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[bookmark: _heading=h.yxmulsgqql9n]1. Introduction
People management is an important element, especially in the present-day Facilities Management (FM) industry, especially in organisations such as the fictitious BrightWave Services Ltd. The industry in the UK FM is experiencing significant workforce difficulties, such as elevated turnover, recruitment pressure and increasing client expectations and demands in terms of quality, consistency, and social-value congruence (SeeMore Energy 2023).
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Figure 1: “U.K. Facility Management Market Size”
(Source: SeeMore Energy 2023)
According to the latest figures of the professional body CIPD, the annual turnover (churn) in the UK labour force is approximately 34% of the whole staff, comprising job-to-job migration as well as labour-market departure (CIPD 2024). People-intensive parts of FM like cleaning and support services have issues of high turnover and low retention, which are especially troublesome as they are higher than industry norms and cause service inconsistency, higher recruitment/training expenses and service quality erosion (Pegasus 2025).
Here, the current problems of BrightWave include a high turnover rate, low engagement, no recognition, and low management capabilities are critical threats to the stability of the workforce, as well as to the contract terms and operational delivery. This report thus looks at the job and capabilities that managers should have, applicable people-management theories, looks at the culture within the company and offers practical suggestions on how the company can develop a stable, motivated and high-performing workforce in the future.
[bookmark: _heading=h.ac7xpwrudao9]2. Roles and Skills Required by Managers to Effectively Manage Performance
To control performance levels, managers of BrightWave Services Ltd should have a combination of interpersonal skills, analytical skills, and leadership abilities, especially due to the type of workforce it has (dispersed sites, part-time/flexible workers, and high turnover). Research demonstrates that effective people managers have strong ties with improved organisational performance in the form of employee engagement, employee retention, and consistency of service delivery (Jain 2025).
Effective communication and active listening are also among the most basic skills. Managers should be able to define their expectations, how individual work is directed towards organisational goals, and the employees should be aware of the performance standards. Listening and communicating effectively to get the concerns, perceptions, and motivations of the staff is also important (BC 2022). In the absence of this, it is not unusual to have misunderstandings, resentment and disengagement; mostly lower-paid or part-time staff members will feel ignored.
Moreover, there is a need to have coaching and constructive feedback capability. Instead of just telling or monitoring, contemporary managers ought to embrace a coaching attitude that embraces the growth of the staff, recognition of skills or confidence shortcomings, and the enlightenment of the same (BC 2022). Positive feedback can enable people to know their areas of weakness and the means of addressing them, and when effectively conveyed, can even strengthen trust and motivation. This is probably a major explanation why the performance conversations between the supervisors at BrightWave are avoided.
Skills in decision-making and problem-solving are also required by managers. Facilities management, particularly in scattered locations of the public sector, presents frequent surprises (lack of staff, urgent customer needs, compliance challenges). Managers need to evaluate such cases fast and make equitable, balanced judgments concerning the allocation of resources, assigning roles, and addressing issues in terms of remedial action (Indeed 2025).
The ability to change and adapt is more important in view of a dynamic environment and the fact that clients have more and more demands in terms of cost-efficiency, reliability, and social-value requirements. Managers are supposed to be cool with scheduling, embrace novel work habits, manage employee turnover, as well as head the teams through change without demoralising the teams (HT 2024).
Lastly, emotional intelligence, the ability to build trust and inclusive leadership, is especially important in a workforce that consists of different people (part-time, flexible work contracts, varying backgrounds, different motivators). Empathy, conflict resolution, team cohesion, and employee motivation usually go hand in hand, according to recent studies about the effects of leadership and management on these variables (Ćwiąkała et al., 2025). Strong EI by the manager is beneficial in these areas. This helps in retention, performance stability and workforce stability in general.
The situation at BrightWave is such that many of its supervisors have been elevated based on their technical skill instead of people management experience; we get to learn that people management training and development are needed. A not-so-old review has argued that training of people managers in areas such as goal-setting, performance appraisal, listening, mentoring, and time allocation significantly enhances managerial effectiveness and sustainability of results (CIPD 2023).
