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Abstr act

The article presents the relationship between the EU regulations on passenger protection and the provisions
of international conventions regulating contracts of carriage in particular modes of transport, to which the EU
regulations refer. The author indicates the complexity of such a system and the various ways in which the provisions contained in EU regulations are linked to international law, as well as the consequences of the solutions
adopted. The limited framework of the article allows only to outline the topic.

Introduction
Since the beginning of the nineteen-nineties, firstly the Community institutions and then the European
Union’s institutions adopted a number of regulations governing selected issues of passenger transport contracts in
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particular modes of transport.1 EU regulations do not contain a complete regulation of the problematics of passenger
transport contracts. They only correct and supplement the regulations adopted in conventions.2 The EU legislator
assumes that, even though the situation of passengers should be improved through a revision of the conventions,
amendments to international conventions are nonetheless implemented too slowly. Therefore, it decided to regulate
the issue of passenger transport at the Community (EU) level, referring, however, to the existing conventional
regimes. The solutions resulting from international conventions therefore constitute an integral part of this system.

Content of the European passenger protection system
The EU legislator has thus created a system of passenger protection in which:
a) the rules of the liability of the carrier for the life and health of passengers were tightened in relation to
those adopted in international conventions, i.e.: the scope of the causes for which the carrier is liable in air
and maritime transport was extended; the limits of the amount of compensation were lifted in air transport
and increased in maritime transport; with the exception of bus and coach transport, in all other modes
of transport, an obligation to make a quick payment of an advance to passengers and, in the event of their
death, to the persons entitled was introduced;
b) the liability of the maritime carrier for the cabin baggage of passengers in maritime transport in comparison
to the rules of international conventions was tightened, i.e.: the limits of the amount of compensation were
increased and the scope of the causes for which the carrier is liable was widened;
c) flat-rate compensation for denied boarding, delay in carriage, cancellation of carriage was introduced;

The system of passenger protection in the EU with respect to the various modes of transport consists mainly of the following
regulations: 1) Regulation (EC) No. 2027/97 of the Council of 9 October 1997 on air carrier liability in respect of the carriage
of passengers and their baggage by air (OJ EU 1997 L 285/1) as amended by Regulation (EC) No. 889/2002 of the European Parliament
and of the Council of 13 May 2002 (OJ EU 2002 L 140/2, Polish Special Edition 2004, Chapter 7, Volume 6, p. 246); 2) Regulation
(EC) No. 261/2004 of the European Parliament and of the Council of 11 February 2004 establishing common rules on compensation
and assistance to passengers in the event of denied boarding and of cancellation or long delay of flights, and repealing Regulation
(EEC) No. 295/91 (OJ EU 2004 L 46/1, Polish Special Edition 2004, Chapter 7, Volume 8, p. 10); 3) Regulation (EC) No. 1107/2006
of the European Parliament and of the Council of 5 July 2006 concerning the rights of disabled persons and persons with reduced
mobility when travelling by air (OJ EU 2006 L 204/1); 4) Regulation (EC) No. 1371/2007 of the European Parliament and of the Council
of 23 October 2007 on rail passengers’ rights and obligations (OJ EU 2007 L 315/14); 5) Regulation (EC) No. 392/2009 of the European
Parliament and of the Council of 23 April 2009 on the liability of carriers of passengers by sea in the event of accidents (OJ EU 2009
L 131/24); 6) Regulation (EC) No. 1177/2010 of the European Parliament and of the Council of 24 November 2009 concerning the
rights of passengers when travelling by sea and inland waterway and amending Regulation (EC) No. 2006/2004 (OJ EU 2010 L 334/1);
7) Regulation (EC) No. 181/2011 of the European Parliament and of the Council of 16 February 2011 concerning the rights of passengers
in bus and coach transport and amending Regulation (EC) No. 2006/2004 (OJ EU 2011 L 55/1).
1

2
The international conventions governing the contract of carriage in the various modes of transport are as follows: Warsaw
Convention – Convention for the Unification of Certain Rules Relating to International Carriage by Air of 12.10.1929 (Dz.U. of 1933,
No. 8, item 49), amended by the Hague Protocol of 28.9.1955 (Dz.U. of 1963, No. 33, item 189), supplemented by the Convention
for the Unification of Certain Rules Relating to International Carriage by Air Performed by an Entity other than the Carrier under the
Contract of 18.9.1961 (Dz.U. of 1965, No. 25, item 167); Convention for the Unification of Certain Rules for International Carriage by Air
of 28.5.1999 (Dz.U. of 2007, No. 37, item 235) – Montreal Convention; Convention concerning International Carriage by Rail (COTIF)
of 9 May (Dz.U. of 1985, No. 34, item 158), as amended by the Vilnius Protocol of 3 June 1999 (Dz.U. of 2007, No. 100, item 674),
Appendix A. Uniform Rules concerning the Contract of International Carriage of Passengers by Rail (CIV); the Athens Convention
relating to the Carriage of Passengers and their Luggage by Sea of 13.12.1974 (Dz.U. of 1987, No. 18, item 108) as amended by the
Protocol to the Athens Convention of 19.11.1976 (Dz.U. of 1994, No. 99, item 479). Poland has not ratified the Protocol of 2002 to the
Athens Convention which came into force on 23.4.2014. The EU acceded to this Protocol by virtue of two decisions of the Council
of 12.12.2011 (OJ UE L8/1 as amended and OJ UE L 8/13 as amended).
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d) the obligations of carriers towards passengers under the so-called right to assistance in the event
of refusal to accept on board a means of transport, cancellation or delay of transport (the right to meals,
refreshments, to make a phone call or use the fax machine, accommodation, transport from the port
(terminal) to the place of accommodation and back were defined;
e) special protection has been given to disabled passengers and passengers with reduced mobility by
expressing directly their right to transport; prohibiting the refusal to sell or book a ticket to such passengers;
introducing the obligation of providing them with assistance at the airport, terminal, port or on board
a means of transport; allowing them to travel with a carer or a recognized guide dog; in principle, granting
full compensation for wheelchairs or other equipment; compulsory taking into account the needs of the
abovementioned persons when building the infrastructure of ports, terminals, stations, etc.;
f) the so-called information obligations on carriers to provide information on cancellations and delays, the
reasons for them, information on passengers’ rights of redress, as well as on the bodies set up to deal with
passengers’ complaints and how to lodge them were imposed;
g) Member States were required to set up a body or bodies to deal with passengers’ complaints with respect
to the infringement of their rights under the regulations;
h) an obligation for carriers to take out carrier’s third party liability insurance or to obtain other financial
security and the possibility of seeking compensation directly by the passenger, on an actio directa basis
was introduced (cf. Wesołowski, 2016, pp. 202–203; Ambrożuk, 2014, pp. 12–22).

Problems arising from the complexity of the system
The adoption of the regulations in question has significantly improved the level of the substantive and legal
protection of passengers in the European Union.3 However, it raises a number of problems concerning relations
with international conventions as well as national law. Limiting ourselves to the former, the following reasons for this
state of affairs should be pointed out:
–– the incompleteness of the system contained in the regulations, as they govern selected issues only,
–– maintaining the branch-specific character of the regulation (as is the case in transport conventions), as well
as the existence of a multitude of regulations in certain modes of transport (mainly air transport),
–– the use of varied, sometimes very complex and difficult to verify criteria for the application of the various
regulations,
–– allowing for temporary exemptions from the application of certain provisions of the regulations (see
Regulation No. 1371/2007; cf. Wesołowski, 2016, p. 204).
The incompleteness of the EU regulations results in the necessity of applying to certain issues the provisions
of international conventions, and sometimes also national law alongside them. It is often difficult to establish which
provisions should be applied to a particular contract of carriage, as it may be governed by rules stemming from
different legal acts belonging to different bodies (EU, Convention, national). The order of application of these
provisions results from the fact that the EU system is based on conventional regulations (it often incorporates

3
The system in question is the subject of, among others, the following studies: Ambrożuk (2014), pp. 11–23; Gospodarek (2011),
pp. 56–68; Stec (2012), pp. 433–451; Stec (2007), pp. 247–261; Stec (2010), pp. 4–12; Stec (2010a), pp. 969–985; Koziński (2010),
pp. 19–32; Szymajda, Polkowska (2002), pp. 55–80; Pavliha (2013), pp. 226–245, Wesołowski (2014), pp. 399–412.
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the provisions of conventions, extracts from which are annexed to the regulations, see for example: Regulation
No. 1371/2007). Therefore, even in the case of internal (domestic) transport governed by the EU regulations,
the provisions of international conventions, the content of which has been incorporated into EU regulations,
will also apply. Consequently, the provisions of national law will only apply if the issue is not resolved either by
provisions of the EU framework or the framework of the conventions (cf. (Wesołowski, 2016, p. 206)). It may also
be problematic to establish the scope of application of the individual regulations, even regulations that govern the
same mode of transport (cf. Article 1 of Regulation No. 2027/97 as amended by Regulation No. 889/2002, Article 3
of Regulation No. 261/2004 and Article 1 of Regulation No. 1107/2006 in air transport, and Article 2 of Regulation
No. 392/2009 and Article 2 of Regulation No. 1177/2010 in transport by sea). Furthermore, the provisions relating
to this are very elaborate and contain different criteria. In some cases, if all of them are complied with, the
regulation is binding in its entirety and, if some of them are complied with, within a strictly defined scope (cf. Article
2 (1) (c) of Regulation No. 1177/2010, Article 2 (2) and (3) of Regulation No. 181/2011, Article 2 (3) of Regulation
No. 1371/2007). Regardless of their own scope of application, the regulations sometimes refer to the scope of the
international conventions on which the EU system is built (cf. Article 1 of the Regulation No. 2027/97 as amended
by the Regulation No. 889/2002, Article 2 of Regulation No. 1177/2010, Article 2 of Regulation No. 392/2009).
Establishing whether a particular regulation should be applied to a particular contract sometimes requires reference
also to other legal acts (cf. Article 2 (1) and (2) of Regulation No. 1371, Article 2 of Regulation No. 392/2009). Some
criteria for the application of the regulations are difficult to verify, even for lawyers dealing with transport issues
(cf. e.g. Article 2 (2) (d) of Regulation No. 1177/2010, which refers to the date of design of the ship, or Article 2 (a)
of Regulation No. 392/2009, which refers to the place of registration of the ship, different from the flag State).

Different methods of reference to international conventions
The issue of the interaction between the provisions of international conventions and those of EU regulations
is complicated by the use in the Regulations of different methods of reference to the provisions of international
conventions. Aviation regulations, although they refer to the Montreal Convention, do not incorporate its provisions.
However, it is an element of EU law as the Union acceded to the Convention. In accordance with Article 216 (2)
TFEU (Treaty on the Functioning of the European Union – consolidated version (OJ EU C 2012 326/1)), agreements
concluded by the EU are binding for the EU institutions and the Member States. This means that in “EU” relationships
apply both the provisions of the Montreal Convention (whether or not a Member State is a party to the Montreal
Convention) and the provisions of the EU regulations, which modify and supplement the regulation contained in this
Convention.
However, the situation is different with regard to rail and shipping regulations. Although also in this case,
the EU also acceded to COTIF and to the Athens Convention as amended by the 2002 Protocol (with the effect
resulting from Article 216 (2) TFEU), beforehand, the CIV Convention was largely incorporated into Regulation
No. 1371/2007 (rail regulation) through the inclusion of an extract from the Convention in Annex I, and by means
of Regulation No. 392/2009 (shipping), it was done likewise with regard to the Athens Convention. However, the
incorporation does not involve the entire Convention (provisions on jurisdiction have been exempt, among others,
in recognition of the fact that these issues are the exclusive competence of the EU). This way of referring to the EU
law raises the problem as to which provisions should be applied first in EU relations – of an international convention
or a regulation. In principle, international agreements concluded by the EU take precedence over secondary law
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(cf. judgment of the CJEU of 3 June 2008 in case C-308/06 Intertanko ECLI:EU:C:2008.312). This would mean
that in the case of international transport within the EU, the international convention should be applied first and
the regulation should be considered only ancillary. On the other hand, if the provisions of the EU regulations are
to strengthen passenger protection with respect to that provided by the provisions of transport conventions, it
would be logical for the EU regulations to take precedence (cf. Koziński, 2010, p. 31). This position is confirmed by
Article 2 of the Agreement between the European Union and the Intergovernmental Organization for International
Carriage by Rail on the accession of the European Union to the Convention concerning International Carriage by
Rail (COTIF) of 9 May 1980, as amended by the Vilnius Protocol of 3 June 1999 (OJ EU L 2013 51/8). It follows
from this provision that if international carriage is carried out between the EU states, Regulation No. 1371/2007
takes precedence and the COTIF Convention (including its Annex CIV) can only be applied to it in a complementary
manner. If, however, the carriage is performed between States party to the COTIF Convention (CIV), of which only
one is a member of the EU, then the legal relationship between the parties is governed by the COTIF (CIV) and the
regulation applies to it in a complementary manner on the basis of the reference contained in Article 8 (2) of the
COTIF. This also applies where both parties to the legal relationship come from a Member State or Member States,
as the location of the point of departure or destination in a non-Member State is decisive here.

Consequences of the various methods of reference to international conventions
A consequence of the application of different methods of reference to conventions is that the same problems
arising from the application of the particular regulations can be solved in different ways. One such issue is the period
of limitation for claims arising from EU regulations. As a matter of principle, the regulations themselves do not set time
limits for the recovery of claims arising therefrom. This raises the question of whether the conventions’ provisions
in this respect or the provisions of national law should be applied. This is further complicated by the fact that some
provisions of the regulations modify only claims arising from provisions of the conventions (e.g. concerning liability
for the life and health of passengers), while others constitute a stand-alone basis for claims (e.g. concerning flat-rate
compensation for denial of boarding or delay in transport). This was reflected in the judgments of the CJEU relating
to air transport. Thus, in its judgment of 22 November 2012 in Case C-139/11 Moré (ECLI:EU:C:2012:741), the Court
held that Regulation No. 261/2004 should be interpreted as meaning that the time-limit for bringing an action for the
so called flat rate compensation, referred to, inter alia, in Article 7 of that Regulation, is determined in accordance
with national law. It thus rejected the possibility of applying to such a claim the two-year limitation period provided for
in Article 29 of the Warsaw Convention (to which the wording of Article 35 of the Montreal Convention corresponds
at present), on the grounds that the compensation provided for in Regulation No. 261/2004 falls outside the scope
of both conventions. The Court stated that this judgement does not contradict the position previously taken in the
judgment of 22 October 2009 in Case C-301/08 Bogiatzi (ECLI:EU:C:2009:649), in which it referred to the period
of limitation of claims for damages resulting from an accident of which a passenger was a victim, a claim provided
for in the aviation conventions and modified only by the regulation. The Court held that in relation to such a claim,
there is No. obstacle to the application of the two-year limitation period provided for in Article 29 of the Warsaw
Convention. It based its position on a purposive interpretation. The Court pointed out that the purpose of Regulation
No. 2027/97 was to increase the level of protection of passengers by replacing certain provisions of the international
Convention by the solutions adopted in that Regulation, without, however, excluding the application of the other
provisions of the Convention.
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Under aviation law, the Court therefore allowed the possibility of applying periods of limitation set forth in
the aviation conventions to those claims which are based on both the conventions and the regulations. In the case
of claims which are governed solely by regulations, the issue of the determination of the applicable limitation period
should be determined on the basis of solutions provided for in national law.
However, the different method of referring to international conventions results in this reasoning failing to apply
to other modes of transport. This issue is of particular relevance in the context of rail transport. Article 60 of the CIV
provides for limitation periods for claims brought against the carrier, which apply not only to the claims specifically
mentioned but also to “other actions arising from the contract of carriage” (Article 60 (2) of the CIV). As a result, the
one-year limitation period referred to in this provision applies to all claims under a contract of carriage governed
by the CIV Convention (with the exception of those referred to above), irrespective of whether those claims are
governed directly by that Convention or by other provisions.4
The provisions of Regulation No. 1371/2007, which modifies and supplements the existing rules contained
in the CIV Convention, apply primarily to claims arising from the international carriage of passengers by rail within
the territory of the EU. The regulation incorporates the CIV Convention to a large extent, as the extract from this
Convention constitutes Annex I to the Regulation. This Annex also contains in Title VI the abovementioned provision
of Article 60 of the CIV setting forth the periods of limitation for claims. However, the Annex does not contain Article
60 (4) and (5) of the CIV concerning the suspension of the period of limitation on the grounds that a complaint
has been lodged with the carrier and prohibiting the assertion of a time-barred claim). It follows from the provision
of Article 11 of Regulation No. 1371/2007 (Liability for passengers and luggage) contained in its Chapter III (Liability
of railway undertakings for passengers and their luggage, Articles 11–14) that the liability of railway undertakings
in respect of passengers and their luggage is governed, inter alia, by Title VI (Assertion of rights) of Annex I.5
Regulation 1371/2007, by means of an annex, regulates the question of the period of limitation for claims for
damages brought against the carrier for damages arising from the above mentioned titles.
Regulation 1371/2007 does not regulate however, the period of limitation for the remaining claims
of passengers. Article 15 (Liability for delays, missed connections and cancellations) contained in Chapter IV
(Delays, missed connections and cancellations) also refers to the Annex, but only to the provisions of Title IV,
Chapter II (Liability in case of failure to keep to the timetable, Articles 15–18). It would therefore appear that due to
the lack of reference to the provision of Annex I governing the period of limitation for claims and the mentioning also
in Chapter IV of the Regulation claims which are not provided for in the CIV Convention but which are governed by
the aviation Regulation No. 261/2004 (i.e. the right to flat rate compensation provided for in Article 17 of Regulation
No. 1371/20076), allows for the adoption of solutions analogous to those developed in air transport. However, this
is not the case because, as already indicated above and as follows from Article 2 of the aforementioned agreement
4
An analogous position with regard to Article 48 (1) of the UR/CIM (Annex B to the COTIF Convention relating to the carriage
of goods) governing the period of limitation, which also refers to “other actions arising from the contract of carriage”, supports, for
example, Freise, 2009, p. 1399; see also the OGH judgment of 26 August 2004, similarly, Koller (2013), p. 449.
5
Article 11 of Regulation No. 1371/2007, in addition to the reference to Title VI of Annex I, refers to that Annex in respect of Title
IV (Liability of the carrier) of Chapter I (Liability in case of death of, or personal injury to, passengers), Chapter III (Liability in respect
of hand luggage, animals, registered luggage and vehicles) and Chapter IV (Common provisions) and Title VII (Relations between
carriers).
6
According to Article 17 (1) of Regulation No. 1371/2007, a passenger may request compensation amounting to 25% of the ticket
price for a delay of 60 to 119 minutes to the final destination and 50% of the ticket price for a delay of 120 minutes or more.
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of 23 June 2011 on the accession of the EU to COTIF, the provisions of the CIV Convention apply to international
rail transport within the territory of the EU in areas not regulated by EU law. Therefore, the periods of limitation laid
down in Article 60 (2) of the CIV (one year and, where the damage results from an act or omission committed either
with intent to cause damage or recklessly and with knowledge that such damage would probably result, two years)
will apply to all claims under a contract of carriage governed by the CIV Convention. The exception is claims for
damages in respect of the death of, or personal injury to, passengers, where the three-year limitation period laid
down in Article 60 (1) of the CIV applies. Therefore, the limitation periods provided for in Article 60 (2) of the CIV
are also appropriate for those claims which are not expressly provided for in the CIV Convention if the contract
of carriage itself is subject to that Convention. This also applies to claims for which the sole basis is Regulation
No. 1371/2007. However, where the carriage is of an international and EU nature but the CIV Convention does not
apply to it,7 the period of limitation should be determined on the basis of the provisions of the applicable national law.

Conclusions
As can be seen above, the relationships between EU regulations and the provisions of international
conventions on passenger transport are not only complex, but also heterogeneous across the particular modes
of transport. As a result of this, analogous problems have to be solved differently, which does not favor the effective
functioning of the passenger protection system.
After substantive changes, the next stage of works on the EU law regarding the transport of persons
should be the formal ordering of the system. It is about its readability and relative uniformity of regulation. Not all
differences between the regulations applicable in particular modes of transport are justified by different technical
and technological conditions appropriate for these branches. At the same time, it seems that one should strive for
a situation in which only one regulation concerning passenger rights will apply in each mode of transport.
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Abstr act

The subject of this article are insurance crime and instruments to counteract them. Insurance fraud covers
both criminal offenses and economic crimes, whose common feature is that they infringe the interests of the
insurance sector, regardless of their source. Only in the U.S. and UK alone, the losses resulting from insurance
frauds are run in billions. Insurance fraud is a complex phenomenon with complicated phenomenology and
etiology. The study focuses on innovative instruments for counteracting insurance fraud. The research process required the application of the following research methods and techniques: literary critical analysis, desk
research method, observation, qualitative methods, and techniques of graphic presentation of the research
results.

Introduction
Insurance fraud is a serious and growing social and financial problem, as it breaches both the law and the
interests of insured persons. If effective, these actions become the source of insurers’ losses. A characteristic
feature of insurance fraud is also the multitude of criminal methods occurring on the insurance market and a wide
range of entities involved in this procedure.
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It seems that traditional methods of combating frauds are inadequate. Research on insurance frauds usually
focuses on determining the characteristics of fraudulent claims, which in turn draws attention to the current wave
of forensic technology and data mining employed in order to detect them. An alternative approach is to understand
and then optimize existing fraud detection practices.
The following research methods and techniques were used when preparing this article: literary critical analysis,
desk research method, observation, qualitative methods, and techniques of graphic presentation of the research
results. The critical analysis of literature was aimed at assessing the state of knowledge regarding the phenomenon
of insurance fraud. In the phase of gathering the actual knowledge, the desk research method was used. When
examining the financial reports of insurance institutions, the scale of the insurance fraud was identified, whereas in
the empirical part, solutions applied to counteract insurance fraud were classified. On this basis, conclusions and
recommendations were formulated.

