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[bookmark: _Toc49949015]Executive Summary

This report will present an in-deep PESTLE analysis of which are the factors that are affecting the British Airways organisation now. Further with the Edgard Schein Model of Culture the author will present the cultural elements that have contributed to the organisation success. The author during the report will engage with the analyses of the ethical attitude that British Airways has and what are its values. In the same time based on the researches made the author will present the skills and knowledge that employees need to possess to perform well in the organisation. By the end of the report the author will present some conclusion and recommendation regarding the British Airways workplace culture. 
 

1.0 [bookmark: _Toc49949016]Introduction

The author on this report will conduct an analyse on British Airways workplace culture. The report contain different procedures to analyse the structure of an organisation culture , such as Edgard Shein Model of Culture , PESTLE analyses which is a procedure that helps organisation to identify the factors that affect the business and what decision needs to be taken to improve business objectives. Furthermore, it will be possible to identify the ethical behaviour that British Airways has worldwide in the same time the author has mention same of the skills required for and employee to succeed inside the company and what it is the process that the organisation it is following when it is about recruiting new people.


2.0 [bookmark: _Toc49949017]Findings 
2.1 [bookmark: _Toc49949018]PESTLE analysis of the factors that affect the British Airways 
        British Airways is a full-service worldwide air company, offering year-round low prices with a large international route network flying to and from centrally located airports. (About BA | British Airways, 2020). British Airways company was founded in April 1974 in the merging of British Overseas Airways Corporation and British European Airways and their related corporations. (British Airways PLC, 2019) According to the author being an air company it has its advantage and disadvantage as there are many other air company on the market and this can affect the success of the company if the standards of the corporation  does not meet the people expectation. In fact, according to A. Grcar in the last few years the organisation has start to register quite an amount of disappointed feedback and reviews because of its way of interacting with people’s experience same of this problem are: (GRČAR, 2019)
Technical Issues and IT Glitches;
Imitation Of Budget Airlines;
Unforgivable Delays; 
Entertainment Systems Not So Entertaining;
Incompetent Call Centres;
Saving Money At The Expense Of The Planet;
(GRČAR, 2019)
      In the same time according to BBC in 2019 because of IT failures the company register one hundred and seventeen cancelled flights a more than two hundred registered a delay on their departure because of the failure of their online system. Moreover, in the same year the company get accusation about the miss communication on board after smoked filled cabin as many passengers complain about the “poorly handled” the situation at that time. (News, 2019) Following the problems that in the last years has been affecting the image of the organisation the author will fully analyse the main factors that affect the company now through the PESTLE analysis. Through this process the author, according to the definition of PESTLE analysis , will conduct an analysis to better understand the aspects and factors, as  is standing by the name, Political , Economical , Social , Technological , Legal and Environmental  that affect the objectives and goals of the company. (Murray-Webster and Williams, 2010)
· Political factors: 
     According to the author the political factors can affect the organisation in many ways, because this factor includes the decision and rules that governments make such as tax, laws, political stability which can have an impact on the profits of the company. In the same time this political factor can affect the organisation even by only increasing the value-added tax on products or business rates, this element can influence the ongoing profit and even interact with the culture of an air business company but not only. The principle factors that now is affect each business company now according to BBC is the Brexit that will have a huge impact on the UK firm’s trade with the EU single market. According to the author the new rules that Brexit will generate in the United Kingdom can impact the way and required a change on the rules that air companies are using now. (BBC Bitesize, 2020) Furthermore P. Steele says that from when the Brexit decision  has been put in place on the both sides of the Atlantic there have been chaotic political developments and Airside International was asking the Airports Council International (ACI) and International Air Transport Association (IATA) if the Brexit deal can have an impact on their members and the extensive aviation industry. In fact, P. Steele mention that Airport Council International is worried about the impact of the UK leaving the EU and its economic community and Air Transport Association (IATA) mention that close to the Brexit factor at the same time it  is the potential impact of terrorist activity. Moreover, according to the author several other airline have also mention the route network and development decisions will be difficult to make for 2018/2019 because of the miss communication of the future arrangements of UK/EU aviation. (Steele, 2018)
· Economic Factors:
          According to the author due to the pandemic situation many of air company has register loses on their profits as most of their flights has been cancelled due to the Covid-19. In fact J. Harris says that trade union Unite has been organised a small protest based on how the British Airways has responded to the worldwide  crisis in  aviation  due to the Covid-19 , most of the people present at the protest where cabin crew that has to deal with the policy as ’’fire and rehire’’ where many of the BA employees has to deal with the redundancy or reduce pay.  Many other protests have been registered in south Wales as BA will mean around 400 job losses due to the economical problem that the organisation is facing now. On the other hand , British Airways says that in the last months  has flied only the 20% of its usual schedule as a BA voice says that they are facing the  “the biggest challenge the airline and our industry has ever faced”, the insistence that “we have to adapt to survive”, and a claim that “It is not too late to find solutions … and to protect jobs” . (Harris, 2020)
· Social Factors:
         Based on the researches made by the author, same of the social factors that affected the company were due to the strike of the company’s pilots in 2019 when , according to the BBC , the company cancelled its flights for two days and after that the organisation has declared that its full schedule will not go back to normal as the 150 aircraft and 700 pilots started the day in the wrong place at that moment. Due to this event the company has experienced trusted issues because, customers have had to cancel their flights which has led to confidence problems with British Airways due to the high number of problems that the company is creating for customers. (BBC News, 2019)
· Tecnological Factors

