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[bookmark: _Toc508199681]Executive Summary

The purpose of this report is to discuss the current situation that Ryan air are facing with mismanagement, Brexit and alternative transport method, and what impact it may cause to the business in long terms. In addition, the report will be analysing Ryan air internal and external issues in recent years by using Pestle model, also how the business could utilise the fishbone model to improve on its customer service. Furthermore, it underlines the key position the Ryan air’s stakeholders hold within the business.
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Ryan Air is an Irish low cost airline launched in 1985 by Cristy, Tony Ryan and Liam Lonergan. The business started with a small group of people only flying short journeys within the UK. In 1987, the company hired Michael O’ Leary to become the chief executive of the business and since then he has taking the business to become one of the largest airline in Europe. The company runs with around 13,000 highly skilled employees who are dedicated to give the best customer services and has an average of 2000 thousand fights on a daily basis. It also located in 85 cities all around Europe carrying over 130 million passengers per year, and connected to 216 destinations in 37 countries.
In 2017 Ryan Air became the first European airline to have carried over 1 billion passengers by competing against the top European airlines. This was a historic result for the business, mainly to a good customer service and consistently offering its passengers low prices, which had a huge impact on the business resulting in growing of its members to over 30 million. In recent years, its website became most visited site in the world due to consistent improvement on its features, allowing passengers to book flights directly with the airline.
 According to the Express news on April 2018, its been announced by the airline industry that Ryan Air was the world safest airline having safely flown over 1.1 billion passengers since the airline established in 1985. This had a significant improvement on the airline profits and demanding of its passengers, which resulted in Mr O ‘Leary to order 175 new Boeing 737-800 aircraft in a deal worth £11.5 billion. In recent years, Ryan Air also has lots of issue with its mismanagement, Brexit and alternative transport method.
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Main Body
Problem- solving and decision making is an essential skill required for all professional managers in a workplace to solve any major or minor issues. It is very important for managers to understand how the process works in order to make an effective decision, mainly because the decision made by managers can have a significant impact on businesses success and customers returning to the business. The first step would be to clarify the problem and gather valuable information, by breaking it down into small parts, which can allow to defining the problems. However’ if the problem is defined poorly then it will make it difficult to resolve. The second step would be to establish possible causes, where and how the problem was occurred, this will allow managers to maintain and create different solutions to the problems as well as finding key points to the problem. The third step would be to generate different ideas and solutions on the best possible way that the problem can be dealt with; this is when the manager will have to be creative in thinking and be determined in their mindset in order to find different techniques and ideas to create the best results. Also, if required they can demonstrate different techniques and ideas in order to find the best choice to make a decision. The final stage is to make a balanced choice by scoring each solution and carefully analyse the possible factors and failures it may cause. Then finally choose the highest one, which can be effective to solve the problem (Morgan, 2017).
[bookmark: _Toc508199684]Current Problems
According to (Calder, 2018) Ryan Air is facing a major problem with its pilots at this current moment, about 100 pilots who is with the trade union is approaching to strike on 12th of July 2018, due to Mr O’ Leary not negotiating with them to discuss pay increases or working conditions. This may have a major, disruption on flights cancelled or delayed. However, the airline did approach the trade union to discuss a 20 per cent pay increase, which may persuade the pilots to cancel the strike and carry on normal service, but no further discussions took place to come to a decision.  At the same time many other pilots in Belgium, Italy and Portugal were also not happy with the airline working conditions, there request were to get compensation for disrupted schedules and end the cost on food and uniform. However’ they will be looking to strike on 25th and 26th July, which may have a huge impact on the airline profits as the summer holiday is approaching. Therefore, it is vital for Mr O’ Leary and his team to negotiate with the trade union to come to a decision.
[bookmark: _GoBack]BREXIT
According to reporter (Davies, 2018), the chief executive Mr O’ Leary stated that on 1st of April 2019 all Ryan Air flights might be cancelled, due to Brexit deadline. Therefore, he was warning all his passengers in advance to be standby for this horrendous time and advising them to choose an alternative dates to fly. Also if the airline were to stay within the European market ,Mr O’ Leary will have to take a big step forward to persuade his European regulators that majority of his investors are EU nationals. If he fails to convince them, the airline might lose their right to fly under International law. However’ at present, it is looking good for Mr O’ Leary, 56% of its shareholders are European nationals and 20% are in UK citizen.  The airline also put a policy in place for the UK shareholders stating the investors only have permission to sell shares to the EU nationals. Furthermore, in February 2018, Ryan Air has decided to shut down its international base in Glasgow; this was due to uncertainty created by Brexit, leaving the airline to cut 300 jobs.  Also due to Scotland, putting up air passenger duty meant the airline had no choice but to shut down the base. However’ the airline decided to open eleven new routes through Edinburgh base, which have more demanding of inbound and outbound passengers (Culbertson, 2018).         
