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2. [bookmark: _Toc150113864]Introduction

[bookmark: _Toc149992586][bookmark: _Toc150113865]The airline industry is an established and highly competitive sector that consists of two primary categories of carriers. Legacy carriers, such as Lufthansa, Virgin Atlantic, and British Airways, have traditionally offered full-service flights. On the other hand, budget carriers such as Ryanair and EasyJet provide no-frills service. The UK's market deregulation, EU market liberalization, and open-sky agreements with other nations have all contributed to increased market opportunities and competition. As a result, national legacy carriers like British Airways have seen their market share decline due to increasing competition from a variety of market rivals and other market forces (Berechmann and Wit, 1996).
[bookmark: _Toc149992587][bookmark: _Toc150113866]The current structure of the airline industry has been shaped by significant market dynamics, most notably the emergence of low-cost budget carriers. With the introduction of a novel business model, these carriers have redefined the cost structures and operational strategies that were previously considered industry standards (Wild, 2014).
[bookmark: _Toc149992588][bookmark: _Toc150113867]In this essay, a strategic analysis of both British Airways and Emirates will be presented, with a focus on their competitive environments and the challenges they currently face. 
[bookmark: _Toc149992589][bookmark: _Toc150113868]This essay provides an overview of the company, British Airways and Emirates, and conducts both an internal and external environmental analysis of the company. The TOWS framework analysis was utilized to identify strategic options for the company, including market development and market diversification.














3. [bookmark: _Toc150113869]Company overview

3.1. [bookmark: _Toc150113870]British Airways

[bookmark: _Toc149992592][bookmark: _Toc150113871]As per British Airways (2017), it is a prominent UK-based international airline that boasts the largest fleet of aircraft operations in the country. The airline is well-known for its commitment to providing exceptional customer service, utilizing advanced business practices, and pioneering technologies that enhance the overall flight experience for its customers. For instance, LUXE (2017) mentions how British Airways is constantly exploring innovative solutions, such as happiness blankets that are enabled with fiber optic technology, to improve the quality of in-flight sleep experiences. The strategic approach of British Airways is identified as... Porter's (1980) framework for classifying competitive business strategies includes a differentiation strategy. This strategy aims to achieve superior performance over competitors by providing more value, quality, innovation, or uniqueness (Porter, 1980). British Airways, for example, uses a differentiation strategy that focuses on quality flight experiences and superior customer service (British Airways, 2017). Despite its efforts, the airline faces stiff competition from low-cost budget airlines that target a broader customer base, including those who could not afford air travel in the past due to economic recession (Frankel, 2004; Needle, 2010). Moreover, these budget airlines have expanded their services to include more comfort and efficiencies, catering to business class travelers and directly competing with British Airways. British Airways has had to reevaluate its tactics due to heightened market competition and the high cost base that comes with it, as well as the reduced profit margins in comparison to budget airlines. To adapt, the airline has begun offering reduced amenities and charging for baggage on select flight routes. Additionally, the airline has created new airways specifically tailored to a demographic of customers that were traditionally loyal to British Airways (Future Travel Experience, 2014; Denton, 2016).

3.2. [bookmark: _Toc150113872]Emirates

[bookmark: _Toc149992594][bookmark: _Toc150113873]Emirates Airline, a subsidiary of The Emirates Group, is a significant airline in the Middle East. According to The Emirates Story (2010), the company began operations with only two planes- the Boeing 737 and Airbus 300 B4, and its first flight took off from Dubai on October 25, 1985. Currently, Emirates Airlines operates a fleet of 137 aircraft and serves 60 countries globally. With this substantial fleet, the airline offers services to over 100 major cities worldwide and departs from Dubai, the largest emirate of UAE (United Arab Emirates), almost 700 times a week to different destinations on six continents. Every year, the company has achieved a minimum of 20% growth, and after its third year of operation, it has recorded an annual profit each year, as stated in The Emirates Story (2010). Emirates Group's Sky-Cargo division is responsible for cargo operations and offers comprehensive cargo solutions to over 100 destinations in 60 countries across six continents, according to the Emirates website. In 2008, Emirates Sky-Cargo expanded its operations and moved into a state-of-the-art Cargo Mega Terminal spanning 43,600 square meters. 
[bookmark: _Toc149992595][bookmark: _Toc150113874]Emirates rapidly expanded its fleet with 58 new aircraft, including a mix of Airbus and Boeing models. The airline has experienced significant growth and has carried a notably higher number of passengers. The Emirates Story (2010) reports that in 2007/2008, Emirates transported 21.2 million passengers and 1.3 million tonnes of cargo, cementing its status as one of the fastest-growing airlines in the industry.

