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INTRODUCTION

Research monograph “Business entities in the face of contemporary economics” at-
tempts to describe the efficiency of business processes occurring in a turbulent environment,
with regard to enterprises, financial institutions and non-profit organisations.

The monograph is expected to identify the importance of actions undertaken in a
quickly changing environment. The authors refer to various issues — from very general ones
pertaining to economic development to more detailed situations concerning processes occur-
ring within enterprises. Chapters of the study are based on extensive literature and numerous
examples.

The authors realise that both the limited volume and character of the material only al-
low signalling of problems significant, which may be identified in a dynamically changing
environment, from the theoretical and practical point of view. They do hope, however, that
this will become an inspiration for undertaking further discussions and research.

The study may also be interesting to students interested in the above subject ar-
ea. The monograph constitutes one of many sources of information on the topics cov-
ered herein, but the authors hope it will be a useful compendium.
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1.1.
INTRODUCTION

The dynamics of the healthcare market development and differences on economic ex-
penditures in different types of medical institutions cause the significant imbalances in the
working environment. This influences the quality of delivered services and the global voca-
tional satisfaction of the medical staff. To reach the expected high quality of public medical
services undoubtedly needed are financial investment in infrastructure of hospitals, but also -
the efforts to ensure a sufficient amount of physicians and a good work environment condi-
tions for them. In terms of job security generally increases the amount of risks at work due to
generally positive fact - development of civilization, which brings technical and informational
progress and pressure for economic results of work. However, the a growing amount of in-
formation and its transfer rate, also increases the complexity of the work, its intensification,
personal responsibility for decisions, etc. This impact affects first people professionally ac-
tive, with a high degree of motivation, picking from themselves high demands at work, often
striving to perfect fulfilment their professional duties, those who perceive the meaning of life
mainly in the professional successes. Precisely, just a such professional group most frequently
represent physicians. In addition, in this key medical occupation intensively are changing the
patterns of careers, nature of work, social relationships and the psychological climate.

This phenomena are especially “sensitive” in case of public hospitals. Violation of the
psychological contract, the rising quantitative and quality requirements, weakening of the
authority of a doctor as profession in the environment, all of it causes growing dissatisfaction
with work among physicians of public hospitals. Often, this situation leads to chronic fatigue,
emotional exhaustion, routine behaviour towards patients and lack of a sense of work - they
develop so called “burnout syndrome™ (Strykowska, 2002).

Symptoms of burnout are considered result of prolonged stress at work, lack of bal-
ance between the employee’s invests in their work, and what he/she receives in return from
the employer and organizational surroundings (it is a process of dynamic structure). This syn-
drome reveals the most frequently in the form of negative features of organizational behav-
iour, characteristic for public hospitals, such as: lack of identification with the mission of the
organization and its objectives, significant absenteeism and high fluctuation, routine approach
to patients. These facts signalize that morale among physicians in public hospitals is generally
on a medium/low level and the human resources management — is not sufficiently effective
(Bober & Matuska, 2014).

The creators of the concept of burnout - J. H. Freudenberg and Ch. Maslach say that
burnout occurs most often among the representatives of the profession based on helping and
empathetic relationship with another human being, thus in human services and helping pro-
fessions. Affected by this phenomenon, feel the negative attitude to work, helplessness, dis-
couragement, loneliness, incompetence, low self-esteem and even the feeling of being isolated
(Freudenberg 1974, Maslach, 2011). Also other authors point out that burnout is threatening
primarily those employed in occupations involving work with people on intensive contacts
and relates specifically to those professions whose work is helping others (Wilsz,2008, S¢k,
2000). Similarly, more recent research dedicated to widely seen “work-related stress”, reports
psycho-social risk factors at work as more challenging than any other risks (ESENER — 2,
European Agency for Safety and Health at Work, 2016). Moreover, human health sector is on
the first position between different economy sectors were psycho-social risk factors related to
work had been identified. It indirectly indicate also the high risks of burnout syndrome among
medical professions. Although recently, there is also spread of burnout evidence in profes-



sions not related to helping, but connected with the different types of personal services: finan-
cial, sales, administration, etc (Matuska, 2011).

Undoubtedly, the risk of burnout concerns the physician profession in which the fun-
damental role play social skills, close, interpersonal contact and the need for commitment and
emotional exchange with patients. This profession has a long tradition, ethics, code of con-
duct, formal and viable structure. Requires high professionalization, it is dependent upon the
aspirations and motivation, especially professional aspirations, but also cultural and material
ones. If a doctor can implement them as part of their profession, it identifies with it, and its
degree of professionalization increases. The social mission of the physicians’ profession con-
nected with highest responsibility for the lives and health of other people, undoubtedly brings
internal tension and easily generates stress. Long lasting occupational stress together with
responsibility and idealistic attitude in work — very probably will cause the burnout syndrome.
Even when physician doesn’t realize he/she suffers with it (very often it happens as it was
realized in our study) — objectively this syndrome exists, and the social surroundings — doc-
tor’s patients, co-workers, family members, will notice the problem very soon. The issue of
the coaching of physicians, treated as regular HR practice, till now remains terra incognita in
the management systems in public hospitals. Negative emotions at work experienced by phy-
sicians (malaise, job dissatisfaction, loss of commitment or frustration) certainly negatively
affect the quality of medical services. The aim of the managers in public hospitals should be a
systematic evaluation of the level of risk of burnout and implementation adequate methods
and tools, which in a rational manner will prevent/control its occurrence.

The aim of the study is to look for the key factors potentially optimizing the work en-
vironment of physicians and the maintenance of the quality of medical services in public insti-
tutions (Glowacka et. al., 2010). The obtained results hopefully can also be helpful in building
a more efficient incentive systems in public hospitals.

1.2.

CHARACTERISTICS OF THE WORK ENVIRONMENT
IN A PUBLIC HOSPITAL

On the basis of the literature review it can be assumed that the work environment is
an integral part of the global efficiency of public hospital and is influencing both on its eco-
nomic performance, as the quality of life and satisfying of stakeholders. The work environ-
ment evaluation is determined, among others, via: a sense of autonomy, feedback received
from supervisors and customers, supervisor's and co-workers support, possibility to agree
professional compromises, clarity of the definition of professional roles, requirements and
decision-making rules, possibility to develop own creativity and competences at work(Bruce
et. al., 2005). Also important is the work atmosphere as the processes of interpersonal com-
munication formed by the leaders of multidisciplinary teams. In addition, as is was showed by
the analysis carried out, that an autocratic management style (characterize by lack of confi-
dence, high level of control, combined with a lack of positive feedback, insufficient support
from superiors) easy leads to an increase in symptoms of burnout among workers (De Hoogh,
et., al., 2009). This management style (unfortunately) dominates in a whole medical sector
and, especially in public hospitals.

The specificity of public hospitals as places of work easy may contribute to the ap-
pearance of burnout syndrome in a group of doctors. It is a derivative of excessive burdens at
work, inability to exercise control and decision-making regarding the roles performed, insuf-



ficient pay, lack of equitable distribution of benefits and the experience and the conflicts of
values. In addition, insufficient safety of the work environment in the hospital may be mani-
fested by the failure to adapt working conditions to the ergonomic requirements and not re-
specting limited psycho-physiological conditions of doctors’ usually overloaded at work. Too
long shifts (including nights), excessive weekly load of hours, no weekends off, responsibility
for the life of the patients, etc, all that often exceeds the limits of cardiovascular organisms. In
addition, public hospitals are often reported as hovers of classic pathology of labour relations,
such as: bullying, "emotional illiteracy", discrimination (e.g. ageism, sexism), intolerance, etc
(Kozak, 2009). It is worth noting that the increased risk of burnout of physicians accompanied
impediments in the decision-making process related to the diagnostic and therapeutic work,
because it requires additional physical and emotional effort from side of doctors (Bakker et
al., 2007).

The improper organization of working environment causes firstly low overall work ef-
ficiency, secondly — activates the desire to change employer. The high level of fluctuation in
public hospitals causes problems with the costs of apprenticeship new doctors to work and the
loss of information which is in their possession. It also testifies to their low level of loyalty to
the organization (Filipowicz, 2008). Recent Gallup survey (online, 2016) has showed that
working conditions determine the identification of the employee with the organization and the
work performance is the result of behaviour and management style of the immediate supervi-
sor, not just the result of policies of the organization and the level of wages offered to em-
ployees.

Supportive work environment in which outweigh the positive factors (especially the
autonomy measures adequate to the requirements of the working environment and support)
creates conditions for realization of the goals and expectations of doctors employed in public
hospitals. It allows to experience professional success, builds self-esteem, resulting on the one
hand increased internal motivation to work, and on the other hand - improved quality of life
of workers and care of the environment (Piecuch & Piecuch, 2011). In a stressful environ-
ment, where prevail negative factors, employees can’t pursue their goals in life and obtain
enough to meet current needs. Often accompanied by a sense of defeat and failure, which
leads to loss of sense of purpose of the work, increase the risk of decision-making, and in turn
- can lead to the appearance of symptoms of burnout. The same is true in the case of doctors
employed in public hospitals.

Research on burnout shows that the most destructive factors associated with the work
environment include: excessive responsibilities and work overload, conflicting requirements,
tote decision, guilt provided insufficient support, environmental and bureaucratic pressures
(Fengler 2000). In addition to the aggravating features of the work environment, in the phe-
nomenon of burnout also play role personality traits of employee, which are responsible for a
specific way of perception and interpretation of reality that surrounds him. These include such
personality features as: low self-esteem, lack of self-acceptance, a low level of autonomy,
excessive idealism, high perfectionism, hypersensitivity, excessive ambitions, irrational and
extreme beliefs (Marine, et al., 2009). Cherniss, however, claimed that stress at work is root-
ed primarily in the conditions of work and to a lesser extent, depends on the characteristics of
the unit (1990). In general, there are pointed three major sources of burnout syndrome:

- associated with the structure of personality,

- related to specific nature of interpersonal relations in the workplace,

- connected with organisational factors.

The working environment in public hospitals is directly related to an emotional ex-
haustion as a first stage of burnout process (see next subchapter), and the resources of indi-
viduals decide to drop the feeling of professional achievement (second stage of burnout), and
to some extent — if depersonalization (the third stage of burnout) will occur. In addition, little



rewarding work environment may also be a source of difficulties of adaptation, generate un-
modifiable long-term stress, and with it - aggravates the symptoms of already present burnout.
The causes of burnout doctors of public hospitals most likely to lie firstly in the organization-
al and structural factors hospitals, and secondly - in specific characteristics of the personality
of individuals engaged in this profession.

Hospital administrators should understand the sources of burnout and appreciate the
risk of its occurrence. They should take specific actions in the field of prevention of occupa-
tional stress and absolute intervention when diagnosed are the symptoms of burnout. Some
studies suggest that an important role in this process can play HR functions initiating
measures aimed at preventing dysfunctions and pathological labour relations in hospitals
(Lewicka, 2014).

1.3.

BURNOUT SYNDROME DESCRIPTION

The phenomenon of burnout describing the physical and emotional exhaustion is a rel-
atively new concept developed in the field of organizational psychology and first identified in
the 70s of the twentieth century by H. Freudenberg, introducing the term burnout to the world
of science (scientific language). Burnout describes the symptoms appearing in people carrying
professions in which a close, full involvement of interpersonal contact is necessary, and
where the personality traits of a professional are the basic tools that determine the level of the
professionalism and achieved success (Freudenberg, 1974). Burnout syndrome occurs most
often in a situation of chronic stress action so characteristic for the work environment of phy-
sicians. There is also a lack of the appropriate relationship between high requirements of the
working environment, the type of work performed and the personal and social resources,
which man has, including his personal values (Oginska-Bulik, 2006). It is subjective, negative
reaction to these aspects of the work that threaten self-esteem and well-being (Marine, et. al.,
2009). The term "burnout™ and attempts to define it from the beginning gave rise to much
controversy. Symptoms of burnout have a negative impact on human functioning, relate itself
to the emotional, motivational, cognitive and physical aspects of life. This condition manifests
itself slowly or suddenly arises as a result of long-term negative feelings developing on the
job. Burnout is changing self-image of a man - from positive to negative as a result of long-
term work overload. Reduces productivity, brings exhaustion, ease irritability, stiffness be-
haviour and social withdrawal (Schultz et. Al., 2002). It also indicates the decline of vital en-
ergy due to the overwhelming problems of other people - usually charges: students, patients,
etc (Freudenberger, 1983). Burnout is a process in which human attitudes and behaviour
negatively change under constant tension at work (Cherniss, 1990) and the final step in a se-
ries of unsuccessful attempts to cope with the impact of occupational stress (Farber, 1983).
Anna M. Pines defines burnout as: state of physical, emotional and mental exhaustion mani-
fested by chronic fatigue. Accompanied by a negative attitude towards work, people and life,
a sense of helplessness and hopelessness position. Reduced self-esteem manifests a sense of
their own inadequacy, incompetence and apathy (Pines, 2011). Christina Maslach, author of
the most disseminated recognition, defines burnout as a process running in three stages, which
are in turn:

- syndrom of emotional exhaustion,



— depersonalization - as an attempt to reach a mental distance towards the person with
whom you work. Symbolic receive supplicant humanity and treating it as a "case" al-
lows for smaller involvement in the processes of interpersonal, and

— reduced sense of personal accomplishment (Maslach, 2011).

Interpersonal aspect of burnout is the Maslach opinion the most important for the un-
derstanding of its concepts. The author also draws attention to the important role of the "cli-
ent" in the phenomenon of burnout, especially its dissatisfaction and negative feedback (not
always based on facts) provided to him by the helper. Following a similar trail, J. Syroka de-
fines burnout as: multi-dimensional phenomenon, which consists of a sense of exhaustion of
work, a cynical attitude towards work and the factors associated with it and the lack of effi-
ciency at work (2003). On the other hand, H. S¢k believes that burnout is a syndrome occur-
ring in social professions in which close interpersonal contact, full of commitment, and per-
sonality traits of a professional are the basic instruments of professional activities that deter-
mine the level of the profession, successes or failures of professional (2004a). While T.S.
Kristensen, as the essence of burnout indicates fatigue and exhaustion confronted with the
appropriate sphere of human activity. This author distinguishes two types of burnout: personal
burnout and work-related burnout in dealing with customers.

— burnout in dealing with clients - a state of "physical and mental fatigue and exhaustion
felt by a person in dealing with customers”,

— personal burnout in the work — defined as "experienced by a person physical and men-
tal fatigue and exhaustion™ (Kristensen et. al., 2005, Borritz, 2006).

- The roots causing burnout can be located in the three planes:

- Individual - personality factors that make it difficult or even completely impossible to
adapt to the requirements of the existing situation,

- Interpersonal - interpersonal conflicts that their participants are not able to be solved,
also due to lack of interpersonal skills, and

- Organizational - where autocratic management style imposes strictly defined and rigid
organizational rigor which makes impossible discretion and elastic behaviour of the
employee, appropriate to the situation.

J. Syroka (2003) sees also a symbolic other "victims™ of burnout: a person affected by
the burning process is the customer in contact with the burned employee, and the organization
in which he works. T. Ronginska and W. A. Gaida (2003) pointed out that the relationship of
employee to their tasks responsibilities is not passive and an individual pattern of behaviour
and experience is created by the person which is jointly responsible for what happens in the
workplace, whether it becomes a source of satisfaction or leads to dissatisfaction and disap-
pointment. They also believe both in the prevention and combating the negative consequences
of burnout, are essential the individual resources of the employee.

1.4.

MANAGING WORK ENVIRONMENT SAFETY AND QUALITY
IN PUBLIC HOSPITAL

Quality and safety of the working environment is one of the most important categories
of problems which should be considered in reducing risk factors of burnout. In the case of
Poland, the kind of “lens” focusing risks of burnout in medical institutions are just public
hospitals. These institutions necessary should more intensively implement modern approaches
to management, including occupational stress management methods and techniques. General
management in public hospitals in Poland has changed a lot during last two decades, but still,
especially in the field of the management subsystem of the quality and environmental safety



(hygiene) at work it is a lot to do. Managing work quality and safety covers comprehensively
the activities of a public hospital in providing quality and safe working conditions for physi-
cians, as well as the issue taking care of the environment (Piecuch & Piecuch, 2011).

The burnout syndrome has to be perceived as an important destructive factor to the
functioning of the professional doctors providing work for public hospitals and should be con-
trolled by the quality management system of hospitals and included into holistic system of
human resources management. The process approach in managing quality and safety at work
takes into account the fact that the risk of accidents, sicknesses, in addition to technical and
natural reasons, are usually caused by so called human factor - different organizational, eco-
nomic and social aspects. The negative effects of the lack of sufficient safety at work inter-
preted both of in terms of accidents or as well as occupational diseases (e.g. burnout) cause
significant economic and social losses (Grajewski, 2003).

The need for quality management and work safety in hospitals is mainly due to the
harmonization of procedures and practice required from European Union Member States. One
of its results was implementing process management approach to the regular work of safety
and hygiene controlling in public hospitals (Cyfert, 2006). Desired both because of the need
to comply with laws, social expectations, and the possibility of obtaining positive economic
effects for stakeholders of public hospitals. Comply with the requirements of PN-N 18001
2004, the quality and occupational health management at the hospitals include:

- identification of hazards that may occur in a hospital environment,

- assessment and risk reduction training covering the all employed staff,

- formulation of policies and objectives in the field of occupational health and safety,
- planning and organization of activities required to achieve the objectives,

- training and motivating employed staff to work safely,

- control of working conditions and the conduct of staff (PN-N-18001, 2004).

Implementation and maintenance the subsystem of health and safety management at
work in public hospitals is based on a model of continuous improvement (Kaizen), in accord-
ance with so-called Deming’s cycle. In addition, they contain the obligations of a public hos-
pital, confirmed by the management as the policy guidelines the hospital, like:

- prevention of accidents at work and occupational diseases,

- striving for constant improvement of safety and health at work in a hospital environ-
ment,

- fulfilment of the relevant legislation of applicable law and other requirements for other
medical entities (e.g. industry regulations),

- continuous improvement efforts to manage occupational health and safety,

- providing the resources and means to implement the policies of health and safety in
the hospital,

- improving the qualifications of hospital staff in health and safety at work and take into
account their role in the process of engagement to improve the working environment.

On the basis of the procedures, instructions and records developed and implemented
documentation of quality management and health and safety are carried out internal audits.
They are designed to provide an objective assessment of the fulfilment of the criteria also in
terms of prevention of the phenomenon of burnout, but mostly they are focused on assessment
technical aspects of health and safety at work. It is why so important is physician’s self-
awareness about the risk of burnout syndrome (the syndrome develops usually for a long
time, during which period the body physician sends different alarm signals) and his abili-
ties/skills to take measures to prevent its occurrence. In this process, it is particularly im-
portant equipment of doctors in adequate socio-psychological competences allowing for effec-
tive stress management as well as creating favourable conditions in the work environment.
These include autonomy in the style of work, the ability to undertake a variety of activities



(i.e. a “wealth” of work, the opposite of monotony), effectiveness of available methods and
tools, positive interpersonal relationships, social support and positive feedback, especially
from superiors. L. Sandrin, based on the results of C. Cherniss recommends what may signifi-
cantly reduce the risk of burnout syndrome:
- act towards improvement working environment,
- create conditions for the development of individual interests,
- develop competence countermeasures - continuing to raise qualifications and profes-
sional competence,
- develop the skills to negotiate at work,
- select personnel in a more rational manner and properly prepare it for the planned du-
ties,
- provide greater independence, while also better support (recognition and positive
feedback, especially from superiors),
- assist in the development of individual creative thinking and problem solving skills,
eliminating reconstructive routine operations,
- left to professionals leading role in planning their work and make changes (Sandrin,

2006).

The burnout syndrome can be also prevented by appropriate attitude towards life — fo-
cus on experiencing and positive assessment of the events. Significant is the optimism of life
and mature professional philosophy of physician, in which the most important is to accept the
risk of burden and awareness of the need for continuous development and improvement of
each other (appreciation of himself in the role of mentor). Core values are the motivator that
makes the work in a public hospital is attractive not only because of earning money. When the
conflicts of values would occur, the discrepancy between the objectives of a public hospital
and objectives and expectations of a physician is the source of considered alternatives: the
physician looks for the solutions, including making decision about leaving work in hospital,
or even about leaving the home country to find better working conditions.

Based on literature review and on the own research it can be assumed that more prone
to burnout are those doctors who have unrealistic professional expectations and an idealistic
attitude towards their work. Thus, typically young doctors, starting work in a public hospital.
According to the “P-J Theory” (Person - Job Theory, or “fit concept”, Edwards, 1991)", the
burn-out syndrome develops when the demands of the working environment, which creates a
public hospital does not meet the expectations of the employee. Such discrepancies can be
easily caused by for example too meticulous control executed by the head physician, uncer-
tainty of receiving time job in hospital after the completion of the internship, excessive bu-
reaucracy overloading physician’s daily work, chaos or the deprivation of opportunities to
participate in decision-making, etc. Similar situations too often take place in a strongly hierar-
chical, rigid structure of public hospitals, where young doctors have to undergo a long appren-
ticeship and respect paternalistic control of their work by the "masters™ - older colleagues
engaged in managerial positions.

1.5.
THE COSTS OF BURNOUT OF PHYSICIANS

The increase in risk factors for burnout can be seen a consequence of inadequate organiza-
tion of the working environment - the “costs of non-compliance” between work environment

! “person-Job Theory” ( Edwards, 1991) have followed the former concept of “P-E Theory” - Person-Environment Theory
(Caplan, R. D., 1987).



and personal expectations of employee. In contrast, the lower productivity, absenteeism or
turnover of physicians, due to burnout, undoubtedly contributes to the creation of the so-
called “lost opportunities costs”. Doctors providing work for public hospitals feel the weari-
ness in dealing with patients and thus they focus mainly on the disease unit, treat the patients’
objectively, shortening home visits and do not believe in the inefficiency of diagnostic and
therapeutic process (Baranski, 2005). Because the consequences of burnout also affecting
patients, burnout not only significantly reduces the quality of medical services in hospitals,
but also produces the risk of not humanistic approach to the patient. The effects of burnout go
also beyond the individual and the organization also impacting on society (Lipka et. al, 2010).
The increase in costs because of burnout is caused by the absences of physicians, a decrease
in their productivity, fluctuation of highly qualified medical personnel, and hence - the neces-
sity to engage the new apprenticeship students. These costs are charged to all citizens, even if
the burning is not directly concern them. For example, in the US the costs incurred by the
employer for the employee's absence due to physical trauma amount to $ 9,000, while in the
case of psychological or psychosomatic trauma these costs increase to USD 18,000 (Morrow,
2010). According to the European Commission the cost of work-related stress in the EU
countries is about 20 billion Euros per year (Brun et. al, 2006). The Boorman’s report (2009)
assumes hospitals, which give priority to issues of health care and welfare of staff achieve
better results, note the increase in the quality of life of patients, improving quality of services,
have a high level of employee retention and low levels of staff absenteeism due to illness.
Acquiring information on early signals of burnout not only allows to develop strategies to
prevent this negative phenomenon at work, but also start the opposing to the firing syndrome -
mechanisms of work engagement.

The consequences of developed burnout syndrome in case of physician bear the doctor
and the hospital, as their employer, and therefore both parties should be interested in changing
of this situation. It is extremely important to know the factors that allow better predict and
prevent burnout. The main arguments in favour of controlling burnout of physicians are fol-
lowing:

- reducing number of illnesses and psychosomatic ailments of doctors,

- improvement quality of medical services (an increase in the quality of life of patients

and the improvement of the image of public hospitals),

- reducing fluctuation of physicians (the withdrawal of the resignation to stay employed

or withdrawal from the decision on work emigration).

According to authors of this paper, the implementation of regular controlling the risk of
physicians’ burnout may allow management to discern changes in the level of satisfaction of
stakeholders and timely implement the appropriate repair and preventive actions, which will
hopefully allow for:

- increase physicians’ internal work motivation and engagement,

- prevention of pathological phenomena in the working environment of public hospitals,

- streamlining information channels (increasing the quality of information processes al-

so via e-channels), and

- global increase the efficiency and quality of work performed in public hospitals.

The improvement of the efficiency of hospital as the organization via its better work envi-
ronment should facilitate the prevention of burnout syndrome of physicians. This kind of ac-
tions not only will help doctors and their patients, but probably will also contribute to signifi-
cant reduce health care system costs and the costs of particular public hospitals.



1.6.

CONCLUSIONS

Authors’ own research findings, described in details elsewhere (Bober & Matuska,
2014), as well as the analysis of the literature, allow to assume that stressful situations experi-
enced by physicians of public hospitals in Poland contribute to their deterioration at work and
consequently - in their probable burnout. In research conducted in 104 public hospitals locat-
ed in three provinces (Pomerania, Warminsko-Mazurskie, Wielkopolska) as most painful cat-
egory of organizational stressor was identified improper organization of the working envi-
ronment, as it was exactly described: “not adequately organized diagnostic and therapeutic
processes”. Organizational deficiencies cause that doctors providing work for public hospitals
suffer significant discomfort at work, which, in their opinion, is consisted with primarily such
occupational stressors as:

- load with too many tasks and responsibilities,

- lack of sufficient support from superiors and colleagues,

- not clear division of responsibilities in wards,

- problematic teamwork,

- non sufficient autonomy at work.
On the organizational, crucial, cause of the physicians’ burnout may also impose an “individ-
ual impact” of the physicians as the persons, like:

a) Gaps in social competence including:

- asymmetrical (one-way) communication in relationships with patients and their fami-

lies,

- poorly developed ability of teamwork and reach compromises,

- lack of sufficient trust in co-workers,

- inability granting and using feedback,

- refraining from job coaching,

- poor practical skills in stress management.

b) Risk factors connected with acquired personality traits including:

- self-absorption resulting from a sense of professional mission,

- idealism and perfectionism in their approach to tasks,

- acceptance and cultivating a rigid hierarchy of positions in the profession,

- individualistic career conception based on a narrow path of medical specialization.

Above-mentioned behavioural and personality features of doctors can be interpreted as
the “weak areas” in their professional preparation. Deficits in social competence of physicians
are caused mainly by traditional model of medical education which is focused on delivering
professional knowledge and skill sets, and insufficiently - on shaping the right attitudes in the
profession. This model is still cultivated not only in medical academies, but also later, during
internships and medical practice in hospital. It is also worth to consider the professional mo-
tives of physicians, when start their careers. Many of them are driven by the vision of fast
material benefits in the profession, and because of the frustration in their finance expectations
— they can easy drop into burnout syndrome.

It can be concluded the problem of the risk of burnout among physicians working in
public hospitals, evaluated from side of the efficiency of managing work environment, indi-
cates at least two fields of deficits:

1) Deficits of human resources management system including:



2)

problem of supply - insufficient number of doctors employed on positions in hospital
brings extreme quantitative demands put to individual physician, what directly leads to
their overloading at work,

lack of effective HRM selection procedures — psychological assessment tools during
physicians’ recruitment are not used because lack of sufficient amount of candidates to
fill positions,

not clear definition of organizational roles — overlapping tasks and responsibilities
lead to tension and chaos in working order,

not adequately used HRM procedures of periodical employees’ assessment - the as-
sessment is treated as a formal duty, not as a motivational tool. There is not delivered
superior’s feedback, not proposed training/coaching help to physicians,

mistakes of leadership — leaders in public hospitals not offer valuable feed-back and
guide coaching of their subordinated, hardly use participative style of management,
prefer not effective autocratic style without possibility of meta- communication.
Deficits of quality management system including:

selective quality controlling - procedures of quality control are focused on technical
evaluation of work environment and not evaluate all ergonomic and “people’s work
risks: usually it is not individually assessed: total amount of working hours, amount of
night shifts in month, ergonomic equipment of the physician’s work place (furniture,
computer screens, etc),

lack of psycho-social risks assessment - procedures of quality controlling usually not
include assessment of psycho-social risks like occupational stress, bullying, burnout,
etc.,

insufficient use of IT systems - IT systems are not commonly use or are not enough
effective, or not modernized as often as they should be (e-processing medical infor-
mation, collecting e-documentation, etc.).

For the purposes of this paper we assume that the objectives of the process of burnout

risk assessment should be integrated into quality management system which also should re-
vised its parts dedicated to controlling human — related work risks (HRM issues). Must be
taken systemic action formulated from a functional organizational strategy of public hospital.
Its overriding aim should be to optimize system of operations and management practices (An-
czewska et. al, 2005).

The proposal to change the management model of public hospitals should strive to

eliminate diagnosed organizational of public hospitals as well as the deficits in competences
of doctors performing work on behalf of those entities.

clude:

The reduction of identified risk factors for physicians’ burnout syndrome should in-

regular assessment of the psycho-social work related risks as an important factors of
working environment,

monitoring individual psycho-somatic and psychological threats (the study of periodic
health in case physicians should include psychological evaluation),

full use of HR tools for the improvement of the organizational structure and purpose-
ful staffing. Especially recommended are: modern recruitment/selection procedures,
competence-based job description on particular positions, personnel conclusions from
the system of periodic assessment, improving systems of motivation and remunera-
tion, coaching offered by external specialists,

organizational solutions - technical relieving doctors in their tasks, administrative and
diagnostic,



- shaping the social support system in a public hospital through comprehensive training
in “soft skills” for the entire medical staff, also - for the managers (especially, promot-
ing skill sets of granting/using feed-back at work by doctors),

- the development of holistic health and safety management system including control-
ling of psycho-social work — related risks and corresponding with comprehensive sys-
tem for the management of public hospitals.



YYBCTBO CTPAXA HA PABOYEM MECTE B CBSA3HU
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2.1.
BBEJEHHUE

Crpax siBisieTCs OJHHM M3 OCHOBHBIX YYBCTB B MHUPE UEIOBEYECKUX IEPEKUBAHUM.
[To ompenenenuto, cTpax 3TO OECIOKOMCTBO, BHI3BAHHOE HEM30EKHOM OMACHOCTHIO UJIH YEM -
TO HEU3BECTHBIM, 4TO Kaxkercss omacHbiM (Bralczyk, 2008). CBoe Hauano crpax OepeT B
WHCTHHKTE BBDKHMBAHUS; OH TIOSIBIISIETCS B UPE3BBIYAHHOW CHUTYaIlMH; SIBJISIET COOOW CBOETO
poma '"cuCcTeMy OXpaHHOW CHUTHAJIHM3allMM, KOTOpas HHPOPMUPYET O HaJIBUTAIOMIEHCS
OTIACHOCTH, U C TIOMOIIIBbIO KOTOPOH ee MoxkHO n3dexars (Kepinski 2002).

JIromn YyBCTBYIOT CTpax B CaMbIX Pa3HBIX OOCTOSITENHCTBAX, B TOM YHCIEC W Ha
pabouem mecTe. DTOT cTpax OOYCIIOBJIEH, HalpuUMeEp: BO3MOXKHOCTBbIO MOTEPSATH pPadoTy,
BJIACTHIO, M3MEHEHHEM CpEIbl, HEOTPEACICHHOCTHIO, BO3MOYKHOCTHIO TIOHECTH HaKa3aHHeE,
PHCKOM W Jake MpeaBKymaeMmbiM ycrexoM (Suarez, 1994; Briksin, 1996; Appelbaum,
Bregman & Moroz, 1998) u Bosnasauem (Pelletier & Bligh, 2008 [in:] Cure, 2016). Ctpax
Ha pabovyeM MecTe MOXKET OBITh TaKXKe BBI3BAaH TAaKMUMHU CHTYAIlUSIMH Kak: coOeceloBaHUE,
MyOJIMYHBIE BBICTYIUICHHUS, BOIPOCHI CO CTOPOHBI PYKOBOJHUTENS, IPOIECC Iepeaadn
obpatHOW wWH(MOpPMAIMK TOAYMHEHHBIM, paboTa ¢ OO0OpYIOBAaHHEM C WCIOJIH30BAHUEM
HOBEWINMX  TEXHOJOTHWH,  HEBBINIOJHEHHE  OMpPENENCHHBIX  3a7ad,  MpPOSBICHUE
HekomnerentHoctu (Berent, Lemley, 2010; Williams D.K., Scott M. M. 2016,; Workplace
Fright 2016).

CornacHO aHanmmM3y JUTEPATyphl, COTPYJHHKH UYBCTBYIOT CTpax B CBS3U C
peann3yeMbIM WIIH BO3MOXKHBIM JepeKpyTHHTOM. [l 1ieneil JaHHOW CTaThU MPHHSTO, YTO
JNEPEeKPYTUHT SIBIISIETCS MPOLIECCOM CHW)KEHMSI YPOBHSI 3aHSATOCTH B OpraHu3alluu, T.e.
BHEILIHUI IepeKpyTHHT (yBOJbHEHUE paOOTHUKOB paboToaaTeneM, yBOJIbHEHHE COTPYAHUKOB
10 COOCTBEHHOMY JKEJIaHWI0, OOMEH COTPYAHHKAaMH), a TaK)Ke€ BHYTPCHHHH JEPEKPYTHHT
(merpajanuu U M3MEHeHHEe pabodyero MecTa B Cllydyae JMKBHAALUUU OPraHU3allMOHHBIX
MOpa3AeIeHU U pabOInX MECT).

Lenb cTatbu COCTOMT B TOM, YTOOBI MPEACTAaBUTH OOCTOSITENIbCTBA, CBSI3aHHBIE C
MOSIBJICHHEM YyBCTBA CTpaxa Ha paboueM MecTe, BBI3BAHHOTO MPOLIECCOM JepekpyTuHra. s
JOCTHKEHHSI TIOCTABJIEHHOM IIeJid, B CTaTh€ IPEJICTaBICHBI PE3YAbTaThl COOCTBEHHBIX
UCCIIEIOBAaHUM, MPOBENEHHBIX Cpeau palOoTAIIUX JIUI, MPU IOMOLIU HCIOIb30BaAHUS
Oouorpaduueckoro MeToja.

4.2,
LEJIb 1 METOJ] UCCJEIOBAHUS

JIisi MOCTHKCHUSI MOCTABICHHOM 1elH, c(hOpMYIHPOBAHHONW BO BBEICHUH K CTAThHE,
HEO0OX0AMMO OBLIO HAWTH OTBETHI HA CIIEIYIOIIHME BOIPOCHL:

— Cuydanocs (ciaydaercs) JId COTPYAHHKAM HCIBITBIBATH CTpax Ha pabodyeM Mecte B

CBSI3U C ICPEKPYTHHTOM?

— Kakue 006cTosTenbcTBa BBI3BIBAIOT TOT CTpax?
— KakoBbI OCIECTBUSI CTpaxa B CBS3H C ICPEKPYTHUHIOM?

W3-3a nenukaTHOCTH OO0CYXKIaeMbIX BOIPOCOB B HCCIEAOBAHUSIX OBLIO DEIICHO
ucnonb3oBare Ouorpaduueckuii meron (Bednarz-Luczewska & tuczewski, 2012). Atopst
00paTUIIUCh K PECTIOHJICHTaM C ITPOCHO0Ii OMUCATh UX )KU3HCHHbBIC CUTYAIIMU B COOTBETCTBUH
C OMNpEACICHHBIMH HWHCTPYKIHMsAMH. ABTOpoB Oworpaduii mpouH(pOpMUpOBaId 00
AHOHUMHOCTH HCCIIC[IOBAHHS ¥ MOIYCPKHYIH BaXKHOCTh YECTHOCTH B OIKCAHHBIX HMH



cutyauusx. Mccienosanue 0110 MpoBeieHO B nepBoM kBapTaie 2016 rona. B nem npunsiiu
y4JacTue CTYICeHTHI (akyibpTeTa MeHekMeHTa JloasuHckoro YHuBepcurera (OakanaBpuarta,
HampaBjiCHUE - YNIpPaBJICHHE YEJIOBEYECKHMMH PECypCaMH M MarucTpaTypbl, HAlpaBICHHS -
Jloructuka u MenemxkmenTt). OT6op mHpoOBI PECHOHACHTOB ObUI IIEJIEHANPABICHHBIM.
[Ipexne Bcero, K y4acTUIO B MCCIIEI0BAaHUH OBLIH MPHUTJIAISHbl paboTaromuye CTYISHTHI U T€,
KTO TPOJIEMOHCTPUPOBAI MOHUMAHKE MTPOOJIEMATHKN UCCIIEIOBAHMS, @ TAK)KE 3asBUII O CBOCH
TOTOBHOCTH HPUHSATH B HEM y4acTHE, YTO TOBBIIMIAECT BEPOSTHOCTH MOJIYUYCHHUS JTOCTOBEPHBIX
TTAHHBIX.

ABTOpOM cTaTtbu yAanoch mnoinyuuts 119 Owmorpadwmii, pasmepom ot 5 go 12
CTaHJApTHBIX cTpaHul Kaxnaasd. [IpeoOnamanu nmuyHOocTH B Bo3pacte 25-30  Jjer,
MPEJCTABISAIONINAE pa3IMYHble OPraHW3allu, KaK 10 KOJHYECTBY COTPYIHHKOB, TaK U IO
OTpacid, B KOTOpPOW JeHWCTBYeT NpeAnpusTue paboromartens, a Tak ke 1o Gopmam
cOOCTBEHHOCTHU (TOCYAAPCTBEHHBIE U YACTHBIE).

B nmanHOW cTarhe TpEACTaBICHBI pE3YJbTATHl KAYECTBEHHOTO WCCIIEIOBAHMS.
CornacHO Ha3BaHUWIO CTAaThH, OCHOBHASI €r0 TeMaTHKa KOHIICHTPUPYETCS MCKIIOUUTEIFHO Ha
s dexTax MOsBICHUS YyBCTBA CTpaxa Y COTPYAHHUKOB B CBSI3U C JIEPEKPYTHHTOM. B Tekcrte
aBTOPBI CCBUIAIOTCS HEMOCPEJCTBEHHO Ha IUTaThl PECIOHACHTOB. ApaOckue nudpbl
YKa3bIBAIOT Ha CBSI3h C OMOTpaUYECKUM OMHMCAHUEM, C KOTOPOTO OBLIN B3SAThl KOHKPETHBIE
IUTATHL

Ha ocHOBaHMM ONMUCAHHBIX PECITOHIEHTAMHU CUTYAIIHiA, MOKHO C/IEIaTh BBIBOJ O TOM,
yro "Cmpax wHa pabome sensiemcs O0060JbHO pacnpocmpanenHvim  seienuem”™ (64).
CoTpynHHKH 0OSITCS, CpEN IPOYETO, TOTO, YTO HE CIPABSTCS C TIOCTABICHHBIMU TIEpel HUMHU
3aadyaMu, 4To He OyJyT XOpOIIO BOCHPHHSTHI OCTAIBHBIMH COTPYTHHKAMH, YTO CJIENAIOT
omuOKy, KOTOpas TPUHECET KOMIIAHWHM YOBITKH, YTO HE OyIyT HWMETh BO3MOXKHOCTH
COBMeEIIaTh padOTy W JUYHYIO XU3HBb. "Tem He MeHee, OCHOBHOU NPUUUHOU NOSABNEHUs.
yyecmea cmpaxa SAGNSemcs  8O3MONCHOCHb nomepsams  c8oe  pabouue mecmo” (3)
"Veonvnenue" (99), a takxke "Heobxooumocme uzmeHnenus paboueco mecma Ha Xxyouiee,
Hanpumep, nepesoo 6 opyeoti omoen" (2).

