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British Airways is a global airline from the United Kingdom, which offers airline services to the customers that wand or need to travel from UK and the rest of the world or if they wish to return to the UK (British Airways, 2022). The company started more than 100 years ago, and the company’s mission is to create exceptional experiences for every customer and to combine cultures, people, and places (British Airways, 2022). The company is also focused on the environmental impact of their airplanes over the world, and they are willing to participate in reducing the negative impact (British Airways, 2022). 

The report will look to analyse the workplace culture of British Airways. The report will start with the two most important external factors that are currently affecting the company the most. Then, the report will provide a detailed analysis of the workplace culture using a culture model, and this will be beneficial to understand how British Airways is operating behind the scenes and how the employees are treated. Then, the report will look at the cultural factors that positively help the company achieve its success with a particular analysis on how these elements helped British Airways to navigate the current pandemic. Furthermore, the report will provide a critical analysis of the ethics of the company, while looking at both ethical and unethical behaviour. Lastly, based on the facts discovered during the critical analysis, a recommendation will be provided with the purpose of enhancing the company’s culture and be successful. 

One important external factor that is currently affecting British Airways is the economical factor. This is because the company has been affected by the pandemic as the travel was prohibited in certain regions, and the United Kingdom entered in full lockdown, and while the prices for airplane tickets grew considerably, the fact that people were not allowed to travel freely and there was only a short list of motives of why a person was allowed to travel, this made British Airways to lose a considerable amount of money (Sweney, Topham, 2021). Because of the pandemic and all the measures that were needed in order to protect the population from Covid-19, it was recognised by the British Parliament that the aviation sector is one of the main sectors that provides profit to the United Kingdom, and the government tried to take all the measures available to minimise the impact (Parliament Publications, 2020). Even with the help of the government, unfortunately, British Airways still saw a significant loss in profit and was negatively impacted by the new pandemic regulations. 
Another factor that has a huge impact on British Airways is the social factor. This is due because the company has been recently in constant conflict with customer and employees as well, which made the company lose sympathy in front of the customers and even losing employees, which impacted the company’s image in a negative way. The most important issue that British Airways recently faced was a cyber-attack that stole the personal and sensitive data information of more than 400,000 customers, and that data included not only the name or address but also banking information which was later use in a fraudulent way to steal from customers (Martin, 2020). Moreover, British Airways has been fined almost £183m for this, as the company failed to not only protect customer’s data, but the company was not aware of the attack until two months later, after a long time from the attack and in which time multiple customers has been affected (Martin, 2020). However, given that the pandemic made the company lose profit and customers due to restrictions, the company’s fine has been reduced considerably, making the total amount of fine to be only £20m (Martin, 2020). At the same time, British Airways is currently in conflict with its own staff due to new plans of reducing the costs within the company, as British Airways decided to make more than 12000 redundancies, as well as cutting the employee’s salary with almost 50% (Leggett, 2020). These actions made the staff to be furious at their employer, British Airways, as these actions were seen as a disgrace, since the company took advantage of the pandemic situation to break the terms and conditions of employee’s contracts (Leggett, 2020). These actions came after British Airways has been accused of spying on its own employees, by checking the cabin crew’s phone and emails, and the company has been fined £1m as result of these actions (Cusick, 2015). Unfortunately, British Airlines’ image is poor in front of the most important stakeholders, the customers and the employees, and the social factor is affecting the company in a negative manner. 
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Even though there are multiple ways and models which can be used to analyse the workplace culture of a company, in the case of British Airways the model used will be the cultural web. The cultural web helps to analyse the workplace culture of a company by focusing on six aspects, to be able to offer a complete overview about what is happening inside the company and how a company is managing all the business aspects (Leadership Centre, 2022). 
The first aspect from the cultural web is represented by stories, in British Airways’ case, the employees’ stories which are the best way to describe how the company is operating internally. Here, British Airways is constantly posting crew stories on their official YouTube channel (British Airways, 2016), especially to their Cabin Crew Stories series, to show exceptional cases of successful people within the company and to improve their brand image for their customers and potential new employees. However, even though the company is only presenting the great employee’s stories in front of the public, there are multiple employees or former employees that are speaking out against the British Airways and show proofs of misconduct from the company’s behalf (Munbodh, 2020). The most recent employees’ stories covered the fact that they were forced to accept pay of up to 60% while having an almost 25% increase in workload, which many of the employees did not find fair (Munbodh, 2020). Moreover, the British Airways’ staff also revealed the fact that they suffered multiple offenses from the customer as a result of the IT data leak which happened in 2016 and the management did nothing to solve the critical situation, which made the employees to be disappointed in the company’s management (Coffey, 2022). All these means that the employees’ stories are not in accordance with the employees’ stories that are shared by the company, and this negatively impact the British Airways’ image in front of the public. 
