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[bookmark: _Toc133656279]Executive Summary
The purpose of this paper is to formulate a leadership strategy for British Airways that will enable the company to provide exceptional service to its customers. The paper starts out with a summary of British Airways as well as an appraisal of the current climate in the business world. The next section of the paper analyses a variety of leadership models and ideas, with an emphasis on organizational development, resistance to change, and maintaining organizational effectiveness. The findings of this research are presented in the form of suggestions for a leadership strategy that, if implemented, will result in improved service to customers, coupled with an estimate of the cost of such an implementation. The final section of the report provides a concise summary of the most important topics and emphasizes the significance of strong leadership in the accomplishment of corporate goals.
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[bookmark: _Toc133656280]Introduction
British Airways is a worldwide airline that has been in operation for more than a hundred years. The scope of its operations spans the whole globe. It is a crucial aspect of the company's performance to provide excellent customer service since the market in operates is extremely competitive and dynamic. The COVID-19 pandemic has had an effect on the airline sector. As a result of the epidemic, there has been a decrease in the demand for air travel, which has raised financial demands on airlines. To continue to be profitable and competitive in this difficult market, British Airways needs to place a primary emphasis on providing exceptional service to its customers.

[bookmark: _Toc133656281]An Examination of Various Leadership Theories and Models:
It is essential to have effective leadership in order to accomplish the goals set for a firm, and there are a number of leadership models and theories that may be utilised to enhance customer service. The transformational leadership model is one example of strategy. This style places an emphasis on inspiring and encouraging individuals to work towards a common objective. Another style is called the servant leadership model, and its primary focus is on meeting the requirements of both staff and clients. To provide better service to its customers, British Airways might implement one of these two models. Within British Airways, there is room for a variety of different leadership styles, models, and theories to be implemented. The Chief Executive Officer of British Airways, Alex Cruz, has adopted a transformational leadership style that places an emphasis on developing a robust organizational culture and encouraging people to collaborate in the pursuit of shared objectives(Avolio and Yammarino, 2013). Cruz places a strong emphasis on maintaining open lines of communication and encourages workers to voice their concerns on any problems they may experience. He also places a strong emphasis on providing excellent customer service and has undertaken a number of efforts to enhance the overall quality of the experience provided to customers, such as the procurement of new aircraft and the installation of in-flight entertainment systems.
A theory that may be relevant is the servant leadership theory, which places an emphasis on the role of the leader as one who serves the needs of the people under their supervision and provides support for the growth of those individuals. According to Greenleaf (1970), this paradigm calls on leaders to place a premium on the health and personal development of their staff members, even while they work toward the accomplishment of corporate objectives.
For instance, the upper management of British Airways has developed a variety of programs to promote the growth and well-being of its workforce. These programs include the introduction of flexible working arrangements as well as a significant emphasis on staff training and development (Bowen and Lawler, 2013).  Additionally, the airline has implemented a number of employee engagement programs, such as ongoing town hall meetings and a program to recognize employees for their contributions. Organisational development is an essential component in reaching the goal of providing great customer service. British Airways has to foster a culture that places high importance on providing excellent customer service and encourages its staff to go above and beyond in this regard. This may be accomplished through the implementation of training programs, recognition programs, and methods for frequent feedback.
[bookmark: _Toc133656282]Resistance to Change
When adopting a new leadership approach, one of the most typical challenges that arise is resistance to change (Schein, 2017).  To get over this obstacle, British Airways has to inform its employees of the positive aspects of the new strategy and get their input throughout the implementation process. This can serve to increase trust and support for the new plan, and it can also help reduce resistance to change. Kotter's Eight-Step Change Model (Kotter, 1996) is a theory that may be used to British Airways' reluctance to change while introducing a new idea to meet the goal of providing great customer service.
Creating a sense of urgency, forming a guiding coalition, developing a strategic vision and initiatives, communicating the change vision, empowering others to act on the vision, creating short-term wins, consolidating gains and producing more change, and anchoring new approaches in the culture of the organization are the eight steps that make up the model.
If we were to apply this concept to British Airways, the first thing we would do is emphasize how important it is to find methods to provide better service to our customers. Sharing customer feedback and industry trends that highlight the need of delivering exceptional customer service is one way to accomplish this goal. Building a guiding coalition is the next phase, which entails identifying key stakeholders and leaders who can support the change effort (Edmondson, 2018).  
