

[bookmark: _Hlk508699997][bookmark: _Hlk508723846][bookmark: _Hlk508729269][bookmark: _Hlk508735261]Dame Carolyn McCall moved into EasyJet after spending twenty-four years at the Guardian Media Group, and the company was described to be “in chaos” (Fortune Magazine, 2015). During her time at EasyJet, Dame Carolyn McCall “championed a leadership philosophy of being more interested in people than planes” (Kakar, 2017). Her leadership and customer-first approach could be seen as the force that turned EasyJet around and bettered the aviation industry, with Ryanair’s Michael O’Leary saying that “she forced us to up our game on customer service” (Hollinger, 2017). This essay will analyse the different roles played by Dame Carolyn McCall as a manager and leader in EasyJet using Mintzberg’s (Huczynski & Buchanan, 2013) classification of ten essential managerial roles.
[bookmark: _Hlk508710445]The leader role in Mintzberg’s managerial roles (Huczynski & Buchanan, 2013) could be described as the role a manager plays to develop a motivational culture within the organisation and inspiring the team with a clear vision to achieve organizational goals. Examples of what a manager does to play this role include selecting and training team members and uniting the team as one to work to the best efforts for the organisation. The leader could be seen as one of the most significant roles and is involved in all that a manager does within the organisation (Mullins, 2016).
Dame Carolyn demonstrates how she has played this role within EasyJet in her interview with CMI Professional Manager magazine. She illustrates to Dina Medland what she does to encourage and motivate, stating that management conferences are held twice a year including workshops for debating. In these management conferences there will be strategy and vision on the agenda and the meeting can involve all or any dilemmas to clarify and work towards improvement. To keep all eyes on the ball and increase productivity, she also holds meetings with the top fifty senior leadership executive team both one to one and as a group.
In an interview with Fortune Magazine (2015) Dame Carolyn McCall tells a story of how, in the early stages of her career with EasyJet, her and her CFO began feeling strained, but she did not lose sight of the business model they believed was good, saying they were on the “right side of structural change” (Fortune Magazine, 2015).
A study compiled by Management Today magazine, which is the largest peer review of its kind, awarded Dame Carolyn McCall as the most admired leader in Britain (Burn-Callander, 2015). Dame Carolyn McCall “impressed her senior industry peers with her ambitious growth strategy at the airline” (Burn-Callander, 2015), being voted as the most admired leader entirely on merit as this is a non-prompted survey (Management Today, 2018).
These shows Dame Carolyn McCall playing the role of the leader. There is evidence to show how she motivates her staff, keeps ahead by keeping contact with her team, exploring opportunities to keep the vision through meetings with her staff.
[bookmark: _Hlk508713866]The monitor role in Mintzberg’s managerial role “identifies the manager in seeking and receiving information (Mullins, 2016). When a manager plays the role of a monitor, they will go and find out things for themselves. Absorbing information from internal and external sources, formally or informally, to identify gaps or issues that could be improved. 
At Luton there are daily operations meetings at 9:30am. Dame Carolyn McCall usually attends the Monday meetings to hear the gathered information on punctuality, weather, crew and customers. In her interview with World Travel Market (2012) she tells of how involved she was in the operations issues, that she dealt with issues most CEO’s don’t, and that the ops team push her away and tell her “everything was fine and not to worry” because she involved herself and made it her job to know and understand (2012). The meetings also included a dial up call for employees to be able to contact her.
EasyJet pilot Captain Angus Hogg spoke on a podcast on BBC Radio (2018) about his experience of Carolyn McCall in the early stages of her career at EasyJet. He said that he was not happy with cost cutting so he wrote to her directly. To his surprise he received a phone call off her later in the evening and rectified the issue the next day. Dame Carolyn McCall took this information from the pilot on board and used it to progress internal aspects of the company.
[bookmark: _Hlk508714041]Dame Carolyn McCall is not afraid to get stuck in. There are also stories of how Dame Carolyn McCall helps the cabin crew. She takes a rubbish bag and walks along the aisles collecting rubbish. She uses this time to speak to customers on board the plane, building a relationship through face to face contact, getting to know her customers and gaining information from them. This shows how Dame Carolyn McCall has played the monitor role in EasyJet.
Another of Mintzberg’s managerial roles in the disturbance handler. In this role, a manager will take corrective action for any problems, find remedies for mistakes, address bad publicity with the aim to improve it and dealing with any unexpected events. Mullins (2016) explains that the disturbance handler “involves the manager reacting to involuntary situations”. As a manager, they must take on the disturbance handler role in order to straighten out any problems involving the organisation, internally and externally.
Again, EasyJet pilot Captain Angus Hogg’s experience with Dame Carolyn McCall demonstrates an example of how she played the disturbance handler role, as well as the monitor role. Dame Carolyn McCall handled this situation to take on the information from the pilot and used it to correct the problem.
With Britain leaving the European Union, the pound has fallen in value (Gottlieb, 2017). This has affected EasyJet’s income and the airline experienced a drop in profit for the first time in six years (Farrell, 2016). Despite this, Dame Carolyn McCall says EasyJet remains “resilient” (Farrell, 2016). Dame Carolyn McCall was said to be moving to get an air-operating certificate in Europe so that the airline will not have any restrictions due to any outcomes of Brexit. It was later confirmed that the AOC would be applied from Austria (Gerrard, 2017).
