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Introduction

Leadership is an essential role in an organisation and is responsible for guiding followers
towards the path of success. In order to motivate the subordinates to follow the appropriate way,
the leaders must have some features (Purwanto, 2020). Moreover, they are associated with
creativity and innovation to achieve uniqueness in the company. This assignment has the
purpose to develop the business report for Qatar Airways. Qatar Airways is the proud winner of
Skytrax awards for the high quality of aviation services in the year 2023 (Qatar airways, 2023).
Accordingly, the leadership of this company will be analysed to understand the effectiveness of
the leadership strategy of this company to understand the alignment of the leadership practice
with the mission and the value of this company.

In task 2 of this report, the current business challenges which are affecting the positive operation
of the company will be identified. Accordingly, current management competencies of creativity
and Innovation To resolve the business challenges identified will be analysed in this report.
Moreover, the emotional intelligence of the leaders of Qatar Airways will be analysed by the
Task 3 of this report. Thereafter, the key areas of improvement will be identified that would help
the company to mitigate the business issues. By reviewing the Stakeholder management, conflict
resolution and the team management strategy of the leaders and the managers of Qatar Airways,
the management practices of the company will be aligned with its values and mission. In this
way, the effectiveness of the leaders and the managers of the company in achieving the

organisational values and mission will be analysed.
Task 1

Identifying and critically analyzing the mission, values, and management practices within

Qatar Airways.

The mission of Qatar Airways
The Mission statement of Qatar Airways is to achieve its goals. It is committed to achieving the

success of the organization by doing all the necessary aspects (Comparably, 2023). In the

mission of the organization, safety is put at the first of focus with the highest standard of safety
and security; the customers are targeted to be provided with genuine hospitality and services.
The " Excellence in everything we do" is the main mission of the company. Therefore, they are
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highly focused towards the quality of services that are provided to their customers. Moreover,
they also focused on the safety and security of the stakeholders of the organization.

On the other hand, the company is also committed to meet the target of net zero emissions (Qatar
Airways, 2022). Therefore, environmental improvement and safety are other motives for the high
quality of performance of the organisation. In this way, the company is motivated to achieve
better performance to meet the needs of the customers with high-quality performance.

Values of Qatar Airways

—

Figure 1: values of Qatar Airways
(Source: (Qatar Airways, 2023)
The five values of the organization are guiding the activity of Qatar Airways (Qatar
Airways, 2023). In the company, the management takes pride in the achievement of Qatar.
Therefore, the company is involved with the improvement of the country together with its
performance improvement. In order to provide service promises (Qatar Airways, 2023). They put
customers first, and they are striving towards excellence in their performances. Moreover,
honesty and loyalty are other values of the company. Moreover, they are involved with working

in collaboration with one team.
Management practices of Qatar Airways

Management style and structure of the company
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Qatar Airways has a hierarchical organizational culture. In this management style, the CEO of
the organization is a major role player in the management of every aspect of the operation in the
company. There are about eight thousand strong multicultural employees who are involved and
guided by the effective management team of the company. As per the organizational leadership
chart, the CEO Akbar Al Baker is the Head of the organization (The_org, 2023). The leaders of
the company are involved in the management of their subordinates to maintain a combination of
the management structure and the culture of the organization. In this way, the hierarchical
organizational structure involves the maintenance of the coordinated team of the organization in
order to ensure excellence in the performance of the employees.

The function of management of Qatar Airways

The leaders of an organization are responsible for motivating the employees to follow the
appropriate way. Moreover, they are also responsible for improving the positive work
environment.

Safety management

% Injured on R Fire related
duty incidents incidents
el Vehicle Voluntary
=, | IR O]
incidents hazard reports

Figure 2: safety measures of Qatar Airways

(Source: Qatar Airways Sustainability report, 2019)
The management of Qatar Airways is involved in the safety of the stakeholders involved with the
company. The company is awarded with the 5 Star COVID-19 safeties rating for the airline and

the airport of this company.
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The management of the organization is involved with the safety management in order to
maintain the safety standard of Qatar Airways. In line with the Industry practices and the
corporate safety, the company has also incorporated a safety management system that is based on
the risk assessment protocol Qatar Airways annual report, 2019). Therefore, the leadership and
the management of this company are highly focused towards the maintenance of the safety of the
stakeholders of the company.