         According to B. Zhang for the airlines its possible to have more than only one problem that affect the company and their profits. In fact, as mention by the author based on his researches the British Airways has been affected in many ways, but there are still many other factors that has an impact on the development and success of the organisation. Moreover, is possible to identify due to the author research, how the technological factors affected the British Airways company. In fact, to face all the huge amount of request from a company that has to due with its online check-in it is important to invest in technology system to avoid disappointments and customer negative experience. (Zhang, 2018) According to the author due to the technical problems its customers experienced problems on delays and cancellations because of IT errors. Furthermore, the author has identified that according to M. Garcia, British Airways registers lots of problems with the online check-in system and for this issue, the company had to cancel over 100 flights and delayed other 200. (Garcia, 2019)

· Environmental Factors

        According to P. Neill the British Airways company per passenger based on Which analysis can increase the CO2 emission up to 45% per passenger as from Heathrow to Miami the company can use up to 1.13 tonnes of carbon which is more respective a fly with other companies. In fact, according to Which analysis, British Airways with a fly from London to Palma de Mallorca can release 50% more than the same route with Ryanair. According to the author one of the reasons that the company release such an amount of CO2 it is because they are flag carrier , register locally which mean that they can enjoy privileges from the government for international operations but in the same time their older fleets required the usage of more fuel.  (Neill, 2020)
      According to the author it is important when the organisation has to take action to solve this problems to take in consideration the changes that can impact the culture of the organisation because , according to A. Merritt and D. Maurino the culture develop and change due to three processes -technological , social system and historical circumstances (MERRITT and MAURINO, 2004).
[bookmark: _Toc49949019]
 The workplace culture of British Airways

         According to the author being an airline organization, British Airways must deal with a huge amount of people from worldwide.  The author says that as an airline company the organisation must deal with the culture of different countries which, means that they must adjust their culture, value belief and attitudes in consistent with culture of the different passengers that the company carries daily. Based on author researches, to have a consistent service quality, airlines need to standardize their service delivery and to align their values, beliefs and attitudes with customer experiences, principles and morals because the employees on the company in their way can influence the customer experience if the organisation does not define their own culture. (Yayla-Kullu et al ,2015)
 According to the author the purpose and goals of an organisation initially generate the kind of culture that the creators or their descendants want to see, their concept. The external environmental will play an essential part since customers, competitors, contractors, all will have an impact on the organisation choice. Internally, the abilities, attitudes and morals of employers and employees will also influence the type of culture that each business design as its own. (Cole, 2004)
According to the author, there are many models to analyse the culture of an organisation, such as , Edgard Schein model of culture , Handy Model of Culture , Culture web etc. Further the writer to analyse the British Airways culture, will use the Edgard Model of Culture.

