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[bookmark: _Toc215254788]EXECUTIVE SUMMARY

BrightWave Services Ltd is a rapidly expanding facilities management company facing significant organisational and people-management challenges that threaten its service quality, contract stability, and long-term sustainability. Although the company built its reputation on cost-effective, reliable service delivery, its internal management practices and culture have not kept pace with operational growth. As a result, BrightWave is experiencing high employee turnover, low engagement, inconsistent performance, and increasing client dissatisfaction.
Analysis shows that the company’s flat structure and historically task-driven culture have created an environment where managers prioritise scheduling and cost control over people management. Supervisors lack confidence and capability in handling performance issues, leading to tolerance of underperformance and growing resentment among stronger performers. Middle managers typically have technical expertise but little training in coaching, motivation, or meaningful communication. This contributes directly to the organisation’s 28% annual turnover and below-average engagement scores. Younger and part-time staff in particular report unclear career pathways, limited recognition, and weak induction processes, further undermining retention.
Organisational culture is another core challenge. While senior leaders perceive BrightWave as “results-oriented,” employees describe the culture as rigid, conservative, and low-trust, with limited collaboration or innovation. This cultural misalignment not only affects morale but also places BrightWave at risk in a sector where public-sector clients increasingly expect employers to demonstrate fair work practices, staff wellbeing, and social value commitments.
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[bookmark: _Toc215254789]INTRODUCTION

BrightWave Services Ltd is a mid-sized business providing facility management services in the whole of South Wales. It employs 350 people in the field of office support services, building maintenance, and cleaning. After a period of rapid growth driven by public procurement wins, the company now faces increasing challenges linked to inconsistent performance management, weak management skills, cultural rigidities, and falling employee engagement and retention. These problems endanger customer satisfaction, operational efficiency, and the long-term viability of the organisation. 
This report applies relevant human resources theories and models, assesses the roles and competencies that BrightWave managers need to manage performance effectively, critically analyzes the impact of the corporate culture, and offers evidence-based recommendations to improve management practice, performance management, and corporate culture.
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1. [bookmark: _Toc215254791]Evaluate and analyse the roles and skills required by a BrightWave manager to perform effectively as a manager.

1.1 The role of managers in performance management
According to Armstrong and Taylor (2020) and CIPD (2023), line managers play a key role in the implementation of performance management processes by serving as a link between the objectives of the organisation and the performance of employees.
 Setting expectations and targets, monitoring performance and providing feedback, encouraging employee development, addressing under-performance, and ensuring fairness, consistency, and compliance with organisational standards are some of the key responsibilities of BrightWave, which are not always fulfilled in a consistent manner. It is common that supervisors avoid difficult discussions, tolerate poor performance, and lack the confidence to offer criticism. This is in line with the CIPD (2021) finding that, due to a lack of sufficient training, line managers often find it difficult to have a productive discussion about their performance.

1.2 Essential managerial skills
Effective management performance requires regular, meaningful, and transparent communication (Hargie, 2016). BrightWave executives have difficulties providing clear instructions, constructive criticism, and recognition, which leads to employee turnover and dismissal. 
Coaching and employee development. In modern management roles, coaching is given priority over command and control methods (Whitmore, 2017). However, BrightWave executives have little or no experience in personnel development and are focused instead on scheduling and task allocation. This limits career development as well as motivation. 

Managing difficult conversations, BrightWave executives avoid confronting underperforming employees because they fear conflict. 

Avoidance behaviour, according to the CIPD, compromises fairness and lowers the morale of the team. According to Goleman (1998), emotional intelligence (EI), which includes self-awareness, self-regulation, empathy, and social skills, is essential for effective leadership. 

Because of BrightWave's work-based culture, managers often adopt transactional rather than relational leadership styles, which undermines psychological security and trust. 

Motivating and engaging workers. According to the Herzberg motivation theory (1968), motivation is driven by success, growth, and recognition. BrightWave offers a few of these incentives, leading to high turnover (28%) and dropout rates. 

The lack of managerial integrity, which is crucial for employee trust and engagement, is reflected in concerns about unequal workloads and perceived nepotism (Colquitt et al. 2013).
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2. [bookmark: _Toc215140492][bookmark: _Toc215254792]Evaluates and applies a range of relevant theories and models of people management 

2.1 Management performance models:
SBI and BOOST Feedback Models: Situational Behaviour Impact (SBI) (Center for Creative Leadership, 2019) and BOOT (Balanced, Observed, Targeted, Specific, Time) are two structured feedback models that can help managers to provide constructive feedback. Such models could improve fairness and clarity, while reducing evasion. 
Armstrong's high-performance cycle: according to Armstrong and Taylor (2020), the Armstrong model emphasizes employee development, clear goals, continuous feedback, and alignment of remuneration. There are gaps in all phases of the HLC, as demonstrated by BrightWave's unclear objectives, inconsistent feedback, and lack of development systems.
2.2 Motivation, leadership, and organisational culture theories:
2.2.1  Motivation theory: According to the two-factor theory of Herzberg (1968), motivators drive engagement, while hygiene factors stave off dissatisfaction. The low engagement can be explained by the problems encountered by BrightWave, such as low recognition, poor communication, and limited progress. According to Maslow's hierarchy of needs (1954), people progress from physiological needs to self-actualization. Due to job insecurity, insufficient development opportunities, and uneven support from management, many BrightWave employees continue to work at a lower level (safety, belonging). 
Self-determination theory: SDT emphasizes affinity, autonomy, and competence as sources of innate motivation (Deci and Ryan, 2000). All three are weakened by BrightWave's rigid corporate structure, insufficient training, and strained relationships between executives and employees. 
2.2.2 Leadership theory: Situation-based leadership Hersey and Blanchard (1988) argue that leaders must change their approach according to the readiness of their followers. ICT untenured workers face barriers because BrightWave supervisors use a single, directive approach, regardless of individual skill or trust. 
Transformational management. According to Bass and Riggio (2006), transformational management involves developing employees, inspiring them, and motivating them. Because of BrightWave's transactional and task-oriented culture, managers are not able to adopt transformative behaviors that foster creativity and engagement. Transactional management is widespread at BrightWave. This model emphasises tasks, compliance, and monitoring (Burns, 1978). While effective in operational environments, excessive reliance on transactional management stifles innovation, self-determination, and self-motivation. 
2.2.3  Schein's three levels of organisational culture Schein (2010) distinguishes three levels of organisational culture: artifacts: outwardly visible structures and processes, e.g. (g) Values espoused: efficiency, reliability and pragmatism; numerical targets; scheduling systems; basic assumptions: people are interchangeable and performance is determined by the tasks performed; these assumptions explain why new concepts (e.g. welfare initiatives) are met with resistance. According to Handy's Cultural Typology, BrightWave exhibits the features of a role-based culture, such as formal processes, clearly defined roles, and stability in the face of innovation (Handy, 1993). 
This Photo by Unknown Author is licensed under CC BY

