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BrightWave Services Ltd: A Report on People Management, Performance, and Organisational Culture
Introduction
Context and Purpose: BrightWave Services Ltd, a medium-sized facilities management provider operating across South Wales, is currently facing significant internal challenges that threaten its long-term viability and ability to secure external contracts, particularly within the public sector. Rapid expansion, driven by securing major public contracts (schools, NHS, local councils), has outpaced the development of its organisational infrastructure, specifically in people management. This report aims to critically evaluate the existing managerial roles, skills gaps, and cultural impediments impacting performance management within BrightWave, before proposing a comprehensive set of evidence-based interventions.
The Imperative for Change: Key indicators signal urgent systemic problems: annual staff turnover stands at an alarming 28%, engagement scores lag significantly behind sector averages, and client complaints regarding inconsistent service are escalating. The company's historic reliance on a culture described as “task-driven, numbers first and low on recognition” (Source 1: BrightWave Services Ltd Case Study, 2025) is now directly undermining productivity and profitability.
Report Structure: The analysis will proceed by: (1) analysing the functional roles and requisite skills of managers; (2) applying foundational theories of motivation and performance to diagnose the situation; (3) critically assessing the reciprocal relationship between organisational culture and management practice; and (4) delivering strategic recommendations for systemic improvement.
Evaluation and Analysis of Managerial Roles and Skills Required for Performance Management:
2.1. The Current Managerial Deficit: 
BrightWave’s management structure is largely populated by individuals promoted based on their technical excellence in areas like building maintenance or cleaning compliance, following a traditional technical career path. As one senior leader admits, “We’ve always promoted our best technical staff, but that doesn’t automatically make them skilled in managing people.” This technical orientation means middle managers focus disproportionately on operational metrics: scheduling, cost control, and compliance reporting, neglecting the 'soft' aspects of leadership, such as coaching, motivation, and conflict resolution, which are crucial for staff engagement and retention (Source 2: Adair, 1986).
2.2. Failure to Fulfil Core Management Functions: 
Effective performance management requires a manager to operate across several domains. BrightWave managers are currently failing in the vital developmental and motivational roles. The frontline supervisor who chooses to “just end up doing extra myself” rather than confront underperformance illustrates the complete failure in the core function of Performance Accountability. This inaction creates horizontal resentment among higher-performing employees, directly violating principles of organisational justice, as perceived effort does not align with perceived reward (Source 3: Adams, 1965, on Equity Theory).
2.3. Required Transformative Managerial Roles: 
To transition BrightWave into a “people-centred business, “managers must adopt three specific, high-leverage roles: * The Performance Coach and Developer: This role demands proficiency in coaching models, such as the GROW Model (Goal, Reality, Options, Will). Instead of "criticising, “managers must facilitate staff in identifying their own developmental needs and solutions. This is crucial for addressing the new recruit's lack of awareness about “what career paths actually exist.”
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The Feedback Facilitator: Managers require training in delivering constructive, balanced feedback that separates the behaviour from the person. Techniques like “Non-Violent Communication (NVC)” are essential to overcome the current reluctance to engage in “confrontation,” turning difficult conversations into developmental opportunities (Source 4: Rosenberg, 2003).
The Engagement Champion: Given the pervasive "low on recognition” culture, managers must be trained to actively and frequently recognise effort and achievement, transforming performance conversations from administrative tasks into motivational events. This is particularly vital for the high-turnover cleaning staff on flexible contracts who often feel invisible (Source 5: Buckingham & Clifton, 2001, on Strengths-Based Management).

2.4. The Critical Skill Delta:
The Cultural Paradox: BrightWave leaders articulate a need to become a “people-centred business,” yet their daily practices and underlying cultural assumptions are diametrically opposed to this vision. Without a sustained, top-down cultural intervention that changes what is rewarded and recognised, management practices will remain stuck in the task-driven loop, regardless of any new policies implemented, ultimately resulting in cynicism from staff who will perceive the stated vision as mere empty rhetoric and further eroding trust and engagement, thereby creating a toxic environment where innovation is stifled and voluntary turnover remains persistently high across all divisions.