Performance management

Performance, as per the company's annual report, the leadership of the organization is
responsible for performance management (Qatar Airways annual report, 2019). On the other
hand, the learning and the restructuring of the teams are also focused by the management.
Therefore, performance management is the major responsibility of the manager of the
organization.

Employee engagement

The leaders of Qatar Airways are identified to be focused on the employee engagement strategy

of the organization.
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Employee
Numbers

Figure 3: The number of employees in Qatar airways
(Source: Qatar airways, 2022)
In order to maintain employee engagement, they communicate internally regarding the health
and well-being of the employee. Moreover, the training and the learning opportunity of the
employee is also provided by the areas and the managers of the company. From the above-
mentioned graph, it can be identified that the number of employees was greater in comparison
with the current number. Therefore, the current number of employees is somehow deteriorating.

Corporate governance improvement

Of the seventeen SDGs, seven have been
identified as most relevant for Qatar Airways
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Figure 4: Focus of the leaders in the Qatar airways
(Source: Qatar Airways, 2019)

From the above-mentioned diagram it can be identified that the leaders of the organization are

focused on the achievement of sustainability in the organization. Among the 17 Goals of UN

Sustainable Development Goals, the seven areas are highly focused. Moreover, it is also
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identified that the leaders are also concerned with the suitability goal of gender equality and the

women's empowerment in the organization (Qatar Airways, 2019).

Critically assessing whether the management practices are aligned with the mission and

values of the airline

14,000

Year | Year 2 Year 3

Figure 5: Steps towards the health of employees
(Source: Qatar Airways, 2019)

From the above-mentioned graph, it can be identified that the company is more involved towards

the health well-being of the employee of the organization. The value of the organization is to
ensure the health and wellbeing of the employee. Hence, the management of the organization is

moving effectively towards the achievement of the organizational values.

63% v 37%
Fermale Male

Figure 6: new recruitment by gender
(Source: Qatar Airways, 2019)

As per above mentioned values and the vision of the managers of the company is identified to be

concerned about the sustainability achievement by gender equality and women empowerment.
As the number of female employees in the new hiring is greater than the males, hence, the

management is on the path of achieving their values.
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Bl Junior Grades
Hl Core Grades
Technical Grades

Figure 7: Percent of the employee receiving regular feedback
(Source: Qatar Airways, 2019)
According to the Sustainability report of the company it has been identified that the number of

employees getting the regular feedback is more in the core grades and the junior grades are low

in number (Qatar Airways, 2019). As the leaders of the organization it is required to have an
equal approach towards every employee in order to ensure equality among the employees
(Shuck, et al. 2019). Hence, the management is somehow lacking that aspect and is required to

improve to ensure the organisational value of working in one team.
Task 2Analysis of Business Challenges

Critical discussion on the key challenges the organisation is encountering in the current

environment

According to the statement of the CEO of Qatar Airways ( John, 2022), , The negative impact of
the COVID-19 pandemic situation, fluctuation in the oil prices, shortage of manpower, and the
instability in world politics has created several restrictions on the aviation industry. Moreover,
the investment in the research and the development of the company has been identified to be
decreased due to the lack of interest among the stakeholders. In this way, the current business
challenges are affecting the easy operation system of the organisation. As per the research by
(Albasoos et al. 2021), it can be identified that the Blockade is the one of the most crucial
challenging factors for Qatar Airways. Due to this challenge, the company has to go through
various types of diversification. In this way, the issues of the Qatar crisis are developing
challenges for the company.

As per the Research by (Wang, 2021), it has been identified that the high price of fuel, and the
irregular supply of fuels and the labour shortages are the crucial; factors that are creating

challenges in the operation of the Qatar Airways. Therefore, the leaders of the organization are
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required to formulate a strategy that can mitigate those challenges to measure the business

growth of the organization.

Critically discussing how the current management competencies of Creativity and
Innovation would resolve the business challenges identified

From the above discussion it has been identified that the major challenges that are affecting the
operation of Qatar Airways are the lack of manpower, oil price increase, lack of investment
in the infrastructure and the research in the organization. As per the componential theory of
organizational creativity, the external component, the work environment and the internal
component, intrinsic motivation together influence the creative activity in an organization.
Therefore, the leaders are required to focus on these areas to improve organizational performance
to ensure excellence.

