


[bookmark: _Toc215926586]Executive Summary

The purpose of this report is to examine the key managerial and organisational challenges at BrightWave Services Ltd and to evaluate strategies for improving managerial effectiveness, performance management, and organisational culture.

BrightWave is a growing facilities management company in South Wales that presents itself as a cost-effective and reliable service provider. However, internal evidence indicates significant weaknesses in people management, performance processes, and workplace culture. These issues have contributed to high staff turnover, reduced employee engagement, and inconsistency in service delivery, creating risks for long-term organisational sustainability.

The report evaluates the roles and skills necessary for managers to support effective performance management, engagement and retention. Findings indicate gaps in communication, coaching, feedback, and conflict management, which negatively affect staff motivation and service consistency.

In addition, relevant people-management theories and models, including the employee lifecycle, workforce planning, and talent management, are applied to identify areas for improvement, such as clearer performance expectations, structured development opportunities, and fair workload allocation.

The analysis also considers BrightWave’s organisational culture, which is described by employees as task-focused, traditional, and low in recognition. Resistance to innovation and limited collaboration undermine employee satisfaction and alignment with organisational objectives.

To conclude, implementing evidence-based recommendations to strengthen leadership, improve performance systems, and foster a people-centred culture is essential for enhancing staff retention, productivity, and long-term organisational success.

Table of Contents
Executive Summary	1
1. Introduction	3
2. Main Findings	4
2.1 Roles and Skills Required by Managers at BrightWave	4
2.2 Leadership Skills	5
2.3 Importance of Metrics and Performance Data	6
3. People Management Theories and Models	7
3.1 Employee Lifecycle…...………………………………………………………………...4 3.2 Workforce Planning……………………………………………………………………..4  3.3 Recruitment, Selection, and Employer Brand…………………………………………..4 3.4 Talent Management	7
4. Organisational Culture and Its Influence	10
4.1 Schein’s Model of Culture………………………………………………………………5 4.2 Psychological Safety and Employee Voice……………………………………………..5 4.3 Power, Governance and Culture–Performance Link	10
5. Recommendations for Improvement	12
5.1 Enhancing Leadership and Managerial Effectiveness	12
5.2 Strengthening Performance Management Systems	12
5.3 Building a People-Centred Culture and Workforce Capability	13
6. Conclusion	14
7. Reference List	15
8. Appendices	17
8.1 Appendix 1	17
8.2 Appendix 2	20
8.3 Appendix 3	21







1. [bookmark: _Toc215926587]Introduction

BrightWave Services Ltd is a medium-sized facilities management company in South Wales, employing around 350 staff across building maintenance, cleaning, and workplace support for schools, NHS hospitals, and local councils. Rapid growth from public-sector contracts has created operational pressures and workforce challenges, including high turnover, inconsistent managerial practices, and a culture prioritising efficiency over employee experience (Armstrong, 2023).

The purpose of this report is to critically evaluate BrightWave’s people-management challenges and examine how managerial capability, organisational culture, and evidence-based practices can be strengthened to improve performance.

The report focuses on four areas. First, it considers the roles and skills managers need to address performance gaps, low engagement, and staff retention. Second, it applies people-management theories and models, including the employee lifecycle, workforce planning, and talent management, to assess current practices. Third, it explores how organisational culture, including psychological safety and power dynamics, influences managerial behaviour and employee experience (Schein, 2017). Finally, evidence-based recommendations are provided to enhance leadership, improve performance systems, and foster a people-centred culture that supports productivity and retention.

Overall, the report highlights how a strategic, human-centred approach can help BrightWave address operational demands while improving employee experience and long-term outcomes.









2. [bookmark: _Toc215926588]Main Findings

This section presents the principal insights from the analysis of BrightWave Services, focusing on managerial roles and skills, leadership capabilities, and the use of performance data. The following sub-sections provide a detailed examination of these aspects and their impact on employee performance and organisational effectiveness.

2.1 [bookmark: _Toc215926589]Roles and Skills Required by Managers at BrightWave 

At BrightWave, the role of a manager involves setting clear expectations, allocating workloads fairly, monitoring performance, and providing constructive feedback, all of which align with (Armstrong, 2023) view that managers play a central role in performance management by clarifying objectives, supporting development, and addressing performance issues.

Essential skills include communication, coaching, giving constructive feedback, conflict resolution, setting expectations, monitoring progress, and supporting staff development. Evidence from BrightWave shows that managers often avoid difficult conversations, leading to unresolved issues and declining service quality, consistent with (CIPD, 2021) findings that weak feedback practices undermine engagement and retention.

