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                                                          Change management plan at British Airways




Executive summary
The report, using secondary data explains a change management process for British Airways. Airways companies need to change to sustain business growth considering the observed and projected changes in consumer conduct. The next step is to conduct a SWOT analysis of the company to determine its strengths, weaknesses, opportunities, and threats. To determine the internal and external factors PESTLE analysis was used. A five-forces framework helps create the competitive environment in which a corporation develops and profits. An important benefit of this model is its focus on helping the firm develop its understanding of what determines profitability and how to shape or influence it. Through Lewin’s Model, we followed the steps to evaluate how the change was managed and what leadership styles were implemented by that organization through the critical evaluation of different change management models. Develop a change management plan using the Ba.com website and the Ba mobile app, customer-friendly Wi-Fi enhancements, efficacy in operations, and sustainable development.









Introduction
This report examines the British Airways project's change management and action phases, resulting from collaborative research and change management, it provides evidence of meeting outcomes.
This paper explores how British Airways responds to change, influences the business environment, and utilizes change processes to gain a competitive advantage. In addition to exploring the role of the change agent, it introduces various tools and techniques you can use to successfully plan, launch, and manage a program of change. Change affects an individual's well-being, and managers are key in supporting an individual's transition. (Change Management, 2007)
According to Van de Ven and Poole, there are more than twenty different process theories. As a result of further analysis, four types of theories were identified: teleological, dialectical, life cycle, and evolutionary. A common feature of all four theories is that they view change as involving several events, decisions, and actions that are connected in some sequence. (Leadership and Change Management Final Exam: Flashcards, 2024) Still, they differ in their presentation of change as following a series of essential stages and constructing predetermined directions. (Hayes, 2022)
Businesses constantly adapt their operations to changing circumstances as they evolve in an increasingly complex and dynamic business environment. As a result, organizations need to make significant investments to adjust to the changing climate. The process of managing change is complicated and risky. Because of this, many organizations struggle to implement organizational change and fail to achieve results as expected. (Abdelouahab and Bouchra, 2021)
Changing a business strategy takes time and money, significantly impacting the organization's success. It is unavoidable for a company to face change, so it needs to determine how to manage and adapt to it successfully. Organizational leaders must have the skills to drive and manipulate change while ensuring that the transformation is strategically aligned with business goals to implement organizational strategy successfully. An organization's failure or success depends on the ability to initiate, plan, and monitor the project it will drive, prepare it for transformation, ensure stakeholder buy-in, and engage an executive sponsor to champion the change before, during, and after it occurs. (Burnes, 2011)
It has been shown in several studies that 60–70% of organizational change initiatives fail. (Burnes, 2011) In response to the high failure rate, there has been a sustained interest and concern in finding out how to reduce failure and increase the success of organizational change. Researchers and consultancy firms have developed several change management models to help organizations succeed in their change projects.