Talent management and innovation

The company is facing the challenge of a lack of manpower to support the needs of the
customers. The main mission of the company is to provide excellence in their performance. In
order to maintain the excellence in the performance, a sufficient number of employees are
required to be present in the organisation. According to the management of Qatar Airways, it has
been identified that the company is developing digital interaction points to understand the needs
of customers (Qatar Airways, 2023). In order to improve the organisational innovation and
creative activity, the company is providing opportunities for people in different aspects such as
the design specialist, and researchers. In this way, the company is also trying to expand their
research and innovation in the market. In order to ensure the global reach of the organisation
with the digital interaction point, the company is more focused towards the hiring of employees
globally. Hence, the HR management of the organization is required to have a strategy to hire
more eligible employees to meet the needs of the organization.

Cost management

In order to minimise the fuel issues and its rising price, the company is changing their strategy of
fuel usage with the new aircrafts. In The Gulfstream G650ER is supporting the operations of
Qatar Airways. Moreover, they are committed to purchase the two engine cargo jet Aircraft
Freighter 8-777 B (Qatar airways, 2022). The company has been able to increase the fuel
efficiency by 25 %, emission of the carbon. Moreover, this strategy of increasing fuel efficiency

of the cargo is also incorporated to reduce the cost of flights. In this way, the company is taking
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initiatives with effective management to mitigate the issues of increasing fuel price and the
unavailability of the fuels.

Improving the interest of the stakeholders

As per the current news, Qatar Airways has made four investments in recent times. On the other
hand, the company has had four exits such as the Freightos group (Crunch base, 2020). In order
to improve the interest of the inventors in the company, the management of the organisation is
involved with the development of the environment and the society in which the business is
associated. In this way, Qatar as well as the destinations to which the company flites, are
provided with the increased connectivity (Qatar Airways, 2022). In this way, the strategy of
indicating connectivity and the socially and environmentally responsible role, the company is

intended to improve the investments.

Discussion of what improvements are needed in the current management competencies of

Decision-Making

Despite being the Skytrax awards, Qatar Airways is facing several challenges that are affecting
the organisational operation. In the Post COVID pandemic situation, the business environment is
changing for the aviation industry due to some key challenges that are also creating difficulty for
Qatar Airways. From the above discussion, it has been identified that the company has some
black in the decision-making strategy as they are not found to have any specific strategy on
improving the investment in the organisation. Moreover, the high exit of the investment is not
focused on by the organisation. Hence, the management competency of the company is required
to address that aspect of the investment to have a more positive investment in the improvement
of infrastructure. According to the research by Turqueza, (2021), the commercial strategy of the
company has a positive impact on the increase of the market share that will be helpful for the
organisation to improve their expansion of business during the high crisis situation during a
pandemic. As the COVID pandemic has created a financial crisis and a lack of investment in the
company. Therefore, the commercial strategy of the management can be incorporated to mitigate

the issues of the organisation.
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Task 3- Influence of management attitudes of emotional intelligence and

resilience on employee engagement and organizational performance

Evaluating the approach of Qatar Airways’ management on emotional intelligence and

resilience in daily operations

Based on the interpretations of O'Connor et al. (2019), emotional intelligence can be identified
as an individual’s ability to analyze and interpret one’s feelings and perceptions and gain the
ability to discriminate between positive and negative emotions. A leader with adequate
emotional intelligence can use the analysis to understand one’s behavior and attitudes. The
research by O'Connor et al. (2019) has also interpreted that leaders with proportions of emotional
intelligence are able to control their feelings and can help others to regulate their emotions
effectively. For Qatar Airways employees to perform effectively, the management needs to
portray efficient emotional intelligence and help validate the employees’ thoughts and
perceptions. To further analyze the emotional intelligence and resilience of Qatar Airways’

management and its impact on the employees, the report is using the VUCA framework.

Volatility

Aggarwal and Schenone, (2019) confirm that the present competition in the airline industry is
mostly focused on confirming that the flights are on time. The competition in the airline industry
has significantly changed since the outbreak of the Covid-19 pandemic. The present
circumstances in the industry might seem quite overwhelming for Qatar Airways employees.
Hence, to further enhance their emotional intelligence, the management needs to develop a
proper operational framework that will guide the employees to strive toward success without

compromising their ideas, thoughts, and perceptions about the situation.

