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Introduction
In the workplace, particularly within the airline industry, behaviour is influenced by more than just training and organisational policies. Personal beliefs, attitudes, and values play a significant role in shaping how individuals think, act, and respond to different situations at work. The airline industry is a fast-paced, highly regulated, and customer-focused environment, where employees are often required to make quick decisions, work as part of a team, and maintain high standards of professionalism. In such a setting, individual behaviour can have a direct impact on both customer experience and operational effectiveness.
Beliefs, attitudes, and values are closely connected but have distinct meanings. Values can be understood as long-term principles that guide behaviour, beliefs are what individuals accept as true based on their experiences, and attitudes reflect how individuals feel about particular situations or people (Rokeach, 1973; Ajzen, 1991). These factors influence how employees communicate with colleagues, respond to management, and deal with challenges in the workplace. In an airline context, where safety, teamwork, and customer service are essential, these personal factors can significantly affect both individual and organisational performance.
The aim of this report is to critically analyse the impact of my own beliefs, attitudes, and values on my workplace behaviour within the airline industry. It will explore how these factors influence my decision-making, interactions with others, and overall approach to my role. The report will draw on relevant academic theories and models to support this analysis and to demonstrate an understanding of how these concepts apply in practice.
In addition, the report will examine a management theory that is relevant to my role and critically assess how it influences my own beliefs, attitudes, and values. It will also consider how individuals with different perspectives may interpret the same theory differently, highlighting the importance of individual differences in the workplace.
The report will begin by exploring the key concepts of beliefs, attitudes, and values, followed by a critical reflection on how these influence my own behaviour at work. It will then evaluate a relevant management theory and its impact before concluding with key findings and recommendations for personal and professional development.

In addition to these factors, it is also important to recognise that workplace behaviour in the airline industry is continuously shaped by situational pressures and organisational expectations. The dynamic nature of the industry means that employees must often adapt their behaviour depending on operational demands, customer needs, and unexpected disruptions such as delays or cancellations. This requires a high level of flexibility, emotional control, and professionalism to maintain service quality.
This demonstrates how these pressures can sometimes influence my own attitudes and decision-making, particularly during busy periods when there is limited time to fully process each situation. In these moments, there can be a tendency to rely more on learned procedures and organisational guidelines rather than individual judgement. While this ensures consistency and efficiency, it can also limit the level of personalised service provided to customers.
Furthermore, the multicultural nature of both employees and customers in the airline industry adds another layer of complexity. Differences in communication styles, expectations, and cultural norms can influence how behaviours are interpreted. This makes it essential for employees to remain aware of their own assumptions and to approach each interaction with openness and professionalism. Developing this awareness supports more effective communication and helps reduce misunderstandings in a diverse working environment.

Beliefs, Attitudes and Values in an Airline Contact Centre: A Critical Reflection and Theoretical Analysis
Understanding Beliefs, Attitudes, Values and Critical Thinking in an Airline Contact Centre
Working within an airline contact centre is a demanding environment that requires employees to manage a high volume of customer interactions, often under time pressure and emotionally charged circumstances. In such a setting, the role of individual beliefs, attitudes and values becomes highly significant, as these internal factors shape how employees interpret situations, respond to customers and interact with colleagues. Although these concepts are closely related, they represent distinct psychological constructs that influence behaviour in different ways.

Beliefs can be defined as the assumptions or perceptions individuals hold about what is true or false (Robbins & Judge, 2023). In the context of an airline contact centre, beliefs may develop through repeated experiences. For example, an employee who frequently handles complaints about delays may begin to believe that customers tend to exaggerate their frustrations. Alternatively, another employee may believe that customers are justified in their reactions due to the stress associated with travel disruptions. These differing beliefs can lead to very different approaches when handling similar situations.
Attitudes refer to the emotional responses or feelings individuals have towards some situations, people or tasks (Mullins, 2019). In a contact centre environment, attitudes can fluctuate depending on workload, management support and customer behaviour. For instance, an employee who has experienced multiple difficult calls in succession may develop a negative attitude, leading to reduced patience and empathy. Conversely, a positive attitude can enhance resilience and improve customer interactions, even in challenging circumstances.
Values are deeper and more enduring than beliefs and attitudes, representing the principles that individuals consider important in guiding their behaviour (Griffin, 2020). Common values in a customer service environment include fairness, respect, professionalism and efficiency. In practice, these values influence decision-making. For example, an employee who values empathy may prioritise taking extra time to reassure a distressed customer, while another who values efficiency may focus on resolving the issue as quickly as possible.
