

Evaluation Report of British Airways













Student name:Yuhui  Wang
Student ID number:2234167
Module code: BMMB7000

Evaluation Report of British Airways

Introduction:

British Airways (BA), established in 1974, currently serves over 200 destinations around the globe. Recently, BA has faced various challenges related to COVID-19 pandemic outbreak and Brexit uncertainty; these events caused changes in travel restrictions, decreased demand and competition from low-cost carriers that required them to adapt and implement change programs to ensure long-term sustainability and success for British Airways.

British Airways' transformation has been spurred on by the COVID-19 pandemic. This global virus has had a severe impact on airline industry, with widespread travel restrictions and reduced demand. This company responded by adapting operations, reducing workforce numbers, and taking cost-cutting measures - for instance by suspending many flights while decreasing frequency and frequency while taking additional safety precautions to protect both customers and staff members from its effects.

This institution has also seen changes resulting from Brexit uncertainty. Britain's exit from the European Union has created considerable unpredictability among businesses, including those within the airline industry. British Airways, for instance, has had to adjust its routes, services and operations in response to new regulations and restrictions introduced with Brexit. Furthermore, uncertainty has presented British Airways with challenges when it comes to staffing levels, supply chain management and customer relations. 

Facing these changes, British Airways must adapt and evolve to stay competitive and relevant, and therefore embracing change as part of organizational life. It needs to adopt an effective change management framework which offers organizations a structured way of approaching change management by helping plan, implement, and evaluate changes efficiently and successfully.

Change Management models:

A. Planned Change Model - Kurt Lewin's Model

British Airways can use Kurt Lewin's Planned Change Model (or Kurt-Lewin's model) which is about the early fundamental planned change models explaining the striving forces to maintain the status quo and pushing for change (Hussain et all, 2018). Incremental change entails making small, gradual adjustments over time in an organization. To facilitate this process, using the planned change model helps manage it by breaking it into more manageable steps. Force-field analysis provides an effective means of identifying driving and restraint forces behind changes, and strategies can then be developed to address them. Group dynamics can help foster collaboration and communication among different departments within an organization, to ensure everyone supports any change that occurs. Action research provides a means of constantly monitoring the success of incremental change initiatives as they take effect and making necessary adjustments as required.

British Airways can utilize the emergent change model to experiment with new flight routes, customer service initiatives or marketing strategies. By working collaboratively with different stakeholders inside and outside its organization, innovative ideas can be developed which can then be tested over time to measure their effectiveness while continuous learning evaluates these incremental changes to identify further areas for innovation and improvement.

This organization may decide to implement large-scale change by restructuring their operations, such as decreasing flight frequency or altering pricing strategies. A three-step model could be utilized: unfreezing, altering and refreshening. Unfreezing can be achieved using force-field analysis. It is a technique to visually identify and analyse forces affecting a problem situation so as to plan a positive change and devising plans to address them (Kumar, 1999). Change can be achieved using action research to devise a systematic plan and group dynamics to facilitate effective communication and collaboration, while consolidation strategies ensure that changes become part of an organization's culture and processes over time.

This company must identify resistance to change to ensure the success of their change program, which may manifest as apathy, skepticism, cynicism or active opposition. Resistance may stem from fear of the unknown or loss of status or power; trust issues between leadership and employees; or conflicting personal values or goals. In order to identify resistance effectively and quickly, British Airways can use various strategies such as conducting surveys or focus groups with stakeholders; monitoring employee behavior or creating a culture of open communication where employees feel safe to express their ideas or voice their concerns or ideas safely and promptly.

B. Emergent Change Model

[bookmark: OLE_LINK67][bookmark: OLE_LINK68][bookmark: OLE_LINK69][bookmark: OLE_LINK70]The emergent change model is a relatively modern approach to change management that stresses flexibility, adaptability and prioritize a flexible, more decentralized style of management (Burnes, 1996). Unlike its counterpart - which relies on predetermined steps - the emergent change model sees change as an ongoing process that is constantly adapting and developing in response to new circumstances; in this model change cannot be controlled or predicted directly but must rather be fostered through collaboration, experimentation and ongoing learning processes.

[bookmark: OLE_LINK71][bookmark: OLE_LINK72]Emergent Change Model puts forward the idea of continuous change as its core concept, meaning that building flexibility for adaptive change should be an ongoing process that is embedded within an organization's culture, values, and processes - rather than waiting until a crisis or disruption strikes to innovate and improve, organizations that embrace continuous change are always on the lookout for opportunities to innovate or enhance in terms of products, services, or processes (Ponomarov & Holcomb, 2009).

