COMMODITY SCIENCE IN RESEARCH AND PRACTICE

TOWARDS QUALITY
- MANAGEMENT SYSTEMS
AND SOLUTIONS

CREATIVE

CUSTOMERS &
E ISO COSTS o

MARKET VISION
~9OLVE

STANDARDS LAW

RESEARCH
NEEDS

w)

EDITED BY TADEUSZ SIKORA & JOANNA DZIADKOWIEC



COMMODITY SCIENCE
IN RESEARCH AND PRACTICE

TOWARDS QUALITY
— MANAGEMENT SYSTEMS
AND SOLUTIONS

Edited by Tadeusz Sikora, Joanna Dziadkowiec

Polish Society
of Commodity Science

International Society
of Commodity Science and Technology

Faculty of Commodity Science
Cracow University of Economics

T IGWT

1% %]

CRACOW
UNIVERSITY
1925 OF ECONOMICS



Editors: Tadeusz Sikora, Joanna Dziadkowiec

All published papers have been reviewed beforeighibg

Reviewers of Commodity Science in Research andtiPeageries:

Jadwiga Adamczyk, Wactaw Adamczyk, Andrzej Chochét,

Agnieszka Cholewa-Wajcik, Joanna Dziadkowiec, Tadekijat, Dariusz Firszt,
Andrzej Gajewski, Marta Gollinger-Tarajko, tukasinski, Piotr Kafel,
Agnieszka Kawecka, Malgorzata liska-Kusnierz, Malgorzata Miiakiewicz,
Pawel Nowicki, Stanistaw Popek, Anna Prusak, Jodtaahska-Marcinkiewicz,
Renata Salerno-Kochan, Grzegorz Suwata, Jerzy 8izdkrostavdwida,

Pawel Turek

The monograph has not been amended or proofreadditods are not responsible
for the language used by chapter’'s Authors (in tdrap.

Suggested citation:

Author A., 2014, Title of the paper, iif. Sikora, J. Dziadkowieds.)
Commodity Science in Research and Practice — Tan@rality — Management
Systems and Solutions, Polish Society of Commd8dignce, Cracow, pp. XX-XX.
ISBN: 978-83-938909-5-8

© Copyright by Polish Society of Commaodity Scien€eacow University
of Economics, Cracow 2014

ISBN 978-83-938909-5-8 (printed version)
ISBN 978-83-938909-9-6 (html)

Year of publishing: 2014
Number of pages: 204

Publisher
Polish Society of Commodity Science
Sienkiewicza 4, 30-033 Cracow, Poland



Contents

[ o T (=10 (o IR 5

Vera Amicarelli, Teodoro Gallucci, and Giovanni ligig
THE INFLUENCE OF HALAL CERTIFIED PRODUCTS IN ITALIA
FOOD MARKET ...ttt ettt e+ttt st e snee e snbeesnneesnneebeens 7

Riccardo Beltramo, Stefano Duglio, Giovanni Peiinaca Gerbino

THE ENVIRONMENTAL MANAGEMENT SYSTEM: A VECTOR

FOR THE TERRITORIAL DEVELOPMENT. THE EXPERIENCE

OF THE TOWN OF GIAVENO (ITALY) .tiiiiiiiie ettt 19

Leonardo Borsacchi, Andrea Ferrannini, Mario Bigger

FOSTERING THE COMPLIANCE OF PRODUCTION PROCESSES

IN AREAS WITH HIGH INCIDENCE OF ETHNIC ENTREPRENEUSHIP:
THE CREATION OF A CHECK-UP TOOL IN PRATO INDUSTRIAL
DISTRICT ittt mmmm et e e sttt e e e s e e e snneeeeas 31

Kornelia Cholewtiska, Ewa Marcinkowska

A SELF-DEVELOPED OR STANDARDIZED QUALITY MANAGEMENT
SYSTEM? A CASE STUDY OF GINO ROSSI S.A., POLISH FOD®EAR
MANUFACTURER ... oottt a e 43

Eugenia Czernyszewicz
TRACEABILITY ASSURANCE IN THE PRODUCTION OF FRUIT
AND VEGETABLES ...ttt 55

Ewa Czy-Gwiazda
BUSINESS PROCESS ORIENTATION - EMPIRICAL SURVEY
e S 1 0 1 1 T 67

Andrzej Gajewski
THE IMPACT OF PRAXEOLOGY ON QUALITY MANAGEMENT......... 83

Marta Karkalikova, Alica Lackova
BENEFITS OF MANAGEMENT SYSTEMS INTEGRATION. ..................93

Krystyna Lisiecka, Ewa CzyGwiazda
MEASURING BUSINESS EXCELLENCE - QUALITY ORIENTATION
MATURITY Lottt ettt esneeas 105

Malgorzata Lotko
COMPARATIVE ANALYSIS OF ISO DOCUMENTS - EN 9001:280
AND GS-R-3 .. 119

Alina Matuszak-Flejszman

SYSTEM APPROACH TO QUALITY AND ENVIRONMENTAL
MANAGEMENT SINCE 2015 -REVOLUTIONARY

OR EVOLUTIONARY CHANGES? ...ccoviiiiiiieeeee e 131



Martin Mizla
INNOVATION POTENTIAL — INDICATORS FOR SME ......cccevvveeee. 147

Federica Murmura, Alice Valentini
THE “COSMOB QUALITAS PRAEMIUM”: A QUALITY BRAND
IN THE ITALIAN FURNITURE SECTOR ....coovniiiiieeee e 159

Marek Salerno-Kochan, Renata Salerno-Kochan
THE ASSESSMENT OF KNOWLEDGE OF THE ISO 10000
STANDARDS BY ORGANISATIONS THAT USE A QUALITY

MANAGEMENT SYSTEM. ..ottt ettt e e e e e e 171
Won Woo Shin

STUDY ON RELATIONSHIP BETWEEN EMPLOYEE VOLUNTEERING
AND ORGANIZATIONAL COMMITMENT IN KOREA ......cvvvvevenn. 183

Joanna Winiewska, Alicja Maleszka
RISK ASSESSMENT PROCESS IN THE CONTEXT OF QUALITY
OF MEASURING INSTRUMENTS .....ciiiiiiiiiiies et 193



Foreword

Under increasingly growing competitive conditions more and more
enterprises look for new ways to gain competitive advanteteimarket and
new abilities to generate profit. The company managemergddsaslare of
the necessity to meet customer’s expectations on which the @tijamis
competitive position depends. Enterprises, wanting to keep p@stomers
and to catch new ones, must take into account not only their own beéds,
also at the first place those of their customers.

To gain competitive edge and to meet customer’s requirements more

efficiently, more and more organisations use solutions andsystat enable

to gain customer’s satisfaction and better market position.yEars the
certified management systems such as quality, safety, ridk bsanch
management systems are trusted and enjoy popularity. Hovieyerallel
some organisations are interested in individual managemenbasslthat, if
implemented, does not guarantee such spectacular effeatifisation, but

often they fit better to organisation specificity.

The monograph entitleéfloward quality — management systems and
solutions” is a part of “Commaodity Science in Research and Practice” series.
The monograph contains articles that reflect various and mulptigary
approach to quality creation and its objective is to prtesmiltidimensional
nature of quality and customer-oriented management.

The monograph is composed of 18 chapters written by Authors from
commodity science centres and their common feature is thetaiios
towards organisation management related to creating custaher vand
solutions that provide constant repeatable quality.

The monograph has been published to present a variety of approaches to
management, innovative solutions used in various sectors as well to point out
the significance of system solutions in different managemepéces
Multicultural nature of the monograph is the high value, thus beiefgeence
for practitioners and theorists of economic life. It is alaluable due to the
fact that increasingly growing globalisation induces the rstydor knowing
other cultures and adapting management methods to their specificity

Tadeusz Sikora
Joanna Dziadkowiec






THE INFLUENCE OF HALAL CERTIFIED
PRODUCTS IN ITALIAN FOOD MARKET

Vera Amicarelli, Teodoro Gallucci, and Giovanni Lagioia

Unit of Commodity Science and Ecology, Department of Business and Law,
University of Bari Aldo Moro
vera.amicarelli@uniba.it

Introduction

Purchasing decisions are influenced by several factors. Athengost
relevant there are religious belief and identity, two aspeighly considered
by Muslims people the world’s second largest and fastesthggoreligion.
There is an increasing number of Muslims around the world askirigddr
beverage, no-food products (cosmetics, drugs, etc) and servicgitalhos
tourist), complying with the Islamic law dictates that defiriet is permitted
or prohibited. They use two opposite terms to describe products (idatba
food) and services in or out of their religious cdusal andharam The first
indicates what is permitted and the second what is forbidderenkrag, the
concept of Halal law has very specific purposes in orderdserve the purity
of Muslim Religion and life, to safeguard the Islamic mentality amallfi to
maintain self-respect and integrity.

This religious scheme of life limits very much Muslims aamgtion
mainly in food field. Muslims want to be sure that what tbegsume (what
they eat) is halal without doubts. Linked to this starting pdietd are two
main consequences. The first is that Muslims, especiallyeviosg out of
their origin countries, are obliged to reduce their consumesrigmin the
same time their spending capacity; the second is that thera potential
consistent lucrative global market underutilized. It is eseoh#tat the global
halal market is growing mainly in the halal food sector, wltoseent value
is approximately equal to 16% of the whole global food industry anigkein t
near future, to 20% of total food world trade.

A World Halal Secretariat research highlights that thebal halal
products market is estimated in US$ 2,300 billion (not including fimamcl
insurance sectors) of which food and beverages represent the 67%
pharmaceuticals 22% and cosmetics and personal care amountindt8%30
billion (Shabana 2013). One of the key factors contributing tontfaigket
growth is the increase in the Muslim population equal to apmeaely 1.6
billion representing the 25% of the total. The European Union (EWh
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important halal market considering that the 7% (51 millions) e$livhs lives
there especially in France, Germany and the United Kingdom. Trestsa
substantial Muslim communities in Eastern Europe, spedyfiddvania (70%
Muslim).

The objective of this paper is making a review of the diffeveorldwide
halal certifications and then to evaluate halal certificaimpact on Italian
food market.

Size and profile of halal market and comsumers

Typical halal consumer is young with a good purchasing power.
According to data availability, Muslims are younger than the rgéne
population 23 years versus 28. Variations are recorded in differend w
regions. In Europe they are 32 years old, 10 years less than Blologlean
population; in North America the average age is 26 years v8iisun Asia
and the Pacific 24 years versus 29, in sub-Saharan Africaat3 yersus 18
and in the Middle East and North Africa 23 years versus 24 {Research
Center 2012).

Table 1.Estimates of global expenditure of Muslim population on same
markets most affected by religious drivers (based on 2012 data)

Countries with the
largest sector
expenditures

(USA billion $)
Indonesia (197)
Turkey (100)
Pakistan (93)
Egypt (88)
Turkey (25)

Iran (21)
Clothing & Indonesia (17)
Fashion 224 10.6 Egypt (16)
Saudi Arabia (15)
Pakistan (14)
Turkey (10.4)
Saudi Arabia (5.2
Indonesia (5)
Iran (3.7)
United States (3.6)
Algeria (3.1)
Turkey (4.4)
Cosmetics UAE (4.3)
& 26 5.7 France (1.7),
Personal care Russia (1.6)
Egypt (1.6)
Source: personal elaboration by the authors onTadanson Reuters 2013

8

Muslim consumers Percentage of global
globally expenditure expenditure
(USA billion $) (USA billion $)

Food 1,088 16.6

Pharmaceutical 70 6.6




The food expenditure of Muslim families is approximately equal to 30%
of their income, a double percentage compared with a no-Muslintyfam
(DagangHalal 2013).

Table 2 shows the distribution and level of expenditures inntbst
different world regions.

Table 2. Population and purchase power of Muslims

Per capita food

expenditure Halal Food Market

Muslim Population

(Million, 2010) (ply US$ in 2005) (Million US$)
Africa 565.1 250 141275
Asia - Pacific 985.5 406 400113
Europe 43.5 1250 54375
North America 3.48 1750 6090
South America 0.84 500 420

Source: personal elaboration by the authors onDlagmngHalal 2013

North America and Europe have the highest potentialities afginb
halal food market. Moreover education, cultural and finamggbrtunities of
these countries make them attractive for richer and more tedulRislims.
So, they ask for products and services coherent with thegiowd and
cultural traditions. The problem is that their consumes are tomeld by the
two just mentioned terms “halal” — lawful — and “haram” — unlawfuthird
word “mushbooh” — suspected — also influences purchase choitesdfis
no certainty related to halal or haram status, the suspaetijsrand it is better
not to consume (Riaz, Chaudry 2004). Table 3 summarizes halal am har
food, beverage and additives in single and combined products.

These words are not valid only for food and beverage, as usrally
considered, but for all that could be a hazard for the Muslirgrityeimpurity
and/or harmfulness. They are also important in non-food productsling|
drugs, cosmetics, utensils, fashion and clothing’s, shoasahand poultry
feeds and packaging materials.

Moreover, it is significant to avoid that haram products contamiredée
ones. This means that halal products not only have to be producedigcor
to Islamic law but they have to be safeguarded from haram psoduct
contamination during all their life cycle. The Rotterdam Portjristance, is
the first European certificated halal port fully complying hwikslamic
religious laws. The 3% of its capacity is utilized fotahgroducts and, in
2005, Halal Audit Company (the Netherlands) developed a halaligsgist
handbook, including guidelines for suppliers, inspection, storage, packaging
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Table 3. Halal and haram food, beverage and additives

Halal food and beverage

Haram food and beverage

Grain Products

Rice; Pasta;
Any grain product prepared without Harg
ingredients.

Any grain products prepared with Haram
nmingredients (alcohol, animal shortening,
lard or pure and artificial vanilla extract.

Vegetables and Fruit

All vegetables and fruit: raw, dried, frozen
canned;

All vegetables and fruit cooked or served w|
butter, or vegetable oils;

All juices.

pDANy vegetables and fruit prepared with

alcohol, animal shortening, bacon, gelatin,
thard or some margarines which contain
monoglycerides or diglycerides from an
animal source.

Milk and Mil

k Products

Milk from cow, sheep, camel or goat;
Yogurt, cheese and ice cream made W
bacterial culture or microbial enzymes.

Cheese, yogurt, ice cream, frozen tofu
iﬂesserts made with animal rennet, gelatin,
ipase, pepsin, pure or artificial vanilla

extract or whey.

Meat and Alternatives

Meat and poultry slaughtered according
Islamic dietary law;

Seafood;

Eggs;

Nuts, seeds, dried beans, peas and lentils
Peanut butter;

Tofu;

Halal deli meats.

Pork and pork products, e.g. bacon, deli
Mmeats, ham and sausage;

Meat and poultry not slaughtered according
to Islamic dietary law;

Canned beans, peas and lentils containing
pork;

Any meat and meat alternative dish
prepared with alcohol, pork products or
animal shortening.

—
O

Oth

er

Beverages: carbonated drinks, fruit jui
punch, cocktails, tea and coffee;

Fats and oils: butter, margarine, ma
vegetable oils and some salad dressings;

Miscellaneous: chutneys, coconut milk, jal
pickles, spices;

Desserts made with agar and/or carrageeg
base only;

Sweeteners: honey, sugar, syrup, choco
liquor.

eBeverages: beer, wine, alcohol, liqueur;
Fats and oils: animal shortening, lard;
yMiscellaneous: chocolates/candies made
with alcohol or pure or artificial vanilla
mextract
Desserts made with gelatin;
nameeteners: chocolate ligueur (made from
alcohol).

late

Combinat

ion Food

Main dish entrées and soups/sauces: any m&éain dish entrées: any combination foods

slaughtered according to Islamic dietary lawrepared

with  Haram foods and

or alternative dish, pizza, pasta or ricéngredients;

prepared without Haram foods

ingredients;

andSoups/sauces: any prepared with Haram

foods and ingredients;

Desserts and sweets: any made witholtesserts and sweets: any prepared with
alcohol, or without pure or artificial vanilla alcohol, pure or artificial vanilla extract or

extract or any other Haram ingredients.

any other Haram ingredient.

Source: personal elaboration by the aut

10
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and transport (Tieman, Ghazali 2014). Halal products circulationnd the
world has created the halal value chain, with new sectorsngelat halal
logistics, halal security, halal storage, halal auditing ardl hadustrial
development.

Halal certifications: state of the art

Halal certification originated in the mid '60s in the Unitedt&taof
America (USA) where, same Muslim food and technical exp#ies] to
ensured to Muslims living in non-Muslim countries their proper i@ligjand
cultural beliefs. The technical experts wanted to guaratitat products
produced out of Muslim countries were suitable to the Muslim wtrld
preserve their identity (religious and cultural). In the Uhit8tates, in
accordance with Jewish community (which were working to enftree
religious requirements on products through a specific certditaand
accreditation called the “kosher”), Muslims established itlsé “halal logo”.
From that moment, a lot of halal certificates (mostly tmd and meat) have
been available, each of them responding to different degreesi@ialand
regional influence of Muslims groups (Sunnis and Shia) and/csliivisi
school of thought (the Hanafi, Hanbali, Maliki and Shafie) (Mwuda, Nor
Laila & Zainal 2014; Lever, Miele 2012).

Starting from this first form of certification a wide rangiehalal logos
and halal certificates populate Muslim food global market aadetr The
result is a lack of uniformity in the application of Isianiaw prescriptions
with an increasing of confusion and misunderstanding in their usede
different countries but also within the same country. Singlematuld have
its own certification agency or agencies even if, more fregyelucal
government tries to control the halal certification procedarsupport the
increasing halal food and no food export.

In general, a halal food product certificate is a document idsyieh
Islamic organization certifying that the products (listed tpnmieet Islamic
dietary guidelines defined by a particular certifying agenityis the
prerequisite for entering the global halal market. Halalifmates may be
issue for the registration ofsiteand/or gproduct In the first case, it confirms
that plants, production facilities, food establishments, slEugouses,
abattoirs, or any establishment handling food has been inspectegamkap
to produce, distribute, or market halal food. In the second, the prodatt hal
certificate is related to a specific product and it hapecific duration. It
means that a product meets the halal guidelines formulatéteeferring
certifying agency. This type of certificate, called batoh shipment
certificates, may be issued for a limited time period or f&pexified quantity
of the product destined to a particular distributor or impotisually it is

11



utilized for meat and poultry products, for which each batch or comsigt
has to be certified. There is also a yearly certificatibat may be
automatically renewed passing the annual halal compliancectimpand
paying the certification fee.

Any individual Muslim and/or Islamic organization or agency cands
a halal certificate. Of course their acceptability depend upondbetry of
import. For example, there are more than 40 organizationsstha halal
certificates in the USA but only five have been approved fdaire by
Indonesia. More diffused is the acceptability of halal certificatgelawill be
the possibility to export (Hanzaee, Ramezani 2011).

Currently, there are more than 120 active halal certifggencies issuing
halal certificates in the world and there are countries mathalal certifying
agency. In 2009, data showed during the International halal market
conference, highlighted that only 5 of 57 states (spread in fmtinents)
belonging to Organization of Islamic Countries (OIC) have halal watidn
agencies, less than 25 have rules related to halal import andhasna
domestic Halal Act. On the contrary, out of OIC, countriks Wnited State
of America (USA) and Australia have a defined halal relateyanization.
Malaysia, Thailand, Indonesia, Singapore and Philippines have founded
specific institutions concerning halal certification procedur@sifi,
Mahyeddin 2012).

As above mentioned the international halal panorama is too much
populated by a lot of actors and procedures. What is not yetllealbut
strongly required is a standardization of halal certificatpmocedure.
Producers ask a halal standard to make much more unambiguous ldieir ha
production and to enlarge their quota into the “lucrative” Musliarkets.
Muslims want it to be sure that what is certificated hal&urope is the same
in Indonesia rather than in USA. Probably, to agree collectieeyn unique
global halal standard could mean for some countries to looseg@odnd
economic power.

It is long time since Muslim organizations are working tdraef halal
standard in order to organize a standard system to makeléSithe halal
products circulation. In 1999 the World Halal Council (WHC) waal#sthed
in Jakarta. WHC is a federation of halal certifying agesic@nd currently
overseen 41 of them around the world and it is preparing afbatbstandard.
Also the OIC is engaged in this work and it has prepared lguedeon halal
food for its members.

In this contest Malaysia plays a remarkable role. In Msdayhe
government issues halal certifications, unlike in other cmstwhere they
are approved by their respective Islamic associations.

The Department of Islamic Development Malaysia (JAKIM)thg
Malaysian authority allowed certifying the halal products sexices and it

12



is included in Prime Minister Department. JAKIM handle thalal
certification process for products for the domestic and intematmarket.
JAKIM’s Halal logo is among the most widely recognized anspeeted
symbols of halal compliance in the world. Nevertheless JAKIM@izes
various certification bodies from other countries, and it is also engagfeel in
development of international halal standardized laws and procetiutbg.
halal field, Malaysia is considered a halal hub in the Asiatic region.

In European Union, law probably due to the separation between Church
and State does not protect halal and the halal logo even i§ Eldo very
interested and engaged in this process. Of course in most Europearesount
there are some private and independent certification agdit@esluslim
Food Board and Halal Food Authority in the United Kingdom, Hatsdd-
Council of Europe in Belgium, Halal Italy and Halal Internatiofathority
(HIA) in Italy and in February 2010 the European Association dhlHa
Certifiers was founded in Brussels. Furthermore, due to a contiguous
growing demand for a uniform Halal Standard in Europe, in 2012, European
Committee for Standardization (CEN) created a new Projech@ibee CEN/

TC 425 Project Committee — Halal Food with the task of prepaaimg
European Standard on halal food (Afifi, Mahyeddin 202y der Spiegel et
al. 2010).

The following table (Table 4) summarizes different regulagystems
available in different countries.

Table 4. Different regulatory systems available in different countees

- Certification
Official .
Law system (Government/Semi-
standards X
government/Private)
Australia Yes No Government-Private
Austria No Yes Private
Brunei Yes Yes Government
Canada No No Private
China No Yes Government
France No No Private
Italy No No Private
Indonesia No No Semi-government
Malaysia Yes Yes Government
New Zealand Yes Yes Private
Philippines No Yes Private
Singapore Yes Yes Government

Source: personal elaboration by the authors onBathim D.H., 2011

Currently in a hypothetic pyramidal organization of international syste
of halal standardization, the base is too much populated but theolevel
accreditation and the top (International Accreditation Counc#lilisempty
(Figure 1).
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Governative,,
semi-governative, non
governative and private
certification agencies

Supplyers

Figure 1. Current scenario for halal food certification
Source: personal elaboration by the authors

Halal certification in Italy

In ltaly too, there is the same international situation. Sincé,2b&re
are more than two international agencies recognized by diffeeégious
institutions accredited in different Muslim countries.

They are Halal International Authority (HIA) and Halallika The first
HIA is an international, non-governmental, independent orgaoirati
recognized by Islamic States, Government agencies and naouslig
organizations and halal consumer associations around the worldpdiAtes
as an authority for the halal certification of products sexices and for the
accreditation of institutions. It works also to improve integplasocial,
economic and commercial development. HIA is supported by the Ititeraka
Committee of Shariah (ICS) an independent religious committeedhaols
and supervises all the activities inside HIA ensuring compdiamith the
World Halal standards and the Scientific Committee whose iesivare
strictly related to the scientific risk assessment &arhetype of certificates.
The latter also provides strategic advice to HIA and Cl$heréfinition and
integration of some standards for certification. HIA halatiieates are
recognized by the national halal certification agency, locatdddaonesia
(MUI), Malaysia (JAKIM), Singapore (MUIS), and the Muslim dudl
Council Halal Trust (MJCHT) located in South Africa.

Halal ltalia is also a voluntary Italian certificatianganization for the
most outstanding Italian products in conformity with Islamic lawthe
agricultural and food, cosmetics, health, pharmaceutical, finamz

14



insurance sectors. Halal Italia collaborate with the Ethidainmittee for
Halal Certification of ltalian, to ensure a high level ofiaieility in the
certification service. The Ethical Committee, an independent idiythiesues
the certificates, while the staff of Halal Italia 8as out inspections on the
premises of participating firms. During the 2010, an agreeméht tive
Ministry of Foreign Affairs, the Ministry of Economic Dewegiment, the
Ministry of Health, the Ministry of Agriculture, Food andrEstry and Halal
Italia was signed and it is the first step towards artuistnal and official
acknowledgment of halal certification to support Italian prasgacsystem
internationalization and to promote the “made in Italy” in Istammarket.
Halal Italia certificates are recognized in the UnitedtAEmirates (UAE) and
then in all the other countries of the Gulf Cooperation Council (GCC
countries such as Saudi Arabia, Kuwait, Qatar, Oman and Bahraiap8ieg
authorities officially recognized the process for the actaddn of the Halal
Italia brand. There are also other international cooperation wéamisIFood
And Nutrition Council of America (USA), Halal Certificati@enter (Russia),
Gimdes (Turkey), Halal India (India), International Halal grity Alliance
(Malaysia). Currently in ltaly there are more than 350 foedti food
companies and halal certification could really represenvgportunity to
enlarge their business.

In the last years, final destinations of Italian exports have changed. Eve
if the best Italian customer is located in the UE-27, tlsest non-EU
European, North America and North Africa markets, increase their
importance. In 2011, the EU total agri-food exports to third countries
exceeded 100 billion of Euro recording an increase by 16.5% over the
previous year (+15.9% for agricultural products and +16.6 % for edes
ones). The recent and still ongoing Eurozone crisis, the weakness of the Euro
against the U.S. dollar makes profitable exports to third casnffihis is an
interesting opportunity especially for those countries (lfaly instance)
exporting mainly outside EU-27. United Kingdom (36.2% of its total export)
France (33.5% of its total export), Denmark (32.8% of its txalrt) and
ltaly (31.8% of its total export) are the most important-fmpd exporting
countries in 2011. To increase extra EU-27 export is crucial beoafus
decrease of EU demand. Muslim countries could be a good opportunity for
Italy considering that more than 35% of food exported is repieddny
potential halal products like pasta, bread, bakery and pastry psqdlic6%),
fresh and dried fruit (9.5%), cooked vegetables and legu&8%o), milk
(cow, sheep, goat) and dairy products (6.3%) (ISTAT 2013; ISMEA 2012).

The halal certification may be the right opportunity to reach eetra
EU-27 markets where the Made in Italy is greatly appratiatéhout
forgetting Euro weakness. Moreover, Italian food products have 264 E
quality schemes of which 160 Protected Designation of Origin (PDE@3),
Protected Geographical Indication (PGI) and 2 Traditional Spigciali
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Guaranteed (TSG). EU awarded them only to high quality products as
guarantee of the protected origin, the authentic taste, thealiypiand the
high physical-chemical characteristics (MIPAF 2014). If halalfezation is
added to UE quality ones the product could be a complete seti@rgee for
Muslims and why not no-Muslims consumers.

Conclusion

In this paper a review of the different worldwide halatiGeations has
been presented. The main result is the common required of amairgaal
standard able to improve the circulation and the consumption ofdwddk
(food and no-food) and services. Halal certification is notsengle”
certification of quality but it is based on religious doctrind,aherefore, a
connection with a recognized trustworthy Islamic authorityimdispensable
indication of legitimacy and credibility. Since there is siagle unified
authority in the international halal panorama, differences still rearad this
leads to different certification standards applied within andsaccountries
and probably favouring the fraudulent use of halal certificdtaly. is also
working with the international Islamic organization to achithis important
result to enlarge its market but also to improve itsiadoand cultural
integration with Muslims.
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Introduction

Among the environmental tools that can be adopted by local authorities,
in the past few years the Public Bodies have shown a groniegest in the
application of the Environmental Management Systems - EWRsdbolfi,
Andreis, Panzieri & Checcherini 2008).

The EMS started to be adopiedrimisby manufacturing industries that
since the 1970s, with the development of environmental studiéa@edsed
public awareness, had to question themselves about their reigtiornth the
environment (Beltramo, Duglio & Bianco 2012).

Interestingly, in the previous years the environmental caatitin has
become a useful tool for improving the environmental profile gblic
administration and for giving proof of the efforts to presemature (Ridolfi,
Andreis, Panzieri & Checcherini 2008).

There are two main tools used to plan an EMS: the 1ISO 14001:2004
international Standard and the European Eco-Management and AuditeSchem
(EMAS Regulation EC N. 1221/2009) that have seen different trehds
adhesion.

The ltalian data show quite 20,000 ISO 14001 certificate sites
(ACCREDIA 2014) and “only” 1,600 (ISPRA 2013), but as far as the éifiter
economic sectors are concerned, it is possible to note tha ISO 14001
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field the public administration represents 2.65% of all théificate sites
while in the EMAS context this percentage increased by more20aoint
(achieving 25%). The principal motivation should be investigatethén
different level of communication: in fact, EMAS Registrati@guests the
publication of the “Environmental report”. For a local authorihys report
can play an important role in encouraging private bodies toidectieir
attention toward sustainability commitments (Petrosillo, Derdd, Botta &
Comoglio 2012).

However, after the first revision of the ISO 14001 Standard, an EMS
planned thanks to its application is able to consider both tbet dind indirect
aspects (ISO 14001 2004). As further proof of this last assumfit@BMAS
Regulation officially recognizes the ISO approach and documsintedture
in its Annex Il (EMAS 2009).

Methods

The project concerns the planning and implementation of an EM&efor
Town of Giaveno. Among the different tools available, the Administration of
Giaveno opted for the 1ISO 14001:2004 Standard.

The Town of Giaveno has developed several projects concetimeng
environment and the Administration felt the need to have a toel tabl
“systematise” the past and future experiences and give anedpaiad clear
idea of all the actions and their interconnections. In addition, the
Administration aimed at especially focusing on agricultural lacel food
products, which represent a fundamental character of thisreeshiarea. In
this general context, the 1ISO 14001:2004 Standard seemed to be the mos
useful and convenient tool.

In fact, the 1ISO 14001 sets standards for maintaining and imprtheng
environmental performance of the organisations (ISO 2004) by the
introduction of the Deming Cycle approach, divided into four phases - Plan,
Do, Check and Act - under the umbrella of the continuous improvement
concept (Salomone 2008).

The 1SO 14001 Standard is divided in five sections. After theitiefi

of an environmental policy, in the Plan phase the attention ¢ tpaihe
evaluation of the direct and indirect environmental aspectsnapaicts and

their relevance, the evaluation of the regional and national legislation and the
identification of clear objectives and programme. The Aetsphs dedicated

to the implementation of all the necessary procedures in trdahieve the
objectives afore-mentioned. The procedures involve the id=itdh of roles

and responsibilities (with the identification of an Environmemntahager),
training, communication, management of documents, operational cantrol
emergency. In the Check phase there are all the necessangdo verify the

20



correct implementation of the EMS in terms of performancesu&van of
the non conformances, corrective and preventive actions aordise€inally,
the Act phase represents the stage in which the organisatipmsanagement
has to review the EMS and re-determine objectives and theoeméntal
policy (Gonzéles-Benito & Gonzéales-Benito 2005).

This systemic approach (guaranteed by the 1SO 14001:2004 Standard)
has been evaluated by the Administration of the Town of Giaagtioe most
reliable tool in order to start the process of the envirormhenanagement
certification.

The case study

The Town of Giaveno is situated in the Province of Turin (Padm
Region, in the North-West of the Italian Alps), 32 km fronriuGiaveno
represents the principal municipality of the Sangone High Valley.

The surface of Giaveno is about 78%r6,674 ha of which can be
considered mountain (3,400 ha slope more than 20°) and 502 ha are composed
of hills. The urban context of Giaveno is strongly fragmentedusecaf the
presence of 108 hamlets in which approximately 17,000 inhabitants Asel
a consequence, the great majority of the area is dedicated to agric@284re (

- 6,634 ha) while the urbanised area consists of 7.175 ha, ansemgrenly
about 8% of the total. 74% of the agricultural areas is repegdy woods,

18% is devoted to grazing, 6% is arable and only 2% (114 ha) contains
unproductive lands (Town of Giaveno 2007).

The most recent Regional Censuses show a decrease in the nfimber o
farms of the Town of Giaveno that passed from 472 to 115, resintmtptal
arable land of about 2,047.03 ha (Regione Piemonte 2014). The greatymaj
of farms are family-run businesses and the 40% of managgelssa than 39
years old. As far as the livestock is concerned, theréafarms, 46 of which
exclusively dedicated to cows.

If the attention is concentrated on the products of Giavenomtiet
important element of the Town (and of all the High Sangone Yjalke
represented by the different kinds of boletus mushrooms.

Other typical products are the “Cevrin” of Coazze” and thenia del
lait brusc” cheeses. The former is also presided overdw falod, an Italian
Organisation which aims at preserving and improving traditidoal
products.

The economic fabric consist of 343 unites in the industrial sector, 322 in
the trade market, 23 in the institutions and 380 units in other activities.

As far as the demesne of the Town of Giaveno is concerhed, t
Municipality owns and manages 21 green areas (for a total of 403 855m
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real estates, 10 schools and 25 among motor vehicles and othemimecha
vehicles.

Furthermore, Giaveno has 97 employers without taking into acdoeint t
politic administration and the fixed term contracts. Figurealvs the location
of the case study.

cio Ceska republijm gaam < Valgioie
(Czech Republicgulse -~ A

inz
o i

v—,\psterrelch

(Austria)

i 9 e
il ] Gyer
F Schweiz @@:fﬁm oraz N oo
Suisse \f\_\fA/C F
Svizzera ’&\S "@/"'J\\

o ‘ Lg(w\(s\m pand) f

Satelite (&
an
a

Vi g :
Genév :,_,,_ \\S/ = %,
i Milano BIESCiE’  padova o LI mrm .
Sinoble s Verona H
3 rvatskan - fﬁ»\m 2ol
Nl R (Croatia) osna [ =
Gerlova A Hercegoy o't e e
3 Bolbans (Bosnia a > iy CoR
9 gl Herzegovi
s Firenze San Maring i
Monaco. & Split Sari
Marseille - cofhee 1 5
%'_n Italia i
100 mi (Ita : |—|—|1 =
ly) A

Miso dste 82014 O=cBasis DEIBKO (B2009) Oodole phiado =n sERIENEupata - la un problema

Figure l The Town of Glaveno

Source: elaboration from Google maps, Preliminaryinmental Analysis
document

rla un problema

Discussion
The EMS architecture of the Town of Giaveno: main characteristics

The EMS architecture of the Town of Giaveno follows thesitas levels
defined by the 1SO 14001:2004 Standard and reported in the Documental
Pyramid (Figure 2).

In the first step, the Environmental Preliminary Analysig, &ttention
has been focused on the evaluation of the direct and indirecoeméantal
aspects and impacts and on the analysis of the Italian legal requiseffrieat
activities of the Town of Giaveno have been divided into tvougs, direct
and indirect, as reported in the following list.

1. Direct activities:

Offices.

Management of the real estates.
Management of the property.
Snow clearing out.

Management of the graveyard.
Green areas.

Management of the road network.
Public lighting.

S@me o0 T
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i. Eco - centre (the centre in which citizens can deliver some
kind of waste such as electric devices and hazardous waste).
2. Direct activities:
Offices.
Management of the real estates.
Management of the property.
Snow clearing out.
Management of the graveyard.
Green areas.
Management of the road network.
Public lighting.
Eco - centre (the centre in which citizens can deliver some
kind of waste such as electric devices and hazardous waste).
3. Indirect activities:
Distribution of water and sewage.
Collecting and management of waste.
Competitive public tenders.
Suppliers of goods and services.
Emergency maintenance of real estates, property and green
areas.

mTe@moeoo0oTy

®PoO0T O

Level 1

“ Manual
of the EMS

Procedures and  *,
operational procedures i
of the EMS H

5
operational
procedures

Level 3
Documents
Records

Planning documents

Figure 2. The EMS Documental Pyramid of Giaveno
Source: Internal data
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For each direct activity the Administration calculated tlgmfiicance
of the deriving impacts (water, waste, emissions, soilje@fcordance with
a dedicated procedure. Furthermore, some indicators have beeratddbn
order to verify the trend during the years and define new emnviatal
objectives for the Town of Giaveno.

