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[bookmark: _Toc183894602]Executive Summary


          British Airways has a fundamental problem now: addressing the growing changes in the aviation industry, such as the new world situation after the COVID-19 outbreak, the rising sustainability issues, and the issues of digitalisation. Our examination indicates that BA's highly centralised autocratic leadership style and bureaucratic organisational culture have been significant barriers to good change management. We propose the following solutions to fix these issues: Use Kotter's 8-Step Change Model, apply transformational-participative leadership, and improve communication. These include focused investment into digital innovation skills and sustainability training, innovation cross-functional teams at BA, and sustainability and digital innovation capitalisation as core values to BA's corporate behaviours. These changes should be done systematically, with the commitment from the top leadership, and followed by all other organisation members. Implicitly, a lack of action on the recommendations may lead to poor employee satisfaction, making it hard for the firm to compete effectively and unable to address future shocks in the market. By proactively addressing these challenges, BA can position itself as a leader in sustainable aviation and digital innovation, ensuring its long-term viability in the evolving airline industry.
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Introduction


	Significant change efforts are crucial to organisational performance as aviation has rapidly evolved and become intensively competitive. This report analyses British Airways (BA), the largest airline company in the United Kingdom and one of the keys identified international players in the aviation industry. Several significant threats have been experienced by the airline over the last two decades, such as the impact of COVID-19, financial volatility, volatility of technology advancement in the digital space, and rising regulatory pressures towards environmental degradation. In achieving this goal, this report aims to evaluate the flow at BA in terms of the kind of disruption that may occur and outline a strategic change management plan that may help the organisation in the current and future disruptions.
	British Airways was used for this analysis because of its position within the international airline market, and the company has a track record of facing external challenges and coping in diverse ways. This report will employ the proper business analysis tools like PESTEL analysis to assess the health of BA and the appropriate change management theories to assess the change management approach of BA. In detail, it will compare and analyse BA's existing and recommended change management processes using Lewin's Change Management Model, Kotter's 8-Step Change Model, and the ADKAR model.
The report is divided into three key sections: the first offers a critical analysis of change management within BA, the second provides a critical analysis of some change management frameworks, and the third outlines a strategic framework through which BA can manage change strategically. The purpose is to provide recommendations to help BA remain a going concern in an ever-evolving airline business environment.

[bookmark: _Toc183894603]Critical Evaluation of British Airways' Change Management Process

[bookmark: _Toc183894604]British Airways Overview

	British Airways, formed in 1974 after the amalgamation of British Overseas Airways Corporation and British European Airways, has evolved. Privatised in 1987, BA could manage a significant organisational transformation when it merged with Iberia three years ago to form IAG (Kassem et al., 2022). However, any management professional would agree that the past decade has brought about global changes like no other period in history and has posed immense change management challenges to the airline. BA has gone through a series of crises in the last few years that called for fast and massive transformations. Breaches that happened in 2018 leaked about 500000 customers' data, so BA was forced to transform its cyber-security strategies and regain customers' confidence (Voss, 2021). This led to fines of £183 million from the Information Commissioner's Office and a reminder of how change management should be when addressing data and customer relations.
	The biggest challenge possibly faced by BA in its history was the COVID-19 outbreak in early 2020. The volume of passengers in an aeroplane has been reduced by three quarters, so for the year to the end of December 2020, the loss before tax was 4.3 billion Pounds. BA was consequently under pressure to urgently slash its costs and pulled out all its Boeing 747 aircraft earlier than planned; it also dismissed as many as 12,000 employees (CAPA, 2024). Although these measures were taken with a view to the survival of BA, they have held significant organisational changes, organisational culture, and operational enables of BA.
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	COMPONENTS
	RELEVANT ISSUES AND EFFECTS

