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[bookmark: _Toc213063044]Introduction
People management is the process of leading, developing, motivating, and supporting employees to achieve organisational goals effectively. It enhances performance, fosters employee engagement, reduces turnover, and builds a positive workplace culture that drives overall organisational success (Armstrong, 2024). Effective people management is significant to organisational success, particularly in service-oriented sectors, as employee engagement and performance directly influence client satisfaction (Sutton, 2018). 
BrightWave Services Ltd is a facilities management company in South Wales that encounters challenges regarding performance management, managerial capabilities, and organisational culture. The company's structure and rapid expansion have led to managerial inefficiencies, weak communication, and declining employee engagement. This report critically analyses the roles and skills required by managers at Brightwave to manage performance. Moreover, it evaluates and applies relevant people management theories, assesses the influence of organisational culture on management practices, and presents evidence-based recommendations to improve overall performance and retention.
[bookmark: _Toc213063045]Roles and Skills by Managers
The effectiveness of managers determines team productivity, client satisfaction, and workforce retention (Jayawardena, 2021). Managers at BrightWave are positioned as critical enablers of employee performance and organisational alignment. According to the Chartered Institute of Personnel and Development (CIPD), effective line managers must possess technical expertise, interpersonal competence, and the ability to convert strategic goals into operational outcomes (CIPD, 2025). 
Managers must translate strategic objectives like efficiency, reliability, and client satisfaction into measurable team-level goals. This requires strategic thinking and the ability to connect operational processes with broader business outcomes. Effective managers balance managerial roles as planners, organisers, and leaders (Dias & Magalhães, 2023). However, at BrightWave, managers appear preoccupied with administrative tasks such as scheduling and compliance. This indicates limited strategic engagement.
Effective performance management includes setting clear expectations, monitoring progress, and providing regular developmental feedback. In addition, timely and specific feedback can enhance accountability and self-efficacy among employees (Grosse, 2023). Supervisors at BrightWave demonstrate limited ability to engage in constructive performance conversations. This indicates a deficit in feedback and coaching skills. Managers require structured training in performance dialogue frameworks to build confidence in delivering constructive feedback while maintaining trust and motivation.
Communication is an important managerial competency that enables coordination, trust, and engagement. Effective communication involves clarity of message, active listening, and empathy (Hargie, 2022). At BrightWave, communication gaps between supervisors and staff add to feelings of neglect and disengagement. Managers should be equipped to use two-way communication channels, provide transparent updates, and create psychological safety to encourage employee voice (Edmondson, 2019).
Emotional intelligence (EI) identifies self-awareness, self-regulation, motivation, empathy, and social skills as essential leadership attributes. Managers with high EI can handle interpersonal challenges, manage conflict, and build cohesive teams (Vrontis, et al., 2021). At Brightwave, low emotional awareness may have resulted in strained relationships and unaddressed tensions among staff. EI can be enhanced through targeted training to help managers lead with empathy, resolve conflicts, and strengthen employee commitment (Coronado-Maldonado & Benítez-Márquez, 2023).
BrightWave's current leadership approach emphasises control and compliance rather than inspiration and development. This seems similar to transactional leadership. However, managers at BrightWave should shift from a task-driven to a people-centred leadership style. Transformational leadership includes articulating a vision, empowering employees, and fostering innovation (Northouse, 2018). This leadership positively influences employee engagement and discretionary effort (Breevaart & Bakker, 2018). Similarly, developing employees through coaching and mentoring can help employees take ownership of their development. At BrightWave, the absence of structured mentoring systems limits learning and professional growth. Managers must be trained to facilitate individual goal-setting, provide career guidance, and nurture potential among team members (Armstrong, 2024). 
Given the company's diverse workforce, managers may encounter conflicts related to workload, performance, and communication (Grosse, 2023). Effective conflict resolution through analytical thinking, negotiation, and impartiality can help BrightWave managers to handle interpersonal disputes and maintain harmony within teams. BrightWave also faces external pressures, and managers must lead change effectively. Successful change initiatives depend on managerial ability to communicate a compelling vision, empower action, and develop adaptability and resilience. Managers can act as change agents and promote continuous improvement (Armstrong, 2024). 
Effective managers base decisions on evidence, consider long-term implications, and maintain ethical integrity. Inconsistent workload distribution and perceived unfairness at BrightWave suggest a lack of ethical awareness and transparent decision processes. Managers' decision-making capabilities can be enhanced through data-driven performance analysis and ethical training to restore fairness and accountability (Trunk, et al., 2020). Managers should also develop digital literacy to utilise HR analytics tools for tracking performance trends, engagement metrics, and turnover patterns. This can foster evidence-based decision-making (Armstrong, 2024).
