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DEVELOPING PEOPLE IN ORGANISATION (REPORT) 
INTRODUCTION 
Any organization's efforts are focused on achieving certain objectives and have social repercussions as well. Effective leadership should always highlight opportunities for improving organisational performance through a deeper comprehension of the attitudes, behaviours, and actions of employees. HR professionals must possess strong management, leadership, and interpersonal development skills to contribute effectively. They must also be aware of the managerial and commercial factors that influence their work, Armstrong, (2016). 
This report is about First Cymru Bus company operating in South Wales. The report will analyse the operations of the organisation in South Wales and their leadership models and theories management has in place. The report will provide an HR strategy recommendation for the organisation to achieve their business objectives. The chosen business objective for this report will relate to delivering outstanding customer service or improving customer satisfaction. 





Organisation background/History
 On May 2nd, 1914, South Wales Transport opened its doors in Swansea. The Swansea Advances and Tramway Company may be reached via bus services that were run by this company. British Electric Traction was the owner then; however, buses took the place of trams in 1937. 
  
  
The Swansea and Mumbles Railway, an electric tram service that ran between Swansea and Mumbles and was discontinued in 1960, was purchased by South Wales Transport in 1958. 
  
It was incorporated into the National Bus Corporation on January 1, 1969. When the National Bus Corporation was privatised in May 1987, South Wales Transport was sold to a management buyout. The sale of South Wales Transport to Badger line took place in February 1990, along with the sales of Brewers Motor Services and United Welsh Coaches. When Badger line and GRT Group merged to establish First Bus in April 1995, all the Welsh businesses kept their original commercial names but were later renamed as First Cymru First bust UK (United Kingdom), (2023). 
First Cymru bus company is an organisation that operates bus services in the Southwest of Wales. It is a subsidiary of FirstGroup with the headquarters based in Swansea First Cymru buses, (2023). The organisation runs about 200 routes within the South Wales area in and between Bridgend, Cardiff, Carmarthen, Haverfordwest, Pembroke, Ammanford, Tenby, Llanelli, and Swansea first Buses, (2022). 
For any organisation to survive, they must perform successfully. Organizational effectiveness and performance depend on a thorough grasp of organisational behaviour. Furthermore, management in any organisation must understand the key concept of leadership, management, and development as they all affect the work of everyone involved in the running of the business Armstrong and Taylor, (2020). Scholars argue that for an organisation to be effective in achieving their goals, HR must be good at management, leadership and developing themselves and others and, they need to be aware of the organisation and business considerations that affect their work. To accomplish the intended outcome and that of the organisation, leadership involves motivating others to perform their best. Leadership entails creating and sharing a future vision, inspiring others, and ensuring their commitment to the work they are expected to undertake Dale, (2020). 



Delivering outstanding customer service 
To provide excellent customer service, management of an organisation must ensure that their customers have the greatest possible satisfaction whenever they are interacting and working with the organisation. Going beyond to ensure a customer is pleased with the products or services provided by the business is a sign of excellent customer service. Also, it entails promptly and kindly serving customers. Excellent problem-solving and communication abilities are equally vital Dale, (2020). Management in organisations like First Cymru should come up a deliberate policy to implement rapid changes in the facilities management mixed with the rising expectations of users because this can make customer service to be more effective. Analysing the needs and establishing the acceptable standards that consider the overall needs and distinctive resource structures of the service providers in the facility environment are important to develop a successful customer service plan Bandy, (2008). Research indicates that several organisations and academics acknowledge the significance of establishing or producing a customer base, however, an in-depth understanding how to achieve this is inadequate. However, Businesses that adopt consciousness as their guiding principle might give their customers a more interesting and rewarding experience Grewal, et al (2017). Therefore, organisations such First Cymru should adopt such policies/ consciousness as their guiding principle for their customers to have a rewarding experience. Creating a thorough understanding of client demands, expectations, and behaviours is referred to as customer relationship management (CRM) and controlling such aspects can have an impact on corporate performance. CRM in the field of facilities management (FM) refers to viewing the FM function as a customer-intensive business function as opposed to just a cost centre for facilities services Hoots, (2017). 
The next development in customer service evolution is customer relationship management (CRM). Sales is where customer relationship management first emerged. Sales divisions started researching consumer buying patterns and trends and scientifically relating service levels to revenue expectations rather than routinely attempting to meet or surpass every client's wildest expectation. The secret was to keep customers coming back while reducing the quantity and severity of complaints, rewarding customer loyalty, and spending as little money as possible Castellanos Moreno, et al (2013). In any organisation, management should understand that secrete to making CRM work is to turn the focus of customer service outside-in. A good customer service involves meeting or exceeding the customer’s expectations. Scholars argue that businesses should instead manage customer’s expectations. The idea is the same for the ordinary facility manager. Facility managers should become aware of client expectations and enthusiastically manage them rather than just providing the best service they can and hoping for the best. Management suggests that the service provider or the organisation should influence the customer's impression of service success actively rather than passively. A customer should be allowed to choose if it is in their best advantage to lower expectations or to provide additional resources whenever this is possible. Assist the customer in bridging the expectation-service delivery reality gap. The facilities manager must exercise creativity and imagination to maximise "whenever possible." The manager must prioritise outside-in CRM over inside-out customer service  Potkány and Kamodyová, (2019). 


