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[bookmark: _Toc214447428]1.Introduction
When it comes to performance management, employee engagement, managerial capability, and organisational culture, BrightWave Services Ltd., a facilities management company of medium size, is facing an increasing number of issues. These challenges are tied to the organization's culture. The company is experiencing further difficulties as a direct result of these challenges. However, the infrastructure that the company employs to manage its workers has not expanded at the same rate as the rapid expansion of the company, despite the fact that the company has seen rapid expansion, which has been driven by the acquisition of contractual commitments. A number of variables, including a high turnover rate, inconsistent management approaches, insufficient recognition, and a culture that is task-driven, are having a detrimental impact on the quality of service provided to customers as well as the morale of employees. Undertaking an analysis of the capabilities and responsibilities that are required of managers, applying relevant theories of people management, and conducting an in-depth investigation into the ways in which culture influences an individual's behaviour and the results that they achieve are the things that this study aims to accomplish.
[bookmark: _Toc214447429]2.Evaluates and analyses the roles and skills required by managers at BrightWave
When it comes to the management of facilities, managers play the role of intermediaries between the strategic direction of the organisation and the provision of services to frontline staff. According to Armstrong and Taylor (2020), managers are expected to encourage their workers, ensure that performance criteria are met, and build engagement in order to maintain a healthy balance between their operational commitments and their people management responsibilities. This is necessary in order to maintain a healthy equilibrium. Nevertheless, throughout the course of BrightWave's history, supervisors have been promoted not on the basis of their managerial talents but rather on the basis of their technical expertise. Torrington et al. (2020) refer to this situation as the "accidental manager" issue. This dilemma comes when persons who possess operational expertise are assigned to duties that need interpersonal and developmental qualities that they have not been educated to do. This particular situation is an example of the "accidental manager" dilemma.
It is expected of BrightWave supervisors that they will be able to lead teams that are located in different parts of the world, ensuring that customers are satisfied, and keep the quality of service at a high level. When it comes to conducting inductions, establishing expectations, providing feedback, or fostering talent development, however, they do not have any official support available to them. There is a contributing element to the inconsistent management of performance and the erosion of service standards, and that issue is the failure to provide clarity regarding these tasks.
[bookmark: _Toc214447430]2.1Communication and Feedback Capability
Aguinis 2019 argues that for managers to manage employees' performances effectively, they have to guarantee that their employees are given a chance for constructive communication regularly. A lack of desire on the part of BrightWave's supervisors to have "difficult conversations" creates avoidance behaviour that leads to continuous underperformance and demoralization of staff members who are performing extraordinarily well. According to study findings by Bach and Edwards 2023, managers have to be capable of delivering specific behavior-based feedback that can be employed alongside of coaching tactics to create change. In absence of such capabilities, supervisors are forced to revert to administrative and task-allocation responsibilities, which finally contributes to the perpetuation of the culture which is driven by numbers, as maintained by workers.
[bookmark: _Toc214447431]2.2 Coaching and Development Skills
According to Whitmore (2017), the development of others is becoming an increasingly vital part of modern management responsibilities. This contrasts with other tasks of management, which involve merely leading people. The coaching that employees receive nurtures and supports the development of their competencies, as well as their sense of self-efficacy and engagement. Employees who are younger than the average age at BrightWave have voiced their dissatisfaction with the limited opportunities for professional growth the company offers. Managers need to develop coaching competencies to be able to help employees identify their professional goals, develop their talents, and understand the growth opportunities available to them. This is consistent with the hypothesis.
[bookmark: _Toc214447432]
2.3 Emotional Intelligence and Conflict Management
Conflict management through team approach and enhancement of emotional intelligence According to Goleman (2013), managers working with geographically dispersed teams must possess emotional intelligence to understand employees' concerns, manage conflict effectively, and maintain trust in their employees. Some of the variables that may lead to emotionally charged situations in the BrightWave setting include a high turnover rate, concerns over the quantity of work to be delivered, and a general feeling of lack of appreciation.