Organisational culture at BrightWave, being task-focused with limited recognition or collaboration, constrains proactive performance management. Operational pressures often push managers toward reactive decision-making, which, as (Buchanan, 2019) notes, reduces trust, fragments team culture, and negatively affects employee motivation, engagement, and overall organisational effectiveness.

Overall, the analysis indicates that managers who develop these skills and effectively fulfil these roles are likely to improve employee motivation, reduce turnover, and improve service quality, while gaps in these areas directly contribute to performance inconsistencies at BrightWave. For further details on BrightWave’s mission, vision, values, internal and external factors, competitive advantage, SWOT and PESTLE analyses, see Appendix 1.

2.2 [bookmark: _Toc215926590]Leadership Skills 

Effective leadership at BrightWave is essential for managing performance, motivating staff, and fostering a positive organisational culture. (Yukl, 2006) defines leadership as influencing others to agree on what needs to be done and facilitating their efforts to achieve shared objectives. Unlike management, which often focuses on planning and control, leadership emphasises vision creation, innovation, and creating a supportive team environment. 

Key leadership skills at BrightWave include clear communication, active listening, emotional intelligence, change management, decision-making, critical thinking, relationship building, motivation, conflict management, negotiation, and performance focus. Leaders must balance operational demands with long-term workforce development and staff engagement.

Leadership is important because it directly impacts employee motivation, engagement, retention, and service quality. In practice, BrightWave managers face challenges such as high turnover, low engagement, and inconsistent performance. Those who provide constructive feedback, recognise achievements, and coach teams enhance morale, reduce errors, and improve productivity (Mazzetti, 2022).

Critically, while technical managers occupy leadership roles, gaps in strategic influence and emotional intelligence limit their ability to inspire teams. Structured leadership development and mentoring programmes are therefore necessary to strengthen managerial impact and support consistent, people-centred performance across the organisation (see Appendix 2 for a visual summary of leadership vs management differences).










2.3 [bookmark: _Toc215926591] Importance of Metrics and Performance Data

Effective use of performance metrics is essential for reducing inconsistencies caused by subjective managerial judgment at BrightWave. Although (Armstrong, 2023) highlights that constructive feedback supports employee development, this depends on managers having accurate and consistent data, yet feedback within BrightWave remains irregular. Employee well-being can be measured using systematic metrics, which improve fairness and transparency (see Figure 1). 

(Drucker, 1973) argues that organisational survival depends on future managerial capability. This highlights another weakness: without data-driven succession planning. Without robust performance evidence, BrightWave risks promoting managers who lack essential performance-management skills. 



Figure 1. Cycle of Systematic and Comparable Measurements for Employee Wellbeing.
3. [bookmark: _Toc215926592]People Management Theories and Models

This chapter evaluates key people-management theories and models, applying them to BrightWave to identify strengths and gaps. It considers the employee lifecycle, workforce planning, recruitment, selection, employer branding, and talent management, highlighting how effective people practices influence engagement, retention, and overall organisational performance.

3.1 [bookmark: _Toc215926593]Employee Lifecycle

The employee lifecycle describes the stages an individual experiences within an organisation, from initial attraction through to post-exit engagement. Effective management of each stage ensures employees are motivated, supported, and retained, while weaknesses contribute to turnover and performance challenges (Bratton, 2017).

At BrightWave, employee lifecycle challenges are evident across several stages. Attraction and recruitment processes are often informal, limiting the company’s ability to secure high-quality candidates. Onboarding is inconsistent, leaving new hires uncertain about role expectations and career progression (Armstrong, 2023). 

Engagement and retention are negatively affected by a task-focused culture, as evidenced by 28% staff turnover, which indicates deficiencies in motivation, recognition, and support strategies. Development opportunities are limited, and separation and off-boarding processes are not formally structured, reducing the potential for post-exit engagement with former employees. See Appendix A3, Figure A4, for a full overview of the employee lifecycle and key HR challenges.

A critical evaluation of the lifecycle model suggests that structured interventions, such as consistent onboarding, career development plans, and formal exit processes, could improve retention, support managerial oversight, and enhance organisational reputation. Organisations that neglect this model risk recurring recruitment costs, low engagement, and operational inefficiencies (Gladka, 2022).

 3.2 Workforce Planning 

Workforce planning is crucial for all organisations, but it is especially important for BrightWave, where high staff turnover and inconsistent managerial capabilities make proactive staffing and succession planning essential for maintaining performance and service quality.