The interaction between beliefs, attitudes and values is particularly evident in high-pressure environments. For instance, an employee may value customer satisfaction but hold the belief that customers are often unreasonable. This conflict can create tension, leading to a negative attitude and potentially inconsistent behaviour. Recognising these internal dynamics is essential for maintaining professionalism and delivering consistent service.
To further analyse how individuals process information and respond to workplace challenges, cognitive and affective frameworks such as Bloom’s Taxonomy and Krathwohl’s affective domain can be applied. Bloom’s Taxonomy outlines a hierarchy of cognitive skills, progressing from basic knowledge and comprehension to higher levels such as analysis, evaluation and creation (Bloom, 1956). In an airline contact centre, employees who operate at higher cognitive levels are better equipped to handle complex situations. For example, rather than simply applying standard procedures, they can evaluate the context of a customer’s issue and adapt their response accordingly.
Krathwohl’s affective domain complements this by focusing on emotional engagement and the internalisation of values (Krathwohl, 1964). In customer service roles, emotional intelligence is crucial. Employees must not only understand policies but also demonstrate empathy, patience and professionalism. For instance, acknowledging a customer’s frustration and responding with genuine concern can significantly improve the overall experience, even if the outcome remains unchanged.
Critical thinking plays a central role in bridging cognitive and emotional processes. The Paul–Elder framework emphasises the importance of analysing assumptions, identifying bias and applying intellectual standards such as clarity, accuracy and fairness (Paul & Elder, 2014). In a contact centre environment, employees are often required to make quick decisions, which can increase the risk of relying on assumptions or stereotypes. For example, an employee may assume that a customer is being deliberately difficult, rather than considering external factors such as stress or previous negative experiences.
From a personal perspective, I have found that maintaining a consistent level of critical thinking can be challenging during peak periods. When call volumes are high and performance targets are strict, there is a tendency to rely on routine responses rather than fully analysing each situation. However, this can lead to oversights and reduced service quality. By consciously applying critical thinking principles, such as questioning initial assumptions and considering alternative perspectives, it is possible to improve both decision-making and customer interactions.
Bias is another important factor to consider. Bias can develop unconsciously based on past experiences, cultural influences or organisational norms. In an airline contact centre, this may manifest as assumptions about certain types of customers or situations. For example, frequent travellers may be perceived as more demanding, while first-time travellers may be viewed as less knowledgeable. These assumptions can influence behaviour, potentially leading to unequal treatment.
Generational and socioeconomic differences further shape beliefs, attitudes and values. Employees from different age groups may have varying expectations regarding work, communication and authority. Younger employees may prioritise flexibility, career progression and work-life balance, while older employees may value stability, experience and organisational loyalty. Similarly, individuals from different socioeconomic backgrounds may have different perspectives on customer expectations, service standards and job priorities.
These differences can influence workplace dynamics, particularly in team settings. For example, differing attitudes towards authority may affect how employees respond to management instructions. Recognising and understanding these differences is essential for promoting effective communication and collaboration within diverse teams.
Overall, the distinction between beliefs, attitudes and values, combined with the application of critical thinking and awareness of bias, provides a comprehensive framework for understanding behaviour in an airline contact centre. These factors not only influence individual performance but also contribute to the overall effectiveness of the organisation.
Management Theories and Their Interpretation Through Beliefs, Attitudes and Values
Management theories offer valuable insights into how organisations structure work and manage employees. In an airline contact centre, these theories are particularly relevant due to the need for efficiency, consistency and high levels of customer service. However, the effectiveness of these theories depends largely on how they are interpreted and applied by individuals with different beliefs, attitudes and values.
Classical management theories, including those developed by Fayol (1949), Taylor (1911), Ford (1922) and Weber (1947), emphasise structure, control and efficiency. Fayol’s principles of management, such as planning, organising and controlling, are clearly reflected in contact centre operations. For example, workforce planning ensures that sufficient staff are available to handle call volumes, while performance monitoring ensures that targets are met.
Taylor’s scientific management approach focuses on optimising tasks to improve productivity. In a contact centre, this is evident in the use of call scripts, standardised procedures and performance metrics such as average handling time. While these measures can improve efficiency, they may also limit employee autonomy and reduce job satisfaction. From my experience, strict adherence to scripts can sometimes make interactions feel less genuine, which may negatively impact customer satisfaction.
