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[bookmark: _Toc78396299]1. Introduction
To fulfill the long-term goal of an organization, it is necessary to take into account the workplace issues that affect the employees to achieve organizational success. Organizations need to focus on managing, motivating, engaging, monitoring the performance of the employees that helps them achieve workplace success. Moreover, employees need to develop several workplace skills to contribute to organizational profitability. To improve these skills, they focus on developing a specific action plan that assists them to acquire certain work-related skills. This report will discuss these workplace issues by dividing them into two sections. The first section will discuss and analyze the three questions regarding different motivation factors and the role and importance of employee motivation, the role, and importance of employee engagement, performance appraisal, and performance management at the chosen organization named British Airways. The second section will focus on developing Personal Development Plan at British Airways.
[bookmark: _Toc78396300]2. Methodology
The data has been collected from both primary sources and secondary sources. The primary data has been collected from depth interviews with some employees of British Airways. The secondary data has been collected from several sources such as books, journals, articles, online journals, company websites, business websites, etc. These sources have provided an insight into the workplace theories, information about the chosen organization named British Airways' managing people and performance. 
[bookmark: _Toc78396301]3. Company Profile
British Airways is one of the largest global airlines and international carriers in the United Kingdom-based at Heathrow Airport in London. It was founded in 1919. British Airways serves around 95 million customers a year via using 441 airports in 86 countries with more than 1,000 planes. It has a global network and integrated partnership with American Airlines, Spain-based Iberia, and Finland's Finn air. The name of the parent company of British Airways is International Airlines Group (IAG). British Airways has more than 45000 employees across 86 countries. 

[bookmark: _Toc78396302]4. Motivation factors and employee motivation
[bookmark: _Toc78396303]4.1: What is motivation
Motivation is considered a process that involves initiating, guiding, and maintaining the behavior of an individual or a group of people toward attaining a goal. It is called a driving force to activate a particular behavior and includes the biological, emotional, social, and cognitive (Fargus, 2018). Employee motivation drives the energy, commitment as well as creativity of the employees that they employ to their jobs to enhance organizational performance.
[bookmark: _Toc78396304]4.2: Major relevant theories of motivation
Maslow’s hierarchy of needs theory 
Abraham Maslow has proposed the need theory that depicts that a person becomes motivated after fulfilling his needs and these needs need to be fulfilled hierarchically from lower-level needs to higher-level needs. So, for motivating an employee, several needs including physiological, safety, social, self-esteem, and self-actualizations need to be fulfilled. 










[bookmark: _Toc78396374]Figure 1: Maslow's hierarchy of needs
(Source: Kaur, 2017)

Herzberg’s Two-Factor Theory
The two-factor theory was introduced by Frederick Herzberg in 1959. This theory is also known as the motivator-hygiene theory. The theory has discussed the factors that cause job satisfaction and the factors that cause job dissatisfaction. According to the theory, the motivation factors inspire or influence the employee's motivation to work hard in the workplace and the hygiene factors do not inspire them to work hard but they become unmotivated for the absence of these factors. These factors are given below:
 (
Motivation Factors
Achievement
Recognition
Advancement
Growth
Responsibilities
The work itself
Hygiene Factors
Organization’s policies and rules
Supervision and leadership quality
Relationships
Work conditions
Salary and security
Remunerations
Lead to job satisfaction and encourage for working hard
Reduce job dissatisfaction and absence of these factors leads to be unmotivated 
)


 





