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Stowo wstepne

Zaprezentowany 51. numer ,,Zeszytow Naukowych Politechniki Czgstochow-
skiej. Zarzadzanie” stanowi bogaty zbior czternastu artykutdéw naukowych, ktorych
tematyka odzwierciedla studia nad procesem zarzadzania. Autorzy poszczegdlnych
opracowan staraja sie¢ wyjs$¢ poza tradycyjne koncepcje i definicje zarzadzania, chcac
pokaza¢ roznorodno$¢ wariantdow jego rozumienia. W tekstach zawartych w niniej-
szym numerze zaprezentowane sg wyniki wlasnych badan empirycznych autorow
oraz rozwazania teoretyczne i refleksje, poparte przegladem literatury krajowej
i miedzynarodowej. Artykuty przedstawione w niniejszym numerze stanowig pre-
zentacj¢ réznych perspektyw 1 podejs¢ badawczych charakterystycznych dla
poszczegblnych dziedzin wiedzy, zarzadzania, ekonomii i spoteczenstwa. Ztozonos¢
procesow zachodzacych w sferze zarzadzania zmusza do nieszablonowego spojrzenia
na problematyke badawcza poprzez odnajdywanie nowych obszaréw dla podejmo-
wanych dziatan. Autorzy w swoich pracach, poprzez szczegdlne ujecie problematyki
nauk o zarzadzaniu i jako$ci, wykazujg zréznicowanie oraz wieloaspektowosc¢ tej
dziedziny w kontekscie jej rozumienia. Dyskusja naukowa podejmowana w opraco-
waniach dotyczy bardzo panoramicznego spektrum problematyki funkcjonowania
podmiotow gospodarczych w ujeciu przedsiebiorczo$ci, strategii, obstugi klienta
oraz zarzadzania zasobami ludzkimi. Zakres tematyczny dotyczy szerokiego ujgcia
problematyki i analiz zwigzanych z innowacyjnymi modelami biznesowymi; zna-
czeniem jakos$ci szkolen pracownikow; inteligentnym zarzgdzaniem miastem; spe-
cyfika gospodarki szarej strefy w warunkach kryzysowych; wplywem wyksztalcenia
na wyniki gospodarcze w krajach Grupy Wyszehradzkiej; jakoscig ustug IT w branzy
e-commerce; metodami finansowania w zakresie wsparcia innowacyjnej dziatalno-
sci MSP w Polsce; przedsigbiorczo$cia w tworzeniu mikro i matych firm; modelem
zrbwnowazonego zarzadzania w sektorze gorniczym; sposobami pozyskiwania
darowizn pieni¢znych za posrednictwem stron internetowych przez organizacje non
profit; strategiami zarzadzania; podej$ciami procesowymi i dojrzatoscia procesowa
w podmiotach leczniczych; rozwojem nowych produktow. Poglebianie wiedzy
0 otaczajacym nas §wiecie oraz poszukiwanie nowych rozwigzan sg nieodtagcznymi
cechami charakteryzujacymi ludzi, ktorzy stanowi¢ bgda o przysztosci.

Biezacy numer ,,Zeszytow Naukowych Politechniki Czg¢stochowskiej. Zarzadza-
nie” jest owocem prac grupy przychylnych ludzi, ktéorym naleza si¢ serdeczne po-
dzickowania, a zostat stworzony w celu promowania i propagowania wiedzy z dzie-
dziny nauk o zarzadzaniu i jakosci. Jako Zespot Redakeyjny wierzymy, ze niniejsza
publikacja spotka si¢ z zainteresowaniem szerokiego grona Czytelnikow i stanie si¢
inspiracja do poglebionych badan z zakresu prezentowanych obszaréw tematycz-
nych, jak rowniez poszerzania nowych horyzontéw naukowych.

Redakcja



Preface

The current 51st issue of “Research Reviews of the Czestochowa University of
Technology. Management” is a rich collection of fourteen scientific articles whose
topics reflect studies on the management process. The authors of individual articles
attempt to go beyond traditional concepts and definitions of management, showing
a variety of variants of its understanding. The texts included in this issue present the
results of the authors' empirical research as well as theoretical considerations and
reflections, which are supported by a review of national and international literature.
The articles in this issue present various perspectives and research approaches char-
acteristic of particular fields of knowledge, management, economics, and society.
The complexity of the processes taking place in the management sphere forces us to
look at research issues in an unconventional way by finding new areas for undertaken
activities. In their works, the authors, through a specific approach to the issues of
management and quality sciences, demonstrate the diversity and multi-faceted nature
of this field in the context of its understanding. The scientific debate undertaken in
the articles concerns a very wide spectrum of issues related to the functioning of
business entities in terms of entrepreneurship, strategy, customer service, and human
resources management. The thematic scope covers a broad approach to issues and
studies related to innovative business models; the importance of the quality of em-
ployee training; intelligent city management; the specificity of the grey zone econ-
omy in crisis conditions; the impact of education on economic results in the Visegrad
Group countries; quality of IT services in the e-commerce industry; financing meth-
ods to support innovative activities of SMEs in Poland; entrepreneurship in creating
micro and small companies; a model of sustainable management in the mining sec-
tor; ways for nonprofit organisations to solicit monetary donations through websites;
management strategies; process approaches and process maturity in healthcare enti-
ties; development of new products. Expanding knowledge about the world around
us and searching for new solutions are inherent features of people who will determine
the future.

The current issue of “Research Reviews of the Czestochowa University of Tech-
nology. Management” is the result of the work of a group of friendly people who
deserve our heartful thanks, and was created to promote and disseminate knowledge
in the field of management. As the Editorial Board, we believe that this publication
will be of interest to a wide range of readers and will become an inspiration for
in-depth research in the presented topic areas, as well as broadening new scientific
horizons.

Editorial Board
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ACQUIRING CUSTOMERS THROUGH CONTINUOUS
TECHNOLOGICAL DEVELOPMENT - DIGITAL OPEN
INNOVATION BUSINESS MODEL

Roxana-Maria Barb!*

1 Lucian Blaga University Sibiu, Romania

Abstract: In these times of uncertainty in the business environment, organizations need to
direct their efforts towards innovation strategies and adopt a business model based on dig-
italization. All the technological advancements push companies to use digitalization in their
business management, to set up instruments so they can communicate with their clients to
improve products and services. Through the Digital Open Innovation Business Model,
organizations can have an enormous and important impact on the market, and they can
improve and revolutionize the manner they operate their businesses. A relevant aspect of
operating a Digital Open Innovation Business Model is to obtain a competitive advantage
over competitors by developing new products and services or improving the current ones.
By taking Amazon and Tesla as a case studies, the aim of the article is to focus on the
importance of implementing the Digital Open Innovation Business Model as a means for
the company to be profitable and provide added value for their clients.

Keywords: digital business model, digitalization, open innovation, open innovation strategies
JEL Classification: 032, Q55, 000, 030, 032, 036

Introduction

In these unpredictable times, companies need to be agile and always be able to
adapt to the new technological advancements in the business environment by adopt-
ing innovative strategies and an open innovation business model. The challenges of
the market and the need for organizations to overcome them swiftly create a proper

1 Roxana-Maria Barb, PhD Student, Bulevardul Victoriei 10, Sibiu 550024, Romania,
roxanamaria.barb@ulbsibiu.ro, "= https://orcid.org/0009-0005-8367-0759
* Corresponding author: Roxana-Maria Barb, roxanamaria.barb@ulbsibiu.ro




Zeszyty Naukowe Politechniki Czestochowskiej. Zarzadzanie No 51 (2023), pp. 7-22, ISSN: 2083-1560

environment for these companies to be successful and gain a competitive advantage
over the other players in the industry. All the technological tools and instruments
have revolutionized the strategies adopted by companies in terms of making real-
time decisions by maintaining on-going communication with clients, suppliers,
shareholders in order to improve their current offer and develop innovative products.
Moreover, firms may consider approaching niche markets. All of these constitute
a business model adopted by a company.

Open innovation is a relatively new concept that appeared in the early 2000s,
defined by Henry Chesbrough. It conceptualizes a new perspective in the innovation
process of companies in which stakeholders’ ideas are considered for product devel-
opment. In doing this, companies create added value for their clients, and it will lead
to making them profitable. Organizations should use a combination of different dig-
ital channels to gather improvement and innovation ideas from stakeholders to be
implemented in their product and service offer.

Another important concept is digitalization, which has become very important in
the current business market as it dictates how companies conduct their operations
and how they can provide long-term value to all stakeholders (clients, suppliers,
shareholders, partners). Companies which harness the potential of digitalization by
using Big data and analytics will grow their revenue and they will have higher oper-
ational efficiency (Marshall et al., 2015).

Organizations are looking to benefit from these new technological tools, and they
observe digitalization as “the use of digital technologies to innovate a business model
and provide new revenue streams and value-producing opportunities” (Parida et al.,
2019). There are numerous innovative business model challenges which should be
taken into consideration when adopting digitalization. One important key aspect is
the way to create, customize, analyse, and sell intangible products in a digitalized
process. There are business models which promise their clients a particular result
and they do not sell any product or service (Visnjic et al., 2018).

The research undertaken for this paper is important since it provides a wider and
a more detailed perspective on two concepts of interest: open innovation and digital-
ization, among practitioners, as well as the academic and business world. Innovation
and digitalization are the main drivers of adaptability for companies (Aratjo et al.,
2021), as these concepts are placed at the centre of companies' strategy. They are
vital for the development of companies, the creation of value and obtaining compet-
itive advantages (Rocha, 2018), especially in recent years following the challenges
and uncertainties in the economic environment (Frynas et al., 2018). The current study
broadens the knowledge by providing the successful stories of Amazon and Tesla,
which combine open innovation and digitalization methods in their organization strat-
egies to increase their profits, being good examples for other companies. Moreover,
the paper provides a new definition of the concept of Digital Open Innovation Business
Model, which may constitute the basis for future research on the subject.

In the following sections of the paper, details and explanations of each concept
will be given: digitalization, open innovation, business model. They will form a new
perspective: the Digital Open Innovation Business Model (DOIBM). To demonstrate
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how it can impact companies in attracting and engaging clients, it will be explained
by the successful stories of two companies, Amazon, and Tesla.

Literature review

Evolution of Open Innovation

Traditionally, until the year 2000, companies used to have a specific department
with specialized employees who came up with innovative ideas to improve and de-
velop their products. Starting with the new technological developments (the Internet,
globalization, usage of computers worldwide, access to information in a faster man-
ner etc.), relying only on those employees proved to be insufficient (Chesbrough,
2003). As such, companies started to search for ideas from their clients, suppliers,
and other stakeholders. In this way, a new concept arose called Open Innovation.
It was first defined by Henry Chesbrough, and it states that organizations need to be
able to gather ideas from external and internal sources so they can take their products
and services to market looking for new innovative technology (Chesbrough, 2003).

Open innovation is about having an open business ready to gather information,
implement it and innovate anytime throughout the product cycle. The flexibility and
transparency of this model made it easy to be adopted by companies. The connection
between the company and clients changes according to the stage of the product
lifecycle (Aouinait, 2022). In the first stages of the innovation process, the relationship
between clients and organizations are the most important as it dictates the new ideas
as well as the functionalities and specifications of products, whereas in the later stages
these aspects become less important (Codini, 2015). Cooperation, collaboration and
the exchange of new and innovative ideas represent the core of this new model.

Table 1. Open Innovation components

Shared value User driven S_ustal_nable Full spectrum Innovgt!on
- . - . intelligent X . capability
& vision innovation s innovation
living management
Quadr_uple Qpennes_s 0 Simultaneous Mixed-model ngh_
helix innovation - . . expectation
. . innovation technologies .
innovation & culture entrepreneurship
Ecosystem Business model Social
orchestration | Adoption focus - . Network effects . )
innovation innovation
& management
Co-creation 21st century . Structural
X ; . : Intersectional s )
& innovation industrial . - Servitization capital
innovation . .
platforms research innovation

Source: (Curley & Salmelin, 2013)

In time, this new model evolved, and European Union researchers developed
a new version, Open Innovation 2.0, in 2013. The advances in technology and other
challenges in the market, opened up the perspective of collaboration between various
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organizations, which made companies from business, the academic world and gov-
ernment to join forces and elaborate a new model to provide innovative products and
services (Curley & Salmelin, 2013). The new model, Open Innovation 2.0, includes
20 components, shown in Table 1.

At the same time as Open Innovation 2.0, in 2013, another paradigm emerged as
Open Innovation 3.0 (Embedded Innovation). It is defined as the “fundamental abil-
ity of a firm to synchronize organizational structures, processes and culture with
open collaborative learning processes in surrounding communities, networks and
stakeholder groups so as to ensure the integration of different external and internal
knowledge, i.e., competences or technological capabilities, and to exploit this
knowledge to commercial ends” (Hafkesbrink & Schroll, 2011). This new concept
includes the surrounding communities in the open innovation process and comprises
four types: Affinity Communities (persons interested in an organization’s products
and services), Communities of Practice (persons interested in solving problems),
Communities of Interest and Communities of Science (knowledgeable persons).

In the past few years, a more recent paradigm was defined as Open Innovation
4.0. This new model was conceptualized as a result of the objectives established on
the 2030 Agenda from the United Nations, where sustainability occupies an im-
portant place. Apart from the sustainability aspect, this model comprises a more ac-
celerated innovation cycle (Costa & Matias, 2020) switching to automatization, dig-
italization, and digital security (Costa & Matias, 2020). In an era where the Internet
is advanced and communication is done by means of digital tools along with the fact
that information and idea sharing are done over the Internet between persons from
all parts of the world, companies are increasingly more forced to use the Open Inno-
vation 4.0 process in how they operate their business. The business is evolving and
there are more technological advancements emerging every day. Companies need to
update and adapt in creating value for their clients by gathering information from
them, having communities nearby and by means of digital tools, firms can implement
these innovative ideas in their product and service offers.

The role of digitalization

Digitalization has gained progressively more ground in the business world in re-
cent years due to the challenges faced with the fact that more employees work from
home and the constant need to stay updated on how to create added value for clients.
By incorporating digital tools in business operations, an organization can develop
strong relationships with interested stakeholders (clients, suppliers, government etc.)
having access to new business opportunities and challenges from the external envi-
ronment (competitors, universities) (Bresciani et al., 2021).

Some of the roles played by digital tools such as Big data, artificial intelligence,
social media, cloud computing, the Internet of things and blockchains, include meth-
ods by which companies gather information and make timely predictions in the
decision-making process. Big data is defined as huge volumes of complex data which
use several tools and technologies related to data management to analyse information

10
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(Igbal et al., 2018). Artificial intelligence comprises machines, which based on pre-
vious information and experience, can take decisions and actions (Samoili et al.,
2020). The Internet of things constitutes a network which can detect information and
data using software intelligence and an internet connection (Rayes & Salam, 2022).
Kaplan and Haenlein (2010) define social media as applications based on accessible
and digital technology used to share and create ideas and information socially in an
online environment. Blockchains have a shared database which contains a growing
list of data and information (Tapscott & Tapscott, 2018). Cloud computing is a model
to enable “convenient, on-demand network access to a shared pool of configurable
computing resources (e.g., networks, storage, applications) that can be rapidly
accessed and updated with minimal effort or interaction” (Campbell et al., 2018).

Using all the digital tools mentioned above can improve internal processes and
can lead to reducing costs (Parida et al., 2019). Moreover, digitalization can provide
new ways for companies to gain revenue. An important aspect of using digital
instruments in business is to provide transparency in the relationship of companies
with their clients and other stakeholders. Parida et al., (2019) defined digitalization
as “the use of digital technologies to innovate a business model and provide new
revenue streams and value-producing opportunities”. Digitalization should be part
of the strategy of all organizations as it influences companies “in all industries in
terms of organizational structures, products, production, market shares, selling strat-
egies, and as a result, firms have to establish management tools and practices to face
these challenges” (Singh et al., 2023).

Another key aspect to consider is the rapid return on investment when using dig-
ital tools (Klymash et al., 2023). Digital tools are present in several businesses, such
as online trading, tourism services as hotel bookings, travel arrangements (car shar-
ing, airplane reservations etc.) and they have an important impact on payment and
transaction processes. The digital tools presented above make it easier for companies
to communicate with clients, use them to make rapid and efficient decisions to
increase revenue and can reach stakeholders throughout the world.

New business models - Innovation Business Model
and Digitalized Business Model

In the current changing business environment, many organizations need to inno-
vate in various areas of their activity. Rapid shifts in clients’ needs and expectations
force companies find and implement new solutions for their business models. These
new solutions may refer to products, organization, or processes (Otola & Grabowska,
2020). Teece (2010) defines the business model as “the manner by which the enter-
prise delivers value to customers, entices customers to pay for value, and converts
those payments to profit”. Moreover, Teece (2010) highlights the fact that the busi-
ness model is defined as an organization’s architecture in which the value proposi-
tion for the customer is supported by data and other evidence and it has revenue and
costs structures in order to deliver value. In 2016, Wirtz et al., stated that the business
model is an aggregation of the activities undertaken by the company. In addition to
the aspects related to value creation and strategy, elements such as the client and

11
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market are observed in order to achieve the objective of securing a competitive ad-
vantage. The business model has nine elements: value proposition, target customer,
distribution channel, relationship, value configuration, core competency, partner net-
work, cost structure, and the revenue model (Wirtz, 2020). Organizations should
focus on creating customer value, considering the competition (Hedman & Kalling,
2002) and the revenue outcomes along with strategic partnerships (Wirtz, 2020).

By introducing innovation in the business model, firms become more responsive
to their competitors’ actions and are able to respond quickly to the dynamic environ-
ment. Innovation may refer to organizations already in the market and to newly es-
tablished business models by start-ups. Not only do businesses need to innovate to
adapt constantly on the market, but they have to shift from a closed perspective
to an open one, in which they should include clients and other stakeholders in the
way they operate their business.

On the other hand, digitalization has become part of the everyday life of clients
and companies in the last 15 years with the advancements in technology. In order for
firms not to produce perturbances in how they operate their activities, they are sug-
gested to follow a digitalized business model beside the traditional one (Bouncken
etal., 2019). In time, companies may choose to shift altogether to the new digitalized
business model. Using Big data, the Internet of things, and social media among other
digital tools, will make companies create added value for their clients as finding out
their changed expectations will increase the revenue and create improved and new
products and services based on the ideas gathered from the market.

New concept definition - Digital Open Innovation
Business Model (DOIBM)

Digitalization and open innovation are considered imperative for the success of
all businesses in today’s changing market. We may consider a rather new business
model called the Digital Open Innovation Business Model (DOIBM), which com-
prises both concepts of digitalization and Open Innovation. Researchers have em-
phasized these two concepts rather separately, however, in the current business en-
vironment, there is a greater need to join these models in a new concept — DOIBM.
The open innovation business model is defined as “a distributed innovation process
based on purposefully managed knowledge flows across organizational boundaries,
using pecuniary and non-pecuniary mechanisms in line with the organization's busi-
ness model” (Chesbrough & Bogers, 2014). It consists of a lack of control of the
processes and results (Mahr et al., 2010), includes external information and
knowledge by using licensing, acquisition, and collaboration throughout the value
chain (cooperation with customers, suppliers, competitors, and other interested or-
ganizations), which can be used in the process of new product development (Bjork-
man et al., 2010). This forms the inbound process (Lou¢anova et al., 2022). Internal
knowledge can be used externally, which is included in the outbound process
(Ludvig et al., 2020). These aspects help companies to reduce risks and costs, quickly
launch new products on the market and increase the performance of the companies’

12
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processes (Fjeldstad et al., 2012). Companies that follow an open innovation busi-
ness model are in search of new ways to collaborate with clients and suppliers so
businesses can open and expand under the co-creation characteristic (Turon, 2022).

On the other hand, the digital business model links two domains of the organiza-
tion: technological and economic areas (Pieroni et al., 2019). It is more about how
a company transforms technology into economic value (Ritter & Schanz, 2019).
Digital tools affect the business model of a company in the perspective of value
proposition, value creation and the automation of processes (Frank et al., 2019; Soluk
etal., 2021). Technology transforms how the operations and processes of a company
are carried out and revenue is generated (Veit et al., 2014). Digitalization helps com-
panies to develop new products and processes as well as to launch them rapidly
on the market (Khin & Ho, 2019). Digital capability makes the firm utilize technol-
ogy and Big data to reduce consumption, to establish a new production system to
monitor activity in various on-site locations and receive real-time feedback (Queiroz
etal., 2019).

Considering the characteristics of the digital business model and the Open Inno-
vation business model, we propose a new definition for the Digital Open Innovation
Business Model (DOIBM) as an innovative manner which can be used by enterprises
to create value for customers, gain new revenue streams and value producing oppor-
tunities by using digital technologies to gather ideas from external and internal
sources to innovate their processes, products, and services.

The open innovation digital business model incorporates digital tools in order to
create value, innovation value, value proposition value and value delivery innovation
(Clauss et al., 2019; Panda, 2019; Still et al., 2017). Value creation innovation con-
stitutes the process of using new partnerships and digital technologies to provide
customers value (Clauss et al., 2019; Still et al., 2017). New software and digital
platforms may support new services (payment), create good collaboration relation-
ships between companies and attract new clients (Dasi et al. 2017). In organizations
where digital tools, Big data and social media were integrated in the business activ-
ity, value was delivered to customers (Bouwman et al., 2019). In other companies,
discussions on forums and blogs were used to build a closer relationship and con-
nection with customers (Wikstrom & Ellonen, 2012). Other firms have used indirect
distribution channels by means of digital platforms to expedite the delivery of prod-
ucts (Baber et al., 2019). Firms employ freelance bloggers to share the content of
their products in the online environment (websites, networks) leading to lower costs
and handling customers on the spot so their feedback can be received in real-time
(Wikstrom & Ellonen, 2012). By utilizing this strategy, companies can encourage
clients to access their websites, which will increase the website’s traffic, and thus
higher revenue (Wikstrom & Ellonen, 2012). Also, by having a customized pricing
plan, clients choose the most suitable model for them and this will improve business
revenues (Parida et al., 2019).

It is important for companies to be up to date and to meet customers’ expectations
to obtain a competitive advantage in the market and gain higher revenues. To high-
light the advantages of having a Digital Open Innovation Business Model (DOIBM)
for a company, Amazon’s and Tesla’s success stories will be presented as examples.
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Research methodology

The objective of this paper is to provide details on how a company can meet cli-
ents’ expectations and be profitable using a combined business model, between the
digital business model and the Open Innovation business model in order to obtain
the most successful results. Two companies were studied and their strategies of in-
tegrating clients’ opinions in their innovation process and how they use digital plat-
forms to sell their products. The method chosen to highlight the benefits of the Dig-
ital Open Innovation Business Model (DOIBM) is the case study. By means of this
method, the DOIBM concept is researched more from a practical perspective in
which the theory can be observed and verified whether it has good results or not. The
case study provides answers to questions such as, “How is DOIBM put into practice
successfully by the companies?” “What results did the companies obtain after im-
plementing DOIBM?” This research method provides additional information which
comes as a completion of the theoretical part and adds value to the paper. By select-
ing two companies, the theory can be analysed in depth and can provide a wider
understanding of the researched subject.

The documentation method was used, thus online documents, online platforms,
news websites, company’s reports were reviewed and consulted in order to describe
the digital and Open Innovation activities adopted by the respective companies.
By using the case study as the research method, the way in which the theoretical
aspects of the Digital Open Innovation Business Model are combined with practical
ones can be observed. The author’s intention is to provide examples of two compa-
nies which use in practice the concept of the Digital Open Innovation Business
Model (DOIBM).

Results - Amazon case study

The ecommerce environment and the rise in popularity of online shopping have
gained increasingly more ground in the last decades as technology has continuously
developed. Following the surge in online shopping in 2020, the trend continued to
rise between 2021 and 2022, with an average 18% increase over the three-year period
(Semrush Blog 2023). In 2023, the trends in e-commerce relate to artificial intelli-
gence as it is used more by companies and clients. The leader in the ecommerce
industry is Amazon, which operates on international markets, and it expanded its
operations rapidly. With sales of 2,722 million dollars, Amazon occupies the first
place, followed by AliExpress (845 million USD), Walmart (748 million USD) and
eBay (699 million USD). It can be noted that the US and European markets are de-
clining in their share in sales, thus companies are looking for opportunities for ex-
pansion into other markets, such as promising countries from Asia, e.g. India or the
Philippines.

Considering the fact that technology is quickly developing, and the competition
is fierce, Amazon needs to secure its position as a leader on the market, thus imple-
menting digital tools and open innovation is crucial for the organization.
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Amazon was founded in 1995 as an online retailer of books, soon becoming a dig-
ital platform for selling various products. With the latest technology changes, Ama-
zon has offered more digital products on its platform, so its offer can be more up to
date for today’s customers and to have higher profitability. The company’s ecosys-
tem includes ‘“retail, transportation, B2B distribution, payments, entertainment,
cloud computing, and other segments” (Dudovskiy, 2020). Starting with ecommerce,
Amazon went on to be more digital, offering several elite products, which include
music streaming, e-books or software by paying a subscription.

Amazon now has several divisions and products in its portfolio such as Ama-
zon.com (online retail shop), Amazon Advertising, Amazon Alexa, Amazon
Appstore, Amazon Basics, Amazon Books, Amazon Kindle, Amazon Music Unlim-
ited, Amazon Prime and others (Anon, 2021).

Being an online store among others, Amazon uses ecommerce automation soft-
ware on its platform. This automated solution may save the money, work, and time
of businesses in different processes like establishing product prices and analysing
sales trends. Ecommerce automation can be programmed by companies to perform
repetitive tasks with no or little intervention so it can run the business easy and
quickly. There are several benefits of using this software (Amazon, 2022):

— Obtaining important insights: the data and information can be rapidly found and
compiled.

— Higher customer satisfaction: any changes to product prices are made in real-
time, there is no waiting time.

— Consistency of the brand: the message spread across all channels is the same.

Moreover, Amazon developed Alexa, a cloud-based voice service on millions of
devices worldwide, providing clients a more intuitive and easier way to interact with
technology each day (Amazon, 2022). The service can be installed on any device
which can support it, and Alexa can help consumers with numerous useful things in
their personal lives, such as dimming the light in a room, playing music, reading the
latest news and ecommerce. The company is up to date and uses artificial intelligence
and the framework of the Internet of things in this application so clients can enjoy
a full experience. Amazon uses Amazon Echo, a smart speaker, an Internet of things
device, which constitutes the central point of the Alexa service. Alexa communicates
with Amazon Echo and with other Internet of things compatible devices by convert-
ing Alexa’s voice in the communication protocol used by other applications (Chung
et al., 2017). Amazon developed artificial intelligence into robots to improve inven-
tory operations in two new robot warehouses in the US. In these facilities, robots
drive, load, and unload parcels to deliver products efficiently to clients while reduc-
ing costs (GlobalData, 2022).

At the same time, Amazon uses artificial intelligence to make predictions to
determine the future purchases of clients based on past choices and their identity
based on a well-established algorithm. On the other hand, Amazon uses cloud com-
puting, Amazon Web Services (AWS) to provide clients a variety of services includ-
ing computing power, storage, databases, and analytics (Digital Directions, 2022).
AWS is an innovative service that provides organizations a solution to store data and
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reduce costs. Besides data storage, the AWS service provides companies Big data
and analytics so they can process large amounts of data.

As a technology company, Amazon uses open innovation in developing the Alexa
service allowing clients who are interested in technology and third-party developers
to contribute to Alexa’s benefits and utilities. The company relies on open innovation
to innovate and improve Alexa through collaborative communities and crowd con-
tests. Each year, Amazon organizes contests offering million dollars prizes and it
gathers dozens of research groups from universities. They research and share new
ideas to include new skills and abilities in the Alexa service. Moreover, through col-
laborative communities, Amazon creates platforms where independent and corporate
developers can share ideas and innovate Alexa’s service.

Amazon’s business model proved to be very profitable until 2021, and it contin-
uously adapts to the new technological advancements in the external business envi-
ronment creating added value for clients. Using various digital tools such as the In-
ternet of things, artificial intelligence, ecommerce automation tools and providing
digital platforms for clients to purchase products and services, Amazon is operating
a digitalized business model.

In 2022, Amazon had a decrease in in profits as a consequence of increasing op-
erational costs; nevertheless, this is sustained by innovations and newly released
products and services by which the company accessed new markets and obtained
more competitive advantages in the market. In Figure 1, we can see the profit
obtained by Amazon from 2012 until 2022.

Profit (in million USD)
2012-2022 $33 364
Profit

$21331

11588
$10073 $

$2371 $3033 $2 722
$39  $274 $241  $596

2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

Figure 1. Amazon profitability
Source: (Pereira, 2023)

Moreover, by organizing yearly prize contests where research groups from uni-

versities compete in providing the best innovative ideas to develop and improve the
Alexa cloud service along with collaborative communities, Amazon adopts an open
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innovation business model where clients’ opinions are valued. We may conclude that
by combining the two business models, Amazon has a combined business model
called the Digital Open Innovation Business Model (DOIBM), which was defined in
the theoretical part of this paper.

Amazon is an innovative company in its industry, and it will invest in innovative
products and services which are profitable and advanced and in time, the company
believes will bring more revenue. Open innovation and digitalization are two core
values for Amazon, keeping up to date with machinery, the Internet, technology, and
innovations from clients and research groups are very important for the company.

Results - Tesla case study

The global electric vehicle market is growing as in 2022 the market was valued
at 330 billion dollars and in 2023 it is projected to grow to 388 billion dollars, while
it is expected to reach 951 billion dollars in 2030 (MarketsAndMarkets.com, 2030).
Due to increasing environmental awareness, government policies, and technology
developments, electric cars have become a viable and sustainable transportation op-
tion (MarketsAndMarkets.com, 2030). The expected increase is based on advance-
ments in battery technology, cost reduction, and more fast-charging capabilities.
Tesla Inc. was founded in 2003, previously named Tesla Motors, and is a manufac-
turer of electric vehicles, solar panels, energy storage and power systems contrib-
uting to environmental issues with these products. The first electric car produced by
Tesla was in 2008 and since then, the company has launched several new models on
the market (Model S, Model X and others).

Tesla is using open innovation in its activity to develop new technologies and
facilitate growth (Karamitsios, 2013). The company adopted three main strategic
alliances: supplier alliances, R&D alliances, and alliances with other car manufac-
turers. Tesla conducted a design competition and it entered into a partnership with
the winning company, Lotus. Part of this alliance, one of Tesla’s vehicles is manu-
factured in the partner’s plant in United Kingdom and the cars are stored there, re-
ducing costs. The partnership with Panasonic provided Tesla with battery cells for
cars and collaboration to develop new battery systems for future electric vehicles
(Karamitsios, 2013). Another open innovation strategy used by Tesla is opening its
patents starting with 2014 and completed the process of open sourcing the patents in
2019 (Wang & Peng, 2020). This opening is not unconditional, as Tesla requires the
organizations to open their patents for products related to Tesla’s patents (Wang
& Peng, 2020). This open innovation approach has several advantages for the com-
pany (Ajaja, 2021):

— Creating the opportunity to open the mass production of electric vehicles

— Increase business opportunities for Tesla as the growth of variety of electric cars

— Global energy infrastructure growth: worldwide governments will be forced to
develop the energy infrastructure at a faster pace

— Reducing internal costs as the innovations are externalized.
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From the digital perspective, Tesla is involved in several technology partnerships
and collaborations with several companies. For example, in collaboration with
Re|Source, Tesla developed a blockchain system to track the supply chain of cobalt
from producers to the factories (GlobalData, 2023). Moreover, artificial intelligence
is a central point in Tesla’s activity. Tesla Bot is a robot under development by Tesla
to be used as a driver for electric vehicles. The company’s engineers are working to
improve the Dojo system in order to provide high-technology machine learning
to be used internally and externally by clients., Autonomy Algorithms, also based on
Al, are tools to create a high-fidelity representation of the world and predictive tra-
jectories to help drivers on the road (Tesla, 2023). Cloud computing is used by the
company to improve the autopilot of electric cars through feedback received in real-
time while driving (Sangfor Technologies, 2022).

The organization takes advantage of social media to promote its products and
leveraging the influence of its CEO Elon Musk in the online environment, helps
Tesla gain brand awareness and reach millions of worldwide clients (Instagram — 9.5
million followers, YouTube — 2.38 million subscribers, LinkedIn — 10.9 million fol-
lowers, Twitter — 75.5 million post views) (Armstrong, 2023).

In conclusion, Tesla has successfully implemented open innovation by forming
alliances with suppliers, R&D companies and other car manufacturers to create new
products. The company uses artificial intelligence, cloud computing, blockchain, and
social media tools to obtain feedback from clients and to continuously improve their
products. The Digital Open Innovation Business Model (DOIBM) implemented by
Tesla leads to an increase in profitability and innovation in the automotive industry.

Conclusions

In a changing business environment, companies need to be in touch with their cli-
ents to create for them added value based on innovative and continuously improved
products they offer using different digital tools to gather new ideas from stakeholders.
The concepts of digitalization and open innovation have become more important in
recent years and numerous companies implement these models in their business oper-
ations. Researchers defined the concepts of the digital business model and Open Inno-
vation business model, however, with the latest advancements, a new model emerged,
and it needed to be defined, the Digital Open Innovation Business Model (DOIBM).
By implementing this concept into their operations, the businesses of Tesla and Ama-
zon are growing with increasing profitability and they provide concrete methods in
achieving this objective including clients or other companies as partners.

Both companies use artificial intelligence in their products and social media to im-
prove their current portfolio and to obtain feedback from clients. Moreover, both Tesla
and Amazon use cloud computing to store real-time information from customers to
improve and add value to their products. At the same time, Amazon’s cloud computing
is one of the services sold by the organization. On the other hand, part of Tesla’s strat-
egy is to form alliances with various companies on the market with the purpose to
innovate. An important aspect to be considered is Tesla’s perspective to open its pa-
tents for usage by other organizations to broaden innovations in the EV industry.

18



DOI: 10.17512/znpcz.2023.3.01

The evolution and presentation of each concept provides a wider view on the
model and why it is important for organizations to adopt. By studying the Amazon
and Tesla cases, which use several digital tools in their operations along with adopt-
ing the Open Innovation concept to include stakeholders in the development and
improvement of their products, it proves that DOIBM is useful and profitable.
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POZYSKIWANIE KLIENTOW POPRZEZ CIAGLY ROZWO)]
TECHNOLOGICZNY - MODEL BIZNESOWY
OTWARTYCH INNOWAC]I CYFROWYCH

Streszczenie: W czasach niepewnosci w otoczeniu biznesowym organizacje muszg ukie-
runkowac¢ swoje wysilki na strategie innowacji i przyjecie modelu biznesowego opartego
na cyfryzacji. Wszystkie postepy technologiczne zmuszaja firmy do korzystania z cyfryza-
¢ji w zarzadzaniu biznesem, do tworzenia instrumentow, dzicki ktorym moga komuniko-
wac si¢ ze swoimi klientami w celu ulepszania produktéw i ustug. Dzigki Modelowi Biz-
nesowemu Otwartych Innowacji Cyfrowych organizacje moga wywrze¢ duzy i wazny
wplyw na rynek oraz moga udoskonali¢ i zrewolucjonizowac sposob, w jaki prowadza
swojg dziatalno$¢. Istotnym aspektem funkcjonowania Modelu Biznesowego Otwartych
Innowacji Cyfrowych jest uzyskiwanie przewagi konkurencyjnej nad konkurencjg poprzez
opracowywanie nowych produktow i ushug lub doskonalenie obecnych. Biorac za studia
przypadkéw Amazon i Teslg, celem artykutu jest skupienie si¢ na znaczeniu wdrozenia
cyfrowego modelu biznesowego otwartej innowacji jako sposobu na osiggni¢cie rentowno-
$ci przez firm¢ i zapewnienie wartosci dodanej dla jej klientow.

Stowa kluczowe: cyfrowy model biznesowy, digitalizacja, otwarte innowacje, otwarte stra-
tegie innowacji
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SERVICE QUALITY AND WORKER TRAINING
IN 5-STAR HOTEL
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Abstract: The quality system of a hotel is based on policies, standards and protocols, which
must be put into practice and defined to exert constant improvement in the quality of the
services offered in each of its departments; On the other hand, training involves providing
all hotel staff with techniques to improve the quality of services and in the same way pro-
vide human and economic growth to the company. The research aim is to analyze service
quality and its relationship to worker training in a five-star HRHLC hotel; the case study of
a hotel located in the tourist destination of Cabo San Lucas, B.C.S. in Mexico was used
since it is an appropriate research design when one wishes to obtain concrete, contextual
knowledge on a specific topic and allows one to explore the characteristics, key meanings
and implications of the case. Information was collected through structured interviews and
analysis of company reports. The results indicate that the hotel received an average rating
of 8.8 regarding the perception of quality in service and customer attention, reflecting the
fact that the hotel has an area of opportunity for improvement as being in a five-star cate-
gory, the rating of quality service must be a minimum of 9.5. Regarding training, 100% of
the staff received training on the use of the system, quality of service and safety and
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hygiene; 80% have been in the company for less than 6 months, reflecting the high staff
turnover. In conclusion the five-star hotel and four-diamond chain needs to address areas
of opportunity to improve the guests’ perception of quality and obtain the 9.5 rating that
this category of hotel requires, as well as improve working conditions to increase staff
retainment.

Keywords: management, service quality, training

JEL Classification: M12, M10, M53

Introduction

The hotel sector is considered an essential part of the value chain of tourism
activity since its infrastructure, capacity and service bring with it the ranking of the
city as a world-class destination. Therefore, the fact that management ensures
the hotel offers quality service becomes one of the most relevant elements in the
development of tourism, that is, by generating quality, synonymous with satisfaction
of guests, it produces sustainability of the city because there is an increase in the
number of people of national and international origin attracted by the tourist desti-
nation. One of the factors that influences hotels to aspire to offer quality service in
the industry is employee training since it seeks to professionalize the activity and
thereby improve the requirements and offer excellent service to visitors.

According to the World Tourism Organization (UNWTO), 900 million interna-
tional tourists traveled in 2022, twice as many as in 2021, although it remains 37%
lower than in 2019. Regarding the economic contribution of tourism, it contributed
2.2%. to the global gross domestic product (GDP) in 2021 (OMT, 2023). While in
Mexico, tourism reported 31.9 million international tourists, with an expenditure of
19,765 million dollars, 7.5% of GDP to the national economy (INEGI, 2022); total
rooms of 867,328 units with an increase of 1.6% more than in 2020. Hotel occupancy
in the group of 70 tourist centers was 41.2%, increasing 15.2% compared to 2020
(SECTUR, 2022).

The hotel sector has a special significance within tourism activity; it includes all
establishments that are professionally and habitually dedicated to providing accom-
modation to people, at a price, with or without complementary services (Mestres,
1999). The hospitality industry requires trained workers with certain skills and abil-
ities to meet customer demands. Personnel training is key to providing the hotel com-
pany with people who can develop in the best way and be capable of providing qual-
ity services.

Derived from the standardization of processes, services and amenities, quality
evaluation systems emerge based on compliance with certain criteria in a list of
offers that are considered minimum for certain levels in the hotel industry. The most
common and current system is that of star classification, which increases the type,
number and quality of services depending on the number — from 1 to 5 (SECTUR,
2023).

In Mexico, SECTUR (2023) points out that the Hotel Classification System
(SCH) is a source of information that gives certainty to tourists, national and inter-
national, about the category held by lodging establishments in the country.
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SCH is a methodological tool supported through a self-evaluation mechanism regu-
lated by the Ministry of Tourism, which allows lodging establishments to know the
situation of their facilities and services offered, as well as identify areas of oppor-
tunity, a fact through which they will be recognized by means of a category repre-
sented by stars. Each variable confers a score and the total is equivalent to a star
category, except in the case that the tourism lodging service provider chooses to
classify its establishment under the category of “without category” (SECTUR,
2023). For tourists, both national and foreign, SCH maximizes communicative clar-
ity and simplicity by making use of the most common code in hospitality: the clas-
sification of hotels in a range of one to five stars, with half-star intervals. The number
of stars intuitively reflects the type of offer that the hotel offers to its guests (Table 1),
so that hotels with superior qualities also obtain a greater number of stars when
evaluated.

Table 1. Hotel Classification System in Mexico with stars and their meaning

Total stars Services offered by hotel, considering total number of stars

Essential

Basic services and infrastructure

Adequate facilities, complete and standardized service, without great luxuries

Luxury facilities and superior service

|| W |IN|F

Exceptional facilities and services

Source: (SECTUR, 2023)

The research aim is to analyze service quality and its relationship with worker
training in five-star HRHLC hotels. The case study of a hotel located in the tourist
destination of Cabo San Lucas B.C.S. in Mexico was used. because it is an appro-
priate research design when one wants to obtain concrete, contextual knowledge
about a specific topic and allows one to explore the key characteristics, meanings
and implications of the case. The HRHLC hotel is a five-star hotel, it is part of an
international chain operating in a local context in Mexico. Considering the reality
it experiences helps to reveal deep and unknown meanings, as well as guide deci-
sion-making in relation to business problems, to report on complex realities, made
invisible by everyday life, to understand internal processes and discover dilemmas
and contradictions, helping to reflect on practices and understanding of reality. Yin
(1994) points out that a case study is an empirical investigation that studies a con-
temporary phenomenon within its real-life context, especially when the boundaries
between the phenomenon and its context are not clearly evident.

The HRHLC hotel is a five-star establishment and is aimed at a sun and beach
tourism market. It is one of the three hotels of the RCD hotel chain in Mexico, clas-
sified as diamond with the all-inclusive boutique hotel concept. RCD Hotels has 35
brand hotels around the world, with a presence in 75 countries. It has operated in the
all-inclusive mode, located in Cabo San Lucas B.C.S. Mexico since June 2019.
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It has 5,017 square meters of meeting space — with a convention center, legendary
musical memorabilia, Rock Shop and a music program (the sound of your stay),
exclusive for hotel guests. It has 639 rooms, six restaurants, five pool and spa areas,
basketball and tennis courts. It operates on three shifts. It has 48 departments and
certifications such as the National Sanitation Foundation, Posi-check, Clean Point,
Room check, Water check, among others.

Literature review

Hotel companies today are aware that in order to remain in the market, they must
make radical changes to the quality of their service, not only towards their external
clients, but also towards their collaborators. The services offered are perceived by
both the tourist and the worker, with a different experience from the experience dur-
ing the accommaodation process. The concept of quality in hospitality is subjective
since it depends on the person who receives it, who will estimate whether in his
opinion it meets what he expected from the service. This implies challenges since
it is necessary to consider the objective, tangible and measurable elements that allow
us to become closer to that previous idea that the client brings (Veloz-Navarrete
& Vasco-Vasco, 2016).

Juran (1990) points out that quality is the set of characteristics that satisfies the
needs of customers and adds that quality consists in not having deficiencies as its
adequacy is used to satisfy the needs of the customer. On the other hand, Kotler
(1997) indicates that quality is any activity or benefit that one party offers to another;
These activities and benefits are essentially intangible and do not give rise to own-
ership of anything. Their production may or may not be linked to a physical product.

According to Gronroos (1994), the expectations or quality expected by a subject
are a function of factors such as marketing communication, recommendations, cor-
porate image and customer needs. The quality received is influenced by the corporate
image, and at the same time, by two components: technical quality and functional
quality. Service quality is the result of an evaluation process, which is the perceived
quality of the service, where the client compares their expectations with the percep-
tion of the service received, that is, this methodology depends on two variables, the
expected service and the service received.

The key factors to achieve success are quality and efficiency in service and com-
petitiveness at the business level. Providing quality service implies efficiency in
communication and processes in all areas of the company. The service is diverse
since the client or guest focuses their attention on dimensions of quality such as
response time, courtesy, and atmosphere, among others (Matsumoto Nishizawa,
2014). Veloz-Navarrete and Vasco-Vasco (2016) point out that there are various ap-
proaches for the analysis of service quality (SERVQUAL, SERVPERF,
DINESERV, LODGSERV, HOTELQUAL, HISTOQUAL), which agree that qual-
ity is addressed considering different dimensions such as the tangible aspect, relia-
bility, responsiveness, security and empathy (Table 2).
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Table 2. Comparison of approaches and original service quality indicators

Original Indicators Scalar and Author Dimensions
Tangibles, reliability,
p SERVQLtJAIL’ 1988 responsiveness, security
Staff arasuraman et al. ( ) and empathy
SERVPERF Based on five dimensions
Cronin and Taylor (1992) of SERVQUAL model
DINE SERV Five dimensions of
Stevens et al. (1995) SERVQUAL model
- . LODGSERV Dimensions of SERVQUAL
Facilities and operation Knutson et al. (1990) model
HOTELQUAL Personnel, facilities
Falces et al. (1999) and organization of service
HISTOQUAL Responsiveness, tangibles,
Organization of service Frochot and Hughes communication, consumables,
(2000) empathy

Source: (Veloz-Navarrete & Vasco-Vasco, 2016)

Competitiveness is a consequence of a market with a great deal of and very good
supply that forces quality to be promoted as an added value; being competitive means
giving more in the best conditions, at the right time and at an appropriate price
(Gallego, 2002). For this reason, human resources are a fundamental element that
will be supported by the material and financial resources required for such cases, but
in all cases it will be the human factor that marks the route to be followed and the
results to be achieved. The key to success in a hotel establishment is its staff.

The hotel as a service company must take care of two fundamental aspects for the
development of human resources: training and motivation. On the one hand, the em-
ployee must be provided with the necessary knowledge to carry out his or her work
(training) as well as continuous training within the job itself and complementary
training outside of the daily routine. This is one of the most satisfactory and moti-
vating actions, profitable both for the staff and the hotel. On the other hand, the em-
ployee must be stimulated (motivation) to ensure that they work in an environment
of cordiality, which in general terms promotes their improvement and satisfaction at
work, adequately carrying out their work and this is precisely having a recommend-
able organizational culture.

Chiavenato (2011) points out that training is a short-term educational process,
applied in a systematic and organized manner, through which people acquire
knowledge, develop skills and competencies based on defined objectives, while for
Calderén (1997) training is conceived as a response to the lack of qualified person-
nel, the growing and accelerated process of organizational changes, the need to have
prepared personnel and the prevailing challenge that man has as such. He also men-
tions that the importance of training varies; this depends on the point of view from
which one sees it.
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According to Werther and Davis (2000), training must be given to the worker
during the hours of their work day, unless, taking into account the nature of the ser-
vices, the employer and worker agree that it may be provided in another way, as well
as in the case in which the worker wishes to train in an activity other than that of the
occupation he or she performs, in which case, the training will be carried out outside
the work day.

Training is delivered using various means, one of them is technology, which
is used to offer the worker different techniques for training, considering the use (con-
tent-oriented, process-oriented, mixed), time (before or after admission), place
(inside or outside the company), among others (Table 3).

Table 3. Classification of educational technology for training

Oriented Reading | Programmed instruction, computer-based instruction

Due to use | Process-oriented Role play, sensitivity training, group development
(content)

Mixed (content | Case studies, games and simulations, conferences and
and process) various techniques at work

Before joining

Induction or integration program in the compan
Due to time | _the company 9 prog pany

(season) | After joining the Training on premises (in service) or outside
company workplace (out of service)
Due t In workplace Training in tasks, job rotation, job enrichment
ue to
location Outside work- Classes, films, panels, cases, role-plays, debates,
place simulations, games

Source: Authors’ own elaboration with data from Chiavenato (2011)

Research methodology

The research was carried out with the case study strategy since it is an appropriate
research design when one wants to obtain concrete, contextual knowledge about
a specific topic and allows one to explore the key characteristics, meanings and im-
plications of the case. This methodology is mainly applicable in the analysis of social
phenomena. Stake (1998) states that it is the study of the particularity and complex-
ity of a singular case, to understand its activity in important circumstances”. The case
study methodology is designed to delve deeper into a particular situation. For his
part, Bell (2005) points out that this methodology provides the opportunity to study
in depth a part of a certain problem with a time that is generally limited. The subject
of analysis can be a phenomenon, a person, an event or a very specific case, where
the analysis must be carried out within the environment in which the object of study
develops (Mufioz, 2011).

The study addresses the case of a five-star hotel located in the tourist destination
Cabo San Lucas B.C.S. in Mexico, considering the reality that exists in the reception
department, which carries out its activities 24 hours a day, 365 days a year, with the
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participation of 48 collaborators. This department is important because it is the op-
erations center for administrative procedures for the registration, entry and exit of
the client. In this area there is the first and last contact with the client, in addition to
offering the necessary support throughout the guest's stay. Likewise, customer satis-
faction depends on the attention provided by the staff in this department and will be
key to whether or not the customer returns to the establishment.

The study had a descriptive scope, which refers to a basic level but implies having
a good base of prior knowledge about the phenomenon of study that seeks to describe
subjective representations that emerge in a human group about a certain phenome-
non, specifying characteristics and profiles of people, groups, communities or any
other phenomenon that is subjected to analysis (Hernandez & Mendoza, 2018) with
a trans-sectional or cross-sectional research design, collecting data at a single mo-
ment, at a single time. Its purpose is to describe variables and analyze their incidence
and interrelation at a given time (Hernandez, 2014). With a qualitative approach,
considering the fact that it is framed in the naturalistic scientific paradigm which, as
Barrantes (2014) points out, is also called naturalistic-humanistic or interpretive and
whose interest focuses on the study of the meanings of human actions and social life,
implies a research approach to reality based on the study of situations in the same
contexts where they develop, allowing the interpretation of reality phenomena by
studying people. As Taylor and Bogdan (1984) point out, it is about resorting
to a research methodology that allows us to understand the complex world of lived
experience from the point of view of the people who live it.

Data collection was carried out through a structured interview with workers from
the reception department of the HRHLC hotel, using a questionnaire with ten ques-
tions, as proposed by Hernandez and Mendoza (2018) through a conversation
between an interviewer and the interviewee, which was performed in order to obtain
answers on the topic.

The study sample was a census sample that consisted of 48 employees of the
reception department of the five-star hotel. The sample is considered census because
100% of the population was selected considering it a manageable number of subjects.
In this sense, Ramirez (1997) establishes that the census sample is one where all the
research units are considered as a sample. Hence, the population to be studied is
specified as census because it is simultaneously universe, population and sample.
Given that the population is small, the entire population was taken for the study and
this is called census sampling. Lopez (1998) believes that the census sample is that
portion which represents the entire population. Additionally, reports about the de-
partment were analyzed, considering digital platforms such as TripAdvisor and
Medallia, in which the guest rates the quality of the service they receive at the hotel.
It should be noted that data collection through the client was limited since one of the
company's policies is not to disturb the client and the client is only asked to complete
an online satisfaction survey.
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Research results

Service quality is the result of the customer's evaluation because it compares ex-
pectations with the perception of the service received. The criteria for ranking hotels
include amenities, property quality, cleanliness, food services, entertainment, room
variety, ease of access, and location, among others. The quality of service places
a five-star hotel above its counterparts. The service must be consistent and excep-
tional. The staff must be highly-trained to meet guests’ needs as they arise or antici-
pate them.

