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[bookmark: _Toc214539865]Executive summary:

BrightWave Services Ltd, a medium-sized facilities management company in South Wales, employs approximately 350 staff across building maintenance, cleaning, and workplace support divisions. 

While the company grew rapidly through securing large public-sector contracts, it currently faces challenges in managing workforce expansion and meeting evolving client expectations. 

High employee turnover, limited career development opportunities, managerial skill gaps, and a task-focused organizational culture with low recognition have impacted service quality, engagement, and retention, threatening competitiveness in a sector increasingly prioritizing fair work practices and social value.
Analysis using SWOT, the 5 Whys, and the McKinsey 7-S Model indicates the need for strategic interventions, including leadership development, coaching, and enhanced performance management. 

Investing in career progression, fostering a people-centred culture, and implementing regular feedback and engagement mechanisms are crucial for building trust, motivation, and retention. 

Frameworks such as the 7-Ps can facilitate alignment and support effective organizational change.
By addressing these issues, BrightWave can strengthen workforce stability, improve service delivery, enhance client satisfaction, and secure long-term growth and competitive advantage.












[bookmark: _Toc214539866]Table of contents


Executive summary:	2
Table of contents	3
Introduction	4
Current challenges and analysis  Conflict,	5
Earning employee’s trust and Equality Act 2010	5
S W O T, McKinsey 7-S Model and 5 whys:	5
Charles Handy model and Hosfede`s cultural dimension in BrightWave Services Ltd.	6
Cultural iceberg	6
Feedback and coaching	7
Recommendations	8
Training and induction day	8
Person-centred business	8
Adaptivity, change and effective management	8
Leadership can make a difference	8
Organizational culture change and active listening	9
Innovation	9
Staff surveys	9
Workforce planning	10
Conclusion	11
Reference list	12










[bookmark: _Toc214539867]Introduction

This report seeks to examine and analyse the key challenges currently confronting BrightWave Services Ltd, a medium-sized facilities management company based in South Wales, employing approximately 350 staff across building maintenance, cleaning, and workplace support divisions. 
Specifically, the report focuses on the difficulties the organization faces in meeting the evolving expectations of its clients while managing the complexities associated with organizational growth. In addition, it addresses the implications of elevated employee turnover, including its impact on service quality, workforce stability, and the company’s ability to retain skilled personnel, highlighting the critical need for effective management, engagement, and retention strategies.
A medium-sized company is a business that generates annual revenues ranging from £50 million to £350 million (ACCA, 2025).
Using analysis tools such as the 5 why`s and SWOT analysis have determined that the company experienced rapid expansion through securing substantial public-sector contracts; however, it currently faces significant challenges in meeting client expectations and effectively managing its growing workforce. The preferred analysis for BrightWave`s situation is the 5 why`s as it can determine the underlying causes that may affect multiple teams or areas across the organization (Rahmana et. al,2021).
To address challenges including a culture perceived by staff as primarily task-focused with limited recognition, the company must invest in training, coaching, recruitment, and retention initiatives. BrightWave is a traditional user of talent development, which is the practice of preparing and maintaining a ready pool of skilled employees to meet organizational needs (Cooke et al., 2021).
High employee turnover, restricted career development, and managerial skill gaps highlight the need for strengthened leadership, enhanced employee engagement, and effective retention strategies to maintain service quality and competitiveness. The application of the 7-Ps framework can support the company in transitioning toward a more inclusive and people-centred organizational approach. 








[bookmark: _Toc214539868]Current challenges and analysis

Conflict
Suff, (2020) notes that conflict is a normal part of organisational life and is not inherently harmful; however, unresolved disagreements can escalate. Research indicates that 26% of employees and 20% of employers report workplace conflict as common, while a CIPD survey found that 35% of employees experienced some form of interpersonal conflict in the past year.
BrightWave’s task-focused and rigid culture strongly shapes its people management practices, prioritising operational efficiency over employee engagement. This approach leads to high turnover and limited career progression, as managers, often promoted from technical roles, lack formal leadership skills and focus mainly on task completion. Such a culture reduces adaptability, discourages feedback, and undermines retention strategies. To improve, BrightWave must shift toward a people-centred culture that values recognition, coaching, and inclusion, as these practices enhance motivation and organisational performance.
[bookmark: _Toc214539869]Earning employee’s trust and Equality Act 2010
Although managers often have heavy workloads, stay interviews and one to one engagement conversations help them understand employee concerns, build trust, and allocate tasks more effectively. Since trust in supervisors is a key driver of retention, acknowledging their role in maintaining staff enhances hiring decisions and strengthens overall employee management strategy (Conerly, 2025).
The primary objective of the Equality Act 2010 is to safeguard individuals against discrimination and harassment, while promoting a fairer society through the advancement of equal opportunities and BrightWave need to balance the profitability and productivity whilst still showing employees that are safe and treated fair (GOV.UK, 2010).

