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[bookmark: _Toc234677613]1. Introduction
Organisational culture is the extent of shared values, belief system and behavioural attributes that shapes the interactions process and decision-making practices integrated within an organisation. According to Mullins and Christy (2016), the conditions related to globalisation increased the complexity in managing organisational culture due to the requirement of managing diverse groups with different nationalities and cultural considerations. This report is going to indulge in the specific routines and approaches taken by an international organisation to ensure that equal opportunities and fair treatment are present across its operations. The report will provide specific instances and theoretical justifications behind any actions taken by the chosen organisation to ensure cultural diversity remains consistent across its operations. 
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[bookmark: _qysjybvkdoch][bookmark: _Toc234677614]2. Background of the organisation
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Figure 1: Key brands associated with British Airways
(Source: Ba, 2022)
British Airways is the leading UK based airline who has represented the airline industry of the UK for over hundred years. British Airways began operations in 1974 through the merger of two major corporations such as British Overseas Airways Corporation (BOAC) and British European Airways (BEA). British Airways has nearly 570 aircraft under its disposal that provide services around 250 destinations and the organisation includes 66,000 talented colleagues in its global operations (Ba, 2022). The key subsidiaries of British Airways include BA Cityflyer, BA Euroflyer, British Airways Holidays, CallBA, and Gatwick Ground Services (CGS). The key services offered by British Airways include passenger flight services, cabin classes, airport lounges, cargos and logistics services. 
[bookmark: _oamp2y1qb5ef][bookmark: _Toc234677615]3. Critical evaluation about the influence of organisational culture on the structure and decision-making process of the organisation 
The influence of organisational culture on organisational structure
The cultural identity of an organisation has a significant impact on the communication and organisational relationship. Organisational culture determines the ways and the procedure individuals are going to follow to ensure knowledge transfer and information exchange within the organisation (Alvesson and Sveningsson, 2024). The cultural context determines the ways leaders and managers make themselves available to the subordinate level, which is the actual process of developing organisational structure. Therefore, organisational culture has both direct and indirect relationship with the development and execution of an organisational structure. The present scenario of organisational structure visible within British Airways demonstrates the combined integration of hierarchical and matrix organisational structures. 
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Figure 2: British Airways top management 
(Source: BA Leadership, 2026)
The hierarchical or process driven organisational structure exhibits a static chain of command that encompasses clean segregation with significantly standardised operational procedures (Baumann and Wu, 2023). The decisions making proceedings within the hierarchical structure undergo a top-down approach where a top-level management provides the directions and the bottom level has to execute it. The top-level management of British Airways consists of the CEO, the executive management board and the departmental directors. However, the present organisational structure demonstrates an attempt to; significantly reduce the organisational structure to pursue faster communication, which demonstrates the influence of maintaining cultural stability. 
The matrix organisational culture provides the opportunity for combining the conventional hierarchical system into a flexible structure and cross-functional operations (Williams, 2022). The organisational hierarchy within the matrix culture spreads the responsibility among departmental differences within specific operations. Therefore, workers have to report to separate managers appointed by the top management. The influence of a proactive and inclusive culture is present within this approach where the organisation ensures that every worker gets to state their opinion or considerations to the top management through the middle management. The organisational structure of the lower and middle tier operations within British Airways represents the combined application of matrix group and functional hierarchy. The matrix or task groups associated with the BA operations represent different projects run by the company. The influence of task-based culture is visible through this action where it motivates employees to take autonomous decisions in order to achieve excellence in different operations. 
The influence on organisational culture on organisational decision-making procedures
The influence of organisational culture on organizational decisions is visible through the ways decisions communicated and applied according to the preferences of the hierarchy. There are supportive actions visible within the context of command style decisions proactively found within the decision making process of British Airways. Cultural norms within the company ensure the ways of information, allocation of employee autonomy and efficiency in finalisation procedures. One of the key decision-making processes included within the BA operations involves command style decision making. Command style or autocratic decisions are effective measures selected by top management and the subordinates have to follow them without any question (Zhang, 2024). For instance, the in-flight operations at British Airways follow strict measures for ensuring captain’s authority without any negotiation. On the other hand, participatory decision-making is also visible through the commercial services provided by British Airways where the front line staff and cabin crews get the chance to make immediate decisions to ensure customer satisfaction remains consistent. 
[bookmark: _jpkwphnnfd51][bookmark: _Toc234677616]4. Analysis of the identification process of organisational culture within the organisation and determination of the existing culture using different frameworks
Hofstede Model
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Figure 3: Country comparison using Hofstede's cross cultural dimensions tool
(Source: Hofstede, 2025) 


