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[bookmark: _Toc234228472]1. Introduction
One of the greatest aspects that affects the way organisations operate, compete and accomplish their goals is organisational culture. It is comprised of shared values, beliefs, assumptions and behavioural norms that govern employee behaviour and influence the practices in organisations (Deep, 2023). Mullins and Christy claim that organisational culture influences decision making, organisational structure, employee motivation, organisation of work, management control and overall organisational performance (Mullins and Christy, 2016). Today the business world is more competitive than it was in the past and organisations are under increased pressure to respond to the advances in technology, the evolving customer demands, diversity in the workplace and competitive pressures.
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[bookmark: _Toc231554032]Figure 1: British Airways
(Source: Bloomberg, 2024)
As a result, an effective and highly flexible organisational culture has become the key to long-term success. British Airways, being one of the most popular international airlines in the United Kingdom, is one of the companies operating in a highly competitive and strictly regulated industry, the quality of services, efficiency of operations, safety, and customer satisfaction are paramount. This report will critically evaluate the role of organisational culture in British Airways through the analysis of how this has affected the structure and decision-making in the organisation. Also, using the Cultural theories to understand the dominant culture, understanding how well it has adapted to the outside environment, understanding how it has been impacted and how it has impacted its performance will be discussed.


[bookmark: _Toc234228473]2. Organisational Culture of British Airways
At British Airways, the organisational culture is based on safety, professionalism, customer service, accountability and operational excellence. It is a global airline; thus, it encourages teamwork, constant improvement, and the use of strict aviation regulations to realise safe and reliable operations. The employees have been motivated to give quality customer experiences without compromising on efficiencies and sticking to defined procedures. The organisation also prides itself in diversity, inclusiveness, innovation and sustainability which indicates that the organisation has reached its target of ensuring the expectations of its passengers and stakeholders are met. As a whole, the British Airways culture is reinforced by a robust role-based organisational framework and customer-based organisational ethics, which allow it to uphold operational reliability, its performance competitiveness and organisational long-term success.

[bookmark: _Toc234228474]3. Influence of Culture on Structure and Decision-Making
[bookmark: _Toc234228475]3.1 Influence of Culture on Organisational Structure
The organisational culture of British Airways has contributed immensely to its organisational structure. The company, being a large global carrier, is in an industry where safety, operating consistency, customer satisfaction, and regulatory compliance are paramount (Sakdaar, 2024). Such priorities have promoted the growth of a top-down organisation structure where the role and status of the organisation is well-established, there is a formal reporting relationship, and the functional departments are highly specialised. The flight operations, engineering, customer services, finance, marketing, and human resources are departments that work within well-organised systems that guarantee efficient coordination and operational uniformity.
The culture of professionalism and accountability supports this hierarchical structure. The staff needs to abide by a stringent collection of operational rules and conform to the industry regulations. This is of utmost importance in the field of aviation as any error can have severe implications for the safety of passengers and a bad reputation for the organisations. The hierarchy of the organisation thus consolidates the cultural values by creating explicit power and responsibility across the organisation (Maheshwari et.al. 2024). In addition, the customer-centred culture of British Airways has contributed to the arrangement of structures that enhance service excellence. The customer care units, airport and cabin crews liaise to enhance uniform and quality customer service. The structure thus shows the organisational dedication to provide quality and professional services.
[bookmark: _Toc234228476]3.2 Cultural Influence on Decision-Making Processes
The organisational culture plays an important role in decision-making in British Airways. The nature of aviation operations is risky (both financially, safety-wise and regulatory) and the airline tends to pursue a centralised strategy in strategic decision-making.  The key organisational decisions are made by senior managers and executives, ensuring that the decisions are compatible with organisational goals and legal provisions (Saleh et.al. 2025). An effective safety culture will impact all decision-making areas. The concern of safety supersedes a short-term business interest, as this is an effective approach that has been entrenched in the organisational mindset that passenger and staff safety should not be compromised. 
Safety, therefore, has significant implications on the strategic decisions made in the operations, investment in technology, training of employees and resource allocation (Yazdi, 2025). There is also evidence-based decision-making in the organisation. Operational data, performance indicators, customer feedback, and employee insights are the main data used by managers to ensure quality decisions are made. Empowerment of frontline employees at the operation-level enables them to make specific decisions to enhance better customer experiences and address problems associated with services. This is a balance between strategic control that is centralised and operational flexibility.
