[image: A black background with white text

Description automatically generated]BA (HONS) LEADERSHIP AND MANAGEMENT SKILLS FOR THE WORKPLACE


Module: Organizational Culture
Module Code: LCLM5005



Emirates Airlines: Organisational Culture, Structure, and Performance




Lecturer`s Name: David Oyebisi

Student Name: Cornel Andrei
Student ID: 2323448
2

Contents
1. Introduction	4
2. Organisational Culture at Emirates Airline	5
2.1 Customer-Service Orientation	5
2.2 Discipline and Safety Culture	5
2.3 Multicultural Workforce and Inclusion	6
2.4 Innovation and Continuous Improvement	6
3. Application of Schein’s Three-Level Culture Model	6
3.1 Artefacts (Visible Cultural Elements)	7
3.2 Espoused Values (Stated Values and Strategies)	7
3.3 Basic Underlying Assumptions (Core Beliefs)	8
3.4 Summary of Schein Analysis	8
4. Application of Hofstede’s Cultural Dimensions to Emirates Airline	8
4.1 Power Distance — HIGH	8
4.2 Individualism vs Collectivism — MODERATE COLLECTIVISM	9
4.3 Uncertainty Avoidance — HIGH	9
4.4 Masculinity — MODERATE-HIGH	9
4.5 Long-Term Orientation — HIGH	10
4.6 Indulgence vs Restraint — RESTRAINT	10
4.7 Summary of Hofstede Analysis	10
5. External Environment Influence (PESTLE Analysis)	11
5.1 Political Factors	11
5.2 Economic Factors	11
5.3 Social Factors	11
5.4 Technological Factors	12
5.5 Legal & Regulatory Factors	12
5.6 Environmental Factors	12
6. Cultural Challenges at Emirates Airline	13
6.1 Hierarchy & Limited Employee Voice	13
6.2 High Performance Pressure & Emotional Labour	13
6.3 Managing Cultural Diversity	14
6.4 Strict Rules & Standardisation	14
6.5 Summary of Challenges	15
7. Impact of Organisational Culture on Performance	15
7.1 Enhanced Customer Service & Brand Reputation	15
7.2 High Safety and Operational Reliability	15
7.3 Innovation & Strategic Growth	16
7.4 Strong Multicultural Collaboration	16
7.5 Employee Capability and Training Culture	16
7.6 Pressure & Emotional Demands (Negative Side)	16
8. Conclusion	17
References	19


The Influence of Organisational Culture on Emirates Airline

[bookmark: _Toc213636068]1. Introduction
Organisational culture refers to the shared values, norms, beliefs, and behaviours that guide how employees act, communicate, and perform in an organisation. It provides employees with an understanding of expected behaviours and ways of working, influencing motivation, decision-making, performance, and relationships within the workplace (Schein, 2010). A strong organisational culture creates unity and consistency, while a weak or fragmented culture may lead to confusion, poor morale, and reduced organisational effectiveness (Hofstede, 2011).
In global industries such as aviation, organisational culture plays a crucial role in shaping employee behaviour and customer experience. Airlines operate in multicultural environments, under strict regulations, and within highly competitive markets where quality of service, safety, reliability, and innovation are essential (Elbaz & Haddoud, 2020). Therefore, having a strong organisational culture is fundamental to operational success, safety standards, and service excellence.
This report examines the organisational culture of Emirates Airline, one of the world’s leading aviation companies headquartered in Dubai, UAE. Emirates operates in more than 150 destinations worldwide and employs staff from over 160 nationalities, making it one of the most culturally diverse airlines globally (Choi, Ng & Lee, 2022). The study applies Schein’s Three-Level Model of Culture and Hofstede’s Cultural Dimensions Theory to analyse the organisation’s cultural structure and behavioural expectations. In addition, the report examines external environmental influences using PESTLE analysis, identifies cultural challenges, and evaluates the impact of culture on organisational performance.
The aim of this research is to critically assess how Emirates Airline’s organisational culture contributes to its competitive strength, service excellence, innovation, and operational reliability, while also considering the limitations and pressures associated with a strong performance-driven culture (Mousa & Othman, 2020).
[bookmark: _Toc213636069]2. Organisational Culture at Emirates Airline

Emirates Airline is globally recognised for its strong, disciplined, high-performance culture built around excellence, hospitality, innovation, multicultural collaboration, and strategic ambition. The culture reflects both the operational demands of the aviation industry and the social values of the United Arab Emirates (UAE), where hierarchy, respect, and achievement are important cultural principles (Al-Ali & Al-Kaabi, 2021).
[bookmark: _Toc213636070]2.1 Customer-Service Orientation
Emirates places strong emphasis on delivering exceptional customer service. Employees are trained to prioritise professionalism, courtesy, cultural respect, and personalised service to global passengers (Elbaz & Haddoud, 2020). Key practices include:
· strict grooming standards
· formal and polite communication
· premium hospitality and care for passengers
· proactive service problem-solving
· cultural awareness training
This service-driven culture has helped Emirates consistently win international awards for in-flight experience and hospitality (Singh & Misra, 2021).

