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Abstract
The future of American Express within the business environment means implementing a strategy which is aimed at following the path of digitalization, customer-based innovation, abiding by the laws, expanding into the world, sustainability, cyber security, and being agile. Providing customers with the latest in tech, ensuring flexibility of services for different customer segments and overcoming regulatory requirements while creating a culture of green and resilient solutions will be key factors for business development. Through adjusting to the emerging marketing tendencies and by relying on its financial services’ main strengths, American Express aspires to continue its growth, meet the customer’s requirements in the best possible manner and keep itself different from the competitors in the emerging and more and more interconnected global marketplace. There will be explanations of methodologies in this dissertation. There will be various steps in the methodology. There will be a research philosophy, research paradigm, research approach, research methodology, research strategy, sampling method, data collection methods, research design strategies, data analysis and ethical practices. There will be a Gantt chart in the methodology part which will help to understand the timeline of the overall methodology.  The research findings list distinct qualities of leadership and unique dynamics in the organisation at American Express. It rather means that organisational culture which is a critical factor that leads to strategic goal attainment and customer perceptions. What the stakeholders exactly consider to be sustainable and socially responsible could become a dilemma. A sales team functioned in application of the transactional and customer-oriented leadership styles. Through the effective use of strategic and visionary leadership, a revenue growth was accomplished. It brings to light again that when it comes to organisational performance, there is a substantial impact of leadership effectiveness.
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[bookmark: _Toc159903936]Chapter 1: Introduction
[bookmark: _Toc159903937]1.1 Research Background
Leadership styles at American Express account for American Express's leadership practices, strategies and the process of leadership in the organisation which determine the outcome and degree of the dynamics within the organisation. Confronting the Globalisation challenge, American Express Financial Corporation represents the most interesting case study for consideration of how various leadership styles operate within a complex corporate environment. This article discusses the use of specific leadership styles in American Express with a focus on figuring out how they work together and so it enhances the culture, employee engagement, and growth of the business. The approach of this research aims to investigate various leadership trends and management styles that can be classified as transformational, transactional, servant and situational leadership to determine what techniques are employed by the most effective leaders within the organisation. In addition, examining the leadership styles of American Express provide great deal of inferences about modern leadership issues and produces a chance for growth in the financial services sector. Insight about leadership styles, organisational environment, and strategic objectives will be of practical benefit to leaders and managers who have objectives to take their organisations forward. At the same time, they improved performance.
[bookmark: _Toc159903938]1.2 Research Aim and Objectives
Aim
To analyse and investigate the application and effectiveness of leadership style at American Express along with its impact on the organisational culture and business success.
Objectives
· To examine different leadership styles along with practices and their impact on the organisational operation of American Express
· To identify the interrelationship of leadership styles with the organisational culture and organisational success within the business environment
· To examine the future development and insights within the business environment of American Express particularly
[bookmark: _Toc159903939]1.3 Research Questions
· What are the impacts of different leadership styles on the organisational operations of American Express?
· How do the organisational culture and success interrelate with the leadership styles within American Express?
· What are the future insights that can contribute to enhancing the leadership process within the organisational context?
[bookmark: _Toc159903940]1.4 Research Rationale
Identifying leadership styles being used at American Express is vital because leadership has a profound influence on how an organisation functions or on its culture and staff performance; hence the need to examine this aspect of leadership styles. Given the intensely competitive financial services environment, American Express, as the crisis airline, offers a range of varied leadership styles for study being in action. Learning about how American Express applies Leadership styles and their effectiveness may provide useful lessons on how different leadership styles and methods of management accommodate company objectives, initiatives, and operational productivity. This research study proposes to evaluating leadership concepts like transformational, transactional, servant, and situational leadership within the organisational setting of American Express as a way of spotting recurrent patterns, predominant trends and effective leadership practices responsible driving towards successful organisations.


[bookmark: _Toc159903941]Chapter 2: Literature Review
[bookmark: _Toc159903942]2.1 Different leadership styles along with practices and their impact on the organisational operation of American Express
American Express is a hugely international financial corporation where such a dynamic and competitive environment prevails and leadership that can drive organisational operations is crucial. Various kinds of leadership models and strategies were used by American Express and the ways they influence the company's performance and culture are hence unique.
Probably a leadership style that stands out eminently at American Express is transformational leadership. Transformational managers act as harbingers that motivate staff to surpass their targets and can do so by creating a tone of purpose and a common vision (Choi, 2021). The American Express culture is built right from the top with leaders who promote innovation and risk-taking that facilitate the commercial development and business dynamism of this industry. Through the process of putting the decision in the hands of employees and creating an atmosphere of constant self-improvement transformational leadership leads to higher productivity and effectiveness of the organisation.
