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[bookmark: _Toc216254952]                                                 Executive summary 

The purpose of this report is to discuss the BrightWave company and how it is struggling to keep pace with the demands of its clients, and to analyse the responsibilities and competencies needed by managers to manage performance successfully. This report will apply a variety of theories and models of people management to BrightWave’s circumstances, and it will examine whether organisational culture influences people management practice.




















             


[bookmark: _Toc216254953]                                              1. Introduction 

 BrightWave might expand significantly. The internal procedures required for this expansion were unable to keep up with the facilities management company’s rapid growth. To understand the gaps in managerial abilities that have emerged, it is critical to examine the changing nature of management employment in decentralised, labour-intensive service environments.
 Recent management research highlights a trend away from traditional supervisory roles and towards positions that value social skills, development support, and cultural influence (Cunliffe, 2023). The people who manage BrightWave’s front-line workforce operate in various locations and have employees on various sorts of contracts. Their jobs are more challenging since they must keep their employees motivated to be sure their services are delivered on time.
Before, BrightWave’s managers were largely promoted based on how well they did their jobs, not how well they led. Many people who work in operations believe that a good manager is someone who knows a lot about a topic. But research shows that this is not always true (Yukl & Gardner, 2020). Staff testimonials show that managers don’t think they can handle bad performance or have hard conversations. 
A lot of the time, avoiding management is a means to deal with stress, not a planned way to lead. This makes it challenging to keep performance constant, relaxed, and responsive.
This means that BrightWave needs to train all its leaders. You shouldn’t utilise supervision to assign individuals tasks. Instead, it should be used for coaching, emotional work, and building the company's culture. These skills are becoming more important for good management, especially in service environments where the quality of the service depends on how well employees do their jobs (Heskett et al., 2015). More people will leave if BrightWave doesn’t help these professionals do their jobs right.
There are a lot of theories that can assist us in figuring out why management techniques aren’t working anymore. When you look at all BrightWave’s problems together, it’s clear that they have more than just not being able to do things well. There is also a difference between what people want and the culture, leadership, and structure.
[bookmark: _Toc216254954]  2.  Main Findings 

BrightWave runs its operations in a way that is both reliable and effective. These concepts aren’t bad by themselves, but they make it appear like solutions that focus on people aren’t so important. Edgar Schein’s thesis posits that cultural attitudes exert a greater influence on conduct than formal rules (Schein& Schein, 2017). 
People at BrightWave don’t appreciate hearing new ideas or criticism since they think that dealing with personal problems makes them less productive. Hall’s Cultural Iceberg explains how these unspoken rules affect obvious behaviours, like not wanting to talk about problems with performance or join health programs.

[bookmark: _Toc216254955]2.1 Presentation Methods and Theory 
The 7-S model from McKinsey predicts that things are getting worse. The goal is to keep prices low, but there aren’t many ways for people to go higher. The company is flat, characterized by the absence of middle managers (Harris & Raviv,2002), yet managers don’t get any training. It’s easier to get things done when everyone has the same goals, but the organisation needs managers who are good at building connections. These kinds of problems make it hard to get work done, and managers can’t fix them until they change how the company works and how people think.
Aguinis (2019) says that good performance management systems should have regular meetings, clear goals, and feedback that is relevant. Most of the time, BrightWave’s management sees performance meetings as an opportunity to complain instead of a chance to improve. This shows that performance management isn’t working for people who work on the front lines like it should.
Theories of motivation explain why people do what they do. Maslow’s hierarchy of needs says that safety, belonging, and respect are three of the most crucial basic needs (Maslow, 2011). It’s important to show BrightWave employees that you care and are consistent because many of them work on contracts that are variable and pay less. Ryan and Deci (2020) say that people stay interested when they feel free, know a lot, and are connected.
Surveys of staff members show that none of the three are there. Workers don’t get to pick what they do, don’t know what positions are open, and don’t get much aid from their coworkers. People abandon their employment a lot, and morale is low because of these problems.
We understand how change and new ideas work, which is why BrightWave struggles with new projects. Kotter’s stages of change show how important it is to make people feel like they need to act quickly, work together, and support new behaviours (Kotter, 2021).
People at BrightWave don’t trust the culture, and communication isn’t excellent. That’s why the first moves towards change aren’t happening. According to Rogers’ diffusion model, new ideas have been helpful and fit in with what people already do (Rogers, 2010). People take a long time to become used to health programs and flexible schedules because they think they will be more work than good changes.
According to Nudge Theory, little changes in conduct can make individuals better without making them angry (Dolan et al., 2012). BrightWave’s strict regulations may work better if they got a few reminders to make recognition a regular part of the process, encourage regular check-ins, or promote working together.
BrightWave’s sector has a lot of businesses, but there aren’t enough workers to meet the requirements of the people. A PESTLE analysis shows that social norms about fair labour and health, a lack of workers in the economy, and a political focus on social value are all having a bigger effect on contract choices.
A SWOT analysis demonstrates that BrightWave’s strategic position is weak since the company has issues, including low employee engagement, poor management abilities, and a culture that is too strict. If these fundamental problems aren't fixed, the business could lose its edge over its competitors.