	POLITICAL FACTORS

	·      Brexit is a significant change that has disoriented the operating context of British Airways (BA) in areas such as regulations and ownership. After Brexit, IAG, BA's parent company, had to reshuffle its shareholders to meet this rule, which required owning any EU-operating airline predominantly European-owned (Yale et al., 2022). This compelled IAG to curtail the rights of its non-EU shareholders to ensure compliance with these requisites. Also, the UK-EU Trade and Cooperation Agreement stipulated new air service arrangements replacing the EU Single Aviation Market and necessitating a renewal of routes and traffic rights for continued access to core European markets of BA (Borchert et al., 2021). However, Brexit, combined with other regulatory changes, has introduced significant uncertainties to BA's route planning and operation; thus, some sources indicate that the aviation industry in the UK could lose hundreds of millions due to modifications after Brexit.


	ECONOMIC FACTORS

	·      The COVID-19 pandemic, which resulted in a worldwide recession, heavily affected the financial performance of British Airways since travelling was severely affected by the pandemic. For instance, International Airlines Group (IAG), the parent company of British Airways, recorded a € 7.4 billion loss in the financial year 2020, owing to a 75% decline in passenger revenue (Guimerà Sinyol, 2022). This unprecedented decline was due to the global lockdown and discontinued flights throughout the year. Furthermore, volatile fuel costs have permanently remained an issue of concern to BA, with steep spikes in fuel prices again putting more pressure on the airline's ability to reverse its fortunes (Hrubý, 2021). These have put BA in a situation where it had to go for new economic objectives, such as creating new ways of setting prices, sacking employees, and restructuring to operate within this type of economic environment.


	SOCIAL FACTORS

	·      The COVID-19 pandemic has influenced travel behaviour, with many flyers selecting leisure travel and BA witnessing a dramatic switch from business to entertainment. The increase in remote work and virtual meetings that started in the previous year reduced the need for business flights, which provoked changes in the BA's route networks and services focus on the leisure travel segment (Delbecq et al., 2023). This shift has led the airline to change its fleet and flight timing to favourite holiday destinations against business destinations. Also, the increasing awareness of the environmental consequences of aviation business compelled BA to apply more environmentally friendly strategies, for example, to implement efficient fuel aircraft, investigate options of using sustainable aviation fuels, and set an absolute goal of eliminating emissions by 2050 (Ahlström et al., 2023). This social change of acknowledging environmental sustainability has become a long-term strategic variable for BA.


	TECHNOLOGICAL FACTORS

	·      The changes in the airline business due to digitisation have been signalling increased adoption of advanced technology, especially BA. Some of the current innovations that have been incorporated into airports include the installation of Biometric boarding, where passengers board through facial recognition to enhance security (Abu et al., 2024). Organisations such as BA have introduced travelling technologies to help minimise waiting instances and boost the most crucial component of travelling: security. Moreover, various facilities have adopted automated AI-based chatbots that can address simple questions, preventing workforce overload. Another insight is that the airline has been using data analytics to differentiate and market services with specific offers developed based on customers' choices and activities (Hrubý, 2021). During the COVID-19 pandemic, BA introduced automated bag drops and improved its mobile application to reduce opportunities for contact, thus making travelling safer. Such technologies have yielded benefits by enhancing business operations and helping BA salvage its operations by adapting to customer needs for contactless solutions.


	LEGAL FACTORS

	Tight air passenger rights regulations, especially those within the EU context, have forced BA to provide better customer service. These regulations protect passengers through compensation for delays, cancellations, and denied boarding, and as a result, BA has improved its communication in dealing with its customers on compensation. Similarly, coupled with data protection laws like the General Data Protection Regulation (GDPR), the factors on how BA prints, manages, and deals with customer data have been transformed (Voss, 2021). The GDPR puts several conditions that an airline must observe to meet the required standards in data management, where minimisation of customer data processed and collected is mandatory in addition to data breach notification. This has also allowed BA to develop sophisticated data protection technology and conduct awareness among its numerous staff members to strengthen clients' confidence and strict legal compliance in the increasingly legal setting.