The next part in the cultural web is represented by the symbols. For this topic, British Airways is trying to appear in front of the stakeholders as a diverse company, that promotes the inclusivity and wellbeing of the employees (British Airways, 2022). The company is stating that it has equal payments between different genders and the company’s staff is represented by a racial mix (British Airways, 2022). British Airways is also a proud member of the Business in the Community and a part of the Race at Work charter, to show the company’s involvement in creating a diverse community within the company (British Airways, 2022). Moreover, the company is constantly issuing reports in regard to gender pay gap at work, to show that the company is fair with all employees’ genders (British Airways, 2022). Nonetheless, the real situation is a bit different than what British Airways is describing on their website, as there are many racism scandals involving former employees and British Airways. One example would be the case of Mr. Nick Singh, which claims that British Airways failed to properly react to multiple racism incidents that involved the management, and instead of taking proper measures to deal with the racism situations, the management preferred to fire him (Greenhill, 2019).  Another example of racism on behalf of British Airlines is coming from an employee who was reportedly being forced out the job because was wearing a cross around the neck (Eweida, 2013). This event led to the former employee to sue British Airways over the fact that the Human Rights were not respected, and the former employee also won the legal battle (Eweida, 2013). The second segment of the cultural web is proving, same as the first one, that there is a huge difference in what British Airways is stating and what is actually happening inside the company and how are the employees treated, which could lead to the conclusion that the company is not respecting its values. 
The following segment of the cultural web model is represented by the power structures of a company and refers to the people inside the company that have the most power over how the organisation is functioning (Leadership Centre, 2022). In British Airways’ case, the most important person within the company is the CEO and Chairman Sean Doyle, which was recently been appointed in this position, in a critical time for British Airways, as the company was facing in 2020 a major economic loss and a questionable reputation in front of its customers and employees (Arlidge, 2021). Doyle’s strategy to save the company’s image is to focus on sustainability and put that as a main priority in every department, wishing to make the company to be carbon net zero by 2050, along with providing exceptional service and ensure that the customers’ journey is safe (British Airways, 2022). This element of the cultural web is showing the fact that British Airways needed a new person to take the lead of the company in the difficult time, to be able to bring the airline company back to its old glory and rebuild the public image of British Airways. 
Moving forward to the next element of the cultural web, the organisational structure, it is important to look at how are the duties delegated within the company and if the responsibilities are distributed appropriately (Leadership Centre, 2022). Because British Airways has been seriously affected by the pandemic and by all the bad press surrounding the company’s decisions during the pandemic, the new CEO, Sean Doyle, saw necessary to do a major change in leadership (Breaking Travel News, 2021). The actions taken to save the company’s image were to change every leadership position with other people, who are considered to be experts in managing difficult situations and can bring a new, fresh view over British Airways’ actions and business decisions (Breaking Travel News, 2021). This factor drew attention to the fact that British Airways is going through multiple changed in order to grow back as business, and the CEO Sean Doyle saw fit to offer a new and fresh of the company by bringing multiple leaders on board in order to save the company. 
The following cultural part of the cultural web is represented by the control systems, which are the method used by a company to control how internal departments are operating inside the company (Leadership Centre, 2022). British Airways is, at this point, a company that is known to constantly have IT issues that affects the customers, with the most known issue of data steal of over 400000 customers which was not noticed until a month later, to the fact that recently, more than 10000 passengers had their flights cancelled due to IT issues (Reuters, 2022). Given the fact that British Airways had multiple issues in regard to how the company controlled certain situations, the company decided to give control to external companies in order to be more protected in front of unexpected situations (Fox, 2017). The IT control issues represented a very serious problem for British Airways as many customers have been affected either in a data leak, either in flights cancelled and finding themselves in difficult positions, and this means that British Airways does not have implemented strict and serious controlling systems. 
The last part analysed in the cultural web model is represented by the rituals and routines of a company, and these are mainly the norms and practices inside the company that make the company unique (Leadership Centre, 2022).  British Airways states that they operate a zero-tolerance policy towards Modern Slavery (British Airways, 2022) and they appreciate every employee, and the company provides extensive training so that every employee can learn the values of British Airways and to operate ‘the BA way’ (British Airways, 2006). Moreover, British Airways ditched the regular uniforms in 2021, and they included more gender neutral uniforms (Maszczynski, 2021), as well as the company has changed the policies regarding the appearance of its staff to allow more gender neutral approaches to hair, make-up, nail polish, hats, and shoes (Maszczynski, 2021). The company went a step ahead and it also dropped the ‘ladies and gentlemen’ approach from every announcement, as a way to increase the company’s image by approaching a more diverse structure (Denham, 2021). This factor showed the fact that British Airways wants to clear its image in front of customers and employees by using more diverse approaches and making progress to become a more inclusive workplace. 