The conceptual range and positioning of insurance fraud by insurers
Attempts to explain the phenomenon of insurance fraud are undertaken not only on the economic, but also
legal and social level. By definition, insurance fraud is established by agreement of the parties and can be described
as (Smith, Roberson, 1971, p 1166): “...a contract whereby an insurer promises to pay the insuree a sum of money
or some other benefit upon the happening of a contingency or fortuitous event, which is beyond the control of the
contracting parties and in which the promise is non-contractual.”
There are many ways to commit insurance frauds. Gill, Woolley and Gill (1994, p. 74) define fraud as
intentionally submitting a fictitious or inflated claim, adding additional elements to a claim and being dishonest in
any way with the intention of obtaining more than a justified compensation.
When judging the perpetrators in the Polish legal system, the provisions of Articles 286 and 298 of the Penal
Code (p.c.) are applicable. Under Article 286 p.c., prohibited acts were classified as:
a) extortion scam – perpetrator’s action aiming at misleading the insurer or taking advantage of their error
concerning the circumstances affecting their liability under the insurance contract, taken in order to obtain
a financial gain if the payment was made;
b) attempted extortion scam – action presented in Article 13 p.c. and Article 286 p.c., i.e. perpetrator’s action
aiming at misleading the insurer or taking advantage of their error concerning the circumstances affecting
their liability under the insurance contract, taken in order to obtain a financial gain if the payment was not
made;
In the case of Article 298 p.c., the responsibility of the perpetrator is as follows: Article 1. Whoever, in order
to obtain compensation under an insurance contract, causes an event which provides grounds for a compensation
payment shall be subject to the penalty of deprivation of liberty for 3 months to 5 years.
Article 2. Whoever had voluntarily prevented the payment of compensation, prior to instituting criminal
proceedings, shall not be liable to punishment.
At present, insurance fraud can be divided into three groups (Zalewski, 2016, p. 43):
1. Client frauds (insured), for example, obtaining payment of undue compensations by deception. The simplicity
of these cases is often demonstrated by the speed of the proceedings.

16

European Journal of Service Management

Innovation in counteracting insurance fraud
2. Frauds committed among insurance companies by representatives of brokerage and insurance companies
(natural persons), e.g. actions taken to the detriment of the company, assistance in fraud, corruption.
3. Corporate crime, i.e. criminality of collective entities (legal entities), for example, bid rigging, price fixing.
At the same time, the following conclusions can be drawn from the surveys carried out by Insurance Europe
Fraud in 2016:
–– 54% of insurers believe that insurance fraud is the biggest threat to the insurance industry today,
–– 64% of insurers indicated insurance fraud as one of a number of priorities in their organizations,
–– 50% of insurers believe that data quality is a challenge for the organization, which is needed to respond
effectively to fraud,
–– Theft of data poses the greatest risk for insurers in the field of insurance fraud.
The phenomenon of insurance fraud, like all other phenomena forming part of the so-called “grey zone”, is not
measurable in a direct way. Not every perpetrator who attempted to obtain compensation for damages is detected
and brought before the judicial authorities. As a result, the actual losses of insurers may repeatedly exceed the
value of the disclosed insurance fraud. Furthermore, the various statistics constitute only an estimate of suspicion
regarding insurance frauds, which employees of insurance companies disclosed on the basis of their knowledge,
experience and evidence collected.
According to the report prepared by the Ministry of the Interior and the Ministry of Finance, the dominant
mechanisms of crimes on the insurance market are (Ministry of the Interior, p. 16):
–– false reporting of road collisions, for the purpose of obtaining indemnities or compensations by deception,
–– false reporting of car theft, including those owned by banks and leasing companies (e.g. in the event
of a threat to a loan repayment due to the borrower’s worse financial situation),
–– attempting at and obtaining compensations for deliberately caused fires by deception,
–– obtaining claims under concluded accident insurance or life insurance contracts by deception, based
on pre-arranged or arranged events covered by the insurance (intentional personal injury, false death
certificates),
–– collecting compensation from several insurance companies for the same damage,
–– over-declaring the cost of repairs by using documents from maintenance facilities that are false of certify
untruth,
–– overvaluing insured objects (real estate, cars and other movable property) and certifying untruth by agents
to enable obtaining a loan and greater compensation,
–– obtaining guarantee of commercial debt payment by deception.
The international and domestic data, published, among others, by the Polish Chamber of Insurance (PIU),
shows an increase in this type of crime. The Estimates of the European Insurance Committee (CEA) indicate
that the value of fraud can account for 3% of premiums collected by insurance companies (Miksiewicz, p. 46).
According to data obtained by PIU, the average annual loss from insurance fraud in 2011–2016 was in Section
I – PLN 9,731,678, whereas in Section II – PLN 142,440,649. The median in the analyzed period was as follows:
Section I – PLN 10,227 982, Section II – PLN 135,730,128. The annual values of losses of insurance companies
are presented in Figure 1.
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Figure 1. Value of extortions in Department I and II1 in 2011–2016 (PLN)
Source: own work based on Majewski (2017), pp. 4–9.

The difference in the value of detected extortions between Sections I and II is partly due to the fact that the
products of Section I are not equally subject to extortion. Classic life products, accident insurance, as well as group
and sickness insurance can be used to generate undue claims. On the other hand, the group of products less
subject to extortion include investment insurance, which, due to their structure, prevent obtaining compensation by
false pretences (PIU, 2017, p. 9).
In addition to obtaining indemnities or compensations by false pretences, insurance companies also record
insurance fraud outside the area of payment of compensations (Figure 2). In this case, the risk of crime concerns not
the client, but mainly the insurance company. Dishonest employees and insurance intermediaries can be a serious
source of financial loss.

Other
Offence against documents
Concluding an agreement to obtain comissions by false pretences
Concluding an agreement to obtain claims by false pretences
Misappropriation of insurance claims
–
Section I

10,000,000 20,000,000

Section II

Figure 2. Insurance fraud outside the payment area of compensations in Section I and II in 2016 (PLN)
Source: own work based on Majewski (2017), pp. 13, 29.

1
In accordance with the Act on the insurance and reinsurance activities of 11 September 2015, insurance is divided into sections:
Section I - Life Insurance, Section II - Other personal insurance and property insurance.
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In the “other” category, insurance companies indicate, in particular, money laundering, cybercrime and social
engineering. Criminals tend to impersonate the person entitled to receive payments on claims and take over the
payment by changing the bank account number.

Instrumentarium for counteracting insurance fraud
The constant emergence of new forms of fraudulent insurance claims on the market indicates that in order
to combat insurance fraud, particular emphasis should be put on the development of innovative tools to counteract
this phenomenon. To this end, IT tools used in insurance companies should be systematically developed in order
to identify undesirable phenomena. The new tools are to help effectively identify fraud patterns of behaviour and
anomalies, as well as indicate risks and threats. It appears that a large amount of data available in insurance
companies can be properly analysed only when using dedicated IT systems, which, thanks to advanced analytics,
are able to properly combine and interpret it (Dudek, 2017, p. 93). At the same time, another important element
used in this process are networks of connections. The analysis of links between entities allows discovering hidden
relationships and suspicious interdependencies between clients, accounts, vehicles, damage or other entities.
Thus, two main approaches applied to combat fraud by technology can be identified (Morley, Ball, Ormerod,
2016, p. 3). The first and perhaps most common is the use of data mining methods, in which systems make it
possible to access databases of information on customers and claims, and cross-check it with external data
sources for identification.
The other technology-based approach to combat fraud employs methods that aim at ‘profiling’ probable
fraudsters, including techniques such as voice stress analysis. However, techniques such as voice stress analysis
require direct contact of the insurance company with the insuree. This is somewhat difficult, as more and more
insurance products are sold through external entities, e.g. insurance intermediaries and via the Internet.
According to a survey conducted by Accenture, a global company providing services in the field of new
technologies and outsourcing, the most important initiatives taken by insurers to increase the detection of frauds
include use of modelling techniques, improvement of data collection processes from both internal systems and
external sources, increased support by the IT department. The research results indicate that in the next years
insurers will focus mainly on organizational restructuring, training courses and process improvement in order
to increase the level of fraud detection. The use of analytical methods (76%), providing better IT support and
optimization of data collection processes are becoming a priority (Figure 3).
Another important element is the development of analytical tools to identify damages resulting from frauds by
assessing transactions in real time. This involves combating insurance fraud at the time of taking out insurance (and
not, as before, only at the stage of claim settlement).
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Using modelling techniques to detect fraud
Better IT support
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42%
36%

Raising customer service standards
More effective control mechanisms

36%
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67%

24%

Improving the data collection process (internal and external)

Restructuring organisation

76%

21%

61%

15%

70%
73%

Current applications

Figure 3. Key initiatives implemented by insurance companies to improve fraud detection
Source: Jak efektywnie… (2014), p. 4.

Insurance companies are beginning to implement new initiatives related to improving the detection of fraud in
the area of damage, including, for example, the development of IT tools, improvement of data collection as well as
development of modelling techniques and analytics to detect fraud. The movement towards the development of ICT
solutions used in counteracting insurance fraud is associated with the following activities, i.e.:
1. Legislative measures. Activities aiming at creating a legal infrastructure giving rise to legislative actions in
counteracting insurance fraud.
2. Procedural and administrative measures. Activities aiming at optimizing the use of the existing cyberspace
infrastructure by introducing the best practices and standards in this field into the insurance practice.
At this stage, both legal tools and mechanisms of “soft” regulations developed (created) by individual
institutions of the insurance market can be used.
3. Preventive-educational measures. Activities regarding introduction of educational tools to the insurance
practice (for example, through the organization of e-learning courses, educational spots, etc.). These
activities should be carried out among current and future users of cyberspace, with their goal being
strengthening the effect of the two previous activities and consolidating them among users. It is important
to take these actions among the whole society, as knowledge about how to counteract and combat threats
is a key element in the fight against them.
4. Technical measures. The key stage of activities that, based on procedural and organizational measures,
introduces specific (developed) technical solutions (e.g. a platform to counteract and combat insurance
fraud), which aim at reducing the risk of cyber threats. These activities are therefore carried out to expand
the early warning system, as well as implement and maintain systemic preventive solutions.
The implementation of the above-mentioned measures is associated with cooperation on various levels,
which should include:
–– national cooperation between insurance market players, as well as the Police, ABW (Internal Security
Agency), the Public Prosecutor’s Office, etc.,
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–– cooperation with producers of devices and ICT systems (hardware and software), and other entities
responsible for ICT security,
–– cooperation with ICT entrepreneurs, the Office of Electronic Communications and users of cyberspace,
–– international cooperation both in the area of the European Union and NATO.
Insurance companies face an urgent need to solve problems regarding obsolete systems and resigning from
ineffective processes that make it difficult to detect frauds.
Obviously, it is almost impossible to completely eliminate the phenomenon of insurance fraud. However, it
is possible to limit it to the extent that it does not affect the financial stability of insurers. To this end, insurance
companies should pay particular attention to the above activities.

Conclusions
The development of innovative anti-fraud systems is the only possible way to increase effectiveness
of detecting insurance frauds. The applied ICT solutions are a good chance to increase the transparency of business,
as they allow for early detection of fraud, increasing the efficiency of preliminary investigations, greater involvement
of operational units in counteracting fraud, and limiting expenses on counteracting crime. Nevertheless, it is also
necessary to take into consideration the fact that the human factor remains the key element in detecting crime. Even
if the system correctly identifies irregularities, the employee of the insurance company must analyse and address
them appropriately, as well as make a decision regarding the next step. Thus, the conclusion is that insurance
companies should be leaders in building and implementing modern solutions in detecting fraud and improving
defense mechanisms in the area of technology, process and human resources.
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Abstr act

Small enterprises of today operate in conditions of constant changes and amendments to the requirements
brought about by the market. Unstable conditions of functioning of small enterprises force them to conduct business activities in such a way that takes into account all the determinants of their optimal functioning, as well as
allows continuous growth, development and a boost to competitiveness. The presented deliberations constitute
a review of the most important factors determining the existence and functioning of small enterprises that will
result in a growth of the enterprise in the long-term, as well as an increase in its competitiveness.

Introduction
Enterprises operating on the market, in particular those active on the global scene, cannot exist, let alone
survive and develop, without taking into account the requirements of the market. Undoubtedly, the basic challenge
faced especially by a small enterprise is to achieve such structure, operating instruments and results that will
contribute to the acquisition of a significant competitive position against other entities in a given industry environment.
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The following deliberations concern the analysis of basic conditions, the fulfilment of which represents the
level of international competitiveness of a small enterprise and its individual growth.

Determinants of growth of small enterprises
The growth category of a small enterprise is perceived primarily in terms of assessing any quantitative
changes concerning various metrics, such as employment, income, capital, etc. The concept of growth is often
equated with the development of an enterprise, and although it reflects changes of a qualitative nature, both the
concept of “growth” and “development” of the enterprise are related to the possibilities of its existence, survival,
exploiting opportunities and achieving successes.
In order to perform an analysis of factors that significantly affect the growth of small enterprises, the research
should start with a personal factor, which is primarily the entrepreneur themselves. The company’s growth is
perceived as a measure of the entrepreneur’s success.
Furthermore, entrepreneurial characters, that is, genuine, active entrepreneurs who strive to develop the
enterprise; and people with a low level of entrepreneurship, i.e. passive, conservative entrepreneurs, who are
concentrated not on growth, but survival, should be distinguished among the group of owners – entrepreneurs.
Numerous research (Bławat, 2004, p. 26) presents the general trend, which shows that younger owners want to
develop more eagerly, are willing to devote more time for the company, but also have lower level of creditworthiness
and experience. On the other hand, older owners have greater chances for taking out loans, employ their experience,
but are more cautious and less willing to take risks, as well as have different motivations and goals. Therefore, it is
assumed that middle-aged entrepreneurs have the greatest opportunities.
Moreover, small enterprises have greater possibilities to grow when (Bławat, 2004, p. 26):
–– companies are founded by more than one person,
–– the owners are mainly people who completed at least secondary education (people with a higher level
of education are more likely to develop their companies),
–– the profession performed before staring one’s business has developed a habit to constantly improve
(this applies mainly to individuals who have previously occupied managerial positions and have more
experience and imagination),
–– the entrepreneur is characterized by high managerial experience (managerial experience is generally
identified with the number of years of work in the industry, the managerial position, the number of established
companies, etc.).
In theory, the following characteristics-needs of an entrepreneur can be distinguished: autonomy, achievements,
domination, proactivity, innovation, self-control, diligence, endurance, and moderate risk-taking tendency.
The character traits of a given entrepreneur, through the structure of their motivation, may also have an impact
on their attitude towards the growth of the enterprise seen as a priority objective. It is therefore obvious that the
lack of motivation is the basic barrier to the growth of a small enterprise. In a small enterprise, the influence of the
determinant of development is the managing person is more complex than in a large enterprise. SMEs can be
managed by their owners or by employees for this purpose, managers who can additionally have a small one share
in ownership or not have it at all. They differ in motivation, because for the employees managing the company is only
a place of work. In turn, for the owner it is often a source of autonomy and a guarantor maintaining a given lifestyle.
Differences in management are a consequence their competence and ownership structure. One-man property
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gives control over the entire enterprise, the owner can make strategic decisions decisions without agreement with
shareholders. Therefore, enterprises managed by the owners are able to react faster and more effectively on market
signals (Steinerowska-Streb, 2012, pp. 748–749).
When analysing the growth of a small enterprise from the perspective of factors related to the company, an
inverse correlation between its growth, age and size can be observed. This means that the longer an enterprise
operates on the market, the smaller and less effective its development may be. In spite of how paradoxical this
statement may sound, it does reflect a situation when, after the phase (stage) of maturity, a small enterprise may
enter the stage of decline (limitation of activity), in which case its size will not contribute to its development or growth,
e.g. competitiveness. The above-described situation will not take place until the small enterprise enters the stage
of maturity, in which case, the increase in its size will probably reflect its development.
The organizational and legal form of the enterprise should also be recognized. Due to the possibility of enjoying
the limited liability and, consequently, increasing the trust of banks when granting financial resources, the most
recommended organizational and legal form for small (also medium) enterprises is limited liability company,
although the choice of this form does not guarantee success.
When discussing the determinants that affect the operation of a small enterprise concerned, it is also worth
mentioning localization of an enterprise.
Although a company’s growth depends on its location, this dependence is primarily linked to the sector of the
small enterprise. It is not true that a peripheral location leads an enterprise, especially micro and small, to a business
failure. If a small enterprise has access to factors of production, is innovative and highly qualified, then it is highly
probable to achieve success, development and growth despite being peripherally located. This is particularly
noticeable in the case of manufacturing companies. On the other hand, service or even trading enterprises should
pay particular attention to the size of the market and the demand when choosing their locations.
Literature research confirms the positive impact of research and development (R & D) for enterprise growth.
However, they also appear here doubts. Research and development can limit the growth of companies because
combining the risks associated with research, development and operations SMEs can lead to financing problems.
Required access to significant financial resources (internal or external), in the case of small and medium-sized
enterprises can prove to be problematic (Serrasqueiro, Nunes, Leitao, Armada, 2010, p. 1075).
A factor strongly associated with the growth possibilities of small enterprises is the accessibility of this sector
to the sources of financing. The indicated availability depends not only on the size of the enterprise, but also on its
current stage of development.
As the small enterprise enters the next stages of growth, the number of possibilities to choose its sources
of financing also increase.
The following general trends can be observed (Third Round…, 2002, p. 7):
a) the basic source of funding is own capital, starting from the creation of a small enterprise to the stage of its
early growth; in subsequent stages, the source is the obtained profits;
b) public funds, if available, can finance a small enterprise regardless of the stage of its development;
c) regional development agencies support enterprises only in the stage of creation and early growth;
d) banks can generally finance the development of an enterprise at every stage;
e) informal investors (business angels) most often finance the enterprise in the stages of start-up, early
growth and expansion;
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f) venture capital funds can be used from the start-up stage of the enterprise to its maturity stage;
g) financing through the public capital market and institutional investors becomes a source of financing
for a small enterprise only at the stage of expansion, in which the enterprise is likely to transform into
a medium-sized, mature enterprise.
Table 1 presents the availability of modern sources of financing for a small enterprise in its different stages
of development.

Table 1. Availability of specific forms of financing for a small enterprise depending on the stage of development
Development stage
Venture concept
Start-up
Small company
Medium-sized company

Source of financing
credit

leasing

factoring

venture capital

unavailable

unavailable

unavailable

difficult to access

issue of shares
unavailable

difficult to access

moderately available

unavailable

difficult to access

unavailable

moderately available

easy to access

moderately available

moderately available

unavailable

easy to access

easy to access

easy to access

difficult to access

difficult to access

Source: own work based on Ostaszewski (2003), p. 331, Bławat (2004), p. 26.

The low level of availability of foreign sources of financing, including special forms, in the initial phases of the
life cycle of a small enterprise results mainly from the high-risk venture. Foreign capital comes mainly from investors,
who have sufficient knowledge about a given project, its chances, threats, as well as accept the occurrence of risk
at a higher level than in the case of an enterprise that is, for example, at the stage of maturity. The capital offer can
be extended when the capacity of a small enterprise to generate profits is revealed. It is then that specific forms
of external financing, such as leasing or factoring, become especially important.

International competitiveness of small enterprises and its determinants
When analysing the international competitiveness of a small enterprise, the national economy (international
aspect) or the position of the small enterprise (aspect of an economic entity) may serve as a point of reference.
The concept of international competitiveness most often refers to the level of the entire national economy
presented in comparison with the economies of other countries. Nevertheless, the definition of international
competitiveness can be also understood in two ways (Plawgo, 2004, p. 13). The first definition refers to the place
of a given country in the world economy and foreign trade business performance, where competitiveness is
understood as the ability to maintain or even increase market share. As far as the other definition of international
competitiveness is concerned, competitiveness regards the country’s ability to produce goods and services, which,
in the conditions of free and sound trade, are accepted on the international market, while maintaining and increasing
real income of the population in the long run.
States that increase their citizens’ real income as well as enterprises that make it possible for their owners
to increase their value are considered competitors. Not only the economy as a whole, but also the enterprise,
even a micro and small one, which is able to generate more wealth than competitors on global markets, shows
international competitiveness.
International competitiveness is undoubtedly a feature of microeconomic entities, i.e. mainly enterprises.
However, since international competitiveness is also used to describe the economy as a whole, the mutual relations
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between the competitiveness of individual small enterprises and the national economy should also be taken into
consideration.
Therefore, it can be concluded that the competitiveness of the national economy is based on the
competitiveness of enterprises, especially small enterprises.
When analysing the international ability of the small enterprise sector to compete, factors that vary at different
levels of the economy should be taken into account. The factors shaping international competitive ability and
their interdependence have been comprehensively presented in the so-called systemic competitiveness concept.
According to the concept, there are strong relationships between the four levels of competitiveness determinants
of small enterprises. The indicated levels are: meta, macro, meso and micro level.1
The most important factors affecting the international competitiveness of a small enterprise at the meta level,
are:
a) agreement within society about the principles of market economy and openness to the world;
b) the basic structure of the legal, political, economic and social systems that is at the level allowing the
concentration of market participants’ activities, enabling social communication, learning process,
strengthening national innovation, competitive, development and growth advantages;
c) will and ability to implement development strategies (especially medium and long-term) focused on
technology and competitiveness, with a high degree of organization, cooperation and strategy on the part
of national groups of market participants.
The macro level creates a framework for effective competition and takes into account the following determinants
of the competitiveness of a small enterprise:
–– stable macroeconomic environment,
–– competition policy to prevent monopolies,
–– exchange and trade policy that does not hinder export.
The macro level includes budgetary, monetary, fiscal, competition, monetary and commercial policies.
With regard to the meso level, it can be noted that it first and foremost concerns shaping the environment in
which a small enterprise operates. Of particular importance are:
–– infrastructure policy that creates a material, transport and telecommunications base,
–– sector, education-training, research policies,
–– regional, import and export policies.
At the micro level, the most important are the determinants of:
–– effective management of the technical and organizational process of learning at the level of a small
enterprise,
–– cooperation between small enterprises and their suppliers, service companies, research institutions,
–– optimal division of labour between enterprises.
When applying the system approach to competitiveness, it can be seen that most competitive countries are
those that not only promote competition between enterprises, but also actively shape their location and competitive

1

pp. 1–5.

