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[bookmark: _Toc216403176]Executive Summary
BrightWave Services Ltd. is an up-and-coming facilities management company that is experiencing severe issues in people management and organisational culture. Even after its growth, the company is faced with high turnover, performance management inefficiencies, and a culture that does not emphasise employee recognition and growth. The report assesses the skills and roles that should be met by managers at BrightWave, uses appropriate and applicable theories in people management to evaluate current dilemmas in the company and gives some recommendations on how to enhance management practices, performance management systems, and organisational culture. The report further examines how the existing culture has affected the people management practices of the company and provides recommendations on how the company can transform into a more people-oriented culture. Through such strategies, BrightWave will be able to boost worker engagement, minimise turnover, and enhance organisational performance, which will lead to profitability in the long run of the company.


Table of Contents
Executive Summary	ii
1. Introduction	1
1.1. Overview of BrightWave Services Ltd	1
1.2. Purpose of the Report	1
2. Evaluating the Roles and Skills Required by Managers	2
2.1. Role of Managers at BrightWave	2
2.2. Key Skills for Effective Performance Management	3
2.3. Managerial Gaps	3
3. Applying Theories and Models of People Management	4
3.1. Performance Management Theories	4
3.2. Cultural Theories	5
4. Organisational Culture at BrightWave and Its Impact on People Management	7
5. Recommendations for Improving People Management, Performance, and Culture	7
5.1. Manager Capability Development	7
5.2. Modernised Performance Management	8
5.3. Employee Engagement and Cultural Change	10
6. Conclusion	11
References	11

[bookmark: _Toc216403177]1. Introduction
[bookmark: _Toc216403178]1.1. Overview of BrightWave Services Ltd
BrightWave Services Ltd. is a medium-sized facilities management company with about 350 employees working under its business divisions of building maintenance, cleaning services and workplace support. The firm is headquartered in South Wales and has experienced a booming growth in the past few years, with substantial contracts with the public sector (BrightWave Services, 2021). Nonetheless, this expansion has come with various internal issues that have affected the performance of the company, especially in people management. The high employee turnover, performance management gaps, and organisational culture that does not focus on the development, recognition and engagement of employees have been brought about by the rapid expansion. 
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Figure 1: BrightWave Services Ltd (Brightwave Service, 2016)
[bookmark: _Toc216403179]1.2. Purpose of the Report
This report aims to review the positions and competencies that managers at BrightWave need and how these elements can be enhanced to resolve the current people management challenges faced at the company. 
[bookmark: _Toc216403180]2. Evaluating the Roles and Skills Required by Managers
[bookmark: _Toc216403181]2.1. Role of Managers at BrightWave
The management setup at BrightWave is that of senior managers and frontline managers. In ensuring that the organisational targets are achieved at a strategic level, senior managers are tasked with the responsibility of monitoring the operations of the organisation in terms of efficiency, cost control, and compliance. Their participation is mostly in the upper-level decision-making and to make the business run smoothly. Frontline managers, on the other hand, have the responsibility of overseeing the daily operations, supervision of teams and also ensuring that the services provided meet the company standards (Gutterman, 2023).
Nevertheless, the managers of BrightWave, especially at the frontline level, are not managing their staff members appropriately. Although technically skilled in the services BrightWave provides, many of them have been advanced based on their technical skills as opposed to leadership or people management capabilities. This has created a skills gap in being able to lead well, especially in the areas of employee performance and development.
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Figure 2: Key elements for effective performance management (van Vulpen, 2021)
[bookmark: _Toc216403182]2.2. Key Skills for Effective Performance Management
Managers should have a set of skills in order to enhance performance management in BrightWave. Leadership plays a very significant role, as it assists the managers in inspiring and motivating the employees to perform well. Leadership needs good communication skills so that it can offer constructive and clear feedback, expectations and be able to assist the employees to better in their performance (Cortellazzo et al., 2019). The skills of conflict resolution are also necessary to overcome any interpersonal problems that can be experienced among the employees, so that the workplace is harmonious. Moreover, managers should have coaching and development skills to be able to advise employees regarding career advancements so that they can enhance and enrich their skills (Mone et al., 2018). 
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Figure 3: Best practices for time management (Motion, 2023)
Also, time management skills are necessary for effective performance management. Managers will need to make sure that the allocation of duties and resources is effective to help the employees meet their objectives and organisational targets (Lušňáková et al., 2021). Nevertheless, at BrightWave, managers tend to give more attention to the scheduling and compliance and ignore more significant people management practices, including coaching, development, and feedback.
