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1. Introduction 
BrightWave Services Ltd is a facilities management company in South Wales with about 350 staff working in building maintenance, cleaning, and workplace support. The company grew quickly after winning big public sector contracts, but it is now struggling to keep up with the demands of clients and a growing workforce.

Managers at BrightWave focus mainly on tasks, schedules, and costs. Many supervisors have been promoted from technical roles and have never been trained in managing people. As a result, performance issues are often ignored because supervisors feel uncomfortable having difficult conversations. This creates unfairness and frustration among teams.

The company has a “numbers first” culture, where staff feel under appreciated and not listened to. Turnover is high, especially among cleaning staff on part time or flexible contracts. Many employees say they don’t get proper induction, don’t know what career paths are available, and don’t feel valued by their managers.

Teamwork across different parts of the business is weak, and new ideas like flexible working or wellbeing support are often met with resistance. At the same time, clients such as schools and hospitals now expect employers to show good working practices and support staff wellbeing. If BrightWave does not improve how it manages people, it risks losing contracts and seeing performance continue to drop.

This report looks at the skills and roles managers need to manage staff effectively, examines people management theories, explores how the company culture affects management, and gives evidence based recommendations. The goal is to improve management, staff engagement, performance, and organisational culture, which will help BrightWave become more productive, keep employees longer, and maintain good client relationships.



2. Roles and Skills Required by Managers at BrightWave Services

The Role of Managers
Managers at BrightWave supervise staff across many sites. They are responsible for service delivery, staff development, and client satisfaction. Right now, managers mainly focus on schedules, hours, and costs. They are promoted for technical skill, not leadership ability. This leaves huge gaps in staff support, performance management, and team trust. Managers should also coach, give feedback, and help staff grow and have to path to development. (ACAS, 2020)

Effective managers need to go beyond task supervision. They should provide coaching, feedback, development opportunities, and ensure fair workload allocation. They also influence organisational culture by modelling behaviours, encouraging collaboration, and supporting innovation (Schein, 2017). 

Without these broader skills, underperformance persists, team morale declines, and high performing employees may feel resentful (CIPD, 2022).

Key Skills for Manager Performance 
· Communication – Ability to give clear instructions and have open discussions about performance. (CIPD, 2022)
· Coaching and Feedback – Using constructive feedback to help employees improve. (ACAS, 2019)
· Emotional Intelligence – Understanding and managing staff feelings to motivate them. (Goleman, 2018)
· Conflict Management – Dealing with underperformance and disagreements fairly. (CIPD, 2020)
· Career Development – Explaining progression paths to retain staff. (UKCES, 2016)
· Data and Performance Awareness – Using data to monitor service quality and staff performance. (BEIS, 2021)


3. People Management, Theories and Models
BrightWave Services faces challenges with staff turnover, low engagement, and inconsistent service delivery. Applying people management theories and models can help understand these issues and guide improvements in leadership, motivation, and performance management.
Armstrong’s High Performance Model, focuses on setting clear goals, monitoring progress, giving regular feedback, and linking individual performance to organisational aims (Armstrong, 2021).
 At BrightWave, supervisors often avoid giving feedback and only monitor task completion. This reduces accountability and allows underperformance to happen amongst the business. Applying Armstrong’s model would mean managers hold regular performance discussions, set clear expectations, and recognise efficient work, which could improve service quality and give staff a safer feeling environment. 
The Performance Management Cycle – Plan, Act, Review, Reward – also provides a structured approach (Fletcher, 2019). 

Currently, BrightWave managers mainly act by completing tasks and schedules. The review and reward stages are missing, leaving employees feeling undervalued and uncertain about their progress in the business. Introducing structured one to ones, annual get togethers, and recognition schemes would complete the cycle and encourage higher performance from the staff. 

Self Determination Theory (SDT) emphasises autonomy, competence, and relatedness as key motivators (Deci & Ryan, 2000). 

BrightWave staff often lack control over scheduling, have limited opportunities to learn new skills, and feel isolated from their colleagues. Managers could enhance motivation by involving staff in relevant decisions, providing good training, and encouraging teamwork across the business. 

By combining these models:
	•	Managers can follow structured performance management cycles, giving feedback and rewards consistently.
	•	Motivation can improve through recognition, career development, and wellbeing initiatives.
	•	Leadership approaches can shift to more flexible, people focused styles.
	•	Investing in managers and staff creates a high commitment culture, helping keep employees and maintain service standards.

Using these theories provides a roadmap for BrightWave to address high turnover, improve engagement, and enhance service delivery while preparing managers to be effective people leaders rather than just task supervisors.


4. How culture affects people management 

BrightWave has a task driven, numbers first culture, which strongly affects how managers behave. Supervisors focus on efficiency metrics such as hours worked, costs, and schedules rather than staff engagement, recognition, or development. This reflects a negative culture, where control, predictability, and routine are valued over flexibility or innovation in the workplace.

When a culture values efficiency, cost savings, and compliance over people development, managers focus primarily on tasks such as scheduling, hours worked, and compliance reporting to staff. This means they spend less time on coaching, engagement, feedback, and recognising good performance, which are key parts of modern people management (CIPD, 2025).  

The culture also encourages siloed working. Employees stick to their usual bit of work, avoiding collaboration with other teams. This reduces opportunities for shared problem solving knowledge exchange within the team and innovation across the organisation (CIPD, 2021). As a result, improvements in performance and service delivery are slower, and managers are less likely to experiment with approaches that could support staff retention and engagement.

