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This essay will review and analyse the role of Dame Carolyn McCall in accordance to Henry Minzberg’s Managerial Role Theory, cited in Mullin’s (2016). There are 3 main sections of managerial roles in the theory, interpersonal, which arises from the manager’s authority and relationships with colleagues, informational, which includes what, whom and where information is extracted from and lastly, decisional roles, which involve making ‘strategic organisational decisions’ in accordance with the ‘status’ of the manager, but also their ‘authority and access to information’, (Mullins, 2016, p.363). Another theorist that attempted to define the roles of management was Brech. This was broken down into 4 main sections, planning, control, coordination and motivation. Furthermore, Martin & Fellenz (2010) described management as ‘a process that involves planning, organising, leading (or deploying, and controlling resources in order to achieve goals’. 
Dame Carolyn McCall took part in an interview at Fortune’s ‘Most Powerful Women’ conference in 2015. Initially, McCall discussed her role as chief executive officer (CEO) at EasyJet in the first months the job took place. EasyJet was damaged culturally and economically for around the first 6 months of Carolyn’s career with them. This meant as CEO she had to regain the customer and staff trust and get a team of people back together. In terms of Mintzberg’s theory, this would make McCall a good disturbance handler if the job was done well. This is a decisional role and involves taking action when an organisation has to deal efficiently with ‘unexpected changes’ and this is demonstrated by the CEO as she ‘intervenes to avoid a strike’, attempts to resolve customer complaints and resolves any ‘personal conflicts’ between staff, (Huczynski, A. & Buchanan, D., 2013, p.551). Additionally, Carolyn had to deal with her operation and coordination teams leaving the company, meaning she had to hire new people for the job or it may have resulted in conflict internally. Instead a full recruitment process, Carolyn promoted people within her organisation and only brought in two new members of staff, this reminded others that they had a good business model. She proved herself as a leader here, this interpersonal role reflects someone who creates a motivational ambiance and culture in an organisation through promotion, hiring and setting challenges. Furthermore, the role of a negotiator is also displayed as Carolyn brings the Easyjet team back together and delegates to ensure the organisation is run smoothly and efficiently.
A decisional negotiator must resolve any disputes within a department and have an opinion on negotiations between suppliers. Once Carolyn had learnt more about her co-workers, she then had to go on to select people to work in the correct areas of the organisation, making her both a leader and figurehead. A figurehead is an interpersonal role and would have to take on a range of duties in terms of social, legal and many more. McCall does this as she would have to sign legally binding contracts in order to change people’s roles in the company. Carolyn again proves herself as a leader through heightening productivity by training and developing staff in different roles to their normal ones, which provides a challenge for them. By assigning personnel and setting targets for her staff she also becomes a resource allocator, a decisional role which makes approval decisions through assigning staff to different departments. 
Mintzberg’s interpersonal liaison role consists of gaining information on the organisation, both internally and externally, to benefit the company, and a manager would have to maintain a good connection of contacts in order to be successful in this. Carolyn demonstrates this as she organises ‘daily’ meetings for the operational department at ‘9:30AM’ to keep up to date on any changes in previous days, attending both staff and manager meetings. This would again show her as a resource allocator as she plans ‘strategically’ and ‘schedules’, (Huczynski, A & Buchanan, D, 2013, p.551), but also as a spokesperson, which requires a person to give information to external groups regarding results, actions etc. This is an informational role and Carolyn demonstrates this well as she conducts status reports weekly and ensures she has team meetings every day. In an interview with CMI Professional Manager magazine in 2017, Carolyn gave us an insight into the other regular meetings that she attends. Carolyn travels between destinations for meetings with various Easyjet branches, where she engages in management meetings of around 200 – 250 attendees from across Europe, manager’s conferences twice a year, workshops and meetings with the senior leadership executive teams to discuss any issues once a month. She then started a dial-in chat for all staff once a week, whereby they can email her with questions and responses. This commitment displays a range of interpersonal roles as she is representing her organisation to others, meeting up with external and internal employees to discuss strategies and ‘building up an informal system of information exchange’ by ‘communicating with people outside the work unit’, (BPP, 2010, P.15). She then goes on to discuss how 1/3 of people in the middle-management team and 55% of the executive team are female. This shows her again as a spokesperson but also as a monitor as she understands her organisation’s environment. A monitor looks for information from a variety of internal and external sources to increase a manager’s understanding of their working environment and is also informational. Carolyn gathers information from outside sources and uses it to better her work place. She also ‘established women’s networks with speaker events and story sharing’, (CMI case study) A spokesperson would attend conferences, give speeches and media interviews. This was shown when there were misconceptions in the media about Easyjet’s deal with Emirates, Carolyn set these straight through media interviews.
