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Decision making and problem solving are critically important areas for an organisation. This report will identify popular Models/Theories that can be used in organisations to assess problems within the Aviation Industry. Ryanair has seen large success over recent years due to its low-cost business model and has become the world's largest airline in terms of international passenger numbers. The purpose of this report is to establish Ryanair's operations, plans and problems.
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Ryanair is a low-cost Irish airline company modelled after the successful U.S. low cost carrier, Southwest Airlines. Ryanair’s strategic objective is to offer the lowest prices possible. According to Morris (2018), Ryanair started life as Danren Enterprises in 1984 run by the Ryan family, before being renamed Ryanair after the Irish businessman and co-founder Tony Ryan.
Although Ryanair is a successful company, it has several problems. Britain leaving the EU, Mismanagement and its present customer base in jeopardy, users of the carrier might seek alternative methods of travel due to the customer service and polices of Ryanair. 
Issues that will affect stake holders and Analysis models that can help identify problems and possible solutions will be assessed.
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Problem solving, and decision-making are important skills for an organisation, BusinessBalls (2017), explains that, the problem-solving process often involves decision-making and is very important for management and leadership to understand that when problems arise, there is an effective system in place to resolve them efficiently and effectively. Similarly, Aparicio (2018), explains that, organisations whether small or large will encounter situations where the decision-making process will become necessary.
[bookmark: _Hlk519828937]An effective approach is to apply models and theories to assess problems accurately. According to, Plotczyk (2018), using various models and theories, the problem-solving processes becomes a strong focus on data gathering, Information and most parts and pieces of a problem, as well as internal & external factors that impact the problem, these models are a key part of any problem-solving process within an organisation.
Problem solving, and Decision-making models are required for the many challenges that arise within the workplace. There are a range of different theories that can be used to find a solution. Professional Academy (2018), identifies and explains that, SWOT analysis, helps evaluate the strengths and weaknesses of an organisation, a business proposition or idea. Process Policy.com (2018), talks about PESTLE analysis as an analytical tool that helps an organisation monitor the external influences and factors that may have an impact, as well as identify threats and weaknesses to the organisation. 
[bookmark: _Hlk519817397]The Fishbone model is an example that is commonly used to identify problems within organisations. EBA (2016), explains that, the fishbone Model which is often referred to as a cause and effect model, is a simple tool that allows a quick and effective way to understand root causes, in the pursuit of corrective actions, a tool that is used for brainstorming issues and causes of specific problems. Similarly, a stakeholder analysis as described by, GroupMap (2018), states that, a stakeholder analysis is the systematic identification, evaluation, and prioritization of everyone who has an influence on the organisation. According to Research to Action (2018), a stakeholder is any group, person or institution that has an interest within an organisation.
Rochon (2017), explains that organisational theories study how people act and react within organisations, the principles of these models and theories guide successful business management, and determines how organisations interact with each other. Ryanair is one such company that by applying these theories, a better understanding of the company’s problems can be achieved. According to O’Conner (2018), of the Independent.ie reports that, the CEO of Ryanair Michael O’Leary said himself that "it is a significant management failure in our rostering department", this refers to the problem over pilot leave and flight cancellations, but others see it as a major systemic challenge, writes O'Connor (2018).