Concept of systemic competitiveness and individual levels of factors are discussed on the basis of Meyer-Stamer, 1996,
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advantages (Plawgo, 2004, p. 23). The mechanism that allows building an advantage is, above all, active learning
within organized groups of entities.
When analysing the determinants shaping the international competitiveness of small enterprises, internal and
external origin should also be taken into account.
Internal factors of international competitiveness regarding small enterprises are related to their ability to
develop their own competitive advantages. Apart from finding a niche market, the most important factor affecting
the possibility of achieving a competitive advantage by a small enterprise is access to resources as well as their
effective use. Resources that can form the basis of a sustainable competitive advantage of a small enterprise
should be strategically important (the base of a successful strategy); be rarely possessed by current and future
competitors; be difficult to reproduce and substitute for other types of resources by competitors.
In addition to resources, a remarkable determinant of the competitiveness of a small enterprise is the level
of its competence. It is widely recognized that every enterprise should focus on things it does best. Therefore,
a small enterprise should focus on its “core” skills that distinguish them from competitors, and thus ensure
long-term development and growth. The individual competences and skills of a small enterprise should be constantly
developed and used during various company’s activity by creating, for example, interdisciplinary teams.
An effective increase of competitiveness shown by small enterprises, especially international competitiveness
and foreign expansion, takes place based not only on internal competitive advantage. An important role is played
by external determinants of the competitive advantage of a small business entity.
An enterprise creates and maintains its competitive advantage not in the economy as a whole, but in the
segment or sector in which it operates. International competitive advantage of a small enterprise in terms of external
determinants is created based on four basic groups of factors:2
1. Factors of production – position occupied by a given country in terms of such factors as: qualified labour
force, sector infrastructure.
2. Demand conditions – the nature of domestic demand for products in a given sector.
3. Related and supportive sectors – presence or absence of supply and other related sectors in a given
country that are competitive on an international scale.
4. Strategy, structure and competition of companies – conditions in a given country that determine the way
of creating small enterprises and managing them, as well as the nature of national competition.
Small enterprises are more dependent on their closer local regional environment than bigger enterprises.
Therefore, the groups of factors indicated above should refer to a greater extent not to the State level, but to the
region or the local environment.
In this respect, it can be concluded that the factor that may adversely affect the competitive position of a small
enterprise may be a low level of entrepreneurship, striving for success, development and growth, especially in the
long run, as well as the fact that in the case of competition between local competitors, non-market instruments can
be used to a greater extent than it the case of big enterprises.

2
The indicated groups of factors were presented by M.E. Porter, who coined the concept of competitive advantage of nations
(the so-called Porter’s forces).
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Conclusions
The rise of small businesses in the economy at the turn of the century was influenced by the simultaneous
appearance of several phenomena. The dissemination of new information and telecommunications technologies
played a crucial role, which made access to information easy, transaction costs decreased, geographic approximation
of markets took place, promotion expenditures were reduced and access to banking services was cheaper. Thanks
to these technologies, a small entrepreneur easily overcomes cost barriers. Information technology also creates
great opportunities to provide work at home and in a mobile mode. Modern IT technologies expand niches in which
small companies can emerge and develop. Another phenomenon that favors the creation of small businesses is
the outsourcing and offshoring of services. Small business is also attractive in traditional industries, which satisfy
the demand for non-standard goods and services, with an individual feature, tailored to the individual needs
of customers in growing health (Lichniak, 2011, p. 2).
The international competitive position of a country should be understood as a resultant of competitive
positions of all economic entities operating within its economy. Moreover, it should be noted that the ability to
compete, analysed based on the results, applies independently to individual enterprises, including micro and small
enterprises, as well as the entire economy. International competitiveness of a small enterprise is conditioned not
only upon microeconomic factors, but also determinants at the macro and meso level.
The analysis of internal conditions of the competitiveness of a small enterprise indicates that the limited
resources and competences result in the fact that apart from microeconomic factors of competitiveness and growth,
where the opportunity to develop a small enterprise is significantly influenced by the entrepreneur himself; as
well as the location of the small enterprise and access to external sources of financing; of special importance
become the connections of the small enterprise with the environment that supports its opportunities for international
competition and growth.
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Abstr act

The subject of analysis conducted in the article consists of discussion of business models (in general) and
indication of the specific nature of innovative business models (IBM), with particular focus on their structure
(in detail). Complexity and heterogeneity of economy as a whole determined the choice of tourism companies
as the perceptive-cognitive, as well as empirical subject of research. Accordingly with the methodological assumption made, economy is treated as a system and tourism – as a subsystem in economy, while tourism
companies are business units of this specific subsystem. As for the theoretical dimension of the research
project, critical analysis of literature (non-serial publications and periodicals) was conducted. On this basis,
as well as through verification of empirical material obtained from own research (survey), a uniform definition
of IBM has been proposed, constructed from the perspective of its structural elements, that is, the architecture.
It is worth underlining that it was indicated that the specific nature of business activity in tourism determined by
characteristics of services as such, including the properties of tourism services, implicates the necessity of an
individualized approach (apart from the approach which is universally applicable to economy as a whole) not
only to interpretation of the IBM concept, but first of all to forming and implementing of these models in business
practice.

Introduction
The main aim of studies, including the scientific aim of the indicated article inself, comes down to build
of innovative business models. The research methodic used combines the descriptive and explanatory approach
with the normative approach. The research approach assumed in paper was based on the following research
methods: critical review of literature, analysis, synthesis and observation.
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The scientific considerations expressed in this article pertain to innovative business models in service
companies. Due to the complex and heterogeneous nature of the problems being examined, in relation to the sector
of services as a whole and business models in the holistic approach, the article is focused on the selected aspects,
that is, in the sequence consistent with deduction logic:
1. Exemplification of tourism as an important part of social and economic life, and at the same time
a subsystem of economy and a significant part of the sector of service.
2. Polish tourism companies, constituting an important link in tourism economy.
3. IBM being varieties of modern business models, oriented at improvement of competitiveness through
innovation.
4. Architecture of innovative business models in the business entities examined.

Research approach
Cognitive and explanatory aspects of the IBM fall into the sphere of theory, while practical aspects associated
with the structure and implementation of innovative business models in service companies belong to the sphere
of pragmatism.
The methodical and methodological approach applied in this work was based mostly on:
–– critical literature studies of the subject, as well as verification through observation,
–– the analytical method procedure in relation to structural components of the IBM,
–– deductive reasoning for the purpose of constructing conclusions based on the cognitive-empirical process
conducted.

Business models based on innovations – results of theoretical studies
Cognitive research on the conceptual scope of a business model lead to conclusions that every company,
as a relatively separated system engaged in business activity aiming at generating financial benefits, should build
its own theory of business, which, in practice, facilitates achievement of objectives. Such model should express
interdisciplinary coherence, as an incoherent business model may indicate a coming crisis or be a symptom
of an already existing crisis (Falencikowski, 2012, p. 162). In other words, a business model constitutes the logic
of a management system oriented at creation of value (Petrovic, Kittl, Teksten, 2011, p. 2). Thus, it can be assumed
it is a description of what the company does to earn profit (Weill, Malone, 2005, p. 15), that is, to generate specific
financial revenues (Porter, 2001, pp. 63–78). Like the researchers quoted above, R. Casadesus-Masanell and
J.E. Rickart also refer the business model to the logic of functioning of a given entity, the way it operates and the
way it creates value for different interest groups (2010, pp. 195–215).
In this context, a business model can be referred to the concept informing what and how a given business
entity is planning to achieve over a long-term time horizon. An inherent component of every business model,
regardless of the specific nature of the business activity conducted and the structural form of the model itself,
should be generating of value. It is a universal attribute, generally applicable in economy, thus also in tourism, and
at the same time applicable to the specific type of a business model, which is IBM.
A business model should be perceived, on the one hand, as a theoretical category, that is, a general concept
of functioning of business, and on the other hand – as a pragmatic category, referring to a specific manifestation
of business practice, such as an enterprise. To make the proposed interpretation more complete, it should be added
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that at the core of IBM as a business model is innovation, and the innovative activity itself can be associated with
generating value not only for the enterprise, but for its stakeholders as well. In most cases, these are the customers
– recipients of services, that is, from the general perspective, the participants of tourist traffic – tourists, and from
the detailed perspective – purchasers of tourism services and products offered by a given entity. This category may
also include cooperating entities, such as strategic allies and participants of other forms of cooperation. In the case
of tourism companies, an important role is played by local communities in the tourist reception locations, as well as
entities engaged indirectly in tourism.
Interpreting the IBM, it is necessary to put emphasis not only on generation of value thanks to innovations
but also capturing of value, as well as perception of this model as a distinctive logic of activity, based on a welldefined system of interconnected structures and fields of activity. It is worth adding that value creation is aimed
at customers, and capturing of value – at the enterprise and its business partners (Sorescu et al., 2011, pp. 3–16;
Chesbrough, 2010, pp. 354–363). Thus, the researchers quoted underline utility as the immanent feature of a given
business model.
The modern business reality, including the growing importance of the ability of enterprises to respond timely
to market changes, determines the necessity to approach flexibly the issues of forming and implementation of IBM,
as well as strategies of activity of specific entities. On the other hand, flexibility of activity of an enterprise can be
expressed both as the adaptive and the anticipatory approach to change.
The business model is a manifestation of strategic reorientation of enterprises, usually presented in graphic
form as a set of dependent components. Most often, it is a static (as opposed to strategy) image of functioning
of the company, making it possible to take advantage of its internal potential to adapt to the environment (Nogalski,
2009, p. 2; Macias, 2012, pp. 12–15; Morris, Schindehutte, Allen, 2005, pp. 726–735; Danielak, Lesicki, 2013,
pp. 193–198).

Innovative business models as the factor of growth and development of companies
Figure 1 presents a general approach to the issue of company growth and development. The main components
forming this approach include:
–– typical internal components, such as the mission, vision, structure and strategy of the enterprise, as well as
the financial, developmental and organizational dimension of its growth and development,
–– typical external components - an environment that promotes development,
–– correlations between individual (exo- and endogenous) components, including feedbacks.
Figure 1 indicates clearly the existence of close interactions between business development and growth
and the IBM. On the one hand, development processes (their initiation and diffusion) are determined by the fact
of development of the IBM. On the other hand, the innovative business model is a specific manifestation of business
development and growth, constituting even a factor of improvement of competitiveness from various perspectives,
that is:
–– for enterprises – on the micro-economic scale of the phenomenon being examined,
–– for tourism as a subsystem of economy – on the meso-economic scale,
–– for economy as a whole – on the macro-economic scale.
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Figure 1. The general approach to the growth and development of the enterprises
Source: own studies.

It is worth adding that:
1. In most cases, enterprise growth is treated as a quantitative category, while its development is perceived
as a qualitative one.
2. Both development and growth should be examined in its internal and external dimension. The former
dimension pertains to development and growth generated by the environment or implied by relations
of a given entity with its external environment, while the latter is associated with the internal potential
of a specific enterprise.
3. Innovations are the force behind growth and development of enterprises. Innovative activity in association
with a business model constitutes the source of competitiveness in economy.
4. The exemplary measures of increase in competitiveness of enterprises include:
e) in the result-based approach – increase in revenues from sale, net profit and correlations between
these (the profit margin), increase in profitability of capital and asset profitability, rationalization of costs
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(decrease in value of the cost level indicator), maintaining of financial liquidity, improvement in work
efficiency etc.;
f) in the factor-based approach – improvement in quality, diversification or customization of the offer,
improvement in effectiveness of cooperation platforms, e.g. information and communication platforms
for customers and other stakeholders, facilitating access to new resources and alternative sources
of financing of activity (in particular, aimed at development), coordination of the development policy
of the enterprise, business ethics etc.
On the basis of theoretical and cognitive studies, it was found that an innovative business model in the sector
of services constituted a description of the logic of functioning and development of a service company, focused on
creation and accumulation of the value stream for this company, as well as for its stakeholders. Depending on the
methodological approach applied and the specific nature of a given business entity, it may constitute a more or less
simplified image of business reality, which in practice means a more or less complex structure of the IBM, or, in
other words – a greater or smaller number of structural components and, at the same time, a higher or lower degree
of complexity of interactions between these components.
It should be added that in fact, in practice we are dealing with the following relatively transparent types
of activity that influence the process of designing and implementing of the IBM, its form and thus its structural
components:
–– activity, which is strictly service oriented,
–– activity, which is strictly productive,
–– combined activity, based on tangible and intangible components.
Construction and implementation of an IBM in the sector of services requires taking into account the general
characteristics of services (such as intangibility nature, lack of possibility of storing and manufacturing services to
get a reserve stock, high heterogeneity), and in addition, in the case of tourism companies – the specific features
of tourism and tourism companies, such as seasonality of tourist traffic, differentiation of tourism services, high
dependence on management and tourist attractions, the complexity of functions of tourism (Brojak-Trzaskowska,
2018, pp. 87–106). Moreover, an important role should be played by analysis of environmental factors and the
internal potential of the business units being examined, which are of key importance for competitiveness and, at the
same time, growth and development of service companies (including tourism companies).

Business models based on innovations – results of empirical studies
This part of the work is focused on the structure of IBM in service companies, and it is worth adding that:
1. Adequately to the title of this article and the methodological assumptions made, the example of Polish
tourism companies has been used.
2. The empirical data has been gathered for year 2016 and the respondents were able to choose more than
one answer.
3. The data presented is a part of a broader study conducted by the author - a survey on a sample consisting
of n = 1508 units (a part of the general population). The representative sample was selected from among
the general population of entities in the sector of tourism (simple random method). Significance was at the
level α = 2%, and the value of p ranged between 0.01–0.05, which means the result can be considered to
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be statistically significant.254 entities were analyzed on the basis of properly completed questionnaires
(Brojak-Trzaskowska, 2018, pp. 142–144).
4. The values presented refer to the population of tourism companies, diversified in terms of the type
of business conducted, size, range of operation, sector and form of ownership, organizational and legal
status, as well as other classification criteria.
Data presented in table 1 indicates that, on the average, for one in four respondents, the main structural
component of the IBM is innovation aimed at generating value for the customers, as well as generating specific
economic and financial benefits, that is: increase in revenues from sale – 54 answers, rationalization of costs –
76 answers, profit increase – 80 answers.

Table 1. Structural components of the IBM in tourism companies
No.

Components of the IBM in surveyed enterprises

Number of answers

Structure (%)

1.

Innovations, customers, generating value for the customers

244

27.0

2.

Financial aspects

210

23.2

3.

Key processes, resources and competences

148

16.4

4.

Components CSR

132

14.6

5.

Competition

72

8.0

6.

Markets

52

5.7

7.

Suppliers of services and products

46

5.1

8.

Total

904

100.0

Source: own studies.

A significant role is played by the key processes, resources and competences serving as a basis for innovative
development. A little less significant is corporate social responsibility in relation to the local community, the
environment and cooperation with external entities.

Table 2. Structural form of IBM in tourism companies
No.

Structural form of IBM in surveyed enterprises

Number of answers

Structure (%)

1.

Formalized document

64

27.1

2.

Intuitive (non-formalizde)

62

26.3

3.

Formalized schema

38

16.1

4.

Formalized plan

44

18.7

5.

Strategic dimension

14

5.9

6.

Other

14

5.9

7.

Total

236

100.0

Source: own studies.

Data presented in Table 2 indicate that in the companies examined, the IBMs have usually been formalized.
They take the form of documents, plans or schemes for action. On the other hand, one in four respondents indicated
the intuitive dimension of the business model, which means it is created as a certain concept for action and
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prospective development. A mixed nature of the structural form of the IBM was indicated only by 14 respondents,
which constitutes 6% of all answers. It should be emphasized that the above may serve as a basis for distinguishing
the following types (categories) of IBM – formalized, intuitive and mixed, that is, combining the intuitive and the
partially formalized approach.

Conclusions
The research conducted leads to conclusion that IBM are a manifestation of modern business orientation –
the concept of action aimed at growth and development of the company. At the core of the IBM are innovations,
which constitute the driving force of competitiveness in modern economies. Analyzing the structure of IBMs in
tourism companies on the basis of empirical research, it was proven that the main structural component of these
models is innovative activity, based on key resources and processes. These include tourism products and (or)
services and marketing innovations being initiated and popularized. Activity based on innovative market offers,
marketing instruments and organizational solutions is aimed in the first place at generating specific value for tourism
participants and at achieving measurable financial benefits by a given business entity operating in the sector
of tourism. The final implication of such business approach should be improvement in the competitive position
of tourism companies. The results of own studies as well as scientific consideration of other researchers proved
that competitive pressure determined by progress forces the enterprises into continuous innovativeness. The IMB
architecture studies allowed to conclude that in the construction and implementation process both the endogenic
elements, covering key resources and competences, business processes, economic, financial aspects, and the
exogenic elements – the components the source of which is the surrounding. Study results and scientific reflection
made it possible to define the notion of IBM in the tourism enterprises. It was stated that formation of IBM on the
basis of analysis of their developmental determinants raises competitiveness of tourism enterprises.
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Abstr act

Information transformation has its source in the development of information technologies including software,
social networks, data resources and the collection and dissemination of information. Technology also affects
banks. The aim of the article is an attempt to recognize the use of modern tools by commercial banks operating
in Poland. The conducted analysis showed to what extent banks in Poland use selected solutions of modern
technologies.

Introduction
Information transformation has its source in the development of information technologies including software,
social networks, data resources and the collection and dissemination of information. Thus, information and
communication technology has become a key determinant of development and ensuring competitiveness also for
banks (Radnan, Purba, 2016, p. 283). Banks have a wide range of possibilities to use modern tools. The aim of the
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article is an attempt to recognize the use of modern tools by commercial banks operating in Poland. The article
presents the following research hypothesis – banks operating in Poland actively use tools that fit into the concept
of modern technologies. In reference to the assumed goal and adopted hypothesis, the article poses the following
research question – what banks in Poland are pioneers in the implementation of modern tools? In an attempt
to answer the question, the article first addresses the changes in the financial market and aspects of access to
the Internet in Poland in connection with the issue of digital exclusion. It is followed by an in-depth audit analysis
presented in two areas. The first is the use of social media. The second is modern access channels to banking
for customers. The conducted analysis showed to what extent banks in Poland use selected solutions of modern
technologies.

Selected aspects of changes in the financial market in the aspect of social exclusion
Current banks have to face the challenges of modern techniques and technologies, which changes the
perception and behaviour of the bank. There is an intense transformation from the bank of the twentieth century into
the bank of the 21st century, the basic characteristics of banks change, which is presented in Table 1.

Table 1. Basic characteristics of banks in the 20th and 21st centuries
Bank of the 20th century

Bank of the 21st century

physical
paper

digital
data, information

Resources

human and material resources (e.g. buildings)
capital-intensive
closely connected

servers, software, know-how
cheap
loosely connected

Functioning
Regulations

proprietary, free
perceived as limitations

standardised, swift
perceived as a factor facilitating functioning

temporary

without time limits

Contact with customer

Access

Source: study based on: The New Bank… (2018).

Changes in bank characteristics result from dynamically developing techniques and technologies of information
transfer. This causes changes in the society which as an information society is increasingly using the Internet,
and thus modern services. The development of Internet access technology leads to the development of services
performed via the Internet. Every year, the number of individuals who have never used the Internet falls in Poland.
This decrease is presented in Figure 1.
As it can be seen, individuals who had never used the Internet accounted for 19.6% in 2017 (compared to
32.7% in 2011) thus the number of such people is definitely decreasing. On the other hand, there is an increase
in the number of users who do not only use the Internet but do it every day. Over the years, we can see a sharp
increase in daily internet users in Poland. In 2010, people using the Internet every day constituted 54.6%, while in
2017 this number increased to 72.7%.
More frequent use of the Internet translates into an increase in the popularity of using online banking.
The number of online banking users in Poland is shown in Figure 2.
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Figure 1: Individuals who have never used the Internet in Poland
Source: study based on the DESI report
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Figure 2. Number of online banking users in 2010–2017
Source: own study based on the DESI report.

