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1. [bookmark: _Toc151136927]Executive Summary

This study focuses on the intricate dynamics of change management within British Airways, specifically analysing the airline's response to the always-evolving external environment. The research is conducted by a member of the airline's Customer Experience team, highlighting its significance as an intrinsic component of the organisation. This study aims to examine the influence of external factors on the operational procedures of the airline by conducting a thorough assessment of the existing situation and a detailed analysis of recent changes. British Airways is currently facing a range of complex issues stemming from the impact of the COVID-19 epidemic, disruptions in technology, and the existing economic conditions (Hamawandy et al., 2021). The airline has been prompted by these exceptional circumstances to reevaluate its tactics and redefine its approach to consumer interaction. The study emphasises the crucial need for timely decision-making, strategic restructuring, and ongoing communication in effectively managing situations of ambiguity.
Moreover, the paper underscores the significant impact of organisational culture on change management endeavors, acknowledging its function as a facilitator or hindrance to effective transitions. Through a complete evaluation of the influence of culture on change and building upon this understanding, a proactive change management plan is put out. The strategy incorporates customised tactics for recommended modifications, professional growth of personnel, frameworks for communication, and a comprehensive evaluation plan.
In summary, this paper provides a complete analysis of the changing landscape inside British Airways, encompassing all aspects and delivering practical recommendations. It also includes a detailed roadmap to efficiently manage future transformations. The establishment of a strategic integration of flexible change models, discerning leadership methods, and a change plan that is attuned to the cultural context emerges as the fundamental basis for British Airways to strengthen its ability to withstand challenges and ensure a more agile and prosperous trajectory moving forward (Dievernich, Tokarski and Gong, 2014).
2. [bookmark: _Toc151136928]Introduction

In a time period characterised by continuous development, organisations face a constant influx of external factors, which need them to negotiate a dynamic environment marked by ongoing change. British Airways, a prominent entity in the aviation sector, serves as a notable example of an organisation that is currently facing the challenges posed by the COVID-19 epidemic, technological advancements, and persistent economic instabilities (Hamawandy et al., 2021). These pressures have not only caused significant changes in the aviation industry but have also required the organisation to adjust its strategies, operations, and internal frameworks.
The present analysis centers on the subject of change management within the context of British Airways, as observed from the perspective of an embedded analyst. The objective of this study is to evaluate the organisational structure, present condition, recent initiatives for transformation, and the influence of external factors on the company's strategic trajectory.
The increasing acknowledgement of the significance of organisational agility is apparent. In the contemporary period characterised by perpetual transformation, it is imperative to comprehend the manner in which external influences exert an effect on interior dynamics. A wide range of difficulties, including economic instability and digital disruptions, have been brought about by the start of the COVID-19 pandemic (Budd, Ison and Adrienne, 2020). It is now essential to respond quickly, make wise decisions, and take preventative action in order to guarantee organisational survival.
This paper explores the recent history of British Airways, focusing on significant change initiatives implemented in response to the challenging external environment. This study aims to conduct a critical evaluation of the effectiveness of several change management models that have been implemented. It will analyse the extent to which these models match with strategic objectives and examine the leadership styles that underlie these transformative efforts.
Moreover, the research thoroughly examines the intricate nature of organisational culture, acknowledging its crucial significance as a catalyst or hindrance to effective transformation endeavors. Comprehending the intricate relationship between culture and change serves as the foundation for developing a comprehensive change management strategy customised to address the unique requirements of British Airways (Voehl and Harrington, 2016). The proposed strategy encompasses a strategic roadmap for forthcoming modifications, with a particular focus on staff development, proficient communication tactics, and a complete assessment system.
















