This essay will look at Dame Carolyn McCall, her management style whilst at Easy Jet and how she performs Mintzburg’s 10 Managerial Role Theory.

Mintzburg believes that a good manager will emulate all ten of his managerial roles whilst in the job, and by doing so, means they are successful in this position. Dame Carolyn McCall was CEO of Easy Jet for seven years. 
Looking at an interview conducted by the CMI Professional Manager magazine (CMI), World Travel Market (WTM) as well as Fortune to name a few, we can see she talks about actions representing all of the ten roles that Mintzburg define as the key to being a successful manager. 

Dame Carolyn McCall refers to herself as ‘a CEO, not a female CEO’, and always has done. This is an example of the figurehead role in the interpersonal section of Mintzburg’s ten essential roles. The figurehead role is directing her formal authority and representative symbolic role. It is key that she feels the need to define herself as not defined by her gender, but just a CEO in a world that is surprised by females taking on such a role. Another example of her displaying the role of figurehead is during her interview with World Travel Market (WTM, 2012). During this video, she is asked a question about something that she classes as a ‘misconception’. She addresses the question and sets the record straight, stating ‘You heard this from me’. By her addressing this rumour, we see her taking control and representing the company, acting as a typical ‘CEO’.  
The figurehead role is often displayed by someone performing social duties as the organisation’s representative (Organisations and Behaviour, 2010).

In the CMI interview, she explains how she ‘took on the role with the task of boosting employee morale and focusing on customers’. Mintuzburg’s theory of ten managerial roles class this as portraying the role of the leader, and that it is important to create a structure that motivates employees as it can increase productivity (Huczynski, A, 2013). Another example of Dame Carolyn McCall portraying the role of leader is where we are told that her regular travels include meetings with people at management level. Some of these meetings are with teams of between 200 and 250 people across Europe. She also has to attend management conferences held twice a year. She is quoted saying she has lots of one-to-one meetings with the top 50 senior leadership executive team and she sees them monthly as a group. Mintzburg defines this as directing employees. It is important she attends these, as CEO, as it helps staff to achieve organised goals and work together by creating a culture and structure. We also are told that she has always supported and mentored women and will carry on doing so. She acts as a mentor to women both internally within Easy Jet, as well as externally. During her interview with WTM, we see that she has addressed the new idea of using bio-fuel in the aviation industry and already as a manager working on the possibility of using bio-fuels, even though she states it’s a long way off. This again showing her creating a structure to help her company and staff achieve organisational goals.
[bookmark: _GoBack]In her interview with Fortune, we see that she talks about how in her first year in the company, she couldn’t change the target market to business traveller’s due to the problems they were facing with punctuality (Fortune, 2015). She says she had to address this immediately by getting the right people, in to the right jobs. We hear how within her first six months, she promoted people, as well as parting ways with a few members of staff and creating new roles to suit the needs of the business and to achieve the company’s goal. She also explains how she had to create a positive attitude for herself and for her colleagues and remind them how good the business model was and how successful it could be. We know it is important for managers to provide morale and motivation, but this is also a good example of her performing the leader role by motivating her employees. We are informed that from when she began, she has delegated some of her original roles that she took on when she became CEO to the Operations Director. She states that he is very strategic, an ex-pilot, and the reason she has delegated some of her roles to him is so that she can focus on other aspects of the business that need her attention. This is an example of her creating a structure that ensures all aspects of the business are being looked after by the appropriate people. 

Performing the liaison role is very important in Mintzburg’s theory as it maintains network of contact with those inside and outside the organisation. 
We see in the CMI interview, that Dame Carolyn McCall explains how it is important to be hands-on and moving around, talking to people. We again see this where she explains about women in high positions in organisations and the reasons why organisations often loose them. We are told that McCall feels companies have a role, as do leaders in organisations, to ensure that there is a culture where you can speak up about creating an environment where women feel encouraged to aim for high positions and that men in management also have a role to play in this situation. In the WTM interview, we see she maintains contacts within other tourism companies, such as Thomas Cook. We hear how they’ve struck up a deal with the company and are working together and providing favours for each other’s businesses, another example of the managerial roles model. Her relationship with her Organisational Director is also seen to portray the liaison role. Before changing how something worked, she spoke to the Operations director to get his opinion and to see if he believed something would work before she implemented it. In the Fortune Video, we see when she went for her initial interview for the CEO role, she asked to speak to the at the time, Operations Director. She explains how she asked him what he believed needed to be done and then believed she could do the three things he pointed out to her. This again was an example of her performing the liaison role and maintain a network within the organisation before she even began, which provided her with knowledge and information of the business and its needs, as well as providing the operations director the chance to voice his opinions to someone who was his potential future CEO. This could also be classed as an example of Mintzburg’s idea of the entrepreneur role, by searching the organisation and its environments for new opportunities and how she can potentially reorganise departments. 

