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1. Introduction

1. Background study

On April 1, 1992, Jet Airways was incorporated as a private company under the Companies Act.
Initially, the company operated with four leased Boeing 737 aircraft. It has been evaluated that it
is an India based company that operates both domestic as well as International airline segments.
It has been analysed that the company was operating more than hundred aircraft, mostly,
including Boeing 777-300 ERs, Airbus A330-200/300, Next Generation Boeing 737s and ATR
72-500/600s (reuters.com, 2020). While analysing other associated services offered by the
company, it has been analysed that, it includes airports and lounges, including bus services,
lounges, airports information and coach services. While analysing the main international
destinations where the company operates includes South East Asia, Europe, North America,
Middle East as well as South Asia. While analysing the financial strength of the company, it has
been studied that the company reported bankruptcy during the year 2019, due to a series of
unprofitable years that completely wrecked the operations of the company. As analysed, the
company reported a loss of 7.67 billion Indian rupees during the financial year 2018
(statista.com, 2020).

l_
h
—
I—

@ Profit/loss before tax @ Total expenditure Total revenue

Figure 1: Revenue of Jet Airways from 2014 to 2018
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(Source: statista.com, 2020)

Along with this, it has been analysed that due to significant loss in business operations the
company had to temporarily suspend all their operations during April 2019, thereafter, an
insolvency proceeding was officially commenced. Jet Airways had a market share of 15% during
the financial year 2018 (reuters.com, 2020). The major competitors of the company included
SpiceJet, Indigo and several others. It has been analysed that the financial year 2018 was a very
tough year for the entire airlines industry in India due to two primary reasons; the first one
includes the high oil prices, thereafter, causing airlines to bear the burden of higher costs. While
the second factor includes foreign exchange losses which considerably increased the difficulty
level in the entire business climate. Although, the demand for flights has increased leading to
growth in traffic, including both domestic and international, but, external factors have severely
affected the business operations of all the companies operating in Indian airlines sector
(statista.com, 2020). In this the primary focus has been laid on discussing about the
organisational culture of the company Jet Airways, which will highlight the major reasons that
led the company to a devastating state. Jet Airways being a highly popular airline and one of the
favoured passenger airline, reported bankruptcy, which allowed the other competitors in the

sector to capture the market share and increase their profitability.

2. Research aim

The study aims to assess the impact of organizational culture on the organizational performance

and how it leads to success or failure of the business, with a key emphasis upon Jet Airways.
3. Research objectives
Research objectives are:

e To evaluate the Organisational culture of Jet Airways
e To explore the factors that impact on the performance of Jet Airways
e To assess how organisational culture impacts on the organisational performance of Jet

airways
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4. Research questions
Research questions are:

e What is the organizational culture of Jet Airways?
e What are the factors that impact on the performance of Jet Airways?

e How organisational culture impacts on the organisational performance of Jet airways?

5. Research rationale
What is the issue?

The primary issue that has been studied is that senior managers at Jet Airways after witnessing
series of losses consequently in every financial year from 2014 to 2018 had to completely shut
their business operation (statista.com, 2020). It has been highlighted that Jet Airways was a
highly preferred company in the Indian Airlines sector; however, still the senior managers of the
company could not sustain their business operation. In the end, the company had to file
bankruptcy and follow an insolvency proceeding during the year 2019. Jet Airways had a
considerable market share in the industry, after, it shut down its operations; its competitors were
able to expand their reach, however, a large sized company reporting bankruptcy created a lot of

tension and repercussions around the entire airline sector.
Why is the issue?

Apart from changes in the external factors, such as high fluctuations in the oil prices and losses
in the foreign exchange, it has been analysed that there were significant factors associated to
internal workings of the company that led to the failure of Jet Airways (statista.com, 2020). It
has been evaluated that the internal culture of the company and the decision making process
followed by the senior management at Jet Airways also had a major influence over the
deteriorating business empire. Several evidences point that weak internal organisational culture

had created poor internal connections and declined overall performance of the company.
What is the issue now?

Currently, it has been noted that several other companies in the Indian airline sector is facing

similar issues and problems. It is expected that if the trend continues for the next few years, there

28




will be hardly any company left in the sector to manage their business operations successfully.
From several years, it has been studied that airlines sector is one of the difficult sectors to
operate, as it involves influence of various external factors as well as involves crucial decisions
business decisions, high investments in the infrastructure development and other aspects.
Therefore, considering these factors the existing companies are finding itself completely devoid
of strategic directions and effective management principles to support and sustain their business

operation.
What light this study will shed upon?

This study will shed light on the various factors that affects the internal environment of the
company, as well as stressing on the importance of organisational values, beliefs and standards
that are laid out by the senior managers. The way senior managers make decisions and follow the
process of managing business operation has a huge impact on the overall performance and
productivity of their employees, thereby determining the failure or success of the company in
long run. This study lays strong emphasis on studying importance of organisational culture, its
different dimensions as well as factors to improve it. Learning’s gathered from this study will
help the senior managers to improve their decision making and their approach of managing

business operation.

6. Problem statement

The major problem that this study intends to address is that most of the senior managers in large
companies lack strong focus on internal affairs of a company, rather, they focus on other aspects
to lead the organisation to pinnacle of success. Therefore, efforts have been made in this study to
highlight the fact that majority of the companies need to focus on subtle factors that already exist
within their company that can help them to improve their performance as well as productivity. It
has been highlighted that how senior managers can still sustain and thrive their business
operations even in a difficult and challenging environment (Wijayanti et al., 2018). In the current
business environment, a common thing that can be noticed is that it is highly uncertain due to
frequent changes; therefore, the need of the hour is to focus on internal affairs of the company to
bring about an effective change that supports flexibility and lean business operations. With

extensive focus laid on the importance of organisational culture and its impact on overall
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business operation, providing examples from the company Jet Airways will help to bring a
positive change in the thinking and decision making process of several managers across various

organisations.

7. Significance of the study

Importance of this study can be understood from the fact that efforts have been made to highlight
the importance of organisational culture and various factors affecting it. In the current uncertain
and constantly changing business environment, it has been analysed that the majority of the
senior managers are constantly busy and worried about managing external changes as well as
building assets and resources associated with it (Garcia-Fernandez et al., 2018). However, the
approach of the study is completely different as it focuses on the internal affairs of the company,
highlighting how internal structure, core values and beliefs can determine its failure or success. It
is important to note that findings and analysis provided in this study will considerably change the
approach that senior manager's commonly implement while managing business operations or
building competitive edge in the market. There are several models and theories, which can be
implemented easily to manage or rebuild organisational culture that supports accomplishment of
organisational vision and mission. These essential studies along with real life examples involving
the case study of Jet Airways has been provided in this research project that will go a long way
in building a strong foundation for the development of organisational culture. This study will
primarily play an important role in bringing substantial changes in the strategic directions of

several companies as well as guide them to improve their internal competencies.
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8. Structure of the study

1. Introduction

2. Literature Review

3. Research Methodology

4. Data analysis and Findings

5. Conclusion and
Recommendation

Figure 2: Structure of the study
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2. Literature Review

1. Organisational culture

Organisational culture is a very broad topic, which involves valuable and unique insights about
organisation core aspects. In most occasions, it has been observed that organisational culture is
discussed in several ways depending upon the actual source or topic (Gochhayat et al., 2017). It
has been evaluated that the term culture involves several meanings and conditions associated
with it. Therefore, it is necessary to understand the term culture, which is primarily understood as
programming of the human mind that distinguishes a group of people from another group. A
common aspect about culture is that a particular group always shares a collective phenomenon,
which is drawn from the surrounding environment. According to Eisend et al., (2016), it has
been stated that organisational culture affects each and every employee working in a company.
Although, organisational culture is intangible in nature and difficult to define, it can be
understood as a necessary component of a workplace that requires analysis of several factors. In
simple terms, it has been defined that collection of behaviour, values and processes that create a
unique psychological environment within an organisation contribute towards organisational

culture.

Within workplace senior managers, team leaders, employees and other staff workers constantly
interact with each other, the clothes that team members wear as well as the paintings on the walls
are all ingredients of the organisational cultural mix. Focusing on this part of the business is a
very vital decision, as it helps the senior members of the Company to enhance their ability
regarding recruitment and selection of employees as well as retaining them for a longer period.
It has been observed that organisational culture affects productivity of the team, which makes it
necessary to conduct a regular analysis of the pulse of organisational culture, while undertaking

necessary steps to improve it.