3. Evaluation and Application of Relevant Theories and Models of People Management
3.1. Motivational Analysis using Herzberg’s Two-Factor Theory
 Herzberg distinguishes between Hygiene Factors (which cause dissatisfaction if absent but do not motivate when present, e.g., working conditions, salary, fair policy) and Motivator Factors (which drive satisfaction and performance, e.g., recognition, achievement, progression) (Source 6: Herzberg, 1968). BrightWave’s Failure: BrightWave's current focus on cost-effectiveness neglects both sets of factors. While low pay addresses Hygiene Factors inadequately, the critical failure is the absence of Motivators: limited recognition and few opportunities for personal development. The staff's feeling that they “come in, do the hours, and leave. Nothing more,” epitomises an environment devoid of Motivators, leading inevitably to the 28% turnover rate.
3.2. The Performance Management Cycle and its Breakdown
A functional Performance Management system comprises four stages: Planning, Coaching, Reviewing, and Rewarding (Source 7: CIPD, 2024). Systemic Failure: At BrightWave, the Planning stage is weak (no induction, unclear paths), the Coaching stage is non-existent (Managerial Skills Gap), and the Reviewing stage is avoided (Performance Management Gaps). This systemic breakdown means performance issues are neither corrected nor celebrated, creating a vacuum where underperformance is tacitly condoned. The cycle effectively stagnates, undermining the company’s claim to be a “reliable provider.”
3.3. Leadership Style Application using Hersey and Blanchard's Situational Leadership Theory
This model suggests that effective leadership requires adjusting style based on the follower's readiness level (competence and commitment) (Source 8: Hersey & Blanchard, 1969). Misaligned Style: BrightWave managers, being highly technical and task-focused, likely default to a Telling (S1) style—dictating tasks and procedures—which is only appropriate for low-competence, high-commitment staff. This style is unsuitable for the long-standing, but unmotivated, staff (who need Participating/Delegating to feel valued) or for the younger staff seeking development (who need Selling/Coaching to understand career progression). The continued use of an inflexible style contributes directly to high attrition and low engagement scores.

4. Critical Assessment of Organisational Culture and its Influence on People Management Practices
4.1. The diagnosis: A Culture of Control and Risk Aversion: Applying Schein's Model of Organisational Culture (Source 9: Schein, 2017), BrightWave’s culture can be mapped: Espoused Values: Efficiency, reliability, pragmatism. Artefacts (Visible Behaviours): High turnover, minimal formal training, flat structure, managers focused purely on cost control and tick boxes.  Underlying Assumptions: The foundational assumption is that performance is solely a technical output achieved through compliance and control. People are viewed as interchangeable resources whose primary value is cost minimization, rather than assets requiring development and engagement.

4.2. Influence on People Management: This rigid, conservative, and numbers first culture acts as a powerful brake on positive people management change: Devaluation of "Soft Skills": Since the core assumption values technical output, people-management skills like coaching and motivation are seen as "nice-to-have" rather than critical business drivers. This institutionalizes the Managerial Skills Gap. Resistance to Innovation: The culture is “resistant to new ideas, “treating innovations such as flexible scheduling or wellbeing initiatives with scepticism. This prevents the company from addressing the practical needs of its part-time and flexible workforce, which is a major driver of the 28% turnover (Source 10: Hofstede, 1980, on cultural dimensions of control). Lack of Collaboration: The cultural norm to “stick to their bit of the job” inhibits cross-divisional problem-solving and shared accountability. This silo mentality contributes to the inconsistent service reported by clients, as issues often fall between maintenance, cleaning, and workplace support.

4.3. The Cultural Paradox: BrightWave leaders articulate a need to become a “people-centred business,” yet their daily practices and underlying cultural assumptions are diametrically opposed to this vision. Without a sustained, top-down cultural intervention that changes what is rewarded and recognised, management practices will remain stuck in the task-driven loop, regardless of any new policies implemented, ultimately resulting in cynicism from staff who will perceive the stated vision as mere empty rhetoric and further eroding trust.





5. Evidence-Based Recommendations for Systemic Improvement
The recommendations below are designed to address the interconnected nature of BrightWave's problems—simultaneously tackling managerial behaviour, performance systems, and the underlying culture (Source 11: Kotter, 1996, on Change Management).

5.1. Strategic Managerial Development (Addressing Managerial Skills Gap)
	Recommendation
	Action Detail
	Expected Outcome & Justification

	Mandatory "Lead with People" Certification
	Implement a blended learning programme (classroom and 1-to-1 coaching) focused on Situational Leadership, Performance Coaching, and Conflict Resolution (Difficult Conversations).
	Outcome: Managers transition from controllers to coaches. Justification: Formal training is essential to embed new skills, particularly EQ and feedback delivery. This directly addresses the tolerance of underperformance and inability to confront issues (Source 12: Goleman, 1998, on Emotional Intelligence).

