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Introduction

This report explores the leadership of Hilary McGrady, CEO of the National Trust, which is one of the UK’s largest heritage, conservation, and tourism organisations. Since stepping into the role in 2018, McGrady has led the Trust through a few significant changes both internally and externally, including the COVID-19 pandemic, political and press pressures, and a change on industry expectations of the visitor experience. These challenges have needed strong leadership and a well development strategy of change management.

The purpose of this report is to evaluate how McGrady has dealt and can further develop the organisation for the future of tourism and heritage sector across the UK. The report will analyse her leadership style, decisions and impacts on organisational culture and explore how her approach can support improved performance during times of change. Throughout the report will also include theories such as Lewin’s Change Model (1951), Kotter’s Eight Step Change Model (1996), Bass’s Transformational vs Transactional Leadership (2006) and many more, that relate and support the evaluation of McGrady’s journey so far.

Leadership and Change Mangement  

Over the past eight years, McGrady has faced several major challenges such as public scrutiny over the National Trust’s report on slavery and colonialism()and COVID-19 which significantly reduced visitor numbers and loss of income() Other examples of this may include the importance of the enviromental and climate pressures within the sustainability trends which have become essential within the industry(). These types of challenges contribute towards driving organisational change within the NT whilst also requiring a leader who can afford to be adaptive to the environment they work in, whilst staying transparent and holding onto values-driven leadership. 

Lewin’s (1951) Change Model (unfreeze, change, refreeze) can show how McGrady dealt with these types of situations by firstly bringing the attention of the Trust which included addressing difficult histories and climate change, this is known as the ‘unfreeze.’ She continued to ‘change’ by encouraging practices, environmental programmes and reconstructing the organisation during COVID-19. Finally, the ‘refreeze’ these procedures and changes, made were by creating new policies such as ‘Our Climate and Environmental Policy’ which mentions the target of reaching Net Zero by 2030(National Trust, 2023)

Strategic leadership responses that McGrady has shown so far during her position as CEO is achieving Net Zero (2020) by 2030. This shows that the strategic forecasting for what the future will hold in relation to Kotter’s (1996) importance of developing through change. This also shows that McGrady follows through with transformational leadership which is about inspiring organisations though purpose. (Bass & Reggio, 2006) 
Another example that McGrady has shown strategic leadership is when she first oversaw the organisation as a leader, chose to update the operations to a more modern version and improve effective strategies that help elevate the internal structure of the organisation- relating to Lewins (1951) model. Buchanan and Huczynski (2013) also talks about the importance of this highlighting that restructuring within an organisation requires effective communication and culture alignment which can be seen in McGrady’s Leadership. 

Finally, during the COVID-19 pandemic, McGrady displayed adaptive leadership (Heifetz & Linsky (2002) by new regulations for safety measure, such as social distancing and wearing a face mask indoors, to keep visitors safe. Others include being transparent with her organisations and membership holders. Armstrong (2016) mentions that effective leadership must show a general level of emotional intelligence and empathy during crises which are also examples of how McGrady approaches these types of situations. However, Mullins and Rees (2023) mention about the importance of balancing leadership and management within an organisation, which McGrady may have impulsive decisions on the financial instability COVID-19 had on the Trust. 

A clear example of a collaborative leadership role that McGrady incorporates into her leadership response is the project at Bathampton Meadows( National Trust, 2024) which is a project which entails of 20 ‘green corridors’ for different places across the UK including Bathampton Meadows to merge green spaces and neighborhood’s together. This shows the ethics and commitment to the local community which boosts stakeholder confidence and engagement which links to Armstrong (2016).

After restrictions during COVID-19 the National Trust was able to introduce new measures such as timed ticketing to help with the flow of visitors which reflects the operations and crisis management that the trust dealt with. This also shows that leadership also comes with becoming flexible and quick-thinking during times of crisis (Rees, W.D & Porter, C, 2015)





Leadership Style, Culture and People

Bass’s(1985) Transformational vs Transactional Leadership style relates the McGrady’s structure of her organisation by being the face of ‘idealised influence’ by leading with strong values around inclusion and enviromental responsibility, meaning that her vision is set on not just owning historic buildings and houses but restoring and protecting conservations under the National Trust. 