The evaluation of the Significance of the direct and indirect
environmental aspects normally represents a critical poirthén EMSs
(Babakri, Bennett & Franchetti 2003). Being aware of this prmblthe
Administration of Giaveno opted to apply the well-establishethodology
in which two elements are simultaneously considered: the PrdapdBi)i of
occurrence of the environmental impact and the Severity (Séecsame
impact (Johnston, Hutcinson & Smith 2000; Zobel, Almroth, Bresky &
Burman 2002; Zobel & Burman 2004; Pdder 2006). In fact, this methodology
has been applied to all the environmental aspects resultingtfrerafore-
mentioned direct and indirect activities. Furthermore, Sdivgled into
different components depending on the kind of activity (direct orent)i
Thus, the Significance (S) of the impact is represented byollmving

formula:
n
S =P« ZSei
i=1

Se changes depending on the kind of activity.
For the direct activities Se is divided into:

Se — Respect of the legal requirements
Se — Conformity with the Environmental policy
Se — Impact level of gravity

For the indirect activities Se is divided into:

Se — Conformity with the Environmental policy
Se; — Impact level of gravity
Se — Level of authority

Se, Se and Secan assume a value from 0 to 3, depending on the position
of the activity. Conversely, $ean assume only two values, 0 or 1, but if the
resultis 1, it has automatically a High Significance alse the activity is not
managed conforming to the legal requirements.

Depending on the different scores given to the Probability and the
Severity, S can assume a total score from O to 4 for thectsngariving from
the direct activities and from O to 6 for the indirect atiés. In the Town of
Giaveno, the highest levels of S have been achieved for the ifoj dmpacts
of the direct activities, as reported in Table 1.
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Table 1. Highest level of Significance for the direct activitiesf the Town

of Giaveno
Activity Environmental Level of S Commen
aspect
Energy consumption Level 30on 4
Management of Waste Level 30on4
the real estates | Air emissions In case of
A ) Level 4 on 4
(in case of fire) Emergency)|
Emissions Level30n4
Management o Consumption of non
& | the property P Level 30n 4
= renewable resources
% Snow clearing] Waste Level 3on 4
@ | out Soil Level 30n 4
§ Public lighting Electricity consumption Level 3 dn
a Waste Level 3 on 4
Green areas Consumption of no renewable
Level 30n 4
resources
Air emissions In case of
A ) Level 4 on 4
(in case of fire) Emergency)|
Eco-centre In case of
Soil Level 4 on 4
Emergency

Source: Internal data processing

After defining the S of the impacts, It is important to measamnd
quantify of the impacts for calculating the indicators. In the EfIGiaveno,
16 records were elaborate and 5 of them are useful to quantdy, waergy
and natural gas consumptions.

However, some activities not directly conducted by Giavenoaare
fundamental importance for the improvement of citizens’ qualitifefThe
Town of Giaveno consists of more than 100 hamlets deployed on a vast area.
For this reason, some public services, such as waste apil@cid transport,
water supply and treatment of sewage, are essential. INMBeoE Giaveno
attention has also been paid to the definition of indicators dgrifriom
indirect activities carried out by external enterprises.

Strong points in the application of an EMS to the Town of
Giaveno

The Public Administration of the Town of Giaveno has to deal with
complex territory, most of which situated in a mountain contextcel¢ine
adoption of an EMS plays a fundamental role in appraising patficities
as well as the landscape and territorial aspects.

The EMS in accordance with ISO 14001:2004 Standard allows:

* to acquire a methodological tool orientated towards the envinarwith
positive repercussions for other activities of the Public Administrati
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Table 2. Set of indicators for direct and indirect environmental aspcts

Direct environmental
aspects

Water % variation of the consumption in the offiges

Indicator

% variation of the average annual consumption

[year (n-1) year (n)]

% energy used for public lighting upon the wholergry

consumption

% energy for other uses upon the whole eneargy

Energy consumption

% variation of natural gas consumption

[year (n-1) year (n)]

% variation of diesel oil consumptio

[year (n-1) year (n)]

% electric energy produced by renewable soufces

% variation of paper consumptian

[year (n-1) year (n)]

Raw materials % of the recycled paper upon the whole used paper
% of green public procurement upon the whple

procurement (in euro

>

Indirect environmental .
Indicator

aspects

Water Water consumption in the municipality digt(iw’/year)

Waste % of separate collection of waste

Per capital waste production (kg/inhabitant*day)

Source: Internal data

» to check all the environmental aspects of the activitieh®fTown of
Giaveno and to draw a clear picture, useful to the publidirgstration,
employers and citizens;

* to have a tool that proves the awareness of the Town oEoao the
environment. This fact is important to create a dialogue beteigeens
and the Public Body, improving the trust;

* to rationalise activities: the EMS is able to reducestisanks to the
evaluation of indicators and to pay more attention to the use wfahat
resources as well as non-renewable energy sources;

« to monitor the environmental data in order to give the negessar
information for making resolutions in a coordinated and effeatiay. In
this context, the EMS is a strategic tool for the territorial plagnni

The EMS also shows some critical aspects. The most relevant ofghese i
the great effort required of the Public Administration. Thisrefs necessary
for increasing the stakeholders’ awareness (employers, ngtizzonomic
activities of the area) of the added value expressed by the EMS.

In the case of the Town of Giaveno, the EMS allows for thiesatizing
in its objectives and programmes all the necessary act@ansnhancing
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sustainability, as well as involving the economic sectorshisf territory
(above all agriculture and tourism).

Among the EMS objectives for the Town of Giaveno, it is possible
notice:

* the use of renewable sources in real estates;

« new buildings according to environmental criteria for energy effigienc
» the creation of a label of quality for traditional food products;

» the environmental evaluation of the supply chain.

Conclusions

By applying EMS to the Town of Giaveno, some strong points asawell
some critical aspect are noticed. As a public body, someuifés in the
adhesion to a voluntary tool, such as the ISO 14001:2004 Standard (or the
European EMAS Regulation), can be connected to a general complexity
resulting from applying a semi-rigid architecture to tystesm with the, often,
last minute necessities of the citizens.

In fact, there are only 17 municipalities with an EMS certified (Adi
2014) in the Piedmont Region. This represents only the 1,4% of ttde to
(Piedmont Region has 1,206 municipalities). From this point of Veaweno
surely shows a high level of excellence in the management sof it
environmental aspects as well as in the start-up of sewdratives in order
to develop the territory.

As in other mountain areas, it is important to rememberGrateno is
witnessing a high depopulation trend. The last data collected by the
Piedmontese Agricultural Census (Piedmont Region 2014) report a dnep in t
number of farms (form 1,108 in 1982 to 181 in 2010).

Both the farmers and the Town of Giaveno are trying to firdsttution
to this negative trend. Farmers are adopting strategiesddcon business
diversification (organic agriculture, educational farmnis) end the Town of
Giaveno has planned a tourism-orientated plan in which the agradul
production can play an important role for the development of this area.

In our opinion, if the main goal of public bodies can be reached in the
administration of a territory, the EMS can be a vector fer torrect
management of the actions, because it provides a dedicat@ecitoce. The
implementation of the ISO 14001 Standard for the Town of Giaver@msne
the engagement of the community in the decision of the local development.

However, if a wider perspective is adopted, it is hecedsatgke into
account not only the direct and indirect aspects of the Town eEGea but
also to create the networking with other neighbour admitistisa(Beltramo,
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Duglio & Quarta 2011) in order to supply an environmental anddedi
management perspective to contiguous territories. In fact, nikiatives
adopted by the Town of Giaveno are in collaboration with the prinagtats
that are involved in the territory: the University of ifurthe Agency for the
Environmental Protection of the Piedmont Region, the Province oh,Tur
“Turismo Torino” (association for the promotion of tourism in Br@vince
of Turin) and the main trade associations.

In conclusion, in this context the EMS of the Town of Giaveno could
represent the starting point for a more widespread impletiemtof the
environmental management to the all Sangone High Valley.
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Introduction

Over the past two decades, the industrial district of Pratobbas
characterized by large transformation processes that hiaatedf different
socio- economic, cultural and institutional aspects (Dei Cit@#6, 2005 and
2011; Toccafondi, 2010). The mutation of the district system haa be
characterised by the intertwining and tightly binding of endogenous dgmiam
with globalisation processes. In particular, the growing sadlethe
phenomenon of immigration has been shaping substantially the lotekicon
(Dei Ottati, 1996; Toccafondi, 2010), leading to an increasingilfi+athnic
and multicultural territory, with about 36,000 foreign citizensd(aoughly
16,000 of Chinese nationality) residing in the province of Praterdll, they
represent 15% of total residents, with Prato ranking second altadiag
provinces in terms of incidence of the foreign resident populatRRET,
2014).

Overall, these two processes strengthened each other: ondheand,
the profound transformation of the productive structure of the manvifag
industry in Prato, with a loss of centrality of the texildustry in favour of
the tertiary sector; on the other hand, the strong growthetbhic
entrepreneurship capable of exploiting favourable conditions armisafor
its realization within the local production system (Deia®t®?011). Overall,
active firms in the province of Prato at®3December 2012 were little more
than 29,000, with more than 12,000 run by foreign residents, of which 4,830
of Chinese nationality (IRPET, 2014). In addition, two-thirds of tHeses
are concentrated in the apparel industry, with an overall 808tisosector
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leaded the Chinese community. In this context, a large numbeht et
enterprises are characterized by low technological procesggsdfction,
extreme forms of exploitation of workers and high exposure to deedaisks
their health and safety. In addition, there are many evidentzvi#ssness
both in terms of taxation and finance. This situation is typicélapéctories
of “dirt road to development”, as categorised by Mehrotra agdeBi (2002
and 2007). Overall, the strengthening of economic and social rsatbér
irregularity is linked to the increase of inequality and somailflict within a
territory that is traditionally cohesive, with a negativ@aut on the quality of
life of citizens, whether the nationality and ethnicity, in titory of Prato
(Dei Ottati 2005).

In this regard, it is necessary to promote innovative solutofecilitate
upgrading processes from illegality and to promote socio-economic
integration, as a strategic asset to valorise localress in a perspective of
inclusive development.

The stimulation of the firms’ upgrading and compliance with legal
requirements need increasing knowledge of the ethnic andaditits of the
identity of the main foreign populations living in the territory apérating in
different sectors of the district economy (Caloffi et fakthcoming. For
instance, it requires the adoption of tailored methods of commiamcatd
conflict management in order to enable widespread and long-lgstitegns
of dialogue between foreign and indigenous entrepreneurs in therserri
Moreover, it is crucial to diffuse knowledge of the regulategidlation (at
European, national, and regional level) on various topics, among others work
contracts, environmental regulations, hygiene and safety, lahefiing A
possible solution presented in this paper is the application ofegramed and
flexible check-up tool, able to take into account the speaificiral and ethnic
traits of foreign entrepreneurs through non-invasive methods.

Material and methods

In ltaly, different initiatives has been focused on the development
methodologies to promote firms’ upgrading processes. In the lateadl§s
2000s, the proje@.U.0.R.Ewas implemented in the municipality of Naples,
making available civil officers to support entrepreneurs ssugs mainly
related to contracts and taxation. In 2002, the pr@eatnerpromoted the
progressive integration of the Chinese community and the regatlan of
Chinese companies in the provinces of Modena and Reggio Emilia. In
particular, this project fostered the supply of services, imddion, knowledge
and skills that enable to interact directly and construgtivath Chinese
employers and workers in the textile and clothing sectors. Isaiime year, in
the province of Lecce, a research was carried out on data reigoldar and
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irregular employment, leading to the creation of a centréhfocollection of
knowledge on the underground economy and the development of small and
medium enterprises. In 2007, as part of an action-researcletdiajdirms’
upgrading and development in the clothing district in the provifce
Frosinone, a questionnaire was elaborated, in order to obtain from
entrepreneurs general information about the size and volumeobttket, as

well as about their use of specific sources of funding.

Since September 2013, the Strategic Unit on Local Developnient o
ARCO Lab (Action Research for CO-development) at PIN - Usite
Campus of Prato municipality - has been conducting an actioarobse
project with the aim of developing an integrated, flexéoe shared check-
up tool. The objective of this check-up tool is twofold. Firstty,identify
possible non-compliances of production processes with relevant legal
requirements for firms in the industrial district of PreBecondly, to elaborate
tailored and shared upgrading plans, allowing both Italian and ethnic
entrepreneurs to gradually comply with the current legislation.

At a methodological level, our work started from a collectiot @eview
of existing check-up instruments - more or less structured and éotein—
used by associations of entrepreneurs and by civil officetkse territory.
Some of these checklists were elaborated as multi-lingud) beming
therefore already oriented to an application to ethnic preneurs operating
in the district. However, they were limited to specificntfa¢ic areas (e.g.
safety, environment, taxation) without addressing the diffepeablems
within an integrated approach. It should be also underlined th@leom
structure of the Italian legislation and the different procedtwesbtain
authorisations and other legal documents required for an entrepteisean-
up and manage his/her own firm. These procedures are often aec@ding
to the authority responsible for issuing.

The systematic integration of different field legal requieats, often
overlapping although being related to different managemens,aaéas to
support and enable business and production processes to be conducted in
accordance with the law. The integrated approach in the ewalwitlegal
compliance may allow firms to obtain a systemic analysike situation and
allow the entrepreneur to improve internal management preegdand to
streamline policies and business objectives.

In developing this check-up tool as main object of our actsearch,
particular effort has been devoted to dialogue with trade iasi®os,
regulatory bodies and associations representing foreign coniestnifrato,
in order to build on the existing knowledge and best practices ushé in t
district and to take account of different instances. It apdeclear that the
existing evaluation and check-up systems in use by locatiatisns and
professionals, require for repeated visits in the firm by expertsach area.
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A multi-consultative and non integrated approach may not be efefdr
foreign entrepreneurs, which could have to implement severatctive
actions for improvement and compliance, without linking everythingthey
in an integrated vision of business and production processes.

Finally, there has been no limit to adding questions and reggeitsno
the existing checklists for the elaboration of a new and inn@vaheck-up
tool. Our work of merging has provided a rationalization ofrdwgiirements
and their break down into progressive levels of compliance. Fortine, we
proceeded to sort the requirement starting from those tharégdirded, may
cause health and safety hazards for workers and citizems(igplace safety
and environmental management), followed by those requirements whose no
compliance does not involve immediate health and safety risks.

Results and discussion

The action-research project led to the creation of a chpciteol —
henceforth calledASCI tool - for the assessment of compliance with
mandatory requirements of different areas of business mapagem
workplace safety, environmental management, contracts and waigéts,
taxation, food hygiene. The tool was developed using a rationaystedrsatic
approach to individual regulatory areas. In addition, it can be fleajtghjied
to firms regardless their size, typology and sector, relgim@n innovative
integrated logic and focusing on the main issues inspected alydfficial
authorities during control actions. It is crucial the entrepreperceives the
application of the integrated check-up tool as an opportunity,rrthe a
constraint or official inspection.

The ASCI toolconsists of the four following parts, with Table 2 showing
the full index:

e Part 1: General information about the firm;

* Part 2: Areas of business management (mandatory requirements);
« Part 3: Direct observation;

» Part 4: Problems and opportunities.

Part 1 involves the collection of information about the acésitand
history of the entrepreneur and his/her firm, allowing to drgereral picture
of the business organisation and management: company name, headquarte
and production plants, legal representative (and presence of aily fam
members), information on the plants, size of the marketyverm number of
employees, etc.

Part 2 is the technical core of tASCI tool It consists of a total of 147
guestions, divided into 6 sections on the various areas of noaydat
legislation. The number of requirements and questions distributeelcim
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section is shown in Table 1. The degree of compliance wiglg@rement is
checked on three levels: pre-requisite, basic level, interteeldzel. A pre-
requisite is generally represented by an authorization oundamental
document, whose absence totally affect the conformity with the requirements
of the law. Failure to comply with a pre-requisite in the casefficial
inspections by local authorities can entail serious consequancésas high-
cost fines or temporary closure of the business. The bagitsolves the
verification of the correct implementation of operational anshagament
practices, in accordance with the authorizations and the docainegairded
as pre-requisites. The intermediate level is the obmatvidence of the
application of a practice or everything else stated in iaffidocuments as
previously specified at pre-requisite and basic levels. Fdr esguirement
therefore, full compliance emerges only if questions in yevevel are
satisfied, otherwise leading to partial or no compliance.

Table 1. Number of requirements and questions per section

Section No. of requirements No. of questions
Workplace safety 12 35
Environmental management 3 18
Contracts and workers' rights 11 28
Taxation 7 29
Food hygiene 8 24
Training and information 3 13

Source: own research

Table 2. Index of ASCI tool

Part 1 — General information about the firm

Part 2 — Areas of business management (mandatpuyreenents)

1 — Workplace safety

1.1 — Safety risk assessment

1.2 — Supervisor of workplace safety

1.3 — Employees’ representative for safety
1.4 — Medical doctor for workplace safety
1.5 — Records of workplace accidents
1.6 — Conformity of electrical system

1.7 — Grounding system

1.8 — Safety of equipments

1.9 — Individual protection devices

1.10 — Data sheets for chemicals

1.11 — Fire risk

1.12 — Risk of interference

2 — Environmental management
2.1 — Authorisations

2.2 — Waste register

2.3 — Waste management
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3 - Contracts and workers' rights

3.1 — Associates, employees and collaborators
3.2 — Contract categories

3.3 — Hiring and terminations in the last 6 months
3.4 — Work organisation

3.5 — Territorial insurance position

3.6 — Hiring official communication

3.7 — Social security position

3.8 — Wages/salaries management

3.9 — Hiring of employees belonging to vulnerableups
3.10 — Toilets

3.11 — Changing facilities

4 - Taxation

4.1 — Balance sheet

4.2 — Certificate of incorporation (only for corptions)

4.3 -VAT

4.4 — Taxes paid in the last financial cycle

4.5 — Special requirements in case of commerctialies for private consumers
4.6 — Special requirements in case of commercialies for other firms

4.7 — Special requirements in case of commerctalities for foreign markets

5 —Food hygiene (only for food companies)
5.1 -HACCP manual

5.2 — Health authorization

5.3 — Qualification of suppliers

5.4 — Raw materials arrival

5.5 — HACCP plan

5.6 — Cleaning and sanitising

5.7 — Pest control

5.8 — Analytical plan

6 — Training and information
6.1 — Compulsory training
6.2 — Job training

6.3 — Information

Part 3 — Direct observation

Part 4 — Problems and opportunities

Source: own research

The third part consists of a list of requirements on thees@thnical
areas indicated as in the second part to be assessed thnmaaglodisite
observation in the firm's headquarter or factories. For eaghirement, a
subjective evaluation by the auditor of complete, partimcoadequacy will
be awarded as resulting from the observation. The fourthfiaat part
consists of 3 questions to derive information about the main difésuiticed
by local entrepreneurs in the compliance with relevantliga, and about
policy suggestions to support local entrepreneurs in improvirar t

compliance.
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Table 3. Pilot testing using a reduced version of the ASCI chedalp tool

Firm A | B C D E
Sector Fast fashiofi  Fast fashipn  Fast fashion Food  Food
Since 2014 (new 1998 2005 2008 1991
opening)
Entrepreneur's  Chinese Chinese Chinese Chinesge Italian
nationality
Sale / Direct sale /| GDOs + GDOs + Direct sale GDOs +
Production Sub- Exports/ Exports / Exports /
contracting Sub- Sub- Sub-
contracting | contracting contracting
Property/Rent Rent Rent Rent Rent Rent
of building
Market EU, Extra EU, Extra Italy, EU, Local Italy, EU,
EU EU Extra EU Extra EU
Safety risk Not done Done Done Done Done
assessment | yet (new
opening)
Supervisor of Not Nominated | Nominated| Nominateg Nominated
workplace nominated
safety yet
Records of Not filled Filled Filled Filled Filled
workplace present
accidents (new
opening)
Conformity of Done Done Done Done Done
electrical
system
HACCP / / / Present Present
manual

Source: own research

Following the full application of th&SCI toolwith regard to a certain
firm, auditors will highlight the cases of partial or nonpliance with the
legal requirements, and the possible consequences in caseiail off
inspection by local authorities. Together with each entreprese@dditional
phase of analysis and exploration of the assessment resudtsdiscted with
the aim of defining corrective actions, as well as timing eesponsibilities,
to solve those cases of partial or no compliance.

The validation process of this integrated check-up tool istated in
two stages: pilot testing, and complete application. The fonascarried out
in February 2014 by interviewing 5 entrepreneurs operating in thiéetex
clothing and food sector in Prato. At this stage it wagléeldo use a reduced
version of theASCI too) in order test the logical integrated approach and the
organisation into three levels (pre-requisite, basic, internedfar each
requirement. The interview provided a first-hand knowledge of the
entrepreneur and the firm’s history (Part 1). Then, the focuplaasd on the
technical requirements, in particular regarding workpladetysaand food
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hygiene (where applicable), using simple questions regarding thequisite
level. Entrepreneurs were also asked to discuss aboutitfifecencountered
in the application of the legislation and encouraged to propose soggdsti
improvement and facilitation for all firms in the districhd main findings
obtained through the pilot testing are reported in Table 3.

These preliminary results show a substantial compliance vaitkplace
safety and food hygiene requirements in the interviewed fimit, the
exception of the newly opened enterprise, which was still grepahe
documents to comply with its obligations. However, the sampleno$ fs not
to be considered as representative. At this stage, ievesvinad the primary
goal to test and refine the methodological approach of the check-up tools and
to develop a systematised procedure for its complete appli¢ategreater
number of firms in Prato industrial district, which representsiéneond step
for the validation of th&SCI tool

The application of thASCI toolin the territory of Prato will be conducted
by 15 young professionals of different nationalities (ltaliarhin€se,
Pakistani), who has been purposively trained in order to prometeulture
of legality among Italian and ethnic firms, organisations arstcations.
These professional will play the innovative role of “technicadiators”,
eliminating — if necessary - language and cultural barrrd accompanying
entrepreneurs to increase the legal compliance of theimdassiand
production processes. In addition, they will act as bridges betwhait et
entrepreneurs and trade associations, institutions or consulaggesting
also possible sources of funding.

In order to allow for a complete validation of tR&CI too) these
professionals will apply the tool in the period April-August 204 4irms
belonging to the textile-clothing and food sectors and operating in the area of
the province of Prato, regardless of nationality of the entrepren By
applying the tool in at least 35 local firms, this phase aiswsa spreading
the opportunity for entrepreneurs to be supported, if necessary, in dlaporat
gradual and not imposed upgrading plans. The tool will enable these
technicians to obtain a detailed picture of the firm and twige possible
suggestions to overcome minor and major non-compliances, a¥ paitee
consultancy service. In addition, the adoption of a systematisthtegrated
tool allows avoiding numerous and repetitive visits to each biyrdifferent
consultants for each management area, providing entreprewébrshe
assistance of a single professional (or an organized mini-t&arvo
technicians of different nationality) able to verify thdical elements in the
company and to propose effective corrective measures.

The application of th&SCI toolintends to contribute to the diffusion and
fulfilment of shared ethical and productive quality standards alemigotrial
value chains. In addition, by fostering diffused and shared upgrading, pla
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co-development trajectories will be pursued, involving theedffit ethnic
communities characterising the socio-economic context of Prato.

Future research perspectives of this application include thetapjtgr
to develop a specific standard based on different levels of confdoiigth
legal and voluntary requirements, in order to adopt a ceridicalystem for
firms and local value chains. This action will require dedicategstigations
aimed at acquiring strategic information and shared efioitis all local
authorities and stakeholders. A similar voluntary certifarakias the potential
to concretely contribute in promoting the diffused sharing of athand
productive rule within the industrial district, as a cruciaitda for local
development and the increase of wellbeing and quality of life.

Conclusions

This action-research project builds an innovative relatioefivork a
wide local partnership to foster upgrading processes, by rupetialogue
spaces among indigenous and ethnic enterprises, associations
entrepreneurs, local authorities, research centres and unesrsitid civil
society. This partnership enables the new professionals ar&Detoolto
be regarded as key resources for local development seéategged on firms
upgrading and legal compliance with mandatory requirements. Quall
will be able to bridge and foster dialogue between actors and uoitigs
characterised by different — but often complementary — attitegpsriences,
cultures, and skills.

The application of the innovativ&SCI too) being unique at the national
level in Italy, opens relevant opportunities and perspectivehéoindustrial
district of Prato, within a development approach based on social amoieic
integration (Mehrotra and Biggeri 2007). By building on the multizaltand
multi-ethnic characteristics and potentialities of the tnyijtit would be
possible to boost the image of Prato in Italy and in the world aslastrial
district based on quality, ethics and human dignity.

of

Nonetheless, the experimentation of this integrated check-up tool by

newly trained technical mediators may represent a valuablerience that
can be adapted to other areas with a similar incidence of cethni
entrepreneurship.
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Introduction

The ongoing globalization process, international trade, the evolution of
advanced communication and marketing methods significantly asaisexl
customer requirement for service and product quality can bena@usover
the last century. This factor stimulates a harsh competitimoughout
different markets. Companies are faced with the problem hawaiatain
customer’s loyalty and gain new customers. Product quality has bebem
area of main interest; this led to development of managiogegdures. It
covers ethical business conduct, the reasonable productioy pslwell as
providing high quality products. The first complete set of orgaioizal
practices, TQM (Total Quality Managements), developed iardapthe mid-

20" century as an effect of works of The Union of Japanesentistis and
Engineers Committee. Despite of innovative ideas raised byAmerican
members of the committee the whole conception didn’t gain muatesie

the United States. This new approach to the quality policy has tievihed

the market. Eventually, the TQM concepts have been sucdegssful
implemented in the United States (SzcZefra K., 2010). Nowadays, the
understanding of TQM ideas concentrates on flexibility andpetitiveness

of the whole company by means of constant effectiveness improvement. This
process challenges every employee, no matter his or her pasititre
company. It serves more as a philosophy than instruction, based omaight
principles: customer focus, leadership, people involvement, rapgsoach,
system approach to management, continual improvement, factual apjfaroach
decision making, mutually beneficial supplier relationship (Sikoy2d10).

Among various quality management tools and techniques it seems the
ISO 90000 gained the biggest popularity and common recognition. Thi$ mode
of quality procedures can be easily adapted and tailored todbiicpeeds

43



of each company. Completing all ISO requirements results imdapendent
certificate. Indisputably it has significant positive influenme company
image in the consciousness of customers and business partrezra.railion
organizations worldwide are independently certified, making tiae 9800
one of the most widely used management tools. However, is this cedificati
really that crucial and indispensable? Can customerdheriptoduct’s quality
even if itis lacking the ISO symbol? Could the same aintheged by using
local quality management system tailored to particular etacknditions?
This seems to be an interesting and topical question espeacitily context
of criticism of the system. The following article delineategdain aspect of
this issue, calling for a wider discussion.

General characteristic of Gino Rossi S.A. company

Our case study is Gino Rossi S.A. which has been operating on igte Pol
market continuously since 1992. The company specializes in designing
manufacturing and distributing footwear and leather goods. Itlchme
mentioned that the early nineties of the twentieth centusyaveumultuous
period of political and economic transformation in Poland that ethpbieate
businesses activity and also begun process of creating capaksimer and
entrepreneurial behavior. Originally Gino Rossi focused its ptafuon
men’s line, but since then has gradually expanded its rangeoddfiqis to
cover also women'’s and kids’ lines, leather handbags and Isalts)las shoe
accessories. The key achievement of recent years caonsidered the
creation of the Gino Rossi Capital Group. The group’s portfolio ahds
includes leading brands from the Polish fashion market. In itheélerof 2006
the Gino Rossi Capital Group appeared on the Warsaw Stockrifyechath
successful stock quotes till present. Moreover, significgmt af continuous
development may be the expansion on foreign markets. Currenthgtiherk
of brand stores in Germany, Czech Republic, Russia, Ukraine, Hungary,
Lithuania, Latvia and Georgia comprises over 30 stores. The cgmpa
consistently implements development strategy based on buildimg ¢trand
and a wide network of brand stores providing a strong antegtabition in
the segment of branded footwear.

Gino Rossi is categorized as a strong, well-known brand, considered
luxurious. Its shoes are perceived as a high-quality handcraiitgsaldouch
of modernity to traditional shoe-making. From the assumption thejet
customers are consumers who are willing to accept higher thaveéhage
footwear price, preferring sophisticated elegance and pre$tigy describe
the nature of their products as a fresh take on the classiues.Ressi offer
wide range of mostly formal footwear, made entirely of leatbeeated by
Polish and Iltalian designers in accordance with global trends
(http://www.gino-rossi.com/).
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Men's and women's footwear in majority are produced in arfgacto
located in the northern Poland. With reference to production, the
manufacturing process is a highly desirable combination of wadlticraft
and machine serial production. It is possible mostly thanks tbyhigialified
staff, involved in cobbler craft for many years. It should be said that from the
very beginning a part of employees, who significantly enricheddahegany
with great knowledge passed from falling shoe factory thappres during
the Communism. The Gino Rossi factory is well equipped, thusiegsugh
quality of products as well as comfort and safety of workers. Nhoder
technologies are in contact with a traditional craft cobbler.

Crucial for this article is the fact that Gino Rossi managg@rdecided to
implemented TQM according to ISO 9001 in 2007. The decision was a result
of natural need for continuous development, standards evaluation and quality
control system enhancement. The rejection of the ISO standarsls wa
attributable to a number of factors, the most significanwtith are: great
load of paperwork, high costs of initial phase, failure to adagietchanging
needs of industry and structural rearrangement which might héivericed
labor relations detrimentally. Seeking certification has b&canmecessary
and laborious, especially in comparison with the effectiveépreviously
existing system. Procedures were recognized as sufficientigtigef or even
advantageous compared to the proposed standard. The internal cpratioy
system, which has been worked out and constantly updated during the
company’s existence, covers every single stage in the prodyatocess,
starting from design, through actual production, up to customeicserv
Nevertheless, it was a valuable experience that resultadbioad look at
quality issue and suggesting more effective problem solving.

Internal quality management system at each stage of prodtion

The most transparent way to describe individual quality syste&ino
Rossi would be a separate approach to the different stagesdaiction. All
stages and the related work processes take place in a piagte thus
facilitating quality control of every single process, theetifzeness of which
shall build highest quality of the final product and customer satisfaction.

Design and constructing process

The preliminary manufacturing processes that include desigaridg
constructing are crucial from the perspective of the quailitiye final product.
The design process has a decisive impact on the attractsvehine footwear
and its reception by customers. In addition, to some extent, inrtgedam,
the projects form the main features of the brand giviragvery individual
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character and recognizable style. This process cannot [eetstd control
activities because of its nature. Each designer is negge for the individual
lines constituting a comprehensive collection. The design pracassly
starts with two seasonal advance giving a lot of timegbdach pair of shoes.
Designers usually work in fixed pairs with constructors whatereusing
computer program, detailed drawings of the shoe cutting and seléatials
and specific suppliers. Decisions are taken based on the craatkd
continuously updated database containing the characteristics dfehdya
used materials from cooperating suppliers. At any time constsuate able
to take advantages from old models and already developed desigonsolut
In order to guarantee the highest quality of this process tamins
communication and the sharing of experience and knowledge are ngcessar
A special test involves only shoes made from new and yet unprcateniafs
or having a new technological solutions. In this case, the productio
department assembles shoes with materials previously ordesadid@tes
nominated for the test are selected from a database obwses| which
provides basic information on feet size, body weight and type . Warwe
majority of new models is tested by its constructors, dueeio khowledge
about the possible critical points. In the other case, thandeperson is
informed about kind of test and particular elements that shoulddpecs of
special attention. At the end of each test, information is gadtend analyzed.
Special attention is paid to the comments provided by the techsiodtugiut
character of materials and the results of any leatlsinge In case of a
negative outcome, corrective and preventive actionslega t&uch procedure
allows for early elimination of any defects in design or chosaterials.
Consequently it helps to reduce costs. During final meeting wiesifis line

is approved the management creates a look of entire seasbieation.
Decisions are based on anticipated trends in fashion, keepimindhthe
distinctive brand character. This is a key process toubeess of the entire
collection (Gino Rossi internal materials).

Ordering and leather testing process

In Gino Rossi all materials needed by production are orderedadtogy
has been cooperating with the same suppliers. It allowsgece certain
guality as well as to negotiate relatively bargain puseharice. Leathers are
usually imported from Italian tanneries, but some materialsecalso from
the local tanners. Differently are shaped orders for eriaterials and soles
as well as auxiliary materials and packaging. They comeliyrfosm Polish
manufacturers. Due to the costs optimization and reliableomrthips with
suppliers’ hooves, punching, soles and heels, insoles and otheiataater
not subject to quality control. Quality control applies only tiHer because
this material is characterized by a very low reproducjbdit quality due to
its natural origin.
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The quality of leather used in the shoes manufacture ddfieelsasic
parameters of footwear therefore it has a significant itrgrathe final quality
of the product. Tanning products are characterized by a highgbialevel
of quality, and the differences can be seen by every consumeteather
market and tannery services suppliers consists of a relatively nunsenatls
manufacturers, but it should be noted that usually theseoarpamies with
narrow specializations in terms offered product. Gino Rossi sgfiteaily
expands contacts with new potential service providers at the same
deepening relationships with existing partners.

In Gino Rossi quality control encompasses 100% of leather supply.
Control department begins with verification of quantity, type androofio
leather. In case of color differences controller is obligefihtsh the leather
properly and compare with the model. Usually in the case of éiffes in
quantity or color delivery should be accepted. Otherwise the dentisl
obliged to inform the production manager about complaint the goods. Due to
provide continuity of production returning the goods shall be avoidethdfur
supply control involves checking each skin separately, in ¢todestimate the
class. Generally the structure of classes indicates 60% to 65%hafrldam
the first class (highest quality), 30% to 25% of the second alag about 10%
of the third class. In manufacture process lower classes alatare not in
use. In the next stage controller evaluates leather gripofitsess, thickness
and overall appearance. Special attention is paid to defecks as pits,
careless imposition of dyes, uneven color, visible yoke, floatiog, fcareless
carving, flaking finishes and leather linings. Some defectg disqualify
parts of raw materials. In the case when the leathercepsed it should be
passed to the production section according to the order plan. Ircpragino
Rossi accepts barely visible yoke or floating face. Emploge=able to cover
up these defects.

Common practice in Gino Rossi factory is subjecting leathers
specialized laboratory tests including finish coat stgbiktudies on
flexometer in accordance with applicable requirements of thishPo
standards. Additionally Quality Control Department designed eiapest
regard to coating of grain leather, in particular lacquered osed in fall-
winter collection. The difference is in the placement of dterter in
conditions of controlled, constant temperature below zero. The puptise
test is to predict the leather behavior when used in winter conditions.

Control of manufacturing processes

In Gino Rossi the most extensive is control, which covers matowifag
processes. This involves the care of manufacturing quality. ltéheuhoted
that the shoes production process, despite of mechanizaticedtilte a lot
of manual workload. This forces a specific approach to quality. @i tfact
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that during production the biggest number of defects may occur, the
monitoring and control procedures are divided into four phasesatapel
control, control of special processes of intermediate- and finalotontr

The purpose of conducting operational control is early detectionasgerr
and their elimination. It allows minimizing losses arising frarors.
Furthermore, the control system provides specific informatidmictwis
required in analysis and modernization of the processes. Tim@ aontrol
time covers all phases of the production process. The respdawnsibili
operation control lies on adequate foreman, masters and managers. It
supervised by a production manager. Actions taken within theatomeal
control do not have character of the procedure but they relgamary and
precision. Employees have a sense of responsibility arising tteep
understanding of pro-quality assumptions and freedom to take oogrect
action. However, they are required to report serious eands unsolved
problems to senior employees. Manufacturing control covers$ottosving
processes: preparation of qualitative and quantitative rawheleain
accordance with the submitted demand, cutting of leather, usingutigdra
cutters and plotters, trademarks application and thinning edgefingtap
elements, leather relieving in a special room at contrdtlechidity and
temperature, pulling the uppers on the hoof and sole assemblyroaess.
The managers of cutting and sewing process are requiredate eanonthly
reports on total quantity exchanged defective tiles for eadingufThe
controller confirms the compliance of the goods inspected by his/her
signature.

The only one special process subjected to daily inspection &itive
Rossi factory is the durability of the bonding between the uppesole. The
measurement is made daily on one pair of shoes randomly takettydiem
the assembly line. Measurements are made after 24 hours@gitging the
soles on a tensile tester. The test results are documentedrapdred with
the specification.

The main principle of internal control applies to an "internalarast™.
According to it, as the controller is considered an employee parfgmext
in the process of technological operations. The responsibéigywith each
employee at his/her workplace. Internal control allows éastrs finding,
playing a vital role in quality assessment. If the product ca¢aneet the
requirements the worker is obliged to separate it from th&ooming
products.