[bookmark: _Toc214447433]2.4 The Impact of Managerial Skill Gaps on Organisational Performance
BrightWave has been seeing a variety of serious organisational challenges, some of which include greater than usual employee turnover, insufficient induction, unclear goals, and uneven service delivery procedures. One of the elements that contributes to the occurrence of some challenges is the absence of specialised competencies of the individuals involved. The Chartered Institute of Personnel and Development (CIPD, 2023) conducted a study that found that the most significant factors that influence the level of employee engagement are line managers. The conclusions of this study were published in 2023. When it comes to BrightWave, the inability to efficiently manage people is not a problem that specific individuals are experiencing; rather, it is a risk that is inherent to the operations of the organisation as a whole. Assuming that managers do not obtain targeted training and experience cultural transformation, it is evident that they will continue to rely on tactics that are task-driven, which are detrimental to performance.
[bookmark: _Toc214447434]3.Relevant Theories and Models of People Management Applied to BrightWave
[bookmark: _Toc214447435]3.1 Performance Management Theory
Using the performance management cycle of planning, monitoring, reviewing, and rewarding provided by Aguinis (2019), one is enabled to explore the boundaries of which BrightWave has. The organization lacks an operational active performance planning system or a formal monitoring system. There exists no consistency in reviews or avoidance of reviews, while designs for reward systems are ensured to be cost-efficient rather than based on employee contribution. This should not be the case. The expected outcome after instituting a full performance cycle is transparency, accountability, and justice.
Also, the goal-setting theory by Locke and Latham in 2002 gives emphasis on the importance of establishing goals as detailed and challenging as possible to enhance motivation and performance. As was accounted from the BrightWave employees, due to unclear management, there has been no single clear expectations, which staff said. through clearly stated and generated goals from collective effort, it would be possible not only to enhance commitment but also to reduce ambiguity
[bookmark: _Toc214447436]3.2 Motivation theory
Herzberg's 1968 Two-Factor Theory separates out hygiene factors, such as salaries and working conditions, from motivators like recognition and growth opportunities. Some of the concerns raised by BrightWave's employees, such as lack of recognition, unclear progression, and poor communication, reflect deficiencies in motivators, which contribute to dissatisfaction and increased employee turnover. Unless these features are supplemented with growth opportunities and real recognition, there will not be any shift in motivation if only hygienic issues like task distribution have been resolved. If these remain unaddressed, there will not be an improvement in motivation whether or not they are dealt with.
Of particular interest is the fact that Self-Determination Theory (Deci & Ryan, 2000) strongly emphasizes the role of relatedness, competence, and autonomy as elemental drivers of participation. Employees at BrightWave experience diminished capacities for autonomy as a result of the company's task-driven culture, diminished competency as a result of inappropriate training, and diminished relatedness as a result of ineffective communications methods. Given this is the case, management strategies exist in direct juxtaposition to the basic needs individuals have with regard to their motivation.
[bookmark: _Toc214447437]3.3 Leadership Models and Their Relevance
According to research by Bass and Riggio, 2006, there is a significant association between transformative leadership and levels of employee engagement and innovation. A leadership style that can be described as inspirational, given that it exhibits inspiration, development, and individual consideration is known as inspirational leadership. Instead of the leaders and supervisors at BrightWave exhibiting behaviours that are transformative, they have predispositions that are primarily transactional. Due to such traits, they can focus on regulations, tasks, and the management of costs. Furthermore, this leads to a culture that resists new ideas and, consequently, has become stale. As indicated by the situational leadership theory proposed by Hersey et al. (2013), leaders should change their approach according to their employees' readiness for and competence in executing the tasks. In this regard, it is suggested that the supervisory team at BrightWave should change their approach. However, it is observable that the supervisors at BrightWave tend to employ management approaches that are either directive or avoidance-based while addressing performance issues, regardless of demands imposed on employees
[bookmark: _Toc214447438]4.Organisational Culture
[bookmark: _Toc214447439]4.1 Task-Driven and Efficiency-Oriented Culture
BrightWave's culture is substantially impacted by the company's commercial value proposition, which is to be a supplier that is both dependable and cost-effective. A significant amount of influence is exerted by this proposition. Although this may be tempting to customers, the internal culture that has resulted places a higher priority on numerical objectives, work completion, and compliance than it does on the wellbeing of employees. This is despite the fact that this may be appealing to customers. It is argued by Schein (2010) that the behaviour of managers is significantly influenced by the underlying ideas that guide their decisions. As a result, the tasks of managing costs, creating schedules, and reporting are the key focusses of supervisors. This is due to the fact that these are activities that are culturally reinforced as being of tremendous significance.