	ENVIRONMENTAL FACTORS

	Increased pressure on carbon emission cuts has already led to significant changes at British Airways (BA), and the airline has pledged to reach net zero carbon emissions by 2050. This aggressive target entails order-of-magnitude improvements in investing in more efficient aeroplanes, scalable take-up of sustainable aviation fuels, and critical approaches to reducing system emissions. BA is also involved in some radical technology and practices today, including preparing to spend on carbon offsets, which are environmental initiatives that aim to counter carbon emissions (Delbecq et al., 2023). As part of this endeavour, the airline has defined intermediate goals to reduce emissions and is participating in multipronged cooperatives and projects that focus on environmental stewardship for the aviation industry. This anticipatory strategy does more to meet the compliance demands of the regulatory authorities than just responding to the prevalent challenges; additionally, it satisfies the consumer's voice, which is a growing push towards green tourism



[bookmark: _Toc183894606]Leadership Styles Used for Managing Change

	In most critical disruption, particularly during the COVID-19 outbreak, BA mainly used a centralised, autocratic leadership approach under its previous CEO, Alex Cruz. Despite his administration of the airline from 2016 to 2020, he was characterised by retromingent and immediate response measures, including sacking 12,000 workers and decommissioning a significant part of the airline's fleet (PhocusWire, 2021). Although these measures were required regarding financial aspects, they were called autocratic because employees and labour unions were rarely included in the processes. This approach generated dissatisfaction, strikes, and negative media, which are some of the demerits of autocratic leadership during a crisis. For example, Cruz introduced a rather conflictive 'fire and rehire' policy to alter employment conditions for several employees and deepen the confrontation between leading and management with unions.
	On the other hand, the incumbent CEO, Sean Doyle, started his reign in October 2020, and from his management style, he embraces more transformational leadership. He is more of a communicator than the former CEO, Ralph Hamers (PhocusWire, 2021). Doyle's strategy focuses on restoring employee and consumer trust, a unique management style during BA fluctuation. He has rescinded some of the staff policies that were most unpopular among the employees under Cruz and has endeavoured to be forthcoming concerning the company's strategies and difficulties. He has also made visions in digital innovation and sustainability that call for efforts to reverse the negative impact of the airline on the environment. This shift in leadership style shows how the change in the process affects employees and organisational culture differently and how adopting a positive approach to change management encourages employees' collaboration, especially in conditions of apprehension.

[bookmark: _Toc183894607]Impact of Organisational Culture

	British Airways' organisational culture, especially up to the time of this study, can best be described as a highly bureaucratic and centralised decision-making process inherent in organisations of this nature that have been characterised by resistance to change. The hierarchical organisational structure proved problematic when the COVID-19 outbreak hit firms and made it worse by implementing more austerity measures that were heavily criticised for including mass layoffs and measures that reduced employee pay (‌Suifan, 2021). This reduced involvement meant there was poor communication, poor participation of employees in decision making, and therefore little to no trust, hence strikes and other operation interruptions. The new brand association of BA has emphasised professionalism, quality service, and the image of the British (Kankaew et al., 2021). In the company's reorganisation, however, the relationships within the company have been strained, and productivity is low, especially considering the seasoned employees.
	On the other hand, Virgin Atlantic and similar companies that are also decentralised experienced less difficulty in making change, which did not erode the morale of its employees due to more excellent communication. However, the pandemic also introduced a culture of flexibility that BA management could adapt rapidly, introducing new technologies and new approaches to work, adapting such key pillars as remote working for office personnel and improving the measures to secure the safety of the frontline personnel during COVID (Einhorn et al., 2024). Growth in the company's appreciation for sustainability has started to foster higher levels of environmental consciousness among the employees. Looking to the future, there lies the daunting task of reconstructing that culture for BA where the efficiency and effectiveness of operations are not sabotaged by employees disengaged from the enterprises' central propositions of efficiency while reverberating the sweetness of tradition.