The number of online banking users in Poland is gradually growing. In 2017, it was 39.8%, while in 2010 this
figure was at 25.3%. The slow growth of online banking users results from concerns about the security of financial
resources, which is why the awareness and knowledge of current and potential users are very important.
Part of society is socially excluded for various reasons. If members of the public are not able to use modern
information transfer technologies or use information, then exclusion takes the form of a digital exclusion.
The main reason for social exclusion is not only a lack of access to electronic communication services
but also a lack of the ability to use services in the information society. Lack of ability to use services based on
information transfer technologies is called digital exclusion. The use of digital technologies requires appropriate
social competences and knowledge. That is why education from an early age is that important as a way to prevent
digital exclusion.
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This knowledge concerns not only the security of using online banking, but also emerging new financial
services. Due to the expansion of the offer and the increase in the complexity of financial services as a result
of the implementation of innovative IT and communication solutions, knowledge of finance is becoming more
and more important (Kuchciak, 2013, p. 66). Visible in recent years, the dynamic development of information
and telecommunications technologies covers more and more new areas of social and economic activity, such
as the dynamic development of the sharing economy (Budziewicz-Guźlecka, 2017). A new model of banking
“cyber-customer” is emerging, someone who needs intelligent financial services which are to support specific
consumer needs in the least absorbing way (consumerisation of banking). Progress in this area is huge (convenience,
availability and personalization of retail services, artificial intelligence, biometrics, geolocation, etc.), though still very
fragmentary (E&Y Report). In search of a competitive advantage, banks began to pay attention to the importance
of various distribution channels. The social aspect is also important. Wide access to financial services is correlated
with the broadly understood social commodity and the benefits of individuals.

Modern banking access channels for customers
The Internet has become an integral part of the solutions used by banks. Banks change the concept of customer
service by differentiating distribution channels. The development of information technologies means that banks try
to win customers through electronic distribution channels.
One of the modern solutions based on the Internet, which is used by banks is social media. Social media
is a convenient and useful way to build interaction and cooperation with Internet users in the aspect of creating
new information and acquiring knowledge (Levy, 2009, p. 120; Felix, Rauschnabel, Hinsch, 2017, p. 118). The use
of various social networking sites allows for reaching to different clients, including those whose custom to use the
selected social networking site in private life translates into a desire to use this site in their contacts with the bank.
The greater the diversity of networking sites in each bank, the greater the chance of reaching potential customers,
thus preventing digital exclusion, and leading to the situation of digital inclusion.

Analysis of banks in terms of the use of modern information and communication technologies
For the purposes of market analysis in the area of using modern information and communication technologies,
the banks operating in Poland were selected. A list by the Polish Financial Supervision Authority (KNF, 2018) was
used – of commercial banks operating in the form of joint-stock companies (as of Q3 2018). According to KNF
data, there are 34 banks in Poland that meet these criteria, however, only 33 entities were analyzed further as on
August 1 BPI Bank Polskich Inwestycji SA was taken over by Getin Noble Bank. The selected banks were audited
in two areas. The first is the use of social media. The second is the use of modern technologies in customer access
channels to banking. The study was carried out on October 16–18, 2018.
The first area was analyzed in three stages:
1. The banks’ websites were checked to determine to which social media they offer a direct forwarding (e.g. in
the form of social plug-ins, classic hyperlinks, etc.). In the absence of a direct reference to a social media
profile in the structure of the website, the profiles were searched for in Google web browser, by entering
the relevant phrase, e.g. ING Instagram, mBank Twitter, etc. This way of looking for profiles was applied to
the five most popular social websites: Facebook, YouTube, Instagram, Twitter and LinkedIn.
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2. The profiles in social networks or other media (e.g. blogs) identified in the two previous steps were
analyzed in terms of content. Only profiles kept in the Polish language were taken into account, due
to the target recipient – the client from the Polish market. The most important thing was checking the
tone of communication (e.g. commercial – presentation of the offer, press releases, education, etc.) and
whether the profiles are constantly updated.
In the second area, it was checked what ICT solutions were used by the analyzed 33 entities (Tab. 3). Only
those tools were included that were directly related to the bank’s website (provided that the site was maintained in
the Polish language) or they were referred to in the structure of the website, or the website contained information as
to where they can be found elsewhere in the network and/or in the real world. It was established which banks use
the following information and communication technologies:
1. Responsive website (designed in accordance with the principles of responsive web design).
2. The e-banking module.
3. Applications for mobile banking service for customers divided into operating systems Android, IOS and
other.
4. Search engine / locator of outlets divided into: individual customer/corporate customer, private banking,
ATMs/cash deposit machines and other.
5. Contact with the bank via the contact form, call centre, IVR, chat, video chat and other.
6. Newsletter for any subscriber, i.e. not only a customer who has given marketing consent to receive
commercial information by email.
7. Other (e.g. loyalty program, cross-promotions offered with bank partners, etc.).

Table 2. Bank profiles on social networking websites (as on 18/10/2018)
No.

Name of the Bank

1

2

Social media plugins on the banks’ websites
Facebook

YouTube

Instagram
5

3

4

1. Alior Bank

+

+

2. Bank BGŻ BNP Paribas

+

+

LinkedIn

Corporate
blog

6

7

8

+

+

4

Twitter

(+)

3. Bank BPH

Total
9

+

4

(+)

1

4. Bank Handlowy w Warszawie

+

+

+

+

+

5

5. Bank Millennium

+

+

(+)

+

+

5

6. Bank Ochrony Środowiska

+

(+)

+

+

4

7. Bank Pocztowy

+

+

(+)

(+)

4

8. Bank Polska Kasa Opieki

+

+

+

+

+

5

9. Bank Polskiej Spółdzielczości

+

+

(+)

+

4

+

+

+

10. Credit Agricole Bank Polska

+

+

5

11. Deutsche Bank Polska

(+)

1

12. DnB Bank Polska

+

1

(+)

5

+

1

+

4

13. Euro Bank

+

+

+

+

14. FCA-Group Bank Polska
15. Getin Noble Bank

+

+

+

17. Idea Bank

+

+

+

+

+

18. ING Bank Śląski

+

+

+

+

+

19. mBank Hipoteczny

(+)

16. HSBC Bank Polska
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3

4

5

6

7

8

9

20. mBank

1

2

+

+

+

+

(+)

+

6

21. Mercedes-Benz Bank Polska

+

+

+

+

22. Nest Bank

+

5

(+)

+

2

+

(+)

1

+

(+)

4

+

+

+

+

+

+

+

6

+

+

4

23. Pekao Bank Hipoteczny

0

24. PKO Bank Hipoteczny
25. Plus Bank

+

+

26. Powszechna Kasa Oszczędności Bank Polski

+

+

27. Raiffeisen Bank Polska

+

(+)

+

28. RBS BANK (Polska)

0

29. Santander Bank Polska

+

+

30. Santander Consumer Bank

+

+

31. SGB-Bank

(+)

32. Toyota Bank Polska

+

33. Volkswagen Bank Polska
Total

6
3

+

1
1

+
21 (22)

1
20 (23)

10 (14)

14 (15)

19 (27)

6

107

Explanation: “+” = profile to which there is a social plug-in on the website; (+) = profile searched by Google search engine (no plug-in on the company website).

Source: own study.

Out of 33 analyzed banks, one (RBS Bank, part of the Royal Bank of Scotland group) does not have a website
in Polish. In the case of the others, also one bank (HSBC Bank Polska) does not have any profile in social media
for Polish-speaking customers, while Mercedes-Benz Bank uses the same profiles as for the car brand. 27 banks
have in the structure of their own website a minimum one plug-in for their own profiles on social networking sites
(for a detailed list see Table 2). 21 sites have links to Facebook, 20 – to YouTube, 19 – to LinkedIn, 14 – to Twitter
and 6 – to Instagram. In 6 cases there are also redirections to the company blog.
After the second stage of the study, further bank profiles were identified on social networking sites (there were
no links from the company website level): 8 – to LinkedIn, 4 – to Instagram, 3 – to YouTube and 1 – to Facebook and
Twitter. In the end, it turned out that 2 banks do not have even one company profile on any social network. In other
cases, the most popular networking site was LinkedIn, followed by YouTube; in the most popular social networking
site in the world – Facebook, 22 banks had their profiles. In turn, 15 profiles functioned on Twitter, and 14 – on
Instagram.
All company profiles of banks on LinkedIn contain their descriptions and news related to human resources
issues, such as reports from job fairs, information about internship programs, student practices, employer branding
activities, etc. Most banks also present current job offers and/or internships/student placements.
The Facebook profiles identified in the study are constantly updated. They present mainly the following
contents: offer of banks (e.g. promotional interest rates on savings accounts, loans, etc.), organizational issues
(e.g. interruptions in access to electronic banking), information on sponsoring activities or other activities related
to corporate social responsibility, promotion of new forms of payments (e.g. Blik, Google Pay), security rules in
electronic banking, encouraging regular savings. As the element activating Internet users, most often appear
surveys which are to provoke fans of the profile to a discussion.
23 of the analyzed banks have own channels on YouTube, although in the case of SGB-Bank there is no
content on it. On the other channels, the videos have been grouped into themed playlists. Among the dominant
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topics appeared: home finances, electronic banking manuals, promotion (advertising spots, known from television,
sometimes in the extended version), CSR.
15 banks have own profile on Twitter. Due to the characteristics of this site, short messages prevail among
posts (so-called tweets). This website is more often used for communication with investors and journalists rather
than with customers and may contain many repetitions of Facebook content. Quite often it is a tool related to the
press office.
In the next analyzed social network – Instagram, 14 banks have their profiles. In the case of this website, it is
important to focus on visual content, minimally invasive when it comes to commercial content, hence posts related
to sponsoring or other CSR activities, contests, promotional offers, discounts at bank partners, etc. Interesting
content, going beyond the aforementioned subject of posts, is shown by Idea Bank which presents the Idea Hub
project – the idea of co-working – a shared office space for bank customers, which is offered in 6 Polish cities
(Warsaw, Łódź, Kraków, Wrocław, Poznań and Katowice).
Among the blogs run by banks, devoted to the issues of banking, economics, home budget management,
saving, etc., it is worth paying attention to the PKO BP project – Szkolne Blogi (szkolneblogi.pl) – a blog platform
of school savings banks, which familiarises users with the idea of the program dedicated to schools, announces
competitions, presents curiosities from “the world of children’s finances” and which is a perfect example of the fight
against potential digital and financial exclusion through education from an early age.

IVR

Chat

Video chat

Newsletter

Other

5

6

7

8

9

10

11

12

13

14

15

+

+

+

+

+

+

+

+

2. Bank BGŻ BNP Paribas

+

+

+

+

+

+

+

+

3. Bank BPH

+

+

4. Bank Handlowy w Warszawie

+

+

+

+

+

+

5. Bank Millennium

+

+

+

+

+

+

+

+

6. Bank Ochrony Środowiska

+

+

+

+

+

+

+

+

7. Bank Pocztowy

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

2

RWD
1

8. Bank Polska Kasa Opieki
9. Bank Polskiej Spółdzielczości
10. Credit Agricole Bank Polska

+
+

11. Deutsche Bank Polska

Android

4

+

Name of the bank

IOS

3

1. Alior Bank

No.

e-banking

Call centre

Contact
Online form

Locator of outlets
with filters

Applications

Locator of outlets

Table 3. Information and communication technologies in banks

+

+

12. DnB Bank Polska

+

+

13. Euro Bank

+

+

14. FCA-Group Bank Polska

+

+
+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

15. Getin Noble Bank

+

+

+

+

16. HSBC Bank Polska

+

+

+

+

+

+

17. Idea Bank

+

+

+

+

+

+

+

+

18. ING Bank Śląski

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+

+
+

+

+
+

+

+

19. mBank Hipoteczny
20. mBank
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1

2

3

21. Mercedes-Benz Bank Polska

+

22. Nest Bank

+

4

5

6

7

8

+
+

+

+

+

9

10

11

+

+

12

13

14

+
+

+

23. Pekao Bank Hipoteczny

15

+
+

+

24. PKO Bank Hipoteczny

+

25. Plus Bank

+

+

+

+

+

+

+

+
+

26. Powszechna Kasa Oszczędności Bank Polski

+

+

+

+

+

+

+

+

27. Raiffeisen Bank Polska

+

+

+

+

+

+

+

+

+

28. Santander Bank Polska

+

+

+

+

+

+

+

+

+

29. Santander Consumer Bank

+

+

+

+

+

+

30. SGB-Bank

+

+

+

+

+

+

31. Toyota Bank Polska

+

+

+

+

+

25

30

32. Volkswagen Bank Polska

+

+

Total

28

27

+
19

19

27

+
+
+
+

+
+

+
23

8

9

5

3

9

Source: own study.

Out of 32 analyzed bank websites (RBS Bank does not have a website in Polish), 28 are responsive, i.e.
they are designed so that their appearance and layout automatically adjust to the size of the browser window
without damaging the visual plane and presented content, which is especially important in the era of accessing
the Internet by customers by means of various devices (computer, tablet or smartphone). 27 banks have their own
online banking module. Mortgage banks and two banks dependent on car brands do not offer this module, which
is certainly related to the specifics of their offer, and thus the lack of the need to create a platform for e-banking.
Banks that provide services via the Internet in their majority (19 entities) offer their customers mobile
applications, prepared with the aim of providing banking services to customers using smartphones. All offered
applications are available for the most popular operating systems for mobile devices – Android and IOS. In several
cases (Millennium, Pekao, Credit Agricole, Getinbank, HSBC, ING, PKO BP) an application for Windows Phone is
also offered.
The basic locator of bank branches offers on its website 27 analyzed entities, of which in 23 cases it was
possible to filter the search criteria, among others, for individual/corporate customer service, private banking, and
ATMs/cash deposit machines. Interesting are filters “open on Saturdays” and “open on Sundays” (Euro Bank),
“Idea Hub” (Idea Bank), “service in sign language” and “facilities for the disabled” (ING). In the case of car banks,
the branch locator referred to the search for dealers of a given brand or brands whose products are financed by
individual banks.
Banks give their current and potential customers a range of contact options. In this case, the most popular
form is the helpline which is offered by 30 analysed banks. For those who abstain from the call centre, 25 banks
offer contact forms, wherein in each case, it is possible to send a request for feedback in the form of an email,
and in a few cases customers can leave their phone number so that a consultant could call them back. 8 banks
inform customers on their websites about the implemented IVR systems (Interactive Voice Response) enabling the
interactive service of the caller. It can be said that IVR has the functionality of an automatic call centre (Ellway, 2016,
p 386). These banks provide schemes of their systems so that customers can check what they should select by dial
tone (number, sign) on the telephone keypad in order to settle the matter that interests them. Most banks with call
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centres probably use IVR systems in some form, but they do not inform about it on their company website. In order
to verify the actual situation, it would be necessary to connect with each helpline separately.
9 banks offer their customers a chat option, and 5 allow video chatting, of which Bank Pocztowy, ING, mBank
and Santander also in sign language.
Another tool, a newsletter for any subscriber, i.e. not only a customer who has given marketing consent to
receive commercial information by email (in fact, most customers using online banking receive email messages with
commercial content from their banks) is offered by 3 banks. Most often, newsletters contain information about the
bank’s current offer, offers from partner companies, news from the bank’s life and CSR information.
9 banks also offer other solutions in the field of information and communication technologies. Among them
are various loyalty programs (most often associated with the use of credit cards) and a search tool for cars available
off-the-shelf (car banks). Interesting is the Goodie app, created by Bank Millennium. It is a modern, free mobile
application and a website in which users can find coupons, discounts, promotions, sales and discount codes. If the
user is looking for a specific product in the newsletter with promotions of his favourite every day shop, the Goodie
app will find it at the best price in the shop in the immediate area. With Goodie, customers can compare prices in
newsletters of all major stores. Additionally, they can watch selected brands and receive push notifications with
special offers and discounts as well as events in shopping malls (https://goodie.pl/o-goodie).

Conclusions
Access to and use of financial products and services has both social and economic significance. Socioeconomic development is accompanied by the development of the financial sector, and this development is
accompanied by the dynamic development of modern technologies.
The conducted analysis showed to what extent banks operating in Poland use selected modern solutions
in the field of information and communication technologies. The study showed that commercial banks operating
in Poland are quite actively using social media in communication with particular stakeholder groups, mainly with
customers. From the point of view of marketing communication, information about own profiles can be conveyed via
own website (through dedicated plug-ins) and on different profiles mutually by conducting so-called cross-media
activities. The most common mistake that occurred was too many promotional posts and not enough actions aimed
at interacting with customers. It was also observed that the banks which largely target their activities to an individual
customer are much more active both in the area of social media and using other modern tools presented that
facilitate or diversify the ways in which customers communicate and use banking.
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Abstr act

One of the basic conditions for the functioning of the 21st century society is the use and development of Information and Communication Technologies (ICT). Modern communication mostly takes place in the virtual
sphere, so a modern state should adapt its potential to this trend and provide citizens with efficient digital service. The e-goverment services seem to be a particularly important developmental direction in this area. These
services are used by the state administration to conduct communication and exchange documents with citizens.
A prerequisite for citizens to be able to use these services seamlessly is to ensure effective e-communication
by the state. The main purpose of this article is to try to identify the factors that determine the usability and
safety of e-communication. The considerations underlined the problems of IT security in case of the substitution of paper documents with electronic documents. Although modern technologies can guarantee a high
level of security for all forms of e-communication, the use of them is not free of threats. Moreover, with the
development and expansion of the e-services offer, new opportunities for fraud and criminal activity by means
of teleinformation appear.

Introduction
The ability to communicate efficiently brings tangible benefits in social and economic life; moreover, it is one
of the determinants of the development of the country and society. Today, this ability is ensured by the use of ICT.
The term e-communication is more and more often used in the present language. In the era of information society,
it is no longer possible for the public sector to function without the widespread use of this form of communication.
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Comprehensive computerization in public administration is called e-government. According to the European
Commission, it relies on the use of ICT in close connection with the necessary organizational change and new skills
of public services in order to improve the quality of services provided by the administration. Services offered as part
of e-administration are referred to as e-services, and their immanent feature is remote provision via the Internet,
fully automated or requiring a small human participation.
The idea of developing electronic administration has been present in the European Union’s policy since the
early 1990s. The dissemination of e-government is of great importance in the development of the information
society. This in turn is one of the priorities in EU policy. Widespread computerization, an introduction of innovations,
dissemination of new media and effective use of ICT are to ensure the European Union’s competitiveness in the
international arena. In the currently implemented Europe 2020 strategy, one of the seven flagship projects is the
so-called European Digital Agenda. Its task is to determine the main role that ICT must play in order to make more
than 50% of EU citizens use e-government (European Commission, 2010).
The entry into force in 2016 of the Regulation on electronic identification and trust services for electronic
transactions in the internal market (the so-called eIDAS) (Regulation EU…, 2014) of the European Parliament and
of the Council of 23 July 2014 on electronic identification and trust services for electronic transactions in the internal
market and repealing Directive 1999/93/EC paved the way for creating an efficient digital circulation of official
correspondence in EU countries. This regulation norms and at the same time improves the way of authentication
and signing of electronic documents. The features of an electronic document authenticated according to the eIDAS
principles enable it to fulfil the functions that today are assigned to a traditional document. This applies above all
to the special evidential value of the document, related to the durability and consistency of the written expression.
Appropriately prepared e-communication has not only all the key advantages of written communication, but it is
much faster and more accessible, and in general it is much cheaper.

Desirable solutions in the field of institutional service of government-certified e-communication
In every European Union country, there are from several hundred to even over ten thousand separate
e-government websites. In many countries, therefore, attempts have been made to create and implement
a government-controlled e-communication platform integrating separate services. This platform, acting as
a government-certified gateway to digital services of the state, offers a secure e-box, whose task is to handle and
archive digital correspondence between the administration and the citizen, carried out so far in the form of traditional
registered mail. E-box is assumed to be the carrier of the e-identity service, thanks to which it is possible to
authenticate the user. Such digital authentication guarantees the authenticity and integrity of correspondence and
confirms the time of its sending and receipt of the e-document. IT system that supports this type of e-box should in
principle automate the existing paper procedures, making the citizen able to quickly and intuitively pursue official
matters and retrieve invoices using any computer or mobile device.
Despite the undoubted advantages of the e-communication platform, its popularity in the various EU countries
studied is strongly diversified. Assuming a rational evaluation criterion that the minimum measure of the success
of implementing such a platform is the use of e-government services via this platform by more than 20% of the
adult population of a given country, one can indicate a group of countries where this success can be considered
multiplied. These countries certainly include Estonia, Denmark and the Czech Republic, and to a lesser extent
Sweden, Norway and France. In the first three of these countries, over 50% of the adult population uses the
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e-communication platform. The use of this solution in Germany, Austria, Switzerland, Hungary and Poland is
definitely below expectations.1
Due to the limited size of this text, it is impossible to present the specifics of each of the solutions applied
in individual countries, but generally, it can be concluded that the success factors are primarily the complexity
of the offer and the pressure exerted by the government on particular target groups of e-communication users.
An extreme case is Estonia, where the administration for internal purposes of the country operates completely
without using paper, and citizens have only electronic identity cards (https://e-estonia.com, 2018). Denmark, the
second largest European country with the highest intensity of e-administration, obliges every citizen over 15 years
of age to have a government – certified e-box (https://digst.dk, 2018). Both countries are at the same time the
only examples of the administrative coercion of individuals to use e-communication with the administration. Of
course, in all studied countries, e-communication must be used by the state administration itself. At this point, it
should be stressed that the factor strongly stimulating the use of e-administration by individuals is the mandatory
participation in digital document circulation by commercial companies. An important observation is also that the
number of entities allowed by the state to integrate e-government websites is unaffected by the development
of e-communication. For example, a government-run De-Mail e-communication service in Germany can be provided
by any private operator who receives government accreditation. Until now, this service was primarily provided by
companies from the ICT industry, including Deutsche Telekom AG, T-Systems and United Internet. The German
public post, which is also developing its E-Postbrief system in parallel, also tried to obtain the accreditation. This
system is not integrated with De-Mail (there is no possibility of exchanging correspondence between systems) and
similarly to the government system (E-Post…, 2013), it has not gained the expected popularity so far. An even worse
situation was encountered by the Italian public post, whose PostaCertificat @ system was completely eliminated
from the market by competitors after several years of operation (www.postacertificata.gov.it, 2015). The reason for
this was the inability of the system to support e-communication of citizens with commercial companies. Providing
e-communication exclusively to the state administration turned out to be extremely unprofitable for public mail in
Italy.
By attempting to generalize the good experiences of the European countries under study, a set
of desirable features can be proposed, which should characterized the model of providing government-certified
e-communication. First of all, the state should define the expected quality standard for the provision of services
of e-communication, certified by a dedicated governmental agency. The e-box supporting this communication
should be set up and operated free of charge by private individuals. However, due to respect for civil liberties, the
use of e-communication should not be obligatory for private individuals. It is, however, justifiable and necessary to
oblige not only administration bodies but also commercial companies to use e-communication. Administrative units
and commercial users should bear the costs of sending e-mail.
Persons who do not have the competence, ability or willingness to use certified e-communication must
be guaranteed service in a traditional form. A comprehensive approach, therefore, requires providing physical
contact points where non-e-communication citizens would be able to access paper versions of all types of official
documents. The obvious candidate for an entity dealing with such service seems to be a public post which usually
has the best network of distribution offices in every country. An equally important advantage of public postal
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services is the possibility of immediate substitution of e-letters with paper letters due to the fact that the company
has a physical delivery structure.2
It should be pointed out that in such countries as the Czech Republic, France, Finland or Denmark, the
government has entrusted the whole or a leading role in servicing certified e-communication to public posts, arguing
that these are companies well-suited to this role.3 The experience of the public post was also emphasized, indicating
that the change in communication technology does not change its essence and function.
It should be noted, however, that preference in this area of the public post is heavily burdened with the
risk of politicization of this decision. The project of mass replacement of citizens’ paper documents with their
digital counterparts implemented by the state obviously must result in the loss by the public post of revenues
from the delivery of registered letters. For example, the Polish regulator of the postal market estimates that in
the case of the state enforcing the use of e-communication as the primary form of public information service by
the state administration, the public post would lose up to 65 per cent registered letters in the years 2019–2023.
In financial terms, it would mean a loss of almost PLN 2 billion in revenues. It is also estimated that the related social
effects will include reducing the number of public post employees by up to 30%. This reduction would especially
apply to rural areas, condemning them to an even greater deepening of civilization distance in relation to urban
centres (Duszczyk, 2018). A state that owns the public post in Poland, like in most EU countries, would certainly
be interested in compensating the company for losses incurred. Therefore, the government could exert a nonsubstantive pressure to include the public post in the group of entities servicing certified e-communication, and may
even grant it exclusivity in this area. On the other hand, it should be considered an important argument that the state
should rationalize spending on digitization and benefit from the support of useful solutions within the enterprises it
owns.

