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The organisational culture is a significant factor which determines the identity and effectiveness of an organisation. It is characterised by common values, beliefs and practices that affect the behaviour of employees, their communication and decision-making (Mullins and Christy, 2016). Culture affects the style of management, customer relation and innovation. It is deeply embedded in the practices of an organisation and affects every aspect of it, including goals to day-to-day operations. British Airways is a giant airline in the UK that is an exemplification of how culture promotes operations to a great extent. Organisational culture is the key to its success as it manages to navigate through various national and international cultures. This is essential as Hofstede (2001) argues that it is important to match the internal culture and the external business environments and in the case of global business, it is very important (Sent and Kroese, 2022). This review assesses that the culture of British Airways has an impact on its structure and decision-making relying on such models as Schein Model, Hofstede Culture Dimensions and Handy Cultural Type (1993) and evaluates whether the culture is a hinder or facilitator of success (Ozaydin, 2019).

[bookmark: _Toc226076193]Organisational Culture and Its Influence on Structure and Decision-Making 
The organisational culture is a significant factor that influences the decision-making process in a company directly, impacting the structure, hierarchy and decision-making process within a company (Mullins and Christy, 2016). An effective organisational culture unites its members in similar goals and values and this makes decisions to be quick and consistent. The corporate culture of British Airways is based on the core values of the company which are safety, customer service and operational excellence (Britishairways.com, 2026). These values are used to make decisions at all levels including day-to-day operations and strategic initiatives which proves that culture is a core element in the organisational structure.
Schein (2010) explains that the organisational culture determines norms, values and underlying assumptions that govern behaviours in the company (Ertosun and Adiguzel, 2018). The culture of customer-centricity at British Airways influences structural choices of the company in the ways its teams are structured and managed. As an example, the organisational structure of the company indicates that it is based on the idea of collaboration and cross-departmental coordination that facilitates the decision-making process at several levels of the organisation. Such decentralisation will allow the departments to respond swiftly to customer comments and operational issues which demonstrates how the culture can be used to encourage responsive and agile decision-making (Puni and Bosco, 2016).
The dimensions of cultural differences developed by Hofstede (2001) offer a practical framework with the help of which one can comprehend the impact of culture on decision-making in a global organisation (Vaiman and Brewster, 2015). The hierarchical structure as an aspect of the high power distance culture in the company enables decisions to be made at the top of the organisation and passed down the hierarchical structure. This gives one the opportunity to make their decisions clearly but it may also cause a slow decision making process in a fast environment. The company priorities on customer service and safety require participatory style in some cases where frontline employees can make decisions in areas that have a direct influence on customer experience (Cook, 2016). This duality in decision making processes brings out this dynamic relationship between culture and organisational structure.
According to Oh and Han (2020), organisations may be categorised in various types founded on their culture. The culture of British Airways is similar to a power culture with control being centralised although it also has some aspects of a task culture that places emphasis on teamwork and collaboration within the departments. The mixed type of cultural affects the organisation structure and decision making at different levels. As an example, the top management is usually involved in making decisions regarding operational efficiency whereas the specific teams or departments are involved in making the decisions regarding the customer service and flight operations.
The organisational culture of British Airways is a major determinant of its structural design as well as decision-making. The combination of the values that are central to the company, its internationalisation and the necessity to be agile in its decision-making process make the operational environment dynamic, culture supports and opposes the effectiveness of operations. As Schein (2010) points out, it is important to know the culture of an organisation to assess the decision-making process and the manner in which structures change to achieve organisational objectives (Ertosun and Adiguzel, 2018).
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The conceptual approach to the understanding of the organisational culture of British Airways is based on some frameworks. This includes the Model of Organisational Culture created by Schein, the Cultural Dimensions developed by Hofstede and the Cultural Type developed by Handy which are used to define and classify the values that affect decision-making and behaviour within the company.
The Model of culture by Schein (2010) has three levels. These are artefacts, espoused values and underlying assumptions (Ertosun and Adiguzel, 2018). Artefacts such as branding and customer service procedures at British Airways are indicative of professionalism and customer-centredness. The company has espoused values including the delivery of the best customer service and safety first which is part of the strategic objectives and practices of the company. These will be delivered through training and leadership (Britishairways.com, 2026). These assumptions are the emphasis on teamwork and customer service which influence the daily decisions. According to Schein (2010) they are what gives the best insight into the organisational culture (Ertosun and Adiguzel, 2018). The Cultural Dimensions (2001) by Hofstede have shown how British Airways deals with cultural diversity in its worldwide activities. The company is also characterised by high power distance where decision making is centralised and this makes policies and customer service consistent. British Airways does promote some measure of collectivism in customer service teams whereby teamwork and shared accountability are promoted. This balance is acceptable to the global standards and satisfying the local operation needs (Baumgartner and Tippmann, 2019).