3. [bookmark: _Toc215140493][bookmark: _Toc215254793]Critically assess how organisational culture at BrightWave influences people management practices.

3.1 An efficiency-oriented culture, creating transactional management, BrightWave's reputation as a cost-efficient provider has created a culture in which numbers and tasks are the most important. Schedules and compliance are prioritised, staff contributions are not recognised, training and well-being are not adequately promoted, and management puts procedures ahead of people. Research shows that result-oriented cultures often overlook interpersonal aspects of leadership (Kotter, 2012). This is in line with that. 
3.2 Cultural rigidity and resistance to change, BrightWave employees describe the company as sceptical about new ideas. Low psychological security (Edmondson, 2019) prevents innovation, which is essential in a fast-moving public service environment, by making employees reluctant to raise concerns or to recommend changes. Limited cooperation. A role-based culture motivates employees to stay at work. Ineffective teamwork leads to fragmented problem-solving, inconsistent service delivery, and insufficient learning within the organisation. 
3.3 Impact on retention and participation. Culture has a major impact on participation and retention (CIPD, 2023). The culture of BrightWave leads to: limited recognition (Herzberg motivators); poor relations with managers (SDT: closeness); unclear career paths (Maslow: lack of recognition and self-actualisation); and perceived unfairness (Colquitt et al.). (2013) As a result, 28 percent of the workforce is leaving. 
3.4 Incompatibility with public sector client expectations. Fair work, social values, and the well-being of employees are increasingly important to clients. BrightWave culture poses a strategic risk by jeopardizing client relations and the renewal of contracts.
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4. [bookmark: _Toc215140494][bookmark: _Toc215254794]Provides evidence-based recommendations for improving management practices, performance management, organisational culture, and ultimately, productivity and profitability.

4.1 Elaborate managerial competencies through structured development by implementing a programme of managerial development that includes: coaching (Whitmore, 2017), emotional intelligence (Goleman, 1998), giving and receiving feedback (Sib and Boots), conducting challenging interviews, inclusive and fair decision-making accredited qualifications (CIPD) could increase professionalism and strengthen capacity. 

4.2 Develop a structured performance management system to grow a clear performance cycle (Armstrong and Taylor, 2020): set annual targets; organise monthly one-on-one meetings; create plans for each employee; establish clear procedures to address under-performance; and use digital tools to promote consistency and reduce administrative burden. 


4.3 Strengthen career pathways and progression for staff, clearly define roles, competencies, and career paths. 

4.4 Introduce accredited vocational education training to give the recruits structured instruction. This is in line with the SDT competence requirement and Maslow's needs for self-actualisation and self-worth. (McLeod, 2025). Improving organisational culture and mental health, leaders should set an example through transparency, learning, and recognition, support team-based problem-solving, implement health and wellness programmes, and train leaders in transformative leadership. Increased mental security will stimulate creativity and participation (Edmondson, 2019).


4.5 Improve communication and recognition. Frequent team meetings, initiatives on recognition (including non-financial ones), clear expectations, and changes in recognition are a key source of motivation and reduce absence (Herzberg, 1968).

4.6  Integrate principles of fair work and align the culture with the expectations of the client. Demonstrate social value through promotion of equality, human welfare, and staff development. Openly share progress with clients. A better culture improves the sustainability and the reputation of contracts. (Perry, 2021).






[bookmark: _Toc215254795]CONCLUSION

BrightWave’s rapid growth exposed weaknesses in performance management, managerial capability, and organisational culture. Managers lack vital people-management skills and operate within a rigid, task-driven culture that undermines engagement, fairness, innovation, and service quality. Applying established theories demonstrates clear misalignment between current practices and effective people management. By investing in managerial capability, implementing structured performance systems, strengthening culture, and creating clearer development opportunities, BrightWave can enhance productivity, improve retention, satisfy clients, and position itself for sustainable growth. 
To remain competitive, BrightWave must prioritise development of its people-management capability, strengthen performance management processes, and shift towards a more supportive, employee-centred culture. Strategic investment in leadership development, clearer career pathways, improved communication, and wellbeing initiatives will be essential to stabilising the workforce, enhancing service quality, and meeting evolving client expectations.
Almost always, performance evaluation is an essential part of the system, ensuring that employees' efforts are directed towards organisational priorities, that they receive the right training and development to succeed, and that successful work is recognised and rewarded. Torrington and Hall, L. Mawena (2013), Taylor, S.D. Torrington and Hall, L. Mawuena (2013), Taylor, S. (2002), and others.
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