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Introduction
 

With increasing globalisation, work organisations are becoming even more complex and internationally based. There is greater emphasis on the understanding and management of a diverse group of people from different nationalities into a coherent culture (Mullins and Christy, 2016, p. 574). This is why the study of culture is very important in today’s world.
Culture is very important in the aviation business, where safety and competitiveness are very high, to make sure that operations run well and that customers are happy. This study is about Emirates Airlines, which is situated in Dubai, UAE, and is one of the best airlines in the world (Emirates, 2025). The company employs over 100,000 people from more than 160 nationalities and operates one of the largest fleets of Airbus A380 and Boeing 777 aircraft.
The report critically analyses the impact of organisational culture on its structure and decision-making processes. It also uses important theoretical frameworks like Schein's model of organisational culture, Hofstede's cultural dimensions, and Handy's cultural kinds to find and study the culture at Emirates. The research goes into more detail about how Emirates uses culture to fit in with its outside world, whether culture is a problem, and how it affects overall performance.




How Organisational Culture Shapes Emirates’ Structure and Decision-Making
With increasing globalisation, work organisations are becoming even more complex and internationally based. There is greater emphasis on the understanding and management of a diverse group of people from different nationalities into a coherent culture (Mullins and Christy, 2016, p. 574). Organisational culture has a direct impact on the structure and decision-making of a company. In Emirates Airlines, culture and structure work together to create a disciplined, customer-focused, and performance-driven organisation. 
Emirates' organisational culture of discipline and authority clearly affects the organisational structure. Emirates Airlines has a flexible but hierarchical way of running its business. It has a classic corporate pyramid with the Chief Executive Officer at the top. Senior management teams are in charge of diverse areas such as operations, finance, marketing, engineering, and customer support. This hierarchy makes it clear who reports to whom, who is responsible for what, and how to work together with a huge worldwide workforce. The organisation is led under the vision of His Highness Sheikh Ahmed bin Saeed Al Maktoum (Emirates About, 2025). Given the disciplined nature of the organisation, Emirates has structured the organisation as cross-functional teams. Emirates employs cross-functional management committees to keep an eye on and manage important areas like strategy, operations, finances, and reputation. These include managing treasury risk, making acquisitions and capital investments, ensuring safety and security, planning and measuring fleet performance, developing products and providing customer service, and protecting the environment and promoting sustainability.
However, it also reflects the power distance inherent in Emirati and Middle Eastern culture, where respect for authority and top-down decision-making are deeply embedded social norms (Piotrowska and Piotrowski, 2023). This means that the middle-level and lower-level executives of the company may not have as much decision-making autonomy and authority. According to Fraihat et al (2023), organisational structure has a direct impact on the creativity of employees. Encouraging employees to be creative is very important for a business to do well. 
One of the most important things that can help or hurt creativity is the way an organisation is set up. Previous studies have found that there are various structural elements that can affect creativity. Studies indicate that organisations could enhance employee creativity and attain superior outcomes by decentralising decision-making processes and striking a balance between formalisation and chances for creativity and flexibility. While the top-heavy organisational structure enabled by the culture at Emirates provides advantages such as efficiency, it also has an impact on creativity within the organisation. The company's emphasis on innovation and customer service is another important way that culture affects structure and decision-making. Emirates' culture of "service excellence" affects how they choose which technologies to use, which routes to expand, and which products to make. For instance, Emirates was one of the first airlines to put showers and Wi-Fi aboard its A380 planes. These choices show that the company is focused on its customers and is always looking for new ways to improve. According to AlShehhi et al (2021), organisational culture has a direct impact on the performance of UAE organisations. Organisational culture has a positive impact on performance in different metrics. This means that Emirates Airlines’ focus on service excellence directly impacts the customer service performance of the airline.
Also, Emirates' way of making decisions shows more collectivism than individualism. Even though leadership is still centralised, group-based problem solving and team discussions are encouraged, especially in divisions like engineering and cabin services. This shared way of thinking helps the organisation run effectively in high-pressure situations where working together and coordinating are important.