[bookmark: _Toc78396375]Figure 2: Herzberg’s two factors
(Source: Ozguner, and Ozguner, 2016)
Vroom’s Expectancy theory
Vroom’s expectancy theory originates from the motivations that focus on the performance and outcomes that emphasize that behaviors are the result of the conscious choices among the alternatives that focus on maximizing the advantages and minimizing the disadvantages (Parijat, and Bagga, 2014). Vroom believed that the performance of outcomes of an employee depends on his/her internal factors including knowledge, specialties, personality, skills, and capabilities. Three variables have been used that include expectancy emphasizes that improved effort leads to improved performance, instrumentality emphasizes that performing well leads to a valued outcome and valence depicts the importance placed by an individual on the desired outcome.
[bookmark: _Toc78396305]4.3: Concept of Motivation and performance at British Airways
British Airways has successfully identified and applied the concept of motivation in its organization. An application of Maslow’s hierarchy of needs theory, Herzberg’s two-factor theory, and Vroom’s expectancy theory has been seen at BA. The experts have explored that British Airways follows the autocratic leadership style and so, employees are needed to follow the established rules, policies, formal relationships. The management styles of BA affect the motivation of the employees. It has been found in several studies that autocratic supervision leads to dissatisfaction of the employees. The highly centralized structure of the organization has created a distance relationship between the top management and the employees. Moreover, the organization is business needs-focused that does not emphasize the social needs of the employees. Although the managers provide room for the innovation and creativity of the employees, BA emphasizes standardizing the innovations to increase efficiency that does not let them think out of the box and reduce the spirit of innovation. Although the employees of BA sacrifice their spare them, it fails to recognize the efforts of the employees. So, according to Maslow's theory and Herzberg's theory, employees have a low level of motivation along with job satisfaction that reduces their performance. The scholars also found a low motivational level by applying the expectancy theory (Shukla, 2019). The poor work design leads to create a difference between the employee skills and roles and their performance and efforts at BA. 

[bookmark: _Toc78396376]Figure 3: Impacts of employee motivation on performance. 
(Source: Harvey, and Turnbull, 2019)
[bookmark: _Toc78396306]4.4: Strategies to motivate employees of BA
 (
Financial and non-financial incentives schemes
Delegating authority, expanding skills, cross-training, communication, team-building, flexibility
Greater variety, higher knowledge, and skills provide autonomy, assign responsibility, personal growth 
Incentives Scheme
 
Empowering Employees
Job Enrichment
)Several strategies are taken by British Airways which have been divided into three parts including incentives scheme, job enrichment, and empowerment that helps to ensure organizational efficiency. These strategies help BA to increase higher motivation, productivity, job meaningfulness, sense of achievement and belongingness, reduce absenteeism and employee turnover rate, increase employees enthusiasm and winnings, cooperation as well as high morale. The figure depicts the motivation strategies and their effectiveness to BA.





 (
Strategies
)




[bookmark: _Toc78396377]Figure 4: Motivational strategies and effectiveness of BA
(Source: Bruce, 2016)
The other motivational strategies taken by BA are using positive reinforcement, implementing effective discipline in the organizational culture, providing fair treatment by bringing diversity, providing rewards based on performance.
[bookmark: _Toc78396307]4.5: Effectiveness of the strategies of BA
The three strategies overlap with each other to ensure the effectiveness of British Airways. These strategies assist BA in increasing effectiveness in several ways. Financial and non-financial schemes increase the enthusiasm, willingness of the employees to work hard. Financial benefits are extrinsic rewards and nonfinancial benefits work as an intrinsic reward for the employees (Ristic, Selakovic, and Qureshi, 2017.). Job enrichment increases the sense of achievement, belongingness among the staff and reduces absenteeism and employee turnover rate. Empowering the employees to increase the high level of morale and increase cooperation in the BA. 
[bookmark: _Toc78396308]5. The role and importance of employee engagement
[bookmark: _Toc78396309]5.1: What is employee engagement
Employee engagement is the concept that describes the emotional connection that an employee has toward his/her organization that affects his/her organizational behavior and level of commitment and effort influencing the performance. The engaged employee show the high level of organizational citizenship behavior and assist to improve both the individual and organizational performances.
[bookmark: _Toc78396310]5.2: Theories of employee engagement 
 (
Tasks and role characteristics
Relationships
Group interactions Management style and Organizational culture
Depletion of Physical energy and emotional energy, Personal insecurity and External lives
Psychological conditions
Meaningfulness
Safety
Availability
Engagement
Physical
Emotional
Cognitive
Drivers of engagement
)William Kahn's theory of employee engagement provides an insight into the workplace behavior and engagement of the employees in 1990. According to Kahn, employee engagement is the ability to harness their "full self” at work.  Three psychological conditions have been identified by Kahn namely meaningfulness, safety as well as availability.