Uncertainty

The Covid-19 period was certainly an uncertain period for the aviation industry. To ensure the
staff’s safety, the airline’s management implemented some of the most advanced safety and
hygiene systems. The crew was provided with personal protective equipment (PPE) Kits to

maintain a safe distance from the passengers. Qatar Airways management also used an
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ultraviolet cabin system technology, obtained from Honeywell. This shows that Qatar Airways

management has been well-versed in managing adverse situations of any proportions.

Complexity

Amankwah-Amoah, (2020) has stated that increasingly, industries around the world are adopting
sustainable measures to develop business and economic practices. The adoption of new
technologies used for green business practices is emerging as a shock for airline companies, who
have to abandon traditional business approaches and learn new tactics to remain relevant in the
competitive market. To enable the staff to adopt these technologies, the management needs to
understand the views and perceptions of the employees about the changes that are being
implemented and provide training and education about the importance of adopting green
practices and ways to effectively use the new technologies that are being implemented.

Ambiguity

Kim et al. (2020) explain that even though airline companies are adopting sustainable practices
due to the growing interest of customers in green business operations, however, companies are
still unaware as to which practices will induce customer loyalty under the current market
conditions. Such ambiguity within the industry can create massive confusion among employees.
To ensure that employees do not lose motivation, the management requires understanding and
validating the opinions of the employees and taking inspiration from them to ensure advanced

productivity within them.

Discussing the impact of the organization's approach to emotional intelligence and

resilience on employee performance and engagement

According to Goleman, (2020), there are four pillars of emotional intelligence that enable leaders
to confront the emotions and perceptions of their employees. Hence, based on the interpretations
of Goleman, (2020), the four pillars of EQ are - relationship management, social awareness, self-

management, and self-awareness.
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Figure 8: Goleman’s 4 Pillars of Emotional Intelligence
Source: (Chehabet al. 2019)

According to this concept, the leadership at Qatar Airways has to adhere to the ethical
governance framework that businesses follow to empower employees and create a positive
working environment for them. As discussed previously, the management at Qatar Airways took
extensive measures to ensure the well-being of the employees during the post-Covid era and
provide them with adequate resources to advance customer satisfaction among the passengers. El
Khatib et al. (2021) have claimed that advancing emotional intelligence among leaders and
employees not only promotes the relationship management prospects of the company but also
increases the chances of project management success. Emotional intelligence also helps evolve
the interpersonal skills of employees and leaders.

The job responsibilities of the cabin crew members are quite extensive which tends to hinder the
mental health of the employees. It has been identified in research by Song et al. (2021) that cabin
crew originating from the Middle East have difficulty in adopting distinct cultural and language
environments. Hence, homesickness, culture shock, and miscommunications with foreign
colleagues become quite common, which eventually promotes a negative work environment. It
was also found by Song et al. (2021) that Middle-eastern airlines like Qatar Airways generally
look for employees who are more open-minded toward accepting and adapting to new cultures
and languages, and present a positive attitude to work. Undertaking such initiatives enable the

management to create resilience and self-awareness within the employees by further training
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them to adapt to different cultures and create a competent team that can overcome language
barriers. Qatar Airways should also ensure that the employees are not burnt-out due to
overworking. Besides taking care of the employees’ mental and physical health is also pertinent
for the company to ensure advanced resilience and work productivity among the employees. The
management’s support towards the employees in adapting to new cultures enables the crew to
conduct effective self-management practices and avoid further culture shocks. These initiatives
by the Qatar Airways management enable the company to enhance the organizational
productivity and resilience within the overall team.