[bookmark: _Hlk519829318][bookmark: _Hlk519559512]Ryanair is a low-cost Irish airline company, and according to Morris (2018), Ryanair started life as Danren Enterprises in 1984 run by the Ryan family, before being renamed Ryanair after the Irish businessman and co-founder Tony Ryan. Mr Ryan was also founder of the aircraft leasing company, Guinness Peat Aviation. Ryanair DAC (2018), states that it was set up with a share capital of just £1, with a workforce of just twenty-five and a single 15-seater Bandeirante aircraft, with its cabin crew recruits being less than 5ft 2 inches tall to be able to operate in it.
[bookmark: _Hlk519565581]According to, Bloomberg News (2007), Ryanair launched its first route in July 1985, operating daily from Waterford in the southeast of Ireland to London Gatwick. Tungate (2017), states that, in 1986 Ryanair further expanded by adding the Dublin–Luton route to compete with British Airways and Aer Lingus. At this point, the carrier was the same as any other, trying to provide superior service to its customers. Ryanair has since become one of the largest airlines in Europe as stated by its own website, Ryanair DAC (2018). According to Harbison (2015), one very important reason to Ryanair's growth was because of the EU de-regulation of the airline industry, by allowing greater competition. 
[bookmark: _Hlk519827896][bookmark: _Hlk519653223]Ryanair appoints Michael O’Leary as their CEO in 1994, writes Powley (2015), of the Financial Times. According to, EuropeanCEO (2014), clever, colourful and controversial Ryanair CEO Michael O'Leary has made millions providing flyers with no thrills, low cost air travel, and has turned Ryanair in to Europe’s largest low-cost carriers. According to, Davis (2017), Ryanair has its problems, from mismanagement issues to customer service. Ryanair will also have difficulties with (BREXIT), as CAPA (2018), mentions that, Britain leaving the European Union (BREXIT), will pose difficulties for the aviation industry.
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[bookmark: _Toc519829232]1.2.1 BREXIT

[bookmark: _Hlk519707306][bookmark: _Hlk519828623]According to Corbett (2016), the Labour MEP for Yorkshire & Humber says that, “Britain has the largest aviation network in Europe and the third largest in the world, it’s not just about convenient travel but it’s a vital economic sector, facilitating business links for our exporters creating jobs, and bringing in tax revenues”. Corbett (2016), also says, “this is now in jeopardy unless the government negotiates a specific deal or Britain changes its mind about Brexit, the UK will be out not just of the EU, but of the European single aviation market, there is no contingency option for aviation if Britain leaves the EU without a deal”.
According to Topham (2018), of The Guardian, Ryanair has applied for a British air operating licence so that it can keep its UK domestic routes flying after Brexit. Spector (2018), reports that, Britain and the EU are working on a deal to aide businesses adapt to Brexit, via a smooth transition, which will allow Britain to follow EU regulations for at least 21 months after its departure from the EU, however Airlines based within the EU can fly freely between the EU and the US under the Open Skies Agreement.
According to, Calder (2018), Ryanair now has softened its warnings on Brexit and, says “you won’t see planes grounded” after 29 March 2019", this is the intended date in which the UK leaves the EU. But it still fears open skies may not continue beyond 2020. Calder (2018), also states, Ryanair’s main base of operations in the UK, is taking advantage of the policy that allows any EU carrier to fly anywhere within the European Union. Calder (2018), of the Independent, also writes that the chief executive, Michael O’Leary, said: ““We have not got a plan B. We haven’t even got plan A-and-a-half yet”. Ryanair’s leading rival, easyJet, has already announced that it is setting up an Austrian subsidiary to allow it to continue to fly intra-EU routes after Brexit writes Calder (2018).