The information on the quality of service in the reception department of the
HDHLC hotel was collected from the company's internal reports, generated on the
platform and website that the hotel uses for contact with the customer, such as
Medallia, TripAdvisor and social networks, among others. On these platforms, the
guest posts opinions about their experience during their stay at the hotel.

In the case of Medallia, the metric reports show an average rating of 8.8 regarding
the perception of quality of service and customer attention, reflecting that the hotel
has an area of opportunity for improvement since being a five- star hotel, the rating
of a quality service must be a minimum of 9. Likewise, on this platform, customer
opinions were found such as: “the food needs better work”, “need a better variety of
food”; “the check-in clerk denied us and made us wait until 3 pm to check in”; “def-
initely doesn't sit right with me because the check-out time was 6 am”; “the quality
and the variety of food needs to drastically improve”, “it’s supposed to be a 5-star
resort, I’ve stayed at other 3&4-star resorts with way better food”.

The TripAdvisor report reveals comments with guest experiences, such as:

“Semi-bitter: | go for an inspection visit for my wedding; I didn't like the lack of
options for breakfast, despite there being 2 or 3 restaurants that are open for this,
there is a lack of options. The waiting lists at the a la carte restaurants for dinner are
very long. One day they close one and the guests crowd the open ones. Go line up
from 5.30 pm so you have a good place reserved”.

“Quality and good service: I stayed with my wife and daughter in a room with
two beds and a crib (you have to request it) with a terrace and jacuzzi next to the
pool and on the first floor. Excellent rooms, very elegant and with good details with
drinks such as a bottle of tequila and chocolate (for being members), very good gen-
eral cleaning and the room had a tablet to manage the TV. The hotel had a variety of
restaurants and a good distance between them. The staff, the best, very diligent and
attentive to any need and request; the opportunity for improvement: for greater ex-
cellence, solve issues such as a little delay/dirt from the pipe when filling the jacuzzi
and some stains/scratches on the tables”.

“Sergio is the Man: the staff have been amazing. The pool service by Eden pool
has been the best we've ever experienced at an HT Resort. Sergio has been incredible
and is a tremendous personality to have pool side. He is funny, charismatic and his
willingness to talk and to laugh with pool side guests while serving an incredible
amount of drinks has been a daily highlight for our group. Give the man a daisy card
and he is in his element. »I highly recommend the strawberry, sexy with a little bit
of spice«”.
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Training staff in the hotel can increase guest satisfaction, which is why it is im-
portant to train workers as it contributes to improving service, speeding up the com-
pletion of tasks and improving the quality of the services provided. In this way, the
customer tends to evaluate the place better, return frequently and increase recom-
mendations to visit the company.

Regarding the training of staff at the HRHLC hotel, it was found that 60% of
those surveyed collaborate directly at the reception, 30% perform the function of
bellboy and 10% answer the telephones. Regarding job seniority, 50% have one to
five months, 30% six months and 10% one to two years in the company. The inter-
viewees point out that there is a lack of motivation since there are no incentives for
staff, job dissatisfaction due to long working hours and multifunctional tasks owing
to lack of personnel, days off that are not taken as a consequence of covering shifts
on holidays, long response times that affect the service and low remuneration, among
others.

In response to the question, When you joined the company and the department
where you work, did you receive any training? 100% affirmed that they did receive
training both when joining the company and in the functions for the development of
their position. Regarding the frequency of the training that the worker receives, 60%
indicated that it is every fifteen days, while 40% received training every month.

In reply to the question, Have you received training or a user manual for the Opera
system? 60% of employees indicated that they had received training on the use of
the Opera system, while 10% had not and 30% indicated that they would like to
receive it (it should be noted that Opera is the most used property management sys-
tem in hotels; it is used for reception management, room management, reservations,
accounting, management, etc., using interfaces that help communication between
departments and facilitate daily operations, and browsing the intranet. It allows one
to view and/or change the status of each room, make charges, move them and/or
close an open account, among others). Regarding the type of training related to cus-
tomer service and attention, 80% of those surveyed responded that they received it
and 20% indicate that they had not. 80% confirmed that the training was via in-
person conferences at the hotel facilities and 20% indicated that they received train-
ing through courses or workshops outside the company.

In reply to the question: Have you received training or a user manual for the Nu-
vola system? 70% said yes, 10% no, and 20% indicated they would like to receive it
(Nuvola is a cloud-based hotel operations software system for optimizing services
and guest engagement from a single destination. An all-in-one system connects the
back end to the front end, inherently developing a staff accountability system,
providing cost savings opportunities for hotel leadership, and improving the guest
experience through communication solutions for task management and guest mes-
saging). Regarding the type of training, 80% received training on safety and hygiene
practices and service quality, while 60% received training on the use of technologies,
customer service and attention, while 10% received training on office parcel man-
agement.
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Conclusions

Based on the results, it is concluded that a five-star hotel is an establishment tai-
lored to demanding guests, service-oriented, with high standards of comfort. The
quality of service places it above its counterparts; the service must be consistent and
exceptional; the staff must be highly trained to meet customer needs, be attentive
and intuitive, showing courtesy and interest in satisfying guest requests. Waiting
times should be non-existent or at least short, with staff available 24 hours a day,
365 days a year. The hotel must promote a spirit of excellent service among its staff.

Regarding the quality of the service, an area of opportunity for improvement was
identified as it was rated 8.8 by clients for service and customer service, which is
a result below the minimum of 9.5 since it is an international chain hotel, classified
with five stars and should offer an amplified standard of service and customer atten-
tion, that is, with renowned labels for the guest, with the purpose of making the cus-
tomer feel important. In addition to the low rating, the clients’ reports about the poor
service received indicate that there are shortcomings that affect the quality of the
service, which means that it is necessary to analyze the workers’ capabilities, iden-
tifying whether they have the necessary training and service attitude since it is nec-
essary to be prepared to meet the demands of the current client and the service of-
fered by a hotel with five-star hotel characteristics.

For a hotel that operates with 70% to 97% occupancy all year round, staff training
is one of the most important activities to guarantee so that the company functions better
and there are better staff and manager relations, which improve teamwork.
It is necessary to know the factors that influence the worker's behavior and that gener-
ate the perception of poor quality in the service. Although it is true that the staff re-
ceives training upon entering the company by the same staff, with topics related to the
position and customer service, the fact that the majority have a maximum of five
months seniority, indicates that the staff's tenure is short, with a lack of motivation, job
dissatisfaction due to long working hours, multifunctional tasks owing to the lack of
personnel, days off that are not taken as a consequence of covering shifts on holidays,
long response times that affect the service and low remuneration, among others. There-
fore, it is necessary to implement a model of excellence focused on the worker, which
favors improvement of their conditions and increases retention in the company.

Quality in customer service is one of the essential points that must be met in
a company that deals directly with customers, fulfilling the goal of maintaining pref-
erence in the hotel. This represents a process of continuous improvement in all areas
of the company that have contact or can influence the satisfaction of customer needs
or anticipating them. Therefore, the habit of interpreting customers' needs and ex-
pectations and offering them an agile, flexible, useful, safe and reliable service must
be developed through training.

When hospitality industry employees have access to the necessary knowledge
and put it into practice during their daily activities, decision-making and problem-
solving are more effective. To ensure that clients feel satisfied during their stay, it is
important that hotel staff have identified the work to be carried out and the
knowledge of practical processes that improve the hotel's performance, which is why
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training is the master key in the hotel industry. In summary, the five-star and four-
diamond chain hotel needs to address areas of opportunity to improve the guests’
perception of quality and obtain the 9.5 rating that this category requires, as well as
improve the working conditions to increase worker retention.

In service-providing companies, the behavior of employees takes on special rel-
evance; if a customer is confronted by a tactless employee, all the company's efforts
will be fruitless. Organizations linked to tourism sell quality, which makes them de-
pendent on the attitudes and motivation of their workers and personnel management.

The human component within organizations has a first-order role, recognizing
that equipment and capital are no longer the main resources, giving way to innova-
tion and adaptation to change as the central axis for business development and in
which man represents the key to organizational success. For this, it is important that
companies have competent people, with certain knowledge, skills, motivations, and
commitments to take advantage of their potential and generate value, likewise, eval-
uate the functions performed by staff in five-star hotels and place greater emphasis
on training in order to generate motivation and enthusiasm among human resources.

This research addressed the case study of a company providing accommodation
services, which means that the findings correspond to a specific reality and do not
allow generalization, thereby identifying as a future line of research the realization
of the topic with a quantitative approach, considering five-star hotels at a regional,
national or international level.
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JAKOSC USLUG I SZKOLENIE PRACOWNIKOW
W 5-GWIAZDKOWYM HOTELU

Streszczenie: System jakosci hotelu opiera si¢ na zasadach, standardach i protokotach,
ktore musza by¢ wprowadzone w zycie i zdefiniowane w celu ciagltego podnoszenia jakos$ci
ustug oferowanych w kazdym z jego dzialow. Z drugiej strony szkolenie polega na zapro-
ponowaniu wszystkim pracownikom obstugi hotelowe]j technik poprawy jakosci ustug
i tym samym przyczynia si¢ do rozwoju pracownikéw i rozwoju przedsigbiorstwa. Celem
badania jest analiza jako$ci ustugi i jej zwigzku ze szkoleniem pracownika 5-gwiazdko-
wego hotelu w Los Cabos, BCS. Badanie przeprowadzono z podejsciem ilo$ciowym, in-
formacje zebrano, wykorzystujac ankiety dla pracownikow recepcji oraz na podstawie ana-
lizy dokumentow firmowych. Wyniki wskazuja, ze klient ocenia jako$¢ ustug wysoko,
srednio na poziomie 8,8, obstuga klienta w ustugach takich jak check-in-out, wyzywienie
wyniosta 9. Okazalo sig, ze 100% pracownikow zostato przeszkolonych w zakresie korzy-
stania z systemu jako$ci ustug oraz bezpieczenstwa i higieny; 80% pracowato w firmie
przez 6 miesi¢ey, co odzwierciedla duza rotacje pracownikow. Mozna wnioskowaé, ze
5-gwiazdkowy hotel i sie¢ 4-diamentowa powinny skupi¢ si¢ na mozliwosciach poprawy po-
strzegania jakosci przez go$ci i uzyskaé oceng na poziomie 9,5, ktdrej wymaga ta kategoria,
a takze poprawi¢ warunki pracy w celu zwigkszenia trwalosci zatrudnienia pracownika.

Stowa kluczowe: zarzadzanie, jako$¢ ustug, szkolenia
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THE ENTREPRENEUR WOMAN:
CHALLENGES AND OPPORTUNITIES

Marcela Rebeca Contreras Loeral*

1 Technological University of Escuinapa, Mexico

Abstract: In recent years, female entrepreneurship has increased considerably on a global
and national scale, and Sinaloa is no exception. The contribution of women entrepreneurs
to local economic development is recognized, however, information on female entrepre-
neurship is scarce. The aim of this article is to identify the characteristics of women entre-
preneurs and their participation in the local economy in the state of Sinaloa, Mexico. An
exploratory descriptive analysis of female entrepreneurship in Sinaloa was carried out. This
research was conducted through secondary sources in order to investigate the characteristics
from a qualitative approach. The main findings show that the female entrepreneur has ca-
pabilities that influence their entrepreneurship: work experience, they generally undertake
entrepreneurship for socioeconomic needs (support for family income, improve standard of
living), self-employment, new opportunities or increased income; family or friends are the
main source of financing. In conclusion, the growth of female entrepreneurship is a natural
evolution in the role of women in the labor force of our society. However, the main moti-
vation that prevails is the need to obtain sources of income; likewise, women are able to
perceive opportunities to be undertaken, although they are influenced by the fear of failure.

Keywords: entrepreneurship, female work, women
JEL Classification: J23, J16, J21

Introduction

Since the end of the last century, there has been special interest in studying and
understanding the role that entrepreneurs play in the economic and social develop-
ment of a country. Several countries have modified their public policies in order to
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encourage the creation of more and better companies to improve the business eco-
system in this way; they resort to campaigns and programs that encourage and pro-
mote the creation of new businesses, making it easier to obtain support and sources
of financing, modifying educational models in educational institutions, and address-
ing the issue of revitalizing the entrepreneurial ecosystem from different fronts.

The participation of women in the productivity of Mexico is changing gradually
with their involvement in the labor market in an increasing way in the last decades,
and in different sectors, the main one being services due to the flexibility in their
schedules as it allows them to carry out home and work activities simultaneously.
Owing to the growing supply of labor and the lack of employment, both men and
women find it necessary to create their own source of work. Women who work in
the service sector do so mainly by developing their own activities, which makes them
small entrepreneurs, but generally their businesses do not grow because some of
them only see it as a complementary activity to their household income.

In Mexico, it is estimated that 52% of the gross domestic product (GDP) per cap-
ita is contributed by small and medium-sized enterprises (SMEs) and female entre-
preneurship could represent one of the greatest advances in recent years (INEGI,
2022). Nevertheless, the Organization for Economic Cooperation and Development
(OECD, 2020) identified that 21% of businesses are led by women. This is despite
the fact that, according to INEGI data, 37% of the country's economically active
population (EAP) belongs to the female gender. There are different reasons why this
situation has arisen, the reality is that even when women have been increasingly in-
tegrated into the workplace, certain stereotypes are still maintained that direct them
towards certain branches.

The unemployment rate in 2019 was 3.7% (pre-pandemic rate), while for 2020 it
increased to 5.2% as a result of the COVID-19 crisis, and in 2021 the rate decreased
to 4.2%. This implies that around 2.5 million people were unemployed, coupled with
a labor market with high levels of informality. The EAP was 58.3 million people in
2021, 4.7 million people higher than in 2020, identifying the need to promote and
develop productive activities that contribute to the generation of jobs (INEGI,
2021c).

Regarding the research gap, entrepreneurship emerges as an option that allows
Mexican women to combine unpaid domestic and care tasks with the need to gener-
ate their own income. This path became particularly relevant during the pandemic,
in which the most affected economic sectors were those with the highest concentra-
tion of the female workforce. In March 2021, female entrepreneurs represented
26% of all employed women in Mexico, 82% of them operated informally, were
employed in a company without legal recognition (Mexican Institute for Competi-
tiveness, A.C., IMCO, 2021). Informality tends to be related to lower levels of
productivity, lower wages and a lack of access to tools that allow businesses to grow
or access new markets, while formality offers the opportunity for benefits such as
financing and training to consolidate enterprises and economic autonomy.

The average Mexican entrepreneur is between 25 and 44 years old, is married,
has one or two children, has a high school level of education, and operates informally
for three main reasons: the high cost of administrative procedures (in time and
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money); lack of access to finance and lack of training in finance, accounting or busi-
ness development; the average income of formal entrepreneurs is 2.5 times more
than those in the informal sector (INEGI. ENOE, 2021).

Mexican women perform most of the unpaid domestic and care work. This con-
stitutes a barrier to their involvement in the labor market. Entrepreneurship then
emerges as an option that allows them to combine these tasks with the need to gen-
erate their own income. This path became particularly relevant during the pandemic,
in which the most affected economic sectors were those with the highest concentra-
tion of the female workforce.

According to the National Occupation and Employment Survey (ENOE) of the
National Institute of Statistics, Geography and Information Technology (INEGI,
2021a), the average income of formal entrepreneurs is 2.5 times more than those in
the informal sector.

Considering the above, the aim of the research is to identify the characteristics of
women entrepreneurs and their participation in the local economy in the state of Si-
naloa, Mexico. The study was carried out considering the periods of 2019, 2020 and
2021 (before and after the COVID-19 pandemic).

Literature review

The entrepreneurial concept has been addressed by different fields of knowledge
where they are identified from their personal characteristics to different external fac-
tors that drive entrepreneurial activity. Jaramillo (2012) following Schumpeter
(1934) defined the entrepreneur as an innovative person, who proposes and takes
advantage of changes, basically in three areas: the introduction of new or better prod-
ucts and production methods; the opening of new markets and the reorganization of
the administrative process. This conception allows some authors to affirm that inno-
vation is the main element in the term of entrepreneurship because it represents
a source of competitiveness and economic growth (Martinez & Rodriguez, 2013).

Theories about entrepreneurship have different perspectives. Within economics,
Shumpeter (1934) argues that entrepreneurs are those who create new combinations,
new markets, products or distribution systems. In turn McClelland (1989) focuses
on the characteristics of the entrepreneur, mainly risk, achievement and desire for
control. Aldrich and Martinez (2001) define the entrepreneur as someone who starts
new activities with the intention of ending up with a viable business. For his part,
Kirzner (2005) identifies entrepreneurs as those who make better use of information
that allows them to discover opportunities in a way that others do not. De Bruin et
al. (2007) define the entrepreneur as an individual who discovers, evaluates and ex-
ploits opportunities to introduce new goods and services, different forms of organi-
zation, markets, processes, raw materials and/or organizational efforts that did not
exist before.

In all these examples it is assumed that the entrepreneur is generic and that its
characteristics do not change, except when compared to the non-entrepreneur. From
this precept there is no need to separate men and women since they are supposed to
have the same characteristics. What is observed is that there are differences between
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women and men in terms of background, experience, education, needs and reasons
for starting (Hurley, 1999).

Callejon (2009) mentions that the higher the proportion of entrepreneurs in a so-
ciety, the higher the rate of innovation and growth. This has led many countries to
implement financing and subsidy policies to support entrepreneurship, or to create
and improve the entrepreneurial environment since for a region to increase its
productivity and its competitive position, it requires the presence and promotion of
two strategic factors: the entrepreneurial capacity of economic agents and the capac-
ity for local innovation. Governments, especially in developing countries, have
pinned their hopes on small businesses as generators of quality jobs (Vazquez, 2001;
Carosio, 2004; Rusque, 2005; Jaramillo, 2012).

The training of entrepreneurs and new companies is a priority when it comes to
promoting the economic and social development of countries; therefore, it is neces-
sary to determine what their contribution to these objectives is. Entrepreneurship is
important for its positive effects on job creation and economic growth. Entrepreneur-
ship is a structural characteristic of Latin American economies, in part, as a response
to the high levels of unemployment that the region faces and that through self-em-
ployment, becomes an alternative to obtain income. In Latin America, 28.7% of EAP
is self-employed, 54.8% is salaried and 4% is an employer. In particular, 19% of
Latin American youth are in informal employment, while 20% neither study nor
work (OECD/ECLAC/CAF, 2016).

Van Stel, Carree and Thurik (2005) found that the effect of entrepreneurship on
economic growth depends on the level of per capita income, that is, entrepreneurship
plays a different role in countries according to the different stages of economic de-
velopment in which they are. Thus, countries with lower income levels develop more
entrepreneurial activity than countries with high incomes, as well as richer countries
(Minniti, 2012).

For Neck, Brush and Allen (2009), the main objective of an entrepreneur is not
to generate private value, but to generate a social impact in a community or an ex-
cluded social group such as indigenous people, Afro-descendants, the elderly and
women. In the latter case, research has been carried out since the 1980s on the rea-
sons that lead women to start a business, focusing on areas of identification such as
motivation factors and differences in starting businesses between men and women,
although they emphasize that women in reality have different motives influenced
mainly by the search for a balance between work and family (Carrier et al., 2008).

Castiblanco (2013) found that studies on female entrepreneurship from the 1990s
focused on fundamental factors for its understanding. The first group sought to iden-
tify the sociodemographic characteristics of women entrepreneurs. Secondly, differ-
ences were identified between men's and women's enterprises. Third, we sought to
understand how the context can affect the decision to start a productive activity and
how the cultural definition of gender plays a preponderant role in that decision.

Female entrepreneurship has a significant impact on economic development and
poverty reduction; in developed countries, for example, it has been shown to impact
GDP by around 5% to 7% (Heller, 2010). It is also observed that women who work
and are entrepreneurs tend to invest their earnings to a greater extent in education,
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health and well-being in favor of their families, foster in their children the desire to
learn how to prepare themselves and tend to promote the desire to excel, but in the
21st century they still face strong challenges for their full inclusion.

In the last decade, female entrepreneurship has grown throughout the world
(Swinney et al., 2006). In Mexico, the female participation rate in business has in-
creased in recent years. Several factors have been identified that contribute to this
phenomenon (Guzman & Rodriguez, 2018):

1. Easier access for women to education, which allows them to acquire a series of
knowledge and skills necessary to face a business activity.

2. Greater participation of women in the labor market, which facilitates learning
that allows them to evolve towards new business activities.

3. Rise of the services sector, which does not present excessive entry barriers and
is one in which women have traditionally developed.

4. Complex national and international economic environment that obliges women
to contribute to the income.

5. Social changes in the structure of the family such as the increase in the divorce
rate and families raised only by women.

Specifically, the cases of Latin America and Mexico are not different from those
of the rest of the world. Women have been taking positions in the economy and
business. Around 35-40% of micro, small and medium-sized businesses are operated
by women. Normally, these companies tend to be small in terms of sales and the
number of employees, tend to focus on areas of commerce and/or services, and take
less time to operate, but they still face numerous disadvantages, mainly regarding
access to capital. Most obtain their financing from personal savings, and loans from
friends and family, which limits their growth (Swinney et al., 2006).

Research methodology

The study was qualitative, considering the fact that this research approach is part
of the naturalist scientific paradigm which, as Barrantes (2014, p. 82) points out, is
also called naturalist-humanist or interpretive and whose interest “focuses on the
study of the meanings of human actions and social life”; it implies a research ap-
proach to reality based on the study of situations in the same contexts where they
unfold, allowing the interpretation of reality phenomena by studying people; as Tay-
lor and Bogdan (1984) point out, it is about resorting to a research methodology that
allows understanding of the complex world of lived experience from the point of
view of the people who live it. With a descriptive scope, considering the fact that
it refers to a level of depth that, although basic, implies having a good base of prior
knowledge about the subject and phenomenon of study because it seeks to carry out
phenomenological or constructivist narrative research that seeks to describe the sub-
jective representations which emerge in a human group about a certain phenomenon,
specifying characteristics and profiles of people, groups, communities or any other
phenomenon that is subjected to analysis (Hernandez, 2018). This research was con-
ducted through secondary sources. The collection of information focused on the re-
view of literature and reports from sources such as the National Institute of Statistics
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and Geography (INEGI), the Council for Economic Development of Sinaloa
(CODESIN), the National Statistical Directory of Economic Units (DENUE), the
Ministry of the Economy, among others in order to investigate the characteristics of
the participation of women in female entrepreneurship as an object of study as doc-
umentary techniques consist of the identification, collection and analysis of docu-
ments related to the studied fact or context contemplating the participation of women
in the economic activity of the state, as well as female entrepreneurship as an object
of study. In this case, the information is not given directly by the people investigated,
but through written, graphic, published works, with the characteristic of being doc-
uments from reliable sources.

It should be noted that the research was carried out using a qualitative approach,
which means that it has limitations since its findings cannot always be generalized.
Nonetheless, it is recognized that through this approach it is possible to generate
a deep understanding of interactions, events and social processes of daily life, un-
derstanding the influence on social structure, social order and various social forces.
On the other hand, the collection of information through secondary sources requires
considering the fact that it is information generated from the analysis, reconfigura-
tion and interpretation of documents published by various organizations considered
as reliable sources in certain periods, with multiple interpretations, measures of dif-
ferent realities to the same concept as well as problems and difficulty in locating
specific data according to what is being studied. It is also necessary to keep in mind
that this research contemplated information from the years 2019, 2020 and 2021,
corresponding to the state of Sinaloa, in Mexico.

The main research question was: what are the predominant characteristics of the
female entrepreneur in the state of Sinaloa in Mexico and their participation in the
local economy? To carry out the analysis of factors that motivate Sinaloa women to
start a business, the conditions in which they join this activity are explored. This
allowed us to observe the challenges and opportunities that women face in the
development of new businesses.

This work consists of five sections, the first one reviews, through various authors,
the concepts of entrepreneurship and female entrepreneurship. The second explains
the methodology that was followed to achieve the objective of the work. In the third,
the main results of the study are presented and finally, the conclusions and biblio-
graphical references are presented.

Results

Socioeconomic aspects of Sinaloa

Sinaloa has an area of 57,365.4 km?, which represents 2.9% of the country's area
(INEGI, 2020), its territory is divided into 18 municipalities; their economic activi-
ties are concentrated in the tertiary (67%), secondary (21%) and primary (12%) sec-
tors (INEGI, 2023).

According to INEGI (2021b), Sinaloa has a population of 3,026,943 inhabitants,
of which 49.4% (1,495,310) are men and 50.6% are women (1,531,633), with
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a growth of 9.36%, compared to 2010. 76% live in urban localities and 24% in rural
localities (nationally, 79% live in urban localities and 21% in rural ones). 75.32%
are over 15 years of age and older, of which 36.83% (1,114,943) are men and 38.49%
are women (1,165,096).

According to the Population and Housing Census (2020), the municipalities with
the largest populations were Culiacan (1,003,530), Mazatlan (501,441) and Ahome
(459,310), while the age ranges with the highest concentration of population were
from 15 to 19 years (261,581 h), 10 to 14 years (260,172 h) and 20 to 24 years
(256,990 h); in total they concentrated 25.7% of the population. Regarding school-
ing, in 2020 in the state, the average level of schooling of the population aged
15 years and over was 10.2, which is equivalent to a little more than the first year
of high school (at the national level it is 9.7 grades of schooling) (INEGI, 2021b)
(Table 1).

Table 1. Sociodemographic characteristics of Sinaloa

Description %
. Male 49 .4
Population
Female 50.6
. Urban 76
Place of residence
Rural 24
Culiacan 33.1
Municipalities with largest Mazatlan 16.5
population Ahome 152
Primary 21.8
Secondary 23.1
. Preparatory 25.1
Education
Degree 23.1
Master's degree 1.1

Source: Data from 2020 Population and Housing Census by (INEGI, 2021b)

Socioeconomic data of Sinaloa disaggregated by gender

Regarding the profile of the inhabitants of Sinaloa and some of their socioeco-
nomic characteristics, it was found that of the population aged 15 years and over,
25.1% studied in high school (12.4% female and 12.7% male), 23.1% graduated
(11.9% female and 11.2% male), 23.10% secondary (11.9% female and 11.2%
male), 21.8% primary (11.2% female and 10.6% male), 1.1% master's degree (.55%
female and .55% male) (Table 2).
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Table 2. Inhabitants and their level of schooling in Sinaloa by sex in % (2020)

Male Female Total School level
12.7 12.4 25.1 Preparatory
11.2 11.9 23.1 Degree
11.2 11.9 23.1 Secondary
10.6 11.2 21.8 Primary
0.55 0.55 1.1 Master's degree

Source: Data from 2020 Population and Housing Census by (INEGI, 2021b)

Regarding housing, in Sinaloa 854,816 inhabit private homes (nationally there
are 35,219,141); 86.8% have running water inside the house, 99.4% have electricity
and 84.1% have drainage connected to the public sewage system. 62 out of 100
households are of the nuclear type, while 35 out of 100 households (297,340 house-
holds) recognize women as a reference person, which means that they are considered
the head of the family (nationally there are 33 out of 100 households), and in 65%
the reference person is a man (557,476 households). Regarding the age ranges of the
reference persons, 11.3% of the dwellings have heads of household between 45 and
49 years of age. At the national level, Sinaloa ranks fourth for its percentage of
households with a female reference person (INEGI, 2021b).

In Sinaloa, EAP in the fourth quarter of 2021 was 1,396,279 people (56.8%
of the total population), of which 1,342,383 were employed (38.4% women and
61.6% men) (Secretaria de Economia, 2022) (Table 3). By 2021, 43 out of every 100
women aged 15 and over were economically active.

Table 3. Economically active population and employed population in Sinaloa, 2021

inh;—g??e:nts Male Female
Total population 3,026,943 49.4% 50.6%
EAP 1,396,279 57% 43%
Working population 1,342,383 61.6% 38.4%

Source: Data from DataMexico Sinaloa by Ministry of Economy (Secretaria de Economia, 2022)

Regarding the evolution of EAP both for men and women, it fluctuated from 2011
to 2021 from 789,000 (78.5%) to 847,000 (71.9%) men, while for women it went
from 484,000 (45.5%) to 533,000 (42.6%), with an outstanding reduction in 2020 of
798,000 (69%) of men and 463,000 (38.9%) of women. Regarding the employed
population from 2011 to 2021 by gender, the total number of men went from 758,590
to 826,615 and of women it went from 467,365 to 515,768 with a decrease in 2020
of 745,971 men and 447,970 women (Secretaria de Economia, 2022). The behavior
is similar, with a downward trend in the case of EAP and an upward trend in the case
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of the employed population and with a slightly abrupt change derived from the
effects of the COVID-19 pandemic.

Participation of women in the economic life of Sinaloa

In 2019, of the total number of women who worked or were looking for work in
Sinaloa (497,900), 487,097 were employed and 10,803 unemployed. Of the em-
ployed women, 79% worked in the commerce and services sector and with an aver-
age income of $7,699.00 (with a salary gap of $1,045.00 less per month than the
salary of men), while for 2021, of the total number of women in Sinaloa, 568,078
are women who worked or were looking for work, of which 553,418 were employed
and 14,660 unemployed, 82% were employed in the commerce and services sector,
with an average income of $6,992.00 and for the year 2022, 533,388 women work
or were looking for work, of which 515,768 are employed and 17,620 are unem-
ployed, corresponding to 77.2% employed in the trade and services sector, with an
average income of $7,895.00 ($1,937 pesos per month less than the salary of men —
115 dollars approximately) (Codesin, 2021b, 2022a) (Table 4).

Table 4. Employed and unemployed women in Sinaloa (2019, 2021, 2022)

Working Working in Average
Year | or looking Employed Unemployed commerce . 9
. income
for work and services
2019 497,900 487,097 10,803 79% $7,699
2021 568,078 553,418 14,660 82% $6,992
2022 533,388 515,768 17,620 77.2% $7,895

Source: (CODESIN, 2021b, 2022a)

The participation of women active in the labor market went from 39.5% in 2019,
t0 37.8% in 2020 and 38.4% in 2021, while in the case of men for 2019 it was 60.5%,
for 2020 it was 62.2% and 61.6% in 2021 (CODESIN, 2022a).

Of the personnel employed in the informal sector, 55% are men and 43% are
women, while the impact on participation, in the case of women, was reduced from
22.7% to 21.9% and in the case of men, it increased from 20% to 22.4% (CODESIN,
2022b).

Regarding entrepreneurship in Sinaloa, in 2019 56% of all entrepreneurs are
women, 10,305 employers in Sinaloa are women (12% of the total of 86,408), while
in 2021 the total number of female employers in the state was 21,149 (20% of the
total of 106,378) (CODESIN, 2021a).

The main reasons indicated by Sinaloa entrepreneurs for opening a business in
2019 and 2021 were out of necessity, self-employment, seeking new opportunities
in the world of work, and increasing their income (INEGI, 2021a) (Table 5).
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Table 5. Reasons to become entrepreneur (2019-2021)

Reasons to become entrepreneur — women in Sinaloa 2019 2021
1. Increase in income 20% 30%

2. Necessity 30% 28%

3. Self-employment 28% 22%

4. New opportunities 22% 20%

Source: (INEGI, 2021a)

Conclusions

The main opportunities in female entrepreneurship have focused on creating new
businesses at the micro and small business levels including within informal com-
merce. Most of the women who want to start a business do so from a small business,
during the entrepreneurship process they face a lack of financial support to start their
business since many of them do not have a credit rating. In the growth stage, they
also face difficult situations, ranging from performing multiple functions within the
company, not receiving a fixed salary, and marketing their products and services as
a task that will allow them to position themselves in the market.

The COVID-19 crisis further affected the participation rate of women as from
2019 to 2020 it caused a 12% decrease in employed women; 66,321 women lost their
jobs or stopped working. By 2021, pre-pandemic levels were not reached since only
28,671 women managed to rejoin the labor market, 12% below the male reincorpo-
ration. Reducing the gender inequality gap in economic life is one of the challenges
for women in Sinaloa and with the COVID-19 pandemic it became more evident;
the wage gap still persists as they earn 20 percent less a month, than men. Another
noteworthy fact of the situation is that despite the fact that the level of education is
higher in women, it is still men who hold managerial positions because despite the
fact that 55% of women have superior secondary education, of more than 144,000
management positions in the state, only 21,000 are held by women. The contribution
of women to Sinaloa's GDP is reflected in their high labor participation in the com-
merce and services sector, which is the one that generates the most value for the
entity.

In Mexico and Sinaloa, the rate of female participation in business has increased
in recent years due to factors such as greater access for women to education, in-
creased participation in the labor market, the environment that forces women to con-
tribute to the income and social changes in the family structure (divorce rate, families
raised by women, among others). Female entrepreneurship has a significant impact
on economic development and poverty reduction. It is also observed that women
who work and are entrepreneurs tend to invest their earnings to a greater extent in
education, health and well-being in favor of their families, foster in their children the
desire to learn how to prepare themselves and tend to promote the desire to excel,
but still they face strong challenges for their full inclusion.
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Regarding challenges, most women who want to start a business do so from
a small business because of the financial situation in which they find themselves;
during the entrepreneurship process, they face a lack of financial support to start their
business as many of them do not have a credit rating. In the growth stage, they also
face difficult situations, ranging from performing multiple functions within the com-
pany, not receiving a fixed salary, and marketing their products and services as a task
that will allow them to position themselves in the market.

The entrepreneur is identified as a person who proposes and takes advantage of
changes, considering the fact that innovation represents a source of competitiveness
and economic growth, encouraging governments to be willing to implement policies
to support women entrepreneurs, both financing and support subsidies. With the
training of entrepreneurs and the creation of new companies, entrepreneurship is im-
portant for its positive effects on job creation and economic growth.

The characteristics of female entrepreneurship have been changing according to
current global and social conditions; these activities give fundamental weight to en-
trepreneurship from the social and economic dimensions, motivating women to find
a balance between work and family. For women, the service sector is the main option
to develop their entrepreneurial spirit resulting from the flexibility in their schedules
as it allows them to carry out their home and work activities simultaneously; identi-
fying future lines of research such as the study of service companies with the greatest
participation of female entrepreneurs, the factors that stimulate formal female entre-
preneurship, the motivation of women to undertake, administrative management in
female entrepreneurship, and comparative analysis of female entrepreneurship,
among others.
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KOBIETA PRZEDSIEBIORCZA W SINALOA: TOZSAMOSC I WYZWANIA

Streszczenie: W ostatnich latach przedsigbiorczo$¢ kobiet znacznie wzrosta w skali glo-
balnej i krajowej, a Sinaloa nie jest wyjatkiem. Uznaje si¢ wktad kobiet-przedsigbiorcow
W lokalny rozwdj gospodarczy, jednak brakuje informacji na temat przedsigbiorczosci ko-
biet. Celem badania jest analiza przedsiebiorczosci kobiet i ich udziatu w lokalnej gospo-
darce Sinaloa. Badanie zostato przeprowadzone z zastosowaniem podejscia jakoSciowego,
zakresu opisowego, poniewaz gtdéwng technikg gromadzenia danych byta analiza dokumen-
tow z uwzglednieniem raportéw z réznych zrodet informacji. Gtéwne rezultaty pokazuja,
ze kobieta-przedsigbiorca ma mozliwosci, ktore wplywaja na jej przedsigbiorczosé: do-
$wiadczenie zawodowe, ktore zazwyczaj podejmuje na potrzeby spoteczno-ekonomiczne
(wsparcie dochodéw rodziny, poprawa standardu zycia), samozatrudnienie, nowe mozli-
wosci lub zwigkszenie dochodow; rodzina lub przyjaciele sa gldéwnym zrodtem finansowa-
nia. Podsumowujac — wzrost przedsiebiorczos$ci kobiet jest naturalng ewolucja roli kobiet
w sile roboczej naszego spoleczenstwa. Stwierdzono jednak, ze szkolenia, konkurencja
i finansowanie stanowia gldwne wyzwania, przed ktorymi stojg. Zatem konieczne jest
wzmochnienie rzagdowych programéw promujacych udziat kobiet w zyciu gospodarczym
Sinaloa.

Stowa kluczowe: przedsiebiorczo$¢, kobieta-przedsigbiorca, tozsamo$é
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Abstract: The article contains an analysis of the shadow economy at the time of quarantine
restrictions and of Russia’s full-scale invasion of Ukraine using statistical, analytical and
functional methods of scientific research. The aim of the study is to generalize the theoret-
ical and methodological aspects of the shadow economy, to study the current state of
shadow economy escalation in the conditions of quarantine restrictions and Russia’s full-
scale invasion of Ukraine, and to systematize possible ways of legalizing the economy.
Such a socio-economic process as the shadow economy, represents a number of shifts in
the state budget structure, in particular regarding the indicator of tax revenues. In the con-
ditions of crisis, the shadow economy can become both a driving force for balancing the
economy and a threat, not only economic, but also a social one. In this article, this issue
will be considered in more detail. Therefore, the dynamics of changes in the shadow econ-
omy has been considered both according to certain methods of assessing its level to the
official GDP volume, and also by various economic sectors during the quarantine re-
strictions according to the data of the Ministry of the Economy of Ukraine. A diagram of
the shadow economy factors was also developed and possible effective changes were pro-
posed to overcome them, from which it is clear that the shadow economy needs not only
a perfect assessment and specific data for its analysis, but also improvement of the manage-
ment system, quality of public services and the readiness of people to come out of the
“shadow”.
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Introduction

Ensuring sustainable economic development is typically one of the key objectives
of state regulation. The concept of the shadow economy is being modified world-
wide, including in Ukraine, which is objective and requires an understanding of the
peculiarities of its mechanism. The shadow economy is a complex process that is
undergoing significant expansion and affects all sectors of the economic segment in
Ukraine. The aim of this article is to analyse the trends of shadow economy devel-
opment using four calculation methods, characterize the peculiarities of the shadow
economy in the crisis situations in Ukraine, and consolidate the factors of the shadow
economy and their changes in the post-war period to improve the economic situation
in Ukraine.

This article presents statistical calculations within the years 2015-2021 using four
calculation methods for the shadow economy approved by the Ministry of the Econ-
omy of Ukraine. These methods include the electric method, monetary method, pop-
ulation expenditures — retail turnover and services method, and the method of loss-
making enterprises. According to these calculations, we can understand that the
shadow economy in 2021 increased according to the electric and monetary methods,
while it decreased according to the other two methods. However, the integral indi-
cator of the shadow economy suggests that the shadow economy in 2020 and 2021
remained stable at 31%, possibly due to the pandemic situation and quarantine re-
strictions (Ministerstvo ekonomiky Ukrainy, 2022).

Another important indicator is the level of illegal trade in tobacco products, which
increased during the war in 2022 (20.1%), compared to 2020 (5.7%) and 2021
(14.7%). The level of alcohol production also increased in 2022 (36%) compared to
2021 (34%), while the level of fuel showed a tendency to decrease from 27% in 2020
to 11% in 2022 (CASE — Ukraina, 2023).

Consequently, this process attracts the attention and interest of numerous econo-
mists and tax authorities. This happens because the shadow economy develops rap-
idly and inflicts devastating blows on the real economy of the country, particularly
during the war. An analysis of foreign and domestic sources regarding the definition
of the term “shadow economy” confirms that there is no single concept, and each
scholar has their own explanation of this phenomenon.

Literature review

Definition of the term “shadow economy”

The definition of the term shadow economy is discussed in the works of many
foreign and Ukrainian scholars. It is known that in economy literature, the term
shadow economy has different concepts depending on the characteristics provided
by specific researchers. Furthermore, there is no single definition for this concept,
and it is important to systematize the following opinions of the authors.
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For example, Dallago (1991) considers the shadow economy to consist of illegal,
hidden, and unofficial economic activities. The main types of the shadow economy
include (Dallago, 1991):

1. Smuggling, illegal gambling, drug trafficking, prostitution, fraud, theft, misap-
propriation of funds obtained by means of loans.

2. Hidden rental income, concealed employment, work without licenses, illegal res-
idence of foreigners, employment of retirees and individuals receiving unem-
ployment benefits.

3. Concealment of transactions, under-the-table payments, self-employment.

4. Bartering of goods and services.

5. Gardening, horticulture, sale of homemade or artisanal products.

K. Hart (2006), who formulated the concept of the informal economy, initially
encompassing only the “informal sector”, recognized the evolution of his concept,
considering the fact that the informal economy is now seen as a universal feature of
industrialized countries and includes everything from subsistence household activi-
ties to criminalization of the economy. One of the first to provide a definition of the
shadow economy was Feige (1979). According to his interpretation, the shadow
economy refers to all economic activities that, for any reason, are not taken into ac-
count and do not enter the gross national product.

Most foreign scientists prefer the notion that the shadow economy is an invisible
economy that is not included in statistical reporting, and therefore not in the GDP.
This assertion is supported by the views of the American economist Gutmann (1977),
who emphasizes the impossibility of disregarding unrecorded activities in developed
countries. In other words, the actual economic activity is larger than what is officially
registered. For Gutmann (1977) and Feige (1979), the shadow economy (which they
referred to as the “underground economy™) is the unaccounted portion of the GDP
that should be added to economic activity.

For Tanzi (1983), the shadow economy, also referred to as the underground econ-
omy, refers to income that is not reported to tax authorities. It is precisely these dis-
crepancies in the formulations that Tanzi himself pointed out when explaining the
differences in the estimated indicators of the shadow economy.

According to Frans (1992), the shadow economy is activity that is not included
in the GDP due to a lack of a methodological basis for accounting for the illegal
production of goods and services. Its components include hidden activities of self-
employed and employed individuals working in addition to their official employ-
ment.

Medina and Schneider (2018) use the following definition: the shadow economy
includes all economic activities which are hidden from official authorities for mon-
etary, regulatory, and institutional reasons. Monetary reasons include avoiding pay-
ing taxes and all social security contributions; regulatory reasons include avoiding
governmental bureaucracy or the burden of the regulatory framework, while institu-
tional reasons include corruption law, the quality of political institutions and weak
rule of law.
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According to Baklouti and Boujelbene (2020) the shadow economy, also known
as the informal, illegal, black, or underground economy, consists of economic activ-
ities that fall outside the formal or legal economy.

The shadow economy is the visible and measurable tendency to bypass the state,
whereas informality is the framework allowing us to explain and understand why
people are willing to remain in the shadow, avoid the state, not to respect state au-
thority and in general bypass the state (Polese, 2021).

One of the first Ukrainian scholars to study the shadow economy was Turchynov
(1995). He proposed a definition of the shadow economy as an economic activity of
economic entities (individuals and legal entities) that is not recorded, controlled, or
taxed by official government bodies and/or aims to generate income by violating
existing legislation. This definition quite accurately reflects this economic category.
Mandybura (1998) examines the shadow economy from the perspective of a narrow
and broad spectrum, namely:

a) in a narrow sense, the shadow economy is limited to those types of economic
activity and corresponding relations that are either illegal or socially dangerous
(which, in practice, do not always coincide);

b) ina broad sense, the shadow economy includes:

— the household sector (the sector of subsistence production);

— the informal sector (unregulated activities — small-scale production, services,
trade, the “grey economy”);

— the “dark-grey” sector (concealed sector of legitimate economic activities),

— the “black” sector (criminal, “illegitimate”);

— diversified components of the black economy.

These distinctions provide a more comprehensive understanding of the various
dimensions and components of the shadow economy.

Lamanova (2000) believes that the shadow economy is a set of relations between
individuals, groups of individuals, individuals and institutional units, and individual
institutional units regarding the production, distribution, redistribution, exchange,
and consumption of material goods and services, the results of which are not ac-
counted for by official statistics for various reasons, and the amount of which is not
included in macroeconomic indicators.

Zasanskyi (2003) postulates that the shadow economy functions as a sphere of
activity related to the relationships between people in the processes of production,
distribution, exchange, and consumption, based on social opposition to the main
macro-management mechanisms and their functioning outside of managerial control
and accounting, with the aim of evading income taxation. This definition of the phe-
nomenon has a one-sided nature as it only reveals it from the perspective of mana-
gerial positions.

On the one hand, Mazur (2006) defines the shadow economy as a complex socio-
economic phenomenon represented by a combination of uncontrolled and unregu-
lated economic relations, both illegal and legal but immoral, between economic
agents regarding obtaining additional profit through income concealment and tax
evasion. On the other hand, Mochernyi (2002) believes that the shadow economy is
a sphere of economic activity aimed at generating income from prohibited activities
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or evading social (governmental) control and tax payment in the implementation of
legal economic activities.

Naumov, Hryshova and Davydiuk (2016) state that the shadow economy emerges
when the actions of government and regulatory structures, individual people, or their
groups contradict objective economic laws.

Another researcher defines the shadow economy as a complex socio-economic
phenomenon characterized by a combination of uncontrolled and unregulated eco-
nomic relations among economic actors, involving both illegal and legal but immoral
activities, aimed at obtaining excess profits by concealing income and evading tax
payments (Varnaliy, 2006).

The shadow economy has three components: informal, hidden and underground
(criminal) economies. The informal economy is characterized by the unregulated
production of goods and provision of services; the hidden economy is the legal pro-
duction and selling of unregistered goods and services; the underground (criminal)
economy — prohibited activities (corruption, drug trafficking, etc.) (Buha et al.,
2023).

The analysis of all those interpretations confirms the fact that the shadow econ-
omy is a complex economic category as no definition is repeated and none can fully
and accurately reveal its essence.

Problems of shadow economy

In today's reality, it is confirmed that the shadow economy leads to a reduction in
the volume of the state budget, a decrease in financial security, and creates incon-
sistency in the overall economy of the country as well as the adoption of inadequate
governance decisions. Undoubtedly, the aforementioned problems are extremely sig-
nificant and require solutions that cannot be achieved without a proper understanding
of the scale and dynamics of the shadow economy.

Significant discrepancies in assessing the level of the shadow economy are due
to different principles of defining the concept of the shadow economy and assess-
ment methodologies. Various origins of the term shadow economy as mentioned
earlier in the article, including the shadow economy (Mandybura, 1998; Mochernyi,
2002), the underground economy (Tanzi, 1983), the hidden economy (Gutmann,
1977), the illegal economy (Portes & Boroz, 1988) and the informal economy (Hart,
2006), offer diverse interpretations and existing estimates.

Consequently, the assessments of the level of the shadow economy are not always
the same as they may be calculated based on different interpreting concepts of the
economy (legal economy, officially defined indicators of economic activity, or the
entire economy of the country). Currently in Ukraine, there is no universally ac-
cepted unified method (Verkhovna Rada Ukrainy, 2009) for measuring the shadow
economy.

Nevertheless, researchers continue to refine and expand the basis for assessing
the shadow economy. In addition, the concealment of economic activities from state
control and taxation is a consequence of an imperfect system functioning in the coun-
try, which in turn encourages businesses to engage in shadow employment. Hence,
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one of the fundamental tasks of reforms in Ukraine is formalization of the economy,
which is also an important issue in the study of this topic. Experts consider it one of
the top priorities for economic growth in Ukraine. However, the potential for such
growth is assessed by them within a wide range, which is due to different estimations
of the level of the shadow economy.

It is worth noting that a level of shadow economy ranging from 10-12% of the
main GDP is considered normal, while 20% is deemed critical for the overall econ-
omy. A catastrophic level is considered to be in the range of 40-50%, as conflicts
between legal and shadow businesses are observed in almost all spheres of societal
life. In such cases, it is not the state that controls the economy, but rather the shadow
structures (Pryvarnykova, 2010).

Traditional shadow economy measurements allow some socio-economic phe-
nomena correlated with low state efficiency to be quantified. Nonetheless, the causal
relationship is not always clear nor whether non-compliance stems from the per-
ceived state inefficiency and the idea that abiding by the rules leads to nothing good
or it can be avoided, or the opposite, that state inefficiency happens because of citi-
zens’ behaviours and attitude (Polese et al., 2022).

Statistical calculations of the shadow economy in Ukraine

In order to make an integral assessment of the level of the shadow economy in
Ukraine, several methods are used, the averaged value of the results of which repre-
sents a characteristic of the state and trends of shadow economy development. The
most acceptable methods for determining the volumes of the shadow economy under
the conditions of available statistical data are the following: population expenditure —
retail turnover and services, financial, monetary, and electricity methods. The
method of loss-making enterprises is applied to estimate the minimum and maximum
coefficients within which the level of the shadow economy is situated (Verkhovna
Rada Ukrainy, 2009).

Calculating the level of the shadow economy using the population expenditures —
retail turnover and services method involves identifying the excess consumer mone-
tary expenditures by the population on purchasing goods over the total sales volume
of goods to the population by all economic entities in the legal sector of the economy.
Calculating the level of the shadow economy using the financial method involves
determining trends in the change of proportions between the value of goods, works,
and services used in the production process, and the gross income of enterprises
(economic associations), institutions, and organizations in the country as a whole or
in another type of economic activity. Calculating the level of the shadow economy
using the monetary method involves determining trends in the change of the ratio of
cash to bank deposits during the analysed period compared to a base period, which
is taken as the year 1991 (Verkhovna Rada Ukrainy, 2009).

Calculating the level of the shadow economy using the electricity method in-
volves comparing the growth of domestic electricity consumption with the growth
of GDP. It assumes that the growth of domestic electricity consumption should cor-
respond to the growth of real GDP. If there is an excess of the growth of domestic
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electricity consumption over the growth of GDP, it is considered that electricity is
being used for production in the shadow economy. Calculating the level of the
shadow economy using the method of loss-making enterprises involves determining
the boundaries of the minimum and maximum coefficients of the shadow economy
as a percentage of GDP, within which the level of the shadow economy exists
(Verkhovna Rada Ukrainy, 2009).

These methodological recommendations are developed to assess the level of the
shadow economy in the national economy as a whole and by specific types of eco-
nomic activities through indirect calculations of the value of goods (works, services)
at the macroeconomic level, intentionally overstated or understated by economic en-
tities in statistical reporting (Verkhovna Rada Ukrainy, 2009).

The statistical data provided by the Ministry of the Economy represent an inte-
grated indicator calculated by using four methods that cover various sectors. Two of
these methods are classic approaches: the electricity method and the monetary
method. The other two methods were developed in Ukraine, taking into account the
national specificities of the shadow economy. These methods involve analysing the
losses of enterprises, and retail trade turnover and services.

The shadow economy in Ukraine accounts for approximately one-third of the
GDP. According to data from the Ministry of the Economy, its size varied between
28% and 33% from 2015 to 2021 (Figure 1). However, these figures cannot be con-
sidered statistical as they are approximate estimates that serve as a benchmark for
tracking the dynamics of the hidden economy. We also observe stability in the level
of the shadow economy; it remained unchanged at 31% of the official gross domestic
product in 2020 and 2021. This stability may indicate that economic entities have
adapted to operating under constraints, particularly during the COVID-19 pandemic,
and developed new channels for shadow activities.