4.3.

W3MEHEHUSI B OPTAHU3ALIMU U CITIOCOB YITPABJIEHUSI

DKOHOMHUYECKasi CUTyalluss B TIOCICIHHE TOJIbl TpUBEIa K TOMY, YTO MHOTHE
KOMIIaHHH, OT1AcasiCh MOTEPATh MPEUMYIIECTBa (PUHAHCOBOW JIMKBUIHOCTH, BOCIIOJIb30BAIACH
yCIyraM ayTCOPCHHTOBBIX (pMPM, 3HAYUTEIILHO COKpaIllas Ipu 3TOM ypOBEHb IepcoHaia. B
CllydasiX, ONMCAHHBIX PECHOHJCHTAMH, MOSIBISUIACh CHTYallMd, B KOTOPBIX PabOTOMATENb,
MPeXe HAHMMABIINH KOHKPETHBIX Pa0OTHHUKOB B COOTBETCTBHH C TPYIOBBIM JOTOBOPOM,
MoCJie JMKBUAAIUU pab0YMX MECT W YBOJBHEHHUS, TMOBTOPHO TOJB30BAJCS UX YCIYTI'aMH,
OJTHAKO PaOOTHHUKH ATH TPYAOYTCPOCHBI OBLIN Yepe3 areHTCBO IO TPYAOyCTpoucTBy. Takue
COTPYIIHUKH, HECMOTPS Ha TO, YTO pabOTAlOT B KOMIIAHWH, TJie¢ OHM paloTanu paHee, a
"uszoeporcku ux mpyooycmpoticmea esedenvt 6 aymcopcune" (17) 00sATCS MOTEPSATH CBOU
paboune Mecra. B KOMIaHuWsAX, TPETEPIICBAIONIMX  HM3MEHCHUS  "HOCMOSHHO
9B0NIOYUOHUPYIOWUE CIMPYKMYPA U Peaiu308aHuble cmpameuu noodyxHcoarom nosisieHue
cmpaxa neped cokpauwjernuem pabouux mecm” (17).

Jpyrum ciydaeM 'COKpallleHHs pacXoJOB" SBIISIOTCS TEPEPBIBBI B TPYIOBBIX
noroBopax. Pabotonarenu, yToObl 3alIUTUTE ce0sl OT BO3MOKHBIX HETATUBHBIX MOCIEICTBHM,
BBI3BaHHBIX HEOOXOJAMMOCTBIO CHUXKEHUS YPOBHSA 3aHATOCTU (HANpUMEpP, BBIILIATHI

2 Upcma B ckOOKAX YKA3bIBAIOT HA TOPSAAKOBBIH HOMEp OHOTpaduecKkoil HCTOPHH, B KOTOPOil OBLIH
OITyOJIMKOBAHBI CIOIB3YeMbIE B CTAThE IIUTATHI.



KOMITCHCAIIUN PAOOTHHUKAM, TPYIOYCTPOCHHBIM IO TPYAOBOMY JIOTOBOPY) MO HCTCUCHUH
BTOPOTO BPEMEHHOI'O TPYAOBOTO JOTOBOPA HE 3aKIIOYAIOT C COTPYIHHUKOM TPETHEro, TOIBKO
MOJMUCHIBAIOT T'PAXKAAHCKO-TIPaBOBOM J0roBop. [logo0HBII MaHEBp MO3BOJSET HApPYIIUTH
HEMPEPBIBHOCTH TPYAOBBIX JIOTOBOPOB U TEM CaMbIM M30€kKaTh HEOOXOAMMOCTH IO IITUCAHUS
0E3BPEMECHHOTO TPYIOBOTO JA0TOBOPA. "EQuHCcmeeHblll cmpax, KOmopbulil s 4y8Cmey0, C3aH
C HecmabOUIbHOCMbIO, GbIMEKAWUX U3 HAUMA HA pabomy no 2paircOancKo-npago8omy
002060py. Panvwe y memns 6vin mpyoosoii 0ocosop” (75), - mnepeckasblBacT OJWH W3
pecnioHAeHTOB. "Tenepb on 3aKuOUUL CO MHOU 002080p MONbKO Ha Mmecay (...) Iloka s He
cmo2y noonucams mpyoogol 002080p HA HeONpeOeleHHblll CPOK, KOMOpblid 0dl Obl MHE
cmabunvhocms u komgpopm" (93) — onmceiBaeT Apyroit uccienyemblit. Takue cuTyanuu
BBI3BIBAIOT CTPaxX MOTEPH pabOYHMX MECT HE TOJBKO CPEAH COTPYTHHUKOB, KOTOPHIC MU3MECHHIIN
dbopMy 3aHATOCTH, HO W TE€X, KTO OCTAaeTCS B KOMIAHUU HA TMPEKHHUX YCIOBHSIX, T.C. Y
MOCTOSTHHOTO TiepcoHana. Kak BHJHO W3 pacCcKa3oB PECHOHJCHTOB, TIOCIEICTBUIMU
HEOIPEICIIEHHOCTH, CBI3aHHOM ¢ (POPMOI 3aHATOCTH SBISIOTCS: O€CIIOKOMCTBO, HAMPSHKEHUE
U cTpecc. DT YyBCTBA, B CBOIO OYepeNlb, BBI3BIBAIOT TOTEPIO COTPYTHHKOB. MHOTHE He
BBIJIEPKUBAIOT U JIOOPOBOJEHO OTKA3BIBAIOTCS OT PpabOTHI y Takoro padortoaarens. "boavuas
meKy4uecms Kaopoe YCuiusaem cmpax cpeou COmpyOHUKO8, NOMOMY Ymo uem Oolvuie bl
pabomaeme ¢ N100bMU, KOMOpPble MOILKO HAYUHAIOM BHEOPAMbCS, mem MeHblie V 8ac
803MmoxHcHOCcmU dobumscs nocmasiennou yeau" (37). Kpome toro, "compyonuxu, komopwie
BCMpPemMsAmMvbCsl ¢ MAaKol KOMNAHUel Ha C8oell KApbepHOU mpone, 8 Oaudcatiuiee 8pems
RONPOWAIOMCSL ¢ Hell, NOMOMY YMO OHA He omeeuaem ux 0CHO8HbIM oxcudanusm'™ (43).

MHorre pecroHJEHTH BBICKa3add MHEHHE, 4YTO "nmpuuuuou yxo0a MHO2UX
CReyuanucmos AGNAIMC He MONbKO peanul PblHKA, pasmep 3apabomHol niamol, HO U 8
yenom usmeHeHue omuoulenusi pabomooamens Kk pabomuuxam. llosensemcs ece Oonvuiee
oasyieHue co CMopoHsbl HA4alIbCMEd, 4modvl NOLYUUMDb 8bl20OHbIE KOHMPAKMbL U 0XHCUOAHUE
mo2o, umo compyoHuk 6yoem 2omos k pabome dsaoyame yemvipe waca ¢ cymku” (117).

PecrionieHThl TakXke OTMEYaloT, 4TO B JIOOOW OpraHu3alld MOKHO HAWTH TaKHX
JIOJIe, KOTOpble HE MOTYT I03BOJUTH ce0e OTKazaTbcd OT pPAadOThl y «IUIOXOTO»
pabortonatensa. BenencTBue uero, 4yBCTBO cTpaxa Iepe] HEOOXOAMMOCTBIO OCTaBaThCsi B
KOMITaHUH, BBI3BIBAET IIOCTOSIHHOE SMOILIMOHAJIIbHOE HAMpsHKEHHE, YTO  MOBBIIIACT
BEPOSITHOCTh 3a00JICBaHUIl, YXyALIEHHWE OTHOIICHUN C OKPYKAIOIIMMU, a WHOTAA Jaxe
MIPUBOJIUT K TSHKKUM JICTIPECCUSIM U ITOTEPU TPYJOCIIOCOOHOCTH.

PecrionienTsl oOpamany cBoe BHMMaHuEe Ha TOT (hakT, YTO 4YacTO CTpax O MOTepe
pabouynx MecT MOSBISAETCS B MOMEHT BHECEHHMsS W3MEHEHUN B OpraHu3alii Ha ypOBHE
yrnpasieHusi. B oqHOM U3 ciaydaeB cMeHa pyKOBOJCTBA Oblja HEMOCPEACTBEHHO CBS3aHA C
pacimupeHueM kpyra obs3aHHocTed. B cBsizu ¢ pactymumu TpeOOBaHUSMHU, COTPYAHUKHU
HAYMHAIOT OMNAacaThbCsi BO3MOKHBIX HETaTHBHBIX IOCJEJICTBUM, €CIM HE BBIINOJIHIT
MOCTABJICHHBIX €pe]l HUMH JOMOJHUTENBHBIX 3a1a4. O0 3TOM CBHAETENBCTBYET CIIEIYIOIIEE
yTIBepxaeHue: "OcHogHble OnaceHus, c8sa3aHHvle ¢ ONUCAHHOL 8blule cumyayuel 6a3upyomcs
Ha 0os3HU nomepu pabomwvi. Hosoe nauanbcmeo mooicem Ovimv Ooee mpebosamenvbHoe.
Echu s me onpasoaro ooicuoanuil, s mocy Owvimv yeonen" (96). B dupme npyroro
OTIPOILIEHHOTO "Haxuowigarom éce Hojee 8blCoKUe YPOGHU NPOOAd’C, OMCYMCMBUE Pealu3ayuu
OQHHBIX Yelell HeCKONbKO pa3 Nnoopsao 3aKaHuusaemcs ygoavHenuem. MHozue n0ou 6oamcs
9Mo20, NOMOMy HNelmaromcsa peuwlums 3aoady mooou yenou" (89). JIpyroit pecrnoHIIeHT
pacckasbIBaeT: "0bl10 MHO20 cumyayull, Ko20a s Yy8CME08Al CMpax, Hanpumep: CmMpax -
nomepsams €6010 pabomy, Koz20a 6blNOJHEeHUe O00H020 U3 3a0aHull mpebo8ano om MeHs
CIUWKOM MHO20 YCUNUL, U 5 He ObLl 8 COCMOSHUU €20 8bINOJIHUMb MAK, KAK NOJ0NCEHO, 8 MO
8pemsl, Kak MeHs yace dxcoanu opyeue ovszannocmu” (62).

[Tnox0 mpoayMaHHOE paclpeneieHre 3a1ad MEXIy COTPYAHUKAMH MOYKET MPUBECTH
K TOMY, 4YTO HEKOTOPBIE U3 HUX OyIyT UMETh OOJbIIIe 00S3aHHOCTEH, B TO BpeMsI KaK APYyrue -



MeHbIne. OMH U3 PECTIOHICHTOB OMMCHIBAET ATY MpPOOIEeMy Tak: "nocie mozo, KaK y MeHs
3abpanu wacmv MOux 00sA3aHHOCMEU N0 NPOeKmy, HOABUICA CMPAX CEA3AHHLIU C
8EPOSIMHOCMbIO  VBONIbHEHU MeHs ¢ pabomul. Pacmopowcenue 0ozoeopa no unuyuamuee
pabomooamens, npuseno Ovl K 3HAYUMENTbHbIM OCIONCHEHUAM 8 MOeU HCUSHU U Meulano Obl
mHe Haumu Hogyio pabomy” (115). IlogoOHBIE CUTyallMH MPUBOIAT K TOMY, YTO PaOOTHUK
YyBCTBYET ceOsi HEJIOOLICHEHHBIM, TEpseT MOTHUBAIMIO K paboTe W YacTO caM HaYMHAET
HCKaTh HOBOE MECTO pabOTBHI.

B HekoTOphIX oOpraHu3anusax, Kak 3aMeydaloT CaMM PECIOHAEHTHI, '"npogoldumbie
UBMEHEHUs. He pabomarom u nPUHOCIM nomepu PUHAHCO8020 U Kadpoeo2o xapaxmepa" (89).
OauH U3 PECNOHACHTOB OIMCHIBAET, YTO "NOCIEOHUM U3 MAKUX U3MEHeHUl, Obllo
00veOuHenue 08yX 0moenos, KOMopvle BbINOIHAIOM COB8ePULeHHO pashvle 3adauu. buvinu
8b108UHYMbI MPEOOBAHUL K COMPYOHUKAM, YMOObl OHU 3AHUMANIUCH 8CeMU 00A3AHHOCMAMU.
Omo npuseno Kk momy, 4mo ayuuiue COMpYOHUKU YBOIUNUCD, KIUEHMbl YUIU, U Yepe3 08d
200a omoell CHO8A pazoenuiu Ha 08a 6oaee MeIKUX - 6ePHYSUUCH K Ucxoonot gpopmyne” (89).

Kak OBUIO TOMYEpPKHYTO pECHOHIECHTaMU CTpax, BBI3BAHHBIA W3MEHEHUSMHU B
OpraHuzanusax '"npexcoe 6ceco, NOAGIAEMCA U3-3d MO20, YMO COMPYOHUKU He UMerom
HUKAK020 GIUsAHUL HaA npoucxooswjue usmenenus” (2) W 1UI0XO HMHPOPMHUPOBAHBI.
CBugerenbcTBYeT 00 3TOM CIieAyrolee yTBEepKIeHUe: "B nocnednee epems, Oviia maxas
cumyayus: 6nioms 00 OHsl 6CMpedu 8 wmab-Kkeapmupe OAHKA, Mbl He 3HAIU, OYOym iU )y HAC
usMeHeHus 8 cghepe 3aHAMOCmMuU, YOACMCA U HAM COXPAHUMb pabomy U KAKoevl yeau u
cmpame2uu, U3JI0HCEHHbIEe HOBLIM OUPEKMOPOM. DMO Bbl36AN0 CHUNMCEHUE MOMUBAYUU U
npugepiceHHocmu K pabome, cnekyaiayuu cpeou pabomuukos, HaKpy4usaouwux He2amusHoe
mbluieHue. Bce smo npugeno Kk ymeHvuleHU0 cmenenu peanusayuu nocmasieHHvix yeneu'
(83).

OaHMM U3 OCHOBHBIX HMCTOYHHMKOB CTpaxa MOTepATh pabdoTy, KaK IOKa3bIBAIOT
pe3ynbTaThl HMCCIEAOBAHUA, SIBISAETCS PYKOBOACTBO. [IpmunHa MOSBIEHUS 3TOrO UYyBCTBA
Cpeay COTPYIHUKOB OOycCllOBJIEHa CHocoOOM YIpaBlIeHHs JIOJbMU B OpraHU3allUsX.
HenocpencrBeHHbli HaYaIbHUK YacTO SBISETCS MOBOJIOM JUIsl OECTIOKONCTBA COTPYTHUKOB O
TOM, OYAyT U OHHU MMETh BO3MOKHOCTHb MPOJOJDKATh padoTaTh B JaHHOW (QupMe, WU Ke
OyIyT BBIHY)KJICHBI CUMTAThCS C BO3MOXHOCTBIO YBOJBHEHUS. "Menedscepsbl nepsoti auHuU
yacmo camu 0arom NOHAMb COMPYOHUKAM, 4O YeM Bbliie 8 UepapXuu HaxoO0Uumvcs meoe
paboyee mecmo - mem 6orvbuie y mebs B03MONCHOCMEl, A MO 3HAYUM, YMO Jyylle He
PUCKOBAMb U HE pPA30paXcamv HAYAIbHUKA, 4mobbl He nomepsamb ceéolo pabomy" (89) -
YIOMHHAE€T B CBOEM paccka3e OJUH U3 PECHOHACHTOB. "Cmpax nomepams pabomy
HACMOJILKO CUJIeH, YO NPAKMUYEecKU abCoIomHo 6ce, NOOYUHAIOMC NPUKA3Y HAYANbCmea'
(55) - onmceIBaeT APYroi peCroHIEHT.

I'maBHOW 3ajmadeld HayalbHUKA SIBJISIETCS HE TOJIBKO  KOHTPOJUPOBAaThH U
KOOPJIUHUPOBAaTh pabOTy MOAYMHEHHBIX, HO H MOTHBHPOBATh COTPYJHHKOB, UX
BO3HArpaKJICHHEM WM Haka3aHueM. B ciydae ogHOW W3 KOMHOAHHU "Kajcowlli npocmynok
paccmampusancs  no-paswomy. Mnuocoe 3asuceno om Hacmpoenus "cynepsauszepa”.
Cneocmeuem cosepuieHusi COMPYOHUKAMU OWUDOK, MO210 Oblmb Hnpedynpexicoenue uiu
8b12060p. Uepes Hekomopoe 8pems, makoco cOmpyOHUKA 8bI3bI8ANIU «HA KOBEP» U mMo20a OH
MO2 nonyuums npeoynpexcoeHue 00 Y8oIbHeHuu uau oazxce 0vbiMb 0c8000HCOEH 00
sanumaemour oonxchocmu” (103). "Vupasnsowue yepooicarom nam, umo yeonsm, eciu Mol
goccmanemM NPOMUE HUX U ux mpebosanuu. Y meHs diceHa u peOeHoK, cmpax nomepsamo
pabomy ouensv genuk” (105) - onuChIBaET CUTYAIHIO IO MECTY PabOThI IPYroil pecroH/CHT.
Crpax mepex moTeped HCTOYHHMKA J0XOJa, 4acTO ABIsAETCS (AKTOPOM MPHHYNKAAIOLIUM
COTPYIHUKOB K 6€30rOBOPOYHOMY MOUHHEHHIO, HEPUEMIIEMOM BOJIE YIIPABJIAIOLIETO.

BbrIBaeT Tak, 4TO HEMOCPEACTBEHHBIN HaualbHUK YOEXkJeH B OECIIOMOIIHOCTH CBOMX
COTPYIHUKOB, U MO3TOMY IHO3BOJISIET ceOe MPEBBIIICHUE CIYKEOHBIX MONTHOMOYMNA. OuH U3



OTIMICHIBAEMBIX PECIOHJICHTAMH MEHE/DKEPOB, B CBS3U C IMpeoOyajgaronieid Ha phIHKE
0e3paboTuilel, TPUMEHSIJT MOJIUTUKY YIPABICHUS, 3aKIIOYAIOIIYIOCS B TOM, 4TO "pabouuil,
npubumsiii Kk cmerne” 6ydem NOCIYWHBIM U cOeldem NOYmu ece, NOMOMY YMO HAUMU HOBYIO
pabomy 6 pecuone epanuyum ¢ wyoom" (55), 0 4eM ¢ yJAOBOJIBCTBHEM HOPOBHJ HAIIOMHHTH
CBOUM ITOJYNHEHHBIM.

BHuMaHHs 3aciy)KUBaeT TaKKe HCTOPUS OJHOTO W3 HCCICAYEeMBIX, B KOTOPOH
($haBOPHUTH3M PYKOBOJIUTEIIEM OJTHOTO U3 COTPYTHUKOB CIIOCOOCH MPUBECTH K YBOJIBHEHHIO TIO
cOOCTBEHHOMY JKETIaHUIO APYroro paboTHHKA: "Ammocghepa na pabome Ovlia NOCMOSHHO
HAnpAJ’CeHHoU, 4mo 0bl1o noumu HesviHocumo. Hauanvnux ¢hasopusuposan maaouiyio
COMPYOHUYY, HEeCMOmMps HA MO, YMO OHA dMO20 He 3acuhydcusana. H uyyecmeosana cebs
HeO00OoYeHeHHOU U Hegocmpebosannou. Toeda si pewuna y8oIUMbC CO C8Oell QONHCHOCHIU.
Mmue 6vino docmamouHo NOCMOSAHHO20 «UCNONIb308AHUSLY MEHS HAYATbHUKOM U Opyumu
COMPYOHUKAMU U 51 CpA3Y JHCe HAYana COYUMAMb, 4MmO 5 HANUUWLY 8 )Y8e0OoMIeHUuu 00
yeonvnenuu'(119).

PecrionieHTBI 4acTO yIIOMWHAIHM, YTO WX HAYAIbCTBO 3JI0YIIOTPEONSICT BIIACTHIO, a
WCTOJIb3YeMBbId WMH  CTWJIb  YIIPABICHHUS, MOXHO OXapaKTepHU30BaTh  CIEAYIOIIHIM
BBICKQ3bIBAHUEM OJIHOTO W3 PECHOHACHTOB: "llpe3udenm Qupmbl... OMHOCUMCA K CEOUM
NOOYUHEHHbIM MAK, KaK eciu Obl 9Mo OH 0al UM «CnaceHue» 8 8ude pabomsl 8 KOMNaHuu'
(58). HeBbimonHeHne pacnopsDKeHUH HadajdbHMKA, BO MHOTHX CiIydasX, O3Haydajio
HEMeJICHHOE YBOJIbHeHHe. HampuMep, 0TKa3 OT BBINTOJIHEHUS CBEPXYPOUHOH pabOTHI CBEPX
HOPMBI ©KETHEBHOUM WM ©KEHEACTbHOMN, CUMTAJICS CEPhEe3HBIM MPOCTYITKOM Tiepes] 60CCoM U
B JaJIbHEUIIIEM, KaK MPABHJIO, CTAHOBWJICS PUYMHON YBOJbHEHUA. JTO MOATBEPKIAETCA €I
OJINH W3 PECHOHJICHTOB: "HA KaAXCOOM uiaey, NOKA3blearom, 4mo OOHUM OBUINCEHUEeM DYKU
mo2ym ygoaums 100020 compyonuxa. Ouensb 4acmo 2080psm HAM, 4MO 5MO OHU HAM
niamsam, u 8 HeKOMmopoM CMbICle OHU, KAK 3MO 2080pUm OOUH U3 HAYANbHUKOS, AGIAIONICS
nawumu «boecamuy (102).

Hekortopeie u3 pykoBoauTesneil TpeOoBaliu OT COTPYAHMKOB BBIMOJIHEHHS 3ajad,
MPOTUBOPEYAIINX MPHUHIATHIM B OpPraHu3allid HOPMaM M MPUHIUIAM, U JaXe YrpoXKarolIux
3I0POBbI0 U KM3HU 3aMHTEPECOBAHHBIX CTOPOH, AJISI KOTOPBIX KOMIIAaHUS MperoCTaBisijia
cBOM ycayru. "OoHadxcovl, mbl (8pauu) nOayYUIU YKA3AHUSA NO GbINUCHIGAHUIO PEUenmos Ha
upessblualiHo odopocue nekapcmea. Muozue npenapamsei, Komopbvle ObLIU NPeOnUCaHbl
nayuenmam, moziu 0vl ObIMb 1e2KO 3AMEHEeHbl Oeule8blMU Npenapamamu, oelcmeue
KOMOopbix Ob110 Obl MAKUM JHCe UTU 20pa300 Jyyule, Kpome mo2o, ¢ MEeHbWUM KOIUYeCN8OM
nobounvix 3¢gppexmos. Bpauam, komopwvie He Xomenu cled08amsb YKA3AHUAM, Y2podicald
nomepsi mecma pabomwi” (33), - TOBOPUT OIWH M3 PECIOHAECHTOB. B sTOM ciydae,
OUEBHJIHBIA CTpax MOTEepH PAOOTHI BBIHYXKAAN COTPYAHUKOB BECTH ce0si MPOTUB UX
YOCKICHUH.

Crioco0, mpu MOMOIIM KOTOPOTO HaYyallbHUK JOCTUT 3aHUMAaeMOW MM JIOJKHOCTH,
TaKk)K€ MOXKET BJIMSTh Ha PAOOTHHUKOB W BBI3BIBATH y HUX 00si3Hb. OfHAa W3 HaydaJIbHMUII,
OTHCHIBAEMBIX PECIIOHJEHTOM, MOCJE TPYIO0YCTPOMCTBA JTOCTATOYHO OBICTPO MOJHSIACH MO
KapbepHOU JIECTHUIIE M 3aHsIa BBICOKYIO JOJDKHOCTh. B KOHEYHOM HTOTE, 3aHUMAs OJHY M3
CaMbIX BBICOKHUX TMO3HMIMKA B OpPraHU3AI[MOHHON HepapXuH KOMIIAHUU "8 meyeHue 200a
noMeHsna 6cex npeovblOyuux COmpyOHUKO8 6 ee omoeie U TUUULA OOINCHOCIIU Yello8eKd,
KOMOpblll HAHANL ee HA pabomy, 3aHsA6 e20 No3uyulo. dma cumyayus 6vl3ednla cmpax cpeou
pabomnuxog” (6) - cOOOIIaET y4aCTHUK UCCICTOBAHUS.

B HekoTOphIX oOpraHu3anusx CKIAAbIBAINCh CHUTYallMH, B KOTOPBIX METOJ,
WCIOJIb3YeMbI PYKOBOAMUTEIIEM IS YIIPABJICHHS MEPCOHATIOM, B KOHEYHOM CYETe, MPUBEN K
JepeKPyTUHTY, BHI3BAHHOMY MHHUIIMATUBON COTpYIHHUKOB. [lonTBepkaeHEM UeMy SIBISIETCS
3asiBJICHHUE OJIHOTO M3 PECTIOHACHTOB: ""HECKOILKO pa3 OblLIo Mak, ymo aou He Mo2iu Ooblie



8b10EPIHCAMb  COMPYOHUUECMBO C OUPEKMOPOM, MAK 4MO HA UX MeCmo NPpUuuwiu opyeue
compyonuxu™ (51).

WNuorpa crtpax morepu pabOTBl y COTPYAHHKOB OBUT OOYCIOBJICH IOYTH ITOJTHBIM
OTCYTCTBHEM BOBJEUCHHOCTH Iueda B Jgerna KoOMaHnael. "M3-3a OuyeHb ManeHbKOU
8oBIeUeHHOCMU O0CCa 6 MOpP2o8YI0  0esimeNbHOCMb NePCOHAN He Npuodasanl 0O0abUO20o
3HAueHuss momy, umoovl coeiamv €80l pabomy Hauryuwum obpazom (...). Hauarvnuk
ueHopupyem npooiemsvl, ¢ KOMOPbIMU COMPYOHUKU K HeMy obpawaiomcs. Taxkue cumyayuu
NpUBOOAM K MOMY, YMO MO5L B0BIEYEHHOCHb 8 CILYHCeOHble 00A3AHHOCMU YMEHbULAemC s, MAK
KaK si cuumaro, umo Hem CMbICIA BKIAObIBAMbCSA 8 pabomy, KOMopylo s 6CKOpe MO2y
nomepsimo, m.x. mazazun sakpoiom” (124) — BeIpaykaet CBO# CTpax OJUH M3 ONPOIICHHBIX.

OmmOKH, COBEpIICHHBIE HAYAJIBCTBOM YacTO BBI3BIBAIOT YYBCTBO CTpaxa Cpeau
MOJYUHEHHBIX, T.K. COTPYIHUKHA OOSATCS, YTO TOJBKO OHU TIOHECYT OTBETCTBEHHOCTH 3a
NOMyIIEHHBIE TpoCTynku. "A  6osnace 3a nocieocmeuss 6 6uoe  NUCbMEHHO2O
npeoynpexicoeHus u, 8 xyouem ciyiae, HenpooeHusi mpyoogo2o 002080pa. A uysecmeosana
arcap, oboarowull moe meno, a Mou pyku opodxcaiu om eonueHus. Cmpax om 803MONCHLIX
nocieocmeuil. npeepamuics 8 3710CHb, KOMOPAsi 6bleeld MeHs U3 PABHOBeCUsl U Bbl36ald
omcymemeue payuoranvho2o mviuiienus” (83) - ymomuHaeTcs B pacckase, OIHUH U3
pecrioHieHTOB.  "OKazanocb, umMo 603HUKIA KOMMYHUKAYUOHHASL NpoOieMa  MexHcoy
PYKosoOumenem omoeid u MOUM HenocpeoCcmeeHHviM HayarvHukom. Kpatinuii cpok 074
BbINOIHEHUSI NOCMABNIEHHOU MHe 3a0auu Obll nepeoaH MHe HeNnpaguibHO, OMmCHOd U
npousowia 3adepicka ¢ pearuzayuei” (83) — modasser oHa.

Kpome Toro, ctpax moTepu pabOTHI MOSBISETCS B PE3YJIbTaTEe OMIMOOK, TOMYIIEHHBIX
COTPYJHHKAMHU TIPY BBITIOJHEHUHM CIYXKEOHBIX O0O0si3aHHOCTEeH. B HEKOTOPHIX Ciydasx
HAYaJIbCTBO HE WIIET NMPUYWH COBEPHICHHBIX OMIMOOK, W BBIJBUTACT OOBHHCHHS IPOTHB
"popmanpHbIX" BUHOBHUKOB. O TakoW CHTyaIlMd paccKa3bIlBaeT OJIHA U3 PECIOHICHTOK: "5
npooymana éce u peuiuna e CKpbleams Mmoo, pacckazas 0o ecem Hauyanvhuky. Yepes uac
Mbl 8ce ObLIU NPUSTAUIEHbl K HeMY 8 KabuHem, u s Oblia yeepeHa, Ymo nomepso pabomy, a
on obeunum mens 6 kpaice” (86).

OmHako W HavYaabHUKH OOSITCSA, TOATOMY MPHUMEHSIOT, B HEKOTOPBIX CIIydYasXx,
3aIpeleHHbIE METOIbI yIIpaByieHus. Haxos1ch 0JHOBPEMEHHO 3aBHCHMBIM OT paboTOIaTeNs,
W BBINOJIHSAS YIpaBieHYeCKHe (YHKIIMHM, OHU TaK)Ke YYBCTBYIOT CTpax Iepel IMoTepei
paboThI. DTOT (PaKT MOAYEPKUBAIOT HE TOJBKO T€ COTPYAHUKU, KOTOPHIC BBHITIOIHSIOT TAHHYIO
ponb B KoMmMmnaHuu: "A 3unaro, umo 6 guauane upmosi, 20e 1 pabomaro, 8 0py2om 20pooe,
cynepeusopa y8oaunu OUCYUNIUHAPHO 8 C853U C HEeOONNCHLIM HAO30POM, NPOBOOUMbBIM UM
Hao nooduunenuvimu" (125). Ho wm pspoBeie paboTHukH: "OGosmcs 6ce, Oadce me, KMo
sanumaem pykogooswue ooaxcnocmu” (12); "B cayuae compyOHUKOS HUMNCHE20 YPOBHS
npeoCcmasieHHble UMU Udeu UCHONb3YIOMCS Ol YAVYULEeHUs DYHKYUOHUPOBAHUSL KOMNAHULU,
00HAKO, HUKMO He YEHUm UX aemopos. Dmo C613aHO CO CMpAxoM HenocpeoCmeeHHbIX
HA4anbHUKO08 nepeo ympamoti ceoel 00INCHOCU U NpUemM HA Hee 00HO20 U3 NOOYUHEHHbBIX'
(115).

B HekoTopbIx OHOrpadusx aBTOpbl YKa3bIBalM HA TO, YTO "HAYAILCMBO KANCEMCs
CUUKOM NOCIAYUIHBIM NO OMHOWEHUIO K OUPEKmopam, OHU He 20MO8bl 3auuyams C8OUX
NOOUUHEHHBIX, ROMOMY Ymo OOAMCs 3a céou cobcmeennvle pabouue mecma' (2).



4.4,

CTPAX, BBI3BAHHBIN JEPEKPYTHHI'OM, B IPYTUX CIIEKTPAX
YIIPABJIEHUSA PABOYUM ITPOLHECCOM

Korpaa nocrasnennbie paboTHUKaM TpeOOBaHUS U LIEIH CIUIIKOM TPYAHBI, YTOOBI UX
JIOCTHYb, CTPaX MOTEPSTh PAdOTy CTAHOBUTCS IIUPOKO PACIIPOCTPAHEHHBIM siBICHHEM. " Mol
00JIHCHBL OBLIU BLIPAOOMAMb HOPMY, KOMOPAsl U30 OHs 8 OeHb YEeNUUUBAEMCs, HO KOMOPYIO
NPAKMUYecKU He8O3MONCHO 8bINOIHUMb. OQUWUOKU CIMAHOBUNUCL OObIYHBIM SGTIEHUEM, O YeM
00U ObLIU Ccpa3y npoun@opmuposansl. [100x00um HAYATLHUK U 2080pUM, YMO AUOO KIMO-MO
He Cnpaegnsaemcs, 1ubo y He2o0 Ha Cuemy yiHce HeCKOIbKO OWUOOK U 3O MOXdCem Npusecmu K
MoMY, UMO MAaKo2o0 COMPYOHUKA 6blKUOvleaom ¢ pabomsl. JIoou uyecmeosanu cebs
3aNY2aHHbIMU, OHU ObIIU HEPEHLIMU, U HACMO MONCHO OblLIO 6udemv, Kaxk Oe2aiom ¢
menezamu, Haesxcas opye opyey na Hoeu" (103). Drta ucropus, mepeckazaHHas OJHUM H3
YUYaCTBYIOIIMX B MCCIIEIOBAHNUH, CBUICTEIILCTBYET O TOM, YTO CTPaX MOTEPSTH paboTy MOKET
HETIOCPEJICTBEHHO OTPA3UThCS Ha TMPABHJIBHOCTH BBITIOJHEHUS COTPYIHHKAMH CBOMX
00s13aHHOCTEH, YTO TMPHBOIWT K YXYAUICHHIO KadecTBa paboThl. Kpome TOoro, B Takmx
MOMEHTAaX, BO3HHKAeT peajbHas yrpo3a Oe30macHOCTH, TOTOMY KaK CHJIbHBIE JMOITUH,
CBSI3aHHBIE C TIAHWYECKHM CTpPaXxOM TOTEpSITh CBOM pabodyWe MecTa, HE IO3BOJISIOT
COTPYIHUKAM MBICIIUTh PAITHOHATBHO.

CucreMaTH4eckie BCTPEYH M Pa3roBOPHI C COTPYJHHKAMH, HECOMHEHHO, YITy4IIafoT
KOODAMHAIIMIO KOMAaH/bl W SIBISIFOTCS BA)KHBIM DJIEMEHTOM YIPABJICHUS YEIOBEYECKHMHU
pecypcamu. Yacto, omHako, caMm (akT MPOBEICHHS Oecelbl ¢ PYKOBOJWUTEIIEM BBI3HIBACT
CTpax Cpead COTPYIHHUKOB. "Omu paseoeopvl 3ampazusaiom 60NpOCHl, CEA3AHHbIE C
8bINOIHAECMBIMU MHOU 3a0aHusmuy. Hecmomps na mo, umo s 006pocosecmHo u Kax MOA#CHO
JIyyule uUxX 8bINOJNIHAN, MAKUe 6Cmpeyl ¢ Ha4aibCMeoM Bbl3bl8AIOM ) MeHs YY8Cmeo cmpaxa,
0053Hb neped Nocie0CmeuaMU, Hanpumep, maxKumu Kax ysonvHenue" (99) - momauepKuBacT
OJIMH U3 YYaCTHUKOB HCCIIEAOBAHMUSL.

Jpyroii pecnoHJEHT MEPECKA3bIBACT CHUTYAILMIO, B KOTOPOl OH YyBCTBOBAJ SIBHBIU
CTpax, oxuaas Oecelbl C MEHEIKEpOM: "cumyayus, 6 KOMopou s 4y8cmeosal cmpax, oviia
CBA3AHA C 0AHCUOAIOWUM MEHS Pa32080POM C HAUYANbHUKOM. Bo épems becedbi mbl 0014#CHbI
ObLIU 00CYOUMb pe3yibmamvl Moetl pabomvl, Om Ye20 3A8UCEN0, NPOOAAM JiU CO MHOU
mpyoosoll 002060p. B smom Oenv yoce ympom y cebs Ooma s He MO2 HU HA uYeM
cocpedomoyumucsa. A ne xomen HuU4e2o ecms, 4y8cmaeos8a 6ob 6 xusome. B mawune, koeoa
exan Ha pabomy, si 000YMbLEAN, YMO cOenaro, eciu ce200Hs meHs yeoaam. Koeoda pazeosop
8ce-maKu Hayaics, s O4eHb HEePEHUYAN, OOHUM U3 CUMAMOMO8 3MO020 Obliu Ccle2Kd
opoacawue pyku" (102). "Yacmo, koecoa npuesscanu aoou u3 umabd-Keapmupol, GblOPAHHBIX
KOHCYIbMAHMO8 NPUSIAWAy HA JUYHble UHMEPS8blo. Dmu Gcmpedu MmMaxdice 6bi3bléalU
yyecmeo cmpaxa. Hexomopuvle compyOonuku nocie maxux ecmpey noaydanu 0oavuiue niausl
N0 HANpAsNeHul0 Ux ycnesaemocmu (4acmo maxue, KOMoOpble He BO3MOICHO OblLIO
ocywjecmeums).  Heocywecmenenue  NpONUCAHHLIX — mMaM  YCIO08Ul,  NPUBOOUNO K
pacmopoiceHuro mpy0oeoz2o 00208opa. Cmpax, conposoricoarujull ONUCAHHbvle CUmyayuu,
OCHOBVLIBANICA HA HAPYUIEHUU 6HYMPEHHe20 pPABHO8eCUs, d 34 HUM wlel Cmpax nomepu
pabomvl, YHUICEHUs UNU 3AHUNCEHUs. cobcmeenHou yennocmu" (92) — omnuchIBaeT apyras
PECIIOHIEHTKA.

Crpax motepu paboThl MOKET OBITh BBI3BaH CMEHOUM pyKOBOJCTBA. "Hosas dupexyus
Modicem  NpuKazamv, HAnpumep, YupedcoeHue H08020 omoend, JUKSUOAUUID — UIU
peopeanuzayuio pabomsl mex omoeneHull, Komopwvie QYHKYUOHUPOsalu & gupme 0o moeo.
Hapsoy ¢ usmenenusmu 68  Opeanu3ayuoOHHBIX — NOOPA30ENeHUsx, Nnosaeisemcs U



0becnokoeHHocms no noeody nomepu pabouux mecm” (2) - 00ECIOKOCH OIUH U3
PECIIOH/ICHTOB.