4. [bookmark: _Toc150113875]TOWS Matrix

4.1. [bookmark: _Toc150113876]TOWS Matrix for British Airways

[bookmark: _Toc149992598][bookmark: _Toc150113877]British Airways uses the TOWS framework to create a variety of strategic options for its future endeavors, as outlined below. These options are divided into four categories: SO options, which entail utilizing the airline's strengths and opportunities to gain future advantages, ST options, which involve utilizing the airline's strengths to combat potential threats in its environment, WO options, which involve applying environmental opportunities to minimize the airline's weaknesses, and WT options, which entail reducing both weaknesses and threats.

	[bookmark: _Toc149992599][bookmark: _Toc150113878]Strengths:
· [bookmark: _Toc149992600][bookmark: _Toc150113879]Strong brand recognition
· [bookmark: _Toc149992601][bookmark: _Toc150113880]Strong alliances
· [bookmark: _Toc149992602][bookmark: _Toc150113881]Advanced technological resources
	[bookmark: _Toc149992603][bookmark: _Toc150113882]Weaknesses:
· [bookmark: _Toc149992604][bookmark: _Toc150113883]High operational costs due to large fleet;
· [bookmark: _Toc149992605][bookmark: _Toc150113884]Labor issues due to frequent strikes

	[bookmark: _Toc149992606][bookmark: _Toc150113885]Opportunities
[bookmark: _Toc149992607][bookmark: _Toc150113886]SO: Linking strengths with opportunities

[bookmark: _Toc149992608][bookmark: _Toc150113887]SO 1: BA could expand the market share in short-haul segment through code sharing collaborations with low cost airlines that are already operating on such routes.



	WO: Minimising weaknesses with opportunities

WO 1: Reach positive agreements over pilot and cabin crew remuneration to minimize profit loss and disruptions.



	[bookmark: _Toc149992609][bookmark: _Toc150113888]Threats
[bookmark: _Toc149992610][bookmark: _Toc150113889]ST Options: Minimising threats with strengths

	WT Options: minimizing weaknesses and threats.
WT 1: Expanding into alternate travel options, such as innovative virtual meeting options for corporate travelers, is a viable strategy that could be extended to business class clients.
The development of immersive digital worlds and computer-generated realities has birthed a new era of entertainment possibilities. These virtual reality environments provide an experience that is not only entertaining but also incredibly immersive.
Users are provided with the freedom to enjoy various events, ranging from parties to festivals, at any location of their preference.



4.2. [bookmark: _Toc150113890]TOWS Matrix for Emirates

	          
[bookmark: _Toc149992612][bookmark: _Toc150113891]          Internal factors



[bookmark: _Toc149992613][bookmark: _Toc150113892]External
[bookmark: _Toc149992614][bookmark: _Toc150113893]factors

	Strengths (S)
1. Diverse workforce
2. Exploitation and access to latest technology
3. Financially stable as owned by state government
4. Strong partnership with Airbus
	Weaknesses (W)
1. Dependence on foreign labor due to geopolitical factors
2. Difficulty to penetrate the US market
3. Rely heavily on onward moving traffic on international level


	