2. Impact of organisational culture on performance of employees

According to Anitha, (2016), it has been stated that the corporate culture of a company has a
powerful impact on every aspect of business operation including profit, sales, recruitment efforts,
employee morale, including both positive as well as negative. It has been studied that corporate

culture helps the company to attract people from various sources to work or do business with that
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particular company. Thus, organisational culture can inspire individuals to be more productive as
well as help them develop a positive attitude towards their work. In turn, it can be said that
organisational culture helps a company to reduce employee turnover, act as a best recruiter, and
attract qualified candidates (Padhi, 2017). These factors strongly highlight the fact that
organisational culture plays an important role in the overall development of a company.
According to Jarrah et al., (2020), it has been studied that organisational culture influences

employee performance, employee happiness, employee engagement and various other aspects.

Considering the current business environment, it has been studied that corporate culture has
become more important than ever. Currently, senior managers need to deal with various kinds of
business operations, involving everything from sales to recruitment, marketing to development
of strategies. It has been observed that the majority of successful organisations around the world
always focus on development of strong and positive corporate culture as they consider it to be an
important asset (Ogbeibu et al., 2018). It has been studied that organisations involving a growth
oriented corporate culture focus at employee development and growth by providing them
opportunities to work at their full potential and being creative in their approach. In such cases, it
has been observed that organisational culture prevents boredom and job stagnation, while

ensuring that things stay exciting and interesting for employees.
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Figure 3: Impact of good organisational culture on overall performance
(Source: Nusari et al., 2018)

Along with this, organisations operating in highly competitive environments tend to follow strict
hierarchies as well as follow a competitive culture that focuses on maintaining strong
relationships with external authorities. In this case, the focus is on development of strategies to
attain a competitive edge in the market. While considering another culture which focuses on
collaboration, it is considered to be a completely different organisational way of working. In
such cases employees tend to follow a decentralized structure having integrated units that work
together to develop solutions for different complex problems. Organisational culture primarily
indicates that all the employees working within the same company are like minded and hold
similar beliefs and ethical values. According to Nazarian et al., (2017), it has been stated that
when employees tend to share beliefs and ethical values that are specifically aligned with the
organisational vision, employees to tend to be more effective and productive while working in a
team. Strong organisational culture has been found to be highly effective in facilitating
development of trust and rapport among team members, which consequently enhances team

performance.

Strong bonds that team members are able to build with each other goes a long way in ensuring
that they are able to manage different conflicts and issues among each other. Therefore, it can
also be said that strong organisational culture has a significant amount of impact on the ability of
individuals to resolve conflicts and issues, thereby, avoiding any kind of negative impact on their
performance. When employees have strong trust and bonding with each other they tend to be
highly focused on their responsibilities as well as task completion (Dasgupta, and Sahai, 2019).
Strong organisational culture has been found to be highly supportive towards the development of
effective communication channels, this allows the senior managers and team leaders to guide
their employees as well as smoothly communicate with them regarding their role and
responsibilities. When employees are clearly aware about their responsibilities and about
expectations from the seniors they tend to be highly creative and innovative in their approach.
Along with this, it can be said that effective organisational culture ensures that there is a strong

understanding between senior members of the company with their subordinates and juniors.

34




It has also been studied that organisational culture has a significant amount of impact on
employee performance, as it influences the employee motivation level. In all organisations, it has
been found that employees work with high levels of determination and passion to achieve
organisational goals, this happens only when they perceive that they are an important part of the
corporate environment (Brenyah, and Obuobisa-Darko, 2017). Various organisational cultures
operating within the same company can have significant amount of impact on employee
performance. For instance, if an organisation maintains a specific organisational culture then
employees tends to work accordingly, however, if the organisation allows certain changes in its
culture for specific groups, then it is found to create rivalries among different areas. The simple
fact that has been understood is that organisational culture within a company needs to be same

for all the employees and departments in order to avoid any kind of conflicts and issues.

Another method that can be followed is that senior members can develop organisational cultures
different for different sets of areas, thereby, facilitating the performance of employees across all
layers of the company. It has been studied that effective organisational culture facilitates the
development of a structure that helps senior members to retain talent within the company. Along
with this, it has been analysed that effective structures developed within a company can help to
attract and engage individuals with the same beliefs and values that constitute the entire
organisational culture (Samuel, 2018). Strong organisational culture ensures that new employees
joining the company are able to get aligned with it easily, thereby, facilitating development of a
robust corporate culture and proactive performance management systems. It has been studied
that when senior members align the organisational culture with the performance management
systems, employees tend to be more effective in solving complex problems as well as managing
their responsibilities even in an uncertain environment (Chen, 2016). It has been studied that in
organisations where culture and management systems are not aligned appropriately, significant
amount of discrepancies in employee attitude and behaviour has been observed, which in turn

affects the ability of the company to achieve its goal.

3. Different factors affecting the organisational culture of a company

According to Shaw, (2016), it has been stated that organisational culture primarily involves the
manner in which employees within a workplace complete their responsibilities and tasks as well

as how they interact with each other. It has been evaluated that the entire cultural paradigm
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involves rituals, beliefs, values and symbols that determine the operating style of employees
within an organisation. Importance of organisational culture can be understood from the fact that
it keeps the entire workforce bonded together, thereby, providing them a specific direction.
Considering the current dynamic business environment, the biggest challenge for most of the
organisation involves changing its internal culture, since, employees and other staff workers are
deeply accustomed to a certain process of doing things. According to Fullwood, and Rowley,
(2017), it has been stated that the dominant aspect about the culture in an organisation is
determined by its environment in which it operates, the nature of organisational objectives, its
belief system as well as the management style followed in the company. Thus, it can be said that
different organisations have different cultures. For instance, it has been noted that organisations
involving bureaucratic and well-structured internal processes, primarily follow an organisational
culture involving extensive control. In such cases, employees tend to follow standard procedures

under a strict regulation to hierarchy and specifically defined employee roles and responsibilities.
Leadership principles

Leadership is the single most influencing factor that affects organisational culture. The manner in
which managers and executive teams of a company operate have a vital impact on the internal
atmosphere of the company affecting how employees feel and act. It has been studied that senior
managers and executives are involved in managing the business, thereby, affecting the policies,
procedures and different set of rules introduced for employees. In investigation and analysis, it
has been studied that values and philosophies followed by the senior leader of the company
trickle-down to employees and other staff workers affecting their ability to deliver and achieve
results for the organisation (Mansouri et al., 2018). It has been studied that senior leaders and the
executive team should be mindful about the rules they set in the company as well as how they act
around their subordinates. They need to be aware about all the action and how it affects each

person.
Business nature

According to Novak et al., (2017), it has been stated that the overall purpose of a company, its
market operations and products and services that it offers to the customers have a huge impact on
employee behaviour. As analysed, whether the organisation is able to make a meaningful

difference in the lives of the clients and customers through their products and services, these
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factors have a direct impact on the organisational culture and the way employees feel about
working in the company. Nature of the company is also determined by the sector in which it

operates, which influences the cognitive abilities of employees as well as belief system.
Values, policies and working environment

According to Rudes et al., (2017), it has been stated that policies, procedures and policies that
have been emphasized by the senior managers within the work environment, the same thing will
be followed by all the individuals working in it. Therefore, it can be said that the values, policies
and work ambience that has been established within the company will determine the values and
policies followed by the employees of that company. Senior managers in the company should
focus on developing and guiding policies and employee behaviours, which they think will help
them to promote organisational culture that they want to be a part of. For instance, it has been
studied that elements such as trust, integrity in communication, learning mindset, positive team
environment, and client advocacy are something that senior managers should look forward to and
integrate into their organisational culture (Krasnicka et al., 2018). Clearly defining the set of
principles and values that a company expects from their employees will go a long way in

nurturing a strong foundation of organisational culture within the company.
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Figure 4: Essential factors for building a positive organisational culture
(Source: Pucétaite et al., 2016)
External authorities and clients

It has been studied that interaction that takes place between individuals working at the same
place has a significant role, however, individuals or clients for whom they work is also equally
important. The clients and external authorities that have a significant amount of influence and

power over the business operations play a significant role in affecting organisational culture. It
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has often been found that key stakeholders as well as major clients of the company overlook this
important factor. Clients are an important part of the culture because they influence individuals
and their well being (Pucétaité et al., 2016). In case, a client or a customer of the company is not
satisfied with the company's product and services, they may shift their business to another
organisation, thereby, influencing employee’s attitude and behaviour. However, when clients are
happy and able to succeed, and appreciate the hard work put forward by the employees, it will

definitely uplift the motivation level of the entire team.
Recruitment and selection process

The recruitment and selection process followed by the company has the most important impact
upon the organisational culture. It has long been regarded that the process that is followed by HR
managers in the company to recruit and select the best candidates for different roles and
responsibilities has an extensive role in the development of organisational culture (Kawiana et
al., 2018). Corporate culture is always determined by the type of employees that is hired by the
organisation, especially in those companies which are highly growth oriented and rapidly trying
to add new employees into their work force. As highlighted earlier that the senior leaders of the
company have a significant role in the establishment of organisational culture, similarly, the
other team members and workforce also have an impact on corporate culture. It means that co-
workers spend a significant amount of time with each other, therefore, the way they behave and

interact with one another changes the ambience of the office.

