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[bookmark: _Toc215274333]Executive Summary
The goal of the report is to assess the managerial roles and skills required at BrightWave, apply relevant theories and models to understand the organisational context, critically examine the role played by organisational culture and offer evidence-based recommendations for improvements in people management, productivity, and profitability. The analysis of the case through the lens of pertinent theories/models, such as the AMO model, psychological contract theory, Herzberg's motivation theory and Schein's cultural model revealed that BrightWave has poor performance management, managerial capability, and organisational culture that deter employee motivation, capabilities, and effective contribution to the organisation, as well as relationships with clients and the reputation of the company. In this light, the report provided key recommendations for improving managerial practice, performance management, and culture. Through strategic transformation in managerial skills, communication, recognition, culture, and personnel development, BrightWave will be able to establish a high-performance environment that would ultimately improve their productivity, quality of services and long-term sustainability.


[bookmark: _Toc215274334]1.0 Introduction
Efficient people management is a defining factor of organisational performance, employee engagement, and long-term sustainability (Alam et al., 2024). In the case of BrightWave Services Ltd, characterised by rapid growth, increasing client demands, and low morale among employees, effective managerial people leadership is crucial. The case explains that managerial ability, performance management, organisational culture, and staff retention are also core issues that jeopardise the operational consistency and client satisfaction. This report assesses the managerial roles and skills required at BrightWave, applies relevant theories and models to understand the organisational context, critically examines the role played by organisational culture and offers evidence-based recommendations for improvements in people management, productivity, and profitability.
[bookmark: _Toc215274335]2.0 Managerial Roles and Skills Required at BrightWave
[bookmark: _Toc215274336]2.1 Rationale for Change
BrightWave's managers work with geographically dispersed teams, high-volume workloads and service-level demands that are typical of facilities management. Therefore, managers at BrightWave are mostly involved in administrative and operational roles, without regard for employee development and well-being. Mintzberg (1973) posits that managers must take on three key roles, which include interpersonal, informational, and decision-making. This indicates a gap in the managerial roles at BrightWave, evidenced in their avoidance of performance discussions.
Additionally, the senior executives claim they are results-oriented, yet the frontline employees find that they are rigid and hardly appreciative. This lapse is an indicator of poor strategic people leadership at the top level. According to Appelbaum et al. (2000), managers should be able to build an environment in which staff members have the opportunity to perform better. The culture at BrightWave negates this, which is partly due to managers being unprepared to be able to lead people as well as manage processes.
[bookmark: _Toc215274337]2.2 Skills Required for Effective People Management
Based on CIPD’s recommendations (Bosley and Gifford, 2023), BrightWave's managers must have four skill sets:
Performance coaching skills: The supervisors must be able to set expectations, monitor behaviour, offer developmental feedback and do frequent one-to-one reviews. According to Armstrong and Taylor (2020), performance management will be most successful when managers embrace the coaching style of leadership instead of command-and-control.
Communication and feedback skills: Notably, underperformance is typically accepted because tough conversations are bypassed. To facilitate constructive dialogues and to make work processes even more fair and consistent, managers need to be trained in the formal feedback frameworks, including SBI (Situation-Behaviour-Impact) (Buckingham and Goodall, 2019).
Motivational and engagement skills: High disengagement and a turnover ratio of 28% indicate that the managers must possess motivational skills underpinned by theories like Herzberg’s (1968) two-factor theory that prioritise recognition, support and autonomy, which BrightWave's employees feel are lacking.
Emotional intelligence (EI): According to Landry (2019), managers with high EI are efficient at trust building, identifying team concerns, and conflict handling. Goleman (1998) proposed self-awareness, empathy, and relationship management as key traits for effective leadership, and these are currently lacking at BrightWave.
[bookmark: _Toc215274338]3.0 Application of People Management Theories and Models
[bookmark: _Toc215274339]3.1 The AMO Model
According to the AMO model, performance (P) is determined by ability (A), motivation (M), and opportunity (O) (Kellner, Cafferkey and Townsend, 2019). An analysis of BrightWave through the prism of the AMO approach offers the following useful insight:
· Ability: Employees are not well trained or developed, limiting their performance capabilities.
· Motivation: Insufficient recognition and a poor sense of career lead to a decrease in intrinsic motivation.
· Opportunity: The task-oriented culture and a hindered employee voice decrease the level of involvement in the decision-making.
