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The researcher has been analysing different aspects of Ryanair and looking into the problems the airline is facing. Some problems were external and others were either internal or connected. The three main issues that were researched were mismanagement, affects of Brexit and alternative transport. The researcher considered how PESTEL, stakeholder analysis and a fishbone analysis can help in making decisions regarding these issues. It was considered that there was a lot of issues with staff management and customer rights. The researcher will be looking into different analysis methods to tackle these issues and then setting some recommendations that could help Ryanair.  The researcher recommended that more focus needs to be made to improve staff wellness as well as treatment with staff. 
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Ryanair first started in 1984 as explained by Tingate (2017), who continues to state that it was created by Irish businessman. It was founded by Tony Ryan. It was created to provide low cost airlines that provide more seats inside. Ryanair was Europe’s first ever low-fair airline. As Ryanair (2018) states, it is the number one airline in Europe with a purpose to provide low cost travels. They have eighty- five bases and connect flights to thirty even countries. They currently lead a thirty -three- year record for safety and provide service with a team of more than 13,000 professionals who are very skilled. 
Ryanair has may different issues, some of which are internal, whilst others are external or connected, three of which are mismanagement, Brexit and alternative transport. According to The Gryphon (2018), CAA had argued that Ryanair was not responsible in rearranging transport for customers after flight cancellations. This caused a string of flight cancellations. 
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As explained by Bush (2016), a PESTEL analysis can help in decision making and understanding a situation, as it helps discover more about the circumstances that the product, company or person is involved in. This analysis looks into six different factors which are political, economic, social, technological and environmental.
According to Mind Tools (2018), a stakeholder analysis helps in four different ways. Defining projects or tasks can be done more effectively through a stakeholder’s opinion. More support can be gained through powerful stakeholders and helps build on communication methods. This ensures stakeholders are actively available for help and advice. 
As stated by WhatIs.com (2018), a fishbone analysis is a way of identifying potential reasons for issues and finding it’s main causes. The purpose of the fishbone analysis is to brainstorm different ideas and areas regarding the topic being discussed and are ranked based on importance. 
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Brexit is the short term for Britain exiting the European Union, as explained by Investopedia (2018). It continued to explain that the main negative impact that Brexit has had is the drop in sterling rate against the dollar in the last thirty years. The concern that Brexit has brought on is regarding the permission for EU citizens to continue living in the UK and vice versa.  According to Business Insider UK (2018), after Brexit comes into play it could very likely restrict airlines from flying through Europe if an open sky agreement is not put in place. As explained by Donohue (2018), Michael O’ Leary has indicated that no further job opportunities will be available due to unpredictable outcomes after Brexit. As Rueters(2018) stated, Britain although hopes for the best, it may be removed from the European Aviation Safety Agency once they are taken off the EU. 
[bookmark: _Toc519361536]Mismanagement
Mismanagement, as Collins (2018) defines, is a situation or something that has been dealt with incorrectly or in the wrong manner. According to the University of Manchester (2017), Ryanair has been well known for the mistreatment of their staff. With staff only getting paid for the time they are in the air but being logged on for a lot longer has sparked controversy. Michael O’ Leary has himself referred to their pilots as ‘taxi drivers’ which caused a high staff turnover due to the level of insults. Staff are having to pay for their own uniforms and face ‘disciplinary’ if they cannot sell enough items during the flight. As stated by The Guardian (2018), Ryanair’s chief executive Michael O’ Leary has issued apologies to all their staff regarding problems around terms of employment. To keep costs down a lot of their staff are employed through agencies. Reports suggested that pilots demanded a response to these issues by January 2018 but have nothing back regarding it. As RTE (2018) mentioned, due to the mismanagement of staff, the impact this had on Ryanair is that there have been a lot of flight cancellations and thus has resulted in decreases in profit.
[bookmark: _Toc519361537]Alternative Transport Methods
Alternative transport is always a convenient way of completing a journey if the original form of transport is no longer available. As stated by Green Living Ideas (2014), forms of alternative transport can be buses, trains, trolleys, taxis etc. According to McGrath (2018), some of the options are hybrid vehicles. This is handy for better performance as it uses gas as well as electric and batteries. Ryanair has been known to have a very low carbon footprint, so to continue this as McGrath(2018) continues to mention is that alternative fuel vehicles can be used which means hydrogen-powered fuel cells can be used which has no air pollution involved. Ryanair could consider these option when Brexit starts to make an impact on the airline. It has been stated that public transport is relatively a lot cheaper and more efficient. According to Heneghan (2018), Ryanair have issued emails to customers who may be affected by Brexit in terms of flight and departures. Ryanair have offered customers the opportunity for a re-route where customers can reach their desired destinations through different airports and alternative routes. If a customer wishes to use a car, train or bus, they will have their expenses paid for as well as receive refunds for any additional costs occurred with meals, accommodation and refreshments. 
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PM Study Circle (2018) explained that the fishbone diagram can work as a visual tool which simplifies procedures and makes it easier to analyse. It requires detailed discussions and helps prioritise certain factors. However, it does come with a few limitations. Rather than rooting out one big problem it opens up a majority. The diagram is created using opinions as opposed to real evidence. 











