University of Wales
Trinity Saint David London


Community Engagement – Assessment 1
(LCBB4002)
Community Engagement in business of British Airways


Submitted to:                                              Submitted by:
Toyin Adisa                                          Nadya Zarankova
1914056


[bookmark: _Toc40624464]Executive Summary
It is a case study of community engagement of British Airways. This study will find out the customer expectation by SWOT analysis methods. It also will define the role of employees inside the organization and the importance of the training programmes. At the end of the study, it also will derive the business opportunities of British Airways. The study will illustrate the skills and knowledges required to develop business opportunities and types of required training programmes.
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British Airways is one of the largest airlines service providers in the world. It flies to over 80 countries around the globe. This is the study of community engagement in the business of British Airways. The study elaborates in brief all about the mission and vision of British Airways. It also will check whether the company meets the customer expectation in terms of services. In the study will be made SWOT analysis to determine the business opportunities of British Airways.
It is important to discuss the role of employees inside the organization. The study also recommended arranging a training and development program. It is the most important for good community engagement and good business opportunities. 
[bookmark: _Toc35009585][bookmark: _Toc35013560][bookmark: _Toc40624466]Structure of British Airways
In the year of 1974, the Government of the United Kingdom started their first flight from London known as British Airways. Nowadays it is operated by private firms. It is a great combination of British Overseas Airlines Corporation, Cambrian Airways, British European Airways, and Northeast Airlines. It has more than 280 aircrafts and flies around 200 destinations throughout the world. The company operated business with approximately 45,000 employees (Media Centre British Airways, 2019) and has £13,020 million revenue as per 2018 (British Airways, 2020). 
British Airways has a flat structure which helped the company to sustain throughout the years. This is not a basic hierarchical structure, but it helps the management to make quick decisions in the absence of the top leaders. Moreover, this structure helps the employees to understand their roles better as they are directly connected to their superiors, not to the top-level managers. Another advantage of this organisational structure is that changes can be done easily in this structure.
[bookmark: _Toc35009586][bookmark: _Toc35013561][bookmark: _Toc40624467]Mission and Vision of British Airways
The customers always expect British Airways to reach its destinations in a short time. The main target of the company is to provide high quality services. It is necessary to be provided good passengers safety, and security of the luggage at anytime and anywhere. British Airways fly with creative technology and updated its features in every flight.
The main vision of the company is to evaluate and satisfy its main stakeholders such as employees, customers, and the community. From the year of 1974, the company focused on collecting stable revenue in each financial year. The executive bodies always define the way of continuation of their business. They motivate the employees and define individual targets for each employee. 
The company provides job security for the employees. They always research if the employees are satisfied with their job as the satisfied employees provide a service of better quality. The vision of the company is by providing high quality services to the customers through its satisfied and motivated employees to succeed in this competitive world. 
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British Airways is fully committed to providing a first-class services and good quality assistance to the customers (Coller et al., 2016). The customers all around the globe are its target. The customer service managers always require the staff to follow those following rules to meet the customers’ expectations: 
1. British Airways always to provide cancellation options to the customers in delaying flights.
2. The ground staff always to take good care of the passengers' baggage.
3. Though British Airways provided international business, the language barrier occurs, and the company always provides special assistance to their international customers.
4. The company gently handles the waitlist passengers and provides accommodation if required (Derudder, and Witlox, 2016).
5. The Company always fast refunds to the customers via an efficient payment gateway.
6. The Company always provides Information service to their customers.
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The British Airways research customers' expectations by SWOT analysis tool. It is a strategic management tool by which the company can measure Strength, Weakness, Opportunities and Threats. 

Strengths of British Airways
1. It returns good revenue of their capital investments.
2. It always maintains a good quality of their service (Gupta et al., 2019). 
3. Arranges good training programmes in each sector.
4. It always serves their job via distributive networks.
5. The brand value of British Airways is very good, and the customers are well satisfied.

A weakness of British Airways
1. It is recommended to increase the ratio of capital investments inside the new technologies.
2. In the core business, it depicts limited success.
3. It is required to invest in research and development for faster growth.
4. The company is unable to take challenges to the new airport, which is very important.
5. British Airways are unable to face their competitors by updating the employees' skills very quickly (Douglas and Tan, 2017). 
6. Lack of success rate inside integrating firms.

Opportunities of British Airways
1. British Airways can open new markets by agreement with the government.
2. It may increase competition with other competitors.
3. The company may conduct new customers via new investment.
4. The company can increase cash flows and invest new techniques.
5. It may implement an environmental protection policy to attract their customers.
6. The company can provide a certain amount of credit facility in low-interest rates.

