



Introduction 
This essay will be analysing a case study of Dame Carolyn McCall. It will be identifying the different roles she plays as a manager and leader in relation to Mintzberg’s ten classifications of essential managerial roles. Dame Carolyn McCall is known for being a pivotal CEO for EasyJet, achieving record numbers of passengers and profit for the company (GOV.UK, 2018). Furthermore, this essay will pinpoint examples that prove she was in fact a good manager. Although this essay will only be examining a few of the managerial roles, it is said that when being a manager one must possess all the qualities suggested by Mintzberg and be able to utilise them according to the situation that is happening at the time (BPP, 2010). 

Being a leader is an important role in that it involves being a source of positive drive to others in the organisation. Isles-Buck and Newstead (2005) cite Hersey by saying that ‘leadership is an attempt to influence the behaviours of others’. Therefore, to be a leader a person must be able to motivate and inspire staff to perform to their best. When McCall began her time at EasyJet, the company had been known for having somewhat bad mannered staff. McCall states in the case study that to try and tackle the issue, she made sure to personally address the problem by making it her task to focus on increasing employee morale. This would not only help her staff’s performance, but also be beneficial to the customer satisfaction rate. Another example would be, during an interview with Change Board (2017), McCall discusses how when Brexit was first announced she made sure to reassure staff no major financial changes would happen to the airline’s standards and she re-introduced staff in-flight meals. Albeit a small gesture, it is a reminder to the staff of their job security and that she cares about her team and to keep her colleagues in a positive mind-set. It was also said in the podcast that when McCall was still working for the Guardian, she would talk to staff on a more personal level, encouraging employees to ‘let their hair down’ so they are able to relax and feel more like they are in a comfortable working environment, hoping to in turn helping them perform their jobs more efficiently. 
Being a successful liaison means that one must be an effective communicator not only with the team working inside the organisation but also with those who affiliate outside of it (Dunphy and Meyer, 2002). This can include customers, suppliers or even the government (Mintzberg, 2000). This also means having to act as a link of communication between the two. McCall shows an example of this by having daily meetings with her operational team, which would allow the discussion of any issues that may have been brought to attention such as, weather disruptions or lack of staff. This information can then be forwarded on to people such as other airlines and the customers to let them know of any possible delays. In doing this, McCall is also able to monitor her staff, making sure they are performing to the correct standard. This then leads on in to the monitor role.
Mintzberg suggests that when being the monitor role, the manager will find many sources of information, be it formal or informal or from internal or external sources. McCall displays an example of being the monitor role in an interview with Forbes. She mentions how initially when she was only a candidate for taking on the role of CEO at EasyJet she spoke to the head of operational staff to gather as much information from someone within the organisation. She then did additional thorough researched in order to try and gain somewhat of a good understanding of what goes on in the aviation sector as she had no previous airline experience. It is important for a manager to gather an understanding on as much relevant information to the organisation as they can get (Mintzberg, 2009) to be able to keep up with the ever evolving environment. 
Another example of McCall displaying the monitor role is found in the BBC podcast where McCall received a letter from a disgruntled trainee pilot. She then proceeded to call the member of staff on the telephone and have a forty minute conversation with him about a wide variety of subjects in order to gain a better understanding of what could be going on in a different sector the company that she was not aware about, the podcast then confirms she solved the problems and went on to contact the other disapproving pilots. It was also mentioned in the podcast that she would take a more hands on approach. She would get on the airplanes, begin to help cleaning and whilst doing so she would speak to customers directly, gaining vital feedback. This collection of information from different sources can then be used to make the relevant changes to the company which can then be communicated to other employees using the disseminator role.
Mintzberg describes a disseminator role as when a manager passes on information to and from other members of staff to other affiliates of the organisation (Mintzberg, 1971). McCall provides examples of this within the case study where she mentions how she set up a dial-in chat for all staff to ask questions, discuss their thoughts and receive responses in a convenient manner. However, she had since moved on to more brief podcasts which she called a ‘stand-up’. These chat-lines created an opportunity for her to communicate with staff both individually and as a group to provide everyone with the necessary information both quickly and effectively.
Being a spokesperson means a person much be able to communicate information to those outside of the company such as customers and the press. It is said, even though the CEO is the spokesperson for the company and usually the one to blame when problems arise, the external affiliates blame it to the organization in general (Verhoeven, J.W.M. et al., 2012). McCall theoretically acts as a spokesperson for EasyJet every time she has an interview, but an example mentioned during the BBC podcast was that McCall had to speak on behalf of and defend EasyJet when they fell in to debt, losing a significant amount of money at the beginning of the year due to problems out of the company’s control. It is important for a manager to reduce the negative press in order to reassure people, for instance the stakeholders, that the company is not in worrying decline, and to also not lose any customer trust. Furthermore, although she speaks for EasyJet as a company, she also speaks for individuals within the firm. She shows a strong interest in being a voice for the women who work for the company. In the case study and also several other interviews, she voices her opinion about gender equality buy mentioning topics such as the gender balanced management team within EasyJet and the importance of powerful females within the industry.
To have the capability to be an entrepreneur, a person must be able to create changes for the better and have the ability to quickly solve problems that may arise. McCall demonstrates an entrepreneurial role when as stated in the case study, she turned EasyJet’s operational system around in her six years of being a CEO and in turn created record profits. EasyJet was at its most financially damaged state when McCall took on the role as CEO, however she seized the opportunity to revive the company and solve the problems. According to McCall in an interview with Management Today, she decided to change the target market to business class and backpack customers which then resulted in an increase in revenue and flyers. From there the profits rose up to seventy percent over her time acting as CEO to approximately £403 million (Management Today, 2017). Another example of McCall acting as an entrepreneur is shown in the BBC podcast, when McCall was still employed at the Guardian. She and her work partner came across the internet in America and she knew, even then, that a digital copy of the newspaper was something that would need to be developed in order to keep up with the future competition as she recognised that digital would one day be superior over paper newspapers. 
It is said by Tesone (2010), a manager’s job is to make important decisions to improve the company. When being a disturbance handler a person must be able to cope with the unexpected by making a decision to get things back on track (Huczynski & Buchanan, 2013). During her first six months as CEO McCall dealt with quite a lot of disturbance that she said most CEO’s would not always encounter. Most problems forming from things completely out of the company’s control. In an interview with WTM, she mentions how initially in the form of cancelled flights due to a volcano eruption, the company then faced numerous claims against them. Then other examples of terrible winter weather and the rising oil costs. All problems she was not able to rectify herself, however she was able to overcome the problems and still learn from them. McCall provides another example of disturbance handling when she was able to overcome the possible detrimental effects of the United Kingdom leaving the European Union by securing an air-operating certificate in Europe. This therefore allowed EasyJet to continue business without possible restraints. So, she along side with her operational team had to make quick decisions to not only keep her customers satisfied and informed. But it is also to keep her staff working efficiently and be able to use the valuable information learned from encountering the problems in the future.

Conclusion
In conclusion, Dame Carolyn McCall has shown examples to a number of Mintzberg’s roles during her time at EasyJet. The roles found included but not limited to two interpersonal roles of leadership and liaison. All three informational roles of monitor, disseminator and spokesperson. Then finally two of the decisional roles of entrepreneur and disturbance handler. This is not to say these are the only roles she plays as a manager, due to limited research material examples could not be found for all ten roles. However, from the examples found it is clear that McCall was an effective manager and CEO of EasyJet.
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