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Mismanagement
According to (Davies, 2017) the Ryan Air pilots were in healthy dispute with Mr O’ Leary, regarding their employment conditions and the way they have been misleading by the airline. The pilots were consistently under pressure from Mr O’ Leary to work on days off and fly long hours without having rest. Some pilots were only on temporary contract meaning they were on lower pay then the permanent pilots. Mr O’Leary received a letter from the pilots stating they were not happy with the employment terms and conditions, but Mr O’ Leary did not have any intentions to negotiate with them, leaving the pilot unhappy to work any extra hours, which resulted in shortage of pilots. This was the main reason why the airline decided to cancel many flights affecting over 700,000 thousand passengers from flying. This has also cost the airline paying out £20 million compensation to its passengers and £5 million on operational cost. However, if the airline were to avoid cancellation of its future flights, it will have to put a policy in place for employees, clearly stating the terms and conditions of employment. According to (Boland, 2017) Mr O’ Leary has apologised to its pilots and has promised to increase pay and improve job security. 
Alternative Transport Methods
The biggest threat Ryan Air are facing is the alternative transport method that could allow the passengers to travel by ferry’s, trains, and buses, which could affect the business in the long term. Passengers who are on national living wage might find travelling by alternative transport method the cheaper option than flying. Also due to living expenses and fuel is going up each year, the airline will have to put their prices up, which may have a significant impact on passengers from flying. The disadvantage is that it might take longer to get to a destination and tiredness could affect the passengers, especially people who are travelling with young children. However, a businessperson might find flying is the best and quicker way to reach to a destination. For example, they might have fix appointment to reach on time (Dunn, 2011).
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The Fishbone
A fishbone can be beneficial to an organisation, where they can analyse the possible factors causing failures to the organisation success and find different solutions and method to solve all kind of problems. The head of the fishbone is the effect of a certain problem and bone would be find different root of the causes. It can also help organisations to define, improve and measure approach to problem solving. Ryan Air also can utilise the fishbone diagram to identify the current problems that they are facing. According to (Rouse, 2015) a fishbone diagram is an important tool to find the potential causes of a problem in order to identify a solution to the cause. Here is an example how fishbone diagram can be useful to Ryan air to identify the common problem on waiting time.
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The Fishbone diagram analysed the waiting time for passengers, showing the key factors that the airline is required to improve on to maintain passengers and employees satisfaction. According to (Sharma 2013) it is important for the airline to find the possible cause and effect of the waiting time in order to run effectively on a consistent basis.
Stakeholder Analysis
The Ryan Air internal stakeholders are The Ryan’s, Michael O’ Leary, David Bonder man, Irish Air, Travel Agencies, Trade union and Employees. These are the group, who are interested in the businesses success and activities as well as have high level of power within the airline. Alternatively they are directly involved in the operations and strategy of the business.  The external stakeholders would be the press, government, technological and social. These people do not directly work with the airline but have interest on affairs of the business. However, they can be risk to the business if rules and regulation not followed. The connected stakeholders within the airline are customers, distributers, suppliers, financiers and retailers. These organisers have very low power within the airline and only have very little interest. Freeman (1984) defines that stakeholders are the people or organisation who are affected or can be affected by the businesses actions and outcomes.
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PESTLE Analysis
Political 
 Ryan Air is planning to shift its operations from Britain to Europe, if the Brexit affect the airline from flying to EU Countries in the near future. This decision came after the EU officials have warned Mr O’ Leary to relocate his airline from Dublin to the EU or have the option to sell its shares to EU nationals. According to the reporter (Rodionova 2017) if the airline decides not to change its headquarters to the EU, it may have a huge impact on the airline losing its major routes within EU. Also due to Brexit the airline is predicting it may lose huge number of passengers from flying within EU, which may have a significant impact on the airlines profit. Furthermore, the airline expected the fares might fall by 5% in summer 2017 due to living expenses going up, which may persuade people from flying (Kollewe 2017).