	Recruitment and Promotion Criteria Revamp
	Adjust promotion criteria for supervisory roles to weigh People Leadership Competencies equally with technical expertise.
	Outcome: Breaks the cycle of promoting technically skilled but managerially unprepared staff. Justification: Ensures future leaders possess the foundational skills required to handle performance and engagement (Source 13: Ulrich, 1997, on Human Resource Champions).






5.2. Performance Management System Redesign (Addressing Performance Gaps)
	Recommendation
	Action Detail
	Expected Outcome & Justification

	Shift to Developmental Check-ins
	Replace annual reviews with mandatory, frequent (bi-weekly) 15-minute Check-ins focusing on wellbeing, resource barriers, progress towards one key goal, and quick, forward-looking feedback.
	Outcome: Creates a culture of continuous dialogue and early intervention. Justification: Frequent, informal check-ins are proven to reduce the stress and avoidance associated with formal 'criticism,' fostering a developmental mindset (Source 14: Rock, 2019, on the neuroscience of feedback).

	Implement Clear Career Pathways and 
Induction
	Define and map visible career progression routes (e.g., Cleaner →Supervisor → Area Manager). Integrate this into a structured, two-day Induction for all new staff.
	Outcome: Addresses the new recruit's concern and the limited progression cited in exit interviews. Justification:Provides crucial Motivator Factors (Herzberg) and increases long-term commitment and retention (Source 15: PwC, 2023, on workforce expectations).













5.3. Targeted Cultural Transformation (Addressing Organisational Culture and Retention)
	Recommendation
	Action Detail
	Expected Outcome & Justification

	Implement a Value-Based Recognition Scheme
	Introduce a simple, non-monetary, peer-to-peer recognition system aligned with the new "people-centred" values (e.g., Teamwork, Service Excellence, Leadership).
	Outcome: Counters the “low on recognition” culture and increases engagement. Justification: Recognition systems are a cost-effective way to reinforce desired cultural behaviours and link daily tasks to organizational values (Source 16: Bersin, 22, on Recognition).

	Standardised Workload Audit and Reporting
	Develop a transparent methodology for allocating workload, particularly in Cleaning Services, and institute a confidential mechanism for reporting and reviewing imbalances.
	Outcome: Addresses the staff concern about fairness in workload allocation and improves internal equity. Justification: Ensuring procedural justice is a vital Hygiene Factor that reduces resentment and improves trust in management (Source 17: Acas, 2023).

	Senior Leadership Coaching
	Provide coaching for the senior management team to help them visibly champion the cultural shift (e.g., discussing people issues before financial ones in meetings).
	Outcome: Ensures the cultural shift is authentic and top-down, providing necessary role modelling. Justification:Culture change must be driven from the top down to overcome resistance to innovation (Source 18: Senge, 1990, on Learning Organizations).












Conclusion

BrightWave Services Ltd stands at a critical juncture where its historic focus on cost-control and technical efficiency is generating unsustainable levels of staff turnover and compromising service quality, risking the loss of lucrative public-sector contracts.
The company’s core deficiencies lie in a profound Managerial Skills Gap and an underpinning task-driven culture that has failed to value and develop its workforce. This results in the complete collapse of the performance management cycle and the failure to provide essential motivators.
The provided evidence-based recommendations offer a pathway to systemic improvement. By investing in leadership training, instituting developmental performance check-ins, and deliberately shifting the culture to one that values recognition and fairness, BrightWave can successfully transition into the desired people-centred business. This change is not merely a 'soft' HR initiative. 

It is a strategic necessity for enhancing service consistency, improving productivity, and securing future profitability. Ignoring the human capital issues will inevitably lead to contract losses and reputational damage, making the shift to a people-centred approach a commercial imperative.
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Lorem ipsum dolor sit amet, consectetur adipiscing elit, sed do eiusmod
tempor incididunt ut labore et dolore magna aliqua.

OPTIONS

Lorem ipsum dolor sit amet, consectetur
adipiscing elit, sed do eiusmod tempor
incididunt ut labore et dolore magna aliqua.

exercitation ullamco laboris nisi ut aliquip ex
ea commodo consequat.