[bookmark: _Toc183894608]Areas for Improvement

	Communication throughout change processes has been an area that BA could enhance. Early in the pandemic response, there were concerns regarding the failure to effectively notify employees about job losses and conditions. More communication could have helped avoid uncertainty and ensure that trust was maintained. Managing stakeholder relationships, especially with unions and employees, could have been better. Some aggressive pre-emptive measures, or so-called 'fire and rehire' actions, have unwarranted escalation. A more consultative approach in seeking solutions would have achieved better outcomes with minimal adverse effects on employee morale. Digital transformation could have been done faster before COVID-19, easing BA's adaptation to contactless and digital services (Kankaew et al., 2021). As much as BA has not been left behind in embracing such measures, earlier adoption of some of these technologies could have acted as BA's competitive edge.

[bookmark: _Toc183894609]Future Strategic Change Recommendations

	With the changing environment, sustainability strategies will be vital to British Airways, especially with its ambition to reach zero emission level by 2050, which implies that it has to transform its fleet and operations and possibly its model. Further, digitisation through AI, data analytics, and automation would also have to be a priority to drive operational improvements and improve customer value. Further, the changes in travelling patterns amid post-pandemic will also refer to the need for reshuffling route networks, modifying the configuration of aircraft based on demand fluctuation, and introducing new product offerings to meet customer needs. Finally, preparing for future disruptions' repercussions will also be crucial in upgrading supply chain management capabilities, implementing various flexible employment practices, and developing robust crisis management frameworks will be the key.


[bookmark: _Toc183894610]Critical Evaluation,Change Management Models


[bookmark: _Toc183894611]Lewin's Change Management Model




One of the oldest change management models, formulated by a social scientist named Kurt Lewin, was on change, and its sources date back to 1947. The model consists of three stages. This change process consists of three activities: Unfreeze, Change, and Refreeze. According to Lewin, organisations must dismantle existing structures and processes in the Unfreeze stage for change to happen (Burnes, 2020). 
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[bookmark: _Toc183894612]Kotter's 8-Step Change Model


	In 1995, John Kotter gave an 8-step process that provided more details on change management. Change management Models: Its steps are: 1) Creating a Sense of Urgency, 2) Building a Guiding Coalition, 3) Developing a Strategic Vision with Initiatives, 4) Recruiting the Volunteers, 5) Empowering Action, 6) Generating Quick Wins, 7) Maintaining Momentum, and 8) Defining Change (Trawick & Carraher, 2023). 
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	The ADKAR model focuses on the individual perspective of change and is structured around five key elements: The five sorter parameters are Awareness, Desire, Knowledge, Ability, and Reinforcement. This is particularly so regarding the human side of change management, characterised mainly by resistance.
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	According to the comparison of change management models, the eight-step model by Kotter should be implemented at British Airways (BA) because it is more inclusive in managing organisational change, which will address urgent change, involvement of leaders, and sustainability. This methodology avoids a haphazard approach to change, which may not produce good long-term results, by implementing critical procedural improvements that prepare employees and other stakeholders in the business for change (Kerrigan, 2021). The Kotter model's approach, in which all points are devoted to each stage, reduces the likelihood of resistance to change and fosters a steady sharing of the vision and communication, as does strong teamwork.
	Cultural transformation is one of the most critical aspects organisations trying to innovate focus on. A particular emphasis should be laid on the organisation's culture change management at BA, as the existing organisational culture can be regarded as relatively rigid and unprepared to adopt new technologies and integrate sustainability paradigms. These cultural changes will include management and employee relations, which will involve changing employee behaviour through awareness and participation in the change process, the use of communication, and fostering innovation (Aung, 2024). Thus, the introduced principles and practices will help BA enhance its workforce potential to support the organisation's objectives and respond to continuous dynamic changes in the airline industry.
	The second critical area is digital innovation, which strengthens BA's technological platform and provides a smooth customer experience. It involves using such features as biometric boarding, check-in technologies, and superior managing technologies for the fleets. These are essential areas where BA can make efficient improvements, resulting in increased generation of new operational efficiencies and customer satisfaction, which is fundamental in the highly sensitive aviation industry competition. However, growing the culture of sustainability in business operations is crucial, especially in ready-use practicums, including adopting sustainable aviation fuel (SAF) and other approaches to decreasing the total degree of carbonisation (Aung, 2024). These initiatives to support sustainability will ensure Global Environmental compliance and contribute to BA's long-term vision of becoming a net carbon airline in the long run.