[bookmark: _Toc214539870]S W O T, McKinsey 7-S Model and 5 whys:
The micro-environment comprises the immediate factors that directly impact a company’s operations, such as customers, suppliers, competitors, intermediaries, and publics. These elements, often partially controllable, influence how effectively a business achieves its goals, serves customers, and competes in the market. The macro environment includes broad external factors such as economic, political, social, technological, environmental, legal, and global, that shape industries and markets. Largely beyond a company’s control, these forces influence strategy, operations, and opportunities for growth (Mohamed, 2025).
A SWOT analysis is a strategic planning tool used to assess the internal strengths and weaknesses, as well as the external opportunities and threats, associated with a project or organization (CIPD, 2025).

The McKinsey 7-S Model is a change management framework that examines seven interrelated elements of an organization to help leaders align them and effectively implement change (The Strategy Institute, 2024)
BrightWave Services Ltd has a strong presence in South Wales, offering a diverse range of facilities management services to public-sector clients such as schools, NHS hospitals, and local councils. Its reputation as a cost-effective and reliable provider, combined with a flat organizational structure, supports efficient decision-making. 
However, the company faces significant internal challenges, including high staff turnover, limited career progression, and an organizational culture perceived as rigid and task driven. Supervisors, often promoted from technical roles, frequently lack formal people-management skills, leading to gaps in performance management and inconsistent service delivery.
Rising demand for facilities management and higher client expectations regarding fair work, social value, and employee wellbeing offer BrightWave opportunities to enhance engagement, retention, and competitiveness. However, the company faces threats from competitors with stronger HR practices, resistance to change, and potential contract losses if managerial and cultural issues persist.
[bookmark: _Toc214539871]
Charles Handy model and Hosfede`s cultural dimension in BrightWave Services Ltd.
Charles Handy (Freedman, 2025) identifies four workplace cultures, each influencing employee motivation through specific values and behaviours. When managed effectively, these cultures can enhance organizational development and leadership, fostering teamwork, problem-solving, and employee empowerment, thereby supporting BrightWave’s growth and success.
Hofstede’s cultural dimensions (Nickerson, 2025) explain how societal values shape workplace behaviour. They address power distance, individualism versus collectivism, masculinity versus femininity, uncertainty avoidance, long- versus short-term orientation, and indulgence versus restraint, highlighting differences in authority, collaboration, achievement, adaptability, planning, and personal freedom.
[bookmark: _Toc214539872]
Cultural iceberg

Cultural Iceberg issues within BrightWave organization were identified as a result of SWOT analysis and the 5 why`s and can be tackled using coaching, the McKinsey 7-S Model and a strong organizational culture.
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Figure 1 -  https://www.researchgate.net/figure/Culture-elements-in-an-iceberg-model-Invisible-values-visible-actions-and-structures_fig2_283771249
[bookmark: _Toc214539873]Feedback and coaching
Beginning in early childhood educational settings, teacher feedback typically manifests as praise, correction, or guidance, and is commonly categorized as either positive (e.g., affirming successful performance) or negative (e.g., identifying errors). Although positive feedback is generally assumed to foster children’s motivation and self-esteem, its true effect is not always definitive (Yuan et al., 2025).

For decades, experts in psychology and organisational behaviour have explored the factors that shape how individuals and groups perform. Their findings consistently show that human performance arises from a complex interaction of personal needs and goals, individual skills and capabilities, and the specific requirements and difficulties of the task at hand. Together, these elements form what is known as performance motivation (Covell and Walker, 2024).

In contradiction, many employees are reluctant to receive feedback when it is framed as constructive criticism. In some cases, this resistance stems from the fact that the feedback is not genuinely constructive. Simply listing an employee’s mistakes from the previous six to twelve months does little to support their development or improve their performance (Westerhaus-Renfrow, 2022).
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[bookmark: _Toc214539875]Training and induction day
Staff induction training is a vital process that enables employees to understand and develop their abilities and skills, promoting both confidence and professional recognition (Kombich, and Nyaboga, 2025).
To improve managerial practice and organisational culture, BrightWave should invest in leadership development and coaching to address skill gaps and strengthen people management. Introducing structured induction, KPI performance management frameworks  and ongoing training will boost employee confidence and engagement, while regular feedback and staff surveys can replace outdated annual reviews to capture real-time concerns. 
[bookmark: _Toc214539876]
Person-centred business
According to Cameron Journal Staff, (2025) a people-centred business involves fulfilling several key commitments, including leading by example, going the extra mile for your team, prioritizing staff to enhance employee engagement and satisfaction, and fostering an ethical and inclusive workplace culture. Shifting to a people-centred culture that values recognition and introducing DEI (Diversity, Equity and Inclusion) will reduce turnover and enhance motivation within Brightwave.

[bookmark: _Toc214539877]Adaptivity, change and effective management
Organizations of all types face rapidly changing operational environments. To meet these challenges, many are increasingly using team-based work structures. Managing team performance effectively requires a systematic and comprehensive approach to measuring team effectiveness that is both reliable and unobtrusive. A key factor in team success in such environments is adaptability—teams must respond quickly and accurately to change. To manage adaptive team performance effectively, it is essential to gain a deeper understanding of team adaptation and to develop improved systems for measuring team performance (Rosen et al., 2011). 
Finally, applying frameworks like McKinsey 7-S and workforce planning will align organisational elements, improve adaptability, and drive productivity and profitability.