By showing emotional intelligence and creating resilience within the crew, the management not
only creates a positive environment for work but enhances its business prospects through CSR.
As per interpretations by Sulistya and Ginaya, (2020), Qatar Airways is one of the world-
renowned airline companies that has effectively adopted the triple bottom line of sustainability
through advancing profit margins, creating a safe environment for its community, and

undertaking green business practices to protect the planet.
Task 4 Alignment of values with management practices in Qatar Airways

Qatar Airways is one of the leading airlines in the middle east. It is run by Qatar's government.
The organization started its journey in the airline with a value and mission. Thus a relevant
model or framework is necessary to analyze them. Thus relevant models and theories are used
below to assess the different factors the below.
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Figure 9: Stakeholder Map
(Source: Self-Created)
Qatar Airways is one of the most famous airline companies in the airline industry. They have
started operating with a vision of making a sustainable airline company. The management of
sustainability requires the involvement of everyone in the organization. The aviation industry is a
highly complex industry with the involvement of so many stakeholders. It has different internal
and external stakeholders who directly and indirectly impact the company. Qatar Airways is also
not an exception. They also have the involvement of several different stakeholders within the
organization. These stakeholders play a crucial role in their vision alignment of going
sustainable. Their vision of becoming a sustainable;e airline is highly dependent on the
stakeholder's performance. However, Qatar Airways have successfully managed to maintain its
vision through its stakeholders. They have been managing the sustainability report and
publishing it since 2016 using the Global Reporting Initiative (Ozturk et al., 2022). According to
the stakeholder map, the stakeholders of Qatar Airways can be divided into four parts where,

each of which has different roles and impacts on the company to maintain good sustainability.
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In Qatar Airways, their employees, leadership team, and the supplier are the key stakeholder.
Their decisions and works influence the works highly. They are the most essential stakeholders
in the aviation industry. The leadership is the people who are involved in the decision-making
procedures of the organization. In the context of Qatar Airways, the leadership team made
several decisions that impacted the organization's sustainability. The decision to use fuel-
efficient aircraft was taken by the leaders or the managers of Qatar Airways. The management
team also has made several decisions in order to maintain sustainability within the organization.
The decision to reduce food waste to manage aviation waste efficiently was one of the
revolutionary decisions which were taken by the leadership team of Qatar Airways. The
decision-making processes are dependent on the leaders or the manager. However, the execution
procedure of the plans totally dampened the employees of the organization. The sustainable
decisions taken by Qatar Airways were executed by their employees. Their employees from
different levels contributed to maintaining the vision. On the other hand, the supplier of the
organization also plays an important role in maintaining sustainability within the organization.
Thus all of these are considered the key stakeholder of Qatar Airways. On the other side,
sustainability visions are made to keep the employees, investors, and customers satisfied and run
the business efficiently. Qatar Airways has taken significant steps to ensure that it builds a
sustainable business that benefits not only itself but also its employees and local communities
(Wang, 2021). However, the owners and the investors have a very minimal role in maintaining
sustainability. They have little contribution. The CEO of the company is also not much involved
in it. They are just informed about the decisions made by the managers.

Managing Conflict and Negotiation

The workforce of the organization grows with the organization's growth. The growth in the
workforce often creates several problems among them. The problem of conflict is very frequent
among the widespread workforce. However, it has been seen that leaders have a good impact on
stopping team conflict. The positive attitude of the leaders reduces the chance of team conflicts
(Gomez and Bernet, 2019). Qatar is also an organization with a wide workforce. As a result,
they also face several problems in managing the conflicts among their workforces. However,
good and effective negotiation can be applied within the organization to manage conflicts. The

VUCA model is used to assess their management competence in managing conflicts and
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negotiations within the organization. This method consists of four factors which are volatility,
uncertainty, complexity, and ambiguity (Rimita, 2019).

Volatility

Volatility means sudden and unpredictable changes. The airline industry is one of the most
unpredictable and volatile industries. Any kind of policy changes or conflicts among the
countries directly impacts the airline industry. Qatar Airways has also been impacted by the
volatility of the market. The Gulf crisis was one of the most impactful geopolitical incidents
which impacted the business of Qatar Airways badly. During this crisis, Qatar Airways was
losing almost 50 flights per day. They even planned to file for bankruptcy during this time
(Al-Eshag and Rasheed, 2022). The volatility of the market is impacting the company's business.
However, Qatar Airways have successfully mitigated these problems with its strategic plans.
Uncertainty

The uncertainty in this framework refers to the unpredictable things in the market. The aviation
industry is a highly regulated industry which makes it very uncertain. It becomes very difficult
for the organization and companies to predict anything about the situation. Any uncertain things
can happen any day. As an example, countries can introduce new aviation rules and policies
which could impact the industry. Qatar faced this problem earlier. During the Covid19 outbreak,
the uncertain suspension of national and international flights over the world has impacted them.
More than 71 countries have suspended their flights for covid (Li et al., 2021). This harmed their
business.