Social barriers and digital threats to the dissemination of e-communication
The use of e-communication is nowadays not only facilitation, but sometimes a necessary condition for full
participation in social, cultural and professional life. As a result, some citizens remain, for various reasons, at
the margin of social change resulting from the wide implementation of ICT, which leads to the emergence of the
phenomenon called “Digital divide”.
Private individuals most often use these e-services, whose partial transfer to virtual reality is relatively easy,
i.e. those that save citizens time and money: e-mail, instant messengers, online use of magazines, searching for
information about goods and services. Wherever human contact is needed - longer conversation or individual
problems of a high degree of complexity – for example in medicine or administration, the development of e-services
is slow. The preference for personal settlement of official matters, which is reported by 53% of Internet users in the
UE, is an important factor affecting the low level of the use of e-government services (Jedlińska, 2018).
The functioning of the information society is based on the predispositions, qualifications and experiences
of individual people. Contact with new ICT applications requires constant education from citizens and often faces
resistance from them even in countries with highly developed information infrastructure. This is reflected in the

The service consisting in transforming electronic information into paper documents (or vice versa) and only in this form
delivered to the recipient is referred to as hybrid mail.
2

3
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Eurostat statistical surveys. For example, in 2017, 78% of Polish households declared their use of the Internet
(average for the EU28 – 87%). As a reason for not using the Internet, private individuals in Poland reported in the
order: no need to use the Internet, lack of the ability to use e-services, limited trust in e-services, too high costs
of IT equipment and Internet access. In terms of quality, the factors that affect the use of these e-services the most
are age and education. Among people who have never used the Internet, the largest group are people aged 55–74
and the least educated (Eurostat, 2018).
As indicated, most people who do not use e-communication do not feel such a need, which in the vast
majority of cases should be combined with a lack of knowledge about the benefits for users of this tool. The biggest
challenge seems to be overcoming the mental barrier, getting citizens to use e-services to actively influence their
lives and become full members of the information society.
However, one can not overlook the fact that there are many risks associated with the use of ICT for
communication needs. For example, existing methods of e-document authentication are less and less sufficient
protection. The strongest, as yet, security features were offered by cryptographic systems used, among others, in
the implementation of the electronic signature. However, the ever-increasing computing power of modern computers
definitely increases the chances of success of the brute-force attack by finding the cryptographic key used by
checking all its possible values. With the development of information technologies and the time of their use, IT
systems, therefore, require continuous improvement of security. The promising direction in this area seems to be the
use of convenient, ever cheaper and increasingly reliable biometric identification techniques. Some reservations,
however, arise from the related limitation of privacy and concerns about appropriate supervision over the use
of collected data.
Also, insufficient knowledge of users causes incorrect configuration of devices and applications that facilitate
computer crimes. Users often use weak, easy to remember (and therefore to break) passwords, and on private
digital devices install many applications from unknown sources that may be infected with malware. In addition,
the factors that make computer crime an attractive form of criminal activity is that information documentation, that
in a traditional system would be stored in different places, is available remotely and practically from anywhere.4
The fundamental role should, therefore, be attributed to educating the public so that citizens could obtain the
necessary digital competences.5

Conclusions
In the information society, information processing and communication using ICT is a significant economic,
social and cultural value. The status of a “digital citizen” now is attributed to those who use e-communication
effectively and regularly (Mossberger, Tolbert, McNeal, 2008). On the other hand, it is increasingly difficult for
a citizen to fully function in the social space without using this tool. The state, therefore, has the task of providing
citizens with efficient digital service, while ensuring the necessary level of e-communication security. Due to the
importance of the issues handled in this way, the validity of the documents sent is usually very significant due to
their substantive and legal content. Nowadays, e-communication systems are more and more protected, and there
4
Verizon research results, collected in the “ Data Breach Investigation Report” report show that hackers manage to hack into
almost all of the attacked computers in the hands of private persons within one day (Verizon, 2016).
5
Digital competence consists of many specific information, communication and content manipulation skills. The average share
of people with over-basic digital skills for the entire EU is 31%, while in Poland this value does not exceed 21% (Methodological…, 2007).
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are many solutions on the market that combine the latest security technologies, but the threat is not diminishing
at all. As a result, in the digital environment, the economic rights of citizens are constantly being violated and their
sensitive data is being intercepted.
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Abstr act

The organization of conferences and events on various topics is a popular tool for transferring specific knowledge, but it also allows for meeting a specific group of people and creates opportunities to build relationships
with a group of people who participate in them. When organizing an event, one must decide on the communication tools with which the organizer will want to reach the group interested in the event. Adequate selection may
translate into the number of participants in the event. West Pomeranian Agency for Regional Development SA
as part of supporting entrepreneurship in Zachodniopomorskie Voivodeship organizes various events, one
of them being the Westpomeranian Day of Financial Instruments. The aim of the article is to present the communication tools used by the organizers in relation to their popularity among the participants of the event and
to show the importance of event marketing in building relationships. The article uses own research carried out
among conference participants on the day it was held.

Introduction
According to W. Gebhardt and R. Hitzler, events are events that clearly emerge from everyday life, are
interactive, mass, organized and usually commercial (Gebhardt, Hitzler, Pfadenhauer, 2000, p. 128). Event
marketing is understood as a promotional tool, consisting in organizing various types of mass events serving the
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company’s goals towards the external and internal environment. Due to its bidirectionality, it is considered as one
of the most effective communication tools (Kolber, 2009).
The interactive nature of event marketing allows to create and strengthen relationships, especially emotional
ones. It can strengthen or radically change the brand image. During the event, the recipient devotes enough time
and attention to the product or brand to get tied emotionally with the product and the brand. Event marketing
has a unique feature – two-part structure. Thanks to events organized, it allows to influence selected entities by
presenting their own ideas. (Wanagos, 2010, p. 577).
Each organized event requires a decision on how to inform potential participants of the event about its
occurrence. The choice of forms of marketing communication depends on many factors:
–– financial resources for this purpose,
–– target group, the event is dedicated to,
–– spatial coverage of promotional activities.
Thanks to the media, the institution can reach the mass recipient with low costs. Cooperation with the local
press or the national press is also of great importance. If we want to reach a specific group from the environment,
we can also choose specialized magazines (Budzyński, 2018, p. 38). Skilful use of marketing communication
instruments allows participants to provide the necessary information about the institution, and allows them to
receive information from the market. A well-organized and attractive event will definitely be remembered by the
participants and, above all, can contribute to the institution’s success (Olejniczak, 2013, p. 15).
The gathering of a large audience at such an event is a difficult matter. Entrepreneurs are currently offering
many such events on various topics and very often they are also free. This often results in the fact that entrepreneurs
register for events but as a consequence they do not come to them. Organizers also often have the feeling that
entrepreneurs do not take seriously free conferences and sign up for them, and then they do not come. To make the
conference more attractive, the organizers often invite well- known actors, journalists, TV presenters, sports stars,
motivational speakers.
From the organizer’s point of view, the organization of a conference is a big expense, and the participants not
showing up are a waste of a significant part of it. For example, the costs of renting a larger room for all registered
persons, preparation of more conference materials, payment of catering for people declaring their willingness to
participate in the event.
The Westpomeranian Conference Financial Instruments has been organized annually in Szczecin by the West
Pomeranian Regional Development Agency, together with the Marshal Office of the West Pomeranian Voivodeship
and the Bank Gospodarstwa Krajowego. It-s addressed to entrepreneurs who would like to learn about the available
financial support options on the market for the SMME group. At the conference there are also stands of financial
intermediaries from the region offering the discussed financial products.

The organization of this event requires
Marketing communication tools of the organized event – own research 257 people applied for the conference,
while 187 people received conference materials on the day of the conference. Conference participants were
surveyed. The research tool was in the form of a survey, which was completed by 124 people. The aim of the
research was to gain knowledge from the organizer on the sources the event participants obtained information from,
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in order to better match the communication channels to the group of recipients in the future. It should be added that
the research of conference participants was organized for the first time.
The respondents were asked to indicate the sources from which they obtained information about the
conference. In this question, many answers could be indicated, because the researched person could have
obtained the information from more than one source. The study indicated all sources in which the organizer posted
information about the conference. The results of the study are shown in Figure 1.

E-mail

32%

Posts on facebook ZARR

23%

From friends

20%

Other – what …

16%

Articles in the local press

10%

Articles wszczecinie.pl

8%

Website of financial intermediaries

3%

Video announcing ZDIF
Banners on the web

3%
1%

Advertising on the radio

0%

Posts on facebook of financial intermediaries

0%

Figure 1. Sources of information on the ZDIF conference (multiple choice question)
Source: own elaboration.

Most of the respondents, as much as 32%, considered that they had learned about the conference from
an email message that was sent by the conference organizer. The second source of information included the
posts posted on the Facebook of the conference organizer. The information was posted every few days, and each
time it was slightly different. The posts included the profiles of individual speakers, descriptions of the workshops
accompanying the conference, the address of the conference site where the event had to be registered. Perhaps
the person observing the fun page of the organizer was interested in a particular speaker or subject of a particular
panel. A slightly smaller group, or 20%, indicated that they learned about the conference from friends. In the business
community in Szczecin, own conferences or co-organized by ZARR enjoy increasing popularity and recognition,
mainly due to the participation of well-known people and the lack of payment.
Another group, as many as 16%, constituted other sources of information, i.e. the websites of the institutions
co-organizing the conference and other parties that shared information about the event in social media or e-mail.
It can be clearly stated that sources of information exchanged in the group of others belong to electronic sources –
websites, e-mail, social media.
Subsequently, the respondents (10%) indicated articles in the press as a source of information about the
conference. Articles and banners (Figure 2) advertising the event were posted in the Szczecin Courier.
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Figure 2. ZDIF conference banner
Source: Office of the Marshal of the West Pomeranian Voivodeship.

Slightly less, because 8% got an article from wszczecinie.pl. This is a local information portal, posting news
and events from Szczecin. The article was on the main page of the portal and was promoted for 7 days on their fun
page (48 thousand followers). The results obtained among the subjects do not indicate a good result, however, the
statistics of the article are good, as shown in detail in Figure 3. The post had a reach reach over 44 thousand people,
it was displayed by 29 thousand people, 68 people made it available and it had 245 likes. Perhaps the topic of the
event did not interest people who saw the post of the conference.
The organizer also prepared a video announcing the event, which inluded: exemplary companies and
investments, which received funding for their development and expansion, the announcement of the speakers, the
way of registering for the event and its date and place. Then the film was placed on the organizer’s Facebook page
and in the article on the portal wszczecinie.pl. However, according to the respondents, only 3% got the information
about the conference video. Just as little, because only 1% of respondents indicated banners posted on the web
as the source of information. They were on many local websites with information about events in the city and in the
province, business sites of the most popular Polish portals.
Spot on the radio was not indicated by anyone, however, the organizer inserted it deliberately wanting to see
if participants remember the source of the knowledge of the event. In the analyzed edition of the conference there
was no radio spot at all, it was in the previous edition.
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Figure 3. The sponsored post on wSzczecinie.pl
Source: https://www.facebook.com/wszczeciniepl.

Summing up the above results, it can be concluded that the majority of respondents received information
about the conference through the web, mainly via e-mail or through posts on fb and from friends.
We can also compare these results with the costs incurred for individual communication channels,
and unfortunately, the majority of the paid sources did not translate into their popularity or visibility among the
respondents. Banners are the biggest failure, which in the organizer’s budget accounted for the largest expenditure.

Conclusions
The results of the research, from the organizer’s point of view, show that they should be carried out in order
to more effectively select the communication tools of the organized event and at the same time spend money on
them more efficiently. The group of entrepreneurs, which was a group of potential participants of the event, is a very
diverse group in terms of age, industries, size of enterprises, etc. Selecting communication tools should take into
account many different forms, so as to reach as many recipients as possible and thus get as many registered people
as possible for the event. Therefore, the organizer decided to use a variety of different communication tools to make
their range as wide as possible.
Thanks to a well-organized event it is possible to promote the organizer of the event and thus gain a group
of potential participants of the next event. The entrepreneurs’ satisfaction is observed through the actions taken by
the organizer of the conference, which makes it easier to recruit participants for the next event.
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Abstr act

The aim of the article is the analysis of the educational services provided by a museum taking as an example
the historical museum Basteja in Stargard, in Poland (West Pomeranian Region). This institution could be
considered exemplary for the new type of modern museum – the narrative museum. It is situated in one of the
lesser towns of Poland. The article enumerates the main educational services, focusing on historical ones.
It tells how it is important to build local social awareness and to instill the historical knowledge especially to the
young generation living in the small communities.

Introduction
The museums are the institutions representing the Polish culture. Their goal is at first gathering and the
continuous protection of natural and cultural goods of the common heritage of mankind, at the same time material
and intangible. Secondly, they serve to inform about the value and the nature of stocked collections, to popularize
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the essential of Polish and worldwide history, science and culture, to form the cognitive and esthetic sensibility and
to facilitate the use of the gathered collections (Ustawa z 29 czerwca...).
The XXI century and the social transformations bring the changes in the functioning of the museums.
The museum as the public institution become nowadays the service providers for the citizens as part of the
informative society where the information is a product and the area of services is strongly developed. The narrative
museum is a particular type of a museum up against the challenges of the informative revolution undergoing during
the last few years, fitting perfectly the concept of the museum and its tasks merging in the XXI century.
The narrative museum relates the past not only by means of the museum objects but also using the words,
images and music. It creates the illusion of the past reality and it invites the visitors to get familiarized with it. A part
from presenting the objects (exhibitions), it is concentrating more and more on education (Machałek, 2016, p. 133).
Not only the protection (collections of the museum objects, systematization and sorting) is primordial today.
The esthetic function takes it place which is understood as sensitization to beauty. The museum proposes more and
more the educational services. It relates to the education of specific social groups belonging to different teaching
institutions but also outside them.
The specific character of any educational service results from two fundamental elements which are : the
process of education which is essential for that service is realized in defined time and its results, understood as
achievement of certain level of knowledge and abilities could be observed after all the process (ex ante) (Stecyk,
2016, p. 43).
The historical museum plays an important role in spreading of the historical knowledge. The growing popularity
of the history not only in Poland but also in the whole world results from the growth of the conscience that the
knowledge of the past constitute a cultural and intellectual asset of people’s education and it should be protected
(Machałek, 2016, p. 133).
The possibilities of providing the educational services by the museums become wider thanks to the
restructuration of the museum institutions today, new technologies in use influence the way of presenting the
collections and the visits. The traditional museum interacts with its visitors. Thanks to this dialogue, museums in
smaller communities increase their chances to attract the locals with their history and culture and at the same time
build their identity.
Basteja, the historical museum in Stargard (Pomeranian region) can serve as a perfect example of narrative
museum created in minor community.

Contemporary challenges for museums and the tasks of narrative museums
The rapid changes in science as well as the development of modern communicative and informative
technologies caused the increase of demands towards museums. The alternations englobe in first place the big
cities but they touches as well the local museums. Today, the contemporary tools as multimedia and internet are
in common use. The visitor awaits innovation in a way of transmitting the knowledge. Museums have changed
their attitude towards the public, who are no longer treated as a necessary evil which had to be let into the temple
intended for storing and protecting works of art. Museums have recognized their public as desirable visitors for
whom a lot of people are working (Kosiewski, 2015, p. 41).
The commercialization of the culture and the blossoming of the massive culture has taken place recently.
It invaded the area of high culture (Rottermund, 2005, p. 13). Due to this fact, the museums had to change their
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way of functioning and to adjust to the marketing rules. They started to examine the needs of the visitors and seek
ways to attract them to show their museum collections as unique and authentic objects and more efficiently teach
our history (Rottermund, 2005, p. 14). Regarding all these elements, contemporary museums have more job to
interest their clients. In result, the museum started to propose the various offers and it became a natural museum
practice nowadays. It became beneficial particularly when the cultural institutions in Poland are underfunded or
the grants applied are poor. All those activities require funds (receipts). The visitor today is no more a passive
receptor who is concentrated on seeing the museum objects. He wants to actively interact with what is being
shown. The narrative museum is responding to that visitor perfectly where a word, image and music take their part
in education (Machałek, 2016, p. 133). Other examples of this type pf museum are The Warsaw Rising Museum
and POLIN Museum of the History of Polish Jews in Warsaw and Center for Dialogue Breakthrough (department
of the National Museum in Szczecin).
The museums are the educative centers offering a vast choice of educational services.1 They adapt existing
buildings or build new areas to be able to offer the new type exhibitions which become more at disposal with new
multimedia and mobile technics solutions. The narrative museum is constructed basing on the multisensory method
which facilitate the acquisition of the new knowledge more proficiently (Machałek, 2016, p. 135). The interactive
exhibitions are attractive for the young visitors. The narrative exhibitions impact on their intellect as well as the
emotions making them dialogue, think, ask questions and find answers. The other senses like vision, audition,
olfaction and touch are also involved. All those elements create an unforgettable museum experience. The narrative
museum based on multimedia is considered as the future of all museums (Ziółkowska-Weiss, 2013, p. 167).
In this type of museum, the new role of educators emerge. They show the exhibition and make the visitors
interact with history. The possibilities of knowledge transmission are more diverse than in traditional museum.
The museum become the service provider in the whole educational process disposing of a qualified human asset
(the museum employees like museum educators), the infrastructure and technics necessary to provide educational
services. The clients (people receiving the service/educational services) are the individuals under education and
those who participate in the process who aim at the effect of that process. The public subject is charged with the
costs of the service and in some cases (the services paid) it’s the stakeholders who are charged with the part
of costs. Among the tools used currently in museums, there are interactive touch screens, multimedia presentations
and theater plays, interactive games, laser show projectors, 3D films, visualizations and holograms.
This type of museum is very important for children and young people for its education of history. In Poland,
they are mostly in big cities and they are not common in towns but once there, they play a crucial role for local
communities, situated far from metropolitan areas. In the article, the case study method was of use.

Basteja – the historical museum in Stargard
Stargard is a town located in Pomeranian region and it’s one of the oldest burghs. It’s called the “treasure
of Pomeranian region” because of the well- preserved monuments. Stargard has around 70 000 inhabitants. The town
was built between the age VIII and IX. Stargard was a member of Hanza. There are lots of vestiges of that time
still in the town like the Collegiate of Holy Virgin Mary dating from XIII and XIV. The monuments are listed in the

1
There are educational programs, archives of oral history, scientific studies, theater plays, discussions, concerts film shows,
professional websites created in those institutions.
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European Route of Brick Gothic which presents the heritage of brick gothic architecture in towns located at the
Baltic Sea. The members are 34 towns from seven countries like Denmark, Estonia, Lithuania, Latvia, Germany,
Poland and Sweden and from 19 july 2006 also the town Stargard (Stargard…, 2018). The route of gothic brick
offers the fascinating world of gothic, legends, interesting historical facts and the beautiful landscapes.
In the offer of the museum, there are music lessons for children and youngsters, vacation classes, kinder
parties, history courses, scientific conferences, games and escape room, meetings of history, art and culture
amateurs (Muzeum archeologiczno-historyczne Stargard, 2018).
Basteja is part of Stargard Historical and Archeological Museum (self-governmental institution in Stargard)
and it gathers archeological, archival, ethnographical, photographical, military and numismatic collections (Photos
1–2). Basteja was created at the beginning of XVI century as a part of fortifications.2 After the demolition in 1945, it
was restored in the years 1979–1980 and passed in hands of Stargard Museum. In 2013,3 Basteja was renovated,
enlarged and adjusted to the needs of new type exhibitions. Stargard – place full of history from medieval ages to
the 20’s of XX century is one of those new type permanents exhibitions. A part from museum objects, there are
numerous computer screens, touch screens and other multimedia. Bilingual exhibition with audio description is at
disposal (Polish, German and partially English) for disabled people (Historia…, 2018).