The cross-cultural dimensions theory offers a constructive framework to quantify and set contrast between the cross-cultural magnitudes across different societies. The six specific dimensions mentioned within the framework include power distance, individualism, masculinity, uncertainty avoidance, long-term orientation, and indulgence. According to Hofstede, (2025), power distance within a culture demonstrates that the society must accept the inequivalent distribution of power. The parameter of power distance determines the scope of independent workers to access the audience of top management within an organisational dimension. The figure above indicates the key cross-cultural differences in three specific regions of operations for British Airways such as the UK, the USA, and Japan. Each country mentioned here consists of base operations of British Airways, while the UK being the home of operations of the company. The power distance comparison shows similarity in the UK and USA while Japan has the highest power distance. Therefore, British Airways maintains a stricter hierarchy in its Japanese operations to meet the cultural preferences of the local workers. Subsequently, Japan has the lowest level of individualism compared to both the UK and USA. Therefore, British Airways maintains a flexible culture and decision making in the UK and USA, where frontline operators have more independence in making on-sport decisions. On the contrary, Japanese culture demands unit-based commands and prefers collective recognition (Bali, 2023). Moreover, Japanese culture has significant differences in masculinity, uncertainty avoidance, and long-term orientation. 
Long-term orientation signifies the projection within organisational planning that is set for securing long-term objectives (Chun et al., 2021). Japanese culture demands long-term vision, which involves a set of extensive projects and activities. On the other hand, the British and American culture demands quicker resolution to the marketing needs. The dimensions of indulgence have specific association with the cultural norms established within an organization. According to the comparison, Japan has a unique preference for ensuring strict norms within its cultural context. On the other hand, UK and USA culture demands free speech, expression, and enjoyment of life. These differences establish significant ground to establish cross-cultural management for British Airways with specific applications in communication and engagement attributes. 


Scientific Management Theory (Development of management and organisational behaviour)
Scientific management or Taylorism primarily highlights the procedures of organisational routine through task standardisation, segregation of the workforce and efficiency. Task standardisation refers to the concept of effectively allocating tasks to each unit available under the management. British Airways have a visible task standardisation approach in its ground operations such as baggage handling, check-ins, and security clearances. On the other hand, the core operational proceeding of the airport and in-flight operations at British Airways involves a strict chain of command to ensure the flow of information remains within a consistent pathway, which represents segregation of workforce. The workforce efficiency within Taylorism represents the focus on achieving targets through minimising waste generation (Börnfelt, 2023). This waste represents resources applicable to each operation executed within the organisation. BA ensures continuous evaluation of the workflow is present so that the company can find suitable alternatives that minimises operational cost, which also represents the culture of achieving a sustainable operation. 
Action theory
The action theory combines the combined approach of action, contingency and systems to assess organisational behaviour. The three principles of action theory include meaning action, identification of meanings through assessing actions and power of action to change the meanings (Holahan and Lubell, 2022). The critical actions convenient for the successful cultural implementation at a large organisation as if BA requires substantial planning and implementation of specific actions that meets both internal and external prerequisites of the operations. The operational proceedings within British Airways represent the application of normative, value-driven, and meaningful actions. The normative actions are the key operations within the company that need absolute measurement to avoid any delay or disruption of services. The value-based actions are visible in the passenger services and digital transformation established by British Airways. Subsequently, the meaningful actions are the corporate culture associated with BA that has evolved over the years to ensure employee empowerment and direct communication. 
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Figure 4: Key values integrated within British Airways culture
(Source: Our Culture at BA, 2026)
The organisational culture established at present within BA depicts the long-term evolution of the cultural conditions based on the influence of internal and external conditions. The external environment refers to the key elements surrounding the business operations that have direct impact on the organisational progress without any link to its operations (Purwanti, Judijanto, and Thalib, 2023). The external environment of British Airways mainly consists of its customers, regulatory boards, economic conditions and its competitors. British Airways is operational in highly dynamic market conditions with shifting customer preferences and rising demand for sustainable operations. Therefore, cultural dimensions have to play a significant role for BA to ensure that it adapts to the contemporary demands of the market conditions. For instance, continuous training and development adopted by BA ensures better exposure to its workforce, which is necessary to extend the capacity of individual workers to improve sustainable actions and customer-centricity.  
The figure above represents the core principles embedded within the organisational principles of British Airways. The commitment made by the organisation represents effective interaction between customers, empowering the employees to make decisions and representation of values behavioural actions. The primary activity of organisational culture at British Airways represents the ability of developing a sense of representation in front of customers. Historically, British Airways applied a “people first” approach in its different levels of services. 