Complexity

Qatar Airways have a wide range of employees which makes their management process very
much complex. Also, they are operating in the aviation industry, which is very much regulated
by the government. This makes the management competence of the organization very complex.
However, the leaders of Qatar Airways have managed it efficiently.

Ambiguity

Ambiguity refers to clarity. Due to managing in a complex and regulated industry, the airline
company often faces the issue of ambiguity. They often lack clarity in many situations. These
problems often result in late decision-making. However, they are mitigating this issue by

upgrading their skills.
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Managing Teams

Based on the research conducted by Berber et al. (2020), teamwork is a pertinent phenomenon in
the overall functioning of any firm. Effective teamwork enables companies to create a
sustainable profit structure and enhance the performance of the companies. An organization with
an improper team structure fails to attain the structured goals and objectives that the company
strives towards. The management at Qatar Airways should ensure that the teams they are
forming are efficient in serving the customers. To further explain the significance of effective
team management and formation, the report has used Belbin’s team roles to understand the
distinct ways in which Qatar Airways can effectively promote team management and leverage

the skills of the employees at full-scale.
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Figure 10: Belbin’s Team Roles Theory
Source: (Han et al. 2023)
Rahmani et al. (2022), state that Belbin’s team role theory is fundamentally concerned with the
competency of individual members in the teams in fulfilling their distinct job roles. Management
can only create a balance between the team members if there is diversity in the team, where
individuals are equipped with skills that are ideal to meet the distinct responsibilities that the
company generally faces. In the airline industry, the management of a company creates a team
that will be able to address the queries of the customers by overcoming distinct forms of
language and culture barriers. Hence, Qatar Airways needs to form each team with members who
possess distinct qualities like agile decision-making, emotional intelligence, and critical thinking,

and the shapers and coordinators of a project or service. Such initiatives would prove more
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effective for the employees working as cabin crew, where the distinction in the culture and
language is more prominent.

The implementation of Belbin's team role theory will help the organization to define the different
roles of the organization to them. Using this theory, the leaders will be able to assign work to
different employees. If the roles of the employees are defined clearly, then it becomes easier for
the employees to understand their work and do it efficiently. On the other hand, it also helps
leaders to manage their workforce. In the context of Qatar Airways, the organization was having
difficulties in managing its workforce. They need to manage it properly. Thus the implication of
this theory will be helpful for them. It will help them to mitigate employee management issues.
They will be able to follow the sustainable vision more efficiently and meet their goals of
sustainability. However, the implication of this theory requires a few strategies which can create
complexity for the organization. Analyzing the problems and solving them strategically will be
helpful in mitigating these risks.

Conclusion

From the above discussion, it has been identified that the “Excellence in everything we do" is
the main mission of the company. The management of Qatar Airways is involved in the safety of
the stakeholders involved with the company. The leaders of Qatar Airways are identified to be
focused on the employee engagement strategy of the organisation. Despite being the Skytrax
awards, Qatar Airways is facing several challenges that are affecting the organisational
operation. Belbin’s team role theory has been analysed in this report to understand the
effectiveness of the management competencies of the company. Qatar Airways needs to form
each team with members who possess distinct qualities like agile decision-making, emotional
intelligence, and critical thinking, and the shapers and coordinators of a project or service.The
present circumstances in the industry might seem quite overwhelming for Qatar Airways
employees. Qatar Airways has made four investments in recent times. The company has been
able to increase the fuel efficiency by 25 %, emission of the carbon. in this way, the management
and the leaders of the organisation involved with the improvement of the performance of the
employee to ensure the achievement of the organisational goal of providing excellence to every

stakeholders.
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Appendix

Task 1 The effectiveness of the management competencies of Qatar airways has been
identified.

Task 2 The challenges of the Qatar airways has been analyzed in this task that has
helped me to understand the role of management of the organ inaction to
mitigate the business challenges

Task 3 After completing Task 3, | have learnt that the effective leadership must show
emotional intelligence toward the employees to further enhance the
organizational productivity and resilience among the employees.

Task 4 While completing task four, I learned about several things, such as stakeholder

management and team management
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