The benefit leadership style which is also widely accepted in American Express is Strategic leadership. Naturally, strategic leaders will focus on the long-term results and work out the strategies necessary for them to achieve sustainable competitive advantage. An American Express's purposeful leader is a navigator who guides via actions to keep the company focused on strategic initiatives like market expansion, product diversification, and technological innovation. Strategic leadership is done with an alignment of organisational objectives with the trends of the industry and customer needs, and these are the primary forces that help American Express to be competitive in its market sector and to attract new customers (Wang, et. al., 2021).
In that regard, American Express appreciates the importance of leadership and embraces diverse leadership as a tool for promoting organisational creativity and innovation. Inclusive leaders put a price on the different views, voting respect for each of them, and thus an inclusive work environment is developed where each employee is motivated to be committed through their specific capabilities and knowledge. American Express, a world-known company, uses inclusive leadership as an essential element of their management to encourage teamwork, creativity, and engagement of employees while working together in different departments (Roberson and Perry, 2022). Through a drive for a more inclusive culture and taking advantage of what its staff has to offer, American Express propels itself amongst its market rivals.
In essence, leadership styles and acts act as igniting forces in the shaping of organisation operations in American Express. To cope with the demands of management processes, transformational leadership provides inspiration and power of ideas, that eventually influence employee engagement, while strategic leadership helps to achieve long-term growth and sustainable competitive advantage. Leadership with moral character builds trust and loyalty, while the inclusive leader caters for variety and collaboration. In addition to that adaptive leadership promotes American Express’ abilities to deal with complexity and build organisational capabilities (Senek, et. al., 2020). Being able to count on different leadership methods from the executives at American Express helps this company remain competent in the financial services environment, thus bringing value to its customers, employees, and ownership.
[bookmark: _Toc159903943]2.2 Interrelationship of leadership styles with the organisational culture and organisational success within the business environment
Leadership styles have earned the reputation of greatly reshaping the organisational climate to be second only to organisational culture itself and take the accolade to mean they are a major pillar to business success. Arguably, this interplay between leadership styles, organisational culture and success is tricky and dynamic because each one reinforces the other in various ways, which in the end are influential.
Primarily, there are several leadership styles which significantly affect organisational culture. Example: Team leaders using the transformational mode encourage a culture of creativity, teamwork, and employee involvement in the organisation (Oluwafemi, et. al., 2020). The leaders who give directions that instil dedication and encourage company exhibits in staff members to work productively on their jobs to the fullest extent are going to develop a culture which makes creativity, risks and the feeling of ownership at work experiences for the employees. This culture is a powerful instrument which enables the organisation to modify itself to the dynamic environment, be always on top of rivals as well as enhance the business.
Likewise, the role of “strategic” leadership parallels a smooth blend of cultural values with the long-term goals and strategic objectives of the organisation. Smart leaders read the future for organisations making a mission statement of how it should be broadcast and implementing strategic plans for this. This emphasis gives out a trail of visionary purpose throughout the organisational culture which leads to an atmosphere of direction and peak performance (Wang et. al., 2021). In this leadership-focused culture employees not only understand the role they play in achieving the organisational objectives, but also the factors that contribute to the company's success. Being the case, it is the right situation that the organisation will perform its strategic measures an excellent way and can smoothly maintain the competitive advantage in the marketplace.
Ethical leadership can impact organisational culture to make it align with the principles like fairness, integrity, honesty, openness and accountability. Leaders committed to exhibiting ethical behaviour serve as role models for all in the organisation, and they contribute to a culture where one can build trust and bring fairness in conduct (Lord, et. al., 2020). The results of the values-oriented culture are confident employees who do not hesitate to follow ethical norms of behaviour; thus, the organisation’s life is more stable. 
Besides, leaders who model diversity, equality and inclusion have built-in cultures that contribute to the organisation's cultural diversity, equity, and inclusion. Leaders with such a perspective of connecting and uniting diverse ideas make the workplace welcoming for everyone. Inclusive cultures foster teamwork, creativity, innovation, and employees’ diversity of thought, and experience as people of different origins bring different perspectives and experiences to the work of teams. 