PecrioHieHTBI TakKe ONMCHIBAIOT CHUTYallMM, B KOTOPBIX YYBCTBO cCTpaxa ObLIO
BBI3BaHO YBOJIbHEHHEM JIPyroro pabOTHUKA: "nepevie npusHaku cmpaxa s UCnublmaid, Koeod
0eno 0owio 00 cyo0ebHo20 npoyeccd, Bbl36AHHO20 YBOJbHEHUEeM O00H020 U3 PAbOMHUKOS,
KOMOopblli 00MO2aicsi KOMIEHcayuu 3a Hecnpaseonusoe ygoavHenue. Koneuno, npescoe yem
PACmopeHyms ¢ HUM 002080p, 5 KOHCYIbMUPOBANACL C HAYAALCMBOM U NbIMALACL
00BACHUMb, YMO 2080PUMCSL 8 MPYOOBOM KOOEKce No N0800Y TUKSUOAyuu paboie2o mecmad.
Oonaxko Mmoe o00vAcHeHue He 0al0 CYWECMEEHHLIX pe3yIbmamos, HNOMOMYy  UYmo
pabomodamenv pewiun ysoiumsv e2o "no ceoemy” 6 ammocgepe cHesa u NOKA3AMb, KMO
30ecb Oonee eadcen. He cmomps na mo, umo smo Ovina sA6Has owuOKA HAYATbHUKA,
YyeCmMe08ala cmpax, NOmomy 4mo 8 ciydae nobvedvl pabomuuKom 6 cyoe, s nocmpaoaia ovi
OonbULe 8CeX 8 HE3ABUCUMOCTIU O MO20, NO Ubell BUHE IO NPOU3OULTO. 30eCh NOSABIAEMCs U
cmpax nomepams pabomy. Pabomodamenv nuxoeoa He owmubaemcs, 051 59mMo20 y He20 eChib
JII00U, Komopwvle O00JHCHbL 3a Heeo dymamb. Ho OeticmeumenvHo au weg nozeonsem Ham
amo?" (58). To, uyro He OBUIO BO3MOXKHOCTH NPHHATH CAMOCTOSITEIBHOE pelieHue 00
YBOJIbHCHUU paOOTHUKA B JAHHOW CHTYAIlUH, CTAIO MPUIUHOM TOTO, YTO PECIIOHJICHTKA cama
YyBCTBOBAJIA CTPAX MOTEPSATH PadoTYy.

Jlpyras ydacTHUIIAa HCCII€JOBaHMs NPUBOAMT cienyromuii npumep: "Ha oanmwiii
MOMEHm, CMpax Ha paboyem mecme 8bl36AH Y MEHs. MeM, Ymo Hauly upmy NOKUHYLA OOHA
u3 Haubonee onvlmMHuIX KoJlee. A 601cy mo2o, Kmo Oyoem npuxam Ha ee mecmo, o6yoem Jiu
HOBblUl COMPYOHUK CMOJIb JCe KOMNEMEeHMHbIL, MONCHO U Oy0em Ha He20 NOJO0HCUMbCS,
3axouem U OH UHMESPUPO8AmMb ¢ Opy2UMU COMPYOHUKAMU omoend. Omo onamv-maxu,
cmpax nepeo Heuzgecmuwvim” (73).

"U3-3a evicokou pomayuu pabOMHUKO8, ocmasuiuecs COMpYOHUKU, Hacmo
BBIHYIHCOEHBL BbINONHAMDb OO0bUe 00sa3anHOCmel. HM3-3a npobiem 6 oOweHuu ¢ Koanieeamu,
NOABNAIOMCSA HENOHAMHble OeliCMEUs HeKOMOPbIX U3 HUX, YeIbl0 KOMOPbIX A6AAemcs
coz0anue MHe mpyoHocmel u ociabnenue moeu 3¢ghgpexmuenocmu... Bcesa necamuenas
ammocghepa, komopas gopmupyemcs Ha padbouem Mecme, 6bl36a1d Y MEHA NAHUYECKUL
cmpax. B nocneonee epems, s uyecmeyio, umo meHs mobouneyrom. Bce smo 3acmagnsem
MEHSl Cepbe3HO 3a0yMamubcs 0 cMene pabomoodamens u nepedaqu oeia 6 cyo. C meueHuem
8pemeHuU, 5 8ce boabue u borbue Hauunarw vyecmeosams cmpax” (115).

"@axmopom, Komopwili 8bl3bl8AECM CMPAX... AGNAEMCA HeNnpepvieHdas MmeKy4dechib
kaopos" (124). B ¢Bsi3u ¢ TeM, YTO COTPYTHUKHU MTOCTOSTHHO MEHSIOTCS, YICHBI KOJIJIEKTUBA HE
MOTYT JAPYT JPYTY MOJHOCTBIO TOBEPATh, UM TPYAHO BMECTE BBINOJIHSITH KaKUe-TO 3aJaHUs U
OBITh CJIaKEHHON KOMAaHIOM.

B HekoTOphIX KOMMIAHMSX, CTpaX HPUBOJUT K IaTOJOTMYECKUM, MO MHEHHIO
pecnoHIeHTOB, cuTyauusaM. OHUM U3 TaKUX CIy4aeB SBIISAETCS YBOJbHEHHUE 32 HENENIO JI0
PoxxnectBa, ogHoi u3 pabotHul. COTpyIHUKH HE 3HAIW MPUYHMH TAKOTO PEIIEHUs, a BOPOC
0 €€ YBOJIbHEHUHU BOOOIIIE HE MTOJHUMAJICS Ha COOpaHUHU COTPYAHUKOB KOMIAHHUH. Y BOJICHHAS
COTpYIOHMIIA JOCTHrajga JIy4ylIMX pe3ylbTaTOB Cpeau KOJUIEr OT[ela, OJIHAKO He
MOJJIEp>KMBaJia XOPOIIMX OTHOIICHUN ¢ Hambosee "BIUATENbHBIM" YEIIOBEKOM B KOMIIAHUHU.
OTO M MOCITYXUJIO, IO MHEHMIO JPYTUX, IPUUMHOW YBOJIBHEHMS. "Oma cumyayus 6vl36aid
CMpax u Hey8epeHHOCmb cpedu MHo2ux opyaux compyoruxog” (6).

Cpenu pecrnoHAEHTOB ObUIM TakXe Te, KTO 3asBIsJI, YTO HE YYBCTBYET CTpaxa,
CBSI3aHHOTO C BO3MOXKHOU moTepell paboThl. HekoTopbie OMpaBabIBAIOT MOJHOE OTCYTCTBUE
00s13HU 0 MOTepU PabOTHI y TEKyIIero padorogarens TeM (HakToMm, YTO Kak paOOTHUK, TaK U
paboTonaTenb 3HAOT O OOJBIIOM 3HAYEHWH KOHKPETHOTO COTPYIHHUKA IJI OpraHu3aluu U
MMOHUMAIOT, YTO PACcCTaBaHWE C TAKUM CIEIIHATMCTOM MOXET BBI3BIBATH OOJBIINE MTPOOIEMEI,
B CBS3M C UeM, pabOTHHK MOXET YyBCTBOBATh ce0s 6e3onacHo. " Daxmom asisiemcs mo, yumo



omKa3 pabomooamensi Om MOUx yciye npugedem K CHUNCEHUIO npooadc. A eOuHcmeeHHblil
YenogeK 6 KOMHAHUU, KOMOP®Ill 3AHUMAEMCs Npooaxcel moeapos Hauiell upmbl 3a
epanuyel. Yenosex, komopwiii Hauan bvl pabomy Ha moem mecme, 00xceH Obla Obl cHauana
VCMAHOBUMb NO3UMUBHBLE OMHOWLEeHUsL ¢ NoOpsduuKamu, komopule s yoice umero” (106), - ¢
TOPAOCTHIO TIOTICPKUBACT OJIMH U3 OTIPOIICHHBIX.

Jst qpyrux, KpaitHe BaKHO TO, 4TO "compyonuxu ne yepoocaiom opye opyey", - ux
pabouue mecma He 3asucam Opye om opyea. Hanpumep, eciu kmo-mo u3 compyoHukog
NOJYYUmM NOBblUEHUe, MO MO 3apanee npedyCMOMPEHO 3AKOHOM, d He 3a8UCUM Om
cyOveKkmusHoU oyenku pykosooumens. brazooaps smomy, nocrosuya: "Yenosex uenogexy
soak" na moeu pabome ne pabomaem” (125) - TOBOPUT PECHOHICHT, TPYIOYCTPOCHHBIH B
roCyAapCTBEHHOM OpraHU3alyu.

AHAJIOTUYHBI  ypOBEHb OC30TACHOCTH W3-3a OTCYTCTBUS KOHKYPEHIIUH Cpeau
COTPYJHHUKOB OBLI TaK)K€ BUJICH B CIIydae MPOCKTHBIX TPYIII, 0ObETUHSIONIUX CIICIIHATHCTOB
W3 pa3HbBIX 00JIACTEM, a TaKXkKe, B MAICHBKHUX MPEINPHUATHIX, TJIe YXOJI OJTHOTO COTPYTHUKA U3
HEOOJIBIIION KOMAaH/bl MOXET BBI3BATh OOJBIIONW XaOC B OpraHuU3alliid padOThl OCTAIBHOU
9aCTH KOJUIEKTHBA.

Kpome Toro, OBIBaeT, 9TO OTCYTCTBHE KAaKOTO-IHOO CTpaxa MOTEepPH TPYIOYCTPOCTBa
JMKTYETCS JIMTYHOCTHIO PaOOTHHKA, €r0 MHIWBHYATHHBIM TIOJIX0JIOM K KH3HH W IICHHOCTSM,
KOTOpBbIE JUIS HEro BaxHBL. TakuM o00pa3oM, OJHA W3 PECHOHJECHTOK HWCCIICIOBAHUS
MOTYEPKUBAET, UTO "HuKo20a He 4Uy8cmeosana cmpax Ha pabouem mecme. A cuumaro, ymo
ecau He ama paboma, mo Oyoem Opyeasi, 8epro 8 C60U HABLIKU U CNOCOOHOCIU, MAK YMO, eClu
OvL 51 wyecmeosania cmpax Ha pabome, koneuno s 6wl ee cmenuna” (89).

Jlpyrasi peCrioHJICHTKa, B CBOIO OYepe/lb, OMUCAlla CUTYAINIO, C KOTOPOH CTOJKHYIIACh
ee KoJutera o pabore: "Menedowcep umen 3y06 Ha 0OOHY U3 MOUX KoJlle2, KOmopas Ovlid 8 c8oell
pabome npesocxoOHa U He3aMeHUMd, HO OHA e20 He OOumcs (eOUHCmMEeHHas, 6ce OCMalbHblLe
ovLu 3anyeansvl). OHa HUKO20A He NO380ANA cebe YY8CMB08aAMb CMPAxX U 8ce20d 2080puUid,
Umo HUKaKou pabomol He Goumcs u modxcem yumu oadice na "kaccy” 6 cynepmapreme™ (12).

Onnako, aOCOMIOTHOE OTCYTCTBHE CTpaxa B CBS3M C BO3MOXXHOM yTpaToid pabodero
MecTa, MOKET OCJIa0UTh MOTHBAIMIO IE€pPCOHANa, NPUBECTH K OTCYTCTBHIO CTapaHUs
pabOTHUKOB TIPH BBITTOJTHEHUH CBOMX OOS3aHHOCTEH, W JaK€ MPUBECTH K MPEHEOPEIKCHUIO
pabotoii. HeoOpaTuMbIM MociecTBHEM JAaHHOTO OOCTOATENHCTBA MOYKET ObITh JEPEKPYTUHT
BCEX paOOTHHUKOB M3-32 0AHKPOTCTBA KOMIIAHUU. DTO U MPOU30ILIO B OAHON U3 KOMIIAHHM, O
KOTOPBIX pPacCKa3bIBaJIM PECIIOHACHTHI: " 6uoicy, omcymcemeue Kakou-mubo 03aboyeHHocmu
0 B03MOJCHOCMU YBONbHEHUs. 304 HAPYUIeHUs, MAK KAK HAYANbHUK 8ce20d OMHOCUMCA K
COMPYOHUKAM KAK K OPY3biM, A He KAK K NOOYUHEHHBIM... Obleaom makue ciyyau, Ko2od
PpabomHuKu npenedope2arom YKA3aHUAMU HAYATbHUKA U YACMO MOJNCHO YCabluamy croga. s
He Oy0y Huye2o Oelamb, NOMOM)Y YMO 6Ce 3HAIOM, KAKUM HNOKOPHBIM S611emcs HAaul
HAYANIbHUK, OH 6Ce PABHO HUYe20 MHe He coeraem" (26).

4.5.
HOCJIEACTBUSA CTPAXA, CBA3AHHOI'O C AEPEKPYTHHI'OM

Crtpax MoXeT BbI3BaTh pasnuuHble 3(¢dexTsl. OnaceHus mo MoBoay AEpEeKpPYTHHTa,
KaKk IMPaBMUJIO, BBI3BIBAIOT HETaTHBHBIE MOCJIEJICTBHS, HO MOTYT TakKe IPUHECTU
MOJIOKUTENbHBIE 3(P(EKTHI.

WHorpa ObIBaeT Tak, 4TO BEPOSITHOCTb YBOJIbHEHMS 10 WHHUIMATHUBE PabOTONATENs
SBIISICTCS. OJTHUM M3 JIEMEHTOB yNpaBiieHUs 3 (EKTUBHOCTBIO COTPYIHUKOB. B 3TOM ciydae
cucTeMa MpeAnosiaraeT MHOTOCTYIIEHYaToe MPHUHATUE pPEUIeHUH 10 OTHOIIEGHHIO K
COTPYIHHUKY, KOTOpbI He BBINOJHSIET CBOM oOs3aHHOCTH. llocie mepBoro mMpocTymnka,



COTPYIHUK JIMIIAETCS IPEMUH JTUOO €€ 4acTH, a 3aTeM PYKOBOJCTBO KOMITAHUH IIOMOTAET eEMY
UCIPAaBUTh CUTYallMI0O M HE COBEpIIaTh MOJOOHBIX OMMOOK B Oyaymem. OmHako, eciu
noso0Hasi CUTYyalusi MOBTOPUTCS, COTPYAHHMK JIOJDKEH CUUTAThCA C COKpAIIEHHEM CBOMX
00513aHHOCTEH, YTO YacTO MPHUBOJUT K M3MEHEHMIO 3aHMMAeMOW JOJDKHOCTH, 3a4acTyro, Ha
MEHee, OTBETCTBEHHYIO (BHYTPEHHUHN JepeKpyTHHT). Kak mnpaBuio COTpyIHHK, KOTOPBII
MpoIIes 4epe3 Mpolecc BHYTPEHHETO AEPEKPYTHUHTa, ObIBaeT oXBayeH Ooublieid 3a00TON U
KOHTPOJIEM CO CTOPOHBI HadanbcTBa. CIEQYIONIMM IIAaromM, B COOTBETCTBHU C PacCKa3zaMH
PECIIOH/ICHTOB, SBISIETCS BOCCTAaHOBJICHHWE pPAOOTHMKA HA MPEKHEH JODKHOCTH (eciu
COTPYIHUK TOBBICHI 3(PPEKTUBHOCTh U HE COBEpIIa)l OoJibllie OMMOOK, a 3aHMMaeMasi UM
MIPEX/Ie JOJDKHOCTh BCE €Ille BAaKAaHTHA) WJIM €r0 YBOJbHEHHE N0 MHUIMATHBE PabOTOIATENs
(B curyauumu, €ciu COTPYAHHMK Janbliie He copasisgercs). "Compyonuxk — Ovin
NPOUHGDOPMUPOBAH O MOM, YMO OH OOJHCEH HANUCamv 3dseleHue O nepesooe 8 O0pyeol
omoen, NOMOMY 4mo 6 omoeie X OH, K CONCANEHUN), He CHPABUICS C NOPYYEHHOU eMy
pabomoii. /o konya mpyoosoco docosopa ocmasaioce mpu mecaya” (81) - ommceiBaeT
CUTYyallMI0O W3 JKWU3HU JIpyra OJWH W3 pECNOHIeHTOB. CIEJCTBUEM TAaKOTO PpEHICHHUS
PYKOBOJICTBA CTajla CHTYyallusi, B KOTOpOil paboTHUK "cunvno usmenuncs. Heysepennocms 6
CBA3U C 3AHUMAEMOT OONIHCHOCIbBIO Meulana emy pabomams, MblClb O MOM, YMO 803MONCHO
ewe 00HO UsMeHeHue pabode2o mMecma 8800Uld €20 8 02pomMHbll cmpecc. OH He 3Hal, Ymo
Oyoem Ooanvuie - modcem Oblmb, uepe3 mpu mecaya emy CHO8a npuoemcs uckams pabomy"
(81).

WNHorma, oTcyrcTBHE  OOBSCHEHUS TPUYUH W TEPCICKTHB  BHYTPCHHETO
nepepacnpeiefieHne KaJpoB, TEpPexXoJl € OJHOW JODKHOCTH Ha JApYryro (maxe ecnu
MOJIOKEHWE HOBOM  JIOJDKHOCTH  BBIIE B OPraHM3allMOHHOW  HMEpapXvWu)  YacTo
BOCIIPUHHUMAIOTCSI COTPY/IHUKaMHU KaK Haka3zaHHWe — MPOSBICHUE BHYTPEHHETO JCPEKPYTHHTA.
"Yacmo 6 xomnanuu, 20e 1 pabomaro, umeem mecmo He0OOCHOBAHHOE nepepacnpedeieHue
NepcoHana medxcoy op2aHu3ayUOHHbIMU NOOPA30eNeHUIMU, O KOMOPbLIX He pa3208apuearon ¢
compyonuxamu. Omcymcmeue ungopmayuu u 00bACHEHUU COMPYOHUKAM NPUYUH MAKUX
Oelicmeutl 8bi3bl8AOM Hedosepue U YBeIUdUsaom OUCMAHYUIO Medcoy pabomooamenem u
compyonuxamu. Ilepexoo na opyayio 001#CHOCMb KOCHYACA U MeHs. Hukxmo ne ob0wsacuun mue,
yeMy OOJNJCHA Oblla C1e008amb CMeHa O0JNCHOCMEN, NOMOMY C CaMO20 Hayana sl
paccmampusan 3mo kax nakazanue™ (9) - HOATBEPKAACT OJTUH U3 PECIIOH/ICHTOB.

OO6pamiaer Ha ce0s BHUMaHue TOT (aKT, YTO HEKOTOpPBhIE PECIOHICHTHI
MOJAYEPKUBAIM, TOJOOHAs CHCTEMa YIpaBICHHUsS HE BBI3BIBAET y HHUX UYBCTBa CTpaxa
CBSI3aHHOTO C BO3MOXKHOCTBIO MOTEpU paboThl. OHAa MOTHBHPYET UX OBITH OOJiee yCepAHBIMU
10 OTHOILICHHUIO K paboTe U J0OPOCOBECTHEE BBINOIHATH CBOU 00SI3aHHOCTH. 3a4acTylo, Jaxke
pabounii, y KOTOpOTro, COrJIaCHO MPUHATON CUCTEME, yxkKe 3a0paiu IpeMuro "osi1 océedomiieH
0 CepbesHOCmU CUMYayuU, OH 3HAJ, YMO NOCJle TUUEHUs NpeMUuL Uoem Y8oibHeHUe, NOIMOMY
8 credyloujem mecaye COMUOHO NOOouilell K BbINOJIHEHUI0 C8OUX O00A3aHHOCmeU U 8
pe3yromame noayuun 3earue pabomuuxa mecaya" (95). Tak MPOUCXOIUT TOJHKO TOT/A,
KOT/Ia COTPYIHUKHA Ha BCEX YPOBHAX OPraHU3AIIMOHHONW MEpPapXHH XOPOIIO OCBEAOMIECHBI O
MOoJ00HBIE METO/axX YIPaBJICHHS U MOITOMY PELIEHUE O JErpajalliil He SBISAETCS IS HUX
CIOPIIPU30M, TOJIBKO CTUMYJIOM.

K HeratuBHbIM TOCHEACTBUSM TOSBICHUS CpPEIU COTPYIHUKOB UYYyBCTBa CTpaxa,
CBSI3aHHOTO C JEPEeKPYTUHIOM, HECOMHEHHO, SIBISIETCS Mpe3eHTeu3M. B KoMmaHusX, rie
COTPYIHHKHU MMETH BO3MOXHOCTH HAa0NIO/IaTh 32 YBOJBHEHUEM COTPYIHHKA Cpa3y MOCIe ero
BO3BpalIeHUs] ¢ OOJPHUYHOTO, HEMHOTHE BO BpeMsi O0JIe3HH BBIOMPAIOT BO3MOKHOCTH
CIIOKOMHOIO BBI3JIOPOBJIEHUSI B JOMaIllHed obOcraHoBke. "Jl1oou, komopwie udym Ha
OonbHUUHble, Yoice Ha pabomy He 6038paujaromcs ... HX yonbHAIOM, NOMOMY HUMO
pabomodamensv cuumaem, 4mo OHU u maxk xomam yumu. Heckonvko pa3 oadice ciyuanocs
maxk, umo y CcOmpyOHUKO8, HNpUOLIBAOWUX HA OONbHUYHOM, 3a0uUpaiu HeoOXooumbie



uncmpymenmsl 01 pabomsi ... ObLIO ACHO, YMO UM HeKyOa U He3ayem 6038PauamuCs.
Ilosmomy compyonuxu, Komopwvie Xomam pabomams, U 0eticmeumenbHo OObHbL, He UOYm Ha
oonvHuynblll aucm. OHU npeOnoyumarom npuxooums Ha pabomy OONbHLIMU, UMOOLL He
nomepsimo mecmo" (6) - TOBOPUT OJIMH M3 ONPOIICHHBIX. PECIIOHICHTHI O T4EPKUBAIOT, YTO
BCE Yallle CTAIKUBAIOTCSA C CUTYyallMed, B KOTOpOW "Ha camom Oene OONbHOU 4enogex u3
cmpaxa nomepsims ceoe pabouee mecmo, peuiaem 6oiems u pabomams oonospemenno” (7).

Kpome yrmoMsiHYTBIX BBINIE HETATUBHBIX MOCIEIACTBHI (4yBCTBO CTpaxa BBI3BAHHOTO
BO3MOXHOM 1oTepei paboThl), HEOOXOAUMO YIIOMSHYTh 00 YXYALLIEHUU COCTOSIHUS 370POBbs
pabOTHUKOB, B PE3ylIbTaTe MOCTOSHHOIO AMOIMOHAILHOTO HANPSDKCHUS, 00 OTCYTCTBUH
pPEATBHOTO OT/BIXa, MMOTOMY YTO HAIYyTaHHBIH COTPYAHUK, IMOCTOSHHO TyMaeT O TOM, Kak
COXPAaHHUTh CBOIO padoOTy, JaKe€ B BBIXOJHBIC ITHH; O HE3AOPOBOH KOHKYPCHIIMH CpEIu
coTpynHUKOB. Jlyumie Bcero, HamOojee HEraTHUBHBIE TOCIEACTBUS TaKOTO CTpaxa MOXKET
MPOUJUTIOCTPUPOBAThH IIUTaTa OJHOM W3 pecnoHAEHTOK: "[Ipodondcaroweecsi becnokoucmso
no N0B0JY COXpaHeHUus OOJINCHOCMU OKA3bleaem HaA MeHs paspyulanuje GnusHue, sl
HECNOKOUHO CHII0, 8 C80€e C80O00HOe 8pems 6ce epems oymaio o pabome. Cmpax é1usem Ha
MeHs ompuyamenvHo. Jladice 80 8pems omnycka s mo u 0eNo Omeeyaro Ha CIyiceOHbvle
360HKU, UYMOOLL ObLIMbL 8 NOCMOAHHOM KOHMAKMmMe ¢ Kojle2amu, 3a060msacb o Kaiecmee
8bINOIHEHUS NOCMABIEHHbIX 3a0ay. Omo He No380/iem MHe NOJIHOCHbIO OMOOXHYMb U
goccmanogums cunvl. bvlieaem, umo a eozeépawjarocy us omnycka Ha pabomy ycmaniou u
nepsnou” (3).

HekoTopble pecnoOHICHTHI YTBEPXKIAIOT, YTO CTpax TMeped yTpaTrol paboOTHI
HEO0O0X0MM, TIOTOMY, UTO '"cpedHecmamucmuieckull pabouuti He 000POCOBECMHO BbINOIHAE
60U 0053aHHOCMU, MAK KAK 3Haem, 4ymo pabomooamenio, He je2ko Oyoem Hatmu O0py2oco
kanouoama Ha e2o mecmo" (55). Jlpyrue, MOTYEpKUBAIOT, YTO CTpax MOTEPSIThH pabOTy
MoOYyXAaeT UX C JIOHKHBIM TPYAOTI00NEM OTHOCUTHCS K CBOUM CITY)KEOHBIM 00sI3aHHOCTSIM U
MOTHBUPYET K TOCTHKEHHUIO OOJIBIINX PE3YyNbTaToB. "4 uyecmeyio, umo si O0NHCHLIM 00PA30M
omuowycb K pabome. Bce mou obs3aHHOCMU, A CMApAlOChb GbINOIHAMb O0YeHb XOPOULO.
Beposimno, uz-3a mozo, umo s ne xouy nomepsmo 3my pabomy" (107) - moguepkuBaeT 0JuH
U3 PECTIOH/ICHTOB.

Ectp Taxxke moau, KOTOpBIE 3aMEUarOT APYTOM TOJIOKHUTEIBHBIA acleKT B OOS3HU
noTepu paboThI - MOXKHO OIPENIEIUTh, YTO KOHKPETHBIN BUJ pabOTHI HAC HE YIOBJIETBOPSET U
OyZeT jydille NepeyunuThCs WIM U3MEHUTh OTpacib, B KOTOpOM uiieM padoty. "bracodaps
pabome 8 ONUCAHHOU MHOU KOMNAHUU, 51 NOHAL, YMO paboma 6 Mot Ompaciu He AGNAemcs
mem, 6 uem s mo2y cebs uaumu"™ (116) - MOABOJUT HUTOr CBOEro OIbBITA OJUH U3
PECIIOH/ICHTOB.

Crpax mepen motepeil paOOThl, OJHAKO, MHOTJA MOKET OKa3aTh IMOJOKUTEIbHOE
BIIUSIHUE HA OTHOIICHUS MEXIY COTPyIHUKaMHU. B HEKOTOPBIX KOMIAHHSIX, CTpax MOTEPH
paboThl U3-32 HEBO3MOKHOCTH JOCTUKEHHSI KOHKPETHBIX PE3yJIbTAaTOB IMOCTABICHHBIX MEpPe]
COTpYIOHHKAMU, CKa3ajcsi Ha Ooyiee TECHOM HHTErpaluu COTPYIHUKOB, YTO MPUBEIO K
MPEJICTABJICHUIO B3aUMHOM TMOMOIIM B JOCTWKEHHHM TIOCTaBlIeHHBIX 1ened. OnHa wu3
PECTIOHIEHTOK YKa3bIBaeT Ha TO, YTO B KOMIIAHUU, TaM, TJie OHA padoTaeT "noumu Kaxicowlil
Mecay ecmpedandacs, ¢ cumyayueu, 8 KOMOpPOU HEKOMOPbIM COMPYOHUKOM He X8amaio
HEeCKONbKUX OYKO08, UmoObl GbINOIHUMb C8OL HOPMAMUBHBIU NIAH U He D0AMbCs YBONbHEHUS.
B smoii cumyayuu, me compyonuxu, Komopule yiice 8bINOIHUNU NOCABIEHHYI0 neped HUMU
yenv, 6e3 Kakux-aubo npodiem omoarom ceou 3aKasvl OpyeUM, MONbLKO OJisl M020, Ymoobl
yayuwums peiumune ceoux koane2" (102). brarogaps noJoOHOMY MOBEIEHUIO B KOMITAHUU HE
TOJNBKO YAEpKHBAEeTCsl Xopolras arMocdepa, HO M CTHPAIOTCS HETaTUBHbBIE MOCIEICTBHS
KOHKYPEHIIUH, BO3MOXXHOM TIpM COCTaBICHHUM pPEUTHHra COTPYJHUKOB, a TaKkKe
YBEIIMYMBACTCSI MHTETPaIisl COTPYIHUKOB, UTO B CBOIO OY€pE/b, MOXKET MpHUBECTH K Ooliee
3P PEeKTUBHOMY COTPYAHUYECTBY B OYIYIIEM.



4.5.
BBIBO/IbI

Ananmmu3 6norpauuecKux MoBECTeH JOKAa3bIBAET, YTO PECIIOHICHTHI YYBCTBYIOT CTPax
Ha paboTe CBsA3aHHBIA C JepeKpyTHHroM. OHHM OOSTCS MOTEPSTh CBOM pabodyne MecTa B
KOMIIaHUM, JErpajalid, a TaKkKe CUTyallud, B KOTOPOW OHHU CaMHU, BBIHYXAECHBI OyIyT
IIPUHATH perieHue o0 yBoiabHeHUH. Haie nuccnenoBanue Takke MoKas3bIBaeT, YTo:

- B HeOompmMX KOMIAHUAX, [0 CPAaBHEHHIO CO CPEIHUMH M  KPYIHBIMH
MPEANPUATHSIMHI, COTPYAHUKH MEHEE CKIOHHBI K IIPUHATHUIO PEIICHUs 00 YBOJIbHEHUU
nmo coOcrBeHHOW wuHUINMatuBe. Ha camoM Jene, OHM 4YYBCTBYIOT OOJIBIIYIO
MPUBSA3aHHOCTh K pabOTOAATENI0 M MOHUMAIOT, KaK BaXXHO UX COOCTBEHHOE BJIMSHHE
Ha (pyHKIMOHUpOBaHUE KOMIIaHUU. MIMeHHO noaToMy Oosiblile, 4eM B 0oJiee KPYIHBIX
OpraHu3alusaX, TOTOBbI TEPIETh HEYMECTHOE, 10 UX MHEHUIO, IOBEJIEHUE KOJUIET WIH
Ha4YaJIbHUKOB, a TaKXe€ HEJI0CTAaTOYHO XOPOIIUE YCIOBHUS TPYHAa, KOTOPbIE MOTJIH Obl
MOTHBHUPOBATh UX B MOJIb3Y MPUHATHUS PELIEHUS 00 YBOJIbHEHUU.

- B kpynHBIX KOMIAHHUSAX COTPYAHUKHM 4Yalle MCIBITHIBAIOT CTpaX, CBA3AHHBIA C
BO3MOXHOU moTepel paboThl B pe3yabTaTe COBEPLICHUS OMIMOKU IPU BHIMOJIHEHUU
MTOBCETHEBHBIX 0053aHHOCTEN.

— B kpynHBIX KOMIAHUSAX, OTHOUIEHHS MEXKJIy paOOTHHKAMM YacTO OCHOBaHbI Ha
KOHKYPEHIIUHU (B YaCTHOCTH, MEXJy COTPYAHUKAMH OT/EIOB MPOJAXK, a TAKXKE MEXKIY
pabOTHUKAMU pa3IMYHBIX BEIOMCTB) M, CJIEOBATEIbHO, OHU Yallle I0JIBEPKEHBI,
YyBCTBOBATh CTPaX B CBS3U C BO3MOKHOCTBIO MOTEpPH pabOThl, HEXKETU PabOTHUKU
MaJIbIX TTPEAIPUSATHIA.

— HeanexkBaTHbie KaapoBble pemieHUs (MOa00p MEHEIKEpPOB), OCOOCHHO B Cllydae
MajblX W CpPEeJHUX NPEINPUSITUHA, OKA3bIBAIOT HEMOCPEJCTBEHHOE BIHUSHHUE Ha
MOTEHIIMATILHOE PellIeHNnEe COTPYAHUKOB 00 YBOJIbHEHHUH.

— B HekoTophIX OpraHu3anusx, B KOHEYHOM HUTOTE, BIUSHHUE HAa MPUHATHE pelieHus: 0o
YBOJIbHEHUU  OKa3aJlo CHIDKEHHE TPUBEPKEHHOCTHM K CBOUM  CIIY)KEOHBIM
0053aHHOCTSIM, YTO OBLJIO BHI3BAHO CTPAXOM MEpPe] HAYaIbHUKOM.

- B ciuyyae Oo0dbINOW JUCTAHIIMKM TIO JIMHAM OTHOILIECHWN pabouuii-HavaIbHUK,
COTPYIHHMKHU 4Yallle HCIBITHIBAIOT CTpax MOTEPSATh PadOTy M3-3a COBEPLICHHOW HMH
OLIMOKYU WIJIM HEYJJaul B TOCTUKEHUH PE3YJIbTaTOB.

— PaGoTHHMKM ¢ MEHBIINM CTakeM paboThI (10 3 JeT), peAKO TOTOBBI MPUHSATH PEIICHUE
MOKWHYTh KOMIIAHUIO, TIOTOMY 4YTO Oojblie OosiTcs mpoOiieM HpU MOUCKE HOBOTO
TPYAOYCTPOMCTBA B CBSI3U C HEOOJIBUINM NMPOPECCUOHATBHBIM OIBITOM.

— Tonbko B ciiyyae 3-X PECIIOHICHTOB MOSIBIIIOCH YTBEPKJIEHHUE "SI HE IPOMEHSIO ATOU
paboThI HU Ha KaKyo ApYyryw" win nogo0Hoe.

— Yacro HeraTuBHBIE (AKTOPbI, KOTOPHIE MOJATAIKHBAIOT PAaOOTHHUKOB OTKAa3aThCS OT
paboThl B TOM WJIM UHOM KOMITAHUHU, BBI3BIBAIOT OTCYTCTBHUE KENaHUSI UCKATh paboTy B
opraHmu3anusax, paboTaromMX B TOM K€ WM aHAIOTUYHOW OTpaciv, B KOTOPOH
JeWCTBOBAJI MX MpeAbIAYLINI paboToaaTeNb.

- B komMnaHusix, B KOTOpPBIX COTPYJHMKHM HE MOHMMAIOT WM HE NMPUHUMAIOT CIOCOO
YIPABJICHUE HUCIOJb3YEMbId HAYaJIbHUKOM, BO3HUKHOBEHHUE CTpaxa Iepel MoTepeu
TPYZIOYCTpOiicTBa ObUIO OOJICe YACTHIM SIBJICHUEM.

- B cnyudae coBepiieHuss OIIMOKM MM HEMPABUIBHOIO BBIMOJHEHUS MOCTaBIECHHOMN
3aauu, pabOTHUKH Yallle YyBCTBYIOT CTpaX CBSI3aHHBIN C BOZMOKHBIMU HETaTUBHBIMU
MOCIIEICTBUSIMH, KOTOpbIEe OYyIyT IMOHECEHbl KOMIAHUM (HaIpuMep, MoTepst BaKHOTO
KJIMEHTa, HEMpPUroJHOCTh TOBAPOB JIMOO pa3opeHue (UPMbI), YeM CcTpax Iepen



notepeil pabotel. CTpax mepes BO3MOXKHBIM JCPEKPYTUHIOM (yBOJILHCHHEM WIIU

HEOOXOAMMOCTBIO TIOKUHYTh 3aHUMAEMYIO JIOJDKHOCTB), Yallleé BCErO TMOSBISIECTCS B

pe3ylbTaTe TUIOXUX OTHONICHHWHA ¢ HETTOCPEACTBEHHBIM PYKOBOJAUTENIEM (KaK MPABHIIO,

M3-32 OTCYTCTBHSI aKIENTAIlMK €ro JIMYHOCTH JIMOO CTUIISI YIIPABJICHUS) U B PE3yJbTaTe

OTCYTCTBHSI HHTET DALMY C KOJIJICTaMHU.

- MHWuorma OviBaeT Tak, 4YTO pPaOOTHUK HEIOBOJBHBIA YCIOBUSMU Tpyda WU
npeoOagaromnieit arMmochepoit BHyTpr KOMIIAHUM, HE YBOJIBHSCTCS, OH JKICT, IIOKa HE
UCTEYET CpPOK TPYAOBOTO joroBopa. OpHako TMpH TIOUCKE JalbHEHUIIETo
TPYIOYCTPOMCTBAa YK€ HHUKOTJa HE pPacCMATPUBACT TPEATIONKEHHS TPEABIIYIIETO
paboronatens. IlomoOuble  cuTyauuu  paboTomarend, K  COXAJICHHIO, HE
paccMaTpuBalOT KaK COOCTBEHHBIC HEyJa4d B YIOPABICHUHM YEJIOBEUECKUMHU
pecypcamu. B OoJIbIIMHCTBE CiydaeB, OHM Jak€ HE 3HAIOT, KAKOBbI MOTYT OBIThH
MTOCJICJICTBUS - OTCYTCTBHE BO3MOXKHOCTEH TPYIOYCTPONUCTBA IICHHBIX COTPYJAHHUKOB B
OyayiieM.

— Huorma ObIBaeT Tak, 4To pabOTHUK HAYMHACT OOSITHCS TAK HA3BIBAEMOTO IMO3UTHBHOTO
JepeKkpyTHHTa. B cHUTyaIusx, KOT/1a J0JIrOCPOYHBIA COTPYAHHUK BBIXOTUT HA IEHCHUIO,
OH HayMHAaeT YyBCTBOBATh CTPAX IEpeJl MOJHBIM MCKIIOUYEHHUEM €ro M3 COOOIIecTBa,
9acThIO0 KOTOPOTO €Ille HeJaBHO OBLII.

[TogBojmss WTOTM  CTAaThW, aBTOPHI OOpallalOT BHUMAaHWE MEHEDKEpPOB Ha
HEOOXOJIMMOCTh 3aJlyMaThCsi W MPHUHATH HEOOXOJMMBIEC JIEHCTBHUS, KOTOpPBIE OyIyT
HaTpaBJICHbI Ha YCTPAaHEHHE CTpaxa B CBS3M C MPOIECCOM JEPEKPYTHHTa B OpraHu3anuu. B
OOJIBIIMHCTBE CITy4aeB, UMEET OH Pa3pyIIUTEIbHOE BO3ACHCTBIE HA PAaOOTHHKOB M TEX, KTO
MoKuaaeT pupMy, U TeX, KTO OCTACTCA.

[IpobnemaTtnka cTaThul Tpy/AHA, HO HWHTEpECHa M akTyajdbHa. [lOATOMY CTOUT
MOCBATUTH €M MOCIEAYIOLUE UCCIEIOBAaHUS, COCPEOTOUECHHBIE HE TOJIbKO Ha cOOpe TaHHBIX
KaueCTBEHHOTO XapakTepa, HO U TeX, KOTopble OyayT HampaBieHbl Ha TIOJy4YeHHE
"KOJINYEeCTBEHHEIX" JaHHEIX.



TECHNOLOGICAL DIMENSION OF KNOWLEDGE
MANAGEMENT

IRENA FIGURSKA



3.1.
INTRODUCTION

Today, in the knowledge-based economy, knowledge plays an essential role for the
development of individuals, organizations and societies, therefore effective management of
knowledge has become one of the basic determinants of their competitiveness in the market.
Efficiency of knowledge management (KM) is determined by many factors of organizational
and non-organizational nature, and one of them is the ability to choose and use appropriate
information and communication technologies (ICT) facilitating the realization of knowledge
management processes, in particular knowledge sharing and use.

3.2
THE ESSENCE OF KNOWLEDGE MANAGEMENT

Knowledge management is defined as a systematic, organized, thoughtful and flexible
actions aimed at knowledge resources (individual, collective and organizational; explicit and
tacit) of the organization, taken and performed with the intention of achieving the objectives
of the organization efficiently and effectively. These actions enable the organization to realize
knowledge management processes (localization, acquiring, developing, sharing, preservation,
use) as well as shape the environment (human, technical, cultural) conducive to KM, using for
this purpose appropriate methods and tools (Figurska, 2012).

The major knowledge management goal is to enable the organization to act
intelligently [Wiig, 1999] by ensuring the environment that creates optimal conditions for
knowledge creation, transfer and use (Fazlagi¢, 2014). Detailed knowledge management
objectives can be formulated in relation to people (knowledge workers), KM processes,
procedures, methods, tools, products, services, organizational culture, etc. (Figurska, 2012).