[bookmark: _heading=h.pe10f068iaq8]3. Application of People Management Theories and Models
Herzberg’s Two-Factor Theory:
Herzberg draws the line between hygiene elements (pay, working conditions, supervision) and motivators (recognition, achievement, responsibility, growth). Lack of hygiene factors will result in dissatisfaction, where the presence of these factors will only ensure the lack of satisfaction does not result in actual job satisfaction and motivation; thus, they need motivators (Ahmad 2021).
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Figure 2: “Herzberg’s Two-Factor Theory”
(Source: Ahmad 2021)
In the example of BrightWave, such hygienic factors as the number of hours worked, salary, and plain conditions may suffice, but there are no motivators stated by employees: they say that they lack recognition, there are no clear career lines, and there is little opportunity to gain performance. This probably results in demoralisation and turnover. Using the Herzberg model, it can be proposed that basic working conditions are not enough; BrightWave needs to offer the opportunity of recognition, responsibility, development, and a sense of success, in particular to the frontline workers and cleaning staff, to encourage a stronger level of engagement, as well as a lower turnover rate.
Maslow’s Hierarchy of Needs:
Maslow's model maintains that human needs are progressive, with physiological and safety needs in the first level, followed by social belonging, esteem, and finally self-actualisation. Employees need to have their lower-level needs fulfilled first before the higher-level needs inspire them (Saepudin and Rahmayanti 2025).
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Figure 3: “Maslow’s Hierarchy of Needs”
(Source: Saepudin and Rahmayanti 2025)
In the case of BrightWave, a large number of employees can fulfil the basic (physiological/safety) needs via remuneration and job security. However, the lack of belonging (team cohesion, perception of belongingness), esteem (recognition, respect), and self-actualisation (career development, personal growth) needs can be seen. The younger employees who say that they do not know the career paths that exist are showing high-order needs not being taken care of. BrightWave can identify that social, esteem, and growth needs are the most important to be addressed when a company, like many, want to remain spearheaded by operational stability needs, which are driven in the long run.
McGregor’s Theory X and Theory Y:
McGregor held the view that the assumptions made about employees by the managers affect the way they are managed. According to Theory X, managers assume that employees are lazy, do not like working, and should be strictly supervised and motivated. Managers under Theory Y believe that employees are intrinsically motivated, are responsible and can self-manage under the provision of trust and autonomy (Mishra 2022).
The culture of BrightWave, which can be defined as task-oriented, numbers-first and low on recognition, with the managers being primarily concerned with control, cost and compliance, is also compatible with the Theory X mentality. This is the reason behind micromanagement, poor empowerment and staff motivation. Adopting Theory Y, expecting employees to work and trust them, letting them be self-directed, acknowledging their capacity to develop, also has the potential to create a more interesting working environment, enhance morale and commitment and lower turnover.
In addition to that, Theory Y with the motivators discovered within the Theory Y of Herzberg (recognition, development, responsibility) can go hand in hand: employees who are given a free hand, chances to get recognition and development opportunities will commonly be seen as more productive and job-satisfied and loyal as they are.
Situational Leadership Model:
Situational Leadership Model holds that good leaders should flex their leadership style (directing, coaching, supporting, delegating) according to the situation of the employees in terms of their readiness, competency and motivation. A single style of leadership can hardly be effective. Empirical studies undertaken in the recent past affirm that adaptive flexibility of leadership style that involves a supportive approach, a delegating approach, or a coaching approach, or a combination of each, based on the circumstances, enhances team morale, sense of flexibility, and performance (Górka et al., 2025).