The way leadership styles interplay with organisational culture is a determining factor of the success of business in the present environment. If leaders’ leadership styles are in tune with the cultural values and behaviours the organisation wants, employees usually exhibit such behaviours more clearly which results in involving, motivating, and highly productive teams (Piwowar-Sulej, 2020). The effectiveness of wholeheartedly being in the same boat with the employees fosters an atmosphere of efficiency where they feel empowered to offer the most that they can and work together with the same aims.
In brief, the connections between leadership styles the organisational culture and the success in a business setting are close but complicated. Leadership styles contribute to organisational culture by embedding values and practices that make for an effective operation and above all competitiveness in the industry (Riva, et. al., 2021). The organisational culture in turn decides the type of leadership styles that will be effective in the organisation and this, in turn, contributes to the determinants of whether an organisation will succeed or not. Realizing and employing this synergism, the firms could create corporate ethics which encourage their long-term goals and stability and all-round development and achievement.
[bookmark: _Toc159903944]2.3 The future development and insights within the business environment of American Express particularly
In the future, the business areas of American Express are ready for the challenges and chances; they are examined by the incoming trends and changing consumer behaviours. Multiple critical factors will probably shape the growth of American Express in the Atlanta financial services scene.
An important element that is being experienced nowadays is the digitalization of the financial sector. Together with the advent of cutting-edge technology and the customers' behaviour toward digital channels American Express banks have to update their products and services to keep pace with modern consumer trends (Gaston, et. al., 2020). This means channelling funds into digital payment systems, mobile banking apps, and individualized digital experiences to attract more customers and foster loyalty. Adapting to digital advancements will be of great importance for Amex to have a dominant position within the global tech-driven market.
Furthermore, the fintech disrupters represent both a threat, through competition, and a chance (challenge) for collaboration with American Express. Fintech companies use tech solutions to provide different types of financial services to customers, which fight for the attention of firms that have been established for years, such as American Express (Barbu et. al., 2021). American Express must do all that is possible to continue its lead by collaborating, or perhaps even going as far as acquisitions, with fintech companies to share technology and enter new markets. 
Moreover, data analytics and the use of artificial intelligence (AI) will also undoubtedly have a defining role in the way Amex is going to be run in the future. By employing AI data analysis as well as developing risk management, fraud detection, and customer experience artificially intelligent algorithms, American Express can increase revenues (Elkhwesky, et. al., 2022). The power of predictive analytics paves the road to American Express understanding and meeting customer needs, offering appropriate products, and fine-tuning marketing tactics aimed at the ultimate customer satisfaction. Also, AI-powered chatbots and virtual assistants can improve customer service efficiency and scalability, in other words, it’s an improvement on the customer experience.
In summary, it can consider that the further development of American Express within the corporate field would be influenced by a mix of technology advancements, changing customer requirements, regulatory changes and competition (Pawary, et. al., 2020). Through the innovative use of digital, collaborating with potential fintech partners, concentrating on sustainability, embracing data analytics and artificial intelligence, diversifying the revenues, and smartly managing the risks, American Express can prepare to have a foothold in the financial services industry that keeps evolving.
[bookmark: _Toc159859878]

[bookmark: _Toc159903945]Chapter 3: Research Methods and Methodology
[bookmark: _Toc159859879][bookmark: _Toc159903946]3.1 Research Philosophy
In the phase of the research methodology, attention has been paid to developing the philosophical foundation which has guided the whole study. In this research methodology, the philosophical stance has been chosen on positivism. Through the help of the positivism stems this research has completed its reliability and precision. In the market, this research has attracted the attention of others. Through the support of positivism, this research has maintained its objectives, reputable, credible sources and accuracy (Park et. al., 2020). These approaches have relied on clear observation and understanding of verifiable data and facts. Positivism is known for its empirical orientation in the market. This orientation is aligned with the validity and robustness of the research methodology. Overall, this research philosophy has effectively played an important role in managing the difficulty and credibility of the research endeavour (Saunders, 2019).  
[bookmark: _Toc159859880][bookmark: _Toc159903947]3.2 Research Paradigm
The research design which has been chosen in this research methodology is often known as a paradigm or blueprint in the market. This is a critical aspect of methodological procedures which elaborate the researcher's plans and objectives. Through the support of this research paradigm critical overview of the methodology can be understood. This has demanded a clear and careful monitoring of the methodology. During this study many challenges have been faced in choosing the right design for this study which will develop investigation and overall performances effectively. The research paradigm has played an important role in managing the explorative mindset of this study. The choice of this effective paradigm has contributed to the success of the methodology (Bratianu et. al., 2020). It has promoted a completed and comprehensive outline of the research topic and objectives. Through the support of this exploratory design, the study has made adjustments to the research objectives, goals and success in the market. By choosing this design, the study has aimed to enhance a solid foundation, informative exploration and meaningful outcomes (Adams, 2014).  
