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1. [bookmark: _Toc231924544]Introduction
British Airways is the flagship airline of the United Kingdom. It is one of the widely recognised aviation brands across the world. The airline operates in a highly competitive industry and connects passengers across more than 80 countries. The operations of British Airlines are highly coordinated. The organisation focuses on achieving customer service excellence and strict safety compliance (Statista, 2026).
This report is based on the evaluation of the organisational culture of British Airways. It also evaluates the role of culture in influencing organisational structure, adaptability, and performance. The report is in line with the arguments of Laurie Mullins and and Magaret Christy. The argument suggests that culture shapes organisational behaviour, performance, and motivation. The report uses different theoretical frameworks including Schein’s Model of Organisational Culture and Handy’s cultural types. These models are used to analyse the culture of British Airways. The report also assesses the role of culture as an enabler or barrier to achieve organisational effectiveness.
2. [bookmark: _Toc231924545]Understanding Organisational Culture at British Airways using Schein’s Three-Level Model of Culture
The framework of Schein is useful in terms of understanding the culture of an organisation. The framework helps in understanding culture through espoused values, artefacts, and assumptions.

	Level
	Evidence at British Airways

	Artefacts
	The artefacts at British Airways are in the form of uniforms, customer-service protocols and digital systems. The operations of the airline are highly structured. The artefacts of the airline reflect consistency

	Espoused values
	The focus of BA is on customer safety and operational excellence. The sustainability and diversity are also key values of the organisation. The airline communicates its values through employee training, corporate reports, and standard services (British Airways, 2026).

	Basic underlying assumptions
	The basic assumption says that customer safety is the top priority (FutureSelf, 2026). In addition, it is essential to ensure that services are reliable. The safe and premium service quality enables the airline to differentiate itself from competitors.


Table 1: British Airways Culture
These three cultural elements of British Airways interact with each other. In this way, the organisational culture reflects consistency and customer experience. 
3. [bookmark: _Toc231924546]Handy’s Cultural Types and the Prevailing Culture
There are four main types of culture according to Charles Handy. These include power, role, person, and task culture (Sokolović et al., 2022). The evaluation of the culture of British Airways suggests that it has characteristics of role culture.  This is evident in the hierarchical structure and formal procedures. The emphasis of the airline is on ensuring compliance with aviation regulations. 
Another type of culture according to Handy’s cultural types that is prevalent at British Airways is task culture. This is evident in terms of the presence of cross-functional teams and digital transformation. The organisational culture requires a higher level of problem-solving and collaboration. The digital transformation has enabled the airline to introduce mobile booking. Moreover, it also facilitates interaction between different organisational functions including IT, operations, customer service, and marketing. 
The evaluation of the culture shows that the culture of BA is hybrid. 
4. [bookmark: _Toc231924547]Influence of Organisational Culture on Structure and Decision Making
The culture of British Airways has an impact on its organisational structure. One of the most important elements required for achieving a strong reputation in the aviation industry is safety. The organisation has maintained strict control over safety because of its hierarchical and formal structure. It has enabled the clear chain of command. The culture reflects control, accountability, and risk management. According to Airline ratings (2025), British Airways has received 7/7 ratings for safety.
The role culture of British Airways supports a hierarchical structure in a way that it supports the clear division of labour. The standardisation is also supported by the role culture in the form of consistent procedures. The standardized services have led to premium quality services (ePlaneAI, 2026). These procedures reduce operational errors and support compliance. The management control at BA ensures that formal rules and performance standards are followed. However, it is essential to note that these cultural traits also cause a higher level of rigidity. This structure slows down communication. In addition, it also slows down the decision making process. The airline environment is highly dynamic where there is a need for rapid responses. 
5. [bookmark: _Toc231924548]Influence on the Decision Making Process
The role of culture is also critical in terms of affecting the decision making process. The decision making process in the organisation is structured and evidence-based. The organisation relies on safety protocols and procedures. The positive influence of the culture is in terms of strong alignment with regulatory requirements. Moreover, the positive culture also ensures effective coordination at the time of crises and disruption. The culture is people-centred and focuses on inclusion and well-being (British Airways, 2026). However, it is important to note that the structured approach causes a lack of agility. The lack of employee empowerment has a negative impact on innovation. 
6. [bookmark: _Toc231924549]Adaptation to External Environmental Factors
[bookmark: _Toc231924550]6.1 Political
The airline is affected by various regulations at the national and international level. The culture of compliance at British Airways helps in meeting legal and safety requirements. For instance, after the 9/11, BA has to comply with anti-terrorism and security laws and legislations. After the exit of the UK from the EU, different changes were made in immigration laws and regulations. The standardised procedures at the airline enabled it to ensure compliance (Naveen, 2022).
[bookmark: _Toc231924551]6.2 Economic
The economic factors including price volatility and inflation require a higher level of efficiency. The continuous improvement culture of BA enables it to adapt according to changing factors through fleet management, productivity initiatives, and route optimisation. 
In order to maintain a highly motivated workforce, it is essential to ensure long-term employee retention. The maintenance of a highly motivated workforce is central to BA’s ‘To Fly, To Serve’ Motto. However, the current economic pressures have made the company reduce labour cost. The measures to reduce cost are leading to union disputes and strikes. These factors are challenging for the development and maintenance of a positive work culture and maintenance of employee morale (Choudhry, 2025).
[bookmark: _Toc231924552]6.3 Social Factors
The rapid digital transformation has also affected customer expectations. The modern customers demand personalised services. There is a higher demand for personalised and high-quality services. The customer service culture of BA encourages the use of loyalty programs in order to improve the digital experience of customers. According to PEX (2025), the AI integration strategy of BA supports a culture that is centred on service excellence. The integration of IT has contributed to an improvement in customer experience by providing a personalised experience. 
[bookmark: _Toc231924553]6.4 Technological
The advancements in digital technology in the form of artificial intelligence and data analytics have transformed the experience of British Airways. The increasing task-culture orientation has supported cross-functional collaborations. According to Ting (2023), British Airways has undergone digital transformation in order to converge technology into its daily operations.
[bookmark: _Toc231924554]6.5 Environmental Pressures
The increase in environmental awareness has increased the need for initiatives to reduce carbon emissions and achieve operational excellence. The culture of responsibility and long-term stewardship is supportive of these adaptations. Ting (2023) also revealed that the company is planning to achieve net zero CO2 emissions by 2050. By 2030, it aims to reduce emissions by at least 20% (Ashraf, 2025).
7. [bookmark: _Toc231924555]Organisational Culture as an Enabler or Barrier
The evaluation of the organisational culture of BA suggests that it has promoted customer service excellence by focusing on safety and professionalism. It has helped in the development of a premium brand image. According to The Guardian (2025), the brand is committed to make the airline first choice for customers. It also aims to enhance the customer proposition
Moreover, the shared values and procedures at the organisation have helped in coordinating employees. However, it is essential to note that there are some elements of culture that create barriers. The hierarchical structure facilitates decision making and reduces flexibility. The traditional culture often creates the resistance to change. Despite this, the overall culture of BA has facilitated innovation and consistency. 
8. [bookmark: _Toc231924556]Impact of Culture on Organistional Performance
The role of organisational culture is significant in terms of affecting organisational performance. The strong culture has contributed to the development of an environment that focuses on excellent service quality. The safety elements of the culture have contributed to regulatory compliance and also reduced safety risks. The shared values of the culture have supported cross cultural collaboration. However, the hierarchical element has reduced agility. Overall, the culture contributes to an increase in the reliability of operations.
9. [bookmark: _Toc231924557]Conclusion and Recommendations
Overall, the evaluation of organisational culture at British Airways suggests that the organisation should focus on improving employee participation in the decision making process. The contribution of employees can encourage engagement and innovation. The use of cross-functional teams can also strengthen collaboration. The evaluation also suggests that improved communication will cause a decline in the resistance to change. The organisation should continue promoting diversity and inclusion. In conclusion, the culture of BA is a blend of role and task. The organisational culture supports safety, organisational performance, and service quality. 