The elements include collaboration, experimentation, and continuous learning. Collaborating involves gathering different stakeholders together around a common vision for change - such as employees, customers, suppliers and other partners who bring expertise or perspectives that can assist with its implementation. By engaging all these parties as part of this initiative, organizations can foster ownership and shared responsibility while increasing support and momentum behind any initiatives undertaken.

Experimentation is an integral component of the model, where organizations experiment by testing new ideas in a safe and controlled environment. Instead of trying to predict the results of any given change initiative, organizations that embrace experimentation take risks and learn from mistakes as part of a proactive change management strategy. This is because that experimentation is an essential capability to innovate business models for sustainability (Bocken, et all, 2018). It may include piloting new products or services, trying out different marketing and sales approaches or testing different business models; through testing out these various approaches quickly learn which work and adjust strategies accordingly.
Another core element of an emergent change model is continuous learning, consisting of ongoing reflection and feedback to ensure that change initiatives remain relevant and effective. Through monitoring and evaluating their change initiative, organizations can identify areas for improvement and make adjustments as needed - this may involve gathering feedback from employees or other stakeholders through surveys or focus groups; collecting performance metrics; or even soliciting employee and stakeholder opinions through feedback forms or focus groups; all with the goal of making sure change initiatives stay aligned with strategic goals while being responsive to changing market conditions and customer needs.

One of the primary advantages of emergent change models is their adaptability and flexibility. Unlike planned change models, which may be rigid and inflexible, emergent change models enable organizations to quickly respond to changing circumstances by testing different approaches to change. This can be particularly valuable in industries with fast-paced market environments or ever-evolving customer demands that require rapid adaptations to evolving market conditions or customer needs.

However, there can also be challenges associated with an emergent change model. One such challenge is its difficulty in managing and measuring it compared to planned change models - particularly since change is an ongoing process that makes setting specific goals and metrics challenging as well as monitoring progress over time. Furthermore, its less structured nature makes ensuring all stakeholders work towards one vision more challenging.

Utilizing Change Management Models for Incremental Change at British Airways

A. Planned change model

1. Small, gradual changes to the organization over time

Incremental change refers to any gradual alteration that usually happen slowly and gradually within an organization over time, rather than undergoing dramatic transformation (Lichtenstein, 1995). It is an effective approach for managing changes without creating substantial disruption for operations, employees or customers and can be effectively managed using the Planned Change Model.

At British Airways, the planned change model can be used to implement incremental changes to operations, customer service policies, pricing strategy or flight schedules (Karasvirta & Teerikangas, 2022). To effectively use it for incremental change implementation, British Airways first conducts a force-field analysis - this involves identifying driving and restraining forces behind any change and creating strategies to address them - in this instance relating to new pricing model change where driving forces could include remaining competitive while restraining forces could include backlash from customers used to current pricing model pricing model.

Step two entails focusing on group dynamics to ensure effective communication and collaboration across different departments in your organization. This will ensure everyone understands their part in implementing the change, as well as identify any challenges along the way and devise solutions.

Step three of change management requires using action research to create a systematic approach. This requires using continuous feedback and reflection to continuously evaluate and adjust incremental changes as they take effect, such as collecting customer and employee feedback to gauge its effectiveness and identify areas for further enhancement. For instance, when it comes to customer service policies this could include gathering feedback from both sides on how effective the policy has been and where improvement opportunities exist.

Implementing incremental change using the planned change model requires consolidating it to ensure its long-term sustainability, such as by integrating it into organizational culture and processes. Consolidation strategies may also be implemented to make sure that changes become permanent features of an organization - for instance if related to flight schedule changes this could involve training employees on them as well as integrating it with reservation systems within an organization.

British Airways utilizes the planned change model as an effective method for overseeing incremental change, as it enables small, gradual modifications without significant disruptions to their operations or employees and customers. Furthermore, using this approach ensures that any planned change process proceeds smoothly with minimal resistance or risk of failure; while emphasizing collaboration, communication, and ongoing feedback as vital elements to keeping its process relevant and successful.

2. Employ force-field analysis, group dynamics and action research as tools of inquiry.

For effective incremental change management, the planned change model enlists several elements - force-field analysis, group dynamics and action research among them - in its plan. Force-field analysis involves showing the balance among opposing factors (Hussein et all, 2022). It includes taking into account any internal or external factors that might impede or threaten its success as well as risks or opportunities associated with it. By undertaking such an evaluation process, organizations can create an all-inclusive plan which includes all potential influences that could limit its success.

