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INTRODUCTION
Organisational culture is defined as the values, beliefs, ways of behaving, and ways of doing things within an organisation (Williams, 2022). According to Williams (2022), organisational culture has an impact on the way employees behave within an organisation. As discussed by Mullins and Christy (2016), organisational culture is an important aspect of an organisation since it has an impact on the organisational structure, leadership, and motivation of the employees. A good organisational culture is said to improve organisational performance and behaviour (Mullins and Christy, 2016; Williams, 2022).
This report is based on the organisational culture of one of the largest and most recognised airlines in the United Kingdom, thus, British Airways. The organisation is operating in a highly competitive and globalised industry like the aviation sector, where organisational culture is critical to the quality of services, safety, and satisfaction of customers, in line with the discussions by Ting (2023). The organisational culture of British Airways is critical to the understanding of the manner in which the employees of the firm conduct themselves while providing services to the customers. This report aims to critically discuss the impact of organisational culture on the structure and decision-making process of British Airways. Additionally, the various cultural models will be discussed, as well as the response of organisational culture to environmental changes and its impact on the organisation.

ORGANISATIONAL CULTURE AND STRUCTURE
Organisational culture affects employees' expectations and determines their reaction to customers, colleagues, and even the management (Metz et al., 2020). A study by Williams (2022) highlighted that, in most organisations, organisational culture has been built over the years through the leadership style, organisational history, and the culture promoted or discouraged within the business environment. In large organisations like British Airways, organisational culture is an important aspect of how employees go about carrying out their responsibilities (Chowdhury, 2025). Indeed, in an organisation like British Airways, which is a leading airline in the highly competitive global aviation industry (Ting, 2023), it is important to have a culture that values safety, professionalism, teamwork, and the provision of quality services to customers, following the discussions by Metz et al. (2020) All these aspects of culture guide employees like pilots, cabin crew, engineers, and ground staff on how to carry out their responsibilities and how to relate to customers.
Organisational culture also impacts the structure of the company. According to Gaspary et al. (2020), organisational structure can be defined as the way in which tasks and responsibilities are structured in the organisation. Gaspary et al. (2020) argues that organisational culture and structure go hand in hand in the sense that the values of the organisation determine the structure in which responsibilities and authority are allocated. In companies where safety and coordination are paramount, such as in airlines, the structure needs to be formal and clear. In the case of British Airways, the organisational culture promotes a structured hierarchy where there is a clear definition of roles and responsibilities (Chowdhury, 2025). For instance, the pilots are in charge of the flight, the cabin crew are concerned with the safety of the passengers, while the ground staff are concerned with the check-in procedures. This structured hierarchy ensures that the job is done in the most efficient way possible. It also ensures that the procedures are followed to the letter, which is important in the airline business (Bouttell, 2025).
Organisational culture may also affect the decision-making process within the firm. The way decisions are made in organisations can either be centralised or decentralised, which largely depends on the culture of the company (Bamidele, 2022). In the aviation sector, for example, many decisions are often centralised, especially in safety-sensitive industries. At British Airways, safety and reliability are two important values of the company’s culture (British Airways, n.d.), implying that decisions are made through strict policies and procedures set by the company’s senior management and the aviation regulators. For instance, decisions concerning aircraft safety, flight schedules, and procedures are normally taken at a higher management level to ensure that such decisions are compliant with international aviation standards. However, the organisational culture also promotes teamwork and communication among the employees. For instance, cabin crew are encouraged to report any safety concerns, passenger concerns, or other concerns that may be experienced during a flight. This indicates that although a formal structure is used in decision-making, employees are encouraged to contribute their knowledge to ensure that managers make effective decisions, in line with the discussions by Kassem et al. (2023). Moreover, the customer service culture within British Airways is likely to impact the decisions made by the operational staff in their daily activities (Chowdhury, 2025). For instance, the cabin crew is likely to adjust their mode of service delivery to suit the customers’ demands and expectations during a flight (Metz et al., 2020). In addition, the ground staff is likely to make decisions to address customer concerns effectively to ensure customer satisfaction and service delivery (Kassem et al., 2023). This is an indication of how organisational culture is likely to impact the structure of an organisation and the decisions made by the employees while carrying out their activities (Gaspary et al., 2020).