Carolyn McCall shows herself as an entrepreneur in her role. When a problem arises, she ensures this is completely blind to the customer eye and efficiently removes crew and swaps aircrafts. She also helps with the cleaning at the end of a flight, introduces herself to the cabin crew and interacts with passengers, this helps her to gain information on any improvements that may be made in terms of customer complaints and personal opinions. To be an entrepreneur a manager has to search for new opportunities for the organisation and act on this by introducing new procedures, because of this it would come under Mintzberg’s decisional roles section. McCall portrays this through developing the new procedure of taking on a customer service role herself to enhance customer satisfaction and her knowledge of Easyjet. She then went on the acquire an air-operating certificate in Europe and ensured that her airline can ‘delay and accelerate fleet deliveries according to market conditions’, (CMI Case Study). To prove this role again, prior to her role with Easyjet, Carolyn doubled revenues in her media role and produced record profits and shares over her last 4 years with the Guardian. In a podcast interview with the BBC, Carolyn gives an insight to her development of the digital version of the Guardian which brought in £80M revenue. An article from the Telegraph supports this as it is stated that she ‘secured a higher long term pay packet’ than the previous CEO Adam Crozier, (www.telegraph.co.uk). Additionally, the CEO decided to operate her airlines on the Moscow route, which she described as an ‘evolution of Easyjet’, (Carolyn McCall, World Travel Market interview, 2012).
Carolyn McCall is highly driven when it comes to customer service; therefore, she took on the decision to challenge the Government in saying that passenger should not be paying Air Passenger Duty (APD). McCall then explained her reasoning behind this in an interview with the International Airport Review, whereby she states that her organisation ‘want the UK to be open for business’ and that adding APD onto prices ‘suffocates demand’ (Carolyn McCall, 2016). This shows her as a confident entrepreneur as she is suggesting new ideas as reasons why the Government should change their procedures, but also, she is displaying figurehead and monitor skills as she is passing on information from within her organisation to outside organisations in order to benefit her company. Furthermore, Carolyn set up Recruitnet (1993) in the UK and merged together the Guardian and the Observer into a team, enhancing her entrepreneur skills, but also showing her as a disseminator, an information role, which gains information from outsiders to bring to her company through meetings, reports, emails and phone calls. Also, Carolyn sends and receives emails on the current issues in the business and decides on how to make things fair for employees through their complaints and again, she is internally negotiating and handling disturbances. But she is also showing herself to be a monitor. This is done by Carolyn through attending conferences and receiving information from relevant contacts. Initially, Carolyn portrayed the role of a monitor and liaison in Easyjet too, she asked to speak with the operational manager to ask what needed to be done to repair Easyjet in its financial crisis, once she had discovered the current environment of the organisation, she put in place procedures to remedy the problem. 
In McCall’s 1st year with Easyjet, she had to understand the operation well very early on. She had issues in the media, such as Ryanair comparing Easyjet’s punctuality as being worse than Zimbabway’s. Delays and cancellations were issued as a result of the bad weather conditions and the volcanic ash incident, there was a fuel spike, and all of this came along with claims and complaints from both staff and customers, as reviewed in the World Travel Market interview. McCall dealt with this well as the company then gained 88% on-time performance, which was the best figure in the industry. Therefore, Carolyn fulfilled her role as a disturbance handler and negotiator, she handled conflicts and internal disputes and brought in revenue. 
The BBC podcast backed her up in this role as it was stated that Carolyn decided to bring more planes into the Easyjet fleet, improved flight punctuality and targeted business customers and back packers to increase income. In 2013, McCall ‘piloted Easyjet into the FTSE 100’, (BBC Podcast, 2016). The CEO demonstrated her entrepreneur and leadership skills here as she set targets to reach and introduces new procedures within the organisation. Easyjet started with just 2 leased planes in 1995 and in 2016 were valued at ‘around £4Bn’, (BBC Podcast, 2016) because of this. Additionally, in the podcast, Alan Rusbridge stated that Carolyn would ‘always work in teams’ and ‘never take credit’ for the huge turn around the company has had. 
This essay has demonstrated that Dame Carolyn McCall fully embodies Mintzberg’s managerial role theory and exceeds expectations on all 3 main sections, namely interpersonal, informational and decisional. This is supported by Peters and Waterman’s (1984) quote that explains management as, ‘without exception, the dominance and coherence of culture proved to be an essential quality of the excellent companies’. 
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