[bookmark: _Toc231924558]References

Airline Ratings (2025). British Airways safety rating. [Accessed: 9.5.2026] From https://www.airlineratings.com/airlines/british-airways/safety
Ashra, H. (2025). Case Study of British Airways as a Model for Pakistan Airline Industry with Respect to Strategic Management and factors Impacting Organization within UK Sector, Advance Journal of Econometrics and Finance, 3 (2)
British Airways (2026). Our Values. [Accessed: 9.6.2026] Fromhttps://careers.ba.com/our-culture
British Airways (2026). People. [Accessed: 9.5.2026] From https://www.britishairways.com/content/information/about-ba/ba-better-world/people
Choudhry, S. (2025). British Airways Organizational HR Planning and Culture. [Accessed: 9.5.2026] From Conference: Presidency University EMBA Human Resource Planning & Policy
ePlaneAI (2026). How the Airline that Invented Lie-Flat Seats Continues to Unnovate in Luxury Travel. [Accessed: 9.6.2026] From https://www.eplaneai.com/news/how-the-airline-that-invented-lie-flat-seats-continues-to-innovate-in-luxury-travel
Future Self (2026). British Airways. [Accessed: 9.6.2026] From https://futureselfdiscover.com/topics/48275/page/home
Naveen, V. (2022).Sustainable Work Environment and Ethical System in British Airlines, Global Scientific Journal, 10 (2)
PEX (2025). British Airways takes flight with AI-driven business transformation. [Accessed: 9.5.2026] Fromhttps://www.processexcellencenetwork.com/ai/news/british-airways-takes-flight-with-ai-driven-business-transformation
Sokolović, B., Katić, I., Nešić, L.G., Ivanišević, A. and Pavlović, A. (2022). The specific role of the transformational leadership in the organizational culture of service organizations. Anali Ekonomskog fakulteta u Subotici, 58(47), pp.131-145.
Statista (2026). British Airways - statistics & facts. [Accessed: 9.6.2026] Fromhttps://www.statista.com/topics/5372/british-airways/?srsltid=AfmBOoo7dJMhA463v9KsgnQBjfQy5mmOof7649UP1tbUXduBXUpN1y52#topicOverview
The Guardian (2025). Transatlantic ticket sales lift British Airways and IAG to ever higher annual profits. [Accessed: 9.6.2025] From https://www.theguardian.com/business/2025/feb/28/transatlantic-british-airways-iag-annual-profits
Ting, H. (2023). An Assessment of How To Achieve Competitive Advantage And Alleviate Organizational Weaknesses: Insight From British Airways, Doctoral Dissertation, Siam University
image1.jpeg
Prifysgol Cymru
¥ Drindiod Dowi Sent

University of Wales
Triity Saint David