[bookmark: _Toc159859881][bookmark: _Toc159903948]3.3 Research Approach
This is another crucial part of the methodologies. In this part convictions and principles which are the most valuable and demandable part of methodologies have been included. These approaches are effective in managing the analysis and collection of data. In this method, the deductive method has been chosen as the perfect method of study. This is effective in guiding the researchers in the right paths and it has played an important role in the success of this study. The deductive approach has developed the general principles of this study which are adjusted with the research objectives and contexts (Proudfoot, 2023). By enhancing deductive methods this research methodology has enhanced established theories, meaningful information and contribution to scholarly thoughts and perspectives. Through the help of this strategic choice, this research methodology has promoted theory-driven explanation and effective efforts of research (O'Gorman, 2015). 
[bookmark: _Toc159859882][bookmark: _Toc159903949]3.4 Research Method
In the methodology part, this is the most crucial part as this stage explains the necessity of managing data types to enhance the success of this study. In this part, there are three types of methodologies. In this methodology, a mixed methodology has been chosen. This mixed methodology has played a crucial role in developing the collection of both secondary and primary data (Dul, 2008). Through the support of this method, this methodology has enhanced a strong approach to reliability and preciseness in the market (Newman and Gough, 2020). The use of this mixed method has provided a complete understanding of data resources, data collection and data utilization. Through the implementation of this method, this study has committed to paying attention to the multi-faceted and comprehensive exploration of this study to obtain the overall objectives and success of the research findings (Duignan, 2016). 
[bookmark: _Toc159859883][bookmark: _Toc159903950]3.5 Research Strategy
This phase is critical for imaging the tactics and explanation of the research study. The onion model was developed by Saunders. The researcher has collected the most suitable method for this research method to maintain the execution and smoothness of data and information. A mixed methodology has been adopted in this study which has helped to gather secondary information and collection. Through the support of the survey strategy, the implementation of accurate and precise data has been obtained. The strategic combination of this method has helped to maintain a comprehensive and versatile approach to this methodology, developing strengths and opportunities of the case study. Through the support of this mixed approach, this study has made a breadth and in-depth analysis (Denscombe, 2012).
[bookmark: _Toc159859884][bookmark: _Toc159903951]3.6 Research Design Strategies
Research design explains the strategies which are required to complete the research study. The required strategies are experiments, case studies, surveys, ethnography and action research. These elements are important as they offer innovative and unique limitations and advantages. Through the support of the facts, this study has obtained collaboration, real-world problem-solving methods and completeness (Oliver 2012). Through the implementation of experiments the study has embraced environmental control over the collaboration and relationships but it is not effective in proving real-world complexities. Surveys have played an effective role in contributing effective data collection and information but they may lack oversimplified exceptionality in the market. Case studies have provided in-depth information and data about the study but it lacks generality. On the other hand, ethnography has played an important role in developing cultural understanding but it is time-consuming. The perfectness and suitability of these strategies mostly depend on experiments, full research, problem-solving factors and surveys. This study has focused on these factors to develop the nature and goals of their study (Koleva, 2023). 
[bookmark: _Toc159859885][bookmark: _Toc159903952]3.7 Sampling Methods
This is critical as the whole study is based on information and data. In this stage, there has been utilization of both interview and survey strategies. These strategies have played an important role in developing the overall outcomes of this study. Throughout the study sampling method have been focused which is crucial in selecting information about the population for primary data collection is an essential part of the methodology. This study has focused on random data collection methods to ensure the preciseness and accuracy of the study (Mweshi and Sakyi, 2020). In the approach, there has been the inclusion of employee selection based on their gender and age. This stage has played an important part in avoiding possible representation and biases within the study. Through the implementation of random data collection and sampling methods this study has contributed to the generality and reliability of the findings. This strategic choice has enhanced fairness, justification and commitment to the overall data collection process. Through the implementation of random selection, this study has ensured diverse perspectives and inclusion (Oliver, 2012). 
[bookmark: _Toc159859886][bookmark: _Toc159903953]3.8 Data Collection Methods/Tools
The data collection method refers to the whole process of collecting information and data. It is another important part of the methodology. Through the maintenance of the survey approach, the researchers have played an essential part in developing the overall success and completeness of this study. There has been implementation of quantitative data from the organisation's employees and staff. There has been implementation of statistical analysis which has contributed to the overall success of the secondary data (Taherdoost, 2021). In the collection of both secondary and primary information, there has been utilisation of Google Scholar and Survey Monkey. The research methodology has paid attention to employee surveys which are aligned with quantitative aspects. On the other hand, the utilisation of statistical data has contributed to relevant secondary data findings and collection. By implementing digital platforms such as Survey Monkey and Google Scholar the research methodology has enhanced accessibility, smooth procedures and efficiency in collecting effective and comprehensive data (Mwita, 2022). 
