this is Iceland’s most active volcano and could erupt any day (Jones, 2011). EasyJet in 2014 announced it would use new technology that would allow virtual technology to identify any issues remotely reducing delays and service planes more efficiently, this was the first of its kind in the aviation industry.
[bookmark: _Toc121656416]Environmental
At present environmental issues are a hot topic throughout the world with the global climate change and the COP 27 conference just taken place (United Nations Climate Change, 2022) easyJet has to address these environmental issues, which are of great concern to any company however for an aviation company this is even more so, the amount of fuel used to operate a flights is substantial but not the only issue of the environmental impacts a company can have, easyJet have pledged to reduce carbon emissions by 78% by 2050, they are looking to achieve this by upgrading aircraft to be zero carbon emission aircraft, as well as using sustainable aviation fuel in the aircraft’s, easyJet are also looking at using airspace modernisation to reduce emissions by 10% by 2035. A partnership with Rolls-Royce is also looking to achieve a hydrogen propulsion system, as well as collaborations with other businesses allowing for hydrogen electric aircraft which could result in positive steps for future aviation (EasyJet, 2022).
[bookmark: _Toc121656417]Legal
EasyJet has had a few legal issues in the past one being some employees at the top of the company taking bribes from Airbus a company that supplies them with aircraft, to allow them to be the only suppliers to easyJet a deal that was to purchase 107 aircraft, it was said that this was purchased the company could not afford at the time and would put the airline in jeopardy (Young, 2020). They were also hit in 2020 by a cyber-attack this affected 9 million customers who had information stolen regarding credit cards, this was a negative hit to the company’s customer service and cost them loyal customers who would then use rival companies (Momin, 2021). Finally, the pandemic that closed most businesses and grounded planes has had an impact upon the company this closure was imposed by governments across the world and was out of the hands of easyJet (Itv News, 2020).
As it can be seen most of these issues that have arisen through the pestle have been out of the control of EasyJet’s management team, however their response to them is within their control, the response they give can either boost their image in the eyes of current and future customers or damage the reputation they have achieved throughout the years.
[bookmark: _Toc121656418]Porters 5 Forces
Porters five forces is another framework used within companies to analyse the five competitive forces that surround a company, they are the threat of new entrants, the bargaining power of suppliers, the bargaining power of the customer, and the threat of substitute products or services, as well as looking at the already established rivalry within the industry (Stead & Stead, 2017). As an aviation company easyJet has several competitors that they have to be aware of these include but not limited to Wizz air and Ryanair who both offer very similar service which is to get from A to B at a low cost to the consumer whilst retrieving a good return on investment for the company. 
If we break these five forces down and look at them each in depth we have already seen that the rivalry within the industry is strong with Wizz air branching out and having flights from Cardiff airport (Cardiff Airport, 2022), and Ryanair increasing their flights also from Cardiff (Barry, 2022), this could affect easyJet financially having rival companies offering a similar service will reduce easyJet’s profits. 
This leads on to the bargaining power of customers is with more options to choose from at a similar prices and service, customers have a higher bargaining power this could see easyJet having to reduce prices even further to retain and attract future customers, a consideration to help achieve customer increase at low cost could be to look at the customer service and offer a higher standard than their competitors the application of this has minimal cost to the company and so would not affect the overall return on investment. 
The bargaining power of suppliers is high, easyJet relies on different companies to supply them for all the different aspects of their business, there are two main suppliers of aircraft these are Airbus and Boeing however easyJet could negotiate a deal if they decide to buy more aircraft. If easyJet purchase all of their fuel from one company as it is the only company available, then that company has a very high bargaining power however if there is more than one fuel supplier they then have a low bargaining power, as easyJet has options on whom to use and what price to then pay, but fuel prices are set according to the oil supplier so this leaves very little room for negotiation. 
The threat of new entrants is low, the aviation industry within the UK is a possibility and would affect EasyJet however with EasyJet being a well-established brand within the UK any un-known airline that entered the market would have to build a customer base before it would have a high financial impact on easyJet even though this is the case they should not ignore the possibility of it happening (Learn English British Council, 2022). 
The threat of substitutes is low, the alternative or substitute of a flight would be another form of travel, whereas within a small country to travel by car, bus or train is a possibility consumers who prefer to arrive in the shortest time possible will always look at flying first, however for some the cost of flying could outweigh that of travel time.