Group dynamics is another essential element of planned change models, with emphasis placed on social and interpersonal elements of change management such as communication, collaboration and leadership. Effective communication ensures everyone in an organization understands why change needs to happen and their role in its implementation; collaboration fosters cohesion among departments and stakeholders who work toward common goals; while strong leadership oversees this transformational journey for those involved.

Action research is a systematic approach to change that involves ongoing feedback and reflection, providing organizations with a means of monitoring its success, making necessary adjustments, and ensuring its sustainability. Through collecting data, analyzing it, and using the results as guidance for future decisions. By regularly reflecting upon progress made so far during their change initiative, organizations can adjust to any new challenges or opportunities which arise during its journey.

Therefore, British Airways needs to employ these key elements of its planned change model to effectively manage incremental change. For instance, when making small modifications to flight schedules, pricing strategies, or customer service policies. Force-field analysis helps British Airways identify driving and restraining forces behind these changes and create strategies to address them; group dynamics promote collaboration between departments within an organization so everyone is onboard with this change; action research provides continuous evaluation and measurement to monitor its effects over time and make necessary adjustments as required.

B. Emergent Change Model

Apart from that, British Airways can utilize the emergent change model to implement incremental changes safely and in an orderly manner. Implicit in the emergent change model is the assumption that if companies operated in more stable and predictable environments, the need for change would be less and it might be possible to consider it as a process of moving from one relatively stable condition to another (Bamford & Forrester, 2003).
There are also some key elements of this model, which include collaboration, experimentation and continuous learning. Collaboration means gathering together diverse stakeholders who work towards a common vision for change - this may include employees from various departments within British Airways' organization as well as customers, suppliers and even competitors - with whom British Airways collaborates in order to generate innovative ideas that take account of all parties involved.

Experimentation is testing new ideas in a safe and controlled environment, whether through pilot programs, prototypes or small-scale trials. British Airways uses experimentation as a way of quickly determining what works and doesn't - ultimately saving both time and resources in the form of potential issues being identified and addressed before fully implementing new changes.

2. Continuous Learning to Evaluate Effectiveness

Continuous learning involves ongoing reflection and feedback in order to evaluate effectiveness of change processes. This may involve regular evaluations of them with input from employees, customers, or any other relevant parties such as stakeholders such as government. Likewise, continuous learning includes providing employees with ongoing education or training that helps them adapt to changes more easily while maintaining skillsets.

One way British Airways can employ the model to achieve incremental change is through experimentation with new flight routes, customer service initiatives or marketing strategies. For instance, they could pilot a loyalty program offering more personalized rewards to frequent fliers. Collaborating with various stakeholders, British Airways can develop innovative ideas which can then be tested and refined over time before continuous learning can help assess how effectively incremental changes work while uncovering opportunities for further advancement and growth.


Driver Factors for Change

A. Culture and Leadership 

Culture and leadership are both major contributors to organizational transformation. An organization's culture refers to its shared values, beliefs, and behaviors, which all impact how change is perceived and implemented within an organization - as well as its success or otherwise (Van Fleet & Griffin, 2006). Effective leaders can motivate employees to embrace change as part of its implementation by creating a clear vision and strategy as well as providing necessary resources and support to make it come about.

British Airways' culture and leadership play an integral part in driving change. The company prides itself on having an innovative culture focused on customer service that has allowed it to remain competitive in an industry rapidly changing industry. But as Brexit and COVID-19 pandemic challenges emerged, British Airways needed to adapt its culture and leadership approach accordingly in order to remain sustainable and successful for years to come.

British Airways may want to consider changing their organizational culture so as to become more agile, innovative or customer-focused. For instance, adopting a customer-first approach would require shifting away from business as usual and shifting focus toward providing personalized and seamless experiences to passengers - this would involve making significant cultural shifts within the organization and garnering buy-in from all levels of management for such changes to occur effectively. Leadership at British Airways is also key in driving change. Effective leaders can inspire and motivate employees to accept change and take ownership over its implementation process. At British Airways, leaders must be able to convey a clear vision and strategy for change with all necessary resources available for implementation; additionally they should foster an atmosphere that encourages employees to share their ideas and perspectives freely.

B. Power Dynamics and Digitalization

Power dynamics refers to how power is distributed within an organization and used to influence decision-making and behavior. It is a dynamic character of power relationships in organizations (J. Boonstra & Bennebroek Gravenhorst, 1998). Power can be leveraged in many ways: mobilizing support for change, negotiating with stakeholders, overcoming resistance to it - but can also cause conflict and resistance, such as when certain groups feel threatened or marginalized by it. Therefore, managing these dynamics effectively during change processes is of vital importance.