Building the capabilities through structured development programmes will enable BrightWave's managers to transform performance management, enhance employee engagement, and sustain organisational success.
[bookmark: _Toc213063046]Application of People Management Theories and Models
Theoretical frameworks provide a foundation for understanding and addressing people management challenges. Herzberg's Two-Factor Theory remains a cornerstone in understanding employee motivation. It distinguishes between hygiene factors and motivators. At BrightWave, hygiene factors such as salary, job security, and working conditions are minimally addressed due to part-time contracts and limited benefits. Moreover, motivators such as recognition and advancement are absent. This explains high turnover among cleaning staff as they perceive little opportunity for growth. BrightWave must complement fair pay practices with intrinsic motivators, such as employee recognition, autonomy, and skill development, to foster stronger employee motivation (Neck, et al., 2019).
Additionally, McGregor's Theory X and Theory Y suggest that managers' assumptions about employees shape their leadership style. BrightWave's operational focus and strict supervision suggest a Theory X approach, characterised by control and limited trust. The management requires a transition towards Theory Y, where managers assume employees are self-motivated and capable of self-direction. This could promote empowerment and innovation (Samson, et al., 2024). 
Kolb argues in Experiential Learning Theory that learning is a cyclical process that involves concrete experience, reflective observation, abstract conceptualisation, and active experimentation. This theory suggests that structured learning experiences can enhance leadership competencies (Klikauer, 2019). BrightWave can incorporate this theory to enable managers and employees to learn from mistakes and continuously refine their interpersonal and decision-making skills. Similarly, Goleman's Emotional Intelligence (EI) model asserts that emotionally intelligent leaders are better equipped to motivate, emphasise, and influence teams. Brightwave's managers can encompass EI training and address their interpersonal conflicts, manage stress, and create an environment of respect and openness. EI can be integrated into leadership development programmes so that the company can cultivate emotionally competent leaders to build strong relationships with staff (Armstrong & Taylor, 2023). 
Currently, BrightWave's HR function is administrative rather than strategic. The HR Business Partner Model can be integrated to help the HR department move from a compliance focus to a proactive and data-driven role. This can support line managers in addressing issues related to turnover, engagement, and culture (Stein, 2025). BrightWave's high workloads and limited recognition highlight an imbalance that leads to exhaustion and turnover. The Job Demands-Resources (JD-R) Model can be implemented to enhance job resources through leadership support, fair scheduling, and recognition. This model asserts that burnout and engagement depend on the balance between job demands and job resources. BrightWave may apply this model and experience significant reductions in turnover (Bakker & de Vries, 2021). Similarly, complaints regarding unfair workload can be avoided by incorporating Adam's Equity Theory. With this theory, managers can ensure equitable treatment through transparent communication, objective performance criteria, and inclusive decision-making to rebuild trust (Neck, et al., 2019).
Integrating the theories and models can help BrightWave move from a control-oriented to a development-oriented culture and enhance performance.
[bookmark: _Toc213063047]Influence of Organisational Culture on People Management
Organisational culture influences management behaviour, employee attitudes, and overall organisational effectiveness (Samson, et al., 2024). At BrightWave, the culture is described as task-driven, numbers-first, and low on recognition. This reflects a hierarchical environment that undermines engagement and innovation. BrightWave's emphasis on efficiency over people may result in a transactional management style. This hierarchical culture is focused on control structure and stability. While this approach may deliver short-term efficiency, it erodes long-term motivation and commitment (Demirtas & Karaca, 2020). 
The absence of transparent communication and recognition may weaken trust between employees and management. Employees' reluctance to express concerns or offer suggestions reflects low psychological safety, and this may lead to disengagement and underperformance (Edmondson, 2019). Moreover, BrightWave's conservative culture is resistant to initiatives such as flexible scheduling and wellbeing programmes. The leadership at the organisation must understand that transformation requires visible leadership commitment and consistent reinforcement through communication (Armstrong, 2024). 
Employees have reported feeling undervalued, and this suggests that recognition and inclusion are important determinants of employee retention. The lack of inclusive practices at BrightWave limits diversity of thought and innovation. Organisations that integrate fairness, employee well-being, and ethical management into their culture gain reputational and operational advantages (Armstrong & Taylor, 2023). Leaders at BrightWave must embody the desired cultural change by promoting openness, collaboration, and a culture of continuous learning. Shifting leadership focus from cost metrics to employee engagement can address challenges, introduce development opportunities, and align with client expectations of fair employment practices (Dias & Magalhães, 2023). 