Effective KM brings benefits to both organizations and employees (Dalkir, 2005).
Knowledge management helps employees do their jobs and save time through better decision
making and problem solving. Knowledge managment builds a sense of community bonds in
organizations, helps people to keep up to date, provides challenges and opportunities to
contribute, facilitates networking and collaboration. Furthermore, realization of this
management concept enable people to develop professional skills, professional code of ethics
and common language. For the organization, KM helps to: drive strategy, solve problems
quickly, diffuse best practices, improve knowledge embedded in products and services, create
ideas, increase opportunities for innovation, achieve better competitive position, build
organizational memory. Awareness of the mentioned above benefits resulting from effective
management of knowledge in organizations is essential to win employees’ engagement in KM
activities.

Knowledge management is performed by realization of closely interconnected
processes (Probst, Raub & Romhardt, 2002), such as knowledge:

localization - concentrated on discovering and presenting knowledge sources,

— acquisition - aimed at obtaining knowledge from external sources,

— development - focused on specialized knowledge creation,

— sharing and distributing - aimed at making knowledge accessible to people who need
it,

— use - focused on the productive use of an organization’s knowledge sources,



— preservation - aimed at preventing the organization from losing valuable knowledge.

Effective realization of these processes enable employees to solve problems easier,
better and more quickly, or can simply avoid them thanks to knowledge.

Generally, two basic approaches to knowledge management are observed in practice
(see: Sveiby, 2001; Hlupic, Pouloudi & Rzevski, 2002; Rutheford & Tait, 2004; Figurska,
2012):

— technology-oriented approach - treats knowledge as objects which can be easily
identified, codified and stored in information systems, and is focused on development
of information and communication technologies,

— people-oriented approach — treats knowledge as constantly changing processes, and is
focused on evaluation and improvement of people, knowledge sharing and building
appropriate organizational culture.

Considering the above approaches, one can distinguish three main dimensions of
knowledge management (Figure 3.1.):

— personal - it refers to both: management of employees in such a way as to increase
their involvement in the realization of KM processes, and personal knowledge
management (PKM) (Figurska, 2015),

— cultural - it refers to the development of the organizational culture conducive to
knowledge management, based on trust, cooperation and continuous learning,

— technological - concerns the use of knowledge management tools, in particular those
related to information and communication technologies

PERSONAL

KNOWLEDGE
MANAGE-
MENT DIME-
SIONS

CULTURAL TECHNOLOGICAL

Figure 3.1. Knowledge management dimensions
Source: own study.

Presented in the Figure 3.1 knowledge management dimensions complement and
affect each other strengthening or weakening their influence on the KM realization and
effectiveness.

3.3.
IT TOOLS OF KNOWLEDGE MANAGEMENT

Nowadays the use of appropriate under the circumstances ICT solutions is one of the
most important conditions facilitating knowledge management in organizations. However, the
choice of appropriate tools is not easy because they must be designed to reflect the users’
needs both with regard to their purpose and way of use and at the same time their cost and the
cost of their operation must be acceptable. Recognising the importance of new ICT technolo-



gies one must remember that they cannot replace qualified, creative employees, appropriate
organizational culture as well as well-formulated KM strategy of the organization.

The role of technology in knowledge management is evidenced by the fact that the
technology is a part of the KM system (Figure 3.2.), which is understood as ,,a complex of
principles, methods, sources, sets of information, people and networks of their mutual connec-
tions, which allows to adopt and realize strategies of knowledge management to achieve the
goals of the organization” (Perechuda, 2005).

r KNOWLEDGE MANAGEMENT SYSTEM —I
STRUCTURES, PROCEDURES

,_L\

I I
>
[£a]
I 2 I
| 5| 2 W |
2llE P KNOWLEDGE
I ) N WORKERS <> CULTURE I
| b |
| (2 = KNOWLEDGE |
HERRE |
WE ‘N |
I & § TECHNOLOGY I
I ‘é I
I I
-

Figure 3.2. Technology as a part of knowledge management system
Source: own study.

ICT tools using in the field of knowledge management facilitate contextualization of
information, allow intelligent transfer of information, allow social interaction and the creation
of networks, have a friendly human-computer interface, be easy to use and useful (Miller,
2005).

ICT tools that can be used to improve the effectiveness of knowledge management in
the organization, include among others: Internet, Intranet, Extranet, databases, corporate por-
tals, FAQ, e-learning, integrated management systems, customer relationship management
(CRM), content management systems (CMS), decision support system, document manage-
ment systems, group work supporting systems (groupware), artificial intelligence (Al) sys-
tems, knowledge experts finding systems, organizational KM computer systems, teleconfer-
ences and videoconferences.

Internet facilitates knowledge management and is one of the fastest developing tech-
nologies. It allows: access to www resources, real-time video conferences, long-distance
meetings, transmission of materials, e-mails, selecting information to reflect the query and
many other activities realization.

Intranet is a computer network within an organization from which employees get in-
formation selected to suit their needs by means of web browsers, and navigating to similar in
terms of content websites is possible thanks to hyperlinks.

Extranet is a “controlled private network allowing customers, partners, vendors, sup-
pliers and other businesses to gain information, typically about a specific company or educa-



tional institution, and do so without granting access to the organization's entire network (...)
It is restricted to select users through user I1Ds, passwords and other authentication mecha-
nisms on a login page” (Extranet, 2016])

Database is a structurally organized data. Database dedicated to knowledge manage-
ment is called knowledge database. To transform database into knowledge database it is nec-
essary to provide it with context. Creation of a knowledge database is one of the main ele-
ments of knowledge management programs and enable realization of KM strategy.

Databases can relate to different issues. For example, experts databases (Yellow Pag-
es) enable people to find an expert with specialist knowledge on a certain topic within the
organization and to learn what he knows. Experts databases also provide “first-hand infor-
mation on responsibilities (such as power of attorney, decision making, and member of works
council)” (Development of an Expert Database, 2016). From the perspective of the KM effec-
tiveness best practices databases, which contain examples of successful, proven in practice
KM solutions, are also very useful.

Corporate portal is “a main website that allows access to all the information and
software applications held by an organization and provides links to information from outside
it” [Corporate portal, http://www.businessdictionary.com]. Such portals are a starting point
for employees seeking specific information in Intranet. In organization in which success de-
pends on effective use of possessed information corporate portals are responsible for the crea-
tion of KM platform.

Frequently Asked Questions (FAQ) are lists of typical questions that people (users of
the website) might ask regarding a particular subject, and answers intended to help them raise
awareness on this subject, without involving any person. FAQ is a useful form of explicit
knowledge sharing.

E-learning is one of the most often used systems in knowledge sharing and develop-
ment. It uses, inter alia, the Internet, Intranet, Extranet, multimedia materials, interactive tele-
vision as well as multimedia carriers such as CD and DVD. The tool that facilitates distance
teaching is e-learning platform (E-learning, 2016).

Integrated management systems such as ERP (Enterprise Resource Planning) and
MRP (Manufacturing Resource Planning) are information systems used for supporting man-
agement of the organization or a group of cooperating organizations. Individual elements of
the application are responsible for both data collecting and its processing. Functions of these
systems ensure optimization of all organization’s resources and processes occurring in the
company (Zalewski, 2011).

Customer Relationships Management (CRM) facilitates service and consulting activi-
ties. This concept of management is focused on building long-term relationships with custom-
ers and gaining their loyalty. CRM systems support a sales process, make establishing a rela-
tionship with potential customers easier, maintain relations with previously acquired custom-
ers, increase customer satisfaction etc. Generally speaking, CRM systems

Content Management Systems (CMS) are applications that provide capabilities for
multiple users with different permission levels to manage content, data or information of a
website project, or Internet/Intranet application. Managing content refers to creating, editing,
archiving, publishing, collaborating on, reporting, distributing website content, data and in-
formation (What is a Content Management System (CMS)?, 2016). These systems are typical-
ly used for enterprise content management and web content management.

Decision support system facilitate data interpretation, predicting decisions conse-
quences, diagnostics, recommendation of remedial actions, designing solutions, controlling
system behaviour, monitoring, storing and using knowledge.



Many organizations use document management systems that facilitate gathering, clas-
sifying and searching for documents, the also facilitate registration of activities performed
using them thanks to which appropriate circulation of information in organization is assured.

Group work supporting systems (groupware) support systems are aimed at supporting
employees in disseminating their knowledge. They facilitate proper work planning, team
building, task assignment, discussions and reporting.

Artificial Intelligence (Al) systems are intended to simulate human intelligence pro-
cesses by computer systems. “These processes include learning (the acquisition of infor-
mation and rules for using the information), reasoning (using the rules to reach approximate
or definite conclusions), and self-correction” (Al. Artificial Intelligence, 2016).

Knowledge experts finding systems enable users to discover individual experts or
knowledge artefacts created by them, as well as communities of expertise, in order to hire or
acquire their knowledge. Such systems enable acceleration of research and development, rap-
id formation of teams, assessment of enterprise skill sets, identification of skill atrophy, the
discovery of new and emerging skill areas, as well as the prediction of the effects of a
knowledge loss or gain (Maybury, 2006).

Organizational KM computer systems are a complex responses to challenges faced by
organizations operating in the knowledge-based economy. Nowadays many IT companies
provides complex solutions for knowledge management. They offer, inter alia, database de-
sign services, implementation and administration of Internet systems, integration of internal
systems or project management systems. Such systems are the most effective as they are
adapted to specificity of organizations determined by many factors of different origins.

Teleconferences and videoconferences facilitate communication as well as the ex-
change of information and knowledge in situations where personal face-to-face contact be-
tween individuals or teams is not possible. They are usually of a scientific or a business nature
and usually a person to lead the meeting is required.

Listed above technologies are only examples, which are relatively often used in organ-
izations, however, they do not exhaust the rich list of possible to use IC tools.

3.4.
USING IT TOOLS IN THE LIGHT OF THE RESEARCH

The questions arise, whether employees know the information and communication
technologies? Whether they know what technologies are used in organizations in which they
work? What ICT they use in practice? To answer these and other questions concerning differ-
ent issues related to knowledge management in organizations, the study was conducted which
was addressed to working people who held at least secondary education. Overall, 600 ques-
tionnaires were distributed and 484 of them were returned correctly filled, giving a return of
80,7%. The spatial scope of the survey covered subregion of Shipsk, located in the central
part of Middle Pomerania, northern Poland.

Equating knowledge management only with the use of modern information and com-
munication technologies is a mistake, nevertheless in many organizations the use of such
technologies supporting KM becomes a necessity and largely influences the success of
knowledge management initiatives. Therefore respondents were asked about their familiarity
and practical use of various technologies listed in the question (Table 3.1.).



Table 3.1. Knowledge and use of technologies supporting KM

The technologies known to respondents (in %)

Position
No. | Types of technologies managerial non-managerial Altogether

Used l’:Is(:atd :(r)]tal Used Dls%td :(r)]tal Used L,:Isoetd ':Qtal
1 |Internet 97,1 |0 97,1 91,1 |61 97,2 (92,8 (4,3 97,1
2 | Intranet 31,2 34,1 65,3 (29,2 41,1 70,3 (29,8 [39,0 68,8
3 | Extranet 10,9 |44,9 55,8 19,5 |50,0 59,5 1|9,9 |48,6 58,5
4 | Databases 76,1 16,7 92,8 (74,3 15,0 89,3 (74,8 [15,5 90,3
5 | corporate portals 39,1 (42,0 81,1 33,8 [39,9 73,7 35,3 [40,5 75,8
6 |FAQ 16,7 [37,0 53,7 19,7 |45,1 64,8 (18,8 (42,8 61,6
7 |e-learning 35,5 1355 71,0 (28,6 (44,2 72,8 (30,6 (41,7 72,3
8 | MRP/ERP systems 23,9 34,1 58,0 |7,2 |52,9 60,1 (12,0 (47,5 59,5
9 | CRM systems 26,8 35,5 62,3 (21,4 (45,1 66,5 (22,9 (424 65,3
10 |CMS 19,6 (31,2 50,8 |[12,4 |45,7 58,1 (14,5 (415 56,0
11 | Yellow Pages 21,0 129,7 50,7 |11,8 (47,7 59,5 (14,5 (42,6 57,1
12 | best practices databases 16,7 |35,5 52,2 13,0 [45,7 58,7 14,0 [42,8 56,8
13 | decision support systems 22,5 (32,6 55,1 |16,2 [44,2 60,4 18,0 [40,9 58,9
14 | document management systems 52,2 |16,7 68,9 (48,8 |26,3 75,1 (49,8 |23,6 73,4
15 ?éfgfpw";’?;‘ supporting Systems |51 5 1597 609 [19,1 457 |648 |225 411 |63.6
16 | Al systems 10,9 [34,1 450 |40 |54,3 58,3 [6,0 |48,6 54,6
17 :‘g‘;;‘f:'gﬂ?;nes)‘yzfgﬁs 10,9 (39,1 |50,0 |90 |50,6 [59.6 |95 [47,3 |568
18 2;%35@:‘2;;'{;’;" 370 225 |595 |26,3 (309 [662 [293 |349 64,2
19 |teleconferences 34,1 1420 76,1 |22,5 (50,0 72,5 |25,8 (47,7 73,5
20 |videoconferences 23,9 47,8 71,7 19,7 |52,3 72,0 (20,9 [51,0 71,9

Source: own study.

Respondents most frequently pointed to the knowledge of technologies supporting
knowledge management, such as: the Internet (97,1% of the researched group) and databases
(90,3% of the respondents). A little more than % of all respondents know corporate portals
and a little less of them declares knowledge of technologies such as: teleconferencing
(73,6%), document management systems (73,3%), e-learning (72,3%) and video conferencing
(71,9%).

On the other hand the least of all respondents (less than 60%) declared knowledge of
technologies such as: artificial intelligence systems, knowledge experts localization systems,
decision support systems, best practices databases, content management systems, experts da-
tabases, Extranet and integrated management systems.

Knowledge of the particular technology does not always mean that it is used by them
in practice. As far as the Internet is concerned, a gap between number of people who know
this technology and the number of people that use it is small and equals 4,3 percentage points.
However, with other technologies this gap is as high as several dozen percentage points. For
example, videoconferencing is known by 71,9% of the researched group, but it is practically
used only by 20,9% (a gap is 51 percentage points), artificial intelligence systems are familiar
to 54,6% of respondents, but only 6,0% uses them (a gap is 48,6 percentage points). General-
ly, the most commonly used technologies include: Internet (92,8%), databases (74,8%) and




document management systems (49,8%), while the least common are: artificial intelligence
systems (6,0%), knowledge experts localization systems (9,5%) and extranet (9,9%).

Mentioned above knowledge management technologies (except for query distribution
systems) are used more often by managers than by non-managers and a gap between the per-
centage of people using those technologies in both groups ranges from a few to over a dozen
percentage points to the advantage of managers (Table 3.1). This situation is obviously justi-
fied because of the complexity of tasks performed by managers and their duties, which often
require them to understand and apply innovative solutions in the field of ICT.

The analysed question was also supposed to help with identifying technologies used in
organizations which the respondents work in. The fact of using a specific technology (e.g. the
Internet), which was stated earlier, doesn’t have to mean that it is used in the respondent’s
organization.

And so, slightly more than % of the survey participants declared using the Internet in
organizations, databases are also commonly used (71,5% of respondents) and nearly half of
them indicated the use of document management systems in firms they work in (table 2). Oth-
er technologies have been used to a much lesser extent and the least common are: artificial
intelligence systems (3,7%) and extranet (8,1%).

The lack of knowledge of using communication and information technologies in their
organizations was declared by a significant number of respondents. More than half of them
were not aware whether their organizations make use of: artificial intelligence systems
(53,5%), extranet (52,9%), best practices databases (52,5%), knowledge experts localizing
systems (51,0%), experts databases (50,6%). Only in the case of the Internet and databases
percentage of people declaring lack of knowledge of using these technologies in organizations
was less than 10%.

People occupying non-managerial positions more often than managers weren’t aware
whether specific technology is used in their organizations (Table 3.2.). The gap between per-
centage of people occupying managerial and non-managerial positions, who declared lack of
knowledge about the use of particular technologies, reached almost 25 percentage points in
some cases (e.g. videoconferences, teleconferences, artificial intelligence systems etc.).

Survey results indicate that the frequency of the use of technologies increases with the
size of the organization. For organizations employing up to 10 people, the average number of
technologies used was 3,73, in the case of organizations employing 11-50 people — 4,91, or-
ganizations employing 50-250 people used on average 5,44 types of technology, and employ-
ing more than 250 people — 6,36.

Table 3.2. Applying technologies in the organizations and lack of knowledge about the
use of technologies

Lack of knowledge about the

Q]gpI%/;SEnOIO— use of technology (in %)
No. | Technology ay Position

in the _ non- Itr;tal

company managerial managerial
1 Internet 75,6 5,8 2,3 3,3
2 Intranet 27,3 34,1 44,2 41,3
3 Extranet 8,1 40,6 57,8 52,9
4 databases 71,5 11,6 6,1 7,6
5 corporate portals 26,0 21,0 42,8 36,6
6 FAQ 20,0 32,6 48,6 44,0
7 e-learning 22,9 30,0 45,7 41,1
8 MRP/ERP systems 14,9 32,6 54,9 48,6




9 CRM systems 24,8 26,8 48,8 42,6
10 content management systems (CMS) 12,4 34,1 54,9 49,0
11 | experts databases (yellow pages) 12,4 32,6 57,8 50,6
12 best practices databases 11,6 39,1 57,8 52,5
13 | decision support systems 15,7 32,6 50,0 45,0
14 document management systems 48,1 18,1 251 23,1
15 | group work supporting (groupware) 19,6 25,4 49,4 42,6
16 | artificial intelligence systems (Al) 3,7 35,5 60,7 53,5
17 knowledge experts localization systems 11,2 35,5 57,2 51,0
18 ;);g;r;]iqzsational KM computer 281 239 436 38,0
19 | teleconferences 24,4 23,9 48,6 41,5
20 | videoconferences 20,9 26,8 50,0 43,4

Source: own study.

A number of technologies supporting knowledge management listed in the survey’s
questionnaire are hardly ever used. This fact however, doesn’t have to imply inappropriate
knowledge management. The specificity of the organization determined by the industry in
which it operates, by its size, by production type and volume and many other factors can de-
cide that the use of specific information and communication technology is not essentially jus-
tifiable. In some cases, widely understood costs of implementation and use of specific tech-
nologies can be higher than expected benefits.

3.5.
CONCLUSIONS

Nowadays knowledge management has come to the theory and practice of manage-
ment for good. However, it must be emphasized that effective knowledge management would
not be possible without using appropriate information and communication technologies. The
results of the study indicate, however, that employees’ knowledge about IC technologies and
their application in organizations in which they work, is insufficient.

While deciding which type of ICT tools to use in the process of managing knowledge
it is important to take into consideration the needs of the organization, resulting from its strat-
egy, and employees needs resulting from the tasks they perform. It is necessary to state what
area of knowledge management is the problem and what IT tool should be used to solve it, as
well as — in what area of knowledge management implementation and use of IT tools will be
the most beneficent in the context of building competitive advantage of the organization.
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THE APPLICATION OF STOCHASTIC EQUATIONS
TO PREDICT PURELY RANDOM PHENOMENA
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4.1.
INTRODUCTION

Random processes, similarly to non-random ones, can be analysed by examining de-
pendencies between random variables, their delays and value gains. Stochastic differential
equations can be used for this purpose. When constructing econometric models, explanatory
variables, their delays and gains introduced into a model have to be independent.
This condition does not have to be satisfied in the case of stochastic models, which is their
advantage over econometric models and also justifies the application of stochastic equations.
Thus, stochastic equations taking into account random dependencies can be applied in order
to describe the correlation between pure random variables. The application of such equations
leads to the construction of an appropriate model which, in the course of further analysis, pro-
vides a basis for forecasting future developments of the observed phenomenon.

In this analysis, Y(t) denotes the number of road traffic fatalities in selected countries.
For this variable, gains that are necessary to create a finite-difference model are established.
Next, a differential model is generated based on the finite-difference model. The development
trend of the observed variable X(t) is presented with the use of random coefficients; the initial
conditions are also random variables. In this paper, accidents are understood as a result
of statistical observations of the phenomenon. The paper presents a stochastic approach
to one of the socio-economic problems - road deaths.

Its aim is to analyse the number of road traffic fatalities in different countries, selected
by means of a taxonomic method with the application of stochastic differential equations,
and also, predict future behaviour of the phenomenon. In order to achieve this goal by means
of ordinary econometric models, not stochastic ones, a systematic and random component
would have to be extracted. The variable referring to the number of road traffic fatalities does
not have a systematic component. As a result, a stochastic model is applied, which does not
set down such a requirement. In this analysis, a model of the number of road traffic deaths is
indispensable to estimate the future forecasts of the phenomenon.

4.2.

THE PROBLEM OF ROAD TRAFFIC ACCIDENTS IN SELECTED
COUNTRIES - AN OVERVIEW

Continuous development of civilisation brings about significant modifications to
the natural environment, which can adversely affect human existence. A man is not always
able to keep up with and adapt to the ongoing technological development - lack of such adap-
tation becomes a cause of possible disasters. On the one hand, a man eliminates dangers that
came into being in the preceding years, but on the other hand, he simultaneously generates an
array of new threats. However, we always want to be, and to feel, safe. We want to be able to
apply technical systems in a safe and infallible way.

Safety issues involve analysing damages and errors which can lead to a situation that
would require undertaking additional suitable actions in order to avoid the consequences
of those damages and errors. We look for methods and assessment criteria to be able to ana-



lyse safety levels. Road traffic safety is an element of public order and a state’s internal secu-
rity; it is also an essential element of human mobility. The road traffic safety issue covers a
few areas, including technology, psychology, medicine and many others. As a result, road
traffic accidents have become one of the most serious problems of health and social policies
facing the contemporary world.

The problem has been growing more acute due to increasing motorization. Out of all
modes of transport, road transport is the most dangerous. In Poland, the number of road traffic
casualties is higher than the European average, some of the causes being: poor technical con-
dition of Polish roads, a growing number of road users and drink-driving.

Road safety is a major component of numerous programmes and activities undertaken
to improve traffic conditions in a lot of countries (www 3). Road safety action programmes
aim to halve the number of accidents; they adopt various measures, including wide-scale in-
ternational cooperation, scientific studies, information campaigns and legal regulations,
to achieve the goal. In June 2010, the European Commission adopted the communication
,Towards a European road safety area: policy orientations on road safety 2011-2020”, which
states that one of the aims of the common road safety policy is halving the overall number
of road deaths in the European Union by 2020.

Another programme worth mentioning is “Vision Zero” launched in Sweden, whose
implementation is to bring the number of road deaths down to zero in the future.
The programme also specifies that by the year 2020 the number of traffic fatalities is to be no
more than 220. Vision Zero is based on the concept that it is the state that bears responsibility
for road safety. Unfortunately, Poland still belongs to the countries whose citizens incur the
highest risk of severe injuries or death in road accidents (www 2).

To illustrate the issue, a cartogram was drawn up - it shows the number of road acci-
dents per 100,000 population by the voivodships (provinces) of Poland in 2010
and in 2014 for comparison (based on the data published on the websites of the Polish Statis-
tical Office (GUS) and Eurostat) (www 1). Moreover, for each voivodship, the data were bro-
ken down into the following categories: road traffic accidents per 100,000 population, road
traffic fatalities per 100,000 motor vehicles, road traffic fatalities per 100,000 population,
road traffic injuries per 100,000 motor vehicles. Figure 4.1. comprises data for Poland in
2010.

Figure 4.1. Road traffic accidents and casualties per 100,000 population, 2010
Source: http://www.stat.gov.pl

The cartogram shows that in 2010 L£6dzkie and Swictokrzyskie voivodships recorded
the biggest number of road accidents. The situation was slightly better in Pomorskie



and Warminsko-mazurskie. There were even fewer accidents in Slaskie, Malopolskie
and Mazowieckie voivodships. The fewest road accidents occurred in Podkarpackie. Also, we
can see that the voivodships with the smallest total number of road accidents had the highest
number of traffic fatalities. The variables under study have a negative correlation, and the
strength of the relationship is expressed by a correlation coefficient of -0.30.

Figure 4.2. Road traffic accidents and casualties per 100,000 population, 2014
Source: http://www.stat.gov.pl

Figure 4.2. shows that in 2014 the biggest number of traffic accidents took place
in Pomorskie, Warminsko-mazurskie and 1.0dzkie, while the smallest number occurred
in Kujawsko-pomorskie. The data indicate that the number of road traffic fatalities in 2014
was again, as in 2010, the highest in those voivodships which recorded the smallest number of
accidents, e.g. Kujawsko-pomorskie, Podlaskie, Lubelskie, Wielkopolskie, Dolno$lgskie, and
Opolskie. The number of accidents and the number of fatalities grouped by voivodship are
negatively correlated. The correlation strength stands at a moderate level and the respective
correlation coefficient is -0.40. In 2014, the strength of the relationship between the number
of collisions and the number of deaths increased when compared to the one in 2010, from the
absolute value of 0.3 to 0.4, while the minus sign remained.

The analysis of road traffic accidents in EU countries indicates that the number
of fatalities decreased in recent years. For instance, in 2010 the maximum number of fatalities
in selected European countries was 4,116 persons, while in 2014 the maximum number stood
at 3,385. This means that year by year there was a decline in the number of traffic deaths. The
maps presenting the distribution of fatal accidents show that the position of countries
on the lists arranged according to the number of such accidents did not change very much
in successive years. Hence, in the countries with the lowest number of accidents in 2010,
the number of accidents in 2014 also decreased.



Figure 4.3. The number of road traffic fatalities per 100,000 motor vehicles, 2010
Source: http://www.stat.gov.pl
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Figure 4.4. The number of road traffic fatalities per 100,000 motor vehicles, 2014
Source: http://www.stat.gov.pl

The study examined the problem in selected European countries and the USA as well.
The data cover the years 1993-2013 and refer to the number of road traffic deaths ( the num-
ber includes drivers and passengers of motor vehicles as well as pedestrians who died within
30 days from the day of the accident).
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Figure 4.1 The number of road traffic fatalities in selected countries in the years 1993-
2013
Source: http://www.stat.gov.pl

The chart shows that there was a downward trend in the number of road deaths
in both the USA and selected European countries.

4.3.
THE CONSTRUCTION OF A SELECTED STOCHASTIC PROCESS

In order to generate a stochastic model, it is necessary to choose its functional form
specifying primary dependencies occurring within a phenomenon. It can be a simple econo-
metric model. Also, initial conditions have to be defined so as to subsequently provide
a solution. Initial conditions can be systematic or random. Random conditions are broader in
range: systematic initial conditions can be considered as a selected subset of random condi-
tions, determined through, e.g regular draw (Pienigzek et.all, 2007).

This paper adopts a wider approach, where initial conditions are random. Thus,
the initial conditions are random variables denoted as follows:

¥{o) = ¥y
Fr(n}_ =¥ , (1)

Fl:rn.—i:l (U-} — Fr.—l
The initial form of the dependence is presented by means of an ARIMA model:

J"‘[ - EE:I Ok {-YI: - }?[—1} + Ei‘:l Ei-zj; + 'Jr[I
k=0,.,n-1 @
s=0,...,n-1,



wherein the number of k and s delays will be determined by the introduction of delays
for which the estimation of coefficients «; and £, will be statistically significant. The estima-

tion of such an equation requires n-initial values, random values, which results from the fact
that in the case of road accidents the variables are random.

When phenomenon Y of solely random mutations is analysed, model (2) is used
to initially determine the observed dependencies. As we deal with random variables, in the
course of further analysis a stochastic equation will be constructed to obtain a set of data as a
basis for forecasting. The ARIMA model, on the other hand, will allow for the construction of
a linear difference equation of n-order, wherein order n of this equation will be determined by
the number of observed gains of the dependent variable ¥;. The difference equation will be
replaced by an approximate linear differential equation of n-order and the linear stochastic
equation will take the following form:

a7 () + V"V (@) £ 40V () +ae¥ (D) = X(2), ®)

In the above equation, the stochastic process X(t) on the right is a function relating to some
accident causes, which in the stochastic processes theory are referred to as extortion.

The integration of the stochastic differential equation (3) requires specifying n random
variables ¥y. ... ¥,_; as a definition of the initial conditions — this will allow for the construc-

tion of a particular solution. The stochastic process X(t) will be denoted as a polynomial of m
degree. We will introduce m+1 random variables 4,...,4, - in the model they will constitute

random coefficients with real-value functions ,(z) called coordinate functions. The m+1 co-
ordinates will be denoted as:

@yt),..., Pm(t). 4)
The process X(t) will be considered in a canonical representation:

X(t) = my(8) + EL 4 05(8), ()

for t from the observation interval. Note that m and n are independent of each other. The pa-
rameter n refers to the number of delays of the variable Y, i.e. the number of variables related
to accidents in the preceding years that have to be included in order to establish
the current and, subsequently, the future number of accidents (the number of fatalities).
m is a polynomial degree of the time variable t, selected in such a way as to obtain trend fore-
casts of future accident levels. m.(t) refers to the expected value of trend function

of the extortion variable X in a t-interval. Analogously, m,(t) represents the expected value
of accidents Y in a t-interval. The coordinate functions of random variables 4; have the form:

p.(t) =¢, dlai=0,...m (6)
The fixed 4; can be determined by means of, e.g. a prediction method. Y(t) will refer

to the original function of the equation and we will define it as a linear combination
of the original functions ¥, (t).

¥t} =m, (&) + E, V() (7
In order to obtain a canonical representation of the random variable Y, we will respectively
use the relations:



L(my(2)) = my(6) (8)
L(y; () = ;.
where L denotes a linear differential operator in equation (3), i.e. the whole left side
of the equation. This can be shown including successively:

L(my () + L(Z® oV 9 (8)) = my(8) + M0 4; o0:(8), (9)
With respect to the first relation in (8), we get:

L(ER ¥ 9:(8)) = By 4; 94(2), (10)
Next, we apply the additivity and multiplicity of a linear operator to obtain:

Vi BEoL (v, (8)) = A Bl e, (2). (11)

The solution of the differential equation Y(t) will be broken down into two components.
The component ¥, will refer to general trends resulting from the structure of the model. Then:

ri’(O=v, andL(r?®)=o0. (12)
The solution ¥4t} will be a linear combination:

¥y () = Bi5i vif (0 for i=0,...,n-1, (13)
where ¥; will to the last remain random values, while f.(t) will be non-random functions.
Yo will represent the initial extortions:

Yo V(). .. v Vo), (14)
which for t = 0 will have a value zero:
¥o(0) = ¥3(0) = - = v (o) = . (15)

Our assumption is that in the case of fatal accidents, the number of accidents at the launch of
the study is zero, hence all zeros.

4.4
AN EMPIRICAL EXAMPLE

In order to analyse road traffic accidents in Poland and in selected countries, empirical
data were gathered based on the data published by the Polish Statistical Office (GUS) and on
Eurostat website. The set of diagnostic features that was considered in the first stage of the
study included four variables. A taxonomic method, which is widely used in research into
socio-economic issues and socio-economic development of countries worldwide
(Chomatowski & Sokotowski, 1978), was applied. The data underwent substantive and statis-
tical verification and formed the basis for classifying the 38 countries in terms of road traffic
accidents. The observed data refer to the situation in 2014.



At the analysis stage, the groups of countries were further divided into subgroups ac-
cording to accident type by means of Ward’s agglomeration method, where the squared Eu-
clidean distance was employed (Pociecha, 1988). The features used to classify the countries
were normalised in order to ensure comparability (Mika,1995). As a result, three groups
of countries were distinguished:

Table 4. 1. Groups of countries

Group 1 Group 2 Group 3
Australia France Russia
Austria Japan United States
Belgium South Korea
Bulgaria Mexico
Croatia Germany
Czech Republic Poland
Denmark Turkey
Estonia Ukraine
Finland Italy

Greece

Spain
Netherlands
Ireland

Iceland

Canada
Lithuania
Luxembourg
Latvia

New Zealand
Portugal
Romania
Slovakia
Slovenia
Switzerland
Sweden
Hungary

United Kingdom

Source: own work.

At the next stage of the analysis, for each group one country was chosen and had its
accident rate studied. The selection of the three countries was based on the distance matrix,
taking into account the minimum of particular distances. For each selected country, a time
series analysis was performed, which arranged the number of road deaths per 100,000 popula-
tion in a given country in the years 2005-2014. The countries under study included Poland,
Sweden and the USA. Afterwards, the time series properties were examined
(Wywial, 2004). First, the randomness of variables was tested by means of the median test,
which showed that the observed variables were random ones (Ostasiewicz, 1999). Then, it
was proved that they were normally distributed. In order to establish a proper differential
equation for the random variable, it was necessary to construct a finite-difference equation by
examining the significance of the added gains of the variable (Gewert & Skoczylas, 2000).
For all the three countries, Poland, Sweden and the USA, it was shown that maximum second-



order gains had to be taken into consideration as further ones were introduced to the model as
insignificant. Random variables regarding the time series of Poland, Sweden and the USA
were used to construct differential equations (Janiga-Cmiel, 2014).

In order to construct a model for Poland, the following stochastic differential equation
was established

0,45y" (£) — 1,20y'(£) + y(£) = 7700,02 — 491,30¢ + 22,06t% — 0,41¢° (16)
The general solution Y; of the equation is a process defined as follows:

V;(t) = 226 e 1% 5n0,87t + 6866 c0s0,87t (17)

The resulting general solution (17) provides information about fluctuations
in the number of accidents. Their range and amplitude denote the level of coefficients
of the functions which form a linear combination of the general solution. The exponential
function with a negative exponent is a decreasing function, which indicates a declining road
accident trend. The coefficient of the time variable t at the sine and cosine functions shows
that there is approximately a yearly cyclic pattern in accidents. In order to specify future de-
velopments in the accident trend, a particular solution was established based on
a prediction method. For Poland, a particular solution of the observed variable takes the form:

Volt) = 7114,69 — 434,48t — 2,206¢% + ¢ (18)

A negative value of the coefficient at t” indicates a descending trend in the number
of accidents on Polish roads over time. A stochastic process relating to the number of road
traffic fatalities in Poland is the sum of solutions ¥ and ¥4, i.e.:

vie) =¥,(t) + ¥, (t) = 2262 % 5in0,87¢ + 6860e % c0s0,87¢ +
+7114,60 — 434,48t — 2,206¢% 4 ¢* (19)

The model contains non-significant errors its relative error is 6% of the expected val-
ues. Based on the equation presented above, forecasts were made for road accident numbers
in the years 2015-2018 and the absolute and relative errors of these forecasts were calculated.

Table 4.2. Forecasts and their relative and absolute errors

Year Forcasts Absolute errors Relative errors
2015 Y17p 2989,737 | 226,435 7,10%
2016 Yi8p 2901,454 | 254,345 8,20%
2017 Yi9p 2788,564 | 263,445 8,82%
2018 Yaop 2754,634 | 267,453 9,71%
Y17+ 2938,12
Ay 51,62
ex post 1,70%

Source: own work.

It can be observed that for successive intervals the absolute and relative errors in-
crease. For 2019 and the following years, the relative error exceeded 10%; as a result, these
forecasts were not taken into consideration. Overall, forecasts predict a downward trend
in road accidents. The number of accidents in the years under study decreases from 2,989
to 2,754.The statistical value of the variable relating to the number of road traffic fatalities



in 2015 has already been published — it stands at 2,938. The difference between the forecast
based on the stochastic model, which predicted the value of 2,989.73 and the actual value
of 2,938.12 amounts to 51.62, and the error ex post stands at 1.7%. That means that the fore-
cast for the year 2015 presented in this study is accurate. In the same way a stochastic model
of road accidents in Sweden was constructed. The model takes the following final form:

Yoregenlt) = ¥plt) + ¥1(£) = 2,103 33 50,95t + 5.43¢ " c0s0,95¢ +
+587,97 — 11,37t — 0,5¢7 — 3,14+7 (20)

Comparing the exponent values of the exponential function in the model
and the values at the second and third power of t, it can be observed that the number
of accidents in Sweden falls, and the decline is much faster than in Poland.

For the USA, the following model was created:

¥ysa(£) = Yolt) + ¥y (&) = &% 5in0,9t + e ¥ cos0,9t + (21)
+6340058,84 + 198315,56¢ — 2617424+ 4 0,322+7

In the case of the USA, the overall descending trend is slower than in Sweden
and Poland.

4.5.
CONCLUSIONS

Road traffic accidents pose one of the most serious threats to human health and life.
Therefore, a lot of countries make determined efforts and implement various measures, in-
cluding international cooperation, scientific research, information campaigns, to ensure road
traffic safety. Consequently, a significant decrease in the number of road deaths can be ob-
served there. Sweden is one of the few countries that can boast halving the number of road
traffic fatalities, which results from the “Vision Zero” policy adopted in 1997.

In the paper, Ward’s method was used to group 38 selected countries according to the
number of road traffic accidents. Based on the distance, the countries were divided into three
clusters. Poland belongs to the same group as Germany, France, Japan, Italy and South Korea.
The second cluster is comprised of countries where the number of road accidents is similar to
that in Sweden. The group consists of Belgium, Denmark, Great Britain, Australia, the Czech
Republic, Finland, Slovakia, New Zealand and Luxembourg. The third cluster includes two
countries: Russia and the USA.

One country was chosen from each group, for which second order differential equa-
tions were established. The stochastic equations of accident trends allowed for forecasting the
developments in the subsequent years. Additional equations were calculated to obtain infor-
mation that would enable interpreting the trends. The future declining trend is attested by the
negative coefficients which are the exponential function’s arguments. A higher absolute value
of the coefficients indicates a faster decrease in the phenomenon’s value in subsequent inter-



vals. The smallest fall in value is and will be observed in the USA. It will be slightly bigger in
Poland and the largest drop will occur in Sweden. The negative coefficient values calculated
for subsequent powers in the particular solutions of the models suggest that a descending
trend in the number of accidents will develop. For Sweden, the coefficient value at t* in the
equation is lower than the coefficient value for Poland and the USA. Hence, a sharper decline
can be observed in Sweden. The coefficient value at the trigonometric function arguments’
sine and cosine approximates to 1 in all the three models, which means that accidents exhibit
a cyclic pattern lasting nearly a year. This is due to the fact that there is a relationship between
road accidents and the season of the year.
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MAPKETHUHI'OBOE B3AMMOJEHUCTBUE ITPU
JUCTPUBYIHUU DHEPI'MU AJIBTEPHATUBHDBIX
NCTOYHUKOB U PABBUTUU 3HAHUHN
MNEPCOHAJIA IPEJIPUATUIA

SERHII'Y. KASIAN



5.1.
BBEJEHHUE

busnec-mporiecchl  HaOMIOMAIOTCS B TIPOIECCE Mepexoja OT HWHAYCTPUATBHOTO K
MOCTHHIYCTPHAILHOMY  OoOmiectBy.  Pa0OTHHKM  TpeanpHsTH,  YY4acTBYIOIIHME B
MapKETUHTOBOM B3aWMOJCHCTBUH, JOJDKHBI IMMOCTOSIHHO TOBBINIATH CBOM 0Opa30BaTEIbHBIN
MOTEHIMAJ, HW3ydas TEMbl, CBSI3aHHBIE CO CIEUUATBHOCTHIO, HAYYHOU JEATEIbHOCTHIO,
JNOCTIKEHUsIMH B Hayke. ColMalbHO OPUEHTUPOBAHHOE YIIPaBJIEHHWE HAIpaBJICHO Ha
JNOCTHKEHUE COLUAIBHBIX CTAaHAAPTOB M OOIIECTBEHHOW COATAHCHUPOBAHHOCTH B XOJC
MAapKETHUHTOBOTO YIPABJICHHUS MPOIECCAMHU B3aMMOJICUCTBHUS MEXAY MPEANPUITHIMU U
OpraHU3aIUsIMHU. NHCTUTYIIMOHHO-OPTraHU3aIMOHHOE oOecrieucHue JTAHAMHYSCKUX
MPOIIECCOB B3aMMOJICUCTBHUS Ha PBIHKE TpyAa HEOOXOJAMMO OCYIIECTBIATH Ha OCHOBE
pa3paboTaHHON MapKETHHIOBOM MporpaMmbl, 0ToOpaskaroleil ChOpMUPOBAHHYIO CTPATETHIO,
COCTOSIHME KOHBIOHKTYPBI PHIHKA.