There are benefits and difficulties in the relationship that exists between culture, structure and decision making at British Airways. The hierarchical system results in accountability, consistency, compliance, all of which play a crucial role in the aviation industry (Zormelo and Gyepi-Garbrah, 2025). But too much hierarchy can make organisations less flexible and sluggish in making decisions. In the same vein, centralisation of decision-making may constrain the involvement of employees and innovation. However, since the operation of the airline industry is quite regulated, its organised manner is still required. Hence, British Airways exemplifies how organisational culture can facilitate as well as limit organisational effectiveness as dictated by the situation.
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[bookmark: _Toc234228478]4.1 Schein’s Three Levels of Organisational Culture
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[bookmark: _Toc231554033]Figure 2: Schien's Model
(Source: Expert Program Management, 2026)
One of the most renowned models in terms of comprehending organisational culture is the one created by Schein. The model defines culture on three levels, which include artefacts, espoused values, and underlying assumptions. Artefacts are the outward expression of culture. Examples of artefacts used at British Airways include staff uniforms, aircraft branding, customer service processes, operational systems, office layout, employee training initiatives and safety measures (Contissa and Sartor, 2025). These observable features signify professionalism, consistency and dedication to service quality.
The values of the organisation that are publicly advocated are the espoused values. British Airways has a focus on customer satisfaction, safety, teamwork, innovation, diversity, sustainability, and operational excellence. Such values are passed across by means of corporate communications, training employees, organisational policies, and strategic objectives. The organisation also has the ethos of providing customers with excellent experiences and ensuring high levels of safety that are continually upheld (Velasco et.al. 2024).
The beliefs underlying are deep-rooted assumptions that determine the direction of behaviour. In British Airways, there is a general assumption that safety is the most important organisational value. The other assumption is that customer satisfaction has a direct impact on organisational success and competitive advantage. The assumptions affect the behaviour of the employees, the decisions made by the leaders and the priorities of the organisations (Stylianidis, 2025). The model developed by Schein shows that the organisational culture at British Airways goes beyond the visible activities and includes deeply held beliefs that shape behaviour in the organisation.
[bookmark: _Toc234228479]4.2 Handy’s Cultural Types
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[bookmark: _Toc231554034]Figure 3: Handy's Model
(Source: Mister Simplify, 2026)
Handy was able to distinguish between four types of culture: power culture, role culture, task culture and person culture. British Airways mostly exhibits role culture aspects. Characteristics of role culture include clear responsibilities, opportunities to have authority, procedures, as well as stability in an organisation. Workers work in well-organised systems, with their work responsibilities, reporting lines and performance standards clearly defined (Nusser-Rothermundt, and Lagarce, 2023). These attributes are required in the aviation industry since safety and reliability in operations are reliant on procedural uniformity.
Role culture is evident in the British Airways organisation structure, procedures, and compliance systems. Employees are set to undertake certain duties as per set standards. Power to make decisions is disseminated based on organisational rank and knowledge. However, the characteristics of the task culture can be traced as well. Sustainability projects, technology innovation programmes and digital transformation projects are some of the strategic projects that require cross-functional teams to work as a unit in order to accomplish particular goals (Bashynska et.al. 2023). These teams promote flexibility, creativity and problem-solving. Although all of these activities are task-oriented, the culture of role is predominant due to the focus on operational consistency and regulatory compliance that is at the core of organisational priorities.
[bookmark: _Toc234228480]4.3 Hofstede’s Cultural Dimensions
The framework by Hofstede offers further information on the organisational culture. British Airways is located in the UK business environment, which is relatively low in terms of power distance and highly individualistic. Staff are motivated to offer suggestions, accountability in performance, and initiative in a set organisational structure (Żemojtel-Piotrowska and Piotrowski, 2023).
Moderate uncertainty avoidance is also reflected in the organisation. Although airline operations are characterised by procedures and other measures necessary to eliminate risks, British Airways should be flexible towards new market conditions and technological advancements. Thus, the organisation trade off between standardisation and innovation. Long-term oriented investments are also in sustainability, employee development, technological innovation and modernisation of fleet (Kole, 2025). These initiatives are a demonstration of the future-competitiveness and organisational sustainability.