Workforce planning ensures that an organisation has the right number of people, with the appropriate skills, in the right roles, at the right time and cost, balancing both short and long-term operational needs. It involves hard planning, which quantifies staffing requirements and anticipates workforce changes, and soft planning, which creates conditions that allow employees to perform effectively (CIPD, 2021). 

At BrightWave, workforce planning is minimal, with succession strategies largely absent, leading to skill gaps, inconsistent coverage, and difficulty retaining high performers. A critical evaluation highlights that implementing robust workforce planning allows for informed recruitment, efficient resource allocation, and proactive talent development, ensuring continuity, engagement, and readiness for future organisational demands (Elugbaju, 2024).

 3.3 Recruitment, Selection, and Employer Brand

Recruitment and selection involve attracting, engaging, and appointing candidates aligned with organisational requirements. BrightWave’s informal recruitment practices contribute to high early turnover, with roughly one-third of new hires leaving within three years. This incurs high costs, with replacement expenses ranging from £2,000 to £5,000 per vacancy, depending on the role (CIPD., 2020). 

Critically, a strong employer brand is essential to compete in the facilities-management sector, influencing both attraction and retention. Structured recruitment, coupled with clear communication of progression opportunities and organisational values, could reduce turnover, enhance engagement, and strengthen performance. BrightWave should standardise recruitment and employer-branding processes to align staffing with workforce planning, ensuring engagement, retention, and organisational performance.
3.4 Talent Management 

Talent management focuses on ensuring the right people occupy the right roles and perform to their full potential. At BrightWave, this is largely undeveloped, limiting workforce optimisation. 

Applying strategic talent management would involve identifying high-potential employees, providing development opportunities, and aligning roles with capabilities, improving both engagement and organisational performance (Chamorro-Premuzic, 2017). A visual overview of how these elements apply within BrightWave is illustrated in Figure 2. Prioritising talent management is therefore essential for retention, productivity, and succession readiness.



Figure 2. Talent Management Cycle Applied at BrightWave.

4. [bookmark: _Toc215926594]Organisational Culture and Its Influence 

The culture at BrightWave significantly shapes people management, affecting engagement, retention, and performance. The following analysis applies key theoretical frameworks to BrightWave’s organisational context.

4.1 [bookmark: _Toc215926595]Schein’s Model of Culture

According to (Schein, 2017) organisational culture consists of shared assumptions learned by a group, which guide perceptions, thinking, and behaviour. At BrightWave, a task-driven, efficiency-oriented culture prioritises compliance and metrics over employee development. 

Visible artefact at BrightWave includes a task-driven, numbers-focused approach, limited recognition, and a lack of formal induction, but underlying assumptions suggest that technical expertise is valued over people-management skills (see Figure 3).  This misalignment limits structured performance management, coaching, and career progression, contributing to high turnover and low engagement (Mone, 2018).

 Using Schein’s framework allows managers to identify underlying beliefs that perpetuate resistance to change and implement values consistently, promoting a culture that supports development, performance, and service quality.

Figure 3. Schein’s Organisational Culture Iceberg Applied to BrightWave
 4.2 Psychological Safety and Employee Voice

Psychological safety allows employees to share ideas, raise concerns, or admit mistakes without fear of negative consequences. At BrightWave, staff hesitate to speak up or provide feedback, which limits employee voice, learning, innovation, and team collaboration. Employee engagement is low, and potential conflicts are avoided rather than addressed, creating hidden tensions that affect performance (Edmondson, 1999).

Encouraging open communication, involving employees in change initiatives, and recognising contributions can strengthen engagement and motivation. Applying psychological safety and promoting employee voice would enable managers, improve staff confidence and foster a culture of continuous improvement, supporting service quality, retention, and overall organisational performance.

 4.3 Power, Governance and Culture–Performance Link

Power and governance structures directly influence organisational performance. At BrightWave, decision-making is concentrated at the senior management level, while frontline managers have limited authority, reducing accountability and slowing response to operational challenges. 

At BrightWave, centralised decision-making and a rigid, task-focused culture constrain people management practices. Managers have limited autonomy, avoid difficult conversations, and focus on completing tasks rather than developing staff, coaching, or providing constructive feedback, which contributes to high turnover, low engagement, and inconsistent performance (Boxall Peter, 2016).  

Implementing inclusive governance frameworks, establishing accountability mechanisms, and consistently applying organisational values can align culture with business objectives, strengthen managerial effectiveness, and improve performance outcomes (Danison, 1990).




