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Executive Summary

This report explores the people-management problems at BrightWave Services Ltd and explains what skills and behaviours managers need in order to support their teams more effectively. It uses simple people-management theories to understand why employees feel confused, why communication is weak and why motivation levels are low. Many workers say they do not feel recognised or supported, while managers admit they find it difficult to give feedback or address performance problems. The organisational culture also feels strict and focused mainly on tasks, which affects trust and engagement. The report ends with clear and realistic recommendations that can help BrightWave improve communication, build trust, support career growth and create a more positive work environment. 
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BrightWave Services Ltd is a company that has expanded quickly in recent years, and this fast growth has created a number of difficulties in the way people are managed. Many employees work across different locations and often feel unsure about what they should do, what the priorities are or how they can develop their careers within the company. Several members of staff say they do not receive enough clear communication from their managers, and some feel that their work goes unnoticed or unappreciated. When employees do not understand what is expected from them or do not feel valued, it becomes harder for them to stay motivated and committed.
 
Managers at BrightWave also face challenges. Some of them admit that they do not feel confident talking about performance problems or giving honest feedback. They worry about upsetting employees or creating conflict, so they avoid important conversations. This creates confusion for staff, because they do not know when something needs to be improved or when they are doing well. It also creates frustration for employees who work hard but do not receive recognition or proper support. Over time, this leads to low engagement, higher staff turnover and uneven performance across different teams.

Another problem that has appeared as the company grew is that many employees no longer feel the same level of support they once had. When an organisation gets larger, communication often becomes slower, and people start to feel disconnected from their managers. Some employees at BrightWave say that they rarely see their manager, which makes it harder to ask questions or feel guided in their work. When managers are too busy or too distant, staff might think that their concerns are not important. Over time, this can lead to frustration and a sense of being left alone with problems. A workplace feels safer and more motivating when people know that help is available when they need it.

The aim of this report is to look closely at what skills, knowledge and behaviours managers at BrightWave need in order to manage people effectively. It also uses simple and well-known theories in people management to explain why the current problems exist and how they affect employees. The report then examines the company culture and how it shapes communication, motivation and the overall atmosphere at work. Finaly, the report provides clear, realistic and evidence-based recommendations that can help BrightWave improve the way managers support their teams and create a more positive and productive environment.

[bookmark: _Toc1430441857]2. Main Findings
[bookmark: _Toc366770748]2.1 Roles and Skills Required by Managers
Managers at BrightWave are responsible for guiding staff, coordinating daily tasks and making sure services meet client expectations. However, many of them struggle with parts of their role that involve communication and people management. The case study shows that several managers avoid conversations about low performance because they feel uncomfortable or unsure about how to approach the situation. This is a common issue when managers have not received proper training in giving feedback, managing conflict or coaching employees. Research from CIPD (2025) also shows that many UK managers lack confidence in difficult conversations when they have not been supported with the right learning opportunities.
 
A successful manager needs a combination of good communication skills, emotional understanding and the ability to support others. For example, managers should be able to explain expectations clearly, check in regularly with staff and listen carefully to concerns. McGregor’s Theory X and Theory Y explain how a manager’s beliefs about people affect their behaviour. When managers think employees need strict control and constant supervision, they act in a more rigid and controlling way, like Theory X. This style often makes employees feel untrusted and reduces motivation (McGregor, 1960). Research shows that a more open, supportive and trusting approach helps staff feel valued and leads to better results (Ogbonna & Harris, 2000).
 
Managers at BrightWave also need stronger emotional intelligence. This includes the ability to stay calm during stressful moments, understand how employees feel and respond in a respectful and supportive way. Emotional intelligence helps managers manage conflict, reduce misunderstandings and build stronger relationships. When staff feel understood and supported, they are more likely to stay engaged and perform well. In my opinion, emotional intelligence is one of the most important skills a manager can have because people work better when they feel understood.
 
Performance management is another area where managers need improvement. Studies show that regular, simple conversations between managers and employees help build clarity and trust (Maley, 2024). However, at BrightWave many managers are so focused on rotas, task lists and operations that they do not spend enough time checking in with their teams. This makes employees feel ignored and unsure about their progress. Many also say they rarely receive recognition, even when they work hard. Evidence shows that recognition is one of the strongest drivers of motivation (Pincus, 2022). When employees do not feel appreciated, morale drops and turnover rises.
 Another problem that has appeared as the company grew is that many employees no longer feel the same level of support they once had. When an organisation becomes larger, communication often slows down, and people start to feel disconnected from their managers, which is common in workplaces with rapid expansion (Armstrong, 2019). Some employees at BrightWave say they rarely see their manager, which makes it harder to ask questions or feel guided. When managers are too busy or distant, staff may think their concerns are not important, creating frustration. Research shows that people feel more motivated when they know help is available and managers are present and approachable (Pincus, 2022).

Overall, the role of a manager at BrightWave requires stronger communication skills, confidence in handling performance issues, better emotional intelligence and a more supportive approach to leadership. Without these skills, managers cannot fully support their teams, and this affects the whole organisation.
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Several well-known theories help explain the challenges BrightWave is facing. Herzberg’s Two-Factor Theory suggests that employees become unhappy when basic needs such as communication, fairness and respect are not met. In the case study, many employees say they do not feel recognised or supported, which fits Herzberg’s idea that poor communication and lack of appreciation lead to dissatisfaction (Herzberg, 1966). Younger workers also say they do not know how to progress in their job, which shows that important motivators such as growth and development are missing (Alam, 2024).
 