[bookmark: _Toc213636071]2.2 Discipline and Safety Culture
Aviation is a high-risk sector, and safety stands as one of the most deeply rooted cultural values within Emirates Airline. The organisation emphasises discipline, routine compliance, punctuality, and precision as essential behaviours required to sustain operational safety and reliability across a global network (Qin & Evers, 2022). All employees, from cabin crew to engineering teams, undergo rigorous and recurrent safety training that reinforces both technical skills and behavioural expectations. Daily operations are guided by detailed protocols and checklists, ensuring that every action is performed consistently and in accordance with international aviation standards. This creates a culture where accountability, attention to detail, and risk prevention are prioritised. As Schein (2010) explains, such deeply embedded cultural assumptions shape how employees interpret their roles, ensuring that safety remains central to organisational identity and performance.
[bookmark: _Toc213636072]2.3 Multicultural Workforce and Inclusion
With employees from over 160 nationalities, Emirates embraces multiculturalism and inclusion (Al-Hosani & Sobaih, 2023). The airline values cultural intelligence and expects staff to work effectively across different backgrounds and communication styles. Training programs focus on:
· cultural sensitivity
· teamwork
· conflict management
· language support
This diversity strengthens creativity, global understanding, and adaptability (Al-Ali & Al-Kaabi, 2021).
[bookmark: _Toc213636073]2.4 Innovation and Continuous Improvement
Emirates invests heavily in modern aircraft, digital transformation, sustainability, customer technology, and staff development (Lee & Chen, 2023). Innovation at Emirates is embedded in:
· fleet upgrades
· digital customer services
· automation & AI systems
· training technology
· sustainability initiatives
This reflects a culture of ambition, improvement, and strategic long-term vision aligned with UAE national goals (Yusof & Ismail, 2022).
[bookmark: _Toc213636074]3. Application of Schein’s Three-Level Culture Model

Schein (2010) explains organisational culture through three levels: artefacts, espoused values, and basic underlying assumptions. This model helps analyse visible and invisible cultural elements shaping behaviour at Emirates.
[bookmark: _Toc213636075]3.1 Artefacts (Visible Cultural Elements)
Artefacts are visible organisational features such as behaviours, symbols, systems, and physical design. At Emirates, key artefacts include:
· Uniforms & Professional Grooming Standards — polished appearance symbolising discipline, luxury, and global professionalism
· International Cabin Crew & Multilingual Communication — promoting diversity and global identity.
· Prestigious branding & luxury marketing — videos, advertising, and premium lounges projecting a high-status airline image.
· Safety demonstrations, checklists & training simulators — reinforcing a culture of safety and technical precision.
· Structured customer service scripts & service rituals — consistency in greeting passengers, handling requests, and communication tone
· Modern aircraft fleet & innovation labs — demonstrating commitment to innovation and service quality.
These observable practices reflect discipline, cultural diversity, innovation, and premium hospitality (Hofstede, 2011).
[bookmark: _Toc213636076]3.2 Espoused Values (Stated Values and Strategies)
Espoused values represent what the organisation says it believes in. Emirates emphasises:
	Espoused Value
	How It Appears in Practice

	Service excellence
	strict training & customer experience standards

	Continuous innovation
	digital transformation, fleet investments

	Multicultural teamwork
	global collaboration, diversity programs

	Leadership discipline
	centralised decisions, clear hierarchy

	Safety
	mandatory protocols, audits, performance checks

	Professional growth
	large training academies, career development



Leadership repeatedly communicates these values through corporate messaging, training, and internal programs (Choi, Ng & Lee, 2022).
[bookmark: _Toc213636077]3.3 Basic Underlying Assumptions (Core Beliefs)
These are deep, unconscious beliefs shaping behaviour:
· Safety and precision are non-negotiable.
· Customers expect luxury and personalised service.
· Centralised authority ensures consistency and quality.
· Diversity is a performance advantage.
· Global brand reputation must be protected.
· Continuous improvement drives success.
· Employees internalise these assumptions and act accordingly, often without instruction (Mousa & Othman, 2020).
[bookmark: _Toc213636078]3.4 Summary of Schein Analysis
Emirates’ visible practices (artefacts) align strongly with its expressed values and deeper assumptions, showing cultural coherence. This alignment supports performance, brand success, and global prestige. However, strong hierarchy and discipline can reduce empowerment and limit bottom-up innovation.
[bookmark: _Toc213636079]4. Application of Hofstede’s Cultural Dimensions to Emirates Airline

