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[bookmark: _Toc214366488]Executive Summary
The current report presents a critical analysis of the personnel-management issues facing BrightWave Services Ltd and evaluates the role of lack of competencies in managerial practices, failure in performance management processes and an organisational culture that is task-oriented in negatively affecting employee motivation, quality of services and employee turnover. The discussion is based on already existing theoretical frameworks, such as the motivator-hygiene model by Herzberg, the expectancy theory by Vroom, the Ability-Motivation-Opportunity (AMO) framework and the cultural model of Schein to expound the antecedents to reduced engagement, inefficient communication and vague career progression routes. The results show that incompetent leadership potential and cultural assumptions that do not match have degraded the performance results and client satisfaction. Therefore, the report suggests an evidence-based intervention plan which lays emphasis on managerial development, introduction of formal performance-management systems, improved employee-engagement practices and long-term culture change. 
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[bookmark: _Toc214366489]Introduction
BrightWave Services Ltd is a medium-sized facilities-management organisation that is currently facing increased personnel-management challenges due to the management of a diverse and geographically dispersed workforce. The rapid growth of organisations, high turnover, uncertainty in career path and a strong sense of task-oriented culture have individually bred a lot of managerial dilemmas. This report is an endeavour to critically assess the roles and competencies that managers need to perform their functions of administering performance. Using relevant theoretical models to diagnose problems and discussing how organisational culture affects managerial behaviour and employee performance. The case study of BrightWave and modern academic sources recognising the fundamental shortfalls. Developing evidence-based suggestions to improve the performance management practice and employee engagement to create long-term organisational performance.

[bookmark: _Toc214366490]Managerial Roles and Skills Needed for Effective Performance Management
Evaluation of Current Managerial Roles & Performance Issues at BrightWave
Current managerial focus and misalignment
The current orientation of frontline and middle managers of BrightWave is highly biased towards the administrative tasks, which include scheduling, budgeting and reporting conformity. The case study supports that there was a persistent lack of attention to the basic managerial functions of personnel coaching, teamwork involvement, and team performance as mentioned by Rožman, Tominc and Milfelner, (2023). The continuity of such an operation orientation indicates a narrow vision of the managerial functions, thus undermining the effectiveness of performance management in the organisation.
Analyse skill gaps and behavioural issues 
The competencies of managers indicate that there is a clear lack of formal people-management training, which translates into the feeling of incompetence of managers to discuss performance with their subordinates. The case study shows examples of supervisors evading tough feedback reasons, being that they do not wish to disagree, as discussed by Amani, Myeya and Mhewa, (2022). This irresponsibility creates tolerance of poor performance, employee frustration and occasionally, inconsistent service delivery. In addition, those who are advanced to technical ranks do not have the interpersonal and management skills that enable them to manage people effectively.
Examine communication failures and unclear expectations
The disrupted message transmission, the lack of orientation-intensive programmes and a lack of clear developmental tracks create significant uncertainty among the employees. The communication when joining the company was filled with ambiguous expectations that destroyed motivation and accountability, no induction and no explanation of progression, as discussed by Ala-Heikkilä and Järvenpää, (2023). Critical evaluation further indicates that these communication failures also harm perceptions regarding equitable distribution of the workload load which has been repeatedly identified in the staff surveys.
Evaluate organisational causes and consequences
The task focuses on culture in the organisation, lack of appropriately designed and structured managerial support structures and the absence of structured performance-management structures as per Biondi and Russo, (2022). The downfall is a deterioration in the quality of services provided, client grievances, low employee involvement and a high turnover rate of 28%. This means that the management functions at BrightWave do not match any known best practices of effective performance management, which hampers operational and cultural issues.
Skills Required by Effective Managers in BrightWave
People-management capabilities
More effective performance management at BrightWave will require this paradigm shift to people-focused managerial capabilities. Managers should also develop strong coaching attitudes to develop staff, provide expertise in providing constructive feedback to poor performance by staff members, as mentioned by Sypniewska, Baran and Kłos, (2023). The social and interpersonal skills are considered key to the team in charge, which necessitates the strategic significance of these skills.
