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This essay will be analysing the different managerial roles of Easy jets CEO Dame Carolyn Mccall using ten different managerial roles. These managerial roles are put under three sections interpersonal roles, informational roles and decisional roles (Mintzberg).  Carolyn Mccall joined Easy Jet in July 2010 when the company was struggling, she joined with no aviation experience and since then the airline has seen huge figures. The airline provided flights for 80.2 million passengers in 2017 where as in 2010 they were 49.7 million. (www.managementtoday.co.uk).  
The first section of this essay will be discussing the interpersonal roles. Firstly, the figure head role. Dame Carolyn Mccall demonstrates this when she attends dinners, greets visitors, opens new premises etc. For example, the CEO attended an executive dinner in Glasgow as one of the guest speakers to help attract more business travellers in Scotland. A training captain also said that Carolyn Mccall is also known to introduce herself to cabin crew in a friendly manner. Walk up and down the aircraft when she first started in the company. With a rubbish bag, she would speak to customers and this is how she would get some of her information (www.bbc.co.uk) which also links into the monitor role of management.  Gaining back trust was one of the main priorities for Carolyn when she started with Easy Jet and by doing this she gained the respect of her employees which made employees perform better following the years after. This is supported by Gratton who said, ‘Treat people with politeness, respect and dignity and in doing so create a strong role model for others to follow’. Secondly, in an interview with Fortune magazine Carolyn said that within her first six to eight months of joining Easy Jet she spent every day getting to know people and ‘putting the right people in the right jobs to lead the organisation’. She also stated that she promoted people who were already working in the organisation, moved people within their job role and hired new staff. Starting the job, she took on the role of boosting employee morale and focusing more on Easy Jet customers (Professional manager magazine). These are all examples of the leader role. Another interpersonal role is Mintzberg’s liaison role. This role involves attending staff meetings, meeting with department managers and using e-mail and telephone to communicate. The CEO attends a daily observation meeting at 9:30am every day. She gains information from these meetings on punctuality, the weather, crew and customer issues which links in with the monitor role. These meetings allow her to solve customer and crew problems, plan for certain weather conditions and check on how punctual staff are. During a podcast in 2016 a training captain mentioned that he had written to Carolyn and within a day she had phoned him back sorted out the issues he had written to her about. She also set up a dial in chat for all members of staff and this gave staff the opportunity to e-mail Carolyn directly with any questions they have. In 2016 Mccall took part in an interview with marketing week. Here she said, ‘she works very closely with the brands marketing team’ and ‘a critical part of running any company is to be close to customer insight and brand position’ these statements show how Carolyn uses Mintzberg’s liaison role. 
The informational roles involve the monitor role, disseminator role, and decisional role. First of all, the monitor role and this involves browsing the current environment for information and to understand how the organisation functions. Due to her back round with media and working for The Guardian she already knew a lot about research, how to gather the information she needed and the appropriate way of talking to people. Before Carolyn started the job, she asked to speak to the operations manager to find out the top three things that needed to be done in Easy Jet. Carolyn then started to gather information when she first started in the company by going on board the aeroplanes and talking to customers finding out what their needs were and what they expected from Easy Jet. She also gathered her information and monitored her staff punctuality through the daily observation meetings. During her time in easy jet she has attended a lot of conferences to gather information and she has acted as a guest speaker. As an example, Carolyn attended a conference at the marketing society in 2014, here she was able to gain information and research and was also a guest speaker sharing how she helped Easy Jet and her main focus throughout rebuilding Easy Jet (www.youtube.com) . These are all examples of the monitor role. Following that is the disseminator role. This involves the manager in writing reports, holding meetings with bosses, subordinates and peers. Carolyn regularly holds one to one meetings with the top fifty members of the organisations leadership team as well as meeting with them as a group, whilst travelling she attends management level meetings which can range from 200 people to 250 people from different places all around Europe (www.managers.org.uk) . Lastly is the spokesperson role, where managers transport information to people outside of the organisation. After researching this Carolyn demonstrates this on several occasions. One being an interview she did with Euronews, when she assured the public that Easy Jet are ‘forensic’ in their security and safety procedures (www.youtube.com) and that customers would be safe after what had happened with the ISIS attacks in Sham El Sheikh in 2015. Another interview she attended was with Bloomberg TV Markets and Finance in 2017 where she spoke about the statements Easy Jet has made, how Brexit will affect the organisation and the organisations growth in 2018. In 2015 she visited Brussels and gave a speech at the European Aviation Club about easy jets beliefs on the EU’s political and legislative objectives, the organisations ground handling and an update on Easy Jet. This provides another example of the spokesperson role.