B »TOoM wuccnenoBaHuM TPUMEHEH HCTOPUYECKUNA METOJ HAYYHOTO HCCIIEIOBAHMS
SKOHOMUYECKUX SIBJICHUW U TporieccoB. s pemeHus 3agad ucciaeA0BaHUsI MCIOJIb30BAHO
KOMIUIEKC OOIIEHAYYHBIX W CIEIHAIBHBIX METOJOB HAyYHBIX HCCIICIOBAHHWM, a MMEHHO:
CUCTEMHBIN MOAXO0M, METOJIbI JIOTHYECKOTO 000O0IICHHS, CPABHUTEIHLHOTO aHaIN3a, HAydHOH
aOCTpaKIMy, MapKETUHTOBBIN CTATUCTUYECKUNW aHaln3, NPOLEAyphl W WHCTPYMEHTHI
MapKETHUHTOBBIX HCCJIEI0BaHWN, MApKETHMHTOBBIM TIOJXOJ BO BHYTPEHHUX IMpoIeccax
B3aMMOJICHCTBHUS B OPTaHU3AINH, TEOPHUS PA3BUTHS YEJIOBEYECKOTO KaIMUTAaa.

5.2.

PNJI0COPUA OBPAZOBATE/IBHOI'O MAPKETHHT'A B XO/JIE
B3AUMOJAEUCTBUSA HA PBIHKAX TPY IA

TpaauiMoHHBIME 00bEKTaMH MapKETHUHTA SBJISIOTCS TOBApPhl M YCIYTH, a TAKXKE UJCH.
3auacTyio BaKHbIE HJEU, KOTOPbIE MOXHO KOMMEpIHUAIU3UPOBATh, BOSHUKAIOT B IpOIECCEe
opranu3aiu  3(PQPEKTUBHOTO  MApPKETMHTOBOTO  B3aUMOJEWCTBHMS ~ Ha  pPBIHKAx
o0pa3oBaTeNbHbIX, HAy4YHBIX, KOHCAITHHIOBBIX yciuyr. Ilpm sToM  HeoOxoaumo
YCOBEpIICHCTBOBATh CYIIECTBYIOUIUE METOAbl W TMPUEMBl JUBEPCU(PUKALIMOHHOTO pOCTa
HKOHOMMYECKUX areHTOB.

HNMenHo mosToMy, Ha Halll B3TJISA, BaXKHBIM SBJISIETCS CHCTEMAaTHYECKOE MPOBEICHUE
COLIMOJIOTMYECKUX HCCIIeI0BaHuM, Ojarogapsi KOTOPBIM BBISIBIAIOTCS 00pa3oBaTelIbHbBIE
TEHJCHIIMM pPa3BUTUS OO0IIecTBa. BakHO BHEAPATh CHCTEMHbIE WHHOBAIIMM HA OCHOBE
HOBEHIINX TEXHOJOTUYECKUX IIaT(GopM B 00pa3oBaTeNbHYIO ACITEIbHOCTh By3a. [Ipu sTom
1enecoo0pa3Ho MUPOKO UCHOIb30BATh BO3MOKHOCTH TJI00aTbHOM MUPOBOM CETU HHTEPHET.

I'yctaB ¢on HImomnep B Tpyae «OCHOBBI 001Er0 Y4eHHsI O HAPOJAHOM XO3SICTBE» Ha
OCHOBE OMIIMPHUYECKOIO TOJXOJa HCCIEIOBall BOMPOC XO3SIMICTBEHHOTO  Pa3BUTHUS
OTIpEIeIEHHBIX YKOHOMUYECKHX €IWHUIl, B YaCTHOCTH TOPTOBBIX T'HIbJIUHN, pPEMECIECHHBIX
1exoB. OO0CHOBaHNE SKOHOMUYECKHX 3aKOHOB Ha OCHOBE aHAJN3a SMIIUPUYECKUX COOBITHIA,
aKIIEHT Ha KOOPJMHUPYIOIIEM 3HAUYEHUHU TOCYJIAPCTBEHHOW pEryisiluU XapaKTepHU3YIOT
0COOCHHOCTh HAYYHBIX UCCIIEOBAHUI 3TOTO YUEHOTO.

[ToBeimieHne 00pa30BaTENBHOTO YPOBHS JIOACH B OOIIECTBE 3HAHUN MPHUBOJIUT K
YCUJICHHIO BHUMaHUsI UHJIMBUIYYMOB K CBOEMY 3/10pOBBIO. B yacTHOCTH, cleAyeT MOCTOSTHHO
aHAIM3UPOBATh YPOBEHb JUMHAOB B KPOBH, HCCIENOBaTh TyMOPAIbHbI HMMYHHTET,
moAOUpPaTh CpeACcTBa TUTHUEHBI IS TIOJIOCTU pTa. B 3TOM cBsI3M onTUManbHas MapKEeTUHTOBas
MOJIMTUKA MHOTOMPO(MIBHON MEIUIIMHCKOW KIMHUKH, YYUTBHIBAIOIIAsi MHOYKECTBEHHOCTb



3aMpoCoOB MAIMEHTOB IMO3BOJSET (POPMHUPOBATH HEOOXOJMMBIE MApPKETUHIOBBIE IICHHOCTH,
YBEIMYMBAIOIIME HMHUDK U PENyTalUi0 KIMHUKH. MapKeTMHIOBbIE KOMMYHHKALIUU
MEJIMIIMHCKON KOMIAHUU JOJKHBI Pa3bsCHATh KIMEHTaM IMPEUMYIECTBA UHHOBAIMOHHOTO
B3aMMO/ICICTBUS, BBICOKUN YPOBEHD MPEIOCTABISIEMOT0 MEAUIIMHCKOTO 00CITY>KUBaHUSI.

O¢ddekTHBHOCTh CO3MaHUS MApPKETHHTa MEIUIIMHCKUX YCIYT TMPOSIBISIETCS B
JTOCTIDKCHHH aTMOC(epbl B3aUMHOTO JOBEPHs, COICHCTBYIOIICH YCIEUIHOMY JICUEHHIO.
BaxxHo wuccienoBath B3aMMOCBSI3b KauecTBa OOpa3oBaHMs W YPOBHS JKHM3HH B CTpaHe.
Peittuaru  By30B  (Hanpumep, Illanxaiickuii, = OCHOBBIBAIOIIMKCA HAa  HAY4YHOM,
HCCIIeIOBATENILCKON paboTe) COACUCTBYIOT (DOPMHPOBAHHIO DPEIyTAllMKd 00pa30BaTEIHHBIX
yupexaeanii. KadecTBeHHOE BhIcIIee 00pa30BaHHEe BO MHOTOM OCHOBBIBA€TCS Ha HASBHOCTH
W3BECTHBIX HAy4YHBIX IIKOJ B BYy3e, CTpaHe. Takue Hay4dHble PAOOTHHKH, MPAKTUKU
MIPUBJIEKAIOTCS B KaJPOBBIM MOTEHIIMAT MHOTOMPOMUIBHBIX MEIUIIMHCKUX KIWHHUK. ITO
CBSI3aHO C T€M, YTO BHICOKOKBAIU(DUIIMPOBAHHBIN TIEPCOHAT 00ECTIEUNBAET BHICOKOE KAYECTBO
MEJIUIIMHCKUX JIA0OPATOPHBIX AHAIM30B, COCYIUCTON XMPYpPrUH, NUArHOCTHKHU, JICUYCHUS U
MpoQUIAKTUKH 3a00JI€BAHNN, CTOMATOJIOTHYECKUX YCIIYT.

dopMupoBaHUE TPYAOBOTO TMOTEHIMANA PAOOTHUKOB NPEANPHUATHN BO MHOTOM
OTIpeNIeIsIeTCT WX CTENEHBI0 TPYIAOBOM MOOWIBHOCTH. KynbTypHO-JIMHTBHCTHYECKUE
0COOEHHOCTH B TPOIECCax TPYAOBOTO W PHIHOYHOTO B3aUMOJCHCTBHUS CHUKAIOT CKOPOCTH
MepeMEIIeHUsT TPYJAOBBIX PECYPCOB MEXIy CTpaHAMHU M PErHOHaMH. TpyT0BON MOTEHITHAI
3HAYMUTENILHO BIIMSET HA TPOIECCH B3aMMOJICHCTBHS B OpraHM3alvsx. BemnumHa Takoro
MOTEHIMAJa ONPECNIIeTCS PECYpPCHBIM obecrieueHneM On3Hec-TiporieccoB. [Ipu 3ToM BaKHO
aHAIM3UPOBATh (POPMUPOBAHKE TPYIOBOTO MOTEHIIMAIA HA TPEX YPOBHIX: WHINBUYAILHOM,
KOJIJIEKTUBHOM, OOIIIECTBEHHOM.

OYHKIIMOHUPOBAaHUE PBIHKA TpyJla HAMpsSMYI0 3aBUCHT OT COIHAJIBHOW W
HKOHOMMYECKON 3(pPEeKTUBHOCTH MOATOTOBKHU KaIpOB B Y4EOHBIX 3aBEACHMSIX, KOTOpas BO
MHOTOM O0OECIeuHBAETCs YCOBEPIICHCTBOBAHHEM O00pa30BaTENIbHBIX MPOrPaMM, CTPYKTYpPHI
yueOHOro miaaHa. Takoe yCOBEepUICHCTBOBAaHME, HAa HAIll B3IV, CIEAYET IPOBOIUTH IIyTEM
pPa3BUTHUS MEKIUCIUIUIMHAPHBIX MpOrpaMM OOyuYeHUs, WHIUBUAYAIbHOW TPaeKTOPUU
pa3BUTHSA CTyJIEHTA. B 3TOM acriekre Ba)XHBIMHU SABIIFOTCS 3HAHUS, KOMIIETEHIIMU, UHTYULIUS U
N0OpOXKeNaTenbHOCTh MEAaroroB W HaydyHoro nepcoHasa. CoBpeMEHHOE MEXIyHapOJIHOE
o0Opa3oBaTelIbHOE MPOCTPAHCTBO HOCUT MEXIUCIUIUIMHAPHBIN XapaKTep, €My CBOMCTBEHHBI
BBICOKAsi KOPHOPAaTHUBHOCTH BBIMYCKHUKOB, IPEEMCTBEHHOCTh YpPOBHEH 0O0pa3oBaHUA U
MOJMKYJbTYpHbIA  Xapaktep. OTMeruM, 4YTO B TIpaHULAX MeTanapagurMaibHOU
uHTepnperanuu ¢uiaocopus oOpa3oBaHUA AODKHA YUYUTHIBATH MEXKIUCHUIUIMHAPHBIE U
(hoHOBBIE TApaMeTPHI.

Ha nam B3rsiz, oOpazoBaTenbHbI MAPKETUHT JODKEH BKIIIOYATh (DyHIaMEHTaIbHbBIE
OCHOBBI (PYHKIIMOHUPOBAHUSA U Pa3BUTHUS 00pPa30BaHUs C YIETOM BCEX MEKIUCIUIUIMHAPHBIX,
PBIHOUHBIX SKOHOMUYECKUX U COLIMAJIBHBIX TEOPUI U 3aKOHOB.

A. A. lllumancbka OTMEYaeT O Iel1ecooOpa3HOCTH PA3BUTHS  B3aUMOJICHCTBUS
SKOHOMHYECKOTO U  (UI0CO(CKOro TMOAXOM0B MPU  MApPKETUHIOBOM  YIIPaBJICHHUH
MIPOMBILJIEHHBIMU TpeanpusatusiMu. OHa MpeuiaraeT OCHOBHBIE MNPUHLIMIBI YIIPABICHUS
MapKeTMHIOM Ha TMPEANPUSTHH, BBIACIAS TaKhe, Kak: aJalTHUBHOCTb M THOKOCTb,
CTpaTernyeckas HamnpaBJICHHOCTb, KOMILJIEKCHOE B3aMMHOE BIIMSHUE HA MOTpeOUTENs depes
MOBBIIIIEHUE KBATU(PUKAIIUU, OCBEAOMIICHHE, 3alIUTY MPaB MOKyMareieil. Y4ueHas ouepunuBaeT
HEOOXOIMMOCTh YYHUTHIBATh HAMPABICHHOCTHh CHIBI (haKTOPOB MApPKETHHTOBON CpEIbl BO
BpeMsl MO3UIIMOHUPOBAHUS MPEIOKEHUS TOBAPOB U YCIYT MPEATPUATHS.

JIeCTBUTENBHO, BaXHOCTh JOCTWKEHHUS CYIIHOCTHOIO MAapKETHHIOBOIO 3HAHUS,
MPUMEHEHHUs] CHUCTEMOIEHTpU3MAa U  METAaCUCTEMHOCTH, CHOCOOCTBYET JOCTHIKCHHIO
MPaBWJIBHOTO TMPEACTAaBICHUS CpeIud PYKOBOACTBA NPEANPUATHH 00 OCOOCHHOCTSAX
PBIHOYHOTO  B3auMOJEWCTBUS  mpeanpustuii.  OTMeuaeTrcss O  pacHpOCTPaHEHUH



(parMeHTapHOTO XapakTepa PHIHKOB M Pa3MBITOCTH MX TOBApPHBIX TI'PaHUI], YTO TpeOyeT
COBEPILIEHCTBOBATh MAPKETUHTOBbIE TEXHOJOTMM B3aUMOJCHCTBUA C TMOTPEOUTEISIMU
(IOumanceka, 2015). Ha wHam B3mIsiA, pa3BUTHE METOJOJIOTHYECKUX  IOJIOKEHUM
MapKETUHTOBOM  JIOTMUCTHYECKOW  KOHIEMIMH OyAeT CIOoCOOCTBOBATH  IMOBBIIICHUIO
3QPEKTUBHOCTH  MOJCIUPOBAaHUS  APPEKTHUBHOCTH  MApPKETHHIOBOH  JEATENbHOCTH
MIPOMBIIITICHHBIX PEATIPUATHI.

WNHcTuTynmoHamsHOE BIMSIHHE OKa3biBaeTcs Ha (opmupoBaHue O0e3padOTHIBI HA
pBIHKE Tpyaa. Tak, MHCTUTYIMOHAIbHAA Oe3paboTuIla Kak OTHOCUTEIbHASA ee popma cBs3aHa
C NIeSTENBHOCTHIO CYOBEKTOB PBIHOYHOW WH(PACTPYKTYpPBI, KOTOPHIE YKOHOMHYECKHMH W
[IPaBOBBIMU HOPMAaMHU BIIMSIIOT Ha 3aHATOCTb Ha pbIHKE Tpynaa. Heo6xoaumo cBOeBpeMEHHO
pearupoBaTh Ha KoJeOaHHs CIpoca M pacrpejaesneHus paboueil cuisl. BaxHyro pois B
pPErYIMPOBAaHUM  UHCTUTYLIMOHHO-OPTaHM3allMOHHOTO  OOecredeHuss  JMHAMUYEeCKHX
MIPOLIECCOB B3aMMOJICHCTBUS Ha pBIHKE Tpyda urpaer 3akoH OyKeHa, MOKa3bIBAIOUIUIl
B3aUMOCBs3b H3MeHeHUs Oe3paboruiel 1 BBII crtpanbl. I[loaToMy MO3UTHBHBIE TEMIIbI
npupocta BBII o0ecnieunBatroT HEM3MEHHOCTh HOPMBI O€3pabOTHUIIBI.

OTmeTHM, 4TO YpOBEHb 3aperMCTPUpPOBaHHON Oe3paboTuilbl B YKpauHe B (peBpaie
2011 r. cocraBmsin 2,2%, uto Ha 0,1% BbIIe, yem B sHBape 2011 r. (Unemployment rate in
Ukraine, 2016). MucTuTyiimonaabHOe oOecieueHrne PIHKOB 00pa30oBaTeabHBIX YCIYT U TPy/Aa
C Y4eTOM KOHIIENIUU YEeJIOBEYECKOTO pa3BUTUS BIMSIET Ha HAIMOJHEHHE COIUAIBHO-
HKOHOMMYECKOM KaTeropuu «ypOBEHb KUZHI.

Bot nouemy B OpHEHTHPOBAHHOM Ha YEJIOBEUECKOE pa3BUTHE OOIIECTBE JOCTUTAETCs
MTOCTOSIHHBIN Mporpecc ypoBHA KU3HU. B 3TOM KOHTEKCTE ONpeAeIeHHbIM HHIMKATOPOM, UTO
0TOOpa)kaeT ypOBEHb KM3HU BBICTYNAET pa3Mep CPEAHEro J0XoJa Ha Iylly HaceleHHs.
JlanHblil MoKa3zaTens BhISIBIsSIET poib JgoctwkeHnit HTII, Hayku u oOpa3oBaHuss U MeCTO
MHTETPUPOBAHHBIX MAPKETUHIOBBIX KOMMYHHUKAIMK B MOBBILIEHUU OJ1aronoy4yus oOIiecTBa
(Komot, 2009). BerumciaeHune mokasaresst, KOTOPBIH OMpeaessieT KOHKYPEHTOCIIOCOOHOCTh
BBICIIMX Y4€OHBIX 3aBEICHUI, IPEAONPENeNIeHO 11e1ecO00pa3HOCThIO BHEAPEHUS KOHIEIIUN
MapKETUHIa B AEATEIIBHOCTh 00pa30BaTEIbHbIX 3aBEICHUM.

5.3.

MAPKETUHI'OBASI KOMMYHHUKAIIMOHHAS NOAJEPXKKA MOTUBALIMA
IHOTPEBUTEJIEA HA BBICOKOTEXHOJIOI'MYECKHUX U DQHEPI'ETUYECKHUX
PBIHKAX

B xome mnocTtpoeHHs NapTHEPCKUX OTHOIICHWH HA pbIHKAX TOBapOB M YCIyT
HEO0OXO0IMMO IIUPOKO BHEAPSATH MPHUHILIMIIBI U METOAbl MAPKETUHIOBOTO B3aUMOJECUCTBUS BO
BHYTPEHHEHl cpene opraHuzaluu. BeicTpoe U agexkBaTHOE pearupoBaHHEe Ha H3MEHEHUE
BKYCOB, MPEINOYTCHH, aCMEKTOB MOBEJICHHS MOTpeOUTENel CTAaHOBUTCS BO3MOXKHBIM Ha
OCHOBE KOMIUJIEKCHOTO M HMHTErPajbHOIO COYETAHUS MapKETMHTOBHIX KOMMYHUKALMHA H
CUCTEMBI PHIHOYHOTO pacIpe/ieIieHUs TOBAPOB U YCIYT. YIIPaBJIEHUE CIOXKHBIMU MTPOLIECCaMU
B3aMMO/ICHCTBUSL BO BHYTPEHHEH cpejie OpraHu3aluu JTOJDKHO OBITh 00ecreueHo Ha OCHOBE
ydeTa COLMAIbHOTO W HMHTEJUIEKTYAJIbHOTO AaCIEeKTOB KamUTalla, MOBBIIMICHUS MOPAIbHO-
TUYECKMX HOPM OPraHU3allMOHHOM, BHYTPUKOPIIOPATUBHON KYJIbTYPHI.

Opranuzanys npoLeccOoB MapKETHHIOBOTO B3aMMOJEHCTBUS BO BHYTPEHHEH Cpele
OpraHM3alM TO03BOJSET PACHpPEIEIUTh OTBETCTBEHHOCTh II0 HEPApXMUYECKUM YPOBHSAM
yIpaBJIEHUSIM U CTpaTeTHUYeCKUM OHM3Hec-eMHMLAM  XO3dicTBOBaHUSA. lloBblmieHHe
0o0pa30BaTeNIbHOIO  NOTEHIMaja IepcoHaja, BHEAPEHHE MPOTPECCUBHBIX  METOJIOB
paspelieHnuss KOH(IMKTOB, KOMMYHUKAIlMOHHOE OOecreueHre CJIOXKHBIX IPOLECCOB
MapKETUHTOBOTO B3aUMOJEHUCTBUS MO3BOJISIIOT B CyMMeE IMOJIYYUTh CHHEPreTUYECKH 3 (DeKT.



Takoit »¢dekr 3agacTyr0 BO3HHMKAeT HAa OCHOBE CHUCTEMHOW WHTETpalii METOJIOB,
MEXaHHU3MOB, CXEM U MPUEMOB COBPEMEHHOI0 MapKETUHIOBOI'O B3aUMOJICHCTBUS yHaCTHUKOB
TPYAOBBIX, IIPOU3BOJCTBEHHBIX U PHIHOYHBIX IPOLIECCOB. B 3TOM CBSA3M cienyeT BCSUECKU
MOJUICPKUBATh M Pa3BUBATh YKPAWHCKUHN $I3BIK BO B3aUMOOTHOUIIECHUSX SKOHOMHYECKHX
areHToB, (M3WYECKHX JIMI[ BO BHYTPEHHEW W BHEIIHEH cpelae MNpEeAnpHsITHd |
00pa30BaTEIIbHBIX OpraHU3aIyii B YKpanuHe.

KomMmyHUKanoHHas TOJEp)KKa MOTHBALMU TOTPEOHTENEH IMO3BOJIAET YIYYIIUTh
KOHKYPEHTHBIE NMPEUMYILIECTBA MPEANPUSITHS, TOCTABISAIONINE TOBAPHl HA I1€JIeBbIe PhIHKUA. B
X0JIe MOTHBAIMM 00s3aTENbHO HEOOXOJIMMO YYHMTHIBaTh HAa0Op B3aUMOJCHCTBYIOUIUX H
B3aMMOIIPOHUKAIOIIUX PBIHOYHBIX (AaKTOPOB, OKAa3bIBAOIIMX BJIMSHUEC HA MPUHSATHE
MOTPEOUTENSIMI PELICHUsI O TIOKYIIKE TOBapoB. B mporecce On3Hec-B3aUMOJCHCTBUS TaKKe
1enecoo0pa3Ho MPUIIEPKUBATHCA CTAHIAAPTOB HKOJIOTMUECKON O€30MacHOCTH pPETHOHOB.
BaxxHo nojsep)kuBaTh MO3UTUBHBIM COLMANIbHBIM KIMMAT, KOTOPbI OyneT 0a3upoBaThCs Ha
WCIOJIb30BAHMU OTPACJIEBBIX TpaJuLUi, NOTPEeOHOCTEM M HAcTpoeHUs pPaOOTHHUKOB B
IpolLecce B3auMOAECHCTBYSA BO BHYTPEHHEN CpeJie OpraHu3alliy.

Oco0Oyto poJsib cpean CyOBEKTOB MapKeTHMHTa W MEHEIXKMeHTa B cdepe OusHec-
B3aUMOJICHCTBUSA, MApPKETUHTOBBIX KOMMYHHKAIMA WIrpaeT JMYHOCTh TOTPEOUTENs,
MOCPEeTHUKA, MEHeKepa, Mapkerosora. MIMEHHO 3Ta JMYHOCTb, NMEPCOHU(DUIMPOBAHHBIN
HOCHTEIb, CO3HATENbHBIN 00Ja/1aTeNb, NOJb30BaTeNlb WM KOHEUHBIH NOTPeOUTENh TOBAapOB
WJTU YCIIYT OCYIIECTBISIET CBOM MOTPEOUTENHCKUN BBIOOD, OIIEHKY B3aUMO/ICHCTBUS BO BPEMS
nokynku (303ynés, 2011). OTmerum, yTO B mpolecce OU3HEC-B3aMMOJCHCTBHS BaXKHO
OTIpEeNATh KOMMYHUKAIIMOHHBIE XapaKTePUCTUKN KOHTAKTHOTO MEpPCOHaja, Y4aCTBYIOIIETO
B CEpBUCHOM oOciyxuBaHuH. [Ipu 3TOM COTpyIHUKH CepBUCHON (PUPMBI JOJKHBI 00J1a1aTh
TaKUMH XapaKTepPUCTUKAMH, KaK: KOMIIETEHTHOCTh, OOIIUTEIBHOCTh, 10OPOKENIATeIbHOCTD,
npodeccuoHaliu3M, YMEHHE BIAJeTh CO0O0il, BBI3BIBATH JOBEpPUE U OTBETHYIO PEAKIIHIO
MapTHEPOB.

I[Ipy MapKEeTHHrOBOM B3aWMMOJCHCTBHMM BO BHYTPEHHEH MW BHEIIHEH cCpene
OpraHu3aluii HeoOXOIUMO U3BICKUBATh BO3MOXKHBIE IYTH MPHUBJICYEHUS HHCTUTYTOB
COLIMANIFHOTO MapTHEPCTBA U MHCTUTYTOB TPakJIaHCKOTO OOIIECTBA K IIMPOKON MporpaMme
pedopM, CBSI3aHHBIE C BO3MOXKHOCTSMHU, KOTOpbIe npeaocTaniser JloroBop o6 accouuanuu
Mexay YkpamHoi u EC. B 3ToM acnekTe BaKHBIM SIBJISICTCSI ONPEACIICHUE OXUJAHUM OT
MOJJIEP’KKH €BPONEHCKUMU MHCTUTYTaMHU TpOIlecca BHEAPEHUS TOTOBOPEHHOCTEH B paMKax
JloroBopa 00 acconuanuu ¥ JloroBopa o riryboKoil M BCEOOBEMIIIONICH 30HE CBOOOIHOM
toproBiau Mexay EC wu  VYkpaunoil. B 3Toil cBsizu  yinydmiaercs paldoOHAIbHOCTh
B3aUMO/ICHCTBUSL CYOBEKTOB (POPMUPOBAHUSA KOHKYPEHTOCIIOCOOHOCTH M 00pa3oBaTeNbHOTO
MOTeHIIMala, 00ecreynBaeTcsl aJleKBaTHOE pearupoBaHre 00pa30BaTEIBHOTO MOTEHLMANa U
€ro B3alMOJICHCTBHE C MAPKETUHTOBOM JEATEIHHOCTHIO MPEANPUATHI ¢ y4eTOM JUHAMUYHOM
KOHBIOHKTYPBI PBIHKOB.

CrpemuTensHOE pa3BUTHE CEKTOPA YCIYT B 3KOHOMHUKE Pa3BUTHIX CTPAaH BHOCHUT BKIIA]
B M3MEHEHHE MEXaHW3MOB MapKETHHIOBOTO B3auMoOJIeHCTBUS. HeoOXoauMo yYUTHIBATh, YTO
ycIayra COCTOMT W3 JIBYX YacTel: OCHOBHas M JOMOJHUTENbHas yciyra. [loatomy o6e 3T
COCTABJISFOIIUE TPEOYIOT aJalTUBHBIX MAPKETUHTOBBIX MepompusaTuii (Gronroos, 1990).

[IpoBenenne MapKeTHMHTOBOTO aHajdM3a B YCIOBHUSX SKOHOMHKHU 3HAHUH, MO3BOJISET
MOBBICUTH KBaTU(UKAIUK U KOMIIETEHIINH PAOOTHUKOB B COOTBETCTBHH C 3alpOCaMH PhIHKA
TpyJda U phIHKA 00pa30BaTENbHBIX YCIyr. JJOCTHKEHHE CTOWKUX PHIHOYHBIX MO3UIIUN By3a B
YCIOBUSAX pa3BUTHS WH(GOPMAIMOHHONW HKOHOMHUKH, SIBISIETCS BO3MOXHBIM Ha OCHOBE
YBENIMYEHHUS] 4YacTH MpOQeccopoB, KOTOpPbIE JIOCTHTAlOT 3HAYUTENBHBIX HAYYHO-
00pa3oBaTeNbHBIX PE3yIbTATOB B OMpeeNeHHoM oTpaciu Hayk (OboneHcbka, 2001).

CnenyeT OTMETUTh MHOTO(QYHKIIMOHAIBHOCTh PEKJIAMHBIX KOMMYHHKAIHH, YTO
COJICHCTBYET YCIEIIHOMY KOHKYPEHTHOMY IO3MIIMOHUPOBAHUIO TOBapoOB M  YCIYT.



[TonynsipHOCTh TOProBBIX MapoOK M OpEHIOB SHEPreTUYECKOW MPOAYKIUH COACHCTBYET
pEe3yJIbTaTUBHOMY NPOJBMKEHHIO 3HEPIETUYECKUX ITOTOKOB HA BBICOKOTEXHOJIOIMUECKHUX
pBIHKaX. AKTHBHOE CO3HAaHHE TMOTPEOUTENss TPOSBISAETCS B IMOHUMAHHM W YETKOM
CTPEMJIEHMM K OKOHOMHHU DSHEPruM, LIMPOKOMY HCIIOJb30BAHUIO aJbTEPHATUBHBIX €€
UCTOYHMKOB. Baxno  wuneHtudumupoBarb poirb PR B cucreme — komruiekca
KOMMYHMKAIIUOHHBIX IOTOKOB JHEPre€THUUECKOTr0 MNpeAnpusatus. B 3Tol CBA3M BakHO
HaKalJIMBaTh MHQOpPMAIMI0 M OCYIIECTBIATh AHAJIUTUYECKYIO OIIEHKY COCTOSIHUS U
KOHBIOHKTYPBI BHYTPEHHHUX H 3apyO€KHBIX PHIHKOB YHEPTEeTHUECKUX PECYPCOB.

JI. B. banabanoBa, JI. B. ®enoceeB MOHMMAIOT KpEaTHBHBIH MEHEIKMEHT Kak
3IIeMEHT cepbl HHHOBAIIMOHHOTO MEHEHKMEHTA, OTBEYAIOLINH 3a MPEUIOKEHUE U Pa3BUTHE
CO CTOpPOHBI CYOBEKTOB YIpPAaBJIEHUS HOBBIX HJEH, BOIUIOUIAIOIIMXCS B BHUJAE IOTOKOB
HayyHOM TexHojorudeckoid wuHpopmanuu. OHM yMECTHO CUMTAOT O BAXKHOCTH
HCIIOJb30BAHNSL CUCTEMHO-KPEAaTUBHOIO aHAIM3a KAaK AHAJIWTHYECKOTO HWHCTPYMEHTA
TBOPUYECKOI'O YIpaBJICHUs TNpEANpUATUSIMU. B cBOrO ouepenp ydeHble aKUEHTHUPYIOT Ha
CYLIHOCTH KPEaTMBHOI'O MapKETHUHIa KaK KOHIIEHTPUPOBAHHOE BOILIOLICHUE HANPABIEHHOTO
Ha PHIHOK KPEaTHBHOTO IOJAX0JIa K YIPaBIEHUIO IpoJakaMu ToBapoB U yciuyr (bamabanosa,
2016).

UccnenoBaTtenu moguepKkuBalOT HAaABHOCTh KPEATUBHOM KOMIIOHEHTHI, SIBIISIOLIEHCS
LIEHHOCTHOM COCTaBJISIONIEH MPOIyKTa /sl COBpeMeHHOTO notpedurens. [lpucyrcrBue Takoi
KOMITOHEHTHI BO B3aMMOOTHONIEHMSIX MPOM3BOAMUTENEH, ONTOBOM M PO3HMYHOM TOPTOBIHU C
MOTPeOUTENIMU OOECeunBaeT JOCTH)KEHHE YCTONYMBOW JIOSJIBHOCTH K TOProBOM Mapke.
HecranmapTHble pemieHuss BO3HHUKAKOT HAa OCHOBE KPEAaTMBHOIO MOJAXO0JAa U COACUCTBYIOT
(hopMHUPOBAHUIO KOHKYPEHTHBIX  NPEUMYIIECTB Ha  PpBbIHKE. JeiicTBUTenbHO,
KOMMYHHMKAIIIOHHOE BOCHpUSATHE B TIJa3ax MOTpeOuTenel, CrnocoOCTBYIOLIEe MNPUHATHIO
peleHust 0 MOKynke, OyaeT UMeTh HETPaJUIMOHHBIA HA0Op MapKETHHI-MHUKC MPEIIpUATUSL
(banma6anoga, 2016).

Ha namr B3risig, BoO BpeMs MHTEHCHMBHOTO B3aMMOJCHUCTBHS U B3aMMOIPOHUKHOBEHUS
MapKETUHTOBbIX KOMMYHUKAlMd ¥ WHTETPUPOBAHHON JIOTUCTUKA HMEHHO CHCTEMHBIN
KpPEaTUBHBIN MTOAXO0 MOKET IIO3BOJIUTH 3HAYUTEIbHBIC JOTIOIHUTEIbHBIC KIMECHTCKUE IIOTOKU
U TOBBICUTh O0BEM MAapKETUHIOBOM ILIEHHOCTH, TE€HEpPUPOBAHHOM B TypOYJIEHTHOM H
KOTHUTHBHOM IIPOCTPAHCTBE.

II. M. Cokon oTMeEUYaeT HPUMEHEHHE COLUAIbHO-KOMMYHUKATUBHBIX TEXHOJOTUN
OTHOCHUTEJIBHO OOJIBIION TIpynmbl JIOAEH, BBISIBIEHUM HMX cTepeotunoB. OHa mpearaer
pasrpaHMuYuBaTh TakMe MH(GOJIOTMYECKHE HPUHLUIBI HHTETPUPOBAHHBIX MapKETHHIOBBIX
KOMMYHHKAIMH, KaK: MHTErpalus BbIOOpa, cOYETaHUE NO3MLMOHUPOBAHUS U COTJIACOBAHUSA
maaHa otHocuTelbHO rpaduka (Cokon, 2015). Cauraem, 4To B3aUMOJICHCTBUE C ICICBBIMU
ayUTOPUAMHU arponpoayKTOBBIX NMPEANPUATHN Ha OCHOBE OTMEUYEHHBIX IPUHLMIIOB OyaeT
CIOCOOCTBOBATH YIIYUIICHUIO MApPKETUHTOBOM 3 PEKTUBHOCTH OM3HEC-KOMMYHHUKAIIUH.

MapkeTonoru M INEpCOHA] DHEPropaclpefe/IUTENbHbIX NPEANPUATUNR  JOJDKHBI
IIOCTOSIHHO KOHCYJIbTUPOBaTh KJIMEHTOB IO BOIPOCAaM HCHOJIb30BaHUS M OOOCHOBaHUSA
3aKJIFOUYEHUSI KOMMEPYECKMX COIVIAIIEHWM Ha IOCTaBKYy ra3a M 3HEPreTUYECKUX PECypCOB.
Komnanum mnabauk puiedimmH3 KacaroTcst oOmed KOMMYHHKAIlMOHHOW —IJIOCKOCTH
(YHKIMOHUPOBAHUS ~ SHEPreTUYECKOTO MPENNpUATHs, I[03TOMY ClEIyeT HalpaBisATh
BceoOBbeMITIONNE UH(POPMALMOHHBIE TIOTOKH B COIMAJbHOE MPOCTPAaHCTBO Ou3Heca. Takue
MOTOKHU JIOJKHBI HECTH COCTAaBJISIOILYIO SHEProcOepekeHus], SKOJIOTHYECKOTO PELHUKIINHTA,
3a00Tl 00 OKpyKarolied NpUpPOJHOM cpeAe B IMpOLEcce HHEPropaclpenesneHus u
SHEProNoTPEOICHHUS.



5.4.

MAPKETHUHT'OBAA JUCTPUBYLIMSA ITIOTOKOB DOHEPI' MM
AJIBbTEPHATUBHBIX HCTOYHHUKOB ITPH B3AUMOJIENCTBUA
SHEPTETUYECKHUX IMPEINPUATHIA

OTMeTuM, 9YTO B COBPEMEHHBIX TIJIO0AIBHBIX YCJIOBHUSX MAapKETHUHTOBOTO
B3aMMOJICIICTBUS Ba)XHBIC PEIICHUS] MEHEHKEPhl, MAPKETOJOTHU MPEAIPUATHH, OCOOCHHO B
cdepe IHEPreTUIeCcKOro pacipeesieHus, JODKHBI IPUHUMAThL MTHOBEHHO U TTPaBHIILHO. [Ipu
3TOM HE JIOJKHO OBITh 3aTPOHYTO KaueCTBO U CBOEBPEMEHHOCTh CHA0XKEHUSI SKOHOMHUECKUX
areHTOB B IPOMBINIJIEHHOCTH TOTOKaMHU Ta3a, TOIUIMBHO-IHEPreTUYECKUX pecypcoB. s
MOJJIEpKaHUsl  PAllMOHAJIBHOTO JHEPreTUYecKoro OajlaHca TMOCTYIUIGHMH M 3aTpar
MO3UTHBHYIO POJIb B YCJOBUAX DHEPreTHUUECKOM 3aBUCUMOCTH TMPOMBIIIJIEHHOTO CEKTOpa
VYkpauHbl OyneT urparb IIHUPOKOE HCIIOJIH30BaHHWE IMOTOKOB HSHEPTUHM abTEPHATUBHBIX
HMCTOYHUKOB. B HacTOSIMIMII MOMEHT BECh MUpP TEPEKHBAET PEBOJIOIUIO BO30OHOBISIEMBIX
HMCTOYHUKOB DHEPTUH, KOTOpask MOJHUMAET TUIOCKOCTh SHEPIeTHUYECKOTO B3aUMOICHCTBUS Ha
BBICIIIMI MHHOBAIMOHHBIN YPOBEHbD.

M. . Manumniu AHAUTU3UPYET SKOHOMHUYECKHUE 0COOEHHOCTH BHEJIPEHUS
BO30OHOBJISIEMBIX HMCTOYHUKOB DJHEPIrHM, HANpPaBIE€HHOE Ha YIy4lIeHHE IoKa3aTenei
9HEProd(H(PEKTUBHOCTH IKUIUIITHO-KOMMYHAIBHOTO XO35HCTBAa, KOHCTATHPYS B3aUMOCBS3h
ATOTO HAYYHO-TIPAKTUYECKOTO HANpaBJICHUS C KIMMATHYECKUMH HM3MCHEHHSIMH U
0€30MMacHOCTBIO NMPUPOAOIIOJIb30BaHUA. MccnenoBaTenb akleHTUPYEeT Ha LeIeco00pa3HOCTH
M3Y4YEHUs SKOHOMUYECKOTO COJEp>KaHUsI U MPABOBBIX MPUHIIMIIOB €BPOTIEHCKON CTpaTeruu
«EBpoma-2020», HanpaBIeHHOW Ha YKOHOMHOE HCIOJIb30BAaHHUE TIEPBUYHBIX YHEPTETUICCKUX
pecypcoB, HSKOHOMHOE  (PYHKIMOHUpOBAHHUE OBITOBOM  TEXHUKH, CTUMYJIHPOBAHUE
YCTAaHOBJICHUS! CYETUYMKOB DHEPronoTpeOICHUS U  BBICOKOMHTEUIEKTYAJIbHBIX CpEACTB
KOOPAMHAIIMH PECYPCHBIX DHEPTeTHUECKUX MOTOKOB (Manwmiya, 2015).

