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Brightwave is a company located in south Wales, it works in three sections to provide building maintenance, cleaning services and staff support for clients such as schools, NHS hospitals and councils. Brightwave employs around 350 staff and has received wide recognition and awards for its services, but with new contracts and growing cliental they are unable to upkeep with the demands. Recent workplace survey has revealed that there is a high turnover with cleaning staff, and high dissatisfaction rate. This is potentially rooted in a management team that is not provided with managerial training when promoted and is “task-driven, numbers first and low on recognition”, and in result there are issues with fairness in allocating workloads, limited recognition, and no opportunity for personal development. 

In this report we analyse problems and find solutions to the shortage of managerial skills in the company and how change can be implemented. Overall focusing on providing management training opportunities and creating a positive work culture will help resolve many of the issues the company is facing. 



[bookmark: _Toc339928164][bookmark: _Toc266985930]2.0 Brightwave background and current challenges
Brightwave services limited is a company in South Wales which focuses on providing facilities management services for several public sector clients such as schools, NHS hospitals and local councils. The company is currently employees around 350 staff across the three business divisions in building maintenance, cleaning services and workplace support. Although initially the company received wide recognition and awards in the sector, it is now struggling to meet the demands of the clients and the maintain a suitable environment for the growing workforce.  
The current flat structure of the company often relies on individuals to be self-motivators which allows them to advance in the company based on skills, but it creates a shortage in management numbers. Therefore, there is less individual guidance and instructions, people’s responsibilities become less clear, processes and procedures start to lack consistency, communication become defunct and career progression becomes less clear (Primeast, 2024).  Which has become evident in the challenges that Brightwave is currently facing and the staff feedback. Focusing on providing management training will allow the employees to become more empowered and engaged.  Furthermore, including a HR department will improve communication and ensure that staff are managed effectively, trained and qualified (da Silva et al., 2022) 




[bookmark: _Toc64697077][bookmark: _Toc531488272]3.0 Leadership and management 
Leadership is the process of influencing others to understand and agree on what needs to be done and how to do it, so the individual and collective effort are processed to accomplish the shared objectives and goals (Yukl, 2006). Good leadership can be measured by the effectiveness to which performance of the team or company is enhanced whether it be in sales, profit margines or customer satisfaction. The attitude of the team and perception of the leader are also an indicator of the quality of leadership effectiveness within the company. Surveys and questionnaires including questions such as How well does the leader satisfy the needs and expectations of followers? Do they like, respect, and admire the leader? Do they trust the leader and perceive him or her to have high integrity? Are they strongly committed to carrying out the leader’s requests, or will they resist, ignore, or subvert them? These types of questions can also reveal the beliefs of the staff and their attitude towards the leadership team, it can also act as an indicator of satisfaction rates within the workplace (Yukl, 2013). Positive leaders in the company can lead employees to be inspired and motivated, allow the organisation as whole take initiative to lead and pursue opportunities and handle crises quickly (Boyles, 2023). 

According to CIPD (2025) workforce planning is a business process which aligns changing organisation needs with people strategy. It can be adjusted to suit the size and maturity of the company and provide market and industry information to the company, so it can focus on range of challenges and issues and prepare initives to support the long-term goals of the business. Brightwaves, has already recognised key issues and challenges need to be addressed which can be resolved by addressing the managerial gaps and the orignisation culture at the company. 
According to Coursera(2024) managers are required to have the right skills set to help the company perform better and provide opportunities for the employees to grow. Management skills are made up of three basic skills, which are technical skills (knowledge and techniques to achieve objectives), conceptual skills (knowledge, abstract thinking and formulating ideas) and human or interpersonal skills (the ability to interact, work or relate effectively with people) (Katz, 2022). Which can also be put into practice with the following skills (Stobierski, 2020; CFI, 2018); 
· Clear effective, communication: Using clear articulate and consistent language to help staff achieve their goals by detailing the specific work and processes that will aid the staff in achieving them. 
· Emotional intelligence- strong managers and leaders are able to manage their emotions and help other navigate their own emotions. They are also able to keep a sense of self-awareness and empathy and maintain the social skills of someone who can motivate and influence others.
· Organisation skills: this can include overseeing budgets ad project timelines, as well as daily routine tasks. 
· [bookmark: _Int_5IKodsTO]Delegation- This involves understanding the unique skills of the staff, and who is capable of completing the task to the highest standards. This also includes ensuring employees has the required resources to be successful and feel empowered. 
· Openness- It is important for the team members to feel comfortable approaching a manager with questions and concerns or when a clarification is needed. 
· Decision making- making decisions is a key componenet in a a manager success. Making the correct and appropriate decisions is key to the success of the organisation and is required for operations to be running smoothly and effectively. 
· Problem solving- in management this involves identifying problems and situations and the best possible way to handle them. What differentiates an excellent manager is the ability to solve problems in less than ideal conditions and having trust and confidence from the staff and employees. 
· Motivating- this help being desired behaviour and response from the staff and customers forward
· Conflict-management- is a skill that many good managers have, it is the ability to resolve issues and conflicts in the workplace without bias and a safe environment (Cote, 2023).
· Flexibility- is a skell that allows the manager to effectively adapt to shifts and changed of the workplace in a dynamic way (The Upwork Team, 2023). 