3. [bookmark: _Toc151136929]Current State of the Company

The present condition of British Airways exemplifies an entity that is strategically maneuvering in a dynamic environment characterised by a multitude of difficulties and prospects within the aviation sector. British Airways, recognised for its global presence and unrelenting dedication to top-notch service, finds itself wrestling with a convergence of external forces that have significantly influenced its day-to-day operations, financial performance, and overall strategic direction (Kassem, Salama and Ganepola, 2022).
The aviation business has been greatly affected by the COVID-19 epidemic, presenting various challenges for British Airways, including a decline in passenger demand, stringent travel restrictions, and operating limitations. As a reaction, the airline engaged in significant reorganisation efforts, which involved decreasing flight schedules, downsizing its workforce, and instituting rigorous cost-saving measures in order to mitigate the financial burden (Zahraee et al., 2023).
Furthermore, the proliferation of digital disruptions and the persistent economic uncertainties have introduced intricacy to the strategic environment of British Airways. The airline sector has faced difficulties in effectively incorporating technological improvements and aligning company strategy with changing consumer demands and market dynamics.
Notwithstanding these obstacles, British Airways continues to maintain its position as a prominent player in the business, capitalising on its well-established brand reputation, extensive worldwide connections, and unwavering dedication to delivering exceptional service in order to navigate through difficult times. The organisation has demonstrated resilience through the implementation of adaptive strategies, the integration of digitalization in customer contacts, and the adoption of measures aimed at improving operational efficiency in response to the evolving business environment (Scheiwiller and Zizka, 2021). Nevertheless, the organisation persists in confronting the challenging endeavor of devising a trajectory amongst the ambiguous consequences of the epidemic. This involves dealing with tactics for recuperation, reinstating trust among consumers, and maneuvering through intricate regulatory frameworks, all while upholding its dedication to sustainability and expansion.
4. [bookmark: _Toc151136930]Involvement with the Company

In my capacity as a member of the customer experience team at British Airways, my primary responsibility entails coordinating the entire travel experience for passengers, with a focus on ensuring that each interaction point is smooth, captivating, and aligned with our dedication to providing outstanding service.
My engagement with the organisation is firmly established in the process of designing and enhancing the customer's path, carefully selecting and shaping every interaction to provide an exceptional encounter. This entails comprehending the intricacies of our passengers' requirements and anticipations, as well as engaging in cross-departmental collaboration to optimise procedures, improve services, and foster innovation in order to surpass consumer expectations.
As a member of the customer experience team, I am responsible for the analysis of customer input, the identification of areas of dissatisfaction, and the development of strategic solutions aimed at improving customer happiness and fostering loyalty. My responsibility encompasses various aspects of the passenger experience, such as enhancing digital platforms to facilitate seamless bookings, refining in-flight services, and creating tailored experiences. Through these efforts, I strive to uphold British Airways' dedication to delivering exceptional quality.
5. [bookmark: _Toc151136931]Recent Change Initiative

The scope of the current change initiative at British Airways focuses on the adoption of a complete digital transformation strategy. This strategy aims to revolutionise the passenger experience and enhance operational efficiency at many touchpoints throughout the airline.
Objectives 
· Enhanced Digital Services: The implementation of user-friendly digital platforms for seamless booking, check-in, and auxiliary services is aimed at enhancing digital services. This initiative is designed to promote convenience and accessibility for passengers.
· Operational Optimization: Operational optimisation is the deliberate application of strategies meant to optimise an organization's internal systems and processes (By, 2005). This approach's main goal is to increase overall agility, reduce expenses, and improve operational efficiency so that it can effectively respond to changing market needs.
· Customer-Centric Innovations: Customer-centric innovations are new products and services that are introduced with the intention of improving customer satisfaction and loyalty. Customised onboard experiences, post-flight interaction tactics, and customised travel advice are a few examples of these advancements. The ultimate objective is to put the requirements and preferences of the client first, which will strengthen relationships and raise customer satisfaction and loyalty.
· Data-Driven Decision-Making: Utilising data analytics and insights is essential to data-driven decision-making because it helps businesses make informed decisions, offer customised services, and create marketing campaigns that successfully cater to customers' unique tastes.
Desired Outcome:
· Enhanced Passenger Experience: Providing travelers with digital tools that are easy to use, expedite the booking process, enhance travel experiences, and give tailored services is the aim of improving the passenger experience. The ultimate goal of this strategy is to increase passenger satisfaction and loyalty.
· Operational Efficiency: The strategic optimisation of an organization's internal systems and processes is known as operational efficiency (Openstax, Bright and Cortes, 2022). This entails finding and removing redundancies, allocating resources as efficiently as possible, and improving overall operational effectiveness and agility.
· Competitive Edge: Gaining a competitive advantage entail implementing creative and tailored services strategically to meet evolving customer needs and expectations and elevate the airline's position in the market.
· Data-Driven Strategy: The utilisation of data-driven strategies involves leveraging data to make well-informed decisions, enhance services, and proactively adjust to market changes. This approach is crucial for achieving continuous growth and maintaining relevance within the aviation industry (Zhang et al., 2021).
6. [bookmark: _Toc151136932]Impact of External Factors on British Airways

