Problem Solving and decision-making management report

Date: - 20th July 2018
Student Name: - Abdul Bake
Student ID: - 1709590














Contents
Page No:
Executive summary…………………………………………………………………………….3
Introduction ………………………………………………………………………………………4
Main body
Findings …………………………………………………………………………………………….5
Current problems………………………………………………………………………………6
Brexit ……………………………………………………………………………………………….7
Mismanagement………………………………………………………………………………8
Alternative Transport Methods……………………………………………………….9
Fishbone ……………………………………………………………………………………….10
Stakeholders Analysis…………………………………………………………………….11
PESTLE Analysis………………………………………………………………………………12-13
Conclusion…………………………………………………………………………………….14
Recommendation………………………………………………………………………….15
Reference list ………………………………………………………………………………16-17








Executive summary
I have used different range of sources and strategies framework in this report about Ryanair to find out about the key issue Ryanair is facing. You will see the current problem the airline is facing about the customer service and how they are handling to look after their staff. Then I will show what the impact Brexit has had on the airline affecting the business. I will mention about the mismanagement of the airline and what alternative transport there is to use if you are not satisfied with the airline. I will follow on to talk about the FISHBONE analysis about what benefits and effects it could have. I will lastly finish to talk about stakeholder analysis and the pestle analysis and what it will do to help the problem the airline is having.
























Introduction
Ryanair is one of themost popular airlines in the UK at this moment in time. It has come a long way to become this successful as when it was first launched 1984 it only had 25 staff working for them. The first plane had 15 seats in there and the route was from Waterford, Ireland to Gatwick, London. It was called Bandeirante aircraft (Ryanair corporate, 2018). It was founded by a group of Irish businessmen, including Tony Ryan, founder of aircraft leasing company Guinness Peat Aviation, (Ryanair Corporate). Tony Ryan, who then died on 3rd October 2007 at age of 71, after a long illness. The true mastermind of Ryanair was its CEO Michael O’Leary. Data has been collated by various websites and it has been found that in the present day they have 2000 flights daily and also found to have carried 130 million customers per year. The growth of Ryanair has taken 34 years, from 1984 to 2018. This has added significant growth of the industrial and economic growth of Great Britain as it has been established as one of the best airlines in the world. Ryanair’s record with their staff has been established as by many customers as “Very polite” and “Helpful” which gave them a good repouation throughout Britain and the world.















Findings
Ryanair will have a lot of problems like any other business. To decide on the problems that are accrued, they can use a problem-solving model. They should firstly identify the problem by collating a variety questions to specifically analyse the problem. What is the discrepancy between what is expected and what is occurring? Followed by analysing the problem and why is the problem occurring. Plan the development, what is the goal? What is the intervention plan to address this goal? How will progress be monitored? Plan implementation, how will implementation integrity be ensured? Plan evaluation, is the intervention plan effective? (Principles of Organisation and Management).
Ryanair will need to know what types of problems they have. What are the key to solving that problem. What are the benefits to the organisation and the team? For examples for the organisation, they can see how to improve the product and services, reducing the cost of travel, market shares and employee performance. For the team, they can share their problems and come up with solutions to that problems, improve their communication, knowledge, experience and teamwork. (Pitson, M. in class)





















Current problem 
[bookmark: _GoBack]Summer holiday 2018, more than 50,000 passengers have booked to getaway. Having been told that their trip has been cancelled. The reason of the cancellation is that the staff are unhappy about a range of pay and conditions issues. The flight cabin crew has gone on a 48hours strike on Wednesday 25th and Thursday 26th July 2018. So, Ryanair has to cancel up to 300 flights. (The Independent 2018)
Back in 2013 Ryanair introduced its two-bag policy which allows passengers to take one carry-on and a small bag onboard for free, that all changed in August 2017, Ryanair changed their luggage rules and their customers were unhappy. Anyone that wants to guarantee space in the cabin, in addition to there small bag, will have to pay £5 for priority boarding. You still can take your small bag, but it must be checked in their carry-on and be below 10kg. (Wired 2017)
Passengers of Ryanair were having problems of getting a refund or compensation for cancelled flights. The information the passengers got were incorrect. The passengers tried to call, online chat and even tried to contact Ryanair via their Facebook, but none of it were being replied or being cut off. Some passengers reported having to pay a second time to pick seats or take hold luggage’s when rebooking cancelled flights. The passengers that were offered ‘’free’’ replacement flights discovered they were not refunded or charges on extra paid on their original booking, leaving them having to pay twice. (Heraldscotland 2017).


