CULTURAL MODELS AND THEORIES
The concept of organisational culture can be best understood through the application of various theoretical models, which include the various theories that have been developed by various scholars, including Schein, Hofstede, and Handy, which help in understanding organisational culture in a practical context.
Schein’s Model of Organisational Culture continues to be one of the most commonly used models for the study of organisational culture (Westover, 2024). As explained by Schein (2020), the concept of organisational culture consists of three levels: artefacts, espoused values, and basic underlying assumptions. Artefacts are used to describe the manifestations of the culture, whereas espoused values are used to describe the principles and strategies adopted by the organisations, and basic underlying assumptions are used to describe the beliefs that guide the operations of the organisations (Schein, 2020). In the context of British Airways, artefacts are easily recognisable under the airline's professional service standards, uniforms, and service protocols of the organisation’s staff. For instance, the cabin crew follows specific guidelines in their interaction with the passengers, in the delivery of safety talks and the provision of onboard services during flights, showing the organisation's dedication to professionalism and high standards of service, as described by Senturk (2020). The espoused values of British Airways include safety, excellence in customer relations, reliability, and teamwork (British Airways, n.d.; Yılmaz, 2022). The values are promoted by the firm through its training programs, operational practices, and communication (Yılmaz, 2022). On another level, the underlying assumption of the airline is that safety and customer satisfaction are to be prioritised at all costs. Employees, whether pilots, engineers, or cabin crew, are trained to ensure that safety and professionalism are at the heart of everything they do (Ting, 2023). This is an underlying assumption of the firm, which is critical in the aviation industry because the consequences of failure can be severe, in line with the discussions by Mullins and Christy (2016).
A further useful model for understanding organisational culture is the Hofstede’s Cultural Dimensions Theory. Hofstede originally created the model to understand the differences in culture between nations; however, it may also be utilised to understand the culture of organisations which operate on an international level (Żemojtel-Piotrowska and Piotrowski, 2023). The model also encompasses other factors such as power distance, uncertainty avoidance, individualism-collectivism, masculinity-femininity, long-term orientation, and indulgence-restraint (Żemojtel-Piotrowska and Piotrowski, 2023). British Airways is a global airline that employs people from different nationalities, as indicated by the British Airways (n.d.), therefore, cultural diversity is a vital aspect of its organisational culture. Moving on to power distance, the airline industry is a highly structured field (Chan and Li, 2022). As highlighted by Chan and Li (2022), pilots, flight attendants, and ground staff have specific roles to perform and are required to respect their superiors and adhere to airline rules and regulations. This is because a structured hierarchy is a prerequisite in the airline industry to avoid any mishaps, as noted by Gaspary et al. (2020). Nevertheless, British Airways also promotes employee and management (Kassem et al., 2023). For instance, the flight staff are required to raise their concerns regarding safety and service on a flight. This implies that though the airline is a hierarchical organisation, it also promotes employee and management communication, as discussed by Kassem et al. (2023). Another important dimension is uncertainty avoidance, which implies the way the company handles risk or uncertainty. The airline industry is a highly regulated sector, where safety rules and guidelines must be adhered to at all times (Kazemi, 2022). British Airways exhibits a high level of uncertainty avoidance, given the airline’s strict adherence to safety rules, guidelines, and staff training (Kassem et al., 2023). Example, pilots must follow a set of guidelines while flying, whereas the maintenance staff must follow strict guidelines while performing their duties. 
Again, a third instrumental theory necessary for the analysis of organizational culture is Handy’s Cultural Types Model. Edwards (2024) describes four main types of organizational culture: power culture, role culture, task culture, and person culture. Each of the types describes a specific form of the distribution of powers and responsibilities within organisations (Edwards, 2024). British Airways mainly shows signs of a role culture. According to Sokolović et al. (2022), in a role culture, there is a clear definition of roles, and employees are given specific jobs to do based on established procedures. This form of organisational culture is common in large companies where there is a need to focus on efficiency, coordination, and stability (Sokolović et al., 2022). In the airline industry, role culture is of great importance because it involves the collaboration of various experts to run the business successfully, as Pereira et al. (2021) highlighted. For instance, the pilots are in charge of the flight, the cabin crew focus on the passengers, the engineers focus on the maintenance of the aircraft, and the ground staff focus on the airport. Meanwhile, British Airways also displays elements of a task culture, such as in situations where employees work together to resolve operational issues. For instance, in the face of flight delays or customer service difficulties, employees need to work together to resolve the problem as efficiently as possible, which increases the organization’s ability to respond to unexpected situations adequately (Kassem et al., 2023).