The third stage would be to build-up a strategic vision and initiatives, which entails defining a clear vision and strategy for enhancing customer service, as well as identifying particular efforts that would be undertaken to accomplish this objective. This would be done before moving on to the fourth phase, which would be to evaluate the effectiveness of the strategic vision and initiatives ( Lee et al., 2016). Among these options are the creation of new training programs for staff members, the improvement of technology used in customer service, and the enhancement of the entire experience provided to customers.
The fourth phase would be to convey the change vision, which would entail explaining the vision and strategy to all of the workers and stakeholders, as well as making sure that everyone knows their part in the process of accomplishing the goal. The fifth stage is to give people the authority to act on the vision by giving workers the tools and resources they need to put the changes into action. This is part of the process of empowering others to act on the vision.
Generating short-term victories is the sixth phase, which entails locating and celebrating brief victories that reflect progress toward a vision. This step is followed by generating short-term victories. This might involve publicizing positive customer feedback and honouring workers who have made substantial contributions to enhancing customer service. Likewise, this could include showcasing excellent staff contributions.
Consolidating gains and creating more change is the seventh phase, which entails building on the momentum of the change effort and continuing to execute new initiatives that further improve customer service. creating more change means building on the momentum of the change effort. The final phase is to anchor new methods in the culture of the company, which entails integrating the changes into the culture of the organization and ensuring that they become a natural part of the way things are done in the organization. 
Maintaining the efficiency of an organization is one of the most important factors in the long-term success of any leadership approach. The leadership strategy of British Airways needs to be constantly evaluated for its efficacy, and the airline must be prepared to make improvements as required. This can be accomplished through the use of methods for regular monitoring and feedback.
[bookmark: _Toc133656283]Recommendations
In light of the findings of the investigation, the following suggestions have been put up as potential methods to enhance British Airways’ leadership that will lead to excellent customer service:
Adopt a model of transformational leadership that will inspire and drive employees to give outstanding service to customers.
The transformational leadership model is an applicable theory that has the potential to be used in order for British Airways to realize its goal of providing exceptional service to its customers. According to Bass and Riggio (2006), this model places a strong emphasis on the significance of leaders inspiring and encouraging their followers to go beyond their own self-interests and work together toward a shared objective. This type of leadership fosters innovative thinking, creative endeavours, and the generation of fresh concepts with the goal of enhancing the overall performance of the business (Oreg & Berson, 2019).
Create a culture focused on providing excellent service to customers by way of training programs, recognition programs, and ongoing feedback mechanisms:
The new leadership plan will not be successful unless there is a culture shift towards providing excellent customer service. Several different types of programs, such as training, recognition, and feedback systems, can be used to accomplish this goal. Kim and Mauborgne (2015), highlight that employees can be equipped with the information and skills necessary to provide great customer service by participating in training programs that can be customized to meet their specific needs. Employees that deliver consistently great service can be recognized and rewarded via recognition programmes. Establishing regular feedback systems allows for the identification of areas in need of development as well as the verification that personnel are living up to the standards set by customers (Kotter, 2012).
Involving workers in the process of designing and putting the new leadership strategy into action is one technique for reducing resistance to change.
The contribution of employees is one of the most important factors that may help companies overcome resistance to change. The human response to novel concepts or methods of carrying out activities is almost always one of resistance to change. On the other hand, if employees are given the opportunity to contribute to the formulation and execution of the new leadership approach, this opposition may be mitigated.( Huy, 2013).
Employees have the potential to give insightful comments and opinions that can help evaluate the practicability and viability of the new strategy. They are also able to assist in the identification of prospective challenges and issues that may appear during the process of implementation.
Always keep an eye on how well the leadership plan is working, and make changes as required:
Monitoring the efficiency of the leadership strategy is absolutely necessary in order to guarantee that it is successful in reaching the goals it was designed for. To determine how successful the leadership approach is being implemented, it mandatory to set up systems for regular assessments and feedback. This will assist in identifying areas that could benefit of improvement and in making the required modifications to further increase the success of the plan. This method of never-ending improvement has the potential to assist British Airways in securing leading position in the airline industry.
The application of the transformational leadership model, the development of a customer service culture through a variety of programs, the participation of employees in the process, and the continuous monitoring of the effectiveness of the leadership strategy are all ways in which British Airways can reach its goal of providing exceptional customer service.



