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BrightWave Services Ltd is a mid-sized professional services company in the UK currently facing several people management challenges, including low employee engagement, inconsistencies in performance appraisal practices, and an annual turnover rate of 28%. These issues indicate a weak alignment between strategic objectives and employee motivation. In a competitive client-service environment, service quality, productivity and innovation depend heavily on effective people management, meaning that weaknesses in these areas can have direct consequences for operational outcomes.
This report examines the managerial capabilities within BrightWave and explores how performance can be strengthened through improved managerial skills, cultural cohesion and the use of established people management theories. Models such as AMO, Schein’s Cultural Model and Herzberg’s Two-Factor Theory are applied to analyse managerial roles, motivation mechanisms and cultural drivers influencing workforce performance. The report also identifies key skill gaps across managerial roles and concludes with evidence-based recommendations designed to support the development of a high-performance organisational culture.
In addition, applying these frameworks provides a structured foundation for understanding how managerial behaviours translate into measurable organisational outcomes. This perspective helps clarify the relationship between daily managerial practices and wider performance expectations, ensuring that the analysis is not only descriptive but also grounded in evidence-based practice and aligned with BrightWave’s long-term strategic direction.
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[bookmark: _Toc216278831]Defining Performance Management
Performance management can be considered as a continuous process that involves identification as well as measurement and development of employee performance while being in alignment with strategic goals (Torrington et al., 2023). For this particular business this can involve establishment of clear objectives as well as monitoring results and even providing feedback and then supporting employee growth. Effective performance management not only can measure output but it is also capable of motivating human resources for improvement through shared recognition and accountability.
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Managers across business units of BrightWave must have four very important roles in context to the performance management cycle.
	Role
	Key Function
	BrightWave context

	Planner
	Set SMART performance objectives that are in line by business goals.
	Department leads design quarterly KPIs for service quality.

	Coach
	Providing unceasing feedback and direction.
	Line managers conduct monthly development check-ins.

	Evaluator
	Assessing development against metrics and capabilities.
	Performance appraisal through 360-degree feedback.

	Developer
	Classifying training needs and succession trails.
	Supervisors sponsoring high-potential staff for leadership workshops.



These roles are very much aligned with the CIPD (2024) model which are capable of emphasising that managers are more needed for acting as performance enablers through creating conditions that are capable of empowering human resources rather than assessing them.