In an article by Clark (2011) Dame Carolyn recalls all the problems she has faced since starting at EasyJet. Those problems are large disturbances and include a “volcano eruption aftermath, air traffic control strikes, the worst weather in 30 years and fuel going through the roof”. She goes on to say how the organisation had “dealt with them”. She played the role of the disturbance handler when dealing with all of these problems.
The Entrepreneur role is to be played by managers according to Mintzberg (Huczynski & Buchanan, 2013). Entrepreneurial characteristics are that of searching for opportunities to adapt and improve. This role involves the manager being innovative and looking for the next move. They will improve existing situation as well as creating and developing new ideas, products and procedures. 
When recruiting, Dame Carolyn McCall says she looks for the best person for the job. Whether that person be brought in from another company, promoted up or promoted across from one role to another. Within the first six months she parted ways with the operations director and the commercial director, made the commercial director two roles instead of one, and then promoted three people from within to fill those roles (Fortune Magazine, 2015). Dame Carolyn McCall said she spent the first eight months at EasyJet focused on getting the right people in the right jobs to lead the organization. 
Dame Carolyn McCall decided to focus on customer service. When she was being recruited, she was the only candidate to ask to speak to the operations manager (Fortune Magazine, 2015). The operations manager told her the main three problems that need to be solved to improve EasyJet. The first point of the operations manager was the lost trust of customers. Due to delays, late arrivals and departures, EasyJet needed to regain the trust of customers. 
[bookmark: _Hlk508729957]Dame Carolyn McCall said in the Fortune Magazine (2015) that if you are not good with customers, you will never achieve your best outcomes. She took it upon herself to ensure EasyJet practices better customer service. An article by Golding (2016) describes how Dame Carolyn McCall stood out as a CEO that really values the customers views and experience feedback. He tells of how he refused to be a customer of EasyJet after a bad experience with them, then he had no choice but to fly with them again a year later. He had a bad experience for the second time, so decided to email Dame Carolyn McCall directly. He did not expect a reply, as he has contacted CEO’s previously with either no reply or a reply off someone else in the organisation. To his surprise, Dame Carolyn McCall called him personally and discussed the issue with empathy and demonstrated her focus on customers. This personal experience with Dame Carolyn McCall reinforces that she is developing a new norm with airlines to put the customers first.
[bookmark: _Hlk508731064]Mintzberg’s ten managerial roles also includes the resource allocator. The resource allocator is the role that the manager takes when allocating resources to different departments. To take this role the manager will be involved in making decisions on budgets, schedules decides in which department resources will be used most efficiently, getting the best outcomes for the organisation. 
Dame Carolyn McCall is said to have a “reputation for ruthless decisions” (Clark, 2011). A large decision made early on by Dame Carolyn McCall was telling senior ranks to focus on punctuality. EasyJet’s record at its Gatwick base dropped to 48% in the first year under Dame Carolyn McCall but the airline was gradually improving over time with 72% of flights departing on time in the four months of 2011. She aims for 80% punctuality for the month ahead and vows to never let EasyJet go below 70% again.
In her interview with the World Travel Market (2012) Dame Carolyn McCall explains her decision to take the EasyJet base out of Madrid. She said that it would be more profitable for EasyJet to not be based in Spain but fly there. Spain is now in economical difficulty and mostly inbound market. She said it was a “very easy economic decision” to leave Spain but still serve there well. Dame Carolyn McCall demonstrates her abilities in allocating resources with these decisions.
[bookmark: _Hlk508736137][bookmark: _Hlk508736862]This essay has identified and analysed Dame Carolyn McCall as a manager and leader at EasyJet and how she played managerial roles as classified by Mintzberg (Huczynski & Buchanan, 2013). The examples included in this essay demonstrate how she took on the role of the leader, monitor, entrepreneur, disturbance handler and resource allocator. It could be argued that Dame Carolyn McCall turned the EasyJet organisation around, taking from the badly reviewed inefficiently operated organisation that it was when she began, to the customer focussed, reliable company it is today. 
There is evidence demonstrating how Dame Carolyn McCall played each role. For the leader role she encouraged and motivated in meetings and focused on the good business model when she would get tired or stressed. For the monitor role she attends 9:30am meetings to keep informed, communicating with employees such as Captain Angus Hoggs to solve problems, and finding informal ways to communicate with customers on board the plane. She demonstrates her entrepreneurial skills when recruiting, ensuring the right people are in the right jobs, and she decided to focus on customer care in the early stages to rebuild EasyJet’s reputation. She handled unexpected problems such as Brexit which shows her playing the disturbance handler role. The resource allocator role takes her to making decisions for the organisation, such as telling the senior ranks to focus on punctuality and leaving Madrid.
Dame Carolyn McCall brought a wealth of new views to the aviation industry, influencing other airlines to treat customers better and pushing them to compete, and rebuilt the EasyJet brand back up with good managerial roles and her great leadership (Hollinger, 2017). 
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