British Airways-background
The company is headquartered in London and operates flights domestically and internationally. Founded in 1974 as a merger between British Overseas Airways Corporation and British European Airways, British Airways is one of the world's largest airlines. A privatization of the company took place in 1987. The British Airways aircraft fleet includes Boeing 747s, 777s, and 787s, as well as Airbus A320s. A constant update of the airline's fleet is part of its effort to modernize and improve its services. British Airways also has significant hubs at London City and Gatwick airports, although Heathrow is its largest airport. (British Airways, 2024)
There is nothing more magical than flying - it is one of the greatest achievements of humankind. We gain a greater understanding of the rest of the world; we grow closer to our loved ones, and we can explore new cultures and experiences. We rely on it to drive our economy, create quality jobs, and deliver aid when it is most needed. Despite this, we acknowledge that flying poses a threat to our environment, and we need to take immediate action to minimize its effects. The British Airways team is committed to making the future a better and more sustainable one. The program is called BA Better World. (British Airways, 2024)
Involvement-Change Manager
 The researcher position of change manager at British Airways must ensure that organizational projects and initiatives are completed on time and within budget by increasing employee adoption and usage. The researcher provides support, training, and guidance to employees as they adopt and use changes in business processes, systems, technology, job roles, organizational structures, and more. Managers of organizational change are responsible for developing and implementing plans for change management that maximize employee adoption and usage. As part of these responsibilities, they also include planning and efforts to anticipate and minimize resistance from employees and stakeholders whom the changes will impact. (Ball, 2022)
Change initiatives
Due to COVID-19 lots of people lost jobs, British Airways launched a new investment program to transform the colleague experience after welcoming 7,500 new colleagues in 2023. As a company, BA aims to create a lasting, positive impact and be a place of pride for our people to work. (British Airways, 2024)
With £7bn in investment, we plan to transform how we do business and revolutionize how we work in five key areas: world-class customer service, operational and technological excellence, modernizing our IT estate, improving the workplace, and building a sustainable culture. As part of our 3-year transformation journey, we will be guided by our BA Better World commitments to People, Planet, and Responsible Business. (British Airways, 2024)
This technology will be offered at all major airports, allowing deaf passengers to receive important travel and safety information without relying on a translator or assistant. AI-powered ASL technology will also be available on the airline's website, allowing passengers to access relevant information quickly and easily. (Northern Kentucky Tribune, 2024)
SWOT analysis
Strengths
As a result of BA's massive brand identity worldwide, the airline has a powerful reputation since everybody knows it is an efficient airline. A second noteworthy strength is partnership, which allows companies to spread their business and increase their popularity across countries. A third consideration is the company's financial stability, and BA is both stable and financially sound. Customers value frequent flyer programs such as Executive Club and Avios, which encourage them to do business with them repeatedly. One of the biggest strengths is having individual terminals in the world's biggest airport. As a result, BA has its own terminal five at Heathrow, with routes connecting major cities throughout the world, BA has an extensive domestic and international network. (Mayer, 2011)
Weaknesses
In several weaknesses, some are detrimental to the business. For instance, BA's relationship with employees is not good, based on recent history. The second reason BA is not trustworthy and dependable according to the customers is that sometimes their baggage gets misplaced. A third factor is that they are not making changes or innovations rapidly compared to other airlines. There is growing pressure on the aviation industry to reduce carbon emissions, and BA must invest significantly in greener methods and technologies. (Mayer, 2011)
Opportunities
British Airways' most promising opportunity is Sky Trax Quality Systems. Second, a big company forced the exit of a competitor. The third advantage would be if the competitors failed to deliver the reliability factor, which would be beneficial to BA. In addition, there will be a huge advantage to getting success since there will be a new market emerging soon. Business environment analysis is conducted from the outside. In addition to reducing operational costs, more fuel-efficient aircraft can help create a more sustainable environment. Enhancing efficiency and customer satisfaction by using advanced technology can be achieved through implementing operations, maintenance, and customer service technology. (Mayer, 2011)
Threats
Other external analyses require an analysis of threats, such as an agreement that opens the skies. Second, it is particularly important to be aware of environmental activities just to prevent environmental threats from emerging. Thirdly, there is a global economic crisis, which is the most dangerous threat for all companies. Global crises affected BA in some ways since the airline industry is a leisure industry, and during global crises, most people avoided leisure activities, including air travel. Furthermore, providing cheap tickets to attract customers is another issue due to competition. Airlines can experience expenses and operations changes due to changes in regulations, security policies, and international trade agreements. (Mayer, 2011)
