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[bookmark: _Toc214123026]INTRODUCTION
This report critically examines the problem of people-management in BrightWave Services Ltd and applies the popular theories and evidence to evaluate managerial jobs, skills required, and organisational cultural influence. Analysis has been done on three core areas namely, how managers can manage performance effectively, how the main people-management models apply to the situation in BrightWave, and the culture that affects the behaviours of managers and employees (Armstrong and Taylor, 2023). BrightWave has severe workforce issues; the turnover is very high (28 per year), recognition practises are not developed, performance management is not done consistently and people management among the supervisors is not formal. These deficiencies contribute to absence of engagement, development direction, and increasing client service complaints.
People management is essential in the facilities-management services because the quality of performance, employee motivation and organisational culture are directly interconnected with the quality of service and customer satisfaction. This report therefore has evidence-based recommendation that will uplift the ability of the managers, improve performance systems and development of a more people-focused culture to support the long-term sustainability of the organisation.
[bookmark: _Toc214123028]Roles and Skills Necessary for Effective People Management
[bookmark: _Toc214123029]Management positions in BrightWave
People management has necessitated managers to play important interpersonal and decisional roles, which are defined in the management framework provided by Mintzberg. On the interpersonal front, the managers should also be leaders who inspire workforce, offer guidance and cohesion within the team (Karim and Afnan, 2020). In BrightWave, this role cannot be involved by the supervisors, because some are afraid to discuss performance matters and do not feel confident to communicate with employees constructively. The liaison role is also poor as the frontline teams communicate poorly with the senior management. In terms of decisional, it can be seen that supervisors are supposed to act as resource distributors and disrupters, but the case shows poor decision-making ability and conflict avoidance, which results in the performance issues that remained unaddressed and inconsistencies in the functioning of the business. 
[bookmark: _Toc214123030]Competencies to be used to be an effective performance manager
Managers need a strong combination of interpersonal and cognitive skills in order to cope with performance management. The main focus is placed on feedback and coaching skills, but the supervisors of BrightWave note that they are not comfortable with the notion of criticising employees, showing a lack of skills in providing constructive developmental feedback. There is also a lack of development in communication skills, therefore, leading to poor communication, expectation, and understanding of performance standards by employees (Hristov, Camilli and Mechelli, 2022). EI, and specifically, the elements of self-regulation and social awareness described by Goleman, is also important in dealing with delicate conversations in a fair and respectful way, a field in which the managers at BrightWave are not very confident.
These skills required to motivate and engage different workforce, particularly to young employees who complain of missing career paths, are required. Low turnover and low engagement are due to the lack of these skills. Criticality is also granted to decision-making and problem-solving skills because irregular service levels and client complaints indicate the inability to foresee the problems and act accordingly (Antić and Bogetić, 2024). Lastly, there is lack of leadership adaptability, which is emphasised in the Situational Leadership theory; the managers use a task-oriented style instead of meeting the needs of employees in terms of capabilities and motivation.

[bookmark: _Toc214123031]Critical Analysis of Existing Lapses
A combination of lack of the above-mentioned skills has serious organisational implications. The underperformance is accepted, and it demotivates high performers and contributes to the turnover. It has been proposed that due to an over avoidance of performance talks, productivity and emotional stresses are found to be low among productive employees since they tend to end up compensating poor performers. This has been seen at BrightWave in resentment of the staff, lack of service delivery, and decreased client satisfaction. 