4. Various models and theories
Handy’s Model of organisational culture

It has been studied that Handy's model of organisational culture is based on two essential
dimensions including power distribution and levels of cooperation in the company. As
highlighted in the figure below, the power distribution is placed on the y-axis, while the level of
cooperation is placed on the x-axis, which results into four types of combination involving
different organisational culture (Nasaireh et al., 2019). It has been evaluated that power
distribution simply refers to the extent to which the senior managers in the company are open to
work with their subordinates and juniors. While the cooperation level highlights the degree of
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cooperation that exists between the various departments and employees. Different organisational

culture highlighted in the Handy’s model has been explained below:

High

Person culture Task culture

Power distribution

Role culture Power culture

Low High
Level of cooperation

Figure 5: Handy’s Model of Organisational Culture
(Source: Nasaireh et al., 2019)
Power culture

In this kind of culture, employees are led by a charismatic leader, where they tend to be highly
loyal to the leader of the company. This kind of culture is primarily observed in entrepreneurial
organisations involving small start-ups, where a flat structure is followed. The degree of
cooperation between departments and employees is to the higher side (do Carmo Silva, and
Gomes, 2019). The leader of the company controls all the operations in a centralised manner,

while delegating responsibilities and tasks to each group or team.
Role culture

It can be seen in the above figure that role culture involves low power distribution as well as
lower degree of cooperation. These kinds of organisational culture can be found in bureaucratic

organisations, which are highly job oriented. In such cases, employees primarily focus on
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security and stability as much as possible. Another important feature of this culture is that status

is more important than performance and there is a clear hierarchy that operates in the company.
Task culture

In this organisational culture, both power distribution and cooperation level is present to the
highest degree. It has been studied that this kind of organisational culture exists in projects or
matrix organisations, which are highly result oriented. It has been observed that organisations
employ temporary teams where cooperation is of paramount importance (Solanki, 2019).
Employees tend to work based on their own experience as well as guidance provided by their
colleagues, and finally results are given more importance than rules and regulations in the

company.
Person culture

This kind of culture is found in organisations, where professionalism is given high importance.
Employees are provided complete independence to work as per their own expertise. A lot of
focus is given on meeting the needs of individuals working in the company that is why it is said
that this kind of culture is people oriented. In this culture, employees are at the centre while there

are few rules and regulations linking employees with different departments.
Hofstede Model of Organisational Culture

According to Hofstede model, it has been stated that organisational culture of a company is
significantly influenced by the national and regional factors where it operates, thereby,
eventually affecting the behaviour of the employees in the company. According to this model,
five essential factors have been identified that influence the overall workplace culture, these

include:
Power distance
Based on this factor, it has been highlighted that there can be two kinds of organisations.

One where the power is evenly distributed between all employees irrespective of their position in
a company, in that case, each employee is provided with equal benefits and rights in the

company irrespective of their position or level of hierarchy (Afrasiabifar, and Zarei, 2017).
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In the second case, it has been observed that employees in the higher position are entitled to
special treatment as they enjoy greater power and responsibilities compared to the other

members.

Therefore, it has been analysed that power distance simply refers to the difference that exists in
the work culture based on the power distribution among employees. It has been determined that

organisational culture is completely different in both the organisations.

Power
distance

Uncertainty
avoidance
index

Masculinity
vs Feminity

Hofstede
Model

Long term
orientation

Individualism

Figure 6: Various factors involved in Hofstede Model
Masculinity vs Feminity

This factor involves the impact of difference between the values given to male employees and
female employees in the organisation. On investigations, it has been revealed that workplaces
where male employees are given more importance than the female counterpart, in that case,
organisation follows a different corporate culture, while, compared to the organisation where
females are given more importance (Feldman, 2019). In workplaces, it has been observed that

policies and ways of carrying out business operations, where females have a major dominance in
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the decision making process, a significant change in the role and responsibilities have been

observed.
Individualism

In an organisation, where more importance is given to teamwork, then in that case it has been
observed that individuals with common interest collaborate and work in cohesion as a team. In
such organisations, there is a strong belief that output is always more important than the
individual contribution in ideas and discussions. In such organisations, where it has been
observed that team members share a healthy relationship as well as they help each other when
required (Ugrin et al., 2018). On the other hand, it has been observed that certain organisations
do not prefer a culture involving teamwork; rather, they focus on empowering individuals as a

single unit and encourage working individually.
Uncertainty avoidance index

In this factor of Hofstede model, impact of uncertain or unfamiliar situations on employee
attitude and behaviour has been analysed. As stated by (Pietersen, (2017), uncertainty avoidance
index lays emphasis on the tolerance level of individuals while encountering different
comfortable and uncomfortable situations at the workplace. It has been observed that
organisations focus on reducing both these types of situations for their employees in order to

ensure that they are well prepared for all kinds of challenges.
Long term orientation

This factor particularly demonstrates the focus of an organisation on building long-term
relationships with their employees so that they are able to work hard to achieve organisational
goals and mission (Jafari, and Amirnejad, 2017). It has been observed that organisations where
senior managers focus on building long-term relationships, in that case, employees tend to be
more attached with the company, thereby, focusing more on accomplishment of larger goals. On
the other hand, where senior managers in the company focus on short-term factors and do not
focus on establishing relationships with their employees, in that case, significant drop is
observed in long-term planning and prioritisation of short term objectives is increased. However,

in such a scenario, employees tend to leave the company for other better opportunities.
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5. Different strategies to improve the organisational culture

Corporate culture has always been a magnet for employees who like to work in a relaxing work
atmosphere such that they are able to meet the needs of the company as well as their personal
goals (Suchyadi, 2017). It has been observed that organisations involving a positive corporate
culture witness brilliant employees who perform much better than the organisations where the
atmosphere involves limited freedom and flexibility. Along with this, it has been studied that
developing a good working environment ensures that employees enjoy what they do (Wu et al.,
2019). This increases their passion, thereby, resulting in better performance and productivity.
Therefore, it can be said that it is necessary for senior managers to focus on improving the
corporate culture. Different strategies that can be executed by senior managers have been

outlined below:
Defining clear goals of the company

The first strategy that senior managers should focus on involves bringing a group of people
together to achieve a specific goal. It has been observed that organisations where employees
work together as a team are more successful in achieving larger goals of the company. For this,
senior managers should focus on establishing clear values and goals of the company so that
employees are completely aware about it (Lee et al., 2018). Senior managers should focus on
clearly demonstrating what the employees need to do and what are their limits, as well as proper

guidance need to be provided to make sure that all the employees manage tasks as a team.
Offering higher flexibility

Over the past few years, it has been observed that corporate culture has significantly evolved,
however, senior managers in various organisations still continue to follow traditional practices
and processes. Therefore, the need of the hour is to bring changes in the conventional way of
doing things, senior managers should change the way they treat their employees, providing them
with more freedom, flexibility, rather than regular working hours (Willis et al., 2016). It has long
been observed that organisations are able to improve their overall performance when employees
are given complete flexibility to manage their time on their own. Along with this, it can be said
that flexible hours of working can boost creativity and productivity, since; employees have more

time on their hands to do personal things as well as focus on office work.
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Encouraging and empowering employees

Another essential strategy that senior managers can follow is that they should focus on
empowering and encouraging employees. For this, senior managers can bring changes in their
reward management systems. Senior managers should reward employees who are hard-working
and display desired behavioural characteristics that will encourage other employees to follow the
same steps, thereby, boosting a positive work atmosphere (Jermias et al., 2018). In addition,
employees are not just people who work for the company, rather they are an integral part of the
company's success, and therefore, senior managers should give importance and recognition to
those individuals who are hardworking. This can be easily done by rewarding those candidates
who deserve so that they are encouraged to do their best every time.