[bookmark: _Toc149992615][bookmark: _Toc150113894]Opportunities
1. [bookmark: _Toc149992616][bookmark: _Toc150113895]Flawless MIS system can control flow of information and reduce cost of inventory.
2. [bookmark: _Toc149992617][bookmark: _Toc150113896]Marketing and sales department can be more accurate in forecasting sales with the latest MIS system
3. [bookmark: _Toc149992618][bookmark: _Toc150113897]Human resource MIS on managing employees
	[bookmark: _Toc149992619][bookmark: _Toc150113898]SO Strategies
[bookmark: _Toc149992620][bookmark: _Toc150113899]Use of internal strengths to benefit the external opportunities
	[bookmark: _Toc149992621][bookmark: _Toc150113900]WO Strategies
[bookmark: _Toc149992622][bookmark: _Toc150113901]Use of external opportunities to overcome the internal weaknesses

	
	1. Emirate signed an agreement with Airbus to implement AMI service
2. Automated inventory management to reduce the holding cost
3. Use of GDS system to increase sales
	1. An updated MIS can mitigate issues related to labor
2. Code sharing flights with US carriers to enter the US market


	

[bookmark: _Toc149992623][bookmark: _Toc150113902]Threats
1. [bookmark: _Toc149992624][bookmark: _Toc150113903]Security threat-all data is on the network, passenger information could be compromised.
2. [bookmark: _Toc149992625][bookmark: _Toc150113904]MIS is nothing without human wisdom and proper design


	[bookmark: _Toc149992626][bookmark: _Toc150113905]ST Strategies
[bookmark: _Toc149992627][bookmark: _Toc150113906]Use of internal strengths to avoid or reduce external threats.
	[bookmark: _Toc149992628][bookmark: _Toc150113907]WT Strategies
[bookmark: _Toc149992629][bookmark: _Toc150113908]Strategies to minimize internal weaknesses and possibly reduce external threats.

	
	1. As Emirates is financially sound, it should invest on state of the art cybersecurity systems.
2. Since diversity is the main strength at Emirates, it can be used to mitigate an underperforming MIS system.
	1. Form a partnership with regional players to beat competition
2. Adoption of technology to streamline operations