Identifying and Analysing the Culture at Emirates Airlines
Different theoretical frameworks can help us understand organisational culture by showing how common values, attitudes, and behaviours affect how an organisation works. To critically examine Emirates Airlines’ culture, this section utilises three important frameworks, including Schein’s model of organisational culture, Hofstede’s cultural dimensions theory, and Handy’s cultural typology.
Schein’s Model of Organisational Culture
Schein's model characterises organisational culture as a set of shared fundamental ideas that a group acquires while addressing challenges of external adaptation and internal integration. This model talks about three levels of culture: artefacts, espoused values, and basic underlying assumptions (Makumbe and Washaya, 2022). This model helps show how the things that Emirates does and the symbols it uses are linked to deeper perceptions about the company.
Artefacts (Visible Elements)
Artefacts, such as physical design, clothes, rituals, and ways of talking, are the most obvious signs of culture. These artefacts are easy to spot at Emirates. The airline's classy uniforms, multilingual announcements, fancy lounges and high-tech aeroplane interiors all show that they are professional, high-quality and sophisticated on a global scale (Emirates, 2025). The company's identification as a high-end, customer-focused brand is strengthened by its corporate branding, such as "Fly Better," and the consistency of its customer service. The visible multicultural workforce and courteous cabin crew interactions also signal inclusivity and respect.
Espoused Values
The organisation's espoused values are the goals and ideals it says it stands for. Emirates clearly supports principles like excellence, creativity, teamwork, respect, and honesty. These values guide the behaviour of employees and shape managerial decision-making. The company values advancement and forward thinking, which is shown by how it focuses on constant innovation, such as being one of the first to offer in-flight Wi-Fi and digital entertainment systems. Leadership at Emirates also stresses providing excellent service and helping employees grow, making sure that everyone knows how important it is to keep high standards in a competitive global sector. According to AlShehhi et al (2021), organisational culture has a direct impact on the performance of UAE organisations. Organisational culture has a positive impact on performance in different metrics. These declared values as a part of the culture clearly influence the customer service performance of Emirates in the Aviation industry. 
Basic Underlying Assumptions
Schein's model says that the deepest level of culture is made up of beliefs that people do not even think about. In the Emirates, these ideas include the value of respecting authority, working together, and believing in cultural harmony (Makumbe and Washaya, 2022). In an industry like aviation, where safety is very important, workers are expected to follow the rules and respect the chain of command. This part of the culture at Emirates creates a clear sense of direction at the company. However, there can be challenges with limited creativity as control at the top level can limit creativity.
Hofstede’s Cultural Dimensions
Hofstede’s Cultural Dimensions model identifies six dimensions of national and organisational culture which are power distance, individualism versus collectivism, masculinity versus femininity, uncertainty avoidance, long-term orientation, and indulgence versus restraint. Applying these dimensions to Emirates reveals how its cultural context influences corporate behaviour (Zheng et al., 2025).
· High Power Distance: Emirates shows a lot of respect for hierarchy and authority, which is in line with Emirati cultural values. At the top, decisions are made by a small group of people, and leaders are required to provide orders and keep everything in order. This organisation is clear and stable, and employees understand and accept it.
· Collectivism: Even though the workers come from different backgrounds, the culture pushes them to work together. People who work together are more important than people who work alone, especially in cabin and ground operations. This helps make sure that all of our global operations have the same level of service.
· Masculinity (Achievement Orientation): The culture in the Emirates puts a lot of value on success, competition, and achievement. The business wants to be the best in the world in customer service, fleet size, and making money. Staff members are motivated to do their best by systems that recognise and reward them.
· Moderate Uncertainty Avoidance: The aviation industry must strictly follow safety and operating regulations. Emirates' thorough regulations, manuals, and training programs show that they eliminate uncertainty to a moderate to high degree, which lowers risks and makes things more predictable.
· Long-Term Orientation: Emirates puts a lot of money into long-term strategic goals like sustainable aviation, new technology, and building up Dubai International Airport's infrastructure. This shows that you are open-minded and want to grow.
· Indulgence: Emirates focuses on luxury and client satisfaction, from first-class suites to world-class cuisine. This shows a culture of indulgence where comfort and pleasure are the most important parts of the customer experience.
Handy’s Cultural Typology
Under Handy’s Cultural Typology model, there are four types of organisational cultures. Power Culture, Role Culture, Task Culture, and Person Culture. Emirates Airlines displays a blend of Role Culture and Task Culture (Machado and Carvalho, 2008).
· Role Culture: Role culture is when there are clear lines of authority, duties, and processes. You can see this plainly in Emirates' well-organised hierarchy and rigid rules for how things should be done. From pilots to customer service reps, every employee knows what their job is, which makes sure that everything runs smoothly and follows aviation rules (Emirates About, 2025).
· Task Culture: Emirates also has certain aspects of task culture, especially in its project teams and efforts to come up with new ideas. People from different departments work together on things like planning routes, making things safer, and coming up with new ways to provide service (Emirates, 2022). This flexible teamwork lets people solve problems and adapt, which are both important when the outside world changes. Collectively, these models explain how Emirates’ values of discipline, hierarchy, and teamwork operate within both the Emirati national context and its global aviation environment.
How Emirates Airlines Uses Organisational Culture to Adapt to Its External Environment