[bookmark: _Toc214123032]People management: The Modelling and Theory: The application to BrightWave 
[bookmark: _Toc214123033]Theories of performance management
The Performance Management Cycle created by Armstrong is centred around a continuous cycle of the establishment of the objectives, monitoring the performance, feedback, and review. These are very lacking at BrightWave; the objectives lack clarity, managers do not mind to provide regular feedback, and the reviews are not discussed regularly. Without such stages, performance would not be controlled, and results of the service will be arbitrary and staff members will be frustrated. Similarly, the principles of SMART goalsetting; specific, measurable, achievable, relevant and time bound are not being applied and, therefore, there is no clarity as to what is expected (Armstrong and Taylor, 2023). It has been stated in literature that in case goals are not clear, accountability is poor and employees are not even provided with the opportunity to reflect on their performance, which reinforces the observed weaknesses at BrightWave.
[bookmark: _Toc214123034]Motivation Theories
The two-factor theory developed by Herzberg distinguishes between hygiene factors (and motivators). The hygienical factor is low as well at BrightWave where job security and fair distribution of work is below average and motivators such as recognition and development are virtually non-existent (Bevins, 2018). That is why the dissatisfaction and rising turnover were experienced in the case. It can also be applied to the Maslows Hierarchy of Needs where the majority of the low paid employees do not feel safe and valued to proceed to the self-fulfilment level. Lower-level staff are not paid to advance to high positions as there are no visible career opportunities that they can take, and they are younger (Carducci, 2020).
Another theory that is more elucidating of the motivational issues is the Expectancy Theory that was devised by Vroom: employees do not believe that there is a strong or close correlation between effort, performance, and reward. The expectations and instrumentalities are breached without any noticeable development or recognition system, reducing the motivation and commitment (Rehman, Sehar and Afzal, 2019).

[bookmark: _Toc214123035]Leadership and Management models
This Theory X/Y by McGregor assists in the explanation of the behaviour of the managers at BrightWave. The assumptions of the Theory X that personnel should be put under harsh control and that they lack freedom is reflected in the culture of task-oriented and numbers first. This perception encourages supervision rather than growth which encourages the unwillingness of supervisors to participate in coaching or helping (Petkovska, Bojadjiev and Blazevski, 2021). Presented by Situational Leadership (Hersey and Blanchard), the right leaders must switch the leadership style with the competency and motivation of employees, yet the managers at BrightWave apply the same task-focused theory, and they just fail to realise the range of needs of various employees.
The more positive alternative is the GROW coaching model (Goal, Reality, Options, Will) and it enables avoiding the performance dialogue and building the structured discussion on development.
[bookmark: _Toc214123036]Theories of employee engagement 
According to the theory of Engagement developed by Kahn, the requirements of engagement are psychological meaningfulness, safety, and availability. There is no combination of the three: BrightWave employees lack the recognition in the meaning, they lack the support of the managers in the psychological safety, and they lack the personal availability in the high workloads (Huang, Huang and Chang, 2022). It can also be employed in the Social Exchange Theory; investments made to the employees are paid back by the organisations. The absence of autonomy, never mind development or appreciation, translates into employees coming back with lesser commitment and effort into BrightWave, which contributes to the high turnover.
[bookmark: _Toc214123037]Critical Evaluation
The models have an explanatory insight but of varying relevance. Motivation theories are fully compatible with the issues of dissatisfaction and turnover in BrightWave, but the management skills deficiencies can be addressed by depending on managerial models. The best theory that can be used to explain inconsistent service outcome is the theories of performance management. Together, they highlight that the level of client satisfaction and organisational sustainability will continue to decline unless structural and behavioural change is involved.

[bookmark: _Toc214123038]Organisational Culture and Its Influence on People Management 
[bookmark: _Toc214123039]Understanding BrightWave’s Culture
The dynamics that inform behaviour at BrightWave can be understood with the help of the model offered by Schein. Practises that appear to have a strong emphasis on priorities to numbers, tightly scheduled and minimal recognition are apparent on the artefact level and are indicative of a task-oriented approach. Regarding the espoused values, it is worth noting that the company is expected to be reliable and cost-effective, yet people-centred practise does not support these values (Akpa, Asikhia and Nneji, 2021). The Culture Type of Handy puts the BrightWave on a second peg of finding itself in either a role-based or a task-based culture whereby the process is adhered to rather than flexibility, teamwork, or growth.
[bookmark: _Toc214123040]Impact of Culture to People Management
This rigid culture determines how the managers interact with the employees. The resistance to change is demonstrated through the reduced confidence in the change initiative such as flex time or wellness programmes. There is a lack of teamwork which favours the silos thinking and limited knowledge. The fact that the managers are not ready to go into conflict is a sign of a culture that embraces routine more than constructive performance discussions and lack of recognition will be unfavourable on employee motivation (Tian et al., 2018). Secondly, the culture does not encourage innovation: new practises are approached with caution, and the organisation cannot easily respond to the new workforce demands or client requirements.
[bookmark: _Toc214123041]Consequences for Performance
These cultural aspects have a direct implication on the performance of organisations. It has a turnover rate of 28% implying that there is poor engagement and discontent and this subcontracts the remaining employees and increased recruitment costs. The reduced engagement would result in the inequalities in the service delivery and the growing dissatisfaction of the clients. It also suppresses internal talent development in that the culture does not permit the younger employees as much opportunity to be mentored on how they can further their careers in the organisation thus compromising the future leadership structure of the organisation.