[bookmark: _Toc519829233]1.2.2 Mismanagement

[bookmark: _Hlk519802706]At Ryanair, cost-cutting culture has been taken to an extreme, writes Miller (2013), of the BBC. Smith (2013), reports that, Ryanair's attitude to customer care is appalling, adding that, one user of the airline commented by saying, he found it: “aggressive and hostile towards customers and the staff are rude and unpleasant”. Kim (2015), of the Telegraph, writes that, Ryanair was fined €550k by the Italian competition watchdog for poor customer service. This was due to customers complaining about the lack of transparency in their travel insurance policies and the obstacles created in the case of a refund.
Technological issues, such as online bookings are also a problem for Ryanair. Michell (2017), writes that, due to Ryanair releasing flights for as low as £5 promoting their latest flash sales, their website now seems to be having major problems and has crashed. Michell (2017), further adds, Disgruntled customers have taken to Twitter to report problems they are experiencing by saying, “Ryanair would throw a flash sale then take their website down, so people can't buy cheap flights”, there is great distrust among customers for this company.
Martin (2017), states that, Ryanair flight cancellations have been caused by a backlog of staff holidays due at the end of the year. Ryanair said it had to allocate pilots' leave time to September and October to accommodate everyone's days off. By doing this Ryanair’s management has caused hundreds of thousands of customers loss and stress that have already booked flights.
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Ryanair has been under a lot of pressure since it announced the cancellation of 2,100 flights   due to an error over pilot holiday rosters. Williams (2017), states that, the carrier cancelled a further 18,000 winter flights, which will affect 400,000 customers. The Civil Aviation Authority has accused Ryanair of ‘not complying with the law’ by failing to tell passengers they were entitled to use other carriers to be re-routed. According to Roberts (2017), Ryanair initially resisted calls for customers to be provided with alternative carriers because it would have to pay for the re-route. Roberts (2017), further adds that, many customers had threatened the Ryanair with legal action over the situation, demanding compensation for hotels already booked and other expenses.
[bookmark: _Hlk519815504]Robertson (2019), reports that, Chief executive Michael O’Leary has said on the BBC, “One thing we have looked at in the past and are looking at again is the possibility of maybe putting a coin slot on the toilet door so that people might actually have to spend a pound to spend a penny in future.” Robertson (2019), further adds, charging customers to use the toilet might result in fewer customers using Ryanair.
[bookmark: _Hlk519830418][bookmark: _Hlk519828091][bookmark: _Hlk519828303]Customers of Ryanair might seek alternative methods of travel due to the customer service and polices of Ryanair. The competitor to Ryanair Easy Jet is the most probable alternative. According to Morris (2018), EasyJet has seen a positive trading environment, from Ryanair’s flight cancellations. Holiday makers can also look for other means of travel, example: Trains, Cruise ships and coach. The bad experiences that customers of Ryanair have had will defiantly be a factor in how people make their choice.
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According to, Morestream (2018), a Fishbone diagram is a tool that can help an organisation perform a cause and effect analysis for a problem that it needs to solve. The Fishbone tool enables you to discover the root cause of a problem, by brainstorming issues and causes. This tool is also called a cause and effect diagram or an Ishikawa diagram. Morestream (2018), also states that, Dr Kaoru Ishikawa developed the Fishbone Diagram at the University of Tokyo in 1943. Hence the Fishbone Diagram is frequently referred to as an Ishikawa Diagram.
12Manage (2018), explains the the advantage of this tool as the benefit of using the Fishbone diagram establishes a precise understanding of the problem, and its possible to eliminate the root cause of the problem at whole rather than solving a part of the problem.
It does not help you solve the problem, says Bulsuk (2009), because of its simplicity it’s difficult to represent the truly interrelated nature of problems and causes in some very complex situations, but does identify potential root causes.
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GroupMap (2018), states that, a stakeholder analysis is the systematic identification, evaluation, and prioritization of everyone who has an influence on the organisation. According to Research to Action (2018), a stakeholder is any group, person or institution that has an interest within an organisation.

Ryanair Stake Holder/Stake Holder Mapping
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1.2.6 PESTLE Analysis/Ryanair
	Element
	Factor
	Business Impact

	Political
	BREXIT 

 



	According to, Calder (2018), Ryanair now has softened its warnings on Brexit and, says “you won’t see planes grounded” after 29 March 2019", this is the intended date in which the UK leaves the EU. But it still fears open skies may not continue beyond 2020

	Economic
	Fuel Prices






	Greer (2018), states that, Ryanair has warned that rising oil prices could take the gloss off its performance over the next 12 months

	Sociological
	Increase demand to travel to more European destinations







	family trips, business trips. People opt to use budget airlines for short haul flights because it's extremely cheap

	Technological
	Online Bookings







	it is necessary for Ryanair to invest in proper technology and keep its technology up to date to remain competitive.