Emirates operates within an environment shaped by external forces identified in the PESTEL framework. These include factors such as political, economic, social, technological, environmental, and legal factors (Citilci and Akbalik, 2019).
International rules, bilateral air service agreements, and the UAE government's ambition of making Dubai a worldwide aviation hub all have an impact on the airline's politics. Emirates has to deal with changing worldwide demand, fuel prices that go up and down, and currencies that go up and down. Customers now want more customised and digital experiences in their social lives. From a technological standpoint, the airline must find a way to combine advanced digital technology while yet keeping safety and dependability. Concerns about carbon emissions and environmental sustainability have also become major global problems.
To cope with this dynamic environment, Emirates depends on a centralised, strong and adaptive organisational culture that encourages innovation, cross-cultural understanding, and customer-focused decision-making (Emirates, 2025). To quickly adapt to changes in each Emirates has dedicated cross functional teams in different areas of aviation industry. Emirates employs cross-functional management committees to keep an eye on and manage important areas like strategy, operations, finances, and reputation. These include managing treasury risk, making acquisitions and capital investments, ensuring safety and security, planning and measuring fleet performance, developing products and providing customer service, and protecting the environment and promoting sustainability (Emirates About, 2025).
Moving further, the airline supports trying new things and learning, which lets it quickly make improvements to its technology. Emirates was one of the first airlines to use biometric boarding gates, AI-powered customer care, and entirely digital entertainment systems on board. The leadership culture of Emirates encourages this kind of flexibility. Senior management supports open communication and working together across departments through innovation laboratories and employee idea programs (Emirates Media Centre, 2016).
Sustainability is becoming a key part of what it means to be a responsible business (pinto, 2024). Emirates has made environmental awareness and social responsibility a part of its company culture to meet global environmental standards. The airline buys a lot of fuel-efficient planes, like the Boeing 777X and Airbus A350. This shows that they are committed to innovation and sustainability in the organisational culture. Emirates' social programs, including the Emirates Airline Foundation, show that the company's culture goes beyond making money to include caring for the community and acting responsibly. This socially aware culture makes the company more legitimate in international marketplaces and improves the reputation of its brand (Emirates, 2025). 
Emirates’ continued focus on innovation and world-class service quality shows how its culture of excellence enables the airline to adapt effectively to environmental pressures and global market changes.







Is Organisational Culture a Barrier to Effective Functioning in Emirates Airlines?