Ford’s emphasis on standardisation and efficiency is also relevant. By creating consistent processes, organisations can ensure that customers receive a similar level of service regardless of the employee they interact with. However, this approach may not always be suitable for complex or emotionally sensitive situations, where a more personalised approach is required.
Weber’s bureaucratic model further reinforces the importance of structure and rules. In an airline contact centre, this is reflected in hierarchical management structures and strict adherence to policies. While this ensures compliance with regulations, it can also create challenges. For example, employees may feel constrained when they are unable to deviate from policies to meet customer needs.
In contrast, Mayo’s human relations theory highlights the importance of social factors, employee wellbeing and motivation (Mayo, 1933). This perspective is particularly relevant in a contact centre environment, where employees are exposed to high levels of stress. Supportive management, teamwork and recognition can significantly improve morale and performance. From my perspective, feeling valued and supported by management can make a noticeable difference in how employees approach their work.
The Red Model represents a compliance-driven organisational culture, where rules and procedures are prioritised. While this model ensures consistency and reduces risk, it may limit flexibility and innovation. In an airline contact centre, this can create tension between organisational requirements and individual values. For example, an employee who values empathy may feel frustrated when unable to provide a solution due to policy restrictions.
The interpretation of these management theories varies depending on individual beliefs, attitudes and values. An employee who values efficiency and structure may view strict procedures as beneficial, while another who values autonomy may perceive them as restrictive. This highlights the importance of considering individual differences when implementing management strategies.
Bias and assumptions also influence how management theories are applied. Managers who assume that employees require constant supervision may adopt a more controlling approach, while those who believe in employee autonomy may encourage independence and innovation. These assumptions can have a significant impact on workplace culture and employee behaviour.
From experience, a balanced approach that combines structure with flexibility is most effective. While clear guidelines are necessary in a contact centre environment, allowing employees some level of discretion can improve both job satisfaction and customer outcomes. This suggests that management theories should not be applied rigidly but adapted to suit the specific context and needs of employees.
Socioeconomic Conflict and Organisational Perspectives
Socioeconomic and organisational theories provide a broader perspective on workplace behaviour, highlighting the influence of power, inequality and organisational structure. Marx’s social conflict theory suggests that organisations reflect wider societal inequalities, with tension between those in positions of power and those subject to control (Marx, 1867). In an airline contact centre, this can be seen in the relationship between management and frontline employees.
For example, management may prioritise efficiency and cost reduction, while employees may prioritise wellbeing and fair treatment. This can create tension, particularly when performance targets are perceived as unrealistic. From my perspective, this tension can affect motivation and engagement, especially if employees feel that their concerns are not taken seriously.
The Interest-Based Relational approach offers a more collaborative approach to conflict resolution, focusing on mutual understanding and maintaining positive relationships. In a diverse workplace, this approach can help to address differences in beliefs, attitudes and values, promoting more effective communication and teamwork.
Systems theory, developed by Bertalanffy (1968), views organisations as interconnected systems in which different components influence one another. In a contact centre, employee performance is affected by factors such as technology, management practices and organisational culture. For example, inefficient systems or unclear communication can hinder performance, regardless of individual effort.
Contingency theory further supports this perspective by suggesting that there is no single best way to manage an organisation (Fiedler, 1967). Instead, effective management depends on the specific situation. In an airline contact centre, this means adapting management approaches based on factors such as call volume, customer needs and team dynamics.
Generational and socioeconomic differences also play a significant role. Employees from different backgrounds may have varying expectations and priorities, which can influence their attitudes towards work and management. Recognising these differences is essential for creating an inclusive and supportive work environment.

The Role of Emotional Intelligence, Organisational Culture and Professional Development in Shaping Behaviour
In addition to beliefs, attitudes and values, other important factors influence behaviour within an airline contact centre. Emotional intelligence, organisational culture and continuous professional development all play a significant role in shaping how employees respond to workplace challenges and interact with customers. These factors are closely linked to the concepts already discussed and provide a deeper understanding of behaviour in a high-pressure, customer-focused environment.
Emotional Intelligence and Workplace Behaviour
Emotional intelligence refers to the ability to recognise, understand and manage one’s own emotions, as well as the emotions of others. In an airline contact centre, emotional intelligence is particularly important due to the frequent exposure to stressed, frustrated or anxious customers. Employees are expected to remain calm, professional and empathetic, even in difficult situations.