Threats of British Airways
1. The new environment regulation acts could act as threats to their existing products.
2. Lack of supply rate in their innovative products.
3. The organization pays a higher margin to their local distributors (Kiboi et al., 2017).
4. An Increased number of competitors may act as threats of British Airways.
5. Different political laws and continuous fluctuation of the market economy can be hampered in the airlines business.
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The British Airways conducts a smart gesture of colleagues, customers, partnerships, performance, and operational efficiency. For good customer satisfaction, it always takes customers feedback and suggests a way of improvement. Human resource management engages employees to make high performance inside the workplace. The company always maintains a good partnership among its stakeholders. It may be internal stakeholders or external stakeholders.
To develop the updated business strategies along with new technologies, the company arrange numbers of training programmes. It is a type of exercising system by which the organization can provide its first-class services. 
The organization implements good colleague involvements by which the employee can work hand to hand. The human resource manager always engages in motivating each employee (Kleymann and Seristo, 2017). The management department also checks the job satisfaction of the employees. They also provide the job security of the employees. Human resource management also checks the performance of each employee, whether it is reliable or not.
The organization strictly instructed to maintain polite behaviour among its stakeholders. The executive members also arrange a general meeting to put up some suggestions or regulation inside the organization.
The selling and the engineering teams also required to develop their performance rate very quickly. The sales depart always seeks the economic markets and provide some promotions and offer if required (Lawton, 2017). The engineering department also involves adding on some new few features inside the flight cabin for a smoother take-off and landing.
The organization also engages the corporate social responsibility programmes for health and safety reasons. In every year, the company plants trees to reduce pollution. More than 10,000 employees are involved in tree plantation every year. The organization also depicts environmental protection policy. 
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Human resource management launched a training and development programme to perform an analysis of each employee. The company can draw a blueprint of its mission and strategies via a proper training programme. The main agendum is to organize a training programme to provide an efficient organizational structure for the employees. In the training programme, the employees are trained in economic forces and the cultural forces of each political nation (Moss, 2019). It is necessary to organize a training programme for good human resource management. The training programmes also provide the knowledge to maintain good relations among their stakeholders. The ground maintenance staff can gain knowledge to handle different types of customers in different regions.
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British Airways wants to expand its business markets. The company may trade their new emerging market. It should be required to adopt new technologies and modify their business strategies (Phillips, 2017). To gain customers, British Airways requires vast investments inside those emerging markets. The company can gain ownership of new aircrafts to spread its business worldwide. This is easy to implement by the Harvard business management system. 
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To implement a great business-standard, British Airways is required to implement some of the following core skills. These skills will help the airways agency very fast to improve their services. 
Technical Skills:
The ground staff and the engineers learn some technology-related issues from technical skills. It is necessary all the operators of the flights to have a good knowledge (Renold et al., 2019). The training programme also helps to avoid the technical fault of the flights and to improve the safety of the passengers. 
Communication Skills:
In the business strategies, it is recommended to have a good communication skill to each employee. The language is the main barriers in each international market. The employee is required to attain such training programmes to handle each different customer inside the airport. It is required to have such relevant information about various customers in different regions.
Problem Solving Skills:
It is not that every project is problem-free. In business development, the employees may face various problems. The problems may be language issues, related economic issues, politically related issues, and accident-related issues. The Business analyst arranges some training programs to improve their business development skills. There is one example of problem-solving like economic environment in market fluctuations. The expert systems must be well trained to handle those situations.
Critical Thinking Skills:
In the organization, the expert system also develops some creative thoughts. It may help to develop a business like an economic platform or social platform (Santana et al., 2019). The executive bodies provide some knowledge about how to handle such different situations. 
Business Analysis Knowledge
British Airways develop their business in various types of countries. It is necessary to have proper knowledge of the economic condition of each country. The business analyst also researches their different types of customers in different situations.
Relationship Building Knowledge
It is most important to build up a good relationship between the stakeholders (Taneja, 2017). The executive bodies also teach to maintain polite behaviour among the internal and external business partners.
[bookmark: _Toc35009593][bookmark: _Toc35013568][bookmark: _Toc40624474]Types of Training and Development Required to match Business Opportunities
The following training is provided by human resource management to develop the employees in business management (Refer to appendix 1).
1. Technology Management Training
In technology management training, the engineers and the technical department involves those training programmes. The training program provides a proper guide to the learners.
2. Quality Management Training
The production department participates in this training programme to improve their production quality.
3. Skill Improvement Training
The marketing management department attains this training to improve the marketing skills of individual employees (Taylor et al., 2019).
4. Legal Training
The legal officer trained by this training to handle some legal issues. It may be government tax revenue related issues, Customs related issues, some criminal offence and many more.
5. Safety Training
The air hostess and the cabin crew members obtained those kinds of training programmes for passengers’ safety.
6. Soft Skills Training
The sales department participates in this training approach to learn about well-groomed passengers (Williams, 2017)
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[bookmark: _Toc40624475]Conclusion
The study shows that British Airways is a well-established international company, with very responsible approach to its employees, customers and to the community. The company caries several of training and development programmes to improve the satisfaction of the stakeholders. All of that will lead to the success of the company, will help to its employees to gain their goals, and will make the customers happy from the services of British Airways and will give new business opportunities.
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Appendix 1
	Training development required
	For whom
	Expected benefit
	Responsible person

	Technology Management Training

	For the Engineers and the Ground Staffs 
	 Improve and update technology
	CEO

	Quality Management Training

	Production Management Teams 
	Improve production quality
	Production head

	Skill Improvement Training

	Marketing Management Teams
	Improve marketing skills
	Marketing head

	Legal Training

	Legal Officers
	Knowledge about rules of the government
	Chief legal adviser

	Safety Training

	Cabin Crews
	Idea about passenger’s safety
	Head of cabin crew

	Soft Skills Training

	Sales Department including Receptionist
	Promotion of products
	Sales officer


Training Development plan
(Source: Created by Author)
12