In addition, a culture that prioritises efficiency over empathy can have adverse effects on employee engagement and retention. Engaged employees are those who perceive recognition, development, and support within their work environment (Grosse, 2023). However, BrightWave's current system overlooks employee contributions and lacks developmental feedback, which risks disengagement. Brightwave's compliance-driven organisational culture limits learning and inhibits innovation. Developing a learning-oriented culture is essential for long-term adaptability. This can encourage knowledge sharing, cross-departmental collaboration, and feedback discussions to promote continuous learning and adaptability to change (Klikauer, 2019).
Leaders reinforce cultural values through what they prioritise, measure, and reward (Demirtas & Karaca, 2020). Currently, BrightWave leaders emphasise cost efficiency and indirectly signal that people management is secondary. By adopting transformational leadership behaviour, such as articulating a compelling vision and providing individual consideration, leaders at BrightWave can reshape cultural norms and inspire commitment (Northouse, 2018).
BrightWave's organisational culture constrains effective people management through rigidity, lack of trust, and undervaluation of employee contributions. Transforming this culture into one that values communication, fairness, and development can lead to sustainable performance improvement. 
[bookmark: _Toc213063048]Recommendations for Improvement
Effective improvement in people management at BrightWave Services Ltd requires strategic action focused on developing managerial capability, enhancing communication, and fostering an inclusive culture that prioritises employee wellbeing and engagement. Strengthening these areas can help the organisation achieve higher performance, retention, and long-term organisational success (Neck, et al., 2019). 
BrightWave should develop a continuous performance management system including specific, measurable, achievable, relevant, and time-bound (SMART) objectives. These criteria ensure that goals are clearly defined, realistic, and trackable. Hence, an organisation can improve accountability and performance management (Armstrong, 2024). Moreover, the company should adopt regular one-to-one reviews and constructive feedback, as development appraisals can focus on employees' and the organisation's future growth (Stein, 2025). 
A formal management training curriculum should be introduced that would be grounded in experiential learning and emotional intelligence principles. Training should encompass skills in feedback, conflict resolution, coaching, and inclusive leadership. Leadership development programmes can lead to significant improvements in motivation and retention (Coronado-Maldonado & Benítez-Márquez, 2023). BrightWave can adopt a coaching framework where senior managers mentor junior supervisors. This reflective practice can build confidence and capability. Formal mentoring can foster trust, ownership, and resilience. Moreover, these relationships can support career progression and enhance employee engagement (Armstrong, 2024). 
Additionally, BrightWave should establish structured communication channels such as monthly town-hall meetings, suggestion platforms, and employee surveys. This can build psychological safety and encourage upward feedback to strengthen trust and innovation (Edmondson, 2019). Monetary and non-monetary recognition initiatives, such as performance-based bonuses, public appreciation, career development opportunities, and employee award programmes, can enhance motivation, reinforce positive behaviour, and develop a culture of appreciation within BrightWave (Grosse, 2023). 
Likewise, cultural transformation initiatives can be implemented. These initiatives may include leadership role modelling, inclusive leadership training, cross-functional collaboration projects, and employee involvement workshops. Openness, trust, and shared values can be promoted through these initiatives, and BrightWave can embed a people-centred and collaborative organisational culture (Sutton, 2018). Kotter's eight-step model can guide organisational change. It should start with establishing urgency, forming a guiding coalition, and creating a shared vision. This can develop change management capability, and continuous communication of progress can help embed change (Armstrong & Taylor, 2023). The Human Resources (HR) department can partner with managers to implement workforce planning, analytics, and engagement strategies. By aligning the initiatives with organisational objectives, HR can ensure that people management practices directly contribute to improved performance, employee satisfaction, and long-term business sustainability. This strategic partnership can also enable data-driven decision-making and foster a more proactive and supportive management culture within the organisation (Samson, et al., 2024). 
[bookmark: _Toc213063049]Conclusion
People management inefficiencies at BrightWave Services Ltd arise from managerial skill gaps, inadequate performance management systems, and a rigid, hierarchical organisational culture. The roles of managers must evolve from operational supervisors to empathetic leaders who coach, motivate, and engage their teams. Applying theories such as Herzberg's Two-Factor Theory, McGregor's Theory Y, and the Emotional Intelligence framework demonstrates that intrinsic motivation, trust, and communication are significant to sustainable engagement. Organisational culture transformation is necessary to align people practices with external expectations and strategic objectives. By implementing the proposed recommendations regarding leadership development, structured feedback systems, and cultural renewal, BrightWave can improve employee satisfaction, service quality, and long-term organisational resilience.
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