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[bookmark: _Toc216363438]Introduction
BrightWave Services Ltd is a medium-sized facilities-management firm in South Wales. It offers schools, NHS hospitals, and local councils maintenance services, cleaning, and support in the workplace. The company expanded very quickly after securing some big contracts in the public sector, and the gaps in management capacity, performance management, and organisational culture appeared (Armstrong and Taylor, 2020). As a result, BrightWave finds it difficult to maintain the high quality of services and provide them with the growing diverse workforce. This report measures the roles and skills that managers should use to perform management. It uses people-management theories: motivation, leadership, Iceberg Theory, and psychological contract theory in the context of BrightWave and examines how organisational culture can impact managerial practice and provides evidence based suggestions on how to enhance managerial performance, employee involvement, and performance. The core problems faced by the company include a high rate of staff turnover, low engagement rates, particularly in part-time and flexible frontline jobs, poor coaching as well as performance-management competencies, and the increased client demands regarding fair work and social value. Employee engagement and culture are closely related in their influence on turnover and performance: favourable cultures increase motivation, retention, and quality of service (Bakker and Demerouti, 2024). These issues have to be solved to continue being productive, satisfying clients, and successful in the end. Psychological contracts to comprehend the expectations of employees and the Iceberg Theory to unveil the concealed cultural assumptions provide a comprehensive perspective of the sources that impair the success of the managers.

[bookmark: _Toc216363439]Roles and Skills Required by Managers at BrightWave
[bookmark: _Toc216363440]Current Managerial Context
BrightWave has a flat structure. At the Swansea head office, there are senior managers and front line supervisors who manage teams that are located at dispersed locations. Traditionally, promotions have relied on technical competence as opposed to formal training in management, which is typical of facilities-management organisations (Armstrong and Taylor, 2020). Operational tasks are mainly done by managers, which include scheduling, compliance reporting and cost control. These responsibilities cannot be ignored but do not give people much time or attention to people management, coaching, and development (Storey, 2021).
Frontline managers are not well prepared to hold performance discussions, conflict resolution, and staff motivation. The working orientation establishes discrepancies in supervision, performance observation, and employee growth, which exacerbates engagement and retention. The absence of official induction and defined career opportunities is particularly a problem for new employees, who are still not certain about expectations and long-term opportunities.
[bookmark: _Toc216363441]Key Managerial Roles for Effective People Management
To manage people effectively at BrightWave, the managers have to fulfil a number of connected functions:
Planning and organisation: Managers align the schedules, resources, and workloads of staff members with the demands of clients and the available workforce (Robbins and Coulter, 2018). To take a recent example, the solution to the issue of providing sufficient cleaning personnel on an NHS site and balancing overtime and expenses requires the operational expertise and responsiveness to the wellbeing of the staff.
Coaching and development: Supervisors are encouraged to offer formalised induction, mentoring and career advice to meet the development of the staff, particularly among the younger staff or those on flexible contracts who might feel out of the organisation (CIPD, 2022). This incorporates customised growth strategies and frequent direction, criticism, and educational opportunities.
Performance management: Managers engage in positive performance dialogues, deal with poor performance, and acknowledge performance to enhance fairness and responsibility (Armstrong, 2020). Clearly established expectations, monitoring of outcomes as well as timely intervention, balanced with compassion and organisational standards are in order.
Motivation and engagement: Managers can proactively develop morale by realising employees, solving grievances, and creating an encouraging climate (Bakker and Demerouti, 2024). Motivated employees provide quality client service, are productive and less prone to turnover, which is important in high turnover jobs.
Communication and collaboration: Good managers exchange information in dispersed teams, coordinate efforts with goals, and promote problem-solving (Yukl, 2019). This will minimise silos, enhance innovation and consistency in service delivery.
[bookmark: _Toc216363442]Essential Managerial Skills
The roles of the managers require a combination of interpersonal, leadership and cognitive skills:
Interpersonal skills: Interpersonal skills such as active listening, empathy and conflict resolution assist managers to know what the staff is worried about and also solve problems in a timely manner, and develop trust (Goleman, 1998).
Leadership skills: Situational or transformational leadership allows managers to fit different needs and motivations of teams (Northouse, 2021). Transformational leadership challenges the staff, whereas situational leadership aligns leadership to the competence and involvement of the team members.