	Legal
	Governmental Bodies (Aviation Authorities)







	Fines can be applied for failing to tell passengers their rights as a customer that they are entitled to use other carriers in case of re-route procedure According to Roberts (2017)

	Environmental
	CO2 Emissions







	Fines can be applied if CO2 Emissions are not controlled.
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In conclusion Ryanair Has had phenomenal success and has now become Europe’s largest low-cost carrier.  According to, EuropeanCEO (2014), clever, colourful and controversial Ryanair CEO Michael O'Leary has made millions providing flyers with no thrills, low cost air travel. Yet customer service is an area where Ryanair need to excel. Customers might seek alternative methods of travel if the levels of service do not increase. According to Morris (2018), EasyJet has seen a positive trading environment, and there is a big chance for Ryanair’s customers to switch loyalty.
With BREXIT looming hardships for the aviation industry will become a reality. Corbett (2016), says, “this is now in jeopardy unless the government negotiates a specific deal or Britain changes its mind about Brexit, the UK will be out not just of the EU, but of the European single aviation market, there is no contingency option for aviation if Britain leaves the EU without a deal”.


[bookmark: _Toc519829238]1.4 Recommendations

The Report indicates that, there is a need For Ryanair to assess their customer service priorities. An effective approach is to apply models and theories to assess problems accurately. According to, Plotczyk (2018), using various models and theories, the problem-solving processes becomes transparent and easier to apply. 