Emotional intelligence directly influences how to respond challenging interactions. For example, when dealing with an upset customer whose flight has been cancelled, initial emotional reaction may be frustration, particularly if the situation is beyond control. However, by applying emotional regulation, managing this response and instead focus on demonstrating empathy and understanding. This reflects the affective processes described in Krathwohl’s taxonomy, where emotional responses are shaped and aligned with professional values.
However, maintaining emotional control consistently can be difficult, particularly during peak periods or when dealing with repeated complaints. In such situations, there is a risk of emotional exhaustion, which can lead to reduced empathy and increased detachment. This highlights the importance of developing emotional resilience as part of professional development.
Critically, while organisations often expect employees to display high levels of emotional intelligence, they may not always provide sufficient support or training to develop these skills. This suggests a potential gap between organisational expectations and employee capabilities, which can impact both performance and wellbeing.
Organisational Culture and Its Influence on Values and Behaviour
Organisational culture refers to the shared values, beliefs and norms that influence how employees behave within an organisation. In an airline contact centre, organisational culture is often shaped by a strong emphasis on efficiency, performance targets and customer satisfaction.
From my experience, organisational culture can significantly influence individual behaviour, sometimes reinforcing or conflicting with personal values. For example, a culture that prioritises efficiency and call handling time may encourage employees to resolve calls quickly, even if this conflicts with a personal value of providing thorough and empathetic customer service.
This creates a tension between organisational expectations and individual values. Employees may feel pressured to prioritise performance metrics over quality interactions, which can lead to reduced job satisfaction and ethical concerns. This aligns with Marx’s social conflict theory, which highlights the tension between organisational control and employee autonomy.
At the same time, a positive organisational culture that emphasises support, recognition and teamwork can enhance employee motivation and engagement. For example, when managers provide constructive feedback and acknowledge good performance, it reinforces positive attitudes and encourages employees to align their behaviour with organisational goals.
However, organisational culture is not experienced uniformly by all employees. Individual perceptions are influenced by personal beliefs and past experiences. For instance, an employee who values structure may view strict performance targets positively, while another who values autonomy may perceive them as restrictive.
This highlights the importance of inclusive and adaptable organisational cultures that recognise and accommodate individual differences.
The Role of Training and Continuous Professional Development
Training and professional development are essential in shaping employee behaviour, particularly in a complex and dynamic environment such as an airline contact centre. While initial training provides employees with the necessary knowledge and skills, ongoing development is required to adapt to changing customer expectations and organisational demands.
From a personal perspective, continuous learning has helped me to improve both my technical and interpersonal skills. For example, training on handling difficult customers has enhanced my ability to remain calm and professional under pressure. Similarly, exposure to different scenarios has helped to challenge my assumptions and reduce bias.
However, the effectiveness of training depends on how it is delivered and applied in practice. In some cases, training may focus heavily on procedures and compliance, with less emphasis on critical thinking and emotional intelligence. This reflects the influence of classical management approaches, which prioritise efficiency and standardisation.
A more effective approach would involve a balance between technical training and the development of soft skills. For example, incorporating role-playing exercises and reflective practices can help employees to apply theoretical knowledge in real-world situations.
Furthermore, self-directed learning plays an important role in professional development. By reflecting on personal experiences and seeking feedback, employees can identify areas for improvement and develop greater self-awareness. This aligns with the principles of the Paul–Elder framework, which emphasises reflective thinking and continuous improvement.
Ethical Considerations and Professional Behaviour
Ethics is another important factor influencing behaviour in the workplace. In an airline contact centre, employees are often required to make decisions that involve ethical considerations, such as balancing company policies with customer needs.
For example, there may be situations where a customer requests a refund that falls outside company policy. In such cases, employees must decide whether to strictly follow the rules or seek alternative solutions that prioritise customer satisfaction. This decision is influenced by individual values, organisational culture and management expectations.
Valuing fairness and integrity, which influences my approach to such situations. This helps to provide transparent and honest information while also exploring possible solutions within organisational guidelines. However, this can be challenging when there is a conflict between organisational policies and customer expectations.
Critically, organisations have a responsibility to provide clear ethical guidelines and support employees in decision-making. Without this support, employees may experience uncertainty and stress, which can negatively impact performance.