This implies that BrightWave is performing poorly in all three spheres. Studies have shown that improving all three aspects enhances productivity and organisational citizenship behaviours (Boxall and Purcell, 2016; Bos-Nehles et al., 2023). 
[bookmark: _Toc215274340]3.2 Psychological Contract Theory
The psychological contract theory by Rousseau (1995) accentuates the expectations that the employer and employee have with each other. The high turnover of BrightWave and unsuccessful results of the survey indicate that the employees do find a violation of unfairness (lack of proper distribution of workload), development (absence of career growth), and support (poor communication). Violation of the psychological contract leads to withdrawal of effort and commitment among other employees (Conway and Briner, 2005), as observed in the increased number of complaints received by clients and lack of engagement of employees.
[bookmark: _Toc215274341]3.3 Motivation Theories: Herzberg and Self-Determination Theory (SDT)
According to Herzberg’s (1968) motivation-hygiene theory, salary and job security (hygiene factors) help curb dissatisfaction, but actual interest lies in recognition, achievement and growth, which BrightWave does not have. Self-Determination Theory (Deci and Ryan, 2000) goes ahead to propose that the motivation is caused by autonomy, competence and relatedness. Employees indicate a lack of autonomy and good relations with the managers, leading to poor motivation. Meeting these needs will help in retention and performance.
[bookmark: _Toc215274342]3.4 Situational Leadership Theory
The situational leadership model of Hersey and Blanchard (1988) asserts that situational leadership underlies that managers should shift leadership styles based on competence and dedication of employees. The supervisors of BrightWave, who are promoted due to their technical skills, frequently revert to a telling style unsuited to the experienced employees or avoidant style unsuited to poor performers. This discrepancy leads to lack of consistency and conflict in the team.
[bookmark: _Toc215274343]3.5 Organisational Culture Theories: Schein and The Competing Values Framework
According to Schein (2010), shared assumptions, values and artefacts shape organisational culture. At BrightWave:
· Artefacts: “Task-driven processes,” “lack of recognition,” and “transactional supervision.”
· Values: “Efficiency”, “reliability”, and “cost-effectiveness.”
· Shared assumptions: It is assumed that people are a means of developing operational activities, and not part of organisational value.
Competing Values Framework (Quinn and Rohrbaugh, 1983) contributes to the diagnosis of the Culture in BrightWave. Based on this framework, BrightWave's current culture is Control/Hierarchy with focus on procedures, stability, and efficiency. However, the current situation requires a change in culture to Clan Culture, which entails prioritisation on collaboration, development and people-sensitive values.
[bookmark: _Toc215274344]4.0 The Impact of Organisational Culture on People Management at BrightWave
The organisational culture of BrightWave Services Ltd has a significant implication on the role that managers perceive their roles and the people-management practices that they perform. As explained in the case study, commercial positioning of the company as a low-cost and dependable provider has influenced its culture so that the company has predominantly a task-oriented environment. Such a focus on efficiency and output has led to a transactional culture, where compliance is favoured over the growth or welfare of the employees (Monyai, Mitonga-Monga and Makhubele, 2024). The reinforcement of efficiency-oriented measures sends a message to the managers that the people-focused leadership should be secondary and leads to a deficiency of responsibility and well-cultivated managerial competencies (Denison et al., 2012). CIPD (2025) states that due to their mostly excessive utilisation of transactional strategies, such organisations face a lack of engagement, discretionary effort and turnover, as evident in BrightWave. Employee issues on equity, rewards, and career growth indicate that the prevailing culture is not very helpful in promoting psychological investment and long-term commitment. In its place, the employees seem to feel that the workplace is practical but that it is emotionally detached, which further fosters the disengagement cycle.
This cultural inflexibility is also expressed in resistance to innovations such as flexible work schedules, well-being initiatives, or cross-team collaboration. This dynamic is described by Schein’s (2010) model of organisational culture, which posits that as soon as underlying assumptions in the organisation are fixed, employees and managers will be opposed to change to defend the existing norms. In the case of BrightWave, there is a risk of not adopting new practices, which indicates that the psychological safety level is minimal, and employees might consider experimentation as a dangerous or even unwanted activity. This limit learning and adaptability, which are vital in contemporary facilities management situations that are defined by unstable client demands and labour market forces.