[bookmark: _Toc214539878]Leadership can make a difference
Change and leadership are closely intertwined: change requires leaders, and leaders drive change. As the proverb states, “The bird carries the wings, and the wings carry the bird.” Managing change’s effects is possible, but achieving positive, meaningful change demands strong leadership (Adair, 2022).



However, some leaders notice that the part that needs fixing gets overlooked because of all the praise. Another issue is that some people hear a compliment, get ready for the criticism they expect next, and then don’t really listen to or trust the praise at all (Harkley, 2024).
Modern leadership and management developed to address the limitations of scientific management, recognizing employees as more than mechanical resources. The Hawthorne Studies (1923–1933) demonstrated that productivity improves when workers are observed, valued, and supported, rather than simply following rigid rules and instructions.
(Uddin and Hossain, 2015).

[bookmark: _Toc214539879]Organizational culture change and active listening

Gordon and DiTomaso, 1992 stated that stronger organizational culture is positively correlated with enhanced financial performance in the coming years (tijanarajkovic,2025).
Organisational culture is influenced by national culture, as the values of its members are shaped by their national backgrounds. For example, a multinational company with employees from Japan and the UK may experience differences in communication styles—Japanese employees might prioritize harmony and consensus, while UK employees may favor directness and individual initiative—affecting how decisions are made within the organisation (Liu, Tsui and Kianto, 2021).
Organisational culture significantly influences employee satisfaction, which directly impacts performance. Understanding how supportive and demanding cultural elements affect motivation can help managers foster a culture that enhances satisfaction and improves organisational outcomes (Lee and Choi, 2023).
Studies showing that in some organizations, longer opening hours reflected an organisational culture that placed limited emphasis on family life and work–life balance. Restructuring seen as cost-driven, overlooked employee contributions, increasing anxiety, job insecurity, and a perception that leadership is failing to acknowledge or support staff. (Tasoulis et al., 2023).

[bookmark: _Toc214539880]Innovation

The capacity to address critical challenges can rely on the development of new innovations. Innovation is fundamental to the creation of new developments, and in its absence, organizational progress is hindered. Without continuous advancement, an organization cannot maintain its competitiveness in the market Kylliäinen, 2019).


[bookmark: _Toc214539881]Staff surveys 
Staff surveys are beneficial as can identify very sensitive issues such as lack of training, financial issues, unfair treatment at work or even discrimination and can function as an early indicator of potential retention challenges (Buldawoo, 2025).
A 2023 staff survey done by NHS showed that 57% of participants reported feeling supported in developing their potential, and just 60% indicated that they had access to appropriate learning and development opportunities. In an environment already contending with conflicting demands, challenges in staff retention, is clear that improvement is essential especially within younger staff (Oliver, 2024).
A CIPD staff survey of 2,500 employees found widespread financial insecurity, with one in four stating that money concerns affect their work (CIPD, 2022).
A substantial proportion of Black people in the UK have been subjected to ethnicity-based prejudice within healthcare settings, with younger individuals noting these discriminatory experiences most acutely (Lacobucci, 2022).

In contradiction, employee engagement surveys often fail because they are too generic, rely on predefined questions, and feel transactional rather than personal. Annual surveys offer outdated insights and overlook the ongoing, individual nature of engagement. Meaningful conversations and regular check-ins are needed to capture real experiences. Moreover, survey results are frequently ignored, reinforcing the perception that employee opinions are not valued and undermining the purpose of the process (Johnson, 2021).

[bookmark: _Toc214539882]Workforce planning
The workforce planning process involves identifying gaps between current and future workforce needs, determining actions to address shortages, surpluses, or skill mismatches, and continually monitoring and evaluating these measures. It also requires a clear understanding of the organization and thorough analysis of both the existing and potential workforce. Effective implementation depends on building consensus around the plan, clarifying responsibilities, capturing learning through regular reviews, and maintaining consistent, long-term data (CIPD, 2025).











[bookmark: _Toc214539883]Conclusion
BrightWave Services Ltd faces a complex set of internal and external challenges, including high employee turnover, limited career progression, managerial skill gaps, and a task-focused organizational culture. 
These issues, combined with rising client expectations and competitive pressures, underscore the need for a strategic focus on leadership development, employee engagement, and retention. By implementing structured training programs, fostering a people-centred culture, leveraging frameworks such as the 7-Ps, implementing performance management frameworks (KPI based), and prioritizing innovation and workforce planning, BrightWave can enhance organizational effectiveness, strengthen staff trust and motivation, and maintain service quality. 
Addressing these challenges systematically will be critical to sustaining growth, improving employee satisfaction, and securing the company’s long-term competitiveness within the facilities management sector.
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