1. COVID-19 Pandemic:
Operations: The operations of the aviation industry have been significantly impacted by a sharp decrease in the demand for air travel, resulting in the cancellation of flights, decreased flight schedules, and various operational challenges (Hamawandy et al., 2021). The execution of rigorous health and safety regulations encompass heightened cleaning measures and protocols for maintaining social separation.
Strategies: The tactics that have been suggested including drastic cutbacks in expenses, layoffs, grounding of the fleet, and broad restructuring initiatives. In an effort to maintain the organization's existence in the face of travel restrictions and lockdowns, these measures target monetary losses.
Customer Relationships: Customer connections in the airline sector today are characterised by increased uncertainty and passenger concern. Reduced reservations, frequent flight cancellations, and a growing need for improved safety procedures and adaptable travel regulations are the results of this.
2. Digital Disruption:
Operations: The phenomenon of digital disruption has become a prominent and influential factor across all sectors. As a result, the organisation is strategically adjusting its operational processes to incorporate digitization, hence improving consumer engagement and interactions. This encompasses the implementation of online booking platforms, self-service kiosks, and mobile applications to enhance the efficiency and convenience of contactless travel encounters (Shiwakoti et al., 2022).
Strategies: The adoption of innovative technology to optimise operational processes, the utilisation of data analytics for the provision of tailored services, and the allocation of resources towards digital infrastructure development in order to effectively respond to evolving consumer behaviours and preferences.
Customer Relationships: In order to fulfil the changing demands of tech-savvy passengers and provide a seamless travel experience, airlines are now focusing on offering improved digital services, personalised suggestions, and enhanced online experiences (Silling, 2019).
3. Economic Uncertainty:
Operations: The operations of the organisation are currently facing several obstacles. These challenges include financial strain resulting from a decrease in revenues, higher operational costs incurred for implementing health and safety standards, and market uncertainty. These factors collectively pose difficulties in terms of long-term planning and making investments.
Strategies: The proposed strategies entail prioritising cost-saving activities, engaging in the renegotiation of supplier contracts, and establishing strategic alliances as a means to effectively navigate economic risks while concurrently safeguarding financial stability.
Customer Relationships: The implementation of adaptable booking procedures, modifications to loyalty programmes, and the introduction of promotional offers are strategies aimed at encouraging travel during periods of economic uncertainty and enhancing customer loyalty (Afaq et al., 2021).
The operating landscape of British Airways was significantly influenced by several external variables, which necessitated the airline to promptly modify its strategy, implement new measures, and priorities customer-centric methods in order to effectively navigate through exceptional hurdles. In order to ensure the continuity of operations, preserve consumer confidence, and facilitate recovery within a dynamic aviation industry, it has become essential to priorities agility, resilience, and a customer-centric strategy.