[bookmark: _ubcx6m5rahla][bookmark: _Toc234677618]6. Critical assessment of influence of organisational culture as a barrier or an enabler to ensure effective organisational functioning with justification
Influence of culture as an enabler
The organisational culture within a business represents the ways in which the management wants the workforce to be functional and has significant contribution towards organisational goals. Therefore, cultural contribution towards organisational success is a major consideration in large organisations whose priority is to ensure effective synchronization across the functions (Cherian et al., 2021). British Airways navigate through a customer-centric and a collaborative environment, which acts as the key enabler to the organisational functions. The human resources and operations within British Airways witnessed significant investment to ensure employee empowerment, continuous learning, and securing internal mobility. The BA culture can attract and retain key talents through its valuation towards inclusivity and excellence. On the other hand, the customer-centricity established within the organisational culture of British Airways sets the rule for the workers to value the customers in every aspect. This action ensures that British Airways can sustain customer satisfaction. The action ensures that British Airways secure sustainable demand across its global operations. 
Influence of the culture as a barrier
The cultural influence of British Airways shows significant dependence on a strict hierarchy and consistent changes regarding its business models. The lack of agility within organisational structure often results in inaccessibility to take business decisions that has instant impact on organisational performance (Ramos, Patrucco, and Chavez, 2023). British Airways is often unable to establish fluency to ensure it can withstand higher and distinguished demand of the customers. British Airways faced significant criticism in terms of its customer satisfaction rate with only 62% of customer satisfaction and the highest rate of “last minute cancellations” (Harding, 2025). Therefore, the low customer satisfaction indicates that British Airways is unable to pursue its customers from its competitors, which signifies the requirement of immediate agility in its cultural specifications.

[bookmark: _uv0s9ixdqk5d][bookmark: _Toc234677619]7. Evaluation of the impact of organisational culture on the performance 
	Area of impact
	Influence of culture on performance

	Operations: Safety and regulatory compliance
	The procedure driven organisational structure in relation to the hierarchical culture established within the company. The key regulatory demands applicable from the BA operations include CAA oversight, flight time limitations, consumer safety, accessibility, international compliance, health, and safety (Cheng and Shyur, 2025). The secured passage of information flow ensures that BA maintains exceptional safety and regulatory compliance, which protects the brand image. 

	Workforce management 
	The external economic conditions in the global scale often influence cost-cutting initiatives within BA, which becomes the key source of conflict between management and workforce. Therefore, robust communication and engagement tactics integrated within the culture of BA offers significant solutions in the conflict management or resolving any issues that have regular occurrence. 

	Employee Alignment with commercial drive
	The competitive and market driven mind-set established within British Airways organisational culture promotes efficiency within the workers. However, the practice requires accurate changes and strategic vision to ensure that employees can align their individual interests with the organisational goals. The company provides regular training and development opportunities for its workforce to maintain the required quality across all departments. The culture of continuous learning ensures that the workforce becomes adaptable to the changing environment of the business (Armanious and Padgett, 2021). A similar impact is visible through the digital transformation that took place at British Airways where the organisation successfully implemented technology-based customer services and the workforce has adequate contribution in its successful implementation. 




	Brand perception in front of customers
	The people first approach integrated within the cultural specifications of British Airways enables systematic improvement of workforce quality. The organisational culture of British Airways ensures that a collaborative culture is consistent to ensure successful utilisation of resources, which meets the diversified consumer demands. 