Hofstede’s framework helps explain how national culture influences workplace behaviour, leadership, decision-making, and communication (Hofstede, 2011). Although Emirates is international, its culture reflects both UAE national values and the global aviation industry context.
[bookmark: _Toc213636080]4.1 Power Distance — HIGH
Power distance measures how much inequality and hierarchy are accepted.
At Emirates:
· Strong respect for authority
· Centralised leadership and top-down decision-making
· Formal communication from leaders to staff
· Managers provide direction, teams execute.
This reflects UAE national culture and aviation operational demands (Al-Suwaidi, 2021).
Impact: clarity and control, but limited employee empowerment and voice.
[bookmark: _Toc213636081]4.2 Individualism vs Collectivism — MODERATE COLLECTIVISM
Emirates values teamwork and shared goals:
· Crew work collaboratively for service quality and safety.
· Emphasis on unity and maintaining a positive team environment.
· Cultural sensitivity and cooperation across 160+ nationalities
However, personal performance standards are also high (Elbaz & Haddoud, 2020).
Balance: teamwork + individual personal presentation and discipline.
[bookmark: _Toc213636082]4.3 Uncertainty Avoidance — HIGH
Aviation demands strict procedures and risk-avoidance.
· Safety protocols
· Standard operating procedures
· Training and compliance audits
· Zero-tolerance for procedural errors
This culture reduces risk and improves passenger confidence (Qin & Evers, 2022).
[bookmark: _Toc213636083]4.4 Masculinity — MODERATE-HIGH
This reflects ambition, achievement, and competitive excellence.
· Focus on premium service excellence.
· Strong emphasis on personal discipline and professionalism
· Performance-driven culture with high expectations
· Reward systems based on quality and performance.
Also balanced with hospitality and courtesy, reflecting UAE cultural values (Mousa & Othman, 2020).
[bookmark: _Toc213636084]4.5 Long-Term Orientation — HIGH
Emirates invests strategically in:
· Fleet expansion & modern aircraft (A380, Boeing 777)
· Digital systems and automation
· Sustainability programs
· Long-term talent development
This supports resilience and innovation (Yusof & Ismail, 2022).
[bookmark: _Toc213636085]4.6 Indulgence vs Restraint — RESTRAINT
Professionalism, personal expression:
· Strict grooming and behavioural codes
· Emotional control and polished service behaviour
· High discipline culture
[bookmark: _Toc213636086]4.7 Summary of Hofstede Analysis
	Dimension
	Emirates

	Power Distance
	High

	Individualism / Collectivism
	Moderate Collectivism

	Uncertainty Avoidance
	High

	Masculinity
	Moderate-High

	Long-Term Orientation
	High

	Restraint
	Moderate Restraint



Conclusion: Emirates’ culture prioritises discipline, teamwork, hierarchy, excellence, and long-term success, driving reliability and brand prestige but also creating performance pressure.
[bookmark: _Toc213636087]5. External Environment Influence (PESTLE Analysis)
PESTLE helps assess how external forces shape organisational culture and behaviour at Emirates Airline.
[bookmark: _Toc213636088]5.1 Political Factors
The UAE government strongly supports aviation as a key economic pillar:
· Heavy investment in Dubai International Airport & aviation infrastructure
· Open Skies policies & bilateral agreements
· Strategic national branding through tourism & aviation
· Government stability and pro-business policies promote ambition and growth (Al-Suwaidi, 2021).
· Cultural impact: confidence, growth mindset, long-term planning.