The final control is carried out at the Assembly Departmeiot po
packaging. The control is conducted on 100% of production and
responsibilities for that lies only on one controller. In the cals@&on-
compliant product (according to list of defects classiftagti controller
removes a pair of shoes from the assembly line. Defecheessafter
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recording the type of defect is passed for repair. In this praguction is not
hindered. After each work day the controller should consult with the Directo
of Production and together shall try to take preventive act@ultless
footwear is appropriate paired and packed (Gino Rossi internal materials)

Defective product handling

The manufacturing process control in Gino Rossi company is well
considered and includes any area. Clearly defined rules anthogstgs of
communication and responsibility ensure employees comfort. Entiteoto
process relies heavily on trust in employees’ skills and eqpes. In Gino
Rossi, in order to minimize losses, there are also spedés for handling
defective products at each manufacturing stage. Firstly,oegd evaluate
whether the defect can be remedied or not, referring to intémea groups
defects classification. Next defective pair of shoes is pags¢he person
responsible for the repairs, who notes the repair and used dopuipose
materials. Replaced items are stored for the weekly dtispeof defective
components by Production Manager. If the employee notices a sefiaettyf
components is obliged to inform Production Manager, who makes immediate
decisions on whether to stop production in order to eliminaseso8lanagers
are also required to analyze the causes and places ofsdéfiepurpose to
facilitate the decision-making process classification oéctsfwas created.
According to it Gino Rossi indicated the three groups of defétis.first
group included the errors slightly lowering the value of footw@apair of
shoes is repaired, and then directed for sale. Footwear, vghichded with
defects from the second group, also undergoes a repair but iisudiestrby
Factory Outlet at a reduced price. The third group of defemgpletely
eliminates shoes from sale. In this case, repair or retouichpizssible or
unprofitable. The majority of defects are likely to be reddiand eliminated
in previous material inspections (Gino Rossi internal materials).

Ways of communication

Regarding to model of communication in Gino Rossi, there are no
internal documents. Employees worked out their own communication ways
for example special marking understandable for everyone. The dfack
extensive paperwork is considered as an advantage. Morgadvelps to
maintain informal labor relations. However, sometimes it cause
misunderstandings and problems in determine liability.

The internal Gino Rossi quality system involves every empldgee
provide continuous monitoring at every stage of production. Thereby,
preventive and corrective actions are taken quickly and effigieldea of
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monitoring the processes resembles basic assumption of kéditesophy.

Furthermore, the issues of process improvement are discussedegular

board meeting, regarding the departments’ statistics. Some comnslieie
temporary; others look more like as long-term plans. Managerheuldsset
the future quality goals. In such a way Gino Rossi reatireassumption of
continuous improvement.

Survey results

The primary goal of quality management systems is to askate t
customer requirements are determined and met by enhancing customer
satisfaction. Thus to evaluate the effectiveness ofGim® Rossi quality
system the research was carried out on how consumers perceivedaheir b
The main interest was to establish correlation between xpections,
quality, price and customer service design, assessed by usifigetipeint
scale (East R., Wright M., Vanhuele M., 2011)

The chosen form of research was anonymous questionnaire containing
13 questions. By the end of the survey period, data had been coffected
100 individuals, 76 of whom were females and 24 males. Only twgragps
were identified (18 — 35 and over 35 years); 86% of respondenésunzan
dwellers.

89 respondents were Gino Rossi clients. The brand was defilsssl
popular among younger respondents. About the half of younger respondents
didn’t follow Gino Rossi offer, thought they mostly prefer |eatfootwear.

As a reason a high price was pointed out but also failure to meesthetae
requirements. Respondents below 35 years of age negativéatedashoe
color, design and the adequacy of the global trends. However, tliey st
considered Gino Rossi shoes as high quality and luxury, declaringjdntéo
return to the brand.

Answers gave by group over 35 age showed bigger popularity of brand.
The majority of those who declare buying Gino Rossi shoes alsotednat
follow the offer, which may suggest that they belonged to regulstomers.

Most respondents appreciated quality, careful finish and comfortraCp

the first age group none of the respondents over 35 expreggaive®pinion

on aesthetic value. They also perceived Gino Rossi footwear as luxurious but
interestingly, there were no significant differences in the ratigsiogé. Over

50% surveyed mentioned as a drawback high price and also lackraf br
stores in their neighborhood\Nevertheless, majority was willing to
recommend the brand to other customers.

Last section of the questionnaire required respondents to give
information on not choosing Gino Rossi footwear. Figure 1 progidesnary
statistic.
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Figure 1. Response structure for not choosing Gino Rossi footwear
Source: own research

It is seen in this figure that the most frequently mentigradon was too
high price. Additionally younger group confirmed dissatisfaction wlid t
offered designs. Relatively large group of customer expressed alsblanpr
with location of brand stores. Worth to point is that only a smathber of
respondents indicated: bad quality and bad complaint experi€hisemay
suggest significant positive perception of these factors.

No greater difference between male and female answershsasved.
Interestingly, women more appreciated convenience of use whenavem g
higher rate to workmanship.

In summary, these results show that quality of Gino Rossi famtwe
gained high rate within every age group. Undeniably strong inegaictor
was price. Overall results suggest also that footweatsnie aesthetically
requirements of more mature customers. To a certain exfésttfie brands
appearance created by designers.

Conclusions

Gino Rossi’s quality control has been worked out and constantly updated
during the company's existence and finally forms a coherentitygual
management system. This very individual system is based on cudide
staff qualification and experience. Research on customesfasditbn has
proved the positive reception of Gino Rossi brand. The resultsrrootiife
effectiveness of individual quality management system. Theretbe ISO
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certification proved to be unnecessary and replaceable akpetor
companies with strong brand. Furthermore, the Gino Rossi caseegkveal
weaknesses of the ISO 9000 management system. This suggésisitieg
conclusions:

Implementation of the ISO 9000 management systems is unnecessary
achieve planned goals.

A self-developed quality management system allows achievigly hi
product quality and building strong brand image.

Undeniable drawbacks of ISO 9000 are:
— risks and uncertainty of not knowing if there are direct relationgbips
— improved quality, and what kind and how many resources will be needed,
— great load of paperwork,
— efforts and time required to adjust the ISO 9000 to certaipaoynprofile
— and the constantly changing market conditions
— high cost of initial phase.
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Introduction

Fruits and vegetables are an important component of a headthiziim
time to time, problems with the health quality of fruits &adetables appears
in the foreign press, such as Polish raspberries in Denf8ariger 2005) or
imported in 1996 to the United States and Canada, raspberrieSfraemala
contaminated with Cycolospora (Buzby http://www.ers.usda.gov.pl). In
Europe, the so called “cucumber scandal” and later also tomatorychied
germ scandals were widely publicized. As a result of bean tspri@ation
with a dangerous strain of E. coli EHEC, more than 30 peagde Broducers
had lost millions of dollars because some consumers iniayartperiod of
time stopped buying specific vegetables, because of the fearenf th
contamination (Leonowicz 2011). Detection of the source of infecicd
restoration of consumer’s confidence in fresh vegetables, bezameial
goal. These incidents, besides of a significant decreasenrardi for a
particular product or group of products, caused the increasensumer’s
awareness of the risks induced by contaminated food products. sifter
incidents, contaminated products are removed from the marketesaf
problems are examined and corrective actions are taken tonpreve
reoccurrence of the irregularities. In such situations it besamportant to
recreate the way back through distribution, processing and production of
contaminated products. The implementation of a the traceadyitgm in the
distribution chain serves as irregularities explanation tool. Irficthe sector,
this system exists in the EU from 1 January 2005.

The aim of the study was to present the traceability enatt food
production. Taking fruit and vegetable sectors as an exampledistative
requirements for horticultural farms related to ensure rtheeability were
indicated, and the model of traceability system in the production of fndts a
vegetables was developed.
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The concept and importance of the traceability in food
production.

In the terminology standard PN- EN ISO 9000:2006 defines tradgabili
as the ability to identify and trace the history, applicatioocation of the
subject of consideration (paragraph 3.5.4). If a product is coedider
traceability can relate to the origin of materials andspahe history of
manufacturing, distribution and location of the product after delivery.

The traceability is a response to the spread of food poisoniogsaitre
European Union that is related to the lack of a comprehensive approa
concerned food safetgihiechowska 2013). The ability to trace the history of
food at all stages of production and distribution enables to ensutesdidety
(Dzwolak 2008). Based on the data, collected by manufactunersoad
operators, it is possible to identify the source of food séf@rards. Applying
principles of traceability allows to reach customers of dangerous giradd
warn them about the threat. Traceability, including the usieegbrinciples of
GHP, GMP and HACCP systems, is an important element ofy#ters to
ensure food safety. It allows identification of processes atidtees in the
food chain, and thus, recognition of the source of food safety hazard and
removal of foods from the market, that present a danger fohehkh of
consumers. This way the spread of food-related risks canelerped. The
ability to identify the origin of food products increases conswuoafidence
about the quality and safety of purchased food (Kher et al. 200@). T
traceability system should work in a manner that allows the parttabaime
food chain to identify at least this entrepreneur, from whiehfobod comes
from and that to which it is provided, in accordance with the jmlercone
step back - one step forwartlentification chain, created in this way, will
provide the access to the source of the threat (Korzyckadw, 2007).
Traceability is therefore protecting both the consumer anddamtlicer. The
information obtained through the functioning of the traceabijisgesm can be
helpful for consumers in order to ensure the quality and safefpoofs
available on the market. It may also have a positive influentieecimage of
food producers and operators who apply the principles of traceability.

Legal conditions to ensure the traceability of food

The obligation of traceability (ability to trace) in the food settdased
on the Article 18 of Regulation (EC) European Parliament @odncil
Regulation No 178/2002ying down the general principles and requirements
of food law, establishing the European Food Safety Authority and laying down
procedures in matters of food safdtythere, the most important document
of the food law, organizations from the sphere of agribusinesgquired to
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control the movement of raw materials, semi-finished produmctgay added
substances, or the ones intended to be added to food at all $jagekiotion,
starting from primary production through its storage, processangtort and
distribution, to be able to determine the origin of the lot of prtsdaied their
ingredients. Introducing the possibility of tracing back the wagnfthe end
product to the origin of the raw materials, results from thagmy assumption

of food law, which is to ensure a high level of protectiomuian life and
health and also to protect the interests of consumers @a8icpoint 1). In
accordance with the Art. 17, paragraphs 2 and 3 of the tegyl@ntities
operating in the food and feed market, in order to identify the persuitljy

the food or substance added to food, should create a system and adequate
identification procedures and information obtained this way shda
transmitted to the competent authorities. In order to faelits¢ monitoring,
food introduced to the UE market should be properly labeled ankkedhar
(Article 18 paragraph 4). To support the regulation, it wasdtdtat the
establishment of a comprehensive system for monitoring the nemtesh

food is necessary, for the smooth withdrawal of products frormdr&et, in
case occurring food safety problems and allows to give an adequa
information to consumers or persons responsible for the control of food
(paragraph 28).

Requirements of the traceability system according to ISO ZID5

Bearing in mind the requirements of food law, in December 2007,
International Organization for Standardization (ISO) has devel@ret
released the standard concerning the traceability: BS EN ISO 22005:
Traceability in the feed and food chain. General principles and basic
requirements for the design and implementation of the system.
Implementation of this standard in organizations belonging to the food sector
is voluntary. The standard is helpful in the design, implementatiah
maintenance of the traceability system in organizations irr@aesoe with the
requirements deriving from Article 18 of Regulation (EC) HI78/2002.
According to the recommendations of standards, traceabilitgrayshould be
verifiable, and each element of the system should be consistitnthe
objectives, should be result-oriented, economically acceptableemucally
feasible, take into account different requirements (in pdatickegal and
regulatory requirements arising from customers' specificgfibass accurate
as is required. The criteria that should be taken into accdwen designing a
traceability system: the aim of the system, the requinsnesults from the
law and policies, products and/or components related to the ainise of t
traceability system, place of the organizatianthe food chain, route of
materials in the food chain, requirements for obtaining, stodand
transferring information, documentation required to achieve ithe af the
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system in the organization and coordination of the links in the famd @tith
other organizations and other elements of the project. Theipagjan should
define the scope of responsibility of management, provide adagsaterces
and establish and implement the traceability plan. It shodidedéhe key
indicators of functioning of the system and carried out inteandits in
accordance with the plan to assess the effectiveness of the .dykisover,

it should periodically review the traceability system. Awportant element of
the system is the use of properly selected identifications taold the
knowledge to use the gathered information in order to make right decisions

Specificity of the production and factors affecting the sadty of
fruit and vegetables

The production of fruit and vegetables is characterized by d&uof
specific characteristics that affect the quality of the prtedand ensure the
quality and safety of the production process. These are:

» Significant impact on the yielénd quality has a course of weather
conditions during the growing season.

» Production is carried out in many farms, often for not very large-scale by
producers with various stage of preparation, knowledge and experience
For this reason, the quality of products from different farmsesari
significantly.

* Production is characterized by high intensity and require theoithe
large amount of means of production (material and labor).

* The production uses a variety of cultivation technologies, manhg,
methods of harvesting and post-harvesting activities.

» Plants are susceptible to infection, that requires the ydamtfprotection
to achieve the expected yields. Based on the results of miongitihe
usage of plant protection products in Poland, it can be statedribaga
fruit crops, the most intense protection is used on apple and cherry
orchards and strawberry plantations. An average consumption o activ
substances in apple orchards is 9.28 kg/ha, in cherry orchards is 6.02
kg/ha, in strawberry plantations is 6.59 kg/ha and in currantgtians
and plum orchards 4.37 and 4, 00 kg/ha respectively (Surawska and
Kotodziejczyk 2006). Analyses show that the use of the activeasdest
in fruit crops is correlated with the level of harvessy, the use of
pesticides, especially in apple orchards and currant plantatiss ha
significant effect on yield-forming (Czernyszewicz 2008). Withou
protection there is a significant reduction in commercial qualityaw
materials and crop losses that excess 80%, for examphe inase of
carrots.
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¢ In production and marketing there is a large number of species and
varieties.

* Fresh fruits and vegetables are quite perishable. Tieegusceptible to
mechanical damage, spoil quickly, the duration of storage depenis on t
species, growing conditions, time and conditions of harvesthaogest
treatment and conditions during transport and storage.

e Fruits and vegetables are an important raw material for famod
agricultural processing industry. The quality of products manufedtoy
the agro-food industry is closely related to the quality of maaterials.
Basically, it is not possible to produce high quality and safetHer
consumer’s health products from raw materials that are boalbgi
contaminated, have pesticide residues, toxic metals or arecalhysi
contaminated. Mutual relevance of these food chain links shenshare
of the industry in the management of harvested fruits and vegetdlie
available data show that more than 38% of the harvest cég#1% of
pears, 80% of cherries and raspberries, and over 90% of coloradtc
is intended for industry (Study orchards GUS). The share of [@iages
industry in the management of field vegetables ranges from 33%0 36
(Fruit and vegetables market, 2010).

Mentioned features of fresh fruits and vegetables and pheduction
have a significant impact on the parameters of commercadityjand safety
for consumers' health. Threat to product safety results from contamination by
factors that could cause unfavorable health effects. Contaannati the
products in the farm may occur during the process of cultivationgtang,
transportation, storage, preparation for sale or packaging, arresult of
environmental pollution (Lozowick 2009). The factor, which causesigtk
of contamination can be classified as: biological, chemicalsipaly and
other. Biological agents that may cause a health risk dasfamd vegetables
are pathogenic microorganisms (viruses, bacteria, fungi}oains produced
by them (e.g., patulin), as well as eggs and larvae of insects, i@iemical
threats in food may occur as a result of improper conductiogroftachnical
procedures in the plantations, improper use of fertilizergpband protection
products, deliberate use of illegal pesticides or fertilizexscidental
contamination of the means of production or products due to contamination,
failure or environmental disasters. Physical factors, thgt caase a safety
threat for fruits and vegetables, are: foreign bodies egteaw materials (eg,
stones, earth, sticks), derived from raw materials (edpséesks), getting out
of the packaging (eg splinters of wood and plastic), during manufagtu
cycle process (eg glass), and as a result of negligeinstaff (eg, hair,
buttons), and non-compliance with GHP and GMP. Providing the proper
conditions during the entire production process, including appropriate
temperature, humidity, and atmospheric composition, hygiene duringestorag
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transport and processing, allows you to get the right microbgabguality
and safe for the health of consumers products (Czernyszewicz 2012).

Legal requirements concerning horticultural farms related with
safety assurance and traceability of the products

In 2001 a statutory duty was introduced, to monitor the crop by fmgpar
records of treatments protection products at the stage ofrgrpgmaduction
by farmers (Law of 16 February 2001 amending the Act on the protextion
crops Coll. Laws No. 22, item_ 248). Currently the farm should dolle
information on the crop species and varieties, used fertilizatimh plant
protection products. In accordance with the Art. 67 paragraph 1 of the
European Parliament and Council Regulation (WE) No 1107/2009 and the law
on plant protection products Directive of 8 March 2013, information&ihe
usage of plant protection products includes: the type of the its surface,
time of the treatments, name of applied pesticides, their dpgegsurface on
which procedure was performed, the method of implementing the
requirements of integrated pest management by indicating the reasdes for t
measure. This data cover the period from the end of the prewiousst of
crops until the harvest of monitored cultivation. The informateates to the
data about the use of plant protection products in the diimfieterbicidal
procedures, seed treatment, chemical protection treatmemisagiseases
and pests, and others performed during the growing season. Doclimnenta
concerning the use of plant protection should be kept for a peritides
years. According to thiEaw on plant protection, Main Inspectorate of Plant
Health and Seed InspectigRIORIN) supervise trading and use of plant
protection products. On behalf of thehief Inspector of PIORIN in
collaboration withvoivodeship Inspectorates of PIORidgntrol on pesticide
residues is also conducted.

The use of fertilizers is also supervised by state autb®riti accordance
with the Art. 32 of the Act onfertilizers and fertilization)Jnspectorate for
Environmental Protectiomonitors compliance with the regulations that
concern the use and storage of fertilizers. The Act indidaaesnly fertilizers
and plant conditioners, that are allowed of trading on the lodisist. 3
paragraphs 1 and 2, Art. 5 or Regulation No 2003/2003 and in a manner which
does not endanger human or animal health or the environment (ArTigle
should be used. Documentation of the origin of the fertilizer shoulepie k
for two years (Article 40). One of the conditions of the proper setargg and
the use of fertilizers is their proper labeling. According® Article 9 of the
mentioned Act, information that allows identification of thdilieer should
be placed on the packaging or label attached to every fertitiaers placed
on the market. Those include: the type of the fertilizer, aladait the declared
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nutrient content, data on the form or the solubility of nutrientsilizer’s
trade name (if it has been given), name and surname and pleesdaince
and address or name and registered office and addressnadutindéacturer of

the fertilizer that is produced in Poland, and the importer -fddilizer
imported from other countries, information about the net weight of the
fertilizer, shelf life and instructions for usage and storage ofifentil

Unpublished preliminary study conducted by Kwiatkowska, under the
guidance of the author, shows that the documentation on the ustliaéfer
and plant protection products leads almost 90% of growers. Mtest, o
growers note the date of application plant protection productéeailtzers
(89%), the dose and the amounts of pesticides and fertilizers (82&odlso
the place and the area of application of pesticides and Zersili(80%),
significantly less likely they record the reasons for thegr (49%).

Ensuring the traceability in the production of fruit and vegetables

The ability to trace the movement of the means of production thiedugh
stages of the production of fruit and vegetables is illustrated lyd-ig

SUPPLIERS OF MEASURES PRODUCTION

OF PRODUCTION PROCESS
Soil (field history) Establishment
Seeds and planting material of plantation p
Organic and mineral fertilizers |:> Cultivation treatments/ —N\ roduct
Plant protection products tillage (fruits
(pesticide) Nurturing '
Other materials Crop collection/ \{_ vegetables)
Machines and equipment harvesting
Employees After harvesting period

on the farm

Figure 1. General model of traceability that allows tracing of prodiction
materials and the history of fruit and vegetable production

Source: own description

The model takes into account the whole process of fruit andaldge
production, starting from the establishment of the plantation, thrilleye
and nurturing, harvesting crops and post-harvesting stage, whiciuescl
transport crops from the field to the farm, the initial coolinghef products
and their storage at the farm until sale. To ensure bditgeaf products, it is
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important to collect information not only about how to perform procedures in
the process, but also about used means of production, including labor. |
practice there are cases of using unauthorized fertilinerplant protection
products, buying starting material (seeds, cuttings) contardingth virus,
inefficient use of sprayers, contaminated equipment, etc. Aleated
information could be useful for growty prove to the competent supervisory
authorities, applying principles of good agricultural practice emubistent

with the law, if necessary, to come to the source of the problem.

plant and water

cultivation treatment
performed in the
production process that
may affect the risk of
product safet

\

v

Supply of Production Fruits and After
production - stage N vegetables NN harvesting
factors stage |« M harvesting stage (¢ stage
v v Il v
[ Records of [J The plan of the farm [ Records of workers, [|[] Records of
acquired, sold, contained number of employed during produced,
stored or shipped plots in accordance with| harvesting together purchased,
plants, plant land records, the with information sold, stored or
products or location of individual about fruit and shipped plants,
materials crops, places of vegetable batches plant products
(including production and storage harvested by them. or materials
fert|:|_z%rs andd of plar:ts_, pl)lant productg| -, Records of used ' Records of
ptehs ict hes, an | or mateniass. packaging during the performed
gn de:.';tg?;f: S || Records of treatments harvest post-harvest
needed in the perfqrmed using [1 Records of activities treatment
ducti pesticides including related to the including
production plants, plant products o : . information on
process) that A harvesting of fruits
materials, surfaces on the temperaturg
allows to - and vegetables that
; . which treatments were : and other
establish their . may affect the risk of -
rioin performed, deadlines fqr their safety conditions of
origin. completion of treatment, ' crops storing ,
[l Results of the name and dose of used chemicals
analysis of soil, applied pesticides. and other

materials that

df [J Records of used mineral ffect th
;fg dug:on and organic fertilizers. ?e?&ﬁtyerﬁsk (?f
purposes. [ Records of other crops.

Documentation of a farm for traceability systempmses
(paper and/or barcode and/or information systems)

Figure 2 Model of the traceability in the primary production, taking
into account the production process, the type of information
collected and created documents in the horticultural farm

Source: own description
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The model, shown in Figure 2, takes into account the type and scope of
data at all stages of production, that are taking place indteulture farm,
and created documentation.

Collected data may be present in the form of paper documents or, in a
properly designed for this purpose, information systems or barcddes. |
important to define key indicators (data) for the efficifemtctioning of the
traceability system and the information resulting from llegaulations,
because these are mandatory. In planning of appropriate indicators,
determination of a farm place in particular food chain andcést®d with it
requirements of interested parties from surrounding, might be hel}dta
records that are suggested in the model, take into accounteghé
requirements and other data, helpful in controlling the originnaoaement
of raw materials, semi-finished products that are used on theifathe
technological process and in tracing the history of the ptmfuof the
products, their distribution and location in a horticulturahfaintended
traceability system should be characterized by the lowess,ctismt are
necessary to ensure the proper functioning of the system. TheoVamer
should periodically review the system, especially in theasdn of the
regulatory changes and directions for disposal of products. Tierget
information can, and should be used to make decisions in the cfament
management and production planning in subsequent production periods.

Conclusion

Fruits and vegetables, due to the nature of production, are exposed to
various forms of pollution, which can cause a threat to thigtysa\s a result
from time to time "scandal" appears, that contribute to the radedti the
income of producers and make periodic loss of consumer confideriese t
products. The quality and safety of fruit and vegetables is tapidbecause
they are an important component of a rational diet, are consumsttly rim
the fresh state, and are the basic raw material for thegsiog industry. In
the production of processed food, raw products quality is edsénia of the
most important element to ensure the quality and safety of pinedacts is
mandatory implementation of the traceability system astage of primary
production. Properly designed and implemented traceability syssem i
essential for the efficient withdrawal of contaminated praxdodm the
market and to allow to trace the source of problems and to irdonsumers
or people responsible for the control of food. The ability twetthe movement
of means of production and products through all stages of prodo€fiarits
and vegetables enable proposed models of traceability sybt@niake into
account the entire production process from harvesting of plantatps and
post-harvest stage. The models include the collection of informadioonly
about how to perform procedures in the process, but also about applied
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production means, including labor. Suggested data coverage indeglss:
requirements and other, helpful in controlling the origin and mewve: of raw
materials, intermediates used in the process, traceabilitiyeoproduction
history of horticulture farm products and their distribution and location.

It is recommended that the collected information is continyaysiated
due to changes in laws, regulations and directions of sales ofcgsddum
the farm
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Introduction

The emergence of Business Process Orientation is assbeigth a
change of paradigm in the business management (Preil3ner 2010; Czy
Gwiazda 2013; CzyGwiazda 2011). Functional paradigm, characterized by
the search for organizational effectiveness in tradatifumctional areas was
superseded by the paradigm of the process. In the new paradigm, the existing
specialization of work, was supplemented by the need to view oaganiz
from the perspective of end-to-end processes, value chain g@rspand
even the systems of value chains. It requires changes orghgization not
only structural but also cultural. It requires changes irestfilmanagement
the organization and in style of thinking about the organizatiaryz£C
Gwiazda 2011).

BPO emerged on the basis of two concepts development: TotalyQualit
Management (TQM) and Business Process Reengineering (BRe To
paths are distinguished among others by C. Armistead and Sindathey
stress that TQM and BPR lead to focus managerial attentionh@n t
organizational processes (Armistead, Machine 1997). This is emmptiadso
by other authors (Hung 2006; Skrzypek, Hofman 2010). But the foundations
for BPO have already been formed in the classical schoolrdgeanent. The
other sources of BPO are: Enerprise Process Managemén} 468 Process-
based competition.

The purpose of this paper is to present the survey resuiterning BPO
maturity measurement of selected polish organizations asawet show
results of the comparative analysis between companies fromd?@arbia
and Ukraine.

The paper is divided into 9 sections. Introduction is a firsti@® The
next sections present: theoretical background of BPO and tteireesnt of
BPO maturity. After the theoretical insight there werespnted empirical
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surveys assumptions: hypotheses and research questions, as wled a
methodology. The next sections show: sample description and survey results.
Last section includes conclusions and implications. References e end

of the paper.

Theoretical background

Focusing on system thinking developed by Senge (Senge, et. al. 2008)
and value chain concept developed by M. Porter (Porter 1985) calmwitihe
the popularization of TQM philosophy in the mid-1980s. Therefore pragesse
have become an important part of TQM. G. Rummler and A. Beansdd M.
Porter's value chain to describe the process improvement. fgasized
that the way to overcome the problems arising at the auerbetween
functional areas is to notice end-to-end processes and skiltbhdess
management. Areas at the interface between functional hesesailed white
spaces (Rummler, Ramias, Rummler 2010). But the roots of process
management in the context of quality management go deepdie 1920s
guality management was developed and largely supported by ankietesof
W. Shewhart called "the father of statistical quality contrdis work has
been extended in next decades by W. Edwards Deming, J. Juran, P. Croshy.

The development and popularization of TQM is regarded as the firs
wave of interest in the development of BPO. A characterm$ément of this
wave was the principle of continuous improvement (Dahlgaard, Battg
Park 2006). In addition, quality management tools such as statjaticass
control were based on the understanding of the processes f@adjiMachin
1998). Many authors emphasize that the most important was (ans)) stik
inclusion of top management to quality and focus on customefastitis
(Smith 2007). In practice the interest in quality managementpsowas
noticed by the increasing number of organizations with certifieditgual
management system in compliance with ISO standards. And aftiicQiy!
over time started to lose its popularity and freshness - as pagjians began
to seek something new - a process of continuous improvemenheshiaithe
minds of many entrepreneurs and became a regular part of business
management (Boehringer 2009).

Another reason for the focus on processes - second wave okgroce
management - was Business Process Reengineering (BPR), wiriubtgs a
radical change in business processes. In business practice diteere
organizations, which started going in the direction of procesatatien by
implementation only TQM, only BPR or TQM and BPR together (&tead,
Machin 1997). BPR revolution started M. Hammer and J. Champy eathe
1990's. In the book "Reengineering the Corporation” described a radical
improvement in organizational performance through the incorporafion o
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information technology in large-scale projects to rededige existing
methods of work in organizations (Hammer, Champy 1995). BPR has become
the second wave of the evolution of process management. This iwav
characterized by faster and radical steps compared to thebsibsyccessive
small steps of continuous improvement of the organization, which are
characteristic for the first wave. BPR aimed to redefine redesign of
business processes, eliminate activities that do not bringl addlee and use

of information technology (Armistead, Machin 1998). M. Hammér,
Champy, T. Davenport stressed that organizations should thinkms tr
processes. Similarly did it M. Porter in the value chain oRGmmler in
seeing not only job level and process level but also the tdvidle whole
organization.

According to M. Hammer absorption of TQM and BPR principles by
business, focusing on processes, resulted in the interestOn(B&nmer
1999). The common area of the first and second wave is the idémthdbe
process of continuous improvement and radical technological changes
necessary in order to achieve operational excellence inothg term.
Achieving operational excellence, which is the objective of firet and
second wave of processes management evolution, is performed thneugh t
implementation of e.g. Six Sigma, which is based on the implementh&on
aggressive, project-based statistical quality contrdhriigmies in order to
drastically reduce the variations in the results, which shoafdribute to
improved financial performance of the organization (Boehringer 2009;
Dahlgaard-Park 2009; Dahlgaard-Park, Dahlgaard 2007). Studies of
Armistead, Pritchard and Machin confirmed that the developmgmiookss
management resulted from development of such variables as: BER/},use
EFQM model and create a map of key processes, which takeadoount
customers requirements (Armistead, Pritchard, Machin 1999).

The third wave of the evolution of process management is cathaith
the work of Hammer "Beyond Reengineering” (1996) and work ofo@st
"The Horizontal Corporation" (1999) (Harmon 2007). This wave concerns
with the evolution of software for managing the organizatioma aghole.
Management of all processes - across the organization - beconhesuhef
this wave. It is about the Enterprise Process Management)(Bfith is
related to the improvement, the innovation and end-to-end businessspsjces
which lead the organization to agility. This means that EPMtesea
organizational infrastructure for continuously delivering exogllgrocess
performance for external customers. In contrast to the fivet waves,
focusing on providing operational excellence, the third wave eng@sasn
strengthening/establishing the excellence.

Slightly different the third wave sees Smith, who caltkét wave of the
design of process-oriented organization. This wave aims &becaeprocess-
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oriented organizational structure (Smith 2007). The processtedistructure
should help the organization to perform its key processes indseaffiective

way and to deliver value both the company and customers. The @tiyamat

structure design should incorporate a new process-orientecaapprosuch
a way that do not lose the benefits of a functional approathatier to strike
a balance between the two. As functional organization can fuffiea dearth
of process efficiency, so the process-oriented organizatignsuiffer from a
lack of functional experts. In business practice organizattan®gd searching
for process performance. Process results have becomea&®ysfin the
decision-making process especially at the highest management level.

The last, fourth wave, which can be found in the literature, iredat
Smith and GOAL/QPC (Smith, 2007; Boehringer 2009). This wavelledca
process-based competition. Creating synergy between strategyocaedses
becomes crucial for the fourth wave of process managementtievol
Strengthening the excellence through information technology enables
organizations to provide greater value to key customers aaithe time lower
costs. This combination of efficiency and effectiveness eseat strategic
advantage, at the both present and new market. The processsbagpetition
is constantly evolving, as is described by Smith, Spanyi, Kim antbtgne
(Smith 2007; Spanyi 2007; Kim, Mauborgne 2010). The four waves, which
are main sources of BPO, are presented in Figure 1.
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Figure 1. The four main sources of focus on processes in organizatson
Source: own work
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The implementation of BPO is the way to increase the fligyilaf the
organization, because it allows increasing the speed of itstiastjveaching
and serving effectively the needs of customers and reducingpgteof its
operation. According to Lindfors BPO enables also to achieve such results as
(Lindfors 2000): organizational commitment, organizational manageme
customer and value orientation, transparency of processes, process
integration, process efficiency. In management theory was egupeand
popularized also new term: agility organization (Lisiecka 2010).

Business Process Orientation — maturity measuring

According to McCormack and Johnson there are several components of
BPO maturity (McCormack, Johnson, Walker 2003). They include: process
view, process jobs, process measurement and management sysEnasre
also two additional components, supporting these principal components.
These are: the process structure and the customer-focusedsvalces, and
beliefs. They provide the main dimensions to work interactifddyCormack
et al. 2009). On the basis of formulated by McCormack and Johnson mai
dimensions of BPO maturity and in accordance with studies publistibd i
literature by other researchers, the BPO maturity can basuned by
evaluating the following characteristics (see Table 1).

Table 1. Business Process Orientation — characteristics

Symbol Characteristics Dimension
OP1 The average employee views the business atea eélinked

processes
OP2 Process terms such as input, output, proacedgracess ownerg

are used in conversation in the organization
OP3 Processes within the organization are defimeddmcumented Process view|

using inputs and outputs to and from our customers
OP4 The business processes are sufficiently defszedhat most

people in the organization know how they work
OP5 Implementation of IT is based on the processgxn functions,
OP6 Jobs are usually multidimensional and notgimple tasks
OP7 Jobs include frequent problem solving Process jobs
OP8 People are constantly learning new things erjath
OP9 Process performance is measured in the orgiamiza
OP10 Process measurements are defined P
OP11 Resources are allocated based on process rocess

— - measurement
OP12 Specific process performance goals are ireplac and
OP13 Process outcomes are measured
- - - — management
OP14 An on-line control of information quality imqzesses has beenS
. ystems

established

OP15 Information flow through process is continuand efficient

Source: (Skrinjar, Bosilj-Vuksic, Indihar-Stember@®08)
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Figure 2. Research model
Source: own work

The characteristics defined in Table 1 were used in suegsare a
basis for assessing the maturity of BPO in organizatioR®iand, Serbia and
Ukraine.

Hypotheses and research questions

Review and analysis of the literature in the field of BussnBrocess
Orientation and assessment of its maturity was a basdoifoulating
following research questions:

1. What was the level of BPO maturity in organizations in Poland in 2012?

2. Does the level of BPO maturity in organizations in Poland diféen the
level of BPO maturity in organizations from abroad?

The aim of the research was to verify the following hypotheses:

v" H1: The level of BPO maturity in organizations in Poland in 2012 is
on the average level.

v' H2: The level of BPO maturity in organizations in Poland isbig
than organizations in Serbia and in Ukraine.

The second hypothesis required clarification. Therefore, fatigwi
detailed hypotheses were formulated to the second hypothesis:

v' H2.1: The level of BPO maturity in organizations in Polandgé &
than organizations in Serbia.

v' H2.2: The level of BPO maturity in organizations in Polandgbéui
than organizations in Ukraine.
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Hypotheses that have been formulated for the purpose of empirical
studies became the basis for the development of a research moded @&ig

Methodology

The questionnaire with the characteristics presented iralie 1 was a
basic research tool used in the surveys. The foundation for the temduc
surveys was the survey which | made in 2010 in Poland concerning
measurement of business process orientation maturity. In 2012 previous
survey was modified (instead of the 7-point Likert scale therg used a 5-
point Likert scale, because previous survey results have sthavit is not
needed the use so sensitive scale to the assessment ofeB&r@ests) and
spread to the organizations from abroad. In first step - exceptipagans
from Poland - were researched organizations from Serbia (2012)eandlso
organizations from Ukraine (2013). The collected empirical riztevas
analyzed after each survey. As | mentioned above the five-pdiettlscale
was used in the questionnaire for conducting the survey in each cdurry.
task of respondents was to indicate their opinion for eactnstat included
in the questionnaire according to the five-point scale (from &,+ tefinitely
do not agree, up to 5 — yes, | definitely agree). The questionnaire comdiste
fifteen statements concerning the business process adoentat the
organization.

The questionnaire was mailed electronically to the organizations i
Poland, Serbia and Ukraine. The aim of such structured sampl® \atsw
a comparison between achieved results in each country. Theyswas
addressed to the representatives of middle and senior management,
particular to the quality managers. In Poland the referertceetisived from
one of the management systems certification bodies was uded sarivey.
Organizations from Serbia were selected for this survegiusecthere was a
possibility to reach and collect data from this country. Thnpafor the data
collection on the basis of designed questionnaire comes from rSityvef
Kragujevac in Serbia. In Ukraine the partner representdahenal Technical
University of Ukraine, Kiev Polytechnic Institute (NTUU, KPI).

Generally in 2012 the questionnaire was mailed to about 680
organizations in Poland and 100 organizations in Serbia. From thenlmegi
of 2013 the questionnaire was mailed also to 342 organizatiorgame. As
the results the 86 questionnaires were received in Poladrépresent about
13% of the surveyed organizations in Poland). The next 80 questianaire
were received from organizations coming from Serbia (80% ofuhveyged
organizations in Serbia) and 93 questionnaires were received from
organizations coming from Ukraine (27% of the surveyed orgaoimin
Ukraine). See table 2.
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Table 2. Survey sample

Survey Survey
Country | population sample
N n %
PL 2012 680 86 | 13%
SRB 2012 100 80 | 80%
UKR 2013 342 93 | 27%

Source: own work

Below are presented the results of the surveys. Exceluses for
analyses of collected data.