2020
2019

2018

2017

2016

2015

Figure 1. Integral indicator of level of shadow economy

Source: (Ministerstvo ekonomiky Ukrainy, 2022)
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Nevertheless, based on these data, two out of the four methods showed an increase
in the shadow level. Specifically, the electricity and monetary methods increased by
2 p.p. to 28% and 33% of the official GDP respectively. On the other hand, the pop-
ulation expenditure — retail turnover and services method decreased by 2 percentage
points to 23% of the official GDP, and the method of loss-making enterprises
dropped by 10 percent to 22% of the official GDP (Figures 2 and 3). Such dynamics
are influenced by specific factors, namely by the gradual intensification of business
activity amid the adaptation of enterprises to ongoing restrictions, resulting in im-
proved financial performance during the reporting period. Additionally, there may
have been constraints on the traditional channels of shadow activity, which was one
of the atypical manifestations of the pandemic in 2020-2021.

The shadow economy encompasses a wide range of activities, including criminal
activities such as prostitution, drug and arms trafficking, the resale of stolen goods,
underground casinos, as well as economic activities that go unrecorded and therefore
remain untaxed, such as light industry, small-scale production in households, unre-
ported harvests, and others (Doshchatov, 2022).

35%
33Y 339

33%

31% 31% 29% 32% 30% 31%

27% 26% 26%

2015 2016 2017 2018 2019 2020 2021

Emonetary = electricity
Figure 2. Level of shadow economy according to two methods (monetary and

electricity) in relation to official volume of GDP (%)
Source: (Ministerstvo ekonomiky Ukrainy, 2022)
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30% . 32%
25% 25% I 23%  25% 24% 25% . oapp 509,
2015 2016 2017 2018 2019 2020 2021

m population expenditure - retail turnover and services = loss-making enterprises

Figure 3. Level of shadow economy according to two methods (population expenditure —
retail turnover and services, loss-making enterprises) in relation to official volume

of GDP
Source: (Ministerstvo ekonomiky Ukrainy, 2022)
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Figure 4. Level of shadow economy by types of economic activity in 2020-2021

Source: (Ministerstvo ekonomiky Ukrainy, 2022)
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In Figure 4, we observe the level of the shadow economy by the types of eco-
nomic activities, where the most significant reduction in the share of the shadow
segment occurred in real estate transactions, decreasing from 46% to 36%, in the
extraction industry from 43% to 34%, and in the processing industry — from 34% to
26%. The level of the shadow economy also decreased in such sectors as transporta-
tion and logistics, wholesale and retail trade, agriculture, forestry, and fishing. One
of the reasons for these dynamics could be the increase in the domestic market de-
mand and favourable conditions in external markets. Nonetheless, there were two
sectors where the level of the shadow economy increased: finance and insurance
(from 29% to 32%) and construction (from 25% to 26%), primarily owing to rising
prices of the necessary raw materials for construction works.

The shadow economy in wartime

Globalization and its impact on the economic segment lead to an increase in the
overall level of the shadow economy worldwide. Importantly, this level is not de-
pendent on the level of economic development of a country. Some scholars argue
that the shadow economy exists not only within individual countries but also in the
context of global players such as states and organizations, which serve as carriers of
shadow processes worldwide (Pichuhina & Chorna, 2015).

World history points out the following classic causes of the formation of the
shadow economy (Morytsan et al., 2014):

— acomplex labour market situation that contributes to the formation of small
and medium-sized businesses, which become centres for the development and
operation of shadow economic relations;

— rapid migration processes from rural and depressed regions to cities, resulting
in the formation of shadow economic relations;

— the high level of state regulatory intervention in the economy, particularly high
taxation and corruption;

— intense competition in the market, which compels producers to reduce the cost
of resources through various means, including illegal ones;

— excessive institutionalization and regulation of labour relations, leading to their
transition into a more informal and flexible form.

These aforementioned reasons have been applicable to Ukraine in the recent years
of its independence, and in conjunction with crisis situations, have contributed to the
intensification of economic shadowing.

Ukrainian President Zelensky sincerely believes in the fight against not only the
aggressor country but also the shadow economy in the present time and during the
reconstruction of Ukraine in a new way, without involvement of the shadow sector
of the economy (Ofis Prezidenta Ukrainy, 2022). He believes that currently, in some
of regions, any economic activity, whether official or unofficial, is simply a matter
of survival. Nonetheless, when it comes to a normal, stable, and strong society, as
well as defence of the country, we must understand that there are those who serve
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and those who support by means of their work those who serve. Therefore, this in-
volves official employment, tax payments, a maximum expansion of economic op-
portunities on a legal basis, as well as a complete modernization of state institutions.

Hence, it is crucial for both political leaders and the society as a whole to under-
stand and be prepared for the absence of the shadow in Ukraine. The existence of the
shadow economy directly depends on people's desire to reduce tax payments and
purchase goods at lower prices. This issue remains at the forefront and requires re-
sponsible changes and successful management decisions, not only during wartime,
but also in the post-war period. The current situation has transformed and mobilized
Ukrainians, creating prospects for the society to support the President's position re-
garding the shadow economy in Ukraine.

In the situation of the war, the advantages of official employment in terms of
preserving at least partial wages from employers and receiving support from the state
are evident. Nevertheless, this applies exclusively to the formal sector of employ-
ment as workers in the informal sector have faced failures since employers could
quickly and without explanation terminate their employment, which is quite logical
since their employment was not documented or guaranteed from the beginning
(Derzhavnyi tsentr zainiatosti, 2022a).

On the other hand, to some extent the shadow economy also “saves” the economy
in the present time because even wages that are not subject to taxation are better than
complete unemployment. Consequently, taxes are still collected by the state through
excise duties on fuel, tobacco, or food products (Derzhavna podatkova sluzhba,
2023). Additionally, the state and the Armed Forces act as significant employers at
the moment as many families rely on the wages of military personnel. Therefore,
they should receive fair compensation for their work, regardless of where they serve.

In 2022, the state received 60.7 billion UAH from domestically produced excis-
able goods, two-thirds of which came from tobacco products. According to the law
on the state budget, the state plans to collect 64.35 billion UAH in excise tax from
domestically produced excisable goods in 2023. Almost all of this increase is ex-
pected to come from tobacco products. The amount of revenue would be much
higher if not for significant tax evasion efforts (Ekonomichna pravda, 2023b).

According to Kantar Ukraine, the level of illegal tobacco products reached 19.9%
in 2022, compared to 16.9% in 2021 and 6.9% in 2020. Compared to 2021, the share
of counterfeit products (6.6%) and products intended for duty-free zones or export
but sold illegally in Ukraine (11.7%) rose. However, a decrease in the share of coun-
terfeit products in November 2022 led to a reduction in the overall level of illegal
production by the end of the year. Regarding the volume of the shadow cigarette
market in Ukraine in money terms, it reached 19.14 billion UAH in 2022. It is known
that 63% of illegal products are sold in stores alongside legal products (Ekonomichna
pravda, 2023a).

Similar data are provided by the centre for economic research CASE-Ukraine,
which estimated the shadow share of tobacco products at 20.1% in 2022, 14.7% in
2021, and 5.7% in 2020, indicating a significant rise in the shadow sector. According
to WHO, from 2015 to 2019, the volume of illegal alcohol in Ukraine accounted for
an average of 36% of the market. Meanwhile, CASE-Ukraine's research calculated
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the level of shadow alcohol consumption, which stood at 34% in 2021 and 36% in
2022. As for all types of automotive fuels, the shadow share declined to 22% in 2021
and 11% in 2022, with 27% in 2020. The actual consumption of which is adjusted
according to the change in real GDP, which grew by 3.4% in 2021 and decreased by
30% in 2022 (CASE-Ukraina, 2023).

The high level of the shadow economy, which significantly undermines the ef-
fectiveness of management systems, requires specific and gradual changes to mini-
mize the shadow economy in Ukraine. Nevertheless, as mentioned above, in the con-
ditions of active military operations in the eastern regions of the country, the shadow
economy to some extent plays a traditional role as a buffer that mitigates the impact
of crisis phenomena on people's incomes and restrains the growth of unemployment.

According to the State Employment Service, as of early April 2022, the number
of officially registered unemployed reached 277,000 people (Derzhavnyi tsentr zain-
iatosti, 2022b). The increase in unemployment occurred as a consequence of a deep
decline in economic activity and the influx of unemployed migrants from the front-
line territories, who are in need of employment.

Internal migrants create additional pressure on the labour market since the em-
ployment structure in the eastern regions has significantly shifted towards the indus-
trial sector compared to the western and central regions where they migrate to (Anal-
itychnyi tsentr Cedos, 2022). This exacerbates the existing structural and
qualification disparities between the labour demand and supply, even taking into ac-
count the impact of business relocations. The increment in the unemployment rate
somewhat hampers the effectiveness of restraining factors, including the presence of
forced migrants who did not actively seek employment, mobilization, and the weak
financial resilience of households, which compelled household members to actively
search for work, even if it is less skilled and lower-paying.

According to the estimates of the National Bank of Ukraine, at the beginning of
the war, the economy contracted by 50%, which means a loss of half of the produc-
tion. However, the recovery process began thereafter, and the decline in GDP was
45% in March and 40% in April. The ability to export is critical for Ukraine. Before
the war, Ukraine was exporting up to 13 million tons per month, but now it is around
2 million tons. There might be a possibility of expanding this to 5-6-7 million
tons in the future, but even that would still be only half of the pre-war volume, sig-
nificantly impacting the economy and the possibilities for production recovery
(CASE-Ukraina, 2022).

The economic losses resulting from the military aggression against Ukraine
amount to $130 billion, and potential GDP losses range from 1.5 to 1.7 trillion UAH.
Based on tax coefficient calculations, this translates to at least 525 billion UAH in
uncollected tax revenues, or potentially up to 600 billion UAH.

At the end of 2022, tax revenues covered less than 50% of the consolidated budget
needs (compared to 85% in peacetime). A reduction in the expenditures is possible
through the optimization of state agencies, the largest agency in terms of public order
being the State Tax Service. This optimization can be achieved through the imple-
mentation of technologies and digital solutions (CASE-Ukraina, 2023).

59



Zeszyty Naukowe Politechniki Czestochowskiej. Zarzadzanie No 51 (2023), pp. 48-64, ISSN: 2083-1560

Methods and results of authors’ own observation

To achieve the aim of the article, a combination of general scientific and specialized

methods of scientific research was used, which enabled unity of the research. A study
of the theoretical and practical aspects of the formation of the shadow economy com-
ponent in crisis conditions in Ukraine was conducted using the following methods:

1.

2.

3.

analysis of literature, logical generalization, synthesis, induction, and deduction
when clarifying the conceptual framework;

dialectical and systemic-structural methods in analysing the understanding of the
economic nature of shadow economy evaluation and its problematic aspects;
comparative and statistical analysis to specify the diversity of evaluating the
level of shadow economy formation in Ukraine;

graphical method for visualizing the level of the shadow economy in Ukraine
based on different indicators and criteria during the period from 2015 to 2021.
This includes the integral indicator of the shadow economy level, the level of the
shadow economy according to the four most commonly used methods in Ukraine —
electricity, monetary, loss-making enterprise and population expenditures — retail
turnover and services in relation to the official GDP volume, as well as indicators
of the shadow economy level by types of economic activity (transportation and
logistics, real estate transactions, extraction industry, finance and insurance, pro-
cessing industry, construction, wholesale and retail trade, agriculture, forestry
and fishing) in 2020-2021.

Table 1. Factors and their changes in post-war period in Ukraine

Factors of shadow

economy Changes

Corrupt activity |- strengthencontrol and inspections

— raise level of property rights protection

— apply labor relationship certification methodology between employees
and employers (failure to formalize may result in penalties)

— reduce burden on wage fund (in regions affected by the conflict)
Tax burden — maintain tax rules and rates unchanged for certain period of time
— require use of transaction registers after end of war

Rapid growth of |- promote employment and create conditions for veterans and
number of refugees | war-affected individuals;

— encourage workforce to return from abroad

— implement subsidies and skill enhancement programmes with
government participation

Weak efficiency of
management system

— implement institutional reform (fundamental change)
— improve quality of governance

— renew tax authorities

— enhance quality of public services

Regulatory pressure |- reform regulatory and monopoly sectors
and monopolization

Source: Author’s own compilation (T. Demkovych)
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In general, the impact of the shadow economy on the economic environment and
society is rather negative than positive. By analysing the issues of the shadow econ-
omy, its causes, and existence in crisis conditions, a scheme of factors of the shadow
economy that currently exist in Ukraine was developed, which included their poten-
tial changes for de-shadowing of the economy in the post-war period (Table 1).

Given the scale of the invasion and the area directly affected by military actions,
there are minefields, destruction, and the impossibility of conducting economic
activities near the front lines. There is also an outflow of consumers of goods who
are currently located either in western Ukraine or outside its borders. Thus, the con-
struction, supply, installation, and commissioning of new equipment for the de-
stroyed enterprises are essential for the renewal and dynamic growth of the economy.
Consequently, the return of part of the Ukrainian population, particularly the em-
ployed population, as well as the recovery and invitation of foreign investors to par-
ticipate, will ensure the abovementioned outcomes.

Conclusions

Employment during a full-scale war has been significantly impacted, with the
main problems being mass job losses, the destruction of enterprises, deprivation of
social needs, and a continuous increase in refugees. The extensive loss of jobs, in-
ternal and external migration of the working population during the full-scale war,
has exacerbated the situation in the labour market. In Ukraine, the most in-demand
sectors are infrastructure restoration, the construction of residential complexes, pro-
vision of essential goods, and guarantees for official employment and decent work-
ing conditions. Regarding the shadow economy sector and innovations during the
state of war in Ukraine, it is important to reduce tax burdens for employers, thereby
motivating organizations to retain existing jobs and potentially create new ones.

In conclusion, it is important to establish social justice, to consider the attitude of
the working population, to structure the economy, and to develop human capital.
Preferential treatment should primarily be given to those who cooperate with the
state, thereby incentivizing employers to engage in official employment, that is, to
promote social dialogue and fulfil social obligations. It would be advisable to pro-
vide subsidies and increased qualifications for vulnerable individuals (war partici-
pants, refugees, orphans, people with disabilities, etc.) with long-term guaranteed
assistance and support from the government.

Certain institutional changes necessitate the creation of a state body responsible
for prioritizing the interests of employees and reducing the shadow sector of activity
for employers. It is also important to concentrate resources for economic and tech-
nological integration, eliminate external financial dependence, and promote indus-
trial and scientific sectors. De-offshorization, transparent accounting practices, and
the automated distribution of tax information should serve as driving forces for these
changes.

The conducted research enables us to understand that the shadow economy in
crisis conditions in Ukraine is a complex dualistic phenomenon with both positive
and negative consequences for the national economy and the population as a whole.
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The existence of a shadow economy poses risks to national and social security, but
it is important during times of war to prepare the society for changes and the adoption
of new legislative solutions.
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CECHY SZARE] STREFY GOSPODARKI
W WARUNKACH KRYZYSU W UKRAINIE

Streszczenie: Artykut zawiera analizg szarej strefy gospodarki z wykorzystaniem staty-
stycznych, analitycznych i funkcjonalnych metod badan naukowych w okresie stanu epide-
miologicznego oraz petnej inwazji Rosji na Ukraing. Celem badania jest uogoélnienie aspek-
tow teoretyczno-metodologicznych szarej strefy gospodarki, zbadanie wspotczesnego stanu
skalowania szarej strefy w warunkach ograniczen kwarantannowych oraz petnoskalowego
wtargni¢cia Rosji do Ukrainy i systematyzacja mozliwych sposobow legalizacji gospo-
darki. Szara strefa ekonomiczna to zjawisko spoteczno-gospodarcze, ktore przedstawia
sobg szereg przesunig¢é w strukturze budzetu panstwa, szczegdlnie w odniesieniu do wskaz-
nika dochodow podatkowych. W warunkach kryzysowych okres§lone elementy szarej strefy
moga stac si¢ zaréwno sila zrOwnowazenia poziomu szarej gospodarki, jak i zagrozeniem
nie tylko ekonomicznym, ale réwniez spotecznym. Dlatego przeanalizowano dynamike
zmian w szarej strefie gospodarki zar6wno wedhug okreslonych metod oszacowania jej po-
ziomu w stosunku do oficjalnego PKB, jak i w roznych gateziach gospodarki w okresie
ograniczen kwarantannowych, na podstawie danych Ministerstwa Gospodarki Ukrainy.
Opracowano rowniez statystyke czynnikow szarej strefy i zaproponowano mozliwe sku-
teczne zmiany w celu ich przezwycigzenia. Z istoty niniejszego badania wynika, ze Szara
strefa gospodarcza potrzebuje nie tylko doskonatej oceny oraz szczegbétowych danych do
jej analizy, ale takze uporzadkowania systemu zarzadzania jakoscig ustug publicznych i go-
towosci ludzi do wyjscia z ,,cienia”.

Stowa kluczowe: ptace, podatki, praca ,,na czarno”, szara strefa gospodarki
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THE CONCEPT OF A SMART CITY MANAGEMENT
IN THE LIGHT OF THE LITERATURE REVIEW

Martina Jakubéinova®*, Katarina Steféikovaz, Andrej Poruban3

12,3 Alexander Dubcek University of Tren¢in, Faculty of Social and Economic Relations, Slovakia

Abstract: The vision of a Smart City is to connect smart models, smart IT, and smart man-
agement practices that qualitatively help municipalities advance service delivery in the
areas of infrastructure, environment, education, health, and more. Modifying the manage-
ment skills of local government leaders is a natural response to Smart City policy. Methods
used in this paper that helped to achieve the objectives were a review of the current state
of knowledge of the issue, search of relevant literature and case studies, summarisation of
results, induction, deduction, and others. The studies included the following research ques-
tions: 1. What is the general scope of research on Smart City and Eco-Smart City? 2. What
are the key challenges for Smart City managers? 3. What is the current state of Smart City
development? The Web of Science and Scopus databases were chosen to identify relevant
literature. The research focuses on articles published in English (from 2019 to 2023). The
aim of the review is to provide a current picture of research in smart cities and to identify
gaps and areas for future research. The analysis brought two challenges to the research:
research is often fragmented and technology-driven, and many studies are on the perceived
benefits of smart city projects.
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Introduction

In the last years of the 21st century, we can observe a growth of interest in the
topics of self-governance theory that concerns participation, innovation, and envi-
ronmentalism (Frick, 2023; Beveridge & Koch, 2022; Shelley, 2022). Studies, poli-
cies, practices, and theories are leading to the transformation of local governments
into a new form (Teles, 2023; Volk, 2022). The enormous qualitative change in local
government units in terms of development and growth is the result of awareness of
the importance of this element of society. What is remarkable is the fact that local
governments continue to maintain their status as an important part of the existence
of communities, the quality of life development of society, and democracy.

Extreme changes in the external and internal forms of local government are the
natural evolution of the needs and means that inevitably affect it. The exhibition of
these changes has the results in terms of life quality indicators, economic, social, and
business performance, etc. In addition to its representatives and inhabitants, the driv-
ing forces are the policies of global urbanization and the digitalization of society.
It is the latter that currently presents an opportunity resulting in a quantitative-qual-
itative change in the nature of local governments (Tura & Ojanen, 2022; de Gaui-
maraes et al., 2020; Frank & Fernandez-Montesinos, 2020; Singh & Rathi, 2019).

Technological advances in IT, the rate of change and innovation, the new capa-
bilities of local government representatives, citizen participation, the size of re-
sources and means, and the potential of local governments are the driving forces of
the renaissance. The selected elements of the mechanism are only a brief selection
of the options that fundamentally modify the phenomenon of territorial self-govern-
ment into the form of a Smart City. As Vagisha (2020) adds, “Thanks to digital tech-
nology, all operational tasks related to citizens and government, integrated metro-
politan services, database systems, geographic information systems and others are
easily automated. The functioning of smart city infrastructure is seamless and free
from any hindrance”. This places Smart City among the tools for sustainable, smart
and quality development of cities and regions (SBA, 2021; Smart City Summit,
2021; Johnson et al., 2020; Yigitcanlar, 2018).

The intention to proactively implement (cutting-edge) technologies and platforms
enabling maximum use of IT in the local government environment leads to digital
transformation and automation of local governments, which has a major impact on
these units compared to the archaic governance model. Equally important are the
abilities of their representatives to adapt to new environments and circumstances.
Therefore, it is not only the expansion of high-end technology and hard infrastruc-
ture, such as buildings, transport, logistics, and the economy, that must be empha-
sized. Although, as Neirotti et al. (2014) state, “hard infrastructure plays an im-
portant role in addressing Smart City issues”, Ammara et al. (2022) point out in their
work that attention should also be focused on humanistic elements and social capital.

Studies dealing with Smart City issues examine the above-mentioned aspect, thus
sidelining soft infrastructure. However, to comprehensively explore this conceptual
sophistication of municipalities and cities, including processes, models, and prac-
tices, it is necessary to also dismantle the changes related to management, i.e., the
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qualitative development of human resources. Kavanagh (2020) points out that smart
cities have the potential to change not only the hitherto existing nature of the eco-
nomic models of running and managing local government units but also the nature
of social-community models. The liaison officer for the above is the local govern-
ment management. Local government management is facing new unknown chal-
lenges (Qayyum et al., 2021; Zhang et al., 2017). It must be able to reflect and align
the city's strategic development plans with land use planning, citizens' needs, and
opportunities. Only through the professional erudite management approach of the
leadership and management of the planning units can the goals and objectives of the
Smart City concept be achieved. At the same time, this can be considered a natural
consequence of the global digital revolution and automation.

The add-on of the Smart City model is the Eco Smart City, which in terms of
higher intentions again takes the whole issue of sustainability and resilience of the
Smart City forward, thanks to eco-innovations. Here again, the main role is played
by the management, which embraces eco-innovation and the eco-dimension of man-
aging the unit. As Bibri (2021) and Caprotti (2020) mention in their studies, in the
case of Eco-Smart City, in addition to the economic and social qualities of the city,
its environmental qualities must be taken into account. By this, cities declare not
only economic autonomy but also a policy that leads to full carbon neutrality and
renewable energy production, sophisticated urbanization and transport systems, sus-
tainable lifestyles, reduction of material consumption, and awareness raising about
environmental issues, among others. These are five things that cannot be achieved
without erudite managers and approaches. However, there are no strict definitions of
the term “smart manager” or even of the term “eco-city”. Spath (2023) proposes eco-
cities and smart cities as “socio-technical experiments” that are potential drivers of
local, national, and international environmental socioeconomic change and transi-
tion. Many of these projects combine elements of eco-city planning (focusing on
visible ‘hardware’ of environmental sustainability: planning, architecture, renewable
energy, smart grid technologies, etc.), with ‘Smart City’ planning (focusing on ‘soft-
ware’: information systems, social capital, knowledge transfer, etc.). We will analyse
“‘Smart Eco City’ initiatives that experiment with environmental and economic reforms
in both areas that are spatially close (e.qg. city regions) and in an international context
(through networks of knowledge, technology, and policy transfer and learning).

Literature review

Analysis of the available literature shows that several researchers work on Smart
City issues, each of them having a specific approach to the topic based on their pro-
fessional focus (Table 1). The Smart City issue is understood as a concept, method,
product, philosophy, IT platform, etc. Therefore, a unified framework and a correct
definition are still not clear. In addition, researchers and authors of publications focus
their research more on hard infrastructure (Rani & Sharma, 2023; Jonek-Kowalska,
2022; Elghaish et al., 2022; Alnahari & Ariaratham, 2022; Benedict, 2022). The most
frequent topics include infrastructure, energy, urban mobility, and waste manage-
ment. Less intensively, the authors analyse the relationship between the application
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of the Smart City concept and the quality of management. However, the authors
stress the importance and role of unit managers in the application of the Smart City
concept. Thus, our analysis concludes the need to link the qualitative nature of IT
and the qualitative development and open approach of local government representa-
tives. Furthermore, as the authors emphasize in their studies, the environmental in-
fluence and dimension of Smart City intentions become inevitable. The latter can be
described as a new opportunity for communities, which puts Smart City intentions
in a diametrically different dimension. The eco-innovative dimension, called Eco
Smart City, is currently being addressed by an increasing number of authors. The
authors agree that a Smart City without the added eco-characteristic loses its mean-
ing. Working from the very first stages with the environmental and eco-innovative
character of the modification of schemes leads to more sustainable development in
regional and global schemes.

Table 1. Meaning of a Smart City

Year Source Meaning
Filiou. Kesidou an ex_a.mple of a cqmbination of Al and 10T applications to
2023 7Wu ' specific geographical contexts and are used here as a way
to capture the implementation of digital policies
Ammara, Rasheed, | the ability of urban inhabitants — whether they are leaders
Mansoor, or members of urban communities — to use ingenious
Al-Fugara, Qadir solutions to solve lingering problems
2022 — -
a place where traditional networks and services are made
European Union more efficient with the use of digital solutions for the
benefit of its inhabitants and business
DeGuimaraes, a viable solution to aggregate public resources, human
2020 Severo, Junior, capital, social capital, and information and communication
Da Costa, Salmoria technologies to promote sustainable development
. hubs that route loT-produced data through public-private
2019 Zitzman partnerships to solve real problems
a multi-dimensional mix of human (e.qg., skilled labor),
infrastructural (e.g., high-tech [...] facilities), social (e.g.,
[...] open network linkages), and entrepreneurial capital
(e.g., creative [...] business activities) merged,
2018 Ruhlandt coordinated and integrated into the fabrics of the city
using new technologies to address social, economic and
environmental problems, involving multi-actor,
multi-sector, and multi-level perspectives
places where information technology is deliberately used
o to improve city operations and management, enable
2013 Kitchin innovation in public services and governance and
increasingly improve long-range planning
Giffinger, Fertner, a city well performing [...], built on the ‘smart’
Kramar, Kalasek, combination and activities of self-decisive, independent,
2007 Pichler-Milanovi¢, and aware citizens
Meijers
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Year Source Meaning

[...] Information and Communication Technology (ICT)
in promoting prosperity and influence of the city
designed, constructed, and maintained making city use of
advanced, integrated materials, sensors, electronics, and
networks which are interfaced with computerized systems
comprised of databases, tracking, and decision-making

2003 Odendaal

Hall, Bowerman,
Braverman, Taylor,
Todosow, Von
Wimmersperg,

2000

algorithms
1999 ICT Strategy of [...] where residents and local governments created
Dubai communities using ICT and sensors to share information

Source: Own processing according

Research methodology

To understand the issues and the role of local government management within the
Smart City concept, it is essential to draw on real studies and knowledge, which will
be analysed in the form of studies and scientific output. To achieve this, a bibliometric
analysis will be carried out based on 46 publications, largely indexed in Web of Sci-
ence and Scopus. The search strategy consisted of searching for articles based on se-
lected keywords, availability of abstracts, and open access to the works (Figure 1).

Search WoS and
Scopus

Related to
research
questions

challenges @
]
Quality of
life

{

registered
articles

general scope
Governance

open
access

Figure 1. Literature Review Search Process

Source: Own processing
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On average, more than 10,000 articles are identified per year (Table 2). Some of
the publications are indexed in both databases, which means that the total number
of publications is lower. The authors cannot quantify this fact exactly.

Table 2. Articles in Web of Science and Scopus databases by filter

Keywords
« . “Smart « .
Year | Database | Status of Smart City” | .. | “Smart City”
articles and . Y . and
“Governance” Ql::lflel,t,y 0 “Management”
registered
gt 1074 2741 3061
Scopus articles
o open access 190 450 498
o -
Y registered
WoS articles 425 361 418
open access 172 119 152
registered 1360 3527 3890
Scopus articles
S open access 285 659 749
o -
~ registered
WoS articles 366 330 410
open access 198 163 208
registered
Scopus articles 1762 4507 4992
by open access 513 1121 1277
o -
~ registered
WoS articles 429 316 415
open access 233 161 222
registered 1866 4987 5352
Scopus articles
N open access 718 1535 1737
o -
~ registered
WoS articles 423 319 380
open access 261 185 198
registered
913 1234 3197 3399
Scopus articles
?(G open access 468 1044 1154
Q registered
N
WoS articles 131 108 115
open access 83 68 67

Source: Own processing according to results in the Web of Science and Scopus databases
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The research aims to answer the following questions: 1. What is the general scope
of research on Smart City and Eco-Smart City? 2. What are the key challenges for
Smart City managers? 3. What is the current state of Smart City development?

In answering the last question, we will rely on the global Smart City evaluation
indexes. In addition to the secondary literature analysis, the method of summarisa-
tion, comparison, deduction, induction, and creativity was used to draw our own
general conclusion. Therefore, this article aims to contribute to the understanding of
the relationship between innovation and Smart Cities and management, contribute to
the Smart City literature, and also formulate questions that will support the potential
for further research.

Results

As the present paper intends to answer the key questions of nature, outcomes and
efforts, as well as skills required, we will use secondary study results and findings to
approach the specific answers.

1. What is the general scope of research on Smart City and Eco Smart City?

Smart City is not only a discussion topic among experts, but also a matter of
running and managing units. Research shows that many cities address Smart City
issues not only in terms of new technology trends, such as Internet of Things, Internet
of Drones, Internet of Vehicles (Preeti, Sharma, 2023; Akram et al., 2023; Heidari
et al., 2022; Quin-Shan et al., 2022) but also in terms of social and environmental
impact (DeMarco & Mangano, 2021; Nitoslawski et al., 2019). In their publications,
researchers mainly deal with hard infrastructure and management elements of the
classic Smart City concept (87% of publications). By the term Smart City, we mean
the involvement of IT elements without reflection on environmental burdens, i.e.,
the possibilities of IT application in the municipal environment, the interconnection
of networks, and the technological perspective. The strengthening of the qualitative
nature of services and improving regional competitiveness are the main drivers for
cities to implement the Smart City strategy. Implementing innovative solutions and
targeting key problem-solving is the essence of the representative model ideas. Dig-
ital policies embedded in Smart Cities can facilitate long-term sustainable develop-
ment, as the combination of artificial intelligence and the Internet of Things can pro-
vide the starting point for further innovations in the form of process, product, or
supply chain eco-innovations, e.g. smart manufacturing (Filiou et al., 2023).

The conventional Smart City model is based on the development and elements of
the proportional components integrated on the basis of naturalness. Building this
model is based on coherence, reliability, accessibility, and completeness. This
is based on a dimensional structure consisting of six domains (Figure 2), which is
advocated by Giffinger & Haindl (2009) and Attaran et al. (2022).

Another finding is that the dimension of local government units, management and
their transition to new skills and competencies is often absent in the output. While
this issue is covered in the themes that have seen a noticeable increase in popularity
in the area of life quality assessment, as well as the environmental dimension, it is
not solved directly. According to a study by the McKinsey Global Institute (2018),
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the application of Smart City elements has an impact on quality of life, which can
improve by 10-30%, reduce the number of deaths by 8-10%, speed up the response
time of emergency services by 20-35%, reduce the greenhouse effect by 10-15%,
and much more.

Eco SMART CITY
SMART CITY

Smart Smart Smart Smart Smart
Government Economic People Infrastructure Mobility

Figure 2. The General Six-Dimensional Model of Smart City and Eco Smart City

Source: Own study

The aforementioned dimension of environment, eco-innovators and eco-vision-
aries, a group that includes cities, regions, and states that have set as a goal the green
development of Smart City or Eco Smart City, is also progressing. This issue is one
of the global visions of today, given the unwanted fact that they are emitters of 80%
of gas emissions (Mott et al., 2021). Green schemes (Wang, 2023; Bonab et al., 2023;
Albalawi et al., 2023) address the value and impact of green technologies on the
economy and environment.

2. What are the key challenges of Smart City management?

As cities are among the driving engines of socioeconomic development, the mod-
ernisation pathway is a natural response and key to achieving this goal (Camboim
et al., 2019), as well as the fact that Smart Cities have a higher potential to achieve
a healthy and quality life (Demarco & Mangano, 2021; De Guimaraes et al., 2020) by
applying holistic eco-green frameworks. It is fundamental to understand the role of
policy in supporting eco-innovation, particularly in cities in developing and emerging
economies as “growing first and cleaning up later” can increase environmental impact
and risk locking in their development trajectory (Pegels & Altenburg, 2020).

For applying and achieving the intentions of Smart City policies, the selection of
areas and intentions, planning and choosing the implementation mode, professional
management, pro-client mode of goods provision, sustainability, and eco-potential
become key challenges. However, of fundamental importance in this area is the value
and quality of human resources, which represent the key actors on both the creator
and users' side (Gerli et al., 2022; Guenduez & Mergel, 2022). Helfat & Raubitschek
(2018) emphasise that decision-makers, as key thinkers, should think primarily in
terms of ecosystems, strategic partnerships, and coordination of activities and tech-
nology both within and outside the organisation. The issue of openness and access
of management to clients, as well as the reciprocity of relationships, is a major ad-
vancement, especially for the post-communist EU states. Management learns and
builds on examples of good practice. Globalisation, computerisation, digitalisation

72



Index

Index

DOI: 10.17512/znpcz.2023.3.05

and open access, as well as state and EU support mechanisms, are all means of fa-
cilitating the transition to a new style of management. Of course, language skills, the
ability to think critically and futuristically, to see contexts and to look for deeper
socioeconomic connections, to have the prerequisites for dealing with the legislative
and legal framework, as well as the ability to be oriented towards the protection and
support of the vulnerable are also important.

3. What is the current state of Smart City development?

Under the theme of Eco Smart City, we observe reflections on the current age.
Strong economically developed cities and countries respond to the need for a change
in mindset. However, the positive trend in the application of Smart City elements is
not only noticeable in developed countries in the world or the EU.

The leaders in Smart City, according to the report by the results of the World Com-
petitiveness Center (2023), are the countries outside the EU, that is, Switzerland,
Norway, or Australia, but even EU countries are not far from reaching the top and
approaching the elite (Figure 3). We attribute this to EU initiatives in addition to do-
mestic initiatives. This is because the EU (European Commision, 2022) promotes
a paradigm of innovation and urban modernisation through its policies. It sees this
phenomenon as the integration of physical, digital, and human systems into traditional
networks and services to make better and more efficient use of resources. Within the
EU, Amsterdam and Hamburg lead the deployment of Smart City solutions.

2019 2020
250 . 0 2% . [
. ¢ . 5 * ¢ . 5
200 10 200

150

100

50

ly ————
i —e—
Lithuania SE———————

Luxembou

e
a
]
a

o 3 8 &
Austrin e———
Belgium  ee——
Bulgarin e——
Croatin S ——
EStonin ee——
Finland  ee———
France ee————
Garmany e————
Greece ————
Hungary se——
Ireland
al
Latv
Poland
Portugal SE———
Romania Se——
Slovakia E———
Slovenia EEE———
Spain E———
Sweden T ——
EHERBERB L
‘World ran
Index
o
Auslria E—
Belgium S ————
Bulgaria e —
Croatia EE————
Cyprus T ——
France EE—
Germany S————————
Greece ——
HuNgary seege——
reland e———
Poland ——
Portugal ee—
Slovakin ee————
Slovenin e ——
SPAIN  E—
Sweden S————
W oW R e e
GE L e
World rank

Mall

Mall

Denmark S ————
Czech Rep. e —————

Denmark S ———
ROMANIa ee——

Luxembou

2021 2023

g
o
g
[ ]
L]
[ ]
.
L]
2 @

———————
|aly e—————————
Latvia e—————
Lithuania ee———

Luxembourg

-----

Hungary ee————
Ireland ee——————
Poland e ——

Portugal e ——————

Romania e —
Slovakia e ——

Slovenia e —

Malta

Netherlands

SPAIN e————
Sweden S —
BEEUBERERE
World ran
Index
- - ~
o 8 8 & 8
Austria e ——
Belgium e—
Bulgaria ee——
Croatia e ———
CYprus e—
Czech Rep, = ———
Denmark e —
Estonia e———
Finland er—
France e ——
Germany S————
Greece e——
Hungary ee———
Ireland e————
Italy ———————
Latvia ee——
Lithuania e—————
Malta se——
Netherlands ee——————
Poland ee—————
Portugal —————
ROMania ee———
Slovakia e—————
Slovenia e —— O
Spain e—
Sweden e ———
P T T S
s 8 & &8 & B
‘World rank

L

mindex ®World rank
Figure 3. Smart City Index — Member states of the European Union

Source: Own processing according to the results of IMD World Competitiveness center (2019-2023)
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Equally pleasing are the results of the newcomers in the application of Smart City
strategies, which are also the less developed EU countries. Therefore, it can be said
that all countries consider the Smart City issue as an opportunity for development
and growth (Malta being an exception). These countries show the most signs of dy-
namism and appetite for improving the quality of life, through innovation in public
services. Thus, the Smart City Index itself is the first global index that covers the
assessment of the level of achievement of Smart City intentions (Figure 4). It as-
sesses the approaches of the main cities, based on the perception of services, the pro-
client approach, and innovations directed towards the citizens.
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Source: Own processing according to Numbeo results (2019-2023)

We note that cities are interested in innovation and a qualitative shift based on the
dynamics of things, but given circumstances such as the COVID-19 pandemic or
the economic and energy crisis, there is still plenty of room to fully achieve their plans.

Discussion

Based on the goal setting, purpose, and constraints we have worked with in the
development of the output, we take the opportunity to discuss the changes and
opportunities related to the Smart City issue.
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Smart City issues have been topical and addressed by many practitioners since
the 1990s, as evidenced by the quantum of practical and theoretical outputs. How-
ever, there has not been a clear and unambiguous definition of the concept (Filiou
et al., 2023; European Commision, 2022; Zitzman, 2019). Smart City is perceived
as a process, a means, a goal, an intention, but also a challenge. The first-generation
definition of Smart Cities appeals to the use and application of IT technologies (ICT
Strategy of Dubai, 1999). The topics of population needs and cyber security are com-
pletely absent. Minimum to no attention has been paid to concerns about data misuse
or meeting the needs of residents (Odendaal, 2003; Hall et al., 2000). Equally mini-
mal has been the participation of municipalities and citizens in building the Smart
City. The effects are felt by the municipality, not by its population. The transition
from a traditional form of governance to a digital form of supporting the governance
of the municipal environment was the sole intention and goal.

Changes in the external and internal forms of local government have led to inno-
vations in the Smart City idea. In addition to cybersecurity and population needs, the
needs of the environment are also reflected (Ammara et al., 2022). Residents are
becoming a natural and desired part of Smart City-related processes, not only as us-
ers but also as co-creators. This position is significant, especially given the absence
of the issue of systematic training and development of management skills of local
government representatives. However, we believe that it is important to pay attention
to the quality of local government management and to achieve growth and develop-
ment of its qualitative aspect.

A critical look at the disadvantages of the Smart City concept constitutes a threat
and an opportunity at the same time. There is little economic impact and few effects
to evaluate. No comprehensive consideration of the needs of society is given. Most
studies focus on and present the positive functions that Smart Cities can bring to
cities and citizens.

Very few studies describe the disadvantages of smart city projects. We consider
this shortcoming as an important element for future possible research. Likewise, the
misconduct that has occurred in Smart City advocacy is not addressed or discussed.
Good practice only points to outcomes with positive impact. Negative impacts are
hidden or not given attention, which we consider a threat. We assume that in certain
cases there may be not only economic but also social and societal decline. Revealing
the error of understanding citizens' dissatisfaction with the Smart City may lead to
the elimination of others. The automatically taken assumption that Smart Cities are
awin-win is wrong. We see shortcomings, especially in the case of small and lagging
units or underdeveloped units. In addition, specific and unique units may lose their
identifying uniqueness. This raises the question of what Smart is and what it is not.
Is Smart City about hard infrastructure or soft infrastructure? What is the ratio, the
relationship, and the linkage?

If we look at the results, the hard infrastructure is clearly dominant. Here, we can
state that it is the soft that lies behind the hard, without which it would be impossible
to apply sophisticated technologies and provide sophisticated services. However, lit-
tle attention is paid to the development and training of qualitative skills for local
government representatives. It would be useful to pay attention to this initiative, both
theoretically and practically. The ability to think critically and futuristically, to see the
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context, and to look for deeper socioeconomic and other contexts should be continu-
ously enhanced. Only in this way can progress be made towards an efficient and intel-
ligent city, which should not only serve but also create space for a full and safe life.

Conclusions

The article is based on the findings of a review of results published in the field of
Smart City. The main limitations include the choice of keywords, registers, and
methods used in this article. Based on the results, we can conclude that the European
Union promotes the paradigm of ecological modernization and the effectiveness of
eco-innovation, both in the private and public sectors and thus also within local gov-
ernments. Studies also show tangible progress in the Smart City area within the eco
dimension and in the search for solutions related to the protection of the whole com-
munity. The hard infrastructure is of greater interest than its soft counterpart. The
theory of development of classic management skills is taken as an automatic part of
running and managing. Attention regarding the application of new trends and smart
policy is felt by both states of typical leadership format and their followers. The point
of the Smart City and Eco Smart City concepts is the synergistic effect of inputs and
outputs, while in green form reflecting the higher goals that cover all circumstances
and areas of governance, production, and life in the area of sustainability. Sharing,
sustainability-oriented innovations, and promotion of environmentalism are the
trends that shape the Smart City. However, as it turned out, without a responsible
approach, quality of representatives, vision of units, and a change of mindset, it is
a very difficult path. For future studies, it is necessary to dedicate the Smart City
area to the management process of Smart City, to conduct surveys and studies deal-
ing with the impact of smart management and smart progress, as well as to make all
the healthy impulses available to be adopted by their new subjects.
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ZARZADZANIE INTELIGENTNYM MIASTEM

Streszczenie: Smart City to filozofia bezpiecznego, wydajnego i otwartego miasta, ktore
wykorzystuje technologi¢ i wiedzg, aby reprezentowa¢ nowy model dla miast przysztosci.
Wizjg Smart City jest polaczenie inteligentnych modeli, inteligentnych IT i inteligentnych
praktyk zarzadzania, ktére jakoSciowo pomagaja jednostkom samorzadu terytorialnego przy-
spieszy¢ $wiadczenie ustug w obszarach infrastruktury, srodowiska, edukacji, zdrowia, inte-
gracji spolecznej i1 innych. Jednym z kluczowych filaréw Smart City jest zarzadzanie samo-
rzadem lokalnym. Modyfikacja umiejetnosci menedzerskich lideréw samorzadowych jest
naturalng reakcja na polityke Smart City. Poprzez potaczenie najlepszych praktyk, systemow
i polityk mozna osiagna¢ wyzsze cele Smart City, co stanowi istot¢ i intencj¢ tej filozofii.
Gléwnym impulsem do napisania tego artykutu byta ambicja zidentyfikowania aktualnych
trendow w zarzadzaniu inteligentnym miastem. Cele szczegotowe dotycza odpowiedzi na py-
tania zwigzane z rozwojem zagadnien Smart City, identyfikacja umiej¢tnosci Smart menedze-
réw samorzadowych, wdrazaniem praktyk Smart oraz mapowaniem wyzwan Smart City.
Metodami stosowanymi w niniejszym opracowaniu sa: przeglad aktualnego stanu wiedzy,
poszukiwanie odpowiedniej literatury i studiow przypadku, podsumowanie wynikow, induk-
cja, dedukcja i inne, ktére pomogly osiagnac zatozone cele.

Stowa kluczowe: innowacje, zarzadzanie, inteligentne miasto
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Abstract: The Visegrad Group countries are often cited as an example of a successful tran-
sition from a centrally planned economy to a market-based one. Education is crucial in
enhancing the quality of human capital, which directly impacts a country's economy. The
paper addresses the impact of educational attainment on the gross domestic product in the
Visegrad Group countries. To assess the educational attainment of economically active per-
sons, the Educational Attainment Index was calculated. The period analysed is the time
from 2005 to 2020. Changes in the share of economically active persons with tertiary edu-
cation were examined, with the best values achieved in Poland compared to other countries.
Poland outperformed the remaining Visegrad Group countries in terms of the Educational
Attainment Index, but Slovakia and the Czech Republic also managed to perform above the
EU average. In terms of gross domestic product per capita, the Visegrad Group countries
showed values below the EU average throughout the studied period. The analysis found
that Poland had the highest Pearson correlation coefficient between the education index and
gross domestic product per capita among the four countries and the EU average.
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Introduction

The Visegrad Group (Visegrad Four — V4) is comprised of Poland, Hungary, the
Czech Republic and Slovakia, established via a declaration signed at a meeting by
the top representatives of these countries on 15 February 1991. The Visegrad Group
is an informal grouping of four Central European countries that share similar values,
history, culture, and geography. According to Bieszk-Stolorz and Dmytrow (2020),
the aim of the meeting was to establish cooperation for the purpose of joint integra-
tion with the European Union and the Atlantic zone. It was agreed that joint actions
would be consulted and coordinated and mutually supported in the international
arena. These countries had convergent foreign policy objectives and similar possi-
bilities to achieve them. The Visegrad countries are now regarded as an example of
a successful transition from a centrally planned to a market economy. Institutional
reforms and technological changes were implemented in the quality of human capital
and fiscal stabilization policy. These changes supported modernization and increased
competitiveness in the globalized economy. Sufficiently qualified human resources
are prerequisites for the long-term sustainable economic growth of states and their
competitiveness on an international scale. Human resources and their educational
structure are considered important indicators of the overall maturity and develop-
ment of a country. Several scientific studies have confirmed that the educational
level of human resources affects the economic results of states and regions, which is
reflected in their economic performance. In the paper, the impact of the educational
attainment of economically active persons on the economic performance of the Vis-
egrad Group countries in the period 2005-2020 is examined.

Literature overview

Human resources play a vital role in the labour market, contributing significantly
to the development and economic growth of a country. Macro-terms (Ningsih et al.,
2022), development input factors, such as natural, material, and financial resources
will not provide optimal benefits for the improvement of people's welfare if not sup-
ported by an adequate availability of human resources factors, both in quality and
quantity. According to Batarliené et al. (2017), the term human resources is used
both in the business environment and in reference to people working in organisa-
tions. Human resources (employees) are the most important assets and valuable re-
sources in the company’s performance. Employees are important since their
knowledge, experience and skills increase the value of an organization in the market.
The ability of human resources to provide skilled labour to various extents ensures
the successful implementation of a country's economic policy.

The accession of the Visegrad Group to the EU had a positive impact on their
labour markets, as confirmed by research by Bieszk-Stolorz and Dmytrow (2020).
Changes in the labour market resulted in the creation of a knowledge-based econ-
omy. Having informed human capital is crucial for better economic growth in today's
era of globalization as claimed by Islam et al. (2016). Several external and internal
factors can influence the formation and quality of human capital. According to
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Tchanturia et al. (2015), the conditions and quality of life of the population are
among the external factors which depend on the average level of income and sub-
sistence, access to health care, education, dynamics of labour migration, the exist-
ence of job opportunities, the necessary qualifications, and the state's policy on social
security and support for the cultural development of the population. That is why the
educational attainment of a country's population has been viewed as a significant
measure of the overall maturity and development of a country. Rakytova (2019) and
Karsay (2019) maintain that the quality of education affects the skills level of the
adult population, the composition of the workforce, and the quality of the business
environment.

Bobakova (2018) suggests that education is crucial for both individual growth
and societal progress. It shapes a person's potential and career opportunities, but also
contributes to economic development. Education is more important than ever, as it
is essential in the new economy, which is characterised by the widespread use of
innovative technologies. The education of the next generation is dependent on the
quality of education and spending on education. The result should be emotionally
mature, independent, critically thinking individuals with valuable skills applicable
in new economy. Just as educational attainment affects economic growth, economic
growth affects both the retention of existing jobs and the creation of new jobs. There-
fore, research and development comprise some of the main sources of new
knowledge creation through human capital (Lelek, 2014). It can be regarded as one
of the most important sources of competitiveness. Bilan et al. (2020) argue that the
main factor shaping intellectual potential is the higher education system and re-
search, with government funding playing a significant role at both the higher and
lower education levels. The impact of such investments should be positive in the
context of the economic results achieved and their impact on future developments.

Widarni and Bawono (2021) believe that innovative human capital is an im-
portant factor for the rapid development of the knowledge economy and technology.
Employees are no longer seen as mere resources, but as an important asset for the
continuity and development of the company. This is the era of turning human re-
sources into human assets known as human capital. The importance of education and
tracking its development has necessitated the emergence of a new sub-discipline of
educational demography, which focuses on the analysis of the relationship between
education and demographic phenomena and processes (Barakat & Blossfeld, 2010).
This discipline analyses human resources in the context of education (Moretti, 2002),
especially in relation to forecasting the future demographic potential of states or their
regions.

The development of human resources and their quality undoubtedly affect the
economic performance of countries and regions, which is reflected in their economic
performance. The gross domestic product (GDP) remains a key indicator of eco-
nomic growth and development, despite alternative measures. The connection be-
tween GDP and the labour market is mutually dependent since the goods and services
that constitute the essence of production are the result of the transformation process
organized by the labour force (Huzevka, 2023).
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Education is a collective good and is essential for the overall development of any
society and has a significant impact on its economic, cultural, and social aspects.
Therefore, it requires more attention (Hronec & Vicianova Hroncova, 2014) Countries
that prioritized education and promoted science and research in the past tend to achieve
high innovation performance and have low unemployment rates. Public spending on
education and science is crucial. In their paper, Strangfeldova and Malisova (2021)
attempted to identify whether there are disparities in the highly qualified workforce in
terms of funding and numbers between the countries of the European Union. The as-
sessment of public spending on tertiary education revealed disparities among EU coun-
tries when economically strong European countries diverge. Numerous studies have
addressed the impact of public spending on education on GDP. The study by Torruam,
Chaiwa and Abur (2014) investigated the relationship between the public spending on
tertiary education and economic growth in a country. The study found that the educa-
tional attainment of human capital has a significant impact on a country's economic
growth. Zou (2016) analysed the correlation between GDP growth and education
spending in China and determined that in the short term, GDP growth contributed sig-
nificantly to the increase in public education spending. The impact of non-economic
factors such as science and higher education and the innovation index on GDP per
capita in European countries, Turkey and Israel was investigated by Pani¢ et al. (2022).
Their results suggest that elements of science and the quality of higher education
greatly affect the size of GDP per capita in the studied countries. Similar research was
carried out in South-Eastern Europe by Popovi¢ et al. (2020). The authors focused on
assessing the impact of the education system, educational, scientific, and other institu-
tions on economic growth in nine countries of South-Eastern Europe (SEE) and con-
cluded that indicators of the state of educational and other institutions are positively
correlated with GDP per capita growth.

Aim and methodology

The paper aims to assess the educational attainment of economically active indi-
viduals in the Visegrad Group nations compared to the EU27 average, as well as to
examine the impact of educational attainment on the economic performance of these
nations from 2005 to 2020.