PESTLE
Politics
COVID-19 and Brexit are two significant factors that could affect the UK political framework in recent years. With the spread of the COVID-19 pandemic across the UK at its fastest pace, there will be adverse effects in every industry. There are a lot of travel restrictions put in place by the government that cause the airline industry to experience a significant economic slowdown. There are positive and negative impacts associated with Brexit on the overall UK political system, as well as on airline business operations. In addition, British Airways, and other airlines benefit from lower taxes because of Brexit, as suggested by Gössling et al. (2020). Brexit, however, relieves the UK government of the EU government's political obligations. Airlines are indirectly affected by that. As a result, British airlines would gain advantageous political support from the UK government to develop their business. British airlines can face tremendous threats since UK government can impose taxation burdens and reduce the overall budget allocated to airline operations, which can adversely affect operations and profits. (Home of Dissertations, 2024)
Economic Factors
Looking at the current economic environment in which British Airways operates is crucial, particularly due to the prevalence of Coronavirus (Jackson Sand Tozer, 2020). During the COVID-19 Pandemic, the airline industry, including British Airways, has experienced a severe slowdown in economic growth and annual profit, which not only impacts BA's entire business operations, but also impacts the economic situation of many airline employees individually. There are enormous challenges that British Airways is facing right now in managing the economic crisis brought about by Coronavirus. A second economic factor that affects British Airways' overall economic growth adversely is its trade relationship with China, as mentioned by Ibrahim and Sadam (2017). The US-China trade war could harm the UK economy by reducing the production of UK companies operating overseas, resulting in lower profits for these companies. Economic slowdowns in the UK will lead to a higher demand for different necessary goods, making it harder for consumers to invest in the airline industry. In turn, the reduction in the number of customers will result in a significant economic slowdown for British Airways. British Airways is also frequently affected by staff strikes due to terminations and low remuneration, which negatively impacts the company's brand reputation as well as its business operations. Besides the slowdown caused by Brexit in the UK, British Airways also must deal with several economic changes, including the loss of EU funds, which were previously the main sources of funding for running the company, business expenses, and a loss of profit resulting from the number of EU customers. Consequently, British Airways faces severe economic challenges due to the aforementioned factors, such as COVID-19, the US-China War, Brexit, and the BA strike. (Home of Dissertations, 2024)
Social factors
A number of factors have contributed to the deterioration of social perception in the UK, such as the COVID-19 pandemic, Brexit, and a slowdown in the economy. The Coronavirus has led to a surge in unemployment in a community, which impacts people's perceptions, actions, and attitudes. Consequently, Sobieralski (2020) states that British consumers' attitudes and consumer comportment towards airlines have changed due to Brexit and Corona. Recent declines in customer numbers have led to severe economic difficulties for British Airways as well as the entire airline industry. In contrast, Brexit despite providing political freedom for the UK government, makes it difficult for many UK-based businesses, especially airlines, to obtain substantial amounts of funds from the EU. (Home of Dissertations, 2024)
Technological factors
Finally, considering British Airways' technological environment, there is a significant investment in research and development every year to enhance the organization's technological capacity and accommodate technological trends (Airways 2017). Technological advancement assists airline companies in installing new software, applications, operating systems, and animation graphics that improve the overall business process, as Adiga et al. (2020) stated. British Airways benefits from one of the world's strongest technological infrastructures in the UK, resulting in significant advantages. Additionally, British Airways uses highly advanced machines, application systems, operating processes, and software that can readily be accepted by society because of the considerable number of internet users and the 5G network. (Home of Dissertations, 2024)
Legal
Besides safety regulations, British Airways must comply with work and consumer protection laws. Airlines are at risk of lawsuits because of issues like customer complaints, data breaches, and workforce disputes. The company operates across multiple countries, exposing it to a complex web of international laws and bilateral agreements. (Home of Dissertations, 2024)
Environmental
A major challenge British Airways faces is reducing its carbon footprint and adopting more sustainable practices as part of its role in the aviation industry. As a result of changes in climate patterns and extreme weather events, airlines can face disruptions to operations and higher costs. Regulations about the environment: Increased environmental regulations impose extra costs and operational challenges, such as those that deal with noise pollution and carbon emissions. (Home of Dissertations, 2024)
Porter’s Five Forces
By investigating Porter's Five Forces, we can gain a better understanding of British Airways' (BA) competitive environment.