[bookmark: _Toc234228481]4.4 Determining the Prevailing Culture
All three frameworks by Schein, Handy, and Hofstede suggest that the British Airways Company has a rather role-oriented culture where professionals, accountability, operational discipline, customer service excellence, and safety reign. The organisational culture contributes to the reliability and the constant character of the operations and promotes further progress and adaptation.
[bookmark: _Toc234228482]5. Culture and the External Environment
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[bookmark: _Toc231554035]Figure 4: PESTLE Analysis
(Source: SpeakingNerd, 2026)
[bookmark: _Toc234228483]5.1 PESTLE Analysis
A PESTLE analysis underlines the external forces that affect British Airways and shows how organisational culture helps to adapt.
The political aspects involve the regulations of the government, the result of the international aviation agreements, and geopolitical processes (Saed and Omar, 2025). British Airways counts on a compliance and professional culture to effectively react to fluctuating political conditions.
Economic factors that hugely influence the airline profitability and passenger demand are inflation, fuel prices, exchange rates and economic growth. A culture of efficiency and accountability within the organisation has helped to enable an efficient response to the economic challenges.
Social forces consist of evolving customer requirements, demographics, and the growing demand for personalised travel. This culture of customer focus that British Airways is advertising helps employees be proactive in addressing the changing needs of customers.
The aviation industry is still changing with technological factors. Self-service technologies, artificial intelligence, data analytics have improved performance and customer experiences through an online booking system (Guo et.al. 2024). The culture of continuous improvement at the organisation helps in the adoption of technology.
Legal issues involve the safety regulations and employment legislation, as well as the consumer protection requirements. Procedural discipline and accountability as a supporting culture promote adherence to the law.
Environmental factors have taken on a new position of prominence based on issues of climate change and sustainability (Mammadova, 2025). British Airways has made investments in sustainable aviation fuel, carbon reduction efforts, and the use of modern aircraft. The organisation integrates sustainability into its cultural values more.
[bookmark: _Toc234228484]5.2 Responding to Industry Competition
The aircraft industry is a very competitive sector, where organisations have to constantly improve their performance and customer experience. The culture of service excellence, professionalism, and reliability by British Airways can be used to distinguish the company among its competitors. High-quality customer experiences are desired where employees are motivated to provide quality services to the customers to enhance customer loyalty and brand image (Brown et.al. 2024). Continuous improvement processes are infused into organisational culture, helping in innovation and efficiency in operations. This helps British Airways to be competitive in the changing market conditions.
[bookmark: _Toc234228485]5.3 Managing Globalisation and Workforce Diversity
British Airways has customers with varied cultural backgrounds, as well as a workforce of different nationalities. Organisational culture helps in a common structure that fosters inclusion, cooperation, as well as uniformity among global operations (Cahyono, 2025). The organisation embraces diversity and inclusion without shunning the image of the organisation. The facilitation of cultural communication, teamwork, and service delivery in the international markets is provided by these cultural characteristics.
[bookmark: _Toc234228486]5.4 Denison's Organisational Culture Model
The Organisational Culture Model by Daniel R. Denison identifies four characteristics of successful organisations: mission, adaptability, involvement and consistency. British Airways describes an evident mission by focusing on customer services, operational excellence as well as sustainable aviation. The flexibility that comes with it is reflected in digital transformation and adaptation to evolving passenger expectations. High levels of involvement are visible through the employee engagement, training and collaboration, whereas consistency is ensured by the standardised procedures, regulations on safety and corporate values shared among employees. In combination, these cultural characteristics contribute to organisational performance, strength and competitiveness in the long term.

[bookmark: _Toc234228487]6. Organisational Culture as a Barrier
Culture can sometimes be an obstacle in spite of its strengths. Role culture and hierarchical systems can contribute to the lack of flexibility and innovativeness. The staff can grow too reliant on the standard practices and not be as motivated to question the existing practice. The presence of industrial relations differences in British Airways in the past has also exhibited how management-employee cultural tensions can adversely impact the effectiveness of an organisation. In case values of the organisations and the image which the employees have are not matched, this can contribute to decline of the trust and involvement (Williams, 2024).
Finally, culture in an organisational context is more of an enabling factor than a hindering element in British Airways. Whereas certain cultural aspects can limit flexibility, the positives of safety, customer satisfaction, reliability in operations and consistency in organisational aspects have more benefits than drawbacks (Zormelo et.al. 2025).