In the literature, various methods are used to assess educational attainment. In the
paper, the share of employed persons with tertiary education and the Educational At-
tainment Index are used to assess educational attainment. In the case of the Educational
Attainment Index (coefficient), several methods of its calculation are presented in the
literature (Kulcar, 2010). In the paper, the following method will be employed:

1XEDUg—2+2XEDU3_4+3XEDUg_
EAI = 0-2 '3 4 '5 8 (1)
employed (working) population

Where:

EAI — Education Attainment Index of employed (working) population

EDUo.. — Employed population with less than primary, primary and lower
secondary education (levels 0-2)
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EDUs.4 — Employed population with upper secondary and post-secondary
non-tertiary education (levels 3 and 4)
EDUs.s — Employed population with tertiary education (levels 5-8)

The index values range from 1 to 3. The value of 1 would indicate that the whole
employed population has less than primary, primary and lower secondary education.
Conversely, the value of 3 would indicate that the whole employed population has
a tertiary education.

The impact of educational attainment on the economic performance of the Vise-
grad Group countries was measured using the Pearson correlation coefficient. This
coefficient is commonly used to assess the strength of correlation between two quan-
titative variables and is one of the most common measures of linear dependence
(Hebak, 2013).

Let us assume there is a linear dependence between the X and Y quantities. Let
(x4, y1),....(xn, ¥ ) are the measured values of an independent random sample of
the n range system of two X, Y random variables of the bivariate normal distribution
and let X and y be their sampling averages. The following relationship holds for
Pearson's sample correlation coefficient (PCC):

PCC,, = —=3%F (2)

where

__1 2 __1 2 __1
x? —;Z?ﬂxi’ y? =5 =1 Vi X-y—;Z?ﬂxi-)’i: (3)

Pearson's sample correlation coefficient r,,,, measures the tightness of the linear
relationship between the X and Y variables on both sides, i.e. 1, =13, , = 7.

Pearson's sample correlation coefficient takes values from the (—1;1) interval
and expresses the degree of linear correlation between the X and Y variables. The
closer PCCy,, isto 1, the stronger the linear dependence is and the closer PCCy,, is
to 0, the weaker the linear dependence is (Ostertagova, 2013).

Following PCC, the coefficient of determination (CD) was calculated. The coef-
ficient of determination represents the proportion of common variance, i.e. what per-
centage change in one variable affects the other. It provides information about the
strength of the relationship between the variables. The following formula was used
to calculate the coefficient of determination:

CD,, = PCC? (4)

To conduct the research, several methods including descriptive statistics, time
period analysis, comparison and synthesis were used. The data from the Eurostat
database were utilized for the time period analysis.
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Results

This section explores the educational attainment and economic performance of
the Visegrad Group countries. The educational attainment of the economically active
population was analysed, followed by the gross domestic product per capita indicator
as a measure of economic performance. Moreover, the dependence of educational
attainment and economic performance of the Visegrad Group countries and EU27
was investigated.

Educational level of the working population
in the Visegrad Group countries

Tertiary education (TE) access expansion is a prevalent trend in developed coun-
tries. It is endorsed and supported by national governments. In the European Union,
this policy was also promoted at a supranational level, with a clearly articulated tar-
get of having at least 40% of people aged 30 to 34 in TE by 2020. This was also one
of the main objectives of Europe in the 2020 Strategy (Stefanik & Horvat, 2015).
In this context, we conducted an analysis of the share of employed persons with
tertiary education in the total number of employed persons. Changes in this indicator
from 2007 to 2020 in all the Visegrad Group countries and the EU27 are shown in
Figure 1.

40

35

2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020

e f|) 27 ——Czechia === Hungary == == Poland Slovakia

Figure 1. Share of employed persons with tertiary education in Visegrad Group
countries

Source: Eurostat (2023), authors' own graph

Until 2012, not a single V4 country reached the level of the EU27 average in the
share of tertiary-educated employed persons. Over the period under analysis, only
Poland managed to reach a level slightly above the EU27 average since 2013. The
Czech Republic showed the lowest values especially since 2018. In 2018 it shows
a value of 25.9% and in 2019 even a decrease to 24.4%.
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Over the period under analysis, the share of tertiary-educated economically active
persons increased most significantly in Poland, by 15.70 p.p., while in the EU27 it
was 11.5 p.p. Slovakia achieved an increase of 12 p.p., but Hungary only by 7.7 p.p.

Educational attainment is one of the basic characteristics used to assess the
cultural level and quality of human capital among different population groups.
To assess the educational attainment of the employed (working) population in the
V4 countries, we calculated the Educational Attainment Index. The results are shown
in Figure 2.

2,4
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2,2

2,1

2,0

1,9
2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020

Slovakia

EU27 <——Czechia e ee Hungary == == Poland

Figure 2. Educational attainment index of employed persons in Visegrad Group
countries

Source: Eurostat (2023), authors' own calculations

The graph shows a positive trend in the Education Index, mainly in Poland and
Slovakia. Until 2016, the Visegrad Group demonstrated better values than the EU27.
The research indicates that Poland consistently displayed the best values in the time
period, surpassing the other V4 countries and the EU27 average since 2014. In 2016,
the EU27 reached a value of 2.15 and Hungary only 2.14, which puts it below the
EU27 level until 2020. Despite a slight growth experienced by Poland, Slovakia,
Hungary and the EU27, the Czech Republic stagnated and even declined in the edu-
cational attainment index in 2019. Between 2005 and 2020, the education index in
the EU27 and Poland increased by 0.21, on the other hand, Hungary recorded the
lowest increase in the index, by 0.11.

Economic performance of Visegrad Group countries

Macroeconomic theory claims that the gross domestic product is one of the most
important indicators that shows and evaluates the economic development in a coun-
try (Kovarnik & Hamplova, 2016). GDP per capita is often used as an indicator to
express the average real income per person in a country. The evolution of GDP per
capita in the Visegrad countries is illustrated in Figure 3.
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Figure 3. GDP per capita in Visegrad Group countries

Source: Eurostat (2023), authors' own graph

From 2005 to 2020, no Visegrad Group country reached the level of the EU27
average in terms of GDP per capita. Figure 3 shows the fluctuations in GDP per
capita in both the 2009 financial crisis and the COVID-19 pandemic in 2019. The
former crisis was caused by the financial industry's meltdown, while the latter was
due to a non-economic trigger. The Czech Republic had the best values over the
whole period, followed by the Slovak Republic. Hungary and Poland had roughly
the same values between 2012 and 2015, and the situation in 2016 was slightly in
Hungary's favour, and in 2020 GDP per capita was about EUR 420 in Hungary's
favour.

Assessment of the impact of educational level on the performance
of the Visegrad Group countries

The Pearson correlation coefficient was used to assess the impact of the educa-
tional attainment of the V4 countries on their performance. The results are shown in
Table 1.

Table 1. Dependence of educational attainment and economic performance

EU 27 Czechia Hungary Poland Slovakia
PCC 0.9360 0.8113 0.6579 0.9438 0.9293
CD 0.8761 0.6583 0.4329 0.8907 0.8636

Source: Authors' own calculations
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Based on the results of the Pearson correlation coefficient, a direct correlation
between educational attainment and economic performance can be concluded.
The highest values of the coefficient were in Poland, Slovakia, and the EU27. A high
positive dependence was also found in the Czech Republic. In the case of Hungary,
the Pearson correlation coefficient reached the value of 0.6579 over the specified
time frame. The result indicates a moderate level of dependence between the
variables.

The coefficient of determination results shows that in the case of Poland, 89% of
the variability was explained by the given linear model, while in the case of Hungary,
only 43% of the variability was explained by the given linear model.

Conclusions

Economic growth is affected by a variety of factors explored by many researchers
and authors and our aim was to add to their work. Numerous studies have investi-
gated the relationship between public expenditure on education and science funding
or the impact of educational attainment on job creation. Previous research has shown
that a factor influencing the formation of intellectual potential is the higher education
system and research, which is influenced by government spending at all levels of
education. In the same way, we consider the educational structure of the population
an important measure of a country's development and maturity. It prompted us to
contribute to the ongoing scientific discourse with our research results on this subject
matter. The study evaluates the educational attainment of the economically active
population in the V4 nations in contrast to the EU27 average during 2005 and 2020.
It also investigates the impact of educational attainment on their economic perfor-
mance. To achieve our goal, we monitored several variables, including the educa-
tional attainment index. While the index does not reflect the quality or efficiency of
educational institutions in a particular place, it is closely linked to economic or social
topics related to education and the labour market. The following conclusions
emerged from our research:

— Inthe share of economically active persons with a tertiary education indicator in
the V4 countries until 2012, no V4 nation reached the level of the EU27 average.
During the time period analysed, only Poland managed to do so. Poland has been
slightly above the EU27 average since 2013. Poland experienced the largest in-
crease in tertiary-educated economically active population (by 15.70 p.p.) com-
pared to the EU27 average of 11.5 p.p. Slovakia saw a 12.0 p.p. increase, while
Hungary experienced a rise of only 7.7 p.p.

— In the Education Index, which is used to assess the educational attainment of
economically active persons, a positive trend, especially in Poland and Slovakia,
was observed. Between 2005 and 2020, the educational attainment index in the
EU27 and Poland increased by 0.21, whereas Hungary recorded the lowest
increase (by 0.11).

— GDP per capita: in the period from 2005 to 2020, the V4 nations failed to reach
the EU27 average. Among the four nations, the Czech Republic performed the
best throughout the period, followed by the Slovak Republic. The correlation

88



DOI: 10.17512/znpcz.2023.3.06

coefficient analysis highlights Poland, Slovakia and the EU27 as having the
highest correlation between educational attainment and economic performance,
which is seen as a positive piece of information. A high positive dependence was
also found in the Czech Republic. The situation was different in the case of Hun-
gary with the Pearson correlation coefficient of 0.6579, i.e. a moderate depend-
ence.

We are aware that the evaluation of human resources based only on the level of
education is narrow, and that the level of human resources is influenced by many
other factors and specificities of the given state in addition to the educational level.
There is a need for more research into education and educational attainment on eco-
nomic growth and performance, both at the macro and enterprise levels, including
human resource management and enterprise performance. In further research, we
would like to focus on the multi-criteria evaluation of human capital based on quan-
titative and qualitative indicators and its impact on economic performance and com-
petitiveness.

References

Barakat, B., & Blossfeld, H. (2010). The Search for a Demography of Education: Some Thoughts.
Viena Yearbook of Population Research, 8(1), 1-8. DOI: 10.1553/populationyearbook2010s1

Batarliené, N., Cizitiniené, K., Vai¢iaté, K., Sapalaité, 1., & Jaratiniené, A. (2017). The Impact of
Human Resource Management on the Competitiveness of Transport Companies. Journal:
Procedia Engineering, 187, 110-116. DOI: 10.1016/j.proeng.2017.04.356

Bieszk-Stolorz, B., & Dmytrow, K. (2020). Influence of Accession of the Visegrad Group Countries
to the EU on the Situation in Their Labour Markets. Sustainability, 12(16), 6694.

DOI: 10.3390/5u12166694

Bilan, Y., Mishchuk, H., Roshchyk, I., & Kmecova, I. (2020). An Analysis of Intellecutal Potential
and its Impact on the Social and Economic Development of European Countries. Journal of
Competitiveness, 12(1), 22-38. DOI: 10.7441/joc.2020.01.02

Bobakova, V. (2018). Vyznam l'udskeho kapitalu a vzdelania pre ekonomicky rast. [Importance of
Human Capital and Education for Economic Growth]. Verejnd sprava a spolocnost, 19(1),
60-75.

Eurostat. (2023). Database. https://ec.europa.eu/eurostat/data/database (accessed: 20.05.2023).

Hebak, P. (2013). Statistické mysleni a ndstroje analyzy dat. [Statistical Thinking and Data Analysis
Tools]. Informatorium.

Hronec, S., & Vicianova Hroncova, J. (2014). Vzdelanie a vzdeldvanie ako néstroj zvySovania flexi-
bility na trhu prace. [Education and Training as a Tool Improving Labor Market Flexibility].
Determinanty vyuzivania flexibilizacie prace v SR z pohladu rodiny a ich implementacia do
socidlneho systému (pp. 1-8). Ekonomicka fakulta Univerzity Mateja Bela v Banskej Bystrici.
http://www.ef.umb.sk/konferencie/dvfp/pdf/prispevky/Hronec_Vicianova_Hroncova.pdf
(accessed: 20.05.2023).

Huzevka, M. (2023). Changes in the Labor Market due to the Impact of the COVID-19 Pandemic,
Dissertation Thesis. Trenéin.

Islam, R., Ghani, A. B. A., Kusuma, B., & Theseira, B. B. (2016). Education and Human Capital
Effect on Malaysian Economic. International Journal of Economics and Financial Issues, 6(4),
1722-1728.

Kar$ay, A. (2019). Konkurencieschopnost’ pracovnej sily v SR. [Competitiveness of the Workforce in
the Slovak Republic]. Biatec, 27(3), 16-21.

Kovarnik, J., & Hamplova, E. (2016). The Analysis of Foreign Trade Development in the Countries
of Visegrad Four, 19th International Colloguium on Regional Sciences. Conference Proceed-
ings (pp. 240-246). Masarykova Univerzita. DOI: 10.5817/CZ.MUNI.P210-8273-2016-30

89



Zeszyty Naukowe Politechniki Czestochowskiej. Zarzadzanie No 51 (2023), pp. 80-91, ISSN: 2083-1560

Kul¢ar, L. (2010). MozZnosti modelovania vztahu medzi vzdelanostnou Groviiou a nezamestnanost'ou.
[Possibilities of Modeling the Relationship between Educational Level and Unemployment]
(pp. 549-555). National and regional economics VIII. Kosice.

Lelek, T. (2014). Trend Analysis of Human Resources Development Representing the Base for
Researchers in Selected Economies. Journal of Competitiveness, 6(1), 71-86.

DOI: 10.7441/joc.2014.01.05

Moretti, E. (2002). Estimating the Social Return to Higher Education: Evidence from Longitudal and
Repeated Cross-sectional Data. Journal of Econometrics, 121(1-2), 175-212.

DOI: 10.1016/j.jeconom.2003.10.015

Ningsih, A. R., Mentari, S., Julyanto, R., & Safrudin, S. (2022). The Development of Educational
Human Resources through Indonesia’s Education System. Interdisciplinary Social Studies, 1(4),
334-345. DOI: 10.55324/iss.v1i4.70

Ostertagova, E. (2013). Aplikovana statistika. [Applied Statistics]. Equilibria.

Pani¢, M., Zivkovi¢, Z., & Veligkovié, M. (2022). Assessing the Impact of the Non-economic Factors
on GDP per Capita Using MLRA and ANNs. Economic Computation & Economic Cybernetics
Studies & Research, 56(3), 187-201.

Popovié, G., Eri¢, O., & Bjeli¢, J. (2020). Economic Implications of Education in Southeast Europe.
International Journal of Cognitive Research in Science, Engineering and Education, 8(2),
59-68. DOI: 10.5937/1JCRSEE2002059P

Rakytova, 1. (2019). Zmeny vo vzdelanostnej Struktire mestského obyvatel'stva Slovenska v obdobi
rokov 1991 a 2011. [Changes in the Educational Structure of the Urban Population of Slovakia
in 1991 and 2011]. Acta Geographica Universitatis Comenianae, 63(2), 217-236.

Stefanik, M., & Horvat, P. (2015). Is Tertiary Education Expansion Observable in Private Returns to
Education? (Evidence for Middle and Eastern European Countries). European Educational
Research Journal, 14(5), 418-429. DOI: 10.1177/1474904115589863

Strangfeldova, J., & Maliové, D. (2021). Disparities of European Union Countries in Tertiary Educa-
tion. XX1V. mezindrodni kolokvium o regiondlnich véddach, 33-40. DOI:
10.5817/CZ.MUNI.P210-9896-2021-4

Tchanturia, N., Beridze, T., & Kurashvili, G. (2015). Features of Development of the Human Capital
in Georgia. Procedia — Social and Behavioral Sciences, 213, 580-585.

DOI: 10.1016/j.sbspro.2015.11.453

Torruam, J. T., Chaiwa, M. A., & Abur, C. C. (2014). Cointegration Analysis of Public Expenditure
on Tertiary Education and Economic Growth in Nigeria. Journal of Applied Statistics, 5(2),
137-146.

Widarni, E. L., & Bawono, S. (2021). Human Capital, Technology, and Economic Growth: A Case
Study of Indonesia. The Journal of Asian Finance, Economics and Business, 8(5), 29-35.

DOI: 10.13106/jafeb.2021.vol8.n05.0029

Zou, G. L. (2016). Public Education Spending and GDP in China: Granger Causality Tests Using
Toda-Yamamoto Technique. In: Proceedings of the 3rd International Conference on Applied
Social Science Research (pp. 204-205). Beijing. DOI: 10.2991/icassr-15.2016.58

Authors’ Contribution: Co-authors have equal participation in the preparation of the article.
Conflict of Interest: The authors have no conflict of interest.

Acknowledgements and Financial Disclosure: The paper is one of the partial outputs under the sci-
entific research grant VEGA 1/0357/21 “Multiplier effects of human capital quality on economic per-
formance and competitiveness of the Slovak economy”.

90



DOI: 10.17512/znpcz.2023.3.06

ANALIZA WPLYWU WYKSZTALCENIA NA WYNIKI GOSPODARCZE
KRAJOW GRUPY WYSZEHRADZKIE]

Streszczenie: Kraje Grupy Wyszehradzkiej sa czgsto przytaczane jako przyktad udanego
przejscia od gospodarki centralnie planowanej do gospodarki rynkowej. Edukacja ma klu-
czowe znaczenie dla podnoszenia jakosci kapitatu ludzkiego, ktory bezposrednio wplywa
na gospodarke kraju. Artykut dotyczy wpltywu wyksztalcenia na produkt krajowy brutto
w krajach Grupy Wyszehradzkiej. Aby oceni¢ poziom wyksztalcenia osob aktywnych
zawodowo, obliczono wskaznik wyksztalcenia. Analizowany okres to szereg czasowy od
2005 do 2020 roku. Monitorowano zmiany udziatu osob aktywnych zawodowo z wyksztat-
ceniem wyzszym, przy czym najlepsze wartosci na tle innych krajow osiagnicto w Polsce.
Polska wyprzedzita pozostate kraje Grupy Wyszehradzkiej pod wzgledem wskaznika
wyksztalcenia, ale Stowacja i Czechy rowniez uplasowaly si¢ powyzej $redniej unijnej. Pod
wzgledem produktu krajowego brutto per capita kraje Grupy Wyszehradzkiej wykazywaty
wartos$ci ponizej Sredniej unijnej w calym badanym okresie. Analiza wykazata, ze Polska
ma najwyzszy, sposrod czterech krajow, wspotczynnik korelacji Pearsona miedzy wskaz-
nikiem wyksztalcenia a produktem krajowym brutto na mieszkanca oraz $rednig unijna.

Stowa kluczowe: wyniki gospodarcze, wyksztalcenie, produkt krajowy brutto, zasoby
ludzkie, kraje Grupy Wyszehradzkiej
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JAKOSC USLUG IT W BRANZY E-COMMERCE

Wiktor Kot!*

1 Politechnika Czestochowska, Wydzial Zarzadzania, Polska

Streszczenie: Coraz szybszy rozwdj technologiczny sprawia, Ze zaciera si¢ granica migdzy
$wiatem rzeczywistym a wirtualnym. Ludzie coraz czg$ciej korzystaja z sieci Internet, prze-
gladajac zawarto$¢ serwiséw spotecznos$ciowych (np. Facebook) czy platform oferujacych
treSci wideo (np. YouTube) oraz szukajac informacji o interesujacej uzytkownika tematyce
na blogach czy forach internetowych. Aby uzyska¢ dostep do tych wszystkich tresci, nalezy
mie¢ mozliwo$¢ podigczenia do sieci Internet. Upowszechnienie dostepu do Internetu, coraz
nizszy koszt jego uzytkowania oraz coraz szybsze tacza sprawily, ze biznes zaczal przenosi¢
si¢ czesciowo lub catkowicie do wirtualnego $wiata, gdzie nie ma fizycznych granic w doste-
pie do nowych klientdw i nowych rynkow zbytu. W artykule oméwiony jest temat jakosci
ustug w branzy e-commerce, ktora zajmuje si¢ handlem dobrami i ustugami w sieci Internet.
Artykut sktada si¢ z czgsci teoretycznej, w ktorej na podstawie kwerendy literatury poruszone
sg kwestie zwigzane z geneza jakosci, interpretacja jakosci ushug oraz opisem wybranych me-
tod badania jakosci usthug. W tekscie opisany jest rozwdj i jako$¢ ustug cyfrowych na przy-
ktadzie czotowych przedsigbiorstw technologicznych. Druga cze$¢ opracowania prezentuje
wyniki badan przeprowadzonych wsréd pracownikow branzy IT, ktdre dotyczyly rozumienia
jakosci ustug, czynnikéw na nig wptywajacych, reakcji na niezadowolenie klientow oraz
oceny jakosci ustug $wiadczonych przez przedsigbiorstwa zatrudniajace respondentow.

Slowa kluczowe: branza IT, e-commerce, jakos¢ ustug, ustugi cyfrowe
Kod klasyfikacji JEL: L80, L81

Wprowadzenie

Branza e-commerce stala si¢ waznym elementem dzisiejszego handlu. Dzigki wir-

tualnym sklepom zakupy staly si¢ bardziej wygodne dla klienta z uwagi na mozliwos¢
ich dokonania z domu przy pomocy urzadzen z dostgpem do Internetu. Szczegdlny
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wzrost znaczenia handlu elektronicznego mozna zauwazy¢ w czasie pandemii
COVID-19, gdy wigkszos¢ sklepow online z uwagi na obostrzenia musiala realizo-
waé wzrastajacg liczbe zamdwien. Rozwoj e-commerce nie bytby mozliwy bez
branzy IT, ktora stanowi fundament handlu elektronicznego. To od jakosci ustug
IT zalezy, czy klienci beda w stanie dokona¢ zakupéw w wybranym sklepie interne-
towym. Warto zaznaczy¢, iz w konteks$cie historycznym termin ,,jako$¢” po raz
pierwszy zostal odnotowany w Kodeksie Hammurabiego, ktory zostal spisany
w XV w. p.n.e. (Tyborowski, 2019). W tamtym czasie to zagadnienie dotyczyto
odpowiedzialno$ci budowlanca za zla jako$¢ wykonanej pracy. W przypadku gdy
nieodpowiednia jako$¢ budowli byta powodem $mierci jej wtasciciela, sam budow-
niczy musial ponie$¢ t¢ samg kare, czyli $mier¢ (Tochman, 2009). Obecnie jako$¢
jest rozumiana inaczej i regulowana na poziomie mi¢dzynarodowym chociazby po-
przez normy ISO. Jak zaznacza Hamrol (2005), norma ISO 9000:2000 przyjeta na-
stepujaca definicje: ,,Jakos$¢ oznacza stopief, w jakim zbior inherentnych wlasciwo-
$ci spetnia wymagania”. Jako§¢ moze mie¢ charakter materialny, jak i niematerialny.
Do wymiaru niematerialnego mozna zaliczy¢ sfere jako$ci ustug I'T w branzy e-com-
merce, poniewaz trudno jest ja zmierzy¢ przy pomocy fizycznych miar.

Coraz powszechniejszy dostep do ustug cyfrowych sprawia, iz ich jako$¢ coraz
bardziej zyskuje na znaczeniu. Przedsigbiorstwa dziatajace w obszarze e-commerce,
cheac: zwigksza¢ swoje zyski, utrzymac swoja pozycje na rynku, polepszy¢ swoj
wizerunek, musza dba¢ o najwyzszg jakos¢ $wiadczonych ustug, miedzy innymi
opierajac sie na sektorze IT.

Celem niniejszego artykutu jest zbadanie, jak pracownicy IT w wojewddztwie
$laskim interpretuja termin ,,jako$¢ ushug”, co ich zdaniem wplywa na jako$¢ ustug,
czy dysponujg odpowiednimi narzedziami, dzigki ktorym moga swiadczy¢ ustugi na
wysokim poziomie, oraz czy maja mozliwos$¢ rozwoju w obszarach, ktore pozwalaja
im nie tylko pozyskaé nowe do§wiadczenie zawodowe, ale 1 zwickszy¢ jakosé
$wiadczonych przez nich ustug.

Jakosc¢ ustug

Pojecie ,,jako$¢ ustug”, podobnie jak termin ,,jako$¢”, moze by¢ roznie definio-
wane i interpretowane, ale zazwyczaj przyjmuje si¢, iz jest to stopien spetnienia
wymagan danego klienta wzglgdem wybranej przez niego ustugi. Garvin (1984)
przedstawit swoj punkt widzenia na temat jakos$ci. Jego rozumienie tego pojgcia
opiera si¢ na koegzystujacych ze sobg koncepcjach. Z tych interpretacji do obszaru
jakos$ci ustug mozna zaliczy¢ ujecie jakosci jako co$ idealnego, przekraczajacego
granice umystu, czyli odnoszacego si¢ do transcedentalno$ci. Inne spojrzenie
Garvina, jakie mozna przypisa¢ do jakosci ustug, dotyczy oceny jakosci pod wzgle-
dem cenowym, gdzie jakos$¢ ukierunkowana jest na klienta i to nabyweca jg ocenia za
pomoca emocji. Oznacza to, ze kazdy klient kieruje si¢ indywidulanym podej$ciem
i dana ocena jest jego osobistg perspektywa.

Inne interpretacje tego pojecia przedstawita Stoma (2012), ktora okreslita jakosé
ustug jako:
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— konfrontacj¢ migdzy przewidywaniem klienta a wlasciwosciami danej oferty
ustugi;

— co$ niedoskonatego, gdyz moze by¢ hierarchiczna i w zaleznos$ci od potrzeb
klienta moze by¢ w odmiennej skali wystraczajaco dobra badz ponizej normy;

— co$ niestatycznego, ulegajacego pewnym przeobrazeniom, poniewaz jest zwia-
zana w pewnym stopniu z sytuacja, jaka panuje na rynku i dotyczy preferenc;i,
jakie w nim zachodza.

Kazda §wiadczona ustuga jest swego rodzaju wizytowka przedsigbiorstwa, gdyz
od jakosci jej $wiadczenia bedzie zalezat jego dalszy rozwoj. Jak wskazuja Urbaniak
(2004) i Kotler (1999), do cech, jakie uwidaczniajg poziom $wiadczonych ustug lub
mogg by¢ czynnikami, ktore je determinujg, mozna zaliczy¢ migdzy innymi:

— kwestie niezawodno$ci swiadczonej ustugi i fakt, czy bedzie ona rownorzedna
Z tg oferta, jaka zostata zobrazowana klientowi;

— rzetelnos$¢ §wiadczonej ushugi;

— fachowos$¢ $wiadczacego ustugi, ktéra opiera si¢ nie tylko na jego umiejetno-
sciach, ale i rbwniez na posiadanej przez niego odpowiedniej wiedzy;

— poziom poprawnej interpretacji potrzeb klienta, jak i jego samego;

— bezproblemowo$¢ w uzyskaniu ustugi;

— przystepna komunikacje z ustugodaweca;

— ograniczenie ryzyka wzgledem nabywcy;

— bezpieczenstwo ushugi;

— prowadzenie z nabywcami poprawnej komunikacji przy pomocy przekazywania
zrozumialych informacji do klienta i przystuchiwaniu si¢ jego opinii.

Metodyki oceny jakosci ustug

Nieustanny rozwoj sfery ustug wymagat stworzenia odpowiednich podejs¢, ktore
by obrazowaly w sposob rzeczywisty poziom ich jakosci. Do takich metod mozna
zaliczy¢ miedzy innymi: Servqual, model jakosci ustug Grénroosa, benchmarking
i wiele innych. W niniejszym opracowaniu skupiono si¢ na wybranych metodach,
ktore naleza do grupy tych najbardziej znanych i rozpowszechnionych.

Servqual to metoda pomiaru jako$ci ustug, w ramach ktérej dokonuje si¢ badan
przy pomocy zestawien odnoszacych si¢ do poréwnania oczekiwan, jakie klient ma
wzgledem danej ustugi, z otrzymang ustugg. Oznacza to, ze Servqual sprawdza i po-
réwnuje poziom ustugi przed jej otrzymaniem, jak i po jej otrzymaniu. Dziadkowiec
(2006) wskazuje na pie¢ nastgpujacych luk zdefiniowanych przez autorow metody,
ktore wptywaja na mniejsze zadowolenie z danej ustugi, co jednoczesnie przektada
si¢ na niska jej oceng:

— Luka 1 dotyczy rozbieznosci, jaka zachodzi migdzy tym, czego oczekuje klient,
a tym, jak to oceni zarzad przedsiebiorstwa.

— Luka 2 koncertuje si¢ na réznicach zachodzgcych pomiedzy punktem widzenia
od strony nabywcy przez zarzad przedsigbiorstwa a normami odnoszacymi si¢
do istoty ustugi.
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— Luka 3 skupia si¢ na przeciwienstwach w obrebie jako$ci faktycznie wykonane;j
ustugi i wymagan jakos$ci danej usthugi.

— Luka 4 opiera si¢ na réznicy miedzy informacjami, ktorymi dysponuje nabywca
odnosnie ustugi, a jakoscig dostarczanej ustugi.

— Luka 5 dotyczy réznicy, jaka zachodzi miedzy wizjg klienta odnosnie ustugi
a stopniem jej realizacji wedtug jego wymogow czy oczekiwan.

Twoérca omawianej metody pomiaru jako$ci ustug, Gronroos, uwazat, ze sama
ustuga, podobnie jak i jako$¢ ustug, jest subiektywna, czyli indywidualna dla kaz-
dego nabywcy i zgodna z jego prze§wiadczeniami czy uczuciami. Jego metoda po-
kazuje, Ze na postrzegang jako$¢ ustugi, czyli t¢ rzeczywiscie otrzymana przez na-
bywcow, ma wptyw poréwnanie, jakiego dokonuje klient mi¢dzy otrzymang ustuga
a tym, czego od niej oczekiwal. Gronroos wyr6znit dwa obszary, jakie maja wpltyw
na jako$¢ ustugi. Zalicza si¢ do nich jako$¢ techniczna i funkcjonalna. Jakos¢ tech-
niczna to techniczny wynik przebiegu udzielanej ustugi, natomiast jakos$¢ funkcjo-
nalna skupia si¢ na podej$ciu do udzielonej ustugi (Otto, 2001).

Benchmarking to metoda, ktorej dziatanie opiera si¢ na ciaglej walce migdzy
przedsigbiorstwami o status tego najlepszego w gronie innych w danej branzy.
Innymi stowy benchmarking prowadzi do konfrontacji migdzy konkurujgcymi ze
soba przedsigbiorstwami w celu wytonienia jednego lidera w danym sektorze dzia-
alnos$ci lub zblizeniu si¢ do takiej pozycji. To sprawia, iz mniejsze lub stabsze przed-
sigbiorstwa, chcac si¢ doskonali¢, moga zapozycza¢ rozwigzania od konkurencji
(Siemonek & Siemionek, 2015). Taka rywalizacja jest korzystna dla konsumentow,
gdyz nie stwarza monopolu, czyli sytuacji, gdzie przedsiebiorstwo miedzy innymi
ustala ceng za swoje ustugi lub wyroby w sposéb dla siebie dowolny. Pojawienie si¢
monopolu moze sprawié, iz nie begdzie tendencji do redukcji kosztow i jednoczesnie
pojawi si¢ zastdj we wdrazaniu nowos$ci na rynku (Raczynski, 2001). Przez monopol
moze obnizy¢ si¢ jako$¢ oferowanych dobr, jak i ustug, poniewaz nie ma konkuren-
cji, ktora mogtlaby przejac¢ niezadowolonych klientow. Warto w tym miejscu zazna-
czy¢, ze sytuacja taka moze dotyczy¢ kazdego sektora gospodarki. Dlatego idea
benchmarkingu, polegajaca na trwatym i ciggtym badaniu ustug czy wyrobow w po-
szczegolnych sektorach przez przedsigbiorstwa, ktore sg dla siebie wzajemnie kon-
kurencyjne, sprawia, ze kazde z nich bgdzie starato si¢ ulepszac¢ swoja oferte i dazy¢
do objecia pozycji lidera. Warto podkresli¢, ze stosujac benchmarking, przedsigbior-
stwa analizujg rowniez podejScia czy procedury, jakie sa wykorzystywane w konku-
rencyjnych przedsiebiorstwach, ktore jednoczesnie sa przodownikami danej branzy,
aby nie odstawac¢ od nich, jak rowniez likwidowa¢ lub minimalizowa¢ skutki pew-
nych niedociagni¢¢ we wlasnych podmiotach gospodarczych. Benchmarking, po-
dobnie jak Kaizen, dazy do ciaglego doskonalenia i wprowadzania kolejnych
usprawnien. Te metody skupiaja si¢ migdzy innymi na aspektach zwigzanych ze zdo-
bywaniem do$wiadczenia, wiedzy od liderow w danym obszarze dziatalnosci, cia-
glej konfrontacji z przedsicbiorstwami, ktore znajduja si¢ w gronie tych najlepszych,
na szukaniu instrumentow, jakie pozwolg osiagnac przedsiebiorstwu lepsza pozycje
na rynku w porownaniu z konkurencja oraz na nieustannym dokonywaniu ocen po-
rownan swoich ustug czy wyrobow w stosunku do czotowych konkurentow
(Mroczko, 2012).
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Rozwdj i jakos¢ ustug cyfrowych

Wraz z dynamicznym rozwojem i coraz powszechniejszym dostepem do Sieci
Internet pojawity si¢ nowe mozliwosci, dzigki ktérym szeroko rozumiany biznes
mogl zwigkszy¢ swoje udzialy na rynku lokalnym oraz rozpocza¢ globalng ekspan-
sje. Do branzy, ktora powstata wraz z rozwojem Internetu, zaliczamy e-commerce.
Wedhug Goel (2007) e-commerce to inaczej handel elektroniczny, dzigki ktoremu
mozna prowadzi¢ dziatalno$¢ gospodarczg bez koniecznosci autentycznego posia-
dania przedmiotu handlu. W tej formie handlu transakcje moga odbywac¢ si¢ elek-
tronicznie przy pomocy komputera. E-handel jest w stanie zaspokoi¢ wymogi np.
konsumentéw czy handlowcow poprzez podniesienie poziomu jakosci ustug lub
dobr materialnych przy rownoczesnym obnizeniu kosztow. Dziecki e-commerce po-
jawila si¢ mozliwo$¢ dotarcia do wigkszej rzeszy klientéw, oferujac im ustugi oraz
zakup i sprzedaz wielu towaroéw. Przykltadem przedsigbiorstwa e-commerce, ktore
dzieki powszechnemu dostepowi do Internetu stato si¢ globalng marka, jest np. Ama-
zon. Strona internetowa Amazona zostala uruchomiona 1995 roku (Wedevs.com,
2022). Byt to czas, kiedy Internet stawat si¢ coraz bardziej dostepny, a jego mozli-
wosci nie byly w pelni poznane. Poczatkowo zalozyciel przedsigbiorstwa, Jeff
Bezos, skoncentrowat si¢ na sprzedazy ksigzek, gdyz w tamtym okresie byt to dos¢
duzy rynek w Stanach Zjednoczonych. Z uwagi na konieczno$¢ znalezienia intere-
sujacej pozycji w danej ksiggarni, a nastepnie jej zakupu w stacjonarnej ksiggarni,
klient musiat poswieci¢ na to duzo czasu. Mozna wyj$¢ z zatozenia, ze tworca Ama-
zona zauwazyl znacznie wczesniej niz konkurencja potencjat Internetu oraz brak
konkurencji w tym segmencie. Amazon, jako wirtualna ksiegarnia online, mogl za-
oferowac jednoczesny dostep do znacznie wigkszej ilosci ksigzek w jednym miejscu
niz chociazby konkurencyjne stacjonarne ksiggarnie (Stodolak, 2021). Dzieki porta-
lowi internetowemu Yahoo rozpoznawalno$¢ Amazona, jak i liczba zamoéwien zna-
czaca wzrosly. Yahoo dato impuls, ktéry sprawil, ze przedsigbiorstwo zaczeto noto-
wac coraz wigksze zyski ze sprzedazy, a udziatl rynkowy Amazona znaczaco si¢
zwigkszyt. Nalezy podkresli¢, ze nie byloby tych sukcesow, gdyby przedsigbiorstwo
swiadczyto ustugi, ktore nie spetniaja oczekiwan klienta, czyli bytyby niskiej jako-
$ci. Bezos, tworzgc strone internetowa, kierowat si¢ faktem, ze ma ona mie¢ przede
wszystkim czytelny interfejs, a realizacja dostaw ma by¢ szybka. Amazon opart
swoja strategie na podejsciu, w ktorym najwazniejszy jest klient i to przede wszyst-
kim on musi by¢ zadowolony z jakos$ci ustug. Juz w poczatkowym okresie dziatal-
nos$ci Amazon zatrudnial kompetentnych pracownikow, np. bedacych po studiach,
poniewaz to oni mogli sprawnie i w krotkim czasie znalez¢ interesujaca pozycje
ksigzkowa (Sky-Shop, 2018). Na jakos$¢ ustug w przypadku Amazona sktada sig¢
wiele czynnikow. Zalicza si¢ do nich: dziat obstugi klienta, bez ktérego w poczatko-
wym okresie przedsiebiorstwo nie mogloby zbudowac silnej pozycji; przejrzysta
strona internetowa, gdzie klienci moga wygodnie dokona¢ zakupdéw; wdrazanie
innowacji, ktore utatwiaja dokonanie zamowienia, oraz sprawna i szybka dostawa
towaru do klienta. Wiele z tych czynnikow bazuje na technologiach z sektora IT,
ktore pozwalaja na ich efektywne dziatanie i funkcjonowanie. Dzigki dostgpowi do
Internetu, jak i infrastrukturze informatycznej Amazon moze dziata¢ nieprzerwanie
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przez caty rok 24 godziny na dobg, realizujgc zamowienia. Przedsigbiorstwo na swojej
stronie internetowej przedstawia kilka stanowisk pracy z obszaru IT, na ktérych czesto
sa zatrudniani nowi pracownicy. Od pracownikdéw na danych stanowiskach zalezy
sprawne funkcjonowanie przedsigbiorstwa, co gwarantuje wysoka jako$¢ swiadczo-
nych ustug. Do takich stanowisk zalicza si¢ miedzy innymi inzyniera: systemow
informatycznych, sieci, wsparcia technicznego, wsparcia sieci (AmazonJobs.pl, b.r.).

Kolejnym znaczgcym przedsigbiorstwem, bez ktorego dzisiaj trudno wyobrazi¢
sobie korzystanie z sieci Internet, jest Google. Przedsigbiorstwo rozpoczeto oficjalng
dziatalno$¢ w 1998 roku. Poczatkowo Google byto wyszukiwarka stron interneto-
wych, ktora byta i nadal jest darmowa. Wskutek rozwoju sieci Internet warunkiem
koniecznym, aby Google moglo zacza¢ na siebie zarabia¢, byto wprowadzenie
zmian. Z tego powodu Google rozpoczeto dziatalno$¢ w sferze reklamy interneto-
wej, tworzac serwis, ktory obecnie nosi nazwe Google Ads. Google Ads to rozbu-
dowane narzedzie, dzigki ktoremu reklamodawcy moga promowa¢ migdzy innymi
swoje ustugi w serwisach nalezacych do Google oraz na innych stronach interneto-
wych. Obecnie Google Ads daje mozliwo$¢ wys$wietlenia danej reklamy w wybra-
nym przez reklamodawce obszarze, w ktorym bedzie on poszukiwatl potencjalnych
klientow. W tym miejscu nalezy zaznaczy¢, ze polityka pobierania optat zostata
oparta na realnych interakcjach uzytkownikéw z reklama, za ktore pobierane sa
srodki od reklamodawcy, np. za klikniecie w reklame lub wykonanie telefonu do
przedsigbiorstwa przy pomocy reklamy generujacej poltaczenia. Serwis ten opiera si¢
na kilku istotnych czynnikach, jakie bezposrednio wptywaja na jakos$¢ ustugi.
Do takich czynnikow zalicza si¢ przede wszystkim proces zatwierdzenia reklamy.
Kazda reklama, zanim zostanie wys$wietlona uzytkownikom, musi przej$¢ proces
sprawdzenia. Proces ten polega na analizie reklamy pod katem zgodnosci z zasadami
Google Ads. Rozbudowany system zatwierdzen stanow reklamy pozwala na odrzu-
cenie reklam niskiej jakosci badz reklam o tresci, ktora jest niezgodna z polityka
przedsigbiorstwa, a tym samym moze by¢ nieodpowiednia dla uzytkownikow.
Na Rysunku 1 zostat przedstawiony system zatwierdzen reklam w Google Ads.

Tak rozbudowany system wskazuje na odpowiedzialne podejscie przedsigbior-
stva Google do tresci, jakie beda widniaty w jego serwisach lub pod jego nazwa
w sieci Internet. Z Rysunku 1 wynika, iz reklama, nawet bedac przypisana do grupy,
gdzie moze by¢ wyswietlana, ma wiele podkategorii, ktére moga nie$¢ pewne ogra-
niczenia. Dane podkategorie Google definiuje jako stany zatwierdzen. W przypadku
gdy Google stwierdzi, ze reklama nie moze by¢ wyswietlana, reklamodawca bedzie
widzial na koncie Ads status ,,odrzucona” lub ,,nieodpowiednia”. Status reklamy
,»odrzucona” oznacza, ze reklama nie spetnita zasad Google i nie bedzie wyswie-
tlana. Z kolei stan ,,nicodpowiednia” oznacza, ze kampania reklamowa zostata usu-
nigta, wstrzymana lub zakonczyta si¢. Dany status odnosi si¢ nie tylko do pojedyn-
czej reklamy, ale i grupy reklam (Support.google.com. b.r.). Dzigki stosowaniu
uczciwych i przejrzystych zasad reklamodawcy wiedza, za co konkretnie ptaca
i czego moga oczekiwaé od ustug tego serwisu.
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Stany zatwierdzen reklamy

W trakcie
sprawdzania
Reklama moze Reklama nie bedzie
sie wyswietlaé sie wyswietlaé
Odpowiednia Odrzucona
Odpowiednia Nieodpowiednia
ograniczona
Odpowiednia

ograniczona we
wszystkich lokalizacjach

v

Wyswietlana

Rysunek 1. Schemat zatwierdzen reklam w Google Ads

Zr6dto: Opracowanie wlasne na podstawie (Support.google.com, b.r.)

Omawiane narzedzie podlega cigglym zmianom, aby zapewnic¢ jak najlepsze re-
zultaty dla reklamodawcow. Takie podejscie pozwala utrzymac¢ wysoki poziom
ustug i tym samym zwigksza¢ dochody przedsigbiorstwa.

Metodyka badawcza

W ramach rozwazania problematyki dotyczacej jakosci ustug IT w branzy e-com-
merce przeprowadzono w czerwcu 2023 roku badania z wykorzystaniem autor-
skiego kwestionariusza ankietowego. Pytania zostaly skierowane do pracownikow
sektora IT. Dane zostaly zebrane w formie cyfrowej dzigki formularzowi Google.
Kwestionariusz zawieral pytania o charakterze jako$ciowym oraz technicznym
w formie pytan jednokrotnego wyboru. Badania zostaty przeprowadzone wérod ma-
lych i1 $rednich przedsigbiorstw branzy IT zlokalizowanych w wojewodztwie
slaskim, sposrod ktorych 81,5% wskazato, 1z §wiadczg ushugi w zasiggu krajowym.
Posrod ankietowanych 29,6% zadeklarowato, ze pracuje w obszarze e-commerce
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trzy lata, 22,2% cztery lata i 18,5 % pigc lat lub wigcej. Kryterium doboru analizo-
wanych podmiotéw zwigzane bylo z pozytywna odpowiedzia na zaproszenie do
badan przestane droga elektroniczng. W rezultacie otrzymano zwrot 81 kwestiona-
riuszy, z ktorych poprawnych i kompletnych byto 48. Proba badawcza nie jest re-
prezentatywna. Celem ankiety bylo zbadanie, jak rozumiana jest jako$¢ ustug przez
pracownikow branzy IT, z jakich przydatnych narzegdzi IT korzystaja w swojej pracy,
czy uczestnicza w szkoleniach, dzigki ktorym jako$¢ ich ustug wzrasta, oraz jak sami
pracownicy sektora IT oceniajg jakos¢ swiadczonych ustug przez przedsigbiorstwo,
w ktérym pracuja.

Wyniki badan

W ankiecie zostato zadanych tacznie 10 pytan o charakterze jakosciowym i tech-
nicznym. W pytaniu pierwszym respondenci mieli odpowiedzie¢, jak interpretuja
termin ,,jako$¢ ustug” — 39,6% ankietowanych wskazato, ze jakos¢ ustug to sposob,
w jaki sg one $wiadczone, a 22,9 % badanych stwierdzilo, ze jakos¢ ustug to spet-
nienie oczekiwan klienta. Wszystkie dane zostaty zaprezentowane na Rysunku 2.

Jak rozumie Pani/Pan termin "jakos$¢ ustug"?

Wynik interakcji miedzy klientem a
przedsigbiorstwem $wiadczacym 16,70%
ustuge

Sposob swiadczenia ustugi —

Techniczny wynik zrealizowanej

Fo 20,80%
ustugi Mt hehds

Spehienie oczekiwan klienta [ 22,90%

Rysunek 2. Struktura odpowiedzi na pytanie: Jak rozumie Pani/Pan termin ,,jako$¢
ustug”?

Zrédto: Opracowanie wiasne na podstawie badan

Drugie pytanie, jakie zostalo skierowane do respondentow, dotyczyto tego, co
ich zdaniem wptywa na jako$¢ ustug w sektorze IT. Tutaj 37,5% badanych wskazato,
ze na jakos$¢ ustug wplywa przede wszystkim satysfakcja klienta z otrzymanej
ustugi. Z kolei 27,1% ankietowanych zadeklarowalo, iz na jako$¢ ustug ma wpltyw
sprawne dziatanie sprzgtu, oprogramowania czy ustugi. Na Rysunku 3 zostaty przed-
stawione odpowiedzi, jakie zostaly udzielone przez badanych.

99



Zeszyty Naukowe Politechniki Czestochowskiej. Zarzadzanie Nr 51 (2023), s. 92-108, ISSN: 2083-1560

Co Pani/Pana zdaniem wplywa na jako$¢ ushug w sektorze IT?

Wychodzenie naprzeciw
oczekiwaniom Klienta

Satysfakcja klienta z otrzymanej ustugi _

Sprawne dziatanie helpdesku = 12,50%

e

22,90%

Sprawne dzialanie sprzetu,

. . 27,10%
oprogramowania czy ushugi

Rysunek 3. Struktura odpowiedzi na pytanie: Co Pani/Pana zdaniem wplywa
na jako$¢ ustug w sektorze I'T?

Zrédto: Opracowanie wiasne na podstawie badan

Kolejne pytanie dotyczyto narzedzi IT, z jakich korzystaja w swojej pracy pra-
cownicy w obszarze e-commerce. Ponad potowa respondentéw wskazata, ze w swo-
jej pracy gtéwnie korzysta z narzedzi oferowanych przez Google. Z kolei 27,1%
wskazato, ze wykorzystuje narzgdzia oferowane przez platformy spotecznosciowe,
np. Facebook, Instagram czy TikTok. Z narzedzi oferowanych przez Amazona i Alle-
gro korzystato 18,8% ankietowanych. Wyniki zostaly zaprezentowane na Rysunku 4.

Z jakich narzedzi IT przydatnych w obszarze e-commerce
korzysta Pani/Pan w swojej pracy?

Amazon Ads, Allegro Ads ~ 18,80%

Facebook Ads, TikTok Ads, Instagram
Ads

Google Ads, Trends, Analytics _

Rysunek 4. Struktura odpowiedzi na pytanie: Z jakich narzedzi IT przydatnych
w obszarze e-commerce korzysta Pani/Pan w swojej pracy?

27,10%

Zrodto: Opracowanie wiasne na podstawie badan
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Nastepne pytanie dotyczyto umiejetnosci, jakie zdaniem respondentéw powinien
posiada¢ pracownik, aby jako$¢ swiadczonych przez niego ustug byta zadowalajaca
dla klienta. W tym przypadku 43,8% badanych zadeklarowato, ze do najwazniej-
szych umiejetnosci zalicza: dobrg znajomo$¢ techniczng $swiadczonych ustug oraz
umiejetnosci migkkie. Z kolei 31,3% badanych wskazato, Ze ich zdaniem pracownik
powinien dobrze zna¢ oferte przedsigbiorstwa i by¢ komunikatywnym. Wyniki zo-
staty ukazane na Rysunku 5.

Jakie umiejetno$ci Pani/Pana zdaniem powinien posiadaé
pracownik, aby jako$¢ swiadczonych przez niego ustug byta
zadowalajaca dla klienta?

Dobra znajomos$¢ techniczna
$wiadczonych ustug oraz posiadanie _

umiejetnosci migkkich

Dobra znajomo$¢ techniczna

)
swiadczonych ustug 2

l?obra znajomosc¢ qferty § 31.25%
przedsigbiorstwa, komunikatywnos¢

Rysunek 5. Struktura odpowiedzi na pytanie: Jakie umieje¢tnosci Pani/Pana zdaniem
powinien posiadaé pracownik, aby jako$¢ §wiadczonych przez niego ustug byla
zadowalajgca dla klienta?

Zrédto: Opracowanie whasne na podstawie badan
Czy przedsigbiorstwo, w ktorym Pani/Pan pracuje, dokonuje

modernizacji sprzetu IT, z ktoérego Pani/Pan korzysta w swojej
pracy?

Raczej nie 32,60%

Tak 26,10%

Rysunek 6. Struktura odpowiedzi na pytanie: Czy przedsi¢biorstwo, w ktérym
Pani/Pan pracuje, dokonuje modernizacji sprzetu IT, z ktéorego Pani/Pan
korzysta w swojej pracy?

Zrédto: Opracowanie whasne na podstawie badan
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W ramach odpowiedzi na pytanie pigte ankietowani mieli wskaza¢, czy przedsie-
biorstwo, w ktorym pracuja, dokonuje modernizacji sprzgtu 1T, wykorzystywanego
przez nich w pracy. Zdecydowana wigkszo$¢ (67,4%) zaznaczyta, ze takie moderni-
zacje sa lub raczej sa, natomiast u reszty badanych pracodawca raczej nie dokonat
modernizacji niezbednego do pracy sprzg¢tu. Odpowiedzi zostaty przedstawione na
Rysunku 6.

Nastegpne pytanie dotyczyto zapewnienia przez pracodawce odpowiednich narze-
dzi, ktore sg kluczowe dla wykonania ustug na wysokim poziomie. Az 93,8% bada-
nych wskazato, ze raczej maja lub posiadaja takie narzedzia. Rozktad odpowiedzi
przedstawiono na Rysunku 7.

Czy przedsi¢biorstwo, w ktérym Pani/Pan pracuje, zapewnia
odpowiednie narzedzia IT, ktore sa kluczowe dla wykonania
ustug na wysokim poziomie?