[bookmark: _Toc183894615]Leadership Approaches and Styles for Implementing Change

	In the transformations envisaged for BA, the success of this change strategy will depend on leadership approaches that will be used to manage these transformations. As a large and complex organisation, the most appropriate blend of leadership styles is a transformational-participative one. This means that transformational leadership will also be incredibly significant in terms of its impact on the motivation of employees and the conception of the change vision. BA's leaders need to set an example and inspire all employees to act regarding sustainability and integration of digital tools as part of strategic objectives. For example, the CEO and executive management could hold company-wide town hall meetings, explaining the vision of making the company a green airline with better efficiency and encouraging employees to engage and feel responsible for the change.
	Furthermore, using the system of participative leadership is appropriate because of BA's labour relations problems. Employee engagement in the decision-making process will help achieve higher staff commitment and address issues related to implementing change by allowing the staff to do so. This inclusive approach will assist in reducing the resistance that may arise from the staff by involving unions in the planning process to make it friendly. Regarding managing change, BA can minimise conflict, such as conflicting goals, build good employee relations, and foster a common identity given the organisational change.

[bookmark: _Toc183894616]Step-by-Step Process to Implement the Change Strategy

	The subsequent action plan outlined below is based on Kotter's 8-Step Change Management Model, which was further adjusted to BA's organisational context to achieve its sustainability and digitalisation goals. 

[bookmark: _Toc183894617]Establish a Sense of Urgency

	The first is the presentation of the need to change as critical due to the disruptions in the market, increased customer demand for environmentally friendly transport, and the requirements associated with the pandemic. BA should flood the employees with communication messages that embrace the need to undertake digital transformation and sustainability and the risks of such a move (Thekkekara, 2023). This initiative will help to educate all stakeholders about the need to make these changes toward a sustainable outlook for the airline.

[bookmark: _Toc183894618]Form a Powerful Coalition

	Creating a cross-functional leadership team to commence the change initiative is essential. BA's involvement will help form a coalition comprising high-ranking officials, department heads, and officials from the union to bring in all the different perspectives that may be of importance. Also, the formation of a task force for sustainability and digitisation will allow the top management and the workers to participate in the change processes that will lead to the implementation of the vision.

[bookmark: _Toc183894619]Create a Vision for Change

	These have no doubt been identified as being money drawbacks; however, what has yet to be given much emphasis is a clear and compelling vision for the future. The current strategy contains one mention of digitalisation. It does not specify the company strategy: BA should openly declare its pledges and vision of becoming a carbon-free airline by 2050 and the most vital travel technologic company. It must, therefore, have measurable goals, which include reducing carbon emissions by 30% by 2035 and implementing digital check-ins across all large airports by 2025 (Paramitha et al., 2020). These will assist enhance the objectives' clarity and the employees' expectations regarding their contribution to the objectives' achievement.
[bookmark: _Toc183894620]Communicate the Vision

	To sustain the vision, the change initiative at BA must use every communication avenue possible; this includes the intranet, town hall, and newsletter for change information. An example of this is that the sources of funding will remain open and timely in terms of progress in achievements and terms of failures and problems. Leadership should make the vision personal and relatable, connecting it to employees' day-to-day roles so that, for example, cabin crew members recognise how their contributions to sustainability initiatives tie into BA's overall carbon reduction goals (Trawick & Carraher, 2023).