[bookmark: _Toc214123042]Critical Analysis
The research evidence continuously demonstrates that organisational culture is among the strongest predictors of performance, retention and quality of service. The current culture of BrightWave does not correspond to the recent requirements of the present-day society where the public-sector contracts that it serves are increasingly attentive to the concepts of fairness, wellbeing, and social value. Without BrightWave becoming a more supportive and participative culture, the organisation is bound to experience even more turnover rates, lower reliability of its services, and lost competitiveness.
[bookmark: _Toc214123043]Evidence based recommendations
[bookmark: _Toc214123044]Empowerment of Managerial Skills
BrightWave should adopt mandatory people-management training programme within the next six months that will equip the supervisors with the necessary skills in the following areas: coaching, communication and conflict management. The GROW coaching model-related constructive feedback workshops will help the supervisors overcome performance issues with confidence. They should also resort to development of emotional intelligence (EI) sessions that would make the managers more understanding of themselves and empathetic to show fairer and helping attitude to others (Elevate Leadership, 2025). A practical supervisor toolkit comprising conversation guides, templates and checklists would provide a degree of uniformity to the conduct of performance discussions and would also give a level of clarity in terms of expectations.
[bookmark: _Toc214123045]Improvement of Performance Management systems.
It must be substituted with a properly designed performance cycle including a SMART goal-setting, quarterly reviews, and ongoing feedback. Accountability and transparency will be determined through good KPIs of quality of service, behaviour and client satisfaction. It must also have recognition and reward programme such as monthly rewards or small gifts to reinforce good performance (Alshurideh et al., 2022). The digital tools with workload recording and planning can be used to improve the impartiality and reduce the sense of injustice.

[bookmark: _Toc214123046]Enhancing the Engagement and Retention of the Employees.
The formal induction and onboarding channels will assist new starters to adjust to their jobs and reduce the chances of early turnover. The employees will be motivated by career progression frameworks, especially amongst the younger employees, and the absence of upward mobility will be addressed (Walter and Matar, 2024). The employee voice forum, as well as frequent communication meetings, can be used to strengthen the trust and psychological safety. The wellbeing initiatives should also inculcate organisational care, which is in line with what is expected of the organisation by its clients in the social value.
[bookmark: _Toc214123047]Cultural Change Programme
The leaders are supposed to have the ability to demonstrate people-centred behaviours and enhance cross-team collaboration projects. The values-based workshops can transform culture to be more fair, recognising and innovative. The culture will be monitored through surveys and focus groups that will allow measuring the progress and making adjustments.
[bookmark: _Toc214123048]CONCLUSION 
Overall, the discussion has shown that the performance problems experienced at BrightWave are due to the absence of managerial skills, the use of ineffective performance management resources, and a culture that is highly strict and does not value employee development. The fact that the existing theories were used demonstrates the clear linkages between these issues and the poor level of engagement, the high turnover, and inconsistency of the service delivery. The suggested interventions that dwell upon the capability of leadership, structured performance processes, high levels of engagement, and cultural change are a rational path to the strengthening of organisational performance and service delivery to promote client satisfaction and long-term sustainability.
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