[bookmark: _Toc159859887][bookmark: _Toc159903954]3.9 Data Analysis
This is the stage of researchers' data collection and application within the research methodology. In this stage, researchers observe the relevance and importance of the day and information. In this method Survey Monkey a survey tool has been utilised in arranging the survey factors and the research has significantly obtained success. In this stage, quantitative data have played an important role in improving statistical monitoring and interpretation. Through the support of quantitative data, the research has obtained success and goals. Through the utilisation of survey tool named Survey Monkey, the researchers have enhanced the efficiency and endless flow of this study. 
[bookmark: _Toc159859888][bookmark: _Toc159903955]
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[bookmark: _Toc159859889][bookmark: _Toc159903956]3.11 Ethical Considerations
During this research, the ethical practices and sustainability throughout the research have been focused. Managing these practices is essential in improving the outcomes and results of the research. This research study has implemented the regulations of The Data Protection Act of 2018 to maintain overall safety regulations and sustainability. The researchers have committed to ensuring its participant's information and password-protected devices (Brittain et. al., 2020). Through the implementation of this regulation, the research study has obtained both legitimacy and integrity. These practices are the resources for managing privacy, ethical research, guidelines and protected regulations through the research methodology (Van Eijsden, 2023). 


[bookmark: _Toc159903957][bookmark: _Hlk163156282]Chapter 4: Top of FormData Collection and Analysis
This chapter will describe the primary and secondary research, will include a discussion, an analysis and the conclusion drawn based on the findings of this paper. It presents data collected from Team Leaders and Managers of the organisation.
[bookmark: _Toc159903958]4.1 Primary Research
1. In which way does the organisational culture in American Express fit for strategic goal attainment?
[image: ]
Analysis: The findings show that the majority, 70.00 %, has somewhat acknowledged the culture of the organisation in facilitating Amex's strategic goals attainment. The participants know that culture brings teams together, inspires performance, and raises their level of commitment to the tasks at hand which are necessary to ultimately accomplish their objectives. Of those participants who do not acknowledge the effect that culture has on strategic objectives i.e., 30.00%, there is a significant possibility that they will not be aware of the powerful cultural role in shaping employee behaviour and boosting organisational performance.
2. What are the expectations of stakeholders for American Express’s commitment to sustainability and social responsibility?
[image: ]
Analysis: The evidence signals a gap between stakeholders' requirements concerning American Express's plans to enhance sustainability goals and its social impact projects. Ethical business behaviour is what 30.00% of managing directors expect from their companies, reflecting compassion for social and environmental issues. This contrasts with the 50.00% of managers who can accept no outperformance if the company is not as ethical as possible. One more small group with 20% of the accounting population may not see the this as average significance of the social contribution that the company is pursuing for social good. 


3. How can American Express enhance its brand equity and foster employee engagement?
[image: ]
Analysis: The evidence shows just how differently employees perceive the brand equity of American Express and how they play a crucial role in organisational culture and employee engagement. The survey reveals that 40.00% of respondents acknowledge the necessity of including Environmental, Social, and Governance (ESG) factors in their business strategy. At the same time, 30.00% of participants either neglect the environmental issues or refuse to draw attention to other social matters. The remaining 30% of them are precisely focused on the performance and growth metrics.




4. What are the factors that ensure organisational success in American Express apart from leadership styles?
[image: ]
The data showed a respondents recognize some factors other than leadership styles as to what contributes to organisational success in American Express. Equal portions of the participants indicated both employee satisfaction and well-being, as well as market trends and economic competition, as issues the most significant ones: they put down 40.00% for each of them. Nonetheless, 20.00% see this as driven by personal preferences of the board and other high-level leadership team members, thus possibly neglecting the bigger picture of numerous organisational dynamics.




5. What role does technology play in the future development of American Express?
[image: ]
The data gave a picture where the tendency toward using and applying technology depending on the future development and technical changes of the organisation American Express. This has incurred an advantage with as many as 40.00% of the respondents recognizing how it can help enhance customer experience and improve efficiency. On the other, an equal magnitude of 30.00 % of the suppliers do not think it has the potential to bring forth any economic growth. 