The Cultural Type of organisations as described by Handy (1993) is divided into four categories: power, role, task and person culture (Fellague, 2020). British Airways has a combination of role and task culture. The hierarchical nature of role culture can be seen in the hierarchical nature of the roles and centralised authority which guarantees efficiency in operations. Task culture on the other hand is observed in team-based problem solving whereby teams are empowered in the line of duty to make decisions and as such this gives them the flexibility and ability to respond efficiently to problems.
The culture of British Airways has been integrated to be a combination of hierarchical and teamwork which enables the culture to work in a competitive and global industry. This culture is very crucial in analysing the way the company is able to adjust to internal and external factors.
[bookmark: _Toc226076195]Leveraging Organisational Culture to Adapt to External Environmental Influences
The organisational culture does not only have an impact on internal processes but also on the way a firm adapts to external forces of the environment like market trends, economic forces, social changes and technological change (Mullins and Christy, 2016). In the case of British Airways is in a highly competitive and dynamic airline industry, the culture is one of the enablers of navigation through such external forces. The flexibility with which the airline uses its organisational culture to adapt can be seen in how it responds to shifts in both the market environment and customer demands as well as global issues.
The global economy environment is one of the major external elements that affect British Airways. The airline sector is vulnerable to economic cycles and the changes in consumer expenditure, fuel prices and exchange rates have massive effects on profitability (Britishairways.com, 2026). In times of economic recession, British Airways has used its culture of operational excellence and cost-effectiveness to control its costs and keep its profits going. The company culture focusing on customer service and safety has made it to uphold a high standard even in the times when its financial performance has been under strain and hence it has been able to retain customer loyalty and market share (Puni and Bosco, 2016). As an example, the airline has implemented cost-cutting measures like fleet optimisations and digital change to enhance operational efficiency without disregarding the customer-focused spirit of its organisational culture (Mullins and Christy, 2016).
The organisational culture of British Airways also makes it adapt to technological developments. Technology has changed the airline industry tremendously with the years such as the development of online booking, mobile applications and in-flight entertainment (Aliev, 2020). The innovativeness and responsiveness culture has seen British Airways embrace emerging technologies that have improved customer experience. As an example, the firm adopted self-check-in kiosks and mobile applications way before most of its competitors which made the process of checking in a lot easier and convenient to the customers. This culture of innovation does not only address the customer needs of convenience it also simplifies internal activities and shortens the wait time and enhances efficiency. According to Handy (1993), organisations that are task-oriented are more flexible to change, and the high focus on teamwork and problem solving has enabled it to readily adapt and embrace new technologies with ease (Hossain, 2023).
British Airways is also changing its culture and operations due to social changes and shifts in customer expectations. Since consumers are increasingly becoming environmentally aware, airlines such as British Airways have been increasingly pressured to embrace sustainable practices. The service-oriented culture of responsibility has made the company pay attention to sustainability as a strategy. The airline has invested in more fuel-efficient aircrafts and set a goal of having net-zero carbon emission by 2050. Such cultural focus on sustainability is not only compliant with the rules but it also goes in line with the changing consumer values which improve the brand image and consumer loyalty (Puni and Bosco, 2016). The ability to match its organisational culture with societal expectations has enabled British Airways to emerge as a leader in corporate social responsibility in the aviation industry.
British Airways have been challenged and also given opportunities by the globalisation of markets. Inclusivity and flexibility as part of the culture have helped the airline to increase its business activities across the world and reach a wide range of customers. The cultural agility of the company has been demonstrated by the fact that it manages a multinational workforce and understands the needs of various cultural preferences in its marketing and customer service. Hofstede Cultural Dimensions (2001) states that cultural differences are critical in determining the success of international businesses. The culture of British Airways encourages such flexibility (Aliev, 2020). In this, employees are trained to appreciate cultural differences in various areas and respect them and guarantee uniform and personalised customer experience across all its destinations.
The British Airways uses its organisational culture to respond to the external environmental forces such as the economic changes, technology, evolving consumer expectations and globalisation. Operational excellence, customer service and sustainability are core aspects of the company that have made it stay competitive in a rapidly evolving industry. Not only does the culture of British Airways enable it to effectively react to outside forces but it also enables it to take the initiative in shaping its strategy and operations to deal with the challenges of tomorrow.
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Depending on how well organisational culture supports the strategic goals of the organisation, market, and needs of the employees, organisational culture may promote the effectiveness of a company or hinder it (Mullins and Christy, 2016). In the case of British Airways its culture has facilitated and inhibited its functionality.
One of the enablers is the high focus of British Airways on customer service and safety. The values of customer-centricity and operational excellence have also helped the company to have the reputation of being among the best airlines in the globe. Loyal customer base Investment in employee training assists in maintaining high standards of service in a highly competitive market (Britishairways.com, 2026). The individualism versus collectivism dimension of Hofstede (2001) has shaped the culture of collaborating in the airline which allows the employees to be held to the same level of responsibility in satisfying the customers thus improving the overall performance.