7. [bookmark: _Toc151136933]Impact of External Environment on the Company

1. Operations:
COVID-19:
Flight Operations: Flight operations have witnessed a significant decline in flight schedules, along with the grounding of aircraft fleets and operating delays. The aforementioned impacts arise as a result of the implementation of travel restrictions and a significant decline in the demand for passenger travel (Hong et al., 2022). 
Safety Measures: Safety measures are protocols or actions implemented to prevent or minimise the occurrence of accidents, injuries, or harm to individuals or property. These in order to give precedence to the safety of passengers, British Airways has implemented rigorous health measures, enhanced hygienic practices, and made adjustments to boarding procedures. And this safety measures would increase the passenger confidence, compliance and responsibility, operation adaptability and company reputations in the market.
Digital Disruption:
Digital Integration: British Airways has made it clear that adopting digital technologies is central to its plan to increase productivity. Digital platforms like touchless check-in, mobile boarding passes, and self-service kiosks are integral to this approach. Implementing these advances has improved the passenger experience, boosting convenience and efficiency throughout travel (Adler and Gellman, 2012).
Operational Efficiency: Utilisation of technology in crucial areas such as managing crews, planning flights, and scheduling maintenance has been a significant contributor to the significant improvement in operational efficiency that has occurred (Migdadi, 2021). Because of this integration, operational procedures have seen significant improvements, which have resulted in streamlined operations and optimised resource allocation across the organisation. 
Economic Uncertainty:
Financial Strain: British Airways encountered notable economic issues mostly stemming from a decrease in income and increased operational expenses resulting from the adoption of rigorous safety measures (Dube, Nhamo and Chikodzi, 2021). As a reaction, the airline implemented various cost reduction strategies, such as labour downsizing and modifications to aircraft routes, in order to alleviate financial pressure.
Supply Chain Disruptions: Supply chain disruptions were experienced by the airline as a result of the economic changes, which had a ripple effect on its procurement procedures. As a result, British Airways undertook renegotiations with its suppliers and implemented strategic adjustments in its inventory management in order to effectively traverse these problems.
2. Strategies:
COVID-19:
Survival Strategies: During the economic crisis caused by the epidemic, British Airways placed high importance on the preservation of immediate cash flow, implemented strategic measures to restructure their debt, and explored options for obtaining government support. These initiatives played a crucial role in guaranteeing immediate stability and adaptability in an uncertain market.
Adaptive Measures: Adaptive tactics played a significant role in the airline's response strategy since they acknowledged the dynamic nature of travel demands. The organisation employed agile tactics such as flexible booking procedures, route alterations, and recalibrations in fleet size to effectively respond to changing market conditions and meet the demands of customers in a timely manner.
Digital Disruption:
Digital Transformation: Strategic investment in digital infrastructure, AI-driven analytics, and customer relationship management systems to enhance service personalization. The investment in the digital transformation has played an effective role to improve customer experiences, operational efficiency and company’s competitive position.
Innovation Drive: The focus of Innovation Drive is to implement various initiatives that harness technology in order to optimise predictive maintenance, facilitate data-driven decision-making, and enhance the overall passenger experience. The innovation drive initiative has brought various benefits which include operational improvements and enhanced passenger experiences and it has brought some challenges related to implementation, costs and data security that needed utmost importance.
Economic Uncertainty:
Cost Optimisation: The application of strategies aimed at reducing expenses, revising contractual agreements, and reorganising operations to enhance financial stability and flexibility. Cost optimisation at British Airways has affected the organization significantly in reducing expenses, revamping contractual agreements, and restructuring operations. Firstly it ensured the financial stability despite the economic uncertainty and disruptions. 
Strategic Alliances: Established strategic partnerships and alliances to enhance resource utilisation, broaden market penetration, and enhance revenue generation. The strategic alliances have yielded significant benefits in optimizing resources, expanding markets and encouraging innovations. It has also faced some challenges including dependency risks, management complexity, competitive threats, cultural differences, and regulatory hurdles
3. Customer Relationships:
COVID-19:
Changing Expectations: The increased demands for safety protocols, adaptable reservation choices, and transparent communication influence customer confidence and allegiance (Olaganathan, 2021). The adaptability to changing customer expectations during the pandemic helped British Airways to retain customer and improved its position in the market. 
Service Adaptation: Adjustment of services to align with evolving customer needs, emphasizing safety, flexibility, and transparent communication. 
Digital Disruption:
Enhanced Experience: The introduction of personalised services improved digital interfaces, and predictive analytics has contributed to an enhanced customer experience by addressing evolving customer preferences and expectations (Bulchand‐Gidumal and González, 2021).
Customer Engagement: Enhanced digital presence was implemented to facilitate proactive contact, address inquiries, and cultivate more robust relationships with travellers, hence promoting customer engagement.
Economic Uncertainty:
Customer Value: The enhancement of customer value can be achieved through the implementation of various strategies such as the introduction of promotional offers, revisions to loyalty programmes, and the provision of incentives (Alderighi, Nicolini and Piga, 2016). These measures are particularly crucial in maintaining customer loyalty, especially during periods of economic difficulties.
Communication Strategy: The proposed communication strategy emphasises the importance of employing clear and sympathetic communication methods when conveying information about alterations in services, policies, and offers. This approach aims to uphold transparency and foster trust among stakeholders.
The operational tactics, customer interactions, and general business approach of British Airways were collectively influenced by external variables. These considerations underscored the importance of adaptation, innovation, and customer-centricity in navigating dynamic and demanding external contexts.