Decision-making and problem-solving: Managers are supposed to be able to juggle the needs of the employees with the demands of the operations, resolving the issues with staffing, scheduling, and performance in a manner that is most effective (Robbins and Coulter, 2018).
Technical and people management balance: Performance, development and engagement should be given as much attention as efficiency and cost control, which is ensured through the integration of the operational knowledge with people-oriented practices (Storey, 2021).
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[bookmark: _Toc216363444]Motivation Theories
The Hierarchy of Needs opines that employees shift their attention between the physiological and safety needs to social belongingness, respect and self-actualisation (Maslow, 1943). The low wages and little appraisal at BrightWave undermine lower needs, and the lack of a career path prevents self-actualisation. A combination of these needs, such as fair compensation, recognition, career development, and meaningful work will help increase motivation and retention.
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Figure 1:Hierarchy of Needs 
Source: (Maslow, 1943)
The Two-Factor Theory of Herzberg divides hygiene factors which are enough to create dissatisfaction, and motivators increasing satisfaction (Herzberg et al., 1959). BrightWave has to work on the two aspects: better remuneration, working conditions, and recognition programmes increase job satisfaction and reduce turnover.
[image: Hertzberg's two factor theory - Business studies motivation theories]
Figure 2: Herzberg's Two-Factor Theory
Source: (Herzberg et al., 1959)
Theory X and Theory Y by McGregor have underscored the assumptions of the managers concerning the employees (McGregor, 1960). BrightWave has not yet gotten rid of Theory X ideas, as employees are assumed to require close supervision. By changing to Theory Y, which means enabling employees, promoting responsibility, and providing intrinsic motivation, the engagement, accountability, and performance will be improved.
[image: McGregor theory X Y diagram | Download Scientific Diagram]
Figure 3: Mcgregor's Theory x and theory y
Source: (McGregor, 1960)
[bookmark: _Toc216363445]Performance Management Models
The SMART goals provide clear, measurable, achievable, relevant and time-based goals, to ensure that the employees know what is expected of them and enhance accountability (Doran, 1981).
GRW coaching model (Goal, Reality, Options, Will) assists managers in directing the staff in problem-solving and skill-building processes in formal coaching discussions (Whitmore, 2017).
The 360-degree feedback involves the collection of information by peers, clients and managers and allows an impartial evaluation of the individual being analysed and can also assist leaders in identifying areas that need improvement (London, 2003).
The models have the ability to rectify the performance management inconsistency of BrightWave and increase employee development.
[bookmark: _Toc216363446]Leadership and Management Models
Transformational leadership inspires the employees by providing vision, support and recognition (Bass and Riggio, 2006). It can be used to enhance engagement, discretionary effort and service quality as applied at BrightWave.
Situational leadership (Hersey and Blanchard, 1969) will make sure that the managers respond to the competence and motivation of the staff and give them the appropriate degree of direction and control.
Emotional intelligence (EI) allows managers to identify and control their feelings and react to employees to enhance performance management and interpersonal relationships at work (Goleman, 1998).
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The Iceberg Theory (Schein, 2010) reveals that the organisational culture has the tip of visible behaviours, policies and procedures. Influencing engagement, motivation, as well as managerial behaviour, there are hidden assumptions, values and beliefs. The lack of engagement and high turnover in BrightWave is a manifestation of unspoken cultural assumptions, including poor valuation of employee development.
According to the Psychological Contract Theory, employees possess some unofficial expectations regarding fair treatment, recognition, development, and support (Rousseau, 1995). BrightWave has violated this agreement by having vague career directions, a lack of induction, and minimal rewards. Dealing with psychological contracts will restore trust, commitment and engagement.
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[bookmark: _Toc216363449]Description of Current Culture
BrightWave has a top-down, results-based organisational culture that is efficient, cost-effective, and compliant. The artefacts of it are hard schedules, imposed reporting and centralised decision-makers. The surveys of the staff show low levels of recognition, low levels of innovation and work load inequity. This culture is based on underlying assumptions, including the notion that technical expertise makes managers and front-line employees motivated primarily by monetary rewards (Schein, 2010).
This culture defines the experience of the employees: disengagement is evidenced by high turnover, particularly that of cleaning staff working on flexible contracts. The teams operate as silos and this encourages a throw your lot at stumping for your part of the work. The younger employees are concerned with career development, which shows that organisational objectives and employee views are incompatible (Armstrong and Taylor, 2020).