Developing trust among employees

This is the most essential aspect while dealing with team members and groups. Every
organisation is made up of different departments involving various teams at all levels (Bradley et
al., 2017). Therefore, several times, it is observed that conflicts and issues arise among them.
However, senior managers can play a significant role by initiating trust within the company; this
will not just help to resolve conflict immediately and in a transparent manner, but, it will also go
a long way in promoting stronger relationships that will help the company to face various

challenges and complex problems.
Integrating technology in the company to simplify the individual role

Another important strategy that is commonly being used by different organisations involves
implementation of advanced technologies that can optimise resources as well as re-design the
role and responsibilities of individuals (Chen et al., 2018). Senior managers should focus on
utilising platforms that can centralise all the work, decrease workload on individuals as well as
enhance communication channels. There are various technologies that are available currently that
can be utilised for increasing effectiveness in team performance, encouraging collaboration as

well as adjusting in project management.

Focusing on team relationships
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This is entirely involved with the team development strategies that are implemented by the senior
managers. Senior managers should always consider the whole organisation as a group of teams,
where the performance of the organisation depends on the performance of each team
(Setyaningrum, 2017). Therefore, the focus of the senior managers should be on building strong
relationships among the members so that they strive hard to attain organisational goals as a team
or as a single unit. Building effective teams can help senior managers to improve the entire

working environment, organise different activities effectively as well as initiate new projects.
Gaining feedback from the employees

It needs to be noted that employees feel highly valued when they witness that their opinions and
ideas are considered important by the senior managers of the company (Lee et al., 2018). The
fundamental concept is that every employee desires to be valued at the workplace, therefore,
hearing what employees has to say can be a crucial step in boosting a positive organisational
atmosphere. Senior managers should focus on carrying out regular meetings, discussions and
conferences with different departments and team members to ensure that the challenges that they
are facing can be understood and resolved (Tomic et al., 2017). Along with this, carrying out
regular meetings with team members will provide a better view about the current status of the

company, thereby, helping in controlling and managing business operations.
6. Research Hypothesis

Ho: There is no significant impact of organisational culture on organisational success: A case

study of Jet Airways

H1: There is a huge negative impact of organisational culture on organisational success: A case

study of Jet Airways
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3. Research methodology

1. Research onion

According to Kumar, (2019), research onion is a model, which primarily involves different
stages that covers various aspects about developing a research strategy. It has been studied that
when research onion is viewed from outside, it displays various layers just like an onion having
various detail stages of the research process. It has long been considered that research onion
provides researcher with an effective process of following research methodology, which can be
designed easily using different layers present in the model. There are various kinds of usefulness
known that can help researcher to carry out different aspects of the research project, thereby,
allowing use of a variety of new strategies and theories in the work. In every research project, it
is necessary for the researcher to carry out various planning and execution of different strategies
to ensure appropriate research outcomes is achieved. Similarly, the three essential philosophies

involved in research onion are:
Ontology

This primarily refers to the awareness of the researcher about the nature of reality. In other
words, it can be said that researcher need to clearly differentiate between reality and perceived
reality, by understanding three essential philosophical positions that are objectivism,

constructivism and pragmatism (Ledford, and Gast, 2018).
Epistemology

This particular philosophy is primarily used for scientific purposes, as it helps the researcher to
find the right information without any doubt. This involves three essential positions, which are

realism, interpretivism and positivism.
Axiology

This philosophy is about learning how opinions affect the collection analysis of the entire

research, thereby, helping to maintain balance.
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Figure 7: Research Onion

(Source: Bresler, and Stake, 2017)

As it can be seen in the above figure, the first layer of the research onion involves philosophy,
the second layer deals with approach, the third layer deals with methodological choices, the
fourth layer deals with strategies, while the following layers include time horizon and techniques

and procedures.

2. Research philosophy

As highlighted earlier, the first layer of the research onion involves essential philosophies that
help the researcher to construct an appropriate thought towards accomplishing the research
objectives. In a research study, it is highly important for the researcher to develop appropriate
structure, identify possible limitations while making decisions. Along with this, it is necessary
for the researcher to understand different ways of gathering and analysing information in order to
develop a fine research work (Fletcher, 2017.). The three essential philosophical instances that
have been laid out by the research onion involve positivism, realism and interpretivism. Having a
strong understanding of all the three philosophies is highly essential. It has been analysed that

positivism is about developing research questions and hypotheses that can be easily tested and
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examined. Along with this, it has been studied that positivism primarily involves explanations
that are collected from accepted knowledge of the world. Realism, on the other hand, is about
revising each and every theory. This philosophy particularly focuses on explaining the fact that
reality cannot be found without carrying out continuous research. It also states that researcher
should always be open to utilising new methods of research. The third philosophy interpretivism
is all about helping individuals to interpret the right participants in the social and cultural life. It

can also be said that this philosophy allows the researcher to understand people and their actions.

Considering this research study, researcher has decided to select positivism research philosophy.
This decision has been made because positivism philosophy has been found to be highly
structured, ensures utilisation of large samples as well as allows researcher to carry out both
quantitative as well as qualitative data collection methods (Humphries, 2017). In addition,
researcher will be able to use factual knowledge while selecting the appropriate sources of
information as well as it will ensure that the researcher strictly follows the right kind of methods
that has been gained through observation and measurement. This allows researcher to collect
information that is highly trustworthy and genuine in nature.

3. Research design

While considering research design, it has been studied that there are various meanings associated
with it. Different studies highlight the fact that research design refers to the choice between
qualitative and quantitative research methods. However, it has long been argued that this
particular aspect of research, primarily focus on selecting highly particular methods for data
collection and analysis. In simple words, it can be said that research design is all about
developing a general plan that can be utilised for answering different research questions as well
as it involves essential elements that outline various research studies and methods utilised for
data collection and findings (Mohajan, 2018). It has been studied that there are different designs
that a researcher can follow including exploratory, explanatory and descriptive. Each research
design involves various kinds of advantages and disadvantages associated with it. Exploratory
research design has been studied to have a single purpose that is to demonstrate strong insights
about a particular situation. It helps the researcher to carry out open ended data collection
strategies, follow a relatively smaller sampling size as well as carry out data collection processes

in a flexible manner. Explanatory research has been found to lay more emphasis on explaining
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different aspects about the topic. It involves more data sources and extensive data collection
strategies. A researcher can follow a flexible process to carry out the entire procedure of data
collection. In the case of descriptive design, it can be said that it is a combination of both
exploratory and exploratory research design.

Researcher will be following explanatory research design while carrying out this particular
research study (Attia, and Edge, 2017). This particular design has been selected for this research
study because it will help the researcher to carry out extensive collection of data while
demonstrating key findings and interpretations that are gathered through it. Another beneficial
reason for using this particular design is that it will give an essential structure to the entire
research project.

4. Research approach

While considering the structure of the research onion, it can be seen that the second layer
includes a research approach that highlights two essential terms known as deductive and
inductive. It has been analysed that a decision that has been taken in the early stages of the
research onion will have a significant amount of impact on the decision that is made in this
particular level. This particular aspect of the research methodology is considered to be highly
important for achieving research aims and objectives. It needs to be understood that the
deductive method or approach primarily involves answering the various questions of the research
study that have been established during the start of the project. It has been studied that research
objectives need to be aligned with the research appropriately so that suitable responses can be
established for the research questions (@drngreen, and Levinsen, 2017). It has been evaluated that
researcher need to analyse different theories that are in accordance with the research questions.
In the later stages, researcher needs to carry out collection of data and provide appropriate
explanations for the question. This particular theory is found to be highly flexible as it allows a

researcher to revise the theory as well as the entire process can be initiated again.

In the inductive method, it has been analysed that the researcher needs to focus on developing his
own theory, in order to use the inductive method. Therefore, it can be said that this particular
method works completely in an opposite manner of the deductive approach. It has been

evaluated that the research needs to focus on selecting the theory right from the beginning of the
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project as it does not involve utilisation of existing theory (Clandinin et al., 2017). Therefore,

researcher can use this particular method if the research requirements are not very complex.

Researcher will be following deductive research methodology in this particular research project.
This particular method has been selected because it is significantly more in line with the research
questions that have been developed earlier. Along with this, the most beneficial part of selecting
this particular approach is that it will ensure that researcher is able to utilise existing theories,

thereby, saving a lot of time and resources.