5. [bookmark: _Toc215926596]Recommendations for Improvement

This section provides evidence-based recommendations to enhance managerial practice, strengthen performance management, and develop a people-centred culture at BrightWave. These actions aim to increase engagement, improve efficiency, and drive productivity and profitability.

[bookmark: _Toc215926597]5.1 Enhancing Leadership and Managerial Effectiveness

BrightWave should implement a targeted leadership development programme, focusing on coaching, conflict management, and constructive feedback. Managers require training to balance operational tasks with people development, promoting a supportive and collaborative culture. Mentoring programs and clear performance expectations will build confidence and accountability (Armstrong, 2023). 

Improved managerial effectiveness will reduce staff turnover, increase engagement, and ensure consistency in service delivery. By enhancing leadership capabilities, BrightWave can align team performance with organisational goals, ultimately boosting productivity and profitability while creating a supportive, skilled, and motivated workforce (Goleman, 2013).

[bookmark: _Toc215926598]5.2 Strengthening Performance Management Systems

BrightWave must introduce structured performance management, including regular evaluation meetings, measurable objectives, and transparent feedback mechanisms. Standardised metrics can track attendance, quality, and client satisfaction, ensuring fairness and clarity. Supervisors should be trained to address underperformance proactively, providing support rather than avoiding difficult conversations (Aguinis, 2019).

Consistent performance monitoring will improve employee motivation, accountability, and service reliability. Integrating these systems links individual outcomes to organisational goals, reducing errors and inefficiencies, while directly enhancing productivity, profitability, and long-term workforce stability.

[bookmark: _Toc215926599]     5.3 Building a People-Centred Culture and Workforce Capability

BrightWave should foster a culture of recognition, collaboration, and psychological safety. Initiatives like structured onboarding, career pathways, and staff engagement programs will encourage participation and innovation. Workforce planning should identify skill gaps and succession opportunities, while talent development ensures employees reach their potential (Katzenbach, 2015). 

Reducing turnover from 28% to 18% within 12 months could save BrightWave around £120,000 a year in recruitment, onboarding and lost productivity costs. This shows that improving leadership skills has a direct financial benefit for the organisation (CIPD., 2020).

Valuing employee contributions strengthens retention and satisfaction, creating high-performing teams. A people-centred culture enhances operational efficiency, reduces turnover costs, and drives measurable improvements in productivity and profitability, supporting sustainable growth and client satisfaction (MacLeod, 2009).


















6. [bookmark: _Toc215926600]Conclusion

In conclusion, this report has provided a comprehensive analysis of managerial roles, leadership skills, and performance management at BrightWave Services. It has evaluated how the current organisational culture, characterised by task focus and limited recognition, impacts staff engagement, retention, and overall performance. 

By applying relevant people-management theories and models, including the employee lifecycle, workforce planning, and talent management, key areas for improvement were identified. Evidence-based recommendations emphasise developing leadership capabilities, implementing structured performance management systems, and fostering a people-centred culture. These initiatives enhance employee motivation, reduce turnover, and improve operational efficiency. 

Finally, aligning managerial practice and organisational culture with strategic objectives can drive productivity, profitability, and sustainable growth. Using this case study, the report demonstrates how targeted interventions support effective people management and long-term success.
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7. [bookmark: _Toc215926602]Appendices 
8.1 [bookmark: _Toc215926603]Appendix 1

This appendix provides extended strategic and organisational analyses that support the findings in the main report, including BrightWave Services Ltd Mission, Vision, Values, Internal and External Factors, and Competitive Advantage, SWOT and PESTLE Analyses. 

Mission, Vision, and Values

According to (Drucker, 1973) an organisation’s mission defines its core purpose and reason for existence, guiding decision-making and aligning objectives across all levels. The vision describes the long-term direction the organisation aspires to achieve, providing focus and motivation for employees. 
Mission: BrightWave aims to provide reliable, cost-effective facilities management services to public- and private-sector clients, including schools, NHS hospitals, and local councils. This mission ensures operational consistency and a focus on client satisfaction.
Vision: The organisation aspires to be a people-centred provider, delivering high-quality services while fostering employee development and engagement. 
Values: BrightWave emphasises integrity, accountability, professionalism, and respect. These values inform managerial decisions, reinforce positive workplace behaviour, and promote a supportive organisational culture.
	
Internal and External Factors

To better understand the organisational context, BrightWave’s internal and external factors can be summarised as follows:
Internal (Micro) Factors: Staff skills and motivation, managerial competence, HR policies, and internal communication.
External (Macro) Factors: Client requirements, competitor actions, labour-market conditions, and legislative frameworks.