8. [bookmark: _Toc151136934]Evaluation of Change Management Models

1. Kotter's 8-Step Change Model:
Utilization at British Airways: British Airways uses Kotter's 8-Step Change Model to drive strategic change efforts. This strategy emphasises urgency, leading coalitions, and open communication as change project drivers. The systematic implementation process helps employees understand the need for change and actively participate in the transformation. Leaders across departments must communicate urgency, align teams, and build a common commitment to change goals (Kotter, 2012).
Effectiveness: Kotter's paradigm has been helpful in driving change inside British Airways. This technique has accelerated change implementation by prioritising urgency and forming stakeholder partnerships. It has helped varied teams work together, overcome change resistance, and reach strategic goals faster. This method has made transitions easier and helped the company achieve its change goals.
Leadership Style: Effective implementation of Kotter's approach at British Airways requires a unique leadership style. Leaders who create a compelling vision for change, set clear goals, and excite staff are crucial in this scenario. Leaders must communicate the urgency of change and build a collaborative, innovative, and adaptable atmosphere. To successfully execute Kotter's 8-Step Change Model, leaders must have empathy, resilience, and the capacity to motivate and involve staff. (Look at Appendix A for a diagram of the model) 
2. Lewin's Change Management Model:
Utilization at British Airways: British Airways strategically manages organisational transitions using Lewin's Change Management Model. The models unfreeze, Change, and refreeze process has changed substantially (Crosby, 2020). The 'unfreeze' phase alters norms and prepares staff for change. This period saw communication, training, and change awareness. New practices, processes, and systems encourage employee adaptability and flexibility throughout the 'change' period. Employees actively participate in transformation through feedback, workshops, and collaborative problem-solving. Finally, "refreeze" cements new business practices. Supporting and sustaining the transformation is the focus of this phase.
Effectiveness: British Airways uses Lewin's approach to formalise transformation. The concept organises important organisational transformations into three stages. The 'unfreeze' stage improves awareness and breaks change resistance, making the 'change' phase easier. The 'change' phase gives employees ownership and commitment to the planned changes, enhancing success (Hiatt, 2006). Refreezing new behaviours and practices makes them permanent in the organization's culture.
Leadership Style: Lewin's model suggests collaborative leadership for change implementation. Participative leadership empowers and engages employees during change. British Airways executives encourage openness, collaboration, and change. This leadership style lets people feel valued and involved in change, encouraging cooperation and support for improvements. It stimulates employee responsibility and solution-finding, making changes easier to accept. (Look at Appendix A for a diagram of the model)
9. [bookmark: _Toc151136935]Strategic Change at British Airways