5. Data collection

The term data collection itself highlights the fact that all the strategies and methods involved in
this aspect focus on collecting appropriate information that are highly relevant with the research
aims and objectives. The first priority of the researcher is to understand the research problem,
examine the hypothesis and evaluate the outcomes. For this, researcher needs to ensure that
appropriate data is collected from different sources so that appropriate interpretations and
findings can be demonstrated in the study (Page et al., 2017). It has long been studied that there
are majorly two kinds of methods that are known including secondary as well as primary process
of data collection. In the case of secondary data collection, it has been understood that the
researcher needs to focus on collecting information from already published books, newspapers
journal, articles, online portals, websites and other sources. It needs to be noted that researcher
can find abundant data and information using this kind of process for the research area. It needs
to be noted that regardless of the nature of the research area, this process can be easily followed
to collect vast amount of data and information. However, it needs to be noted that researcher
need to focus on applying suitable setup criteria’s including research validity and reliability
while collecting information. In the case of the primary process, it has been analysed that the
researcher needs to conduct interviews, surveys, group discussions, focus groups and various
strategies in order to collect information that is in accordance with the research aim and
objectives (Cuervo-Cazurra et al., 2017). It needs to be understood that the researcher can follow
both mathematical and numerical formats to collect information, which are slightly cheaper in
nature, on the other hand, different methods that utilise more amount of feelings, emotions and

other elements that are non-quantifiable for collecting information.
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In this particular research study, researcher will be selecting only secondary sources for
collecting information. This particular strategy has been selected because it will guide the
researcher to collect information only from the published articles and books (Goldberg et al.,
2017). Considering the current social environment, it has been evaluated that following a

secondary process of collecting information will be the most suitable one.

6. Data analysis

Data analysis is all about following appropriate strategies and statistical tools to interpret the data
that has been collected by the researcher. Various discussions should be carried out in order to
analyse the data that has been collected. The most important aspect that should be understood is
that researcher needed to carry out data analysis only for primary data that has been collected
(Venable et al., 2017). A specific process is followed to analyse the primary data that has been
collected by employing different methods and strategies. It needs to be understood that there are
primarily two kinds of analysis techniques, which are known as qualitative and quantitative data
analysis techniques. Extensive use of interviews, focus groups, experiments and discussion is
carried out in the case of qualitative research analysis, as it allows the researcher to identify
important and common patterns in the responses provided by the participants. This provides
more opportunities for the researcher to critically analyse them as well as achieve research
objectives. It has been studied that the researcher needs to carry out critical analysis and
interpretation of various numbers, statistics and numerical data while carrying out quantitative
analysis techniques. It has been evaluated that in this particular case researcher needs to find
appropriate rationale in order to develop the appropriate findings of the study. According to
Aithal, (2017), it has been stated that carrying out both types of studies qualitative as well as
quantitative is highly important as it helps to make comparisons of the primary research. It needs
to be noted that in the absence of primary data collection techniques, data analysis involves
discussion of various common patterns as well as other information collected through secondary

data that is directly related with the research topic.

In this particular study, researcher will be following only secondary research, therefore, data

analysis will be done based on identifying various common patterns in context to Jet Airways.
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7. Ethical considerations

According to Goldberg et al., (2017), it has been highlighted that ethical consideration is one of
the most important parts of the entire research study. Lack of attention in ethical consideration
can create a huge amount of negative impact on the overall research study. It has been evaluated
that the researcher has given a huge amount of stress and attention in the area of ethical
principles and guidelines. As analysed, different ethical principles and guidelines in a research
project significantly helps the researcher to follow all the essential strategies and methods in the
most appropriate manner. It has been found that these kinds of strategies and processes have a
huge amount of priority across all research projects. It needs to be understood that the researcher
has followed a highly transparent process while presenting essential findings and information in
the research study. Along with this, it has been studied that high priority has been given to the
fact that the entire study has been kept comprehensive so as to ensure that all the readers from
different organisations are able to understand the entire concept and implement them easily
(Page et al., 2017). Along with this, it has been observed that proper measures have been
undertaken to ensure that misleading information is not present in the study, as well as, efforts
have been made to ensure that findings are not presented in a biased manner. Rather the focus

has been made to avoid the exaggeration of aims and objectives.
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4. Data analysis and Findings

Theme 1: Organisational culture at Jet Airways

According to Arora, and Ravi, (2019), it has been said that the aviation industry is that particular
industry, where it is very common to find that companies can copy products of other companies,
however, one aspect that they cannot copy is their corporate culture. The necessary aspect that
has been evaluated about the aviation industry is that when passengers rate a particular company,
it involves a lot of emotional judgement, which is based upon various aspects of experience
beginning from the airport, boarding into the aircraft, de-boarding and picking up luggage and
then leaving the airport. Therefore, it is highly necessary for the senior managers in the company
to focus on diffusing all the process into tangible aspects so that all the process can be managed
appropriately. Thus, it has been found that the most accessory aspect for a company in the
aviation sector includes focusing on developing the right culture, a specific culture that is
completely different from all the companies present in the aviation industry. It has been found
that when a company has developed an admirable culture that cannot be copied by other
companies in the aviation industry, it is then when customers will be willing to pay more for the
product and services as well as employees working for the company will be determined and
committed towards their work (Sahu, 2018). Therefore, it will become highly easier for the
senior managers of the company to increase both customer satisfaction as well as employee

satisfaction, while at the same time, increasing the overall profitability of the company.

While analysing the organisational culture of Jet Airways, it has been discovered that there were
several negative factors and issues associated with it. The senior managers in the company could
not manage to bring the company from high debt to profitability in the business operations. The
company was increasingly burdened under huge debt, such that the company ultimately had to
close all its operations. It has been analysed that the organisational culture at Jet Airways was
completely inappropriate and completely not in accordance with the goals and objectives of the
company. An important aspect that has been analysed is that one of the major reasons behind the
complete downfall of the company was organisational culture. Several evidence have been
collected which simply signify the fact that Jet Airways had been in the red zone for several
quarters during 2018. The founder of the company, Naresh Goyal, had to resign from his position

during March 2019, when the lenders of the company took charge of the organisation. Several
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issues associated with the senior management of the company and their decision making have
been highlighted (Sahu, 2018). These aspects clearly provide sufficient amount of evidence that
there were certain issues and challenges involved in the organisational culture of the company,
since, the senior management of the company was not working appropriately to manage all the

business aspects.

It has been analysed that the organisational culture at Jet Airways was very similar to that of an
authoritarian organisational culture. It has been evaluated that the authority and power of
controlling business operations and activities as well as important decisions in the company were
entirely under the hands of a single person. In Jet Airways, the single person who was
responsible for the entire major decisions included Naresh Goyal and the team working under
him. It has been found that similar to an authoritarian culture, where power is completely
distributed with the top-level senior management, a similar situation has also been observed in
the case of Jet Airways. Several reports have shown that all the important decisions concerning
the business operations and direction were taken by the senior management of the company with
no involvement of employees or subordinates (Ahuja, and Alavi, 2018). In authoritarian
organisational culture, a common aspect that has been observed is that senior managers in the
company demand high levels of obedience from their employees as well as they warn them of
dire consequences, in case they make any kind of mistakes or if their actions result in any kind of
major failure. Therefore, it has been analysed that the organisational culture that was prevalent in

the Jet Airways was highly toxic, which resulted in high levels of employee dissatisfaction.

According to Sarkar, (2017), it is highly difficult for senior managers in the company to promote
good values, along with this, it is far more difficult for the senior managers to ensure that all the
employees are adopting essential practices and standards. However, when the organisational
culture is not supportive, while it involves several negative influences and factors, the total
outcome of the company can be significantly poor. The organisational culture at Jet Airways
involved poor communication, where the senior manager of the company did not indulged in
talking openly with the staff workers or employees. In addition to this, it has been studied that it
was very difficult for the employees to share their thoughts and ideas with the senior
management that lead to complete breakdown of trust and bonding between them. Another

important aspect that shows existence of highly ineffective organisational culture at Jet Airways
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is the fact that senior managers were highly interested in increasing the efficiency and
profitability of the business operations, such that the senior managers in the company had put all
their focus on achieving greater market share in the Indian aviation sector above everything else
(Banerji et al., 2018). Along with this, it has been analysed that the senior managers were
involved in micromanagement of various business activities. In such a scenario, where an
organisation involves micromanagement of several business activities, while at the same time,
overlooking several important matters within the company, there are high chances that the
employees working in the company will always find themselves under high levels of scrutiny.
This, in turn, can lead to high levels of workplace stress. The entire scenario that has been
explained earlier was observed in the case of Jet Airways, which is the primary reason why
senior management could not bring the company from high debt to a profitable business, even
though the company reported 22% market share in the Indian aviation industry in 2015, which
got reduced to 18% market share in 2018 (Jory et al., 2019).