[bookmark: _Toc234228488]7. Impact of Culture on Organisational Performance
[bookmark: _Toc234228489]7.1 Impact on Organisational Performance
The organisational culture can significantly affect the performance of British Airways. Organisational behaviour affects the behaviour of the employees and their interactions with customers, the level of operational efficiency and the implementation of the strategic plan (Adama and Okeke, 2024). An excellent culture provides employees with a definite idea of what the organisation anticipates, as well as encourages behaviour that helps in the achievement of organisational objectives. Professionalism, accountability, customer focus, teamwork and safety are part of the values that drive operational success and quality of service at British Airways.
Organisational culture has a significant effect on customer satisfaction and is one of the most significant effects of organisational culture. British Airways is a company that is highly competitive, and customer experiences are important in determining whether it is successful or not. The customer-oriented culture of the organisation motivates employees to deliver top-quality services and ensure the suitability of the organisation to meet passenger needs. Customer loyalty, repeat business and an increase in the brand image all result in customer loyalty, which helps in the improvement of organisational performance. The culture serves operational efficiency and safety performance as well. Aviation is an industry where the procedures and regulations need to be followed strictly. This safety culture at British Airways makes the employees focus on compliance and risk management when carrying out their day to day functions (Samunderu, 2024). 
Organisational culture also determines the level of engagement and interest that employees provide (Saleh et.al. 2025). Employees who have an organisational identification tend to be more committed, productive and have job satisfaction. Good organisational culture at the workplace is able to minimise turnover and absenteeism among employees, besides boosting the overall performance of the organisation. Organisational culture, therefore, directly leads to financial performance outcomes as well as non-financial performance outcomes.
[bookmark: _Toc234228490]7.2 Theory-Informed Recommendations
To consolidate the performance of the organisations even more, British Airways ought to introduce a few culture-related enhancements based on the related theories and models. Using the model proposed by Schein, the organisation is advised to be more consistent in integrating proclaimed values and effective management behaviours. When organisational behaviour is in agreement with values and values are upheld, then employees would feel like they can trust the leadership of the organisation. Leaders are thus supposed to exhibit the values they want workers to adhere to (Sakdaar,  2024).
According to the Cultural Types framework, developed by Handy, British Airways ought to implement tougher aspects of task culture on top of the role culture that it currently experiences. Although operational consistency and safety are enhanced by role culture, increased focus on teamwork, innovation, and collaboration based on the project might enhance the adaptability of organisations. The cross-functional teams would then be supposed to come up with new methods of managing the customer service, sustainability and operational related issues (Bakir et.al. 2024).
The Hofstede Model can help British Airways in advancing diversity and inclusion programmes. This is an added advantage of the airline since it hires people of diverse cultural orientations and is a global organisation. Inclusive Leadership and Cultural awareness can be encouraged to foster cooperation and participation amongst employees and organisational innovative thinking.
Moreover, the organisation should invest in greater employee learning programmes and continual development. The training programs that would be effective in enhancing the workforce capacity and maintaining the growth of organisations in future would include leadership training, Digital training, customer-service excellence and innovation. Increasing the involvement of employees in decision-making should also be driven by a regular feedback and consultation process. Greater involvement of employees can lead to more motivation, more innovation and organisational commitment (Cahyono, 2025).
All these recommendations would assist British Airways in ensuring that it has a healthy organisational culture, besides enhancing performance, flexibility and competitive ability in the long run in the global airline industry.
[bookmark: _Toc234228491]8. Conclusion
The organisational culture is a key element that has determined the effectiveness and performance of British Airways. In line with Mullins and Christy, culture affects the structures of organisations, decision making, the behaviour of employees and the flexibility of organisations. The review under the Schein Model, Cultural Type as developed by Handy, and Cultural Dimensions developed by Hofstede reveals that the British Airways company has a major role-based culture, which is characterised by professionalism, accountability, safety and customer service excellence. This culture helps in ensuring the operational reliability, regulatory compliance, customer satisfaction, and strategic alignment and adaptation to technological, environmental and competitive pressures. Though the practice of hierarchical structures, formal procedures can at times inhibit flexibility and innovativeness, the net effect of organisational culture is good. Culture is more of an enabler of organisational effectiveness and organisational performance. British Airways should make sure that in the future, it becomes more innovative, employee engaged, diversified and organisational learner, cross-functional team member, and safety and service quality oriented. These will help in sustainable achievement in global aviation business.
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