This is described by the Iceberg Theory, which tells you that what is seen is merely the tip of the iceberg; beneath the surface exist background assumptions of engagement, motivation, and managerial behaviour. Managers can publicly support staff development but not follow it, which will bring about frustration and low morale.
[bookmark: _Toc216363450]Impact on People Management
Managerial practice is influenced by the hierarchical and task-oriented culture. The performance is tolerated because the supervisors do not want to confront them through feedback. There is little staff development; induction and career guidance are minimal. Teamwork and innovation are lost, teams are geared towards short-term functions, and are opposed to betterment. There is adherence; performance measures prevail over employee motivation and reward (Yukl, 2019). Psychological Contract Theory is one of the reasons to understand disengagement: the staff expect to be treated fairly, recognised, communicated with and developed (Rousseau, 1995). BrightWave fails to meet these expectations, creating low engagement, less discretionary effort and turnover.
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The Model by Schein describes artefacts, espoused values and assumptions used to influence behaviour (Schein, 2010).
The Competing Values Framework reveals BrightWave as a hierarchy culture; transition to the clan culture can be beneficial to collaboration, recognition and participation (Cameron and Quinn, 2011).
The Iceberg Theory emphasises the necessity of working on the invisible assumptions and visible policies.
The Psychological Contract Theory provides an emphasis on the fact that the control of implicit expectations of the employees helps to build more trust and involvement (Rousseau, 1995).
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[bookmark: _Toc216363453]Improving Managerial Practice
Performance conversations, coaching, motivation and conflict resolution should be formal training that includes role-playing of real scenarios (Armstrong and Taylor, 2020).
New managers should be paired with experienced peers in mentoring and peer support to instil the best practices (CIPD, 2022).
The interpersonal skills and relationship management will be sharpened by emotional intelligence workshops and coaching (Goleman, 1998).
Operational and people-management competencies should be reviewed on a quarterly basis by the management.
[bookmark: _Toc216363454]Performance Management Improvements
Systematised performance appraisals: use SMART goals for all employees (Doran, 1981).
Recognition and reward programmes: give both financial and non-financial rewards based on individual and team performance (Herzberg et al., 1959).
360-degree feedback: collect the information of peers, clients, and managers (London, 2003).
Induction and career paths: develop detailed onboarding and progression strategies for all the positions.
[bookmark: _Toc216363455]Enhancing Organisational Culture
Employee recognition programmes: institutionalise the rewards to commemorate efforts.
Cross-team working and innovation: create project teams and forums to encourage the exchange of ideas.
Wellbeing programmes: provide flexible working hours, mental health programmes and physical wellbeing programmes (Bakker and Demerouti, 2024).
Psychological contract management: involves employees, solving unresolved needs, and talking openly to restore confidence (Rousseau, 1995).
Cultural change programmes: the end of hierarchical culture and the establishment of the clan culture by leading workshops, storytelling, and appreciation of good managers (Cameron and Quinn, 2011).
Cultural change programs: Shift from hierarchical to clan-oriented culture through leadership workshops, storytelling, and recognition of effective managers (Cameron and Quinn, 2011).
[bookmark: _Toc216363456]Expected Outcomes
· Less turnover and increased engagement.
· An increased employee satisfaction, motivation and discretionary effort.
· Greater managerial skill that balances operations and people-oriented interests.
· Teamwork, a creative and reward-based culture is in harmony with the Iceberg Theory.
· Re-established trust and commitment based on effective psychological contract management.
· Better productivity, customer satisfaction, profitability and sustainability.


[bookmark: _Toc216363457]Conclusion 
The current managerial and cultural situation of BrightWave shows a lack of skills and a task-oriented, hierarchical culture. BrightWave can move towards people people-centred approach by using motivation, performance management, leadership, Iceberg Theory, and psychological contract theory. Formal training, systematic performance regimes, mentoring, recognition programmes, wellbeing programs and psychological contract management are vital in ensuring a fit between managerial practice and employee expectations and organisational culture. Handling apparent and submerged elements of culture would prepare managers to inspire, train, and keep employees and sustain the quality of operations. By implementing these recommendations, turnover will decrease, engagement will increase, the quality of services will improve, and innovation will be achieved. The employees will feel appreciated; clients will get service in a consistent and reliable way and BrightWave will increase its productivity, profitability, and long-term sustainability. This combined strategy makes BrightWave a high-performing and people-centred organisation that can address the expectations of the workforce and clients.
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