[bookmark: _Toc216254956]2.2 Organisational Culture

The way BrightWave runs things has a big impact on how managers accomplish their jobs and how employees feel about their positions. Culture is “the way things are done around here”, and it affects how people make choices and talk to each other without them even knowing it (Deal & Kennedy, 2008).
Because of its rules, procedures, and lack of recognition, it seems like there is a lot of work to do at BrightWave. Three cultural traits have a big impact on how well people are managed.
Bad cultural behaviours could get worse. Instead of talking about development, managers frequently do the job themselves to make up for it. This tendency is consistent with studies indicating that cultures that delay learning perform inadequately (Morrison &Milliken, 2000). When unsatisfactory performance isn’t dealt with, workers feel that they are treated unfairly, which makes them dissatisfied and want to leave.
Psychological safety means that workers can communicate about their worries without being afraid of what would happen to them (Edmondson, 2019). People who work at BrightWave are scared to communicate about problems, which demonstrates that the corporation doesn’t want them to talk to each other. People stop coming up with new ideas, and blunders go overlooked when they don’t feel safe in their own heads. People who clean and conduct maintenance are more at risk because they don’t work with a lot of other people and may only work part-time.
Hofstede’s (2011) ideas help us understand that individuals are less willing to attempt new things because of the unknown. Because of this and the company’s flat structure, managers have a lot of work to do but not enough power or help. The company can’t get better since the departments don’t work well together, and customers don’t feel like they own the service results.
To help BrightWave with its problems, they need to modify things on a personal, institutional, and cultural level. The concepts underlying these solutions derive from theories, evidence from the workforce, and best practices from facilities management and other service industries.
A precise approach to teaching managers is needed. Training should cover not only technical compliance but also interpersonal skills, such as how to have helpful performance conversations, how to give constructive criticism, how to recognize emotional triggers, how to use coaching techniques, how to settle disagreements, and how to make them work better together.
Using a mix of strategies, like seminars, shadowing, mentorship, and reflective practice, is better for improving management abilities than using them on their own (Clutterbuck, 2014). Supervisors need more than just knowledge to help people reach their full potential and deal with bad performance.
BrightWave shouldn’t only follow the rules; it should want to get better. A new framework should include:
· Weekly one-on-one meetings instead of yearly evaluations
· Growth goals that are specific to each person
· Clear expectations for what each person should do
· Balanced measurements that show both job completion and behavioural contribution
· Easy-to-use documentation tools for teams that are spread out.
People shouldn’t think of performance meetings as penalties; they should think of them as an opportunity to work together. Workers are more motivated and accountable when they think the procedure is useful (Pulakos et al., 2015).
BrightWave should help individuals share views and worries by:
· Brief, anonymous pulse survey
· Feedback forums at each location
· Listening groups led by trained facilitators 
· Easy-to-understand approaches for leaders to deal with problems
When tasks are important, workers are more likely to come up with ideas and trust one another when they feel safe speaking up (Deter & Burris, 2007).
Praise should be a part of everyday management. People feel better and are more likely to do the right thing when they get small, regular compliments.
 Some examples are:
· “Appreciation moments” at team meetings (Barger& Oliver, 2003)
· digital badges or thanks
· monthly messages of delight
BrightWave might also assist employees to advance in the organisation by giving them short, modular training sessions that help them do their jobs better and feel surer of themselves.
BrightWave doesn’t have a hierarchy (Foss, N.J., & Klein, 2023); thus, managers must figure out their own problems. Managers could find it easier to deal with tough situations if they have specific HR partners or area staff who are specialists in their industry. Effective HR leadership is based on capability rather than tenure, according to Ulrich (2015). These experts could help investigations, help management deal with difficult problems, and make sure that best practices are followed.
People from different departments can work together in groups to break down barriers and improve services. These groups might come up with ideas for how to make onboarding more consistent, how to talk with clients more easily, or how to make the client experience better. People from different cultures can work together to solve problems and learn more about each other (West, 2012).
If BrightWave talks a lot about workforce planning and uses PESTLE and SWOT analysis, they can keep an eye on changes in the job market, new rules, and what customers desire. Companies may be able to make plans for who will take over and hire fewer people from outside the company if they can figure out what abilities will be needed in the future.




                                                  





[bookmark: _Toc216254957]                                                  3. Conclusion  

Management and culture difficulties have made BrightWave develop too quickly for its own good. Managers don’t know how to make friends and grow, performance management methods are old, and a culture that focuses on chores makes it hard to be open, work together, and come up with new ideas.
You can identify where strategy, structure, culture, and leadership abilities don’t match up when you look at these problems through the prism of well-known ideas about management, culture, and motivation.


[bookmark: _Toc216254958]                                                 4. Recommendation 
BrightWave might get more people involved, improve service quality, and make the company stronger and more competitive by investing in meaningful leadership development, rethinking how to measure success, making people feel safer, and increasing structural support. BrightWave should adopt a “support-first” strategy and prioritize development over discipline (Armstrong & Taylor, 2020).
These changes will increase motivation, fairness, and accountability.
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