Photo 1. Basteja
Source: http://www.muzeum-stargard.pl.
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(pol.) basteja – the roundel, the firing position of the artillery; the construction form between a battery tower and a bastion.

3

It was reconstructed thanks to the EU financial project as part of the IVA program (European Regional Development Fund).

European Journal of Service Management

Educational services in narrative museum taking as an example BASTEJA, the historical museum in Stargard

Photo 2. Basteja
Source: www.muzeum-stargard.pl.

Educational services in Basteja
The whole museum is composed by the educational and experimental area and the exhibition part spreading
over four floors where the permanent exhibition presenting the history of Stargard from the mi-XIII century to the
20’s of the XX century is exposed (Photo 3). In the educational and experience area, there are museum classes,
meetings and other events organized. The children can discover the job of an archeologist with mini-excavation
where “treasures” like plates, coins and other secret objects to dig out are hidden.

Photo 3. Exhibition inside Basteja
Source: www.muzeum-stargard.pl.
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The main target of the museum is education through classes and various events. Building identity with the local
community and being creative are also important aims. All the subjects taught are adjusted to the age and interests
and needs of young generation from kindergarten to high school. All activities are adapted for disabled children.
There are traditional ex-cathedra classes with multimedia presentations and the ones where kids can learn while
wandering through the permanent and occasional exhibitions. There are also periodical classes where children
are invited to participate actively. The museum organizes also outdoor activities for children like municipal games
and birthdays. It created even the first live escape room in town. The museum classes are offered for families,
kindergartens and schools. For the last ones, they serve as complementary history and geography school classes.
The subjects are presented in interactive way – discussions, multimedia presentations, meetings at exhibitions. One
of the classes prepared is How much truth is in a legend? It’s a multimedia presentation together with clay modelling
courses. It’s based on old legends and histories. The young participants get to know the monuments of Stargard
and listen about the histories related to the town. When the weather permits, there is a walk along the fortifications.
Another class proposed is A key to Basteja. The youngsters learn about the history of Stargard visiting one
of the permanent exhibitions (Photo 4). They participate in courses where they can try to write like it was in the
past, touch the craftsman’s products or feel like the knights of Stargard fortifications. After seeing the exhibition,
they have tasks to complete in form of games on tablets. Every participant receives an educative mini-book entitled
A Key to Basteja. This class is offered with elements of German language (edition, educational game, vocabulary
related to Basteja). There are also classes offered with elements of English language. At first, the children visits
the permanent exhibition and the other part is presented entirely in English. It’s carried on as an educational game
where the participants do exercises linked to the seen exhibition.
There is also class entitled folk events calendar. It’s a multimedia presentation together with clay modelling
courses concerning one of the subjects previously chosen. The children learn about time and space in folk tradition.
They get to know the chosen holidays and their traditions like All Soul’s Day, St. Catherine Day, St. Andrew Day,
Christmas or Easter. They compare the Polish traditions with those from other countries and continents.
So close-so far is a set of courses where the young participants learn about the culture, national and ethnics
minorities whichin the past had an impact on Stargard today (German, Jews and Ukrainians living in Stargard).
When the weather permits, there are outdoor activities where children get to know the places where those minorities
lived. During the courses, they learn new vocabulary, dances, games and listen histories about them. It’s combined
with clay modelling. There is also a music class proposed entitled Wake up your senses with elements of sensory
art. Magic experimentation is another class to boost the children imagination. The youngest participants make
different experiments. Seven-league boots where kids travel in time and space learning about culture. Within this
class, the museum propose the topics : at the desert, following the Indians, Australian paths, at the poles, on the
roof of the world. The participants learn about the exotic places and cultures-religions, traditions, art, habits and the
everyday life of: African tribes, Australian Aborigines, Indians and others. The course sensibilise children to travel,
to discover the world, to cultural diversity and the open spirit. The second part shows ways of travelling in the past
(how, where and why people travelled). Children draw different exotic treasures from a merchant’s chest. They build
up their own mode of transport which would take them hundred years ago to everywhere they wanted. There are
three projects to be chosen : choo-choo! (train), through seas and oceans (ship), through the sky (planes).
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Photo 4. Basteja – the class for children
Source: www.muzeum-stargard.pl.

The museum institutions nowadays fit the institution model Market Repositioning Toward Entertainment.
It means that the model used till now has changed because of the market of the cultural services where the museum
offer is enlarged on the entertainment and elements of fun. At certain rate, it makes the museum institutions loose
its serious nature. It requires additional skills from the employees., introduction of new substantive projects and
adaptation of museum space for new activities (Rottermund, 2005, p. 17).
As part of the new model, Basteja museum organizes birthday parties for children between 5 to 12 years old.
The birthday party in the museum is an interesting offer making virtue of necessity. Children disguised as pirates,
travelers, princesses and knights are taken on a journey by the educators who transfer them to the past to discover
how children used to spend their time. The children can also visit the royal court and learn about the royal etiquette
as part of the museum offer entitled Birthday at royal court.
Other birthday proposition of the museum is Birthday of a young explorer where the children can discover
the job of an archeologist- paleontologist. There is also a proposition (Un)forgettable games and fun where the
youngsters can see what their parents, grand-parents and their ancestors were playing at.
At the birthday party On the pirate ship, the children try to find the treasure and be the masters of the oceans.
The final proposition is Crazy laboratory – where the children make experiments, learning physics, astronomy and
chemistry.
Amongst outdoor museum activities are municipal games like Detective in museum.
Children turn into explorers- detectives who spy out secrets of Basteja and the other museum building (close
to Staromiejski Market). They search for treasures and solve puzzles. Children learn about the history of the town
through plays and fun developing skills like creativity, observation and logic thinking.
The other museum attraction for Stargard is escape room, kind of a adventure game where the players are
closed in a room and to leave it they have to solve puzzles and complete the tasks prepared (Photo 5). National
Geographic classified it as one of seven best escape rooms ever (National Geographic Polska, 2018).
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Photo 5. Escape room in Basteja
Source: www.muzeum-stargard.pl.

Another outdoor museum activity is annual historical feast organized for Stargard Days in Piastowski Park,
close to Basteja. It’s illustrating the example of Thirty Years’ War (1618–1648). There are shows of reconstruction
groups, the educational courses, the stands with handcrafts and food. The inhabitants learn about the history of the
town. The last attraction taking part in Basteja is Night of Museums. The event is always linked to the occasional
museum exhibition representing leitmotiv of the year.

Conclusions
Basteja, together with the Stargard historical and archeological museum is an excellent example of narrative
museum designated for local community. The scientific and educational nature of the museum underlines the
values of the local culture, habits and experience. Despite many challenges and problems that museums institutions
have to face and all the hasty changes undergoing nowadays, they combine perfectly the model of traditional
museum with the contemporary demands of the cultural service market presenting a varied range of educational
offers especially for the youngest generation.
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Abstr act

In the article the author tries to indicate the criteria distinguishing the postal service from the transport service
in the context of the Postal Law Act 2012. The author notes that the Postal Law Act 2012 does not exclude the
possibility of transporting postal items (with the exception of items of correspondence) with the omission of the
Postal Law Act 2012 regime. The carrier may choose the type of contract concluded in connection with a clearance an item for displacement. In the author’s opinion, such regulation is inappropriate, as services concerning
postal items (bearing the marking of an addressee and an address) should in each case be performed on the
basis of a contract for the provision of postal services.

Introduction
The postal services market has undergone significant changes in recent years. Technological development
has resulted in the creation of new forms of communication, significantly reducing the importance of items
of correspondence. The same factor triggered an explosion of e-commerce and the increase in the number of items
containing ordered goods. As a result, structural changes occur: the volume of traditional items is decreasing,
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which is compensated by the increase in the number of courier items (UKE, 2018, p. 6). These processes overlap
with legal changes which ensure liberalisation of the postal services market in order to increase competition in this
market. These phenomena force operators to adapt the operating strategy to the changing market conditions (UKE,
2018, p. 6).
The current Postal Law Act 2012 (PLA 2012) divides the postal services market into four segments: universal
services, courier services, services within the scope of universal services and other postal services (UKE, 2018,
pp. 8–9; Syp, 2018, article 2, margin note 9). Prior to the entry into force of this Act, a significant part of courier
services did not belong to the postal services sector and were performed on the basis of transport law. Currently,
the term “courier item” is defined in the Act and the service which involves this kind of item is a type of postal service.
However, the relation between the postal service (including courier service) and the transport service is still not
clear. The purpose of this article is to present this relation and to assess the accuracy of the exclusion of some
services of transport of goods from the regime of the Postal Law Act 2012.

The postal service in the light of the Postal Law Act 2012
The Postal Law Act 2012 lays down the rules for conducting business activities consisting in the provision
of postal services (postal activities). The concept of a postal service is defined in Article 2 (1) PLA 2012. According
to this Article, “A postal service shall mean the performance on commercial basis, in domestic or cross-border
traffic, of:
a) collectively or separately provided clearance, sorting, delivery of postal items and printed forms;
b) transport of letter items and printed forms, if provided collectively with at least one of the activities referred
to in point 1;
c) sending postal items by electronic communications means, if at the stage of clearance, transport or
delivery of information message they take a physical form of a letter item;
d) operation of points of exchange enabling the clearance and exchange of correspondence between entities
using the service of these points;
e) handling postal money orders.”
Traditional postal services are those described in points 1 and 2. Each of the activities specified in point 1
is a postal service, even if it is performed separately (Syp, 2018, article 2, margin note 10; Gaj, Laprus-Bałuka,
Zaborowska, 2017, article 2, margin note 2). The mere transport of postal items and non-addressed printed forms
is not a postal service. Only if the operator transporting this type of items collectively provides one of the activities
referred to in point 1, then the service performed by it is a postal service.
For the correct interpretation of the above-mentioned article, it is necessary to refer to the legal definitions
of terms used in it. The Postal Law Act 2012 defines the terms “non‑addressed printed form”,1 “delivery”2 and

Written or graphic information, copied by printing or similar techniques, presented on paper or other material used in printing,
including books, catalogues, newspapers or periodicals, without indication of an addressee and an address (Article 3 (6) PLA 2012).
1

2
Handing over a postal item or payment of an amount specified in the postal money order to the addressee, and in cases defined
under the law also to another person, or submission of a printed form in accordance with the contract for the provision of postal services
(Article 3 (4) PLA 2012).
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“transport”.3 The essential concept is “postal item”. It means “an object bearing the marking of an addressee and
an address, submitted for clearance or cleared by the postal operator in order to transport it and deliver to the
addressee” (Article 3 (21) PLA 2012). This definition is based on two main elements. Firstly, an object has to bear
the addressee’s name and address. The lack of such markings causes that the object does not have the status
of a postal item (it may possibly be a non-addressed printed form). Secondly, the object has to be submitted to
clearance or cleared by the postal operator. The latter term means “an undertaking authorised to perform postal
activities based on an entry in the register of postal operators” (Article 3 (12) PLA 2012).
When defining “postal activity”, “postal service” and “postal operator”, the legislator committed an error in the
form of a vicious circle (circulus in definiendo). “Postal activities” are defined as activities related to postal items,
“postal item” is an item cleared by the postal operator, and “postal operator” is an undertaking authorised to perform
postal activities. Keeping strictly to this definition, it should be concluded that an entity which is not entered in the
register of postal operators never performs postal activities, as the items cleared by it for transport and delivery are
not postal items.4 However, as stated in Article 126 (1) (1) PLA 2012, the performance of postal activities without the
required entry in the register is subject to a fine. This article would be superfluous if it were assumed that “postal
activities” are only activities performed by an authorised postal operator. For the purposes of the definition of the
term “postal activities” it has to be assumed that these are activities referred to in Article 2 (1) PLA 2012 even if
performed by an entity which does not formally have the status of a postal operator. Only such an assumption
allows a consistent and rational result to be achieved in the interpretation of the provisions in question. It requires
a deviation from the meaning of “postal item” as indicated by the legal definition. Such a deviation is considered
inadmissible in the literature if it concerns the definition which is “univocally formulated” (Radwański, Zieliński, 2012,
p. 531). The existence of a vicious circle while creating legal definition is sufficient justification for such a deviation.
Postal services for clients are performed on the basis on contracts for the provision of postal services
concluded between senders and postal operators (Article 14 (1) PLA 2012). The Postal Law Act 2012 specifies,
among others the manner of concluding such a contract, the grounds for refusal to conclude it and the possibility
of unilateral change of the contract. The provisions regulating the liability of the postal operator for non-performance
or improper performance of postal services are of great importance. As a rule, the provisions of the Civil Code apply
to the postal operator’s liability (Article 87 (1) PLA 2012), however, chapter 8 of the Postal Law Act 2012 provides for
specific rules of this liability. The liability for non-performance or improper performance of universal services and
the liability for non-performance or improper performance of other postal services are regulated in a different way.

Carriage of goods performed “under separate provisions” as an activity which is not a postal service
Article 2 (2) PLA 2012 provides for a list of activities which are not treated as postal services. Pursuant to the
second point of this Article “carriage of goods other than correspondence, performed under separate provisions” is
not a postal service. This exclusion raises many doubts.
It should be assumed that Article 2 (2) PLA 2012 includes types of services which, if they were not excluded
in this Article, would be postal services. The inclusion of the carriage of goods in this provision therefore seems to
3
Carriage of postal items, non-addressed printed forms and postal money orders using any means of transport (Article 3 (17)
PLA 2012).
4
Possibly, he would provide postal services in a situation where he would clear and deliver non-addressed printed forms. Such
postal activity, however, does not require an entry in the registry of postal operators (Article 6 (2) PLA 2012.
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be a misunderstanding. In the light of Article 2 (1) (2) PLA 2012 the carriage of goods (referred to in this Article as
“transport”) if provided separately is not a postal service. Carriage of goods is a postal service only if it is provided
collectively with at least one of the activities referred to in Article 2 (1) (1) PLA 2012. It seems that the intention of the
legislator was to exclude the carriage of goods performed under separate provisions from the scope of the term
“postal service”, despite the performance of this carriage collectively with any of the activities indicated in Article
(2) (1) (1) PLA 2012. This is also how this article is to be interpreted.
The article in question refers to the carriage of “goods”. There is no doubt that this term refers to postal items5
and non-addressed printed forms. The activities performed in relation to goods other than postal items and nonaddressed printed forms are not, after all, postal services.
The above considerations lead to the conclusion that the carriage of postal items and non-addressed printed
forms, performed collectively with at least one of the services referred to in Article 2 (1) (1) PLA 2012 is not a postal
service, if it is performed “under separate provisions”. The main problem lies in resolving to which “separate
provisions” the reference is made to in Article 2 (2) (2) PLA 2012.
The literature indicates that separate provisions are, for example, the provisions of the Transport Law Act or
the Aviation Law Act (Syp, 2018, article 2, margin note 17; Gaj, Laprus-Bałuka, Zaborowska, 2017, article 2, margin
note 3). Similar views were expressed in the context of the Postal Law Act of 2003 (PLA 2003). Following this,
one could also point, for example, to the provisions of the Civil Code and the international transport conventions.
However, how to distinguish a carriage performed “under separate provisions” from a carriage performed under
the provisions of Postal Law Act 2012? In principle, the will of the parties is decisive in this respect. If the parties
agree to conclude a contract of carriage, it is not possible to recognise that a contract of a different kind has been
concluded. In practice, it is a carrier who decides on the legal qualification of the contract, because it is also him
who prepares a standard contract which his contractor only accepts. It should be added that the classification
of a contract as a contract of carriage does not depend on whether a consignment note has been issued. In all legal
acts regulating a contract of carriage, a consignment note is an optional document, the lack or irregularity of which
does not affect the validity of the contract.
It is not difficult to notice that the exception provides for Article 2 (2) (2) PLA 2012 gives a very large leeway
to entities which intend to provide services of the nature of postal services and at the same time do not want to be
subject to the regime Postal Law Act 2012. To avoid application of Postal Law Act 2012 it is sufficient to choose an
appropriate regime for the carriage of goods. The regulation of the Postal Law Act 2012 in this respect should be
assessed negatively, as it creates an easy possibility of circumventing the Act.
It should be added that the above interpretation is not precluded by the content of Article 35 (1a) Transport Law
Act 1984. According to this provision “A postal item which is the subject of a postal service within the meaning of the
Postal Law Act 2012 shall not be considered to be a freight shipment”. This provision requires that the postal item
(and therefore the item cleared by the postal operator) should be “the subject of a postal service”. However, these
are the parties who decide whether the item is a subject of a contract of carriage or of a postal service.

5

74

Within the meaning of Article 3 (21) PLA 2012 but omitting the element of clearance of an item by the postal operator.
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Courier services
The concept of courier item is defined in Article 3 (19) PLA 2012. According to this Article, a courier item
means “a letter item which is a recorded item or a postal parcel cleared, sorted, transported and delivered in
a manner that collectively guarantees:
a) direct collection of a postal item from the sender;
b) tracking a postal item from posting to delivery;
c) delivery of a postal item within a guaranteed time limit specified in the rules and regulations for the provision
of postal services or in contracts for the provision of postal services;
d) delivery of a postal item directly to the addressee or to a person authorised to collect it;
e) obtaining an acknowledgement of receipt of a postal item in a written or electronic form”.
The cited definition shows that the courier item can be a letter (recorded) 6 or a postal parcel.7 In any case,
a courier item is a postal item. The kind of the item is the first element of the definition of “courier item”. The other two
elements are: (1) the way of handling of the item (clearance, sorting, transport and delivery) and (2) the guarantee
of performance specific services collectively (these services are listed above in points (a)–(e)) (Syp, 2018, article
3, margin note 81).
The Postal Law Act 2012 does not define the term “courier service”. It can be assumed that, in the strict sense,
the courier service is the activities performed by the postal operator consisting in clearance, sorting, transport and
delivery a recorded item or a postal parcel in the manner specified in Article 3 (19) PLA 2012. In order for recognition
a service as a courier service, it is sufficient that the postal operator undertakes to perform activities related to
the item in the manner specified in Article 3 (19) PLA 2012. However, it is not a requirement that in a particular
case these activities are performed in this manner. It would be difficult to accept that the nature of the service is
determined by whether it has been properly performed.
It should be stressed that the concept of “courier service” presented above is a narrow one. In practice, the
term is often used in a broader sense, for example, it also refers to items which do not meet the requirements
of a postal parcel (e.g. exceeding the weight or dimensions of a postal parcel) or when the postal operator does
not provide all the services referred to in Article 3 (19) PLA 2012. Some courier companies broaden their offer and
deliver various types of groupage cargo, thus becoming a competitor to traditional logistic enterprises (Marcysiak,
Pieniak-Lendzion, Lendzion, 2013, p. 31).
In the explanatory memorandum of the Postal Law Act 2012,8 it was indicated that the definition of courier item
was introduced in order to separate the segment of courier services “due to the exemption of operators providing
this type of services from the obligation to participate in the financing of universal services from revenues generated
6
The letter item should be understood as “an item of correspondence or a printed form, excluding direct mail” (Article 3 (20)
PLA 2012). An item of correspondence is a postal item other than a printed form containing information stored on any carrier, including
information in embossed type (Article 3 (25) PLA 2012). “Form” should be understood as “a postal item with written or graphic
information, copied by printing or similar techniques, presented on paper or other material used in printing, including books, catalogues,
newspapers or periodicals” (Article 3 (5) PLA 2012). An item is recorded item if it is cleared with an acknowledgement of clearance and
delivered with acknowledgement of receipt (Article 3 (23) PLA 2012).
7
A postal parcel should be understood as “a recorded postal item other than a letter item, weighing up to 20,000 g and
dimensions: a) of which none may exceed 2,000 mm or b) which may not exceed 3,000 mm for the sum of length and the largest
perimeter measured in a different direction than length” (Article 3 (14) PLA 2012).
8

See http://orka.sejm.gov.pl/Druki7ka.nsf/0/93D8A8EAC71F3371C1257A980048476D/%24File/801.pdf (14/11/2018).
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from courier services”. This purpose of introducing the definition in question is also emphasized in the literature
(Stolarczyk, 2014, p. 76; Syp, 2018, article 3, margin note 80; Gaj, Laprus-Bałuka, Zaborowska, 2017, article 3,
margin note 20). Before the entry into force of the Postal Law Act 2012, the concepts of courier item and courier
services did not have their legal definition.9 There was also no agreement on the criteria for distinguishing such
services and the applicable legal regime. The prevailing view was about two specific types of courier services. If the
item carried by the courier company contained correspondence, then it was assumed that the service performed is
a postal service, to which the provisions of the Postal Law Act 2003 applied.10 Consequently, the contract concluded
between the parties was considered to be a contract for the provision of postal services. The carriage of goods other
than correspondence by a courier company was considered to be performed on the basis of a contract of carriage
to which the relevant provisions regulating the carriage of goods applied (UOKiK, 2009, p. 12). The justification for
this position was Article 2 (2) (3) PLA 2003 with the same wording as the current Article 2 (2) (2) PLA 2012, providing
that “The following shall not be a postal service (...) carriage of goods other than correspondence, performed under
separate provisions” (UOKiK, 2009, p. 10).
The introduction of the definition of “courier item” to the Postal Law Act 2012 resulted in a change in the postal
market. Operators who previously provided all courier services under the Transport Law Act have changed their
general terms and conditions. Courier services relating to items of correspondence and postal parcels are usually
currently provided on the basis of the provisions of the Postal Law Act 2012.11 If the service concerns an item that
does not contain correspondence and does not meet the requirements of a postal parcel, then the provisions of the
Transport Law Act apply. An example of such an approach is the Rules of Service Providing in Domestic Trade by
DPD Strefa Paczki sp. z o.o.12 According to the provision of § 2 (1) of the Rules “DPD SP provides transport services
or postal courier services (“services”) with a guarantee of delivery time throughout the Republic of Poland”. Courier
services are provided on the basis of the Postal Law Act 2012 in respect of items containing correspondence or
postal parcels (§ 2 (2) of the Rules). Transport services under the Transport Law Act are provided with respect to
other items (§ 2 (4) of the Rules). Similar solutions are to be found in the rules of other leading courier companies.13
However, a question can be asked whether the provisions of the Postal Law Act 2012 forced such a decision
on operators or left them a choice. Is it still allowed to provide courier services on the basis of transport law, despite
the new Postal Law Act 2012? There is no doubt that the answer to this question is positive. Although the legislator
introduced an indirect definition of courier service in the Act, it did not order that such service had to be provided
on the basis of the Postal Law Act 2012. The article which excludes from the regime of the Postal Law the carriage

The definition of “courier services” was included in the Act of 23 November 1990 on communications (Journal of Laws No.
86, item. as amended). Pursuant to Article 2 (7) of this Act courier services “shall be understood as (...) services other than universal
services, consisting in accelerated transport and delivery of items on commercial basis within a guaranteed period of time”.
9

10

OJ No. 130, item 1188 as amended.