Leadership models and theories 
Trait theory: 
There are several ideas that describe leadership, which is a complex concept. These theories, which have evolved over time, examine a variety of aspects of leadership and leadership behaviours. They are complementary to one another in many ways, and collectively they contribute to a thorough grasp of what the leadership process entails. 
For management at an organisation such as First Cymru to meet or achieve their business goals, they need to at least have some of the leadership theories within themselves and practice the leadership theories. One of the first attempts to describe leaders and leadership is the trait theory, which defines leadership in terms of the traits (enduring, qualities of conduct) that all leaders are believed to possess Armstrong, (2020). This trait must be found in the management of an organisation like First Cymru as the trait provides an easy explanation for the complex set of individual characteristics that together form a leader in its initial form Ashdown, (2018). Having this form of leadership trait would help the performance of management improve and help gain their business goal. Achievement of business objectives and outputs of an organisation should always remain a key deliverable for performance management, however, inputs and behaviours of how staff carry their job roles should also be a concern Ashdown, (2014). Performance management consists of a number variety of tasks that, when handled holistically, can result in efficient people management. By enhancing the performance of people and teams, organisations can perform better overall. This definition of performance management is said to be popular because at its heart is the critical issue of the link between the performance of an organisation’s human resources and the achievement of organisation aims and objectives El-Ghalayini, (2017). 
Study shows that researchers shifted their attention to how leaders behaved and the leadership styles they adopted after coming to the assumption that trait theory was too nebulous, inconsistent, and generalised to aid in understanding the progression of leadership. Northouse, (2021). 
  
  
  
  
  


Contingent leadership theory 
According to Fiedler, (1967)’s contingency theory, the circumstance and the leader's capacity to comprehend it and respond appropriately determine a great deal about the style of leadership that is performed. Fiedler, (1967) further states that “the organisation and the leader's own qualities both play a role in how well a leader performs. It is simply meaningless to talk about an effective leader or an incompetent leader, except for the exceptional scenario. There is a limited to describing a leader who frequently performs well in one circumstance but poorly in another.” According to Fiedler, an organization's performance depends on its leadership style and how much the environment allows the leader to have an impact. Therefore, for an organisation such First to achieve their business goals, management needs to produce a leadership theory and model which suits their business. One of the contingency theories, Fiedler's theory, claims that controlling circumstances in addition to one's leadership style is a necessary component of effective leadership. Tasks must have clear goals and processes, effective leader-member relationships, and the ability for the leader to administer incentives and punishments Ellyson, et al (2012). The definition or variety of contingency theory is Fiedler's contingency theory. The success of leadership is dependent on the context and a variety of variables, including the work at hand, the leader's behaviour or traits, and the composition of the people they are leading, according to contingency theories in general. 
  
  








Situational Leadership theory 
Contingency theory is expanded upon by the idea of situational leadership theory. Depending on the circumstance, including the competency of the leader and the developmental stage of the subordinate, a leader may switch between four assorted styles which are: directing, training or instruction, supporting, and delegating Northouse, (2021).  
  