Embodying those skills in both leadership and managerial roles is crucial because they provide vision, motivate staff and create a positive environment which also increases engagement retention and reduces turnover rate, accidents and incidents. 
One of the key issues highlighted within the company is managers inability to provide constructive feedback and critisim, in result more employees are underperforming, resentment is building and the quality of service provided to customers is decreasing. Armstrong & Taylor (2023) highlight that constructive feedback is an important part of performance leadership, can be given in various settings and/or ways. And an even more positive experience is created when the success is recognised. 




[bookmark: _Toc2040050654][bookmark: _Toc1865937812]4.0 work culture and psychological safety 
Brightwave has reported a high rate of staff turnover 28% and staff expressed a high level of overall dissatisfaction. There are several factors that could contribute to this issue, such as negative employee experience; staff expressed underperformance from other employees, no training or induction provided, and lack of overall management. 
One of the ways these issues can be tackled is through adjusting the work culture. According to Schein (1992) Culture is a pattern of shared assumptions that the group learned...that has worked well enough to be considered valid and therefore, be taught to new members as the correct way to perceive, think and feel. The culture created within the workspace is linked overall performance which can be measured by return on investment, customer satisfaction, employee satisfaction, quality and safety. 
One of the popular models to changing and adapting the culture in the workspace is the Kotter’s 8step change model (1996), which is made up of 8 steps: 
1) Create a sense of urgency- helping the team understand why change is necessary. Sharing concrete data, and feedback will highlight the need for action. SWOT analysis is often used to identiy threats and opportunities which will make the areas of improvement more apparent. (app 1)
2) Build a guiding coalition- Gathering respected members of staff through different parts of the company (not limited to leadership or management roles) will create a diverse perspective and influence others to participate. Other companies often use “change champion” programmes. 
3) Form a strategic vision and initiatve- this is often done using the SMART goal method, which allows you to create and develop a clear compelling vision of what success looks like. 
4) Enlist a volunteer army- communicate the vision of change widely and often, this will encourage questions and feedback. This can be done through microsites or internal social media groups for volunteers to participate and celebrate wins. 
5) Enable action by removing barrier- Identify processes that create friction and reduce the chance of success. Carrying out the 5 Whys method for root cause analysis can identity systemic issues that need addressing. 
6) Celebrate the quick wins- early success build momentum and keeps staff motivated. This could be implemented with a small win wall 
7) Increase the pace- Initial sucess and celebrating small wins creates credibility. Use this to tackle bigger change. This could be implemented by regualr change “hackathons” where new ideas can be proposed. 
8) Institute change- create changes that will stick and anchor the company culture. Highlighting the connection between the new success and the new behaviour, will ensure the new culture is maintained and is passed on to new hires (BiteSize Learning, 2024). 

[image: ]
While the Kotter’s 8-step change model, encourages positive change and creates an environment for participation, it doesn’t consider individuals and their needs. Amy Edmondson initially introduced the concept of psychological safety in 1999, and a survey by McKinsey shared that 89% of employee participants value psychological safety in the work	place  (McKinsey, 2023). Leaders can create a psychological safe environment through different methods which can include creating an open and trusting environment, accountability, growth mindset, allyship and tackling bullying and workplace harassment (American Psychological Association, 2023). 
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In conclusion Brightwave needs to provide leadership and managment training to managers to ensure they are equipped and able to provide the guidance and help the staff and employees need. This will enable managers to provide constructive criticism to underperforming employees, proper induction and onboarding to new staff, improve overall performance and customer satisfaction in result. To ensure longevity in the company it is important to change the culture to one that is welcoming, helpful and motivating. This includes, holding accountability and mainting high standards of practice, and providing equal opportunities for every employee to receive training and are allowed to advance according to their skills. Using a change model such as the Kotter’s 8-step process, will also allow employees to be part of the change and create the right environment for them. It is important that trust is built and maintained between employees and managers, and processes for change are implemented once this report is received.  Engaging with employees will enable them to take initiative and go above and beyond. Providing managers with the right tools will enable them to support the staff if they encounter difficulties or are looking for more support. 
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	STRENTHS
	WEAKNESSES

	Business grew quickly
	Communication skill

	Wide recognition
	No induction

	Received awards
	Collaboration between teams is weak

	
	Turnover is high

	
	Staff describe the culture as rigid

	
	Resistant to new ideas 

	OPPORTUNTIES
	THREATS

	Training for managers
	Competition

	
	Risk of losing contracts
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