Bargaining power of customers
In this case, British Airways is under a high threat, as the consumers have a high bargaining power. Recently, people have begun to seek travel methods that offer safety measures and low costs (Aslam et al., 2018). Airline companies can eventually improve their operational activities and business processes because of this.
Bargaining power of suppliers
In addition, British Airways faces a high threat due to the power of its suppliers to negotiate on its behalf. It is difficult and expensive to switch suppliers for airplanes, as there are a limited number of suppliers.
Threat of substitute
British Airways is moderately threatened as there is a substitute for consumers like trains, buses, and other transportation methods. British Airways faced threats from other transport mediums when COVID-19 occurred because the substitute proved to be quite effective for consumers.
The threat of new entrants
In this industry, there are many barriers, such as a large investment before you can gain market share and little differentiation between products. There is no threat to British Airways since they have maintained a strong market position (Too, Le, and Yap, 2017). As a result, new entrants were unable to develop the value of their business based on their scope or market position.
Competitive rivalry
Within the market, British Airways is faced with intense competition. In addition to the international airlines, there are local airlines competing. The report demonstrates that British Airways needs to improve the quality and operational activities of its airline to remain competitive and valuable.
Change management models
Change management models teach organizations how to apply best practices to change projects. You can develop better change management methodologies by choosing one model or combining several.
Lewin’s change management model
The Lewin's change management model was developed by Kurt Lewin during the 1950s. It divides the change process into three stages:
The unfreezing stage is the preparation stage. You need to understand how things currently work to determine what needs to be changed to achieve your goals. This stage also involves explaining what is expected of employees so everyone knows what to expect. (Hicks, 2024)
In this phase, we will implement the changes. Continue to communicate with employees and provide support for the change. (Hicks, 2024)
Refreeze: Develop a plan to check in and ensure the change sticks to avoid reverting to your old habits. Measuring how well your goals have been achieved requires reviewing how the new processes work. (Hicks, 2024)
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McKinsey's 7-S model
The McKinsey 7-S model involves breaking down a change program into seven components:
 Implement a change strategy
 Your company's structure
 The systems and processes of the business
 Shared values and culture within the company
 Method or style of work
 Participation of staff
 Your staff's skills. (Hicks, 2024)
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Kotter's theory of change management
Throughout his career, John Kotter specialized in change management. Kotter's change management theory focuses primarily on the people participating in the change process. The process is divided into eight steps:
 People will be motivated if there is a sense of urgency
 Bring together a diverse team of leaders and change agents
 Identify your strategic vision for success
 All stakeholders need to be made aware of their roles and their responsibilities in the change management process
 Resolve friction points by identifying roadblocks
 Your change management plan should be broken down into short-term goals that you can achieve
 Implementation should continue at a steady pace
 When the initial project is complete, keep the changes up-to-date. (Hicks, 2024)
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The ADKAR model of change management
Founded by Jeff Hiatt, the founder of Prosci, the ADKAR model outlines five main goals for your change management process.