Raczej nie  6,30%

Raczej tak 27,10%

Rysunek 7. Struktura odpowiedzi na pytanie: Czy przedsi¢biorstwo, w ktérym
Pani/Pan pracuje, zapewnia odpowiednie narzedzia IT, ktore sa kluczowe
dla wykonania ustug na wysokim poziomie?

Zrédto: Opracowanie whasne na podstawie badan

Czy uczestniczy Pani/Pan w szkoleniach, ktoére pomagaja
zapewni¢ wysoka jakos$¢ ustug?

Nie 18,80%
racze e S0
Tak 31,30%
Raczej tak 14,60%

Rysunek 8. Struktura odpowiedzi na pytanie: Czy uczestniczy Pani/Pan
w szkoleniach, ktére pomagaja zapewni¢ wysoka jako$¢ ustug?

Zrodto: Opracowanie wiasne na podstawie badan
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W ramach odpowiedzi na kolejne pytanie 45,9% badanych stwierdzito, ze uczest-
niczy w szkoleniach, dzigki ktorym moga zapewni¢ wysoka jako$¢ swiadczonych
ustug. Natomiast wieksza cze$¢ badanych (54,2%) wskazala, ze nie uczestniczy badz
raczej nie bierze udziatlu w szkoleniach tego typu. Na Rysunku 8 zaprezentowano
odpowiedzi badanych.

Nastegpne pytanie, z jakim zmierzyli si¢ ankietowani, dotyczyto dziatan, jakich
dokonuja pracownicy w sytuacji, gdy klient wyraza niezadowolenie ze §wiadczo-
nych przez nich ustug i wskazuje stabe ich strony. Wigkszo$¢ respondentdéw (56,3%)
wskazata, iz w takim przypadku probuje wytlumaczy¢ klientowi sytuacje, a 43,8%
ankietowanych zadeklarowalo, ze sktadaja klientowi obietnice, iz jego uwagi zostana
przeanalizowane. Odpowiedzi na dane pytanie zaprezentowano na Rysunku 9.

Co Pani/Pan robi w sytuacji, gdy klient wyraza niezadowolenie
z Pani/Pana ustug i wskazuje stabe ich strony?

Obiecuj¢ przeanalizowanie jego uwag 43,75%

Prébuje wytlumaczy¢ klientowi
sytuacje

Rysunek 9. Struktura odpowiedzi na pytanie: Co Pani/Pan robi w sytuacji, gdy klient
wyraza nhiezadowolenie z Pani/Pana ustug i wskazuje stabe ich strony?

Zrédto: Opracowanie wiasne na podstawie badan

Czy uczestniczy Pani/Pan w konferencjach branzowych lub
konkursach, dzigki ktorym mozna budowa¢ pozytywny
wizerunek przedsigbiorstwa i wymienia¢ si¢ swoim
dos$wiadczeniem z innymi?

Nie 14,60%

Reczei ric S0

Tak 27,10%

Raczej tak 20,80%

Rysunek 10. Struktura odpowiedzi na pytanie: Czy uczestniczy Pani/Pan
w konferencjach branzowych lub konkursach, dzigki ktérym mozna
budowa¢é pozytywny wizerunek przedsi¢biorstwa i wymienia¢ sie

swoim do$wiadczeniem z innymi?

Zrédto: Opracowanie whasne na podstawie badan
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W kolejnym pytaniu badani pracownicy sektora IT mieli wskaza¢, czy uczestni-
cza w konferencjach branzowych lub konkursach, dzieki ktorym moga budowac po-
zytywny wizerunek przedsigbiorstwa, w ktorym pracuja, oraz wymieniac¢ si¢ swoim
doswiadczeniem z innymi. Prawie potowa respondentow (47,9%) uczestniczy lub
raczej uczestniczy, a ponad potowa (52,1%) w ogole lub raczej nie uczestniczy
w takich wydarzeniach. Odpowiedzi zaprezentowano na Rysunku 10.

Ostatnie pytanie dotyczylo oceny przez respondentow jakosci swiadczonych
ustug przez przedsiebiorstwo, w ktorym pracuja. Wykorzystano tu pigciostopniowa
skale, gdzie 1 oznacza najnizsza ocene, a 5 — najwyzsza. Wigkszo$¢ ankietowanych
(58,3%) ocenita t¢ jakos¢ na poziomie najwyzszym; 31,3% badanych wskazata na
warto$¢ 4, a 10,4% na warto$¢ 3. Wyniki zaprezentowano na Rysunku 11.

Jak ocenia Pani/Pan jako$¢ ustug §wiadczonych przez
przedsiebiorstwo, w ktorym Pani/Pan pracuje?

S 583%

< 4 31,30%
g
© 3 10,40%

2 0%

1 0%

Rysunek 11. Struktura odpowiedzi na pytanie: Jak ocenia Pani/Pan jako$¢ ustug
$wiadczonych przez przedsi¢biorstwo, w ktorym Pani/Pan pracuje?

Zrédto: Opracowanie whasne na podstawie badan

Analiza wynikow

Wyniki uzyskane w procesie badan, wskazujg na to, ze jako$¢ ustugi w gtownej
mierze asocjuje si¢ ze sposobem, w jaki jest Swiadczona, lub ze spelnieniem oczeki-
wan, jakie ma klient.

Zdaniem respondentow na jako$¢ ustug IT wpltywa przede wszystkim satysfakcja
Klienta, a w mniejszym stopniu sprawne dziatanie sprzetu, oprogramowania Czy Wy-
chodzenie naprzeciw oczekiwaniom klienta.

Jesli chodzi o przydatne narzedzia, z jakich korzystaja pracownicy w swojej
pracy w obszarze e-commerce, respondenci wskazali gtownie na instrumenty ofero-
wane przez przedsigbiorstwo Google. Pozostate stosowane narzedzia to rozwigzania
z grupy Meta czy TikTok. Ostatnia pozycje zajety instrumenty od firmy Amazon
oraz Allegro. Takie rezultaty moga wynika¢ ze specyfiki przedsigbiorstw, w jakich
respondenci pracuja, czy rynku, na jaki nakierowane sa dziatania majace pomodc
W pozyskaniu nowych klientow. Ze wzgledu na zasiggi i mozliwos¢ dotarcia do du-
zej grupy potencjalnych klientow przewage maja tutaj narzgdzia Google.
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W odniesieniu do umiejetnosci, jakie zdaniem badanych powinien posiada¢ pra-
cownik, aby jako$¢ §wiadczonych przez niego ustug byta zadowalajaca dla klienta,
ankietowani wskazali, ze do takich umiejetnosci gldwnie zaliczaja dobra znajomosé
techniczng $wiadczonej ustugi oraz posiadanie umiej¢tnosci migkkich. Takie wyniki
podkreslaja, jak waznym obecnie elementem wptywajacym na jako$¢ ustug jest po-
siadanie umiejetnosci migkkich przez pracownikoéw. Odpowiednie podejscie do
klienta poprzez umiejg¢tne reagowanie na jego oczekiwania, jak rowniez zrozumiate
przekazywanie mu informacji sprawia, iz bedzie on bardziej zadowolony z otrzyma-
nej ustugi. Dobra znajomos¢ oferty przedsiebiorstwa przez pracownika jest rownie
wazna jak umiejetno$¢ komunikacji z klientem czy sposéb, w jaki zachowuja sig
pracownicy wzgledem klienta. To od dobrej komunikacji moze zaleze¢, czy klient
lub potencjalny konsument skorzysta z ustug danego przedsiebiorstwa, czy wybierze
konkurencjeg.

W dalszej czesci badan ankietowani mieli wskazaé, czy pracodawca dokonuje
modernizacji sprzetu [T, z ktorego korzystaja w swojej pracy. Wigkszos¢ ankieto-
wanych wskazata, iz takie modernizacje majg badz raczej majg miejsce. To ukazuje,
ze wigkszos$¢ przedsiebiorstw zaklada w swoim budzecie $rodki na modernizacje,
gdyz widzi w dalszej perspektywie zwrot poniesionych kosztow poprzez wzrost
przychodow. Wydaje si¢ by¢ powszechna wiedza, ze przedsiebiorstwo, chcac spraw-
nie dziala¢, musi modernizowaé swdj sprzet, aby zapewni¢ pracownikom plynng
prace. Z otrzymanych odpowiedzi wynika jednak, ze nie wszedzie ma to miejsce.
Taki stan rzeczy moze wigza¢ si¢ migdzy innymi z wysokos$cia posiadanych przez
przedsigbiorstwa srodkow finansowych przeznaczonych na ten cel, z jego wielko$cia
lub charakterem jego dziatalnosci.

W pytaniu dotyczacym zapewnienia przez pracodawce pracownikom narzedzi
IT, ktore sa niezbedne do wykonania ustug na wysokim poziomie, przewazajaca
wigkszos¢ badanych wskazala, iz majg badz raczej posiadaja takie narz¢dzia. Takie
rezultaty pokazuja, ze pracodawcy zdaja sobie sprawe z faktu, jak wazne w sektorze
IT jest zapewnianie odpowiednich narzgdzi, gdyz od tego zalezy sprawne funkcjo-
nowanie ich przedsigbiorstw na rynku. Dzigki odpowiednim narzgdziom przedsie-
biorstwa bgda w stanie zaoferowac taki poziom ustugi, ktory spetni oczekiwania
Klienta, i tym samym przedsigbiorstwo utrzyma lub zwigkszy swoja renomg. Dane
czynniki z kolei przektadaja si¢ na liczbe potencjalnych klientéw i na zysk przedsie-
biorstwa.

Kolejne pytanie, z jakim zmierzyli si¢ ankietowani, wigzato si¢ z uczestnictwem
w szkoleniach, ktére pomagalyby pracownikom $wiadczy¢ uslugi na wysokim
poziomie. Wigkszo$¢ badanych wskazata, ze nie uczestniczy lub raczej nie uczest-
niczy w takich zajeciach. Dane rezultaty ukazuja, ze wigksza czg$¢ przedsigbiorstw
nie widzi potrzeby inwestowania w szkolenia majace na celu poprawe jakosci ofe-
rowanych ustug. To moze $wiadczy¢ o niskiej Swiadomosci potrzeby takich szkolen
wsrdd przedsigbiorcow. Innym czynnikiem, jaki ma wplyw na takie wyniki, jest opi-
nia, iz szkolenia generujg dodatkowe koszty, co jest inwestycja, ktora moze si¢
W ogole nie zwrocié¢ i nie wptyna¢ na wysokos¢ przychodu. Kolejnym problemem
jest brak odpowiedniej ilo$ci czasu na przeprowadzenie szkolen. Jesli szkolenia beda
przeprowadzane w godzinach pracy, moze to wptyna¢ na wydajnos¢ pracy. Z kolei
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przeprowadzanie szkolen poza czasem pracy moze spotkac si¢ z negatywng opinig
pracownikow, gdyz w takim przypadku bedg oni musieli po$wieci¢ swdj prywatny
czas, za ktory zazwyczaj nikt im nie zaptaci. W zwiazku z powyzszym kazde przed-
sigbiorstwo musi indywidulanie podej$¢ do kwestii szkolen i rozwazy¢, co bedzie
dla niego bardziej optacalne.

Rozktad odpowiedzi na pytanie odnoszace si¢ do podejmowanych przez pracow-
nikow dziatan w sytuacji, gdy klient wyraza niezadowolenie ze §wiadczonych przez
nich ustug, wskazuje, ze wigkszos¢ ankietowanych podejmuje wtedy probe wythu-
maczenia klientowi okoliczno$ci wptywajacych na taka postaé rzeczy. Mniejszy od-
setek respondentow w takiej sytuacji sktada deklaracje klientowi, iz jego uwagi zo-
stang przeanalizowane. Takie rezultaty moga §wiadczy¢ o tym, ze przedsi¢biorstwa
sa sktonne do przyznawania si¢ do pewnych bledéw, a kiedy zdarza si¢ taka sytua-
cja, to nie pozostawia klienta samego z problemem, ale podejmuja dziatania w za-
kresie jego wsparcia. To podejscie sprawia, iz klient nie czuje si¢ oszukany i pozo-
stawiony samemu sobie z problemem. Moze to pozytywnie wptynaé na postrzeganie
przez niego przedsigbiorstwa i spowodowac, iz mimo pojawienia si¢ problemow be-
dzie on polecat ustugi danego przedsigbiorstwa z uwagi na poziom i jakos¢ otrzy-
manej pomocy.

Na pytanie, czy pracownicy uczestnicza w konferencjach branzowych lub kon-
kursach, dzigki ktérym mozna budowaé pozytywny wizerunek przedsigbiorstwa
I wymieni¢ si¢ swoim doswiadczeniem z innymi, mniej niz potowa badanych wska-
zala, ze uczestniczy lub raczej uczestniczy w takich wydarzeniach. Takie dane
$wiadcza o tym, ze pracodawcy nieczesto sg sktonni do uczestnictwa w tego typu
wydarzeniach, skupiajac si¢ gldéwnie na wykonywaniu zlecen klientow. Ponadto
istotny tutaj moze by¢ tez brak checi ze strony pracownikow w uczestnictwie w kon-
ferencjach czy konkursach z powodu nieodpowiedniego wynagradzania za podej-
mowanie takich dziatan. Dodatkowo na nieprzychylnos¢ do uczestniczenia w takich
wydarzeniach moze wpltywaé niechg¢ do naktadania na pracownikéw dodatkowych
obowigzkow, co przetozy si¢ na wydtuzenie ich czasu pracy.

W ostatnim pytaniu pracownicy mieli oceni¢ jakos¢ ustug §wiadczonych przez
przedsigbiorstwo, w ktérym pracuja. Zdecydowana wigkszo$¢ ankietowanych bar-
dzo wysoko ocenita t¢ jako$¢. Warto podkresli¢, ze w pieciostopniowej skali oceny
(gdzie 1 oznaczato najnizsza oceng, a 5 — najwyzsza) nie byto zadnego wskazania
ponizej wartosci 3. Wyniki jednoznacznie pokazuja, ze wigkszo$¢ pracownikow wy-
soko ocenia jako$¢ §wiadczonych ustug przez przedsigbiorstwa, w ktorych pracuja,
jednak aby ten wynik byl wyzszy, przedsigbiorstwa musza stale doskonali¢ obszary,
w ktorych wystepuja pewne problemy lub niedociagnigcia.

Podsumowanie

Rozwdj sieci Internet oraz coraz powszechniejszy do niej dostep sprawity, ze
kazdy cztowiek uzyskat szeroka mozliwos$¢ dotarcia do informacji i ustug z catego
$wiata. W dzisiejszych czasach konsumenci mogg zakupi¢ towary, nie wychodzac
z domu, i otrzymac je rowniez z dostawa do domu, co sprawia, ze stacjonarne sklepy
maja do$¢ powazng konkurencj¢ w walce 0 Klienta. Branza e-commerce stale si¢
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rozwija, oferujac poprzez rekomendacje towary, dobra czy ustugi, ktore nie tylko
zainteresujg danego klienta, ale beda rowniez dostosowane do jego indywidulanych
potrzeb. E-commerce nie moze funkcjonowac bez odpowiedniej infrastruktury in-
formatycznej, co sprawia ze oba obszary sa ze soba bardzo powigzane. Technolo-
giczni giganci, tacy jak Google czy grupa Meta, tworza narzedzia, dzigki ktorym
przedsiebiorcy moga dotrze¢ ze swoimi uslugami badz towarami do duzej rzeszy
uzytkownikow, ktorzy moga si¢ sta¢ ich potencjalnymi klientami. Dlatego bardzo
istotne jest, aby jako$¢ narzedzi, z jakich korzystajg przedsigbiorcy do promowania
si¢ w sieci Internet, czy platform, z ktérych korzystaja w ramach realizacji $wiad-
czonych przez siebie ustug, byta odpowiednia. Wyniki przeprowadzonych badan po-
kazuja, ze na jakos$¢ ustlug w duzej mierze majg wplyw miedzy innymi takie ele-
menty, jak:

— rozumienie, czym jest jako$¢ ushugi;

— wiedza, swiadomo$¢ i pojecie o tym, co wptywa na jako$¢ ustug;

— posiadanie przez pracownikow odpowiednich umiejetnosci;

narzegdzia i sprzet, z jakich korzystaja pracownicy,
Reasumujac — temat jakos$ci ustug jest dos¢ obszernym zagadnieniem. Jego defi-
niowanie trwa od wielu lat, a wraz z rozwojem technologicznym jego pojmowanie
ulega pewnym przeobrazeniom. Badania nad poruszang tematyka beda w dalszym
ciagu prowadzone, gdyz powstaja nowe rozwigzania (oparte chociazby na sztucznej
inteligencji), dzigki ktorym pojecie jakosci ustug bedzie musiato by¢ stosownie ure-
gulowane, by zachowa¢ odpowiedni standard ich §wiadczenia.
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QUALITY OF IT SERVICES IN THE E-COMMERCE INDUSTRY

Abstract: The ever-accelerating technological development blurs the border between the
real and virtual worlds. People are using the Internet more and more, browsing the content
of social networking sites (e.g. Facebook) or platforms offering video content (e.g.
YouTube) and looking for information on topics of interest to the user on blogs or Internet
forums. To access all of this content, one must be able to connect to the Internet. Wide-
spread access to the Internet, lower cost of its use, and faster connections meant that busi-
nesses began to move partially or completely to the virtual world, where there are no phys-
ical boundaries in access to new customers and new markets. The article deals with the
subject of the quality of services in the e-commerce industry, which deals with the trade of
goods and services on the Internet. The article consists of a theoretical part, in which, based
on a literature query, issues related to the origin of quality, interpretation of service quality,
and a description of selected methods of service quality research are discussed. The text
describes the development and quality of digital services on the example of leading tech-
nology companies. The second part of the study presents the results of research conducted
among employees of the IT industry, which concerned the understanding of the quality of
services, factors influencing it, reactions to customer dissatisfaction and the assessment
of the quality of services provided by enterprises employing respondents.

Keywords: IT industry, e-commerce, quality of services, digital services
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A COMPARATIVE ANALYSIS OF VARIOUS FINANCING
METHODS AVAILABLE TO SUPPORT INNOVATIVE
ACTIVITIES OF SMEs IN POLAND
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Abstract: Innovation plays a critical role in ensuring sustainable economic development.
It is a fundamental element in the success of companies, corporations, and industries, but
the process of innovation is an expensive endeavor that requires significant financial re-
sources. The objective is to evaluate the strengths and weaknesses of different financing
tools, including government grants, bank loans, self-financing, crowd-funding, seed financ-
ing, and venture capital by analyzing case studies and results of research surveys. The first
part of this research will explore the concept, types, and classification of innovation. The
empirical part is based on a discussion of survey results obtained from 59 SMEs, including
the factors that influence SMEs' decisions to seek financing for innovation. The research
method used in this study is qualitative research in terms of applied and descriptive
approaches; various resources were used including library materials, research papers, sur-
vey data, and questionnaires with entrepreneurs and business owners. The objective was to
analyze obstacles and opportunities as well as the most suitable financing method required
by small and medium-sized enterprises (SMEs) to support their innovation. The results
show that the choice of the financing method depends on several factors, including the type
and stage of innovation, the scope of the company, the particular industry, and the risk
involved for both the innovator and the investor.
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Introduction

The global economy is heavily dependent on small and medium-sized enterprises
(SMEs), which hold an important position. SMEs drive growth and innovation
across various sectors while also generating employment opportunities for individu-
als. In a literature review, we will discuss frequent economic practices and highlight
the relatively low level of innovation in Poland, particularly among small and me-
dium-sized enterprises (SMEs). Therefore, it becomes important to examine the con-
nection between both internal and, more importantly, external sources of financing
and the extent of innovative activity within the SME sector in Poland.

Innovation is a broad term that refers to improving existing services or inventing
something new. It is the process of implementation of new products or completely
enhanced products in a market. A product is either goods or services, whether related
to the production or delivery of service with a better marketing approach or organi-
zational method (OECD, 2005). There are various definitions and concepts of 'inno-
vation' in the context of economic and business theory, as well as in practical appli-
cations. Due to its historical importance and significance, different criteria are often
used to categorize innovation. In the mid of the previous century, Austrian economist
Joseph Schumpeter identified five distinct types of innovation: formulating and pro-
ducing a new product, introducing a new production method, new ways of selling
goods and services, developing a new form of organization, and introducing new
sources of raw materials (Schumpeter, 1934). These concepts serve as the foundation
for the development of a conceptual innovation process framework.

The concept of innovation presented here is closely associated with the classifi-
cation of innovation by the Organization for Economic Co-operation and Develop-
ment (OECD), which divides innovation into four categories: product innovation,
process innovation, marketing innovation, and organizational innovation (OECD,
2005). According to Schumpeter, innovation is a historical and irreversible change
in the way of doing things, often referred to as “creative destruction” (Schumpeter,
1934). Innovation is a process that begins with an idea or imagination and progresses
through various stages of development before concluding with implementation.
Innovations are referred to as new creations with economic impact, adopted and un-
dertaken by businesses, including both product and process advancements.

Product innovations involve the development of new or better products that
include new material goods, as well as new intangible services such as travel, freight
forwarding, insurance, consulting, brokerage, education, and health care (Maier,
2018). This strategy is very common in business and, according to our requirements,
is used to develop either a new product or improve the performance of an existing
one by introducing necessary modifications and selling new or improved products,
including both tangible goods and intangible services (Meeus & Edquist, 2006).

Process innovations are new methods of producing goods and services that
include technological and organizational changes. In this classification, material
goods and technological product innovations are considered tangible, while the
remaining categories are intangible (Meeus & Edquist, 2006). This field of innova-
tion is working to improve existing methods and their effectiveness by improving
production, processing, delivery, and customer satisfaction (Maier, 2018).
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Technological innovation is a process that involves technology, organizations,
business, and finance. It leads to the development of new products and production
techniques, which are used to create semi-finished products. In the 21st century, the
Internet is the best example of technological innovation (Xiao & Su, 2022) because
it can also provide the basis for many other innovations. Nowadays, big tech giants
like Google and Amazon are innovations in their own right and enable other innova-
tions in different fields.

The most important field of innovation is business model innovation because it
creates our business strategy according to market requirements. A business model is
a plan that describes how a company or organization creates value for its customers.
It typically includes information about the target market, their needs, and how the
company's products or services will meet those needs. The current economic chal-
lenges they face require them to seek innovation not only in the areas of products
and processes but also in the production, process, and organizational areas of their
activities. As a result, companies may need to consider introducing changes to their
business model to achieve their goals (Grabowska, 2015). The scope of innovation
in a business model should be based on the level of understanding of market needs
and the ability of an enterprise to successfully implement innovation. Therefore,
managers should carefully consider the type and scale of innovative solutions when
implementing innovation in a business model (Martin, 2016). Innovation plays
a critical role in the introduction of new products or in making changes to existing
product lines or processes, resulting in increased market share, sales, and customer
satisfaction. The success of innovation heavily depends on its financial support, and
developed nations possess numerous methods to support and promote innovative
activities (Wegner, 2022). The projects can be financed by companies through inter-
nal or external methods, which involve utilizing cash flow or acquiring loans. Usu-
ally, the majority of innovative projects receive primary funding from internal
sources (Transition Report, 2014). It is essential to have sufficient internal financial
resources to carry out innovative activities, not only to cover project expenses but
also to facilitate the ability to access subsidies or loans for additional funding that is
required during the development phase (World Bank Summary Report, 2020).
External financing methods for innovation involve seeking funds from sources out-
side the company. These may include venture capital investments, bank loans, gov-
ernment grants, seed financing, and crowdfunding platforms. This issue is discussed
in more detail in the literature review for this article.

This article will be divided into several sections: introduction, literature review,
research methodology, results and discussions, and conclusions. The initial part pre-
sents the significance of innovative activities in SMEs and explains the level of de-
pendence on the availability of financing sources. The second section is related to
the literature review on the importance and the role of financing in fostering innova-
tion, including the impact of funding on innovation outcomes, as well as the im-
portance of financial support in addressing the obstacles associated with innovation
and its funding sources. The methodology of our research discussed in the third sec-
tion of this article includes empirical research based on a questionnaire-based survey
conducted among SMEs to examine their experiences with financing innovation.
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It illustrates the essential components of innovation management and highlights the
role that various financing tools in supporting innovation within the company. In the
fourth part, the results and discussion explain the business model, analyze the differ-
ent types of financing and financing stages, and present the conclusions of a survey
conducted among small and medium-sized enterprises (SMEs) on their experiences
in financing innovations. The survey aims to provide insights into the challenges
faced by SMEs when financing innovation, as well as their perceptions of different
financing tools. This section will examine the survey results, including the factors
that influence SMEs' decisions to seek financing for innovation, and the most com-
monly used financing tools among SME:s.

Literature review

Innovation is not only about coming up with a new idea but also ensuring that the
company can implement it. Financial resources play a crucial role in this process.
It was found in a study that lack of financial resources is one of the major barriers to
innovation (Cobban et al., 2019). The uncertainty surrounding the return on invest-
ment and the level of investment required, particularly in the early stages of innova-
tion, makes it challenging for management to invest in new ideas (Rijnbach, 2012).
On the other hand, a company may have sufficient funding, but it all comes from
internal sources. It is important to consider funding for innovation from a broader
perspective and to explore all available options. Financing tools are important in in-
novation because they provide the means to secure the necessary funding to bring
new ideas to life (Rijnbach, 2012).

The analysis of innovation activities in Polish companies reveals that their level
of innovation is low compared to leading countries. Between 2019 and 2021, only
26.3% of industrial and 22.2% of service enterprises engaged in innovative activities
(Wegner, 2022). Greece had the highest percentage of innovative enterprises at 73%,
followed by Belgium at 71%, Germany and Finland at 69%, and Cyprus at 66%. On
the other hand, Romania had the lowest level of innovation activity at 11%, Latvia
at 32%, Hungary, and Spain at 33%. This lack of innovation can be attributed to
a lack of perception of domestic technological innovations by businesses, resulting
in an ineffective use of their innovation potential (Community Innovation Survey,
2022). When looking at the funding sources for innovation spending in both indus-
trial and service enterprises, the majority came from own funds (76.3% and 87.9%,
respectively). A smaller proportion came from abroad (9.7% and 5.6%), credit and
loans from financial institutions (6.0% and 2.1%), and domestic funding from insti-
tutions with public funds 3.8% and 2.5% (Wegner, 2022).

The innovation ecosystem in Poland is one of the least developed in the European
Union. In recent years, it has ranked near the bottom of the European Innovation
Ranking, ahead of only Romania, Bulgaria, and Croatia, with the lack of good ideas
and high costs related to innovation being the main reasons that prevent companies
from engaging in R&D projects (Community Innovation Survey, 2022). Developed
nations have many options to support and advance innovation, as new scientific
advancements and technologies play a very important role in national security.
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The main source of funding for innovation was internal funds, regardless of the
scope and type of activity carried out. It is essential to have sufficient internal finan-
cial resources to undertake innovative activities, not only to cover project expenses
but also to access subsidies or loans as additional funding is needed during the de-
velopment phase (Kokot-Stepief, 2022). Internal financing is an immediate option
that provides support for innovation to a company or organization that can access
from within their own operations and resources, without relying on external sources
such as loans or investments. Some common internal financing options include:

1. Retained earnings: Profits that are not distributed as dividends but instead rein-
vested back into the company.

2. Debt financing: Borrowing funds from within the company, such as through in-
ter-departmental loans or bonds issued to employees.

3. Sales of non-core assets: Divestment of non-essential assets, such as property
or equipment, to free up capital for innovation.

4. Cost savings: Redirecting resources from non-essential areas to fund innova-
tion projects.

Internal financing provides companies with a stable and controlled source of in-
novation financing that can help in the utilization of funds. Innovation activities are
highly risky, with some studies finding that 90% fail to succeed (Marmer et al.,
2011). To mitigate this risk, innovators must seek financing from sources and insti-
tutions that are willing to accept it. The initial funding for innovation often comes
from the owner's capital. However, as the project and team grow, this may become
insufficient for continued development. Hence, the progress of a startup depends on
securing external sources of financing beyond the founder’s equity. These sources
can include but are not limited to:

1. Venture capital: It is an external source of funding that is often invested in
companies that are high-growth startups and innovative and have the potential
for significant returns with very little risk.

2. Business angels: They are wealthy individuals who provide equity financing.
They are usually successful entrepreneurs who invest their savings. They usu-
ally prefer high-potential, high-risk investments. Like venture capital, business
angel investments come with added benefits for the company, such as strategy
support, business connections, and experience in running and growing a busi-
ness.

3. Crowdfunding: It is a popular way to raise funds by appealing to a large group
of people through an Internet portal. Projects, whether business or not, are
funded through equity or debt-based financing, reward-based financing, or do-
nation-based financing (Mora-Cruz & Palos-Sanchez, 2023).

4. Seed financing: Seed financing is typically provided at the earliest stage of
a new venture or project, even before it begins to generate revenue. It is a prev-
alent method for early-stage development funding among startups that have not
yet received venture capital or angel investment. Seed financing commonly
involves multiple stages of funding for a project or idea, with each stage hav-
ing unique characteristics and goals (CFI).
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Table 1. Features of the chosen methods for start-ups to raise capital

Founder’s | e \/c Fynds — Crowd Internal
Category invested Business Angels fundi Financin
capital g unding g
. Constrained Depen(fls on the_ Typically, smaller than | Constrained
Attainable by the company's financial .
. with shares sold to by the
amount of owners status and outlook . o ,
. - - financial investors, company's
capital financial and market L
. o usually limited cash flow
capacity conditions
Significant, The competition to
. given that The process for secure these funds is
Ease in . . .
obtaining the owners chopsmg entities | intense, success dgp_ends Significant
. have s to invest funds on the project's ability to
capital L - ;
ufficient is rigorous generate interest among
capital the community
Financial investors
Control ty_plc_a!ly aim to exert Almost all types of
over the Complete | significant influence : Complete
\ Crowd-funding
company on the company's
operations
Costs Very low Very low Low No costs
Assistance in the Significant marketing
management of the | impact and promotion,
Additional company, active | an efficient way to rgach
benefits No participation in the a large aydlence with No
strategy, and aid in information about the
securing additional company and its
funding offerings

Source: Author’s own study based on research (Wilson & Silva, 2013)

Innovation funding sources will be used to support the development and imple-
mentation of an innovative project or idea. The conclusion of financing sources is an
important step in the innovation process, as it determines the level of resources avail-
able to support the project and the terms and conditions under which the funds will
be provided. Ultimately, the choice of financing sources will have a significant im-
pact on the success of the innovation project and must be made with careful consid-
eration of the risks and benefits involved.

Methodology

The primary objective of the article is to analyze the challenges and opportunities
faced by small and medium enterprises (SMEs) in terms of innovation support, while
also identifying the most suitable financing methods required by them. By conduct-
ing this study, we will be able to find answers to the following research questions.
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— What is the understanding of the financing options among innovators and how
do they assess and use the financing tools?

— What are the key features and benefits associated with the different financing
options and what factors are discussed in relation to the choice of financing
tool?

— How does the risk associated with the innovation factor influence the selection
of a financing tool?

We conducted a survey among small and medium Polish innovative companies
that focus on creating innovative solutions. We examined the challenges they faced
and analyzed the various financing tools employed by the companies to support their
innovative process. This empirical study is based on a survey conducted among
SMEs to explore enterprises' experiences of financing innovation. The objective of
the survey is to gain valuable insight into the difficulties faced by SMEs when seek-
ing innovation financing, as well as their perspectives on various financing tools.
This section helps to analyze the survey findings and includes an exploration of the
factors that influence the decision-making process of SMEs when it comes to financ-
ing innovation, as well as the financing tools that are the most commonly used among
SME:s. Based on the collected data, the analysis includes the assessment of the level,
structure, and dynamics of both SMEs' expenditure on innovation and the sources of
financing for their innovative activities.

However, like any study, this one also has its limitations. It presents possible ways
to overcome the potential limitations of a comparative study of different financing
tools that support innovation. One of the primary limitations is the limited availabil-
ity of data. Some financing tools, such as venture capital, bank loans/credits, and
government assistance, have been studied extensively, while others, such as crowd-
funding, seed financing, and angel investing have not been studied as thoroughly.
It makes it difficult to compare the effectiveness of different financing tools accu-
rately. To overcome this problem, multiple sources were used, such as primary data,
e.g., surveys and interviews, to collect information directly from the stakeholders
involved in innovation financing. Secondary data, such as financial reports, can also
provide useful information for comparative analysis.

Innovation is a long-term process and its effects may not be immediately appar-
ent. Long-term data is required to accurately evaluate the effectiveness of different
financing tools. The study analyzed shorter-term data to identify trends and patterns,
focused on recent developments and used this information to extrapolate future
trends. In addition, interviews and surveys with experts in the field were conducted
to gain their insights and perspectives on financing innovation.

Results and discussion

The process of implementing innovation is a very important element for the suc-
cess of any company, as it enables the organization to remain competitive within its
industry, fulfill the ever-changing needs of its clients, and enhance efficiency and
productivity. In addition, innovation helps a company explore new markets, prod-
ucts, and revenue streams. There are various approaches for Polish companies to
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implement innovation, such as investing in research and development (R&D) to in-
troduce new products or enhance existing ones, share their knowledge and expertise
with startups, or create an innovative work environment that encourages employees
to come up with and share new concepts.

The research findings indicate that the success of implementing innovation in
SME:s is significantly on seed financing during their initial stages, followed by adapt-
able financing methods depending on the circumstances. However, it was observed
that funding options such as crowdfunding, business angels, and seed financing,
which are more appropriate for early-stage startups and innovation-focused SMEs,
are utilized by less than 10% of the SMEs. By studying successful SMEs, we iden-
tified best practices and strategies that can be applied to other businesses. This can
help to promote innovation and growth across the sector. This case study can also
help identify the challenges and obstacles that SMEs face when it comes to financing
innovation. By understanding these challenges, policy makers and investors can
work to create more effective solutions that address the needs of SMEs.

Businesses that employ fewer than 250 people and have an annual turnover of no
more than EUR 50 million or an annual balance sheet total not exceeding EUR
43 million are categorized as micro, small, and medium companies (European Com-
mission, 2003). SMEs are of significant importance in any economy as they contrib-
ute to the production of goods, create employment opportunities, respond effectively
to market fluctuations, and act as a catalyst for innovation in the creative, technical,
and technological domains. In addition, they also serve as a source of social and
economic development within a region. Therefore, supporting SMEs is an important
factor in driving economic growth in any economy.

The purpose of the survey was to gather the perspectives of Polish SMEs and help
to enhance their competitiveness. It was carried out in April 2023 and received re-
sponses from 59 SMEs located in 13 different voivodeships (provinces) in Poland.
The report highlights that the majority of companies that participated in the survey
are micro-businesses, representing 40.7% of the total. Small companies account for
the second highest number, representing 35.6% of the total. Lastly, medium-sized
companies make up the remaining 20.3% of the total (Figure 1).
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Figure 1. Number of companies classified by the total number of employees (in %)

Source: An online survey carried out by the author using Google Forms
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The majority of the SMEs belonged to the restaurant/food/cafe industry, repre-
senting 27.1% of the total. The report also highlights that 22% represented the spare
parts manufacturing sector, including casting foundries and small industries. In ad-
dition, the report highlights that 22% of the respondents were in the information
technology sector.

This suggests that there is a strong focus on innovation among SMEs in these
sectors. Furthermore, the report shows that 13.6% represented consulting companies
that provide unique services to their clients. This highlights the importance of ser-
vice-based industries in the region and the growing demand for consultancy-based
services. Lastly, the report indicates that a minor proportion of companies, less than
15%, did not disclose their type of business. This information is relevant because it
may be indicative of the nature of the SMEs in the region and their level of transpar-
ency (Figure 2).
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Foundaries Café Technology

Figure 2. Number of small and medium enterprises according to their business
sector (in %)

Source: An online survey carried out by the author using Google Forms

The results of the survey indicate that 42.4% of the companies surveyed used
their own funds, including the use of personal savings and other internal sources of
funding. The second-highest source of financing for SMEs is bank loans and credits,
which constitutes over 15.3% of the total of SMEs. This indicates that some SMEs
rely on external funding sources, such as bank loans, to support their business oper-
ations. The report highlights that government assistance programs provided funding
at 20.3%, which is the third highest source of financing. It indicated that these SMEs
may not have proper access to funding sources, which could affect their ability to
innovate and grow.

The results of the survey also show that funding sources such as crowdfunding,
business angels, and seed financing, which are suitable for early-stage startups and
innovation-based SMEs, make up less than 10% of the total SMEs surveyed. This
indicates that there is limited availability of funding sources for innovative SMEs.
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The reliance on self-financing and bank loans suggests that external funding sources
may not be easily accessible for all SMEs, which could limit their ability to innovate
and grow. This information can be used to create policies and programs to support
SMEs and promote innovation in the region (Figure 3).
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Angels Assistance Credits

Figure 3. Financing method used in the past six months to support innovation (in %)

Source: An online survey carried out by the author using Google Forms

The most significant obstacle identified by the SMEs is the lack of financing
sources, with 32.2% of the respondents citing this as a barrier. This suggests that
many small businesses are struggling to secure the funding they need to invest in
research and development or other innovative activities. Without adequate financing,
these businesses may struggle to remain competitive in the long term. Another sig-
nificant obstacle identified by SME:s is the high cost of innovation, with 23.72% of
the total. This indicates that many SMEs may be deterred from pursuing innovative
activities because of the high costs involved. This could include the costs of research
and development, hiring skilled employees, or investing in new technology or equip-
ment.

The survey also found that 18.6%. of the respondents consider administrative and
legal barriers a significant obstacle for SMEs. The lines suggest that seed financing,
crowdfunding, and business angels are good financing tools for innovation and
SMEs because they provide initial investment without any conditions, allowing these
businesses to pursue innovation. Finally, the survey identified that the lack of skilled
employees and technology in some companies is also a barrier to innovation. This
could involve investing in employee training programs or hiring skilled employees
from outside the organization. In conclusion, the various obstacles that SMEs face
in pursuing innovative activities in their development include financing, high costs
of innovation, administrative and legal barriers, and a lack of skilled employees and
technology. It is necessary to improve and select good financing tools, as well as
invest in employee training and skill development (Figure 4).
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Figure 4. Factors that impede innovation activity in the past three years (in %)

Source: An online survey carried out by the author using Google Forms

Our survey results indicate that seed financing, crowdfunding, and business an-
gels are effective financing options for small and medium-sized enterprises (SMEs),
particularly for innovative startups. Furthermore, government-sponsored financing
programs can also be advantageous in encouraging innovation. The appropriate
allocation of funds is also a critical factor in promoting innovation, with investments
in research and development and employee training being particularly beneficial in
enhancing overall productivity.

In recent years, the growth of small and medium enterprises (SMEs) has been
attributed to their innovative approaches and efforts to secure optimal financing.
However, SMEs may find innovation costly, as it involves substantial investments in
research and development to introduce new products and services. This can be espe-
cially challenging for SMEs with limited financial resources. To address this, SMEs
require the most suitable financing method, which depends on various factors such
as their growth stage, risk level, and the type of assets they possess.

Ultimately, the study demonstrates that the financing method has a direct impact
on the innovation ecosystem, particularly in seed financing, crowdfunding, and busi-
ness angels, which have a relatively small share in the overall financing pool. Early-
stage funding is crucial to provide capital to start-ups and early-stage companies to
cover the costs of research and development, prototyping, and other initial expenses.
For SMEs exploring innovation, seed financing can be a valuable resource as it can
provide the necessary funding to support research and development and implement
new ideas.

Conclusions

The objective of the paper was to analyze and compare various financial tools
available to support innovation in different contexts. The aim was to provide a com-
prehensive understanding of the different financing options available to innovators.
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It discussed different factors that influence the choice of financing tools, such as the
stage of innovation, the industry, the size of the investment, and the risk associated
with innovation. There is no single financing method that is best for all innovations
and start-ups in SMEs, as the choice of financing method depends on various factors,
such as the nature and stage of innovation, the size and scope of the business, the
industry, and the risk associated with the innovation and investor. However, the study
concluded that each financing method has some limitations. Below, we present

a brief overview of some of the financing methods discussed in our paper.

— Self-financing involves using personal savings, credit cards, or other personal
assets to fund a startup. It can be a good option for entrepreneurs who have the
resources to fund their venture and do not want to give up equity or take on debt.
However, self-financing can be risky, as the entrepreneur may lose their personal
assets if the venture fails.

— Angel investment can be a good option for innovation with a strong potential for
growth and a clear business plan. However, it can be challenging to find and
attract angel investors, and investors may expect a high return on their invest-
ment.

— Crowd-funding involves raising funds from a large number of individuals, usu-
ally through online platforms. It can be an effective way to validate a business
idea and generate interest in the product or service. However, it can be difficult
to stand out among many projects that seek funding on crowdfunding platforms.

— Seed financing typically refers to the first round of funding that a startup receives
from investors. It can be a good option for startups that have a clear business
plan and a strong team but need capital to develop their product or service. How-
ever, seed financing can be difficult to secure as investors may be hesitant to
invest in untested ventures.

— Bank loans involve borrowing money from a bank or financial institution and
paying it back with interest over time. Bank loans can be a good option for
established businesses with a strong credit history and steady cash flow. How-
ever, bank loans can be difficult to secure for startups and may require collateral
or a personal guarantee.

— Government assistance can come in the form of grants, loans, or tax incentives
designed to support innovation and entrepreneurship. Government assistance
can be a good option for startups that meet certain eligibility requirements and
can help reduce the financial burden of starting a business. However, govern-
ment assistance can be limited and competitive and the application process can
be time-consuming.

Overall, it is clear that seed financing and angel investment have a positive impact
on innovation in Poland, but more needs to be done to ensure that startups have ac-
cess to these financing tools. By exploring other financing tools and addressing any
barriers to access, it is possible to build a stronger startup ecosystem that can help
drive innovation and economic growth in Poland. By understanding these chal-
lenges, policy makers and investors can work to create more effective solutions that
address the needs of SMEs.
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ANALIZA POROWNAWCZA METOD FINANSOWANIA WSPIERANIA
INNOWACY]JNE] DZIALALNOSCI MSP W POLSCE

Streszczenie: Innowacje odgrywaja kluczowsa rolg w zapewnieniu zrownowazonego roz-
woju gospodarczego. Proces innowacji to fundamentalny element sukcesu firm, korporacji
i branz, ale jest przedsigwzigciem kosztownym i wymagajacym znacznych srodkow finanso-
wych. Celem artykutu jest ocena mocnych i stabych stron ré6znych narzgdzi finansowania —
w tym dotacji rzadowych, pozyczek bankowych, samofinansowania, finansowania spotecz-
no$ciowego, finansowania zalagzkowego i kapitatu podwyzszonego ryzyka — poprzez ana-
lize studidow przypadkow i wynikow ankiet badawczych. Pierwsza czgs¢ tego badania po-
$wigcona jest pojeciu, rodzajom i klasyfikacji innowacji. Cze$¢ empiryczna opiera si¢ na
omoéwieniu wynikéw badan ankietowych uzyskanych od 59 MSP, w tym czynnikow wply-
wajacych na decyzje MSP o pozyskiwaniu finansowania na innowacje. Metoda badawcza
zastosowang w tym badaniu sg badania jako$ciowe w zakresie stosowanych podejsé, jak
i illo$ciowe, przy ktorych korzystano z réznych zasobow, w tym materiatlow bibliotecznych,
artykutléw naukowych, danych ankietowych, kwestionariuszy wywiadoéw z przedsigbior-
cami i wlascicielami firm. Celem jest analiza przeszkod i mozliwosci, a takze najodpowied-
niejszej metody finansowania wymaganej przez mate i $rednie przedsigbiorstwa (MSP)
w celu wspierania ich innowacji. Wyniki pokazuja, ze wybdr metody finansowania zalezy
od kilku czynnikéw, w tym rodzaju i etapu innowacji, zakresu przedsigwzigcia, branzy oraz
ryzyka, jakie wnosi ze sobg zar6wno innowator, jak i inwestor.

Stowa kluczowe: metody finansowania, wsparcie innowacji, Polska, finansowanie zalgz-
kowe, MSP
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Abstract: The objective of this study was to identify the relationship between personal,
business, management, and social skills and the entrepreneurship program of students from
an educational institution with an entrepreneurial profile in the creation of micro and small
companies. The type of research was quantitative, correlational, and non-experimental. The
subjects were 320 students from the field of economic and administrative sciences. The
instrument was validated by four professors from the Autonomous University of Nuevo
Ledn, Autonomous University of Coahuila, Tecnoldgico de Estudios Superiores de Ecate-
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management, and social skills as well as skills developed in educational programs are sig-
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Introduction

An entrepreneur is of vital importance in society as such a person has skills, com-
petences, and knowledge that have an impact on different areas such as technology,
economics, and education, among others, according to the innovative approach that
everyone has. Hence the relevance of promoting actions among university students
with entrepreneurial features.

According to Gartner (1989), an entrepreneur has three different approaches, such
as: (1) the trait approach, which consists of knowing the characteristics of his per-
sonality as an entrepreneur, (2) the behavior-based approach, which refers to the ac-
tivities that are carried out and that result in the creation of a new company or idea,
and (3) a mixed approach that combines both approaches and identifies the different
roles and functions that the entrepreneur performs and that require certain attributes.

When talking about entrepreneurship, business thinking or focus emerges, which
involves business creation, creation of ideas, new products, and new services, which
makes this profile of interest to universities that train professionals in all branches of
knowledge such as health, natural resources, engineering and technology, econom-
ics, administration and finance, social sciences, among others.

The entrepreneurial process is of great interest to higher education institutions;
therefore, the learning and skills of students must be focused on the needs of each
student. Even when there is no consensus regarding the entrepreneurship process,
Alda (2010) presents three phases in entrepreneurship: exploration, implementation,
and management. Public universities in Mexico incorporate in their study plans
blocks of generic competences related to entrepreneurship and design their courses
according to the degree of progress and consolidation in these blocks. The explora-
tion phase carries out the task of incorporating concepts and generating ideas to gen-
erate value among those involved; the next phase is the implementation phase, in
which the ideas generated are put into action, which allows the development of such
competences as planning, organizing, and implementing initiatives. Finally, there is
the management phase which has a degree of sustainability and viability. This hap-
pens when the idea has been assimilated, and it is possible to proceed to the exploi-
tation of the idea.

The purpose of this study is to identify the relationship between personal, busi-
ness, management, and social skills, and the entrepreneurship program of students
of an educational institution with an entrepreneurial profile in the creation of micro
and small companies.

Literature review

Running a company or organization provides information about some activities
of the person running it, not only physical but also intellectual, so it is to be expected
that an entrepreneur who is physically and mentally well will present a better perfor-
mance (Volery & Pullich (2010) cited in (Santillan et al., 2015)).

124



DOI: 10.17512/znpcz.2023.3.09

Among the characteristics of an entrepreneur, creativity is seen as a process or
a product, together with risk-taking, innovation, with a constant state of alert for op-
portunities. In addition, an entrepreneur most of the time seeks to be self-employed;
and then seeks the management of small businesses, but at this point, a higher degree
of investment, organization, and managerial skills is required. If you persevere in the
previous one and have more investment, you are ready to move on to the generation
of new products or new businesses and enter a larger investment market such as the
stock market or other financial structures, becoming an entrepreneur with experience
in your operations. (Martinez, 2016).

Santillan, Gaona and Hernandez (2015) in their study “The profile of the entre-
preneur who supports private equity funds/entrepreneurial capital in Mexico” pre-
sent some important skills that allow us to better understand the profile of an entre-
preneur. These skills involve the ability to evaluate risks, the desire to make money,
integrity, physical and mental health, teamwork, independence, experience, leader-
ship, and familiarity with the objectives.

Another description of the entrepreneurial profile is presented by Moriano and
Paci (2005) and Uriarte (2007), cited in Montoya, Chica and Caballero (2019), who
highlight the psychological characteristics, as well as the willingness to take risks,
innovation, and personal initiative. Characteristics such as hereditary, environmental,
and educational are also included.

Kihlstrom (1979) and Anyakoha (2006) conclude that an individual chooses be-
tween being an employee or an entrepreneur, and their entrepreneurial profile is dis-
tinguished by their attitude towards risk, recognition of opportunities, and commit-
ment to gather resources to satisfy a demand or opportunity identified in the market.
Therefore, the personal competences of an entrepreneur are focused on the satisfac-
tion that they feel with the results achieved by their activities.

Regarding the competence to manage, Cobo (2012) comments that this capacity
is related to the experience that one has in organizations, thus deriving in business
a competence that Alda, Villardon and Elexpuru (2012) describe as one that allows
the entrepreneur to perform adequately in the organization.

In terms of social competences, Cobo (2012) refers to personal and intercultural
competences that an individual performs to participate effectively in their social and
professional life. Social competences also refer to the individual in an interpersonal
environment who expresses feelings and attitudes, respects the behavior of others,
and commonly deals with immediate problems minimizing the possibility of future
problems (Portuguez & Gomez, 2021).

Research methodology

The research was quantitative and descriptive in scope, not experimental. The
statistical method of the relationship was applied in order to determine if the varia-
bles of the study object are related and to evaluate their trend and type of correlation.
This enhances the strength of the variables and the direction of the correlation.

The participants were university students who followed a career in the field of
administrative and economic sciences at the Technological Institute of Sonora and
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took entrepreneurship courses within the curriculum. At the end of the August-De-
cember 2021 cycle, the total number of students in the Business Administration
course was 827, Public Accounting 679, Tourism Business Administration 297, and
Economics and Finance 435; with a total of 2,238 students.

The type of sampling was non-probabilistic and intentional, with a confidence
level of 95% and a margin of error of 5%, representing a total of 320 students.

Regarding the materials, an instrument was applied with the objective of acquir-
ing entrepreneurial skills such as personal, business, social, and management skills,
as well as skills of the educational program in entrepreneurship that have an impact
on the creation of microenterprises. The instrument was validated by professors in
the field of economic and administrative sciences of the following universities:
(1) Autonomous University of Nuevo Leon, (2) Technological Institute of Sonora,
(3) Autonomous University of Coahuila, and (4) Ecatepec Higher Education Tech-
nological Institute for a joint investigation where the entrepreneurial profile of the
business career students of the mentioned universities as a whole was evaluated.

The instrument is composed of two sections: the first contains general student
information with 17 questions; the second analyses the competences of the entre-
preneurial profile with 45 items; the latter with a Likert scale with five response
options: (1) totally disagree, (2) disagree, (3) undecided, (4) agree, and (5) totally
agree, with an adaptation from Cabana, et al. (2013) and Ibafiez (2012).

The variables are described below and include the questions formulated in each
of them.

Table 1. Operationalization of the variables

self-directed teams, including
motivation, expectations,
achievement, affiliation,
openness to change, and
flexibility. It also includes
leadership competence,
commitment, support, and
supervision (Mantilla & Garcia,
2010).