It is important to highlight that, the prevailing or dominant culture within the British Airways organisation can be classified as a role-based culture with a strong foundation in safety and service values (Sokolović et al., 2022; Mullins and Christy, 2016). The organisation has a set of explicit procedures, well-defined roles, and a well-defined mechanism of decision-making to attain efficiency and safety in operations (Kazemi, 2022; Chan and Li, 2022). 

CULTURE AND EXTERNAL ENVIRONMENT
The role of organisational culture is significant in helping the company respond to the changing environment (Williams, 2022). The external environment includes aspects such as competition, economic factors, technology, government regulations, and changing customer needs (Cengiz, 2020). One major external pressure on the airline is the competition it faces from other international airlines. British Airways operates in a competitive environment where it has to compete with other international airlines such as Emirates, Qatar Airways, Lufthansa, and others (Ting, 2023). According to Ting (2023), to respond to the external force, the organisational culture of British Airways prioritises customer service, professionalism, and quality of service. For instance, the cabin crew at the airline are well-trained to provide professional and quality service to customers on board the flight. This has helped the airline to sustain a high reputation in the market and compete favorably with other international airlines globally (Ting, 2023). Another important external factor that influences British Airways is the strict aviation safety regulations. The aviation industry is highly regulated by various aviation authorities in the world, and companies in this sector have to adhere to strict regulations regarding safety (Kazemi, 2022). The organisational culture at British Airways gives utmost importance to safety, discipline, and adherence to procedures and rules (Yılmaz, 2022). Example, pilots and aviation engineers adhere to strict safety checks before every flight, and the organisational culture promotes the reporting of any safety concerns that might have been observed. Also, technological changes can be regarded as another external pressure that influences the organisation. Digital technologies are increasingly being employed in the airline industry for the sake of efficiency and customers’ experience (Molchanova, 2020). British Airways has addressed this external pressure by encouraging the development of a culture that accommodates technological innovations and changes (Chowdhury, 2025). For instance, the organisation has introduced electronic check-ins and electronic customer service for the sake of efficiency and reduced waiting for customers. Additionally, global crises such as the COVID-19 pandemic have posed a major challenge to the aviation industry (Gole et al., 2021). However, the organisational culture of teamwork and resilience has helped British Airways to cope with the situation by adjusting their flight operations and introducing new health and safety procedures in the airline industry, as Ting (2023) highlighted. 

CULTURE AS A BARRIER OR ENABLER
Organisational culture can sometimes become a hindrance to organisational success; however, it can also serve as an enabler (AlSaied and McLaughlin, 2024). Culture is one of the key elements that influence the performance of British Airways, particularly in relation to safety, professionalism, and customer service. Safety is viewed as the most paramount concern in the aviation sector, and the staff must comply with the prescribed safety procedures (Kazemi, 2022). The culture of British Airways views the significance of safety and compliance with standard operating procedures at all times (Yılmaz, 2022). Thus, it is anticipated that the pilots and airplane engineers perform thorough safety checks prior to each flight. The organisational culture of British Airways, which views the significance of safety, has also resulted in the reduction of risks and the effective implementation of flight operations (Yılmaz, 2022). According to Mullins and Christy (2016), shared values influence the behaviour of employees, leading to consistency in the activities of the organisation. In addition, the teamwork-based organisational culture of British Airways, as explained by Chowdhury (2025), leads to effective organisational operation. The reason is that there is a need to foster cooperation between different staff from divergent departments, including pilots, cabin crew, ground staff, and engineers, to offer safety and efficiency in their services (Kassem et al., 2023). Example, in the case of flight delay or a technical malfunction, employees need to work in concert to handle passengers and minimise the negative effects of the delay.