Analysis of the organisational culture with British Airways through Edgard Schein Model of Culture 
     According to the author the Edgard Schein Model of culture is based on three levels, artifacts, beliefs/values and assumptions. With each level of its model of culture it is possible to identify the of the organisational culture that the organisation has based on its structure, beliefs, values and assumptions. (Schein, 2004)

     Artifacts:
        One of the artefacts that the author identify it is about the logo history of British Airways that has changed during the years different time. In fact, according to the author, the first time when the organisation was founded, its logo it was not a good looking because of the structure of its name on the plane which was not align with the services that the company has to offer.  However, the organisation realize that the logo can influence the image of a company so during 1982-1997 the company logo has a huge impact on it brand because was classifying the airline as a much more premium brand than in the past.(logodesign, 2013) Another artefacts that influence the success of British Airways it about their uniforms that during the years was created by different designers whit the inspiration from the culture of the different countries that the company was working with. According to the author, it is important for the British Airways that the design of their uniforms it is aligned with the employees values and in the same time , it is showing the class of services that the company has to offer and the important about their culture.  Some example of the success of its uniforms that had an impact on their culture success are: Created by Julien MacDonald, a previous designer for Chanel, the uniforms from 2003 in the present, where created to reflect the airline’s great British heritage. In the same time in 2007 the company introduce a new Indian uniform designed by Rohit Bal. Furthermore, during the 1993 -2003 the uniform of the British Airways reflected the BA’s global and multicultural nature, the uniform included different colours such as blue, red, white and blue pinstripe. (business travellers, 2011) In the same time ,according to M. Caswell , on the news the BA’s chairman and CEO said that “Our uniforms have been an iconic symbol of our brand throughout our 100-year history and our partnership with Ozwald will take us forward to the next chapter in our journey. At a time when we’re investing for customers, new uniforms are a visual representation of investment in our people and we want them to feel proud when they wear the new uniform.”  (Caswell, 2018) 

     Beliefs and Values:
        According to the British Airways business plan the organisation has five beliefs and values to ensure customers that they are delivering the best quality services. This are:
-Be the airline of choice for long-haul premium customers;
-Deliver an outstanding service for customers at every touch point;
-Grow our presence in key global cities;
-Build on our leading position in London;
-Meet our customers’ needs and improve margins through new revenue streams;
(British Airways ,2010)

       All off its beliefs has bring success to the company because the organisation it is trying to monitor through surveys the feedback of the customers because they are those with different perception of culture and the company is trying to align business beliefs with customer’s values for the reason that the company beliefs that the customer experience will affect the future plans of the organisation. (British Airways ,2010) Moreover because of their interest on satisfying the customer the company has register different achievements. According to the author 2019  was the year when the British Airways celebrate 100  years as an airline company  but also , a year of great achievements , the arrived at the conclusion that thank you to the investment in customers and people values the company gain success and in 2019 the organisation received the reward  title as the Airline of the Year 2019.  On the other hand ,  because of the investments in people values and beliefs , the positive experience of people and customers , the company to reward their loyalty in the same year ,they have introduce a new Airbus A350 fitted with their new Club Suite products which customer enjoy. Furthermore , according to the author, to demonstrate to the customers that their opinion matters they also refreshed the Boeing 777 fleet with new interiors ,and renovated several of their lounges around the world and also launch the new-look facilities of its First and World Traveller Plus cabin.  According to the author to underline their beliefs and values , the BA Holidays in 2019 announced a long-term partnership with the global flora and fauna charity Born Free Foundation and launched its new animal welfare policy , delineating the travel company’s commitment to never encourage the detention of wild animals and discouraging its hotel associates from doing so. To establish customers that their culture beliefs and values are all set up around customers and people they have put together a partnership with the British Red Cross and The Diana Project to support the relief effort to help those who need help. (British Airways ,2019)

      Assumptions

    According to the author , with all the culture changes ,from the image that at the beginning was focused more on army style and  the many choices about recreate  their uniforms to compile with 21st century style , the organisation was trying to reinvent its-self , focusing more on how to change the hierarchical behaviour that the company has as basic assumption as they have to follow hierarchical procedures to care on their work. In fact, seems that at the beginning the organisation had this unspeakable rule about how they should behave inside the business workplace culture. On the other hand , according to the author , now a days the company is trying to focus more in a clearly and transparent way of communication with their customer and people as the organisation realise that having a business based on the values and culture beliefs of their customers it what bring success and profit to the company. (sagepub,nd)