[bookmark: _42cqljjywnfr][bookmark: _Toc234677620]8. Theory informed evidence-based recommendations for improving organisational conditions
Enterprise Social Network (ESN)
British Airways should apply an enterprise social network as the specific management information system to promote the organisational culture. The ESN would help the company to transform its cultural conditions by democratising communication, improvement of transparency and breaking down barriers created by traditional approaches. 
Theoretical alignment
The key theoretical alignment with this approach would be the technology affordance theory. The technology affordance theory depicts the potential actions through technological actions that influence organisational discipline. The integration of ESN as the suitable management information system would increase visibility, persistence, and association among employees. This management information system would bring clarity among employees regarding the present practices observed by most creative and innovative people working around the departments of British Airways. This visibility would ensure that the culture of learning and knowledge sharing remains consistent. The persistence in interaction among workers would become a credible source for finding efficient routines for organisational operations. The opportunity for association within the ESN system will enhance employee satisfaction by increasing social interaction and internal co-ordination between the workers. The bottom line of this action will be to reduce internal gaps between workers so that they can leverage any opportunities foreseen in the BA workplace in the future.  
Objective
The primary goal of this integration would be to break down the strict hierarchical systems in existing BA where it is unnecessary and improve knowledge-sharing capacity of the workforce. 


Goal: To secure customer satisfaction rate up to 75% from 62% in next 12 months
Tools
Social collaboration and ideation platforms
British Airways should opt for different social collaboration and ideation platforms that are applicable for corporate integration. Essential tools such as Yammer or Slack can be applicable if British Airways wants its ENS system to be informal. The option would also provide cross-departmental dialogue, which would be essential for British Airways to improve its cross-functional discipline. For instance, the ground operations could share their thoughts on the external pressure of customer demand and how they are handling, which would be effective knowledge for cabin crew to be ready and deliver according to the requirements. The tools recommended here will ensure that a transparent and inclusive culture remains consistent within British Airways. 
Integration process
The integration procedure would need connection with the existing tools that are already in use in the BA workplace such as Google workspaces or its internal management information system. This action would allow prevention of context switching and let the organisation maintain its workforce. BA would need to establish a set of guidelines in form of “rule of engagement,” which will ensure that the interaction took place if the new management adheres to the principle of professionalism. 
Rollout and Adoption
The rollout and adoption will require a pilot program where British Airways would choose a group of workers who are more interested in using technologies. They would get evidence-based feedback, which will future improve the integration project. The organisation would be required to promote the platform into those sections that have higher chances of conflict due to lack of information and knowledge sharing. 
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[bookmark: _Toc234677621]9. Conclusion 
This report evaluates the essential contribution of the workplace culture in shaping up the organisational approach in an organisation that requires maintaining cultural harmony across multiple regions in the world. British Airways persists of combined cultural modifications and the majority of its activities are the result of the customer-oriented approach taken by the business to shape up the workplace conditions. The findings within this report state that British Airways have integrated a cross-dimensional approach of cultural management with key efforts such as the environment of knowledge sharing and taking people first approach. The recommendations produced in this report consider programmed integration of one of the most popular management information systems that disrupts the challenges of traditional organisational communication to promote knowledge sharing and make the workforce ready to meet diverse requirements of the target customers of British Airways. 