According to the findings of the study that was carried out by Deal and Kennedy (2000), task-focused businesses usually fail to take into account relational aspects of management, which results in low levels of motivation and a considerable amount of staff turnover. A portion of the explanation for the organization's poor engagement scores and limited inventive capabilities can be attributed to this.
[bookmark: _Toc214447440]4.2 Limited Recognition and Psychological Safety
The absence of acknowledgement is a manifestation of a culture in which performance is evaluated based on quantitative rather than qualitative criteria. This culture is represented in the fact that there is no recognition. According to Amabile and Kramer (2011), the recognition and small successes that each individual experiences on a daily basis have a significant influence on the level of motivation that they possess. The employees of BrightWave have stated that their contributions are not taken into consideration, which has a negative impact on psychological safety. According to Edmondson (1999), psychological safety is defined as the perception that one can openly express views without the fear of being punished. One of the factors that contributes to the persistence of cultural stagnation is the fact that employees are unwilling to voice concerns or submit new ideas when they are working in an environment that has a poor psychological safety level.
[bookmark: _Toc214447441]4.3 Resistance to Innovation and Collaboration
Employees have described the culture as being conservative and rigid, with little opportunity for collaboration between different teams. However, there are opportunities for collaboration. A hierarchical culture, as described in the Competing Values Framework (Cameron & Quinn, 2011), is consistent with this kind of mindset which is common with hierarchical cultures. It is the belief of these civilisations that stability is more vital than any form of innovation. When there is resistance to new ideas, such as flexible scheduling or wellness efforts, it is an indicator that those ideas are perceived as disruptive rather than constructive. This is the case when there is resistance to those ideas.
[bookmark: _Toc214447442]5.Recommendations for Improving Managerial Practice, Performance Management, and Culture
[bookmark: _Toc214447443]5.1 Develop a Structured Management Training Programme
BrightWave should implement a training programme for supervisors covering communication, feedback, coaching, conflict management and emotional intelligence. The evidences shows that structured development improves managerial confidence and capability (CIPD,2023)
[bookmark: _Toc214447444]5.2 Introduce a Comprehensive Performance Management System
An implementation of a formal performance management system that is based on Aguinis' (2019) cycle is something that is strongly encouraged. This is something that is strongly suggested. It is recommended that this technique incorporate a thorough list of job criteria, consistent documentation, SMART goal setting, regular one-on-one meetings, evaluations at the mid-year and annual levels, and a clear set of requirements for the specific job. Initially, managers are required to go through training in order to acquire the necessary skills to become proficient in the use of these technologies.
[bookmark: _Toc214447445]5.3 Establish Clear Career Pathways and Development Opportunities
It is recommended that BrightWave provide career paths that are accessible to all employees and provide training to assist them in enhancing their careers in order to limit the amount of people that leave the company. They will be able to lessen the number of employees that leave their jobs if they accomplish this. Apprenticeships, shadowing opportunities, and planned inductions would all lead to an increase in both competence and satisfaction, according to the Self-Determination Theory (Deci & Ryan, 2000). 
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