6. How does democratic leadership help in American Express’s organisational dynamics?
[image: ]
The results, with a solid 50.00%, depict the extent to which the staff sees the positive change that free leadership of democracy in the company has brought about. Through employees’ participation in the decision-making process, democratic management enhances credit for innovative ideas and transparency and creates a culture of collaboration synonymous with everyone having a stake. Among them, 30% of people think that it either aids or complicates the decision-making in crisis time; while the others hold the opinion that it does not encourage employee involvement, and it runs contrary to the establishment of a consensus, reflecting people's conflict on whether it is helpful or not.




7. What type of culture does servant leadership encourage in American Express?
[image: ]
The data indicates that the fact that nearly half of the respondents or 55.56% confirm that servant leadership is undoubtedly an influential factor in the culture of respect and empathy within American Express. The setting of this fact indicates that the leaders who serve give the top priority to the improvement of their employees' welfare and personality development, so the employers would enjoy balanced, teamwork-oriented work relationships. On the one hand, 33.33% of them associate this leadership style with a culture of competition and individualism, while on the other hand, 11.11% of the respondents agree that this kind of leadership sets a culture of too strict order and regulation. 




8. What type of culture does charismatic leadership inspire American Leadership?
[image: ]
Analysis: The data shows that 40.00% perceive the charismatic leadership style as an approach which cultivates an atmosphere of optimism and shared visions within American Leadership. Nevertheless, 30.00% feel that robotics can create an atmosphere of reluctance and distrust, and another 30.00% think that tech inventions may favour surrender and uncaringness, which equally shows a multifaceted perception of its consequences.
9. In what way does organisational culture in American Leadership influence customers' perceptions and brand reputation?
The organisational culture in American Leadership dramatically influences customers' appraisal and brand repute through configuring staff behaviours, beliefs and service delivery. The supportive culture in this case refers to the customer-related orientation. As such, customers get to have improved experiences and loyalty. On the other hand, a negative culture may lead to unreliable services, bad interactions with customers, and brand positioning down the drain as it determines the way, customers see the organisation. 
10. What else is it besides leadership styles that determine organisational success in American Leadership? 
Beyond a variety of leadership styles, some components are crucial to the success of American leadership as reflected in an organisation. They cover organisational culture, employee engagement, market situation, customer loyalty, innovation and strategic decision-making. Succeeding organisation building would be result from an alignment between these factors, which a workplace where employees are inspired, and empowered, and they keep on working for objectives achievement that are sustainable and that keep the organisation an advantage over its competitors.
[bookmark: _Toc159903959]4.2 Secondary Research
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Figure 1
Source: (Best, 2023)
The sales team at American Express would employ a diverse blend of the transactional and customer-oriented styles of leadership to support credit card sales in the United States which accounts for the largest market for the company in 2020. Transactional leadership involves carrying out the principles of setting clear expectations for performance, providing rewards for accomplishing tasks, and implementing consequences when a given task is not done properly. Taking credit card sales management as an example, this leadership model can be expressed in the form of setting sales targets for the teammates, providing extra bonuses if they meet those goals, and keeping an eye on the team performance indicators. Notably, customer-focused leadership should be the norm in the modern financial services sector as it deals with gaining the faith and trust of the customers. This leadership style, which is customer-centric, centred, and result-oriented, addresses personalized solutions, customer needs, and service experience of a high grade (Sanchez-Manzanares et. al., 2020). For American Express it was probably more about customer satisfaction, trying to create wonderful benefits programs, offering amazing incentives and access to custom support to make the whole card user experience better and, therefore, increase sales. Through a highly effective approach that entails combining transactional initiatives for guaranteed performance with a customer-oriented approach of providing customers with painless solutions, the sales team of American Express maintained the market share position although the credit cards outside North America have decreased slightly. This practice shows how one needs to display flexibility and agility to sustain success in a fluctuating credit card market.