Another issue associated with the organisational culture in Jet Airways, it has been found that
there was a significant lack of appropriate engagement between team members and their team
leaders. Whenever a company does not give a significant amount of emphasis on evaluating the
interest of the employees as well as meeting their needs, it has been witnessed that it is highly
difficult for the senior managers to motivate their employees to work hard for the company. An
important aspect that has been believed from a long time is that in an organisational culture, it is
the relationship between the employers and employees, which is highly crucial (Ramanchi et al.,
2019). When the employers of the company pay attention towards the interest of employees, it
has been found that the same as aspect is reciprocated by the employees in terms of higher levels
of dedication and determination in fulfilling their role and responsibilities. A completely
contrarian aspect was prevalent in the organisational culture of Jet Airways, where the senior
managers did not pay enough attention in evaluating the interest of the employees, nor did they
took appropriate measures to fulfil them. It has been evaluated that the existence of such kind of
organisational culture at Jet Airways can be significantly seen in the quality of products and
services that was offered by the company to their customers (Al Nahyan, and Abdel All, 2017).
It can also be stated that this was the primary reason by the company kept losing its market share

consistently over the years.
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Several reports have highlighted the fact that employees were hardly given any notice at Jet
Airways. Along with this, certain evidence show that many of them were laid off from their
position in the company without any prior notice. Many times, it has been observed that
employees were informed either a day before, or they were asked to leave on the day itself. This
created a huge amount of negative impression on the employees leaving the company as well as
on the employees who worked for the company (Upadhyay, 2019). Another important fact that
has been evaluated about Jet Airways is that many times senior managers followed inappropriate
channels for communication with the employees. It has been found that several employees
working in the Jet Airways were sent messages on their mobile phones, while some of them
received an email, whenever senior managers wished to share important details or message with
them. These aspects really signify the disregard that senior managers at Jet Airways had for the
employee welfare. These crucial aspects involved in the organisational culture at Jet Airways led

to a complete downfall of the company.
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BALANCE SHEET OF
JET AIRWAYS (in Rs.
Cr.)

SOURCES OF FUNDS

Total Share Capital

Equity Share Capital

Reserves

NETWORTH

Secured Loans

Unsecured Loans

TOTAL DEBT

TOTAL LIABILITIES

Gross Block

Less: Accum.
Depreciation

NET BLOCK

Capital Work in Progress

INVESTMENTS

Inventories

Sundry Debtors

Cash and Bank Balance

Total Current Assets

Loans and Advances

MAR '18

12
months

113.60

113.60

-7,355.60

-7,242.00

5,295.12

0.00

5,295.12

-1,946.88

7,076.68

3,468.64

3,608.04

24.74

696.70

481.10

1,279.35

1,360.44

3,120.89

5,050.86

MAR '17

12
months

113.60

113.60

-6,589.47

-6,475.87

7,220.37

0.00

7,220.37

744.50

10,069.92

5,174.48

4,895.44

709.30

1,230.67

498.76

1,333.62

1,537.54

3,369.92

2,442.94

MAR '16

12
months

113.60

113.60

-3,442.97

-3,329.37

2,836.62

6,394.77

9,231.39

5,902.02

16,603.18

7,798.53

8,489.28

4.10

1,196.19

1,049.71

1,625.48

1,477.65

4,152.84

5,003.61

MAR '15

12
months

113.60

113.60

-4,519.25

-4,405.65

3,388.42

6,863.17

10,251.59

5,845.94

16,065.19

6,833.98

8,915.84

19.42

696.17

927.02

1,374.48

2,068.60

4,370.10

4,532.32

MAR '14

12
months

113.60

113.60

-2,656.74

-2,543.14

2,508.99

6,076.80

8,585.79

6,042.65

15,709.86

6,074.90

9,319.59

0.00

1,641.21

803.76

1,209.22

1,145.41

3,158.39

3,934.56
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Total CA, Loans & 8,171.75 5,812.86 9,156.45 8,902.42 7,092.95
Advances

Current Liabilities 13,983.35 11,496.85 12,581.91 12,387.60 11,657.31

Provisions 464.76 406.92 362.09 300.31 353.79

Total CL & Provisions 14,448.11 11,903.77 12,944.00 12,687.91 12,011.10

NET CURRENT -6,276.36 -6,090.91 -3,787.55 -3,785.49 -4,918.15

ASSETS

TOTAL ASSETS -1,946.88 74450 5,902.02 5,845.94 6,042.65

Contingent Liabilities 58,930.26 42,517.61 42,959.63 39,649.18 41,685.72

Book Value (Rs) -637.51 -570.07 -293.09 -387.83 -223.87
(moneycontrol.com,
2020)

Figure : Balance sheet of Jet Airways (2014-18)

Theme 2: Factors that were affecting the organisational culture at Jet Airways

Recent reports published about Jet Airways have demonstrated that there are only a few airplanes
that are in function for Jet Airways, which was once the second largest airline of India.
Therefore, it has been stated that it is highly difficult for the company operations to begin its
domestic and international operations, which has been suspended since 2019 (Malhotra, and
Mittal, 2018). The major issue that has been identified in the case of Jet Airways is that the
senior management in the company have failed to pay back both domestic as well as
International loan, salaries of several employees as well as other dues that were pending. In
addition to this, it has been evaluated that the company had fallen into such a devastating
situation, that adverse impact was observed on the existing shareholders of the company
including its staff workers, pilots and other shareholders. The possibility of finding new
investments, which could have helped the company to sustain its business operations, was
completely eroded. A significant fall in the share price of the company was also reported in
2019, when the company which was earlier managed by Naresh Goyal and partly owned by

Etihad Airways, reported bankruptcy (Rossi et al., 2019). Several studies have been conducted to
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analyse various factors that affect the organisational culture of the company as well as crucial

elements that lead to the downfall of the company.

It has been evaluated that the year 2018 and 2019 was highly distressing for Jet Airways. There
is a complete mix of internal as well as external factors that affected the organisational culture of
the company. It has been studied that frequent fluctuations in the fuel prices had created huge
problems for the company; inefficient senior management which led to ineffective leadership
principles as well as inappropriate company policies and standards is also an important factor
that influenced organisational success (Tikku, and Sherman, 2019). Lastly, it can be said that
significant fall observed in the Indian currency completely eroded profitability in the business
operations of Jet Airways.

Several factors that have been identified in the case of Jet Airways that have significantly

influenced the overall organisational culture of the company has been listed below:
Leadership

One of the major factors that influenced the organisational culture in a significantly negative way
includes leadership principles followed by the senior management. Several reports and evidence
have been collected, which signify that there was a lack of proper leadership in the company,
which is highly responsible for the overall outcome that was witnessed by the company in the
year 2019. Senior management had undertaken several inappropriate decisions that adversely
affected the overall financial strength of the company as well as the corporate direction. It has
been argued that the decision made by Naresh Goyal, CEO of the company, to purchase Air
Sahara in 2006 for a whopping amount of $500 million that was entirely paid in cash, was
completely against the best interests of Jet Airways. Several experts stated the fact that the
overall failure of the company can be traced back to the year 2006 when this decision to
purchase Air Sahara was made (Nagpal, and Saranga, 2017). It has been evaluated that the senior
management of the company completely ignored the recommendations of professionals,
however, in the end when the company Air Sahara that was rebranded as JetL.ite, began to lose a
lot of money, then the senior management had to take the decision to write off the entire
investment amount. Evidence that shows lack of leadership principles in the company is when
the CEO of the company, Naresh Goyal decided to follow a single management team for

managing all the business operations. It has been argued that the senior management rejected the
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opinion of several experts, who had suggested Mr Goyal to follow separate teams for managing
full service carrier and budget flyer services, which could have helped the company to follow an

effective management process.