[bookmark: _Toc216403183]2.3. Managerial Gaps
The formal people-management training of the managers is one of the primary problems at BrightWave. The majority of managers in the company have been promoted due to their technical expertise in the services provided and not in their people management skills. Consequently, they tend to be incompetent to deal with performance in an effective manner. They often avoid performance conversations, which results in a lack of uniformity in the quality of services and employee dissatisfaction. The absence of regular feedback and coaching also implies that nothing is ever done to notice that one is underperforming, and this is a source of resentment among the high-performing staff (Audenaert et al., 2019).
[bookmark: _Toc216403184]3. Applying Theories and Models of People Management
[bookmark: _Toc216403185]3.1. Performance Management Theories
There are various theories that can be utilised in enhancing performance management in BrightWave. Goal-Setting Theory (Locke and Latham, 2002) has shown the need for having clear, specific and challenging goals as a way of enhancing performance. This theory would give the employees clarity and a direction by setting SMART goals (Specific, Measurable, Achievable, Relevant, Time-bound) (Jeong et al., 2023). Such objectives must comply with the client expectations and internal performance goals, where the employees will be encouraged to realise their objectives. 
[image: ]
Figure 4: Goal-setting theory (Lucidity, 2023)
The other theory that is relevant is the Hierarchy of Needs by Maslow, which argues that employees must satisfy their basic needs and then have the capacity to concentrate on other higher needs such as self-actualisation (Maslow, 1943). In the case of the employees at BrightWave, the satisfaction of their basic needs, like recognition, fair treatment, and career development, would make them feel appreciated. In case such needs are fulfilled, then the employees will be more engaged, which lowers the turnover and enhances performance (Kopsov, 2021). 
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Figure 5: Hierarchy of needs (VectorMine, 2021)
The performance management strategy of BrightWave also requires the Situational Leadership Theory (Hersey and Blanchard, 1969). According to this theory, leaders are encouraged to change their leadership styles depending on the preparedness of their staff members (Xuecheng et al., 2022). 
[bookmark: _Toc216403186]3.2. Cultural Theories
The organisational culture is relevant in the management of people in BrightWave. According to the Iceberg Model (1992), Schein indicates that organisational culture has visible and hidden layers (Schein and Schein, 2017). The observable layers involve visible behaviours, which in this case are the task-driven and numbers-first culture at BrightWave. Nevertheless, the lower levels, that is, underlying assumptions and beliefs, are more hidden and yet may be a critical factor in shaping organisational behaviour. The fact that BrightWave assumes efficiency to be the key factor will have to be taken care of to create a more collaborative and people-centred culture. A shift in these underlying assumptions will help the company become more engaged and innovative (Matkó and Takács, 2017). 
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Figure 6: Iceberg Model (Alamy Limited, 2022)
According to the Cultural Dimensions theory (2001) by Hofstede, BrightWave is in a high-power distance culture, with the employees potentially having equal treatment, but the hierarchical and task-oriented culture leads to power imbalance. This organisational culture kills communication and teamwork. In solving this, the managers of BrightWave ought to aim at minimising the power distance by promoting openness in communication and participation among employees in decision-making (Akpa et al., 2021; Hofstede, 2001).
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Figure 7: Cultural Dimensions theory (David, 2014)
[bookmark: _Toc216403187]4. Organisational Culture at BrightWave and Its Impact on People Management
The organisational culture is characterised as task-oriented, numbers-driven, and low recognition with BrightWave. People management has great implications regarding this culture. Low employee engagement, especially of staff in low-level positions, has been caused by the emphasis on efficiency and cost containment. Poor appreciation of employees also leads to high turnover, and this is particularly true among the part-time and flexible employees. The employees are not valued, and this reduces the motivation and the overall performance (Bregenzer et al., 2022). 
Lack of career advancement and the feeling of low development prospects are the significant causes of high employee turnover. Most of the younger workers complain of not knowing their career paths in the firm and hence being dissatisfied and disengaged. Moreover, the strict culture suppresses creativity and innovation, and it is not an easy task to allow the organisation to introduce new practices and solve the challenge of the workforce (Alshammari, 2020).
There is also poor communication and trust between the managers and their employees. Managers also will not confront performance issues, and issues that are not addressed will continue to demoralise the employees (Iskamto, 2023). 
As per the model of strong vs. weak cultures by Gordon and DiTomaso (1992), the culture of BrightWave can be declared weak. Strength culture, in which the values and behaviour are shared, would enhance the commitment of employees, lessen their turnover, and have a conducive work atmosphere (Gordon and DiTomaso, 1992).