VYueHblld MpaBUIIBHO BBIJIETSAET TJIaBHbIE TpaBoBble akThl EC, HampaBiieHHbIE Ha
YIy4llIEHHE YPOBHS sHepreTuyeckoro meHemxMenta JKKX u 31aHuid, Takue TUPEKTUBBI KaK:
srepronorpebnenune 3manuii (Energy Performance of Buildings Directive), skosoruueckue
TpeOOBaHUA K MPOIYKIMH, IPU U3TOTOBICHUN KOTOPOM HCIIOIb3YyEeTCsl 3HAYUTENbHAS YSHEPT s
(Ecodesign Requirements for Energy-related Products Directive), mapkupoBka TOBapoB Ha
OCHOBE WX dHeprerudeckoi pesynbratuBHOcTH (Energy Labelling Directive), ysennuenue
CTENEHH IIPUMEHECHHUS albTepHAaTUBHBIX HcTounnkoB sueprun (Directive for Promotion of the
Use of Energy from Renewable Sources).

KommyHukaimonnoe pa3bsiCHEHHE 1esecooOpa3zHoCTH BHEJPEHUs
sHeprocOeperaouux TEXHOJOTUH (B T.4. HCIOJNb30BaHUE AIbTEPHATUBHBIX HCTOYHHKOB
sHepruu) B EC mpoBoauTCS HA OCHOBE ONTHUMAaIbHO CGHOPMUPOBAHHON IHEPreTHUUECKOMN
KOMMyHHKalIMoHHON monutukn EC. B pamkax Takoil mNONUTUKA CPOPMUPOBAHBI U
pacnpocTpaHsoTcs HHQOPMAIOHHBIE TOTOKH, KOTOpbIE MEpPEeMElIaloTcs B Mpesenax
nporpamMm sHepretuuecku ymHou EBpombr (Intelligent Energy Europe), Skills u caiita
Buildup (http://www.buildup.cu) (Manuia, 2015).

beccriopHo,  BecoMbIM  MOMEHTOM  SIBJIISIETCS ~ COTJIaCOBaHHWE  CTaHIApTOB
sHepromoTpednenus Mexay crpaHamMu. CoOmiofeHne OCOOCHHBIX CTaHAApTOB IO
SHEProcOEPEeKEHUI0 HYXKIACTCS B BECOMBIX HHBECTHIUSAX. TakK, CErogHs €XeroJHo B
BO30OHOBIISIEMYIO DHEPreTUKy ['epMaHuu MHBECTUPYETCS OKOJIO | MIp.A. €Bpo (PMHAHCOBBIX
pecypcoB. Denepanbhbiii 3akoH ['epmanun «O BO30OHOBISEMBIX HCTOYHHUKAX DSHEPTHUN»
MpelycMaTpuBaeT BKJIIOUYEHHWE DSHEPTruu, KOTOpas TEeHEepUpyeTcs C BO30OHOBISIEMBIX
WCTOYHUKOB JI0 €MHCTBEHHOMN YHEProcUCTEMBI M TOOYKACHHUE K PACIIMPEHUI0 MHHOBAILIUH B



JHEpPreTHKE 3a CYeT IMOCTOSHHOTO YMCHBIICHUS Tapu(HBIX CTAaBOK (Aerpeccuu) s
WHHOBAIIMOHHOTO 000PY/I0BaHUS T€HEPUPOBAHUS SHEPTUHU.

B npomecce  TEXHONOTMYECKOTO U MApKETMHTOBOIO  B3aMMOJCUCTBUS B
SHEPreTUYECKHUX CETAX BO3MOKHBI TOTEPU SHEPTETUUECKUX MTOTOKOB HA IMYTH OT KOTEJIILHON K
noTpebuTernto. B xo/ie B3anMoIeiCTBHS B KOTEIBHBIX C HECYIIMMH CHIPHEBBIMH MaTEpHAIaMHU
HaOromaeTcst ANMeKTpodppo3us. [Ipu IHEPreTHUEeCKOM B3aWMOJICHCTBUU LEIeCO00pa3HO
MIPUMEHSTH KPBIIIHBIE KOTEJIbHbIC, UMEIOIINE HA0Op MPEUMYIIECTB; UX CTEHKU TEXHUYECKU
peayin3yroTcss U3 CTEKJI00J0KOB. Takxke cielyeT OCYLIECTBISATh KOMIIApaTUBHBIA aHAIU3
MUPOJIM3HOTO TOpPEHHWs B Tporecce (YHKIMOHMPOBAHUS TEIUIOTeHEpaTopoB. TecHoe
B3aMMOJICIICTBHE TEIJIOBBIX U SHEPTreTUYECKUX MOTOKOB XapaKTEPHO MpHU paboTe TEIIOBOTO
reHepaTopa Jjsl BO3YIIHOIO OTOIUIEHUS Ha 0a3e yCTaHOBJIEHHOIO TEIIO0OMEHHHKA.

B coBpeMeHHBIX yCIOBUAX HHTEHCU(DHUKAITMA KOMMYHUKAITMOHHOTO B3aUMOICHCTBHS
SKOHOMUYECKUX AareHTOB HEOOXOIMMO CHWXaTh TMOTEPH B DHEPropaclpenesIUTeIbHBIX
ceTsix. Ha Ham B3risif, coaeiicTByeT sHEprocOepeKeHNI0 paclipoOCTPaHEHNE JIOTUCTHUECKUX
CHUCTEM, O YE€M CIIPaBEUIMBO TOJYEPKUBAIOT YUEHBIE-MAPKETOJIOTH, SKOHOMHUCTBI MHOTHUX
Hay4HBIX IIKOJ. B WacTHOCTH, MpejcTaBUTENN HAYYHOUW MIKOJIBI MApKETHUHTA W JIOTUCTUKHU
Hanmonanenoro ynuBepcurera «JIpBiBchbka momitexHikay (Ukraine) E. B. Kpukachkwid,
H. B. YopHonucbka NMpaBUJIBHO OTMEYAIOT, YTO B JIOTUCTUYECKUX CHUCTEMax peaju3yercs
CUHepreTHueckuil 3 pexT.

Takoli >¢deKkT NposSBISIETCS B YCKOPEHHH MAaTEPUATBHBIX H HHEPreTUYECKHUX
MMOTOKOB, a TaKKe CHIDKCHHH JIOTUCTHUYECKUX 3aTpaT W TOBBIIIEHUH  YPOBHS
yaosierBopeHHOCTH KineHToB (KpuxkaBcbkuit, 2009). [lelicTBUTENBbHO, BHEIPEHHUE
JIOTUCTHYECKUX CHUCTEM B OSHEPrompoBOJSIINE CETH, OCOOCHHO B HWHTETPAllMH C
SHEPreTHUYECKUMHU TexHoJorusMu Smart Grid coaeicTByeT MOBBIIMIEHUIO aKKyMYIISIIAN
SHEPTrUH U CHWKEHHUIO €€ IICHBI.

10. E. 'yOenn ommchIBaeT SKOHOMHUYECKYIO NESATEIBHOCTD CEIhCKOXO035HCTBEHHOTO
kooniepatuBa «Tprosu llltenanos» (ZD Trhovy JbtmMpanov), Uexus, oTMeuasi 3HaYUTEINbHYIO
MIPOU3BOIUTENBHOCTh BEIACHUS XO35MCTBA 3a CYET BHEAPECHMS HOBEHIINMX TEXHOJOTHM.
BricokOoTeXHONOTHYECKOE  MPOUM3BOACTBO  CIIOCOOCTBOBAJIO  TpaHC(OpMAalUKd  3TOTO
KOOTEpaTUBa B KOPMOPALIMIO, & 3aTEM — B XOJIAUHT. JIeMCTBUTENBHO, KAK OTMEYAET YUYCHBIH,
OTXOJIbl MPOU3BOJICTBA HA ATOM MPEANPUATHU YMECTHO MPEBpaIlalOT B OHMOra3, KOTOPBIH
CIOCOOCTBYET PHEPIro COCPEKEHUIO.

HccnenoBatens MOAUEPKUBAET BaXHOCTh (DYHKIMOHUPOBAHUS BETEPUHAPHOM,
arpoOXMMUYECKOW M MPOJIOBOJBCTBEHHOW JNabopaTtopuii B mpeaenax 53TOr0 XOJAMHIA,
MPUMEHEHHSI CaMbIX COBPEMEHHBIX METOJ0B OM3HEC-KOMMYHHUKAIIMHA, I1€1eco00pa3HOCTh
oOyueHusT U TOBBIIIECHUA KBaTU(UKAUU COTPYJHUKOB arpapHO-IPOJI0BOJIHLCTBEHHBIX
npeanpusaTuil. J{edCcTBUTENbHO, pa3BUTHE arpapHbIX XOJAWHIOB CHOCOOCTBYET YCKOPEHHUIO
pacnpocTpaHeHUsT WHHOBAlM B arpapHO-NPOJIOBOJILCTBEHHOU cdepe. MMeHHO mHO3TOMY
HCCIEAOBAaHUE  YaCOBOM  MPOU3BOJUTEIBHOCTH  PAaCHpElEIUTEIbHbIX  ONEpalHuil  Ha
arponpoJIOBOJIbCTBEHHBIX ~ pPBIHKax  CIEIyeT  MPOBOAUTH B  COINOCTaBICHUU  C
MIPOU3BOJICTBEHHON  JIEATEIBbHOCTBIO  arpolpOAyKTOBBIX KOOIIEPAaTUBOB, KOPIOpPALMA,
xonaunroB (I'yoenun, 2012).

KoHTeHT-MapKeTHHT M03BOJISIET MUHTEHCU(UIUPOBATH U CTAOMIM3UPOBATH BO BpPEMEHU
B3aMMOOTHOLIEHUS TPOU3BOJACTBEHHBIX 3KOHOMHUYECKHX areHTOB arpoIpo/I0BOIbCTBEHHBIX
PBIHKOB C TOTpPEOUTENSIMH, TOBBIIIAsg CTENEHb JIOSJIBHOCTH U MOTPEOUTENbCKON
ONaroCKJIOHHOCTH K TOPrOBBIM MapKaMm MHILIEBBIX NMpOAYyKTOB. Ha Hamr B3risii, cieayer B
MOJIHOM Mepe MPHUMEHSITh BO3MOXHOCTH, KOTOpble mpenoctaBisier CormamieHue o0
acconuanuu Mexnay Ykpaunoit u EC B cdepe MexxayHapoJHOTO MAapKETHHTA U OpraHU3aluu
OouszHeca B cdepe MUIIEeBBIX MPOAYKTOB. [Ipu 3TOM GeccmopHO MHTETpaMOHHBIE MPOIIECCHI C



BHYTpeHHUM pbIHKOM EC OynyT cTUMYIupoBaTh MpOX0oXkIeHHE peopM arpapHOro phIHKA B
VYkpaune.

Jnist moep KaHusl paliMOHAIBHOTO SHEPTeTUYECKOTo OaaHca MOCTYIUICHUN U 3aTpaT
MIO3UTUBHYIO POJb B YCIOBUSX SHEPre€THUECKON 3aBUCUMOCTU IPOMBIILIEHHOIO CEKTOpa
VYkpaunel OyaeT urparb HIMPOKOE HCIOJIB30BAaHHE IOTOKOB JHEPTUU allbTEPHATHBHBIX
UCTOYHUKOB. B mpoliiecce 3HepropacnpeseneHus 1ej1ecoo0pa3Ho HCIO0JIb30BaTh CTPATErHI0
madpdepennmanu  0OCTy)KMBaHHS  KIMEHTOB  Ha  OCHOBE  KOMMYHHKAIIHOHHOTO
B3aMMO/ICHCTBHSI C PETHOHAILHBIMU IEHTPAaMH TUCTPHOYIINH.

KomMmyHuKaimonsoe pa3bsiCHEHHE 1esiecooOpazHoCTU BHEJ[PEHUS
SHEProcOeperaroImux TEXHOJIOTHHA (B T.4. HUCIOJIb30BaHUE AbTEPHATHBHBIX HCTOYHHUKOB
sHeprun) B EC mpoBoaMTCS Ha OCHOBE ONTHUMAJIBbHO CPOPMUPOBAHHON HSHEPreTUUECKOU
KOMMYyHHMKaliMoHHON mnonutukn EC. B coBpeMeHHBIX yCIOBHSX HWHTEHCHU(PHUKAIIUU
KOMMYHMKAIIMIOHHOTO B3aUMOJCHCTBUS SKOHOMMYECKHUX AareHTOB HEOOXOJUMO CHMKATh
MOTEPU B SHEPropacupelesIUTEIbHbIX CEeTAX. BHeIpeHue TOoTrHCTUYECKUX IETEPMUHAHT B
CTPYKTYpY MEXaHHM3Ma YIOpPAaBJICHUS €IWHOM DSHEPreTUYecKOl CHUCTEMOM CrocoOCTBYET
cOepeKEeHNIO0 SHEPTOPECYPCOB.

5.5.
3AK/IIOYEHUE

Opranuzanus y4eOHO-HAyIHOTO TpoIlecca B paMKaxX B3aMMOJICHCTBUS C PBHIHKOM
TpyZla, TIO3BOJISIET YAYYIIUTh YPOBEHb 3HAHWW W  KOMIIETEHIMM  BBITYCKHUKOB,
a/IalITUPOBABILIN TaKOM KOMILIEKC YMEHUH K MOTpeOHOCTAM pbiHKa. [Iponieaypbl oOecnieueHus
Ka4yeCcTBa BBICIIETO 00pa30BaHUs HAXOATCS B MPSIMOMN 3aBHCHMOCTH C YPOBHEM OPTaHU3AIMH
HAyYHO-HMCCJICIOBATEILCKUX padoT B By3e. Takol ypoOBEHb TapaHTUPYETCS ITyTEeM CO3JaHUS
HAayYHBIX HHCTUTYTOB H  J1abopaTropuii  KadecTBa OOpa30BaHWS TMPU  BEIYIIUX
00pa30BaTeIIbHBIX IICHTPaX PeruoHOB [lobiy U YKpauHsbl.

JlaHHOE WCCIIeIOBAaHWE TMPOBEJCHO B paMKaX pEaM3allid T'OCYIapCTBCHHOU
OromKxeTHOM HaydHOUM Tembl Ne3-308-15 «MapkeTHHIOBO€ KOMMYHHKAIIMOHHOE 00SCIICUCHHE
BHEJIPECHHUS B YKpawHE CHCTEM JSHEProoOCCIieYeHUs Ha OCHOBE  HCIIOJIb30BaHUS
IbTePHATHBHBIX HCTOYHUKOB SHEPruu» MUHUCTEPCTBA 00pa30BaHMS M HAYKH Y KPAUHBI.

BaxxHO WCMONB30BaTh YECTHBIC METOJIBI KOHKYPECHTHOW OOphOBI W  CO3JaHUS
KOMMYHHMKAITMOHHBIX COOOIECHUH MPH IUIAHUPOBAHUU M OPraHU3aI[UH MPSMOT0 U MHTEPHET-
MapKeTMHra B  [JIOOQJIbHOM  KOMMYHUKAIlHOHHOM  MpocTpaHcTBe.  HeoOxommmo
MPHUICPIKUBATHCS JCJIOBOTO CTHJISA OOIICHHUS BO BPEMsl OpraHM3allid Ba)KHBIX IEPErOBOPOB,
KOMMYHHKAIITHOHHOTO B3aWMO/ICHCTBUSI.
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LOGISTICS SYSTEM OF A LAW FIRM
IN THE DATABASE SYSTEM

EWA KULINSKA



6.1.
INTRODUCTION

The basis for the fulfillment of the conditions for well-functioning logistics system of
a company is to create a specific configuration of simultaneously used physical, financial and
database resources, as well as those related to staff with high competence and the ability to
create long-term customer relations. A company that uses its resources properly can become
extremely competitive in the environment of the industry it pertains to (Mikuta, 2006).

The publication focused on the functioning of the logistics system in the database sys-
tem. The object constituting the core of the research is a service company, namely law firm
“Kancelaria Adwokatow 1 Radcow Prawnych Jarosinski, Kulinski 1 Partnerzy”.

The aim of the article is to present the possibilities of improving the work organization
of that law firm using the database.

The proposed solution should allow for easy collection, processing and analysis of ac-
quired data, as well as impact the streamlining of the company by reducing the time necessary
to search for data in paper case files, and thus allow for better and faster flow of information
within the Firm, and between the Firm and entities external to it. Another benefit should con-
cern the increased productivity of employees who would dedicate the time saved on searching
through case files on drafting pleadings and handling more clients.

6.2.
THE STRUCTURE AND SIGNIFICANCE OF THE LOGISTICS SYSTEM
IN SERVICE COMPANIES

The logistics system in service companies can be defined as a deliberately designed
and structured workflow of logistics streams. The structure of each of the logistics systems
can determine the hierarchy of individual components, by specifying subsystems as the ele-
ments of a broader significance and smaller segments that constitute them.

Service companies belongs to a specific group of businesses, which lack — as far as lo-
gistics is concerned - a full three-stage cycle, i.e. subsystems of supply, production and distri-
bution. In this case, only two stages are defined, namely supply and production, or supply and
production joined with distribution. This is a key difference between service companies and
enterprises operating within the market of material goods (Filipiak, Panasiuk, 2008).

Figure 6.1. presents a comparison of the structure of the logistics system in service
companies and industrial companies
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Figure 6.1. Comparison of the logistics system in service and industrial companies
Source: (Filipiak, Panasiuk, 2008).

In service companies, subsystems of the logistics system are characterized by relations
and feedback determining the integration of the system in its entirety, i.e. the fact it consti-
tutes a coherent whole. These links become specified thanks to simultaneous processes of
flow stream and conversion of the material stream. It can be concluded that the set of behavior
of all elements determines behavior of the entire logistics system.

The entire structure of the service company is made up of a number of functional sub-
systems, and its logistics system is only one of them, at the same time interacting with other
subsystems. Therefore, logistics is often perceived as a cross-section function of the system.

Structuring and formation of the logistics system of a service company is done by ex-
ploring the structure of the system and the links between its elements. There are two basic
structural spheres of the logistics system of a service company that can distinguished:

- physical flows, i.e. transportation and warehouse processes forming four utilities to

increase the stream value (usefulness of form, time, place and possession),

- regulation spheres, i.e. spheres of management and control over logistics processes.

The functioning of a service company can be represented as clearly through the pattern
of the logistics system according to the operational level (Figure 6.2.).
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Figure 6.2. The logistics system of service companies as seen from the operation level
Source: own study based on: (Bennett, et. all, 1988).

The figure above shows all the relations between the elements and their properties,
aimed at creating a service, which is the output module, by implementing all input elements
through connecting links, including (Bennett, et. all, 1998):

- planner seeking to customize the system according to the needs; contractor whose
mission is to eliminate any deviations in order to obtain the final result of the pro-
cess in accordance with customer expectations,

— comparator constantly recording any changes in the process of service preparation,

- controller checking whether the final result is in line with the expectations.

The logistics system in a service company plays an equally important role as in any
other business. It is a tool constructed so that, by implementing specific logistical tasks, it
leads to the achievement of the objectives set by the company (Kuklinska, 2013).

System approach to services enables accurate preparation of a service company to
come up with the right way of proceedings. One can specify subsequent phases of preparing a
system dedicated to a specific company, aimed directly at the nature of its activity, i.e. (Kor-
zen, 1998):

- phase of analysis of the situation and the specific tasks and determinants of the system;

- phase of shaping the structure of the system,

- phase of coupling the logistics system and subsystems with other subsystems specified
in the framework of the company,

- phase of system implementation.

The logistics system is designed to regulate all activities in the company from the mo-
ment of accepting the performance of a service up to its final fulfillment, control associated
information flows, data collection and control of the entire process.

The two most significant characteristics of the logistics system are:

- significant degree of cohesion - it means that links between various subsystems and
their dependency on each other are strong enough that introducing changes in one sub-
system automatically triggers changes in other systems,



- flexibility - manifests itself through the ability to respond to changes occurring in the
economic or competitive environment, and hence vulnerability to price changes or
change in the level of taxes.

A well-designed and well-functioning logistics system is the key to achieving what is
especially important for service companies, and that is: gain a competitive advantage, provid-
ing customers maximum satisfaction with the service provided and sustainable development -
all while incurring the lowest possible costs and generate the biggest profits. It is extremely
important to properly manage logistics processes using the developed logistics system. For
that system to function smoothly in full, permanent acquisition and processing of information
IS required.

6.3.

THE SCOPE OF USAGE OF DATABASES IN THE LOGISTICS
OF SERVICES

Databases are widely used in logistics, both among production commercial and ser-
vice-oriented companies. Enterprises have extensive information resources that require stor-
age and analysis.

To ensure more effective and efficient functioning of the company, modern logistics
systems require the application of more and more modern solutions. These systems guarantee
a smooth and precisely controlled growth of the company.

Service companies accumulate large amounts of data necessary for the proper func-
tioning, envisaging their capabilities and improving their market position. Special care of the
data collected in the base, controlling its proper flow and synchronization are crucial for lo-
gistics systems of service companies. The flow of information, which — in these systems —
occurs between the customer and the service provider, is a guarantee of delivery to the cus-
tomer a service that will fully correspond with his or her expectations.

Figure 6.3. presents a scheme of good practice in the implementation of service orient-
ed at data collection, in order to better understand the customer and meet their needs accord-

ingly.

) (customer registered m'
- the database? .
C need
C preferences ) ’V

specify the time and

place of executlon
Figure 6.3. Scheme of the proper conduct in accepting orders and preparing services

Source: own study.




The smooth flow of information offers the ability to take appropriate decisions when
face with a given situation at a given time, and perform specific activities in order to fulfill the
service. Departments of service companies responsible for controlling service contracts and
their final fulfillment must have the necessary information about (Golembska, Brauer &Tyc-
Szmil, 2009):

— specific customer expectations,

- services fulfilled for a client so far,

- stage of fulfilled service,

- company capabilities to fulfill a specific service,

- fulfillment status of other services if they require physical involvement of the service
provider for a specified time, in order to adapt the date of service fulfillment to the
company’s time capabilities time and the deadline desired by the client,

- state of existing tools if service fulfillment requires them,

— contact details of service recipients, especially if the service is fulfilled at the client’s,
and to maintain constant post-completion contact.

The data stored in the databases of each service company should be kept up-to-date or
expanded to meet the ever-newer demands and needs. When creating a database, one must be
aware of the possibility of its future expansion and a broader perspective of information
recognition. The database should be developed and improved, not only alongside the devel-
opment of the company, but with the ever-changing needs of clients whose expectations are
constantly getting higher, and the service company must be ready to introduce changes in or-
der to meet these expectations.

6.4.
THE CHARACTERISTICS OF THE AUDITED ENTITY

The company subjected to research is a law firm named ,,Kancelaria Adwokatow 1 Radcow
Prawnych Jarosinski, Kulinski i Partnerzy”. It is a service company, providing services listed
in the section "M", item "69", of the 2008 Polish Classification of Goods and Services, as
legal services (Clasyfication PKWIU 2008, 2016). The firm has been operating as partnership
as of 22 November 2001 and is entered in the Register of Entrepreneurs of the National Court
Register.

Due to the continued and years-long activity on the market of legal services, the Firm
is characterized by both high achievements of knowledge, experience and a wide range of
customers, which in turn contributed to its strong position on the market of legal services.

The Firm provides legal assistance to joint stock companies (including companies
listed on the stock exchange), limited liability companies, partnerships, civil partnerships,
foundations, associations and government offices, schools and individuals.

The Firm does not only direct its activities on the local market, but provides legal ser-
vices throughout Poland and abroad, collaborating with lawyers working within individual
provinces. The position, strength and value of the Firm is further reflected by a large number
of foreign clients who increasingly apply to have their cases led by the Firm in question.

The Firm maintains regular contacts with notaries, bailiffs, tax and financial advisors
to provide its clients assistance as much as possible corresponding to their needs.

Every employee in the Firm has a clearly defined set of responsibilities, so that within
the cooperation there are no signs of disorientation or confusion when having to perform spe-
cific activities. Figure 6.4. presents the organizational structure of the Firm.



THE COMPANY'S MANAGEMENT
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full-time employees apprentice
lawyers legal advisers
referent management
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Figure 6.4. Organizational structure of the Firm
Source: own study.

The overriding decision-making role in the company is played by members of the
board, who are also the founders of the firm. They distribute responsibilities between individ-
ual employees, and assign legal advisers and officer trainees legal cases they ultimately are to
lead, while exercising continuous control over all activities occurring therein.

Full control over the course of employees' activities guarantees high-quality services
and eliminates any confusion regarding taking actions or drafting pleadings. This gives clients
a feeling of complete security, and also reinforces the trust placed in the Firm and creates
bonds resulting in long-term cooperation, and thus strengthens the position of the Firm on the
market of legal services, which put together may be described as a success.

Additionally, the owners of the Firm make an effort to permanently keep in touch with
their clients, keep them up to date in terms of any changes, and in particular hold regular
meetings with key clients due to the size of their undertakings.

Legal advisors, trainees and legal referents have very similar tasks. They offer legal
advice, conduct meetings with new clients, deal with the conduct of ongoing cases and draft
pleadings. What can be clearly specified is the fact that legal advisers and trainees actively
participate in court hearings, while legal referents do not hold such powers.

Responsibilities of the assistant to the board involve keeping in touch with existing
clients in order to inform them about the activities undertaken in matters concerning them and
of received pleadings or at scheduled new dates of hearings. In addition, the assistant is re-
sponsible for the timeliness of the activities undertaken and the proper circulation of docu-
ments, and - most importantly - for the archiving of data about clients and their cases.
Furthermore, the Firm trains apprentices who gain the necessary knowledge, skills and expe-
rience, while supporting the work of the team.

The specificity of the tasks of the Firm requires collecting, analyzing and processing
massive amounts of data. Efficient management process is therefore necessary and it should
cover labor resources, time, as well as information.

With the gradual growth and expansion of the activities on the legal services market,
the Firm has developed a very good form of the management of its activities that contributes
to its current condition. Its operative area is gradually expanded, making it a very competitive
enterprise as compared to other such companies.

Particular attention should be therefore paid to the method of collection of acquired
data so that obtaining information and performing analyses could be conducted in a smooth
manner and without excessive involvement of employees, thereby improving their efficiency
in the performance of other key duties such as preparation of letters, ongoing contacts with



clients, acquisition of new clients, representing clients before the court, developing strategies
in individual cases, etc.

This very aspect is the key research problem, the solution of which should result in
the development of convenient solutions, giving the possibility of using a system that effi-
ciently processes, analyzes and uses data.

To adequately control the current changes in particular cases and manage them, it is
necessary to specify basic information. This includes:

1. Information about the client, including:

- client’s name,
- exact address,
- phone number,
- PESEL (Polish Resident Identification Number),
- NIP, optionally REGON and KRS (for companies)
- e-mail address,
- bank account number
2. Information about specific cases, including:
- client’s name,
- firm’s signature for case files,
- case status,
- contact details of the Court before which proceedings are currently pending or
data of the bailiff conducting the enforcement proceedings,
- court signatures for case files or bailiff signatures,
- name of the other party to the proceedings,
- contact details of the person representing the other party to the proceedings,
- information about individual events that have occurred in the case,
- in the event of termination of the case, annotation of archiving files

3. Information about incoming and outgoing correspondence,

4. Information about issued invoices for individual clients,

5. Information about the dates of hearings.

So far, the law firm has operated a simple tabular summary of the cases, containing the
names of the parties, legal signatures for case files and firm’s signatures assigned to particular
cases. The data regarding incoming and outgoing mail is entered only to the correspondence
register, summary invoices are entered into a separate register, and information on the dates of
hearings are entered into the paper calendar and — conveniently - electronic calendar that can
be edited from any location provided one has access to the Internet and a device such as com-
puter, tablet or smartphone.

6.5.
THE DEDICATED DATABASE FOR THE AUDITED COMPANY

Based on the analyzed needs of the Firm and verifying the previously used methods of
data processing, developed was a solution that aims to improve the way of managing data,
flow of information - both internally and between the firm and the client - and increase team
productivity by streamlining the process of acquiring case-related data necessary to perform
certain activities.

The proposed solution is to implement a database designed in Microsoft Access. With
the introduction of this solution, the need to search for the most urgently needed data will be
reduced to a simple action, and that is to check the information in the database, without hav-
ing to remove the case file or flip through correspondence registers and calendars.



In the proposed database, after opening a login window will appear with a bar to select
user and enter password (Figure 6.5.). Thanks to this, access to full editing of information in
the database will be had only by the employees, and the trainees using he database will be
able to gain insight only into a preview of the data.

Login A Login
Hasto Hasto

| 2

Figure 6.5. Login panel the database
Source: own study.

After logging in, a menu window will appear with the presentation of the logo and the
name of the Firm, equipped with the following modules:

— clients - a list of clients will appear with the option to search for and add new ones,

- invoices — a window will appear with the option to display the selected invoices or add
new ones,

- case index - a list of cases with the option to search a specific case,

- mail sent register — makes it possible to add new items to the register

— create a new case - opens a window allowing to create a new case,

- calendar - under this heading, it is possible to introduce tasks to do with determination
of a specific date and indication of the person responsible for that task,

- time Sheet — makes it possible to enter costs relating to settlement of the case with the
possibility of determining the duration of the meeting with the client and the salary ac-
cepted,

— courts database - displays a list of Courts with the possibility of adding more positions
(Figure 6.6.).

Kancelaria Adwokatéw
i Radcéw Prawnych
Jarosinski, Kulinski i
Partnerzy

Figure 6.6. Main menu
Source: own study.

To achieve this effect, it was necessary to design the layout and the operation of the
whole database application. Presentation of different planning states will be discussed from
scratch, i.e. selected will those values that are considered necessary for the database to be
functional and meet the needs of the Firm.



21 tables were introduced to the database. This amount was necessary to be able to use
all the planned functions.

In the original plan, the base was to be much simpler, but after a thorough analysis of
the chosen solution, it was found that the expansion of the base with additional modules could
prove very useful. Using all the features offered by the designed database is not required. The
modules the bases ended up being expanded by were:

— time sheet,

- invoices,

- mail sent register,

— calendar.

The created project is experimental, set to introduce any modifications adequate to the
needs of the user. In the event of any of the modules being redundant, it can be removed from
the database, the same as when it is necessary to add another one can expand the database.

The elements without which the database could not meet the growing needs of the
Firm, are:

- clients,

- case index,

- create a new case,

— courts database

The first created table from the list of those necessary was the table "tblKlienci” (Cli-
ents) where one can enter the most relevant information about clients, as well as about the
established ways of settling bills, determining hourly rates, declared range of services, con-
necting attachments that can be useful in pursuing the case, e.g. power of attorney. One can
also save there information about the manner in which the client was acquired, allowing for
later comparative analysis of how many customers applied to the Firm upon recommendation,
how many after reading reviews, how many were acquired by the employees, etc. (Figure
6.7.)

807-095-30-40

%) oK 2016-06-0917:02:26

Figure 6.7. Table used to store customer data
Source: own study.

Another introduced table is "tbIRepertoriumSpraw" (Case index), set up to record in-
formation about the cases. The relevant firm’s signature is declared, then the status of the case
is determined - to be selected from the drop-down list; one can also specify the location where
the files are stored if they have been archived, and it is possible to tick the appropriate field
and enter the position under which they can be found in the archive. Also added was the field
declaring the founding date of the act, person entering the data, as well as fields that deter-
mine the declared costs along with the option to mark whether they have been paid for (Figure
6.8.).
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Figure 6.8. Table containing information on individual cases
Source: own study.

The tables formed according to the remaining criteria, containing - as required - more
or fewer columns with the specified additional attributes follow the same pattern as the tables
shown in the above figures.

Using the resulting database resources, the next step involved the creation of a multi-
criteria decision-making model, thus assuming a procedure for creating various kinds of solu-
tions, and then analyze the resulting effect, adopt the appropriate development scheme, or find
another one that would better meet the requirements of the audited entity and better match its
preferences.

After many attempts to determine the right solution, the final effect was reached in the
form of a simple, intuitive and transparent, but at the same time multi-functional, module.

The database relying solely on data entered into the table, without breaking it into
smaller thematic tables and adding relations, queries and forms to the base, it would be very
illegible and inconvenient to use.

In preparing the project of the database, one should first lay out the links, i.e. relations
between data stored in tables. These relations aim to:

- define standard links of consistency between the tables checked by the system,

- automatically generate the linkage condition in the query that uses the related ta-

bles,

- synchronize displaying data interconnected with relations

For the relations to work properly, one should remember meeting three basic condi-
tions:

- fields in the table, to which the reference is to be directed, must have a specific

unique index or need to make the primary table,

- the table, from which the appeal is derived, is the secondary table, while the table,

to which the reference leads, is the primary table,

- one should remember to tie together the fields of the same data type.

Every relation formed between the tables has two sides. The primary page (also known
as “parent page”), to which the reference leads, is denoted by the number "1" and the second-
ary page (also known as “subpage”), referred to as “many” page, located near the secondary
table, that is the one from which the reference derives. This page marked with the symbol of
infinity "oo" (Figure 6.9.).



Figure 6.9. Designation of pages in the relation
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Source: own study.

Each of the established relations can be defined in a simple way, determining the rela-
tionship between specific objects. In the case of the relation presented above, one can use the
following wording: each case is linked to only one client, but each client can be linked to

many cases.

The table below presents the map of relations created in such a way as to meet the
needs and requirements of the law firm "Kancelaria Adwokatow i Radcéw Prawnych Jaro-
sinski, Kulifski 1 Partnerzy" (Fig. 10). For this specific database, 8 relations between selected
elements of the tables were introduced:
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LtblTerminy”,

,tblUzytkownicy”,
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»SygnaturaFaktura”.

The elements which are the links between the relations are the following fields:
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Figure 6.10. Map of the established relations

Source: own study.

Based on the thus obtained links, it was possible to create queries and forms. 39 que-
ries established and 48 forms were established, the list of which is given below using two

figures (Figure 6.11. and Figure 6.12.).
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Figure 6.11. List of queries used in the database

Source: own study.
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Figure 6.12. List of established forms

Source: own study.
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Ultimately, achieved was a panel that is easy to use and that does not require from the
user retrieving locations where they should introduced the newly collected data. One simply
needs to open the right tap in the menu and the window will show up, adapted - as necessary -
to edit, search or add the requested information.

The final effect of selected functions of the finished panel is presented in the figures

below (Figure 6.13.

, Figure 6.14.).
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Figure 6.13. Registration window for new cases with the drop-ddwn

ents
Source: own study.

53 Wykaz kientow o @ =
Wyka z kll entéow Kliknij nazwe Kilenta, aby przejéC do Kartoteki

Identyfiator Nazwa Masto

[Gab Rysa 2 [Wroctaw

[Anta [opole

[Bro ek [Karakow

k@ Rol [Wroctaw

[Mar Tyna [Grodziec

[mi chat [opole

Wyszulaj Kienta

‘Nowv Kient ‘ > ‘
Sauia) Wyayse ‘

list of current cli-
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To obtain more information about the client, after locating them on the list, one should
single-click on the field with the name of the client. A new field will then show up, containing
all the information about the client data that have been previously entered into the database

(Figure 6.15.).
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Figure 6.15.Client data window
Source: own study.
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Figure 6.16. Window intended primarily to search individual cases, with the option to

create a new case
Source: own study.

When you open the case index window and finding the case relevant to the user, they
can view the details of the case by single-clicking on the white field with the firm’s signature.
A new window will then show up, displaying all the information relating to the case, divided

into the following thematic tabs:

- the other party - information about the representative to the opposing party,

— signatures - a list of court signatures conferred to the case,
— events - list of the important actions taken in the case,

- dates - list of dates of court hearings and appointments,

- inflow - information about supplied documents and evidence in the case,
- mail - a list of sent letters,

- invoices for the case - a list of invoices issued to the client (Figure 6.17.).
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Figure 6.17. Window displaying case details
Source: own study.

The panels presented have a minimalistic and transparent design so as not to distract
the user with an overly enriched or complex form. The basic premise when designing the look
of individual modules was to create objects with a simple design and a limited number of col-
ors. The modules should also be designed in such a way as to not to prove problematic in use
to any user.

6.6.

THE ANTICIPATED BENEFITS FOR THE COMPANY DUE
TO IMPLEMENTATION A DEDICATED DATABASE

The main goal of the developed database was to achieve measurable benefits observa-
ble in the functioning of the entire firm. First of all, when using the designed solution in the
collection and processing of data, one should expect the possibility of more efficient work of
the whole team resulting from the considerable advantage in searching for the necessary in-
formation. The developed database allows logging events not available in the currently used
case summary. Starting with the possibility of recording documents in circulation for a partic-
ular case, both outgoing and incoming, through the ability to add attachments with the files
assigned to a specific case, ending with control over financial flows. These also include both
the possibility of introducing the case subject, associated costs, service payment deadlines and
marking those payments that have been settled.

Another benefit is the time savings and the ability to eliminate, at least partially, the
need to retrieve paper case files in order to determine whether specific activities have been
made, documents expected from the court, client or other party’s representative have been
included in the files, and, finally, finding customer contact details since, within the audited
entity, electronic compilation of contact details had not been previously performed.

The time saved on searching files could be productively used to perform more im-
portant tasks, if all necessary information were collected in one electronic database. Finding
them would then require incomparably less time. One could also avoid a situation of delaying
taking actions regarding the case due to the inability to retrieve files on time. Because paper
files, due to the number of proceedings, occupy a very large amount of space, it was neces-
sary to store them in the largest room of the firm that acted as a conference room. In the case
when meetings last all day, or are held at high intensity, access to the files is difficult. Record-
ing information about any activity in the cases would allow for taking the desired actions at
any time, without having to await physical access to the needed documents.



This, in turn, would translate to the benefit of people holding meetings at that time since
they would not need to work with the customer under pressure and their attention could be
focused on the client.

6.7.

CONCLUSION

Any company, regardless of the nature of the business activity it runs, should have an
adequately developed, implemented logistics system matching its needs and expectations.
This is necessary in order to maximize the efficiency of operation of such company, while
simultaneously improving the efficiency of the flow of products, services and information
within it.

The logistics system can be very complex, complicated and expensive to implement,
requiring the involvement of several departments of the company to achieve its full perfor-
mance and effectiveness. However, it can also be developed using much simpler tools that do
not require incurring high costs and large human resources necessary for that purpose.