[bookmark: _GoBack]Lastly are Mintzberg’s decisional roles and this includes the entrepreneurial role, disturbance handler role, resource allocator role and the negotiator role. The entrepreneurial role involves looking within the organisation and outside of the organisation for new ideas and opportunities. As an example, since starting with Easy Jet Carolyn did research into the business customer creating a ‘business strategy’. Research was then done on the business customer flying to Moscow resulting in the organisation estimating that half the passengers on that route from London to Moscow will be the business customer. Mccall believed that there was a market and attended a civil aviation scarce capacity meeting where she pitched for rights to Moscow, the CEO won rights for Easy Jet to fly from London to Moscow (World Travel Market interview). The disturbance handler role is dealing with customer complaints, initiating unexpected changes and interpose between staff and strikes. Carolyn exposed the disturbance handler role when dealing with a customer experience consultant. The consultant personally e-mailed Carolyn when he had had a bad experience with Easy Jet. Carolyn then personally contacted the consultant after having received the e-mail and researching the situation. He recalled that she was ‘empathetic’ and ‘authentic’ during their telephone conversation and engaged in chat for over an hour (www.ijgolding.com). This is a prime example of the disturbance handler role, dealing with the complaint and researching what had happened in the organisation previously to see what had made this customer experience so bad. Thirdly the resource allocator role, involving assigning staff, setting targets, determining man power load and planning strategically. In 2015 Mccall agreed to a partnership with Cranfield University which is still on going. The strategic partnership has allowed both organisations to work together making new innovative ideas. The projects that they have worked on have supported both organisations strategic objectives (www.cranfield.ac.uk). By agreeing to this partnership, she has a strategic plan for the organisation to help provide a vision into what aviation could look like in 2035 which is an example of using the resource allocator role.  When first starting at Easy Jet she knew that punctuality was one of the main problems in Easy Jet so Mccall started to created rotas and schedules for personnel to follow which would improve punctuality and therefore improve service. This is another way she illustrates the resource allocator role. The last role includes the manager in dealing with sales and labour negotiations such as supplier contracts or wage settlements, this role can also involve solving internal arguments or disturbances. This is the negotiator role and Carolyn demonstrates this role when she worked closely with Emirates. The airlines came together to create a commercial redemption deal so that passengers could use their emirates flying points to fly with Easy Jet as well as Emirates. Easy Jet will then receive money from Emirates for the flights. Carolyn had to attend meetings and negotiate terms to create this scheme with Emirates. In 2016 a third runway was discussed about being built at the existing northern runway at Heathrow airport costing £13.5 billion or a second runway being built in Gatwick, costing £9.3 billion. Carolyn was in favour of a runway being built at Heathrow as she could have the organisations planes flying from the airport. However, if that was to happen a number the airlines including Easy Jet would have to have negotiations with Heathrow airport as airlines weren’t happy to help pay for the airport expansion. The chief executive of the international airlines group said, ‘we won’t be prepared to pay for or to support the development’. Speaking at Marco Polo airport in Venice, Mccall stated that ‘there are lots of negotiations to be had between Heathrow and airlines, as to how we would operate at Heathrow, at what cost and with what infrastructure’ (www.airportwatch.org.uk). Carolyn attending these meetings and negotiating would be her exampling Mitzberg’s tenth managerial role. 
To conclude this essay has analysed the ten managerial roles that Dame Carolyn Mccall plays and how she achieved in getting Easy Jets flight numbers, punctuality and all-round customer service on the high. 



