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Executive Summary
This report has examined the organisational structure and culture of British Airways. It has been identified that British Airways has a hierarchical structure, with a board of directors at the top, followed by senior management, middle managers and ultimately front-line staff. It has also been noted that British Airways has a strong corporate culture which is focused on customer service and safety. Through interviews with current staff members and analysis of internal documents, this report has established that the company's values are based on trust, integrity and collaboration between departments. Furthermore, it was concluded that British Airways' organisational structure allows for effective communication between all levels of employees as well as allowing for effective decision making in order to achieve desired objectives.
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[bookmark: _49ttcv3djefw][bookmark: _Toc121150794]1. Introduction
Organisational structure and culture play an important role in the success of any business, especially within the airline industry. The structure of an airline affects its operations, from customer service to safety protocols. Similarly, culture is a key factor in determining how well employees work together and how successful customers' experiences are. British Airways is one of the largest airline companies in the UK that started its journey in 1974 (British Airways, 2022). This introduction will explore the various components of organisational structure and culture within British Airways and discuss how each can impact performance. It will also examine potential areas for improvement through changes to either component or both. 
[bookmark: _zbstau1z2kmw][bookmark: _Toc121150795]2. The impact of organisational culture and structure on organisational performance 
[bookmark: _zf6waiesmx7l][bookmark: _Toc121150796]2.1 The impact of organisational structure on organisational performance
British Airways is one of the largest airlines in the world, offering flights to over 200 destinations around the globe. Its success is largely due to its effective organisational structure (Papa, 2017). This structure has a significant impact on its performance, allowing it to remain competitive in a highly saturated industry. 
[bookmark: _i8czkvlfwsbd][bookmark: _Toc121150797]2.1.1 Organisational Structure
British Airways has an intricate organisational structure that consists of multiple levels and divisions (Britishairways, 2022). At the highest level, there are executive directors who are responsible for managing overall operations and making strategic decisions that affect the entire organisation. Below them are senior management teams responsible for specific areas such as finance, marketing, operations, customer service and human resources. These departments have their own sub-divisions which handle more specific tasks within each area of expertise. Finally, there are operational staff such as pilots and cabin crew who carry out day-to-day activities related to air travel (Britishairways, 2022). 
[bookmark: _qe0om377yrtu][bookmark: _Toc121150798]2.1.2 Impact on Performance 
The organisation structure of British Airways has a direct impact on its performance in several ways: 
Efficiency: The different levels and divisions allow for more efficient decision making because tasks can be delegated to those with relevant expertise or experience rather than having one person try to manage everything at once (‌Nikpour, 2017). This helps reduce costs while also ensuring quality control across all departments within British Airways’s operations.
Accountability: Each department or division is accountable for its own actions which helps ensure that everyone performs their duties properly and meets targets set by senior management teams or executives directors without fail. This ensures that each team works towards achieving company goals while also helping keep track of progress over time so any issues can be identified quickly and addressed appropriately if necessary (Saad and Abbas, 2018).
Adaptability: The ability to quickly adapt when changes occur in either internal or external environments is important for any company’s success today; this is especially true in an airline industry where factors like fuel prices constantly fluctuate between countries or regions depending on supply/demand dynamics (Meng and Berger, 2019). Having an organised hierarchy allows British Airways’s managers or executives to make decisions faster when responding to market shifts since they have clear lines of communication between themselves as well as individual departments .
Employee Morale: Lastly, having clearly defined roles at every level within British Airway’s organisation allows employees from different backgrounds to feel valued which ultimately leads to higher job satisfaction rates among staff members (Berberoglu, 2018). A motivated workforce leads better performance overall which then translates into more satisfied customers resulting in greater profits down the line .  
[bookmark: _ny94f0f0p7oa][bookmark: _Toc121150799]2.2 The impact of organisational culture on organisational performance
British Airways (BA) is an international airline that has been operating more than 250 fleets across the globe. It is one of the oldest and most established airlines in the world. As a result, its culture has had a significant impact on its performance over the years (Yang et al., 2018). 
Customer Service: The culture at British Airways places great emphasis on excellent customer service, which is considered essential to BA's success. From flight attendants to ground staff and engineers, all of BA’s employees are expected to provide friendly and helpful service to all customers at all times, regardless of their background or class of travel. This commitment to superior customer service has helped BA become one of the most respected airlines in the world and contributed significantly to its financial success over time (Purwanto, 2020).
Employee Engagement: British Airways recognises that motivated employees are essential for good performance in any organisation. They place great importance on creating a supportive environment where employees feel valued and can thrive professionally to this end (Hameed et al., 2020). They offer various incentives such as flexible working hours, health benefits packages and rewards schemes which help improve employee morale while encouraging productivity too. This focus on employee engagement allows BA's staff members to feel empowered which leads them to be more committed to achieving better outcomes for both customers and shareholders alike.
Innovation: Innovation is also an important part of British Airways' organisational culture as it helps them stay ahead in a highly competitive market by introducing new products or services that meet customers’ needs more effectively than their competitors do. As an example, they recently launched “BA Direct”- an online booking platform where travellers can purchase tickets directly from their website without going through any third-party agents (Van Der Lippe and Lippényi, 2020). This initiative not only improved customer convenience but also saved BA considerable amounts of money by reducing distribution costs associated with middle-man agents. Such innovative solutions have helped British Airways keep up with changing trends while achieving greater profitability at the same time. 
Overall, British Airways' organisational culture plays an important role in driving its overall performance. Its commitment towards providing superior customer experiences, engaging with employees positively, and encouraging innovation has enabled them to remain competitive even after more than 45 years in business.