The aim of the article was to present the possibilities of improving the work organiza-
tion of a law firm using the database. The research showed that even a service company,
providing specialized legal services, can develop such a system, although for most people it is
not strictly associated with logistics systems.

The developed database enables work optimization of the firm, as well as storage of
all necessary data in one place.

By developing a simple tool, one can significantly increase the performance rate of the
flow of information, both internally and externally. This also translates to the possibility of
saving a lot of time in conducting certain activities and contributes to the productivity of em-
ployees who can focus their attention on more important issues.

The final effect is the contribution of all the factors to the increase of client service
quality, and thus their satisfaction reflected in the sustained development of the firm and its
even more significant growth on the market of legal services.
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7.1.
INTRODUCTION

The constant dynamism of European markets generates the need to improve the poli-
cies and communication procedures of businesses in order to adjust to the demands of cus-
tomers and business partners. Stronger competitive struggle, the dynamism of demand, and
above all, changes in consumer behavior are the factors which contribute to an ever higher
risk associated with the possibility of taking misguided business decisions. What plays a sig-
nificant role in this case is the knowledge of local conditions, which characterize individual
countries or regions. They differ in consumption style, form and content of the marketing
message or business relations. Thus, the economic entities operating in the European markets
are forced to adapt to meet current consumer trends, characteristic of individual communities.

7.2.
CHARACTERISTICS OF EUROPEAN CUSTOMERS

In this article, the customer is defined as an individual buyer, purchasing products or
services to meet their own needs or the needs of their loved ones. In an attempt to identify the
characteristics of clients, one must start by defining their behavior. In the literature, there is a
significant definitional variation of this concept. The article adopts an assumption- following
J.P. Peter and J.C. Olson (2002) - that they constitute a process which is characterized by
high dynamics of changes as well as controlled interaction and exchange within its frame-
work. Undoubtedly, customer behavior is characterized by a growing dynamism exerting in-
fluence on the tastes and needs. Thus, the development of knowledge and technological pro-
gress of information technology significantly shape the nature of the market, companies and
consumers themselves. Competitiveness of businesses triggers a battle for customers, it is
done through improving their own businesses and taking measures adapted to the expectations
of European markets. Therefore, knowledge and understanding of the needs is not only an
element of euromarketing activities, but it is the duty of every entrepreneur, a necessary start-
ing point for the development of each market offer (Kiezel 2012, Harissa 2009).

The literature research has shown a gap in the lack of comprehensive studies on the
behavior of consumers in the European Union. There are numerous works in this area, but
they refer to issues of consumer behavior in a fragmented manner, not in detail. The available
publications discuss mainly the popular socio-demographic indicators. Cultural differences
are analyzed at random. It must therefore be concluded that the expansion of the borders of
the European Union does not translate in research in this area, which undoubtedly represents
an important investment in the future research. Analyzing the behavior of consumers in the
Euromarket one can therefore try to answer the question: Does the Euroconsumer ever exist?

European Union market has nearly 500 million consumers, thus constituting one of the
largest retail markets in the world. Free trade in the EU® guarantees the "Union" customer a
wide range of products, good quality and reasonable prices. What one should pay attention to
in EU policy is to support economic growth and social change, while putting pressure on the
broader consumer assistance (European Commission, 2016).

When planning to market their products companies operating in the European market
should take into account the fact that the European Union is not a single market. Countries are
defined by style of consumption, the perception of marketing or business relations.

® Freedom of movement also applies to Norway, Iceland and Liechtenstein.



Consumer behavior is determined by many factors of a different nature, such as geographical
location, language, culture, religion and customs, etc. Therefore, for the marketing efforts to
produce the desired effect, one needs to identify the similarities in different European coun-
tries. In Europe, there are distinguished groups of countries with relatively homogeneous cul-
tures consumer (Lisowska-Magdziarz 2001):

1. United Kingdom and Ireland,

2. Germany and Austria,

3. The Netherlands, Luxembourg, Sweden, Finland, Denmark, Latvia and Estonia,

4. Greece, Portugal, Spain, Italy, France, Belgium, Cyprus, Malta and Slovenia,

5. Poland, Lithuania, Czech Republic, Slovakia and Hungary.

The knowledge of existing similarities can certainly define the differences in styles of
consumption and communication.

Despite many similar features, European consumers also seek to emphasize their indi-
viduality, manifesting preferences in products coming from their own country. This is con-
firmed by the results of CET-scale, on the scale measuring consumer ethnocentrism, cited by
M. Lisowska-Magdziarz (2007). They show that the biggest ethnocentric consumers in Eu-
rope are Germany, Britain and France. Ethnocentrical consumers think that products from
their country are among the best, and they do not notice the advantages of products from other
countries. What is more - they are convinced that by purchasing foreign products they do not
support the domestic economy, but harm it. The observations show that the strength of ethno-
centric attitudes decreases with the increasing income and level of education or opportunities
for foreign travel, etc. (Liczmanska 2010).

The effect of the country of origin is a somewhat different phenomenon on purchasing
decisions taken on the basis of ideas, or opinions about the country of origin of the brand /
product. Often the product entering new markets is seen through the image of the country of
its origin. Thus, consumers minimize the risk associated with buying new products, as they
are guided by the knowledge of the country. The countries which are preferred are the ones
characterized by technical and technological progress, as the brands derived from them are
perceived as higher quality. One can even distinguish the states associated with particular
characteristics. For example, Germany is characterized by precision and conscientiousness,
Switzerland is associated with high-quality watches or cheeses, Scotland with whiskey,
France qualitatively highly rated wines and perfumes, Italy is the land of pizza, while Sweden
is nature and health. As can be seen, associations do not always apply to specific products,
because they are often associated with feelings, or perceptions of the country concerned. In
turn, on the other side there are the countries where quality is not highly esteemed, for exam-
ple, Greece and Spain. The impact of the country of origin on consumer behavior can have
dual direction: positive as the subjective assessment of the country of origin, strengthening the
perception of the product and negative, which is also a subjective assessment of the country —
however, leading to reluctance to purchase.

Therefore, manufacturers often use a marketing mechanism to label the package,
"Made in EU", manipulating the information. The origin is then exposed in such a way as to
be positively associated. A similar phenomenon which may occur in a society convinced of
the superiority of their economies over the other is the so-called NIH syndrome (Not Invented
Here), indicating a negative attitude towards products and solutions coming from other coun-
tries (Victor, Oczkowska & Zabikowska 2008; Nowak-Far, 2000).



7.3.
ADAPTIVE BEHAVIORS OF MARKET PLAYERS

In relation to the aforementioned trends in purchase decisions one can make a refer-
ence made to the Polish market. Frequently, the image of Polish products on foreign markets
is not positive, prompting local producers to avoid informing about the place of production.
What helps among other ideas, is the use of foreign-language brand name, suggesting foreign
origin, as is the case for example in the clothing industry (Tatuum, Reserved, Solar or Gino
Rossi, etc.). On the package one must, however, find some necessary data, such as:

— brand name,

— contact details of the manufacturer,
— barcode,

- national symbols of quality,

- ingredients,

— product description language, etc.

Polish producers are often forced to struggle with the stereotypes assigned to products
in terms of low prices and poor quality. What is helpful in this regard is not highlighting the
place of origin, or the universality of the brand name/product.

European consumers are increasingly interested in local products coming from their
own country or region. It often has symbolic meaning, sometimes it is a matter of prestige,
inspiring positive associations, or better perception compared to mass products available in
many retail outlets. Besides the interest in regional products there is also curiosity and a desire
to get to know different cultures, which mainly comes from traveling. This is reflected in the
significant increase in the number of products from ecological regional crops.

The knowledge of these phenomena probably helps economic entities which function
in the international market to standardize marketing activities. The strategy of brand standard-
ization even in culturally diverse areas can be characterized by a clear message. The reason
for this is, for example, a brand name, which is perceived similarly different languages. For
instance Velvet, in English meaning "velvet", in Polish is associated with delicacy. The use of
a famous person’s name can also have a positive impact on the opinions and recognition of
brands (Lipton, Heinz, Boeing, Porsche, Pierre Cardin, Calvin Clein, Eris, Batycki, Kler)
(Nizielska 2010). At the same time it should be stressed that the strategy of standardization
does not mean that the product will be at the global market in its original version. In order to
meet customer preferences McDonald's global brand takes into account local preferences. For
example, in the Netherlands and Belgium there is McKroket, McLaks (grilled salmon), in
Norway, Crogque McDo (the name comes from the popular sandwich with ham and cheese) in
France, and Wie§Mac in the Polish menu, etc. Strong McDonald's brand awareness concern-
ing consumer preferences enables to diversify its offering as well as change the interior design
and the areas around.

It is necessary to adapt a global brand to local markets. The need for such a strategy
can be seen based on the example of the Barbie doll, which became a success in Japan only
when its appearance was adapted to the customer expectations. Dolls’ eyes changed color to
brown, hair became darker and busts got smaller. The adaptation processes are affected by
many factors of different nature and the financial resources included there are very high. The
most common causes of the need to adapt the product to the conditions of the target foreign
market include: (Figiel 2004):

- the level of technical skills,
— the cost of labor,
— the level of illiteracy,



— the amount of purchasing power,

- the availability of consumer loans,

- distance of the target market,

— climatic and physical conditions of using the product,

- the size of the product,

— availability of other products,

— requirements related to safety, environmental protection, etc.,
— local tastes and habits of consumption, etc.,

- local competitive situation,

- market conditions.

It is clearly visible that the economic agents operating in the Euromarket without the
knowledge and information about people’s preferences and differences in purchasing will not
be able to cope in a strong competitive struggle.

Table 7.1. presents cultural differences which occur in business relationships in Poland
and Germany. The examples show considerable differences in some areas, despite the close-
ness of territories. Thus, increasing globalization, development of the Internet, the speed and
complexity of access to information, or the migration of the population will not remove the
cultural differences which could hinder the success of a business. The research by G. Hof-
stede conducted among 116,000 employees of IBM in 40 countries (Simpson 2012) shows the
strong influence of national culture on attitudes.

Table 7.1. Cultural diversity between organizations in Poland and Germany

Specification

Corporate culture in most German
organizations

Corporate culture in most Polish
organizations

Attitudes to the news

Orientation on proven solutions, also
possible conflicts about new concepts

Openness, innovation, pragmatic
acceptance of new concepts

Networking and communica-
tion

Substantive orientation, focusing on
substantive issues, personal relation-
ship with a partner separated from the
merits of the case

Orientation on personal relations as
far as diplomacy, the emotional
attitude expected by the Polish
partner, besides the merits

Arrangements for contracts

Important agreements are written
down

Oral agreement are acceptable

Attitude to planning and dead-
lines

some deadlines are expected

Expected space for flexibility and
spontaneity

Attitude to success

The next task is already waiting

Success will be celebrated

Source: own work on the basis of: (Jasniok & Komor 2008).

It is the culture which differentiates behavior rather than gender, age, profession, or an
employee's position. Free time is important for many, when private matters are dealt with (in-
dividualistic culture). This cultural group are mainly English-speaking countries, but also
Scandinavia, the Netherlands and Italy (Sipinska-Golembska, Majchrzak-Lepczyk & Bentyn
2015). When conducting business internationally one should therefore bear in mind that the
market is characterized by diversity manifested in different values, different customs and
preferences. Despite many efforts to harmonize standards, it is noticeable that Europe is het-
erogeneous in terms of culture and consumer behavior.



7.4.

CULTURAL DIVERSITY AS AN ESSENTIAL FEATURE SHAPING
CONSUMER BEHAVIOR

G. Hofstede defines culture as "the collective programming of the mind which distin-
guishes the members of one group or category of people from another (Hofstede 2000). The
importance of cultural differences has strong contextual conditions, and it varies in terms of
country, industry or specific companies (Gorynia, 2005; Giannetti & Yafeh, 2012).

G. Hofstede made a distinction between masculine and feminine cultures, indicating
significant differences. In masculine societies one can observe characteristics such as asser-
tiveness, ambition, rivalry, the implementation of a career, or a relatively small concern for
others and their fate. Among the most masculine societies are Austria, China, Ireland, Japan,
Mexico, Germany, Slovakia, Switzerland, Venezuela, Hungary, Great Britain and Italy. Po-
land also belongs to this category of countries.

In cultures where there is no strict division between the roles of men and women one
can notice humility, concern for others and the environment, as well as striving for an agree-
ment. Women in these cultures often occupy managerial positions (the Netherlands, Costa
Rica, the Scandinavian countries, Lithuania, Latvia and Slovenia).

Therefore, acting on the European market, it is reasonable to determine the factors determin-
ing the cultural environment of the company. These include (Nizielska 2010):

— values and attitudes,

- standards of behavior and lifestyle,

- the culture of the country / region,

- religion, ethics, morality,

— the role of women,

- language,

- the way people communicate and conduct negotiations,

- working time, ways of spending free time,

— level of education,

- the division into classes and social groups,

- distance to the new things,

- national awareness,

- family structure,

- the importance of non-verbal speech,

- symbols, myths, cultural, taboos, etc.

The impact of cultural variables on the image of the product is also described by M.
Bartosik-Purgat (2004). In her opinion, the most important elements of culture, differentiating
characteristics of products on foreign markets, are religion and language. In doing business on
foreign markets one should also take into account the phenomenon of psychological and cul-
tural distance. According to N. Papadopoulos and D. Jansen (Niezielska 2010) psychic dis-
tance is a sense of uncertainty with regard to foreign markets, and difficulties in search for the
necessary information. In turn, cultural distance means all the differences between the culture
of one’s own country and the culture of the target country.



Another look at cultural diversity is exhibited in GLOBE concept (The Global Leader-
ship and Organisational Behaviour Effectiveness Research Program)”, where it was recog-
nized in nine dimensions (House, Hanges, Javidan, Dorfman & Gupta 2004) (Figure 7.1.).

quality future-orientation avoiding uncertainty
power distance family collectivism |nst|tut_|qnal
collectivism
humanistic orientation gender equality assertiveness

Figure 7.1. Cultural diversity in GLOBE concept
Source: own work on the basis of: (House, Hanges, Javidan, Dorfman & Gupta 2004).

A different division was made by R. Gesteland'a, which grouped the cultures: deal-focused
and relationship-focused cultures, hierarchical (formal) and egalitarian (informal) cultures,
monochromic and polychromic cultures, and expressive and reserved cultures (Table 7.2.)
(Nizielska 2010). R. Gesteland’s research was related to styles of business behavior in differ-
ent countries. The researcher described the cultural differences and set types. It is therefore
important to know what characterizes a given culture, what kind of behavior we are faced
with, what to look for during the business talk, how to properly read the intention of the inter-
locutor and how to prepare for business talks, what kind of advertising messages to use. Ques-
tions in this regard can be numerous (Gotembska, Majchrzak-Lepczyk & Bentyn 2015).

Table 7.2 Typology of cultures by Richard Gesteland

Dimensions of cultures

Type Selected features

Deal-focused culture - People are open to cooperate with strangers
- They move quickly from general topics to business
- Aot of things can be discussed on the phone, by fax, e-mail

Relationship-focused - People are not willing to cooperate with strangers
culture - Ittakes a lot of time to create mutual trust
- Effective communication and problem-solving requires frequent personal
contacts

* The project involved 17,300 middle managers management of 51 organizations from 62 different cultures. The
main objective of this research project was m. In. determine whether and to what extent the culture affects organ-
izational practices.



Egalitarian (informal) - Informal behavior is not regarded as a sign of disrespect

culture - People are uncomfortable with large differences in social and professional
status

Hierarchical (formal) - Formality is an important way of showing respect

culture - The differences in social and professional status are appreciated

- There are many elaborate protocol rituals

Monochromic culture - Punctuality and schedules are very important

Polychromic culture - People and maintaining good relations are more important than punctuality
and schedules

Expressive culture - People talk loudly, interrupting each other, they feel uncomfortable when

there is silence
- A small spatial distance between people
- Expressive facial expressions, lively gestures

Reserved culture - People speak in low voice, don’t interrupt each other, they are not embar-
rassed by silence

- Alarge spatial distance between people

- Limited facial expressions and gestures

Business World Cultures

Type Examples
Relationship-focused, hierarchical, polychromic, re- India, Indonesia, Malaysia,
strained cultures Vietnam, Thailand, the Philippines
Relationship-focused, hierarchical, monochromic, re- Japan, China, South Korea, Singapore

strained cultures

Relationship-focused, hierarchical, polychromic, expres- | Egypt, Greece, Brazil, Mexico
sive cultures

Moderately relationship-focused, hierarchical, polychro- | Russia, Poland, Romania
mic cultures of unstable expressiveness

Moderately deal-focused, hierarchical, expressive, with a | France, Belgium, Italy, Spain, Hungary
varied approach to time

Moderately deal-focused, hierarchical rather mono- Estonia, Latvia, Lithuania

chromic, restrained cultures

Moderately deal-focused, hierarchical, monochromic, United Kingdom, Denmark, Finland, Germany,
restrained cultures Netherlands, Czech Republic

Deal-focused, egalitarian, monochromic cultures with Australia, Canada, United States

varied expressiveness

Source: (Kostro 2009).

Polychromic cultures are characterized by unstable expressiveness and lack of predict-
ability. The countries in this type of business culture include: Russia, Romania and Poland.
Mainly in the Mediterranean countries businesses will be faced with the problems as-
sociated with high expression and spontaneity and the need to create free time for siesta. The
main reason for such behavior is to be found in the climate there. On the other hand, we deal
with restraints and a large distance in Germany, the Czech Republic and in Great Britain.
On the basis of the presented cultural differences which shape the characteristics of Eu-
ropean consumers and business relations it can be inferred that the global convergence of cul-
tures exposes a universal set of values and attitudes conducive to economic growth. Despite
this universality these will still be cultural differences that will decide about the advantages or
weaknesses of individual countries. This is undoubtedly an incentive to continuously enrich
the knowledge of the cultural characteristics and their impact on business relationships.



7.5.
CONCLUSIONS

Creating favorable conditions for socio-cultural cohesion of the European Union and
communication related to Euromarketing is one of the most important strategic challenges.

Lack of understanding of cultural differences in terms of perceptions, values, and ways
of meeting needs can lead to restricted use of the market potential existing in different cul-
tures. Another consequence can also be ineffective marketing. It is culture, therefore, that is
one of the most important factors which influence the perception of brands/products.

Consumers are characterized by diversity of behaviors, the diversity of needs and
preferences, which undoubtedly shape the diverse set of conditions of purchase.

The present study was made to indicate the most important differences on the Euro-
market, where it is necessary for all economic entities to know that such differences exist.
What is more, all operations and marketing campaigns should be relevant to the local con-
sumer preferences. Therefore, the notion Euroconsumer exists only within individual euro-
zone cultures, but not all over the integrated Europe.
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8.1.
INTRODUCTION

HRM can be defined as a strategic, coherent and comprehensive insight into the prob-
lems related with the development of resources in the organization’s structures, with every
aspect of this process as an important element of their management as a whole.

In fact, HRM means a particular ideology based on the belief that business exist in or-
der to provide certain values to the prosumers — goods desired by them. Forward-looking ap-
proach to manage people permits to treat them as a resource-specific asset. The employment
of best individuals and providing them with the development of their existing competences
allows the management board to tread them as an important source of business success.

In this paper, a holistic approach of the issue has been based on a HRM system for
people management. It is characterized by internal consistency, which is an element of moti-
vation and stimulation. A philosophy, aims and the meaning of HRM were also presented. It
has been shown that a comprehensive quality management as well as the quality of human
resources is a method to improve the efficiency of management, flexibility and competitive-
ness of enterprises as a whole. It was also presented that the assessment of management effec-
tiveness, measured by the quality of human resources, is subject of verification by the cus-
tomer, and that a task of every function and every employee is to contribute to the improve-
ment of provided products.

8.2.
MANAGEMENT THROUGH QUALITY

Among the theorists of organization and management exists a broad range of opinions
on the concept of management and terms associated with it. Terminological disputes result
from creating inconsistent conceptual apparatus and from using different definitions related to
management by individual authors. In addition, the matter is complicated by synonymous
terms, such as i.e. controlling and directing (in broader and narrower sense), which are often
used interchangeably, but their meanings are very different. For this reason, a synonymous
concept of management had to be defined. Selected terms related to management will be ar-
ranged in a logical sequence, in which every subsequent concept is a special case of the previ-
ous one (i.e. controlling, directing in a broader sense, directing in a narrower sense — manag-
ing) (Michalski, 2013; Bieniok, 2011; Btaszczyk 2005; Durlik. 1., 2004).

For the purpose of ordering and transparency in creating coherent conceptual appa-
ratus, it might be helpful to refer to the theory of systems and cybernetics, in particular, to
concept of system control as the one most general (Bielski, 2002). “To control means an ac-
tivity of one system (control system) aimed at a second system (controlled system)” [Hamrol,
Mantura, 2002].

The system can be controlled by a man or a machine. In a situation, in which the con-
trolling system is a man, and the controlled system is any other system, controlling is present-
ed in a broader sense (Grudzewski, Hejduk, 2004).

In a broader sense, control is defined as the impact of the control system (subject of
control) on other controlled system (object of control), aimed to ensure that the controlled
system behaved (worked or functioned) towards achieving the objective (Lock, 2012).



The term directing raises many objections and discussions. By referring to publica-
tions i.e. Drucker (2012), Pocztowski (2009), Armstrong (2005), it can be assumed that di-
recting exists both in organizations as well as beyond them, wherever the subject and object
of directing are people. Directing in the narrower sense relates exclusively to people.

When the control system and the controlled system is a person or a group of people,
then we deal with directing in the strict sense, meaning directing people. Such an interpreta-
tion of directing is provided by i.e. Penc (2007), Boesso i in (2013) according to whom: di-
recting in a narrower sense, specifically people directing (...) IS an activity aimed at causing
activities of other people consistent with the objectives by which they are led (Hamrol, Man-
tura, 2005).

Managing, according to A. Hamrol and W. Mantury, is a term, which should refer to
an organization. Due to the fact, that organizations, based on Bielski, are socio-technical sys-
tems: their management involves managing people and to have possessions at one’s disposal,
constituting resources of the organization. Managing also includes the choice of organiza-
tional aims, defining its strategy and directions of development, and therefore, refers to not
only the behaviour of people as individuals but also the behaviour of the organization as a
whole. Organizations are therefore systems capable of taking actions in a phrase logical sense,
as they are characterised for the possibility of a deliberate conscious action, through the
means of people who are in these organizations. Managing an organization is a “‘complex ac-
tivity of the managing system (controlling) directed at a managed system (controlled) and
taking into account the interests of the entire organization (Adamik, 2013; Hamrol, 2008;
Dahlgaard, Kristensen & Khanji, 2002).

It can be concluded that the management is a special case of controlling, including di-
recting (both in broader and narrower sense). Therefore, managing is a concept narrower than
the concept of directing. The distinction between the concepts of directing and managing
stems from the fact that:

— directing refers to people or things and can occur both in the organization or outside it,

— managing refers to the organization and to all aspects of its operation, which includes
both managing people and dispose of things, which constitute resources of the organi-
zation, so it is a special case of directing,

— managing is directly aimed at achieving desired objectives of the organization in an ef-
fective way.

Managing, as a system of managing, includes the activities of the managing system
aimed at the managed system in which enforced measures are carried out. The scope of man-
aging, therefore, covers all the components of the management system, and management ac-
tions result from the relation to the enforcement activities (Skrzypek, 2002). Such a decompo-
sition of the management system allows a certain level of transparency and arrangement in
this regard.

In the view of presented definitions and theoretical considerations, it can be indicated
that managing is a complex, multi-level sequential process that requires a multifaceted analy-
sis and decomposition. Managing is carried out in a complex process. In the framework of
this process, a variety of interrelated activities are carried out by the managing apparatus
aimed at achieving desired objectives. They operate in an internally integrated system of in-
terpenetrating functions. The management system, on the other hand, constitutes a conceptual
and material space, in which the process of management is carried out with all constituent
functions.

In modern times, it can be observed that in business activities a significant place is oc-
cupied by categories of management as well as quality. Interest in issues of quality has been
dictated by the needs of practice, occurring mainly in the areas of production, trade and



maintenance of products. A number of trends has affected the intensification of interest in the
issue of quality. The most important include:

— awareness of the increasing importance of quality in the fight against competition,

— the possibility of improving economic efficiency by improving the quality of work,
technologies and products,

— the need to protect the environment and limited natural resources,

— increasing pressure of many organizations (certification, consumer, environmental,
etc.) on the continuous improvement of the quality of products and services and the
quality of an organization.

The qualitative effects are formed first in the management processes, and then in real-
life processes of providing services and products. Hence the particularly important role of the
management staff. Through their decisions, by performing management functions in a funda-
mental and general way, they have an influence on the real course and outcome of most ac-
tions in enterprises (Olkiewicz, 2008).

8.3.
THE IDEA OF HUMAN RESOURCE MANAGEMENT IN ENTERPRISES

The literature on the subject has shown that the principles set out are specific to HRM
and that these principles can be used in different ways depending on the economic or political
situation of the country or company. In addition, the approach to HRM largely depends on the
individual culture, traditions, mentality and flexibility of personnel management, technology
and market, and, as was correctly stated by M. Armstrong, are also a part of international cor-
porations.(Armstrong, 2000)

It is the responsibility of the Management Board to implement the principles of HRM,
while the major part of the responsibility is transferred to the line managers, who share their
responsibilities with the managers responsible for the service of the staff. According to J.
Penc, they are also responsible for the use of the creative potential of their subordinates. Fur-
thermore, the process of HRM strongly emphasizes the need to create and shape a sustainable
culture and set of values linking employee teams.

The basis for HRM is the belief that employees are an important asset, the value of
which is raised through the processes of training and other forms of professional develop-
ment. Organizations can also develop the abilities of the available staff, or their core compe-
tencies — they can also do both, but as how Keep pointed out: One of the basic objectives of
HRM is to create conditions in which the dormant unprecedented abilities of the employees
are to be awakened and used, and which might significantly increase their devotion to the
organization. These conditions are not only the ability to acquire new skills and knowledge,
but also a huge and yet not used wealth of ideas for the functioning of an organization.

No matter what trends dominate in the organization, there are always attempts to
maintain internal cohesion, based on a model developed by Tichy ego, Frombruna and De-
vannga.



Rewarding

v

Selection , Activity »  Recognition

v

Improving

Figure 8.1. HRM management model
Source: own work.

The processes occurring in this model are found in all types of businesses, and have a
significant impact on their operating results. They are a key variable to a value, which can
affect other processes of HRM.

In summary, the management of these resources, according to the author, gives HR
Directors the opportunity of simultaneous participation in decision-making processes relating
to the whole team, because while developing economic strategies they can also prepare the
essential principles of personnel policy related to the developed strategies. The model of
HRM determines the process, which allows to avoid: Piecemeal approach activities without
providing strategic integration and chances of success. The confirmation of this approach is
the opinion of M. Armstrong, who stated that: personnel directors who remain on the side and
do not use their knowledge of psychology, methods for dealing with personnel, etc., and are
watching passively as others are running the enterprise, will not be able to contribute to the
full development of the company and its competitiveness. It is not enough that the personnel
director understands the company and its strategy; his task is to engage in the creation of
prosperity of the company (Armstrong, 2005).

HRM is a strategic approach to motivation and development of people, stimulating
their commitment and dedication, so that by realising their individual ambitions and desires,
they contribute to the success of the organization. It takes place within the framework of an
organization, therefore, must take into account its structure, the use of human potential and
the impact, which motivation and work performance have on occurring processes.

Therefore, motivation in the course of work is one of the main management functions.
It consists of combining the objectives of individual employees with the objectives of the or-
ganization. This requires an individualised approach to employees, meeting their needs and
expectations. Self-efficacy is a belief in the ability to cope with difficult situations. It gives
faith necessary to a positive impact on the results of work. Belief in self-efficacy is needed in
order to not lose the motivation to work in the face of inevitable failures and disappointments.
Good working relationships, kindness in the work environment are also important for the
formation of a high level of culture of the organization and contribute to achieving good
working results. Form of recognition and praise are essential to increase self-esteem. The em-
ployee feels as valuable as he feels worthy of praise.

Implementation of the work processes in modern organizations requires cooperation of
people. Available personnel should be competent and qualified. To ensure the effectiveness of
their cooperation is vital to manage them. In managing, it is particularly important to moti-
vate, which is the motive force of human behaviour and actions, necessary as well as the most
important factors for the growth of work efficiency. Motivational means should have a signif-
icant impact on the processes of human behaviour in organizations, so as to avoid weakening



the motivation one should act fair, so the employees be given a filling that there was a correla-
tion between the amount of benefits received to effort expenditures and results achieved in the
work.

Therefore, the development of the work potential, indicating generally qualitative and
quantitative changes in the system of social organization, should lead to the enhance of the
market value of human resources and productivity. It should be considered at the level of:

— the entire organization,

— work teams,

— individual employees.

Each of these levels has its own specific problems related to the improvement of la-
bour potential, inherent in the people. Improving the potential of work is the qualitative side
in the development of employees in the organization, referring to the general meaning of the
term potential, identifying a range of possibilities, abilities, skills, inherent in the people.

The concept of "qualification™ is used as often as the concept of “potential”. Most fre-
quently, qualifications include: education, work experience, practical skills. Qualifications,
therefore, are the ability to perform a particular job, profession or office. Potential is a concept
of the broadest field of meaning used to describe all characteristics and properties of individu-
als creating HR, which are decisive for their current as well as future ability and willingness
to carry out the tasks of the organization. In this respect, the potential includes: theoretical
knowledge, practical skills, abilities, health and motivation to work (qualitative dimension of
the potential work) (Olkiewicz, 2015). The time of allocating these quality elements of the
work potential at the disposal of the organization, creates its quantitative aspect.

Potential of work, understood in this way, takes account of the current state as well as
the state achievable in the future. The currently existing work potential of a specific organiza-
tion includes: the used potential and potential possible for immediate use. Future potential
includes these features and characteristics of HR, which they currently do not have, but which
may be equipped in the future as a result of specific training projects.

In the model of HR, it is assumed that the "human capital” is genetically equipped
with a working potential, whose individual parts may, but need not to be developed and there-
fore there is a need to invest in their development. Treatment of HR as an object of invest-
ment includes them in the area of economic analysis, which recognises them, not only as a
cost, but also as a value.

That is the reason why the processes of training should include general targeted ac-
tions occurring in an organization aimed at deepening and widening of certain elements of the
work potential, equipping it with new, vital elements necessary from the point of view of its
current and future needs. The development of the working potential of the available staff may
occur as a result of supplementing it with relevant, desirable elements of professional
knowledge, practical skills and attitudes, where:

— the transfer of professional knowledge may include i.e. general knowledge about the
organization and its environment, as well as specialised knowledge relating to meth-
ods of performing specific functions (procedures, methods, techniques) or on certain
technological processes,

— improvement of skills can be related to the organization of work, communication, con-
ceptual thinking, teamwork, technical activities, etc.,

— shaping of attitudes and behaviours may involve the teaching of tolerance towards
people with different views, ethical standards, respect for customers, co-workers etc.
These activities should be a system of continuous training, creating a cycle of activi-

ties. The starting point is the implemented personnel strategy in the part relating to the poten-
tial work development.



8.4.
HUMAN RESOURCES MANAGEMENT AND QUALITY PROBLEMS

Different concepts of management in the local markets are present due to the condi-
tions of permanent competition, where quality plays an important role. Works of Deming,
Crosby or Taguchi in the field of quality have led to a creation of a philosophy of quality de-
fined as TQM-Total Quality Management: Management, focused on quality, based on the
participation of all members of the organization and aimed at achieving long-term success
through customer satisfaction and benefits to all members and for society. (Cwiklicki &
Obora, 2009).

TQM consists of three essential elements: focus of business activities on customer
needs, a comprehensive style of thinking and cooperation of all employees in the organiza-
tion. It is, therefore, a kind of development of its policy: from focusing on profits and quantity
to supporting the needs and satisfaction of customers, while taking into account general social
affairs. Such orientation determines the success and benefits to all its employees.

That is why the concept of TQM should be based on the following assumptions, stat-
ing that quality is: (Olkiewicz & Bober, 2015)

— the main purpose of the organization,

— atask for every employee of a given organization,

— a multi-dimensional purpose (people, computer systems, technology),
— prevention of defects.

In view of the above, it is extremely clear and straightforward. It is concerned with
maximisation of customer satisfaction through continuous product development, improve-
ment of the post-production quality protection process as well as a comprehensive customers
service, until the liquidation of used product.

According to the author, this is a natural consequence of the fact that the quality of the
product, and therefore the object of management, is in reality a relation between a set of its
technical and performance properties and the consumer’s needs as well as his preferences in
meeting said needs. In the processes based on the principles of TQM, the customer as well as
the product are treated in a marketing way, emphasising:

— an internal customer,
— an external customer.

The process of maximizing the satisfaction relates in varying ways to both groups of
customers. Therefore, it is also worth knowing that: Everyone has his own client. And if
someone does not know who his client is and what are his expectations, one does not under-
stand his job. According to the author, this means the empowerment of individual links of the
technological chain.

This requires solidarity work - teamwork, while providing a basis for evaluating own
work. TQM is based on the principles of Kaizen, in which each employee is a client of his
predecessors in the comprehensive technological chain. This allows the perception of provid-
ed services and products in terms of an enlarged product. The inclusion of employees from
the marketing department allows for the formation of the sensory profile of the customer. The
organizational and functional structure of an organization —by placing a quality manager to its
technical and economic conditions, helps to shape the loop of external feedback (market),
which enables the analysis of important information concerning the quality of services and
products.

The quality of HR is therefore important, which can be defined as the degree of prepa-
ration of the available staff for the implementation of pro-quality objectives of the organiza-



tion. Relationships are based on partnership, which determines the work of multidisciplinary
teams (synergistic partnership), in which the end result is greater than the sum of its parts.

This allows to improve the quality of the market. That is why the pro-quality objec-
tives (quality policy) should include:

— fulfilment of customer’s expectations - to achieve a higher level of his satisfaction,
— comprehensive commitment - every employee is a customer of another employee,
— we perform well, right away, the first time,

— comprehensive quality is a permanent element of the organization.

Therefore, the role of the Management Board is to determine ways to implement quali-
ty processes and provide adequate financial resources. Implementation of the quality policy
should be oriented at the customer, who plays the key role, determining the main lines of un-
dertaken activities .

Quality is the key to customer satisfaction, to obtain competitive advantage and to
shape behaviours of the whole staff of the organization. In addition, it determines the relation-
ships between the customer/supplier inside and outside the organization. This requires from
the Management Board a comprehensive, independent reviews of quality systems in order to
determine their suitability and effectiveness in the implementation of quality policies and ver-
ification of the scope of authority and responsibility. Those rights should be consistent with
the measures and methods necessary to achieve the desired quality of services and products.

As was already mentioned, the most important resource in an organization are its HR,
because the behaviour of the staff and their work directly affects the quality of services and
products. Implemented motivational process should include, among other things:

— selection based on the desired key competences,

— work environment conditioning effective work and the impact on quality of services
and products,

— periodic assessment of motivational factors - for effective work,

— system for career planning and development of personnel.

In addition, the growing importance of the concept of humanisation of work requires
taking measures to reduce the negative effects of the impoverishment of work through the
introduction of new, more perfect forms of individual and teamwork organization. Work
structuring is combined with the concept of work humanisation. It can be considered as the
basic activities taken within the humanisation of work.

One of the elements of work structuring is to expand the field of work, changing place
of work of a small, narrower, often repetitive content by assigning to it additional tasks, simi-
lar but also diverse.

According to S. Rudolph (1986) expanding the field of work occurs by:

— longer working cycle - the consolidation of several, previously divided activities,
forming a greater part of the produced or mounted total,

— adding to the performed basic type activities other auxiliary activities (maintenance of
equipment, preparation of the field work),

— devolution of responsibilities to the employees for the performed work.

Qualitative enlargement of a single work field is defined as enriching the content of
work. This method is much more extensive than the previous one, because to a diverse and
wide range of work other activities are added, which are connected with planning, managing
and taking full responsibility for the work performed.

Enrichment of work corresponds with the system of motivation formulated by F. Her-
zberg, who is considered to be the precursor of the theory of the enrichment of the work con-
tent. Putting emphasis in this method on the employee development, allocating a wider field
of work, ensuring the participation in the decision-making process on planning and managing
their work, taking responsibility for the course and the results of their work, are valuable ex-



amples of the integration of the employee with the organization. Also they provide them with
a sense of satisfaction from their work. The effect of these changes is an increase in the em-
ployee's independence of action, taking over functions, which previously belonged to their
supervisors, which also changes the arrangement of the organizational hierarchy.

Activities for work structuring (quantitative and qualitative) also apply to multiperson-
al jobs by:

— the creation of granted labour is a typical example of the quantitative work structuring.
Competence and responsibility does not change much, however, the width of the
scope of activities of individual workplaces increases significantly. In the traditional
organization of work, tasks of production of individual jobs are defined and separated.
Each employee has a clearly defined scope of competences and responsibilities. In
contrast, when granted labours are created, the separation between jobs in functional
and organizational sense are disregarded. In this way, one of the co-workers can also
perform some of the work, which basically should be done by another member of the
team. Abandonment of the previous precise distinction between tasks attributed to in-
dividual job in a multi personal team only partially transforms the structure of work.
Only in these given scopes, employees receive limited competences for individual
shaping of the work,

— work rotation or work change. This venture gives quantitative and qualitative effects.
In spite of the rotation, the traditional structure and organization does not change.
Work rotation is a systematic transition from one activity to another i.e. every few
hours, days, weeks. The purpose of the rotation is the transition from a homogenous,
tedious work, in which no skills are used, to a variety of activities that allow the use of
acquired knowledge or to develop by learning new skills. Rotation is mainly supported
by physiological nature considerations. Due to work rotation, physical conditions and
activities chance, employees depart from those activities, which homogenously put a
strain on the body or requires increased physical activity. Work rotation gives a
chance for better use and extend professional qualifications. It also facilitates the abil-
ity to switch to another type of production (innovation),

— moving workers "behind the product”, according to the phases of the production cycle.
The best example of the rotation appears to be a spontaneous rotation introduced in the
framework of the working team, accepted by the team and adapted to the requirements
of the situation of the group.

The desire for quality is expressed in the activities and attitudes of the staff. Quality
should be the "nucleus of philosophy”, while at the same time striving for a state, where, as
was stated by E. McKenna or M. Been, the percentage of undesired by-products equals zero.

The basis of the presented considerations is the acceptance that the quality of available
HR is determined by: education, experience of the staff and conditions of employment.

Additionally, it has to be mentioned that these factors do not always have to be max-
imised, because, as was correctly observed by A. Sajkiewicz (2000): Such a person will not
be able to pursue his aims, which will increase dissatisfaction and decrease the quality of
work.

When developing an appropriate personnel policy, in which the decisive factor are the
conditions of the workplace, managers should create a project that contains the basic ele-
ments, such as: the participation of the employees in managing and decision-making process-
es, efficiency (not maximising) of the working time, internal system of transfer of goods, ser-
vices of supplier/client type, open system planning, self-control, motivational system.