Variable Description Items
Personal Competence is required for 1. I am proud of the results | have
Competence a successful interrelation in achieved in my activities

2. In general, | am sure of my
own ideas and abilities

3. What really motivates me is
thinking of new ideas that
stimulate business

4. 1 am not afraid of problems
and I like to solve them. They are
a challenge in my professional
activity and | assume
responsibility alone

5. I think it is necessary to spend
a lot of time planning business
activities

6. | think that risking money to
start a business scares me

7. Do the people around you
usually accept and follow your
ideas or opinions?
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Variable Description Items

Business Jones and George (2010) cited in | 1. When you are presented with

Competence Chavez (2012) describe compe- |a problem or task, do you solve it
tence as the intention of knowing | with original solutions?
how to face the changing 2. Values are an important factor
environment in the business in starting a business activity
environment, where they will 3. You like to make decisions and
seek to improve the performance |be your own boss
of their collaborators and with 4. In your opinion, how would
this understand and manage the | you classify your ability to
organization, including the identify business opportunities?
capacity for taking decisions. 5. You see yourself in the long
Skills to foster creativity and term with a successful company
teamwork, share the business 6. You like to work in a team
vision, and identify problems and | 7. You have bargaining power
opportunities that arise in the
environment

Management This competence consists of 1. Do you consider yourself fit to

Competence taking advantage of and assume responsibilities when

shaping the knowledge, skills,
and attitudes of people to develop
the professional and operational
performance that a competitive
organization requires. Furthermore,
management competence
establishes mechanisms to
interact among team members,
aligning their performance with
the strategic objectives of
organizations (Chavez, 2012)

facing a complex situation?

2. Do you enjoy motivating those
around you, transmitting your
desire to “do” important things?
3. The school environment is
developing the necessary skills to
generate new products and/or
services

4. Are you capable of

foreseeing opportunities or
problems before others?

5. Do you have the skills to
transform problems into
opportunities?

6. Do you have the knowledge
and skills to establish market
strategies?

Social Competence

Social competences in the student
environment are related to the
teaching of information and
communication technologies. In
this way, students develop
empathy and at the same time,
acquire information and
knowledge about their
environment. Personal
competences include skills such
as teamwork, knowing how to
negotiate, using self-control,
avoiding problems, taking

1. You are capable of carrying
out a venture with your current
knowledge and skills acquired in
your career

2. You set challenging goals and
communicate them easily

3. You are a highly motivated
student

4. You have the ability to adapt
to new situations that impact your
stability
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entrepreneurship

in supporting students to increase
their intention to do business.
The education sector that
includes entrepreneurship pro-
grams in its study plans improves
the perceived abilities,
knowledge, and attitudes of
individuals (Asimakopoulos et
al., 2019 cited in Bravo et al.,
2021)

Variable Description Items
initiative, gathering information, |5. Currently, it would be easy for
solving problems, and focusing | you to form a work team to
on a specific task, among others |develop a venture
(Goldstein, Sprafkin, Gershaw, |6. You have the ability to
and Klein, 1989 cited in Plaza motivate other people to follow
etal., 2016) you of their own free will
Educational The importance of including 1. Academic skills to teach are
program in entrepreneurship in education lies | sufficient. Promote and

strengthen entrepreneurship in
your career

2. In your career, there are
networks of contacts with
institutions that promote
entrepreneurship

3. In your institution, there are
competitive internal funds to
generate ventures

4. The academics of your career
constantly stimulate you to
develop your entrepreneurial
spirit (entrepreneurial profile)
5. The academics of your career
have the necessary experience in
entrepreneurship, to teach and
transmit to their students

6. Your institution has spaces for
workshops, seminars, talks or
activities related to
entrepreneurship

7. In its educational program,
subjects are taught in which

a business plan is carried out

8. The study program you are
studying develops your
administrative skills (planning,
organizing, directing, and
controlling)

Source: Own study based on research

In the procedure, once the sample was identified, an instrument was applied to
collect students’ opinions on the skills that an entrepreneur should have, such as per-
sonal, business, social, and management skills, as well as competences of the entre-
preneurship educational program that affect the creation of microenterprises.

The information was collected during the first semester of 2022 and systematized
in the Statistical Package for the Social Sciences (SPSS) in its version 17, obtaining
the reliability of Cronbach's Alpha of .943 defined as satisfactory according to Taber
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(2018). The hypothesis test was Pearson's correlation and the research hypotheses

that emerged were:

H1: Personal competence is a factor that has a positive correlation with the university
entrepreneurial profile in the creation of microenterprises in the students of
Administrative and Economic Sciences at the Technological Institute of Sonora.

H2: Business competition is a factor that has a positive correlation with the entrepre-
neurial profile in the creation of microenterprises in students of Administrative
and Economic Sciences at the Technological Institute of Sonora.

H3: Management competence is a factor that has a positive correlation with the
entrepreneurial profile in the creation of microenterprises in the students of
Administrative and Economic Sciences at the Technological Institute of Sonora.

H4: Social competence is a factor that has a positive correlation with the university
entrepreneurial profile in the creation of microenterprises in the students of
Administrative and Economic Sciences at the Technological Institute of Sonora.

H5: The entrepreneurship education program is a factor that has a positive correlation
with the entrepreneurial profile in the creation of microenterprises in the students
of Administrative and Economic Sciences at the Technological Institute of Sonora.

The independent variables are (1) personal competence, (2) business competence,

(3) management competence, (4) social competence, (5) the educational program in

entrepreneurship, and the dependent variable is the creation of microenterprises in

the entrepreneurial profile of the student. In the end, the results, conclusions and
discussions of the study were presented.

Results

Of the 320 respondents, 35% were men and 68% were women, 96% of respondents
were in the age group between 18 and 25 years, and the rest between 26 and 47 years.

Regarding study programs, 44% were students of public accounting, 29% of
administration, 19% of economics and finance, and 8% of tourism business admin-
istration.

Regarding their perception of the abilities to run a business, the students surveyed
commented that 35% have what is necessary although they should complete their prac-
tical training, 20% commented that they feel fully capable of undertaking a business,
16% commented that although they do not have the abilities to run a business, they can
complement them with other people, 15% said that they have what is necessary but
should complete their theoretical training, the rest with a lower percentage commented
that their abilities are scarce or that they have not developed them.

57% of those surveyed commented that they had received courses on business cre-
ation, in addition to their academic training, and 43% commented that they had not.

As can be seen, there is a perception of having the necessary skills for entrepren-
eurship. The table below presents a correlation analysis of personal competence,
business competence, management competence, social competence, and the educa-
tional program in entrepreneurship with respect to the university entrepreneurial pro-
file in the creation of microenterprises in students.
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Table 2. Correlation of personal competence and the university entrepreneurial
profile in the creation of microenterprises in students

Personal Creation of
Competences Microenterprise

Personal Pgarsop correlation 1 0.661™
Competence Sig. (bilateral) 0.000

N 320 320
Creation of Pgarsop correlation 0.661™ 1
Microenterprise | —o19- (Pilateral) 0.000

N 320 320

** The correlation is significant at the 0.01 level (bilateral).
Source: Own calculations

The significance level in Table 2 is 0.000, which shows that there is a very sig-
nificant relationship between the variables of personal competence and that of busi-
ness creation in the student profile and a confidence level of 99%.

The statistical value “r” of Pearson is 0.661, which has a greater relationship be-
tween the variables and is interpreted as a median positive correlation according to
Hernandez, Fernandez and Baptista (2014).

The training that entrepreneurs have and their personal traits impact their training
as an entrepreneur; on the other hand, experience is not a determining factor for being
an entrepreneur, since Martinez (2016) concluded in his study that the young popu-
lation is the population with the most evidence in entrepreneurial initiatives. In some
cases, at a very early age, young people acquire habits and interest in innovation or
different alternatives to those offered by the company when it employs them as em-
ployees, which benefits the region's economy.

Table 3. Correlation between business competence and the entrepreneurial profile
in the creation of microenterprises in students

Business Creation of
competence Microenterprise

BuSiness Pgarsop correlation 1 0.695™
Competence Sig. (bilateral) 0.000

N 320 320
Creation of Pgarsop correlation 0.695™ 1
Microenterprise Sig. (bilateral) 0.000

N 320 320

** The correlation is significant at the 0.01 level (bilateral).
Source: Own calculations

The level of significance in Table 3 is 0.000, which shows that there is a very
significant relationship between the variables of business competence and the crea-
tion of companies in the student profile and a confidence level of 99%.
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The statistical value “r” of Pearson is 0.695, which has a greater relationship
between the variables and is interpreted as a median positive correlation according
to Hernandez, Fernandez and Baptista (2014).

Table 4. Correlation between management competence and the university
entrepreneurial profile in the creation of microenterprises in students

Competence of Creation of
Management Microenterprise

Competence of Pearson correlation 1 0.623™
Management Sig. (bilateral) 0.000

N 320 320
Creation of Pearson correlation 0.623™ 1
Microenterprise Sig. (bilateral) 0.000

N 320 320

** The correlation is significant at the 0.01 level (bilateral).
Source: Own calculations

The significance level in Table 4 is 0.000, which shows that there is a very sig-
nificant relationship between the management competence variables and the creation
of companies in the student profile and a confidence level of 99%.

The statistical value “r” of Pearson is 0.623, which has a greater relationship be-
tween the variables and is interpreted as a median positive correlation according to
Hernandez, Fernandez and Baptista (2014).

Table 5. Correlation of social competence and the university entrepreneurial profile
in the creation of microenterprises in students

Social Creation of
competence Microenterprise

Social Pgarsop correlation 1 0.673"
Competence Sig. (bilateral) 0.000

N 320 320
Creation of P_earsop correlation 0.673™ 1
Microenterprise Sig. (bilateral) 0.000

N 320 320

** The correlation is significant at the 0.01 level (bilateral).
Source: Own calculations

The significance level in Table 5 is 0.000, which shows that there is a very sig-
nificant relationship between the variables of social competence and the creation of
companies in the student profile and a confidence level of 99%.

The statistical value “r” of Pearson is 0.673, which has a greater relationship be-
tween the variables and is interpreted as a median positive correlation according to
Hernandez, Fernandez and Baptista (2014). Martinez (2016) in his study comments
that the entrepreneur is the result of social interactions such as the customs of the
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people of the place where they are located, in addition to their own characteristics

that they acquire and reinforce.

Table 6. Correlation of the educational program in entrepreneurship and the
university entrepreneurial profile in the creation of microenterprises in students

The educational Creation of
programin Microenterprise
entrepreneurship
The educational Pearson correlation 1 0.535™
program in entre- | Sig. (bilateral) 0.000
preneurship N 320 320
Creation of Pearson correlation 0.535™ 1
. . Sig. (bilateral) 0.000
Microenterprise N 320 320

** The correlation is significant at the 0.01 level (bilateral).

Source: Own calculations

The level of significance in Table 6 is 0.000, showing that there is a very signifi-
cant relationship between the competency variables of the entrepreneurial education
program and the creation of companies in the student profile and a confidence level
of 99%.

Pearson's “r” statistical value is 0.535, which has a greater relationship between
the variables and is interpreted as a median positive correlation according to Her-
nandez, Fernandez and Baptista (2014).

Regarding the educational aspect, it is a factor with a direct relation to entrepren-
eurship because the acquired learning broadens the horizons and perspectives of uni-
versity students on business opportunities. However, a lack of education also allows
entrepreneurship to increase out of necessity, but for university students, entrepre-
neurship promoted in educational institutions will represent entrepreneurship by op-
portunity (Martinez, 2016).

Conclusions

The correlations of the dependent and independent variables are positive, which
means that their relationship is direct, that is, when the data increases, the independ-
ent variables also increase the values of the dependent variable.

In a study carried out by Alda, Villardon and Elexpuru (2012), where their objec-
tive was to design and validate an entrepreneurial competency profile through the
identification of their own tasks in the different phases of the entrepreneurial process,
they found that it is of great importance to have competences related to creation and
imagination that have a high degree of relationship with entrepreneurial activity, as
well as attitudes such as innovation, achievement orientation, risk-taking, proactiv-
ity, autonomy, self-confidence, assertiveness, creativity, optimism, audacity and as-
sumption of risk, and competitiveness.
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In the study called “Work in self-directed teams: personal skills and behaviors
necessary for their success”, Mantilla and Garcia (2010) concluded that personal
competence was of great relevance to promote behaviors that facilitate the success
of self-directed teamwork. In this regard, the results show a very significant relation-
ship between the variables of personal skills and the creation of companies in the
profile of the students, which allows us to accept Hypothesis 1.

Regarding business competence and its relationship with the business creation
variable in the profile of the students surveyed, according to Hypothesis 2, a highly
significant relationship between the variables is observed in the results, so it can be
inferred that the competences to face the changing environment in the business en-
vironment, seeking to improve the performance of collaborators, identifying prob-
lems and opportunities, and making decisions in organizations are competences that
are related to the creation of companies.

Chavez (2012) in his article on the competences of management and the exercise
of business coaching identifies two internal strategies for the organization and then
identifies arguments that allow us to visualize that management competences of col-
laborators are necessary to improve performance in organizations. In this sense, the
results of this research show a very significant relationship between the variables of
management competence and the creation of companies in the profile of students,
which allows us to accept hypothesis 3.

Hypothesis 4 confirms that social competence is a factor that has a positive cor-
relation with the university entrepreneurial profile in the creation of microenterprises
in the students of the field of Administrative and Economic Sciences at the Techno-
logical Institute of Sonora; this is because the results show that there is a highly
significant relationship between the variables. In this regard, Plaza, Requena and
Alvarez (2016) in their study suggested raising awareness of social competences in
higher education that allow the well-being of citizens in the present and future, in
addition to proposing a further investigation of this type of competences in a business
environment with high levels of technology highlighting that social competences are
protagonists in the learning processes throughout the life of each individual.

Regarding Hypothesis 5, in view of the fact that the educational entrepreneurship
program is a factor that has a positive confirmation with the university entrepreneur-
ial profile in the creation of microenterprises in students of the field of Administra-
tive and Economic Sciences, it was accepted because a highly significant relation-
ship between the variables was found. Bravo, Bravo, Preciado and Mendoza (2021)
comment that educational institutions must identify the factors that motivate entre-
preneurial activity, highlighting that intention is a key element for business creation,
hence the importance of including in study programs actions, courses, and programs
that promote entrepreneurship.

The present study contributes in terms of analysis and identification of the signifi-
cant relationship of personal, business, management, and social competences pro-
moted in the entrepreneurship educational program at the Technological Institute of
Sonora, specifically for students in the field of Administrative and Economic Sciences.

Regarding the limitations of the research, it is suggested to increase the sample,
as far as possible, to other areas of knowledge such as engineering, natural resources,
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social sciences, and humanities, to identify if the competences analyzed in this
research have the same significant relationship with the university entrepreneurial
profile in the creation of microenterprises in students of the educational institution
under study.

Therefore, it is important that higher education institutions continue to promote
entrepreneurial activities considering the different factors that impact their position-
ing. More support is needed in the entrepreneurial culture, emphasizing the aspects
that favor it and clarifying those that disadvantage it.

When it comes to entrepreneurs, universities direct their efforts to make a change
in the way of being, doing, and thinking of students, developing the skills, compe-
tences, capacities, and attitudes that allow them to consolidate the entrepreneurial
spirit of each individual.
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PROFIL PRZEDSIEBIORCZ0OSCI W TWORZENIU MIKRO I MALYCH FIRM.
BADANIE OPISOWE ZE STUDENTAMI UNIWERSYTETU Z KIERUNKOW
EKONOMICZNO-ADMINISTRACYJNYCH

Streszczenie: Celem badania bylo okreslenie relacji migdzy osobistymi, biznesowymi,
menedzerskimi, spotecznymi umiejg¢tnosciami a programem przedsigbiorczosci studentow
instytucji edukacyjnej, z profilem przedsigbiorczosci w tworzeniu mikroprzedsigbiorstw
i matych przedsi¢biorstw. Typ badan byt iloSciowy, korelacyjny i nieeksperymentalny.
Badania przeprowadzono z udziatem 320 studentow z kierunkow administracyjnych nauk
ekonomicznych. Instrument zostat zatwierdzony przez czterech profesorow z Uniwersytetu
Autonomicznego w Nuevo Leén, Uniwersytetu Autonomicznego w Coahuila, Tecnoldgico
de Estudios Superiores de Ecatepec i Instytutu Technologicznego w Sonorze i sktadat si¢
z dwoch sekcji. W pierwszej byto 17 pytan z informacjami ogdlnymi, a w drugiej 45 pytan
z uzyciem skali Likerta od 1 do 5. Jesli chodzi o wyniki, wykazano, ze kompetencje osobi-
ste, biznesowe, zarzadcze, spoteczne oraz rozwijane w programach edukacyjnych sg istotne
i maja pozytywny zwiazek z profilem przedsigbiorczosci dla tworzenia mikro i matych
firm. Badania stanowig podstawe dla innych badan majacych na celu ocen¢ umiejetno$ci
przedsigbiorcow oraz tworzenie mikro i matych przedsigbiorstw.

Stowa kluczowe: kompetencja biznesowa, program nauczania przedsigbiorczosci, kompe-
tencja zarzadzania, kompetencja osobista, kompetencja spoteczna
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DATABASE TO IMPLEMENT SMM
IN THE MINING SECTOR IN MEXICO
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Abstract: An applied research project is presented, expressed in the design and creation of
a database for the company Minera Tierra Adentro (MTA), which belongs to the mining-
metallurgical sector of Mexico. This database is designed to implement a Sustainable Man-
agement Model (SMM) in the operating units of the sector. The SMM provides an oppor-
tunity to observe, measure, and evaluate four Sustainable Development Goals (SDGs) and
16 legislative parameters. Divided into two modules, the database is based, in the first
instance covering the territorial sector in Mexico, on an algorithm that represents a qualita-
tive selection technique: pairwise comparison, which allows prioritizing more than 3000
active units, so that MTA offers the implementation of the model. As a second module, the
database shows the record of quantifiable elements of the SDGs and legislative parameters
collected, This allows, through calculation algorithms, to interpret and express the obtained
information in different formats, since by means of an export of data to Excel, the unit staff
can use, interpret, include the information in registers, assessments or official documents,
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such as the Environmental Impact Statement (EIM) requested by government agencies.
Therefore, this document presents the interfaces created for the two modules that comple-
ment the database in which MTA will manage the implementation of the SMM.

Keywords: mining sector, sustainability, technological innovation

JEL Classification: M140, 0320, L720

Introduction

Mining is an important sector in the Mexican economy since Mexico is consid-
ered a potent country in the production of both metallic and non-metallic mineral.
That is why, faced with an industry that is aggressive with the environment, affects
natural environments and even the health of people close to the extraction and met-
allurgical process, various authors affirm that the legislation in the country is per-
missive, which places it as a target of political and social conflicts. Regarding the
problems involving legislation based on the environment, it is necessary to accelerate
strategies that adopt best practices (Azamar & Telles, 2022) and are aligned with
international standards.

Environmental Management, a platform in which, through strategic planning, ef-
forts to link with public policy and strategies for the effectiveness of the programs
to be implemented could coincide, is considered the implementation of a Sustainable
Management Model (SMM), which seeks to evaluate current environmental prac-
tices and propose substantial improvements (CEPAL, 2018).

Implementing this SMM in the mining sector in Mexico has an extensive and large-
-scale dynamic. There are around 3,200 active units in the country (SEMARNAT,
2002), so it is essential to have a database that, with the use of a qualitative technique
derived from the theory of creative thinking (Dym & Little, 2015), allows, in addi-
tion to having general information on the units, to organize and prioritize it in order
to select and propose to its leaders the implementation of the model. It also implies
that it will be the appropriate digital platform to safeguard the information obtained
from current environmental practices. Once the SMM has been implemented, it will
be presented in an orderly manner for a correct interpretation by the evaluators or
those responsible for environmental management before the relevant authorities.

For the development of this database, valid and relevant algorithms were required
in the search for cohesion of concepts and requirements, which resulted in a database
presented in two modules. This strategy, considered in the field of information tech-
nology, seeks to innovate the process of selection of mining units and presentation
of sustainable findings in the field, through a programmable digital format, to show
the relevant authorities the current environmental practices, for compliance and im-
provement in favor of the guarantee of resources for future generations.

Minera Tierra Adentro (MTA), a Mexican company in the mining sector, pro-
motes research and products derived from it in terms of applicability to the guild and
promotes it in agreement with researchers and members of Academic Body 7 (CA
for its Spanish acronym), belonging to the Technological Institute of San Luis Potosi.
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Literary basis

To achieve optimal classifications and selections, the theory of creative thinking
has developed techniques that, depending on the objectives set, can create simple or
complex exercises or programs. The technique of comparison by pairs is used to
optimally select units, based on hierarchizations; it classifies subjective criteria in
a systematic way, attempting not to mix goals, functions, means, or restrictions
(Dym & Little, 2015).

It is assumed that these could be equal in level for all stakeholders because they
have not made an effort to distinguish between them the perceived value. In this way,
criteria considered in the previous hierarchy are selected, providing a value or relative
importance one by one and ordering them later within a matrix (Dym & Little, 2015).

The Sustainable Management Model (SMM) (Martinez et al., 2020) is created
expressly for the metallurgical mining sector of Mexico, which participates in efforts
at the international level through Sustainability Principles and complies with the re-
quirements demanded by the Mining Law of the country, through observable and
evident parameters. It is a model that, due to its foundation, can adhere to the strate-
gic plans of Mexican mining units to strengthen their environmental management.
The conservation of a safe, clean, healthy, and sustainable environment is vital for
the well-being of human beings and the guarantees offered by the right to enjoy them.
The SMM contemplates in its construction, two principal axes:

a) There are four sustainable principles that are valued within the fieldwork, ex-
tracted from the Agenda 2030 (CEPAL, 2018): SDG 9 Industry, Innovation and
Infrastructure, SDG 11 Sustainable Cities and Communities, SDG 12 Responsi-
ble Production and Consumption, and SDG 13 Life of terrestrial ecosystems.

b) 16 legislative parameters are observed, which are extracted from the Environ-
mental Impact Manifest (EIM), in which the companies have the obligation to
describe in the greatest detail how they will carry out the activities requested
(SEMARNAT, 2002): useful lifetime, technical responsible, nature of the pro-
ject, dimensions, land use, urbanization of the area, site preparation, construc-
tion of works, operation and maintenance, abandonment, use of explosives,
waste generation and management, infrastructure for waste management and
disposal, abiotic aspects, biotic aspects, and landscape.

Reffering to technological innovation, defined in 1934 by Schumpeter as new
ways in which methods or processes, services, or products are commercialized, tech-
nological innovation has been gaining strength in economic growth through the sub-
stitution of products or technology. Drucker (2006) posited that innovation must pre-
sent characteristics of utility, simplicity, conceptuality, and perception to be able to
generate value while meeting customer expectations and needs.

Thus, when creating new services and goods, produced by technology, companies
also tend to create programs that improve performance through productivity, opera-
tion, and decision-making.

A sector exploited by technological innovation is related to the digital industry,
which has allowed organizations and companies to innovate their processes, concen-
trating activities and information in general, under schemes of management models
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in digital formats. The use of software defined as ICTs (information technologies)
has gestated agility, precision, and flexibility to companies, placing these technological
models as strength through progress and impacting the economy (Kijek & Kijek, 2019).

For its part, a database is a collection of related files that allows the management
of the information of a company. Each such file can be viewed as a collection of
records, and each record is composed of a collection of fields. Each of the fields
allows you to carry information on some attribute of a real-world entity. A database
is a collection of useful information organized in a specific way (Cruz, 2011).

Companies base their activity on information systems, largely with technological
support. The systems are formed by interrelated elements: hardware, software, com-
munications, processes, and people that allow transforming data into information and
then into knowledge, making all this available to employees and managers of the
organization for decision-making at different levels (INCIBE, 2020).

Within the technical tools used for database development, various programming
languages are used: HTML, CSS, JavaScript, PHP, and XAMPP (Gauchat, 2012).

Methodological basis

It is considered a research project that involves a technological innovation within
the area of systems programming; the present document handles a mixed approach
with explanatory information management, which allows one to demonstrate the
interface of the database designed with the systematic, sustainable, and legislative
requirements that the MTA company has specified.

Development

The fieldwork carried out is based on the specifications that the MTA company
expresses to meet its objectives, so two modules were developed in the database,
which allows dosing the information and implementation:

1. Module 1, algorithmic design to prioritize units of analysis through prioritization
of qualitative criteria.

2. Module 2, algorithmic design for data concentration that arises from field obser-
vations of the unit analyzed according to the environmental practices they per-
form.

Module 1. Criteria and their levels are classified and a prioritization is made ac-
cording to them. The expert staff of the company intervenes to carry out this catego-
rization and describes in detail the justification of the arguments.

Considering the metallogenic provinces of the country and the diversity of both
metallic and non-metallic minerals, as well as the type of operations for their extrac-
tion, are selected, by their nature and availability for fieldwork, division of the vari-
ous units, corporate to know the financial source, the main and secondary mineral as
well as regions that channel the area of expertise of employees and, distance between
the unit in question and San Luis Potosi, to consider budgets and profitability.
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The criteria and their levels are presented in summary form after documenting
them and converting them into algorithms through the programming design
(Table 1).

Table 1. Selection criteria

Unit Type | Corporate | Mineral | Trend Zone Operation D'(Sl:ﬁqn)ce
Underground | Group- | yyeraic | Cu-Mo-Au| Northeast |UMderaround| ¢
Mine -Campaign mining
N . Non- |Zn-Pb-Ag- . Exploitation | <645
Open pit mine |Small Miner -metallic Cy Occident Sky Open North
Foreign in- Zn-Pb-Ag- <645
Closure stage vestment Alloy Cu North Metallurgy South
. - . |Ag-Zn-Cu-| North Baja
Refinery Subsidies | Quarries _Pb Central California
Precious | Central .
. Peninsula
basics East
Iron Central
deposits West
South

Source: Own study based on research

The development of the system was based on Progressive Web Apps (PWA),
which allows working both on the traditional web and on native applications for
mobile phones and tablets. Ribas (2018) states that the process of booting a PWA is
the most important part because it allows the application manifest to be in JSON
format. The manifest allows for up-to-date viewing of the app in places where users
typically have native apps.

The Service Workers is based on scripts that allow working in offline channels,
by lowering the base elements for the operation of the system, as well as presenting
push notifications, which are a combination of CSS, HTML, and JavaScript, and
behave like the most used native controls.

Web services are a set of applications or technologies with the ability to interop-
erate on the Web. They exchange data with each other to deliver services. Rest web
services are models with a design based on architectural constraints applied to the
components, connectors, and data of a distributed hypermedia system. Rest focuses
on functions, constraints on their interaction with other components, and interpreta-
tion of data (Ribas, 2018).

The interface resulting from the design of Module 1 of the database shows screens
that allow to record information regarding the mining units so that the designed
algorithm presents a data table that allows one to identify the optimal unit according
to the hierarchical criteria, to request the implementation of the SMM. Figure 1 (a, b
and c), correspond to the sequence that the user observes on the screen.
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Figure 1. a) User welcome screen; b) Main menu screen; c) Screen to record
information of mining units

Source: Own study based on research

The information on the units allows the database to analyze the criteria and yields
a calculated value according to the pairwise comparison designed with the algo-
rithms. This is the starting point for the hierarchization of mining units to provide
the optimal option for linkage management. Figure 2, allows us to visualize this con-
centration, which can be exported to Excel so that the user can order and organize
according to their needs.

120 > fe
I A B C D E F G H 1
Unidad Minero- Tipo de Tipo de , Tipo de Distancia SLP
b P Corporative L Tewnd Regidn s Puntaje
1 metaldrgica unidades Minerales Operacién (kM)
2 Panderacion X 1 4.5 4.5 2 2 6 21
4
3 |ej cubo 0. 03 05 02 0.025 04 02 50
I 4 04 03 225 039 005 08 12
> Compafiia Minera Fresnillo = 2 22 i e L % 6.5
6 0.4 03 235 og 005 0 18
4 PP 0.4 0.3 05 02 0.025 o4 03 65
8 0.4 03 225 09 005 o8 18
i
4 4
2 Compafifa Minera Cuzcatlan o 03 0% o2 o0, a4 0 71
10 04 03 225 09 005 08 24
= Unidad Minera Velardefia 24 o 22 . o) 5% o2 6.5
2 0.4 03 225 09 005 o8 18
e T T 0.1 03 05 005 0.025 0.2 03 s
14 01 03 235 0.225 00s 04 18
4 4 4
15 | nidad Minera Navidad 0 o1 o= 22, o 2 2 5.68
16 04 0.1 135 0.225 04 08 24
i 17
18
19
20| —1
Concentrado (O] ‘

Figure 2. Information exported to Excel: Decision-making according to the score obtained

Source: Own study based on research
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Module 2. Once the mining unit — hereinafter referred to by MTA as the analysis
unit — that yields Module 1, is contacted by company personnel (or a subsequent one
as they accept the labor and financial agreement) and it accepts the contract, the
SMM is implemented through field observations, interviews with personnel, tours,
and review of programs, official documents, and various internal records. This
information is deposited in Module 2.

Based on the indicators to be measured for the SDGs, quantifiable elements were
identified and their corresponding calculations were introduced by algorithms to the
database design in Module 2. These basic percentage calculations are exported after
being concentrated in a table that adapts to a template prepared expressly in Excel to
be manipulated in graphs or descriptions as required by the unit of analysis, and even
the government agencies to which reports, records, or official evaluation documents
must be presented, such as the Environmental Impact Manifests (EIM).

The development of the programming included a selection of information or
dropdowns (legislative parameters), descriptions (text), and registration of quantita-
tive data (calculation of indicators of the SDGs) as main operation functions; this
was achieved with a series of instructions embedded in sequences under the CSS
code or language that allows the end user to have visual displays on a webhost.

Figure 3 represents the interface in which the user records specific information
on the indicators that represent each of the four SDGs evaluated in the SMM. Once
concentrated, they are exported to the template designed for further interpretation
and evaluation. The registration is carried out by SDGs and by legislative parame-
ters, so the implementation is orderly and organized, but systemic, which allows to
see the relationship that exists between sustainable elements and inherent legislative
parameters.

& 1

Q0E 19 Cludedes ¥ Carnmidites Boatenibies

QD% 17 Prosduce sin y oevioma e ppoin e bie

Figure 3. Data registration screens by SDGs

Source: Own study based on research
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By performing the export that converted the database into quantitative infor-
mation regarding SDG’s indicators, a template is obtained that can be used as re-
quired by the owners of the environmental process in the analysis unit. The first
intention is that it is evidence of compliance with both the international suggestions
described in the 2030 Agenda, and the records that the government agency in Mex-
ico, SEMARNAT, through the EIM, requires for the evaluation and issuance of
operating permits for the analysis unit.

Figure 4 presents an example of the template once exported to Excel for easy and
quick handling of the information obtained from the field, once the SMM has been
implemented.

| 1] Grupo Mexico

0DS S:industria, ion e Inf

9.2.1

| 4 | fact | P | fact | PIB Valor afiadido del sector manufaturero per capita 1.18
| 5 | 1487330 126014000 1487330 1.273E+12 Valor afiadido del sector manufacturero en proporcion al PIB 0.000117%|
| 6 | 9.2.2

PO fact | PO | fact | EP Porcentaje de ocupados en industria manufacturera 15.747%)
B 9590000 60900000 9300000 1700000] Empleo del sector manufacturero en proporcion del empleo total 547.059%|
| o | 9.5.1

Gitd | PIB

54559200000] 1.273E+12 Gastos de ir ion y desarrollo en proporcion al PIB 4.286%|
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Figure 4. SDG's indicators exported to a template in Excel

Source: Own study based on research

Conclusions

This document presents a database designed for the company Minera Tierra
Adentro, which through the service provided to the country's mining sector, seeks to
adapt its resources to the development and evolution of science and technology.
Through this applied technological innovation project, MTA seeks to evaluate Sus-
tainable Development Objectives and legislative parameters contemplated in a sce-
nario channeled by a Sustainable Management Model.

Due to the characteristics of the SMM and the properties of the mining deposits
in the extension of the national territory, the design of modules through which the
implementation of the model is systematized was established as particular objec-
tives. The programming carried out in both modules also allows MTA to handle the
information in an agile and practical way, allowing it to throw calculated and ordered
information, for follow-up and subsequent internal and external evaluations. As an
added value, it also enables saving information in the cloud as historical data.
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The selection of open-source programming languages and appropriate codes pro-
motes the project as a special application in the area of engineering that endorses
technological innovation. This assumption allows medium and small companies to
conduct their efforts in large corporations since they compete in achieving produc-
tive goals. The standardization of processes operating under management schemes
in digital formats, information security when embedded in computer clouds and agil-
ity are advantages of labor practicality, which MTA takes advantage of in the search
for competitive advantages that contribute to the mining sector so that it is effectively
evaluated in the operability of its environmental practices.

This study presents as a partial result the database, leaving in progress the imple-
mentation in mining units that require it, leaving therefore, the continuity of this
project in several ways, for example, the implementation in each mining unit,
describing the sustainable findings, legal and policy reactions; improving the data-
base, in terms of practicality, calculations made, presentation of information.
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BAZA DANYCH DO WDROZENIA SMM
W SEKTORZE GORNICTWA W MEKSYKU

Streszczenie: Przedstawiono projekt badan stosowanych, wyrazajacy si¢ w zaprojektowa-
niu i stworzeniu bazy danych dla firmy Minera Tierra Adentro (MTA), nalezacej do sektora
wydobywczego. Ta baza danych zostata zaprojektowana w celu wdrozenia modelu zrow-
nowazonego zarzgdzania (SMM — Sustainable Management Model) w jednostkach opera-
cyjnych sektora. Model daje mozliwos$¢ obserwacji, pomiaru i oceny czterech celow zrow-
nowazonego rozwoju i 16 parametrow legislacyjnych. Baza danych, podzielona na dwa
moduly, opiera si¢ przede wszystkim na algorytmie reprezentujacym technike selekcji
jakos$ciowej: por6wnanie parami, co pozwala nada¢ priorytet ponad 3000 aktywnych jed-
nostek, dzigki czemu MTA oferuje wdrazanie modelu. Jako drugi modut baza danych
przedstawia zapis wymiernych elementéw zebranych celow zréwnowazonego rozwoju
i para-metréw legislacyjnych, co pozwala, za pomoca algorytmow obliczeniowych, na in-
terpretacje i wyrazenie uzyskanych informacji w réznych formatach, poniewaz za pomoca
eksportowania danych do programu Excel personel moze wykorzystywac, interpretowaé
i wlaczac je do zapisow, ocen lub oficjalnych dokumentdw, takich jak oswiadczenie o od-
dziatywaniu na $rodowisko (EIA — Environmental Impact Statement) wymagany przez
agencje rzadowe. Dlatego w niniejszym artykule przedstawiono interfejsy utworzone dla
dwoch modutoéw, ktdre uzupetniaja bazg danych, w ktorej MTA bedzie zarzadza¢ wdroze-
niem SMM.

Stowa kluczowe: sektor wydobywczy, zrownowazony rozwdj, innowacje technologiczne
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SPOSOBY POZYSKIWANIA DAROWIZN PIENIEZNYCH
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Streszczenie: Organizacje non profit czgsto opierajg swoja dziatalno$¢ na indywidualnych
darczyncach. W zalezno$ci od kraju i panujacych tam uwarunkowan spoteczno-ekonomicz-
nych powinny one oferowac rozmaite sposoby przekazywania srodkow. Nalezy zatem za-
tozy¢, iz w roznych krajach moga by¢ dostepne inne mechanizmy przekazywania srodkow.
Celem badan prezentowanych w niniejszym artykule jest identyfikacja narzedzi pozyski-
wania $rodkow finansowych, oferowanych przez badane organizacje non profit za posred-
nictwem stron WWW. W ramach badania analizie poddano strony internetowe 100 naj-
wigkszych pod wzgledem przychoddéw polskich i amerykanskich organizacji non profit.
W przypadku USA byly to organizacje klasyfikowane jako 501(c)(3), natomiast w przy-
padku Polski — organizacje pozytku publicznego (OPP). W wyniku przeprowadzonych ba-
dan stwierdzono, iz amerykanskie organizacje stwarzajg potencjalnym darczyncom wigcej
mozliwosci przekazania srodkoéw finansowych. Ponadto badania wykazaty, iz udostgpniane
przez non profit sposoby transferu srodkow pienig¢znych w ramach darowizn na rzecz kon-
kretnych organizacji r6znig si¢ w zaleznosci od kraju.

Stowa kluczowe: donacja, filantropia, organizacja non profit
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Wprowadzenie

Organizacje non profit odgrywaja kluczowa rol¢ w rozwigzywaniu problemow
spotecznych, srodowiskowych i humanitarnych na catym $wiecie. Jednakze do rea-
lizacji swoich celow potrzebuja odpowiednich zasobow finansowych. Zasoby te cze-
sto zaleza od hojnosci darczyncow i dobrowolnych wptat. Dlatego tez zbieranie fun-
duszy wsrod wielu indywidualnych darczyncow jest kluczowa kwestig dla
przewazajacej liczby organizacji non profit. Waznym zagadnieniem w tej aktywno-
$ci jest wzbudzenie zaufania u potencjalnego darczyncy (Andaleeb & Basu, 1995;
Sargeant & Lee, 2002; MacMillan et al., 2005; Alhidari et al., 2018; Behl et al.,
2023), co podkreslano zaréwno w amerykanskich (Shaz & Hillyer, 2010; Francioni
etal., 2021; Kaurov et al., 2022), jak i polskich (Wojciechowski, 2009; Pawlikowski
etal., 2022; Schiffling & Piotrowicz, 2022) warunkach. Waznym aspektem jest two-
rzenie odpowiednich narzedzi lub funkcjonalnosci w celu jak najlepszego dopaso-
wania sposoboéw przekazywania donacji do profilu i przyzwyczajen potencjalnego
darczyncy. Dotyczy to takze stron internetowych. Tym bardziej, iz okre§lone narze-
dzia i funkcjonalno$ci determinuja zaufanie i postrzeganie organizacji przez poten-
cjalnego darczynce. Dotyczy¢ to moze chocby takich kwestii jak dialogowos¢ stron
internetowych (Kent & Taylor, 1998; Ingenhoff & Koelling, 2010; Olinski & Sza-
mrowski, 2017; Olinski & Szamrowski, 2018), budowanie wiarygodno$ci poprzez
strony internetowe (Kensicki, 2003; Long & Chiagouris, 2006; Kenix, 2007), zarza-
dzanie relacjami z darczyncami (Waters & Feneley, 2013; Uzunoglu, & Kip, 2014;
Pressgrove et al., 2015; Olinski & Szamrowski, 2020).

W niniejszym artykule dokonuje si¢ analizy amerykanskich i polskich organizacji
non profit. Organizacje te prowadza bardzo r6zna dziatalno$¢. Okoto 1,3 miliona
amerykanskich organizacji charytatywnych karmi, leczy, zapewnia schronienie,
edukuje, opiekuje sie i inspiruje ludzi niezaleznie od wieku, plci, rasy oraz statusu
spoteczno-ekonomicznego. Az 88% amerykanskich organizacji non profit ma bu-
dzet ponizej 500 000 USD i dziata na poziomie lokalnym. Amerykanskie organiza-
cje non profit wydaja prawie 2 biliony dolaréw rocznie i zatrudniaja ponad 10%
catkowitej prywatnej sity roboczej w Stanach Zjednoczonych (National Council of
Nonprofits, 2019).

Wedlug danych GUS w 2020 roku w Polsce zarejestrowanych byto 95,2 tys. orga-
nizacji non profit. Zatrudniaty 150,3 tys. petnoetatowych pracownikow, co stanowito
1,4% przecigtnego wskaznika zatrudnienia w gospodarce narodowej (Departament
Badan Spotecznych, 2020). Najliczniejszg grupg organizacji non profit w Polsce sta-
nowily stowarzyszenia (66,8 tys., tj. 70,1%), nastepnie fundacje (16,0 tys., tj. 16,8%).
Polskie organizacje non profit zajmuja si¢ r6znorodna i multidyscyplinarng dziatal-
nos$cia. Zdecydowana wigkszo$¢ organizacji non profit prowadzita wytacznie nieod-
ptatng dziatalnos$¢ statutowa — 81,4%. Pozostale 18,6% podmiotéw zadeklarowato
prowadzenie odptatnej dziatalno$ci statutowej lub gospodarczej, z czego 2,9% sta-
nowity organizacje obstugujace srodki z obu tych zrodet. W 2020 roku tagczna suma
przychodow osiagnietych przez organizacje pozarzadowe przekroczyta 34 mld zt.
Dwie najliczniejsze grupy podmiotoéw — stowarzyszenia i fundacje — osiagnely

147



Zeszyty Naukowe Politechniki Czestochowskiej. Zarzadzanie Nr 51 (2023), s. 146-160, ISSN: 2083-1560

przychody w wysokosci 28,4 mld zt, co stanowito 82,4% wszystkich srodkéw finan-
sowych zgromadzonych przez organizacje non profit (Departament Badan Spotecz-
nych, 2020). Lacznie wszystkie organizacje non profit w Polsce wytwarzaja ponad
1% krajowego PKB (PortfelPolaka.pl, 2021).

Liczebno$¢ organizacji pozytku publicznego na koniec 2021 roku szacowano
na 9,4 tys. Stanowity one 9,7% wszystkich aktywnych organizacji non profit
(Gtowny Urzad Statystyczny, 2022). Organizacje te s3 takze coraz sprawniejsze
w pozyskiwaniu srodkow z tzw. 1,5% (dawniej 1%) naleznego podatku dochodo-
wego od 0sob fizycznych. W samym 2022 roku wptynat z tego tytulu na rzecz OPP
ponad 1 mld zt, a wsparcie przekazato prawie 16 mln podatnikow (Ministerstwo
Finansow, 2023).

Jak wynika z powyzszego, polskie i amerykanskie organizacje non profit maja
rozne dziedziny, zasi¢g i formy statutowej dziatalnosci — dziataja jednak na rzecz
dobra publicznego, nie dazac do osiggania zysku. Pomimo pewnych podobienstw,
spodziewac¢ si¢ nalezy rowniez réznic w ich funkcjonowaniu. Dotyczy to takze pro-
wadzenia dziatan fundraisingowych i sposoboéw pozyskiwania donacji od indywidu-
alnych darczyncow. Stan gospodarki, charakterystyka darczyncow, uwarunkowania
kulturowe i wiele innych czynnikéw z pewnoscig odgrywaja zasadniczg role w kre-
owaniu ré6znych modeli finansowania dziatalno$ci organizacji non profit i kreowania
przez nie réznych mozliwosci przekazywania donacji na rzecz konkretnej organiza-
cji. Stad tez celem prezentowanych w niniejszym artykule badan jest identyfikacja
narzedzi pozyskiwania srodkow finansowych, oferowanych przez badane organiza-
cje non profit za posrednictwem stron WWW. Teza badania jest zatozenie o wystg-
powaniu roznic w oferowanych przez amerykanskie i polskie organizacje non profit
sposobach pozyskiwania tychze darowizn.

Przeglad literatury

Zachowania darczyncow, jak i cata dziatalno$§¢ charytatywna przykuwajg
w ostatnich latach uwage teoretykow i praktykdéw na catym swiecie — gtownie z po-
wodu kryzysu finansowego z 2008 roku, w wyniku ktérego ograniczono znacznie
fundusze rzadowe dla organizacji non profit (Kumar & Chakrabarti, 2021). Pande-
mia COVID-19 réwniez stanowita powazne wyzwanie nie tylko dla funkcjonowania
wielu organizacji (Yang, 2020; Holcomb et al., 2022; Plaisance, 2022), ale takze dla
ich sytuacji finansowej (Kim, & Mason, 2021; Johnson et al., 2021; Intindola
& Burke-Kolehmainen, 2023). W zwiazku ze zmianami w otoczeniu organizacji non
profit wiele z nich zaczeto dywersyfikowaé swoje przychody, uznajac, iz sprzyja to
stabilnos$ci ich dziatania (Hung & Hager, 2019; Lu et al., 2019; Mikotajczak, 2019;
Qu, 2019; Tariq et al., 2023). Jednym ze sposobow dywersyfikacji jest uzyskiwanie
donacji od indywidualnych darczyncow. Wprawdzie wptaty od indywidualnych
0s0b czesto nie sg tak duze jak realizacja konkretnych projektow finansowanych ze
srodkow publicznych lub bezposrednie dotacje przekazywane przez rzady centralne,
samorzady lub inne agendy panstwowe, niemniej jednak potencjalna liczba indywi-
dualnych darczyncow jest duzo wigksza, co moze czynic¢ takie zrodlo finansowania
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atrakcyjnym. Pozwala to rowniez na zwigkszenie niezaleznosci od sektora publicz-
nego i zwiazanego z tym nacisku politykow — problem ten jest poruszany juz od
wielu lat przez praktykow i teoretykow zajmujacych si¢ funkcjonowaniem organi-
zacji non profit (np. Chang & Tuckman, 1994; Carroll & Statera, 2008). Przy tym
wieksza niezaleznos$¢ od sektora publicznego nie sprowadza si¢ jedynie do poditoza
ideologicznego — w wymiarze praktycznym skutkuje ona wigksza elastycznoscia
wydatkow (Shon et al., 2019), a takze radzeniem sobie z oporem pracownikoéw sek-
tora publicznego wobec zmian (Krukowski et al., 2023). Naturalnie owa elastycz-
no$¢ nie oznacza catkowitej dowolnosci wydatkowania pienigdzy i braku transpa-
rentno$ci, wrecz odwrotnie — potozenie wiekszego nacisku na uzyskiwanie donacji
od indywidualnych darczyncow wymaga od organizacji prowadzenia odpowiedniej
polityki informacyjnej zainteresowanym stronom, tak aby wzbudzi¢ ich zaufanie
i che¢ wsparcia. Na problem ten zwraca uwage wielu autorow (m.in. Okten & We-
isbrod, 2000; Parsons & Trussel, 2008; Harris & Neely, 2021). Jednakze aby uzyskaé
szereg pozytywnych efektow, zwigzanych z pozyskiwaniem donacji od indywidual-
nych darczyncéw, nalezy umiejetnie o to wsparcie zabiega¢. Jednym ze sposobow
dotarcia do potencjalnych darczyncow jest obecnie Internet. Znaczenie Internetu dla
fundraisingu organizacji non profit jest podkreslane od wielu lat (np. Olsen et al.,
2001; Hart, 2002; Pollach et al., 2005; Waters, 2007a; Treiblmaier & Pollach, 2008).
Dlatego wiele organizacji zaczgto analizowac réznice w charakterystyce darczyn-
cow online i offline (Goecks et al., 2008; Lee & Shon, 2021) oraz bada¢, dlaczego
ludzie w ogole przekazuja datki online (Van Slyke & Brooks, 2005; Tremblay-Boire
& Prakash, 2017). Przy tym stworzenie wielu mozliwosci transferu srodkéw finan-
sowych jak najlepiej dopasowanych do potrzeb darczyncéw jest waznym elementem
w tym zakresie (Waters, 2007b; Saxton & Guo, 2011; Hoefer, 2012). Pozyskiwanie
donacji za pomocg poszczeg6lnych kanatow online moze tez by¢ tansza alternatywa
w porownaniu ze zdobywaniem datkéw w realnym $wiecie (Pollach et al., 2005;
Ozdemir et al., 2010; Nageswarakurukkal, 2020).

Dlatego tez analiza sposobdw przekazywania donacji w Internecie odno$nie pol-
skich organizacji non profit, jak tez porownywanie ich z podmiotami funkcjonuja-
cymi w innych krajach (szczegdlnie tych zaawansowanych elektronicznie) moga by¢
pomocne dla dalszego ich rozwoju oraz dziatan charytatywnych. Ponadto jest to
interesujacy obszar dociekan dla wielu badaczy zajmujacych si¢ organizacjami non
profit — tym bardziej, ze w polskim dorobku naukowym wystepuje wyrazna luka
w tym obszarze.

Metodyka badawcza

Badaniami obje¢to najwigksze amerykanskie i polskie organizacje non profit,
0 okreslonych cechach wspdlnych. W Stanach Zjednoczonych byly to organizacje
501(c)(3). Sa to organizacje réznego rodzaju, np. korporacje (corporations) trusty
(trusts), stowarzyszenia nieposiadajace osobowosci prawnej (Unincorporated asso-
ciations) lub inne rodzaje organizacji. Ich gtéwna cecha jest to, iz osoby dokonujgce
darowizn moga je odliczy¢ od podatku dochodowego. Tym samym sg to organizacje,
ktore ,,walcza na rynku” o bardzo liczne grono drobnych darczyncéw, ktorzy maja
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szeroki wybor potencjalnych organizacji tego typu do wsparcia. Tworzy si¢ zatem
swoisty rynek z popytem na darowizny i ich podaza. W tym wzgledzie sa one po-
dobne do polskich organizacji pozytku publicznego. Organizacje pozytku publicz-
nego, podobnie jak amerykanskie 501(c)(3), mogg przyjmowac rozne formy prawne.
Najczesciej sg to stowarzyszenia i fundacje, ale mogg to tez by¢ np. spotki akcyjne
lub spoftki z ograniczong odpowiedzialnosciag niedziatajace w celu osiagniecia zysku.
Konkurujg one o 1,5%? podatku dochodowego od 0s6b fizycznych (PIT), ktory
zgodnie z przepisami moze by¢ przeznaczony na wybrang OPP. Przy tym mecha-
nizm funkcjonuje w ten sposob, iz podatnik dokonuje indywidualnej i autonomicznej
decyzji co do konkretnej organizacji, ktérg chce wesprze¢, a urzad skarbowy jest
zobowiazany do przekazania 1,5% podatku na jej rzecz.

W celu wylonienia 100 najwiekszych pod wzgledem przychodéw organizacji
w USA i Polsce przeanalizowano dostepne bazy danych (Forbes, 2022; Ranking
OPP, 2022), a nastgpnie uzyskane dane skonfrontowano ze sprawozdaniami po-
szczegblnych organizacji. W USA sg to coroczne zestawienia danych finansowych
organizacji zwolnionych z podatku (Annual Extracts of Tax — Exempt Organization
Financial Data), a wiec tych, ktére spetniajg wymogi okre§lone w art. 501(c)(3)
Kodeksu Skarbowego Standéw Zjednoczonych. Annual Extracts of Tax zawierajg ze-
staw danych, ktore organizacje muszg zgtasza¢ corocznie w celu spetnienia wyma-
gan podatkowych. Zestawienia finansowe zawieraja takie dane jak dochody,
wydatki, aktywa, pasywa i inne informacje zwigzane z ich dziatalno$cia. Te dane sa
uzywane zarowno przez urzad podatkowy w USA (tzw. Internal Revenue Service —
IRS), jak i osoby zainteresowane (np. badaczy, dziennikarzy, darczyncoéw) chcace
oceni¢ dziatalnos$¢ i stabilno$¢ finansowg organizacji zwolnionych z podatku. Dzigki
nim mozna ocenic, jak organizacje wykorzystuja swoje srodki, czy dziatajg zgodnie
z prawem i jakie cele charytatywne realizuja. W Polsce podstawa weryfikacji danych
finansowych byty sprawozdania finansowe i merytoryczne sktadane przez OPP. Dla
wszystkich organizacji pozytku publicznego wystepuje bowiem w Polsce obowiagzek
zamieszczania sprawozdan merytorycznych i finansowych ze swojej dziatalnosci.
Przy tym obowiazek ten dotyczy wszystkich organizacji pozytku publicznego, bez
wzgledu na to, czy sa one uprawnione do otrzymania 1,5% podatku PIT, czy tez nie.
Sprawozdania te s3 umieszczane na stronie internetowej Narodowego Instytutu Wol-
nosci (Narodowy Instytut Wolnosci, 2023) oraz eKRS Ministerstwa Sprawiedliwo-
sci (Ministerstwo Sprawiedliwosci, 2023).