[bookmark: _Toc78396378]Figure 5: Kahn’s model of employee engagement
(Source: Saks and Gruman, 2016 )
Meaningfulness is the employee's thought of work's meaning to him/her, safety is the feeling of reducing the risks, and availability is physical and mental ability to engage oneself. Kahn has also identified several drivers of engagement that lead the employees to engage physically, emotionally, and cognitively at the workplace.
[bookmark: _Toc78396311]5.3: Role of engagement on organizational performance at British Airways 
The major elements that British Airways takes into consideration engaging the employees are employee voice, employee influence, management power, and competency. Several studies have been conducted on British Airways to explore employee engagement in the organization. A survey has been conducted on 48 employees in the first section and 160 employees in the second section in a study on British Airways (Duncan, 2021). In the study, 63% of the employees have agreed that setting goals, commitment, as well as management of people first, are the major element of employee engagement in the workplace and 72% of the employees have ascertained that there is three major components of the employee engagement are collaborative working, give importance to all individual employee and ascertaining the distinct roles of the employees. 
 
[bookmark: _Toc78396379]Figure 6: Benefits of the high level of employee engagement
(Source: Allidina, 2021)
A high level of employee engagement helps the employees at British Airways to improve productivity, innovation, and growth, increase the retention rate of the employees, and reduced absenteeism, etc.  
[bookmark: _Toc78396312]5.4:  Strategies to engage the employees and effectiveness at British Airways
Setting clear goals: For engaging the employees, British Airways set clear goals and strategies to pull themselves in time of immediate crisis. BA emphasizes clearing the accountabilities of the employees through re-enforcing the new organization structure and system solutions by using e-tools that assist the employees to engage in the workplace successfully.
Communication: Managing internal communication is one of the major tasks of British Airways to engage the employees. E-communication tools are also used for this purpose. For example, to ensure engagement efficiency with the 45000 employees around 86 countries, it has prioritized internal business communication through digital transformation to use Office 365. 
Providing training: Providing training to the employees is also a crucial task of employee engagement at BA. BA has a global training team for this purpose. In 2018/19 years, it took about 173000 days of training to engage the employees across the operation countries.
Listening carefully and mentoring: Interviews with the managers to listen to them and providing feedback is a major task of BA that helps to engage the employees at the workplace (Osborne, and Hammoud, 2017). BA uses the HR balanced scorecard to examine the employee engagement effectiveness and provides feedbacks accordingly.
Recognizing and rewarding: BA emphasizes creating a committing environment where the employees feel valued and are recognized fairly which ensures employee engagement. To engage them, BA offers real flexibility and makes them able to choose the benefit that can suit them such as the pension arrangements.