[bookmark: _Toc183894621]Empower Employees for Broad-Based Action

	Structurally, change has to be supported for people to be willing to change by using resources, training, tools, etc. That is why BA should launch training programs to help employees get used to new technologies. Union management to avoid resistance and voice their concerns, especially concerning employment threats arising from introducing new technologies and sustainability in the organisation, will ensure that cooperation prevails throughout the change process (Laig & Abocejo, 2021).

[bookmark: _Toc183894622]Generate Short-Term Wins

	This approach is essential in ensuring an organisation gains quick wins to improve support for change strategy. It can be made tangible within six months with several significant airports going biometric boarding and obtaining good word from customers. They should always encourage and reward people and teams that bring early wins to the change process for sustained motivation.

[bookmark: _Toc183894623]Consolidate Gains and Produce More Change

	BA should consolidate its successes by expanding its efforts since the scale-up works best in a competitive climate early on. For instance, the carrier can extend worldwide practice once digital boarding is adequate in major gateways. Thus, it is crucial to strengthen BA's sustainability-focused ethos: the firm could set up and launch new sustainability programs, e.g., passenger carbon neutralisation and greater incorporation of efficient planes into its fleet.

[bookmark: _Toc183894624]Anchor the Changes in Corporate Culture

	The constant reinforcement of the new behaviour patterns in BA's culture is the key to sustaining the change processes. This can be done by using elements such as sustainability and digital innovation in formulating goals, objectives, and key performance indicators for the organisation, its employees, its products and services, and its values system. BAs management must ensure that people understand sustainability and innovation are not just events but organisational values (Hu et al. 2022). Continuous employee engagement programs, ongoing training, and leadership development focused on change management will further solidify these changes within the organisational culture. Following the above steps, BA can design an organisation that would be better equipped to deal with the changes in the industry.

[bookmark: _Toc183894625]Probable Impact of the Change Strategy on Organisational Culture

	Integrating this change strategy will powerfully transform British Airways' organisational culture since it encompasses advanced technology portions to enhance firm adaptability and innovation. As part of the organisational culture, sustainability will be fully integrated at BA, as the employees at all levels realise the usefulness of such environmentally friendly actions, creating an efficient functioning and socially responsible working force. Also, participative leadership, in correlation with Kotter's model, is expected to encourage employees' involvement, thus increasing staff satisfaction and their feeling of value, besides decreasing resistance to change (Laig and Abocejo 2021). However, there will always be some level of resistance when an organisation adopts any significant change; in this case, this resistance is likely to come from employees who feel threatened by the necessity of new skills that stem from digital transformation and sustainability efforts, as a result, BA must provide the necessary training, encouragement, and assurances to assist these employees in their transition.