Nastepnie, po stworzeniu listy najwigkszych pod wzgledem przychoddéw amery-
kanskich oraz polskich organizacji non profit, poddano analizie (metoda analizy tre-
$ci — content analysis) ich strony internetowe. Postuzono si¢ w tym celu specjalnie
skonstruowanym arkuszem, w ktorym wpisywano okreslone tresci pozyskane z wi-
tryn internetowych lub wstawiano odpowiednig cyfr¢ — w zaleznos$ci od tego, czy
dany element wystepuje, czy tez nie. Przebieg catego procesu badawczego zilustro-
wano na Rysunku 1.

2 Do 2021 roku podatnicy mogli przeznaczy¢ 1% podatku PIT na rzecz OPP. Stawka 1,5% obwiazuje
dla rozliczen PIT za 2022 rok, co oznacza, ze OPP mogly otrzymaé t¢ wysokos$¢ wsparcia dopiero
w 2023 roku.
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Cel badan

Identyfikacja narzg¢dzi pozyskiwania srodkoéw finansowych, oferowanych przez
badane organizacje non profit za po$rednictwem stron WWW
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Rysunek 1. Proces badawczy

Zrédto: Opracowanie wiasne na podstawie badan
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Zarowno w przypadku podmiotéw badawczych z USA, jak i z Polski dane finan-
sowe dotycza 2021 roku.

Wyniki badan

W ramach przeprowadzonych analiz stron internetowych amerykanskich i pol-
skich organizacji non profit zidentyfikowano konkretne mozliwos$ci przekazywania
donacji w postaci srodkow pienieznych.

W amerykanskich organizacjach najczgsciej stosowane byty:

—  Darowizna czekiem (pocztg) — na stronie internetowej organizacji jest informacja
dotyczaca mozliwosci przekazania darowizny czekiem lub poczta. Polega to na
wystaniu (np. poczta) ,.fizycznego” czeku lub przekazu pieni¢znego. Proces jest
prosty, cho¢ wymaga poswigcenia czasu przez darczynce, musi on bowiem wypi-
sa¢ w konkretnej placowce czek lub przekaz pieniezny, ktory nastepnie wysytany
jest na adres wskazanej organizacji non profit. Dopiero po tym organizacja zdepo-
nuje czek na swoim koncie bankowym. Zatem otrzymanie darowizny przez orga-
nizacje non profit w takiej formie moze potrwa¢ dtuzej niz w przypadku np. prze-
lewow bankowych. Wynika to z faktu, ze organizacja musi poczekac na nadejscie
czeku poczta, a nastgpnie zdeponowac go na wiasnym koncie bankowym.

— Darowizna e-czekiem — jest to elektroniczna wersja czeku papierowego, uzy-
wana do dokonywania ptatnos$ci online. Caly proces polega na przekazywaniu
srodkow z konta bankowego darczyncy na konto odbiorcy. Specyfika e-czeku
polega na szczegdlnym rodzaju elektronicznego transferu srodkoéw do przetwa-
rzania platnosci. Zatem przy przekazaniu darowizny za pomoca e-czeku nalezy
poda¢ 9-cyfrowy kod identyfikujacy bank darczyncy i numer konta.

— Darowizna Google Pay — jest to ustuga ptatnosci mobilnych i portfela cyfro-
wego, ktora umozliwia darczyncom przechowywanie wszystkich kart kredyto-
wych i cztonkowskich w portfelach mobilnych. Po dodaniu karty kredytowe;j
Google Pay automatycznie pojawi si¢ na formularzu darowizny. Darczyncy
wprowadzaja swoje dane i wskazujg kwote do przekazania.

— Darowizna kryptowalut — przekazywanie walut cyfrowych jako darowizn na
rzecz organizacji non profit moze odbywac si¢ na rdzne sposoby, np. organizacje
moga korzysta¢ z procesora platnosci kryptowalutowych, takiego jak BitPay.
Darowizne przekazuje si¢ bezposrednio do portfela organizacji za pomocg trans-
akcji P2P lub mozna ja przetransferowac za posrednictwem funduszu doradza-
jacego darczyncy.

— Karta kredytowa — darowizna ,,przechodzi” przez bramke ptatniczg procesora
ptatnosci i jest sprawdzana pod katem potencjalnych oszustw. Dlatego jesli da-
rowizna jest dokonywana kartg kredytowa, podmiot przetwarzajacy ptatnosci
skontaktuje si¢ z organizacja obstugujaca karty i przesle informacje o dawcy do
jego banku. Nastepnie bank darczyncy sprawdza, czy na danym koncie znajduja
si¢ srodki w wystarczajacej wysokosci. W przypadku pozytywnej weryfikacji
darowizna jest pobierana z konta dawcy i przekazywana na konto organizacji
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non profit, ktéra automatycznie posiada informacje wprowadzone przez dar-
czynce w trakcie przekazywania darowizny. Zatem informacje o darczyncy tra-
fiaja do bazy danych wspartej organizacji non profit.

— PayPal - system ten zapewnia konto internetowe, dzigki ktéremu mozna tatwo
wysyla¢ pieniadze z rozmaitych zrédel. Informacje sa wprowadzane tylko na
poczatku, podczas zaktadania konta. Nastgpnie podczas transferu pienigdzy wy-
starczy si¢ zalogowac z wybranym hastem i potwierdzi¢ ptatnos¢ jednym klik-
nicciem. Zatem gdy darczynca wejdzie na stron¢ internetowa konkretnej orga-
nizacji non profit i kliknie przycisk, pieniadze trafig z jego konta PayPal na konto
bankowe tej organizacji.

— Platny SMS — uzgodnione z operatorem przekazywanie calo$ci lub czesci pie-
niedzy z SMS-6w na rzecz konkretnej organizacji non profit.

—  Przelew bankowy — przekazywanie darowizn na rzecz amerykanskich organiza-
cji non profit przelewem bankowym jest mozliwe dzigki ptatnosciom Automated
Clearing House (ACH). Darczyncy na ogot wpisuja swoje konto bankowe i nu-
mery rozliczeniowe w formularzu online, a darowizna zostanie przekazana au-
tomatycznie. W tej metodzie wykorzystuje si¢ rowniez tzw. ,,wire transfer”,
ktory jest zazwyczaj szybszy niz tradycyjny przelew bankowy.

Z kolei w przypadku polskich organizacji zidentyfikowano nastepujace mozliwo-
$ci przekazywania darowizn finansowych:

— Przelew online — przestanie srodkéw pomig¢dzy bankami (lub w ramach jednego
banku). Badane organizacje non profit wykorzystujg rézne systemy platnosci.
Wymienione mechanizmy ptatnosci sg wygodniejsze i szybsze do wykonania
niz tradycyjny przelew bankowy — nie ma koniecznosci uzupetniania danych.

— PayPal — o ktorym pisano wyzej w odniesieniu do amerykanskich organizacji.
Wydzielenie PayPala sposrdéd innych sposobow platnosci (np. przelewow
online) jest spowodowane specyfikg tego mechanizmu — a mianowicie utworze-
nia swoistego portfela elektronicznego (wirtualnego), zintegrowanego z doda-
nym do niego kontem bankowym lub kartg kredytowa (debetowa), co umozliwia
bezpieczne przekazywanie srodkow.

—  Platny SMS — mechanizm zostat juz oméwiony w trakcie analizy amerykanskich
organizacji.

— Tradycyjny przelew bankowy — podobnie jak w USA polega na podaniu numeru
konta bankowego na stronie internetowej organizacji non profit. Potencjalny
darczynca samodzielnie dokonuje przelewu (w rozmaity sposob), wpisujac nu-
mer konta i dane organizacji.

— Subkonto — narzedzie pozwalajace na wyodrebnienie §rodkow finansowych na
rzecz konkretnych beneficjentéw. Dziata ono w ramach ogo6lnego konta banko-
wego organizacji. Numer subkonta jest indywidualny i pozwala na dokonywanie
wplat darowizn czy 1,5% na konkretny cel (np. mozliwo$¢ ukierunkowania da-
rowizny na dany projekt, adoptowanie zwierzecia itp.).

— Platforma pomocy — pozwala uzytkownikom wybrac cel spoteczny lub organi-
zacje, ktora checg wesprzec¢ finansowo (takg platformg jest np. Siepomaga.pl).
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Platformy sa prowadzone przez zewngtrzne organizacje (czyli np. przez Funda-

cje Siepomaga) i wigza si¢ z kosztami prowizji.

— Darowizna Facebook — mozliwoé¢ datku przez Facebooka lub zorganizowanie
zbiorki na Facebooku. Srodki tym sposobem mozna przekazaé na rzecz danej
organizacji bezposrednio na stronie organizacji dobroczynnej (klikajac przycisk
»Przekaz datek’) lub z poziomu zbiorki na Facebooku.

Zbiorcze zestawienie zidentyfikowanych sposobow przekazywania srodkow
pienigznych przez darczyncow na rzecz konkretnych organizacji wraz z liczbg pod-
miotdw, ktore takie mechanizmy wykorzystuja w procesie donacji, przedstawiono
w Tabeli 1.

Tabela 1. Sposoby pozyskiwania donacji pieni¢znych przez organizacje non profit
z USA i Polski

Sposoby donacji USA Polska
Darowizna czekiem 32% 0%
Darowizna e-czekiem 10% 0%
Darowizna Facebook 0% 35%
Darowizna Google Pay 29% 0%
Darowizna kryptowalut 31% 0%
Karta kredytowa 93% 0%
PayPal 65% 7%
Platforma pomocy 0% 3%
Ptatny SMS 13% 4%
Przelew bankowy 61% 72%
Przelew online 0% 56%
Subkonto 0% 27%

Zrédto: Opracowanie wiasne na podstawie badan

Odnosnie uzywania w obu krajach systemow wysytania oraz odbierania ptatnosci
przez Internet nalezy zwroci¢ uwage na duzg rozbieznos$¢ w czgstotliwosei ich wy-
korzystywania. Tytutem przyktadu — system PayPal jest uzywany przez organizacje
z obu krajow. Niemniej jednak czgstotliwo$¢ wykorzystywania PayPala jest w USA
ponad 9-krotnie wyzsza niz w przypadku polskich organizacji. Wynika to zapewne
z popularnosci PayPala w USA. Wedtug badan az 22% dorostej populacji USA
uzywa przede wszystkim systemu PayPal jako portfela cyfrowego. I cho¢ wedtug
statystyk z 2023 roku PayPal jest bardziej popularny w Europie niz w Ameryce Pot-
nocnej, to jednak jest to spowodowane duza popularnoscig tego systemu w kilku
krajach UE — gtownie Wielkiej Brytanii, Wtoch, Francji, Hiszpanii (MarketSplash,
2023). Ponadto wedlug statystyk najwigksza grupa demograficzna (az 29%) uzyt-
kownikoéw PayPala w Stanach Zjednoczonych to osoby w wieku od 50 do 64 lat
(Moneyzine, 2023). Jest to wiek, ktory sprzyja sktonnosci do przekazywania donacji.
Wedhug badan przekazywanie donacji przez osoby indywidualne w USA osiaga
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szczyt w wieku 61-75 lat, kiedy to 77% gospodarstw domowych przekazuje darowi-
zny — w pordéwnaniu z nieco ponad 60% wsrod gospodarstw domowych, ktorymi
kieruje osoba w wieku od 26 do 45 lat (Philanthropy Rountable, 2023). Nie dziwi
zatem fakt, ze wigkszo$¢ organizacji non profit w USA umozliwia transfer §rodkow
tym kanatem. PayPal jest réwniez popularny z innego powodu. W Tabeli 1 dostrzec
mozna wyrazng réznic¢ odnos$nie mozliwosci ptacenia w kryptowalutach. W Polsce
opcja taka praktycznie nie wystepuje, natomiast w USA blisko co trzecia organizacja
informuje na stronach internetowych o mozliwosci przekazywania datkow w roz-
nych kryptowalutach (czesto sa nawet zakladki z nazwami réznych kryptowalut).
PayPal wlaczyl do swojej oferty ptatnosci kryptowalutowe — zauwazy¢ zatem
mozna, iz zidentyfikowane w trakcie badan sposoby przekazywania §rodkow rozpa-
trywac nalezy raczej jako system potaczonych ze soba mozliwosci, a nie osobne me-
chanizmy, ktére nie oddzialuja na siebie nawzajem. Jak podaje portal BitHub, po-
wolujac si¢ na analizy Google Trends, bitcoin jest najczgéciej wyszukiwanym
hastem w USA (BitHub, 2023). Organizacje non profit elastycznie dostosowaty si¢
do duzej popularnosci kryptowalut w USA i stworzyly kanaly umozliwiajace
sprawne przekazanie srodkow w tej formie®, natomiast w Polsce ten sposob nie ma
praktycznie znaczenia (nie zostal on wilaczony do oferty przez najwigksze polskie
OPP).

Na stronach polskich organizacji bardzo rzadko pojawia si¢ informacja o mozli-
wosci przekazania §rodkéw SMS-em, natomiast w przypadku amerykanskich orga-
nizacji jest to czgstsze. Podobienstwo polskich i amerykanskich organizacji sprowa-
dza si¢ w zasadzie do przelewdéw bankowych. Nawet w odniesieniu do Facebooka
widoczne sg roznice. Co ciekawe, informacja i mozliwo$¢ wejscia przez strone
WWW organizacji na Facebooka w celu przekazania datku wystepuje na wielu pol-
skich stronach — w amerykanskich nie jest to popularne. Nie oznacza to, iz w USA
nie mozna przekazaé¢ datku z poziomu Facebooka, ale potaczenia z witryng WWW
nie ma. Za to w USA caly czas popularne sa czeki (prawie co trzecia organizacja
informuje lub posiada wydzielong zaktadke odnos$nie tego sposobu przekazywania
srodkéw finansowych) oraz e-czeki, a w najwigkszych polskich organizacjach pta-
cenie czekiem praktycznie nie wystepuje.

Podsumowanie

Generalnie najwieksze amerykanskie organizacje non profit stwarzaja wiecej
mozliwosci przekazywania §rodkoéw pieni¢znych na ich rzecz z poziomu witryny
WWW niz ich polskie odpowiedniki. Dotyczy to zaréwno liczby oferowanych spo-
sobow, jak i liczby organizacji wykorzystujacych okreslone mechanizmy. Fakt ten
moze by¢ inspiracja dla zarzadzajacych polskimi organizacjami non profit (lub os6b
odpowiedzialnych za PR) odno$nie mozliwo$ci wprowadzania analogicznych lub

3 Niniejszy artykut ogranicza si¢ do donacji w formie pienigznej, a kryptowaluty nie sg srodkami Uzna-
wanymi za prawny $rodek platniczy. Niemniej jednak posiadaja one zdolno$¢ anonimowego dokony-
wania platnosci i ponadnarodowego transferu srodkéw, dlatego tez zdecydowano sie je wigczy¢ do
analiz.
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podobnych do amerykanskich rozwigzan na wiasnych stronach internetowych.
Przy tym amerykanskie organizacje cze$ciej wykorzystuja najnowsze zdobycze
techniki, jak cho¢by kryptowaluty. Spowodowane jest to prawdopodobnie rdznicami
ekonomicznymi i kulturowymi wystepujacymi na obu rynkach. Z pewnoscig uwa-
runkowania spoteczno-ekonomiczne, jak i kulturowe powoduja jeszcze wigksze 16z-
nice w odniesieniu do wszystkich sposobow pozyskiwania wsparcia — nie tylko tych
ograniczajacych si¢ do srodkoéw finansowych (np. przekazywanie akcji i pozostatych
papierow warto$ciowych, nieruchomosci i innych aktywow). Niniejszy artykut ogra-
nicza si¢ jednak jedynie do analizy sposobow pozyskiwania srodkow pienigznych,
co jest pierwszym ograniczeniem prezentowanych badan (w przyszlo$ci nalezatoby
rozszerzy¢ badania o wszystkie sposoby wspierania organizacji non profit, bowiem
zidentyfikowane r6éznice moga okaza¢ sie o wiele wicksze). Dodatkowym ograni-
czeniem jest brak analizy skutecznosci poszczegolnych narzedzi (zidentyfikowanie
czestotliwosci wykorzystywania proponowanych rozwigzan przez darczyncoéw) oraz
ustalenie, od czego to wykorzystanie zalezy (np. od konkretnych cech darczyncow,
pozycjonowania strony internetowej, przedmiotu dziatalno$ci w przypadku organi-
zacji-darczyncy). Kolejnym ograniczeniem prezentowanych badan jest fakt zdiagno-
zowania tylko najwigkszych amerykanskich i polskich organizacji. Badania na re-
prezentatywnej probie organizacji o roznych rozmiarach datoby zapewne petniejszy
obraz sytuacji. Ponadto w celu poglebionego diagnozowania rozmaitych sposobow
wspierania organizacji non profit nalezy rozszerzy¢ zakres badan. Badania prezen-
towane w niniejszym artykule ograniczaja si¢ bowiem jedynie do analizy stron
internetowych organizacji. Kolejne badania powinny obja¢ réwniez media spo-
lecznosciowe — da to pelniejszy obraz faktycznej aktywnosci organizacji non profit
w pozyskiwaniu srodkow od darczyncow.

Niemniej jednak strony internetowe poszczeg6lnych organizacji non profit wcigz
sg bardzo waznym elementem ich aktywnosci. Stanowig one co$ na ksztalt wizy-
towki organizacji. Wielu darczyncow tylko po wizycie na jej stronie internetowe;j
moze zosta¢ przekonanych (badz zniecheconych) do przekazania §rodkéw na rzecz
danej organizaciji.
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transferring funds. It should therefore be assumed that different transfer mechanisms may
be used in different countries. Therefore, the aim of the research presented in this paper is
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izations through websites. As part of the study, the websites of the 100 largest Polish and
American nonprofit organizations in terms of revenue were analyzed. In the case of the
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Abstract: In Mexico, in the food and beverage sector, the participation of various economic
groups or large companies does not escape an oligopolistic reality. The present work presents
the case of an economic group or large company Conservas la Costefia, which was founded
100 years ago. The aim of the study was to analyze the growth strategies used by the La
Costefia Group to consolidate itself in the food and beverage industry. The methodology was
descriptive, historical and analytical; The information was collected from secondary sources
by consulting both the database of the “Mundo Ejecutivo” and “Expansion” magazines and
the company's website. The results indicate that the strategies used for business growth were
self-financing, geographic expansion, diversification of products and brands, acquisitions, al-
liances and technological innovations in plants and distribution centers that have led the eco-
nomic group in the area of canned goods and preserves to position itself successfully in the
national market and participate in the international market in the era of globalization.
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Introduction: The food industry in Mexico

In the era of market globalization, companies are expected to integrate
internationally so that the exchange of goods can take place in countries and societies
on the planet. The electronics, information technology and telecommunications
sectors have generated technological innovations known as the third industrial
revolution, which have lightened productive tasks. Large companies or economic
groups are not oblivious to these transformations and for this reason they promote
internationalization processes in their growth objectives.

In Mexico, internationalization is visible, on the one hand, in the transnational
companies that operate in the country, on the other, the internationalization of
companies whose origin is national capital and have strategically positioned
themselves in other countries in order to achieve growth and expansion, objectives
that most companies had not considered before the crisis of the 1980s in Mexico.

Foreign and national capital companies participatein dynamic competition, while
some stand out for being leaders in the particular activity they develop. Among the
strategies of the economic groups of the industry, diversification, improvement of
product lines, adding markets geographically, economies of scale, research and
technological development stand out (Rendon & Morales, 2008).

Entering into processes of economic integration on a global scale implies carrying
out economic strategies linked to technological and organizational advances; the
companies that participate in the food and beverage industry which have managed to
stand out are those that are part of the leading sector of agribusiness . However, in their
evolution they considered moving from regional to national and international spaces.

The National Statistical Directory of Economic Units (DENUE) registered
217,477 economic units in the food industry, a branch of the manufacturing industry
(DENUE, 2022); many of these companies seek to satisfy domestic demand, and in
some cases within the framework of globalization, export to other countries; Those
who achieve it are considered successful companies, such as Grupo Industrial
Maseca, Empresa La Moderna, Grupo Industrial Bimbo, Conservas La Costefia and
others (Chauvet & Gonzalez, 2001).

Among the classification of the manufacturing industry, the food industry that
registers the production of economic units dedicated to the preparation, preservation
and packaging of food products for human and animal consumption is identified and
is classified as follows: 1) food processing for animals, 2) milling of grains and seeds
and obtaining oils and fats, 3) production of sugars, chocolates, sweets and the like,
4) preservation of fruits, vegetables, stews and other prepared foods, 5) production
of dairy products, 6) slaughter, packaging and processing of meat from cattle, poultry
and other edible animals, 7) preparation and packaging of fish and shellfish,
8) preparation of bakery products and tortillas, and 9) other food industries,
dedicated to the preparation of snacks, coffee, tea, concentrates, powders, syrups,
and flavor essences for beverages, as well as condiments and seasonings, the
beverage, tobacco, and other food industries (INEGI, 2018).

The manufacturing industry contributed 18.5% to the gross domestic product
(GDP). For its part, the food industry in the third quarter of 2022 registered a GDP
of $5.51 trillion Mexican pesos with an employed population of 2.04 million people,
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49.1% men and 50.9% women (DENUE, 2022). 2,067 companies dedicated to the
preservation of fruits, vegetables, stews and other prepared foods participate,
including Conservas La Costefia (INEGI, 2022).

Research methodology

The aim of the research was to identify the growth strategies implemented by
Grupo La Costefia to consolidate itself in the food and beverage industry.

The study is of a documentary type; the following approaches were used:
historical-critical analytical through a dynamic approach. Two approaches were
used: 1) of historical origin, which gives greater importance to the historical
beginnings and the conditions of irruption to establish the definitive configuration,
the outstanding political and economic practices and the development patterns of the
companies (Concheiro et al., 1979); and 2) corporate and organizational strategies,
which address the changing organizational structure of large modern corporations
and their tendency to adopt more complex management structures and corporate
morphologies (Cordero et al., 1983).

Since not all companies share information on their organization to the public,
there is only an obligation to share it with the Tax Administration Service (SAT),
and only those listed on the stock markets must report their corporate governance.
The collected information comes from secondary sources; by reviewing the
published results of previous investigations, the records prepared by the Expansion
Magazine of the annual sales of the 500 most important companies in Mexico, the
Forbes and Mundo Ejecutivo magazines, the website of La Costefia Group.

Historical background

Studies of large companies or economic groups date back to the 1960s in the
United States of America. Alfred Chandler is the best-known author for proposing,
according to his work, the business structure and strategies that guaranteed their
economic efficiency, strategies that also turned them into oligopolies in their markets
as he also explains in his work La Mano Visible (1977). Nonetheless, although the
growth process of economic groups that historically became international, it is really
thanks to world changes that modern large global companies evolved and developed
(Marichal, 2003).

The study of Mexican companies dates from the 1990s when the application of
successful business strategies of the companies that survived the crisis of the eighties
was registered, such as the restructuring of their debts, the reengineering of their
businesses, the sale of companies, disinvestments and above all their outward
growth, the ability to acquire new technologies through partners and alliances.

After the Spanish conguest, the natives' way of trading changed and the street markets
were replaced by buildings designed to be used as markets, as well as a more uniform
way of presenting merchandise. Urban planning arose, determining that the center of the
city would house the civil, religious and military powers; merchants were no exception
to take advantage of the influx of people and thus establish their commercial spaces.
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In the post-revolutionary period, the State was concerned about market failures,
and formed a network of institutions that made it possible to guarantee the supply of
food; for this reason markets were established and integrated and regional
consumption intervened in production, marketing and consumption.

It is precisely because of the inability of the market to provide agricultural goods
at affordable prices to the urban consumer that policies arose, through which price
control guaranteed consumption to the least favored with the creation of a national
market. Subsequently, from the 1960s to the 1980s, the State incorporated subsidies
for some foods as goods-salaries, whose support depended on the sale of oil, foreign
loans and fiscal deficit. A protected economy model was established, retail trade was
established around a central wholesale market based in urban areas (Torres, 2009).

It was determined that the cities were the places where the food supply was
organized, under demand models that considered the growth of the population and
the spaces that were dynamic and underwent transformations. The product of the
evolution of elements such as the intermediation between production regions,
distribution channels and consumption spaces was a food supply pattern, which went
from the traditional to the modern in order to meet segmented and differentiated
demands. However, tradition and modernity survive or coexist, based on consumer
habits and resistance to change (Fisher & Espejo, 2011).

Changes in commerce went hand in hand with the neoliberal economic model
that allowed the presence of large international companies: a diversity of companies
was established and store formats were created that sought greater proximity to the
consumer, under the law of minimum effort displacement and based on income
distribution (Torres, 2011).

The companies of the food industry constitute the elementary economic units of
the capitalist system because they configure the production of material goods that
seek to satisfy the needs of society. The clients that make up the main demand of
these large industrial companies are precisely the supermarkets and wholesale stores
that present the products to the final consumer. Large companies or economic groups
have implemented growth strategies such as geographic expansion, technology and
robotization, diversification of lines and products with their own brands,
acquisitions, and strategic alliances in order to meet the demand and maintain their
leadership in the market.

History and growth of the company: La Costeiia

The La Costefia group was founded as a family business in 1923; it began making
by hand canned serrano and long chili peppers in vinegar, packaged in plastic bags
and sold in a grocery store called La Costena. Based on the success in sales, the
family decided to dedicate themselves to canning industrially (Mundo Ejecutivo,
2018). They added to their sales products such as olives, olive oil and chipotle
peppers. They introduced a volume bidding system in a captive market of sundries,
cream shops, and grocery stores in the La Merced area of Mexico City (Mundo
Ejecutivo, 1999).
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The history and growth of La Costefia records investments in plants and
technological innovations. Between 1937-1948 Don Vicente Lopez Rosines (the
owner of La Costefia) undertook the task of manufacturing his own cans and
inaugurated his first production plant located in Mexico City. Between 1951-1971
his products were sold throughout the country, thanks to the fact that in 1951 he
installed the first automatic line for the manufacture of 3 kg cans, and in 1955 those
of 105 kg, as well as added distribution systems. By 1971 he had founded the first
production plant located in the municipality of Ecatepec, the State of Mexico. In
1975 he ventured into the North American market with the first exports of chiles and
salsas, serving the Hispanic market with these goods.

In 1981 he launched tomato puree, vinegar in 1983, Mexican sauce in 1984,
ketchup in 1992, and other products such as homemade charro, refried, and whole
beans (Mundo Ejecutivo, 1999).

Between 1986-1991 La Costefia replaced lead-welded containers with
electrostatically sealed ones in order to protect the environment. Another production
plant was inaugurated in Guasave, Sinaloa, where the company ventured into the
production of tomato and vegetable puree lines. In 1994 the group introduced a line of
beans in various preparations and later the inclusion of more product lines and brands.

Between 1997-2003, it added value to its packaging and canning with the easy-
open system, one of the pioneers of this method. In June 1997 the comany started
operating a new production plant in San Luis Potosi. At the plant in Guasave,
Sinaloa, La Costefia introduced the aseptic packaging system of the Swiss company
Combibloc, which eliminates microorganisms through ultra-pasteurization in
cardboard containers. This company also supplies Lala, Jumex, Nestl¢ and Boing. In
the year 2000, the group launched the Dofia Chonita line of sauces for cooking.

In 2006, it began the construction of an automated warehouse that allowed it to
have better storage and automatically restock traditional racks.

Between 2007-2008 La Costefa inaugurated an automated distribution center,
considered one of the largest in Latin America due to its capacity, magnitude and
number of operations. Between 2011-2013 the company started operating a second
automated distribution center. In 2014 the Mexican Institute of Industrial Property
granted it the declaration of “Famous Trademark” (La Costefia, 2023).

La Costefia, based on vertical integration and investment in state-of-the-art
technology, has an automatic cutting line that is continuously updated and processes
the raw material in its facilities; With three plants, La Costefia produces four million
containers per day, its production lines have the capacity to produce up to 6,500 cans
and 3,200 caps per minute in each production line, thanks to high-speed presses.

Its automated and modern warehouses allow food to be fresh, even if it is not in
season; its two storage and distribution centers have a capacity of 43,000 and 63,000
pallets, respectively. It possesses 30 distribution warehouses in the Mexican
Republic.

In 2011-2013, it inaugurated the third plant in San Luis Potosi and the second
automated center. In 2017, it expanded its San Luis Potosi plant by 30% with the
intention of achieving a greater production of chiles, nopales, moles and tamales, the
demand for which has grown in Mexico and internationally (Expansion, 2017).
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Diversity of production of goods and services

La Costefia produces between 1,200 and 1,300 tons of jalapefio peppers per day
in high season (June-August) and is a leader in the production of chili peppers and
vinegar. La Costefia has formed a portfolio of products that allows it to maximize its
resources and of course reduce costs, especially since they manufacture many of
their inputs, such as cans for packaging, for which they manufacture approximately
3.5 million cans per day, vinegar, and others (Sandoval, 2023). La Costefia has 12
lines that make up 122 products and two brands: Chonita and Rancherita as observed
in Tables 1 and 2.

Innovation constitutes a challenge in commercial competition and for this reason
large companies intend to manufacture new products and meet the demand of
consumers who always expect innovations in consumer society. Among the factors
that impact innovation are patents, brands, and the impact on organizations; in this
sense Conservas La Costefia has created its own brands.

Table 1. Conservas La Costefia product lines

Chilies Beans Specialties
Rodajas de Jalapefio Rojo Frijoles Negros Enteros Esquites
Tatemados Frijoles Negros Refritos Aceitunas con Hueso
Rodajas de Jalapefio Tatemados Frijoles Negros refritos con Aceitunas Rellenas de Pimiento
Jalapefios Enteros Chipotle Aceitunas Sin Hueso
Jalapefios Picados Frijoles Negros Refritos Mole Rojo
Nachos de Jalapefios Reducidos en Sodio y Sin Grasa Mole Verde
Rajas de Jalapefios Frijoles Negros Molidos Mole con Chocolate
Rajas Rojas de Jalapefio Frijoles Negros Colados Mole Almendrado
Toreados Rodajas de Jalapefios Frijoles Bayos Enteros Huitlacoche
Serranos Enteros Frijoles Bayos Refritos Salsa para Pizza
Serranos Rodajas Frijoles Bayos Refritos con Caldillo de Tomate Verde
Toreados Serranos Chipotle Totopos
Toreados Rodajas de Serranos Frijoles Bayos Refritos con Hummus clésico
Chipotles Adobados Chicharron Hummus con Chipotle
Chipotles Picados Frijoles Bayos Refritos con Ensalada de Lentejas con Vegetales
Chipotles Adobados en Trocitos Queso y Chipotle Ensalada de Lentejas con Quinoa
Chipotles Dulces en Trocitos Frijoles Bayos Refritos con Ensalada de Lentejas con Chorizo
Zanahorias en Escabeche Chorizo Chilorio
Habaneros Enteros en Escabeche Frijoles Charros Mole con Pollo
Rajas de Habanero en Escabeche Frijoles Ranch Cochinita Pibil
Zanahorias Ralladas con Frijoles Peruanos Refritos

habanero en Escabeche

Mayonnaise

Puree and Ketchup . Vinegar
and dressings
Pasta de Tomate Mayonesa con Jugo de Limén Vinagre blanco de alcohol de Cana
Puré de Tomate con Chipotle Mayonesa con Jugo de Limén Vinagre de Manzana
Puré de tomate con Jalapefio Reducida en Grasa Vinagre de Color de Alcohol de
Puré de Tomate Aderezo de Mayonesa Cafia
Puré de Tomate Condimentado Aderezo Light de Mayonesa
Puré de Tomate Machacado Mayonesa con Chile Chipotle
Puré de Tomate Sazonado Aderezo de Mayonesa con
Salsa Catsup Chiles Jalapefios

Salsa de Tomate para Aderezar
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Vegetables Pozole Sauces
Elote Dorado Pozole Blanco Salsa Casera con Chipotle
Chicharos Pozole Rojo Salsa de Chile Chipotle
Maiz Blanco Salsa de Guacamole
Chicharos y Zanahorias Salsa Casera con Habanero
Ensalada de Verduras Tatemada
Ensalada Campesina Salsa Ranchera Tatemada
Pimiento Morrén en Tiras Salsa Verde con Nopales Tatemada
Garbanzos Salsa Casera Mexicana Tatemada
Ensalada de Garbanzo a la Salsa Arriera Tatemada
mexicana Salsa Verde
Ensalada de Garbanzo Campestre Salsa Roja Taquera Tatemada
Sweets Fruit Tamales
Miel de Abeja Chabacanos en Almibar Mitades Tamal Verde
Ate de Guayaba Duraznos en Conserva Cubitos Tamal de Elote
Ate de Membrillo Duraznos en Almibar Rebanadas Tamal Dulce
Ate de Membrillo sabor Chamoy Duraznos en Almibar Cubitos Tamal Rojo
Puré de Manzana Duraznps en Conserva Mitades
Mermelada de Fresa Duraznos en Almibar Mitades
Mermelada de Pifia Duraznos en Almibar Enteros
Mermelada de Zarzamora Pifia en Almibar Rebanadas
Mermelada de Chabacano Pifia en Almibar Trocitos
Mermelada de Frutos Rojos Guayabas en Almibar Enteras
Peras en Almibar Mitades
Mango en Almibar Rebanadas
Coctel de Frutas en Almibar
Source: Authors’ own elaboration based on La Costefia (2023)
Table 2. Conservas La Costeiia Group brands
Brands Products

Salsa para Chilaquiles Rojos,
Salsa para Chilaquiles Verdes,

Salsa para Pambazos,
Salsa de Chile Pasilla,
Salsa de Chile Guajillo,
Caldillo de Tomate Verde,
Adobo,
Pipién,

Caldillo de Jitomate,
Salsa de Chile Chipotle,
Mole Verde,

Mole Rojo,

Salsa para Cochinita Pibil

Frijoles Peruanos Refritos,
Frijoles Bayos Refritos,
Frijoles Negros Refritos,
Frijoles Bayos Enteros

Doiia Chonita

Rancherita

Source: Authors’ own elaboration based on La Costefia (2023)
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Acquisitions and competition

Among its elements of expansion, the company has been concerned with
establishing alliances and acquisitions with competing and complementary
companies, as well as reinvestments. Vertical integration from production to sales is
a success factor (Maldonado et al., 2020). Its constant investments in technological
innovation and product diversification go hand in hand; therefore, with each acquired
company, the number of products increases, thus taking advantage of the
consolidation of the brands, selling products that have already penetrated the market.

Sabormex's growth shows that its strategies led it to establishing a successful
company: it was founded in August 1964 as the firm Cafés de Veracruz, a coffee
roasting and trading company, and ventured into a product called Café Legal. In
1970 the company introduced Café Oro to the market. In 1982 Sabormex established
the first brand of processed beans under the La Sierra brand. In 1995 they launched
the first sports drink Enerplex (Sabormex, 2023) on the national market.

Clemente Jacques, a company with a more than 130-year history and a pioneer in
canning in Latin America (1887), is registered in its jurisdiction. However, it was
acquired by Sabormex in 2002, purchased from Unilever, which produces a similar
portfolio of products: ketchup, dressings, vinegar, sauces, chilies, vegetables, fruits,
jams, and croutons. Unilever is a company that offers over a thousand brands on the
global market. In Mexico, in 1990, it bought the food division of Grupo Visa, which
included the brands Walter, Little Red Riding Hood, Mafer, and above all, Clemente
Jacques (Expansion, 2011).

Table 3. Lines of Clemente Jacques products

Ketchup

Dressings

Chilies

Catsup Clemente Jacques
Catsup Squeeze
Catsup con Habanero
Catsup con Jalapeiio
Catsup Clemente Jacques 4 kg.
Catsup Clemente Jacques 3 kg.

Aderezo Sabor Italiano
Aderezo Sabor César
Aderezo Sabor Mil Islas
Aderezo Sabor Ranch
Aderezo Diosa Verde
Aderezo Diosa Azteca
Aderezo Gourmet Sabor Casero
Aderezo Gourmet Sabor Soya
Limén
Aderezo Gourmet Sabor Mostaza
Miel
Aderezo Gourmet Sabor Cilantro
Aderezo Gourmet Mango
Habanero
Aderezo Gourmet Sabor Vinagreta
Balsamica

Chiles Molidos:

Chiles Chipotles Molidos
Chiles Chipotles Dulces Molidos
Chiles Habaneros Molidos
Chiles Jalapefios Molidos

Chiles:

Chiles Chipotles
Chiles Jalapefios
Nachos de Chiles Jalapefios
Rajas de Chiles Jalapefos
Chiles Chipotles Gourmet
Chiles Habaneros Gourmet

Fruit

Jams

Croutons

Coctel de Frutas
Pifia en Trozos
Pifia en Rebanadas
Pifna en Rebanadas (Reducido en
azucar)
Duraznos en Trozos
Duraznos en Rebanadas
Duraznos en Mitades

Mermelada de Fresa
Mermelada de Chabacano
Mermelada de Zarzamora
Mermelada de Frambuesa

Crutones Sabor Queso y Ajo
Crutones Sabor Ranch
Crutones Sabor Italiano
Crutones Sabor César.
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Vegetables

Sauces

Vinegar

Chicharos con Zanahoria
Elotes
Ensalada de Verduras
Chicharos

Salsa Parrillera
Salsa Casera
Salsa Verde
Salsa Taquera
Salsa Habanero Tatemado.
Guacamole sauces:
Salsa de guacamole con Chile
Habanero
Salsa de guacamole con Chile
Serrano
Salsa de guacamole con
Jugo de Limoén

Vinagre de Manzana
Vinagre Blanco

Source: Authors’ own elaboration based on Clemente Jacques (2023)

Nevertheless, that same year Sabormex was acquired by Grupo La Costefia, in
such a way that the competitors joined. Hence, the acquisition of Sabormex
constituted an important growth strategy; by acquiring a company whose
development made it a competitor of Conservas La Costena, led to eliminating the
competition. The variety of La Costefia products grew exponentially since its
portfolio increased; the diversification of products and brands covered a greater
market demand thanks to this acquisition. Table 4 presents the new products.

Table 4. Sabormex brands and products

La Sierra

Briannas/Home Style
Vinaigrettes

Café Legal

Frijoles Mayocoba Refritos
Frijoles Negros Refritos
Frijoles Bayos con Chipotle
Frijoles Refritos Claros
Frijoles Bayos sin grasa
Frijoles Bayos refritos
Frijoles Peruanos Refritos
Frijoles Bayos Refritos con Chorizo
Frijol Flor de Mayo
Enfrijoladas Salsa de Frijol Bayo
Frijol Peruano Grano
Frijoles Molidos Claros
Frijoles Molidos negros
Frijoles Ranch Enteros
Chilaquiles Rojos
Chilaquiles verdes
Chicharron en salsa verde
Frijoles Bayo entero
Frijoles Negros Entero
Frijol Negro Grano
Frijol Pinto Grano
Frijoles Bayos Refritos con
Chipotle
Frijoles Negros Refritos
Frijoles Charros
Marca Mi Reina

Vinagreta de ajo
Asiago César
Vinagreta Balsamica de Arandanos
Vinagreta de Vino Rubor
Vinagreta Italiana
Vinagreta Francesa Real
Vinagreta Estilo Champan
Semilla de Amapola de Frambuesa
Semilla de Amapola Rica
Crema de Cilantro y Lima
Balsamico Cremoso Americano
Rancho Clasico de Suero de Leche
Mostaza de Miel Dijon
Queso Azul Cremoso
Sugar Free Poppy Seed
Sugar Free Blush Wine Vinaigrette

Briannas/Crutones
Crutones de Parmesano y Finas
Hierbas
Crutones con Sabor a Miel y
Mostaza
Crutones de Cebolla Dulce

Café de Grano
Café Soluble Descafeinado
Café Soluble Mezclado con
Caramelo
Café Mexicano
Café Mexicano Descafeinado
Café Mexicano Gourmet
Café Internacional
Café Internacional Americano
Café Internacional
Descafeinado
Café Oro
Café Esférico
Café Oro 24 Kilates
Café Liofilizado
Café Oro Diamante
Café Aglomerado
Café Oro Regular
Café Aglomerado Descafeinado
Café Oro Descafeinado
Café Soluble 100% Puro
Café y Tierra Garat
Regulares
Descafeinado
Espressos
Luxury
Sabores
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Briannas/Marinated
vinaigrettes

Briannas/Organic
vinaigrettes

Briannas/of avocado oil

Citricos Mediterraneo
Chipotle Ahumado y lima
Filete Clasico
Ajo Asado y Hierbas
Sriracha Miel Jengibre

Vinagreta de Sidra de manzana
organica
Vinagreta de mango ecologico
Vinagreta de miel y Jengibre
Ecologica
Semilla de amapola rica organica
Vinagreta francesa auténtica

Cesar de aceite de aguacate
Rancho de jardin sin lacteos
con aceite de aguacate
Vinagreta de hierbas con aceite
de aguacate

Vinagreta balsamica
clasica de aceite de aguacate

organica
Vinagreta de vino rubor sin azlicar

Source: Authors’ own elaboration based on (Sabormex, 2023)

In 2006 Sabormex bought the extra-fine coffee brand Internacional and in 2009
it incorporated Café Garat into the portfolio and in 2013 Café Mexicano was
acquired. In 2020, the company created the Mi Reina brand, which offers products
such as tortillas, tortilla chips, and tostadas. In 2017, it made its first international
acquisition by buying the North American company Briannas, an expert in gourmet
dressings.

In 2012 Conservas La Costena acquired Fritos Totis botanas (Aguilar, 2023); this
Mexican company enjoys the demand for a product whose tradition dates back to the
consumption of products derived from corn. It was founded in Tizayuca, Hidalgo in
1987, and among its assets it has three plants (two in Tizayuca, the State of Mexico
and one in Comitan, Chiapas). In 2019 the company acquired Galletas Marian and
Cacahuates Nipon in order to diversify its portfolio (Rodriguez, 2019).

Subsidiaries

La Costea products have crossed borders by being exported and by the taste and
acceptance of Mexican food. The Conservas La Costefia Group bought Sun Vista in
the United States in 2000. In 2000-2001 it opened its first offices in China.

In 2010, it acquired Aconcagua, a fruit company, whose history dates back to
1897, leaders and peers in the production and marketing of canned foods in Chile
(Aconcagua Foods, 2023). In 2011 it acquired a plant in Tucson, Arizona. Thus,
Arizona Canning is a subsidiary of La Costefia.

La Costefia has been collaborating since 2012 with the company Reckitt
Benckiser as a complementary business for its line of products with its French's
seasonings and Frank's sauces. The products that were added are the sauces: Frank's
RedHot Xtra Hot, Frank's RedHot Sweet Chili, Franks's RedHot Slammin Sriracha
and French's BBQ Clasica and BBQ Chipotle (Castillejos, 2016).

In 2014, it acquired the Minnesota-based grocery and canned vegetable company
Faribault Foods, at the time with about 750 employees in its plants located in Cokato
and EIk River. It joined the chain of packers and distributors in order to continue
growing and expanding its products, including its presence in the bean market on the
territory of North American (ElI Minnesota de Hoy, 2014).

Australia was coordinated from China, which is why in 2015 they opened offices
in that country to also serve the New Zealand market. In 2016, the new market
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expansion was the United Arab Emirates and for this reason the company opened an
office in Dubai (Sanchez, 2016). That same year, the first office in Europe was set
up in Barcelona, Spain to cover the European market, although the pioneers in that
market were companies from the southern United States with Tex-Mex (Lucena,
2016). In 2017 it entered Asian markets such as China and Japan and Indonesia.
Depending on the size of the market, they choose how to operate; the company does
not open offices in all countries, for example, in Israel and Italy they have
a distributor (Hernandez, 2023).

In 2017, it acquired the United States canned food company Del Sol Food,
purchased through its subsidiary Sabormex and with it its brand of Briannas Fine
Salad Dressings. With this acquisition, it entered the market for gourmet products in
that country, whose portfolio includes SW Beans and Luck's beans, SunVista canned
legumes and vegetables, and Kerns nectars and juices (Expansion, 2017). It has
a production center in Brenham Texas, and with this it increased its portfolio where
the canning companies Faribault Foods, Arizona Canning Company and the
distributor Vilore Foods are registered (Quiminet, 2017).

In 2018, 85% of La Costefia's sales still came from Mexico, and the other 15%,
from exports (Expansion, 2018). In 2019, among the 100 global Mexican companies
identified by Expansion as multinationals that focused on new markets, Conservas
La Costeiia, positioned in three countries, achieved 14.9% of its sales (Expansion,
2020). In 2020, in the face of the pandemic, companies that did not depend on
a single market cushioned the low sales abroad faced by the 100 global Mexican
companies; their revenues fell by 1% compared to the 13.7% drop suffered in the
national market. Conservas La Costefa achieved 25% of its income abroad (Lara et
al., 2021).

In 2023, upon celebrating the 100" year of its foundation, Conservas La Costefia
reports that 25% of its production is consigned to the export market, 18% is reserved
for the US market and 7% is destined for the rest of the world. In total, its products
are sold in 77 countries, but it affirms that the origin and base of the company is
Mexico (Sandoval, 2023).

Financing

Since the 1970s, many industrial economic groups have been interested in
belonging to the Mexican Stock Exchange (BMV) in search of economic resources
that would allow them to grow, including Alfa, Cifra, Visa, Vitro, Desc, Aurrera
(Salas, 1992). However, from the beginning, Conservas La Costefia opted for its own
resources, especially since in 1980 the State stopped prioritizing its support for
agriculture, an activity strongly linked to the food industry. In the canning sector,
its counterpart, the Herdez Group, did not escape this reality. In 1990, the Herdez
Group entered the BMV. La Costefia does not have bank debts, but they do not rule
out corporate governance in the future (Sanchez, 2016).

The company plans to build a new plant in 2024 with a large investment to
strengthen and diversify the company on land near the Ecatepec plant. It also plans
to enter the Qatar market and two or three other countries in South America.
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Business and entrepreneurs are two sides of the same coin. Expansion magazine
compiled a ranking of the 100 most important businessmen in Mexico. To prepare
the list, the magazine made an estimate based on the shareholding (40%), sales
(35%), profits (10%), employees (10%) and participation in the Mexican Stock
Exchange (5%). Vicente Lopez Rodea, president of the Board of Directors of
Conservas La Costefia and Sabormex, is considered in the list, who went through a
6-level variation from position 88 in 2020 to 82 in 2021. The importance of this
ranking shows the accumulated wealth of businessmen despite the upcoming
pandemic; together they add up to 220,000 million dollars and are 44% above 2020
(Expansion, 2021).

Figure 1 presents the sales revenue of Conservas La Costefia in the period from
2010 to 2020, which shows a general growing behavior, with a growth of 135.22%
in 10 years and with an average annual growth of 8.97%. The following statistics
stand out: the highest level of annual growth was observed in 2016, where it was at
12.5%, while for 2018 the lowest was only 2.61%.

Despite the general upward trend of sales, two major moments were observed in
the period: 1) from 2016 to 2018, contraction in the annual growth variation derived
from increased competition and decreased demand; and 2) from 2018 to 2020,
recovery, going from 2.61% to 11.42% as a result of the group's entry into new
regional markets: the United Arab Emirates, China, Japan and Indonesia in Asia and
Spain in Europe.
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Figure 1. Sales of La Costeiia in 2010-2020 (millions of pesos)

Source: Authors’ own elaboration based on annual reports of Expansion magazine

In 2020, the introduction of the standard for labeling with icons warning of high
levels of sodium, fat, sugar and others, coincided with the peak production season
and the COVID-19 outbreak and challenges faced by the company to adjust to these
changes. Further complications are a consequence of the war between Russia and
Ukraine that raised the prices of raw materials such as packaging; steel that rose
more than 100%, and farm inputs such as jalapefo peppers that became 30 to 35%
more expensive, causing inflationary pressures (Pérez, 2022).
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The growth in sales of Conservas La Costefia has doubled in the study period,
with new investments in plants, acquisitions of Mexican and foreign companies,
warehouses and implemented technological innovations, which have allowed the
group to improve the quality of its containers and canned goods as well as introduce
new product lines and brands for their consumers.

Conclusions

La Costefia is an economic group that has been a leader in the food and beverage
industry and has existed in the market for 100 years. Its consolidation is the result of
the execution of growth and expansion strategies that have allowed it to stand out in
a competitive environment.

It has transformed its production line to diversify in response to the demands of
the food market in such a way that it ensures its presence in the industry by manu-
facturing products to the taste of consumers in its country of origin and adapting its
products to the tastes of international consumer brands.

Its long journey to consolidate its presence in the market has required the estab-
lishment of alliances and acquisitions with its main competitor companies, which
allowed it to ensure technological innovation in its production plants and distribution
centers in addition to the diversification of products through expansion of the offer.

In its search to achieve its presence in new markets, it acquired canning compa-
nies in the United States, China, Chile, Australia, New Zealand, the United Arab
Emirates, Spain, Japan and Indonesia, Israel and Italy, and intends to reach the South
American market. Despite allocating a quarter of its production abroad, its highest
proportion of sales revenue comes from its presence in the Mexican market.

Derived from the constant growth in its sales revenue, the Group has not required
financing strategies via debt or capital, through the financial market, but only from
the reinvestment of profits and capital contributions to the company's equity.