As well as interpersonal roles, there are also three informational roles. 
The monitor role is key in understanding the working of the organisation and its environment. Dame Carolyn McCall explains that on Mondays she usually attends a meeting, and explains that in this meeting they have gathered all the information the company needs on punctuality, weather as well as customer and crew issues. This role is extremely important as it shows her receiving information to understanding the working of her organisation and its current environment. We read how she comments 
“I’m delighted to see that one doesn’t have any red on it today,” to the networks manager. This shows she is clearly taking in any information available to her and will react to suit the information she Is given and adapt to any situations needs. We again learn about this in the Fortune interview where she explains how one of her key scheduled appointments was a daily meeting with the key managers all over the world and this makes her highly organised and highly efficient. We also hear in the podcast how she would go to the runway and speak to the pilot as well as the customers to find out their opinions and comments and this would help her find out about the environment that she is overseeing (BBC Podcast, 2016). 

The role of spokesperson is defined by Mintzburg as one of the ‘Informational Roles’.
We see Dame Carolyn McCall portraying this role numerous times. It is essential a CEO acts as a spokesperson as they have the authority and power to release information and represent the company and will therefore be listened to and respected. In the CMI interview, she explains how the company have taken customer service to a new level. She also explains, “We have redefined what customer service is for the low-fares market”. She continues by saying “We are better than BA for service at short haul,”. The fact that she makes these bold statements is a way of persuading customers and businesses to use her airline and to redefine the typical Easy Jet model and its reputation. We also learn she is a strong business voice in favour of remaining in the EU and is very clear on her thoughts of women in business and will openly speak about her opinions on women CEOs. She also defines what EasyJet does and what it does well as well as what it previously struggled with. These are all examples of her performing the spokesperson role.

In the WTM interview, we see how she addressed questions on the brand, resources and what more they could do optimise their growth. Giving press conferences and media interviews is an essential part of the spokesperson role.  She also spoke about how they keep costs down and work in long term partnership deals and use other ideas to recover costs. We see her addressing issues as well as dealing with constantly being compared to the other low-cost budget airline, Ryan Air and defining the differences between the two brands and how they are adapting to still be market leaders. 

McCall also portrays the role of entrepreneur. Mintzburg states that while acting out the entrepreneur role, the manager seeks to improve their organisation and to adapt it to changing conditions in the environment (The Manager’s Job: Folklore and Fact,1975). When she became CEO, she established women’s networks along with speaker events. This is an example of her developing new processes and implementing innovative ideas. 
In the WTM interview, we also see McCall has ensured that Easy Jet can delay or accelerate fleet deliveries according to the market conditions. During the podcast, we hear how when she went to America in the 1990’s she noticed the market was changing and everything would soon be focusing on being online. With this knowledge, she quickly launched the Guardian online and decided to relaunch the paper in 2005 spending £80 million on new print presses to transform the paper, an idea that many criticised (BBC Podcast, 2016).
McCall again performed the entrepreneur role when she first began in the company. She created the philosophy of being more interested in the businesses customers, than planes. This also then fed into the company’s main objective of increasing the money earned per passenger (Management Today, 2017). She wanted to rebuild the brand and focus on customer service as well as targeting the business traveller (Financial Times, 2017).

McCall spoke a lot in the WTM interview about her portraying the role of disturbance handler. She explains that one of the key parts of her role over her last few years of her position at Easy Jet had been dealing with terrorist threats as well as the EU referendum vote and the changes this might bring to the airline industry. 
McCall also talks about when there are issues in the fleet they have contingency plans and these will be put in place immediately so that they are prepared for every situation and don’t let customers see there are any issues. Other issues that McCall speaks about when discussing being prepared for the unexpected issues that may arise involuntary. A few of the examples McCall listed were the 2010 volcano that caused disruption across Western and Northern Europe, winters with severe weather as well as fuel costs increasing. She explains that although they need to recover from these issues as soon as possible, when these issues arise it is not the time to think of saving costs and the customer needs to be prioritised. She explains all this in a very matter of fact, no nonsense approach which is what is needed in the role of disturbance handler. 

While there are other management models, (Forbes, 2011) states that Mintzburg’s theory has pulled ahead of the others and is much more relevant to the world in which we are living today. Mintzberg’s view that strategy emerges over time is more relevant; because strategic planning is not so important as the future is less predictable. 

In Carolyn McCall’s seven years of CEO of Easy Jet she demonstrated all of the roles set out by Mintzburg’s ten managerial roles and this further demonstrates that each of the ten roles are important to being a successful manager, but to adapt the roles to the nature of each task that arises. 
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