Sample description

In Poland, among the organizations that responded to the survey,
dominate service organizations. They represent circa 52%. Sihesyed
organizations represent or mixed (service-production) or other organization’s
types such as: local government unit, manufacturing companie®asafofit
organizations. Similarly the situation looks like in Ukraine.efeh also
dominate service organizations. Their participation is higls. dimost 70%
of all surveyed organizations. For comparison, among the sutveye
organizations in Serbia dominate manufacturer organizationsh wdpresent
nearly 60% of all respondents. On second place are service zatyams -

32% of surveyed organizations. Among the respondents are also nan-profi
organizations and local governments unit. Respondents representntliffere
sectors — see Fig. 3.

59%
28% 29%
15%
. 200
0 0% v m 2%
service manufac-turing mixed other

FL 2012 EEREE 2012 BUER 2013
N=36 N=30 N=23

Figure 3. Sector description of surveyed organizations
Source: own work
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The study consists of the companies of all sizes. Among theipagjans
surveyed in Poland are three main groups. The first group comsists
companies employing up to 50 people (31%), the second employing up to 250
people (27%), and in the third group there are large organizatiqrieyény
more than 250 persons (25%).

Also among the organizations surveyed in Serbia strongly dominate
organizations employing up to 50 people - nearly 40% of all surveyed
organizations. However on the second place are micro organizatibich
employ only up to 10 people - 24% of all surveyed organizations inaSerbi
On the third place are organizations employing up to 250 people - 19%, and
next are large organizations, employing more than 250 people - 17%.

This strongly domination of small organizations (employing up to 50
people) is clearly seen among the organizations surveyed aingkas well
as. In this case the domination is equal to 46%. The others atiani
represent either medium or large organizations. Micro orgamisaamount
to only 11% of all surveyed organizations in this country. Thecsizgarison
of surveyed organizations in different countries is presented on the Fig. 4.

&5C%%
LE¥a
4%
22%
2C0%
1% 1% g
e —
- 1344 50-249 merethan 250 r.odata
FL 2012 BZEE 2012 BJKER 2013
N=8¢ N=80 =03

Figure 4. Size description of surveyed organizations
Source: own work

To sum up, it appears that small organizations represenigigest
group. On the next place are medium, large and small organizations.

The analysis of the data shows that organizations with plemnented
and certified quality management system according to ISO 9001 standard are
dominated (see Fig. 5).

75



o 58%

6084
40%
0
-
(%4
yes no nodata

PL 2012 BEEB 2012 BTIEER 2013
=86 N=80 N==>3

Figure 5. Surveyed organizations with ISO 9001 certificate
Source: own work

In Poland organizations with ISO 9001 represent 75% surveyed
organizations. In Serbia they represent 70%. But there ifcaatite between
these two countries and organizations from Ukraine. In Ukraimeeyed
organizations mainly have not the ISO 9001 certificate (68%). €rhos
organizations which have it amount to 32% of all surveyed popnlatithis
country.

Survey results

At the beginning of the study the attention was focused on tHea&an
of the first hypothesis: the level of BPO maturity in engations in Poland
in 2012 is on the average level. Therefore the average valuefrigRurity
was calculated for all organizations represented by each godiften an
assessment of the BPO maturity was made for surveyed mafans in
Poland. A 5-point Likert scale was used for the evaluationttzdbllowing
assumptions about the BPO maturity were established (Fig. 6):

— average value equals between 1 and 2 points means low BPOtynaturi
level <1,2>;

— average value equals between 2 and 4 points means averagesBR{Dy
level (2,4);

— average value equals between 4 and 5 points means high BPQiymaturi
level <4,5>,
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average

Figure 6. BPO maturity evaluation - assumptions
Source: own work

Analysis of the data indicates that organizations in Polang012
evaluated the BPO maturity of their organizations at a legelal to an
average of 3.54 (see Fig. 7). According to the accepted assontpée
evaluation amounting to 3.54 points represents the averagenR@ity
level. It must be noticed that this result is the assessmade by respondents
representing surveyed organizations which were certifiedaardance with
ISO 9001. This means that in general in these organizations enARirity
level can be higher than organizations without quality management system

PL 2012

Waverage

Figure 7. Business Process Orientation maturity — average for
organizations surveyed in Poland in 2012

Source: own work

Based on the surveyed results the first hypothesis wasedapifisitively,
which means that on the established assumptions there is no teagject
the conclusion that the level of BPO maturity in the surveygédnizations in
Poland in 2012 is on the average level.

Also the detailed analysis confirmed that all of used statesaee equal
to the number between 3 and 4 points (see Fig. 8).
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Figure 8. Business Process Orientation maturity — detailed dafar
organizations surveyed in Poland in 2012

Source: own work

The low level had three statements: OP2 (process termsasuciput,
output, process, and process owners are used in conversatitdre in
organization — 3,1), OP4 (the business processes are sufficientigcded
that most people in the organization know how they work — 3,2) and OP5
(implementation of IT is based on the processes, not on funeti8r). At
the same time the higher value had reached such three esttdeams: OP7
(jobs include frequent problem solving — 3,9), OP6 (jobs are wsuall
multidimensional and not just simple tasks — 3,8) and OP8 (pemd
constantly learning new things on the job — 3,8).

The second research question was: does the level of BPO tynaturi
organizations in Poland differ from the level of BPO maturityrganizations
from abroad? The results of international comparison showsrtfeatizations
in Serbia evaluated BPO maturity level in some casedisigmily lower than
in a case of organizations from Poland and from Ukraine. Iniegestalso
the fact, that in some cases the BPO maturity level cdmizgtions from
Ukraine is slightly higher than in organizations from Polanticaigh in
Ukraine among surveyed organizations were also organizatiehsutvithe
ISO 9001 certificate (Fig. 9).
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Figure 9. BPO maturity level — international comparison
Source: own work

Significant fact is that all of statement’s results @geal to the number
between 2 and 4 points. The final global result of the BPO mateviel for
organizations in Ukraine is at the higher level than orgaoizsiin Poland.
At the same time the BPO maturity level for organizationSerbia is at the
lower level than organizations in Poland. But the interestingis that the
differences are insignificant in the overall assessmecause all average
scores oscillate between 3 and 4 points on the 5-point Likdet ($tg. 10). It
means that it is still an average level of BPO matimiyead of the researched
country.

=

FL 2012 S3EEB 2012 UER 2013

Figure 10. BPO maturity level for surveyed organizations from Poland,
Serbia and Ukraine

Source: own work based on survey results
In Poland the average level of BPO maturity equals to 3,54 in 2012, f

the organization in Serbia the average is equals to 3,21 anddim&lmounts
to 3,6. Average overall rating of BPO maturity oscillatesuad 3 and 4
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points, which seems to be typical not only for national organizatmnslso
for those from abroad. Also in any detailed cases of 15 BPfaathastics
the average score did not exceed 4 points.

Conclusions and implications

The conducted survey allowed answering the research questions. The
results confirmed that the level of BPO maturity in orgatians in Poland in
2012 was on average level. Respondents assessed it at theglesleto an
average of 3,54 in 5-point scale. According to the accepted assontipi
evaluation amounting to 3.54 points represents the averageniR@ity
level. It means that there is no reason to reject thddimstulated hypothesis.

The second research question was: does the level of BPO tynaturi
organizations in Poland differ from the level of BPO maturityrganizations
from abroad? The answer is yes, but differences are vey. Sine results of
international comparison shows that organizations in Serbia ¢xal8%0O
maturity level in some cases significantly lower thanéase of organizations
from Poland and from Ukraine. It means that the first detégothesis H2.1
was confirmed. Interesting is also the fact, that in soases the BPO
maturity level of organizations from Ukraine is slightlygier than in
organizations from Poland although in Ukraine among surveyed organizati
were also organizations without the ISO 9001 certificatealise that the
second detailed hypothesis was rejected.

But the interesting fact is that the differences amgimificant in the
overall assessment because all average scores odmliaeen 3 and 4 points
on the 5-point Likert scale. Average overall rating of BPO maturitylates
around 3 and 4 points, which seems to be typical not only for national
organizations, but also for those from abroad.

The results are limited to surveyed samples. It means thatstiesrand
conclusions do not apply to whole population of organizations in Poland,
Serbia and Ukraine.
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Introduction

Product and services quality is by no means a new phenomenon. The
history of humanity indicates that the problem of limiting tis& of product
defects is something that has been known for a long time. Busshessive
over the ages, have striven to elaborate certain prin@ptesponsibility, the
purpose of which was to prevent the manufacture of defgotogucts. The
sources of modern understanding of quality in general, and in partic
quality assurance and quality management, can be traced back/urkiseof
the greatest ancient philosophers: Plato, Aristotle, Laahd Confucius. We
owe systemic quality management to the theoreticians antitiprears of this
field, mainly those of the latter half of the "2@entury with Edward W.
Deming being the best example. Few people have noticed the inflaknce
praxeology i.e. the study of human conduct. One of the co-founders of this
philosophy was Tadeusz Kotaiibki (Kotarbiiski 1968, 1973, 2003),
undoubtedly one of the greatest philosophers of modern timess |paiber, |
am attempting to demonstrate that many of Kotarbinski's theugtstitute
a concise and more profound analysis of the foundations of both TQM and
ISO 9000-series standards.

Principal models in quality management

It is in the interest of each organization to be profitabletartkvelop.
A basic condition for the successful development of an orgamizétinot
only customer satisfaction but also by all interested gartishareholders,
employees, suppliers and the local community. Of the various fofms
management company management includes quality management. Quality
has become a basic requirement amongst the competition. Tafkiglity
management, or as some would prefer it, management through quality,
reference is almost always made to the leading autharittes field: Armad
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V. Feigenbaum, Edward W. Deming, Joseph M. Juran, Philip B. Crosby,
Kaoru Ishikawa, Genich Taguchi. The above are the founders ofdtern
approach to product and service quality. Their concepts are naysalw
coherent which has led to the world’'s most developed countrieddpt a
somewhat different approach towards quality. One may distinghige t
different management styles in the case of the present emti@d: USA,
Japan and the European Union.

The American style of management, based on marketing, isdrimotiee
philosophy of Plato, who presents a subjective approach towards guality
believing that quality may be understood only through experience. This
approach of responsibility for quality has been reflectedatal Quality
Control- TQC.

The European management style makes reference to theophijosf
Aristotle, who included the term “quality” amongst ten so-callgggories,
alongside: quantity, relationship, substance, place, time, sitdisposition,
activity and process. Quality, according to Aristotle, may badéfthrough
specific traits, for this reason “a thing is the thing it l®irough a collection
of traits one may differentiate one product from another. Thisoapp
towards quality, strengthened in medieval craft, has he#mefr developed in
the process leading to the normalization of European states, and ultimately in
the international elaboration of ISO series 9000 systemic norms.

A specific approach to quality is presented by the Japanese mardgem
style which is based on the philosophkaizen. The sources of this approach
may be traced back to the Chinese philosophy of Lao Tsu (lived c.Gp0 B
and Confucius, as well as native tradition formulated oveudest Similar
as in the case of Plato quality is linked to experience, whitteased as a
starting point towards further action. Experience, it transpmegates what
can be improved, perfected (product, process, system, customer service). The
outcome of Japanese experience (and to a certain degree Anasrigalt) is
the concept of complete quality steeringofnpany Wide Quality
Control— CWQC). The model of fashioning responsibility for product quality
is presented in fig. 1.

The choice of a given quality management model, apart from the impact
of leading authorities in the field, is also the result ofedéht mentalities in
Europe, America and Japan. However, irrespective of the choseity qual
assurance model, the objective is one and the same — attdigsifighest
possible level of products and services whilst maintaining rateleand
acceptable costs. The concepts put forward by leading authantiguality
have led to the preparation of Total Quality Manageme@i) principles.

1 Kaizen is a Japanese philosophy of managemensevagsence constitutes improvement;
constant perfection pertaining to everyone, ingigdiop management, middle and lower
management levels, as well as rank and file empkye
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TQM, referred to at times as TQM philosophy (undoubtedly an exatign),
is an ordered structure of managing a company in order to &dt@ibest
results. The TQM concept is regarded as a universal methogaiving the
effectiveness of human behaviour. Improving the effectiveness of huma
behaviour, however, is also a fundamental issue considered by praxeology.

Q | ISO 9000:2000 1
ISO !
! -—==>( 9000 !
i A4 i
| P s |
: - |

”
”
”
e
P

N N B
American management Japanese managemen European management]
style based on style based okaizen style based on norms
marketin( philosoph
J J J
A A A
N D R
Quality means meeting Quality means constant Quality is a collection
customer requirements product improvement of quality traits
(Plato’ (Lao Tsu (Aristotle)
J J

Figure 1. Model of fashioning responsibility for product quality
Source: Zymonik 2002

Quality in praxeology issues

Praxeology is the theory of effective conduct. It is a brandearhing
concerning every kind of intentional human conduct, in particutemmality
and the effectiveness of its methods. The expression “praxeohoagy/first
employed by the French philosopher Louis Bordeaux in 1882. The first
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programme of praxeology was sketched by the French socioloffjisd A
Espinas. Praxeology was the main area of study and scietttificraents by
T. Kotarbiaski, who was its propagator and to a large degree its criatos.
work Hasto dobrej roboty{Good Work Slogan) Kotarhgki wrote as follows
(Kotarbinski 1968): “What we do can be evaluated in a number of ways. What
is vital is to assess action for its usefulness and purgness, in other words
for its efficiency, which boils down to main assets — effecias and thrift.
Effectiveness refers to that which is a good means faniatpan objective
and does not lead to the making of mistakes. Thrift, in othersrmronomical
behaviour, means taking care and being effective in using spaee, ti
material, tools and energy” (Kotafiski 1968).

Kotarbi nski:
Practical assessment, in other
words the assessment of human
conduct efficiency, boils down to

questions about effectiveness
and how economical action is.
Effectiveness is when a given
objective is attained. Economical
action is efficiency and thrift

when the same is attained with
fewer resources.

Praxeology is the study of those aspects of human action that can be
grasped a priori; in other words, it is concerned with theeptual analysis
and logical implications of preference, choice, means-end schameso
forth.

The main task of the praxeology is, aware of the wordingusigi¢ation
and the systematization of recommendations and a cautionargalit the
efficiency of action, in other words their practicalitCharacterizing some
type of act as a fitter or less efficient, as a morkess practical, judge in a
certain way this type of action. But this is a special forrevauation. You
can call the consumer assessment, utilitarian, as opposed toorhoti
assessments, expressing our attitude toward sensitivitigsatowe want. In
short, the assessment of the practical, that is agilitgomes down to
guestions about effectiveness and cost-effectiveness. Atrtteetsae can do
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more or less in accordance with the objective. And when thenadi
economic? Oh, this is two different manifestations: performance antsavi
Efficiency who worked with their own resources, and so theodeple stuff

and energies, he went around to the Congregation 's. |[deatetfy reaches

this, who's going to be quite energetic and quite economical; &tentive

about their resources, who therefore consume so much as needed, asd only a
much as they want, to what decided to cause. Such a stanolaidi lve us

stood before the eyes of the thoughts that will continue.

The modern theory of value widens the scientific horizon andgadar
the field of economic studies. Out of the political economyhefclassical
school emerges the general theory of human action, praxeology. The
economic problems are embedded in a more general science, and can
longer be severed from this connection. No treatment of econoobtems
proper can avoid starting from acts of choice; economics becorpag,a
although the hitherto best elaborated part, of a more univecsahce,
praxeology.

The common thought in TQM and praxeology

TQM is a system of putting a goal to provide high qualitydpicts and
services to customefhe basis of TQM is eight quality management
principles. Also, the third edition of ISO series 9000:2000 taik¢s
consideration these eight principles by formulating a systequiality
management strategy (EN 1SO 9001:2008). These principles &okoass:

1) customer orientation, 2) leadership, 3) human commitment, 4) process
approach, 5) systemic approach to management, 6) constant impnbveme
7) the taking of decisions on the basis of facts, 8) mutuafibidinks with
suppliers. Each of these principles has been elaborated by modeaiispe
literature. It is even the case that separate worksttrea¢ principles on an
individually basis. When reading the works of T. Kotaski concerning
praxeology one may see references to almost every principéetrdin of
thought is precise, each word is consciously employed, profound ahe, in
majority of cases, compliant with current approach to qualitgagament.

Let us compare the TQM principles (EN 1ISO 9001:2008, Gajewski 20ir)
concepts of this leading praxeologist, T. Kotaski (Kotarbhski 1968).

1. Customer orientation
Tadeusz Kotarlaski (TK): “... and we should always be aware of the
person to whom our effort is directed, and we should do everythingrin

power to ensure that this effort is directed appropriately; ithaives
satisfaction to those it is supposed to serve as to us well.”
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TQM: “Organizations depend on their customers and therefore should
understand their current and future needs. In the interest argagization
is to know and understand current and future customer needs and expectations
The organization must meet the needs of customers andditgyt@ahead of
their expectations”.

2. Leadership

T.K.: “And it is the task of groups leading institutions whalows one
to best look into the variety of directives characteri®f the positive
corporation. One of the first tasks of this type is undoubtdaiychoice of
people beneficial to the group and the rejection of those whmadequate
candidates. The functions of managers increasing require a hayeérof
knowledge, commitment and the setting of positive examples...”

TQM: “ltis required that the leader had a vision of the org#inizehave
the skills to influence and inspire the diligent work, encoui@gapetition,
was an example - he had an instinct for leadership. The |eaolgid shave
such personal qualities that will ensure its acceptancesindliei and to submit
to his authority. Acceptance of words should be spontaneous, without the use
of coercion”.

3. Theinvolvement of employees

T.K.: “... the organization as a whole ought to be run in a manner
permitting all participants to implement the main objective”.

TOQM: “All employees of the organization, from the lowest in the
hierarchy to top management, are the essence of the orgamizegi most
important asset. Their total commitment allows us to use dhédities for the
good of the organization. The objectives of individual employess a
syndromes should be subordinated to the entire organization. People, the
knowledge, and involvement are the most important guarantee of iaghiev
the objectives of each organization”.

4. Process approach

T.K.: “...an organization is a set-up mutually binding its pamns a
relations binding those parts into a whole”. And as follows: ignificant is
the definition of integration groups, which cooperate in unison in
implementing a given task and cooperate in unison together, thaiggra
transparent and effective set-up throughout the organizatioa.tdicepts of
so-called positive and negative cooperation and compliant andonaqpitant
groups are particularly interesting).
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TOM: “Scheduled objectives, the desired result is achieved more
efficiently when activities and related resources are ne&xhag a process.
Process is a set of interrelated and mutually influencing/itees that
transform inputs (input) to the output (output). The most imporsashtdf top
management is to identify the key processes that mainlgtdffe success of
the organization”.

5. System approach to management

T.K.: “... in the set of constituent parts of an organization simguld
introduce specific time and space order, appropriately balaed@nbtions
of each constituent part, establish amongst them a systetapehdency,
varied and strict according to need, in other words a sufflgieiniform
system.”

TOQM: “Systemic approach we call identifying, understanding and
managing interrelated processes (within the adopted systefmasegl on ISO
series 9000). Quality Management System consists of a séisrrelated
processes, such as: product realization, monitoring, measuremeiemsSys
approach to management, as well as the process approach, helpsaseinc
the effectiveness and efficiency of the organization in aahgevis
objectives”.

6. Continuousimprovement

T.K.: “One should improve intellect, it should be inclined indirection
of initiative, in other words it should entail the spontaneous uskiag of
tasks without anyone’s order and without the pressure of immeuiatk the
intellect should be ready to take on effort, whilst any attexatking the easy
way out should be prevented. And may this effort involve long-term
concentration, may it be focused and directed towards a given objective”

TQM: “It is recommended that continuous improvement has been a
constant goal at every level of the organization. At the highest level and mid
level management should manifest itself by setting more mmbigoals. At
the operational level, regular employees, improvement shouttbbdested
by the submission of proposals refinements lazy individual processes
(improving quality, shortening the execution of the step-SCI, rediaste,
etc.).

7. Making a decisions based on the facts
T.K.: “Decisions should be taken according to plan, which should above

all not be contradictory, but internally compliant and rational. ¢ trait
of a good plan is for it to adequately reflect capacity, for it toenhakg-term

89



intentions feasible. A rational plan is the level to whicts iadapted in the

light of available knowledge. Knowledge should reflect the cursgnation

and forecasts concerning any future spontaneous development in changing
reality”.

TQM: “Effective decisions can be made only on the basis of thesimaly
of data and reliable information. The data can come from htgmial sources
and external egg. For internal data include: the results of onimgt- the
measurement of processes and products, financial statemeetsiag staff
performance indicators achieving your goals. External datacamplaints,
the results of marketing research, customer reviews. Thé&abpae of the
metrological service in May, which should benefit from a veellipped and
reliable instruments. If an organization does not have thosshardd use
accredited laboratories”.

8. Mutual beneficial supplied relationships

T.K.: “The functioning of a market economy would not be possible if
agreed upon contract were not obey, mediation was not reliabtbenbdsis
of most relationships there was no trust. The company is bestigrygtaur
interests caring for the public good and creating relationshtpscwstomers,
suppliers, employees, financial institutions and local commurbtssd on
relationships of trust and mutual benefit”.

TQM: “The organization and its suppliers are interdependent and
mutually beneficial relationships enhance the ability of botligsato create
value. The effectiveness of cooperation between customer andesuppl
dependent on many factors of which the most important are econothic a
technical ties. Providers should know the needs of their cestoamd adapt
to their expectations. The concern is quality products, timely etgliv
payment terms. Over time, the client and the supplier makensixte
relationships in which mutual relations are governed by theeawgnt, and
satisfaction with the implementation of the provisions turns intdoae
relationship partner”.

Conclusion

The author of this paper is aware that some of the views$opaard
might appear problematical. However, the elaborated quality geamant
system presented in ISO series 9000 norms, is a coordinated lafyout
elements, a collection constituting a kind of entirety otaastituent parts.
This is a group of measure methods and an ensemble of organizational
principles concerning quality management. Kotaki did not occupy
himself with quality management but, amongst others, the philosophy of
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“good work”. However, he was aware of the importance of thestersa
when he wrote (Kotarbski 1957, p. 656): “The use of good work principles

is manifold and depends on the situation. It would be good, however, to
impress on oneself the entire group of such principles, to tiaeoe in order

in one’s mind and to become aware of such juxtaposition and sequence...”.
The juxtaposition and placing in order of this information, enridhetypical
quality management elements, is also evident in ISO 9000 nonvedlass in
many business line norms concerning quality management (thedcestry,
aviation, pharmaceuticals, food industry etc). If, however, refetarngQM

we rightly mention the co-founders of the concept — A.V. Feigenbaum, E
Deming, J.M. Juran — we must take into consideration the facalrihree

were in essence statisticians and started elaboratingyquatitrol statistical
methods during the inter-war period of the"2fntury. It was only when
quality programmes were implemented in the weapons industry hy3hAe
during World War I, and particularly during the post-war period when Japan
was rebuilding itself, that the first efforts were madelaborating systemic
quality control. T. Kotarliiski’'s praxeological thinking on “good work”
outpaces by at least 50 years the assumptions of TQM. Cangmetiaat the
convergence of many concepts expressed in praxeology and TQM is
fortuitous?
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Introduction

Implementation of an integrated management system is deetroy
several biline internal and external factors which affeaimghe operation of
the organization. It is an opportunity to demonstrate its commitrtee
sustainable development in relation to the customer, as willratation to
the environment , to protection health and safety , food safefgrmation
security etc. Integration of these systems is possible dpmesie of structural
similarity standards, as well as their historical advarerd. The basic
prerequisite for an effective integrated management system fulfil the
requirements of all standards into a unified whole and simgkxstiee and
transparent process creation for employees, handling the cbmpac
documentation and quality manual. Integration of management sysiesns
linking of systems which are orientated on the customer, the public
employees or owners into a single unit of organization. Managefystem
integration is a convenient way of management system whies teto
account not only the quality of processes and products, but aldweto t
environment, safety and health at work and to other management systems.

The australian authors (Zutshi — Sohal, 2005) states that impléimenta
and certification of quality management systems (ISO 9001),camagntal
management (ISO 14001) and the management of health and safetk at wor
(OHSAS 18001 ) are important activities in many organizatiodstlaey are
widespread phenomenon in the world. These normative systemsergpres
framework base for build complex system in company and thgyeaceived
as appliance for more effective management processes. ISGsIi&tamer-
oriented and ISO 14001 and OHSAS 18001 are designed for the whotg socie
which does not alter the fact that the PDCA model represhatddsic
platform of the three standards, thereby providing compatibilitydet their
requirements at all key management systems. Integrateda@ppassumes
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gradual harmonization of documents which should multiple benedits t
organization, for example common policies, gradually streamlitradtsre
necessary steps in the organization, simplification organizatigystem
security, reduce costs.

System approach ensures orientation in legislative requireathtbeir
fulfillment, effective interconnection correlative links, imping
organizational structure. The benefit of implementing integratystem is
clearer and simplier documentation management, elimination of dtipfic
reducing the costs of human resources which ultimately leadsgure
maximum satisfaction of customers and all stakeholders.

Material and methods

Beside elaborating issues benefits of integration of managiesystems
are based on theoretical knowledge and other secondary data in the
examination of the current state of issues solved at homebewabla The next
step was the comparison of particular theoretical approaches/aluaten
of the overall issue of integration of chosen management systems.

In thesis are used theoretical methods, especially genedalgiocal
methods. They include methods of analysis and synthesis. The analysi
method is implemented at breakdown of examined effects to individua
elements. We used analysis method in analyzing integrated emaeag
system in organizations. We analyzed what are the bepéfitss system,
what are the benefits and risks of integration prevents thensyand what
conditions must be fulfilled organization if you want to implement
management system integration.

Integrated Management Systems are process-oriented and atieere
relationships between the processes and interactions thatevesidithrough
synthesis. The synthesis procedure is contrary to the anétlysjgresents the
unification of the portion allocated through analysis into a singie We can
identify by using this method the benefits and risks encountereitiel
implementation of integrated management systems and is$iyte by using
this method understand the internal structure of the managenstaimsy
examined processes and relations between them. On the basilypingthe
activities, practices and knowledge learned from the manageystems and
their integration we constricted accord it with synthesisapgpraising the
benefits of integration management systems we used cormpamadithod
which consists in comparing objects or elements to detertihé@ieidentical
or different features of each management system withinntegrated
management system. We were processed and evaluated results by tables.
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Results and discussion
I ntegration of management systems

Management systems are integrated also along of economic reasons
A single system is created for all management systemsaksiodcertain
requirements are realized joinly which from implementation of thgstems
arise as a common policy, objectives, management, manual, othtxdrel
documentation, specification of operational activities, monitorargl
measurement, metrology, corrective and preventive actions, intardits,
management review.

Management system integration is formed by developing basarsirst
two directions. In one direction the processes are evolving and the
organizational arrangements are optimalizing. Second direction roamge
the behavior of people and their understanding of the systemcigiateto
implement more than one system depends on the type and complekigy of t
organization activities. Without a holistic approach to managengeamd
systems can also lead to bureaucracy and duplication and camebec
dysfunctional.

Method and methodology of integration is determined by the
organization on the basis of reports on the state and Ietred smanagement
aspects. The integration of these management system&dsdrasonjuction
in implementation of standards, which are suitable for thenorgtion as a
quality management system, environmental management system,
management system of health and safety at work, managenségimsynd
food safety and other according to the nature of the orgamzatid the
industry in which it operates.

ISO 9001:200&uality management systems. Requirements. require to

determine criteria and methods needed to ensure the effeoplenmentation

and management processes of the organization, ie. those, whiehding to
levels of behavior which meet the specified requirementsaemtbading to
increased customer satisfaction. It is necessary to ettatdguirements
applicable to the products (results of organizational presg¢ssid throughout
the whole product realization maintaining control the relevantlitqua
characteristics of the product..

ISO 14000:2004 Environmental management systems. Requirements
with guidance for use requires the identification of environmexsiaécts and
defining those aspects which are important. It requiresdinetification of
legal requirements and their relationship to environmentalcespend also
the establishment of goals and objectives of environmental rpenfice
levels.
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OHSAS 18001:2009 Occupational health and safety management
systems. Requirements requires hazard identification, riskiaian and
implementation of appropriate control measures. Evaluation shoird br
risks ranking. Control of risks should at least lead &vallof behavior which
is required by the law. In addition, an organization should estaiiijslatives
and management programs to improve health outcomes and safeiykat w
and, where possible, should eliminate the risks. Working procedimcs
activities related to the identified risks are subjeciderational management.

Management of all three management systems is alwaysstafish
sequence of cyclic and repetitive steps: declaration of c¢ionemt, policy
organization, planning, implementation and corrective action control.

Benefits and risks of integration the selected management systems

Before implementation the integrated management systenpstisamt,

in general, to determine the effectiveness and efficiendlieobrganization
management and to condemn various management systems to béedtegra
It is also important to determine in what extent the integrashould be
implemented, to condemn legislative requirements and deterthi@e
necessary competence and long-term objectives of the prdggptation. The
development in the field of quality, environment, safety and health at work is
drifting towards the creation of the integrated managesystiems, which is
clearly documented by their benefits (Nenadal, 2008):

» financial savings,
» effective coordination of the oraganization activities,

» creating the appropriate environment and tools for the effdciilénent
of the strategy,

» specification of responsibilities and authorities,

» slimmer, more transparent a accessible system in the documentation,
* improvement of production processes,

» reducing energy and material consumption,

» reducing the number of accidents and their consequences,

» detecting errors in the various activities and their §ynaeid effective
correction,

+ effective waste management,

e concrete and transparent procedures for the protection of all
environmental and working environment components,

* prevention and eventual disposal of possible accidents,
e guarantee compliance with all legislation limits.

96



W. Pardy lists the benefits that can be utilized through the
implementation of management systems. These benefitden¢Rardy -
Andrews, 2010):

« alignment of business objectives,

e the objectives of safety and health at work and maximized key
performance indicators,

e establishing common objectives, processes and procedures,
e creating a synergy, reducing surpluses and increasing effectiveness.

Benefits that an organization can gain by implementing an ratesd)
management system is an important criteria for it's susiaina
implementation. Mutual integration of the different systenms the
organization manifests a synergistic effect in terms of cabifity
management systems and management efficiency. System appneactse
orientation in legislative requirements and their fulfillment, emapio avoid
various risks in the activities of the organization. Somid@s indicate that
through the integration of management systems, fewer problenis ame
expected caused by the lack of conformity or understanding, thtiestiliat
do not add value can be reduced, the better usage of resourclesate of
complaints from customers can be reached (Farahani — Chitzas, 2010).

The authors (Majstoro&i — Marinkovi, 2011) reported that the
integration of management systems should provide the follokgngfits to
the organization:

e costs reduction (internal audit, documentation, trainings),
* holistic approach to risk management,

e reduction of the duplication processes / bureaucracy,

« avoid conflicts between different systems,

* improve the internal and external communication,

» focus on process management,

e improve motivation and employee relations,

* optimization of internal and external audits.

All these benefits should motivate not only large companies, but
especially medium and small enterprises, respectively. raerprises that
are interested in implementing some management systemsetd ef their
mutual integration. In the integration of management systems, as inhamy ot
activity, there may be also some barriers. The AustratiEmmtssts Zutshi, A.
— Sohal, A. S. conducted an empirical survey of Australian organizations and
the results of the survey identified barriers, for exangitéude of the people,
in terms of resistance to change the current situation, tkeofastrategic
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planning, expertise and qualified personnel, the use of external tzotsul
regularly changing regulations, ordinances, guidelines and principles.

The examination of the integration processes in terms ofartali
businesses detected the biggest barriers, respectivetylliiéfs in integrating
risk management systems: there is not allocated theeatotevel of
importance for each management system, difficulties in origanian
integrated management system, a problem with employees whmmootuse
standards, lack of integrability of standards and lack of stipjpom
certification organizations (Salomone, 2008). It follows that tregnaition of
management systems is not a simple process. This requanésving the
strategic synergies, strategic planning, organization reultbased on
continuous improvement.

Management systems integration benefits research

We investigated Slovak organizations approaches managemtamsys
integration. The survey also aims to identify benefits, begrand risks that
may occur in the integration of management systems. The ressarple
consists of companies from different industries operating in Slogak
Republic and consists of 215 business entities. However, not all the
respondents answered us, or completed questionnaires corrécigynadt all
guestionnaires were included in the research sample. Finally% 86
guestionnaires were returned.

One of the research issues related to the integration of eraeat)
systems examined by foreign authors is the question is why eaeat
systems should be integrated, or what are the reasons for the systeans
integration.

Based on theoretical knowledge, we identified twelve reasonthéor
mutual integration, referred to Table 1. Reasons are alsd \iste absolute
relative frequency responses of organizations that have rimapted an
integrated management system. Subjects could select multiple answers

The survey shows that the most important reason for the intagiati
elimination of duplicates. This reason was stated by 83 % of ssibjdus is
related to a financial costs reduction, which was statedraasan for the
integration of systems by 87 subjects (78 %). Other importasbns include
building a single efficient process control system and inereab
competitiveness. These reasons identified 76 % of business entities.

Pressure on continuous improvement is also a frequent stated oéason
integration (64 %). Only 26 % of subjects identified requingimerom
customers as a reason for the integration. It can be assumei tthat
organization decides to integrate the management systemmsjatrily due to
the effective implementation of its processes and activities.
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Table 1.Reasons for Managements Systems Integration

Source: own processing

The research showed that increasing competitiveness can be ranked

Reasons for management systems integrationAbsolute Relative
(n=112) Frequency | Frequency
Development of a single, efficient process conirol 85 75.89%
system

Common requirements of individual managemgent 54 48.21%
systems

Elimination of duplicates 93 83.03%
Reduction of financial costs 87 77.68%
Synergistic effect 47 41.96%
Iden.tlfylng_ opposed objectives, responsibilitied an 51 45.53%
relationships

Harmomzanon of directive regulations and 43 38.39%
relations

Pressure on continuous improvement 72 64.28%
Increased competitiveness 85 75.89%
Requirement for competition, public procurement 43 38.39%
or state contract

Demand from the subscribers 47 41.969
Demand from the customers 29 25.89%
Other reason 0 0.00%

among the most important reasons for the management sysiteqgsiion,
which was confirmed by 75.89 % of organizations that participaidtie

survey. It can be stated that the implementation of an intelgrsa@agement
system leads to the growth of companies’ competitiveness, whamlid be
reflected in their financial results. Integrated Managemgste facilitates
entry into foreign markets and allows companies to get new customers.

We asked respondents about management systems integratifitsben
for organizations. Again, we based on the theory knowledge andtlfi@m
analysis, we identified 14 benefits of management systemgraiitn.
Respondents could evaluate these benefits on a scale from 1 torg,whe
means the minimum contribution and 5 means maximum systems fitegra
benefit for the organization. Table 2 below shows the evaluatiberafits.
To this question responded only those organizations that haveariemied
an integrated management system, which means 112 subjects.

Cost reduction as the maximum benefit was rated by 77 suljp&ets.(
Similarly, among the highest rated benefits we may include rasknzitive
burden reduction stated by 73 subjects (65%) and also documentation of
integrated management systems reduction. This benefit asattimum was
rated by 70 organizations (62.5%).
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Table 2. Management Systems Integration Benefits

Benefits of Management
Systems Integration 1 2 3 4 5
(n=112)
Resource optimization- | 0 0 48 40 24
finance, Human Resourcgs0.00 % | 0.00 % | 42.86% | 35.71% | 21.43%
Better definition and 0 0 16 38 58
determination of 0.00% | 0.00 % | 14.28% | 33.93% | 51.79%
responsibilities and
competences
Effectiveness and 0 0 17 43 52
performance increase 0.00% | 0.00 % | 15.18% | 38.39% | 46.43%
Duplicate activities 0 0 17 36 59
elimination 0.00 % | 0.00% | 15.18% | 32.14% | 52.68%
Costs decrease 0 0 9 26 77
0.00% | 0.00% | 8.04% | 23.21% | 68.75%
Administrative demands | 0 0 13 26 73
decrease 0.00% | 0.00% | 11.61% | 23.21% | 65.18%
Documentation reduction 0 0 6 36 70
0.00 % | 0.00% | 5.36% | 32.14% | 62.50%
Consolidation of internal | 0 16 21 39 36
audits 0.00 % | 14.29% | 18.75% | 34.82% | 32.14%
Consolidation of external | 0 0 4 79 29
audits 0.00 % | 0.00% | 3.57% | 70.54% | 25.89%
Unification of trainings 0 0 4 50 58
0.00% | 0.00% | 3.57% | 44.64% | 51.79%
Elimination of disputesin | O 13 24 29 46
various organization 0.00 % | 11.61% | 21.43% | 25.89% | 41.07%
strategies
Employee motivation 7 35 46 24 0
enhancement 6.25% | 31.25% | 41.07% | 21.43% | 0.00 %
Corporate Culture 0 17 59 36 0
enhancement 0.00 % | 15.18% | 52.68% | 32.14% | 0.00 %
Corporate Image 23 40 42 7 0
enhancement 20.54% | 35.71% | 37.50% | 6.25% | 0.00 %

Source: own processing

Based on the research results, to the significant benefitmuohgement
systems integration we can include also the integrated margy systems
external audits unification, which was rated by 79 organizations (7@&%&%)
significant contribution. An important benefit to the queried mstits also
training unification, rated by 50 organizations (45%) and alsoasera the
efficiency and performance, rated by 43 companies (38%). Up to 59
organizations (53%) rated the improvement of corporate culture as
contribution that was due to the management systems integrasigited as
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average. Optimization of financial and human resources is arahefit that
was rated as average by 48 organizations (43%). Similaty rated also
employee motivation improvement by 46 subjects (41%) as theagever
contribution of the management systems integration.