 Understand the importance of change in your organization
 Your goal is to convince everyone involved that the change is necessary
 Assist team members in accomplishing their change roles by providing the information they need
 Make sure every employee has the skills and training necessary for their position
 Work to ensure that employees and stakeholders know how to do things the new way after the change has been implemented. (Hicks, 2024)
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Change Management Model Lewin’s 
As a result of its aggressive cost-cutting strategy, British Airways had some difficulties during the unfreeze process, because it did not identify the problems and their causes before starting the process. As a result of this decision, the airline created a lot of chaos in its life. A reduction in the number of employees and the rewards of the remaining staff, a lack of preparation for the change, and a lack of motivation were all consequences. As a result, it needs to inform its employees of the current situation and why it is unable to maintain the current system, to summarize: Unfreezing is needed. When it comes to any situation, the first step is the hardest, and British Airways failed to make this step by focusing only on downsizing instead of unfreezing. Considering the employees' perspective, these sudden and fast events caused revolt; management needs to give them more time to consider their state. The situation in this case would have been more cooperative if they had cooperated. (Raktabutr, 2006)
During the second stage of change management, the movement stage takes place. However, there were some positive changes made as well despite downsizing. Through reducing the prices of flights and expanding its services, it managed to stay competitive with low-cost airlines and maintained its brand loyalty. Customers were also expected to be satisfied and punctual. Staff were also trained in emergencies. (Raktabutr, 2006)
In many other companies, employees were not attracted to the change due to their interests being put first. In an environment like this, making changes is even harder, so British Airways should have given its employees more time to help them make their decisions and more communication. (Raktabutr, 2006)
A refreeze of the changes was finally required. In addition to the movement stage - as I mentioned above - it is important to stabilize the new state and manage its consequences so that the negative effects are compensated, and the positive effects are maintained throughout the organization's daily life. It is a crucial aspect of change management, as it may result in employees being dissatisfied with the new state if it is not done correctly. The staff must be assimilated into the new conditions before the next change can take place. It is possible to celebrate the accomplishment of goals, which will motivate them and make them more cooperative. (Raktabutr, 2006)
Reasons to bring the changes
Thousands of employees were laid off by the airline company due to severe losses during COVID-19.
The customer service at British Airways is slow and the claim processing system is problematic, making it difficult to claim compensation. Customer reviews on Tripadvisor reveal that the popular British airline makes it impossible for customers to receive compensation. (The Irish Field, 2024)
Leadership Style
Currently, Sean Doyle (British Airways, 2023) is the CEO and chairperson of BA. As chairperson, Doyle is committed to improving customer service and ensuring customers are satisfied with the services provided by the company. Meanwhile, British Airways' leadership style is characterized by innovation and continuous improvement, making it one of the industry's leading companies. It was thanks to the new company chairperson that the motivation and engagement of employees were improved. Internal communication was established as well as a strategic approach to problem-solving. (Georgiadis and Hollinger, 2020)
Culture
From BA's report and press releases, BA is a global company with a well-defined global culture. BA's visible artifacts - dress code, colours (blue and red), logo and slogan - set it apart from the competition when it comes to reducing carbon and noise emissions. By providing language and cultural training programs and investments in various funds and activities that help communities around the world, and by developing a distinct and strong culture aligned with the company's logo "One world", we define one distinct and strong culture. Throughout its various global workforces, these values and beliefs are evident, aimed at providing superior customer value, and fostering cooperation, participation, and respect. (British Airways, 2024)
Develop a change management plan
Staff training
Become familiar with new digital tools (e.g., mobile apps, contactless check-in), provide training on virtual customer service, manage digital customer interactions, meet the needs of new health-conscious tourists by adapting customer service approaches, maintain positive customer experiences under new norms, and manage customer anxiety.