[bookmark: _Toc519829239]1.5 Reference List

12Manage. (2018) Cause and Effect Diagram | Fishbone Diagram (Kaoru Ishikawa)’ [Online]. Available: https://smallseotools.com/plagiarism-checker/, Accessed: [19th, July, 2018]
Aparicio, A. (2018) ‘Problem Solving in Organizations: Skills, Steps & Strategies’ [Online. Available: https://study.com/academy/lesson/problem-solving-in-organizations-skills-steps-strategies.html, Accessed [16th, July, 2018]
Bloomberg News. (2007) ‘Tony Ryan, Who Founded Discount Airline, Dies at 71’ [Online]. Available: https://www.nytimes.com/2007/10/04/business/04ryan.html, Accessed: [17th, July, 2018]
Bulsuk, K. (2009) ‘5-Why Weaknesses’ [Online]. Available: https://www.bulsuk.com/2009/09/5-why-weaknesses.html, Accessed: [19th, July, 2018]
BusinessBalls. (2017) ‘Decision-Making and Problem-Solving’ [Online]. Available: https://www.businessballs.com/problem-solving-and-decision-making/decision-making-and-problem-solving-108/, Accessed [15th, July, 2018]
Calder. (2018) ‘Ryanair will keep flying through Brexit until 2021, says airline executive’ [Online]. Available: https://www.independent.co.uk/travel/news-and-advice/ryanair-brexit-flights-kenny-jacobs-open-skies-transition-disruption-a8245251.html, Accessed: [19th, July, 2018]
CAPA. (2018) ‘Brexit and aviation: UK airline access to EU markets to diminish, as airlines prepare for the worst’ [Online]. Available: https://centreforaviation.com/analysis/reports/brexit-and-aviation-uk-airline-access-to-eu-markets-to-diminish-as-airlines-prepare-for-the-worst-400044, Accessed: [18th, July, 2018]  
Corbett. (2018) ‘Brexit and Aviation’ [Online]. Available: https://www.richardcorbett.org.uk/brexit-briefings/brexit-and-aviation/, Accessed: [18th, July, 2018] 
Davis, R. (2017) ‘Ryanair staff brand company a 'disgrace' over handling of issues’ [Online]. Available: https://www.theguardian.com/business/2017/sep/22/ryanair-pilots-michael-oleary-cancellations, Accessed: [18th, July, 2018]
EBA. (2016) ‘7 Steps to a Fishbone Diagram and to Identifying Those Causes’ [Online]. Available: http://www.educational-business-articles.com/fishbone-diagram/, Accessed: [17th, July, 2018]
EuropeanCEO. (2014) ‘Michael O’Leary | Ryanair’ [Online]. Available: https://www.europeanceo.com/profiles/michael-oleary/, Accessed: [17th, July, 2018]
Greer, S. (2018) ‘Ryanair cautious on fuel costs as profits take off’ [Online]. Available: https://www.manchestereveningnews.co.uk/business/business-news/ryanair-profits-manchester-fuel-oleary-14683903, Accessed: [20th, July, 2018]
GroupMap. (2018) ‘Stakeholder Analysis’ [Online]. Available:  https://www.groupmap.com/map-templates/stakeholder-analysis/, Accessed: [17th, July, 2018]  
Harbison, N. (2015) ’21 Facts about Ryanair That will Blow Your Mind’ [Online]. Available: https://lovin.ie/travel-food/21-facts-about-ryanair-that-will-blow-your-mind, Accessed: [17th, July, 2018]
Kim, S. (2015) ‘Ryanair fined €550k for poor customer service’ [Online]. Available: https://www.telegraph.co.uk/travel/news/ryanair/Ryanair-fined-550K-for-poor-customer-service/, Accessed: [19th, July, 2018]
Magrath, A. (2014) ‘Ryanair named second-worst brand in the WORLD for customer service (but AXA insurance comes top of the poll)’ [Online]. Available: http://www.dailymail.co.uk/travel/travel_news/article-2812512/Ryanair-named-second-worst-brand-WORLD-customer-service-AXA-insurance-comes-poll.html, Accessed: [19th, July, 2018]
Martin, W. (2017) ‘Ryanair is cancelling hundreds more flights — but promises its problems are now over’ [Online]. Available: http://uk.businessinsider.com/ryanair-cancelled-flights-staff-shortage-2017-9, Accessed: [19th, July, 2018]
Miller, C. (2013) ‘Ryanair and Easyjet: The history of the peanut airlines’ [Online]. Available: https://www.bbc.co.uk/news/business-22888304, Accessed: [17th, July, 2018]
Mitchell, L. (2017) ‘Ryanair DOWN - flight website NOT working as they launch £5 flash-sale’ [Online]. Available: https://www.dailystar.co.uk/travel/travel-news/599011/Ryanair-down-website-crashed-not-working-flight-sale, Accessed: [19th, July, 2018]
Morestream. (2018) ‘Fishbone Diagram’ [Online]. Available: https://www.moresteam.com/toolbox/fishbone-diagram.cfm, Accessed: [19thth, July, 2018]
Morris, H. (2018) ‘Private jets and bags of booze: 13 things you might not know about Ryanair’ [Online]. Available: https://www.telegraph.co.uk/travel/travel-truths/ryanair-surprising-facts-trivia/, Accessed: [16th, July, 2018]