Ultimately, BrightWave’s culture does more than shape management practice it actively limits the organisation’s ability to adapt to challenges and external pressures. Public sector clients increasingly expect suppliers to demonstrate fair work practices, employee wellbeing, and social value. The current culture makes it difficult for BrightWave to meet these expectations, putting contracts and long-term growth at risk (UK Government, 2022).

Changing this culture would require a shift in leadership behaviours, with managers modelling people centred practices, recognising staff contributions within the workplace, encouraging collaboration and opportunities, and supporting innovation. Without this cultural change, even skilled managers will struggle to put effective people management practices in right place

BrightWave has a task driven, numbers first culture, which strongly affects how managers behave. Supervisors focus on efficiency metrics such as hours worked, costs, and schedules rather than staff engagement, recognition, or development. This reflects a negative culture, where control, predictability, and routine are valued over flexibility or innovation in the workplace.

Using Schein’s model of organisational culture helps explain how these behaviours are formed. BrightWave’s underlying assumptions efficiency equals success, staff are replaceable, and change is risky are visible in everyday practices. Examples include minimal induction for new recruits, rigid scheduling, and little recognition for good work. These assumptions create a self reinforcing cycle: managers follow task focused routines because that is expected, and little attention is given to people-management improvements (Schein, 2017).

The culture also encourages siloed working. Employees stick to their usual bit of work, avoiding collaboration with other teams. This reduces opportunities for shared problem solving knowledge exchange within the team and innovation across the organisation (CIPD, 2021). As a result, improvements in performance and service delivery are slower, and managers are less likely to experiment with approaches that could support staff retention and engagement.

Ultimately, BrightWave’s culture does more than shape management practice it actively limits the organisation’s ability to adapt to challenges and external pressures. Public-sector clients increasingly expect suppliers to demonstrate fair work practices, employee wellbeing, and social value. The current culture makes it difficult for BrightWave to meet these expectations, putting contracts and long-term growth at risk (UK Government, 2022).

Changing this culture would require a shift in leadership behaviours, with managers modelling people centred practices, recognising staff contributions within the workplace, encouraging collaboration and opportunities, and supporting innovation. Without this cultural change, even skilled managers will struggle to put effective people management practices in right place










5. Recommendations 

Improve Manager Skills
· Train managers in coaching, giving feedback, and dealing with difficult conversations.
· Provide mentoring and support for new supervisors.
Good managers increase employee engagement, performance, and retention. (CIPD, 2023) 

Encourage Trust and Safety
· Create a safe space for staff to raise ideas or concerns.
· Train managers to listen and act fairly.
Psychological safety improves teamwork, innovation, and performance. (CIPD, 2023)

Recognise and Reward Good Work
· Give regular recognition (e.g.,employee of the month) and link some rewards to performance
· Provide positive feedback not just negative.
Recognition motivates staff and reinforces good behaviour. (CIPD, 2023)

Build a People Focused Culture
· allow staff to give opinions
· Provide clear career paths.
· Listen to staff through one to ones or meetings.
A supportive culture increases engagement, retention, and productivity. (CIPD, 2023)

Fair Performance Management 
· Set clear goals for all staff.
· Regular one to one meetings to give feedback.
· Document progress and development plans for individuals to keep bettering themselves.
Structured performance management improves fairness, motivation, and results. (CIPD, 2023















6.Conclusion 
BrightWave Services Ltd is facing important challenges that affect its employees, performance, and overall success. The company has grown quickly, but this growth has highlighted problems with management and staff engagement within the business. Many supervisors have been promoted because of technical skills rather than management experience and knowing exactly what role they need to fill. As a result, they often feel uncomfortable giving feedback, addressing underperformance, or supporting staff development. Employees, especially younger and part time staff, feel unclear about career paths, undervalued, and not recognised for their work. This has led to high turnover, low engagement, and frustration with the staff who perform well. The company culture, which focuses on efficiency and numbers, adds to these problems by limiting any work collaborations, innovation, and all employee motivation.

Managers at BrightWave need both operational and people skills to improve performance within the work place. They should be able to monitor and review work, give constructive feedback, coach and develop staff, and motivate their teams to the best standard. Skills like emotional intelligence, conflict management, and adapting leadership style to different team members are also important. Structured performance management, including clear goals, regular one-to-one meetings, and development plans, can help ensure fairness and accountability while supporting employee growth.

People management theories show that recognition, career progression, and personal development are key motivators. Maslow’s Hierarchy of Needs and Herzberg’s Two-Factor Theory suggest that employees need more than pay and conditions to stay motivated. Situational Leadership theory shows that managers must adjust their style to the needs and experience of each employee. Evidence from UK organisations confirms that investing in manager training, good performance management, and a supportive culture improves productivity, engagement, and retention (CIPD, 2023; ONS, 2021).

Recommendations for BrightWave include training managers in feedback and coaching, creating clear performance management systems, recognising and rewarding staff achievements, providing career development pathways, and using data to monitor performance and turnover. Building trust and psychological safety is also important so employees feel confident raising issues and suggesting improvements.

If these steps are taken, BrightWave can expect higher engagement, lower turnover, better client service, improved productivity, and increased profitability. A shift to a people-focused culture and stronger managerial practices will help the company meet both internal demands and external client expectations. Investing in people management is therefore not just about improving culture, it is a key strategy for long term success within a business.
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