Table 3. Ranking of Management Systems Integration Benefits

Ranking | Management Systems Integration Benefits Aerage value
1 Costs decrease 4.61
2 Documentation reduction 4.57
3 Unification of trainings 4.48
4 Duplicate activities elimination 4.38

Better definition and determination of
responsibilities and competences

5 Administrative demands decrease 4.33

6 Effectiveness and performance increase 4.31

7 Consolidation of external audits 4.22

8 Elimination of disputes in various organization 3.96
strategies

9 Consolidation of internal audits 3.85

10 Resource optimization (finance, Human 3.79
Resources)

11 Corporate Culture enhancement 2.89

12 Employee motivation enhancement 2.78

13 Corporate Image enhancement 2.29

Source: own processing

Organization image improvement is perceived as benefit urder t
average by 40 respondents (36 %). Also improving employee motivation was
resulted as less relevant contribution rated by 35 organizaBbfg), Among
the benefits that were resulted in minimum effect we camdecimproving
the image of the organization, which was rated by 23 subj@s4%). We
examined whether there are differences in the benefits efration of
management systems among small, medium and large enterféside
benefits also barriers of management systems integratie agsessed. On
the basis of theoretical knowledge, we determined seven baorgm®blems
that could occur in management systems integration. Respondentsateul
these barriers on a scale from 1 to 5, where 1 means the uniniipstacle
and 5 means maximum obstacle to the systems integratmmghé
organization. Table 3 clearly shows all assessments.
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Table 4. Barriers of Management Systems Integration

Barriers of Management
Systems Integration 1 2 3 4 5
(n=112)
Difficulties with 0 4 20 41 a7
organization of 0.00% 3.57% | 17.86% | 36.61% | 41.96%
management systems
integration
Incompetency of 7 26 48 21 10
responsible person for 6.25% 23.21%)| 42.86% | 18.75% | 8.93%
management systems
integration

Missing guidelines for 0 5 35 42 30
management systems 0.00% 4.46% | 31.25% | 37.50% | 26.79%
integration

Insufficient cooperation | O 0 6 41 65
among departments 0.00% 0.00% | 5.36% | 36.61% | 58.03%
Insufficient employee 0 0 12 31 69
motivation 0.00% 0.00% | 10.71% | 27.68% | 61.61%
Lack of time for 0 8 38 36 30
integration 0.00% 7.14% | 33.93% | 32.14% | 26.79%
Absence of Human 0 0 10 27 75
Resources 0.00% 0.00% | 8.93% | 24.11% | 66.96%

Source: own processing

Based on the survey results among the maximum barriers to the
management systems integration we can be include a lack of hesoamnces,
stated by 75 organizations (67%), lack of employees motivatioi, logté5
respondents (58%) and also the lack of cooperation betweeneniffer
departments in the company what was rated by 65 subjects (58%).

As a relatively important obstacle identified by 42 respond@m$%)
is lack of guidance for the management systems integratioia@jymated
as a as a significant barrier by 41 respondents (36.61%) ita¢keof
cooperation between departments and the same number of respondents
(36.61%) rated the problem systems integration organization.

Incompetent representative responsible for the integrated eraeag
system is an obstacle identified as a relatively avergge8 respondents (43
%). Another relatively average barrier rated by 38 subf@e%o) is lack of
time to integrate. As a relatively less significant otlsts mentioned by 26
organizations (23%) is incompetence of person responsible fortdgeated
management system and 8 organizations (7%) mentioned lack eftdim
integrate.

Seven subjects (6%) perceive incompetence of representgpansible
for the integrated system as the minimum obstacle to thageanent systems
integration in the enterprise. This can be affected bynizghons using
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external advisors and consultants services in order to itgedheir
management systems In order to provide a more comprehensivervige
issue of management systems integration we have identified céskaithat
may arise during the integration.

The survey results indicate that most organizations (75.p8#6ipated
in the survey consider extra costs for additional systemeimnggitation of as
risk in management systems integration. Based on the survdtgrege can
confirm the hypothesis. Organizations that choose to integrate nmagigige
systems should be responsible and trustworthy in all business Systems
integration, implementation of the corporate social respongibiincept and
sustainable development develops organization towards betternpenfoe
not only for its customers but for all stakeholders.

Conclusions

Based on the survey results among the maximum barriers to the
management systems integration we can be include a lack of hesoances,
stated by 75 organizations (67%), lack of employees motivatiomw, bgté5
respondents (58%) and also the lack of cooperation betweeneniffer
departments in the company what was rated by 65 subjects (58%).

As a relatively important obstacle identified by 42 respond@mn$%)
is lack of guidance for the management systems integratiofla®ymated
as a as a significant barrier by 41 respondents (36.61%) itackeof
cooperation between departments and the same number of respondents
(36.61%) rated the problem systems integration organization.

Incompetent representative responsible for the integrated eraeag
system is an obstacle identified as a relatively averggk8 respondents (43
%). Another relatively average barrier rated by 38 subj@e%) is lack of
time to integrate. As a relatively less significant otlsts mentioned by 26
organizations (23%) is incompetence of person responsible fortdgzdted
management system and 8 organizations (7%) mentioned lack eftdim
integrate.

Seven subjects (6%) perceive incompetence of representapanisible
for the integrated system as the minimum obstacle to thageaent systems
integration in the enterprise. This can be affected bynizgtons using
external advisors and consultants services in order to itgedheir
management systems In order to provide a more comprehensivervige
issue of management systems integration we have identified ceskaithat
may arise during the integration.

Survey results indicate that most organizations (75.89%cipated in
the survey consider extra costs for additional systems implatien of as
risk in management systems integration. Based on the survdtgrege can
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confirm the hypothesis. Organizations that choose to integrate nmagaige
systems should be responsible and trustworthy in all business Syséems
integration, implementation of the corporate social respongibilincept and
sustainable development develops organization towards betternpeenios
not only for its customers but for all stakeholders.
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Introduction

The Quality Orientation philosophy was developed when organizations
began to seek competitive advantages through the creation oimeust
satisfaction with quality. This philosophy, which is a firm-widenmnitment
to competing on the basis of quality, can be defined asub&ty)Orientation
(QO). In other words, the Quality Orientation presents a philosabhi
commitment to developing and maintaining a sustainable queigd
competitive advantage leading to increased business perfoen{&iehra,
Joyal, Rhee 2011, Lisiecka 2010). The Quality Orientation has its foundation
in the principles of Total Quality Management (Mehra, JoRhlee 2011).
TQM is a management philosophy. The aim of this management philosophy
is to change corporate cultures from a passive and defendiveedo a pro-
active and open culture where the basic TQM principleeased customer
satisfaction, continuous improvement and everybody’'s participatien ar
applied everywhere in the organization (Dahlgaard, DahlgaaidZ2H6).
Therefore TQM is a company culture characterized by incteasstomer
satisfaction through continuous improvements, in which all employees
actively participate (Dahlgaard, Dahlgaard-Park 2006). This gbd QM are
to satisfy customers, prevent poor quality rather than cangegtioblems,
develop an attitude of continuous improvement, understand the vhlue o
measuring performance to identify opportunities and maintain imprevism
and to eliminate chronic sources of inefficiencies and cbeese goals could
be achieved if there is a total commitment by entire orgdion (including
top-management and employees) as well as principles of T@Muly
understood by them (Talib, Rahman, Qureshi 2011). This philosophy has no
boundaries and is concerned with managing quality. TQM stresses a
systematic, consistent and organization-wide perspectivaying everyone
and everything. It focuses primarily on total satisfactmmbioth internal and
external customers within a management environment that ses{suous
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improvement of all systems and processes. The philosophy emphtsze
use of all people, usually in multi-functional teams, to bring about
improvement from within the organization (Pun, Nurse 2010).

Quality management as a philosophy is characterized by pascipl
practices and techniques (Dean, Bowen 1994). Total quality maeage
incorporates quality management principles (Pun, Nurse 2010). Thi qua
principles are a set of underlying assumptions of how to \hewtganization
and its relation to customers, competitors and suppliers (Dean B394,
Johansson, Witell, Ronnbéck 2013). The Quality Management Principles
(QMPs) are a comprehensive and fundamental set of rulegliefsbfor
leading and operating an organization aimed at continually improving
performance over the long-term by focusing on customers while addyes
the needs of stakeholders (Pun, Nurse 2010). The practicegaszh\as the
activities performed to display and embody the principles, ssidoléecting
customer information and conducting customer surveys. The technigues ar
seen as the guidelines and infrastructure for performingingutactices, such
as voice of the customer tables and quality function deployment (Beaen
1994). Therefore the principles of Total Quality Managemesttlae main
source of Quality Orientation.

The aim of the paper is to identify the Quality Orientatio@)@aturity
level in organizations coming from Poland and abroad. The level of
implementation of Quality Orientation is defined as theelewf the
implementation of the eight Quality Management Principles PQNh
organizations.

The paper is divided into eight parts. Introduction is the fiest of the
paper. The next part includes short literature review concerttieg
measurement of Quality Orientation maturity viewed through an
implementation of Quality Management Principles. The third paasents
research model and hypotheses. Research method and data collection are
presented as part fourth. The fifth part is about sample d¢hastics. Survey
results are included into the sixth part of the paper. The departtconcerns
conclusions and bibliography is a content of the last part.

Quality Orientation maturity — measurement

The Quality Management Principles (QMPSs) as a set of rules fingpa
and operating an organization should be discovered and defined. Themquest
is: how many principles are there in quality management?niingber of
principles differs between authors. Usually the range is &twril3 principles
(Witell, Antoni, Dahlgaard 2005). Very early approach in thisigspresent
Dean and Bowen (Dean, Bowen 1994) and according to them quality s base
on three principles: (1) Customer focus; (2) Continuous improveni@nt;
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Teamwork. According to another approach there are five plascgd quality
management (Witell, Antoni, Dahlgaard 2005): (1) Management
commitment; (2) Focus on the customer and the employee; (3) Focugson fa
(4) Continuous improvement; (5) Everyone’s patrticipation. But theralsoe
quality management principles according to quality awardsxoellence
models. The most famous principles are included in ISO 9000 stangérd (
2005). The ISO standards offer a management system basedjhin ei
principles draw up by International Organization for Stagidation (ISO
2005; Rogala 2010). The eight QMPs include: (1) customer focus; (2)
leadership; (3) involvement of people; (4) process approachsy@&gm
approach to management; (6) continual improvement; (7) factual approach to
decision making; and (8) mutually beneficial supplier relahgs The
characteristics all above mentioned principles are presentdualénilta

Table 1. Quality Management Principles - characteristics
1. CUSTOMER FOCUS

1. The Organization identifies the groups of interégiarties.

2. The Organization tries to fully identify customerstjuirements and expectations
and to verify and update them.

3. The organization determines the influence (botratieg and positive) of the
individual interested parties on its activity.

4. Customers’ complaints are investigated effectiaid in the right time.

5. Customer satisfaction is measured in the Orgaoizati

6. Information about customer satisfaction is maddipuiside the Organization and
around it.

2. LEADERSHIP

1. The strategy and/or policy are determined in tlgaoization.

2. Top Management establishes and communicates aoyitieal and
comprehensible aims for worker teams and/or indi@ié&mployees.

3. The hazard, which can influence the achievemens &@ranalyzed in the

Organization.
4, The strategy and policy are regularly updated liygudata from inside and

outside.

5. The Organization provides its employees with neamgssources, trainings and
freedom of action within the scope of their tagsksalifications and responsibility.

6. Management of the Organization appreciates empsdyemk, initiative and
creativity.

7. The right communication between all levels of thrg&hization is functioning
properly.

3. INVOLVEMENT OF PEOPLE

1. Qualifications of the Organization employees atly fused by the organization.

2. The Organization employees are creative and inh@:at

3. The Organization employees are fully aware of threpract and importance on
achieving the organization’s aims.

4. The Organization employees try to find possibiited raising their qualifications.

5. The Organization employees are easily sharing logvledge and experience.
They willingly cooperate with other employees antbiested parties.
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U7

6. Employees are willingly engaging in the organizagibcontinual improvement

processes.
4. PROCESS APPROACH

1. Basic/main processes in the Organization are ffiehti

2. Actions in processes, sequences of those actigmstsi and outputs of the proces
and sources necessary for their realization, anetiiied in the Organization.

3. Employees who are responsible for the processesdpses leaders) are identified
in the Organization.

4. Measures of the processes are identified in thar@zgtion.

5. Measurements of the processes are regularly meditamd their results are
analyzed.

6. Essential process indicators, which serve to makéegjic decisions, there are
determined.

5. SYSTEM APPROACH TO MANAGEMENT

1. Relations between processes in the Organizatioiantified. Process map is
worked out.

2. Employees are aware of the fact, that the Orgadnizég a system of cause and
effect connected elements.

3. System approach is used to increase Organizaties(sts.

4. The systematic learning is present in the Orgaioizat

6. CONTINUAL IMPROVEMENT

1. Top management in the Organization encouragesuppubss its employees in
continual improvement in order to achieve expeeiets.

2. The organization identifies areas for continual iayement, innovations and
systematic learning.

3. Learning is the key issue in the Organization. figmagement supports initiatives
connected with organizational learning.

4. Self-evaluation is carried out in the Organization.
5. At the improvement process the Organization usiésreint methods, tools and
techniques, such as: Six Sigma, Lean Managemen8benchmarking.
7.FACTUAL APPROACH TO DECISION MAKING
1. Decisions made in the organization are based @malysis of facts, supplemented
by the intuition and experience.

2. Top management in Organization provides appropéaeatess to data, information
and tools which allow making an affective analysis.
Are there determined access methods and peoplarhauthorized to access the
data?

3. There are determined access methods and peoplarefauthorized to access the
data.

4, Data and information collected in the Organizatoa useful (are fully used) to
making decisions.

8. MUTUALLY BENEFICIAL SUPPLIER RELATIONSHIPS

1. Criteria of suppliers qualifications are worked antl updated in the Organization.

2. Qualifications criteria include multifaceted ranémr, example: price, deadline of
deliveries, service method, after sale service wihtrainings.

3. Top management in the Organization cares for theldpment of relations with
key suppliers and partners (shares the experievitepartners).

4, Partners and suppliers of the Organization arelwedbin and have influence on

the organization’s success.

Source: own work
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A set of statements, that describe the quality managepmardiples
developed and contained in Table 1, were used in the empiricaifthe
paper to measure and identify the Quality Orientation matueitellin
organizations. The assumptions used to develop this table aréddéh ISO
standards. Quality Management Principles define the relatittre company
and its employees to quality management and allow for usingeaggyeffect
in quality management system (Hamrol, Mantura 2004). Qualityalgement
Principles can be used by the organization's management to improve
organizational operating. They aim is to facilitate achieveroéthe quality
objectives and the management objectives of the organizatienQuality
Management Principles provide a clear relationship of a compayugdlity
system to its management system in a business frameworkNinse, 2010).

Research model and hypotheses

In the literature there is an interest in empirical evidezancerning the
maturity level of Quality Orientation (QO) in organizais defined as the
level of implementation of eight Quality Management Priresp{QMPS).
Therefore QO maturity level becomes a key issue in conducteeysurhe
key research questions are: What is the Quality Orientatituritydevel in
organizations coming from Poland? Does the level of Qualitgr@ation
maturity in organizations in Poland differ from the level of @@turity in
organizations from abroad?

In this study the following hypotheses were developed:

v H1: The level of the QO maturity in organizations coming from
Poland is on the average level.

v" H2: The level of QO maturity in organizations in Poland i©&ighan

organizations in Serbia and in Ukraine.

Because the second hypothesis is broad therefore it hadpeb#ying
more precisely. For that reasdollowing detailed hypotheses were
formulated to the second hypothesis:

v' H2.1: The level of QO maturity in organizations in Poland ghér

than organizations in Serbia.

v' H2.2: The level of QO maturity in organizations in Poland ghér

than organizations in Ukraine.

For clarity and transparency of the paper there was creajeaphical
research model (Fig. 1).
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Quality Orientation (QO) H1: The level of QO maturity in
> organizations in Poland is on the average

1. CUSTOMER FOCUS level
2. LEADERSHIP High <4;5>
3. INVOLVEMENT OF PEOPLE H1| QOeLz0iz | - Average

4. PROCESS APPROACH Low <1;2>

5.SYSTEM APPROACH TO
MANAGEMENT

H2: The level of QO maturity in
6. CONTINUAL IMPROVEMENT —» organizations in Poland is higher than
organizations in Serbia and in Ukraine

7.FACTUAL APPROACH TO
DECISION MAKING

H2.1| QOpL2012 | > | QO srs2012

8. MUTUALLY BENEFICIAL
SUPPLIER RELATIONSHIPS

H2.2| QOvpL2012 | > | QO ukr2013

Figure 1. Research model
Source: own work

Research method and data collection

In the application part of our research we used a specially ngesig
guestionnaire. The first main part of the questionnaire concerrewtleof
Quality Orientation maturity and contains of 42 statements /tiQues
Respondents' task was to evaluate all statements listeéd guestionnaire.

The evaluation is a subjective assessment of respondemgallration we
used a five-point Likert scale, whereby 1 - means "no, | do not agree, it is not
true” and 5 — means "yes, | agree, statement in 100% Is Trae collected

data were analyzed using Excel software.

Developed questionnaire was sent electronically to the orgemgan
Poland Serbia and Ukraine. The aim of such structured sdsmple was
to allow a comparison in international level. The gquestionnagceived
approximately 680 organizations operating in Poland, approximatdy
organizations in Serbia and 342 organizations in Ukraine. mMegumwas
various in different countries. In Poland we received 86 completétieti
guestionnaires, representing approximately 13% of the surveyed
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organizations in Poland. From organizations in Serbia we recé@ed
questionnaires, representing 80% of sample in this country. Ao fr
organizations from Ukraine we received 93 questionnaires, representing 27%
of the surveyed sample. Such returning level achieved inéSeggilts from
selected target group. Below are presented the results ofatmgpanalysis

on the basis of gathered material.

Sample characteristics

The overall analysis of all main sample characterigdipsesented on the
Fig. 2. The presented results indicate that among the organzahat
responded to the survey dominate service organizations. Suatiosi
appears in two cases: in organizations surveyed in Poland andamélk
Totally different situation is in case of Serbian orgatiwa where
respondents represent mainly the manufacturing organizatiori@olémd
service organizations represent 52% of respondents and inn&kitaey
represent as many as 70% of respondents. For comparison, among the
surveyed organizations in Serbia dominate manufacturer organizatiunk
represent nearly 60% of all respondents. On second place areeservi
organizations - 32% of surveyed organizations. Among the respondents ar
also non-profit organizations and local governments unit.

_ WL LI FI

manufa more
service c- |mixed| other| 1-9| 10-49 50-249han |no data yes no | no data
turing 250
Pklzzgéz 52% | 15% | 4% | 29%| 16% 319 27% 25% 1% 75% 6% 19%
.Siigglz 32% | 59% | 0% 9% | 24% 399 19% 17% 1% 69% 16% 15%
.UKNzégls 70% | 28% | 0% 2% | 11% 469 22% 22% 0% 32% 68% 0%

Figure 2. Sample characteristics
Source: own work

The results showed also that the study consist of companédissides.
But the most popular surveyed organizations are: the smatirgjaaizations.
Among the organizations surveyed in Poland are three main groups. The first
group consist of companies employing up to 50 people (31%), the second
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employing up to 250 people (27%), and the third more than 250 persons
(25%). Very similar situation is with surveyed organizatiomsnf Ukraine
where small organizations amount to 46%, medium and big sizeézatjians

— 22% each and micro organizations — 11%. Also among the organgati
surveyed in Serbia strongly dominate organizations employingafpgeople

- nearly 40% of all surveyed organizations. However on the secaod ate
micro organizations that employ only up to 10 people - 24% of all geve
organizations in Serbia. On the third place are organizations engplay to

250 people - 19%, and next are large organizations, employing mor2sihan
people - 17%.

The analysis of the data shows also that 75% of surveyed respondents in
Poland and nearly 70 % of surveyed respondents in Serbia have an
implemented and certified quality management system aogpiaiSO 9001
standard. But there is a difference between Poland and Serbia @me hand
and Ukraine on the second hand. In Ukraine only 32% of surveyed
respondents have the ISO certificate. It means that mosumeyed
organizations is not certified according to ISO 9001 standard.

Survey results

In the study the 5-point Likert scale was used as a bashefervaluation
of the level of QO maturity. Therefore there were needethdke some
previous assumptions. For that reason the study include following
assumptions about the QO maturity:

— average value equals between 1 and 2 points means lova@Q@tylevel
<1,2>;

— average value equals between 2 and 4 points means average QO maturity
level (2,4);

— average value equals between 4 and 5 points means high QOtymaturi
level <4,5>,

Survey results indicate that the Quality Orientation nigtuevel in
organizations coming from Poland is equal to 3,79 points. It mean®@hat
maturity is on the average level in Poland. For that reasoa ih@o reason
to reject the first hypothesis. The detailed results show ttreae is the
diversification of maturity results among individual qualityamagement
principles (see Fig. 3).

In Poland especially the higher scores receive two principlagually
beneficial supplier relationships (4,0) and customer focus (4,@ontrast
continuous improvement receive the lowest average score equdyt8,33
points.
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L 2 3 4 5
1. Custorner focus 3,97
2. Leadership 3.88
3. Involvemert of people 4
4. Process approach 3,93
5. Bystem approachto management 72
6. Continious improvernent
7. Factual appreachto decision making 76
& Mutually beneficial supplier relationships 398
mpL 2012
N=86

Figure 3. QO maturity in Poland — detailed data
Source: own work

According to the survey results concerning organizations comamg fr
Serbia the overall average score is worse than in PolandaltBough this
situation was arising during the conducted analyses the detaitedssc
indicate that the structure of the results is slightly sim#ae (Fig. 4).

L. Customer focus

2. Leadership

3 Involvement of pecple

4. Process approach 3,22

5. Systernapproachto mansgermnent
6. Continious improvernent

7. Factual approachto decision making

340

& Mutuzally beneficial supplier relationships

mSRBE 2012
N=80

Figure 4. QO maturity in Serbia — detailed data
Source: own work
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It means that also in case of this country the higher scecesve two
principles: customer focus (3,49) and mutually beneficial supplier
relationships (3,4). And there is one principle with the lowestaaeescore
equal to 2,73 points — continuous improvement.

Different results have detailed data from organizations gadvén
Ukraine (see Fig. 5).

1. Customer focus

2. Leadership

3 Involvernenl ol peuple

4. Process approach

3 Byslemn approacl Lo mansger el
& Contimnious mmprovernent

7. Faclual approach lo decision makng

2. Mutually beneficial supplier relationships

EUKR 2013
N=u1

Figure 5. QO maturity in Ukraine — detailed data
Source: own work

The highest scores have such quality management principles as
leadership (3,94), factual approach to decision making (3,89) andsproce
approach (3,84). But the lowest score is still in case ofiraoois
improvement principal (2,95).

The comparison of detailed results received from all counises
demonstrated on the Fig. 6. The analysis confirmed that thetoasults in
maturity level achieved continuous improvement regardlesheotountry
represented by the surveyed organizations (Serbia — 2,73; Ukr&dri#s,
Poland — 3,33).

At the same time the highest values in maturity levélieased such
principles as: customer focus (Poland — 3,97; Ukraine — 3,82;aSe®)49);
mutually beneficial supplier relationships (Poland — 3,98; Ukrairi68;
Serbia — 3,40); process approach (Poland — 3,93; Ukraine — 3,®8a Ser
3,22) and leadership (Poland — 3,88; Ukraine — 3,94; Serbia — 3,08).
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1 T T T T 1

1. Custumma 2, Leadership 3 Invulvenent 4, Process 5. Syslem . Cuntlinivws 7. Faclual 8. Mutually
focus of people approach approachto  improvement  approachto beneficid
management dectstonmaang  suppler
relationships
—*+—FL2012 o ERB 2012 —&—TUKER 2013
N=ih N=5l =

Figure 6. Quality Orientation maturity — detailed data
Source: own work

After the analysis and the presentation of detailed data cangeire

level of QO maturity there is a question about overall aeesagre in each
surveyed country. The results of international comparison weeepted on

the Fig. 7.
]
1 3.63
3.10
3 -
1 _
PL 2012 SEB 2012 UKR 2013
N=86 N=80 N=91
® Quality Orientation maturity

Figure 7. Quality Orientation maturity
Source: own work
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The measurement of Quality Orientation maturity level icored that
the level of QM maturity is on the average level regadgief the country
represented by the surveyed organizations. In all three tbeesagerage level
of QM maturity was equal to the value between 3 and 4. Tgieebi QM
maturity level achieved surveyed organizations from Polanc:rage value
equal to 3,79 points. The next score attained surveyed organizatioms f
Ukraine — 3,63 points. The lowest level of QO maturity hacgmimations
from Serbia — the average value equal to 3,1. Therefore thezenaveeasons
to reject also the second hypothesis. It confirmed the resudtsabfsis each
of two detailed hypotheses. The conducted survey confirmed that the level of
QO maturity in organizations in Poland is slightly higher tmeorganizations
in Ukraine and definitely higher than in organizations in Serbia.

Conclusions

The data collected from the developed questionnaire and theisinaly
allows us to answer the research questions and make some aimport
observation. First of all the measurement of Quality Oriestatiaturity level
(implementation of the eight quality management principlegjoimducted
survey confirmed that the level of QO maturity is on the ayerevel in
organizations coming from Poland. For that reason there was no reaso
reject the first hypothesis. But there is the diversificatibmaturity results
among individual quality management principles.

The next stage of the study showed that the level of Qualigntation
maturity in organizations in Poland only slightly differ from theel of QO
maturity in organizations from abroad. The average level®@htturity was
achieved by the surveyed organizations regardless of the coinatyy
represented. In all three cases the average level of @ity was equal to
the value between 3 and 4. The highest QM maturity level achieved edrvey
organizations from Poland (3,79). The next were organizations froaingkr
(3,63). The lowest level of QO maturity had organizations frorhi&¢3,1).
Summarize the conclusions of survey results thanebe observed that
the level of QO maturity in organizations in Poland is highigan
organizations in Serbia and in Ukraine. It means that also ¢bend
hypothesis was not rejected. The conducted survey confirmeti¢hat/el of
QO maturity in organizations in Poland is slightly higher tmeorganizations
in Ukraine and definitely higher than in organizations in Serbia.

The main research limitations of this paper include that theltses
concerning only surveyed sample.
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Introduction

The term of a standard is nowadays used in numerous fields ohhuma
life, whereas a standardising activity exerts a signifizapact on economic
development, trade, services as well as on the areas of hwistenee.
Standards and their use in technical regulations concerning procueises
and production methods play the key role in the sustained development by
promoting quality and safety in every area of human existencggrideg,
creating and functioning of the units generating nuclear ensrgjrictly
connected with a number of threats both for a human and the entire
environment. Thus, creating, issuing and subsequently deploying branch
standards in this particular scope seems to be justified. dineis to support
system solutions in the field of quality, environment managemertiraadly
understood safety.

Among ISO standards within quality system management we may
indicate the document ISO-EN-9001:2008, similar solutions directechtiypi
towards units generating energy are included in the stand&# 3S-R-3
The Management System for Facilities and Activities Safety Remeints.

The aim of this study was to conduct a comparative analysibeof
following documents: ISO-EN 9001:2008 and GS-R-3 as well as to irdicat
basic similarities and differences. In order to reack #im methods of
literature critical studies and comparative analysis were used.

Rudiments of standardization

The term of sustained development is most frequently assouwittetthe
environment, however in reality it is much broader and means thefus
economic development in order to increase justice of redistrbuthile
demonstrating simultaneous respect for ecosystems and naisoalraes

119



(Strange & Bayley 2008). However the essence of sustainedogevent is
the concurrent consideration of three basic elements: societyprag and
environment. In the policy of sustained development, the particoiaris
played by: metrology, compatibility assessment and standardizatitch
very often are defined as the pillars of this developrfisaticucki 2010). The
said pillars are strictly connected with each other and themteract with
each other, whereas the effective implementation of detiiterformed by
the said pillars strengthens the sustained development and social security

Standardization is a voluntary cooperation between industry, corsume
public authorities and other interested parties for the beoketfleveloping
technical specifications based on consensus (KOM 2008). In the st&ida
EN 45020:2009 standardization is defined as: the activity aitoirghieve
an optimum degree of order in a defined scope and in particamstances
by designating statements designed for common and repeatecdhtiplic
concerning existing problems or problems that will probably oatuhe
future (PN-EN 45020:2009). The aims of the above mentioned activity
include in particular: elaboration, issuance and implementatiotaofiards.
According to the document PN-EN 45020:2009, this standard is a document
adopted by way of a consensus, approved by an authorised organizatignal
making rules, guidelines or characteristics (for common andatege
application) relating to various kinds of activity or theirules and aiming to
achieve an optimum degree of order within specified scope (PN-EN
45020:20009).

The subject of standardization may be a product, process or eesétrvi
may also be any material, component, equipment, procedure or method,
management system or any area of activity. Formal stazd&ioh is
conducted at three levels and it covers domestics, national anthtiaeal
standardization organizational units. Informal standardizé&ioanducted by
particular industries or enterprises. Its subjective angaeah scope as well
as geographical range are completely differenfi¢uiaki 2010).

Role of standardization in the sustained development exaited
by IAEA

The International Atomic Energy Agency - IAEA is the worlzEatre of
cooperation in the nuclear field. It was set up as the workd@ais for Peace"
organization in 1957 within the United Nations family. Its principal ctbje
is “to accelerate and enlarge the contribution of atomic enenggace, health
and prosperity throughout the world”. The Agency works with ieider
States and multiple partners worldwide to promote safe, saodrpeaceful
nuclear technologies. The IAEA works for the safe, securgaadeful uses
of nuclear science and technology. Its key roles contribute tonaitenal
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peace and security, and to the world's Millennium Goals for social, economic
and environmental development.

The Headquarteres of Agency are situated in Vienna, AuSe@etariat
is a team of 2300 multi-disciplinary professional and support staff from more
than 100 countries. The Agency is led by Director General Yukiyano and
six Deputy Directors General who head the major departments.AH#& |
runs or supports research centers and scientific laboratoriégemnna and
Seibersdorf, Austria, Monaco, and Trieste, Italy.

IAEA programs and budgets are set through decisions of its
policymaking bodies - the 35-member Board of Governors and the General
Conference of all Member States. Reports on IAEA activiressubmitted
periodically or as cases warrant to the UN Security Councilih&General
Assembly.

The IAEA's mission is guided by the interests and needs of Membe
States, strategic plans and the vision embodied in the IABAItBt Three
main pillars - or areas of work - underpin the IAEA's missi®afety and
Security, Science and Technology, and Safeguards and Verification.

Specification of IAEA functioning and undertakings connected with
IAEA increase the level of standardizing activity within sthécope.
Development of nuclear energetics is strictly connected avitlextremely
high risk of occurrence of unprofitable consequences both in hatura
environment and human working environment. According to the idea stating
that standardization is one of the pillars of sustained develdpme
standardization documents drawn up and issued by IAEA, acquire
considerable significance. We should emphasise the fact thatstheskards
are compatible with international standards within the scope oftguali
environment and working environment.

IAEA safety standards reflect an international consermuswhat
constitutes a high level of safety for protecting people andriheoament.
They often serve as safety regulatory documents. In practidee folly
effective the IAEA safety standards need to be complesdelny industry
standards and must be implemented within an appropriate national regulato
infrastructure. The IAEA produces a wide range of technigbligations and
reports to help Member States in developing this nationalsinfreture and
the associated standards.

Presentation of ISO-EN 9001:2008 Quality Management Systes.
Requirements

ISO portfolio includes more than 18 100 standards related to economy,
management and society covering practical solutions for all three dangns
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of economic, environmental and social sustained development. ISOrgianda
provide us with numerous solutions and assist in the achievemeenefits

for the majority of activity sectors, among others, agricalfLconstruction,
industrial, distributive, informational and communicational agtiai well as
activity connected with the environment and energetics. |1&@latds are the
result of global consensus concerning the most modern technologpar g
practices (Lacucki 2010).

One of the ISO standards which regulates system aspdiits thie scope
of quality management, is the standard: ISO 9001:2008. It is thi oés
long-term evolution, in the course of which its content andatgity of
provisions was improved and it was adjusted to the needs dictated by
constantly changing surrounding [Lunarski 2008]. The most current, fourth
issue of this standard replaces the document of the year 2000; inlprtheip
novelisation does not introduce any new requirements. This document
includes explanations to ISO 9001:2000 requirements as well as changes
aiming to improve the cohesion with the ISO standard ISO 14001:2084. Th
scope of the standard is presented in Figure 1.

Requirements N
From O I A e *
Customers

A PRODUCT THAT SATISFIES QUALITY
REQUIREMENTS

Figure 1. The scope of the standard ISO-EN 9001:2008 Quality
Management Systems. Requirements

Source: (Boogaard 2012)
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The achievement of the following aims by a given organization
determines the structure of a standard (Lunarski 2008):

— demonstration of organization’s ability of constant supply of a
product meeting client’s requirements and the requirements include
in appropriate provisions,

— pursuit to increase client's satisfaction by effectipplation of a
system, including processes concerning the continuous system
improvement and assurance of compatibility with clients’
requirements and requirements of legal provisions and supervis
regulations.

The document is composed of eight parts:
The scope of the standard.

Competent standards.

Terms and definitions.

Quality management system.

Management responsibility.

Control of resources.

Product implementation.

Measurements, analysis and improvements.

AII requirements included in the discussed standard are ofrajene
character and are designated for application by all organizaégasdless of
their type, size or conducted activity. The standard can be appliecehyaint
and external parties, including certification units, in ordex@mine whether
an organization is able to meet client’'s requirements, repeints included
in legal provisions and organisation’s own requirements (Lunarski 2008).

© N oA WDNR

Presentation of IAEA GS-R-3 The Management System
for Facilities and Activities Safety Requirements

IAEA GS-R-3 The Management System for Facilities and At
Safety Requirements defines the requirements for estadgjshiplementing,
assessing and continually improving a management system. A enmasiaig
system designed to fulfill these requirements integratdstys health,
environmental, security, quality and economic elements. Safettheis
fundamental principle upon which the management system is basex® The
requirements must be met to ensure the protection of peoplehand t
environment and they are governed by the objectives, concepts aciglps
of the IAEA Safety Fundamentals publication (GR-S-3). In figureva®
presented the scope of the standard IAEA GS-R-3 The Manag&ystem
for Facilities and Activities Safety Requirements.
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Member state ™, =0 @0 8T IAEA Safety
statutory N Standards
Requirements Requirement

Environment,
Security
Health
Economic
Requirements

Requirements
From
Stakeholders

A PRODUCT THAT SATISFIES ALL
REQUIREMENTS
Safety- Health — Environmental - Se curity —

Oualig - Economic- Others
Figure 2. The scope of the standard IAEA GS-R-3 The Management
System for Facilities and Activities Safety Requirements

Source: (Boogaard 2012)

The requirements established in IAEA GS-R-3 may be used by

organizations in the following ways:

— as the basis for the management systems of organizati@uslydir

responsible for operating facilities and activities and pliog
services,
— as the basis for the regulation of these facilities andites by the
regulatory body,
— as the basis for the management systems of the relegnatory
bodies (OHSAS 18001:2007),

— by the operator, to specify to a supplier, via contractual
documentation, any specific requirements of this Safety
Requirements publication that must be included in the supplier’s

management system for the supply and delivery of products.