[image: ]
Figure 2
Source: (Kazanins, 2024)
Among other incidences, American Express surpassed expectations in 2022 with a significant 25% year-over-year (YoY) revenue growth exceeding the 18%-20% anticipated revenue growth projected in the Annualized Investor Day. Nevertheless, 2023 disclosed a slowdown in growth. Nevertheless, the company still holds to its guidance which is 15-17% YoY revenue growth for 2023 as per the company presentation for Q3 2023, and with similar expectations for 2024 and the future that the revenue growth will continue to be 10% or above. American Express's management most likely practised a blending of strategies and visions as the essential tools to reach such impressive revenue levels. Strategic leadership implies having set goals in scope, making informed choices, and channelling your resources towards attaining these objectives. Visionary leadership, however, goes beyond this part by motivating and interacting with the team structures to shared vision success and, fostering innovations and market dynamics. American Express has sold well in a strong because its leadership units developed the right strategies (Ready et. al., 2020). By finding competitive advantage points, eliminating extra steps as well as adjusting to the new market environment, American Express took maximum benefit of its strengths and generated good financial performance. The firm's capacity to navigate adversity and its record of consistency and growth shows the management team's ability to deliver to the shareholders. This may be a good managerial model for steadily increasing the firm's performance and value.
[bookmark: _Toc159903960]4.3 Discussion
[bookmark: _Toc159903961]4.3.1 Analysis
This reasearch shows a complete disclosure of how the American Leadership organisational culture affects consumers’ outlook and brand name assistance. This point is aptly made, with the culture being illustrated as a fundamental driver of staff behaviours, beliefs, and consequent service delivery, culminating in the need for a customer-centred culture. The creation of a well-rounded organisation which puts the customer first will have a positive effect on the customer seeking experiences which will, in turn, lead to a greater degree of customer loyalty. On the other hand, a negative culture could lead to customers receiving poor services, and having bad conversations with the brand's people and eventually, the brand's reputation might get harmed as well. The analysis exerts a great influence on the part of organisational culture affecting the external perceptions of the public and customer relationships (van der Berg et. al., 2022). It exemplifies the knowledge of culture-customer interaction, brand reputation, and brand image, which points out that maintaining a positive customer-oriented culture within American Leadership is necessary for satisfying and retaining customers while retaining a favourable brand image.
This analysis identifies crucial variables beyond leadership and organisational success in American Leadership. The case study underlines the concept of organisational culture, employee engagement, market dynamics, customer loyalty, innovation, and strategic decision-making that help to foster a successful organisation. The report draws special attention to the need for a convergence among the above-mentioned factors and in that way lays stress on the creation of a new workplace environment in which employees feel upbeat, inspired, and involved in the enterprise’s efforts and goals for sustainability. By this comprehensive approach, the integrated nature of the company components, both internal and external, is recognized, hence, necessitating a balanced strategy, which must target within and external factors of the organisation (Kotler et. al., 2021). The research shows that organisational success is based on many factors and the key point is keeping in mind to adopt long-term and integrated leadership and management approaches in the United States.
[bookmark: _Toc159903962]4.3.2 Findings
The findings thereby underline the nature of organisational culture that determines the customers' impressions and brand equity. It helps to see the effects of a customer-focused culture and reasons to avoid anti-customer behaviour in providing a quality service resulting in customer loyalty and brand image protection. The outcome provides a basis of the community that nurtures happiness and the people want to maintain relationships in a positive business environment.
The findings underscore the emergence of organisational success in American Leadership amid the extent of a multi-faceted nature and approach to leadership styles. It articulates the fact that determinants including culture in the organisation, employee engagement, market factors, consumer loyalty, innovation, and strategic decision-making have a critical role to play. Through the recognition of the above elements coming together, it will be demonstrated that an inclusive technique is necessary for a sustainable approach to management to achieve long-term growth and competitiveness.
[bookmark: _Toc159903963]4.4 Conclusion and Recommendation
[bookmark: _Toc159903964]Conclusion
In conclusion, the literature review highlighted a variety of types of leadership styles applied by American Express and how they played a role in organisational operations, the culture as well as the success of the company. Strategic and transformational leadership styles which are largely involved, ensure the strategic alignment and expansion of an organisation organisation with long-term objectives. Moreover, conductive and ethical leadership approaches foster sustainable diversity, equity and faith in the organisation. Leadership styles and organisational culture interrelationship reveals the value of cultural alignment for success in creating employee involvement and productivity. Moreover, AI and fintech collaboration represents the digital transformation that drives the company's innovative edge and is the main factor contributing to the optimization of customer experience for American Express since it actively monitors the new technological trends in the field of banking. The philosophy of positivism was chosen on the research design side to ensure validity and accuracy in the collection of data. This approach, which is the inference, obviously coincided with the goal of the research objectives and it expounded theories. Mixed methodology was given the capability to sum up all the information; while the questionnaire favoring the sampling strategy and random approach worked for accuracy and broad-based representation. Digital devices enhanced the process of information-insight exchange, improving the efficiency and relevance of data collection and analysis. Furthermore, the research data analysis from the real cases applied all over American Express reflects just the complicated nature of leadership theory and the way it influences the work processes inside the company. Fundamental research underlines the role of the company culture, environmental factors, brand image, technological advancement, and employee commitment in achieving organisational goals. The secondary research also provided congruence as it identified how American Express, as a leader, has performed on the market based on the theoretical frameworks.