Furthermore, the use of Schein’s model (2010) shows that there are three important levels in which McGrady leadership style has moved the Trust towards a more socially engaged culture. The artifacts of using climate models and exhibitions about colonial history create a reflective space for McGrady’s ethics and values such as inclusion, honesty and environmental. Finally, the underlying assumptions made from the Trust is that the organisation want to raise the awareness of the preservation of heritage sites across the UK while increasing the visibility of sustainable heritage. 

Based off on Belbin’s team roles, the organsation consists of a variety of team roles such as plants, implementers, coordinators, and resource investigators. These roles work well together as creativity is needed to think of new ways to sell the experiences to customers while implementers and co-ordinaries bring those ideas to life to ensure the final product is in line with the ethics and values the National Trust have. These however would not be successful without the resource investigators that build the relationships with partners within communities all over the UK. 

The culture and people change in McGrady’s leadership style reflects on the importance of strengthening purpose and values. An example of this is displayed by her on going relationship with environmental sustainability and inclusion with heritage across the UK. This links to Schein’s (2010) theory of the actions of a leaders shape the value and behaviors organisations have as habits. Transparency within the Trust during crisis such as COVID-19, showed that staff are more likely to take on change when they feel informed and valued as employees within the organisation. Another key example during the COVID-19 pandemic was the building structure of resilience. McGrady orchestrated that calmness and clarity can deflect the uncertainty of navigation to what the next steps were to take place. These types of actions all collaborate to support the organisations long-tern success. 
This guides behavior at work and sets the expectations for the Trust. 





Strategic Reccomendations for Leadership 

One way in which McGrady can improve her leadership style towards the National Trust is by undertaking the new digital age. The expansion of the digital visitor experiences, including virtual tours or interactive story telling can support the organisations growth with innovative technology and create a more diverse organisation. McGrady can increase the strategy of the organisation is by being more involved on site worth her employees. By doing this is generates collaboration into teamwork and open communication from a hierarchical organisation while also projecting shared responsibility as every person is shaping the purpose of the charity’s direction. By doing this is showing empowerment and ensuring that each department is valued and motivated in the organisation. 

Improving the organisational processes to modern systems such as HR and volunteer management can help show issues quicker and upgrade the staff experience rather than use outdated platforms that no longer cater for the new generation of employees especially and vastly fast expansion of modern-day technology. 

One final way that mcgrady can support ongoing change is by structured leadership development programmes which focus on areas of weakness within the processes including conflict resolution and change management capability. By doing this is will create organisational resilience and more reliability for teams during times of change or uncertainty. 


People and Culture Recommendations

One way that the success of McGrady’s culture in the workplace can improve is by creating programmes and resilience sessions with supporting staff through periods of change this builds employee confidence and in turn helps with employee retention. 
It is also essential that the Trust should continue to develop inclusive spaces and ensure that diversity at all organisational levels is met with this. 
McGrady also must ensure that there is clear communication through all levels of the organisation so that feedback is met as quickly as possible to support the trust and engagement of her employees working a with the National Trust (Tourish, 2020).

A key area of development for the Trust would be the cross-team collaboration initiatives which helps departments work within groups to help organisations learning and development. (Buchanan & Kuczynski, 2013)
Introducing rewards systems for sustainability contributes and future projects can create a better community spirit whilst also relating back to the values of the organisation. Armstrong (2016) recognises that the increase of motivation and organisational commitment provides result and a better work environment,


Conclusion
Hilary McGrady’s time as the leader of the National Trust over the past eight years has shown her to be a strongly commitment leader. She promotes the importance of sustainability, inclusivity and tremendous ammounts of resilience through crises and crusting. Her transformational leadership and ways of managing her organisations have helped her shape the work culture become purposeful for those that are part of it and included her skills of adaptability and accountability. 

To further support the development within the trust for the future she must ensure that she continues to generate more collaborative methods of boosting stakeholder engagement with local communities, whilst also investing in her employee's wellbeing and development. These actions will help shape the National Trust’s future endures and outlook on further changes. 
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