[bookmark: _Toc183894626]Conclusion and Recommendations

	British Airways, also known as BA, has had its fair share of recent challenges, including COVID-19 data foul play and pressure on sustainable operations. The handling of change management at the airline has been held as centrally authoritarian, whereby employees were not pleased with the changes and were blocked. While analysing BA, the organisational culture is bureaucratic and inflexible, which can background the company's fast reaction to market shocks. Potential areas for further development include an upgraded approach to employees' engagement during change programs, improved stakeholder management, particularly unions and employees and shareholders, and increased speed and efficiency of the digital transformation as a response to market transformations.
	Regarding these challenges, BA should apply Kotter's 8-Step Change Model to facilitate the change process, transformational-participative leadership to mobilise the employees and stakeholders, and disseminate the vision of change. For the mid-term, it is necessary to launch extensive training in digital competencies and sustainability, establish cross-functional teams focused on innovation or implementing changes, and establish and promote concrete and tangible objectives for sustainability and digitisation (Trawick and Carraher, 2023). As a long-term solution, sustainability and digital innovation must become integral to BA's company culture and values, change management strategies must be evaluated and upgraded depending on market conditions, and it must be a continuous learning organisation. These recommendations are important because they reflect the significant issues preventing BA from effectively implementing change. They can be done systematically across the organisation based on leadership commitment.
	BA does not follow these recommendations. In that case, possible scenarios include further deterioration of the employees' attitude and reluctance to embrace change, the company's failure to introduce digital solutions and sustainability on the same level as its competitors and restricting its capabilities to respond to future market and regulatory challenges. Succinctly, by effectively mitigating these threats, BA can establish itself as a pioneer of sustainable aviation and a progressive player in the digital world, thereby enhancing the company's relative competitive advantage and its prospects in the dynamic airline industry.
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structures and processes in the
Unfreeze stage for change to
happen (Burnes, 2020). Another
factor might be that British
Airways was refuting traditional
assumptions about the company,
such as prioritising business
travel or hub and spoke network.
The pandemic has already
introduced a particular element of
'unfreezing' as BA had to bring
down many of its planes to the
tarmac and become familiar with
new sanitary measures.
However, a more systematic
approach to the unfreezing
process could involve a lot of
communication and discussion
with the employees about the
necessity for change, especially

As the name suggests, the change stage refers to the processes and behaviour
change management plan delivery process. This could include adopting new digital
technologies, new systems and procedures involving sustainable aviation fuel, and
new customer relations processes for BA. Indeed, the main risk here would be the
possible resistance to any change process. BA's leadership must be very directive
in offering direction and support at this stage. The last stage of the process is
Refreeze, where organisational change becomes entrenched within the culture and
business practices (Memon, 2021). For BA, it might mean changing one's training
schedule and new behaviours, changing the key performance indicators, and
ensuring that such new behaviours are rewarded appropriately. For example, if BA
adopts new sustainability measures, the Refreeze stage chi will allow those
measures to become part of business as usual rather than symbols of change that
are soon reversed. Although Lewin's model makes little hard and fast rules to
understand the changes affecting the organisation, it needs to be revised in
contemporary settings. Its linear structure may not be adaptive enough to capture
the extent of change that constantly confronts organisations such as BA. However,
the model might need to adequately describe the nature of change in a large global
company like British Airways, with diversified stakeholders and organisational

regulation.

A strength of Lewin's model is that it is
a simple model that presents a clear
plan of change; this, however, has a

weakness arising from the fact that the

model is more of a linear change model
that fails to capture the dynamic nature
of organisational changes as is the
case with BA. The model further
prescribes discrete change processes
to occur at clearly defined points in
time, but organisations such as BA are
in highly dynamic environments where
change is constant (Cone & Unni,

2020). Moreover, Lewin's model needs
improvement involvement, a critical
factor in any service organisation like

BA, where the employee is directly
proportional to the customer (Memon,
2021). This limitation may result in
resistance; for example, BA's COVID-

19 restructuring extended, and serious

employee communication must be
addressed at the unfreezing stage
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For the first step, British Airways needs to manage urgency issues, prompting employees and other stakeholders to respond proactively to sustainability and digital
transformation. Another approach would be to use information on alterations in customers' tastes, regulatory environment, and actions from its competitors to provide
reasons for change. Since the COVID-19 pandemic, BA's leadership has highlighted the need to prepare for a new landscape; however, remembering and expanding upon
enduring changes may be required.

In transforming BA, the second step, diagnosing the situation and building a guiding coalition, would require gathering critical people from different departments of
BA, including operation managers, customer service managers, IT managers, and sustainability managers. This cross-functional approach may assist the processes in
guaranteeing that change initiations are complete and properly coordinated.