[bookmark: _Toc159903965]Recommendation
The list of recommendations gave several ideas to improve the leadership research at American Express. Carrying out empirical studies that explore the pragmatic implementation of various leadership styles in AmEx would give a practical understanding of model effectiveness and results for the company. Further to this, transitional research could be carried out to detect the changes in leadership style and its impact on organisational culture and performance over many years. Additionally, qualitative research methods like interviews and group discussions with employees and managers can offer a more comprehensive organisation of leadership techniques and their effects (Ryde et. al., 2020). Cofounding research projects with American Express stakeholders and leaders via “co-creation” and interacting with primary data sources allows us abreast with the ongoing internal situation and the changing needs. Last but not least, comparing the practices with international comparisons could help identify best practices and give correct guidance to executive leadership development for American Express.
[bookmark: _Toc159903966]Future Scope
The future arena of research in leadership theories at American Express may involve long-term studies to discover whether there is consistency or fluctuations in leadership behaviour and its implications for today and in the future. It will also help to look at the leadership of the future and the technological trends that are emerging. Two of these are AI and digitalization, and their influence on organising and outcomes (Murray, 2008). An in-depth comparison with other well-known organisations and cross-cultural studies would provide a clear picture of universal principles for successful leadership.
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[bookmark: _Toc159903969]Appendix 1: Questionnaires
1. In which way does the organisational culture in American Express fit for strategic goal attainment?
A) It does not affect strategic goals.
B) It helps to create alignment, motivation, and commitment among employees towards reaching their objectives for success.
C) It only affects mid-level management within the organisation.
2. What are the expectations of stakeholders for American Express’s commitment to sustainability and social responsibility?
A) There are no other expectations apart from the one regarding financial performance.
B) Expectations that the company has a responsibility to exhibit ethical business practices.
C) Expectations that the company does not need to be worried about its social impact.
3. How can American Express enhance its brand equity and foster employee engagement?
A) Deny concerns about the environment and other social issues.
B) Integrate principles of ESG in its corporate strategy.
C) Concentrate only on metrics of performance and growth.
4. What are the factors that ensure organisational success in American Express apart from leadership styles?
A) Employee satisfaction and well-being.
B) Market trends and economic competition.
C) Personal preferences of the leadership team.
5. What role does technology play in the future development of American Express?
A) It has no positive effect on the company’s growth.
B) It helps to improve customer experiences and streamline operations.
C) It slows down the development and innovation of the company.
6. How does democratic leadership help in American Express’s organisational dynamics?
A) In a situation of crisis, it facilitates the streamlining of decision-making.
B) It involves employees in the decision-making process, promoting innovation and transparency.
C) It discourages the involvement of employees in decision-making and hinders the consensus-building process.
7. What type of culture does servant leadership encourage in American Express?
A) A culture of empathy and mutual respect.
B) A culture of rigid rules and regulations.
C) A culture of competition and individualism.
8. What type of culture does charismatic leadership inspire American Leadership?
A) A culture of disengagement and apathy.
B) A culture of enthusiasm and shared vision.
C) A culture of resistance and scepticism.
9. In what way does organisational culture in American Leadership influence customers' perceptions and brand reputation?
10. What else is it besides leadership styles that determine organisational success in American Leadership? 
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Figure 2
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Analysis: The evidence signals a gap between stakeholders' requirements concerning American Express's plans to enhance sustainability goals and its social impact projects. Ethical business behaviour is what 30.00% of managing directors expect from their companies, reflecting compassion for social and environmental issues. This contrasts with the 50.00% of managers who can accept no outperformance if the company is not as ethical as possible. One more small group with 20% of the accounting population may not see the this as average significance of the social contribution that the company is pursuing for social good. 






Figure 3
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Analysis: The evidence shows just how differently employees perceive the brand equity of American Express and how they play a crucial role in organisational culture and employee engagement. The survey reveals that 40.00% of respondents acknowledge the necessity of including Environmental, Social, and Governance (ESG) factors in their business strategy. At the same time, 30.00% of participants either neglect the environmental issues or refuse to draw attention to other social matters. The remaining 30% of them are precisely focused on the performance and growth metrics.
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