Brexit 
The UK has voted to leave the European union. It is scheduled to deport all at 11pm UK time of Friday 29th March 2019. Leaving the European union many senior figures predicted an immediate economic crisis if the UK voted to leave. They were right, the pound slumped the day after the referendum, leaving a lot off businesses across the UK and Europe affective. (BBC 2018)
Ryanair has applied for a British air operating licence to guarantee the airline could continue to operate routes between London, Northern Irish and Scottish after Brexit, otherwise be classified as a foreign airline in the UK. (Guardian 2018)
Customers may have been sold or looking to buy tickets after Brexit may not be able to fly if there is a change in the regulations. (Express 2018)





















Mismanagement 
A deadline was placed for the demand for improved employment terms for the pilot was missed. The dispute has now spread to the cabin crew. Chief executive Michael O’Leary has apologised for the company’s roasting error, which forced it to cancel up to 50 flights a day, affecting 315,000 passengers. The cabin crew who has hired a professional negotiator, had a list of demands e.g. new employment contracts and common working conditions throughout the carrier’s network to be negotiated by 1st January 2018.efforts to negotiate with Ryanair said the company had ignored the ultimatum, allowing the deadline to pass without a response. A letter was written from the pilot to Michael O’Leary criticising him of handling of the dispute. (Guardian 2017)
























Alternative Transport Methods
Other ways for the customers of Ryanair to travel to Europe would be by traveling by Eurostar train. The high-speed train has been operating since 1994 taking thousands of travellers a day back and forward to Europe, they two stations that run to Europe, one from St. Pancreas International in London and a recently new station in Kent called Ebbsfleet international. The good reason to travel with Eurostar.
1. Its fast (goes as fast as 300km per hour)
2. 30 minutes check in
3. Centrally located
4. Check in and security super speedy
5. Take your own refreshments
6. Extra leg room
7. Electrical devices can be used whilst travelling
8. Extra luggage allowance
9. Comfortable relaxing journey
10. Low cost pricing
There are multiple connections to numerous destination in Europe everyday, so you can pick the time that fits you best. It is also eco-friendly to travel, if you take the train, you’ll lower your CO2 emissions by half compared to flying or driving.
Statically it is proven that the trains are on time 97% of the time compared to flying where you are more likely to incur a delay or cancellation.















The Fishbone 
When you have a fundamental problem, it’s important to explore all the things that could cause it, before you start to think about the solution. A cause and effect diagram, often called fishbone or even an ishikawa diagram can have an understanding the contributing factors or cause of a system failure can help develop actions that sustain the correction. 
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Stakeholder analysis 
Key player is the stakeholder who have a high influence on your project and a high interest in the project’s success of failure. The stakeholder can either be within or outside the organisation that is sponsoring the project. 
There are three categories in the stakeholders which are
-Internal
-External
-Connected (Textbook) 
Internal                                           External                                                       Connected 
The Ryan’s                                      Press                                                             Preferred 
Michael O’Leary                             Media                                                           Ordinary 
David Bonderman                         Political                                                         Aircraft boing
Irish Air                                            Economical                                                 Aviation Authority
Travel Agencies                             Social
Trade Union                                  Technology 
Employees 
EU
Airport 


Ryanair Stakeholder Mapping
Level of Interest
                                                      High                                                   Low
Power                High    Ryan family Michael O’Leary Employees         EU
                          Low     Irish Air Trade Union Airport                     Travel Agencies