Step 3 of the change management process offered a strategic vision of a more austere, technologically sophisticated BA focusing on change initiatives (Hu et al., 2022).
For this vision to be practical, it has to be persuasive and easily understandable by all the stakeholders. For example, BA could see itself in ten or fifteen years as being
recognised as the world's premier sustainable airline with the latest digital technology

Soliciting a volunteer army (Step 4) might be difficult now due to tension instigating recent employees' actions, but it is vital for change. BA could see change leaders
at various organisational tiers, allowing them to champion change and support other organisation members. In the context of the situated model, stakeholders are
empowered to act in the organisation by dismantling oppression barriers

Step 5, which may include policies, systems, or structures that may be bureaucratic, outdated, or centralised (Trawick & Carraher, 2023). For instance,
BA might require operational adaptation of decision-making procedures to implement new technologies or adopt environmentally friendly policies.

However, something like generating a short win this season (Step 6) is crucial to keep up the pace. BA may concentrate on short-
term tangible goals, including integrating new digital services or decreasing carbon emissions on parti

The next stage of Sustaining acceleration (Step 7) would mean leveraging these wins to drive even more difficult change efforts
(Laig & Aboceio, 2021). This could include more fundamental changes in BA's business model or operation processes.

Finally, instituting change (Step 8) would require anchoring new approaches in BA's corporate culture, ensuring that sustainability
and digital innovation become part of the airline's DNA. Moreover, Kotter's model is more detailed than Lewin's one, which may
be helpful for a large organisation like BA. However, it also gives the view of change as linear, with the primary driver being located
at the top of the organisational structure, which may be unhelpful for understanding the present-day airline industry, where the
capacity for change is, at least in part, situated at lower levels of the organisation.
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People must know that change is necessary and required in the workplace. Employers at BA informed workers about the need for severe cost reductions
during the pandemic. Still, the talk was virtually all from on high and minimally contextual and interactive, so workers emerged disgruntled. The ADKAR
model would insist that BA ensures that employees are involved in the process at the earliest opportunity, with the intended change agents explaining why
change occurs .

For change to occur, workplace employees must desire to contribute towards the change. This absence of commitment to change is evident because BA needed to gain the
employees' support during the restructuring exercise. This was so because people felt the changes were being made without consulting them enough. According to the ADKAR
model, to create desire from leadership, we need to recognise and manage employee needs and link the change objectives to their wants In the case of BA, it may mean being

more forthcoming with information, assuring their employees about the security of their positions, and training to increase the desire for change.

Some organisations require knowledge of how change occurs through relative constancy in employee behaviour. When investing in digital transformation, the employees had to
change their skills; for instance, biometric systems and digital interfaces became part of the skills at BA. The third facet identified in the ADKAR model notes that an attractive
incentive must be provided to employees so that the staff can conduct effective change As for BA, it means that thorough orientation and constant staff education can improve the

utilisation of new technologies at the organisation.

In addition to knowledge, employees should be ready and able to make the change happen. For instance, although BA introduced
digital tools at the workplace, workers needed adequate time to embrace new changes, thus contracting organisational operations.
Cognition — developing change-related knowledge, skills, and approach; and resources- providing sufficient resources, time, and back
to practice newly acquired skills

n the last place, reinforcement guarantees the permanent nature of the change. BA has often failed to sustain the change, most notably within the aspect of employee relationship management in which
specific fixes are recognised but have yet to be sustained. It is also essential to constantly remind the employees of rewards and recognition to entrench the change. This could be useful to BA in sustainability
and digital transformation change initiatives. The strength of the ADKAR model includes that it is an individual-level model designed to address changes on this level, which supports the service sectors like
aviation when it comes to defining employees' behaviour that directly influences the customer However, vision changes based on this model may need to be more specific in extent for many large-scale
organisational change processes; these typically entail change at the individual as well as the collective level. Furthermore, the ADKAR model needs a more nuanced process for goveming change on the
tactical and organisational levels, where leadership support or change initiatives that align with organisational strategic goals are critical components. This makes it worthwhile in singular change projects
instead of broad change management projects like with BA.
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