[bookmark: _uyazruet0qer][bookmark: _Toc234677622]Reference List
Alvesson, M. and Sveningsson, S., (2024) Changing organizational culture: Cultural change work in progress. Routledge.
Armanious, M. and Padgett, J.D., (2021) ‘Agile learning strategies to compete in an uncertain business environment,’ Journal of Workplace Learning, 33(8), pp.635-647. Available at:https://www.emerald.com/insight/content/doi/10.1108/JWL-11-2020-0181/full/pdf
BA Leadership (2026) British Airways | BA Leadership. [Online] Britishairways.com. Available at: https://mediacentre.britishairways.com/factsheets/management_committee (Accessed: 11 July 2026).
Ba. (2022) Our Brands. [Online] Available at: https://careers.ba.com/our-brands (Accessed: 11 July 2026).
Bali, N., (2023) The Winning Culture: Lessons from the Indian Army to Transform Your Business. Pan Macmillan.
Baumann, O. and Wu, B., (2023) ‘Managerial hierarchy in AI-driven organizations,’ Journal of Organization Design, 12(1), pp.1-5. Available at:https://link.springer.com/article/10.1007/s41469-023-00147-9
Börnfelt, P.O., (2023) Taylorism and Fordism. In Work Organisation in Practice: From Taylorism to Sustainable Work Organisations. Cham: Springer Nature Switzerland.
Cheng, C.B. and Shyur, H.J., (2025) Introduction to flight safety. In Flight Safety Management: Quantitative and AI Approaches. Singapore: Springer Nature Singapore.
Cherian, J., Gaikar, V., Paul, R. and Pech, R., (2021) ‘Corporate culture and its impact on employees’ attitude, performance, productivity, and behavior: An investigative analysis from selected organizations of the United Arab Emirates (UAE),’ Journal of Open Innovation: Technology, Market, and Complexity, 7(1), p.45. Available at:https://www.mdpi.com/2199-8531/7/1/45
Chun, D., Zhang, Z., Cohen, E., Florea, L. and Genc, O.F., (2021) ‘Long-term orientation and the passage of time: is it time to revisit Hofstede’s cultural dimensions?,’ International Journal of Cross Cultural Management, 21(2), pp.353-371. Available at: https://journals.sagepub.com/doi/abs/10.1177/14705958211026342
Harding, N. (2025). Jet2 tops Which? survey while British Airways hits the bottom. [nline] UK Aviation News. Available at: https://ukaviation.aero/jet2-tops-which-survey-while-british-airways-hits-the-bottom/#google_vignette (Accessed: 10 July 2026).
Hofstede, G. (2025) Country Comparison Bar Charts - Geert Hofstede. [Online] Available at: https://geerthofstede.com/country-comparison-bar-charts/ (Accessed: 11 July 2026).
Holahan, R. and Lubell, M., (2022) Collective action theory. In Handbook on theories of governance. Edward Elgar Publishing.
Mullins, L. and Christy, G. (2016) Management and Organisational Behaviour (11th ed.). Pearson Education Limited.
Our Culture at BA. (2026) Our Culture. [Online] Available at: https://careers.ba.com/our-culture (Accessed: 9 July 2026).
Purwanti, A., Judijanto, L. and Thalib, N., (2023) ‘The influence of the external environment on business strategy planning and implementation,’ West Science Journal Economic and Entrepreneurship, 1(02), pp.42-49. Available at:https://www.academia.edu/download/122648944/315.pdf
Ramos, E., Patrucco, A.S. and Chavez, M., (2023) ‘Dynamic capabilities in the “new normal”: a study of organizational flexibility, integration and agility in the Peruvian coffee supply chain,’ Supply Chain Management: An International Journal, 28(1), pp.55-73. Available at: https://www.emerald.com/scm/article/28/1/55/455570
Williams, P., (2022) Organisational culture: definitions, distinctions and functions. In Handbook of research methods for organisational culture. Edward Elgar Publishing.
Zhang, Y., (2024) ‘Cultivating a culture of innovation: The impact of leadership style on employee well-being and organizational creativity,’ International Journal of Global Economics and Management, 2(1), pp.202-210. Available at:https://pdfs.semanticscholar.org/a099/affa88e4ffe953272741c719703f9f4b7d0e.pdf


2
image3.png
[ United Kingdom % Japan X USA X
100

%0
80

70

60
50
40
| I I
2
1
0

Power Individualism Masculinity Uncertainty Long Term Indulgence
Distance Avoidance Orientation




image4.png
C

Excellence

We strive for excellence inevery

Caring

We are genuine, warm and proud 1o

represent Srish Arways, ensuring our

customers and colleagues el stened
0 andvaed.

(e

Open-minded

We are boid and confident, celebrating
uniqueness of every customer and
coleague.




image1.png
Aerlingus 4% win= @ LAGERE™™

ser Lingus> Britsh Aivays> 145>

IAGGBS I1AGLovalty:  JAGTech

seeEs> 146 Loyaty> 1#ETemn>

IAGCargo

4G Cargo>

IBERIA”

loeria>

EXPREES . vueling

LEVEL




image2.png
MMMMMMMMMMMMMMMMMMM