This explains the significant increase in the volume of courier items and revenues from the provision of courier services in
2013 (Stolarczyk, Sylwestrzak, 2018, p. 119).
11

12

https://www.dpd.com.pl/Inne/Regulaminy (14.11.2018).

See e.g. Por. np. Rules of Service Providing by General Logistics Systems Poland Spółka z o.o. (https://gls-group.eu/PL/pl/
regulamin, accessed on 14.11.2018); Rules of providing postal and transport services by InPost Express Sp. z o.o. (https://inpost.pl/
regulaminy, accessed on 14.11.2018); Conditions of carriage for domestic services by FedEx Express (https://www.fedex.com/pl-pl/
domestic-conditions-of-carriage.html, accessed on 14.11.2018).
13
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of goods “under separate provisions” allows at the same time to perform courier services on the basis of these
“separate provisions”.
Under the current legislation, a number of situations can therefore be distinguished:
a) if the subject of the displacement is an item with correspondence, the service is provided by the operator
on the basis of a contract for the provision of postal services, if the conditions of Article 3(19) are met;14
b) if the subject of the displacement is anything other than a postal item or a non-addressed printed form,
a contract of carriage between the parties is concluded;
c) when the subject of the displacement is a postal item other than a recorded item or a postal parcel, then,
depending on the will of the parties, a contract for the provision of postal services (however, it is not
a courier service within the meaning of Article 3 (19) PLA 2012) or a contract of carriage may be concluded;
d) if the subject of the displacement is a recorded letter item (other than an item of correspondence) or
a postal parcel, the parties may also choose whether to enter into a contract for the provision of postal
service (and it may be a courier service within the meaning of Article 3 (19) PLA 2012) or a contract
of carriage of goods.
The Postal Law Act 2012 therefore created the possibility of providing courier services on the basis of its
provisions, but it did not eliminate the possibility of providing them on the same rules as previously.

Conclusions
From these remarks, it is not easy to draw a strict distinction between postal services and transport services.
It is necessary to consider whether the exception resulting from Article 2 (2) (2) PLA 2012 is not too far-reaching.
It allows to circumvent regulatory requirements and to perform outside the regime resulting from the Postal Law
Act 2012 services, which in their essence do not differ from postal services. It seems that the transport of goods
bearing the marking of an address and an addressee, provided collectively with at least one of the activities referred
to in Article 2 (1) (1) PLA 2012 should in any case be considered as provision of postal services. Leaving the carrier
with the choice of the legal basis for the services provided is not conducive to consumers, who do not know which
contract they enter into,15 as well as the competition in the market.
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Abstr act

The issue of trust is rarely addressed in the context of service activities. The specificity of services, their diversity and the way they are produced make trust an important determinant of effective and efficient services
provision. The simultaneity of production and consumption as well as the lack of transfer of ownership of the
service in the process of its production result in the asymmetry of information between the customer and the
service provider. Trust based on the perception of integrity and goodwill of the service provider is necessary.
Relations between the customer and the employee of the service provider are based on the customer’s trust
to the individual skills and competencies of the employee. The features of the service delivery process determine the work design of the service provider based on empowerment replacing direct control with trust-based
relationships. Also the type of service, in particular the intensity of contact with the customer and the degree
of customisation, determine the strength of trust in relations with customer.

Introduction
Trust is an interdisciplinary concept that in recent decades has found its permanent place in the theory and
practice. The phenomenon of trust is described and interpreted in such disciplines as sociology, social psychology,
philosophy and law (Perri, Goodwin, Peck, Freeman, 2006, p. 84). Trust is also widely discussed in economics,
business and management (Grudzewski, Hejduk, Sankowska, Wańtuchowicz, 2007, p. 33). Trust is extensively
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discussed in a general context, without distinguishing between industrial and service activities. Although there is
no doubt about the role of trust in service activities the existing literature only marginally addresses this topic. One
can say that the issues of trust in service activities are less examined than in industry, despite the fact that its role
is equally important (or even greater). The paper takes a review of the relevant literature and is an attempt to fill the
gap in the literature by extending existing theory on trust in the context of service activities. The research objective
of the paper is to explore the issue of trust in services providing, taking into account the specific characteristics
of services. The very essence of services and theirs heterogeneity and complexity and the specificity of the
service delivery process require understanding of the concept of trust. The paper adapts the concept of the service
triangle as a framework for recognition and understanding of trust in the three dyads identified in the triangle.
Conceptualization of the role of trust in services providing is based on a limited number of articles. However, it can
serve as a starting point for the development of this issue and as a basis for future studies and research.

The concept of trust in service activities
The subject of trust in business activities is discussed in literature in many contexts: trust in project management
(Gapiński, 2017, p. 4), trust in virtual organisation (Grudzewski at al., 2007, p. 191), influence of trust on outcomes
(Kim, Wang, Chen, 2018, p. 947), trust in leader – employee relation (Karlsen, Græe, Massaoud, 2008, p. 9).
Trust can be defined as a belief by one party in a relationship that the other party will not act against his or
her interests, where this belief is held without undue doubt or suspicion and in the absence of detailed information
about the actions of the other party (Tomkins, 2001, p. 165). Trust can also be defined as willingness of a party to
be vulnerable to the actions of another party based on the expectation that the other party will perform a particular
action important to the trustor, irrespective of the ability to monitor or control the other party (Burke, Sims, Lazzara,
Salas, 2007, p. 608). Trust is inseparable from risk. Therefore, it can be concluded that the relationship that exists
between the parties occurs in an environment that can be described as a risky exchange situation. In this context
trust can be defined in terms of one’s assessment of other’s goodwill and reliability in a risky exchange situation
(Ring, de Ven, 1992, p. 488). A trust is always unidirectional and connects two entities: trustor (services receiver,
customer) and trustee (services provider) (Figure 1).

Figure 1. Definition of trust in services providing
Source: own elaboration based on Tomkins (2001), p. 164.

Bhattacharya at al. (Bhattacharya, Devinney, Pillutla, 1998, p. 461) distinguish six elements of trust:
–– trust contains an element of uncertainty and risk,
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–– trust reflects an aspect of predictability – this is the predictions of someone’s behaviour,
–– any definition of trust must account for the strength and importance of trust - it can occur with varying
degrees depending on the circumstances,
–– trust exists in an environment of mutuality,
–– trust in its essence is a positive concept. Trust is “good”. When we speak of trust, we are making a statement
about the likelihood of positive – not negative – outcomes.
Trust is seen as a phenomenon pertaining to relations between individuals. Considering the services
providing, to determine the relationship parties one can adopt the concept of a service triangle. The service triangle
is a dynamic model in which three interlinked entities (customer, employee and firm) combine to create three dyads:
customer – employee (CE), customer – firm (CF), and internal dyad employee – firm (EF) that work together to
deliver services (Anderson, Smith, 2017, p. 237) (Figure 2). Trust can also exist at a variety levels within the firm (the
service provider), i.e. at the team level (between team members), leadership level (between the team member and
the leader), the organisational level (between employees and the organisation) (Burke at al., 2007, p. 610). Trust can
also be considered at the inter-organisational level but as Nielsen (2004, p. 241) noted, there is no clear idea how
individual trust translates into organisational one.

Figure 2. Trust relations in the services triangle
Source: own elaboration based on Anderson and Smith (2017), p. 238.

Each dyad within the service triangle can be considered from the point of view of trust. In the CF relation,
trust is determined by the perception of reliability and goodwill by the customer, because the provision of services
is based on a risk situation unfavourable to the customer, consisting in the lack of transfer of ownership and the
service specification in the form of postulates.
In the CE relation trust is determined by the perception of individual characteristics and behaviour of the
person with whom the customer has direct contact. The service provider is not unnamed, and the customer sees
the ‘manufacturer’ of the service, i.e. an employee with whom he or she has direct contact.
The CE relationship influences the way work is organised inside the firm. The work design is based on
the specific relationship between the firm and the employee who provides services directly. The work design is
characterised by a high degree of independence and discretion of the employee. Mutual trust is required in relations
of FE (to use empowerment as a substitute of control) and of EF (to motivate and encourage reasonable risk taking).
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Importance of trust in service activities
Trust is of great importance in business operations, including services providing. Trust enables cooperative
behaviour (Rousseau, Sitkin, Burt, Camerer, 1998, p. 397), promotes adaptive organisational forms, reduces
damaging conﬂicts and transaction costs, and promotes more effective responses to crisis. Trust can be a substitute
for more formal control methods (Karlsen at al., 2008, p.9). Building trust between two organisations encourages
them to assume joint risks and to engage in recurrent business transactions (Ring, Van de Ven, 1992, p. 488).

Table 1. Importance of trust
Author

Trust:

R. Oliver (1997), p. 41

enables ‘simplification mechanism’

P.S. Ring, A.H. Van de Ven (1994), p. 99

enables condition, which facilitates the formation of networks

D. Rousseau et al. (1998), p. 397

–– enables cooperative behaviour,
–– promotes adaptive organisational forms,
–– reduces damaging conﬂicts,
–– reduces transaction costs,
–– promotes more effective responses to crisis

A.S. Humphries, R.D. Wilding (2004), p. 1112

provides substitute for more formal control methods

A.W. Laing, P.C.S. Lian (2005), p. 115

reduces the complexity, the risk and uncertainties of a decision

W.M. Grudzewski at al., 2007, p. 31

–– enables cooperation,
–– facilitates developing trust capital,
–– determines decision making,
–– creates openness and clarity in relations,
–– facilitates communication

U. Singh, K.B.L. Srivastava (2016), p.597

encourages organisational citizenship behaviour (OCB)

Source: own elaboration.

Trust can reduce the complexity and hence the risk and uncertainties of a decision by acting as what R. Oliver
(1997, p. 41) described as a ‘simplification mechanism’. The benefits of trust can be summarised in three areas:
–– the change or modification of the behaviour of entities (trust increases motivation, reduces conflicts,
improves job satisfaction, and encourages cooperative behaviour, e.g. altruism, courtesy, civil virtue),
–– direct economic benefits (trust as a substitute of formal control, reduction of transaction costs) and
individual performance,
–– functioning of the organisational structure (trust promotes adaptive organisational forms, reduces the
complexity of decision making, facilitates communication, encourages information sharing and formation
of networks, improves acceptance of goals and decisions).
The importance of trust in service activities results from:
(a) the very essence of the service,
(b) the specific form of work organisation during the provision of services and
(c) the high degree of interdependence between the various entities necessary to produce the service
(especially in the case of knowledge intensive services).
(a) The exchange of value during the delivery of services is based on the flow of a clearly defined value (from
the customer to the service provider) and on the other hand the service provider promises to deliver the service in
a certain standard. B. Hollins, S. Shinkins (2006, p. 10) stated that service delivery process is ‘based on promise’.
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The process of service providing is based on the asymmetry of exchange in which the customer provides real
value (e.g. pays for the service) and the service provider promises to deliver value. In addition, the simultaneity
of consumption and production means that the purchase of services does not involve the transfer of ownership.
As Ph. Kotler, G. Armstrong (2010, p. 248) noted the service is any activity or benefit that one party can give to
another that is essentially intangible and does not result in the ownership of anything. Providing the ‘based on
promise’ service without the transfer of ownership means that trust is of crucial importance. Otherwise the service
provider would not be able to provide the service at all.
(b) The specificity of services, in particular the simultaneity of production and consumption, is one of the
major reason to allow front-line employees a high degree of discretion when dealing with customers. In the process
of service provision there is no time for consultation with managers thus employees are forced to make decisions
by themselves being managers on their own. Accordingly, high degree of delegation and autonomy is required. This
evokes the need to reduce direct control and replace it with trust in the process of empowering employees.
(c) Heterogenity and complexity of services providing often result in necessity to acquire knowledge from other
entities (especially in knowledge intensive services). Existing dyadic relationships between parties are transformed
into complex network dependencies. The number of stakeholders involved in the process of services providing can
dramatically increase the complexity of the process. When a large number of parties, their interests, reasons and
pressures cannot be directly controlled trust then grows into the role of ‘simplification mechanism’.

The impact of service category on trust
Trust is situation specific. Different types of services require different levels of trust, and the type of service
determines the level of trust. There are many criteria for the division of services in the literature: degree of labour
intensity, complexity, degree of consumer provider interaction, degree of value co-creation intensity, degree
of heterogeneity (Ng, Russell-Bennett, Dagger, 2007, p. 472).
These criteria are often related to each other, creating multidimensional classifications. Criteria for classifying
services that are important from the point of view of trust are:
–– contact with the customer,
–– degree of customisation of the service.
R.B. Chase (1981, p. 700) classifies services according to the extent of customer contact required in service
delivery. In high contact services customers exert more influence on timing of demand and services feature.
Although high contact services allow detailed personalisation of the services and allow employees more discretion
but are harder to control. P.K. Mills and N. Margulies (1980, p. 262) give attention to personal interface between the
customer and service organisation. According to authors there are three types of services: maintenance-interactive,
task-interactive and personal-interactive.
Maintenance-interactive services concentrate on routine and standardized contacts between employee
and the customer. Contact is usually short, the flow of information limited and employee may serve large number
of customers. In this type of services the required degree of trust is low. The relationship is largely objectivised,
thanks to existing standards and procedures. Asymmetry of information that causes risk in the process of providing
this type of services is relatively small.
Task-interactive services are oriented toward particular task. Customers are precise about what they need but
they do not know how to accomplish it. This type of service requires a high degree of trust. Task-interactive services
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require specialised expert knowledge to solve the problem. The relationship is intense but information asymmetry
exist, and the customer is not able to deliver much critical professional information. Customers are unaware the
nature of the problem and methods and techniques used by the professional service provider. Trust has an even
more significant role to play in the context of professional services, as the professionals responsible for the delivery
of such services are perceived to have a particular capacity to generate and maintain trust in market exchange as
a result of their primary professional commitment being to the client (Laing, Lian, 2005, p. 115).
Personal-interactive services imply the most complex type of interaction. A customer seeks help from an
organisation providing counselling, but may be unaware the extent of the problem. Based on information from
the customer (often confidential or even intimate), service provider engage in the process of defining problem
and ways of solving. For these services, the strength of trust is of crucial importance. It is caused not only by
information asymmetry, but also a certain degree of openness and willingness to cooperate and provide information
that will allow to identify the problem is required. An example of such services are some medical services, e.g.
psychotherapist. In this case, trust is necessary because the client must be sure that such information will be kept
confidential and will not be used against.

Conclusions
The role of trust in the delivery of services must be considered in the context of their specific characteristics.
From this perspective the simultaneity of production and consumption results in the asymmetry of information
between parties and, consequently, the occurrence of a risky exchange situation. Trust is assigned to relationships
between individuals, but in service activities, it should also be extended on organisational as well as interorganisational levels. The basic trust relationship is the relationship between the customer and the service provider
as well as the employee of service provider. Intra-organisational trust relationships make it possible to organise
work that allows a high degree of empowerment of the employees. Trust is not a homogeneous phenomenon in
the process of providing services. One of the key determinants affecting the strength and significance of trust is
the complexity of the service provided, consequently the frequency of contact with the customer and the degree
of customisation of the service.
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Abstr act

The aim of the article is an attempt to recognize the specificity of selected infrastructure sectors in the context
of pro-competitive activities. The article presents the following research hypothesis – Properly implemented
pro-competitive policy will allow the increase of competition on selected markets. In reference to the assumed
goal and adopted hypothesis, the following research question was posed in the article – which direction of regulation of network markets is appropriate? In an attempt to answer the question, the author of the article first
looked at the situation on selected markets. Then, regulations were indicated which allowed for their gradual
liberalization. The key element of the article is to present proposals for actions aimed at increasing competition
in the examined markets.

Introduction
In many EU member states until recently there were, or still exist, public or private enterprises with an
actual monopoly (or quasi-monopoly) that operate in certain sectors of the economy. This applies in particular to
public services, such as postal services, rail and air transport, sending and transmission of energy, water supply,
telecommunications, etc. It should be pointed out that the monopoly on services causes unfavourable effects for
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the dynamics of competition development (e.g. limiting cross-border competition, obstructing labour productivity
convergence, limiting the use of available technologies, reducing the creation and development of new entities in
the sector as well as advanced technologies).

The situation on the EU market
The beginning of the 1990s was a time of reorientation of the economies of the Central and Eastern European
countries into the systems of market economies whose pillar was freedom of competition. Therefore, it was
necessary to take actions aimed at liberalizing foreign trade, demonopolization of the most important sectors of the
economy and privatization of the majority of state-owned enterprises. It should be emphasized, however, that
the very abolition of the legal monopoly of the largest enterprises did not create competitive markets. In sectors
of the economy in which the provision of services is conducted with the use of special technical infrastructure
(examples are the energy and transport sector) entities that have this infrastructure have maintained the actual
monopoly (dominant position) also in service markets (Skoczny, 1994, p. 78; Fornalczyk, 1997, p. 37). It should
be emphasized that the European Union, aiming at liberalization of specific industries and sectors, introduces
additional regulations aimed at providing recipients with services of an effective Single European Market and
establishing rules of fair competition, without creating a situation where state enterprises would be forced to conduct
loss-making activities. Counteracting unfavorable tendencies in practice is based on changes in the legal system
and, although to a lesser extent, on the creation of programs providing financial support for projects “opening”
specific markets (Skoczny, 2013, p. 13). First of all, air transport and the telecommunications sector were regulated.
Then the following markets were liberalized: energy and rail transport services1 (Jurkowska, 2010, p. 43 and later).
As a result of these processes, a new, Community regulatory law began to arise (Skoczny, 2002, p. 231), and in
more EC member states,2 independent regulatory authorities began to be created (Szydło, 2005, pp. 289–292;
Kawka, 2006, pp. 141–145).
In order to at least partially demonopolize the infrastructural sectors, the European Commission has adopted
the concept of separating the infrastructure from the commercial activity of a given entity. Infrastructure, due to
significant costs, may still be in the possession of the enterprise, but it is also obliged to provide other entrepreneurs
with access to such infrastructure at commercial prices. Prior to the enlargement of the European Union, which took
place on May 1, 2004, the following were liberalized: the telecommunications services market, both in fixed and
mobile telephony, the electricity market and the aviation market. The liberalization of the market, depending on the
sector to which it applies, proceeds in varying degrees and depending on the sector is at different stages. Below,
the selected network markets have been analyzed.