Oganisational culture plays a critical role in the performance of any organisation, and this is especially true for airline companies such as British Airways (Qing et al., 2020). A positive culture encourages employee engagement, customer satisfaction, operational efficiency and strategic alignment which all contribute towards improved performance within the Airline Industry.

[bookmark: _niwfpj41n9sw][bookmark: _Toc121150800]3. The process through which various factors influence their employees 900
Different factors include motivation, attitude, personality, job environment, colleagues, management style and organisational culture. All of these factors influence employee behaviour in different ways, from how they interact with colleagues or how they approach their work, to what motivates them to do their best at British Airways (Papa, 2017). A positive work environment encourages positive behaviour, while a negative environment can have a detrimental effect. 
[bookmark: _a43wezkpnqwo][bookmark: _Toc121150801]3.1 Internal factor analysis for determining employee behaviour 
Leadership process: Leadership is the process of influencing people to achieve a common goal. It is an essential element for any organisation and its success. Leadership encourages employees to take ownership of their roles and responsibilities, encourages collaboration and communication, sets clear expectations and goals, and provides motivation and support (‌Nikpour, 2017). It also helps to foster a positive working environment, encourages creativity and innovation, and promotes teamwork. Leadership also helps to develop trust and respect between employees and management, which increases morale and productivity. Leadership is a powerful tool for influencing employee behaviour and can help to ensure employees are engaged and motivated to perform at their best. Leadership also helps to create an environment of open communication, where employees feel comfortable voicing their opinion and being heard. Ultimately, leadership can play an important role in helping to create a more positive and productive workplace (Saad and Abbas, 2018).
Workplace culture: The workplace culture of British Airways can directly influence employee behaviour by creating an environment that promotes and reinforces desired behaviours. For instance, with a strong focus on customer service, employees may be more likely to go above and beyond to ensure customers are satisfied. One theory that supports this notion is the Expectancy Theory of Motivation, which suggests that people will behave in ways they believe will lead to desirable outcomes (Meng and Berger, 2019). Thus, if British Airways creates a workplace culture where employees expect positive outcomes for meeting customer service expectations, those employees are more likely to demonstrate the desired behaviours necessary for providing excellent customer service. Employees feel valued and appreciated when their efforts are recognised and rewarded. This also helps to build trust and loyalty among employees and the organisation. A negative work culture, on the other hand, can lead to low morale, absenteeism, and decreased productivity (Yang et al., 2018). 
Job responsibilities: Job responsibilities play a key role in how an employee behaves in an organisation. Responsibilities give employees a sense of purpose and direction, which can help motivate and guide their behaviour. Employees who feel that their job responsibilities are meaningful and important to the organisation can be more likely to engage in proactive behaviours. On the other hand, employees who feel that their job responsibilities are not meaningful or of value to the organisation may become disinterested and apathetic. Job responsibilities also influence how employees interact with their colleagues and supervisors, as they can either build trust and respect or create feelings of animosity and distrust (Hameed et al., 2020). Ultimately, job responsibilities have a significant impact on employee behaviour in an organisation.
Organisational structure: British Airways has a hierarchical organisational structure which has a direct influence on employee behaviour. The structure is based on a clear division of roles and responsibilities and employees are expected to abide by a certain code of conduct. This includes behaving professionally, being punctual and taking responsibility for their own performance. This organisational structure helps to create a positive working environment and encourages employees to take ownership of their own performance (Van Der Lippe and Lippényi, 2020). It also helps to foster an atmosphere of respect and accountability, which is beneficial for both the company and its employees.
[bookmark: _m4cgvytekq93][bookmark: _Toc121150802]3.2 External factor analysis for determining employee behaviour 
Work-life balance: Work-life balance has become increasingly important to employees, especially in the airline industry. British Airways can use Maslow's Hierarchy of Needs to determine how an employee's behaviour is affected by their work-life balance. According to this theory, people have a variety of needs that must be met for them to reach their full potential (Qing et al., 2020). These needs are arranged in hierarchical order with physiological needs being at the bottom and self-actualization at the top. Work-life balance can help British Airways employees meet many of these basic needs which will affect their behaviour positively. Eventually, if employees have a healthy work-life balance they will be able to get enough rest, which is an essential physiological need. This will lead to improved concentration, better performance and more productivity at work due to increased energy levels and improved cognitive functioning (Papa, 2017). 
Expectation and attitude: British Airways has a culture of high expectations and respect for employees. This is evident in the way they expect their employees to conduct themselves in a professional manner, while also offering them the opportunity to grow and develop their skills (Papa, 2017). This attitude and expectation encourage employees to take initiative and pride in their work, which leads to better performance and a positive attitude towards their job. This in turn reflects positively on the company and its reputation.
Business Relationship: The relationships British Airways have with its business partners can have a significant impact on employee behaviour. One theory that illustrates this is Social Exchange Theory, which suggests that individuals weigh up the costs and benefits of their relationships in order to determine if they are beneficial or not. In case, British Airways establish strong, positive relationships with its business partners, it can create an environment of trust and security for its employees (Papa, 2017). 
[bookmark: _xtg6o0l9knpp][bookmark: _Toc121150803]4. Conclusion
In conclusion, this paper has discussed the organisational structure and culture of British Airways. It has explored the hierarchical structure of the organisation, its various divisions and departments and how they work together to ensure customer service excellence. The paper also has examined how British Airways' culture supports a customer-centric approach; focusing on creating an environment where employees feel empowered to provide quality service. Finally, it has looked at how British Airways works to create an inclusive culture that celebrates diversity and encourages collaboration between different teams. Overall, this paper has highlighted that British Airways is a well-structured organisation with a strong corporate culture that is focused on delivering excellent customer experiences.
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