[bookmark: _Toc121656419]Cultural Web
For a company to be at the top of its sector it will have to accept that we live in an ever-changing world with innovation at the forefront of the organisation, with technological advancements and consumers values all evolving it is imperative to stay on trend and except cultural change, if a company becomes stagnant it could lose its competitive edge and suffer great financial loss or possible closure (Hayes, 2022). There are several frameworks that can be used to analyse a company or organisation and its need for change, the researcher has decided to investigate the framework cultural Web, the cultural Web is a framework that looks at six different areas of an organisation’s culture which interlink with each other and surround the paradigm, this is an organisations core beliefs, this is not what is happening in an organisation or what could happen, this is what the organisation believes is happening, the six areas that then interlink with this are, stories, rituals and routines, symbols, organisational structure, control systems, and power structures. These areas will be analysed individually using three questions, firstly how a companies’ organisational culture is at present, then what the company would like those areas to be like in the future, and finally how the first two questions differ, how do they compare, if the first and second questions have the same answer then no change is required, however if they differ this is where the change needs to start to take place (Johnson, et al., 2012). 
When analysing EasyJet’s culture it can research what people who work within the company say about the organisation they work for, the answer to this query will give an idea on how the company is perceived this is when a company needs to decide if this is the reputation that you would like employees or customers to have about easyJet, does this reputation encourage people to use the company or find an alternative instead, this is known as the area called stories. Rituals and routines analyses what behaviour the company displays on a daily basis, this can give an idea of what management values. Symbols is the area that is visual this could be the easyJet logo which is recognisable throughout the UK and Europe easyJet have a strong logo which is visible on all of their planes the bright orange is encompassed within the uniforms that they wear. Organisational structure is an important part of easyJet it allows the company to run with order and direction, having structure allows delegation of work areas creating a harmonious flow, this leads to overall high-performance and morale of employees (Mullins, 1996). The control of systems of the company is how the organisation is controlled this includes financial, quality, and management this is from how much a customer is charged and how they pay, to how effective the leadership of easyJet is and what their customer care offers. Power structures include who has the real power within the organisation how they use it and how does that make the company look like from an outsider’s perspective, this area can tell you a lot about an organisation and the people that work within it. 

[bookmark: _Toc116564003][bookmark: _Toc121133175][bookmark: _Toc121656420]Conclusion
In conclusion we can see the EasyJet is a low-cost passenger airline that is based in the UK offering flights throughout Europe, they have succeeded to do this whilst continuing to grow for the past 27 years, EasyJet has a successful strategic management plan in place this is evident through the increase in revenue and their position within the aviation industry they offer a customer care service that is to a sufficient and to a good standard, it could be argued that this standard is higher as the researcher found different advice pages gave more positive reviews than others. During recent unforeseen external factors EasyJet has suffered in ratings and moved down in the worldwide ranking, however their financial position has increased slowly since the industry has emerged from the Covid 19 pandemic. EasyJet has the opportunity to continue to grow while people still have the desire to take a holiday or have to travel for business. With the recent Covid 19 pandemic and the tourism industry taking a significant hit the researcher noted that other airlines have gone into liquidation giving easyJet a wider scope of customer, and with a recession looming easyJet needs to continue to achieve high standards in their customer service avoiding cancellations and refunds as the year ahead could become unstable for the remaining airlines. The new technological advances the easyJet is making within the company could help to reduce wait times as well as keeping ahead of any environmental impacts such as ash clouds in the future, if easyJet continues to follow the path it is currently on there is no reason why it could not stay as one of the leading low-cost airlines in Europe.
[bookmark: _Toc116564004][bookmark: _Toc121133176][bookmark: _Toc121656421]Recommendations
Recommendations going forward will be specific, measurable, achievable, relevant, and time bound.
· Recruit more staff to cope with demand, to do this easyJet needs to offer good incentives to attract future employees to their airline as opposed to other airlines.
· Technological advances, easyJet needs to continue its path with the technological advances it has already made as we know that technology is continually being updated.
· Low-cost airline, easyJet could research the possibility of offering a first class flights in the future this could allow them to compete with more expensive airline market.
· Continue to invest in new locations, easyJet should continue to expand into new locations throughout Europe as well as globally, this could increase their yearly revenue.
· Research expanding into other forms of transportation, with such a recognisable bright orange logo this could be utilised for other forms of transport such as easy train, easy bus, or easy car.
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