However, it has been evaluated that Mr Goyal followed an authoritarian organisational culture,
where Mr. Goyal tried to follow his own principles and directions to manage all the business
aspects, while rejecting important recommendations of experts. Important evidence that shows
lack of appropriate leadership in the company is the fact that the senior management of the
company could not appropriately analyse the macro environmental factors influencing the
business operations of the company (Bardell, and Ashton, 2018). It has been evaluated that the
year 2005 and 2006 involved significant increase in competition in the entire Indian aviation
industry. It was during 2005 and 2006, when new companies including Indigo, Spicelet and
GoAir entered into the Indian aviation industry, leading to fierce competition. However, the
senior management at Jet Airways could not recognise this entire scenario, thereby; they failed to
meet the demands of price sensitive consumers (Clark, 2017). The new rivals who had entered
into the aviation industry started to launch flights on new routes, while the senior management at

Jet Airways continued to focus on the corporate.
External factors

It has been evaluated that there are certain external factors which also affected the overall
organisational culture in the company. One of the biggest factors that influence the aviation
industry includes oil prices and fall in Indian currency. It has been stated that senior managers
are always required to manage strategic directions and internal factors of the company while
considering the fluctuation in oil prices and Indian rupee. In the entire world Asia is the biggest
importer of crude oil, therefore, it is quite evident that all the airline companies operating in India
are highly sensitive to the fluctuation in the oil prices (Jones, and Chauhan, 2019). However, it
has been observed that the fall of Indian rupee had made the situation even more worrisome for
Jet Airways. In the year 2018, all the airline companies were highly burdened due to rising cost
of oil as well as the significant fall observed in Indian rupee, which made the oil prices even
more expensive. Other companies such as Indigo and Spicelet had also reported significant
losses during the year 2018; however, it was Jet Airways which was adversely affected (Kolte et

al., 2019). Adverse impact of external factors on the company also influenced the organisational
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culture, thereby affecting strategic management, operations carried out by employees and various

other factors.
Company policies and standards of operation

Another important factor that influenced the organisational culture at Jet Airways includes
corporate policies and communication channels that were followed by the senior management.
Certain evidence has demonstrated that employees working at Jet Airways were highly troubled
due to ineffective communication channels followed by the senior management. According to
Jones, and Chauhan, (2019), it has been found that lack of proper communication channels
within the company increased anxiety and tensions among the employees as well as made it
difficult for them to decide whether to continue working in the firm or look for a new job, during
the troubled times. At the end, when the senior management did communicate with their
employees they were provided with a one line statement sent through email, stating their
termination from the current position as well as did not provide any specific reason behind it
(businesstoday.in, 2020). It has been reported that several employees working in the company
had to deal with the crisis on their own by making use of credit cards or falling back on family
for financial support. These aspects clearly signify that the senior management did not follow
appropriate company policies and standards while treating the employees as well as customers.
Therefore, it can be stated that these actions carried out by the senior management resulted in

complete loss of trust among their employees and their customers.

Several reports show that there were more than 1,500 pilots working in the company, when Jet
Airways finally stopped its operations on April 17 2019. It is always the top executives in the
company who are informed first when the company is going down. However, the senior
management completely ignored their responsibility to effectively communicate with their
20,000 employees as well as, no proper communication was carried out with the top executives
working in the company, that significantly highlight the fact that there was complete absence of

appropriate business policies and procedures (Clark, 2017).

Theme 3: Impact of organisational culture on the organisational success of Jet Airways

According to Bardell, and Ashton, (2018), there is a popular saying that history repeats itself.

The same scenario has been observed in the Indian aviation industry. It has been studied that Jet
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Airways witnessed a similar fate as that of the Kingfisher Airline. In the year 2019, Jet Airways
had to bring down all the business operations, while it was confirmed by the Directorate General
of Civil Aviation, which termed it as a temporary shutdown. However, several experts had stated
that there is a very grim chance that Jet Airways would be able to begin their operations once
again. Most important point that needs to be observed is that there has been a huge influence of
organisational culture within the company on the overall events that has turned out in the case of
Jet Airways (Nagpal, and Saranga, 2017). Several experts have highlighted the fact that the
complete shutdown of the company can be traced back to the decisions that were taken by the
senior managers several years ago. Therefore, it can be said that the impact of organisational
culture is deeply rooted within the business operations and decisions made by the company.
While analysing the history of the company Jet Airways, it has been studied that Mr Goyal and
his wife Anita started the business operations of Jet Airways in the year 1993, when there was
only one opponent in the entire Indian aviation sector, including Air India. During that time, Mr
Goyal was highly enthusiastic as well as optimistic about the company's future prospects. The
primary mission of the company was to emerge as the biggest private airline company with the
capability to provide world class product and services (Tikku, and Sherman, 2019). However, it
has been witnessed that major problems for Jet Airways began from the time when the senior
management in the company focused on aggressive international expansion plans. Several
experts have argued the fact that the actual fate of the company was written during its initial days

when major decisions about the company were undertaken by the senior management.

Another major decision that was taken by the senior managers involved the order placed to
purchase 22 wide body aircraft, which was planned to be delivered within 18 months, starting
from 2006. This particular decision has been stated to be one of the biggest pitfalls for the
company Jet Airways. It was then when the company started to witness significant depletion in
its financial strength. One important aspect that needs to be noted about the airline industry is
that, it requires a huge amount of financial strength for the company to survive in the market as
well as a deep threshold for the ability to hear the pain associated with huge losses (Malhotra,
and Mittal, 2018). While considering the Indian aviation industry, an important aspect that has
often been stated is that it involves cut throat competition, where only the fittest company can
survive and make profits. However, the senior management at Jet Airways had a completely

different view about the industry. They started to embark on completely different plans and
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strategies as compared to the rivals. Another huge mistake that was carried out by the senior
management at Jet Airways included the decision to purchase Air Sahara for 14.5 billion rupees.
Air Sahara had an ageing fleet, along with this; it was completely not a perfect match with the Jet
Airways corporate culture. Another factor that influenced the overall failure of Jet Airways is the
fact that very soon Indigo, a newcomer in the Indian Airline industry, began to gain market share
through its cheaper prices (Upadhyay, 2019). It has been observed that the time when senior
management of the company was busy focusing on expanding their operations to international
markets, while at the same time, low cost carriers such as SpiceJet and Indigo were focusing on

Indian markets and gaining their market share.

During the year 2013, the company was completely on its edge of running out of cash; however
it managed to survive due to large investments made by Abu Dhabi’s Etihad Airways, which

bought a 24 percent stake in Jet Airways.

Considering all the events as highlighted earlier, it can be said that there were significant issues
and challenges associated with the internal matters of the company, which lead it towards
making wrong decisions consistently. It has been highlighted that the strong desire of Mr Goyal
to control all the activities and business operations single handed is one of the primary reasons
that build stumbling blocks for the future of the company (Ramanchi et al., 2017). In the end, the
company had to completely stop all its operations because the senior managers could not find a
suitable investor for the company. Senior management at Jet Airways failed to find the strategic
investor who could pump a huge amount of resources and financial capital into the company to
help revive the entire business. Although there were reports stating that senior management at Jet
Airways were undergoing discussion with the company TATA, however, no specific results were
achieved. Senior management had completely lost their trust among the employees, their
customers as well as their investors, such that at the end when the company was in an urgent
need of investment, its existing investor Etihad Airways refused to increase their stake in the

company.

Jet Airways, a cash strapped airline, which was grounded in 2019, owes nearly 8000 crore rupees
to Indian banks as well as other public sector lenders. It has been found that the company has
more liabilities as compared to the assets, which has resulted in a negative net worth of the

company, while its equity value is nearly zero. These facts and figures about the financial
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strength of the company simply demonstrate a negative picture about the company as well as the
incompetency of the senior managers to manage its shareholders, their customers as well as their

suppliers and employees (Sarkar, 2017).

A major learning that can be gathered is that organisational culture of a company has influence
on all the decisions and business processes; therefore, a negative organisational culture in the
company is bound to create negative results and outcomes for the company. The same aspect has
been observed in the case of Jet Airways, where the inappropriate leadership, absence of proper
managerial principles and standards led to devastation of a huge company (Ahuja, and Alavi,
2018). A negative organisational culture can bring down even the biggest companies present in
any industrial sector. The same can be said for Jet Airways, which was once the second biggest
airline in India, however, in 2019; it reported bankruptcy and failed to pay salaries to several
employees and suppliers. An insolvency process was initiated when the company failed to attract

any potential bidder.