[bookmark: _Toc216403188]5. Recommendations for Improving People Management, Performance, and Culture
[bookmark: _Toc216403189]5.1. Manager Capability Development
The main area that needs to be improved to resolve the lapses in managerial capacity at BrightWave concerns the area of investment in leadership training, which aims at improving people-management competencies. The primary measure that can be taken to enhance managerial competence is the presentation of an organised training program, including all necessary skills related to coaching, effective communication, and conflict resolution. Coaching is important since it enables managers to mentor their employees in the context of personal growth, allowing them to overcome challenges, develop their talents, and align their goals with organisational objectives (Atiase et al., 2023). 
[image: A diagram of a project management capability

AI-generated content may be incorrect.]
Figure 8: Project Management capability (Collidu, 2022)
Moreover, time management and emotional intelligence should be incorporated into the extensive training program since they enable managers to balance between their operational tasks and provide a healthy and supportive workplace (Martina et al., 2015). Developmental pathways should be introduced to new supervisors, and this entails having clear growth objectives in the company. Senior leader mentoring is essential to strengthen the stable leadership behaviours in the entire organisation and provide support, knowledge, and role models to the new managers. It has been found that companies that have managers of high competence, who are well-trained, experience high rates of employee engagement and retention (Ulrich et al., 2008). 
[bookmark: _Toc216403190]5.2. Modernised Performance Management
The performance management system that BrightWave has currently should be restructured to make it more active and focused on the organisational objectives. At the moment, the firm uses annual appraisals that do not offer prompt and proactive feedback to the employees. The best solution is to change to a system where quarterly check-ins are included. Such common touchpoints would give the employees real-time feedback on their progress, which would enable them to monitor their progress and make relevant changes in a faster time frame. Frequent performance reviews should also encourage a constant dialogue between the managers and employees, which may assist in detecting the problems early and resolving them in advance (Mendy, 2021).
An important component of this new performance management system is to set SMART goals (Specific, Measurable, Achievable, Relevant, Time-bound) for all employees. Specific goals that are consistent with the organisational objectives enable the employees to know exactly what is expected of them, thus they become more focused and motivated (Vecteezy, 2023). Moreover, the introduction of a digital performance dashboard is to be provided to monitor the key performance indicators (KPIs) in real time. This would provide transparency where the employees would be able to view the ways in which their performance is in line with the organisational targets and how they are performing in comparison with their fellow employees (Swann et al., 2023). 
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Figure 9: SMART goals (Vecteezy, 2023)
It is also useful to make managers evaluate performance objectively, eliminating any ambiguity and the possibility of biases in judgments (Aguinis, 2023). Digital dashboard provides the ability to conveniently track the progress and trends, along with making data-driven decisions on the basis of talent development, recognition, and rewards at BrightWave.
[bookmark: _Toc216403191]5.3. Employee Engagement and Cultural Change
To transform the organisational culture of BrightWave, it will be necessary to pay attention to the employee experience and the needs of the employees, and a more inclusive and collaborative work environment should be promoted. The redesign of the induction process to better suit the evolving culture of the company is one of the initial stages in this process. The induction process should not just give the new employees some insight about their roles but also give them an insight into the values, mission and long-term vision of the company. By establishing expectations at the very beginning and showing the employees a general picture of the career paths within the company, the organisation will make employees feel that they belong to it and its interests (Albrecht, 2021).
This is a significant feature of cultural change, which involves the formation of Employee Voice Groups. Such groups would give employees a platform where they can express issues, give their opinions and recommend how things can be improved (Moore and Hanson, 2022). 
[image: A diagram of a schedule

AI-generated content may be incorrect.]
Figure 10: Flexible Scheduling Trials (Chadha, 2024)
Flexible Scheduling Trials are to be offered to employees to improve their welfare and involvement even more. These tests would prove the willingness of the company to facilitate the work-life balance, which is especially valuable in a facilities management company where workers must work beyond the regular office hours. Flexible schedules will relieve stress, enhance job satisfaction, and retention (Angelici and Profeta, 2024). 
[bookmark: _Toc216403192]6. Conclusion
BrightWave Services Ltd. is at a crossroads with great challenges that are concerned with people management, performance, as well as organisational culture. Its poor managerial skills, performance management systems that are old and a task-driven culture have led to low employee engagement, high turnover, and poor service delivery. The suggestions made in this report are the development of managerial skills, adoption of a modern performance management system, and transformation of the company culture to one that appreciates recognition, innovativeness and employee development. These issues can be tackled to enable BrightWave to develop the engagement of employees, minimise turnover, and improve overall organisational performance, which will lead to success in the long term. 
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