Utilization of Models: British Airways utilised a blend of change management models, specifically focusing on the urgency-building elements of Kotter's model and the phased approach of Lewin's model, in order to effectively manage and integrate changes.
Effectiveness: The strategic change initiatives have shown efficacy in initiating change and providing guidance to the organisation throughout periods of turbulence. The integration of many models enabled the implementation of a systematic approach to effectively and thoroughly manage organisational change.
Leadership Styles: The prevailing leadership styles observed were mostly centered around transformational leadership, which placed significant emphasis on vision, inspiration, and the ability to effectively communicate. The leaders cultivated a corporate environment that emphasised the qualities of adaptation and resilience, effectively providing guidance to staff during periods of transition while simultaneously upholding high levels of morale.
The utilisation of both Kotter's 8-Step Change Model and Lewin's Change Management Model within the context of British Airways provided a comprehensive framework for the efficient management of strategic change. The integration of these models enabled a systematic and sequential method for implementing change, promoting the active involvement of employees, and achieving effective execution. The leadership styles associated with these models priorities vision, teamwork, and good communication, which are crucial elements for effectively steering an organisation through intricate transformations (Biech, 2023).
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The latest reform drive was notably impacted by the organisational culture of British Airways, which has long been recognised for its commitment to service excellence and adherence to industry standards. The culture exhibited a combination of resilience, customer-centricity, and adaptability, which played a dual role in both enabling and presenting difficulties throughout the process of transition. The influence of this particular culture on the recent transformation endeavor can be delineated as follows:
Positive Impacts: 
Resilience: The presence of inherent resilience within the organisational culture facilitated the rapid adaptation of personnel to the dynamic environment, hence facilitating the successful adoption of new procedures and modifications (Budd, Ison and Adrienne, 2020). The swift adaptation to the dynamic environment was enabled by the inherent resilience in the organizational culture. This made it easier for new policies and changes to be adopted successfully, which aided in the transition.
Customer-Centric Approach: The adoption of a customer-centric approach was found to be highly compatible with several efforts that sought to improve the overall passenger experience, foster creativity, and facilitate the development of customer-oriented solutions. It supported innovation and the creation of solutions based on the requirements of the client. 
Commitment to Standards: The culture's dedication to adhering to industry standards facilitated a methodical approach to the implementation of changes, hence upholding quality and safety requirements during the transition process. The culture's commitment to industry standards made sure that change was implemented methodically, maintaining standards of safety and quality all the way through the shift.
Challenges:
Resistance to Change: Resistance to change can arise due to the entrenched norms and practices prevalent in a particular culture, necessitating focused endeavors to effectively include and inspire employees in order to foster acceptance and adoption of change (Crosby, 2020).
Hierarchical Structure: The presence of a hierarchical structure within the culture occasionally impeded the facilitation of open communication and the ability to make agile decisions, hence affecting the rate at which changes were adopted. Sometimes, the hierarchical structure impeded free exchange of ideas and quick decision-making. The organization's ability to adapt changes quickly was impacted by this structure, which also affected the rate of change adoption at British Airways.
11. [bookmark: _Toc151136937]Change Management Plan for the Future

