Assignment 1

Analyse the different roles played by Dame Carolyn McCall as a manager and leader in EasyJet using Mintzberg’s classification of ten essential managerial roles.

Dame Carolyn McCall, CEO of EasyJet, plays a significant number of roles in her leadership of the company. Her management for EasyJet has allowed the company to excel over the past six and a half years to greater success and establishment, with McCall taking the leadership role and thriving in her dedication to the company. During her interview, Dame Carolyn McCall confesses she doesn’t even have an office in EasyJet’s headquarters in London’s Luton Airport in Bedfordshire, which has been established since 1995.

Dame Carolyn McCall’s journey to becoming CEO began working as a research planner at the Guardian, joining in 1986. She then moved to advertising sales. She rose through the Guardian Media Group and was called “One of the toughest operators to have risen through The Guardian Media Group’s ranks”. McCall later became CEO of Guardian Newspapers Ltd and then went on to be CEO of Guardian Media Group, where she spent twenty-four years. During her life, she has been a non-executive director of Lloyds TSB, New Look and Tesco. In April 2008, Dame Carolyn McCall was named Veuve Clicquot Business Woman of the Year and was designated Officer of the Order of the British Empire in the 2008 Birthday Honours for service to women in business. This leads up to March 2010, where McCall was announced as the newest Chief Executive of EasyJet, taking on the role directly focusing on the customers. 

The Guardian online quotes that “it has not been the easiest start for McCall. Critics of her appointment worried that she had neither airline experience nor a track record of a stock market listed company”. McCall faced initial criticism when she began her role as CEO, as her rivals expected failure due to her lack of experience in the aviation industry. McCall finally won over the publics admiration as Michael O’Leary, the head of EasyJet’s rival, Ryanair, who had once called Carolyn McCall a “media luvvie”, later stated that the “airline industry would be poorer without her”.

Professor Henry Mintzberg’s classification of ten essential managerial roles include the monitor, who seeks and acquires work-related information, the disseminator who communicates information to others within the organisation, the spokesperson who communicates information to outsiders, the figurehead who performs social and legal duties and acts as a symbolic leader, the leader who directs and motivate subordinates, select and trains employees, the liaison who establish and maintains contacts within and outside the organisation, the entrepreneur who identifies new ideas and initiate improvement projects, the disturbance handler who deals with disputes or problems and takes corrective action, the resource allocator who decides where to apply resources and lastly the negotiator who defends business and interests. According to Mintzberg, these roles should be in three different categories, informational, which is managing by information, interpersonal, which is managing through people, and finally decisional, which is managing through action.

Dame Carolyn McCall takes pride in getting a personal connection with the customers as one of her first objectives when joining EasyJet as CEO was to boost employee morale and to solely focus on the customers and to make herself available to both her staff and her customers to approach her easily. She quotes “it’s all about moving around, talking to people. We have taken customer service to a new level and - I say this with no hubris – we have redefined what customer service is for the low-fares market”. This approach McCall has with her customers demonstrates her managerial role and her care and consideration for the customer’s needs and displays her part as the ‘figurehead’ in this situation as she performs social duties with the customers. 

Along with this, she acts as a mentor to women and is aware of the importance of having a male and female balanced workforce as she quotes “I see myself as a CEO, not a female CEO, and I always have done”. However, she would only promote somebody on their talent, not their gender as she states that “I am always looking for talent and the best person for the job”. It is obvious that McCall strongly believes in diversity in the workplace and points out that EasyJet have a “balanced management team”. I feel as though Dame Carolyn McCall plays the role of the ‘leader’ here as she is directing the diversity of the company in the right direction. This links in with an interview conducted with Carolyn McCall on ‘The Most Admired Leader’ as McCall quotes “it’s very surprising that in twenty-five years it hasn’t been a woman awarded this”. She also states, “I think it’s a great honour, regardless of whether you’re male or female”, which displays her regard for the male and female diversity once more.

Management today’s online review considers Carolyn McCall’s leadership and how she addressed it. It’s quoted that McCall is “the type of person where you can go into a meeting with her, she will fire you in that meeting but you will still come out feeling positive about yourself and it’s absolutely true”. This displays not only McCall’s enthusiasm and positive outlook, but her willing to do what’s right for the company.