The proposed forms and methods of work allow to make a use of the professional and
personal potential of the employee in the form of his skills, abilities, creativity, independence



and responsibility. Work structuring can properly influence the content of work on individual
work positions, extending them in terms of quantity or quality.

It addresses the growing professional qualifications of the employees (the more unique
the activities, giving the possibility to use skills and creativity and to give the work personal
stigma, the more excessive the content of the work). In addition to these forms and methods
of work, available interpersonal communication systems should include:

— termination payments supplied by the Managing Board of the organization,
— documented exchange of information,
— required devices from the scope of informational technology.

To sum up, the formation of the quality of available HR enabling the use of existing
professional and personal resources in order to provide the required quality of services and
products as well as the powers and responsibilities of people responsible for the implementa-
tion of quality systems (the requirements of the 1SO 9000 series (PKN, 2006)) need to be
clearly defined. This requires the transformation of the organizational and functional struc-
tures in order to appoint a proxy for the quality matters. The purpose of which is the overall
supervision of work and the organization of activities aimed at implementation of the quality
systems, followed by a supervision of their functioning and improvement.

TQM allows to erase mistakes through cooperation aimed at improving working con-
ditions. It must be introduced at all organizational and functional levels, so that people from
different departments, with different capabilities and skills, to be able to communicate and
support each other in quality efforts.

8.5.
CONCLUSIONS

Modern organizations, in order to succeed and survive on the market must deal with
the increased pro-quality requirements posed by clients. Errors are bound to duplicate. An
error, which occurs in one part of the process creates problems in another, which leads to suc-
cessive errors and more problems. Time is being wasted by, among other things: correction of
errors, verification, also disinformation of clients etc.

Quality, next to the performance and costs, is increasingly becoming the decisive ele-
ment for the duration and development of the organization. Currently, not only the perfor-
mance parameters and price decide whether the service or product will find its buyer.

Modern prosumer requires a new quality: a quality, which consists of a set of charac-
teristics such as: appearance, packaging, easy user’s instruction and installation, safe opera-
tion and be environmental friendly. The end quality is also affected by the appropriate level of
qualification of all participants of the technological and logistical chains.

TQM is a philosophy of quality intended for each man. This is the approach of the
Management Board of a given organization aimed at permanent improvement of the quality
by involving the whole staff .Its objective is to achieve long-term success through the
prosumer’s satisfaction, benefiting the employees, the local community and the organization
itself.

It is a way of operation of organizations involved in the prosumer’s satisfaction
through a continuous improvement. It is related to the change of attitudes, values, beliefs, and
above all, the practices used in the organization.

Throughout this paper the author made an effort to emphasize that the responsibility
for the implementation of HRM systems rests with the Management Board of the organiza-
tion, from which the primary impetus should originate, and line managers are responsible for



the implementation of the principles of the said systems. HR experts continue to play a vital
role as advisers, consultants and assistants.

Coherent and unified approach to HR issues will be viable provided that the HR de-
partment will actively work on the implementation and realization of changes. Appropriate
management of available HR is a complex and time-consuming activity. To properly use the
available goods, and at the same time ensure high quality of provided services and products, it
is essential to conduct a detailed analysis of the operation of the chosen system. Only by tak-
ing into account various aspects of the functioning of an organization, concerning the imple-
mentation of policies at the level of the entire organization, allows their proper allocation.
Despite the need for complex analysis, one should be aware that sustained efforts can contrib-
ute to a fair distribution of resources, and ultimately to improve the quality of processes, ser-
vices or products.
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9.1
INTRODUCTION

Creating and pursuing public policies at different organizational levels is at present
linked with the use of a vast array of instruments. Among them a more and more significant
role is played by partnerships. Historically, certain forms of cooperation of public authorities
with entities representing remaining sectors of socio-economic activity appeared already in
ancient times. In modern times as examples of intersector cooperation are recognized, among
other things, licensing contracts, used from the end of the 18th century, which were related,
first of all, with the realization of expensive infrastructural enterprises. However, these solu-
tions were rather of an incidental character. It can be said that actual development of the idea
of intersector partnership supported by appropriate legal regulations and institutional solutions
did not start until the second half of the 20th century. It is worth noticing that in the beginning
this was cooperation of the public sector with the private sector. With time and along with
institutionalisation of the 3rd sector, other forms of cooperation also appeared. Nowadays,
from the point of view of public authorities, the cooperation with the remaining sectors can
take both a form of two-sector cooperation (private and public partnership) and three-sector
cooperation linking entities representing all the sectors. The existence of different forms of
cooperation constitutes an answer to complicated challenges and problems of our times, the
solution of which often exceeds possibilities of one sector and requires involvement of com-
petences and resources appropriate to other sectors.

9.2.
THE ESSENCE OF SOCIO-PUBLIC COOPERATION

Functioning of the public sector, the significant element of which is constituted by units
of the local self-government, has undergone numerous changes over a span of ages. These
changes most often constituted the reaction to changeability of outer environment, including
varying expectations of stakeholders, as well as demands concerning the increase in effective-
ness and competitiveness. The above mentioned evolution led from a bureaucratic model (cre-
ated by Weber) to models which take into consideration solutions used in other sectors. Among
other things, managerial as well as participative management appeared. Simplifying, the latter
consists in the fact that the public authorities enter the interaction with society using different
instrument of a participative and consultative character. Source literature supplies numerous
characteristics of participative management, among which the following ones are mentioned:
openness and transparency of activity, equality, ethic, responsibility, striving for equable devel-
opment as well as involvement of all the stakeholders (Hausner, 2008). In this model, both indi-
vidual citizens, a determined society (a group of citizens) and also any forms of social organiza-
tions can be classified into the group of stakeholders. Thus, some penetration of the sectors oc-
curs which can result in definite forms of cooperation.

Referring to international definitions of local self-governments, two records are worth
noticing. This self-government — according to the World Declaration of the Local Self-
government (1985) — is understood as the right and duty of the local authorities to regulate
and manage local public affairs for the good of local society. In such a depiction the local
society becomes the subject and addressee of activities undertaken by the local authorities.
The European Charter of Local Self-Government comments in a similar way (1985). It treats
the self-government as managing the essential part of public affairs in the inhabitants' interest.
The above mentioned document recognises the self-government as the right and real ability of



the society to act and regulate their own affairs. Thus, it constitutes a postulate that local soci-
eties should be included in the processes of both deciding and realising definite tasks at dif-
ferent organizational levels. In Polish conditions, the records on co-deciding by citizens about
public affairs were included, at the national level, among others, in the Preamble to the Con-
stitution of the Republic of Poland.

Creating and carrying out public policies, including those at the self-government level,
are related, first of all, with meeting the needs of the citizens and solving their problems. This
is reflected in providing defined services by the public authorities. In the modern depiction,
providing the citizens with services should be based on the use of the synergy effect resulted
from the emergence of diverse interorganizational ties (exceeding the frames of the public
sector), and the stimulation of the grass roots activity and the creation of social capital (Frac-
kiewicz-Wronka, 2012). A significant role in this area can be played and is often played by
the social sector.

The source literature shows that the relations between the public sector and the social
sector are, as a rule, contained in one of the three conceptions, according to which (Bogacz-
Wojtanowska, 2006):

- the social sector is "a healthy opposition” in relation to the public sector. Its activity
consists in providing services different from the services provided by the public sec-
tor, which are financed to a very slight degree by public means,

- the social sector is dependent to a large extent on the public sector and it is under its
control. This results from the fact that the services are provided in the name of the
public sector and financed from public means,

- the social public functions as a partner of the public sector - both within the range of
realising defined tasks and shaping public policies.

The last of the recalled conceptions constitutes the field for cooperation between the
public and social sectors. Its characteristic feature is that it resigns from administering based
on bureaucracy in favour of common activity and involvement of different partners, as well as
in favour of actual co-governance. The significant element of this cooperation is concentration
on such values as effectiveness, favourable and efficient activities (Stadniczefiko, 2002). Co-
operation understood in this way transforms relations between sectors based on the proportion
of the forces (with the advantage of the public sector) into relations based on mutual comple-
tion. It poses a significant challenge particularly to the public side which has to resign from its
monopoly and accept competences and a unique character of cooperating entities. A necessity
of accepting the difference of the partners also appears, enabling identity and autonomy at
each stage of cooperation (Wygnanski, 2012).

The division of socio-public relations presented earlier, can also be illustrated by
means of a few models that take into account the level and character of communication be-
tween the sectors. These models, identified, among other things, in the processes of creating
public policies in the social area, are the following ones: unidirectional communication,
asymmetric bidirectional communication, representational cooperation and full cooperation.
The first of the recalled models (unidirectional communication) shows the situation in which
social organizations are "performers” of the tasks rather than partners. It results from "unidi-
rectional” transformation of information by the public sector without expecting for the reac-
tion of the social partners, which excludes their full participation. However, the next model
permits bilateral communication, but there is no equality of the sides in it (which is one of the
determinants of partnership), and the dominant side is the public side. In the conditions of the
public and social sectors cooperation which has longer traditions the so-called model of repre-
sentational cooperation often appears in which a significant role is played by entities repre-
senting the social sector. However, this cooperation generally concerns a selected group of
social organizations, and at the same time the remining groups are excluded. The most ad-



vanced form of cooperation is full cooperation, which consists in cooperation of the public
sector with the broadly understood social sector on equal terms (Matczak & Koziarek, 2011).

One of the starting points of the socio-public cooperation is the principle according to
which "there is as much state as it is necessary, there is as much society as it is possible”. In
practice, it is developed according to the principle of subsidiarity (a supporting function)
which postulates that realization of the tasks should be transformed to the lowest organiza-
tional level capable of performing them. In consequence the activity of public entities in co-
operation with the social sector increases along with "descending” to lower levels. The main
partnership activities in the case of Poland were and are undertaken at the level of communes
and districts. Cooperation at he level of the province (self-government administration) has
appeared much more rarely so far, so has it at the state level (state administration). The
changes introduced in 2015 can slightly alter this situation - due to the obligatory requirement
of cooperation at the level of the state administration. However, the units of the public admin-
istration of the lowest level will always be an unquestionable leader of cooperation with the
social sector.

Cooperation should be understood as the activity implying all the forms of co-working
based on the division of involvement, responsibility, as well as on gaining definite benefits by
partners. Partnership is recognized as the key principle of cooperation, which constitutes both
a principle and a formal relation between the parties that determined mutually their expecta-
tions, common aims and involvement. Such aspects, among others, as equality of the partners
in the decision-making processes, mutual respect and mutual responsibility, as well as trans-
parency of undertaken activities are considered to be essential elements of partnership (Brink-
erhoff, 2002).

In order to start a discussion on any forms of socio-public cooperation, determined
conditions conducive to cooperation have to emerge. First of all a need and a desire for coop-
eration have to appear. Such an approach calls into question the sense of introducing stiff leg-
islative regulations that sanction functioning partnerships. However, on the other hand the
regulations seem to be necessary, as they can play a role of a peculiar “catalyst™ of coopera-
tion. Thus, the studies show that among essential obstacles of cooperation there are, among
others, unwillingness, particularly that of the public partner towards other entities which can
affect shaping public policies, unfriendly attitude of the office workers, as well as inactivity of
the representatives of both sectors. Obviously, this is often linked with other problem areas
such as overdeveloped and bureaucratized public administration, a low level of flexibility of
action, complicated formal and legislative requirements and also not adjusted rules of law.
However, the key issue, as well as a necessary condition of cooperation seem to be a human
being, definite groups of people, or also societies and their attitudes and willingness to be in-
volved. The occurrence of different forms of cooperation is one of the elements of democracy
and the existence of civic society based on conscious and involved citizens and also voluntary
associations of these citizens. It is worth emphasising that the appropriate use of the potential
located in participative democracy brings benefits in accordance with particular feedback. On
the one hand people i.e. local communities, as well as non-governmental organizations, taking
part in public life, express their needs and communicate problems. In this way they influence
public authorities' decisions, which in consequence leads to the solution of these problems and
to a proper adjustment of offered services. On the other hand however the authorities, realis-
ing a policy adequate to the needs of the inhabitants, gain support (also in elections) and the
inhabitants' involvement.



9.3.

ORGANIZATIONAL AND LEGAL CONDITIONS OF SOCIO-PUBLIC COOPERA-
TION IN POLAND

In Polish conditions cooperation between the public sector and the social sector is
formed on the basis of a broadly understood dialogue. dialog. which is understood as the
communication between the members of a given community (or the whole society), which
makes it possible to work out common solutions and undertake more effective activities. For
the last several years this dialogue has facilitated development of different forms of coopera-
tion, and also fixed by law institutions in Poland. Legal regulations of socio-public coopera-
tion guarantee on the one hand the existence of "institutional order"”. However, on the other
hand they mean stiff principles which in many cases exclude voluntariness and freedom of
action. These regulations are contained in many legislative acts, among which a key role is
played by the act on the public benefit activity and voluntary service (the act of 2003) and
also the system acts which regulate functioning the units of local self-government of all the
levels.

The duty of cooperation with non-governmental organizations imposes binding rules
of law on public administration. This cooperation is carried out on principles of subsidiarity,
sovereignty of partners, partnership, effectiveness, honest competition and openness (the act
of 2013). From the point of view of the units of local self-government, cooperation with non-
governmental organizations is a task of their own. It is based on the obligatory annual pro-
gramme of cooperation with non-governmental organizations, passed by the organ that consti-
tute units of local self-government. This programme determines, in the annual horizon, policy
of public authorities towards non-governmental organizations, including the aim, the range,
the principles and forms of cooperation,as well as financial means allocated for the realization
of public tasks.

There is also a possibility of accepting multiannual programmes of cooperation with
non-governmental organizations. Creation of such programmes is dependent on the needs of
local communities and is not of an obligatory character. However, the mere possibility consti-
tutes a significant element of shaping long-term cooperation of public and social organiza-
tions in a given area.

The range of cooperation encompasses the area of public tasks, and more precisely, to
commission them to be realised. Apart from that, cooperation can also take other forms to
which, among others, the following activities can be classified: mutual informing, consulting,
creating common teams, a local initiative and partnership contracts (the act of 2003). It should
be noticed that the catalogue of the forms of cooperation of the units of local self-government
with non-governmental organizations is not closed. The solutions indicated by the legislative
body is of an example character and do not exclude the use of other forms of cooperation.

The mutual exchange of information by the public and social entities, acting in a given
area, realizing the rule of openness aims first of all at harmonizing activities undertaken by
these entities. The information concerns, among others, organised competitions, meetings or
undertaken initiatives and is conveyed by means of different communication channels. Con-
sulting - as a form of cooperation of local self-governments with non-governmental organiza-
tions - concerns, first of all, projects of legislative acts referring to the area of non-
governmental organizations activities. In the situation, when in the area of a given unit of self
government the so-called council of public benefit activity functions, the projects of legisla-
tive acts that refer to the area of public tasks come under consultations with the council. The
units of local self-government and non-governmental organizations can also form common
teams of an initiative, advisory and consultative character. Whereas the local initiative con-



sists in a proposal (from the inhabitants) of pursuing an enterprise along with a decleration of
cooperation (of a financial or non-financial character) in its realization. Non-governmental
organizations (as a rule, ordinary societies) function within the frames of this solution as rep-
resentatives of inhabitants.

The main area of cooperation between the units of local self-government and non-
governmental organizations is, however, commissioning the tasks to be realised. Since com-
missioning the tasks is tied with conveying public means for their realization, relations be-
tween the public and social sectors in Polish conditions oscillate between dependence and
partnership. This results from the role which, in the case of some organizations, is played by
public means. The possibility of pursuing public tasks constitutes for many organizations a
significant element of their activity, sometimes even deciding on their "to be or not to be".

Essentially, the units of local self-government can perform their tasks in one of the
three ways, i.e.: using their own services and resources, cooperating with other public entities
(within the frames of public organizations, societies or contracts concluded by law), as well as
conveying them to entities not belonging to the public sector. Access to the realization of pub-
lic tasks is for entities not belonging to the public sector on the international scale differenti-
ated. In this place it is worth indicating some model solutions which, historically depicting,
were developed in this field on the European ground. Despite the fact that they do not func-
tion in a "pure™ form it is worth recalling them as they show slightly different approach to
social organizations and their role of "performers of public tasks", including empowerment
towards remaining sectors. The aforementioned models are: an English model and a German
model. In the case of the "pure™ German model practical realization of the subsidiarity princi-
ple was understood as the principle of precedence of social entities providing services fi-
nanced from public means. Whereas in the English model preferences were limited and the
position of social organizations, interested in pursuing public tasks, was made equal to other
entities. A significant role in the process of transferring realization of public tasks to other
entities was played by the market mechanisms (Rymsza, 2006). Considering the solutions
functioning in Poland it can be noted that there are distinct preferences for non-governmental
organizations within the range of taking over public tasks to be pursued. A particular group of
social organizations constitute the so-called public benefit organizations which, on account of
their legal empowerment, have a larger facility for gaining public tasks (thus, financial
means).

The following items can be classified into key areas of the public tasks realised by
Polish social organizations: physical culture, sport and tourism, education, social security,
promotion and health protection, counteracting unemployment as well as culture and protec-
tion of environment. Talking about commissioning public tasks to non-governmental organi-
zations, two mechanisms related with it, should be distinguished, namely supporting and en-
trusting the realization of the tasks to these organizations. In the first case (supporting the re-
alization of the tasks) social organizations receive only financial support. Thus they have to
be ready to make "a contribution of their own" to secure financing the remaining part of the
task. The full financing is in the case of entrusting the realization of the tasks, thus the organi-
zation's "own contribution™ is not required. In practice a preferred solution is supporting pub-
lic tasks. From the point of view of the essence of cooperation (consisting, among other
things, in a division of involvement among the partners) a better solution seems to be the one
based on supporting the task. As a matter of fact it results in the necessity of the organization's
own contribution (it does not have to be financial contribution), but thanks to that the position
of the organization is of a larger degree based on partnership.

Entrusting the tasks to non-governmental organizations undoubtedly constitutes a
form of intersector cooperation. However it is worth noting that there are also other possibili-
ties of cooperation based on developed outsourcing. But such solutions (applied, among oth-



ers, on Scandinavian ground) need a modification of the way of management at the level of
local self-governmental units and an increase in freedom of their activity (Golgbiowska,
2015).

To the basic principles of socio-public cooperation in Polish conditions belong among
others: the principle of effectiveness and the principle of honest competition. According to
these principles local self-governmental units, entrusting public tasks for realization, make a
choice of the most effective way of the use of public means. Whereas the organization is ex-
pected to reliably realise the tasks as well as to perform the duties concerning the financial
statement and reporting (Bagrowski, 2011).

Entrusting the realization of public tasks to non-governmental organization is carried
out through an open competition of offers on the basis of definite principles (openness,
equality of the sides, honest competition). Offers submitted by individual organizations are
assessed by the competition committee consisted of both representatives of a public admin-
istration organ and representatives of non-governmental organizations. The choice of an offer
iis made taking into account both techno-organizational elements (actual possibility of reali-
zation of the task by a non-governmental organization, guaranteed quality of the performance
of the task) and economic elements (cost calculation of the realization of the task).

The application of the competition procedure, in some cases (particularly in the case of
short-term tasks and also tasks not engaging considerable financial means) can be treated as
an element decreasing efficiency of action. Therefore, in order to increase flexibility of en-
trusting public tasks to other entities, a possibility of using a simplified method was intro-
duced (2015). At the same time, not to discriminate smaller organizations, there is a possibil-
ity to commission the tasks to several organizations which act together. These organizations
select a coordinator from their members, but they take joint responsibility for obligations (the
act of 2013). The solution which constitutes a particular enlargement of entrusting tasks is the
so-called regranting. It consists in transferring grants received by non-governmental organiza-
tions (with the consent of the public entity) to other organizations for the realization of public
tasks. In this construction of the forms of cooperation there are at least two nongovernmental
organizations. The public entity commissions the realization of the task to one of these organ-
izations (to the operator of the project). Whereas the operator of the project entrusts the reali-
zation of the task to another or other organizations (executors of the projects). These organiza-
tions are selected through an open competition of offers.

Due to the different time of the public tasks realization entrusted to non-governmental
organizations, a possibility of making contracts between ordering entities and nongovernmen-
tal organizations for the duration of the task (not longer than five years) was introduced. The
aim of this solution is first of all to increase the rational use and management of public means.
The tasks realised in this way (for example from welfare benefits) are of a permanent charac-
ter, and each time they are started results in additional expenditures.

9.4.
CONCLUSIONS

Nowadays intersector cooperation, including the one of socio-public character, be-
comes an integral element of functioning organizations, particularly public ones. Entrusting
the realization of public tasks to non-governmental organizations is certainly the effect of a
decentralization process, larger local activity and development of civic society. It is justifiable
to say that there are definite benefits that each side gains. From the point of view of local self-
government units, which remain responsible to the local society, no matter who realises the
tasks, the appropriate realization of these tasks plays a significant role. This can be guaranteed



just by non-governmental organizations, often strongly placed in local societies and enjoying
larger social confidence (than public services) As a result they can better identify needs and
problems (thanks to the actual contact with a given environment) and the can propose more
effective solutions. A better diagnosis and proposals of more effective activities have also
their financial consequences. Public tasks realised by public partners are simply, as a rule, less
expensive (than those performed by public entities). From the point of view of non-
governmental organizations the economic factor also plays a key role.

The aforementioned preferences for non-governmental organizations (or lack of them)
in relation to the realization of public tasks constitute, to a large degree, a reflection of the
situation and condition of the public sector. If there is a considerable share of public tasks in
the activity of social organizations, it can be a peculiar paradox. Non-governmental organiza-
tions— ideologically different from the public sector - in many cases they make their existence
dependent just on the support from public means. Organizations which try to keep their au-
tonomy, can lose it in the name of gaining grants and subsidies from the public sector. It is a
danger that can be counteracted through institutional reinforcement of the non-governmental
sector and making it dependent on public means. As an example, it refers to the creation of
financial stability of social entities, among other things, through the creation of endowment
capital and fundrasing.
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10.1.
INTRODUCTION

Universities are forced to respond to the emerging developments in information and
communication technology (ICT) (Dutta, Mosley & Akhtar, 2011). As information technolo-
gy (IT) becomes more robust and easier to use, it increasingly permeates academic activities
in higher education (Arabasz, Pirani & Fawcett, 2003). Learning and development profes-
sionals within public and private organizations are increasingly being asked to prove the ef-
fectiveness of their learning and development initiatives. The use of internet for teaching and
learning is becoming a normal extension. Students also have high expectations about the use
of ICT in their education. The shift in learner expectations, changing demographics of learn-
ers, and the rapid development of subject knowledge forms challenges to universities.

E-Learning became an important instrument in the new Higher Educational Environ-
ment in the digital age which creates student-centered learning and educational practice, offer-
ing new more flexible learning methods. The modernization of education suggests that the
students not only have to acquire skills and habits to work with the growing volume and more
sophisticated information streams but have to possess ability to get new knowledge, inde-
pendently to build the overall cognitive process in the surrounding IT environment (Shopova,
2015).

Over the past decade the structure of higher educational institutions has changed, part-
ly due to the introduction of technological initiatives. T. Scott (2004) supports this opinion
and contends that as eLearning is now facilitating a more flexible learning approach, contem-
porary institutional structures are less robust than in previous years. In addition states that
technology in general has not only improved knowledge storing methods and learning tech-
niques but has also acted as a catalyst to combat the barrier of inflexible organisational struc-
tures.

The article discusses e-learning advantages and disadvantages on the example of sur-
veys conducted at the Wroclaw University of Technology and the Czestochowa University of
Technology. At the Czestochowa University of Technology e-learning classes apply to both
exercises and projects, as well as the lectures. While at the Wroclaw University of Technolo-
gy the educational portal of Faculty of Chemistry is mainly used to support teaching and con-
ducting stationary classes, as well as to the mass students’ examination. For this reason the
survey conducted among the students of the Wroclaw University of Technology who take
some classes at the Faculty of Chemistry focused mainly on the e-tests system and the stu-
dents’ feelings connected to the electronic competence control.

10.2.
E-LEARNING MEANING IN EDUCATION - LITERATURE REVIEW

The origins of the term e-learning is not a certain, although it is suggested that the
term most likely originated during the 1980’s, within the similar time frame of another deliv-
ery mode online learning. M. Nichols (2003) define e-learning as strictly being accessible
using technological tools that are either web-based, web-distributed, or web-capable. The be-
lief that e-learning not only covers content and instructional methods delivered via CD-ROM,
the Internet and Intranet (Benson, et all, 2002; Clark, 2002) but also includes audio — and vid-
eotape, satellite broadcast and interactive TV is the one held by Ellis. Although technological
characteristics are included in the definition of the term, Tavangarian, Leypold, Nolting,



Roser, and Voigt (2004) as well as Triacca, Bolchini, Botturi and Inversini (2004) felt that the
technology being used was insufficient as a descriptor.

In general, e-learning is the expression broadly used to describe “instructional content
or learning experience delivered or enabled by electronic technologies” (Ong,, Lai & Wang,
2004). Some definitions of e-learning are more restrictive than this one, for example limiting
e-learning to content delivery via the Internet (Jones, 2003). The broader definition, which
will be used for the purposes of this article, can include the use of the Internet, intra-
nets/extranets, audio- and videotape, satellite broadcast, interactive TV, and CD-ROM, not
only for content delivery, but also for interaction among participants. More recently, this defi-
nition can be further expanded to include mobile and wireless learning applications (Kinshuk,
Suhonen, Sutinen & Goh, 2003; Lehner, Nosekabel,, & Lehmann, 2003).

E-learning, until recently known as the future of education, becomes the present before
our eyes. It brings a number of new opportunities. Mason et al. (2015) have describe an e-
learning approach for designing a course by learning objects, where the object is a u nit of
study, representing a holistic learning experience. An object describes a topic. Learners is
offered arrange of readings, followed by individual and group activities, supported with dis-
cussion and feedback from a teacher. This approach to learning objects has been very success-
ful in terms of reusability, with several new courses and staff development applications, using
the same objects with minor changes to adjust the activities for new audience.

Research shows that in 2009 more than 45% of Polish public universities had already
used the e-learning (Kraska 2009). As institutions adopt e-learning, some important new is-
sues arise (Arabasz, Pirani & Fawcett, 2003):

- institutions must provide an adequate and reliable technical infrastructure to support
e-learning activities,

- instructors and students must possess the technical skills to use e-learning tools,

- instructors must redesign their courses to incorporate e-learning effectively into their
pedagogy.

Technological advancement has been the major inspiration for change, beginning with
the integration of radio broadcasting in the 1920’s (Huynh, Umesh & Valachich, 2003). More
recently, the advent of the Internet has enabled tremendous innovation in the delivery of post-
secondary education (Gunasekaran, Ncneil & Shaul, 2002). As time goes by, more and more
people gain access to the Internet, the cost of computer ownership decreases, and overall
computer literacy increases (Huynh, Umesh & Valachich, 2003). These trends provide educa-
tional institutions an ideal channel for the delivery of educational content. Studies have shown
that there is much value for e-learning. E-Learning tends to make the classes more of a shared
experience. During e-learning, things like lectures, homework, quizzes and exams are deliv-
ered almost all by online means. Most of the time, there is no real person to person interac-
tion. It also requires that a student takes more responsibility for their actions as they have to
be in charge of their own schedules for things like getting their homework done, logging in for
classroom discussions, etc. It also saves money as people don’t have to travel or use gas or
leave their homes. As for traditional classes, they can learn from this by putting into place
more discussions, and better communication between teachers and students. With E-Learning
the students and teachers have to make time to get their things done and they can just login to
ask questions, to get feedback, to increase knowledge, etc. (Ramani, 2012).

T. Volery (2000) expresses that online methods facilitate more effective education and
offer significant advantages over traditional teaching methods. There is a notion that an e-
learning environment offers students an improved learning experience when compared to a
more traditional learning environment. D. Holley (2002) found that student participants on e-
learning university courses using techniques such as virtual lectures and bulletin boards
achieved better grades than students who studied in traditional learning settings. E-learning



environments loosen the time and space restrictions associated with traditional university
practices. However, although e-learning environments overcome the traditional time and
space constraints, universities must be cautious when deciding if distance learning environ-
ments should replace the traditional methods, as students recognize the benefits of the e-
learning environments but only when combined with traditional formats (Serwatka, 2002). D.
Holley (2002) explains that the opportunities given by e-learning, such as the removal of time
and location constraints, offer all people in society the potential to be life-long learners what-
ever their location, age or occupation. J. Leiberman (2000) explains that in higher education
student participation is a primary feature of enhanced performance and in distance learning
courses students are more likely to participate in class discussions and group work than in
traditional lectures, as they are given more time to prepare questions and responses. Writers
such as C. Hemsley (2002) express the view that full time and part time students can now
partake in their chosen degree courses from any location, giving people who travel or who are
relocated, a transferable and easily accessible learning resource and experience. Through the
use of advanced technology, students who have previously not had access to higher education
now have the opportunity to study at the location that best suits their needs (Sadler-Smith,
2000). The Internet has allowed universities to expand beyond their local campuses and create
global learning institutions for today’s information age (Wilson, 2001).

An e-learning system, which is independent of time and place (Lee & Lee, 2008), a
self-regulated learning process (Narciss, Proske & Korndle, 2007), and an inter-disciplinary
approach to teaching and learning, constitute key factors in education for sustainable devel-
opment (ESD) (Lozano, Lozano, Mulder, Huisingh, Waas, 2013a). Online education provides
students with an educational alternative to face-to-face courses, permitting students to pro-
ceed, at their own pace, and to identify their own personal course timeline (Shanley, Thomp-
son, Leuchner, Zhao, 2004), while having at the same time full-time jobs (working students).
Flexibility, interaction, teaching presence, collaborative learning and a great sense of commu-
nity are very important categories in online students' discourses [(Hansen, 2008, Moura,
Cunha, Azeiteiro, Aires, & de Almeida, 2010). J.B. Arbaugh (2000) and Moura et. all (2010)
stated this sense of online community as a significant predictor of online learning outcomes.

There are following advantages of e-learning in the higher education (Azeiteiro, Bace-
lar-Nicolau, Caetano, 2015, Bouhnik & Marcus, 2006):

- availability of more reliable and cheaper means,

— ensure the understanding or learning process,

- exploitinresources fully,

- incorporate with traditional way of teaching and make a conducive environment,

- cover effective use of materials and develop a participatory program approaches,

- incorporation of academics, research institutes, student representatives,

- flexibility in the e-learning programs like availability of special classes, assisting and
faculty, print materials and so on,

— precise control of the learning process and its effects,

— the accessibility to the course’s online materials at any time from anyplace,

- making learning process more attractive through the use of multimedia,

— Minimizing students’ fear and timidity,

- inthe case of e-tests: objectivity of the evaluation.

Beyond the benefits there are also disadvantages of e-learning such as (Azeiteiro,

Bacelar-Nicolau & Caetano, 2015, Bouhnik & Marcus, 2006):
- lack of the personal contact with the teacher,
— lack of the direct contact with other learners — the feeling of isolation,
— ahigh level of self-discipline or self-direct is required,



— the difficulty in an appropriate and individualized learners’ motivating,
— the diversity of results depending on learners’ computer competence,
— the need to have hardware with suitable parameters,
— greater amount of time from the tutor’s side (preparation of the materials, correspond-
ence with students),
- problems with the remote verification of the identity of the students taking e-tests.
E-learning advantages are much more precise for the user, more “tangible” than disad-
vantages which may seem being less important. Since it is easier to appreciate attractive ways
of content presentation and the freedom which e-learning gives, rather than speculate about
negative consequences of human relations marginalization (Islam, 2014). It must be added
that that varied multimedia learning content is a crucial for improving e-learning efficacy,
performance, and motivation among students (Cukusi¢, Alfirevi¢, Granié¢ & Garaca, 2010).
E-learning is not only connected with studying itself, but also with the competence
control (Liaw, 2008). Tools to control knowledge can be available on-line and can be used for
self-evaluation of the student’s knowledge from the particular material range (e.g. they allow
the student to decide to sign up to the language group at the basic level, intermediate, or ad-
vanced) or they can be used to examine the students.

10.3.

RESEARCH AND THEIR ANALYSIS

At the Czestochowa University of Technology in 2013 studied 11,5 thousand of stu-
dents, including 5,5 women. Currently on the full-time and part-time programs within 28
fields there study approximately 11 thousand of students who have the choice from more than
100 specialties. Wroclaw University of Technology educates as a whole 34 428 students in
twelve faculties, and in the 2014/2015 academic year it is planned to matriculate 10 261 stu-
dents. Examine such a large number of students was a major logistic challenge. In this way it
was possible to replace traditional paper colloquia with e-tests. Every student after logging in
to the system received an e-test generated for her/him. At the time of e-tests introduction, stu-
dents gained an opportunity to obtain objective evaluation almost immediately after the test. It
was important for students retaking their exams, as thus they gained more time to learn before
the final exam. Using Moodle enables one to introduce the number of interactive elements
and activities like chat, lessons, exercises, quizzes, and “flash activities”. The platform has
become not only the source of information exchange between the lecturer and the students,
but also it gave the possibility of self-evaluation of the knowledge and gained functionality of
electronic tutor.

Researchers weretested by the questionnaire. The main aim of the questionnaire was to
test students’ satisfaction from e-learning Moodle platform.

In order to not to suggest the answers the survey included open-ended questions and
the students could enter any number of answers. Surveys at the Czestochowa University of
Technology as well as at the Wroclaw University of Technology were began in 2013in the
quarterly period. Survey was conducted among 209 university students from Czestochowa
University of Technology as well as among 489 university students at the Wroclaw Universi-
ty of Technology. Its aim was to determine the degree of students’ satisfaction with the educa-
tion form which is proposed by Moodle platform, as well as to improve e-learning activities,
and to identify which form of activity causes the most problems for the students. It should be
underlined that the survey differed from the one conducted among students of the Faculty of
Management at the Czestochowa University of Technology, because at this University e-



learning classes are related to the exercises, projects, and lectures. On the other hand, at the
Wroclaw University of Technology educational portal of the Faculty of Chemistry is mainly
used to support didactics and for mass examination of the students. For this reason the survey
conducted among the Wroclaw University of Technology students, who take some classes at
the Faculty of Chemistry, focused mainly on the system of e-tests and the students’ feelings
connected to the electronic competence control. Respondents’ characteristic was presented in
the Table 10.1..

Table 10.1. Respondents’ characteristic

Age Up to 25 years 25-35 years
90% 10%

Gender Woman Man
73% 27%

Kind of studies Stationary External studies
90% 9%

Source: own work.

The gender has been included in the survey because female students are more satisfied
with tutors’ contribution to the education of students than male students (Ardid, 2015). Ac-
cording to the results:

— 41% of questioned students indicated that there should be more e-learning classes, and

- 32% that the number is Just enough,

- 72% of the students said that they were satisfied with the activities conducted in an e-
learning mode. But the main reasons given by those who were not satisfied with such
classes were related to technical problems. Also students indicated that during ‘face-
to-face’ classes all ambiguities can be resolved directly with the teacher, while gener-
ally in the case of e-learning classes solutions to similar problems are not immediate
and students in online courses feel more disconnected from professors (Lu & Chiou,
2010, Paechter, Maier & 2010, Liaw, 2008),

- students indicated that mostly they were satisfied with the lectures conducted in the
form of e-learning classes (41%),

- according to students’ argumentation, on-line lectures allowed the students to study
at a convenient time and pace (Liaw, 2008). Also in the case of e-learning classes
there wasn’t any problem with taking notes during the lecture or with repeating its
parts. While in the case of a project students expected some hints and direct consulta-
tion with the teacher, which explains the negligible percentage of people interested in
project classes conducted in e-learning mode,

— quiz was the most common module used during the classes, also it was the most diffi-
cult form of completing lesson units (for 51% of the respondents). The main reason
for this difficulty was the fact that the time to answer was strictly defined and that the
students had only one chance to solve the quiz,

- a significant e-learning model disadvantage, which occurs in students comments, was
the tasks using open-ended questions. Problems emerged from the difficulties in for-
mulating responses in a manner required and programmed by the teacher. For example
the tutor defining the task in the course expected the response Customer Relationship
Management, but the student answered customer relationship management. Such a re-
sponse is treated as the wrong one, because at the beginning of words there are lower-
case letters,

- among the most important advantages of distance learning students choose flexibility
of work. E-learning platforms allow to acquire the knowledge and to realize the tasks




in hours adapted to the rhythm of the student’s day. The student has to comply only
with the starting dates of particular modules and the deadlines of solving following
tasks or projects. Without the compulsion to attend traditional classes with the teacher,
students possess more opportunities to work or participate in other courses (Otter et.
all, 2013, Sun, et. all, 2008, Brown, 2005).

10.4.
CONCLUSIONS

E-learning in higher education can be of great relevance in effective life-long learning
education for sustainable development in a population of students who are simultaneously full
time employees (Shabha, 2000).

E-learning is one of the knowledge transferring methods and it is being increasingly
used in Poland in an economic education at the university level. Although the advantages and
disadvantages of e-learning have been discussed in various previous studies; it is a significant
issue of better understanding the reasons why some students are dissatisfied with their e-
learning practice. Table 10.2. presents conclusion of e-learning advantage and disadvantages
as a result of studies.

Table 10.2. E-learning advantages and disadvantages as a result of studies

Advantage Disadvantage

Face-to-face’ classes permit resolved problems direct- | E-learning Moodle platform technical problems
ly with the teacher

On-line lectures allowed the students to study In the case of e-learning classes solutions to similar
at a convenient time and pace problems are not immediate and students in online
courses feel more disconnected from professors

In the case of e-learning classes there wasn’t any prob- | Student need consultation face to face in case
lem with taking notes during the lecture or with repeat- | of an e-learning project lessons
ing its parts

Flexibility of work Difficulties in formulating responses in a manner re-
quired and programmed by the teacher

Opportunity to broaden knowledge thanks to links or E-learning is taking into account only the final result,
added materials ignoring the line of student’s reasoning

The ability to connect new information as a whole and
computer skills

Source: own work.

A large number of the respondents recognized as the main disadvantage of e-
colloquia, containing computational tasks, taking into account only the final result, ignoring
the line of student’s reasoning. Mainly the problem with evaluating the line of student’s rea-
soning occurs in the case of incorrect answer given by the student or raised objections related
to the particular task. As a result of using the described tools and online resources it has been
observed a regular increase in informative and media competence among students. Students
gained the ability to connect new information as a whole and to use the obtained knowledge
to realize various tasks. The analysis of performed work showed that in the two-year period
there occurred the minimalisation of such negative effects, known as “immersions in the net-
work,” like: “googlism,” “wikipediaism,” the belief that everything in the Internet is valuable,
that it is possible to copy other people’s works with impunity, the inability to distinguish the
valuable resources from “junk,” getting lost in an information noise, inattentive reading, or
rather reviewing on-line texts, the tendency to operate with the data in the shallow manner, as
well as relativizing the values and the importance of scientific knowledge, and submitting to




the effect of social proof of rightness. Also one evaluated positively the e-colloquia system
allowing to obtain an objective assessment in a relatively short time.
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