[bookmark: _heading=h.9aqftn5m5l4m]4. Influence of Organisational Culture on People Management
The organisational culture, which is the unique set of values, norms and practices in an organisation, is a key factor in people management, as it will affect performance, engagement, and retention, amongst others. It has always been demonstrated that a positive, nurturing culture leads to employee motivation, performance and commitment to the organisation, whereas a weak or inflexible culture adversely affects these aspects (Nzuva and Mwende Kimanzi 2022).
In the current culture at BrightWave Services Ltd, employees have characterised the affiliate's culture as having a task orientation, a first-by-numbers culture, and low on recognition. This style fits in with a culture that places more emphasis on operational efficiency than on people, where supervision is more about compliance than development or engagement. This kind of culture is sure to affect the motivation and job satisfaction of the workers, as well as their confidence in the management. Empirical research demonstrates that support, recognition and participative values in an organisational culture are related to intentions of higher turnover and poor performance (Palma-Moreira et al., 2024).
Besides, culture affects the way of leading managers lead. A hierarchical and control-oriented culture is indicative of either authoritative or transactional leadership concept, which has an emphasis on monitoring, compliance and task-oriented. The studies on the role of leadership style show that in the realm of strict culture and hierarchical norms, even participative or transformational leadership style will have fewer positive influences if the case culture and system do not correspond (Sharma et al., 2025). When referring to BrightWave, this allows us to understand why frontline supervisors, who are technically skilled but were not trained on people management, tend to fall back on tight hand, inflexible schedules and minimal feedback, instead of engaging, coaching and developing their employees.
Also, a weak culture demeans employee involvement and organisational recognition. As recent findings suggest, organisational culture has a significant influence on the engagement of the employee: the more culture prioritises the sense of belonging, trust, and mutual values, the more employees are committed to their work, willing to transcend their job description, cooperate and remain loyal (Zhang et al., 2023). Conversely, organisations that do not favour teamwork, do not value appreciation, and do not embrace new avenues, as observed by BrightWave in its allegedly inflexible, conservative culture, discourage participation, and thus their employees are unlikely to feel that they are members of a team, thereby demotivating and increasing their chances of quitting.
Moreover, culture influences the flexibility and capability of the organisation to effect changes. According to a study published in 2025, culture determines the effectiveness of companies in transferring values into performance or resiliency, though culture becomes successful when it is facilitated by systematic work systems (Srivastava and Rao 2025). Due to BrightWave not having formal performance management, recognition, or development systems currently, its current culture is not enough to enhance performance or employee retention, and it might even set low-recognition norms and discourage innovation, people-oriented practices.
[bookmark: _heading=h.615tm922d8u1]5. Recommendations
· Application of a formal recognition and rewards programme: It is also important to reward employees regularly based on good performance and contributions (rewards by their peers, reward through a company team and reward by a manager), this will help to create a feeling of worth and inclusion. In organisations that have a good recognition programme, engagement is significantly higher, and turnover is also low (Celestin et al., 2024).
· Clear career pathways and invest in learning and development (L&D): The internal mobility, internal training and development should provide staff with a sense of purpose and long-term opportunities. Higher L&D programs have been found to enhance employee retention and engagement.
· Support work-life balance and adopt flexible working: Flexible working hours/ hybrid work (where allowed): Flexibility in working hours or hybrid working (where feasible) enhances both well-being and retention among employees whose work schedules vary, or employees who have other responsibilities outside work (McMullin 2025).
· Switch to continuous, competency-based performance management: Annual reviews will be phased out in favour of regular check-ins, feedback, and competency-based testing to help employees become more development-focused than compliance-focused.
[bookmark: _heading=h.d1sgfspvp3v6]6. Conclusion
BrightWave Services Ltd finds itself in a very critical junction point; since it is a company that is busy and has operated where it relies on a working culture of doing things and being productive, it has led to a high turnover rate, low engagement and performance difficulties. The company will be able to create a more committed and motivated workforce by embracing structured recognition, flexible working, continuous performance management, transparent communication and career development. The steps are sure not only to bring improved retention and morale, but also improved quality of services and sustainability of the whole organisation in the long run.
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