Neate, R. (2017) ‘Ryanair to face select committee investigation over working conditions’ [Online]. Available: https://www.theguardian.com/business/2017/dec/20/ryanair-working-conditions-investigation-michael-o-leary, Accessed: [19th, July, 2018]
O’Connor, F. (2018) ‘Ryanair faces into the problems of its own phenomenal success’ [Online]. Available: https://www.independent.ie/business/irish/ryanair-faces-into-the-problems-of-its-own-phenomenal-success-36160474.html, Accessed: [16th, July, 2018]
Plotczyk, P. (2018) ‘The Common flaw of all Problem-Solving Models’ [Online]. Available: https://thesystemsthinker.com/the-common-flaw-of-all-problem-solving-models/, Accessed: [16th, July, 2018]
Powley, T. (2015) ‘Michael O’Leary, Ryanair CEO: Growing up in public’ [Online]. Available:  https://www.ft.com/content/50ca478c-677c-11e5-a57f-21b88f7d973f, Accessed: [17th, July, 2018] 
Process Policy. (2018) ‘What is PESTLE Analysis’ [Online]. Available: https://processpolicy.com/pestle-analysis.htm, Accessed: [16th, July, 2018]
Professional Academy. (2018) ‘Marketing Theories- PESTLE Analysis’ [Online]. Available: https://www.professionalacademy.com/blogs-and-advice/marketing-theories---pestel-analysis, Accessed: [16th, July, 2018]
Research to Action. (2018) ‘Stakeholder Analysis: A basic introduction’ [Online]. Available: http://www.researchtoaction.org/2012/05/stakeholder-analysis-a-basic-introduction/, Accessed: [17th, July, 2018]  
Roberts, R. (2017) ‘Ryanair accused of 'barring customers from new compensation offer' over cancelled flights’ [Online]. Available: https://www.independent.co.uk/news/uk/home-news/ryanair-flight-compensation-denying-customers-latest-offer-a7977666.html, Accessed: [19th, July, 2018]
Robertson, E. (2009) ‘Ryanair slammed over toilet charge proposal’ [Online]. Available: http://www.travelweekly.co.uk/articles/30359/ryanair-slammed-over-toilet-charge-proposal, Accessed: [19th, July, 2018]
Rochon, M.P. (2017) ‘What are the Five Contemporary organizational Theory Models’ [Online]. Available: https://bizfluent.com/info-8544476-five-contemporary-organizational-theory-models.html, Accessed: [16th, July, 2018]
Ryanair DAC. (2018) ‘History of Ryanair’ [Online]. Available: https://corporate.ryanair.com/about-us/history-of-ryanair/, Accessed: [16th, July 2018]
Smith, O. (2013) ‘Ryanair “Worst” brand for customer service’ [Online]. Available: https://www.telegraph.co.uk/travel/news/ryanair/Ryanair-worst-brand-for-customer-service/, Accessed: [18th, July, 2018]   
Spector, F. (2018) ‘Ryanair: Airline to sell tickets for flights which may NOT fly after Brexit happens’ [Online]. Available: https://www.express.co.uk/travel/articles/913142/ryanair-brexit-news-selling-tickets-flight-cancelled, Accessed: [18th, July, 2018] 
Topham, G. (2018) ‘Flyer beware: Ryanair to sell tickets with Brexit caveat’ [Online]. Available: https://www.theguardian.com/business/2018/mar/09/flyer-beware-ryanair-to-sell-tickets-with-brexit-caveat, Accessed: [18th, July, 2018] 
Tungate, M. (2017) ‘A brief history of Ryanair’ [Online]. Available: https://www.managementtoday.co.uk/brief-history-ryanair/any-other-business/article/1449458, Accessed: [16th, July, 2018]
Williams, H. (2017) ‘Ryanair says it has settled first wave of flight fiasco’ [Online]. Available: https://www.metro.news/ryanair-says-it-has-settled-first-wave-of-flights-fiasco/768628/, Accessed: [19th, July, 2018]
[bookmark: _Toc519829240]1.6 Appendix


SWOT- Ryanair
[image: ]














image1.png
) o 3

strategic-management-ryanai X MG

<« c @ ® @ hitps//image slidesharecdn.com/stra

£+ Most Visited (@ Getting Started @ Moxilla Firefox Start P... @ New Tab

SWOT Matrix

Strengths

Brand name

Low airport charge
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All Boeing aircraft make it low maintenance cost
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Weaknesses

Prone to bad press

Niche market: restricted expansion possibility
Distance from some regional airports make
inconvenience to the traveler

Poor service

Extremly sensitive in changing fare

Opportunities

European Union expansion

Scope of potential market to capture
Benefits from less exposure geographical risk

Economic slowdown helps Ryanair to promote
their strategy of low fare

Threat

Oil market fluctuation
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Limited growth in Southern Europe
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