[bookmark: _Toc78396313]6. Performance Appraisal and Performance management and methods of monitoring employee performance
[bookmark: _Toc78396314]6.1: What are performance appraisal and performance management
A performance appraisal is considered as the regular as well as a systematic evaluation of the employee's job performance for understanding the capabilities and achievements. It is also called an annual review or performance review. Performance management is the continuous process that assists an employee to improve his/her performance through an ongoing process of communication.
[bookmark: _Toc78396315]6.2: Difference between performance appraisal and performance management
Performance management helps the staff developing and increasing performance or productivity. Performance appraisal emphasizes evaluating the actual performance rather than focusing on productivity. Performance management considers the present and future orientation. Performance appraisal is based on immediate past performance. Performance management is a holistic and strategic approach and performance appraisal is an individualistic and operational approach (Iqbal, Akbar, and Budhwar, 2015). Performance management is more dynamic in nature and performance appraisal is a linear and top-down approach. Performance management is an ongoing process and performance appraisal is conducted once or twice a year.
[bookmark: _Toc78396316]6.3: Theories of performance appraisal and performance management
Three major theories of performance appraisal are Social comparison theory, Feedback Intervention Theory, and Goal orientation theory. Social comparison theory is based on the notion that people tend to compare their performance to their relevant peers around them. So, employees will enhance their performance while facing unfavorable comparative information. Feedback Intervention theory is based on the notion of wishing to achieve and the feedback they receive that leads them to be highly motivated for attaining higher level performance. The Goal Orientation theory deals with three types of people at the workplace namely LGO (Learning Goal Oriented), PPGO (Performance-prove goal-oriented), and PAGO (Performance-avoidance goal-oriented) (Johnson, 2014).  LGO focus on acquiring new skills, PPGO focus on competency, and PAGO focus on avoiding negative judgments of others.  
[bookmark: _Toc78396317]6.4: Performance appraisal and performance management at BA
For performance management, British Airways considers evaluating and monitoring the Four Key factors including financial, customers, operations as well as employees. To keep the organizations on track BA takes these factors as the Key Performance Indicators (KPIs). BA conducts an ongoing evaluation on both financial and non-financial indicators for improving the performances in the future (Bertillo, Julius, and Salando, 2016). For performance appraisal, the board set the annual targets for these individual factors in line with the strategic objectives. So, BA has implemented the Feedback Intervention theory and Goal-oriented theory for performance appraisal. Achieving feedbacks from the managers leads the employees of BA to be more motivated and goal-oriented. The employees are interested to achieve goal-oriented skills and prove their competency. 
[bookmark: _Toc78396318]6.5: Methods of monitoring the employee performances and their effectiveness at BA
Several methods are used by British Airways to monitor the performance of the organization. These are discussed below:
Balanced Scorecard: It monitors the employee performance by measuring the financial, customers, environment or community, learning, and growth, internal processes, employee satisfaction, etc that provide BA an insight into strengths, weaknesses, opportunities, and threats.
Key Performance Indicators (KPIs): It includes a set of measures emphasizing the performance indicators. BA monitors the employee performance by measuring the KPIs focusing on the four areas financial, customers, operations, and employees through Global Positioning Monitor (GPM) survey (British Airways 2018/19 Annual Report and Accounts, 2021). It helps BA to take ‘Ready to go' measures and implement scheduled plant departure. BA conducted the all-employee confidential ‘Speak UP’ survey and Employee Engagement Index to monitor performance. 
Key Result Indicators (KRIs): It provides a clear picture to British Airways to move in the right direction. It monitors employee performance by measuring customer satisfaction, employee satisfaction, and return on investment, and employee satisfaction. The Board of Directors can take the right decisions by analyzing these KRIs. 
Technological tools: BA has selected ‘Informatica’ which is a provider of data integration software for managing and monitoring performance. It helps BA to ensure communicating the relevant as well as timely data. The Central Analytics Department and Operational Research Team use a cloud system to integrate the data.
[bookmark: _Toc78396319]7. Personal Development Plan
The personal development plan is known as a process that emphasizes developing an action plan by taking into account several factors such as awareness, values, reflection, setting target goals (Eisele, et al., 2015). PDP plan deals with the personal development of an individual that focuses on self-improvement.
[bookmark: _Toc78396320]7.1: SWOT analysis of an employee working in British Airways
The employees of British Airways are very crucial for the continued success. SWOT analysis assists an employee to explore the strengths, weaknesses, opportunities, and threats and take the proper personal development plan accordingly. SWOT analysis of an employee of British Airways such as project manager is given below
 (
Strengths
Planning and managing skills     Project decisions making skills Good communication     Persuasive and influential skills Team working ability               Organizing and problem-solving IT skills 
Weaknesses
Failure to meet project expectations under pressure      Lack sufficient technical skills   Failure to assess potential project risks                        Organizational structure impedes the communication
Opportunities
Acquiring new skills via talent management programs of BA    Increase capabilities via training and Development programs   Quality apprenticeships of Global Learning Academy at BA                    
Threats
Failure to adapt with cross-cultural communication     Failure to adapt to changing trends or digital transformation   Lack of research-intensive strategies                          Security threats
                             
SWOT
)