· Not being informed about their rights.
· No way of claiming compensation. 
(The Complaining Cow, 2017)
· Breaching of ‘Consumer Rights Act 2015)
(The Complaining Cow, 2017)
· Shares closed down 3%- could be questioning low cost carriers employment method.
· (The Banker, 2018)
· Pilots continuing to resign unless Michael resigns. 
· Trying to find reasonable solution for the unions and company.
· (Reuters, 2018)
LEGAL
· Staff must pay for own uniform
· Disciplinary action if enough products are not sold during flights. 
(The University of Manchester, 2018)

High turnover
(The Complaining Cow, 2017)


· Mistreating staff
· No respect when talking about staff
(The University of Manchester, 2018)
Talents and skills being questioned.
(The Guardian, 2018)
Being asked to give up their holiday times to fill in spaces for cancelled flights. 
CUSTOMERS
PILOTS AND STAFF
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MISMANAGEMENT







Change in baggage rule causing too much baggage in cargo hold, causing more passengers.
(thejournal, 2018)



MICHAEL O’LEARY


                                                                                                                  (RESEARCH GATE, 2018)


Customer: according to The Complaining Cow (2017), customers were left not knowing about the legal rights they had regarding the cancellation of any flights. They were entitled to compensation but were not informed about it. Customers were also not being kept updated regarding flight information. 
Legal: as The Complaining Cow (2017), continued to mention, Ryanair was breaching the Consumer Rights Act 2015, as well as the package travel, package holidays and package tour regulations 1992, when a customer was not given the service of ensuring a customer reaches their destination. The Banker (2018) stated that labour costs may be facing an increase after a decrease of 3% in Ryanair shares, which would be putting questions on the low cost carrier’s employment model. 
CEO (Michael O’Leary): According to the ejournal.ie (2018), a new rule introduced about changes to the bagging rule means that any passengers who wish to travel with a second bag needs to pay 5 euros extra which gives them priority boarding. This has resulted in a lot more bags being passed through the cargo hold. During busy times like bank holidays, Christmas time etc, a lot of bags are being put through free of charge to continue the flow of service. 
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According to Professional Academy (2018), stakeholders are generally mapped into three categories. These are internal, external and connected. Stakeholders are defined as those who have an interest around the organisation’s strategies as well as being affected by any of its decisions. The internal stakeholders are generally the manager, directors and employees. External ones are the government, media, local communities and interest groups. Connected stakeholders are those that are connected economically or via a contract. When categorising stakeholders they usually come in four groups and where each person goes depends on their level of interest and power. 
                                                                   LEVEL OF INTEREST
	



Travel agencies

MINIMAL EFFORT


	KEEP INFORMED




Trade Union

	