Pestle Analysis
Political 
Although exact details are unknown of those future regulations governing air traffic between the UK and other EU countries, in case agreement fail to ensure restriction-free flights between the UK and EU, this political outcome could reduce EU airlines access to the UK market (and vice versa, UK airlines would also lose their unrestricted access to EU). Ryanair is an airline registered in Ireland, however, as the airline maintain large bases in the UK, unfavourable Brexit outcome could negatively influence not just Ryanair, but other low-cost airlines operations in the UK.
Economic 
It is unavoidable to mention that in a case a recession will occur in the UK after its complete leave from the EU, low-cost airlines earning potential in the UK market will decline (as there is a close correlation between economic performance and the demand for leisure travel). However, it is not expected that the UK’s economic problems will notable influence the EU’s economic performance, so long UK-based airlines are able to reposition its bases in the EU (to capture potential growth opportunities) the low-cost airline industry may be able to manage the Brexit-invoked economic uncertainty. 
Socio-Cultural 
Low-cost airline expansion is mostly attributable to the growth in disposable income of the middle class and the accompanying lifestyle changes that characterise generation y travellers able to afford multiple short-trips each year. In contrast to previous generation travellers, generation Y filers have completely different expectations. Millennials expect to high a level of customer service without having to pay a premium and generally values those airline that offers advanced technological solution to manage itineraries.
Technological
In reference to the social changes occurring in the airline industry, there is a growing evidence that only those airlines will survive that are able to integrate digital channels into their distribution and marketing strategies. Past generation placed less emphasis on technology, however, for Generation Y travellers, technology is extremely important. Generation Y Travellers have the desire to remain constantly connected with their social environment, which suggests that airlines need to adopt a different digital communication strategy to reach out to their audience, moreover, the increased reliance on technology offers airline an opportunity to gain a deeper understanding of customer behaviour by analysis customer data voluntarily shared on digital platform.
Environmental 
The most recent concern for the industry is that a heat waves are becoming a frequent phenomenon (temperature rising above aircraft maximum ground operations temperature,) airlines may have to seek an alternative operations strategy to adjust to climate change. Even if Ryanair is using a modern and fuel-efficient aircraft fleet, there is a growing distress regarding low-cost airlines contribution to carbon emissions.
Legal
The legal challenge the European airline industry is facing revolves also around the Brexit referendum. In addition to the political and the economic uncertainly of the UK, details abut the future aviation laws governing UK flights are unknown. In the case of the hard Brexit scenario, airlines with flights between the UK and EU countries will be subject to restrictions that could reduce the demand for air travel between UK and the EU. Ryanair’s recent commentary showed that suspending all flights between the UK and the EU is a well probable outcome if the UK and EU decision makers will not reach legal consensus on this matter soon (based on Ryanair’s decision to gradually diversify from the UK, there is a prevailing pessimism in the industry, expecting the hard Brexit scenario). 
























Conclusion 
I needed to research about the current problems about Ryanair is facing. I found out about how Brexit had played a crucial part on what it had done to affect the airline trade. I have mentioned about how thousands of passengers were left stranded at airport and the staff going on strike because they were unhappy about the pay and condition issues. I’ve written about how passengers were unhappy for the changes that was introduced about the baggage system on which they have to pay extra to take their luggage’s on the airline and the problem the passengers got when they tried to get a refund or compensation for there cancelled flights. I have even talked about the alternative transport, which the passengers could use if they were not happy with Ryanair. I have used the FISHBONE analysis to see the cause of the problem that Ryanair has. The stakeholder analysis, where I looked at the internal, external and the connected areas. And finally looking at the PESTLE analysis where I looked ate all areas of the PESTLE and what are the problems in these areas and what are the benefits.





















Recommendation 
The major problem Ryanair is facing and need to be addressed is lack of poor customer service and human management issue. They need to sort the problem out immediately for the future if they do not want to lose their customers and there staff so they do not need to cancel anymore flights 