Emirates Culture acts as a source of strength for the company by providing clear direction and roles within the organisation. Emirates clearly stands behind values like honesty, respect, teamwork, innovation, and excellence. These ideals tell employees how to act and help managers make decisions. The company values progress and looking ahead, which is seen from how it focusses on new ideas all the time. For example, it was one among the first to offer Wi-Fi and digital entertainment systems on flights (Emirates, 2022). Another key way that culture affects structure and decision-making is that the organisation puts a lot of value on innovation and customer service. The "service excellence" ethos at Emirates affects the technologies they utilise, the routes they expand, and the products they create. For example, Emirates was one of the first airlines to include showers and Wi-Fi on its A380 jets. These options show that the company cares about its customers and is continually searching for ways to make things better. Emirates Airlines runs their company in a way that is both flexible and structured. It has a traditional corporate pyramid with the CEO at the top. Senior management teams are in charge of a wide range of things, including operations, finance, marketing, engineering, and customer service. This hierarchy makes it apparent who reports to whom, who is in charge of what, and how to work with a large group of people from across the world. His Highness Sheikh Ahmed bin Saeed Al Maktoum is in charge of the organisation. 
However, there are also some downsides to this hierarchical and centralised disciplined culture. Emirates Airline culture shows the power distance that is a part of Emirati and Middle Eastern society, where respect for authority and making decisions from the top down are strongly ingrained social norms. This means that the company's middle-level and lower-level managers may not have as much power and freedom to make decisions. Fraihat et al. (2023) say that the way a company is set up directly affects how creative its people are. Research suggests that businesses can boost employee creativity and achieve better results by decentralising decision-making processes and finding a balance between formalisation and opportunities for creativity and flexibility (Fraihat et al., 2023). The culture at Emirates allows for a top-heavy organisational structure, which has benefits like efficiency but also affects creativity inside the company. 

The Impact of Organisational Culture on Performance and Recommendations for Improvement

Emirates' culture of discipline, quality, and following rules has contributed to great operational success. The company's focus on safety, being on time, and being exact is a reflection of its hierarchical and role-based culture. This strict setting makes sure that aviation rules are followed and mistakes are kept to a minimum. Emirates' culture has a strong focus on performance, which motivates staff to provide excellent service on all flights and to all locations. Emirates clearly supports principles like honesty, respect, teamwork, new ideas, and doing things well. These values guide employees' behaviour and help management make choices. The organisation values growth and looking ahead, which is seen from how it always looks for new ideas. For example, it was one of the first airlines to offer Wi-Fi and digital entertainment systems on aircraft (Emirates, 2022). 
Moreover, the airline’s cultural focus on innovation has supported efficiency gains and operational excellence. For instance, Emirates’ early adoption of digital flight management systems and AI-driven maintenance has improved turnaround times and fuel efficiency (Emirates Media Centre, 2016). Emirates' culture is all about putting customers first. "Fly Better" is the company's driving principle, and it shows how much they care about putting customers first. People from all over the world feel valued and respected because of the culture of courtesy, professionalism, and multiculturalism. Clearly, organisatioanl culture has a positive impact on the performance of the organisation as supported by the findings of. 
Based on the analysis, while Emirates’ culture largely enhances performance, several recommendations could help:
1. Promote Decentralised Decision-Making
Emirates should provide mid-level managers and teams more freedom to make decisions, especially when it comes to customer service and innovation-related projects. This would help the company be more responsive and innovative. A more decentralised way of making decisions would help businesses respond more quickly to changes in the market (Emirates About, 2025).
2. Strengthen Employee Empowerment
Although Emirates values hierarchy, it should continue expanding employee feedback systems and participative forums. Encouraging open dialogue can enhance job satisfaction and motivation. 












Conclusion
In conclusion, Emirates Airlines’ organisational culture plays a crucial role in shaping its structure, decision-making, and overall performance. The company’s disciplined, hierarchical, and customer-focused culture ensures operational efficiency, safety, and service excellence across its global operations. Through frameworks such as Schein’s model, Hofstede’s cultural dimensions, and Handy’s cultural types, it is clear that Emirates fosters a culture rooted in respect for authority, teamwork, and innovation. This culture has been a major factor in the airline’s global success and reputation for quality. However, the same hierarchical and centralised nature that supports discipline and control can also restrict creativity and employee autonomy. Encouraging more decentralised decision-making and empowering employees at all levels would help enhance responsiveness and innovation. Overall, Emirates demonstrates how a strong, cohesive culture can align with strategic goals and external demands, but continuous adaptation is necessary to maintain competitiveness in a dynamic global aviation industry. By balancing authority with empowerment and innovation, Emirates can further strengthen its organisational effectiveness and sustain its position as a world leader in aviation.
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