Economic 
In September 2017, Ryan Air has announced that its profit increased by 11% to £1.29bn after tax in six month, and net profit margin was 29 %, which was 1% higher than previous year. This was a significant improvement on profit considering its cancelled 20,000 flights between September and March and also given £100m pay increase to its pilots in that year, this was a great result for the airline (Beesley 2017). According to (Thomas, 2012) due to recession in Europe and higher fuel cost the low cost airline may have to increase its ticket prices in order to maintain its profit. However’ this was a critical time for all airline industry, because the recession have hit very hard throughout the Europe.
Sociological
In May 2017, Ryan Air becomes exclusive partner of the EU Erasmus Students network offering student’s affordable travel fares across the Europe. Erasmus is a programme for university student, who have the choice to study in 37 European countries, which have been successfully running for the last 30 years. However’ by Ryan air offering huge savings on flights and other travel expense to students, which made it possible for students to take on the programme. This had a huge impact on the airline attracting new passengers and boosting their long-term relationships with passengers and maximised its growth (Independent News Desk 2017).
Technological 
In the last few years the Ryan Air chief technology officer have made many changes on its website, on how it can attract more customers viewing the online site.  For example, the airline made easy features for its customers to view best prices online, rather than going on comparison site, which is lots more hassle for people going through third parties. It also launched My Ryan Air app in 2013 to its registered members, which is easy and effective to book last minute bookings, due to its efficient app, it attracted over 35 million users throughout Europe. Also later in that year, the airline collaborated with PayPal to allow passengers to make faster and secure payments online (Faull 2018). According to (O’ Connor 2018) Ryan Air will need to introduce a better data- sharing technology in order to increase digital sales and good customer care. The modern technology is extremely important for all airline industry, which can allow the use of fares, availability and other travel information.
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Legal 
Ryan Air may be facing legal action due to misleading its passengers over cancellation if their flights and constantly misleading its passengers such as; making promises on alternative days to fly and compensation will be given. Mr O’ Leary did apologised to its passengers due the disruption, but at the same time, he stated that the airline would not be arranging alternative flights for them, which did not take place. This made the passengers to compliant to the Civil Aviation Authority, who then wrote a letter to the Dublin head quarters stating if the matter is not resolved, then the airline will be breaching the consumer protection laws, which means it can take legal action against the airline (Davies & Monaghan 2017).  In December 2017, Ryan air was taking legal action against Expedia, for constantly taken valuable information from its website to charge passengers extra fees, without confirming with the airline first. However’ this had a huge impact on the airline from selling tickets online (Bishop2017).
Environmental 
Ryan Air is planning to become plastic free by 2023; it will be looking to eliminate all non-recyclable plastic on all its flights and at head offices. The airline will be considering using wooden cutlery, biodegradable cups and paper packaging on all flights. It will also be offering passengers to bring their own cups on board, if they do feel uncomfortable using the airline equipment (Topham 2018). According to (Murphy 2017), that Ryan air emissions grew by 14% in 2016 and it was on the edge of facing serious action from the government, who takes aviations growing emissions very seriously. However’ Mr O’ Leary denies that, the airline climate changes were increasing, in fact according to him his airline is the biggest aviation emitter in Europe. 
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Conclusion
The report concludes the airline mismanagements of its pilots, were the main cause why the airline flights cancelled and huge disruption off its passengers from flying, due to this it cost the airline millions of pounds in compensations. Using the Pestle and Fishbone model the report have analysed the current problems the airline was facing with its internal and external issues within the airline, and how can it improve on its customer service. The report also discussed the possible danger it may cause the airline in the future due to Brexit and alternative transport method, which was the biggest threat to the airline. Furthermore, it talks about how crucial it is for a manager to understand how the decisions process works in order to solve a problem in an organisation.
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Recommendations

· Ryan Air will need to give its pilots significant pay increase and improve on employment policy in order to avoid future cancellations of its flights.
· Ryan Air will need to launch more aircraft in the future, in order to give its passengers more choice to fly worldwide.
· Ryan Air management will continuously improve on its website features in order to keep up today’s modern technology.
· Mr O’ Leary will have to show high-level trust and respect to its employees, in order to get best results from them.
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