References 
www.airportwatch.org.uk. (2016), ‘Easy Jet boss criticises South East air expansion pre-funding’, [Online]. Available: http://www.airportwatch.org.uk/2016/02/easyjets-carolyn-mccall-says-it-is-unfair-for-airlines-to-have-to-pre-fund-airport-expansion-wants-someone-else-to-pay/, [2018, March,04]
www.bbc.co.uk. (2015), ‘Russian Plane Crash: What we know’, [Online]. Available: http://www.bbc.co.uk/news/world-middle-east-34687990, [2018, March,10]
BPP (2010) Organisations & Behaviour, 2nd edition, London: BPP
www.ccfgb.co.uk. (2015), ‘Annual Gala Dinner’, [Online]. Available: http://www.ccfgb.co.uk/events/past-events/item/id/1322-annual-gala-dinner-2015?catid=125%3Apast-events [2018,March,01] 
www.cranfield.ac.uk. (2015), ‘easy jet announces strategic partnership with Cranfield’, [Online]. Available: https://www.cranfield.ac.uk/press/news-2015/easyjet-announces-strategic-partnership-with-cranfield, [2018, March,10]
www.flightglobal.com. (2012), ‘interview: Easy Jet chief executive Carolyn Mccall’ , [Online]. Available: https://www.flightglobal.com/news/articles/interview-easyjet-chief-executive-carolyn-mccall-369719/, [2018, March, 04]
Golding, I. (2016), ‘Carolyn Mccall, CEO, Easy Jet – An example of a courageous customer focused leader’, [Online]. Available: https://ijgolding.com/2016/07/19/carolyn-mccall-ceo-easyjet-example-courageous-customer-focused-leader/, [2018, March, 11] 
Huczynski, A & Buchanan, D (2013) Organizational Behaviour, 8th edition, Harlow: Pearson
Kakar, A. (2017), ‘Carolyn Mccall’s 3 biggest achievements as easy jet CEO’, [Online]. Available: www.managementtoday.co.uk, [2018, March,08]
www.managers.org.uk. (2018), ‘Dame Carolyn Mccall named new ITV chief executive’, [Online]. Available: http://www.managers.org.uk/insights/news/2017/july/dame-carolyn-mccall-named-new-itv-chief-executive [2018,March,03] 
www.managers.org.uk. (2017), ‘Easy Jet CEO Dame Carolyn Mccall on transformative leadership’ , [Online]. Available: http://www.managers.org.uk/insights/news/2017/april/easyjet-ceo-dame-carolyn-mccall-on-transformative-leadership. [2018, February, 27]
www.thisismoney.co.uk. (2017), ‘How new ITV chief became Britain’s most wanted boss’, [Online]. Available: http://www.thisismoney.co.uk/money/news/article-4704610/Dame-Carolyn-McCall-wanted-boss-Britain.html. [2018,March,08] 
www.youtube.com. (2014) ‘Annual Conference 2014: Carolyn Mccall highlights’, [Online]. Available: https://www.youtube.com/watch?v=-Rs8-C76zyw [2018, March 03] 
www.youtube.com. (2015), ‘Easy Jets CEO Carolyn Mccall: We never compromise on safety or security’ , [Online]. Available: https://www.youtube.com/watch?v=xBKBiZyFMC4 [2018, March, 11]
www.youtube.com. (2017), ‘Easy Jets CEO on growth in 2018, Cost Cutting, Brexit’, [Online]. Available: https://www.youtube.com/watch?v=gj5qgusokhQ [2018, March,11]
www.youtube.com. (2012), ‘WTM 2012 talk business with Caroyln Mccall OBE’ , [Online]. Available: https://www.youtube.com/watch?v=RsBNH2Ig5os&feature=youtu.be [2018, February, 27]
Mullins, L (2016) Management and Organisational Behaviour, 11th edition, Harlow: Pearson
 


‘No Easy Job’-Dame Carolyn Mccall	M4X02103	Roisin Hannon