Discussion

While summarising all the essentials points that have been discussed in the above section, it can
be said that inappropriate organisational culture prevailing in Jet Airways is one of the primary
reasons that has led to the quick downfall of the company. Lack of appropriate leadership
principles and wrong decisions implemented by the senior management in Jet Airways resulted
in devastation of business operations. It has been analysed that the organisational culture that
was observed in the Jet Airways included authoritarian leadership style. It has been studied that
all the important control and decision making power was handled and carried out by the senior
management of the company that was led by Mr Goyal. Authoritarian culture is found to be one
of the major factors that can lead a negative behaviour and attitude among the employees. The
same aspect has been observed in the case of Jet Airways, where the senior managers were
highly focused towards increasing profitability, while they completely ignored the necessities
and requirements of employees. It had a significant amount of impact on the long-term
relationships between employees and employers at Jet Airways. Several instances have been
reported when employees were highly troubled due to poor communication channels followed by
the senior management. Communication is always considered to be the backbone of an

organisation, while considering Jet Airways, which was the second biggest company in the
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Indian Airlines sector, poor communication channels were bound to disturb its overall
operations. Another issue that has been identified is that the senior managers completely
disregarded the contribution made by the employees. On many occasions, it has been found that
the senior managers used mobile phones and email to send important messages. Along with this,
it has been found that senior managers never considered employees as an important and integral

part of the company; rather, they were always treated poorly, with no regard for their welfare.

It has been identified that several factors were responsible for influencing organisational culture
at Jet Airways. In the above section, it has been analysed that external factors including high
fluctuations in oil prices as well as significant downfall observed in Indian rupee adversely
affected the organisational culture. Along with this, it can be said that inappropriate leadership
principles followed by the senior managers had a negative impact on the overall employee
performance. Jet Airways consistently failed to achieve a high satisfaction level among their
customers as well as their employees. Senior managers did not follow appropriate company
policies and standards while treating their customers and employees. During the end of the year
2018, when Jet Airways was struggling to survive and sustain its business, the senior managers
did not pay any attention to inform the top executives of the company regarding the poor
performance of the company and their future decisions. About 20,000 employees working in the
company were laid off, without any prior notice or information regarding the shutdown of
business operations. It has been analysed that several inappropriate business decisions taken by
the senior management of the company created several challenges and issues. Therefore, in the
end, it can be said that in the case of Jet Airways organisational culture had a negative impact on

its organisational success.

5. Conclusion and Recommendation

Organisational culture can be summarised as an important aspect for an organisation because it
includes essential values, policies and business procedures of carrying out several activities as
well as various other psychological features. Organisational culture is found to have a deep
impact on the performance of employees as well as determines the quality of products and
services offered by the company. It has been evaluated that there is a strong correlation between
organisational culture and employee performance. It has been analysed that leadership principles

carried out by the senior managers as well as the established company policies and standards
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have a huge impact on the internal environment of the company. Different aspects about
organisational culture have demonstrated that when senior managers have a strong relationship
with their employees, the overall organisation is able to witness greater efficiency and

performance.

Along with this, several theories and models that have been discussed above have highlighted the
fact that there are various dimensions associated with the organisational culture. It all depends
upon the way senior managers treat the employees or engage with them determines the overall
working conditions in the company. It has been found that in organisations where male
individuals are given more preference has a different culture, while organisations having more
number of female candidates have a different culture. In addition to this, several studies have
shown that external factors also have a huge impact on the internal environment of the company.
For instance, it has been studied that both regional as well as national factors have a huge
influence on organisational culture. Some of the important strategies that are often used by the
senior managers to improve their existing organisational culture include providing greater
flexibility to employees so as to make sure that they work independently. In addition to this, it
has been explored that senior managers also focus on improving the internal communication
channels to make sure that employees are aware about the corporate culture, expectations of the
senior managers as well as goals and objectives of the company. It has often been found that
having appropriate communication channels between employees and employers can greatly

influence the overall performance of the company.

While considering the scenario of Jet Airways, it has been found that the appropriate
organisational culture prevailing in the company had a huge amount of negative influence on all
its decisions and strategic directions. It has been evaluated in the above study that senior
managers did not manage to choose appropriate directions for the company. It has been argued
that several times senior managers failed to perceive the necessary requirements of the
employees as well as ignored the need of appropriate communication channels in the company.
Senior managers were more interested in international expansion as well as improving the
profitability. However, it has been learnt that senior management forgot to focus on meeting the
needs of their customers as well as their employees, rather, focusing on aggressive plans to gain

more market share in the industry.
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Several inappropriate decisions undertaken by the company depleted its financial strength,
leading the entire organisation towards huge debt. Major factors that have been identified that
influenced the organisational culture of the company include its business nature, leadership
principles and company policies. It has been evaluated that the aviation sector is highly
vulnerable to fluctuating oil prices as well as decline in the currency value. Both these factors
had an adverse impact on the organisational environment of Jet Airways. Considering the
leadership aspect, it has been evaluated that the majority of the power and control was managed
by the top level senior management, while the opinion and ideas of employees were ignored. On
analysing the company policies and standards, it has been identified that senior managers
followed an ineffective approach towards managing its workforce. Absence of proper
communication channels in the company had an adverse impact on quality of products and
services offered by the company. From the above study, it has been evaluated that a negative
organisational culture can lead organisations towards difficult times, and can even result in

complete shutdown of business operations.
Linking to research objective 1

It has been evaluated that the organisational culture of Jet Airways included high levels of
centralised power and authority over decision making. It has also been learnt that top level senior
managers were involved in the entire decision making, while they had least amount of attention
in gaining employee feedback and opinions. The first objective of this research study has been
accomplished, since; the researcher has managed to outline the major aspects about the
organisational culture that existed in Jet Airways. Several studies have been evaluated to
understand the organisational culture that existed in the company. Based on investigations, it has
been found that senior managers were highly concentrated on external aspects of the business
operation, rather, than focusing on the internal matter of the company. Senior managers did not
focus on establishing long-term relationships with their employees; rather, employees were
treated just as a medium to get things done for the business.

Linking to research objective 2

While considering the factors that influence the overall performance of Jet Airways, it has been
evaluated that there were both internal as well as external factors that affected the overall

outcome. On investigation, it has been found that frequent changes in the external factors such
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as oil prices and declining value of currency highly influenced the overall performance of the
company. Asia is one of the largest oil importers in the entire world; and India is one of the
largest developing countries, which has a huge demand for oil. Therefore, all the airline
companies operating in the Indian soil are dependent upon the oil that is imported from other
countries. However, due to declining value of Indian currency as well as rising prices of oil,
during the year, 2018, highly worsened the entire situation for Jet Airways. Along with this, it
has been evaluated that poor communication channels, large scale employee lay off, and pay
cuts, had adversely affected the internal working environment. Poor communication channels
within the company resulted in inappropriate transfer of information and messages between
employers and employees. All these factors combined together resulted in poor performance and

huge losses.

Linking to research objective 3

While assessing the impact of organisational culture on organisational performance, it has been
evaluated that a negative organisational culture is bound to bring negative outcomes and results
for a company. In the case of Jet Airways, a similar situation has been observed. During the early
years of the business, senior managers were highly optimistic about their future prospects and
business growth, however, lack of proper understanding about organisational culture and
ineffective management of the workforce resulted in a complete disruption of business
operations. Jet Airways, which was once considered as the second largest airline company in the

Indian aviation sector, reported bankruptcy in the year 2019, following an insolvency process.

Considering the issues and challenges that have been identified in the case of Jet Airways, few
recommendations have been highlighted in the section below that will help senior managers in
other companies to avoid such situations from taking place in their organisations, these include:

e Several studies have been conducted to analyse the importance of communication within
an organisation and it has been confirmed that all individuals have a strong desire to be
involved in a meaningful work that provides them with a significant amount of
experience and purpose (Groysberg et al., 2018). Therefore, it is the necessity for the
senior managers in the company to focus on providing a sense of purpose to each activity
and business operation so that employees perceive them to be more important than ever.

It has been concluded through various studies that when people believe their work to be
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important, they tend to be more engaged and motivated to complete the task. Therefore,
the senior managers in organisations should ensure that proper communication is
followed while dealing a new project or task with employees. In addition to this, senior
managers should focus on infusing a sense of purpose into their workforce as well as
build positive meaning associated with it (Hickman, and Silva, 2018). This will help to
cultivate a positive working atmosphere within the company where all the employees are
highly dedicated and committed towards their work.

In all organisations, there are various departments associated with specific projects and
tasks, such as human resource, marketing, accounting and sales, finance and various other
areas. However, all the departments in a business require teamwork or group activities,
since, all the business operations cannot be carried out by a single individual. Thus, it has
been found that when senior managers promote team work or cohesion between team
members in a group, the overall performance of the team as well as the organisation is
found to increase (Sullivant, 2016). Senior managers need to change their perception
about their employees; they should perceive them as an integral member of the team,
rather, than considering them as simply groups of other people working in the company.
This kind of strong shift in the mentality of the senior managers can create a huge
positive impact in the organisational culture. It has been found that organisations where
more number of people is unified together are able to bring enormous difference in the

overall results.
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