[bookmark: _Toc133656284]Cost Estimate
It is anticipated that the implementation of the suggested leadership approach would cost a total of 8 million pounds. Costs associated with training programs, recognition programs, and feedback methods are included here.
	Initiative
	Estimated Cost

	Transformational Leadership Training
	£2,500,000

	Customer Service Culture Training
	£1,500,000

	Recognition Programs
	£500,000

	Feedback Mechanisms
	£200,000

	Employee Involvement Initiatives
	£1,000,000

	Monitoring and Evaluation of Leadership
	£300,000

	Strategy and Implementation Costs
	£2,000,000

	Total
	£8,000,000


Figure 1. Cost Estimate
The cost breakdown that has been anticipated is based on the projects that need to be completed in order to put into action the new leadership strategy that British Airways will use to provide exceptional customer service. The cost breakdown covers the cost of training for transformational leadership, training for customer service culture, training for employee recognition programs, training for feedback mechanisms, training for employee engagement initiatives, and training for monitoring and evaluating leadership. The expected cost breakdown also includes the expenditures associated with the strategy and the implementation of the plan.
Training in transformational leadership is absolutely necessary if one wishes for the new leadership approach to be successful (Avolio and Yammarino, 2013). Employees are expected to be inspired and motivated by this training program in order to give great customer service. It is anticipated that this endeavour will cost a total of £2.5 mil.
Training employees in a customer service culture is another key action that should be taken to build a customer service culture among workers. Paraskevas  (2016) highlights that employees will get the information and abilities necessary to offer exceptional customer service as a result of participating in this training program. It is anticipated that this endeavour will cost a total of £1.5 mil.
Recognition programs are another crucial component in the overall strategy of motivating staff to offer high quality service to customers.( Kim et al., 2017). These programs could award bonuses and accolades to participants in acknowledgement of exceptional service to customers. It is anticipated that this endeavour will cost a total of £500k.
It is critical to have channels for feedback in place in order to offer employees consistent feedback on their performance (Lee and Ok, 2014). Feedback from customers and evaluations of performance are both examples of this type of input. £200k is the amount that is projected to be spent on this endeavour.
It is essential to implement employee participation programs in order to reduce resistance to change (Shuck and Wollard, 2017). The process of formulating and putting into action the new leadership strategy ought to include participation from the staff members. £1m is the amount that is projected to be spent on this endeavour.
It is essential to monitor and evaluate the progress of the leadership development  in order to determine how successfully the new leadership strategy is being implemented. British Airways will be able to make any required modifications to the approach through regular monitoring and review of the situation. (Bowen et., al 2013) It is anticipated that this endeavour will cost a total of £300k.
Last but not least, the cost of designing, executing, and maintaining the new leadership strategy is included in the total cost of the strategy and its execution. It is anticipated that this endeavour will cost a total of £2m.
At British Airways, the new leadership strategy for providing exceptional customer service is anticipated to have an overall cost of £8M to put into effect. At British Airways, delivering exceptional levels of customer service depends heavily on the quality of the leadership that is in place. By embracing a transformational leadership model, cultivating a culture of customer service, engaging workers in the process, and continuously assessing and adapting the leadership strategy, British Airways will be able to enhance customer service and maintain its position as a competitive player in the fast-paced airline business industry  (Mohiuddin and Shams, 2017).


[bookmark: _Toc133656285]Conclusion
Effective leadership is critical to achieving outstanding customer service at British Airways. By adopting the transformational leadership model, developing a customer service culture, involving employees in the process, continuous monitoring and adjusting the leadership strategy, British Airways can improve customer service and remain competitive in the dynamic airline industry. Based on the findings expressed through this report, the new leadership model that is recommended for British Airways to achieve its objective of delivering outstanding customer service is the transformational leadership model.
By continually monitoring the effectiveness of the leadership strategy and making adjustments as necessary, British Airways can ensure that it is on the right track towards delivering outstanding customer service to its customers.
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