European Union



KEEP SATISIFED

	KEY PLAYERS



David Bonderman (Ryanair’s chairman)
Employees



                                                         LOW                                                                                            HIGH
HIGH
LOW
POWER













David Bonderman: As stated by Docslide (2015), David Bonderman is Ryanair’s chairman and also Irish Air’s leader. He holds a share in Ryanair. Being the Irish air leader, he holds interests and specific expectations. Raising the profit is of interest which can only be achieved through the success within the airline.
European Union:  According to Ryanair (2018), the EU regulations have the full authority to provide full refunds to cutomers for any unused flights. This shows the EU have very little interest in the Ryanair company and profits, but hold the power to make big decisions. 
Trade Union: As Docslide (2015) mentioned, the trade union group is made up of individuals who have been feeling dissatisfied by Ryanair or mistreated. Ryanair fails to acknowledge the trade union which resulted in stress between the government of Ireland, EU and Ryanair. Trade union shows high levels of interest in the airline but holds very little power to do anything. As stated by The Guardian (2018), they have shrunken in size within the UK. They have very little interest in the company as they try to gain more rights for Ryanair staff. The union has tried to increase staff pay has had no luck regarding it. 
Travel agencies: As Docslide (2015) continues to mention, travel agencies are not of much interest to Ryanair as they have their own online services for ticket bookings and enquiries, however, can use the travel agencies for promotion to new customers. Travel agencies have a cut in the commission and as a result have very little interest in the company, but also hold very little power to make any changes. 
The advantages of using a stakeholder analysis as explained by Chron (2018), is that a stakeholder can offer guidance for the running of the company as well as providing advice. They tend to avoid making any big mistakes that would run a cost for the company.  The downside to this analysis is that stakeholders can become very personal and self-orientated. This can cause wrong decisions or decisions that do not completely favour the company, as the stakeholder would think about  how it would affect them first. 
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According to Professional Academy (2018), a PESTEL analysis is a framework that organisations use to monitor external factors and the impacts they have on them. The results they find can then be input into a SWOT analysis to try and find ways of eliminating the issue or turning them into opportunities. Political factors to governmental and foreign issues. Economical factors refer to financial problems, growth economically, inflation etc. Social factors include heath conscious, career, population and age. Technological factors are about goods and services and technology. Legal factors refer to equality, media, health and safety and consumer rights. Environmental factors are about pollution, raw materials, ethical and carbon footprints. According to PESTLE Analysis (2016), this analysis method can help to make firm and strategic decisions, provides an overview and realistic check on progress and informs the organisation about the internal and external factors. 
PESTEL is a very cost- effective way of carrying out a thorough analysis as the only commitment needed is ‘time’, as stated by Pestle Analysis (2016). It also explains how it can be completed by anyone. It also gets people to look deeper for more information. PESTEL can help to create new opportunities for improvement. However, PESTEL alone does not resolve issues as explained by Tiduko (2017). It does not provide enough information. A PESTEL analysis should be followed by SWOT or benchmarking analysis. 
Political: According to Aviation Voice (2017), once Britain leaves the EU, whether the airline will be able to continue flying between the member states is in question. To continue serving as they currently do, the terms put forward is that Ryanair must have its significant base in the EU. If this does happen, the arrangement to relocate its support and maintenance and its personnel will be a huge step. 
Economical: As stated by Airport watch (2017), if Ryanair makes the decision to move its headquarters, it will mean that the EU will hold a majority of their capital shares. The main disadvantage is regarding the amount of people who will lose their jobs in the UK. Although Ryanair is Ireland based, it does have some shareholders in the UK which will need to be changed for Europe. As mentioned by Halpin (2016), whilst further agreements are being made regarding traffic arrangements, this may put a halt on any investments people make in airlines in the UK and their bases. As The Guardian (2018) explained, since the Brexit vote took place, the sterling rate has gone down from 12% to 7%. Pratap (2016), explained that due to the recession in 2009, it not only affected profits but also the people working there and the loss of their jobs. Airlines had no choice but to cut down prices. However, the advantages were that airlines has managed to raise their standards in service. 
Social: According to Business Teacher (2017), millennials have a very high expectancy towards customer service but want to spend as little as possible so with Ryanair being a low- cost airline it attracts a lot of middle class people. As Pratap (2016), states, people look at airlines as a more convenient and safe way to travel, but popularity can be affected by wars and attacks. This is linked to the issue regarding alternative transport, as this is what a lot of customers are opting for.  
Technological: As Accenture (2018) mentions, technology can have a major affect on airlines and how they operate. Digital means helps collaborate data through all functions within the airline industry, all of which improves customer experience. According to Technology.IE (2014), Ryanair has updated their technology service allow passengers to book online more easily and pay for tickets using PayPal. This would improve the service for Ryanair as it would help keep staff more organised and updated. 
Environmental: As Business Insider (2018) explains, due to a rise in temperature, high levels of heat causes issues for airlines, as planes re unable to take off due to the low levels of density in high temperatures. In order for a plane to take off in these circumstances, planes need to land and take off in higher speeds than usual which needs more runway space. If security measures are not taken, more flights will be constantly getting cancelled. The cancellations or delays of such flights resorts in customers taking alternative transport to finish their journey. 
Legal: According to The Guardian (2018), Ryanair may be considering opportunities for growth in Italy, Spain and Eastern Europe if they are unable to continue this service in the UK after Brexit in 2019. Ryanair had helped for a growth of 15% in the UK but only managed 6% as it tries to mov it’s growth away from the UK.  
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After conducting research on Ryanair, the researcher has found that there are many issues relating to the poor management within the organisation. As The University of Manchester (2017) stated, Ryanair staff have come forward about how they were mistreated and only paid for the time they were in the air when most staff were a lot longer. As RTE (2018) mentioned, this issue has resulted in a lot of flight cancellations due to unhappy staff. The possible consequences of Brexit is also a major issue for Ryanair, as unless negotiations are made, they will lose legal rights to fly over Europe as stated by Business Insider UK (2018).  Heneghan (2018) explained that Ryanair will need to start considering alternative transport for all of the customers that will be affected by Brexit. Providing compensation/refunds to customers and ensuring customers are able to reach their destination, even if it is through other means of travel. According to Bush (2016), a PESTEL analysis can help in identifying an issue and finding ways of overcoming them. 
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· Staff management needs to be improved. This can be done by taking more time to understand what the staff needs and allow them to voice their opinions which could help the betterment of the organisation.  Although staff have previously tried retaliating, no positive result has come out of it. According to Minute Hack (2016), ensuring employees are happy, results in employee engagement. Productivity and positive work field can all be achieved if employees are emotionally happy with their job. 

· More care and attention need to be given to their customers and their needs should be attended to. Ryanair can do this by having staff available on site for help and assistance for the customers, there should be more clear information on their websites which help customers find what they are looking for.  As stated by Cash Manager (2016), looking after customers helps to increase profit and prosper. Having dedicated software to help deal with refunds and compensations will make the experience for customers better. 
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