Nevertheless, certain barriers exist. In the airline industry, there is a very high level of hierarchy which at times acts as a barrier to decision-making and flexibility (Mızrak, 2023). For instance, many decisions have to be approved by the top management or have to follow the rules and regulations before taking any step (Mızrak, 2023). Following the discussions by Mızrak (2023), this can cause issues for the employees in taking decisions in response to any unexpected situation or customer complaints. Besides that, the rules and regulations can cause issues in the creativity and innovativeness of the employees (Mızrak, 2023). It is important to reiterate that, despite the presence of some hierarchical features that could create constraints, the organisational culture in British Airways plays a significant role as an enabler of excellent organisational performance (Mızrak, 2023). The company’s strong focus on safety, collaboration, and professional service is the key to its ability to maintain reliability and provide high-quality services to customers in the competitive aviation industry (Yılmaz, 2022; Chowdhury, 2025).

EFFECTS ON PERFORMANCE AND RECOMMENDATIONS
The impact of organisational culture on corporate performance is significant, as it affects employee behavior in their relations with customers and in their compliance with company rules (Mullins & Christy, 2016). A culture that focuses on safety, cooperation, and customer relations can lead to smooth corporate operations and enhance customer loyalty (Yılmaz, 2022). For instance, if we consider the aviation industry, we find that the company's performance is related to safety since any safety incident might have a negative impact on the company (Kazemi, 2022). In British Airways, the workers, such as pilots, aircraft engineers, and flight staff, are required to adhere to safety procedures and mechanisms, thereby minimizing any possible risk and ensuring that they comply with global aviation standards (Kassem et al., 2023). Another impact that we will be discussed is customer satisfaction. British Airways has a culture that fosters professionalism, particularly among the flight attendants and ground staff (Ting, 2023). For instance, the flight attendants are required to attend to their customers' requests immediately and ensure that they are comfortable during their flight. The airline focusing on customer service aids in maintaining a positive brand reputation and fosters repeat business within the competitive market setting (Chowdhury, 2025). In addition, the culture of teamwork helps to improve coordination between different departments such as flight operations, engineering, and airport operations, which helps to eliminate delays (Kassem et al., 2023). Regardless of these merits, there are other limiting factors too. A practical example is the strong hierarchical structure that exists in the airline industry which has the potential of impacting decision-making process, especially when there is a need that before a junior staff execute any task, an approval must first be given by a senior management (Mızrak, 2023).
To help improve the efficiency of the organisation, British Airways should encourage more empowerment of its employees within specific operational limits. Delegating the power to make small decisions related to customer service to the organization’s frontline staff, including cabin and ground staff, may result in higher customer satisfaction and faster resolution of issues (Williams, 2022). In addition, the organization should continue to focus on developing digital technologies and competencies of employees to improve innovation and service delivery (Molchanova, 2020). By striking the right balance between safety, collaboration, and flexible decision-making, British Airways can further improve its performance and maintain its market position in the international airline industry (Ting, 2023).

CONCLUSION
Organisational culture has been identified as having a major determining impact on the functioning of organisations. With regard to the British Airways, it has been established that cultural elements play an important role in determining the manner in which employees conduct themselves, the structure of the organisation, and the manner of decision-making (Mullins and Christy, 2016). The analysis has shown that the organisation largely operates on the basis of a role culture, with different roles like pilots, cabin crew, engineers, and ground staff having specific roles to play in the efficient functioning of the organisation (Sokolović et al., 2022). Indeed, applying cultural theories such as Schein’s theory and Hofstede’s theory also supports the fact that the organisation’s primary values are related to safety, professionalism, and teamwork, as depicted through the way employees behave (Schein, 2020; Żemojtel-Piotrowska & Piotrowski, 2023). Moreover, the organisation’s culture assists the airline in responding to the external pressures such as competitive pressures, aviation regulations, and technology (Ting, 2023). For instance, the stringent safety measures and teamwork allow the employees to keep track of the flight activities and address the grievances of the customers efficiently. However, the hierarchical structure of the organisation might be acting as a hindrance to the timely decision-making of the airline (Mızrak, 2023). Therefore, the organisation needs to encourage the employees to take decisions related to small-scale services for the customers, train the employees, and implement technology to enhance the efficiency of the services (Williams, 2022; Molchanova, 2020).
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