Recommendations

In the characterization of the development of capitalism in Mexico, the study of
economic history is required to identify the behavior of economic groups as a supe-
rior category of large companies, to identify their evolution, based on the execution of
differentiated strategies according to the economic sector in which they are located and
in accordance with the national economic situation. The analysis of the La Costefia
Group allows a deductive and critical review of the behavior of the said economic
sector by focusing on the approach of the growth strategies of an industrial group.
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STRATEGIE ROZWOJU GRUPY GOSPODARCZE]J: CONSERVAS LA COSTENA

Streszczenie: W Meksyku, w sektorze zywnosci i napojow, dziatalno$¢ roznych grup gospo-
darczych lub duzych firm nie unika oligopolistycznej rzeczywistosci. Niniejszy artykut uka-
zuje przypadek grupy gospodarczej lub duzej firmy Conservas la Costefia ze 100-letnig histo-
rig. Celem badania byla analiza strategii wzrostu stosowanych przez grupg La Costeia w celu
konsolidacji w branzy spozywczej. Metodologia ma charakter opisowy, historyczny i anali-
tyczny. Informacje zostaty zebrane ze zrodet wtornych, z uwzglednieniem przegladu zarowno
bazy danych magazynow ,,Mundo Ejecutivo” i ,,Expansion”, jak i strony internetowej firmy.
Wyniki wskazuja, Ze strategiami zastosowanymi do rozwoju biznesu byly samofinansowanie,
ekspansja geograficzna, dywersyfikacja produktow i marek, przejecia, alianse i innowacje
technologiczne w zaktadach i centrach dystrybucyjnych, ktoére doprowadzity do powstania
grupy ekonomicznej w branzy konserw i przetworow, tak aby skutecznie pozycjonowac si¢
na rynku krajowym i uczestniczy¢ w rynku migdzynarodowym w dobie globalizacji.

Slowa kluczowe: rozwdj biznesu, grupy ekonomiczne, strategie
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PODEJSCIE PROCESOWE I DOJRZALOSC PROCESOWA
W PODMIOTACH LECZNICZYCH
W KONTEKSCIE SIECI SZPITALI

Ewa Raczynskal*

L Uniwersytet Ekonomiczny w Katowicach, Kolegium Ekonomii, Polska

Streszczenie: Zarzadzanie procesowe jest wyzwaniem w jednostkach ochrony zdrowia,
cho¢ procesy nie sg obce podmiotom leczniczym. Proces co do zasady jest dobrze udoku-
mentowany dzigki prowadzeniu dokumentacji medycznej, jednak istnieje duza zmienno$é
W jego realizacji ze wzgledu na stan pacjenta. Co wigcej, mimo powodzenia procesu, jego
wynik moze by¢ odmienny od zatozonego. Mimo wystandaryzowanych ram udzielania
$wiadczen profesjonalista medyczny posiada duza autonomi¢ w zakresie postgpowania
z pacjentem, co powoduje trudno$ci w mapowaniu proceséw. Oprocz trudno$ci wewnatrz
podmiotu leczniczego réwniez jego otoczenie wplywa na specyfike zarzadzania. Celem
artykutu jest przedstawienie wynikéw badan dotyczacych dojrzatosci procesowej w pol-
skich szpitalach w kontekscie przynaleznosci do poziomu referencyjnosci (sie¢ szpitali),
posiadanych certyfikatow jakosci (ISO oraz akredytacja) i osiggania zysku lub straty.

Stowa kluczowe: dojrzatos¢ procesowa, jakos¢, ochrona zdrowia, procesy

Kod klasyfikacji JEL: H13, D47, D60, H40, 111

Wprowadzenie

Sektor ochrony zdrowia boryka si¢ z wieloma przeciwno$ciami i zasady prowa-
dzenia dziatalnosci sa silnie uzaleznione od polityki oraz finansowania publicznego.
Kazdego dnia w podmiocie leczniczym zachodzi szereg procesow — sa to procesy
medyczne, informacyjne, zarzadcze, informatyczne, komunikacyjne itp. Procesy te
znaczgco réznig si¢ od siebie, a ich powtarzalnos$¢ jest zalezna od problematyki
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przyjmowanych pacjentdw oraz specyfiki podmiotu leczniczego. Procesy zacho-
dzace w jednej komorce organizacyjnej moga znaczaco si¢ od siebie roznic, a osta-
teczna decyzje o przebiegu leczenia podejmuje lekarz. Proces medyczny jest udoku-
mentowany kazdorazowo w postaci dokumentacji medycznej, jednak cel owej
dokumentacji wynika jedynie z potrzeb medycznych i prawnych. Rzadko analizuje
sie na tej podstawie przebieg i powtarzalnos¢ procesow. Z jednej strony jest dosko-
nale udokumentowany proces (rowniez informatycznie), jednak jego analiza stuzy
gtéwnie ocenie stanu pacjenta i rozliczeniu z narodowym platnikiem. Aktualnie, za
Sprawg informatyzacji i elektronicznej dokumentacji medycznej, istniataby mozli-
wos$¢ analizy procesu. Niestety taka analiza wciaz nalezy do rzadkosci, co — jak
wskazuje literatura — jest ztg droga. Aktualnie tradycyjne systemy Hospital Informa-
tion System (HIS) nie umozliwiajg analiz przebiegu procesu na podstawie danych
(Szelagowski, 2015). Dojrzato$¢ proceséw powinna przekladac si¢ na sprawniejsze
zarzadzanie podmiotem oraz mie¢ swoj wklad w efektywnos¢. W Polsce ochrona
zdrowia przechodzi od reformy do reformy — warto zada¢ sobie pytania dotyczace
pozycji podmiotu leczniczego w $wietle dojrzalo$ci procesowej i jego oceny w sys-
temie. Artykut ma na celu identyfikacj¢ kluczowych czynnikéw wptywajacych na
dojrzato$¢ procesowg oraz zbadanie powigzan miedzy jako$cia, pozycja szpitala po
reformie tzw. sieci szpitali oraz dojrzalo$cia procesows. Przeprowadzone badania
empiryczne pozwalaja wyciagna¢ wnioski co do zaleznosci dojrzatosci procesowej
i kwalifikacji do sieci, a tym samym po raz pierwszy porownac, czy aspekt dojrza-
losci procesowej jest skorelowany z umiejscowieniem szpitali w sieci.

Szpital jako podmiot leczniczy

Szpital to wedtug definicji ustawowej zaktad leczniczy, w ktorym podmiot lecz-
niczy zajmuje si¢ wykonywaniem dziatalnoéci w rodzaju $wiadczenia szpitalnego,
gdzie jako $wiadczenia szpitalne rozumie si¢ kompleksowe §wiadczenia zdrowotne
wykonywane przez cata dobe, obejmujace diagnozowanie, leczenie, pielggnacije i re-
habilitacje, ktorych charakter wyklucza mozliwos$¢ ich realizacji w innych podmio-
tach stacjonarnych, catodobowych lub ambulatoryjnych. W ramach $wiadczen szpi-
talnych wykonywa¢ mozna rowniez Swiadczenia z zamiarem zakonczenia ich
udzielania w trakcie 24 godzin (Ustawa z dnia 15 kwietnia 2011r. ...). Witczak
(2009) definiuje szpital jako zaktad opieki zdrowotnej, w ktorym udzielane sg swiad-
czenia pacjentom wymagajacym catodobowego §wiadczenia opieki zdrowotnej —
jest to uporzadkowany system dzialan powotany, by realizowac cele przy wykorzy-
staniu zasobdw, ma wlasng strukture i dziata wedtug ustalonych regul. Szpital jest
bez watpienia podmiotem leczniczym. ,,Podmiot leczniczy” jest pojeciem szerszym,
poniewaz obejmuje przedsigbiorcow, samodzielne publiczne zaktady opieki zdro-
wotnej, jednostki budzetowe majace w swej dziatalno$ci ambulatoria, instytuty ba-
dawcze, fundacje oraz stowarzyszenia, ambulatoria z izbg chorych, instytucje POZ
(lekarza, pielegniarke i potozng), osoby prawne i jednostki Kosciota katolickiego
oraz wojskowe zajmujace si¢ dziatalnoscia lecznicza (Ustawa z dnia 15 kwietnia
2011 r. ...). Okreslenie podmiotu leczniczego obejmuje wigc szerokg game jedno-
stek zarejestrowanych w Rejestrze Podmiotow Wykonujacych Dziatalno$¢ Leczni-
czg (https://rpwdl.ezdrowie.gov.pl/). Na koniec 2021 roku w Polsce funkcjonowato
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899 szpitali ogdlnych i 219 dziennych, co przektada si¢ na 168,8 tys. t6zek i 5,8 tys.
miejsc dziennych. Na 100 tys. mieszkancow przypada 2,9 szpitala, a w wojewodz-
twie $lagskim az 4,3 (GUS, 2022). W budzecie NFZ zapisanym na rok 2023 na szpi-
talnictwo zaplanowano blisko 50% wydatkow (https://www.nfz.gov.pl/...). Szpitale
petnig funkcje zabezpieczenia potrzeb zdrowotnych populacji — ich podstawowym
celem jest ratowanie zycia i przywracanie zdrowia pacjentom. Szpitale zwykle sa
placéwkami publicznymi, co powoduje ich znaczne upolitycznienie, a takze nieryn-
kowe dzialanie (szpitale czesto utrzymuja nierentowne oddziaty celem zapewnienia
populacji dostepu do opieki zdrowotnej), co odbija si¢ bezposrednio na ich finan-
sach. Wedlug raportu dotyczacego sytuacji szpitali powiatowych az 90,5% z nich
przyniosto w 2022 roku strate, co wskazuje na zta sytuacje zaréwno szpitali, jak
i calego sektora. Niestety szpitalnictwo od dawna przynosi straty, co z kolei wymo-
glo szereg reform skrajnie od siebie r6znych — zaczynajac od komercjalizacji nieren-
townych szpitali (Kachniarz, 2008), po sie¢ szpitali, ktora funkcjonuje do dzis.

Sie¢ szpitali

Reformg¢ szpitalnictwa, zwanego siecig szpitali, wprowadzono w 2017 roku jako
odpowiedz na problemy sektora. Szpitale nie tylko mialy problemy finansowe i or-
ganizacyjne, ale rowniez musiaty miedzy sobg rywalizowa¢ w procedurze konkursu
ofert, przez co wystepowat brak cigglosci, niepewnos¢ otrzymania kontraktu, frag-
mentaryzacja procesow oraz brak skupienia na potrzebach pacjenta (Jarosz-Zukow-
ska, 2020). Reforma podzielita szpitale na te, ktore funkcjonuja w sieci, oraz te poza
nig. Do szpitali w sieci zalicza si¢ szpitale I stopnia, szpitale II stopnia i szpitale
I11 stopnia oraz szpitale onkologiczne, pulmonologiczne, pediatryczne i ogolnopol-
skie (Hellich & Wierzowiecka, 2017). Szpitale do sieci byly kwalifikowane wedlug
warunkow w Rozporzadzeniu Ministra Zdrowia z dnia 13 czerwca 2017 r. w sprawie
szczegotowych kryteriow kwalifikacji $wiadczeniodawcow do poszczegolnych po-
ziomoOw systemu podstawowego szpitalnego zabezpieczenia Swiadczen opieki zdro-
wotnej. W teorii sieci szpitali szpitale [ stopnia to szpitale podstawowe zapewniajace
swiadczenia niezbgdne dla populacji, nieudzielajace $wiadczen wysokospecjali-
stycznych — najcze$ciej do tej grupy kwalifikowano szpitale powiatowe. Szpitale
Il stopnia to szpitale wieloprofilowe wykonujace bardziej rozbudowane procedury,
z wigksza liczba oddzialow; ten poziom to zwykle szpitale wojewddzkie. Ostatni
poziom trzystopniowego zabezpieczenia pelnig szpitale I1I stopnia (instytuty, szpi-
tale kliniczne, cze$¢ szpitali wojewodzkich); wykonujg one skomplikowane proce-
dury z wykorzystaniem najnowoczesniejszych technologii. Kwalifikacja do sieci jest
rewidowana co 4 lata i ostatnie zmiany w rankingu miaty miejsce we wrze$niu 2022
roku. Sie¢ szpitali w swoich zatozeniach miata za zadanie zapewnienie odpowied-
niego poziomu finansowania, gwarancj¢ bezpieczenstwa dla systemu opieki zdro-
wotnej, ciaglosci i poprawienia dostgpnosci do opieki zdrowotnej i finansowania,
optymalizacj¢ liczby oddziatow specjalistycznych i kosztow leczenia, zwigkszenie
elastycznosci zarzadzania szpitalem oraz powstanie poradni przyszpitalnych maja-
cych za zadanie skoordynowanie dwoch poziomoéw leczenia (leczenia szpitalnego

178



DOI: 10.17512/znpcz.2023.3.13

i $wiadczen ambulatoryjnych) (Legowski, 2017). Zmienit si¢ rowniez system finan-
sowania, sie¢ szpitali oznaczata odej$cie od ptacenia za ushugi, a szpitale zaczety
otrzymywac ryczalt okreslony przez NFZ zgodnie z rozporzadzeniem MZ (Rozpo-
rzadzenie Ministra Zdrowia z dnia 22 wrze$nia 2017 r. ...).

Jakos¢ certyfikowana w podmiocie leczniczym

Jako$¢ ustug bywa oceniana subiektywnie w zalezno$ci od posiadanej przez oce-
niajgcego wiedzy, zapotrzebowania i doswiadczenia. W ocenie jakos$ci wazna jest
tez sytuacja sektora, dostep do informacji oraz §wiadomos¢, jak ustuga powinna by¢
wykonana, i samych wymagan klienta (Bielawa, 2011). Ocena jakos$ci ustug medycz-
nych z jednej strony to duza dysproporcja migdzy wiedzg profesjonalisty me-
dycznego a §wiadomoscia i oczekiwaniami pacjenta; dodatkowo obie strony w swo-
ich ocenach moga by¢ nieobiektywne (Raczynska, 2020). Konieczna jest wiec
pewna obiektywizacja oceny jakosci w placowkach ochrony zdrowia. W Minister-
stwie Zdrowia trwajg prace nad uregulowaniem oceny jakos$ci, jednak na obecna
chwile obowiazuje system weryfikacji na poziomie kontraktowania (ocena wy-
ksztatcenia, umiejetnosci i kompetencji personelu czy uzytkowany sprzet), a takze
zewnetrzne oceny poprzez certyfikacje ISO i/lub akredytacje (Trela, 2014). Akredy-
tacja CMJ jest najbardziej pozadanym przez szpitale certyfikatem jakos$ci, poniewaz
bezposrednio wptywa na ryczalt poprzez wspotczynnik korygujacy (Rozporzadzenie
Ministra Zdrowia z dnia 22 wrzesnia 2017 r. ...). Certyfikat akredytacyjny nadaje
Centrum Monitorowania Jakosci w Ochronie Zdrowia, a szereg wytycznych do spet-
nienia okre$la w Zestawie Standardow Akredytacyjnych osobno dedykowanych
szpitalom (CMJ, 2009) i podstawowej opiece zdrowotnej. W ramach standardéw
ocenianych uwzglednia si¢ cigglo$¢ opieki, przestrzeganie praw pacjenta, oceng jego
stanu i opieke nad nim. Kontrol¢ zakazen, zabiegi i znieczulenia, farmakoterapie,
laboratorium, diagnostyke obrazowa, zywienie, poprawe jakosci i bezpieczenstwa
pacjenta, zarzadzanie oraz zarzadzanie zasobami ludzkimi, zarzadzanie informacja,
zarzadzanie srodowiskiem opieki (CMJ, 2009). Warto wskazaé, ze akredytacja jest
dedykowana systemowi ochrony zdrowia, natomiast normy ISO skierowane sg do
wszystkich sektoréw gospodarki, a zadaniem podmiotu wdrazajacego jest imple-
mentacja normy. NFZ wyr6znit pig¢ norm, ktdrych posiadanie jest gratyfikowane
wprocedurze konkursowej, tj. ISO 9001 — certyfikat zarzadzania jakoscig, 1SO
14001 — certyfikat systemu zarzadzania $rodowiskowego, ISO 27001 — certyfikat
systemu zarzgdzania bezpieczenstwem informacji, ISO 18001 — certyfikat systemu
zarzadzania bezpieczenstwem i higieng pracy oraz 1SO 22000 — certyfikat systemu
zarzadzania bezpieczenstwem zywnosci (Raczynska, 2020).

Podejscie procesowe w jednostkach ochrony zdrowia

Podejécie procesowe, zwane rowniez orientacjg procesowa, jest uwazane za
pewna ide¢ zarzadzania procesami w organizacji, stanowi filozofi¢, gdzie istota
zainteresowania pracownikow i zarzadzajacych jest proces oraz klient, co sprzyja
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udynamicznieniu organizacji, jej elastycznosci, gotowosci do zmiany oraz holistycz-
nemu uj¢ciu przedsigbiorstwa (Nowosielski, 2008). Sam proces jest pewnym zesta-
wem dzialan i czynnos$ci realizowanych sekwencyjnie, o okreslonych, zdefiniowa-
nych wejsciach, ktore zmierzajg do zatozonego rezultatu, s3 one uporzadkowane
W czasie i przestrzeni (Bitkowska, 2013). Wyznacznikiem wdrazania podej$cia pro-
cesowego w jednostce ochrony zdrowia sg holistyczne podejscie do problemdw jed-
nostki, koncepcja zwiazkéow przyczynowo-skutkowych, zintegrowane zarzadzanie
ryzykiem, zaangazowanie personelu, monitorowanie procesu na kazdym jego etapie,
wiedza jako bardzo wazny czynnik wptywajacy na proces, wsparcie informatyczne
i dobra komunikacja wewnatrz organizacji (Szwiec, 2017). Podej$cie procesowe
skupia si¢ na kliencie, w przypadku jednostki ochrony zdrowia jest to pacjent. Bez
uwzglednienia jego punktu widzenia w kwestiach organizacyjnych, wspottworzenia
procesOw podejscie procesowe nie moze by¢ prawidtowo zaimplementowane w or-
ganizacji (Ludwiczak, 2017). Bardzo wazne jest rowniez uwzglednienie w strategii
szpitala podejécia procesowego jako dobrej praktyki dla tworzenia procedur organi-
zacyjnych. Niezwykle istotne jest mapowanie procesow, co pozwala na analize dzia-
falno$ci podmiotu leczniczego. Tworzac modelowanie procesow w  szpitalu,
uwzglednia si¢ diagramy procesow wewngtrznych, procesoOw publicznych, diagram
kolaboracji, choreografii i konwersacji (Dziembata & Pankowska, 2017). Z sukce-
sem podejmuje si¢ proby zmapowania procesu od wejscia do wyjscia z jednostki
ochrony zdrowia (Graban, 2011), jednak nigdy nie jest to petna wariacja dotyczaca
procesow, a proby doktadnej charakterystyki wszystkich proceséw oraz ich wariacji
nie przynosza szpitalowi wartosci (Cleven et al., 2014). Identyfikacja proces6w po-
winna si¢ skupia¢ na drogach pacjenta z pozostawieniem swobody ich modyfikacji
z powodow medycznych (Raczynska, 2022). Warto przy tym uwzgledni¢ ogranicze-
nia obserwacji procesu spowodowane przepisami prawnymi i etyka (wykluczenie
obecnos$ci 0sob trzecich czy nagrywanie procesu) (Mleczko, 2012).

Dojrzatos$¢ procesowa

Dojrzatos¢ procesowa zaktada pewien punkt odniesienia do stopnia wdrozenia
podejscia procesowego, ktore moze by¢ wskaznikiem pozwalajagcym zmierzyc jej
poziom w organizacji (Sliz, 2016). Dojrzato$¢ procesowa wyraza si¢ zakresem, w ja-
kim procesy podlegaja formalnemu zdefiniowaniu, zarzadzaniu, mierzeniu i jak bar-
dzo sa efektywne (Grajewski, 2016). Za cechy organizacji dojrzatej procesowo
uznaje si¢ jej zdolnos$¢ do usprawniania produktu/ustugi, petne identyfikowanie pro-
cesOwW oraz umiejetnos$¢ przekazywania wiedzy o nich, planowanie projektowania
procesOw, obserwacje procesOw, usprawnianie i eksperymentowanie oraz analizg
stosunku kosztu do efektu, jasny podziat rél i odpowiedzialnosci, monitorowanie
jakosci produktow i zadowolenia klientow, stworzenie obiektywnej bazy do oceny
jakosci dziatan (Grela, 2013). Wigksza dojrzato$¢ procesowa poprawia wyniki orga-
nizacji, zwigksza jej rentownos¢, rotacj¢ kapitatu, zysk oraz innowacyjnosc (Brajer-
-Marczak, 2017). Ochrona zdrowia jako system znajduje si¢ na réznych etapach doj-
rzato$ci rowniez administracyjnie — tak wiec w celu poprawy dojrzatosci procesowe;j
warto przyjrze¢ si¢ modelom systemu ochrony zdrowia i wsparcia podmiotow
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(Carvalho et al., 2016). Przyjmuje si¢, ze w jednostkach ochrony zdrowia przebiega
wiele procesow. Standardy postepowania, w tym procedury medyczne sa nauczane
juz w czasie studiow medycznych i specjalizacji — skomplikowanie procedur wy-
maga specjalistycznej i rozbudowanej wieloletniej wiedzy. Rowniez sposob rozli-
czania ushug przez NFZ polega na realizacji procedur. W badaniach Kaltenbrunner
i in. (2018) podkreslona jest dojrzato$é procesowa na poziomie podstawowej opieki
zdrowotnej. Wsrod autorow polskich warto wskazaé prace Kalinowskiego (2012,
2014, 2015, 2017) i Brajer-Marczak (2014, 2017, 2018, 2019) dotyczace dojrzatosci
procesowej i nakreslajace problemy jednostek, w tym z sektora ochrony zdrowia.
Badane sg rowniez same wdrozenia zarzadzania procesowego przez takich autorow
jak Bitkowska (2013), Nowosielski (2008), Nogalski et al. (2013).

Metodologia badan, charakterystyka grupy badawczej
i hipotezy badawcze

Badania przeprowadzono od pazdziernika 2022 roku do lutego 2023 roku metoda
ankiety wspomaganej telefonicznie w grupie szpitali (dobor losowy), uzyskujac 100
pelnych ankiet (liczba przebadanych szpitali 100). Niniejsze wyniki zostaty opraco-
wane na bazie danych bedacych podstawa do obrony pracy doktorskiej autorki arty-
kulu. Skala pomiarowa dojrzalo$ci procesowej zostata zaczerpnigta z Process
Management in Hospitals: An Empirically Grounded Maturity Model autorstwa
Cleven, Wintera, Wortmanna, Mettlera (Cleven et al., 2014). Narzedzie zostato prze-
thumaczone i dopasowane do polskich warunkow. Respondenci udzielali odpowiedzi
w 7-stopniowej skali Likerta. Co wazne, badanie odbyto si¢ po nowej klasyfikacji
do sieci szpitali. Respondentami byli samodzielni specjalisci niemedyczni, kierow-
nicy komorek organizacyjnych (medycznych i niemedycznych). W badaniu braty
udziat szpitale z sieci i spoza sieci, gdzie szpitale I-III stopnia stanowily az 77%
proby badawczej. W badaniu pewna nadreprezentacj¢ mialy szpitale posiadajace
akredytacje, poniewaz az 94% badanych posiadato certyfikat akredytacyjny, gdzie
w populacji tylko 171 szpitali na dzien 31.12.2022 r. byto pozytywnie zakredytowa-
nych. 73% badanych szpitali posiadato certyfikat jakosci ISO 9001, 18% ISO 14001,
22% 1SO 27001, 1SO 18001 29%, a ISO 2200 4%. W 2021 roku 53% badanych
szpitali osiggneto zysk, a 47% stratg. Konstrukt dotyczacy dojrzatosci procesowej
obejmowat 21 pytan dotyczacych takich aspektow jak strategia, praca zespolowa,
system informatyczny, przebieg procesow, podejmowanie decyzji, inicjatywy pra-
cownikdw, regulacje prawne, hierarchia i komunikacja. W ramach procesu badaw-
czego opracowano nastgpujace hipotezy badawcze:

H1. Umiejscowienie szpitala w sieci odzwierciedla poziom dojrzatosci proceso-

wej.

H2. Istnieje zalezno$¢ miedzy osiaganiem zysku a straty a poziomem dojrzatosci

procesowej.

H3. Istnieje zalezno$¢ migdzy akredytacjg a poziomem dojrzatosci procesowe;.

H4. Istnieje zalezno$¢ migdzy posiadanym certyfikatem ISO a poziomem dojrza-

osci procesowe;.
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Wyniki badan i weryfikacja hipotez

W celu weryfikacji hipotez badawczych analiza przebiegta na podstawie wspot-
czynnika korelacji Pearsona stuzacego do przedstawienia powigzan liniowych mig-
dzy dwoma zmiennymi (Scibor-Rylski, 2013). Zastosowanie korelacji Pearsona jest
uznang metoda statystyczng ukazujaca zwiazek miedzy zmiennymi. Przedstawione
w artykule wyniki badan sa pierwszym opracowaniem pozyskanych danych, a dalsze
wyniki zostang przedstawione w pozniejszym okresie. Obliczenia dokonano dla
trzech przypadkow: dla calej bazy szpitali, dla szpitali z sieci i tylko dla szpitali I, II
i I1I stopnia. Srednia dla poziomu dojrzato$ci wynosi 71%, co wskazuje na dos¢ wy-
sokg ocen¢ dojrzatosci w szpitalach, a odchylenie standardowe wynosi 9%.

Hipoteza pierwsza zostata oparta na zalozeniu, ze im wyzsza pozycja w sieci, tym
wyzszy poziom dojrzalo$ci procesowej. Z zatozen sieci szpitali wynika, ze im wyzej
szpital zostal sklasyfikowany, tym jest bardziej specjalistyczny, realizuje wiecej pro-
cedur i procedury sg bardziej skomplikowane. W zwiazku z tym naturalnie szpitale
w sieci powinny by¢ bardziej dojrzate procesowo niz te poza siecia, a im lepsza po-
zycja, tym wiekszy poziom dojrzatosci procesowej. Korelacja Pearsona powinna by¢
znaczaca. Wyniki korelacji zamieszczono w Tabeli 1. Na podstawie opracowanych
danych hipotez¢ H1 nalezy odrzuci¢. Wspotczynnik korelacji mowi o stabym
zwigzku miedzy dojrzatoscig procesowa a umiejscowieniem w sieci.

Tabela 1. Wspolczynnik korelacji, dojrzalo$é procesowa a umiejscowienie
w sieci szpitali

Rodzaj szpitali Wspolczynnik korelacji
Szpitale — cata populacja 0,051
Tylko szpitale w sieci 0,020
Tylko szpitale I, 11 i 11 stopnia 0,130

Zrédto: Opracowanie whasne na podstawie wynikow badan

Hipoteza druga dotyczyla zaleznosci dojrzato$ci procesowej i osiggania zy-
sku/straty. Z badan literaturowych wynika, ze dojrzato§¢ procesowa powinna wpty-
waé zarowno na efektywnos$é, jak i poziom zysku w organizacji. Z przeprowadzonej
analizy wynika, Ze istnieje stabe powigzanie migdzy dojrzatoscia procesowa a osia-
ganiem przez podmiot straty/zysku w badanej grupie szpitali. W Tabeli 2 zobrazo-
wano zaleznos$¢ migdzy dojrzatoscia procesowa a zyskiem/strata szpitala.

Tabela 2. Wspolczynnik korelacji, dojrzalosé procesowa a zysk/starta szpitali

Rodzaj szpitali Wspélczynnik korelacji
Szpitale — cata populacja 0,150
Tylko szpitale w sieci 0,140
Tylko szpitale I, 11'i 1l stopnia 0,120

Zrodto: Opracowanie wlasne na podstawie wynikow badan
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Akredytacja CMJ jest jedynym dedykowanym tylko sektorowi ochrony zdrowia,
gtéwnie szpitalom, certyfikatem jako$ci uznawanym przez Narodowy Fundusz
Zdrowia. Podejscie procesowe w literaturze jest silnie powigzane z jakoscia,
w zwiazku z tym hipoteza trzecia wydaje si¢ naturalnym wnioskiem, jednak w ba-
danej populacji zwigzek miedzy dojrzatoscig procesowa a akredytacja jest staby.
W Tabeli 3 zobrazowano wspotczynnik korelacji dla hipotezy trzeciej, na tej pod-
stawie odrzucono hipotezg nr 3.

Tabela 3. Wspélczynnik korelacji, dojrzalo$¢ procesowa a akredytacja

Rodzaj szpitali Wspolezynnik korelacji
Szpitale — cata populacja 0,080
Tylko szpitale w sieci 0,130
Tylko szpitale I, 11'i 11 stopnia 0,130

Zrédto: Opracowanie wiasne na podstawie wynikow badan

Tabela 4. Wspolczynnik korelacji, dojrzalosé procesowa a liczba certyfikatow ISO

Rodzaj szpitali Wspélezynnik korelacji
Szpitale — cata populacja 0,060
Tylko szpitale w sieci 0,120
Tylko szpitale I, 11'i 11 stopnia 0,060

Zrédto: Opracowanie wlasne na podstawie wynikow badan

Tabela 5. Wspolczynnik korelacji, dojrzalosé procesowa a posiadane certyfikaty ISO

Rodzaj szpitali ISO Wspélezynnik korelacji
I1SO 9001 0,080
1SO 14001 0,040
Szpitale — cata populacja 1ISO 27001 0,150
1SO 18001 0,060
ISO 22000 0,800
ISO 9001 0,040
1SO 14001 0,010
Tylko szpitale w sieci 1SO 27001 0,220
1SO 18001 0,100
I1SO 22000 0,080
ISO 9001 0,040
I1SO 14001 0,010
Tylko szpitale I, 11'i 11 stopnia 1ISO 27001 0,170
1SO 18001 0,100
ISO 22000 0,150

Zr6dto: Opracowanie wlasne na podstawie wynikow badan

183



Zeszyty Naukowe Politechniki Czestochowskiej. Zarzadzanie Nr 51 (2023), s. 176-187, ISSN: 2083-1560

Hipoteza nr 4, podobnie jak hipoteza nr 3, oparta byta na wniosku z przegladu
literatury dotyczacym podejscia procesowego ijakosci. Najpierw ustalono liczbe po-
siadanych certyfikatow i na tej podstawie dokonano oceny wspotczynnika korelacji
(Tabela 4). Podobnie jak w przyktadzie akredytacji zachodzi tu staby zwigzek, jed-
nak jest on jeszcze nizszy, powiedzie¢ mozna, ze wrecz przypadkowy. Dokonano
wiec obliczen dla poszczegdlnych certyfikatow i rowniez stwierdzono staba korela-
cj¢. Jedynym certyfikatem wyrdzniajacym si¢ na tym tle byl certyfikat ISO 27001
dotyczacy zarzadzania bezpieczenstwem informacji, jednak zwigzek nadal jest
staby. Wyr6znienie si¢ ISO 27001 moze by¢ spowodowane silng presja dotyczaca
informatyzacji podmiotéw leczniczych i ich wysokim niebezpieczenstwem (opor,
socjotechniki, cyberbezpieczenstwo), cho¢ wciaz okresla si¢ zwigzek migdzy doj-
rzato$cig procesowa a posiadaniem certyfikatu ISO 27001 jako staby (Tabela 5).
Hipoteza nr 4 na podstawie obliczen zostata odrzucona.

Kierunki dalszych badan i dyskusja

Przeprowadzone badania pozwalajg odrzuci¢ wszystkie hipotezy badawcze. Wy-
nik badan jest niepokojacy z punktu widzenia systemu. Brak korelacji migdzy po-
ziomem dojrzatosci procesowej a umiejscowieniem w sieci lub uzyskanymi certyfi-
katami jakosci. Podmioty okreslaja srednio swoja dojrzato$¢ na 70%, co w $wietle
przeprowadzonych na potrzeby artykulu analiz prezentuje wysoka wartos$¢. Prowa-
dzone badanie zostalo poprzedzone pilotazem majacym miejsce w 2021 roku. Po
przeprowadzeniu pilotazu dokonano zmian w narzedziu badawczym majacych za
zadanie ulatwi¢ odpowiadajacym zrozumienie pytania. Po analizie wynikéw badania
wlasciwego czes¢ wynikow moze by¢ zawyzona w przypadku wybranych pytan,
np. na pytanie: ,,proces (réwniez medyczny) jest udokumentowany” 54% respon-
dentow odpowiedziato ,,zdecydowanie tak”, 36% ,tak”, 10% ,raczej tak”. Srednia
ksztatltowala si¢ tu na poziomie 6,44, a mediana 7 ,,zdecydowanie tak”. Respondenci
mogli to pytanie zrozumie¢ jako pytanie o tworzenie dokumentacji medycznej lub
postepowanie zgodnie z procedurami medycznymi. Dobdr proby byt losowy, jednak
W grupie ankietowanych placowek jest znaczaco wiecej szpitali akredytowanych,
niz wynikaloby to z populacji. Badania warto poglebi¢ o badania jakoSciowe, co
byloby uzupetnieniem wiedzy uzyskanej w ramach badan ilo§ciowych. Ciekawym
ujeciem tematu bytaby rowniez analiza r6znic w szpitalach w poszczegdlnych woje-
wodztwach.

Podsumowanie

Sektor ochrony zdrowia jest specyficzna, bardzo upolityczniona, borykajaca si¢
z kryzysami galtezig gospodarki. Szpitale przechodzity trudng droge reform, jednak
zadna z nich nie przyniosta oczekiwanych skutkow. Stopien zadtuzenia szpitalnic-
twa w Polsce powinien pobudza¢ do glebokiej dyskusji celem ewolucyjnej poprawy,
a nie kolejnej rewolucji. Jednym z elementéw zwigkszenia efektywnosci moze by¢
podejscie procesowe. W artykule przedstawiono cztery hipotezy dotyczace zwiazku
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migdzy dojrzaloscig procesowg a pozycja szpitala i jej podej$ciem do jakosci. Nie-
stety wszystkie cztery hipotezy zostaly odrzucone. W badanej populacji nie ma
zwigzku miedzy dojrzatoscig procesowa a umiejscowieniem w sieci szpitali, osigga-
nym zyskiem lub strata, a takze nie maja zwigzku posiadane certyfikaty jakosci, jak
akredytacja CMJ, czy posiadane certyfikaty [SO. Bez watpienia powinno si¢ dazy¢
do zwigkszenia dojrzalosci procesowej szpitali i uwzglednic¢ przy tym poziom wie-
dzy personelu na temat zarzadzania procesami. Na chwile obecna, na podstawie ba-
dan, w analizowanej populacji nie stwierdzono zwigzku mi¢dzy dojrzatoscia a pyta-
niami charakteryzujacymi podmiot.
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PROCESS MANAGEMENT AND PROCESS MATURITY IN
HEALTHCARE UNITS IN THE CONTEXT OF HOSPITAL NETWORKS

Abstract: Process management is a challenge in healthcare units, although processes in
healthcare are natural. The process is generally well documented due to medical records,
but there is a high variability in its implementation due to the patient's condition. What is
more, despite the success of the process, its result may be different from the assumed one.
Despite the standardized framework for providing services, a medical professional has a lot
of autonomy in dealing with the patient, which causes difficulties in mapping processes.
This article discusses the subject of process management in healthcare, the issue of process
maturity in healthcare companies, quality certification in healthcare, the rules of the hospital
network (Polish hospitals’ reform from 2017 to nowadays), and presents the results of
research on process maturity conducted in Polish hospitals at the end of 2022 in the context
of a hospital network, having quality certificates and making a profit.
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DEVELOPMENT OF NEW PRODUCTS -
ALTERNATIVE FOR ENTREPRENEURSHIP
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Abstract: In processing companies, one of the problems they face is the final use of the
waste generated by raw materials. For this reason, finding processing options for its use
which at the same time generate income is an alternative for the management of new
businesses. In Mexico, 33% of entrepreneurs seek to solve problems in the market or
society, diversifying their source of income and expanding their creativity. The objective
of this research is to develop new products from the industrial waste of shrimp and mango
peels. The collection of information focused on the review of literature reports and reports
from sources such as the Agro-Food and Fisheries Information Service (SIAP), the National
Institute of Statistics and Geography (INEGI), the Council for Economic Development of
Sinaloa (CODESIN), the Ministry of Economy, among others; contemplating the
development of new products and entrepreneurship as an object of study. According to the
diagnosis made by CODESIN, the areas with the greatest opportunity in the short term
(1 to 3 years) to develop new products or, therefore, businesses in the bioeconomy area are
processed foods, biofertilizers, and nutraceuticals. In conclusion, the development of a new
product, such as shrimp and mango sauce, is an option for engineering and design,
representing an area of opportunity for the operation of new businesses.
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Introduction

Innovation-based ventures consist of generating different and useful proposals
for the market that become the main drivers for generating change processes that
improve productivity, break paradigms, and generate growth through the creation of
new companies that produce new jobs and activate the flow of the country's capital.

The development of new products in companies is influenced by the purchase
decision and the competition that is generated. Furthermore, it is considered a crucial
process for the survival of businesses, especially small businesses.

Shrimp waste (shell and head) is an important source of protein, lipids, minerals,
chitin, and pigments. These components can be implemented in different areas,
mainly in the food and pharmaceutical industry, as they can be substitutes for
chemicals that are harmful to health. In addition, the reuse of these products is
sought, adding them high value.

The peels of different mango varieties contain high-quality pectin (Sudhakar &
Maini, 2000; Schieber et al., 2004), 4.8% crude protein, 29% soluble dietary fiber,
and 27% insoluble dietary fiber (Garcia 2003), and a significant concentration of
polyphenols and antioxidant compounds (Schieber et al., 2003; Ajila et al., 2007;
Ajila et al., 2008).

The objective of this research is to develop new products for entrepreneurs from
the industrial waste of shrimp and mango peels.

Literature review

Development of new products

The development of new products in companies is influenced by the purchase
decision and the competition that is generated. Furthermore, it is considered a crucial
process for the survival of businesses, especially small businesses. For this reason,
Ferris (2016) proposes that public and interpersonal relations with other companies
or with high-level executives allow opening that gap between what is current and
what will be presented as something innovative in the near future. On the other hand,
it suggests not overestimating the competition since with a clear focus and business
direction, companies can be better than they think. Therefore, for the author, physical
or virtual social networks allow contact with important people who have achieved
success, and apparently, it appears as one of the first steps to validate with the ap-
proval of external experts the development of new products.

For an innovation to have real value, it must necessarily be related to marketing;
in other words, an essential element of innovation is its successful commercial
application (Lafuente, 2010).
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Regardless of its production process, administrative procedure, organizational
change, or the result of new goods and services on the market, in its different ver-
sions, innovation is important for economic and social dynamics. Today, innovation
is not an exclusive topic of the economic or business field, the benefits derived from
it impact the quality of life of people and require placing it as a priority issue in any
government agenda (Rojo et al., 2018).

For Jerome McCarthy, marketing is the completion of those activities that
are intended to meet the goals of an organization, by anticipating the requirements
of the consumer or client and by channeling a flow of merchandise suitable for the
needs and services that the producer provides to the customer, consumer, or client
(Sierra, 2012).

From marketing, development starts from research and tries to settle all the issues
that imply the failure of the product in its launch or commercialization. According
to studies surveyed by Philip Kotler, the proportion of failures among industrial
products reaches 30% (Berggren & Nacher, 2000).

Ulrich and Eppinger (2004) also analyze the design process from the perspective
of marketing and agree on its properties: mediating interactions between company
and customers, facilitating the identification of product opportunities, defining mar-
ket segments, identifying needs, and supervising the results, prices, launches, and
promotion of the product.

Marketing acts on the administration of the company's merchandise in order to
make the results of the processes involved more profitable; where, in turn, it must
consider changes in consumer interests, technological advances, and proposals from
the competition, among other factors (Sierra, 2012).

Faced with these variants, companies count among their best renewal options,
with the possibility of launching new products. They can be acquired in two ways:
through the acquisition (of a company, patent or license to produce a product); or
through the development of new products (Sierra, 2012).

Entrepreneurship

For Hernandez et al. (2018), entrepreneurship is not only taking into account the
contributions it makes to the community as a determining factor for economic
development and social and structural change, but also as a driving force that
stimulates the acquisition of knowledge, change technology, competitiveness, and
innovation. The same author mentions that the entrepreneurial sense becomes
a requirement strongly felt by institutions committed to the need for an effective
combination of public policies and private investments (both in terms of profits and
non-profit organizations), capable of relaunching a new “entrepreneurial society”.

Innovation-based ventures consist in generating different and useful proposals for
the market that become the main drivers for generating change processes that
improve productivity, break paradigms, and generate growth through the creation of
new companies producing new jobs, and activating the flow of the country's capital.

In Mexico, 33% of entrepreneurs seek to solve a problem in the market or society
by diversifying their source of income and expanding their creativity, as well as
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being an important element in the development of the economy, which ultimately
serves as new opportunities to activate the Mexican economy (Jamexico, 2020).

Therefore, it seems necessary to implement measures to promote the creation of
new companies in order to develop new opportunities offered by technological,
market and socioeconomic changes and thus succeed in replacing companies that are
no longer efficient and productive (Herruzo-Gémez et al., 2019).

In this sense, business models can enhance this entrepreneurial culture. There are
many definitions of business models where the authors agree that it is the way to
negotiate with the client in order to generate income.

According to Osterwalder and Pigneur (2010), a business model is the reason for
which an organization creates, captures, and delivers value both in the economic and
social context and is considered a fundamental part of the strategy (Determining
factors of innovation).

On the other hand, Ricart (2009) mentions that a business model consists of the
set of choices made by the company and the set of consequences that derive from
the said choices.

Use of shrimp and mango waste

There is a wide variety of crustaceans, and, among these, shrimp stands out as the
most important from an economic point of view, due to its wide distribution along
the coasts and its use in various dishes in Mexico. However, it has been reported that
around 48-60% of the total shrimp weight corresponds to the inedible fraction, which
comprises the exoskeleton, head, and tail. Generally, these parts are considered and
managed as waste; however, they have significant amounts of proteins, lipids, chitin,
and carotenoids, such as astaxanthin (Pattanaik et al., 2020), for which shrimp waste
can be a source of high value-added compounds (Mao et al., 2017). However, in
Mexico, its industrial exploitation is still in its infancy. An example of this wastage
is that of the 75,000 tons that were produced in 2021, only 22,500 tons are shells,
which are not used at all and end up being discarded when they can have different
uses, not only for food for people but also for food for animals. One of the main
problems of the seafood processing industries is the final disposal of the waste
generated from the various types of crustaceans. Therefore, finding an application
for this waste that, in addition to resolving the final disposal of by-products,
generates economic income is one of the best options for the shrimp industry. In
general, the yield of by-products, when the shrimp is in shell-on-tail form, oscillates
between 35 and 45% of the total weight of the shrimp. Furthermore, the use of this
material contributes to solving the environmental problem generated by the slow
degradation of this waste (Velasco et al., 2019).

In Mexico, agricultural waste (peels, bones, bagasse, damaged fruits and
vegetables or fruits and vegetables with maturity and quality problems) represents
an environmental problem since there are no adequate policies for their management,
and most of the time they are thrown into landfills. They represent contamination
problems due to the lack of adequate management of these wastes, mainly the shell
(which constitutes 7 to 24% depending on the cultivar) and the seed and pulp
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residues (Sumaya et al., 2012; Flores et al., 2013; Barreto et al., 2017). In the case
of mango, it has been pointed out that the peels of different varieties contain high-
quality pectin (Sudhakar & Maini, 2000; Schieber et al., 2004) as well as dietary
fiber with an excellent balance between soluble and insoluble fiber (Larrauri
etal., 1996).

This waste is generated in large volumes (32-50%) and only a minimal part is
reused in the production of low value-added animal feed (Sumaya et al., 2012).
Additionally, there are losses of fresh fruit (30-50%) associated with post-harvest
handling and problems in its commercialization (Jiménez et al., 2022).

Research methodology

The study is of a qualitative nature, which Barrantes (2014) points out is also
called naturalist-humanist or interpretive, whose interest “focuses on the study of the
meanings of human actions and social life”. It implies an approximation to reality
based on the study of situations in the same contexts where they operate, studying
people and companies. As Taylor and Bogdan (1984) indicate, it is about resorting
to a research methodology that allows one to understand the complex world of lived
experience from the point of view of those who live it. It has a descriptive scope,
considering that it refers to a level of depth that implies having a good base of prior
knowledge about the topic and phenomenon of study since it seeks to carry out
phenomenological or constructivist narrative research, which describes the
subjective representations that emerge in a human group on a certain phenomenon,
specifying characteristics and profiles of people, groups, companies, communities,
or any other phenomenon that is subjected to analysis (Hernandez, 2018). The
collection of information focused on the review of literature reports and reports from
sources such as the Agro-Food and Fisheries Information Service (SIAP), the
National Institute of Statistics and Geography (INEGI), the Council for Economic
Development of Sinaloa (CODESIN), the Ministry of Economy, among others;
contemplating the development of new products and entrepreneurship as an object
of study, since documentary techniques consist of the identification, collection, and
analysis of documents related to the fact or context studied. Furthermore, the analysis
of a formula for sauce preparation was carried out considering raw materials
obtained from shrimp and mango waste. In this case, the information was obtained
through written, graphic, and published works from reliable sources.

Results

The creation of a company constitutes an engine of growth and development that
allows the transformation of unstable economic scenarios into competitive ones.
However, not all business plans become successful and position themselves in a sus-
tained manner in the market, a situation that implies that the entrepreneur introduces
innovative strategies supported by the development of new products and new com-
panies, aimed at generating a source of employment and offering an added value.
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Given the new scenarios that the labor market is going through, the modality of
entrepreneurship is spreading increasingly through the creation of small companies
for regional economic development. For this reason, the number of people who seek
to start an organization through a business model that allows them to self-employ
and generate jobs is increasing, adding to the economic growth and development of
the entity where the business initiative is developed.

The development of food products based on shrimp and mango waste represents
an opportunity for the creation of new companies to process and market them at the
regional, state and national level. Furthermore, the commercialization of these prod-
ucts can economically benefit farmers and fish farmers, since what they consider
waste and that has no economic value would be used to process the sauce, generating
income from the sale of this waste. On the other hand, they can be of great help to
the environment by reducing the pollution currently generated by the final disposal
of shrimp and mango waste.

In 2022, in Mexico, the production reached 2,164,435.86, of which Sinaloa con-
tributed 407,247.11 tons (SIAP, 2022). Considering that mango waste (peel and
seed/stone) represents around 40%, we can calculate that in Sinaloa the waste from
this fruit amounted to 162,898.84 tons that did not have an industrial use. On the
other hand, of the 7,943.1 tons of shrimp from the high seas that were obtained dur-
ing the 2020-21 capture season, approximately 4,765.86 tons were generated, con-
sidered waste (shell and head) that were not used and only generated contamination
from bad odors caused by its decomposition in garbage cans.

Therefore, it is proposed to develop a sauce made with shrimp and mango waste
to help reduce the pollution generated by non-used waste.

The Business Demographics Study (EDN) 2021 estimated that in Mexico from
May 2019 to July 2021 1.2 million micro, small and medium-sized enterprises were
born and 1.6 million closed their doors permanently.

In 2020, 31.9% of the establishments in Quintana Roo closed permanently and in
2021 this figure rose to 46.6%; this state was the one with the highest proportion of
permanently closed establishments.

32.4% of the micro, small and medium establishments that died during this period
were informal, while 23.0% were formal. The Study on the Demography of Busi-
nesses (EDN), INEGI (2022) reported that from the effects of the COVID-19 pan-
demic, micro-, small- and medium-sized establishments (MSMESs) represented
99.8% of the total of the country's business. The MSME segment usually presents
greater changes than large companies with respect to income, employed personnel,
location, closings, and openings, among other aspects. In addition to this natural be-
havior, the health emergency caused by COVID-19 affected the way in which busi-
nesses produce and offer their products or services.

Regarding Sinaloa, CODESIN (2021) mentions that it has six research centers,
13 million tons of active biomass (agricultural, aquaculture, fishing, and livestock),
and 6.6 million tons of residual biomass to generate higher-value bioproducts. Ac-
cording to the diagnosis made by CODESIN, the areas with the greatest opportunity
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to develop new products in the short term (1 to 3 years) or businesses, in the bioe-
conomy area, are processed foods, biofertilizers, and nutraceuticals. In the longer
term, these areas include bioenergetics, bioplastics, and the genetic improvement of
plants and animals.

On the other hand, in 2022, the Ministry of Economy through the “Equipa Sina-
loa” program delivered 2,249 pieces of productive equipment to small businesses
throughout the state with an investment of 5,741,964.98 pesos, which favors the gen-
eration of employment since for each equipment a new businessman and business-
woman is born.

Conclusions

Creative strategies for the management and stabilization of mango and shrimp
waste from their industrialization, new products with high added value can be
developed; which can translate into business opportunities.

By creating new businesses, entrepreneurs create employment opportunities for
individuals, boost the competitiveness and productivity of businesses, create new
industries that can be growth engines for the future, help improve national income,
and introduce product innovation into the market.

The creation of companies through the development of new projects will provide
significant results from the socioeconomic, scientific, and environmental points of
view. The use of shrimp and mango shell residues can promote the generation of
jobs, the use of residues for industrial purposes, the contribution to environmental
conservation, the solution to environmental problems that arise with the organic
decomposition of waste, and the reconversion of waste into an innovative product
that can be given a high added value.
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ROZWOJ NOWYCH PRODUKTOW - ALTERNATYWA DLA
PRZEDSIEBIORCZOSCI

Streszczenie: W firmach przetworczych jednym z probleméw, z jakimi si¢ borykaja, jest
ostateczne wykorzystanie odpadéw powstatych z surowcoéw. Z tego powodu znalezienie
mozliwosci przetworstwa, pozwalajacego na wykorzystanie surowcow i generujacego
dochody, jest alternatywa dla zarzadzania nowymi biznesami. W Meksyku 33%
przedsigbiorcOw stara si¢ rozwigzaé problem na rynku lub w spoteczenstwie,
dywersyfikujac zroédta dochodow i rozwijajac swoja kreatywnosé. Celem tej pracy badaw-
czej jest opracowanie nowego produktu wykorzystujacego odpady z krewetek i mango do
produkcji sosu, ktory zaspokoi potrzeby rynku i pozwoli na stworzenie nowego biznesu.
Badanie przeprowadzono na podstawie przegladu raportow literaturowych i raportow ze
zrodet takich jak Serwis Informacji Rolno-Spozywczej i Rybotéwstwa (SIAP), Narodowy
Instytut Statystyki i Geografii (INEGI), Rada Rozwoju Gospodarczego Sinaloa
(CODESIN), Ministerstwo Gospodarki. Przedmiotem badan byt rozw6j nowych produktow
i przedsigbiorczo$ci. Zgodnie z diagnoza CODESIN obszarami majacymi najwicksza
szans¢ w krotkim okresie (od 1 do 3 lat) na rozwdj nowych produktéw, czyli powstanie
nowych firm w obszarze biogospodarki, jest zywno$¢ przetworzona, bionawozy i nutra-
ceutyki. Podsumowujac — opracowanie nowego produktu, takiego jak sos z krewetek i mango,
jest opcja inzynieryjng i projektowa stanowigca szanse dla rozwoju nowych bizneséw.

Stowa kluczowe: zarzadzanie przedsi¢biorstwem, przedsigbiorczos¢, nowe produkty
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