5. [bookmark: _Toc150113909]Knowledge Management

5.1. [bookmark: _Toc150113910]Knowledge management at British Airways

[bookmark: _Toc149992632][bookmark: _Toc150113911]Following the events of 2001, the company found itself faced with long-standing concerns and the need to develop viable solutions for the future. In response, the chief economist at BA recommended the implementation of scenario planning, utilizing the rich picture technique, and handpicking eight experts from the company's workforce to form a special 'Halo Group.' After conducting interviews with forty different managers, the experts identified and grouped the three most critical sets of issues: primary uncertainties, predetermined elements, and driving forces. This process ultimately gave rise to the 'Official Future' plan, which outlined the perspectives of BA for the foreseeable future (Needle, 2010).
[bookmark: _Toc149992633][bookmark: _Toc150113912]In the late 1990s, experts focused on predicting future events and outcomes for the upcoming decade (Ringland, 1998). Two techniques were utilized for this task: story writing and rich pictures. Story writing is a technique that is effective in transmitting values and norms within an organization, building trust, sharing tacit knowledge, and fostering emotional connections (Sole and Wilson, 2002). Sharing stories allows for the transfer of tacit knowledge and facilitates innovation, using a more humane approach to knowledge and emotion sharing. While academic literature has primarily focused on the use of traditional storytelling techniques like written reports and learning stories, a new method of storytelling has been identified: group storytelling. This technique involves a group of individuals creating stories together by simultaneously adding their own stories based on their experiences (Perret, Borges and Santoro, 2004). In this case, two stories were produced by experts at BA and approved by the Chief Economist, with a focus on company development and governance. Numerical data on passenger numbers, economic growth, and aircraft-related data were analyzed and used to create future models, which were then compiled into a stories booklet (Ringland, 1998).
[bookmark: _Toc149992634][bookmark: _Toc150113913]The technical team generated a report using a narrative method, which was based on a scenario in which the pilot in charge assumed that clearance for takeoff had been granted. Unfortunately, the non-handling pilot realized too late that the aircraft had already passed the holding point. This incident was a singular occurrence, and none of the crew had ever encountered a similar situation. According to Duke's (2001) analysis, sharing personal experiences through uncomplicated stories can help pilots better handle complex situations, as demonstrated in the Flywise publication.
[bookmark: _Toc149992635][bookmark: _Toc150113914]To construct detailed representations of those narratives, the rich picture technique was employed. The rich picture approach is a visual method that portrays the connections between different topics, and is utilized for the purposes of conveying, recording (Doganis, 2006).
[bookmark: _Toc149992636][bookmark: _Toc150113915]To convey information, one effective method is through the use of a rich picture. This tool serves to illustrate the perceptions of the main stakeholders involved in a particular issue. It is important to note that this process requires a thorough understanding of the problem at hand.
[bookmark: _Toc149992637][bookmark: _Toc150113916]Effective collaboration with stakeholders is crucial for success. The rich picture technique is an uncomplicated yet flexible method of representing knowledge, as noted by Monk and Howard (1998). BA has developed various models, one of which is the Driving Forces scenario. This model portrays the potential changes that could impact the airline industry in the future.
[bookmark: _Toc149992638][bookmark: _Toc150113917]The Governance and Growth scenario described by Ringland (1988:265) presents a unique situation where a new generation of leaders emerges, situated between two distinct scenarios: 'wild gardens' and 'new structures'. The rich picture technique was employed in the latter scenario to provide a visual representation. The picture featured a snake with two heads, with one head representing the 'wild gardens' scenario where international integration has impeded the development of new governance structures. The other head symbolized the 'new structures' scenario, where shared values enable growth in a predictable and controllable manner (Ringland, 1998).
[bookmark: _Toc149992639][bookmark: _Toc150113918]Business strategies within BA were constructed and conveyed through rich picture and storytelling techniques, with the ultimate aim of achieving customer satisfaction. To better understand its customers, BA initially managed their database by recording all passenger interactions. Prior to this, customer data was stored in separate databases operated by Oracle, Teradata, and IBM, and processed in different outsourced centers with varying computer platforms. However, due to a 50% increase in customer data, BA implemented the 'Ocean Wave' scheme, which consolidated all data into a single database and established a data warehouse powered by Teradata (Topham, 2019). This new approach allowed BA to gather data from various departments and use it for global marketing and customer communications. As a result, BA was able to save one billion pounds in 2000. Additionally, BA created the 'Know me' loyalty program to collect information on online behavior and purchasing habits. With the assistance of software developed by Opera Solutions, British Airways was able to implement a new program aimed at offering loyal customers compensation in the event of service disruptions such as lost baggage or missed flights. Prior to the introduction of the "Know Me" program, it took approximately nine months to analyze the necessary data. However, thanks to the Opera Solutions software, this process was reduced to a mere three weeks. In furtherance of this initiative, British Airways has now provided their flight attendants with iPads containing essential information about all passengers, including their seating preferences, frequent flyer status, complaints, and other relevant details.
[bookmark: _Toc149992640][bookmark: _Toc150113919]In British Airways, the final yet crucial component of Knowledge Management (KM) is operational research. This is the implementation of sophisticated analytical methods to tackle intricate issues such as inefficient allocation of limited resources or unfavorable outcomes of certain operations. Mathematical models, comprising objective functions aligned with organizational objectives, are utilized as analytical tools. Soft operational research methods are employed by BA, making it imperative to comprehend its definition (Borko, 2018).
[bookmark: _Toc149992641][bookmark: _Toc150113920]The main objective of research is to create a framework that enables researchers to effectively tackle complex problems. This involves the identification of pertinent information and knowledge that can be structured for this purpose. (Yeoman, Sparrow and McGunnigle, 2000)
[bookmark: _Toc149992643][bookmark: _Toc150113922]Initially, the experts were faced with the task of comprehending the type of knowledge that the company was utilizing and the methods employed to access it (Yeoman, Sparrow and McGunnigle, 2000). To achieve this, they evaluated the intangible aspects of the company's operations.
[bookmark: _Toc149992644][bookmark: _Toc150113923]Through research procedures, experts have discovered that the primary method of sharing knowledge during this time was accomplished through informal negotiations, as well as the art of persuasion and language. This conclusion was reached by Yeoman, Sparrow, and McGunnigle in 2000. The research conducted in BA also supports this finding.
[bookmark: _Toc149992645][bookmark: _Toc150113924]The company's utilization of soft operational research has been demonstrated to develop structural models that effectively address the problem at hand. This methodology streamlines communication within the project and promotes constructive discourse between the consultant and the customer. Additionally, it serves to simplify the problem-solving process (Caswell, 2018).
[bookmark: _Toc149992646][bookmark: _Toc150113925]The methodology of soft operational research that is primarily employed in British Airways is referred to as cognitive mapping. Cognitive mapping is a technique used to comprehend the cognitive process; it elucidates how individuals perceive space and how these perceptions manifest and are utilized in their spatial actions (Kitchin and Freundschuh, 2000). BA uses mind-mapping to communicate problems to their clients, as it is an unstructured and user-friendly tool that combines "semantic understanding and episodic memories as types of mental material" (Yeoman, Sparrow and McGunnigle, 2000:134). Along with cognitive mapping, British Airways also employs several other soft operational research methods, including association tools, idea generation, and creativity (Yeoman, Sparrow and McGunnigle, 2000). These techniques are less common but are still utilized by the company (Yeoman, Sparrow and McGunnigle, 2000).