Apply specific skills to case issues
Emotional intelligence turns out to be a key competency in negotiating challenging discussions and developing trust, as mentioned by Watanabe et al., (2024). Low confidence can be explained by the unwillingness of supervisors to address the matters and emotional intelligence can alleviate this situation. Communication and motivational skills are also essential towards alleviating the induction gaps and the resulting ambiguity in which the staff find themselves. Besides, the ability to set objectives and gauge performance is fundamental to defining what is expected and restoring equity in work allocation.
Skills using theory and contextual demands
The managerial roles proposed by Mintzberg need to have both interpersonal and informational roles, leader and communicator in the dispersed teams of BrightWave, as discussed by Labaronne and Müller, (2023). In the absence of these capabilities, managers would not be able to formulate similar standards, maintain morale and guarantee dependable client service. Therefore, the acquisition of these competencies plays a leading role in the improvement of performance, involvement and the stability of activities.
[bookmark: _Toc214366491]Theories and Models of People Management
Introduce theoretical relevance
The organisational-behaviour theories that have been developed can be used to analyse the people-management issues of BrightWave in a critical manner. These frameworks explain the root causes of low motivation, unclear expectations and gaps in the performance-management practices. Using theoretical understanding to analyse the case, the lack of compatibility between managerial behaviour and organisational systems is one of the reasons why the performance and engagement.
Herzberg’s Two-Factor Theory applied to BrightWave
Herzberg differentiates between hygienic factors (pay, conditions, supervision) and motivators (recognition, development, achievement) as discussed by Gazi et al., (2025). According to the surveys with the staff, there is less recognition and an unspecified progression, a lack of development opportunities, which proves a total lack of motivation in BrightWave. This lack is the cause of the following lack of motivation and turnover. The model has been oversimplified, disregarding the individual differences, the presentation of the missing motivators makes it a strong explanatory factor for the low-paid workforce at BrightWave.
Vroom’s Expectancy Theory 
Vroom assumes that motivation depends on expectancy (effort brings about performance), instrumentality (performance brings about reward) and valence (value of reward) as discussed by Osafo, Paros and Yawson, (2021). The absence of induction, no explanation of the progression and no direct connection of performance and rewards among the recruits are indicators of low perceived expectancy and instrumentality. Consequently, employees consider hard work as futile. The model puts on the perceptions and the perceived problems, but the model presupposes rational decision-making, which does not fully apply to low-paid workers in dealing with external pressures.
AMO Model applied to skill gaps and low engagement
The AMO framework, that performance is argues to be defined by Ability, Motivation and Opportunity as mentioned by Alkhalaf and Al‐Tabbaa, (2023). At BrightWave, training-based promotions lead to ability gaps, lack of promotion, lack of recognition and clear articulation of expectations serves as a motivation problem, few development opportunities to decrease opportunity. Therefore, the AMO model is an all-inclusive type of performance inconsistency and turnover explanations. Though holistic, the use requires a huge investment in the organisation to empower every component.
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Introduction to BrightWave’s Culture 
The organisational culture of BrightWave is mainly task-driven and quantitative and thus defines the managerial behaviour as well as the experiences of the employees, as stated by Strengers et al., (2022). The culture is inseparable as it has a direct impact on motivation, performance, teamwork and retention of employees. The dynamics will be analysed with the help of the Schein Cultural Model (or the Competing Values Framework) analytical framework.  
Application of Schein’s Model to BrightWave’s Culture.  
The model devised by Schein has three interrelated levels, namely artefacts, espoused values and basic assumptions, as mentioned by Hattangadi, (2020).  