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The main focus of British Airways at the moment is to build a better image in front of the public, and the company uses the sustainability to do so. While the company recently shared their new sustainable strategy to reduce the carbon footprint by using more efficient aircrafts, improve the efficiency and make significant investments in using sustainable fuels (Story, 2021), there are many voices that do not agree with this. Frost (2021) argue the fact the sustainability strategy is only a façade of the fact that the fuel used by British Airways is not environmentally friendly at all and that every sustainable action made by British Airways is just a way to repair the company’s public image. 
Even by doing extensive research, there are no positive cultural elements that can help British Airways, as the company has been constantly involved in different types of scandals, such as data leak, strikes, and constant issues with the employees, and the company suffered extremely during the pandemic (Jones, 2021). There is no doubt that every aviation company has been affected by the 18 months pandemic as the flights were mainly restricted, and the staff had to be furloughed (Schengen Visa Info, 2020). British Airways had a very difficult time during the pandemic as the company has been forced to stop operating on the Gatwick airport, which is the 2nd most busy airport in the United Kingdom, and the company’s attempts to resume the operations have been unsuccessful (Jones, 2020). Moreover, the airline company has been forced to reduce the fleet size as well as the number of employees, the company lost a few destinations as well and overall, the company was constantly losing revenue (Jones, 2020). The company’s approach at the end of the restriction has been to re-introduce free food on board, make significant pay cuts, and make a special menu in collaboration with the celebrity chef Tom Kerridge (Jones, 2020), and no value of the company has been used to stop the constant bad news. 
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By the British Airways’ Code of Business Conduct and Ethics, the company is engaging in providing a safe and healthy environment for its employees, based on respecting the Human Rights and not engaging in any action that might affect the employees in a negative way (British Airways, 2004). The company also engages in protecting the privacy and data of every stakeholder and to not misuse opportunities or information to advance the organisation’s interest or to gain competitive advantage over other airline companies (British Airways, 2004). 
Unfortunately, the actual approach of British Airways regarding the ethics is totally different from what the company is stating and starting with the employees and ending with the customers, the company is not using an ethical behaviour at all (Coffey, 2020). For example, the employees are now expected to accent unsecure contracts, face pay cuts for more than 50% and expect an increase in workload, and not to complain about these, or the company will make them redundant (Coffey, 2020). This attitude towards the staff can only be translated as modern slavery, as the company is breaking their own terms and conditions of the employees’ contracts and British Airways’ leadership used the pandemic as an excuse to be able to reduce the costs significantly, which led to them being sued by the Union (Coffey, 2020). Looking at the company’s attitude towards customers, British Airways’ image is extremely poor as a result of the constant data leaks and IT issues, which made the customers to not feel safe or comfortable to book flying tickets with British Airways (Fleming, 2019).
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By looking at all the issues that British Airways are constantly facing and the poor image that the brand is having, the best recommendation would be for British Airways to revitalise its own brand (Light, 2020). Because the company’s image is so poor, the customers and employees are always associating the brand with the multiple issues, conflicts or misbehaviours that were constantly reported about the company’s conduct (Light, 2020). The solution to repair the brand image is simple, if the company will actually do what they are stating in their reports, respect the customers and the employees, try to operate in a more efficient way and not make business decisions that have the potential of ruining the company’s image even further, the effects would be positive. The company needs to focus more on customer and employee satisfaction before focusing their investments in becoming more sustainable, as the efforts might be for nothing if there will be no staff available and no customers willing to travel with British Airways. 
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The critical analysis from the report revealed concerning issues for British Airways. The fact that the company was affected by the pandemic in a negative way, by losing money, it was expected as every business has been affected. But the real issue of British Airways is represented by their poor image and constant negative headlines, which are not addressed by the company, and this can cause even further damage in the future. 
The company is not having any positive cultural elements, as all the information regarding British Airways is negative, which is a reason for concern for the company’s leadership and requires immediate action. 
Moreover, the company is constantly engaging in unethical behaviour which further affects its image, not only in front of the customer, but in front of the employees as well, by making them accept unethical contracts and pay cuts. 
In conclusion, the organisational culture of British Airways is disappointing, as the company is not acting on its values and unfortunately, suffered major consequences during the pandemic, and if no action will be taken, the company will continue to suffer, and it is a shame because the company has many years of history, and it is representative for the United Kingdom’s image. 
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