Competitive Advantage

BrightWave’s competitive advantage is built on delivering cost-effective and reliable services supported by experienced staff and efficient internal processes. The company’s focus on managerial development and a people-centred culture strengthens employee retention, motivation, and service consistency. Effective HR practices enhance organisational capability and support sustainable long-term performance (Porter, 1985).

Brightwave Services Ltd - SWOT Analysis

SWOT analysis provides a structured method to evaluate an organisation’s internal capabilities and external environment, supporting strategic decision-making and management planning. For BrightWave, this analysis identifies key strengths, weaknesses, opportunities, and threats that influence performance, engagement, and competitiveness.



Figure A1. SWOT Analysis for BrightWave Services

PESTLE Analysis

PESTLE analysis evaluates the external macro-environmental factors that can influence organisational strategy and decision-making (Gerry Johnson, 2017). For BrightWave, understanding Political, Economic, Social, Technological, Legal, and Environmental factors is essential for anticipating risks, identifying opportunities, and maintaining competitive performance in the facilities management sector.

	P
	E
	S
	T
	L
	E

	Political
	Economical
	Social
	Technological
	Legal
	Environment

	Public-sector contracts influence funding stability; regulatory compliance required for health and safety.
	Wage pressures and economic downturns affect recruitment and retention.

	Expectations for fair treatment, diversity, and inclusion among staff; community-focused service delivery.
	Adoption of scheduling software, monitoring tools, and communication platforms.
	Employment law compliance, contractual obligations to clients.
	Sustainability requirements in public contracts; eco-friendly practices, waste reduction obligations.



Figure A2. PESTLE Analysis for BrightWave Services








8.2 [bookmark: _Toc215926604]Appendix 2

The diagram below illustrates the key differences between leadership and management, highlighting the distinct roles and skills required in organisational contexts.



Figure A3. Differences between Leadership and Management.















8.3 [bookmark: _Toc215926605]Appendix 3

This appendix provides a visual summary of the key stages of the employee lifecycle at BrightWave and the main HR challenges associated with each stage.



Figure 	A4. Key Challenges in the Employee Lifecycle at BrightWave.

Engagement and Satisfaction Surveys


Retention and Turnover


 Comparing turnover rates and reasons for leaving between periods


Performance Indicators


  Correlating satisfaction with performance, errors, or complaints


Structured Feedback


Exit interviews, stay interviews, 360° feedback to monitor perception changes


 Regular assessment of employees’ perceptions on work, recognition, development, and organisational culture



Identify High Potentials                                                    Select employees with growth potential 


Monitor Performance                           Track KPIs, feedback, and development progress


Develop Skills               Training, mentoring, coaching  


Deploy in the Right Roles                                        Align with organisational needs and strengths 


Retention and Engagement                          Recognition, career pathways, motivation 


Review and Succession Planning Prepare future leaders and reduce skill gaps 


                                  Artefacts                            Task-driven,                limited recognition


Values                           Productivity, efficiency, reliability


Basic Assumptions                                         Technical expertise valued over people skills



SWOT Analysis


Weaknesses 
High staff turnover, particularly among cleaning teams.
Inconsistent managerial practices due to promotion of technically skilled staff without formal leadership training.
Limited recognition, career development, and structured feedback systems.


Opportunities 
Growing demand for facilities management services in the public sector.
Potential to differentiate through people-centred culture and enhanced employee engagement.
Adoption of digital tools for workforce planning and performance monitoring.


Threats
Increasing client expectations for social value, wellbeing, and fair work practices.
Competitive pressures from other facilities management providers.
Risk of contract loss due to service inconsistency or reputational issues.


Strengths 
Established reputation in public-sector contracts and service reliability.
Experienced technical staff across building maintenance, cleaning, and workplace support.
Cost-effective operational model valued by clients.


Leadership
Inspires vision 
Motivates others 
Influences culture
Develops people
Foster innovation


Management
Plan and organise
Controls processes
Allocates resources
Maintains stability
Monitors progress



Key Challanges Employee Lifecycle at BrightWave


Attraction Informal hiring, difficulties attracting, quality candidates


Off‑boarding Informal exit procedures, no potential for post‑exit


Recruitment  Inconsistent processes, lack of standardisation


Onboarding New employees unclear about role or career progression.


Engagement/Retention Low motivation, 28% turnover


Development Limited opportunities for professional development.


Advocacy/alumni                No formal strategy for former employees
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