This flexibility has also been an enabler of the company in times of crisis such as the COVID-19 pandemic and fluctuation of the global economy. The agile culture of British Airways enabled it to respond swiftly, changing flight timetables, improving safety protocols and providing flexibility in booking (Puni and Bosco, 2016). The company shows cultural resilience by managing the effects of external crises by mobilising resources and suppressing the effects of external crisis through this flexibility which was a combination of task and role culture (Dahmen, 2023).
The culture of British Airways might also become an obstacle. The role culture results in a hierarchical structure at times slows down decision-making in the company. Although this structure offers clarity and accountability, it may slow down the speed with which operations can be disrupted or customers can complain. According to Schein (2010), the model of organisational culture, the cultural assumptions that are firmly embedded, like the necessity of senior management approval which may hinder quicker decision-making and restricting the competitiveness of the company on the fast-paced industry (Ertosun and Adiguzel, 2018).
Also, the focus on tradition and high standards as the core values of British Airways may cause change resistance. With the airline working with more technology, the British Airways culture of focusing more attention on operational processes might be slowing its implementation of new technology solutions. Traditional-minded employees can be reluctant to accept digital transformation and it can become a barrier to innovation and competitiveness in the future (Mullins and Christy, 2016).
The culture at British Airways has been a facilitator and inhibitor. Its emphasis on customer service and teamwork promote high performance during crisis. However. its bureaucratic nature and inflexibility may slack down decision making and innovation. The need to be agile and technologically innovative will play a critical role in balancing cultural values and the necessity to be competitive.
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Organisational culture has a strong influence on the performance of a company, which is reflected in the level of employee involvement, customer satisfaction and operational effectiveness. In the case of British Airways, the culture has also seen the company achieve success in the competitive airline industry. Issues to do with technological change and changing consumer expectations reveal areas where it can improve. An analysis of its culture will give information on how to improve its effectiveness.
One of the strengths of the British Airways culture is its focus on customer service and safety which is the focus of the brand image. Customer satisfaction is a major performance indicator and its focus on high-quality service has led to the creation of customer loyalty (Britishairways.com, 2026). Training and development programs support this customer-focused culture by training employees to exceed expectations. British Airways has therefore developed a strong customer base that has helped the company to grow its revenues.
The other performance motivation factor is that the company emphasises operational excellence. The safety and efficiency culture makes sure that flights are punctual, equipment is well maintained and the staff is well trained. Its hierarchical role culture offers a clear line of authority and responsibility which is consistent throughout operations and this is essential in an industry where time or safety problems can damage a reputation (Mullins and Christy, 2016).
Some improvement is possible. The hierarchical structure of the company, although it guarantees consistency may affect the agility of decision-making. This can be a drawback when quick reactions are required like when the taste of the consumers changes or the competition threatens. Decentralisation of decision-making would enable front line staff and managers to react swiftly to the needs of customers and operational problems, which are in line with the focus of British Airways on customer service (Puni and Bosco, 2016).
Besides, with the growing adoption of digital technology in the airline industry, British Airways has to create a culture of innovation. Although it has integrated technology such as self-check-in kiosk and mobile applications, the traditional culture can slow down on the use of technology in certain sections. Promoting a culture of being more task-oriented where teams are allowed to experiment with new ideas, would aid in the innovation and enable the company to remain competitive in a digital era (Ertosun and Adiguzel, 2018).
Recommendations for Improvement:
· Decentralise decision making to enhance responsiveness to customer needs and challenges facing operations (Puni and Bosco, 2016). 
· The culture of innovation should be developed and the employees of all levels should be encouraged to adopt new technologies and ideas. 
· Make leadership more flexible with more agile forms of leadership to reflect industry changes (Kilic and Gunsel, 2019). 
· Give more attention to customer experiences online, in-flight entertainment, chatbots in customer service and digital-based loyalty programs (Puni and Bosco, 2016). 
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Conclusion 
In conclusion, the organisational culture of British Airways contributes significantly to its operational success including a high level of customer service, safety and teamwork with a hierarchical organisation structure that upholds efficiency and consistency. Using the frameworks of Schein Model, Hofstede Cultural Dimensions and Handy Cultural Types, it is possible to note that the culture of the company balances between centralised decision-making and team-oriented problem-solving which allows the company to overcome the complicated global operations. The company still needs to adjust its culture to meet the demands of technological change and the necessity to be more agile in decision-making. Through innovation and decentralisation of decisions, British Airways will be able to become more responsive and thus retain its competitive advantage in the ever-changing industry. The ability to comprehend and control its organisational culture will be necessary in maintaining long term success in business that is dynamic.
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