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In many organisations, the way people behave at work is strongly shaped by the company’s culture. Culture influences how managers make decisions, how staff feel about their work, and how well teams perform (Hall et al., 2020). In BrightWave Services it is clear that certain cultural habits influence the people management in both positive and negative ways. Understanding what these influences is is important because they impact things like motivation and communication between all staff. Things like the skillset of the managers is really crucial to look into as their competency can influence how well certain information gets received by the workers (Mayer et al., 2004). This report will also look at how the current culture affects people management practices and identify the main issues that are holding the company back. The second part of the report will provide simple, evidence-based recommendations to help improve how managers lead their teams, it will discuss how performance is managed, and how the overall culture can be strengthened by referring to authors such as Hall et al. (2020), Adachi et al. (2019), and Mullins (2019). By improving the way people are managed and supported, BrightWave Services can work more effectively, increase productivity, and ultimately improve its profitability.


Some supervisors avoid having honest performance conversations because they feel bit uncomfortable “criticising” any long term staff who have been here a long time. One skill that is heavily required for managers at Bright Wave is emotional intelligence. Emotional intelligence is the ability to perceive accurately, appraise, and express emotion. It is how we can access and generate feelings. It can also be understood as the ability to understand emotion and emotional knowledge. It is also the ability to regulate emotions for emotional and intellectual growth (Mayer et al., 2004, p. 197). The reason why emotional intelligence is so importance in the workplace is because Goleman (1998) states that “emotional intelligence accounts” for nearly “90%” of the competencies that distinguish outstanding leaders. This is crucial for managers in the workplace because it allows them to recognise their own discomfort and manage it. Emotional intelligence also helps as it allows managers to read the employee’s reactions and respond with empathy and stay calm and respectful even when the conversation can become tense. Goleman (1998) backs this up by saying that “leaders who excel in emotional intelligence competencies are more effective at managing teams, building collaboration, and navigating workplace challenges.” 


Another reason as to why emotional intelligence can be seen as a good skill for managers is because Carmeli (2003) and Mullins (2019) say things like managers who have the higher emotional intelligence show better more positive work attitudes and behaviours. As a result this influence the organisational outcomes significantly. A role that managers at Bright Wave should have is the ability to be courageous, and the skill of taking accountability. This is an important skill because it gives managers to have necessary conversations, even if it becomes uncomfortable for the workers. It can focus on behaviours and outcomes rather than character and asking questions and listening carefully allows the conversation to become two-way. Brown (2018), states that “feeding people half-truths and softening feedback to make them feel better is unkind”. This is so important for managers at Bright Wave to take note of because stating crucial feedback, even if the workers don’t want to hear it will only allow them to become better. Lastly, another skill that can help managers at Bright Wave is boundary-setting. This is important for managers to have because without clear boundaries managers might let personal feelings, long-standing relationships, or fear of conflict to get in between job expectations. What happens is that when these boundaries are weak, managers avoid hard conversations to keep peace. Then this causes decline in performance. Cloud (2013) says “when leaders fail to set boundaries, problems go unmanaged”. From this we can think that accountability might become really weak, and performance might go down. Also the managers at Bright Wave can take up the skill of boundary-setting to support fairness, and accountability, as all employees could be held to the same expectations regardless of how long they have been here. Adding onto this, Cloud (2013) says ‘boundaries are the structures that protect your culture and performance standards. Without them, even the good people drift.” Leaders must be willing to address issues early, before it becomes regular pattern.


One theory model that can be applied to the situation at Bright Wave is Herzberg’s two-factor theory. This theory argues that two separate sets of factors influence workplace behaviour. These two factors are hygiene factors like the pay, policies, working conditions, and motivators, such as achievement, recognition, and growth. Herzberg (1968) argues that motivation and job satisfaction come from internal factors such as achievement and recognition, but external conditions merely prevent dissatisfaction. This is relevant to the situation at BrightWave because it helps managers understand what motivates employees and how to structure work and conversations so that performance improve more. This theory does come with its strengths such as the hygiene factors and motivators providing managers with clear framework to look at workplace issues. It allows for managers as well to look at achievement, recognition, and personal growth rather than just addressing any complaints. Managers also use this theory because simply addressing complaints such as workloads or procedures, does not improve long-term motivation. Instead, conversations about performance become more helpful when they include opportunities for growth, recognition of work done well, and setting challenging goals. However, a negative aspect of this theory is the oversimplification of everything. The clear line between hygiene factors and motivators may not always be strong, and some factors like someones salary acts as both a hygiene factor and motivator depending on the individual and context. This theory was also conducted in the 1950s-60s in the United States, but with engineers and accountants. This means motivation drivers can be different across cultures, and industries. But this research is quite old so it is hard to apply to current day but still has lots of interesting teachings as mentioned. 