  



The path-goal model 
 There are four leadership philosophies that are identified under the path-goal theory, these are achievement-oriented, directive, participative, and supportive. 
The role of leaders is to lay out the strategy that their team should use to accomplish its objectives. Management in an organisation such as First Cymru should understand that it is their responsibility put across a business strategy mentality in their drivers which should be portrayed to their customers because drivers are the first point of contact with customers. It is the responsibility of the leaders to help their followers to attain the goals of the organisation and to provide the direction and support needed to make sure the goals are well-matched with the organisational goals El-Ghalayini, (2018). Leaders of an organisation are supposed to get involved in several types of behaviour depending on the nature and the demands of the current situation. When a leader's actions are perceived by their followers as a source of satisfaction, they are acceptable, and they inspire motivation when the fulfilment of needs is dependent on performance and the leader enables, coaches, and rewards successful performance Trehan and Setia, (2014). 
  
  
  
  
  


Leader/Follower theory 
According to the leader/follower concept, leaders are dependent on the followers they guide. However, the founder of the leader/follower (Kelly, 1988) hypothesis maintained that leaders are crucial. “But in our fervent pursuit for better leaders, we frequently forget about the people they will be in charge of.” Organisations rise or fall on the effectiveness of their leaders' leadership, as well as the effectiveness of their followers' following Edmonds, (2021). Leaders equally depend on a good understanding of the needs and ideas/opinions of their followers. However, leaders also need followers who are effective. People who follow someone want to feel important, so they need to know where they stand, where they are heading, and what they stand to gain Rees, (2017). 
  
  
  
Analysis 
The idea of leadership continues to be elusive and mysterious. Scholars argue that it has become clear that despite years of effort, they have been unable to produce a leadership understanding that is both academically engaging and emotionally rewarding Lussier, (2015). According to Armstrong and Taylor, (2020) there are many kinds of circumstances in which leaders act, as well as many distinct kinds of leaders and leadership philosophies and styles. It is challenging, if not impossible, to develop a single hypothesis that accounts for all these factors. Therefore, it would be of immense importance for big organisations such as First to adopt a leadership style that would suite a current situation in the bus industry to meet the needs of the travelling public who are their customers. Leadership can hence be analysed by considering what leaders do and how they do it (considering the diverse types of leadership styles), analysing what nature of leaders conduct these activities and apply these styles and observing any experimental evidence existing on what makes them good leaders. Research shows that in 2021/2022 First Cymru saw numbers of passengers increase by 91% as the pandemic travel restrictions and the customers returned to by bus despite the reduced numbers of bus users after the Omicron virus Firstbus, (2022).
Digital innovation to improve customer experience
[bookmark: _Int_ai5I0j5T]First Bus Cymru were the first bus company in South Wales to introduce the contactless card payments on their buses. This saw 70% of their ticket transactions completed using contactless cards, mobile and digital payments including their app which deepens the understanding of their customers. The passenger volumes increased year on by 91%, over 100,000 a day despite the pandemic and over 300 buses were operated First bus, (2022). Several recovery schemes are in place now to support the return of commercial operations, this includes the free bus service during school holidays supported by the local authority.

Recommendations 
This report would recommend to management at First bus company to adopt the three essential roles of leaders described by Adair, (2006) which state following: The organisation must arrange for constant training of their all their staff starting from the top management to drivers. Obviously training of members of staff comes with a cost. Management needs to consider investing into training facilities to enable junior staff managers conduct trainings to their subordinates.
  
A leader must define the task; by so doing, it makes it clear what the followers are expected to do, and this will help achieve the company goals. Adopting this principal will help the bus company to have a happy team of followers. 
It is the responsibility of leaders to achieve the task of their organisation. A good leader needs to make sure that the purposes of the organisation are fulfilled. Failure to do so it can end up frustrating the followers of the organisation and it would affect their customers too. 
Finally, management at First bus company is recommended to maintain effective relationships between themselves and their followers. Adair, (2006) advises that these relationships are more effective if they contribute to achieving the organisation’s task. He further suggests that pressures on leaders are well expressed I three areas of needs which they need to meet and satisfy, these are task needs or to get the job done, single individual needs and finally group maintenance needs-to build and maintain the team’s morale. 
 

Conclusion 
In conclusion, it can be said that the way managers use to exerting leadership when they interact with their team members can be characterised as leadership style; this concept is also referred to as management style. There are many different leadership philosophies or style, and no philosophy or style is superior to another in any given circumstance. Leaders can range from being autocratic to democratic, authoritarian to enabling, task-focused to pre-cantered, and more or less of each. Management at the bus company should produce the type of leadership style which is suitable for the organisation, and which can also make the bus industry be the best bus company in the city and have a happy customer rating. Effective leadership should be one which needs to be flexible in their style to meet the demands of the situation and that of both the customers and the organisational goals. 
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