A Forbes interview was conducted with McCall in 2015 at Fortune’s Most Powerful Women Conference discussing her position as CEO. During the interview, it was stated that McCall was the third women CEO in 2010 to join a company that appears on the FTSE 100. EasyJet at this point was “in chaos financially and culturally”. Throughout her five years with EasyJet’s company, she has managed to double their revenues, produce record growing profits over the last four years and a record stock price.

Historically, customer service in this sector of the lower priced travel market has been poor, but Dame Carolyn McCall has been working to help turn this around, and she feels the way to do this is to communicate more efficiently with customers and staff to keep them informed. This links in with Mintzberg’s managerial roles, as I feel Dame Carolyn McCall takes the role of the disseminator here as she wishes to communicate and inform others within the organisation. It’s not only with the customers she wishes to be approachable, but she meets up with the senior team regularly to ensure that she is aware of all issues concerning the business. Here Dame Carolyn McCall takes the role of the ‘disturbance handler’ when dealing with problems and issues within the company as she manages to deal with the problems that occur and take the appropriate action required.

In order to fulfil her role as she sees it, this involves a great deal of travelling, including journeys to Gatwick and other EasyJet destinations. She reveals she attends Luton a day or two during her week, along with a day at the offices in London. These weekly travels would include management meetings, and workshops to discuss issues and problems with the business. McCall quotes “they could involve anything from customer data to digital innovation”. The CEO also attends management conferences twice a year with the team, with numbers between 200 and 250 of people across Europe. As Dame Carolyn McCall is the CEO of the company, she is required to attend these management meetings and workshops to ensure the company is running smoothly and efficiently and allowing her and her team to discuss the issues that have occurred within the company.

A second interview was conducted with McCall in 2012 at World Travel Market discussing business and newly joining EasyJet’s company. McCall reveals that the media and aviation industry are in the same areas of change, and has used this to adapt to her new role as CEO. She also acknowledges the fact that she had to adjust to the aviation business quickly, as it is such a fast-moving industry.

A BBC podcast recorded in 2016 reviews Carolyn McCall’s life previous to her role as CEO at EasyJet and her childhood. McCall was born in Bangalore, India to British parents who had immigrated. Being educated in India and Singapore until her teenage years, then moved home and attended the University of Kent where she studied a degree in history and politics. During the podcast, she discusses her education and her life growing up in India.  

An online review from Management Today discusses Carolyn McCall’s three biggest achievements since she joined EasyJet as CEO. The first being ‘performance’, as when she first joined the company, it was in complete chaos, until McCall turned it around. She put her focus and interest on the people rather than the company at this time. She quoted “for the first year or eighteen months, we had to keep reminding ourselves how good the business model is. If we lost sight of that, we would have lost hope”. The second was ‘from boss to role model’, as McCall was admired by many and was named one of “Britain’s 100 most powerful women by Radio Four” and was given a “Dame in 2016’s New Year’s honours for services to the aviation industry”. Lastly the third point was ‘piloting through turbulent times’, as although the company experienced profit loss along with the fact McCall called her last year a “difficult year for the aviation industry”, she continued her positive outlook and managed to keep the company in good stead, leaving it to Johan Lundgren who took over as CEO in January after Carolyn McCall departed from her role in the company.   

To summarise, Dame Carolyn McCall’s role as CEO for EasyJet turned the company around with her leadership and managerial skills. Joining the company in 2010 in complete and utter havoc and disorganisation, McCall managed to lead her company to success with the help of her team. She focused entirely on the customer’s needs and put her devotion into ensuring that they were happy. McCall occupied many roles during her time as CEO, these included the ‘figurehead’, the ‘leader’ and lastly the ‘disturbance handler’. Each of these roles demonstrated her leadership and her approach to managing a company as enormous as EasyJet, especially in such a critical time for the company. McCall’s positivity and enthusiasm improved her outlook as she entered the company in desperate need of a leader willing to put their all into it in order to succeed, and luckily for them, Dame Carolyn McCall was exactly the right person for the job.
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