5.2. [bookmark: _Toc150113926]Knowledge management at Emirates

[bookmark: _Toc149992648][bookmark: _Toc150113927]Every organization is comprised of four different levels of management. These levels, including strategic, tactical, knowledge, and operational, are responsible for making plans and decisions that guide the organization. This section will examine the nature of decisions made at each of these levels and provide an overview of the information systems utilized by managers to make informed decisions that align with the organization's goals.
[bookmark: _Toc149992649][bookmark: _Toc150113928]At the strategic level, it is imperative for senior managers to hone their abilities in making optimal decisions. Such decisions often pertain to the overall direction and long-term goals of the organization. While these decisions may lack a clear structure, their impact on the future of the organization could be substantial (Williamson et al, 2004).
[bookmark: _Toc149992650][bookmark: _Toc150113929]At the strategic level, decisions are made to plan for long-term gains, which is a primary objective of Emirates. Such decisions may necessitate that managers augment their flight schedules with new destinations.
[bookmark: _Toc149992651][bookmark: _Toc150113930]When making decisions regarding the acquisition of new assets in Emirates, the decision to purchase a new Airbus 380 aircraft must be considered carefully. This is a strategic move that requires managers to evaluate whether or not it will be advantageous for the company in the long run.
[bookmark: _Toc149992652][bookmark: _Toc150113931]Strategic decisions are often bolstered by the decisions made at the tactical level. These decisions usually have moderate significance and consequences and fall within a medium range. To make tactical decisions, data from summaries of routine transactions, like sales orders from the next level or classification, is usually consulted.
[bookmark: _Toc149992653][bookmark: _Toc150113932]In Emirates, a key strategic objective is to boost the annual earnings. Consequently, middle-level managers make tactical decisions on how to utilize the middle process to achieve this goal. The information utilized to support such decisions is typically obtained from condensed overviews of regular transactions, such as sales orders from the next level or categorization.
[bookmark: _Toc149992654][bookmark: _Toc150113933]Two crucial information systems that facilitate movement level are the Management Information System (MIS) and the Decision-support System (DSS). Primarily, the MIS deals with information that stems from internal sources, and it typically obtains data from the Transaction Processing Systems, summarizing it into a sequence of managerial reports.
[bookmark: _Toc149992655][bookmark: _Toc150113934]This particular system, known as the Budgeting System, is used to craft brief financial plans and serves as a prime example of such a system. The system in question is responsible for generating all annual reports for the Emirate, and these reports will subsequently be utilized by middle management.
[bookmark: _Toc149992656][bookmark: _Toc150113935]Emirates employs a Pricing Analysis System that serves the purpose of calculating ticket prices and promotional offers.
[bookmark: _Toc149992657][bookmark: _Toc150113936]A crucial system for aiding management in decision-making amidst uncertain outcomes is the Decision-Support System (DSS). This system facilitates the collection of relevant information, the analysis of options and alternatives, and the creation of "what-if" models through spreadsheets and databases. Ultimately, the DSS offers guidance to managers in selecting the optimal decision.
[bookmark: _Toc149992658][bookmark: _Toc150113937]The utilization of Knowledge Management systems is primarily focused on the management of knowledge. These systems are designed with the purpose of gathering documents containing embedded knowledge, such as articles, memos, reports, and presentations, and storing them within a centralized repository, thereby facilitating effortless retrieval. One such example of a Knowledge Management system is the Competitive Intelligent System, which operates according to a comprehensive business model that identifies the information that it should collect (Kock, McQueen and Corner, 1997).
[bookmark: _Toc149992659][bookmark: _Toc150113938]The Market Analysis System is a set of tools designed to analyze financial markets using technical analysis.