Proposed Changes:
Further Digital Integration: The proposal suggests the implementation of advanced digital integration strategies to improve existing digital platforms, with the aim of creating a more streamlined and efficient passenger experience. This would involve incorporating artificial intelligence technology to facilitate customer interactions and provide personalised services (Heiets et al., 2022).
Enhancing Operational Efficiency: The objective is to streamline internal procedures in order to enhance organisational agility and optimise costs. The improvement of operational effectiveness at British Airways by means of reduced internal processes had a favourable influence on cost-effectiveness, organisational flexibility, productivity, quality of customer service.
Sustainability Initiatives: The objective of sustainability initiatives is to incorporate sustainable practices into both operational processes and service offerings.  Sustainability programs give British Airways economic savings, regulatory compliance in addition to demonstrating environmental responsibility. These programs support international sustainability efforts and enhance the airline's environmentally beneficial effects.
Strategies:
Staff Training and Development: Conduct comprehensive training programs focused on digital tools, customer-centricity, and adaptability (McCabe, 2020). Training is important due to several reasons and play a crucial role. Training programs ensure that employees have necessary skills, adaptability, increased efficiency of employees and improved productivity. Well trained employees can help to establish a competitive advantage.
Communication Strategy: Establish and maintain open and regular channels of communication to actively include employees at various organisational levels, with a particular focus on highlighting the advantages of the suggested modifications. Communication strategy is very crucial to British Airways cause clear and consistent communication is one of the key to smooth operations. 
Evaluation Framework: The implementation of Key Performance Indicators (KPIs) and feedback systems is crucial in order to consistently evaluate the efficacy of modifications and subsequently adjust plans. By using feedback systems and KPIs to establish a strong evaluation framework, British Airways was able to track performance and make data-driven decisions.


Key Components of the Change Management Plan:
· To facilitate and bolster change initiatives, it is recommended to establish change champions and cross-functional teams who would assume leadership roles and provide support.
· Formulate a comprehensive implementation strategy that encompasses distinct phases, accompanied by well-defined dates and significant milestones.
· Promote a corporate environment that fosters creativity and ongoing enhancement by implementing systems of acknowledgement and incentives.
· The central emphasis should be placed on the prioritisation of employee participation and empowerment through the implementation of participatory decision-making procedures.
· In order to foster transparency and coherence, it is imperative to continuously communicate updates regarding progress, accomplishments, and challenges.

The main goal of this comprehensive change management plan is to optimise the utilisation of British Airways' resources while addressing the challenges posed by its organisational culture.









12. [bookmark: _Toc151136938]Conclusion
British Airways is in a critical era of its organisational evolution, facing external upheavals and changing market dynamics. The airline's resilience, adaptability, and constant dedication to high standards are profoundly ingrained in its organisation.
British Airways' recent transformation initiatives are driven by a mix of change management methods and a strong organisational culture. These efforts demonstrate the airline's commitment to growth despite challenges. The aviation business has been significantly impacted by the effects of the COVID-19 epidemic, digital upheaval, and economic concerns. These elements have presented challenges as well as prospects, influencing the strategic planning, customer relationships, and internal functioning of airlines.
The change process was influenced by the organisational culture, which exhibited both facilitative and challenging aspects. The culture was distinguished by its resilience and customer-centric orientation. While cultivating the ability to adjust and introducing customer-centric innovations, the organisation also faced instances of opposition, highlighting the necessity of purposeful endeavors to involve and synchronise workers in order to embrace change.
In anticipation of future developments, the suggested change management plan is strategically positioned to leverage the strengths of British Airways while effectively addressing cultural intricacies and obstacles. The plan aims to cultivate a corporate culture that promotes innovation, agility, and customer-centric practices through the prioritisation of staff training, the establishment of transparent communication channels, and the implementation of a comprehensive evaluation framework. 
As British Airways navigates its future trajectory, the integration of cultural resilience, strategic change initiatives, and a proactive change management plan serves as the fundamental basis for the airline's enduring achievements. With a firm commitment to embracing change as an intrinsic aspect of its organisational identity, British Airways is strategically positioned not just to navigate challenging periods but also to achieve remarkable accomplishments in the ever-evolving aviation industry.
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APPENDIX A
Kotter’s 8 step change model: 
[image: Free Kotter Change Management Model Template for PowerPoint - Free ...]

Lewin’s change management model: 
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Lewin's Three Stage Change Model
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