PROBLEM SOLVING AND DECISION MAKING


MUKTA UDDIN








Executive Summary 
The purpose of this report to critically analyse the current problems of Ryanair and discuss the potential causes of the problems. These areas include Brexit, poor management and alternative methods of transport. This report will also be outlining the impacts this can have on its stakeholder. 
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1. Introduction
Ryanair is Europe’s largest low fares airline. Employing over 14,500 airline professionals, Ryanair has secured itself as the Europe’s number one time performing airline and as of 2017, it became the first European airline to have flown 1 billion passengers (RyanAir, n.d.). Although there is a large quantity of staff, there are many current situations occurring regarding strikes of pilots and cabin crew, causing major disruption to the cooperation of the airline and the passengers (Davies, 2018). In 2017, Ryanair cancelled 50 flights, affecting over 300,000 passengers due to the concern of pilots whose demands were not raised about the improvement of employment terms. Most Ryanair pilots are employed by temporary agent contracts, which allows the no frills airlines to keep their costs relatively low. As a result, this eliminates some comfort and services that were traditionally agreed (Davies, Ryanair staff brand company a 'disgrace' over handling of issues , 2017). The current situation may have imposed many effects on stakeholders, such as shareholders, consumers and most importantly, employees. Brexit is a major cause of these effects, causing shareholder, Royal London Asset Management (RLAM), (who owns a 0.07% stake in Ryanair) to share their concerns about the future plans of the airline after Brexit such that they believe Ryanair will take away non- EU shareholders voters rights (Monaghan, 2018). This is a major problem since Ryanair could potentially lose their investment of UK shareholders (Treanor, 2018).















Main findings
In this section, the main problems of Ryanair will be analysed. There will be a discussion of how these causes effect stakeholders and also the main factors that it will effect whether it be politically, socially or environmentally. 

Problems with Ryanair
A very important problem to rise is the poor treatment of cabin crew staff and pilots. This mistreatment not only lead to the insecurity of pilots but also have led to them quitting as 700 Ryanair pilots had quit their job in 2017 alone. With over eighty bases that Ryanair pilots are spread out, it is no shock that hundreds of flights have been cancelled as a result. The working conditions were dire and pilots were not even offered a free bottle of water in exchange of their long flight hour service (Atkinson, 2017). The exploitation of staff has hindered the airlines growth significantly. 
Another problem faced as a result of Ryanair’s poor management is the working hours. Members of the cabin don’t receive minimum salary, they get paid when they are flying. This does not include briefing, boarding and passenger seating. These are still difficult roles to take on and a lot of hours are gone into them. Staff must also pay for their own uniform and training, as it keeps the costs of the airline low. (Morris, 2017) Many employees vouch for basic airline flying rights, such as seniority pay, compensation when schedule has been changed or disrupted and ending extra costs for food, water and uniforms.  (Calder, 2018)
The last problem to discuss is that Ryanair does not encourage teamwork, it encourages competition between the employees. There is great pressure to generate in-flight sales, where the flight attendant gets commission for every sale. However, policies have changed, where the airline has ended the rule of shared sales. This is when both flight attendants contribute to the sale and both get commission. However, this has ended and the one who stays at the trolley is the one who gains the sale. If a cabin member does not generate enough sales, they will have to fly out to Dublin to explain to the company why this is the case- risking the event of getting fired. (Morris, 2017)

Stakeholder Analysis 
A stakeholder is someone who shows interest or concern and is effected specifically by that organisation (Business Dictionary, n.d.). In this case, the main stakeholders of Ryanair are the employees in the airline, passengers and suppliers for the airline. 
There are three categories of stakeholders:
· Internal
· Connected
· External
Internal 
Internal stakeholders are the people who are already committed to the organisation. In particularly, this is the CEO, Michael O’Leary and the employees who work for this organisation. (Ryanair Stakeholder Analysis, n.d.)

Connected
Connected stakeholders are also known as primary stakeholders that have an economic relationship to the organisation. For Ryanair, the connected stakeholders are the chairman David Bonderman, Irish Air, other travel agencies, airports that Ryanair travel with and also the EU. (Ryanair Stakeholder Analysis, n.d.)

External 
External stakeholders are those who the organisation have an impact on. This would be the passengers that fly with Ryanair (customers), the government and even Trade Unions. (Ryanair Stakeholder Analysis, n.d.) (Ryanair Stakeholder Analysis, n.d.)

Keep Satisfied
Key Player
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It is essential that this airline meets customers’ needs. This is because it is their money being spent and going into the business to ensure that the best service is provided. They must be satisfied otherwise that is potential loss of revenue for Ryanair. (Patel, n.d.) Travel agencies are also important to keep satisfied. This is because these agencies receive commission for any customers that fly with Ryanair. They have to be satisfied otherwise they will be less inclined to promote Ryanair. 
The alternative airlines are not significant stakeholders. This means that they only have to be monitored, but there is no direct effect on them within the airline. They are the least important out of all the connecting and internal stakeholders.
Those that play a key part are essentially the internal stakeholders. Without these members, the organisation would be of great decline. They contribute a great amount to the organisation and have to be kept close to ensure that everything is running smoothly.
Airports and the government need to be shown consideration. Although there are no direct transactions here, they play a big role. The airport is essential in being cooperative because that is where the details and experience of Ryanair are held. Passengers have gained access to it and can receive further information. Governments are essential due to corporation tax. 