[bookmark: _Toc49949020]2.3 The ethical attitude of British Airways organisation 

       According to the author, being and airline company it is also important to ensure people that the company it is looking after the ethical behaviour inside its workplace. Saying so, Patrick K. Benton says that safety of the aviation industry depends on the ethical conduct of the people that are engaged with the industry. This ethics, are founded on values that encouraged a person to make decision, and beliefs of a sense of right and wrong, concern for the wellbeing of others and built on the duty of taking actions when needed. (Benton, 1995 ) In the same time, British Airways has been taking action to ensure that the ethical behaviour of the company it is based on principles that help the environmental of the planet and does not affect the population. Since 1990s British Airways was involved in reducing the emissions of fuel, said so, they   cut over 60 million tonnes of carbon dioxide from the atmosphere, almost 28% of their annual consume. On the other hand, British Airways it is looking to improve the waste management by generate a variety of business activities which motivate people to engaged with the waste materials that can save the environmental eco friendly green space and not only. (British airways ,2007)
According to the author , British Airways organisation it is committed to support the people and communities of the countries where they fly ,on the other side, they also have a charity programme called  “Flying Start” which it is a partnership with Comic Relief, to help disadvantage people in the UK and worldwide . In the same time the organisation it is looking to ensure the equality, diversity and inclusion of each person in part. (Corporate Responsibility, 2020)

[bookmark: _Toc49949021]2.4 British Airways Values and knowledge required for an employee to perform well in the organisation 

              The British Airways main goal is to become the leading global premium airline. According to the author, British Airways to achieve their goals it is to focus on people different needs in terms of benefits, training and development. On the other hand, British Airways want to deliver a high performing culture that rewards individuals for the great performance. (British Airways, 2010) However to accomplish its objectives, British Airways it interested in recruiting people who have the same values as the company. According to the author to make sure that employees has their values aligned with organisation values, it is offering training programmes that help people to demonstrate commitment to their values. (British Airways, 2008) Furthermore, British Airways values and strengths are : creativity , energy , diversity and open-mindedness along with  their beliefs mention by the author above. British Airways it is looking after employees with all this skills and knowledge because their objective is to serve customers from numerous nationalities, backgrounds and cultures. (British Airways - Working with us, 2020) 



According to the author , same of the skills required to work for British Airways are : (Stainton, 2019)

- value customer service and  interacting with them.
 -treat  passengers as an individual  despite their background or culture.
-  team-work skills  , by building professional relationships with your colleagues.
-excellent communication skills, including the ability to deliver difficult messages effectively
- flexible with the rules that has to  be followed 
-problem solving and decision making silks  
-process new information quickly and use it correctly.
-Have at least 3 GCSEs at Grade C or above.
-Fluency  in spoken and written English.
(Stainton, 2019)
3.0 [bookmark: _Toc49949022]Conclusion 


         In conclusion, British Airways it is an airline company 100 old that operate from the war time. At the same time, it is a company with worldwide relationship and partnership with the objectives to helps those who need help but in the same time to protect the climate change and the environmental space. British Airways as many other company from aviation industry has pros and cons but, despite all of this problems and the customer negative experience the company seems to be choose over and over for its quality services and also for the performance that employees demonstrate when they   interact with business customers. In conclusion the British Airways workplace culture it is to interact with people no matter their gender, nationality, background, religion or culture. According to the author what it is important for British Airways it is to serve every single passenger as an individual no matter their culture because, being an airline company every day they are interact with people from various countries with different culture , beliefs and values.

4.0 [bookmark: _Toc49949023]Recommendation

According to the author, it is important that employees of British Airways experiment a positive experience inside the company, because it the business culture that influence the behaviour of and employees when they must interact with customer. In this way, the organisation must collaborate, communicate, trust and make their employees feeling part of the business objectives, to motivate them to interact with customers politely and with respect. (Geldart, 2020) On the other hand , due to the pandemic situation , it is important that a airline company communicate clear with their customer when they have to cancel their flight, According to the author there British Airways does not explain to the customer that there is the possibility to choose a full refund for the ticket instead of the Future Travel Voucher that the organisation it is trying to offer by phone or either online.  According to the author the organisation must provide more attention at customer needs because they are those who influence the company success and profit. (Smithson, 2020)

 


























Employees who grow up learning their
own cultural norms, beliefs, and values may bring those cul-
tural biases (positive or negative) in the design and delivery of
systems, processes, procedures and even communication of
the organization (Yayla-Kullu et al. 20
s airlines are serving passengers with diverse needs and
backgrounds, airline management should be aware of their
own cultural biases, either positive or negative, on the quality
of services desi
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