[bookmark: _Toc216278833]Essential Managerial Skills
· Coaching and Mentoring – Coaching can enable employees to take ownership of goals that are both personal and team-related. Research suggests that regular coaching conversations can support intrinsic motivation and reduce resistance to performance appraisal (Armstrong and Taylor, 2023). Therefore, implementing a structured coaching framework at BrightWave can help align individual learning needs with wider corporate objectives while strengthening confidence in the review process.
· Communication & Emotional Intelligence (EI) – Effective feedback delivery and conflict resolution rely heavily on self-awareness and empathy. Emotional intelligence can account for up to 80% of overall managerial effectiveness (Goleman, 2018). Within the case-study organisation, managers with low EI are struggling to maintain morale during appraisal discussions, highlighting the need for focused EI development to improve communication quality and strengthen employee relationships.
· Motivational Leadership – Expectancy Theory can support managers in ensuring that employee effort is clearly linked to valued rewards such as recognition or career development opportunities (Vroom, 1964). When expectations, effort and outcomes are aligned, motivational leadership can reinforce commitment and improve engagement, particularly in environments where performance conversations currently lack clarity.
· Analytical Decision-Making – Data-driven performance measurement standards can enable managers to evaluate employees more objectively. At BrightWave, HR systems currently track only productivity and attendance; therefore, the introduction of a Performance Analytics Dashboard could support fairer evaluations and greater transparency. Additionally, clearer data governance and routine calibration meetings would help ensure that judgements are more consistent across managers. Developing a shared approach to interpreting performance data can also strengthen reliability, reducing unnecessary variation and increasing confidence in the overall review process.
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[bookmark: _Toc216278835]AMO Model (Ability–Motivation–Opportunity)
The AMO Framework here posits that employee performances are more or less driven by three components such as the following (Appelbaum et al., 2000) –
· Ability – Possessing necessary knowledge and skills
· Motivation – Motivation to exert discretionary efforts
· Opportunity – Organisational environment which enables contribution
If this framework is applied from the perspective of the current situation at BrightWave the following situation can be observed.
· Ability – Current skill audits are capable of revealing gaps in digital service delivery. HR as a result must enhance Learning and Development or L&D budgets for implementation of mentoring schemes.
· Motivation – Human resources report limited recognition and reward structures being not clear and hence a transparent incentive system linked with performance outcomes should be able to improve motivation.
· Opportunity – Cross functional projects should be able to allow staff for innovating and sharing expertise.
Together it can be said that these pillars of the AMO can strengthen the High-Performance Work System or HPWS at the case study business which allies age a strategy with business outcomes (Boxall & Purcell, 2022).
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The framework over here identifies Motivators which are generally Intrinsic Factors in the form of achievement or even recognition or even responsibility along with Hygiene Factors which are more Extrinsic Factors such as salary as well as policies and even conditions (Herzberg, 1959). Dissatisfaction here occurs when hygiene factors are poor and motivation grows through intrinsic fulfilment (Rasheed, Okumus and Ramkissoon, 2022). Application to the case study context is as follows –
· Motivators – Managers at this particular business could redesign roles for enhancing autonomy along with responsibility and recognition (Alshmemri, Shahwan-Akl and Maude, 2017). For example, empowering consultants to manage small level client portfolios.
· Hygiene Factors – Compensation and workload balance need amendment. BrightWave surveys are demonstrative of 40% employees feeling overstretched causing attrition and burnout. Improving both factors can set productivity and morale high simultaneously.
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Motivation is determined by three different variables which include Expectancy (which is the belief that improves performance) along with Instrumentality (which is the belief that performance can lead to rewards) and lastly Valance (which is the value of those rewards) (Vroom, 1964). Application to the case study context is as follows –
· Expectancy – Employees are in need of clearer role definitions and achievable KPIs.
· Instrumentality – Promotion pathways should be clear and it should also link top performance with tangible rewards.
· Valence – The rewards should reflect the priorities of the individual employees or groups in general in the form of flexible work or even bonuses or recognition programmes.
When employees are observing visual outcomes from high performance the discretionary effort can rise (CIPD, 2024).
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Organisational culture can represent shared values as well as norms and assumptions that can guide employee behaviour (Schein, 2017). At BrightWave, cultural inconsistency is very much evident between senior leadership and operational teams, particularly in context to how performance expectations and feedback is communicated. This is a misalignment which has created declining engagement and increasing voluntary turnover.
Strengthening cultural alignment would directly address this disconnect, as a clearer and more consistent cultural framework helps employees better understand what behaviours are expected and why they matter. This in turn reinforces behavioural consistency, supporting a more predictable working environment where engagement and productivity can develop more naturally.

The usage of Schein’s Three-Level Model helps in understanding the culture:
	Level
	Description
	BrightWave context

	Artifacts
	Visible elements such as dress code and office layout and communication style.
	Modern open-plan offices but limited interdepartmental collaboration

	Espoused Values
	Acknowledged principles and goals
	“Collaboration and customer excellence,” but still limited internal co-operation

	Basic Assumptions
	Unconscious beliefs influencing behaviour
	Senior leaders prioritise client satisfaction rather than employee wellbeing
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Employee engagement can refer to emotional commitment to organisational objectives. Human resources who are engaged can show high productivity and loyalty (Kahn, 1990). The employee survey at the case study business in 2024 revealed that only few over here feel valued by the management which signals low engagement an application of the Job Demands–Resources (JD-R) Model (Bakker & Demerouti, 2017) can highlight two major challenges such as:
· High job demand as excessive client deadlines along with unclear KPIs.
· Insufficient job resources as limited managerial feedback and bad recognition mechanisms in use.
The model here suggests that there is a need of improving engagement by reduction of demands and increasing resources such as autonomy along with feedback and even learning opportunities. Strengthening cultural alignment is therefore essential, as a coherent culture supports consistent service delivery and reinforces the behaviours needed for sustained performance.