This publication is applicable to the establishment, implementat

assessment and continual improvement of management systems for:
— nuclear facilities,
— activities using sources of ionizing radiation,
— radioactive waste management,
— the transport of radioactive material,
— radiation protection activities,

124



— any other practices or circumstances in which people mayposed
to radiation from naturally occurring or artificial sources,

— the regulation of such facilities and activities.

This Safety Requirements publication is applicable throughout the
lifetime of facilities and for the entire duration of adi®s in normal, transient
and emergency situations. This includes any subsequent pentitoftional
control that may be necessary. For a facility, these phasafiyusiciude
sitting, design, construction, commissioning, operation and decommissioning

Comparison of standards — results and discussion

This Subsection was elaborated on the basis of sourc&A @812) and
(Boogard 2012). IAEA GS-R-3 establishes management systemameguits
for nuclear facilities and activities for operating orgatiwes, but also for
other interested parties, such as regulatory bodies, suppiigrsuatomers.
Where International Organization for Standardization and other standards ar
used, an appropriate and adequate safety management systemataevesl a
by imposing additional requirements on an organization, overlanetdahose
contained within the 1ISO 9001:2008 standard on Quality Management
Systems.

First, similarities were discussedoth IAEA GS-R-3 and ISO
9001:2008 are based on the following common management principles, which
reflect good management practices:

— customer focus,

— leadership,

— involvement of people,

— process approach,

— systematic approach to management,

— continual improvement,

— factual approach to decision making,

— mutually beneficial supplier relationships.

The basis similarities in these documents is:

— lead to integrated management systems although to varying degrees,

— require management system documentation but with difference in
detailed requirements,

— make reference to stakeholders although with differences in scope,

— require workers to have the level of competence required to do
assigned work,
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— require the provision of training or other action to achidhe
required level of competence,

— require the evaluation of the effectiveness of trainingtleer action
provided,

— standards adopt the process approach, based on the concept that work
may be structured and interpreted as a set of interacting processes,

— standards put emphasis on internal and external communication, even
though there are differences in intent, scope and terminology,

— standards require reviews of the management system,

— standards provide for monitoring, measurement and assessment of
performance,

— standards promote a culture of continual improvement,

— standards can be used by external parties, as the basiessiRgs
the organisation’s management system,

— standards can be used by a nuclear facility operator to impose
requirements on suppliers,

— use the concept of ‘product’ to mean both items and services.

Both standards specify requirements for use by an organization
internally, or for contractual purposes, to enhance and demonsteate
effectiveness of its management system. Both standards casebeby
external parties as the basis of assessing the organigati@nagement
system.

Then, there come differencdsifferences of focus and similarities of
structure between IAEA GS-R-3 and ISO-EN 9001:2008 were pezsamt
figure 3.

Major differences in focus in both documents are:

— |AEA GS-R-3 focus is safety (promotion of safety culturerdegral
part),

— IS0 focus is customer satisfaction.

— Major difference occurs in degree of integration:

— GS-R-3 requires integration of requirements (health, environment,
security, quality, economic and risk)

— 1SO 9001:2000 has no requirement to integrate safety, health,
environmental, security, quality and economic elements

— ISO does not integrate the requirements of other codes, sysiem
parties, but GS-R-3 does

There are also differences in terminology used:
— interested parties or stakeholders (GS-R-3),

126



Integrated Management
System

ISO 9001:2000

Quality Management System

< e e e e — e — 2
Saf(e;tryagﬁlture : JoTTTTTTTTTTTTTI General Requirements
Documentgtion | \ T TEE T » Documentation Requirements

|
| |
|
| |
|
| |
< ! ! i < =
I I '
| | H
Management Responsibility | | h Management Responsibility
< A~ A +~ .
- e | Ll "
Management Commitment | | JI. Manacgen:ent Cgmmnment
Satisfaction of Interested ! : Pttt Ikt > éi;)lri?e;oﬁsus
Parties (i.e. Stakeholders) : \ [} | e e » Y " Y
o \ | v Planning
Policies | ] - "
Plannin: a ] ] | Responsibility, Authority &
anning ) I, NP, D, INUIPY UL N Communication
Responsibility & Authority | | | \ .
| ] : : | 1 Management Review
! ! ! !
| |
- = A — =
A R
Resource Management ] | : : | ] Resource Management
| | ] |
A
Provision of Resources =/ : 1 ] | | Provision of Resources
Human Resources |~ =~ _ . N _,I B A R : - - :\_ —p Human Resources
Infrastructure & Working ¢ \ | | N H Infrastructure
Environment | : : | | Work Environment
! ! 1
| |
! ! !
| |
! ! 1
|
< S <
: | 1 ! :
|
Process Implementation : : : | | Product Realization
] ] | |
! ! !
| | N
! | (O Planning of Product
(€= —--- : : l - = Realization
Developing Processes - ———— - ] | Customer-Related Processes
Process Management 1 f'. Design & Development
Generic Management - — = - == il : == Purchasing
System Processes : | Production & Service Provision
| | Control of Monitoring &
] : Measuring Devices
|
\ |
iy L iy
|
|
Measurement, Assessment : ] Measurement, Analysis
and Improvement ] : and Improvement
|
Monitoring & Measurement e - ___ : General
Self-Assessment | Monitoring & Measurement
ML’L‘;ZZ?:?‘SC:;?S’;“:\%W [ - Control of Nonconforming
Product
Non-conformances and = — = = === — . — . — —> Analysis of Data
Correc!i\;ed& Preventive Improvement
ions
Improvement
Focus on Focus on
Safe Customer
ty Multiple similariies o == === === > Satisfaction
One to one similarity ¢ - - -

Figure 3. Differences of focus and similarities of structure étween
IAEA GS-R-3 and ISO-EN 9001:2008

Source: (IAEA 2012)
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customers, suppliers and organisations (ISO-EN 9001:2008).
differences in level of detail of requirements:

GS-R-3 are basic requirements with detail provided in supporting
guidance documents,

ISO 9001:2000 more detailed but provides no guidance,

GS-R-3 requires proactive strategic planning integratihgaals,
strategies, and objectives,

ISO focuses on operational level product quality (seeks to meet
customer and regulatory requirements applicable to a product),

GS-R-3 seeks stakeholder satisfaction and ISO seeks custome
satisfaction.

Differences in specification of processes:

review of requirements (more detail in ISO),

design is a process and no details in GS-R-3,

other product realisation stages (more detail in ISO),
control of monitoring and measuring devices,
customer property (no mention in GS-R-3),

managing organisational change (only product change addressed
in ISO, not changes to the organisation).

This is shown in figure 3.

Differences between IAEA GS-R-3 and ISO 9001:2008 exist, as the
objectives, approaches and perspectives adopted in developing the
requirements in each standard are different. IAEA GS-R-3negjthiat health,
environmental, security, quality and economic requirements be coebite
conjunction with safety requirements, to help preclude possible wegati
impacts on safety. The approach used in the ISO standards iselopev
requirements specific to a given area (quality managemesriveronmental
management) and leave it to an organization to select antheiset of ISO
standards relevant to its areas of operation. Comparing theamgumis of
one such standard with those of an integrated managemenh statedard
will reveal inherent differences between them.

Conclusions

New economic challenges, accelerated market cycles, teclgnolog
convergence also the one connected with acquisition of nucleayyesedl
ecology and social challenges as well as market globahisa all these
factors contribute to the fact that standardising actividty to adjust to the



pace of changes that take place in the contemporary economy mt@rde
support its innovation and competitiveness.

Standardised management systems constitute one of the devices that can
be used in the process of organization management. Trstemsyavour the
establishment of indispensable minimum set of requirementsi¢leéng of
which should allow for the achievement of planned results complitimthe
requirements of customers (Lunarski 2008). However, the necestig use
of branch requirements specific for nuclear energy, which arélead
complement of the standards of the International Organizatmn f
Standardization, must be emphasised.

Comparative analysis showed that both IAEA GS-R-3 and ISO
9001:2008 are based on the following common management principles, which
reflect good management practices. Major differences in both dotsime
occur in focus: in IAEA GS-R-3 focus is safety (promotionafesy culture
an integral part), while in 1ISO focus is customer satigda. Also, major
difference occurs in degree of integration: GS-R-3 requiregration of
requirements (health, environment, security, quality, economidsit)duhile
ISO 9001:2000 has no requirement to integrate safety, health, environmental,
security, quality and economic elements There are alsoratffes in
terminology used and in specification of processes.

Specification of the functioning of organization units generatingeaucl
energy forces the organizations to implement and apply standgpasting
system aspects connected among others with safety. The mostambpor
element of standards issued by IAEA is the safety culture.
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Introduction

Normalized quality and environmental management systems hawe bee
used for several decades. The first standards in the m@nggstematic
approach to quality assurance were introduced in 1987, i.e. 27 years ago. The
ISO 14001 standard linked with systematic approach to environmental
management was first applied in 1996. At that time both standarded
enormous popularity (in particular the 1ISO 9001 standard) and systedha
the language of business worldwide. Undoubtedly the systematic appsoach t
quality and environmental management was popularized among various types
of organizations, active in both production and services, independieiro
size and profile. In Poland in 1990s we could observe common dniare
achieving certificates confirming the functioning of quality and®nmental
management systems in enterprises. In particular, aftend@téned the
European Union the popularity of “the ISO 9001 and ISO 14001 certificates”
has significantly grown. The implementation of a quality and enwental
management systems in compliance with the ISO 9001 and ISO 14001
standards communicates the idea that a given enterpriseaftagon to
international standards and aims at enhancing its actions inspieet aof
increasing the quality of products and minimizing the negativaantie on
the environment.

There have been several amendments introduced since the emergence of
the ISO 9001 and ISO 14001 standards. It means that the standards have
evolved in order to adjust to new market requirements and fluajuaends
in management. The last update of the ISO 9001 standard was ietidduc
2008, whereas the analogical change in reference to the ISO 140Qarst
took place in 2004. Unfortunately, the modifications were not reeolaty
in comparison with the amendment of the ISO 9001 standard in 2000.
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Insufficiency of substantial changes in both standards was so extialblin

2012 the first measures were taken in order to revise the egwnts of the

ISO 9001 and ISO 14001 standards. The main assumption behind the updates
is to increase the integration with other standards relatetagement of a
modern organization, e.g. risk management.

The aim of the present paper is to illustrate the planned chamgbe
ISO 9001 and ISO 14001 standards. Furthermore, we will try to indidhee i
changes are revolutionary or evolutionary in the process of mngpitation in
a given organization.

The genesis of the ISO 9001 and ISO 14001 amendments

The first standard of the 1ISO 9000 series was published 28 ggar
when the International Organization for Standardizaittroduced the ISO
8402 — Quality - Terminology standard. In 1987 next standards were
published: 1ISO 9001, ISO 9002, ISO 9003. These standards presented three
management models (Borys et al. 2007) and where charactefidifferent
groups of organizations. The ISO 9001 standard included 20 points
(requirements) and was related to organizations which retdezedesign
process within their production and service processes. The ISO t2d02rsl
included 19 requirements and was linked with the quality assersystem
without designing. The least popular standard was ISO 9003 which idclude
16 points referring mainly to service organizations.

Within the following years the standards were amended to various
extents. In 1994 the changes were focused on the holisticamimat of the
product life cycle — from the moment at which the client exggesis need to
the moment when he uses the product (Borys et al. 2007). It should be
emphasized that the standards of ISO 9000 series until 2000 werewiitiked
systematic approach to quality assurance. By contrast, stisridahe range
of systematic approach to environmental management have beaysal
related to the issue of environmental management. The histohe d5O
9001 and ISO 14001 amendments is illustrated in Table 1.

The critical amendment of ISO standards of 9000 series took jplace
2000. The numbers of quality models was limited and process appvaach
introduced. Moreover, the convergence of the standard and TQM doncept
(based on quality management rules) was embraced. Not onlythe&as
structure of the standard altered but also a bigger compstitilih 1SO
14001 was assured.

The following update of the standard in 2008 introduced minor changes,
without significant modification of the version published in 2000, though.
Several definitions were changed and some terms wereisgegifiis version
does not introduce any additional requirements.

132



Table 1. History of the ISO 9001 and ISO 14001 amendments

Date of
publication

Standard

Key changes in the standard

1987

ISO 9001

ISO 9002

ISO 9003

Quality systems — Model for quality assurance isigi@
development, production, installation and servicing
Quality systems — Model for quality assurance iodpiction
and installation

Quality systems — Model for quality assurance inaffi
inspection and test

First edition of standards

1994

ISO 9001

ISO 9002

ISO 9003

Quality systems — Model for quality assurance isigie
development, production, installation and servicing
Quality systems — Model for quality assurance iodpiction
and installation

Quality systems — Model for quality assurance inaffi
inspection and test

Second edition of standards

Insignificant changes in the standard

1996

ISO 14001

Environmental management system ecifg@ation with
guidance for use
First edition of the standard

2000

1ISO 9001
ISO 9004

Quality management systems — Requirements

Quality management systems — Guidelines for peidoaa
improvements

Third edition of standards

Significant changes. Introduction of process apghnodhree
standards were replaced by the 1ISO 9001 standagdeB
compatibility with 1ISO 14001 standard

2004

ISO 14001

Environmental management system&guiRRments with
guidance for use
Second edition of the standard.
Insignificant changes. More compatible with ISO 80
standard

2008
2009

ISO 9001
ISO 9004

Quality management systems — Requirements
Managing for the sustained success of an orgaaizatiA
quality management approach

Fourth edition of standards

Insignificant changes which specifying some term$©
9001. Big modifications in order to assure balan
development of a company in ISO 9004 standard

ced

2015

ISO 9001
ISO 14001

Another amendment. Significant changes in the raoig
reorganizing the structure of the standard andidiol risk

D

management in substantial requirements.

Source: own research

Basic assumptions of the ISO 9001 and ISO 14001 amendments

In October 2011 during a meeting of Liaison Committee ISO/TC
176/SC2Quality systemsg decision about the necessity of amending the ISO
9001 standard was made mainly after survey consultation with afstrs
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standard. Similarly, towards the end of 2011 during a meetirigaigon
Committee ISO/TC 207/SCIEnvironmental systemghe decision about
amending the 1ISO 14001 standard was made.

When asked about the elements which should be included in the amended
ISO 9001:2015 standard enterprises which implemented the requireshents
the standard indicated that the key area for changes areraesnanagement,
customer orientation, risk management, knowledge managemenifyactiv
measurement and systematic problem-solving (ISO 9001:2015. Revision
2012).

Moreover, users of quality management systems in complianicéSt
9001 and environmental management systems in compliance with ISO 14011
unequivocally stated that the standards should be significanthgetan
order to be more integrated. It should be noted that the ISO 9004 rgtanda
created in 2004 altered its structure and its conception of an zatjaniheads
towards balanced development which was not included in the ISO 9001:2008
standard. The present version of the 1ISO 9001 standard appeared to be
incompatible with ISO 9004:2009, which confirmed the opinion that the
amendment process should be launched.

The main assumptions, on the basis of which representativiae &t
176/SC1 committee decided to update the standard, may be as {#llones,
2013):

» extending the content of requirements with issues related sto ri
management,

» compliance with guidelines included jSO/IEC Directives, Part 1,
Consolidated 1SO Supplement, 2013, Annex Slhich embraces
settlements about e.g. assuring coherent structure, terminology @&nd bas
content as well as rules of introducing new requirements/kasnivato the
basic document,

e compliance with guidelines included in the ISO 9004:2009 standard
Managing for the sustained success of an organization — A quality
management approach

The main assumptions, on the basis of which representatives of the

TC207/SC1 committee decided to update the standard, may bdoagsfol
(Revision of ISO 14001, 2014):

» extending the content of requirements with issues related sto ri
management,

* based on the ISO/TMB approved requirements and application guidance
related to the JTCG work on the High Level Structure (HES)
Management System Standards (MSS) and its identical texinaom
terms and core definitions,
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consider the final report of the ISO/TC 207 SC1 “Future Chatlerigr
EMS” Study Group,

ensure the maintenance and improvement of the basic principl§® of
14001:2004, and also the retention and improvement of existing
requirements.

The main assumptions of the amended ISO 9001:2015 and ISO
14001:2015 standards are:

providing the organizations with an appropriate set of requirenfients
the next 10 years;

better adjustment to all types and sizes of organizations;

putting emphasis on effective process management in order te assur
achievement of expected results;

taking into account technological and systematic changes in ygualit
management since 2000;

simplifying implementation and interpretation of requirements by
organizations, their suppliers and certification companies;

describing the standard’s requirements in a simple language sun@ as
proper interpretation.

General changes

The first crucial change concerns the structure of the 1S@d&td. The

standard was written along the lines of the so-called ,Higrel Structure®,
which will gradually be introduced as the main structurafidSO-standards.
When it comes to the integration of multiple standards, thigedrstructure
will considerably facilitate the implementation process.

The ISO 9001 and ISO 14001 standards will consist of ten main sections

There first sections will remain the dame (scope, normative refereecas, t
and definitions). However, the compatible subsequent paragraphs, are:

context of organization,
leadership,

planning,

support,

operation,

performance evaluation,
improvement.
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Table 2. The structure of the new ISO 9001 and ISO 14001 standards

1ISO 9001:2015

1ISO 14001:2015

Foreword Foreword

Introduction Introduction

0.1 General 0.1 Background

0.2 The ISO standards for quality managemen®.2 Aim of an environmental management
0.3 Plan-Do-Check-Act cycle system

0.4 Risk based thinking 0.3 Success factors

0.5 Compatibility with other management 0.4 Plan, Do, Check and Act approach
system standards 0.5 Contents if this International Standard

1. Scope

1. Scope

2. Normative references

2. Normative references

3. Terms and definitions

3. Terms and definitions

4. Context of the organization

4.1 Understanding the organization and its
context

4.2 Understanding the needs and expectatio
of interested parties

4.3 Determining the scope of the quality
management system

4.4 Quality management system and its
processes

4. Context of the organization

4.1 Understanding the organization and its cont

4.2 Understanding the needs and expectations
sinterested parties

4.3 Determining the scope of the environmental

management system

4.4 Environmental management system

pxt
Of

5. Leadership

5.1 Leadership and commitment

5.2 Quality policy

5.3 Organizational roles, responsibilities and
authorities

5. Leadership

5.1 Leadership and commitment

5.2 Environmental policy

5.3 Organizational roles, responsibilities and
authorities

6 Planning for the quality management syste|
6.1 Actions to address risks and opportunitie
6.2 Quality objectives and planning to achiev
them

6.3 Planning of changes

m6 Planning
6.1 Actions to address risks associated with treg
p and opportunities

6.1.1 General

6.1.2 Significant environmental aspects

6.1.3 Compliance obligations

6.1.4 Risk associated with threats and
opportunities

6.1.5 Planning and take action

6.2 Environmental objectives and planning to
achieve them

6.2.1 Environmental objectives

6.2.2 Planning actions to achieve environmenta|
objectives

7 Support

7.1 Resources

7.1.1 General

7.1.2 People

7.1.3 Infrastructure

7.1.4 Environment for the operation of
processes

7.1.5 Monitoring and measuring resources
7.1.6 Organizational knowledge

7.2 Competence

7.3 Awareness

7.4 Communication

7.5 Documented information

7.5.1 General

7 Support

7.1 Resources

7.2 Competence

7.3 Awareness

7.4 Communication

7.4.1 General

7.4.2 Internal communication
7.4.3 External communication
7.5 Documented information
7.5.1 General

7.5.2 Creating and updating
7.5.3 Control of documented information

7.5.2 Creating and updating
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8 Operation 8 Operation

8.1 Operational planning and control 8.1 Operational planning and control

8.2 Determination of requirements for products8.2 Emergency preparedness and response
and services

8.2.1 Customer communication

8.2.2 Determination of requirements for
products and services

8.2.3 Review of requirements related to
products and services

8.3 Design and development of products and
services

8.3.1 Design and development planning
8.3.2 Design and development inputs

8.3.3 Design and development controls
8.3.4 Design and development outputs

8.3.5 Design and development changes

8.4 Control of externally provided products an
services

8.4.1 General

8.4.2 Type and extent of control of external
provision

8.4.3 Information for external providers

8.5 Production and service provision

8.5.1 Control of production and service
provision

8.5.2 Identification and traceability

8.5.3 Property belonging to customers or
external providers

8.5.4 Preservation

8.5.5 Post-delivery activities

8.5.6 Control of changes

8.6 Release of products and services

8.7 Control of nonconforming process outputs,
products and services

o

9 Performance evaluation 9 Performance evaluation

9.1 Monitoring, measurements, analysis and | 9.1 Monitoring, measurements, analysis and
evaluation evaluation

9.1.1 General 9.1.1 General

9.1.2 Customer satisfaction 9.1.2 Evaluation of compliance

9.1.3 Analysis and evaluation 9.2 Internal audit

9.2 Internal audit 9.3 Management review

9.3 Management review

10 Improvement 10 Improvement

10.1 General 10.1 Nonconformity and corrective action
10.2 Nonconformity and corrective action 10.3 Continual improvement

10.3 Continual improvement

Annex A Clarification of new structure, Annex A Guidance on the use of this Internationjal
terminology and concepts Standard

Annex B Quality management principles Annex B Cgpandence between ISO/DIS

14001:2014 and 1SO 14001:2004

Annex C The ISO 10000 portfolio of quality | Annex C Alphabetical index of terms in Clause
management standards
Bibliography Bibliography
Source: own research

On the structural level, a separate section on prevenig@&sures is
significantly absent. The new standard no longer thinks of eptexe
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Mmeasures as a separate topic, but rather as a central compdraht
environmental-related activities.

Another general change concerns the procedure to determine cbynform
of the management-system with the ISO-standard. The control aludon
of conformity is to become a continuous task, in order to prevem no
conformities in the earliest possible stage.

Revision of ISO 9001 standard

The planned new edition of the ISO 9001 standard will be comestiuc
differently than the two previous versions from 2000 and 2008. It céatied s
that after reading the proposal of chapter contents thathtmeges will be
significant and will influence the shape of organization managemashim

Due to the fact that the amendment of ISO 9001 in 2008 introduced rather
minor changes and only specified some matters the 2015 updapees
to bring major modifications of the standard.

It should be emphasized that the new standard is a step towaride s
companies, because the content is altered so as thatsités ® be understood
and implemented, e.g. the word “product” is replaced with “produds an
services” (McRea, 2013).

The new version will follow a new, higher level structureriake it easier
to use in conjunction with other management system standatiléeveased
importance given to risk.

The 1SO 9001:2015 standard was enriched with new subchapters which
will cause the obligation to substantially review process®s systematic
documentation for the organizations with ISO 9001 certificatesn@vicz,
2013).

Another interesting change in the ISO 9001:2015 standard is replacing
the terms “document” and “record” with the term “documented indébion”.
Nowadays organizations, which implement the 1ISO 9001:2008 standard,
usually combine monitoring procedure with records into one inexgjrat
procedure. In the 1ISO 9001:2015 standard organizations are obliged to
supervise documented information with no distinction between demaism
and records. In terms of required systematic documentation the ISO
9001:2015 standard does not require obligatorily defined number of
documented procedures (ISO 9001:2008 required 6 documented procedures).
However, it does not mean that they will disappear. Now ozg#aons will
have more freedom during describing the quality management systewill
have to meet the requirement included in 8.1.c, i.e. they witidliged to
keep documented information in the needed scope in order to makéhesur
processes will have been realized according to the plan (Gronowicz, 2013).
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There are following main changes in ISO 9001:2015 standard revision
(www.asq.0051.0rg):

» an emphasis on risk-based thinking,

» increased emphasis of achieving value for the organization nd it
customers,

* increase flexibility on the use of documentation,

* more readily applicable by “service” type organizations,
» use of the High Level Structure (HLS),

» improved applicability for services,

» fewer prescribed requirements,

* increased emphasis on organizational context,

* boundaries of the QMS must now be defined,

» consideration of exclusions,

» risk-based thinking throughout the standard supersedes a single
clause on preventive action,

* the term “documented information” replaces “documents and
records”,

» the term “outsourcing” is replaced by “external provision”,
» increased leadership requirements,

* no requirement for a management representative.

There are some changes to requirements (www.asq0511.0rg):
* objectives must include reference to who, what, when,

» planning of changes,

* explicit reference to knowledge management,

e no need for a Quality Manual,

e operational planning includes addressing risk,

* greater emphasis on processes achieving requirements for goods o
services and customer satisfaction,

e control of changes,
* monitoring and measurements,
* internal audits now require the consideration of related rosks,

* management review to take into consideration strategéctdin of
the organization.
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Revision of ISO 14001 standard

The ISO 14001 standard will be significantly different fromphevious
version. The aim of introduced changes is to adjust the reqeritsrimcluded
in the standard ISO 14001 to the requirements included in ISO 9001hin suc
way, so they are far more compatible in order to make sieedor
organizations to implemented and integrate these managemtamsy$he
general direction of the changes already becomes visible ipptiaged list of
terms and definitions (Chapter 3). Three new concepts have beeth adde
“supply chain®, ,value chain“ and ,product life cycle“. Taken ttge, these
three terms are indicative of a broadened perspective upoagpensibility
of companies, which now extends beyond the physical and legal boundaries
of a company. It thus includes all environmental aspects in thesmde
sphere of a company, starting with the extraction of resoargsncluding
the entire life cycle of a product.

The main changes relate to the following areas (Lewandowska,
Matuszak-Flejszman 2014):

» increasing expectations in relation to the highest manageémesgards
to the leadership and commitment,

» far wider recognition of the organization’s environmental cdni@xits
business strategy,

» organizations making their own commitments in terms of sustanabl
development and social business responsibility,

» introduction of the approach based on risks identification,

e taking into account the organization’s environmental impatiérentire
supply chain, including by requirements for suppliers and subcontractors,
informing customers,

» using eco-design as a tool for development activities in dodachieve
the effects in the organization’s environmental performance,

» being ready to show at any time the status of the complianic¢hgitegal
requirements relating to the environmental protection and other
requirements to meeting of which the organization committed,

e using the indicators of environmental performance in continuous
improvement.

The main objective ISO 14001:2015 standard is to provide orgamigati
with a systematic framework to protect the environmentleroa with socio-
economic needs. It does so by specifying requirements for an BMS t
enables an organization to achieve environmental performance eadpbyv
(ISO/DIS 14001):

» developing and implementing an environmental policy and objectives,
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* identifying aspects of its activities, products and senvibatscan result
in significant environmental impacts,

e establishing systematic processes which considerritext, and take into
account its significant environmental aspects, risk associatedhweats
and opportunities and its compliance obligations,

* increasing awareness of its relationship with the environment,

« establishing operational controls to manage its significant@mental
aspects and compliance obligations,

* evaluating environmental performance and taking actions, as necessary.

There are some paragraphs compatible with 1ISO 9001: context of
organization, leadership, planning, support, operation, performance
evaluation and improvement.

Within the scope of ,context of organization” the following requoieaits
must be mentioned (ISO/DIS 14001):

» understanding the organization and its context — external and interna
issues that are relevant to purpose of organization atchtfect ability
of organization to achieve the intended outcome of EMS,

* understanding the needs and expectations of interested partiesethat
relevant to the EMS and requirements of these interestadspattich of
these become compliance obligations,

* determining the scope of the environmental management system and
consider external and internal issues, compliance obligations,
organizational units, functions and physical boundaries, ac$yitie
products, services and authority and ability to exercise control and
influence,

e environmental management system to continually improve orgemmaht
environmental performance.

Another important area, in which many amendments are planned, is
leadership. According to the new standard, the top managesiall
demonstrate leadership and commitment with respect to thebigiSO/DIS
14001):

e taking accountability for the effectiveness of the environalent
management system,

e ensuring that the environmental policy and environmental objeciees
established and are compatible with the strategic directiothe
organization,

e ensuring the integration of EMS requirements into the orgamivat
business processes,

e ensuring that the resources needed for the EMS are available,
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e communicating the importance of effective environmental management
and of conforming to the EMS requirements,

* ensuring that the EMS achieves its intended outcomes,

» directing and supporting persons to contribute to the effectiverfi¢se
EMS,

* promoting continual improvement,

e supporting other relevant management roles to demonstrate their
leadership as it applies to their areas of responsibility.

Within the scope of the requirements relating to the envirorahpalicy
and the roles, responsibility and competences no signifideriges have
been introduced.

Within the requirements concerning planning, the paragraph has
appeared relating to actions to address risks and opportunities. Th
requirements within this area will be discusses in the future. Icessary to
emphasis, however, that this area contains two matterethts o (ISO/ DIS
14001):

» identification of environmental aspects and association environimenta
impacts of its activities, products and services thanitccatrol and those
that it can influence, considering a life cycle perspectivetake into
account change and abnormal and potential emergency situations, and
determine of significant environmental aspects among the vasuaks|
and functions of the organization,

» identification and having access to the compliance obligatelated to
its environmental aspects, and determine of compliance obligapiphs a
to the organizations,

» determine priorities to planning action which shall be documented,

* planning to take actions to address risk associated wedist and
opportunities associated with significant environmental aspects,
compliance obligations and issues, and how to integrate and iempeow
the actions into organization's EMS processes and evaluate the
effectiveness of these actions.

Moreover, as part of the planning, the organization should defide a
document the environmental objectives taking into account thefisagri
environmental aspects and its compliance obligations, consideristhe
associated with treats and opportunities and consider technélogtaans
and its financial, operational and business requirements.

Section seven of the ISO 14001:2015 standard entitled “support”
contains the following requirements: resources, competence, asgrene
communication and documented information.
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The section previously called operational control is now Saamitly
more detailed, and is now acting as another main area: operatioeptE
operational planning and control, in this section there are also incthde
requirements regarding the value chain control. The orgaonzeahall
determine how the processes associated with its value blah@re related to
its significant environmental aspects and organizationalasskciated with
threats and opportunities will be controlled or influenced, taking into atcou
life cycle perspective. The organization shall (ISO/DIS 14001):

— develop and specify environmental requirements for the procurerhent
goods and services,

— communicate relevant environmental requirements to supplielsding
contractors,

— consider its significant environmental aspects and risk mgedcwith

threats and opportunities as input in the process of the design,
development or change of its products and services,

— consider the need to provide information about potential signtfica
environmental impacts during the delivery of the goods or serénd
during use and end-of-life treatment of the product.

The requirement: Emergency preparedness and response has been added
to the “operation” section, in which the changes introduced arerrathe
cosmetic.

Section nine entitled: Performance evaluation containe tieguirement
relating to: monitoring, measurement, analysis and assessmemnialrgudit
and management review. Management review contains the fofowi
elements (ISO/ DIS 14001):

— the status of action from previous management reviews,
— changes in external and internal issues that are relevant to EMS,

— changes in compliance obligations, significant environmentattspad
risk associated with threats and opportunities,

— the extent to which objectives have been met,

— information on the organization’s environmental performance, including
trends in nonconformities and corrective actions, monitoring and
measurements results, fulfilment of its compliance obligatemd audit
results,

— communications from external interested parties,
— opportunities for continual improvement,

— the adequacy of resources required for maintaining an effective
environmental management system.

The last section will relate to improvement. It contains reguoénts for
nonconformities and corrective actions, and continual improvement, in
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relation to which the organization should continually improve their
performance, as well as environmental performance.

Conclusions

International standards of 1ISO 9000 and 14000 series have played an
enormous role in popularizing systematic approach to quality and
environmental management worldwide. They created a platformoamehan
language for millions of organizations. The very fact of thadards’ updates
is an important piece of information — the standards embracéatist
solutions and tips linked with systematic approach to management.

While analyzing changes in the ISO 9001:2015 and ISO 14001:2015
standards we may observe that the new editions are to acmé@vebjectives
related to other management systems. e.g. common vision, idi¢itigseof
subchapters, more user-friendly and understandable language, bigger
compatibility with other management systems. Moreover, theesiof these
standards are planning to continue the trend to adjust ISO 9008@1i4 001
to service organizations by using less technical langaageintroducing
obligatory risk management into an organization’s practices.

The changes in the ISO 9001:2015 and ISO 14001:2015 standards may
be seen as the key to adjust an organization to new economity.reali
Therefore, organizations will have three years to adapt te tstamdards.
Furthermore, risk management related to quality, environmenbasidess
activity will play a significant role in enhancing the iaos taken by
organizations.
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Introduction

After waves of higher interest about reengineering, quality gemant,
and corporate culture, the innovations are today’s solutionsuocess,
survival and development in global and turbulent environment. Innovation
and its management is not one of imperatives; but it is obasi¢ company's
internal factors of dynamics.

The concept of innovation and its role in competitiveness is maw
fashion; it comes with Schumpeter (1934) at least. Theréifferent angles
to see an innovation and a process of innovation. We can saynthat a
innovation is based on novelty, i.e. an innovation is a differeooewhat we
have and what has existed before now. If the difference can bongrecal
earnings by clients’ satisfaction then it has open doors into companies.

The next step is an ability of a company to foster innovatiomse#ns
not to be passive in searching for opportunities, but to be antjmeparing
internal conditions for innovations — to have a potential for iations. The
paper is focused on this potential and ways of its measurement.

Potential definition and description

The word potential can be understood and used in different meaning:
I. it is something existing in possibility, it is the possibiliy
something happening or of someone doing something in the
future (Merriam, 2014, Oxford, 2014),

II. it is about capability of development into actuality, about
capability of becoming (Merriam, 2014, Oxford, 2014),

M. it is latent excellence or ability that may or may not be
discovered and developed (Free, 2014).
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While the starting two meanings are generally known and actepe
third one, related to the latency, opens very wide doors for mareagend
managers. If there is something latent, what can bring succadature, then
it must be utilised.

A potential as an ability is seen as a change between tiusetgMizla,
BaSistova, 2002, p.96) — existing one and desired one. It is possitalk
about fitness for change in a company, i.e. to realize an innavain unused
potential represent idle capacity of the company. And it is irapbrto
discover it.

The turbulent environment of economic life comes with more &gk
chances. A chance, in this sense, can be seen as an opportligsgdrby
existing conditions and abilities. To discover a potential © alt®ut chances
and their discovering. To examine a potential has changed fismoveiring
processes (e.g. supply, financing) to discovering of process statuse
represented by a short interval of investment projects (elisaton of an
innovation, financial investment) in which a company has its eruptioa. T
longer state of calmness is coming subsequently.

A potential is the difference, declination from a normal statkfference
from what is and what should be. A potential can act as an (stherce,
transmitter) in case of surplus or as a need in case aftgc&otentials can
stay in same, neutral or opposite direction as the realizedyehar we can
say that the potential has negative, neutral or positiga. SDpposed
potentials, i.e. with opposite signs, create conjunction and syndndy w
potentials with same signs (positive or negative) create repulsion.

The conjunction has its manifestation in two opposite groups of people:
for a change (positivists) and against the change (negativists). Wiiteth
groups are in opposition, their behavior is in conjunction. Posgiase
looking for the best way of realization of the change and negjatiare
looking for weak points of the change, i.e. they are internal oppowbiots
by complaints, give signals to positivists for improvements of théiites.

The repulsion lay in different sorts of changes or in diffeveays of their
realization. Formally, the both groups consists from positivisteegativists
only, but they struggle (mostly as informal political alliagjcefor
prioritization of their way of solution. As a result, we caimsarize that
while we talk about potentials of an organization then groug=eople are
holders of the potential and factual implementators of changes. fge m
remark that size of the both potentials is not symmetricale-abrthem is
usually stronger.

Dynamics of potentials shows that there are small pesind negative
potentials at the beginning. The positive potential, i.e. a n@echfinge, is
getting growth. The need and size of the potential usually catmiat some
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period of the change and then a negative potential starts to growth. Thanks to
this, the negative potential starts to retard the desdeeed for a change and
leads a company to a stabile status sooner or later.

Concept of innovation

Peter Drucker (Drucker, 1985, p.6-10) said ttthe two drivers of
business growth are innovation and marketinglé also declared that the
most successful innovations arise from "a conscious, purposeiahstr
innovation opportunities, which are found only in a few situationsutker
also showed by examples (e.g. the first commercial bankiscdéirsputers)
that innovation based on new knowledge has the longest lead timethed is
least predictable. Innovative companies aren't just exceptidoaky, but
they have processes in place which nurtures innovation.