The Impact of Stress and Wellbeing on Behaviour
The airline contact centre environment is inherently stressful, with high workloads, performance targets and emotionally demanding interactions. Stress can have a significant impact on beliefs, attitudes and behaviour.
For example, prolonged stress may lead to negative attitudes, reduced motivation and increased reliance on assumptions or biases. This can affect both employee wellbeing and customer service quality.
Stress is particularly evident during periods of disruption, such as flight cancellations or delays. During these times, maintaining a positive attitude and applying critical thinking becomes more challenging. There is a tendency to focus on efficiency rather than quality, which can conflict with personal values.
This highlights the importance of organisational support in managing stress. Providing adequate resources, realistic targets and opportunities for breaks can help to reduce pressure and improve performance.
Additionally, individual coping strategies, such as time management and emotional regulation, are essential for maintaining wellbeing. Developing these skills can enhance resilience and enable employees to perform more effectively in demanding situations.

Leadership Styles and Their Influence on Employee Behaviour 
Leadership style is a significant factor that influences employee behaviour, motivation, and performance within an airline contact centre. The way managers lead can affect how employees respond to workplace expectations and how they apply their own beliefs, attitudes, and values in day-to-day tasks.
One leadership approach that is particularly relevant is transformational leadership, which focuses on motivating and inspiring employees through support, vision, and personal development (Bass & Riggio, 2006). In my experience, when leaders adopt this type of approach, it has a positive impact on how to feel about a role. It encourages me to be more engaged and more willing to go beyond minimum requirements because it helps to feel supported and valued. This type of leadership helps create a sense of purpose, which is important in a high-pressure environment like a contact centre where interactions can often be challenging.
On the other hand, transactional leadership is based more on structure, targets, and performance monitoring (Burns, 1978). This is something experienced frequently in the airline contact centre environment, where performance is measured through KPIs such as call handling time, customer satisfaction scores, and adherence to scripts. While this approach is effective in maintaining consistency and ensuring that operational standards are met, it can sometimes feel restrictive. At times, it’s found that a strong focus on targets can lead to prioritising speed over quality, which may affect the level of empathy shown to customers.
From a perspective, neither leadership style is fully effective on its own. Transactional leadership ensures that rules and processes are followed, but too much focus on this can reduce motivation. Transformational leadership, while motivating, still needs structure to ensure consistency in performance. Because of this, it’s shown a balanced approach works best in a contact centre environment.
This idea links closely to Herzberg’s Two-Factor Theory, which explains that job satisfaction is influenced by both hygiene factors (such as pay, policies, and working conditions) and motivators (such as recognition and personal growth) (Herzberg, 1966). In this context, transactional leadership mainly addresses hygiene factors by ensuring clear expectations and rules are in place, whereas transformational leadership supports motivators by encouraging development and recognition.
Leadership style also affects workplace culture. When managers encourage open communication and support, it creates a more positive environment where employees feel comfortable sharing ideas and concerns. However, more controlling leadership styles can reduce this openness and create a culture where employees focus mainly on compliance rather than engagement.
Overall, leadership style plays a key role in shaping both behaviour and attitude in an airline contact centre. A flexible and balanced approach is most effective, as it supports both operational efficiency and employee wellbeing.
Conclusion
In conclusion, beliefs, attitudes and values are fundamental in shaping behaviour within airline contact centres. By understanding these concepts and applying critical thinking, employees can improve their interactions and decision-making. Management theories provide useful frameworks, but their effectiveness depends on how they are interpreted and applied. Socioeconomic and organisational theories highlight the broader context in which workplace behaviour occurs, emphasising the importance of adaptability and inclusivity. Ultimately, developing self-awareness and recognising the influence of different perspectives is essential for both individual and organisational success.
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Introduction
This case study explores how beliefs, attitudes, and values influence behaviour within the airline industry. It examines workplace dynamics in a high-pressure, customer-focused environment, where safety, teamwork, and cultural awareness are essential.
The study:
Analyses and distinguishes between beliefs, attitudes, and values within an airline workplace, with particular reference to customer service standards, safety culture, and collaboration among diverse teams.
Critically evaluates how an individual’s beliefs, attitudes, and value systems shape their behaviour in an airline context, including interactions with passengers, compliance with safety procedures, and teamwork during routine and emergency situations.
Applies and critically assesses a relevant management theory to explore how individuals with differing beliefs, attitudes, and values may interpret and respond to management approaches differently, particularly in relation to leadership, motivation, and service delivery within the airline industry.
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