Development plan
The Ba.com website and the Ba mobile app
British Airways has announced plans to overhaul its digital user experience with a new website and app offering a more personal experience. A range of new services are being offered with the new ba.com browser, including the ability to self-serve and modify their journeys online, instead of having to contact the airline's customer care foundation to change their plans. The new ba.com browser is currently in BETA testing with platforms designed to offer a variety of new services. It is expected that the first changes will start rolling out by the end of the year. (British Airways Media Centre, 2024)
Efficacy in operations 
As part of the airline's commitment to investing £100 million in machine learning, automation, and artificial intelligence, changes will be made across its entire operation from baggage handling to bookings, helping the company revolutionize its functions, speed up departures, and address disruptions more efficiently. The development of innovative new tools is helping to predict delays (promoting pre-emptive action to reduce disruption) and investigate real-time weather, aircraft capacity, and customer connection data to help teams make better decisions. Its on-time departures have improved since the new systems were introduced, along with a variety of new processes and working methods. (British Airways Media Centre, 2024)
Furthermore, as part of its efforts to improve customer experiences at Heathrow, British Airways has created 350 new jobs and will invest in new equipment, such as baggage tugs and towing vehicles. (British Airways Media Centre, 2024)
As part of its cloud migration, the airline will invest £750m in its IT infrastructure by early next year, which will replace seven hundred on-premises systems and thousands of servers. (British Airways Media Centre, 2024)
Sustainable development 
Long-term sustainability requires addressing aviation's impacts in an urgent and significant manner. A major focus of British Airways is People, Planet, and Responsible Business, which allows it to innovate continuously to improve its environmental, social, and governance performance and achieve its net zero goal by 2050 or earlier through the BA Better World programme. (British Airways Media Centre, 2024)
Communication plan
Customer-friendly Wi-Fi enhancements
The British Airways Executive Club will enable members to send free messages on their single device via the airline's Wi-Fi - regardless of cabin - from April 3, in response to an increasing demand for connectivity from their seats. By the time the service is rolled out, all Wi-Fi-enabled aircraft will have access to it. (British Airways Media Centre, 2024)
The airline has also unveiled an in-flight customer care solution enabled by Wi-Fi, so customers can resolve issues in the moment even at 35,000 feet. Microsoft developed a new platform specifically for British Airways, allowing customer service teams on the ground to communicate with cabin crew colleagues across more than three hundred flights each day. The feature allows crew members to help resolve unexpected issues before a flight arrives at one of more than two hundred destinations served by the airline. (British Airways Media Centre, 2024)
Evaluation plan
Training effectiveness can be assessed by gathering feedback from trainees and trainers. Continually evaluate and update training content in response to feedback. Training module completion rates. Measurement of staff proficiency with new protocols through assessments or practical tests.
Conclusion
In the airline industry, British Airways is one of the most popular and largest airlines. Known for its quality and long history, it has an excellent reputation. Just like any other business, it faces opportunities and obstacles in the fiercely competitive and continuously evolving aviation market. Efforts must be made to improve the organization's culture, leadership, and incentive methods if British Airways is to succeed in today's dynamic environment. It is important to note that change management refers to a multi-faceted process involving several processes including appropriate diagnosis, implementation plans, managing resistance to change, emerging uncertainties and paradoxes, and monitoring and evaluation. To successfully implement a change strategy, these factors must be considered together.
 While British Airways has been an industry leader for decades, contemporary transitions require it to remain adaptable. Several measures can be taken to achieve this goal, such as employee engagement programs, career development opportunities, lowering staff turnover, and streamlining management procedures. If British Airways gives these areas priority and creates an environment that motivates and supports employees, the company can continue to expand and prosper in the future. The key to success in business is a well-defined organization and management structure.
From the paper, we conclude that a strategic change management plan increases a business's market value and enhances its ability to work effectively within the market.
Recommendations
The British Airways company may focus on providing its staff members with more career development opportunities, such as training courses, mentorships, and internal promotions. Providing clear career paths and enhancing employee motivation may help to retain and motivate employees.
As part of its efforts to regain passenger confidence, the airline provided support, compensation, and individualized assistance. Customer loyalty can be maintained, reputation damage can be mitigated, and long-term business relationships can be cultivated when customers are put at the middle of a crisis.
To improve operation efficiency, organizations must determine how quickly and inexpensively they can achieve their goals. An airline's efficiency is measured by the aircraft capacity utilization, ticket pricing points, check-in procedure speed and effectiveness, turnaround times, and other minor operational parameters.
By creating a more welcoming and encouraging work environment, British Airways might be able to enhance employee engagement. To achieve this, open channels of communication must be maintained, additional opportunities for employee participation and input must be provided, and a spirit of cooperation and teamwork must be fostered.
The company may focus on reducing employee turnover by providing competitive benefits, recognizing employees' accomplishments, and creating a healthy work environment.
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