[bookmark: _Toc78396380]Figure 7: SWOT analysis of an employee working at British Airways
(Source: Author)
Strengths: An employee of British Airways posses several soft and hard skills that help them to deal with the customers and being successful in the workplace. These skills are their strengths. Several skills or capabilities of an individual working such as the project manager in British Airways are skills of planning, managing, organizing, good communication, persuasive and influencing, etc. These skills assist an employee to contribute positively to British Airways. An individual needs to work with several people in BA such as operation agents, passenger service agents, crew schedule coordinators, flight instructors, etc. These skills help them successfully work with them and contribute to organizational development. 
Weaknesses: However, an employee of British Airways has several weaknesses that lead them to poor performance. The weaknesses of a project manager may include failure to meet the expectation while the pressure arises, lacking sufficient technical and analytical skills leads to the risks that are associated with a project. The confusion may be created among the employees or project managers because the organizational structure of British Airways which is highly centralized that creates barriers to the free flow of information.
Opportunities: However BA provides several opportunities to acquire new skills to an employee. British Airways take several Personal Development Programs, Training and Development programs, Talent Management programs to provide the opportunity to acquire new industry-specific knowledge and skills. In March 2019, BA took a 12-month apprenticeship scheme for this purpose (Karami, 2017). Moreover, BA has a world-class Global Learning Academy that helps an employee to acquire the basic knowledge of Math, English, and digital skills.
Threats: The employees of British Airways face several threats such as adapting to the company's communication strategies across the culture. As BA operates in more than 70 countries, the employees face threats from the cultural shock that impede their communication ability. Moreover, an employee faces threats adapting to the changing business environment and digital transformation that require them to learn additional skills. Along with that BA lacks taking the research-intensive strategies that affect the employees to develop proper research skills and discover their abilities. The security threats lead the employees to avoid the goal-oriented behavior at British Airways.  



[bookmark: _Toc78396321]7.2: PDP action plan

	
Skills to work on
	
Managing pressure
	
Technical skills
	
Communication
	Critical thinking and analysis
	
Adaptation

	
Goals
	Fulfill the work expectation under pressure
	Achieving more knowledge and abilities about the aviation industry and perform job-related tasks successfully
	Communicate the project goals and opinions with the lower level of service providers successfully
	Identifying and solving the risks and security issues related to a project or customers
	Adapting with the digital innovation and changing business environment

	
Resources available 
	Applying the techniques and experiences that have been taught from the PDP program at BA
	
Practicing more job-related specific tasks under the specialized and experienced managers
	Practicing during social activities such as conversation with friends and families, increase the amount of teamwork
	
Associated with and solving more business problems, 
	
Trying to be open-minded and being positive about administering changes

	
Action Plan
	Taking part in training and development programs 
	Taking parts in workshops and training programs
	Practice public speaking and join in several workshops
	Analyze more business case studies and practice  listening skills 
	Find a strong team and follow their strategies to adapt to changes, join in training and development programs 

	
Time Frame
	
6 Months
	
6 Months
	
Daily (1 month)
	
6 Months
	
6 Months



[bookmark: _Toc78396387]Table 1: PDP Action Plan
(Source: Author)


[bookmark: _Toc78396322]8. Conclusion
To increase workplace performance, organizations should focus on the workplace factors such as motivational factors. The researcher found the application of several motivation theories at British Airways that explain the factors that drive employee motivation such as Maslow's hierarchy of needs theory, the two factors theory of Herzberg, and the expectancy theory of Vroom. So, the motivation factors increase the employee performance at BA by enhancing productivity, innovation, and growth, etc. BA takes several strategies to motivate the employees. Employee engagement is another important issue that BA has implemented. Kahn's model of employee engagement provides an insight into the drivers of employee's physical, emotional, and cognitive engagement in the workplace. Performance appraisal and performance management techniques play an important role at British Airways. The monitoring techniques such as balanced scorecard, Key performance indicators, etc assists to improve performance. The personal development plan assists an individual at British Airways to improve certain skills by setting target goals and taking proper action plans.
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