The ongoing economic crisis creates both short- and long-term mgssur
to change orientation of enterprises and other types of aeajams.
Currently, the organization lays the foundations of its long-term
competitiveness (Figure 1) by developing a combination of innovation,
methods for streamlining the organization of work and increasing
productivity. Innovation management is only one of the internal fetbich
can make an organization more dynamic. Innovation management must ens
rational and effective management of the process of innovatiorthaisd
respond flexibly to customer needs in accordance with rescavedable to
producers.

competi-

/ tlveness
customer |nnovat|on
satisfaction ressure

\lnnovatlon

creation
Figure 1. Basic innovation causality setting

Source: author

There are many different descriptions and definitions of iations, e.g.
innovation as a specific type of a useful change with itsermifft
representations and forms which are new to its customer. Thesigioisicant
attribute is novelty — novelty of goods, services, processefuioss — which
have never been used in the entire world. This we can undeastartoroader
view. Notion, idea with its realisation should go hand in hand. Irctss, the
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idea is confronted and confirmed by its own realisation and visa veproper
realisation has positive influence to generate more new irinovaints and
ideas.

It is possible to understand innovation also as a way for
commercialization of a novelty. In this case, the noveltyegasented by
changes in areas which are called by Tidd, Bessant a Haddf 2007, p.549)
as Innovation 4Ps (product, process, position and paradigm innovatioris). Eac
partial change as an innovation has always its main focusetiréo one of
the 4Ps.

The 4Ps are not isolated, but they interact and influence dzah bwe
assume that an innovation has its measures and its magmituakeis not
described in this article, then an innovation has its magniiiggher than zero
in every of the 4Ps. Zhang and Xiao (2007, p.151) assume that trere is
innovation trajectory among the areas. The trajectory hgsesbiaa spiral
moving through the areas. It means that there is not only onmnofat an
innovation, but the innovation moves through the areas severaldimag
its cycle of life in many rotations. What is more, the sameelty can manifest
itself in different ways, with different focuses, i.e. one ngvedn be naturally
interpreted by different groups as different kinds of innovations.

Innovation process

One of paradigms about innovations is that an innovation is ondsof ac
which can ensure a good business position in a future. If ib,ighsn
innovation and mainly the process of innovation, according to the process
orientation management, should be discovered, unlocked and utilised
primarily. Any given concept or idea may or may not work, butpttoeess
over time does indeed work.

Innovation is a process by which organizations direct their ressuo
obtain benefits from science, technology and marketing opportunitiee
mission of the innovation process is to create a new product artdopuihie
market (Figure 2). The whole process starts with the safeofiappropriate
ideas; and then it identifies possible benefits of a new praghicth goes
through various testing until its final commercialization aratiplg on the
market.

A particular innovation is realized by its project. The amoaht
concurrent innovative projects in an organization depends on thatgaiwof
available resources in the organization, namely the capadfilirganizations
to manage innovative projects.
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)

idea realisation

Figure 2. Basic innovation process
Source: author

The above mentioned innovation process needs to be adjusted for smal
and medium-sized enterprises (SMEs). According to the reseamdédcout
so far, it can be concluded that also SMEs undergo complex changes in
business environment by the entry of foreign companies importing cheape
products or by moving production to lower-cost regions. Successfully
overcoming the obstacles facing the SMEs, it was necessamnhance the
basic process of innovation (Figure 2) as illustrated in Figure 3:

1. Impulse - motive; creation and innovation needs of its realization.

2. Invention - idea to change the existing model (product, process,
business).

3. Imagination - preparing and translating the invention into useable form
(as a project).

4. Industria - physical production and realization of imagination on the

market.
/Impulse\

Invention Industria

\

Imagination
Figure 3. Innovation process — 4 |
Source: author

Tools for innovation potential measurement

Drucker also mentioned that innovation is a hard work, not work of a
genius. It is not enough to think and to meditate about an innovatioanand
innovation potential, but it is important to know how big or smad], inihether
there are positive changes, how significant they can be, houatiedfeffort
of managers to increase them exists. There is a simple aigthisir@ed for a
group of indicators which can measure the innovation potential.
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We can recognize four main approaches to the innovation potential
measurement:

1. Direct or indirect counting by a simple set of indicators.

2. Sets of indicators from different more or less linked areas.
3. Different models of financial stability with their indexes.

4. Maturity approach.

Direct or indirect counting by a simple set of indicators.

Kastelle (Kastelle, 2012) has two-dimensional Innovation Matiguie
4). The horizontal axis represents Innovation Commitment - inrayvas a
core value which is integrated into strategy; there isupparting and
improving system, resources available — and measures innowgiigs and
innovation success. The vertical axis represents Innovatiorp€lente —
number of implemented innovations, innovation portfolio - what is atbeut t
ability to generate and executing new ideas successfullye Hnerproposed
subsequent activities related to certain positions on the grid.

Unicorns Stars (at Risk) World Class
Innovators

@

Q

=

S

a Accidental Fit for Purpose Potential

=] Innovators Stars

=]

QO

=

2

-~

-

>

]

z

—_ Not Innovating Thinking about Bewildered
Very Much| Innovation

| Innovation Commitment >
Tim Kastelle http:/timkastelle.org/blog/

Figure 4. Innovation Matrix
Source: (Kastelle 2012)
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Next tool is a self-evaluating questionnaire Boost your Innovation
Potential used by Center for Research in Entreprene@i@nge and
Innovative Strategies in Louvain (CRECIS, 2013) mainly for areas:

1. Shared strategic vision.
Entrepreneurial resources.
Proactive deal flow.
Balanced portfolio.

Nimble execution.

Overall achievement.

Each of the areas consists of several questions withctiafhts-like
scaled answers. It is important to know weak positions coloureeidoyghts
and to act in “green” directions.

The last example of tools in this group is about reasons why innovations
are not successful, i.e. innovation potential barriers. The ma@ts against
innovations and can decrease innovation potential. It can be donaye.g.
formal declaration of pro-innovation activities. Cross (Crd$dtp)) has
recognized three main types of innovation barriers which he calls killers

1. Strategic Killers — incremental goals, focusing resoumreslefending
existing businesses at the cost of creating new income sireaus
excessive and conflicting priorities.

2. Organisational Killers — unclear accountabilities, too ynaranagement
layers, a reliance on small, internal R&D or equivalenmiedor all
innovation, and an over-reliance on planning

3. Attitudinal Killers — a desire for a magic pill solutiorainer than a daily
exercise regime), a belief that customers can simply ¢eilvwhat new
innovation they want (when, in fact, customers are poor atqiregltheir
own future behaviour), a requirement to ‘get it right first {imeery time’,
and, most importantly an intolerance or fear of failure.

The barrier and their analysis can help to set critehialwcan discover

internal obstacles to innovation. The next step then should be atiryagion
of these killers measured by the set of criteria.

o gk NN

Sets of indicators from different more or less linked areas

In human resources management, for example, the set of innovation
potential indicators used by OPP (2013) measures basic araaBviifes:
motivation to change, challenging behaviour, adaptation, consistenylof w
styles, and social desirability. The set can give a pmctibout future
competitiveness, ability to develop and to motivate employeédamselect
key people in an organization from innovation point of view as alto
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organize them to teams. According to the source, employedsecdinided
then to the groups: change agent, consolidator and catalyst.

Very simple approach how to count an innovation potential by a formula
represents readiness to innovate (R) introduced by Monopoli (2013):

R=(W+1)xO

The formula is explained for Work Environment (W) as orgaropati
motivation, resources, and management practices. Individuals (istsook
competencies, task motivations, and creative traits. Workcemeent and
Individuals (W + ) represent creativity in an organizati®pstem Openness
(O) is about company’s ability and functionality of communicatiothwi
external environment. The Readiness to Innovate (R) is then a conjunction of
creativity utilisation of employees and an ability of the orgaimon to
recognize internal weak signals and to join them with external threats

Different models of financial stability with their indexes.

Different models of financial stability with their indexesg.eequity
capital to borrowed capital, etc. The idea behind it is to exauaid test the
financial stability of a company after an innovation realisatien whether a
company has enough working capital for realisation of an innovationoOne
methods is in Sorescu, Chandy and Prabhu (2003) for radical innoyations
different approach is used by Bondareva (Bondereva, 2012, p. 117-128)
testing amount of resources for functional continuation.

Maturity approach

The last mentioned method of innovation potential measurementdsy are
in this paper is maturity approach used firstly in projembagement and then
in next areas, e.g. knowledge management. There are criten@aure an
ability of a company to realize a project of innovation, e.g RFHNOPM3,
P3M3 etc.

As mentioned above, innovation management should increase income
and profit. As it is mentioned by Balfanz (Balfanz, 2009), the B&4E>
companies were reaching approximately 12% operational margins, an
exceptional performance, compared to the 5% operational margimeof t
average SME. According to the mentioned authors, SMEs wegyegood in
installing some kind of structured management processes bétaiséal
for their business success. On the other hand, an average HdEKdied
personnel to adapt and introduce new management processesldo is

2 SME = small and middle sized enterprises
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mentioned that Innovation Management (IM) is not the first instrument being
established in majority of cases. However their future depamtiseir ability

to offer innovative products and services and the ability to irteotreeir
business processes. Managing the entire process requiess énnovation
strategy, an organizational culture that supports innovation, andspeschat
ensure that the innovation ideas are developed adequately. Theféseir
research is Innovation Management (IM) approach and methodology in
particular targeted to SMEs, called SLIM (SME-centric n.danovation
Management) (Balfanz, 2009).

The research presented several obstacles to IM implenmentdtne
author mentions mainly internal commitment because IM is seen as alparall
initiative to other management approaches. As a recommendat®hbetter
to implement IM as a supplement to existing strategy linked by IM ind&ator
and business performance indicators. Preconditions for SME} exes{ence
of a single person or a small team responsible for an innayatiad (ii)
previous experience with strategic planning and processes be@dus
targeting the early innovation phases. SLIM realizes theyidrbanisational
structures, roles, processes and documents (templates) attaptedpany
specific needs (Figure 5).

Innovation
Backlog

| v

Innovation related topics Down propagated Unit innovation
to be solved operational innovation goals of higher
on higher level subtopics level importance
-
Company
unit
Innovation Ev:;l::bon Innovation
Back Plan
og planning
/ Company sub-unit \

Figure 5. Main SLIM documents
Source: (Belfanz 2009)

It must be mentioned that there are several imaginationsitofef
predictions. Linear trends are used in general. From this pbinew is
interesting work of Marketing2win (2012) which explains a vacufieteof
innovation potential with formula:

Potential of innovation = Capability — Utilization.
The innovation potential has exponential curve and exponential growth.
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Summary

To know innovation potential can be helpful for companies. There ar
many approaches what and how to measure to get a picture m@aeniply
and precisely. We can summarize several points:

1. There are different areas for measurement:

i. Organizational motivation: indicates committed to innovation and
level of support for creativity and innovation,

ii. Resources: people, funds, time and information available to support
innovation efforts,

iii. Management practices: goals, feedback, reward, creatithity
management style, innovation killers (it is enough to mentsh |
dogmatic, conservative, directive management).

2. Usually it is not enough to get information about the innovation potential
from one area only, but there is presented a struggle betwegriexity
and ability to realize and summarize results from differmetas and
methods. The future is seen in research of this field and lod&ing
different more complex approaches and methods.

3. There is a significant effort not to measure a present statian attempt
to make prognosis of innovation impacts to a company. This effort is
mostly visible in finance.

4. Even for imperfections in measurement of innovation potentials tétday
still useful to get even an approximative picture of owmiagxcellence
in future.
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Introduction

In recent years, attention by enterprises towards environnissiials is
increased, taking on a strategic role in the activity of the same.

The quality environmental standards are higher.

The "Green Economy” theme has become a central topic of economic
and social debate and many companies use it to improve their @brapet
performance. In ltaly, for example, from 2008 to 2013, already 328,000
companies have invested in green technologies to reduce theareneintal
impact (Greenltaly Rapporto 2013).

Moreover, the consumer often wants to have certainty on the
environmental commitment of the company or the environmental
performance of the product he is about to buy (Sammer & Wugfenha
2006).

In many industries and for many products there is some confidential
information to the customer, e.g.:

* when you buy a bottled or packaged food you have all the information
about the substances they contain;

¢ when you buy meat from a butcher, you know the provenance of the
same;

« when you buy a book you know if recycled or not recycled paper has
been used for it;

* when you buy an appliance, you have all the information about the
disposal.

In the wood-furniture sector, this information on the environmental
quality of the product is not explicitly defined and the consumenéble to
perceive the commitment of the company or the environmental qohtite
product.
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Many companies, therefore, occur to evaluations by independent bodies
for ensuring environmental excellence through mechanisms to monitor,
control and certification. This allows guaranteeing the constonarproduct
actually more sustainable, or rewarding a company that is seoigtive to
environmental issues.

There are two forms of environmental certification:

» certification of a product or service offered on the markeol(ipcal
Brands, Environmental Claims, Environmental Product Declara-
tions);

» certification of an organization, i.e., of its activities atsdprocesses
(ISO14001, EMAS).

The difference is that, in the second case, adirtifies all assets under
its management or control "all activities undertaken by the orgamzgiif
or by a person acting on its", then, on a general level (KermyefuiPearce &
Bateman 2002); while, in the first case, a firm certifiessihgle product line
viewed in the whole of its life cycle from the "birth"de.the supply of wood)
to the "death" (the disposal or recovery).

All forms of environmental certification, regardless of type,l@ased on:

e standardization of systems, namely the establishment of require
ments for certification and for maintenance of the same;

e the use of independent third parties to request a verification
compliance;

* accreditation of such third parties.

In the past two decades, the International Organization for
Standardization (ISO) has promoted the development and the use ofdgtanda
and certification aimed at providing consumers with more information on the
environmental impact of the product. ISO has allowed them a chwce
informed about the product or service (Cianciullo & Silvestrini 2010).

In particular, the ISO 14020 focuses communication to the client's
compliance with certain environmental requirements, guaranteed eby th
certification.

The different forms of communication are called "environmextéains”.
These, regardless of the form, must be:

e verifiable, accurate, considerable and not misleading;

* based on scientific methods, thus enabling accurate andivegstz
results (the results must follow one another succession and don't
occur only once);

< consider all aspects of the life cycle of the product.
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It should be noted that all the certifications relate to volyntar
standardization systems and are voluntarily adopted by orgamzaind non-
coercively imposed by law.

Some types of environmental product certification may be indicated
directly on the product or packaging (primary), while othem@dacompanying
advertising or public statements (Frey 1995).

The different forms of "environmental claims" and related ®rof
certification are divided into three categories, each reglay a specific
reference standard.

The TYPE 1 labels (Ecological Mark) are voluntary brat@sed on a
system that considers all the environmental impacts of a praddats life
cycle (such as the European eco-label).

The TYPE 2 labels (Environmental Claims) are self-environnhenta
statements by manufacturers, importers or distributors dijgte related to a
feature of the same (such as recyclable, biodegradable, etc...).

The TYPE 3 labels (Environmental Product Declarations) are Eco
profiles or Environmental Product Declarations, reporting steté¢snbased
on established parameters and quantifying (give a measy&}tiassociated
with the life cycle of the product.

In this paper the authors analyse a tool to guarantee the camnfsurthe
environmental quality of the product in the wood-furniture sector: the
COSMOB QUALITAS PRAEMIUM (CQP).

The CQP brand is a TYPE 1 label created in 2008 by the “CONMS8DR
DEL MOBILE”, well known as COSMOB S.P.A., which is a joint-verd
company, situated in the Province of the Pesaro-Urbino.

COSMOB is a non-profit organization and its main purpose is tageov
technology solutions and services in the fields of quality, reseand
innovation for companies in the wood and furniture industry.

These services can be summarized in:

» technological research and innovation transfer;

» research and support for the promotion of commercial and sales
activities;

» promotion and development of the professional and managerial
training;

» technological development and promotion of internationalization.

The activity of COSMOB is focused on a range of specific directions:

e activity of innovation;

e activity of training;

e activity of auditing;
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e activity of internationalization;
» technical activity of laboratory.

The activity of innovation is carried out through technologicadassh
and development of market analysis including participation inept®jof
international interest and collaboration with networks of mebea
development and cooperation at international level (EntergEisepe
Network, Innovawood, Brazilian Network Technology Services).

The activity of training is realized by providing advice airaethanagers
and technicians, but also by a special master in "productrdesigde by
COSMOB.

The activity of auditing is carried out through the brand "CQ#"also
offering the possibility to businesses and customers to support the
implementation of an Environmental Management System.

As regards the activity of internationalization, COSMOB prasot
companies which approach to a path of internationalizatiamharh would
like to penetrate new markets, providing services both mnstef information
and in terms of the organization. COSMOB, therefore, with aisted
approach to specific countries of interest, offers a service on:

* in-depth analysis of the foreign market, highlighting the beefi
risks, opportunities, competition and analysis of distribution
structures;

* planning a penetration strategy in the foreign market, whicbhmigt
takes into account direct export, but also forms of cooperatith
local actors through partnerships, joint ventures, transfer of know-
how and licenses:;

* enabling collaborative relationships with promotion companies and

brokerage business firmly rooted in the foreign country.

The last activity represents the core activity of COSM®Brough its
laboratory, observing the standard UNI EN ISO/IEC 17025:2005, COSMOB
carries out test for enterprises in order to issue tification such as Eco-
label, Carbon Footprint and LEED. Moreover, it carries esistto establish
the observance of American requirements (CARB), French recgits
(“émissions dans l'air intérieur”’) and Japanese requiremémtdding
standard law on sick houses).

The COSMOB QUALITAS PRAEMIUM brand

The “CQP” is a brand recognized by COSMOB to all organizatioais
prove the development of an effective production system. Thisraymust
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be able to ensure that the products have been manufactured espbet rof
requirements specified by COSMOB.

The benefits achieved by a certified organization are bothmevonal
and technical. Commercial benefits are connected with opportimnitge
CQP as a communication tool in order to show the environmental it
of the company and to reach customers interested in green prodbcdaw
environmental impact. An eco-label, in fact, allows companies jmy en
major strength against competitors, as evidenced by thsermre of
specialized skills, obtained through education/counselling by the cftaff
COSMOB, as well as a code of values that competitors c&anot boast.
Therefore a good quality product may build customer loyalty and-agena
competitive advantage that can last over time (Masi & Rubino 2010).

Technical benefits derive from the periodical controls of COSMOB
Actually, COSMOB carries out periodical controls to monitor thedpction
activity of the firm and in addiction this firm learn new trsrfigom spill-over
generated during the interaction with the technicians of COSMOB.

CQP brand allows, on one hand, to monitor and improve the production
efficiency thanks to the identification of waste and optimiZing use of
resources, as well as through a mutual learning process due ritetlaetion
with the technicians. On the other hand, this brand can be usadada
marketing and communication in order to improve the firm image, buttalso
can take parts in the creation of a competitive advantage against ¢orapeti

The certification procedure is necessary to gain the benefiGQét
brand. This process follows the submission of the certification reqoesef
business and it is composed by seven steps:

1. initial testing visit. After receiving the certification request, COSMOB
analyses this request and decides its acceptance actiaejelf the
response is positive, COSMOB will organize an initialitesvisit, that
is an audit made by the technicians of COSMOB in order to estadish t
presence of minimum requested elements necessary to issue the brand,

2. technical trainingIn this phase is carried out a training course dedicated
to the commercial and technical employees of the company, in tarde
ensure proper preparation of the staff both from a commepoiat of
view (and therefore the ability to enhance the possession of thisndol) a
from a technical point of view (how to monitor and "monitor" the
production or design more efficiently);

3. sampling.The organization provides COSMOB a sample of the products
concerned to carry out the laboratory tests. This initial samplg be
representative of the production, and then the products madesarttee
production cycle should not be included. A good way to ensure this
requirement is to include products from no fewer than three ddites
manufacture, each separated by at least a week;
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4. laboratory testsThe technicians of COSMOB test received samples with
the aim to prove the accordance with COSMOB standards;

5. data analysislf the sample test gives a negative result, COSMOB wiill
write a detailed report where defects and non-conformitesiaalysed.
It will help the technical office of the organization to identdnd
eliminate the non-conformities causes. Conversely, if restitissband
initial testing visit are positive, COSMOB will issue the CQPldra

6. marketing supportCOSMOB undertakes to provide certified firms with
a set of tools to facilitate communication and marketingviies, to
enhance the brand achievement and to include it in a system of mnemoti
instruments in order to increase its visibility. Furthermez®SMOB
provides the personnel of these firms with a set of tools tlitdte the
understanding of the certification procedure. These tools are, e.g.,
workshop for sellers and technical reports;

7. monitoring. The company continues to maintain its internal controls by
sending COSMOB production samples for testing in the laboratory.
Every 6 months COSMOB carries out a technical-manageriat audi

order to check the preservation of the minimum requiremenessagy for
the CQP brand renewal; while the certification has duration of 36 months.

The CQP brand has a different certification procedure depending on
which aspect (technical or managerial) a client enterpéses to “keep under
control” and certify, i.e. supply chain, indoor hi-quality, formaldehydehE
type of CQP has specific rules and regulations elaborated by COSMOB.

CQP: use and diffusion. Results and discussion

Nowadays COSMOB has granted 11 CQP brands divided in theediffer
types and the firm certified are 9.

Firms with the CQP brand are mostly organizations situatetheé
Province of Pesaro-Urbino, while 1 is in Ancona and 1 in the Prewific
Turin.

Since 2008, COSMOB has issued 18 grants of this brand to 15
organizations (see Table 1).

Nevertheless, since 2011, the number of certified firms is dddline in
addition the number of suspensions/interruptions is increased (de€l}.ab

This trend can be attributed to a number of reasons.

The first may be the economic difficulties of these yeashhve forced
firms to reduce their non-strategic investments in ordeoirol their costs.
As the certification process lead to advantages, also it iasd¢he incurrence
of costs. An organization in trouble, in the first place, elin@gdahe costs
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associated with strategic activities not directly. We ci@, e.g., the "Del
Tongo Industry SPA", certified by the trademark "CQP- FormaldéHyden
08/04/2010 to 07/04/2013 that has decided to suspend the procedurel The De
Tongo, although a historical firm in Italian furniture industsycurrently in a

state of severe crisis, using the instrument of layoff mae #00 workers.

The reason for this crisis is linked to a bad investment abspadifically in

Libya, where the company had awarded important contracts for the supply of
complete furnishings. The collapse of the Gaddafi regime hadfcutpplies,
sending the contract division of business in crisis.

Table 1. Firms certified by COSMOB

YEAR NUMBER OF CERTIFIED FIRMS NUMBER
OF CERTIFICATION
SUSPENDED
2008 1 0
2009 1 0
2010 7 0
2011 4 1
2012 4 1
2013 1 5
TOTAL 18 8

Source: authors

The second reason, which is connected to the difficult climaie thie
failure of some major client organizations, as BECA Ltd, Snburati
S.R.L. and Annovati, Trombini Group S.P.A.

The third reason is the profile of the organizations. In faateimake an
analysis of the companies using this tool, we can see how theddepa
medium-high service often by implementing a strategy of valeation. So
they are organizations which have strong internal managerial skillsymedi
high performances and high social responsibility. Companies are
environmentally conscious and use quality tool. Almost all of thene hav
implemented an internal quality management system or an itedgra
management system that takes full account of environmentdityqaad
safety (Perrini &Tencati 2008). They are, therefore, mediiz®d companies
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with a solid capital, managerial and organizational strecia limited number
of companies with respect to the majority.

It is interesting to note that 9 organizations currentlyifesdtby CQP
brand, are supported by other brands and certifications and 7 orgarszati
have implemented a Quality Management System.

Specifically:

e Morfeus S.P.A. Tavoleto (PU): UNI EN ISO 9001/94 (Quality
Management System) - Mark "CQP - Mattress Low Emissiolfark
"Consortium Mattress Manufacturers of Quality” - Mark "Mad Italy”.
Range: Medium- High;

* Scavolini S.P.A. Montelabbate (PU): Integrated Environment, Quali
and Safety, through the UNI EN ISO 9001/2008 (Vision 2000), ISO
14001/2004 (Environmental Management System), OHSAS 18001/2007
(Safety Management System and Occupational Health) - Ma@Q®
Indoor- Hi Quality" which also certifies the credit IEQ4.5 of ttieED
certification system. Company Leed Complainer. This firm stasng
attention to the environment and sustainability through personal
initiatives. From several years, it uses only energy femewable sources
by means of two photovoltaic systems that enable it to achlevesta
complete energy independence (90% approximately). In addition, in order
to reduce emissions into atmosphere, using, for heating, a biomass
consisting of wood shavings virgin. Then thanks to a carefulatiolie
the company recovers 90% of the amount of waste produced fsom it
activities, using them in new production processes or usimg theget
energy. In 2008, Scavolini has received the MERIT Award, a pressigiou
award given by Société Générale de Surveillance (SG8)tpanies that
are particularly involved from the point of view of quality aohtsafety,
environment and social responsibility. Range: Medium- High;

e Sailmaker International S.P.A. Numana (AN): Mark "Confidemte
Textile"- Mark "Blue Sign" - Mark "FPA - Textile" - BKO -Tex-
Standard UNI 9175 Class I. Range: High;

* Fratelli Del Prete Prefabricated S.A.S. Pesaro (PU): BNl ISO
9001/2008- Mark "FPA - Formaldehyde" - This is a Business to Bssine
Company in carpentry. Range: Medium;

* FAB S.R.L. Petriano (PU): Integrated Environment, Quality anétgaf
through the UNI EN ISO 9001/2008 (Vision 2000), ISO 14001/2004
(Environmental Management System), OHSAS 18001/2007 (Safety
Management System and Occupational Health) - FSC and PEFC
certification for custody chain- Mark “CQP - Process ControlEHRU
certification of "excellence edging laser”. The company ha®agfocus
on the environment and sustainability, through personal initiatbresh
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as the use of renewable energy by an investment in photovpéaels,
use of low energy lighting, and strong recovery of chipboard asraes
heat. This is a Business to Business Company that manufactureg®parts
furniture (doors, profiles, bars, etc...). Range: Medium-High;

Las S.R.L. Tortoreto (TE): Integrated Environment, Safety and @Quali
through the UNI EN ISO 9001/2008 (Vision 2000), ISO 14001/2004
(Environmental Management System), OHSAS 18001/2007 (Safety
Management System and Occupational Health). FSC certiicdtir
custody chain. SA 8000/2008 (Corporate Social Responsibility). Brand
“CQP - Formaldehyde”. Company LEED Complainer. This company has
a strong focus on the environment and sustainability, through pkrsona
initiatives such as the Office for Nature project fbe tcreation of a
sustainable future. Range: Medium- High;

Ernestomeda Montelabbate (PU): Integrated Environment, Quality and
Occupational Health and Safety Assessment through the UNI BEN IS
9001/2008 (Vision 2000), ISO 14001/2004 (Environmental Management
System), OHSAS 18001/2007 (Safety Management System and
Occupational Health). These three systems were ceifi€siGS. Mark
“CQP - Indoor Hi -Quality” which also certifies the crediiQ4.5 of the
LEED certification system. Company LEED Complainer. This gany

has a strong focus on the environment and sustainability, through
initiatives such as the personal project ENVIRONMENT, the alse
renewable energy projects for the protection of foresisar@doption of
eco-friendly and water-repellent panel IDROLEB for theuctire of
cuisines made with 100% post-consumer FSC certified wood. In the
website of the firm there is some information for the consumer riegard
the disposal/recovery of the product and the supplementary atdibes
taken in order to have a sustainable attitude in his ownektdRange:
Medium- High;

Moretti S.P.A. Lunano (PU): 1S014001/2004 (Environmental
Management System) - Mark "Made in Italy" - Mark "CQProcess
Control" - Mark "CQP - Emission A +" - Mark "CQP -Indoor +fuality"

which also certifies the credit IEQ4.5 of the LEED certifima system.
Company LEED Complainer. This company has a strong focus on the
environment and sustainability, through personal initiatives sutheas
adoption of the LEB panel (the latest evolution of recycled paitielthe
lowest formaldehyde emissions in the world, with five tinmaalker rates

than those required in the European level and even lower than the
Japanese standard, considered the most severe). All the austome
communication is based on environment and the firm has adopted a
differentiation strategy based on respect for the environmemgeRa
Medium- High;
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e Pantarei S.R.L. Urbino (PU): Mark "CQP - Process Control”.

A fourth reason to explain the trend of the concessions of thebC4pid
is the presence of strong competitors.

The CATAS Quality Award (CQA) brand is a voluntary ecbdh
competitor brand. The CQA brand is currently the market leadenting 114
certifications on a total of 40 companies or groups of companiestitimger
competitive position of CATAS is explained by:

» the oldest market presence. CQA, created in 1969, has developed its own
certification protocol with an independent brand since 1993, 15 years
before COSMOB. So it has enjoyed for this time of a monopolitipos
with regard to the voluntary certification in the wood and fursitur
industry. This period has allowed it to gain the benefits frorat‘fhover”
creating loyalty and stable relationships with importatiiteand foreign
groups (Kerry Turner, Pearce & Bateman 2002);

» alocational advantage. Having two factories, one in the peewaf Udine
and the other one in Lissone (Brianza), it is easily the besghfor
organizations of Northern lItaly, where it is obviously cheaper Isat a
more comfortable and practical interface with an orgamirdtiat has a
greater geographic proximity;

» collaboration with important corporations (Gruppo Frati, IKEA, etc...).
The interaction of CATAS with these groups may affect tigpbers of
the same. IKEA, e.g., requires suppliers to comply with certain
requirements identified by an internal standard and tests kst
performed by a single reference laboratory, in order to be cechpaore
easily.

Conclusions

The "CQP” brand is one of the few voluntary eco-labelkaly, along
with the "CQA” brand, the market leader. Although the CQP braesepits
lower results than the CQA brand, these are linked to a lagesof the brand
so that it is less time on the market, as well as aspetased to the
geographical location and the difficulty in entering insideo#laboration
system already heavily tested. Despite this, the CQP brahe ieference
point for companies in the furniture district of Pesaro andrdrbising this
brand, local companies can certify and demonstrate their commiamednt
their attention to certain aspects of the production processheif
product/service. It is also an important competitive tool forinasses,
generating a steady increase in type kaizen quality levels of the @itiamsz
that request them (Mancusio & Morabito 2012), thanks to the iside-bf
consulting and training for employees and managers and to the kigewle
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spill overs generated by the interaction with the staff of IOB. So we
suppose that CQP brand could be an important tool for organizatioss. It
necessary a better communication about its added value and its features, such
as marketing support that is given from the staff of COSMOB.
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Introduction

The International Organization for Standardization 1SO issuedShe
10000 series of standards to support the ISO 9000 family of ygualit
management standards. These standards explain in more statai<rucial
items especially those included in ISO 9001 used for certticadf quality
management systems.

Its main objectives are providing the business environmeiht mvast
important guidelines for achieving consistently high quality o¥ises and
products. The most important task of the ISO 10000 family of gualit
standards is to improve the effectiveness of organisatiauality
management. The more effective quality management, the mbceatie
benefits from its application, consisting in (http://www.e@mborg.uk
access: 25.04.2014).

* more effective use of resources,
* better risk management, and

» improved customer satisfaction due to consistent supply of expected
services and products.

It should be noted that among all ISO 9000 series of standardsijiclud

— 1SO 9000:2005Quality management systems — Fundamentals and
vocabulary

— 1SO 9001:2008Quality management systems — Requirements

— 1SO 9004:2009; Managing for the sustained success of an
organization — A quality management approaelwentualnie

— IS0 19011:2011Guidelines for management systems auditing,
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ISO 9001 contains the requirements that when fulfilled are mrffitor
getting certificate by an organisation. In other words,diganisation must
not use or even know of other standards of this series comprisimigedet
guidelines. Furthermore, the organisation must not know of el®00
family of quality standards often referred to as “circum-systearidards.

Thus, a question has arisen to what extent the ISO 10000 family of
standards is needful for organisations that have implementsgstam
consistent with the 1ISO 9001 standard requirements. The aim q@aihes is
to present the ISO 10000 series of standards and results othessgated to
knowledge and application of them by companies that implementedity qua
management system in Poland.

ISO 10000 series of standards

The ISO 10000 family of quality standards are presented in Table 1.
Table 1. ISO 10000 Standards

International Standa Polish Standal
Quality management - Customer satisfaction — .
Guidelines for codes of conduct for organizations PN-ISO 10001:2009
Quality management — Customer satisfaction —
Guidelines for complaints handling organization
Quality management — Customer satisfaction —
ISO 10003:2007 | Guidelines for dispute resolution external to PN-ISO 10003:2009
organizatiol
. Quality management — Customer satisfaction —
ISO 10004: 2012 Guidelines fomonitoring and measuril
Quality management systems — Guidelines for qual
plans
Quality management systems — Guidelines for qual
management in projet
Quality management systems — Guidelines for
configuration manageme
Quality management — Customer satisfaction —
ISO 10008:2013 | Guidelines for business-to-consumer electronic
commerce transactions
. Measurement management systems — Requirements, - .

ISO 10012:2003 for measurement processes and measuring equi PN-EN ISO 10012:200
ISO/TR Guidelines for quality management system PN-ISO/TR
10013:200 documentatio 10013:200

. Quality management — Guidelines for realizing ) .
ISO 10014:2006 financial and economic bene PN-ISO 10014:2008
1ISO 10015:199 Quality managemel- Guidelines for trainin PN-ISO 10015:200

ISO/TR Guidance on statistical techniques for ISO QOOEZOOPKN'ISO/TR

10017:200 10017:200

. Quality management — Guidelines on people
ISO 10018:2012 | i1,y /olvement and competence B
Guidelines for selection of quality managementesyg
consultants and use of their serv
Source: own adaptation on the base: http://wwwoiggiso/home/store/catalogue_tc

(access 25.04.2014), http://www.pkn.pl/ (acces8£2014)

ISO 10001:2007

ISO 10002:2004 PN-ISO 10002:2006

ISO 10005:2005 ItFXN-ISO 10005:2007

ISO 10006:2003 ItFXN-ISO 10006:2005

ISO 10007:2003 PN-ISO 10007:2005

ISO 10019:2005 tPN-ISO 10019:2006
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Material and methods

There was a study carried out at 40 organisations. Thereantties of
various size, including 13 small (32.5%), 14 medium (35%) and 133aee
(32.5%) businesses. These organisations have been selected sentepre
different business areas. All the organisations use a qualihagaanent
system conforming to 1ISO 9001:2008uality management systems —
Requirementsand some of them use also systems managing other fields of
activity, namely:

— ISO 14001:2004Environmental management systems — Requirements
with guidance for use

— 1SO 22000:2005Fo0d safety management systems — Requirements for
organizations throughout the food chain

— PN-N-18001:2004; Occupational Health and Safety Management
Systems — Requirements

— HACCP —Hazard Analysis and Critical Control Point

— OHSAS 18001:20070Occupational Health and Safety Management
Systems — Requirements

— ISO/IEC 27001:2013jnformation technology — Security techniques —
Information security management systems — Requirements

— AQAP 2110 (Edition 3):2009NATO Quality Assurance. Requirements
for design, development and productigAQAP — Allied Quality
Assurance Publicatior- standardization publications by each NATO
member countries. A set of quality requirements implementedatiypat
companies supplying the armies (the military equivalent of ISO 9001).

Information on organisations participating in this research septed in

Table 2. It should be noted that this includes at least sewenplanies leading

in their field of activity.

In research telephone polling was used, where respondentsskedeta
answer the questions related to the knowledge of fifteen stamafaids|SO

10000 series. The suggested answers included:

— | have never heard of such standard,

— | know such standard has been implemented, but | do not know it,
— | know this standard, but | do not use it,

— | know this standard and use it.

Also more comprehensive answers were allowed in the form of
comments.