Another theory that is relevant to management here at BrightWave is Tuckman’s stages of team development. Tuckman identified four predictable stages teams move through, these are forming, storming, norming, and performing. Managers use this framework because it lets them understand conflict, behavioural issues, and also productivity. It acts as a guide on when to coach, or reset expectations. Tuckman (1965) proposed that teams evolve through predictable stages, and effective leadership requires adapting managerial support as the team matures. When it comes to understanding this theory’s strengths and weaknesses, Tuckman’s theory gives a clear, easy framework for understanding team development, helping managers understand challenges and join in to solve those challenges appropriately. By identifying predictable stages like Forming, Storming, Norming, and Performing it lets the managers give proper support. This might be conflict resolution during storming or assigning teams during performing. The theory also encourages self-awareness among teams, improving closeness and productivity. Its simplicity makes it easy to teach and apply across industries, supporting leadership development and team coaching initiatives. However, the theory also suggest that teams move through the stages in order, but in real life, teams might go backward, skip stages, or even go over them again and again. It doesn’t really consider outside factors, like company culture or changes in leadership, this can properly affect how a team works. It also doesn’t think about differences between team members or how the team is made up, which can make it less accurate in predicting behaviour. Even with these  limits, the model is still very helpful for helping managers understand team development and decide how to support their teams to perform better.

Now talking about organisational culture more specifically, itis the shared set of values, beliefs, assumptions, and behaviours that shape how work gets completed within companies (Chalmers et al., 2025). Chalmers et al. (2025) says it is about how employees interact with each other and with the outside world, and it influences decision-making, everyday norms, and the overall work environment. It can be understood as “the way things get done” (Chalmers et al., 2025).In BrightWave, the culture should not be seen by staff members as task-driven, or numbers first and it should not give people little recognition for what they do. This means if people think the focus is mainly on completing tasks and meeting targets, they wont feel valued at all for the effort they put into their work. When staff feel unnoticed or unsupported, positive feelings about the company immediately falls and teamwork becomes a lot weaker. It also makes people less likely to share new ideas or speak up about improvements, because they do not feel their voice will be valued.

However, “a culture of employee engagement” actually encourages the opposite. It should create a workplace where people are listened to, and then feel motivated. This type of culture supports active participation and creativity among employees, helping to build a happy and supportive work environment, as written by Yahya, Khalid and Salleh (2023). When employees feel connected and recognised, they are more willing to contribute, take responsibility, and stay with the organisation.
In conclusion, BrightWave Services can adopt the following evidence based recommendations to improve their organisational culture. Improving the capability of managers is essential to strengthening organisational performance. Research highlights the importance of developing the “competency of managers” so they can actually lead people rather than simply complete their own work (Adachi et al., 2019). Management development should focus on the communication skills and building trust. This will allow people to improve in confidently handling performance discussions. When managers are well equipped not only decision-making improves but actually the teams feel more supported, and the overall work environment becomes more positive and stable.

Clear and consistent performance management frameworks are also needed to guide expectations across the organisation. According to Ferreira and Otley (2009), strong frameworks ensure organisational goals are met through agreed processes between the staff. In practice, this means defining what good performance looks like and communicating this clearly to all staff. Regular feedback should replace any traditional once-a-year type of work reviews, allowing employees to understand strengths, areas for development and their progress all throughout the year and at any time they want to discuss it. A transparent framework makes performance discussions easier and prevents minor challenges from escalating. Employee engagement and retention should be another main point of strength through people-centre strategies. This include improved communication from leaders, opportunities for professional growth, and routine check-ins to understand how staff are feeling at work. When employees feel listened to and valued, satisfaction and loyalty increase. This contributes to a more stable workforce and a more positive reputation for the organisation (Mullins 2019). 

Finally, long-term improvement require ongoing work to develop the organisational culture. Evidence suggests that “cross-functional professional learning communities” can be an effective early step in changing culture more positively (Crawford et al., 2024). Bringing staff from different teams together to share ideas can encourage collaboration and also new ways of thinking. This means there can be an even more supportive environment. Although culture change can take time, these actions help create a workplace where employees feel confident to speak up and work together effectively.
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