· Artefacts: The organisation has a structure that is not characterised by distinct accountability, a high turnover rate of employees, which is a the factor sign of dissatisfaction. Focuses on schedules as a characteristic of the managerial approach and lacks official recognition and development prospects.  
· Espoused values: Leadership says that it is focused on efficiency, reliability and cost-effectiveness, but employees complain that there is no sense of fairness. A lack of recognition, which proves a gap between the described values and life in the organisation.  
· Basic assumptions: The main assumption of efficiency and output dominating and overshadowing people. A culture where induction practices are feeble, communication is few and new programmes, like the wellbeing programmes or flexible working hours, are met with reluctance.  
Cultural Impact on People Management 
Managers are not encouraged to do any coaching, give feedback or staff development in a culture where tasks are more important than human capital, as mentioned by Lu et al., (2023). The supervisors, therefore, do not engage in difficult discussions since the ethos that pervades does not support reflective or developmental leadership. Teamwork falls apart since every member of a team performs only therapeutic functions as mentality which has been supported by the culture. The constant unwillingness to embrace new concepts of wellbeing initiatives indicates, does not allow the organisation to streamline people practices, leading to low morale and retention rates of low-paid employees.  
Cultural Consequences: Motivation, Service Quality & Turnover 
The BrightWave cultural features result in poor employee engagement, uneven performance results and a very high turnover rate of 28%. The culture compromises managerial proficiency, service to clients and creates a vicious circle of burnout and quitting by staff members.  
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Recommendations
· Managerial Capability Development 
BrightWave needs to increase the levels of managerial capability by applying a structured training programme which focuses on coaching, feedback and conflict management. The AMO framework, the programme shall develop the Ability and is an initiative as discussed by Alkhalaf and Al‐Tabbaa, (2023). New supervisors will be deployed to the field through a mentoring system that will help them to pass on knowledge. A competency system will enable them to understand what is expected of them and increase accountability.  
· Performance Management Framework 
An official goal-determination and appraisal system that is consistent with the performance-management cycle identified by Armstrong is recommended. Lack of goal clarity, inadequate communication, as indicated in the case analysis and acceptance of poor performance are some of the justifications for this intervention. Training in constructive feedback techniques will be introduced with the introduction of quarterly reviews of the performance, as mentioned by Weakley et al., (2023). High performance will be supported by a recognition system that will be based on Herzberg motivators. 
· Engagement and Retention Strategy
There should be a systematic induction and an open career ladder that should be created as a response to issues of non-transparent progression noted among new hires. To improve communication, with monthly team briefings and digital updates. Wellbeing and flexible scheduling programmes will offset the resistance to change and retainers as mentioned by Long, Cooke and Mavondo, (2025). In the Expectancy Theory of Vroom, motivation is higher when there is clarity in terms of development opportunities. These activities will be measured by the number of annual turnover surveys and turnover cuts.  
· Culture Change Programme  
A leadership development programme based on some advocacy of people-first principles and enhanced role modelling of the behaviours they are aspiring to receive, as mentioned by Fabisch et al., (2025). BrightWave will be dealt with by regular feedback loops and cross-team collaborative projects by the staff. The cultural objectives will be established as long-term and quantifiable and their progress will be monitored through surveys of employees, collaboration KPIs and improved client satisfaction indicators.


[bookmark: _Toc214366494]Conclusion
In conclusion, a lack of performance expectation and a culture that values operational efficiency in place of employee welfare have resulted in the people-management issues that face BrightWave. The use of Herzberg, Vroom, AMO and Schein models illustrates the fact that underdeveloped motivation, ineffective communication strategies. A low level of development is are cause of unreliable performance and a high rate of turnover. The results highlight the importance of strong managerial skills, a well-organised performance-management framework, and enhanced engagement plans. A radical cultural change is the key to achieving a better staff experience and performance in the organisation. The suggested recommendations are expected to improve the quality of services, improve retention and align the organisation, focusing on the client expectations and adaptable workforce needs.
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