[bookmark: _Toc213636089]5.2 Economic Factors
Aviation is sensitive to global economics:
· Fuel price fluctuations
· Currency exchange rates
· Tourism trends, global recession & post-COVID recovery
Emirates responds with cost discipline, fleet efficiency, and revenue diversification (Sobieralski, 2023).
Culture impact: efficiency, accountability, performance pressure.
[bookmark: _Toc213636090]5.3 Social Factors
Global customers and multicultural workforce shape culture:
· Staff from 160+ nationalities
· Multilingual service expectations
· Strong customer service norms & hospitality standards
The airline emphasises cultural training, respect, and professional behaviour (Singh & Misra, 2021).
Culture impact: multicultural teamwork & service excellence.
[bookmark: _Toc213636091]5.4 Technological Factors
Technology drives innovation at Emirates:
· Advanced aircraft: Airbus A380 & Boeing 777
· AI-based scheduling and operations
· Advanced training simulators
· Digital passenger services & airport automation
Technology encourages learning, innovation, and modernisation (Lee & Chen, 2023).
Culture impact: future-oriented mindset and continuous improvement.
[bookmark: _Toc213636092]5.5 Legal & Regulatory Factors
Aviation laws & safety rules are strict globally:
· International Civil Aviation Organisation (ICAO) standards
· Health and safety regulations
· Security protocols and data protection laws
Compliance culture reinforces discipline, training, and accountability (Qin & Evers, 2022).
[bookmark: _Toc213636093]5.6 Environmental Factors
Global environmental expectations shape strategy:
· Fleet fuel efficiency investments
· Carbon reduction programs
· Sustainable aviation fuel research
· Environmental reporting
This generates responsibility and sustainability values (Al-Ansaari et al., 2020).
PESTLE Summary
	Factor
	Cultural Influence

	Political
	Ambition & expansion mindset

	Economic
	Efficiency & performance pressure

	Social
	Cultural sensitivity & service standards

	Technological
	Innovation & learning

	Legal
	Discipline & compliance

	Environmental
	Sustainability & responsibility



[bookmark: _Toc213636094]6. Cultural Challenges at Emirates Airline
While Emirates benefits from a strong, high-performance culture, several challenges arise from the nature of its organisational values and operational environment.
[bookmark: _Toc213636095]6.1 Hierarchy & Limited Employee Voice
Emirates operates under high power distance influenced by UAE culture and aviation standards. Decision-making is centralised, and senior leaders hold authority (Hofstede, 2011).
Although hierarchy ensures discipline and safety, potential challenges include:
· Limited bottom-up feedback
· Slow innovation in some departments
· Employees may hesitate to speak up.
· Strong leadership is necessary to balance authority and empowerment (Al-Ali & Al-Kaabi, 2021).
[bookmark: _Toc213636096]6.2 High Performance Pressure & Emotional Labour
Premium service with international standards equals high expectations.
Cabin crew and frontline employees must maintain:
· Polished appearance
· Positive behaviour regardless of stress
· Emotional control (smiling, polite tone, patience)
· This emotional labour may cause stress, burnout, and turnover risk (Sobieralski, 2023).
· Support programs such as wellbeing workshops and rest cycles help mitigate issues.
[bookmark: _Toc213636097]6.3 Managing Cultural Diversity
Emirates employs more than 160 nationalities, which is both a major organisational strength and an ongoing operational challenge. This diversity enhances global service quality, improves language coverage, and allows the airline to understand customer expectations from different regions. At the same time, such a multicultural workforce introduces several issues. Communication barriers can arise due to different levels of English proficiency or varying communication styles. Employees may also experience misunderstandings based on cultural values, such as differences in politeness norms, emotional expression, or approaches to customer service. Furthermore, staff from different regions often have contrasting conflict-handling styles; for example, some cultures prefer direct confrontation while others avoid open disagreement. Expectations regarding hierarchy, authority, and teamwork also vary widely, which can influence how employees interact with supervisors or collaborate within cabin-crew teams.
To manage these challenges, Emirates invests heavily in cross-cultural training, team-cohesion programmes, and structured international recruitment policies that focus on cultural compatibility and service orientation. These initiatives help maintain consistent standards of behaviour and service quality across a highly diverse workforce, ensuring that diversity becomes an asset rather than an operational obstacle (Al-Hosani & Sobaih, 2023).

[bookmark: _Toc213636098]6.4 Strict Rules & Standardisation
Aviation safety depends on strict standardisation, which is necessary for minimising risk and ensuring consistent performance across global operations. However, this high level of procedural control creates several cultural and organisational tensions. Creative ideas may be limited, because employees often focus on following established protocols rather than exploring new solutions. Many staff also experience reduced autonomy, since decisions are centralised and deviation from procedure is discouraged. In addition, the routine-driven nature of aviation work can restrict innovation, especially in non-technical roles such as customer service, administration, and marketing, where new approaches could add value. For Emirates to sustain innovation, it must find the right balance between procedural discipline and employee empowerment, encouraging safe experimentation without compromising safety standards (Mousa & Othman, 2020).
[bookmark: _Toc213636099]6.5 Summary of Challenges
	Challenge
	Impact