In addition, digitalization can create new business models, streamline operations and enhance customer experiences; but it may require significant changes to an organization's structure, processes and culture that may prove challenging to manage. It may also introduce risks like cybersecurity threats or data privacy concerns which need to be managed as part of its transformation journey.

Identifying and Dealing with Resistance to Change

A. Identification of Resistance to Change

British Airways can use various strategies to identify resistance to change, such as conducting surveys, focus groups or interviews with stakeholders. These approaches will allow British Airways to uncover any underlying concerns or issues their employees may have with the proposed changes; monitoring employee behavior such as absenteeism, turnover or low productivity can give clues regarding resistance or disengagement among employees; while creating an open culture of communication and feedback encourages employees to voice their thoughts on proposed changes and express any of their own ideas about them.

The company can also leverage surveys to gather insight from employees and stakeholders about potential resistance to change. Surveys should focus on gathering employee attitudes and perceptions regarding changes, including how the changes will impact their job, what aspects of them they like/dislike most and any additional support needed in adapting to them. Focus groups are an effective way of detecting resistance to change as they allow employees to share their ideas about changes with one another in an open forum. Furthermore, interviews with stakeholders provide further insights into specific areas of resistance so British Airways can address those concerns directly.

Monitoring employee behavior is another effective way of recognizing resistance to change. Frequent absences or higher than average turnover rates could indicate they don't fully embrace the changes, while low productivity could indicate they have difficulty adapting. Addressing such issues promptly will help minimize resistance and ensure a successful change initiative.

Establishing an environment of open communication and feedback is essential to understanding resistance to change. Employees who feel comfortable voicing their thoughts will likely embrace new changes more readily while providing valuable feedback for making the changes more successful. 

B. Addressing Resistance to Change

Addressing resistance to change is an integral component of change management, and selecting an approach depends on both its nature and extent, as well as your organization's values and culture. British Airways can use several strategies to effectively handle resistance such as:

1. Informing employees clearly of any changes necessary can help alleviate concerns and minimize resistance, while offering training can equip employees with skills necessary for adapting to these changes.
2. Engaging employees in the change process can help reduce resistance while increasing buy-in. Including them in decision-making or providing opportunities to give input can create a sense of ownership and engagement among them.
3. Offering employees support throughout the change process can help them overcome any challenges they encounter, while encouraging employees to share their successes and progress can create momentum and reduce resistance.

Analyzing Change Progression and Effectiveness

Key Metrics to Evaluate the Success of Change Program Assessing progress and effectiveness of any change program is integral in reaching its desired goals, staying on track, and realizing its desired results (Mandell & Keast, 2008). For this reason, British Airways (BA) should use progress evaluation as a measure to stay competitive and sustainable over the long haul.

One of the key aspects of tracking and evaluating change progress and effectiveness is selecting metrics that align with an organization's goals and objectives. At BA, key indicators for measuring effectiveness of change programs include financial performance, market share, customer satisfaction ratings and employee engagement measures - these all help determine their impact on performance goals within an organization. 

Financial performance is an essential element for measuring the effectiveness of change programs. Financial metrics that measure their impact can include cost savings, revenue growth and return on investment (ROI) as well as any others that support specific goals of the program. For instance, BA's change program might aim at reducing operational costs; cost savings could serve as an evaluation metric while revenue growth can provide insights into its success. Market share is another vital metric to assess the success of any change program. Market share can be defined as the percentage of customers who prefer BA over its competitors or how much of the market it occupies; this metric helps evaluate whether BA's change program has provided it with an edge in the marketplace and expanded customer bases. The last key metric is employee engagement. Measuring employee engagement through surveys, feedback forms or any other means allows employees to express their views about its impact on their work experience and contribute their opinions about it. Engaged employees are more committed to the goals and successes of the organization as a result.

To accurately monitor and evaluate a change program's progress and effectiveness, it is critical to assess these metrics at every step of its execution. Prior to the program beginning, baseline data must be collected on all metrics in order to set a starting point; during implementation data should be regularly collected in order to monitor progress as well as any issues that need addressing; once concluded data should also be analyzed in order to ascertain whether its goals have been achieved and whether any further enhancements or tweaks need to be made.

Conclusion
Change management frameworks cannot be stressed enough as an essential element of organizational success. Change is inevitable for every organization, and successful change management could make or break its success or failure. British Airways utilizes both planned and emergent change models as part of a holistic approach to incremental change management. British Airways can apply what has been learned in this case study towards creating future change management programs. Prioritizing leadership effectiveness, cultural alignment, effective communication and managing resistance to change can ensure British Airways' future change programs are successful and result in long-term sustainability and success. Change is a continuous process and with the right approach British Airways can stay adaptable and remain competitive in an ever-evolving aviation industry.
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