The psychological contract is another theory that helps understand employee frustration. This concept explains that employees have unwritten expectations about how they should be treated by the organisation. When managers do not communicate properly or fail to support staff, employees feel that these expectations have been broken, which leads to frustration, mistrust and low engagement (Sfeir, 2022). At BrightWave, many staff feel left out of decisions and unsure about their future, which damages this psychological contract.
 
Organisational culture also plays a large role. According to Schein’s model, the deeper values and assumptions of a company influence everyday actions and attitudes (Schein, 2017). Leaders at BrightWave believe the culture is positive and efficient, but employees describe it as strict, numbers-driven and not very people-focused. This difference in perception creates confusion and tension between staff and managers. When employees feel the culture is cold or unfriendly, they are less likely to speak up, share ideas or feel committed to the organisation.
 
Performance management theory explains that people need clear goals, steady feedback and fair treatment in order to perform well (Armstrong, 2019). At BrightWave, managers often avoid discussing performance problems, which leads to frustration among high-performing employees and encourages poor performance to continue. When staff do not understand what is expected from them, they cannot perform at their best.
 
Research on high-performance work systems highlights the importance of training, open communication and staff involvement in decisions (Alqudah et al., 2022). BrightWave offers limited development opportunities, and communication is weak across different teams. These gaps make it more difficult for employees to trust the organisation and adapt to changes.
 
Together, these theories show that BrightWave’s problems are connected to communication gaps, unclear expectations, lack of recognition, poor performance management and a culture that feels too strict and not supportive enough.
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The culture at BrightWave has a strong influence on how people behave and how motivated they feel. Many employees describe the culture as strict, focused mainly on targets and not very open to discussions. When a workplace puts too much emphasis on numbers and not enough on people, employees start to feel stressed, ignored or disconnected. Research shows that a task-heavy culture can reduce engagement, weaken creativity and make employees feel that their personal needs are not important (Ogbonna & Harris, 2000).
 
Communication between teams is also limited. Many staff members work separately and rarely share information with other departments. This creates a feeling of isolation and makes it harder to solve problems or understand the bigger picture. Studies show that when teams work in isolation, cooperation becomes weaker and confusion increases (Burrell & Morgan, 2019). When people do not communicate, they cannot support each other or learn from each other’s experiences.
 
Trust is another concern. Some employees do not trust that new wellbeing activities or company changes are genuine. This lack of trust usually appears when communication has been unclear or inconsistent for a long time. Research explains that when trust is low, employees are less likely to accept new ideas or give honest feedback (Hassard, 2020). At BrightWave, some staff feel unsure about management decisions and doubt whether leaders really listen to them.
 
External expectations from clients also affect the company. Clients expect fair and responsible treatment of employees. CIPD (2025) shows that organisations with strong people-management practices perform better overall and maintain better long-term client relationships. If BrightWave wants to stay competitive, it needs to improve internal communication, trust and culture.
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BrightWave should begin by investing in better training for managers. This training should help managers learn how to communicate clearly, give honest feedback and handle difficult conversations in a respectful way. When managers feel confident and prepared, employees feel more supported and the overall atmosphere becomes more positive. Proper training will also help managers recognise good performance and address poor performance before it becomes a bigger problem.
 
Performance management at BrightWave also needs improvement. Employees should have regular one-to-one meetings with their managers, where they can discuss goals, progress and any concerns they have. These conversations should be simple, honest and supportive. When staff understand what is expected from them and receive steady feedback, they feel more secure and perform better. Improved performance communication also reduces stress and builds trust between managers and staff (Maley, 2024).
 
Communication across the organisation needs to be more open and consistent. Leaders should explain decisions in a clear and simple way and make space for employees to ask questions or share ideas. When communication improves, trust grows, and employees feel more involved and respected (Sfeir, 2022). Regular updates, simple briefings and open discussions can help rebuild this trust.
 
Career development also needs attention. Many employees want opportunities to grow, learn new skills and move into new roles. BrightWave could offer training courses, mentoring and clearer steps for progression. When employees see that the company cares about their future, they are more likely to stay motivated and committed.
 
The organisation also needs a more supportive culture. Small acts of recognition, such as thanking employees or acknowledging good work, can make a big difference. Encouraging teamwork and promoting wellbeing can help make the workplace feel friendlier and more positive. Research shows that when staff feel valued and supported, they work better and are more loyal (Ogbonna & Harris, 2000).
 
Finally, communication between teams must improve. Helping different teams communicate more and work together instead of working separately will make the company more connected and effective. When teams understand each other’s work and share information, trust grows and the overall service improves. Strengthening these connections will also help BrightWave meet client expectations and remain competitive.


[bookmark: _Toc232520819]3. Conclusion

BrightWave is dealing with several people-management challenges that affect motivation, communication and overall performance. Employees feel unsure about expectations, unrecognised for their work and disconnected from decisions. Managers also lack confidence in handling performance issues and often avoid important conversations. The culture of the company, which feels strict and very focused on tasks, also contributes to these problems and makes it difficult for employees to feel supported.
 
Using simple theories such as Herzberg’s Two-Factor Theory, the psychological contract and Schein’s cultural model helps explain why these issues are happening. Employees need clear communication, respect, recognition and opportunities to grow. In my opinion, these issues show how important it is for managers to stay connected to their teams and communicate in a simple and honest way. When these needs are not met, motivation decreases and turnover increases. The recommendations in this report focus on improving manager skills, strengthening communication, offering clearer development opportunities and building a more supportive culture. If BrightWave takes these steps, it can create a workplace where employees feel trusted, appreciated and ready to give their best.
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