Fishbone Analysis








Dispute between cabin crew and pilots
Demands for improved employment terms
Threaten staff to force them to defer time off





Poor Staff Handling


Not responsive towards staff
Cancellation and mismanagement 




The fishbone analysis identifies many possible issues and causes for an effect of a problem. It is beneficial to use because it displays relationships clearly and logically. The correlation is clear when quick observation is made. It also helps to facilitate brainstorming and alternative methods and solutions. Furthermore, all the causes are shown simultaneously, this is good because it shows in depth analysis. (Team, n.d.) The problems are clearly outlined to the stakeholders. 
The problem identified is staff handling. This is as a result of these causes. There is dispute between cabin crew members and pilots. This is a communication error as information may not be passed on or received effectively. Furthermore, it is not meeting the employee’s needs. Employees require time off but if they are consistently deferred, this can hinder their productivity and confidence to this organisation. If the management is not responsive towards staff, this can be a major issue and a barrier for communication. If an employee wants to raise a concern, it may not be raised awareness which could affect the employee’s confidence and trust. 
PESTLE
The PESTLE analysis is a strategic planning method to identify and reduce threats to a business. It stands for:
· Political
· Economical
· Social
· Technological
· Legal
· Environmental factors
There are several advantages of using a PESTLE analysis; being cost effective, gaining a greater insight of business, awareness and caution of potential business threats and a way of exploiting new business ventures. (What is PESTLE Analysis? A Tool for Business Analysis, n.d.)
Political 
Terrorist activities on airlines and in airports have prompted Ryanair to increase its security measures. In addition, the current political situation in the Middle East is causing an increase in fuel prices which is influencing Ryanairs low price strategy. Furthermore, unfavourable Brexit outcomes can also negatively impact the business. Ryanair has proposed its plans to “pivot its growth away from Britain”, as Brexit causes “disruption” and can “affect demand”. However, the airline company did not take into the fact that this potential cut off from the UK can affect the flights to and from the UK. (Topham, 2018) The UK’s aviation industry is regulated under EU law and to maintain the current status-quo, it must negotiate an agreement with its neighbours North America. If this is not achieved, a brand new regulatory system would have to be implemented, and the company’s business could plummet if it has to strike deals globally to ensure that flights in and out of the UK continue after Brexit. (Boffey, 2017)


Economical
Following the UK’s official exit from the EU, which is scheduled in 2019, there is a possibility that a recession will take place in the UK. Consequently, the demand for holidays abroad will decline and low-cost airlines will suffer from loss in revenue. However, even in the event of a recession, this will not affect the EU’s overall economic growth, and therefore if the business can align itself with the EU to capture potential growth opportunities, Ryanair may still be able manage in an unstable economy. (Boffey, 2017)
Social
The expectations of fliers have shifted from previous generations. The expansion of Ryanair has been made possible due to the increased disposable income of middle class workers and the ability to travel more throughout the year. Additionally, low-cost airlines have provided the opportunity for working class demographics to travel abroad on a lower budget. Younger generations now expect a high level of customer service and have the ability to choose between competitors due to the ease of online booking and searching for flights. Therefore, Ryanair is required to train its employees to treat customers well and also increase its technology to manage itinerates in order to attract this newer demographic. 
Technological
Increasing evidence suggests that in order to survive, airlines must integrate digital channels into their distribution and marketing strategies. For Generation Y, travellers have the need to be constantly connected to their online social world, and therefore airlines need to employ advanced technologies to attract their target audience. Dependence on technology can however, be of benefit as it allows the airline to acquire a better understanding of customer behaviour from obtaining voluntarily shared data. (Accenture, n.d.) Many types of technology can be put in place to improve market strategy. For example, biometrics, where your face is essentially your passport and can reduce times for checking in. Another new form of technology that can enhance the airlines diversity is translated technology. This is an essential as it will be easier to communicate with foreigners and messages will be delivered more clearly. (10 technology trends for airlines and airports in 2018, 2018)
Legal
Due to the current political and economic situation of the UK, the future of aviation laws in the UK is unknown. According to the CEO Michael O’Leary, from summer 2019 the business will employ a Brexit refund clause to its tickets, as it warned customers about the questionable validity of aviation regulations if they were not finalised by then. (O'Caroll & Topham, 2017) It is also a legality to take care of staff and from ex-cabin crew members experiences, they are not getting paid enough for the hours that they work and don’t get complimentary goods provided to them after successfully delivering a great service on the flights. (Morris, 2017)
Environmental
Due to increasing awareness of the air pollution and global warming, the airline industry is currently under scrutiny from the environment protection agencies and also from the passengers. (Perkins & Varinsky, 2017)
Conclusion
Ryanair must implement new strategies in order to increase growth of this business. This includes providing better working conditions and incentives for employees. By doing this, this can encourage them to work at the best ability- thus increasing on-flight sales and being overall productive. Improving technology to keep up with modern day tech society is a good way to be ahead of competitors and improves the efficiency of the airline as well. 
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