	Hierarchy
	Limited voice & empowerment

	High expectations
	Stress & emotional labour

	Diversity complexity
	Training & communication needs

	Standardisation
	Reduced autonomy & creativity



Despite these challenges, Emirates continues to invest in training, digital tools, and cultural development to maintain engagement, service quality, and wellbeing.
[bookmark: _Toc213636100]7. Impact of Organisational Culture on Performance

Emirates Airline’s strong and structured organisational culture significantly influences its operational effectiveness, service quality, employee behaviour, and competitive advantage.
[bookmark: _Toc213636101]7.1 Enhanced Customer Service & Brand Reputation
A culture focused on luxury service and hospitality results in:
· High levels of customer satisfaction
· Consistent service standards across flights
· Strong global brand recognition
The airline consistently ranks among the top carriers for service experience, demonstrating that service culture equal market differentiation (Elbaz & Haddoud, 2020).
[bookmark: _Toc213636102]7.2 High Safety and Operational Reliability
Aviation safety culture reduces errors, enhances reliability, and protects brand reputation.
Emirates invests heavily in:
· Crew and pilot training
· Safety monitoring systems
· Risk management and standardised procedures
This disciplined approach is strengthened by cultural norms of precision and compliance (Qin & Evers, 2022).
[bookmark: _Toc213636103]7.3 Innovation & Strategic Growth
Emirates is known for:
· Modern, fuel-efficient aircraft
· Advanced training & simulation systems
· Smart airport technologies
· Digital service upgrades
A long-term orientation and ambition-driven culture supports innovation, keeping Emirates ahead of competitors (Lee & Chen, 2023).
[bookmark: _Toc213636104]7.4 Strong Multicultural Collaboration
With 160+ nationalities, the culture fosters:
· International communication skills
· Cross-cultural problem solving
· Creativity through diversity
· Diversity strengthens global service and organisational learning (Al-Ali & Al-Kaabi, 2021).
[bookmark: _Toc213636105]7.5 Employee Capability and Training Culture
Emirates invests heavily in human capital through:
· Emirates Aviation College
· Leadership development programs
· Ongoing technical and customer-service training
· This builds consistent quality and service excellence (Singh & Misra, 2021).
[bookmark: _Toc213636106]7.6 Pressure & Emotional Demands (Negative Side)
However, a high-performance culture also brings:
· Job stress and emotional labour
· High grooming and behavioural standards
· Limited autonomy in decision-making
· These factors may affect well-being and turnover if not managed (Sobieralski, 2023).

Overall Impact Summary
	Positive Impact
	Result

	Premium service culture
	Market leadership & loyalty

	Safety discipline
	Operational reliability

	Innovation culture
	Competitive advantage

	Diversity
	Global service quality

	Training focus
	Skilled workforce

	Potential Risks
	Result

	High standards
	Stress & burnout

	Strict hierarchy
	Lower employee voice

	Rules & structure
	Reduced creativity


[bookmark: _Toc213636107]8. Conclusion
This report has examined the organisational culture of Emirates Airline using key cultural frameworks including Schein’s Three-Level Model and Hofstede’s Cultural Dimensions, supported by a PESTLE analysis. The findings show that Emirates Airline has developed a strong, structured, and performance-driven culture built around excellence, discipline, hospitality, innovation, and multicultural collaboration.
Emirates’ culture reflects the unique combination of global aviation standards and UAE cultural values, which emphasise respect for hierarchy, professionalism, and ambition. The organisation benefits from a well-defined culture that prioritises customer service, operational safety, and continuous improvement, contributing to its global reputation as a premium international airline.
The culture also enhances service consistency, staff development, innovation, and competitive advantage. Strong training systems and a diverse workforce support high-quality service delivery across global markets. Additionally, the organisation’s forward-thinking mindset and long-term strategy allow Emirates to remain competitive in a rapidly evolving aviation environment.
However, the report also recognised several challenges associated with a strong, centralised, and disciplined culture. These include potential limitations on employee voice due to hierarchical structures, emotional labour and stress resulting from high performance expectations, and the complexity of managing an extremely diverse workforce. Addressing these challenges through empowerment programs, employee well-being initiatives, and participatory leadership approaches will be critical for sustaining cultural strength in the long term.
In conclusion, Emirates Airline demonstrates how a well-designed organisational culture can drive operational excellence, innovation, global brand leadership, and customer satisfaction. With continued investment in employee support, sustainable practices, and technological innovation, Emirates is expected to maintain its strong organisational culture and competitive position in the global aviation industry.
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