Lastly, a strategic danger exists in the fact that the internal culture of BrightWave does not align with the external customer demands. Lou et al. (2023) cited that the procurement decisions of clients in the public sector have increasingly involved evidence of social value, equity, well-being, and sustainable employment by the suppliers. Particularly, the facilities management industry exhibits a strong connection between the well-being of its workforce, quality of services, and customer satisfaction (FacilitiesNet, 2024). The employability of BrightWave could be threatened by its strong culture, as well as the limited focus on the workforce experience, which could potentially be negative in a world where ethical hiring and people-centred business are becoming the hallmarks of competitiveness. Generally, a combination of these cultural traits (task dominance, aversion to innovation, lack of psychological safety and inadequate alignment with external expectations) hinder efficient people management at BrightWave. This underscores the need for the transformation of the organisational culture to one that highly regards learning, employee well-being and collaborative leadership, which will in turn enhance engagement, retention and organisational performance.
[bookmark: _Toc215274345]5.0 Recommendations for Improving Managerial Practice, Performance Management, and Culture
· [bookmark: _u6ttw8kqpthg]Strengthen managerial capability through structured development: According to Asghar et al. (2023), strengthening managerial competence is among the greatest drivers of organisational performance. BrightWave should implement a structured development programme with emphasis on coaching skills, conflict management, communication, inclusive leadership, and data-driven decision-making. Mentoring systems, peer-learning networks, and supervisor accreditation should also be implemented to professionalise the managerial role and make it more demanding. Improving manager capability will lead to productivity, quality of service, and retention since 70% of team engagement depends on manager behaviour (Gallup, 2024), and, as a result, will reduce costs and increase profit through better workforce stability. In keeping with typical organisational investment in management capability development, about 3% of BrightWave’s annual payroll cost should be allocated for this.
· Foster engagement and retention: To address employee concerns about development, BrightWave should launch career paths and clear career progression maps for all positions, backed by a full induction and micro-learning development platform (CIPD, 2025b). This will lead to less turnover, increased positional equity and belonging, and an enhanced retention channel.
· Implement continuous performance management: It is evident that performance appraisals are lacking at BrightWave, leading to the acceptance of underperformance. According to McKinsey (2024), organisations that adopt continuous performance management, quarterly goal-setting, frequent feedback, and agile performance reviews are likely to achieve better financial outcomes over four times the usual. BrightWave should introduce frameworks such as the Balanced Scorecard or OKRs to turn the strategic priorities into clear and quantifiable goals. Introducing 360-degree feedback and pre-structured instruments (e.g., BOOST or SBI models) can improve the level of fairness and decrease rating bias (Dalvi et al., 2023). Agile performance reviews using data will also help in early detection of underperformance and targeted development interventions. According to Aldoghan et al. (2023), when performance expectations are massive, predictive and growth-driven, workers give more output, there is enhanced innovativeness, and there is minimised wastage of operations, which have a direct impact on profitability.
· Establish a high-trust, people-centred organisational culture: BrightWave should establish a people-centred culture through collaborative projects, recognition awards, role-modelling, and fostering employee voice (Buckingham and Goodall, 2019). According to Deloitte (2024), the outcomes of the employees working in high-trust, person-centred cultures demonstrate much better motivation rates, productivity, and commitment, as the trust lessens the intentions of turnover by half. Creating psychological safety by establishing employee voice forums, recognition programmes, cross-functional collaboration projects and open channels of communication supports and strengthens shared purpose (Williams, 2024). According to McKinsey & Company (2023), organisations with strong cultures realise 1.6 times higher profits and client satisfaction rates. 
· Integrate HR analytics: People analytics can be used to forecast the risks of the workforce, as well as to make better investment choices. BrightWave should therefore integrate HR analytics into its operations, tracking KPIs such as turnover, engagement, performance, customer satisfaction, and hours of training to optimise HR interventions (Bhatti, Awan and Razaq, 2014). According to Fineman (2017), HR analytics-embedded companies perform better and are more productive. 
[bookmark: _Toc215274346]6.0 Conclusion
BrightWave's performance management, managerial capability, and organisational culture issues are intertwined and systemic. Through the lens of pertinent theories, such as the AMO model, psychological contract theory, Herzberg's motivation theory and Schein's cultural model, it is clear that the existing practices deter employee motivation, capabilities, and effective contribution to the organisation. The misalignment of the culture with external expectations is also a strategic threat to relationships with clients and the reputation of the company. Through strategic transformation in managerial skills, communication, recognition, culture, and personnel development, BrightWave will be able to establish a high-performance environment that would ultimately improve their productivity, quality of services and long-term sustainability.
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