The respondents were management representatives respoosithie f
system, thus persons that should have a good knowledge of system and
supporting standards.
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Table 2. Organizations under analyse

programming

L NACE
Organisatio . o Systems used
No. N sizé Field of activity codé Organisation No.
(ver. 2y
1 Medium Plant raising and animal breeding  01.1, ISO 9|001’2|280 14001,
: 01.3-01.6 SO 22000
ISO 9001, ISO 14001,
2. Large Hard coal mining 5.1 PN-N-18001
3 Medium Production and sale of meat and 101 ISO 9001, ISO 14001,
’ meat poultry products ' HACCP
Production and sale of meat and
4. Medium meat products 10.1 ISO 9001, HACCP
. | . ISO 9001, ISO 14001,
5. Medium Fruit and vegetable processing 103 HACCP
Design and production of paper 1SO 9001. ISO 14001
6. Small packaging for top chocolate 17.2 HAE:CP '
product manufacturers
Manufacture and sale of rubber
7. Small compounds and products 22.1 1SO 9001
Modification of plastics and
8. Medium | production of plastic pipes 22.2 SO 9001, 1SO 14001
) Production of plastic films, plates
9. Medium and packaging 292 ISO 9001, ISO 14001
10. Medium Production of foamed polystyreng  ,, , 1ISO 9001
Design and production of plastic
11 Large housings for domestic appliances  22.2 1SG 9001, 1SO 14001
Design and production of glass
12. Large and glass and glassware 231 SO 9001, IS 14001
Design and production of glass
13. Large and glassware 231 ISO 9001, ISO 14001
. ISO 9001, ISO 14001
Production and sale of wall and ! ’
14. Large floor ceramic tiles and decorations ~ 23.3 PN_N_lf;goll‘OHSAS
15. Large Iron foundry 25 ISO 9001, ISO 14001
Production of metal sheet ISO 9001, ISO 14001,
16. Large packaging 25.9 OHSAS 18001, HACCP
Manufacture and sale of
) computers and peripheral 26.2, ISO 9001, I1SO 14001,
17. Medium | equipment, computer 47.4, ISO 27001
62.01
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Design, production, sale and
service of large size domestic

ISO 9001, ISO 14001

18 Large appliances 215

19. Large Production of furniture 31.0 ISO 9001, ISO 14001
Electricity and steam production ISO 9001, ISO 14001,

20. Large and supply 35.1,35.3 PN-N-18001

21. | Medium 55;:3?3 e treatment plant, water | | IS0 9001, 1S0 14001

22. Small Energetic ash processing 38 ISO 9001, ISO 14001

23. Medium Photographic waste management 55, 33| 1SO 9001, ISO 14001
Holding and investment Project SO 9001, ISO 14001,

24. Large for building and engineering 421 PN-N lgffg AQAP

25. Small Sale of motor vehicles 151 ISO 9001, ISO 14001

26. Large Sale of office articles 46, 47 ISO 9001, ISO 14001

27. Small Sale of machine tools 46.6,47.7 ISO 9001

28. Medium Passenger land transport 49.3 ISO 9001

29. Small Hotel 55.1 ISO 9001

30. Small Restaurant 56.1 ISO 9001, HACCP

31 Medium rI:L;kzll‘laszr;|nnegsbooks, periodicals ang 661 1SO 9001

32. Large Financial service activities 64.1 ISO 9001

33. Small Architecture office 711 ISO 9001

34 Smal E:g/gg:g;ntal Research s 1SO 9001

35. Small Advertising agency 731 ISO 9001

36. Small Property protection agency 80.1 ISO 9001

37. Small Indoor cleaning 812 ISO 9001

38. Medium Fire Service HQ 84.2 I1SO 9001

39, Small Lower secondary school 85.3 ISO 9001

40. Medium | Hospital 86.1 ISO 9001

1 According to: Commission Recommendation on 6 @93 concerning the definition of micro, small
and medium-sized enterprises, Official JournahefEuropean Union, L 124/36, 20.5.2003.
2 NACE — Nomenclature statistique des Activitésnérniques dans la Communauté Européenne —
Statistical classification of economic activitiesthe European Community.

3 According to: Regulation (EC) No 1893/2006 of Engopean Parliament and of the Council of 20
December 2006, establishing the statistical clizsgibn of economic activities NACE
Revision 2 and amending Council Regulation (EEC308Y/90 as well as certain EC
Regulations on specific statistical domains, Gdfidiournal of the European Union, L 393/1,

30.12.2006.
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Results and discussion

The results of knowledge of the ISO 10000 seriepegsented in Table 3.

Firstly, the research carried out indicates that religtig@ge number of
organisations has no awareness of the existence of the ISO 10i@300$e
standards. This follows from 274 answers, i.e. approx. 46% ahallzed
cases (600 answers) listed in Table 2.

When considering this aspect in the terms of organisatiorit Sheuld
be noted that the worst situation occurs in small-sized eigespthat in
approx. 68% do not realize the existence of such standards E&33afal 95
possibilities). The situation is only slightly better amongdium-sized
organisations that up to about 52% do not know that the subject stsiedeat
(109 cases of 210 possibilities). However among large enterniggsl 8
such cases were reported, i.e. approx. 9% of all respondents. Whylsirzgal
the cause of such situation one may presume that the better knosietge
ISO 10000 series of standards in large organisations results from theatact t
a large number of employees and sometimes even whole departteahts
with the quality and system management issues. New manageratiads,
tools and solution are being developed and implemented and any
implementation suggestion and facilitation such as standezdsedcomed.
The presented enterprises have implemented two or more maagem
systems. They can supplement such integrated systems \hgr o
components. It should be noted that four of large organisations belong to
global corporations. Their management systems include sameta&en also
from various standards, including the 1ISO 10000 series. However, Ik sma
sized enterprises the persons engaged in system managemeperfarsh
such work along with other mandatory responsibilities, thus being pressed by
lack of time.

In addition, it should be noted that the number of standard unawareness
cases (274) is considerably higher than those of awarenessttiu&3being
probably the result of improper information about standards amtedel
benefits. During interviews with organisation representativee did not
know the ISO 10000 series of standards, another important question was
pointed out, namely the fact that these standards are nottkferthe basic
system standards: 1ISO 9000, ISO 9001 and ISO 9004.

An analysis specifying the knowledge of individual standards of the ISO
10000 series by enterprises under examination is presented in Figure 1.
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Table 3. Respondents answers related to their knowledge on ISO 10000

Standards
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where:O — | have never heard of such stand®d, | know such standard has been implemented, dot |
not know it, @@ - | know this standard, but | do not use@®® - | know this standard and use it;

Y In their opinion , the methods and manners theyl @se better than those proposed at standards

Source: own research
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Figure 1. The knowledge of individual standards of the ISO 10000 ses
by the organizations under examination

Source: own research

Among the 1ISO 10000 family of standards the best known standard is
ISO/TR 10013, as indicated by 67.5% of examined organisations (Figure 1)
The representatives under pooling indicated that this standard was tieed at
system implementation stage only. Slightly less common waSMda.0012
standard known by 26 among 40 enterprises, i.e. 65% of the wholeaBene
there were organisations engaged mainly in measuring &divdind/or
possessing a comprehensive research instrumentation. Howeveantte ds
ISO 10004, 10008 and 10018 are known only sporadically. It should be
emphasized that these standards were published quite recently artbbav
not translated into Polish yet. The vast majority of orgamisathas awareness
of them. In talks the respondents were surprised to hear questions about these
standards as they have not been listed at the PKN (PolistaBdézation
Committee) website (www.pkn.pl; access: 30.04.2014).

Another question to be pointed out is the fact that organisations unde
examination poorly use the ISO 10000 series of standards. As resnits
respondent’s answers (Table 2) in 35% cases the known standsiedssed
(61 answers confirming the use of standards among 173 answers ganfirm
that the standards are known). While considering all possdédes (600
answers) one may conclude that the use of the ISO 10000 seriesdairdta
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was declared by about 10% of respondents. It is difficulidge whether this
is large or small amount. When we consider it to be largeawesuspect that
the most important factor causing poor spreading of these staridaaiv
awareness of its existence. In contrast, when assumingntioisna to be
small, it is possible that these standards do not meet expectations.

It should be emphasized that the most commonly used standards of this
series, as shown in Figure 2, is ISO/TR 10013, used by 35% of @ijamss
under consideration. In turn, the two standards of the 1SO 1000fs,seri
namely 1ISO 10019 and 10008 are used not at all. On the other hand it should
be noted that the representatives of three organisatiaimsed that some
standards of the 1ISO10000 series (ISO 10005, ISO 10006 and ISO 1007) deal
with the problems too narrowly or superficially and the prooesiand
methods employed by organisations are better that those propotieesby
standards.

150 10019:2005
IS0 10008:2013
15010018:2012
150 10015:1999
IS0 10007:2003
150 10003:2007
ISO/TR 10017:2003
IS0 10005:2005
IS0 10002:2004
150 10014:2006
1SO 10001:2007
ISO 10004: 2012
150 10006:2003
15010012:2003
ISO/TR 10013:2001

0 2 4 6 8 10 12 14

The number of organizations that implamented the standard

Figure 2. The rating d standards of ISO 10000 series using
Source: own research

When considering the degree of practical application of thell3I0
series of the standards, depending on the size of the orgamiatn be seen
that small companies apply those standards in 6 cases (rgjprgse
approximately 3% of the whole), medium in 8 (4%), and large in 46 (about
24%).

A small number of surveyed organizations do not allow for unambiguous
assessment of the prevalence of the ISO 10000 series, depending on t
business activities of the organization. However, it could bednthitat
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awareness of these standards and their practical appticatmanufacturing
organizations (organizations of no. 6 to 19 - Tables 2 and 3) is mugeh la
than in service companies (organizations no. 20 to 40).

The total unawareness of the standards has been observed in
approximately 23% of the whole in relation to the manufacturing coiepa
and up to about 60% in the case of service entities. The practical ihssef
standards was declared by approximately 15% of the manufacturing
companies, and by 7% of the service organizations.

It was also noted that the dissemination of the standaitus i$O 10000
series among organizations representing the food chain sectani@atipns
no. 1, 3, 4, 5 and 30 - Tables 2 and 3) is much smaller than the other. Lack of
awareness of the existence of these standards for theseseméis noted in
approximately 85% of possible cases (40% for other entitie$y. @single
case of the ISO 10000 standard application was observed.

It seems that a very important link determining the precalefthe ISO
10000 series is a person of the organization representatid] as the people
who are managed by him.

Conclusions

As found previously the degree of dissemination of the ISO 1000@&quali
standards is highly unsatisfactory. This results from nfaniors such as
deficient information on these standards, lack of reference to theml®@he
9000 standards and perhaps lack of organisation’s willingness and
motivations. In many cases the plenipotentiaries complaingdoofarge
number of obligatory or quasi-obligatory product-related standardseto b
followed by organisations (e.g. low voltage directive 2006/95/E@ently
calls 1180 harmonised standards). This issue is particutaggrtant in the
case of small organizations there is a lack the human resmgeded to know
and support multiple standards. Another problem is the actual need for use of
these standards by organisations and the assessment of its usefulness.
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Introduction

The purpose of this paper is to explore the relationship between t
employee volunteering and organizational commitment in Koreaerergl,
employee volunteering is regarded as central Corporate Social Regjpnsib
(CSR) activities of most enterprises. Although CSR is reuttimate goal of
enterprises, it is essential in sustainable business imaaity relations.
According to a survey of the Foundation of Korean Industries (Fixipl@yee
volunteering participation is active so that more than 50% of emptotake
part in volunteering activities in 127 companies (72.6% of respondent
companies) in Korea. Most companies organize corporate volwsupport
team and have various volunteer assistance policies and programs.

Employee volunteering typically has the effects to spréwd good
images and brand of the companies and to formulate the organéati
commitment and job satisfaction. In other words, employee volumgeer
contributes to community relation and positive culture in enterprises.

There are many results on the financial analysis and consumes effec
employee volunteering on the basis of stockholders' perspectivereaK
Recently studies begin to show the inner stakeholder effeatsnpfoyee
volunteering such as productivity and morale of workers, orgtoiml
norms, organizational commitment and job satisfaction.

Therefore, this paper examines the relationship between the employ
volunteering and organizational commitment by reviewing previessarch
on employee volunteering of a few companies in Korea. Based on the,results
this paper presents the implications for effective goadbéishment and
volunteering program planning to maximize the effect of employee
volunteering in companies in Korea.
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Literature review
Employee Volunteering and CSR

Employee Volunteering is also known as “corporate volunteering” or
“employee-sponsored volunteering”. According to Cihlar (2004), a cogorat
volunteer program is “a planned managed effort that seeks tvateoand
enable employees to engage in effective volunteerism under ticealoff
sponsorship and leadership of the company.” Also a corporate \exiungtés
defined as “the encouragement and facilitation of volunteeringhén
community through the organization by which and individual is employeed
(Realized Worth, 2001).” As well, a corporate volunteer is ddfime “any
formal organized company support for employees and their famitieswsh
to volunteer their time and skills in service to the communitiiq, 1993).”

The concept of employee volunteering as a defined volunteer activity
originated in the United States in the late 1970s and has &egawing
activity globally ever since(The Centre for Volunteering, 2008).

As has been mentioned in the previous chapter,  employee
volunteering is seen as important CSR activities of mosipanies. CSR is
defined as “a concept whereby companies integrate social and erstiriahm
concerns in their business operations and in their interaction tigin
stakeholders on a voluntary basis (European Volunteer Centre, 20@3}.”
companies assume that CSR is a supported duty, rather than an option f
business. Many companies enable and stimulate employees tbeeojun
contribute to social goals outside the company at the expensbeof t
company(de Gilber et al.,, 2005). According to Crane, Matten &
Spence(2013), there are six core characteristics in CSR:

— Voluntary,

— Beyond philanthropy,

— Managing externalities,

— Practices and values,

— Social and economic alignment
— Multiple stakeholder orientation.

As aforementioned, many companies participate in the CSRtestivi
strategically as they assist employee volunteering irowariways. What
drives them to participate in employee volunteering assistance?

Previous studies show that employee volunteering has many bemefits
terms of company, employee and community. For empirical examplegeoll
students highly evaluated the futuristic reputation regardfeSSR types and
general consumers highly evaluated the competitive reputatiothen
independent charity in Korea(Suh & Jin, 2008). Kim(2011) reported the
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effects of CSR on the performances of various stakeholdeasdlyzing the
various performances of CSR, such as employee, finance, product, eonsum
and community performances in Korea. The following table 1 sumesathie
benefits of employee volunteering.

Table 1. The benefits of Employee Volunteering

Benefits

Company | - Improves relations with surrounding comityy

- Improves public image;

- Develops cooperation and good relations with comity
leaders;

- Improves recruitment and retention of employees;

- Builds a cohesive, motivated workforce;

- Increases employee performance and productivity;

- Improves employee morale and reduces absenteeism;

- Adds a potential source of information for corgterphilanthropy
and community relations programmes;

- Improves understanding of the community and thvegany’s
customers;

- Reduces isolation of employees from the community

- Increases effectiveness of corporate philanthropy

- Helps maintain a healthy community, which is etiséto
business;

- Helps establish and enhance corporate or brandaton in new
or existing markets.

Employee | - Improves leadership and interpersorifi$sk

- Increases opportunity for employees to explot develop new
areas of expertise;

- Reduces isolation and increases interaction aitployees in
other segments and levels of the company;

- Adds variety and fulfilment and increases thesseuf self worth;

- Improves the community services that employeekthair
families use;

- Increases and provides opportunities for morelfaimteraction
and activity time.

Community| - Provides new talent and energy by iasireg the number of
volunteers and the pool of available skills (espcimanagerial
and technical);

- Increases understanding between business amebtipeofit
sector;

- Improves the quality of life in the community;

- Alleviates or eliminates community problems oficiencies that
detract from the well-being of the community;

- Gives capacity to provide community services titherwise
might be impossible.

Source: Heuberger (2007)
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In addition, the frequent supports provided by company are:

— publicizing the community’s need for volunteers,

— organizing team projects,

— providing matching funds for employees devoting time to volunteer
projects,

— acknowledging and providing awards or commendations for employees
participating in volunteer programs,

— recognizing the volunteer efforts of employees in formal jolopmance
evaluations,

— providing employees with release time from work (Wild, 1993).
Organizational commitment

Organizational commitment is core concept which most empdoye
interested in in terms of personnel management. Prior studies tslabw
organizational commitment is an important attitudinal predict@mployee
behavior and intentions (Mowday, Porter & Steers, 1982). Orgariaht
commitment is defined as “an attitude reflecting an emplsyegalty to the
organization, and an ongoing process through which organization members
express their concern for the organization and its continued suandss
wellbeing (Northcraft & Neale, 1996).”

Many researchers have been interested in organizational coemhit
because there are many outcomes of organizational commitrfieat.
examples of outcomes are the employee retention, attendance, digaaiza
citizenship, and job performance. That is, organizational commitmeht
increase many employee performance outcomes such as areloyesm
retention, attendance, organizational citizenship, and job performance.

According to Meyer & Allen (1991), there are three components of
organizational commitment:

— Affective CommitmenPsychological attachment to organization.

— Continuance Commitment Costs associated with leaving the
organization.

— Normative CommitmentPerceived obligation to remain with the
organization.

All three components have implications for the continuing ppgtmn
of the individual in the organization.

In addition, organizational commitment is a core concept hwhic
represents outcome variable regarding employees in CSRalesgaln a
research of employee volunteering, people with a positive dasttowards
the volunteer program have a more attitude towards the oagiani@e Gilder
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et al.,, 2005). Employee volunteering seems to have positive efbects
attitudes and behavior towards the organization.

Results and discussion

As above, employee volunteering is growing CSR activity ineor
companies. For example, Samsung established Samsung Corporate
Citizenship and supports employee volunteering in various wayssusgm
employees participate in four major events-a blood donation campaign, a
volunteer month on the anniversary of the company’s foundation, a global
volunteer festival, and a year-end “love your neighbor” campaigm$8ng,
2014). As well, they volunteer to share the holiday spirit wilghbors on
Lunar New Year’s day and Thanks giving day. Also employeesins8ng
take part in specialized volunteering by sharing their knowledge, hobbies and
specialties with the community.

This study investigates the relationship between employkmteering
and organizational commitment by reviewing previous researches about CSR
in Korea. In recent years, there have been several studieSRrof Korea
companies as CSR is regarded as a strategic marketing diteetwo main
results as follows.

1. Thereationship between employee volunteering and organization
commitment in Korea firms

The relationship between employee volunteering and organization
commitment in Korea firms has come to scholarly purview onntgcén
Korea. However, most of these researches yield similattsebat there are
strong relationship between them.

A research on the effect of a company’s patrticipation in volunteek
in a local community on the corporate image revealed theHacemployee
volunteers generally satisfied with the current volunteer viagctiof
employees(Lee, 2009).

In Yang (2013)’s survey of 240 employees in four Korea firms, catpor
volunteer support facilitates positive(+) relations with eypes’
organizational commitment. In addition, the mediator effect of parce
organizational support also appeared to generate positive(tigmeleBut the
satisfaction of employees volunteering did not indicate anyipesélations.

Kim (2011) shows the analysis on the various performances ofSDSR,
as employee, finance, product, consumer and community performances. Thi
survey was conducted by using data from the Workplace Panel 1008y
and analyzing 438 samples from companies with over 300 employees. Kim
revealed the several significant results. First, CSRc@&ffehe financial

187



performance indirectly via employee performance. Second, theiroens
performance of CSR is hard to prove in this study. Third, higher|€S1 to
higher performance of employees. In other words, employees who think
highly of their company's CSR show higher job satisfaction and pride as well
as better evaluation of their company. Fourth, CSR has positactseon
product performance. Fifth, CSR has positive effects on financiarpence

and human resources of the community.

In Rho (2010)’s survey of 300 employees working at one of corporations
in Seoul Metropolitan area, a structural equation model was adaly¥he
model showed that there was an indirect relationship betweefs' staf
participations in corporate philanthropic activities and orgéaioizal
commitment, which was mediated by employees' assessment andieatt
toward corporate philanthropy.

Kim & Jun (2013) have found a strong between CSR and organizational
commitment. Employees with more engagement on CSR activides h
stronger organizational commitment, i.e. more affection, highee @nd
stronger satisfaction in their firms. On the other hand, eme®yeho are
critical against CSR have less affection, pride, and satisfactibeiimfirms.

These researches yield consistent results with previadgest That is,
there is the clear evidence about relationship between employeeeesingt
and organizational commitment in Korea like other countries.

2. Theeffect of support system for employee volunteering in organization

Several researches reveal the importance of support system
organization in order to maximize the effect of employee voluiniger
Especially because of passive volunteer culture in organizaimtong office
hours, employees feel fatigue about volunteering in organization in Korea.

Many companies establish the support organization or team fjoyee
volunteering. These teams provide education for employee volunteering
plan for effective activity. In addition, they manage rewaydtesm i. e.
incentive, money for volunteering activities or paid leave.

Like the preceding, there are several studies about tbet eff support
system for employee volunteering in Korea.

In Lee (2009)’'s survey, volunteer employees reported that the more
actively they participated in volunteer work, the higher fation becomes
and the higher satisfaction gets, the more continuously the velprtegrams
of companies are performed, the stronger the support systdm isetter it
has an effect on corporate images and the more positively casapani
contribution to society is recognized.

In Lee (2005)’s study on the case of Samsung and SK, enterposasepr
the volunteering support systems such as volunteer accideranosymoney
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for activity or transportation. As well, Samsung developed thigfication

system and manage the volunteering time of its employeese Bupport
systems enable employees to participate in the volunteeringtiastin

voluntary manner. Above all, employees who participate in voduimig

activities and receive the benefits from these suppotemsgsfeel proud of
their company and satisfied with their volunteering activities.

These results are consistent with previous researches mcotlngries.
Above all, because of passive volunteer culture in organizatbtoag office
hours, these support systems for employee volunteering enableyes®pto
participate in the volunteering activities in voluntary manner.

Conclusions

This study has attempted to investigate the relationshipeeetwhe
employee volunteering and organizational commitment in Korea. By
reviewing the previous research and cases of the employeeessingtin
Korea, this study present several results as follows.

First, there is the clear evidence about the positivéioekhip between
employee volunteering and organizational commitment in Koreaolitker
countries. That is, higher volunteering participation leads to higher
performance of employees.

Second, in order to maximaze the effect of employee volunteering,
volunteering support system in organization is essential. Beadysassive
volunteer culture in organization and long office hours, these supstenss
for employee volunteering enable employees to participate irotheteering
activities in voluntary manner.

Based on these results, this study presents the theoreticakitipls for
business and social work by bridging the volunteering activity ianer
stakeholder marketing. In practical implication, this resolttributes the
importance of volunteering support system to maximize the efbéct
employee volunteering in companies in Korea. Above all, thislystu
emphasizes the necessity of personnel or volunteering coordiwétor
professional knowledge and skills about education, coordinating jtnegyu
communication with NGOs, etc.

Even though this study has theoretical and practical impitathere
remain a basic limitations in this study. This study fagdsptesent wide
information about various employee volunteering programs of most
companies because of limited data. Therefore, it is needed ta geithe
analyse the various information about employee volunteering gorsgof
more companies systematically in the future study.
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Introduction

Measurements are a basic source of information about the condition and
characteristics of a product. It is on their basis that prodwetsiccepted or
rejected. Measurements that are unreliable, may lead todedssions i.e. a
product which does not conform to specification may be accepted or a proper
one may be rejected. In such cases both consumers and produceradre put
risk, as it is consumers who suffer from a faulty product, andyzers suffer
consequences of rejecting proper goods. (Toczek, 2012). Itis a major goal to
achieve a widespread and a high level consumer protection irhtile &U.

It embraces:

— security of consumption goods and services

— legislation connected with consumers’ economic interest
— financial services

— electronic trade

— public services (transportation, energy etc.)

— international trade, standardization and problems with product marking
(Treaty on the Functioning of the European Union).

A measuring instrument is one of the elements of measuring pracelss
its proper quality characteristics influence the measuprggess and its
outcome. A quality characteristic of a device, based on PN-EN9ED
standard, is connected with an established requirement of eedeser, or
other interested parties such as customers or soEity. of the stakeholder
expects other valuefGashski 2012, p. 22)

Despite newest technological solutions and all the advanced
technologies, none of complex measuring system is failure dreedh an
extent to be left unattended. It is vital to run selfttgsprocedures (it is done
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in too little number of devices) periodically and very frequently, as wedl as t
confirm externally the system’s declared metrological andctfonal
characteristics (Guzy, Wypych, p. 126). Metrological confiromat
according to PN-EN ISO 10012:2004 standard, is a set of operations
conducted to make sure that measuring equipment conforms to requseme
for its assigned use. The operations are usually the followtjgstanent,
calibration, and verification. Criteria for confirmation of maddgical
characteristics of a device are set by the user on badis afustomers’
expectations towards his product or services. The user mustulfiirall
legal requirements and the requirements set by accreditaticertification
bodies.

Requirements for devices used in such areas as life and hasdth c
environment protection, public safety or market where measursraenta
basis for financial statements, are specified by regulatiodsttee union’s
directives. When it comes to devices put on market on the dfasision’s
directives, two legal acts are applicable: Non Automatic Weip
Instruments (NAWI) and other Measuring Instruments DirectivéiDjMAS
far as devices used to inspect the quality of resources, atsiteri half-
products, or to control technological process in production are codgerne
requirements are defined in relation to an acceptable nolea the qualities
of devices being measured.

The applied reference criterion is, therefore, influencetiéppplication
of a device. Depending on an application of a device there #Hezedi
systems of metrological conformation (qualification) of tkeides. In areas
closely related to life and health care, environment protectioricpaaiety or
consumers’ rights protection qualification of devices is nyalvdndled by
legal metrological control (type confirmation and legal@afiand conformity
assessment — performed by state administration organs or nbtfigss. In
all the remaining areas of application of devices qualificaprocedure is
handled through calibration or a survey performed by calibrationdtdrags.

Both the producer and the user of measuring instrument must, tieerefor
make a decision about qualification and metrological confirmakspending
on a kind of device and area of its application.

Material and methods

Threats and hazards to consumers are analyzed in the paperleneis
i.e. on the stage of putting devices on market and during theif is@nalysis
concerns devices applied in areas such as trade, health marenment
protection, public safety, consumers’ rights protection or publicdste
protection.
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To analyze threats preliminary data obtained by state orgatss who
perform control over devices which are put on market as welliasg their
use, was used, and also information obtained from the usergicésibasing
on a poll survey.

Devices which are put on market or into use undergo conformit
assessment in reference to the requirements of NAWI anddiiédtives on
the producer’s responsibility. The producer of a device is nsdiple for a
product which is about to be put on market to be designed and produced in
accordance to a particular directive requirements (Thedean Commission,
1999). State organs take control over this process and engtoper level of
protection on a unified market. In Poland it is 4¢t2Dchrony Konkurenciji i
Konsumentéw (Consumers and Competition Protection Office) who monitors
the control system of goods put on market, while Inspekcja Handlowa (Trade
Inspection) as a specified organ inspects the devices at predagthorized
agents or distributors. Particular kinds of devices requiegiogical
verification and validation during their use. Devices beinguse are
controlled, in the name of a State, by standards administration.

Results and discusion

1. General principles of risk assessment in the context of measuring
instruments

The requirement in Art. 19.1 of regulation No 765/2008 of the European
Parliament and of the Council of 9 July 2008 setting out the reggiirsnior
accreditation and market surveillance relating to the miacketf products
and repealing Regulation No 339/93 say that “Market surveillant@iaties
shall perform appropriate checks and, where appropriate, physical and
laboratory checks on the basis of adequate samples. When ddiey shall
take account of established principles of risk assessommplains and other
information.” The risk assessment related to weighing am@soring
instruments indicates considerable threats coming from nonconforming
devices. It is also used as a tool to set priorities, actimhsn@asures taken in
the area of market control. Measures and actions shall porrego the risk
level and its influence on consumers, free flow of goods on a comnrértma
honest competition among the producers of devices.

Risk is defined as the probability something may occur vetsuspact.

Risk it is combination of the probability of unwanted occurrence and the
severity of that unwanted occurrence.

Probability it is degree to which the unwanted occurrence has happened.
Impact — impact of the unwanted occurrence on the legal interest.
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Legal interest — protection of the consumer, fair play for the
manufacturer, confidence in the CE mark indirect confidence thg
consumer, producer. (WELMEC, 2011).

Breach of legal interest may influence state’s economy, ptiefdth,
consumers’ trust, and legal issues. The risk is calculateeférence to the
kinds of measuring instruments or producer groups, suppliers and users.

To determine probability of appearance of nonconformities, one has to
take into account:

— the frequency of nonconformities to requirements for a partigurid
of measuring instrument,

— the frequency of producer's nonconformities to requirements for
measuring instruments being put on the market,

— the presence of a management system at producers/suppliers

— the origin of measuring devices — either from a mass produation
made as single units,

— possibility of easy verification of a device during inspectwontrol),

— possibility or history of periodical verification of measuring
instruments among their users.

Risk acceptance depends on a country’s technological development a
well as contemporary needs and values that dominate in society.

The sources of information to identify threats are:

— consumers, consumer organizations, the media,
— producers, importers, suppliers,

— market control organs,

— results of inspections of instruments in use.

2. Risk management in the context of threats concerning measuring
instruments

Risk management process conforms to PDCA Deming circée{Pb-
Check-Act).

Risk management in accordance with the diaphragm (Figuis vital
in order to implement and develop more effective law exesudimong
producers, distributors and users of devices, especially in the areas ednnect
with high risk. It also provides transparency and unity in thenaes of how
activities are handled by the EU members with respecmeasuring
instruments control. Risk management helps to make a deirissacnordance
to define goals and actions. (Szarsia, 2012)
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{manufactory/
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measurement
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analys:

i Intervention
Monitor effects strategy
Target group _
behaviour Assign tasks

Figure 1. Risk Management Process

Source: WELMEC, 2011, Risk Assessment Guide forkdaBurveillance: Weigh
and Measuring Instruments

Plan

The organs which control the market of measuring instrumentstoee
properly allocate their means of control in order to provide pessible
effects in the perspective of state’s interest. Becaubmitéd resources and
impossibility to cover all branches of the instruments masket all the
products with actions at the same time, it is necessargttprorities in
actions. Planning of activities shall be conducted on the bhsaigalculated
risk in reference to subjects who put measuring instrumentedget and use
them (producers, suppliers, users), as well as in referentte tkinds and
types of measuring instruments. Information obtained from thewiog
sources is used to determine priorities:

— consumers, consumer organizations, the media,
— producers, importers, suppliers of devices,

197



— data from previous activities in market control,
— results of control during use,

— RAPEX (Rapid Exchange of Information System) reports. RAPEX is
the EU rapid alert system which allows a quick exchange of
information between the EU members and the European Commission
on measures and activities undertaken towards products found on a
unified union’s market which are hazardous to consumers os use
health and safety,

— ICSMS (Information and Communication System for Market
Surveillance) system reports. ICSMS is an informationtesys
administrated by the European Commission which includes market
control issues database (including market control programs, odnge
organs competence, activities of market control organs e.grecese
results, consumer complaints etc.).

The results of risk analysis made it possible to develdgt aflpriority
activities in reference to a target group of subjects whigh measuring
instruments on market or use the devices on market, and tyidetdessary
and effective activities.

Activities should concern the target group, particular kind ape ¢f an
instrument (e.g. will protection be higher if intense contrghesformed in
reference to weights of Il and Il accuracy class).

Before the choice of a target group and a kind of controlled dé&vice
made, the following aspect should be analyzed:

a) behavior/actions of subjects who put devices on market arse them
with respect to:

— the level of knowledge of legal regulations concerning meaguri
instruments put on market and those in use

— economic and social costs in case legal regulations are netredp
or benefits from acting in conformity with standards

— the extent to which justified conduct in conformity with legal
regulations is accepted

— necessity of internal controls in order to provide conformity of
activities and products to legal regulations

— society’s disposition to inform about nonconformities found on the
market

— risks and consequences assessment of an exposure of nhonconformities
by state organs during inspections (economic and social sanctions).

On the basis of own research conducted amongaisessasuring instruments
form the region of Wielkopolska (basing on 146iespit has been stated, that more
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than half of the users is not aware of legal réiguls concerning measuring
instruments they use, nor do they recognize the margiaged on devices by state
organs and authorized units after metrologicalicoafion. In particular:

— the users did not know what are the evidence ablogical confirmation
of measuring instruments put on market on basislA#VI or MID
directives;

— the users did not know legal regulations beingslisa proper and lawful
use of measuring instruments;

— the users did not know what is the significancerotection markings
placed on a measuring instrument after conformiggessment or
calibration, which may result in faulty reading®ad decisions in reference
to consumers;

— more than 80% of the questioned users did notafeeded for internal
controls/verification of measuring instruments digiiheir use, as well as
for expanding one’s knowledge on measuring instnisribey use;

— it has been noticeable that users who operate in mansgarsiems tend
to give correct answers.

b) manner of how control is performed by state organs (formal controls
based on documentation overview, controls of metrological
characteristics of instruments including controls and ispections of
instruments’ software) and sort of sanctions (kind of sattions,
reaction time in reference to exposed nonconformities, estate of the
sanction).

Planning of actions on the stage of putting measuring insiisnan
market is done centrally in Poland by &z Ochrony Konkurencji i
Konsumentow (Consumers and Competition Protection Office). Unitshwhi
specialize in controls are Wojewoddzkie Inspektoraty Inspetkandlowej
(Regional Inspectorates of Trade Inspection). Planning is mpérfprmed
on the basis of results of controls of measuring instrumentssén and
information obtained from other state organs. It also takecartsideration
manners of distribution of instruments put on market.

Planning of the controls of measuring instruments being in usenes do
by standards administration organs on the basis of a systedestiification
and analysis of needs which stem from socio-economic state of a country and
challenges set by a dynamically changing environment in witaidards
administration organs operate. After the analysis of caaursgsnechanisms
of the origin of nonconformities, control planning should take pladch wi
respect to the disclosed nonconformities and a risk of its occurrence
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Do

With respect to conducted risk analysis, state organs should agrry
their strategy and priorities. In case nonconformities to theinements of
legal regulations are found, it is necessary to take meamppespriate to the
level of the nonconformities.

In the period between 2007 and 2012 ddrDchrony Konkurencji i
Konsumentow in Poland controlled, in the area of measuring instruments pu
on market on the basis of NAWI and MID directives, productsir
authorized representatives and distributors (wholesalerstaps). When it
comes to MID directive, most subjects were controlled in 204 sbjects),
while with respect to NAWI directive 33 subjects in 2007 and 25 in 2012.

Nonautomatic weights as well as other devices such asmvaters, heat
meters or energy meters were controlled. Controllers elokeitle documents
accompanying a device (declaration of conformity, manual), esiiimat
correctness of markings, solutions and procedures accepted by agproduc
authorized representative in order to determine conformityne&suring
instruments to requirements.

The largest ratio of nonconformities were found in 2011 (32%) with
respect to devices put on marked basing on MID directive i.engwater
meters, energy meters, heat meters, taximeters.

Nonconformities found during the control concerned: lack or improperly
issued conformity declarations, lack of conformity markingsklof type
examination certificates, incomplete data on nameplates mounted on devices
incomplete manuals. The controls did not assess metrologicalctdrastics
of measuring instruments. Despite this big number of nonconformitees
measures had been taken to intensify controls during the geafd2 and
2013.

Controls performed by standards administration among users of
measuring instruments were held i.a. in trading places, gas @dtaRons,
pharmacies, motor vehicle inspection stations, post offices, health care and at
users of water meters, heat meters, energy meters.

Only those measuring instruments were controlled which require
calibration during their use.

The largest ratio of nonconformities have been found in previcaus ye
in utilities sector with respect to heat meters and watdemnhdgten-odd
percent), and in trading places (less than 10%) with respestales and
authorized weights. Nonconformities mainly concerned lack of yabdfs
of metrological control — calibration (more than 95% of found
nonconformities). (Winiewska J, Maleszka A, 2013)
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Check

Monitoring of the strategy of control should concern the levellah p
realization, means of fulfilling activities in reference to obtairesalilts.

Monitoring process should include:

— passing information to market control organs operating in other
countries where a producer of nonconforming measuring instruments
was found

— periodical double control with reference to areas where
nonconformities were found

— analysis of the results of measuring instruments control with
reference to plans and obtained results.

Because of a little number of controls at the stage of puttie@suring
instruments on market, it may be assumed that the manndiich yarket
control is performed in this area requires improvement and afiphcof risk
management process.

Act

It is required to improve control over measuring instrumentopadd
by state organs, by means of certain risks overview and idatith of new
risks on the background of a changeable economic situation asasvel
previous planning experience.

An improvement activity is also cooperation between other stgtasy
producers and suppliers. It can include counseling and guidelines civdse
implementation, possibility to expand consumers knowledge e.g. on,safet
and users knowledge on a proper use of measuring instruments.

CONCLUSIONS

Analysis of activities in the context of risk assessnpgotess reveals
threats to consumers connected with a possibility of takingtyfaul
measurements by users, which in longer term may result in baagersal
decisions.

Bad decision may be a result of:

— high level of nonconformities among measuring instruments
especially in utilities sector (at media supplies) — wpiting on
market and during use.
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— lack of enough knowledge among users, which could enable the use
of measuring instruments according to law requirements, and a
reliable and proper measurements taking.

— little level of users awareness about the need of conducting
metrological control of measuring instruments (assessmetiteof
terms of instruments application, accuracy of readings);

— little number of controlled measuring instruments put on market on
basis of NAWI and MID directives;

— lack of systems approaches to controls planning at prodacers
distributors of measuring instruments, which produces difficulties in
assessing efficiency and effectiveness of market control.

In order to limit the risk of inaccurate measurements insaseah as
health care, environment protection, safety, circulation of goodss it i
necessary to educate consumers who use the results of meastiritigs,
as well as to perform effective control over measurement taking proces

It has been noticed, that the fact of having management systems
certificates in place influence an increased awareness athengsers of
measuring instruments with regard to legal requirements ampdoper
metrological control.
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