[bookmark: _Toc216278841]Cultural Theories Application
Hofstede’s Cultural Dimensions can be considered as a framework which can be applied in context to the workplace of the case study business as it displays moderate Power Distance (which related with hierarchical decision making) along with high score of Individualism (which is independent task focus) (Hofstede Insights, 2024). These can reduce collaboration. As a result, encouraging collectivist values should be able to improve teen cohesion and shared accountability.
Competing Values Framework (CVF) (Cameron & Quinn, 2011) identifies that the culture at the business is primarily Market Oriented which aligns it to be performance driven but it is very low in context opportunities for employee development. Transition towards Clan Oriented Culture hence can be helpful to provide focused mentorship and even create opportunities of teamwork improving engagement as well as retention and innovation.
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[bookmark: _Toc216278843]Strategic Objective
The overarching goal over here is to transform the business into a high performance as well as people centric business within which there is engagement as well as good performance levels and innovative culture reinforcing one another. The recommendations ends will be short term as well as medium term and long term in nature following the Balanced Scorecard (Kaplan & Norton, 1996).

[bookmark: _Toc216278844]Short-Term Recommendations
· Redesign the Appraisal Framework – Introduction of quarterly performance reviews along with two-way feedback followed by replacement of annual reviews with continuous coaching.
· Implement an Employee Recognition Portal – Usage of digital tools for collecting peer and manager recognition. For example - BrightWave Kudos.
· Quick Wins on Work–Life Balance – Trying to pilot flexible scheduling along with remote work for two days every week

[bookmark: _Toc216278845]Medium-Term Recommendations
· Leadership Development Programme – Partnering with training providers such as CIPD Learning Hub for delivering coaching and feedback workshops (CIPD, 2023).
· Cultural Transformation Initiative – Conducting quarterly engagement surveys and focus groups (SHRM, 2024). Usage of findings to reshape the organisational values along with communication norms.
· Performance Analytics Dashboard – Invest in HR Analytics Software integrating Key Performance Indicators in context to perform as well as training and engagement. This investment is expected to generate measurable improvements in productivity and cross‑team coordination, supporting the organisation’s long‑term capability. This approach will not only improve accuracy in performance reviews but also support more coordinated problem-solving across departments, enabling BrightWave to respond more effectively to emerging client needs.

[bookmark: _Toc216278846]Long-Term Recommendations
· Establish a Mentorship Network – Senior leaders maintaining mid-level employees for supporting internal mobility.
· Develop Employer Branding Strategy – Promoting the inclusive culture of the business and its workplace across platforms such as LinkedIn and even Glassdoor for attracting top talent.
· Create Innovation Labs – Encouraging cross functional teams to experiment with service delivery related improvements.
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	Objective
	Specific Activity
	Measurement
	Achievable Timeline
	Relevant Outcome
	Time-Bound

	Improve engagement
	Launch recognition and feedback portal
	Engagement survey +15%
	6 months
	Higher morale
	Q2 of 2026

	Build leadership capability
	Coaching programme for managers
	90% participation
	12 months
	Stronger team performance
	Q4 of 2026

	Enhance retention
	Introduce hybrid working model
	Turnover reduced by 8%
	18 months
	Improved wellbeing
	Q1 of 2027



This particular SMART structure should be able to operationalise people management strategy into some actionable results as well as quantifiable progress indicators.

[bookmark: _Toc216278848]Conclusion

People management challenges at BrightWave Services Ltd stem primarily from inconsistent managerial behaviour, weak cultural alignment, and outdated appraisal processes. The application of theoretical frameworks demonstrates how targeted interventions can improve engagement, performance, and retention across the organisation.
The proposed recommendations combine theory and practice, ensuring that performance and engagement reforms remain aligned with the company’s strategic objectives. Emphasis on continuous feedback, coaching-based leadership, recognition mechanisms, and cultural development can collectively enhance the employee experience and strengthen organisational capability.
However, implementing these changes may present challenges, such as resistance to new practices, the need for managerial training, and the time required to embed new behaviours. Maintaining senior leadership commitment and monitoring progress regularly will therefore be essential for achieving long-term improvement.
Ultimately, strengthening managerial capability and cultural alignment will position BrightWave to deliver more consistent service quality while sustaining a motivated, resilient workforce.
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