6. [bookmark: _Toc150113939]Recommendations

[bookmark: _Toc149992661][bookmark: _Toc150113940]Even though BA currently possesses an efficient knowledge management system, there is room for improvement, particularly in the domain of customer knowledge. Taking into consideration knowledge management practices of other airline companies, BA could further refine their approach. Despite the fact that BA conducts customer surveys, there are...
[bookmark: _Toc149992662][bookmark: _Toc150113941]To potentially expand their comprehension of their clientele, BA could implement various bonus structures. One approach could involve the establishment of a rewards system for employees who exhibit the greatest degree of participation in the communication applications utilized by the organization.
[bookmark: _Toc149992663][bookmark: _Toc150113942]One potential strategy for improvement that could be adopted by other companies is the approach used by Singapore Airlines. This approach involves utilizing "bottom-up knowledge processes" (Goh, 2007:348) to gather insights and ideas from non-managerial staff. The company has implemented a program called Staff Ideas Action, which enables frontline employees to share their perspectives and suggestions on how to enhance the quality of customer service.
[bookmark: _Toc149992664][bookmark: _Toc150113943]Emirates Airlines' strategic management is advised to prioritize the diversity of their stakeholders, particularly their customers. This is because diversification management systems are integral in providing top-notch services and products to clients, thanks to the dedication and enthusiasm of their trained staff and employees. To continue building on their successes, the strategic management should guide Emirates using motivation theory and address the challenges and opportunities that arise in the market environment, as they have done in the past decade (Quintas, Lefrere and Jones, 1997).





















7. [bookmark: _Toc150113944]Conclusion

BA has developed a successful range of knowledge management initiatives to improve customer service, strategic planning, operational research, and internal communication. After studying the application of KM at BA, several conclusions can be drawn. Firstly, the company places more importance on internal communication and motivates employees to share their knowledge through various channels such as business fairs, corporate television, and newspapers. Moreover, modern technologies are heavily utilized in BA to accelerate technical control and build customer knowledge through the use of software. Another strength of KM at BA is the flexibility of its initiatives.
In conclusion, this report has successfully assessed various components of the Management Information Systems employed by Emirates Airlines. The evaluation has covered areas such as cyber security, an Agile MIS infrastructure, information systems utilized across various management levels, a social media strategy, the Shared Services Project, the creation of additional revenue streams, data analytics, and cultural usability. While there were some setbacks and complications with the airline's Management Information Systems, the investigators have proposed solutions based on a TOWS Analysis.
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