The first action to separate the functions of the railway infrastructure operator and the rail services provider was conducted on
the basis of Directive 91/440 / EEC, but the three subsequent railway packages come from 2001, 2004 and 2007.
1

2
In Poland, the regulatory process and the appointment of regulatory bodies appeared – definitely under the influence
of Community law – in the 1990s, i.e. during the period of association with the European Union. The first regulations and regulatory
authorities were introduced in the energy and telecommunications sectors. In the Energy Law of 1997, the first – and so far only – the
legal definition of regulation was published and the President of the Energy Regulatory Office (URE) was established. Then such
rules were created in the sectors of transport services (air and rail transport services) and postal services. In these sectors, more or
less independent regulatory bodies were also established or the economic supervision bodies existing there were granted regulatory
functions and powers.
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Energy market
The energy market is by its nature a monopoly market. Due to technological and economic reasons, it is difficult
in practice to create competition in a certain area of enterprises’ activity, in particular, related to energy transmission
(Analiza…, 2015, p. 2). Actions aimed at opening the energy market can be divided into actions aimed at separating
the energy production from energy transport activities (there is a natural monopoly on the electricity transmission
market), and the introduction of intermediaries as a link connecting energy producers with its recipients.
Dividing energy enterprises into smaller entities as well as introducing brokers into the market is intended to
lead to lower prices in a given sector. However, research shows that there is an increase in prices on the energy
market. It can be assumed that this trend results not only from higher commodity prices (because prices also
record downward trends) but also from a number of other conditions. The consolidation of markets (under certain
conditions) and passivity of consumers in the selection of energy suppliers can be indicated here.
The Act on Energy Law of April 10, 1997, as amended, and Directive 2009/72/EC of the European Parliament
and of the Council of 13 July 2009 have the largest impact among many legal acts on the competitiveness of the
energy market and on the situation of consumers in Poland. 2009/72/EC Directive concerning common rules for
the internal electricity market and repealing Directive 2003/54/EC (Official Journal of the European Union L 211
of August 14, 2009), which forms the core of the so-called the third energy package, was adopted by the European
Union on July 13, 2009. The main assumptions of the “electrical” directive are, among others, tightening unbundling
criteria, ownership separation of energy companies (TSO,3 DSO,4 trading companies), emphasizing consumer
rights, the obligation to ensure so-called universal service, duration of the provider changeover procedure for
a maximum of three weeks, creation of ENTSO – Agency for the Cooperation of Operators and creation of ACER
– Agency for the Cooperation of Regulators (Directive 2009/72/EC). The Act – Energy Law of April 10, 1997, came
into force in June 1997. It should be pointed out that although Poland was not in the structures of the European
Union at that time, the law took into account many provisions covered by Directive 96/92/EC, which formed the
basis of Directive 2003/54/EC, followed by the ‘energy’ directive (Szalbierz, Kott, 2014, pp. 371–373). This act was
an impulse for introducing an organizational reform of the energy industry, consisting in separating the sectors
of generation, transmission, distribution and trade. The TPA principle5 was also implemented; the Energy Regulatory
Office was established, headed by the President of the Energy Regulatory Office who was independent in making
decisions. Art. 23 sec. 2 of the Energy Law Act describes the obligations and competences of the President of the
Energy Regulatory Office which are closely correlated with the state policy in the field of energy, i.e. economic
conditions for functioning of energy companies, the concept of market functioning and requirements resulting from
the obligation to adjust Polish law to European Union law (The energy Law). It should be emphasized that actions
taken by an independent regulatory body are focused on fulfilling the objective set by the legislator, aimed at
creating conditions for sustainable development of the country, ensuring energy security, economical and rational
use of fuels and energy, development of competition, counteracting the negative effects of natural monopolies,

3

Transmission system operator.

4

Distribution system operator.

Third-party Access, TPA – the principle that obligates the owner or operator to make their network infrastructure available to
third parties of in order to provide services to clients. In the case of electricity, this means that the local energy distributor network can
be used to deliver energy purchased from any vendor to the location indicated.
5
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taking into account environmental protection requirements, obligations arising from international agreements and
balancing the interests of energy enterprises and recipients of fuels and energy.
The European Commission’s report on competition policy for 2007 of 16 June 2008, COM (2008) indicated
that the problem on the energy market is the re-monopolisation of the market. This re-monopolization was caused
by the pursuit of energy companies to ensure the most favourable market position for themselves. The European
Commission indicated that the entrepreneurs’ pursuit to ensure a strong advantageous position on the market is
connected with the use of monopolistic practices, such as prohibited agreements, foreclosure (e.g. by concluding
long-term contracts or blocking access to transmission networks).
In Poland, from 1 July 2014, pursuant to the amended Energy Law from April 10, 1997 (as amended), the
recipients have the option of freely choosing an energy supplier, i.e. a trading company. The purchase of energy
takes place in the TPA (Third Party Access) model.6
In 2013, Distribution System Operators (DSO)7 developed a product that can increase competitiveness on the
electricity sales market – a comprehensive contract for the sale and distribution of electricity (hereinafter “GUD-K”).
The direction chosen by the distributors was appropriate in terms of increasing competitiveness. However, some
of the conditions in it do not allow alternative energy sellers to create an offer competitive to the largest trading
companies. In 2014, trading companies signed about one thousand contracts with clients based on GUD-K, which
is proof of the inability to create a competitive product (WNP.PL (ICH), 2014).
The following are considered to be the greatest obstacles to the development of the competitive market in the
context of deregulation processes:
a) the lack of the possibility of creating a price-competitive offer for comprehensive sales of electricity due to
the transfer of all distribution fees to alternative energy sellers;
b) finding possible indications of abuse of the market position by DSOs – in comparable circumstances,
offering entities from their own capital groups better conditions of cooperation than alternative energy
sellers (principle of non-discrimination);
c) the use by DSO of obstructions to alternative energy sellers was identified, i.e. actions hindering the
signing of contracts with customers and the subsequent provision of services.
In addition, the analysis of the possibilities of increasing competition on the electricity sales market has
shown that it is necessary to eliminate a number of restrictions on the conditions of functioning of alternative
trading companies (sellers of electricity). In particular, this applies to services offered on the basis of the General
Distribution Agreement for a Comprehensive Contract (GUD-K), which allows for eliminating the need to pay two
invoices by end customers, but does not properly regulate the relationship between participants in the wholesale
market. The elimination of barriers and undertaking activities aimed at opening up to competition would constitute
a clear impulse for the development of competition on this market. It should be pointed out that the implementation
of the abovementioned measures would result in benefits for society, which in the context of socio-economic policy
This model assumes the separation of contracts for the energy seller (trading company) and energy distributor (Distribution
System Operator, hereinafter “DSO”). The TPA model enables the purchase of energy at market prices. Distribution prices are regulated
and approved by the Energy Regulatory Office (URE) and are not subject to trade negotiations.
6

7
It should be noted that DSOs are not interested in providing services based on the General Distribution Agreement (which is the
basis for TPA access) to their potential competitors; moreover, in many areas of cooperation there are difficulties and non-compliance
with IRiESD provisions. For this reason, in most cases regulatory intervention is necessary to introduce non-discriminatory principles
in cooperation between DSOs and alternative energy sellers.
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objectives should be considered the most important argument. In addition, the problems of this market may be
suggestions or guidelines for the appropriate shaping of competition policy in the area of the Polish energy market.

Transport market
Considering the problems in the transport industry, it should be pointed out that the transport industry in
Poland faced real competition from European Union companies, also in our country. The competition rules on this
market are set out in Council Regulation (EC) No. 169 of February 26, 2009, on the application of competition rules
to rail, road and sea transport. The most important rules of competition on the transport market in Poland include
the coordination of timetables on connecting routes, the use in one mode of transport from routes that are the most
rational from the point of view of exploitation, establishing uniform rules for the structure of tariffs and conditions
for their use, with the reservation that these rules do not specify transport rates and conditions, organization and
implementation of successive, complementary, substitute or combined transport services, as well as setting and
applying flat rates and conditions for such services, including special competitive rates, standardization of equipment,
transport services, vehicles and fixed installations (Szalbierz, Kott, 2014, pp. 368–370, 372). On February 2, 2010,
the Council of Ministers adopted the Act on public transport under Regulation 2007/1370/EC. The new law covered
road, railway, other rail, cable, terrain, sea and inland waterway transport. It should be emphasized that it clearly
defined the principles of organization, functioning and financing of regular passenger transit in public transport.
It should be pointed out that the proposed changes in the organization of public transport were primarily aimed at:
–– separation of communication management (organization) from conducting transport,
–– coordinating various public transport systems, defining clear rules for financing public transport, including
providing a legal basis for financing transport from a social point of view, without taking into account the
issue of profitability.
The Act explicitly emphasizes that the “public transport organizer”, i.e. the local government unit or the minister
of infrastructure, is responsible for organizing the regular transport of people necessary from the perspective of the
general public interest. Otherwise, the transport of passengers is carried out by “commercial” carriers and functions
on market terms. Transport services provided by a “commercial” carrier are performed on the basis of a confirmation
of a transport declaration issued by a relevant organizer. “Public public transport operator” is a local government
budget establishment or an entrepreneur authorized to provide transport services on the basis of an agreement for
the provision of public transport services concluded with the organizer. The operator conducts transport operations
on the basis of a contract or internal act.
The most important aspect of regulation on the transport market is ensuring the undisturbed development
of this market and the competition mechanism, i.e. pro-competitive public intervention in economic activity, mainly
ex-ante, but also ex-post, aimed at ensuring the proper functioning of the competition mechanism. The main goal
of the regulation understood in this way is to stimulate and promote competition in the transport sector, including
the railway. The tool used to carry out regulation and an integral element of the rail transport market structure in
Poland, as in the case of the previously analyzed energy market, is an independent, equipped with the necessary
competencies, regulator of the rail transport market, supervising the correct implementation of state policy in the field
of market liberalization, stimulation and promoting the development of competition to ensure the competitiveness
of the railway in relation to other modes of transport. On the basis of art. 10 section 1, 2 of the Act on railway
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transport, the position of the President of the Railway Transport Office was established, which is the central body
of government administration, competent in matters of railway transport regulation.
Analysis of regulatory areas in the transport sector showed that the most important are the control mechanisms
of the scope of application of preferential access rates, active market monitoring and active control of contracts,
analysis of railway infrastructure management costs, and related investment costs, development of a consistent
and clear procedure strictly binding fees for access to the infrastructure with costs incurred by the manager and
the quality of the infrastructure provided, detailed studies on the effectiveness of particular activities, in particular
the requirement to submit regulatory reports to the UTK (the Office of Rail Transport). The biggest regulatory
problems of this market include the level of independence of the regulator, a dualism of UTK’s roles, the institutional
model of the regulator, protection of client’s rights, the model of regulation of fees for access to infrastructure and
the scope of regulatory powers. The effects of regulation of the railway market in Poland are competition and
market stability (Szalbierz, Kott, 2014, pp. 368–370, 372). In addition, the regulations have a positive impact on this
market by ensuring the stability of the market through predictable regulator policy, moreover, regulations affect the
creation and enhancement of competition, expanding the rail market, business development, possibility of long-term
business planning by market participants, increasing the safety of rail transport, increasing the quality of services
provided by rail carriers, a drop in rail travel prices and have a positive impact on economic growth.

Conclusions
The key objective of economic regulation in the analyzed infrastructure sectors is to create conditions for
arising or development of competition understood as a mechanism guaranteeing the highest possible efficiency
of management leading to ensuring the highest possible level of well-being for consumers. The aim of introducing
pro-competitive regulation is to replace the competition mechanism in areas where it cannot function, due to the
nature and specificity of a given sector (e.g. the need to provide public services).
In addition, the aim of pro-competitive regulation is to equalize opportunities in access to key technical
infrastructure. The assumption of such regulation is not only to provide access to this infrastructure (eliminating the
possibility of refusal of access), but also to ensure that this access will be offered under the same conditions as it is
used by the infrastructure manager or companies belonging to its capital group, i.e. the so-called non-discriminatory
access to the infrastructure.
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Abstr act

The aim of the deliberations in this article is presentation of chosen issues associated with occupational stress
in the organisation. A hypothesis was put forward: occupational stress becomes a regular phenomenon and
reaches excessive levels, affect the performance of the employee, his/her satisfaction and well-being, as well
as lower the involvement of employees and, consequently, force them to resign from work. In the beginning
deliberations concerning stress definition. Then occupational stress and types of stress in the workplace
were presented. For a better illustration the most important factors affecting occupational stress were shown.
The subject matter of a successive part was the causes and symptoms of stress at work in the organisation and
to the types of stressors. The final part deals with more important conclusions of the deliberations.

Introduction
A lot of people are inclined to believe that stress is a phenomenon typical of the 20th and 21st centuries,
however it has accompanied each living organism from the beginning of the existence, starting with the birth of life
on Earth. Therefore, it should be noted that stress contributes to all events, regardless of age, sex, religion, political
beliefs. One cannot completely get rid of it, nor accept it, it is an inseparable element of the human condition. It is
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created by every new situation or every new task – stress accompanies the human being in every action, including
professional life. Hence the subject of particular interest within this article is the issue related to the problem
of occupational stress in the organisation. Therefore an attempt was undertaken to present the issues related
to stress, workplace stress and occupational burnout, paying particular attention to the causes and symptoms
of stress at work in the organisation and to the types of stressors. Characteristics of the most important stressors
related to work in the organization were also made.

Stress and its types
When defining the word stress, it must be mentioned that it comes, among others, from the Latin past
participle strictus, from the verb stringere (squeeze, tighten) and from the word districtus, the past participle
of the verb distringere (hinder) (The American Heritage Dictionary of the English Language, 2016). In this way
formerly difficulties or suffering or even disease were defined. In general, this is a group of specific and nonspecific
responses of the organism to stimulus events, interfering the balance and exposing to a trial or exceeding the
ability to cope. According to The dictionary of foreign words and phrases (Kopaliński, 1971): stress is a physical,
chemical and emotional factor (an injury, an allergen or fear), to which the organism is not able to sufficiently adapt
and which causes physiological tension that may be beneficial for the organism and can contribute to the outbreak
of a disease. However, according to the Encyclopedia of PWN (PWN, 2018) in psychology stress is treated as the
load state of the mental adjustment system resulting in a situation of “danger, difficulty or inability to implement
purposes, tasks, values important to the individual”. According to the PWN Dictionary of the Polish language (PWN,
2018a) stress is considered “the state of increased nervous tension, as a reaction to negative physical or mental
stimuli”.
The research on stress was developed in the 30s of the 20th century. Hans Selye (1960) in 1936 introduced
the theory of stress, regarding it as a biological phenomenon which causes the way (non-specific) of the reaction
of the organism to any requirements (physical, mental or somatic) given to it. Prolonged stress, which leads to the
destruction is called distress, and the physical and emotional exhaustion combined with a feeling of frustration,
powerlessness and apathy – is the syndrome of burnout. It is the result of negative stress, which one experiences at
work. But stress also has positive sides. It results in the mobilisation of the whole organism, to get out of a difficult
situation. It is a positive stress called eustress. The response to stress can help an individual, for example, get out
of a variety of oppression or even save one’s life. Positive stress can motivate and encourage people to act, but
it should be kept in mind that the boundary between positive and negative stress is very individual and depends
on the features of character, personality, often on experiences and the contemporary life situation of the person.
Negative effects of stress should be fought off. There are different and individual ways to deal with stress, but it is
most important to learn about the sources of stress, and how a human being reacts to stressful situations.
The fact that certain kind of stress is beneficial and another one is harmful, does not depend on the type or
intensity of the stressor, but on the response to the event or situation. Therefore, one can distinguish different types
of stress, presented in Table 1.
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Table 1. Types of stress
Biological stress: according to Seley it is a reaction of the organism
to any requirement it faces from the outside, and the harmful factors
affect the organism through the skin and mouth and nasal ducts;
the pain is a symptom of biological stress

Psychological stress: is the result of a specific situation, which threatens
the stability and the mental balance of the individual, compelling
to change behaviour in order to adapt to a given situation or to oppose it

Emotional stress: is the result of the collision of the processes related
to excessive stimulation and inhibition and the overloading of the nervous
system by too strong stimuli; it is difficult to be mastered, as it prevents
the fulfilment of the revealed needs and leads to frustration

Moral stress (the so-called psychosocial stress): it depends on the
structure of social life and is related to the assessment of human
behaviour in the ethical aspect; man in life is guided by specific ethical
norms and commonly accepted values in society

Chronic stress (negative, distress): negative and long-lasting stress that
disrupts the psychophysical balance, reduces the quality of performance
and may lead to psychosomatic diseases

Short-term stress (positive, eustress): called good stress: it is light and
pleasant, associated with the indispensable level of stimulating the needs
of a healthy organism to act

Source: the author’s own description based Selye (1977), p. 25; Grochmal (1992).

A definition of occupational stress was presented by Richard Lazarus (1986, pp. 1–39), who noticed that
“stress is a special relationship between a person and the environment which is assessed by the person as straining
his/her resources and threatening his/her wellbeing”. The presented definition reflects the relationship between the
employee and the environment (Widerszal-Bazyl, 2002, chapter 5).

Occupational stress
Stress in the workplace occurs when working people feel psychic discomfort concerning the conditions or
requirements of work exceeding their capabilities. Stress at work is most often defined as a pathogenic physical and
emotional reaction of the organism to requirements and conditions that do not coincide with the abilities, resources
or needs of the employee. The presented definition places the causes of stress in both the sick working environment
and in the employee himself/herself.
At the moment when the causes of stress are located in the work environment, the following definition
can be adopted: stress at work means the conditions and requirements in the workplace that damage both the
social, mental and physical functioning of the employee. Special attention should be paid to the sick environment
of work. Problems with correct assessment of the risks associated with stress are most often a source of difficulty
in measuring stress, which cannot be measured with such ease as the levels of other harmful factors in the work
environment are measured. General knowledge about the phenomenon of stress also turns out to be insufficient to
cope with the estimation of occupational risk in this area.
In the workplace three types of stress are usually experienced:
a) short-term stress, which is a typical phenomenon characteristic of the functioning in the organisation; it
is associated with situations not exceeding adaptability possibilities of an individual; it motivates to action
as well as to undertake activities, and it also makes the employee more focus on the task; however, if the
stress lasts long, it leads to occupational burnout and also to loss of health, for example depression;
b) chronic stress – associated with often repeated difficulties, gradually destroying the organism and psyche
of the employee;
c) traumatic stress, which is a consequence of certain exceptional situations that may be associated with
risks and injuries (an accident at work resulting in death or bodily injury).
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Stress is most often understood as a state of nervous tension, which is sometimes a reaction to the action
of negative psychic or possibly physical stimuli. This definition does not allow in any way capturing the problem
as a threat within the meaning of the health and safety rules at work, as it does not include general factors and
phenomena accompanying environmental impact of the energy that destroys the workers, the environment
or property. The full description of any threat, including stress, is associated with the recognition of (Kędzia,
Kowalewski, 2002, p. 46):
–– threatening factors, that is all carriers (objects, people, processes, phenomena) that potentially have the
so-called destructive energy (energy that exceeds the threshold of resistance of the victim),
–– the emergency situation (the impact of destructive energy) – the circumstances where people, environment
or property are exposed to threatening factors,
–– a harmful event (forms of impact of destructive energy), i.e. an event in which situations of a threat change
into damage.
Therefore, the analysis of stress requires the understanding of how and in what conditions stress acts and
appears; it requires also the determination of what factors in the work environment are conducive to the occurrence
of stress as well as how it may affect workers, employers and society.

The causes and symptoms of stress at work in the organisation
When the requirements in the work environment for individuals are adapted to physical or psychological
abilities, the employee has appropriate knowledge or skills and can be helped by others, then difficulties at work are
resolved and stress subsides. After the period of rest it is possible to take another activity. Coping with inconvenient
situations results in success. Self-satisfaction appears, as well as satisfaction with work, with superiors or
colleagues. People learn, e.g. a modern way of coping with difficult situations by increasing knowledge, skills, and
work experience. This type of stress strengthens the employee’s sense of values, of learning and doing new things,
encourages changes and is profitable for both the employee and the employer or for the whole enterprise.
There are also situations in which requirements appear too often, last long and are so large that they exceed
the capabilities of the employee or the individual does not have proper knowledge, skills or support of other people,
needed to deal with them – crises situations are not solved and the stressful response still continues. The employee
is in a state of permanent agitation, tension, activation of all internal systems of the organism. Depending on the
causes of stress and situations in which a person is found, he/she can also experience all sorts of uncomfortable
feelings, such as fear, anxiety, anger. If such tension persists for a longer time, the employee may lose strength and
start to feel fatigue and musculo-skeletal disorders. Instead of being active, prolonged stress encourages saving
energy. The person is unwilling to act, unfavourable to additional duties at work and to any changes. A further
consequence of stress can also be a feeling of helplessness and guilt, apathy, sadness, loss of self-confidence, and
in the end also a loss of confidence in superiors and co-workers as well as the loss of confidence in the enterprise
– when the situation in the workplace is not improved. This type of stress understates the awareness of their own
values, temporarily also reduces the ability to cope with difficult or new tasks at work – it is unfriendly, both for the
employee, the employer and the whole enterprise. The return to the full professional activity is likely after a period
of rest as well as the regeneration of the organism. The following activities can also be required: partial changes in
the way of work, slow and gradual adjustment to professional duties, understanding from the side of colleagues or
additional assistance of supervisors, co-workers, managers, family or specialists.
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For the emergence of harmful effects of stress, factors transforming themselves to stressors such as the level
of requirements and the capacity to meet these demands have a critical meaning. The level of support possible to
obtain from the outside also affects the possibility of dealing with stress, in a situation where the level of requirements
exceeds the capabilities of the individual. Therefore, for the purposes of the analysis of occupational stress, the
three-factor concept of Robert Karaska and Tore Theorell (1990) is useful, in which occupational stress is the
result of the interaction of the level of work requirements, as well as the level of control over work and the level
of social support in the workplace. This model assumes that the greatest level of occupational stress occurs when
an employee under a small real effect on work must meet high demands, not having at the same time favorable
support from the organisation. Empirical studies, in which this model was used, allowed fairly commonly determining
the relationship between the requirements, control and support, and the level of occupational stress and health
of workers (Cieślak, Widerszal-Bazyl, 2000). Thus factors threatening employees can be both high requirements
that are related to work and the insufficient level of control over the work (resulting from the style of management or
work organisation), as well as the lack of social support in the workplace and in the work environment.
The threatening factors in the area of the requirements are, inter alia (Orlak, 2008, p. 46):
–– quantitative work overload, appearing as a result of such threatening situations as, for example, an
excessive amount of tasks – surpassing norms of working time, uneven pace of work,
–– sudden and considerable amount of work, imposed too big pace of work, work under pressure and in
a hurry, frequent and significant physical activity, frequent changes at work (the need for parallel execution
of a large number of different tasks),
–– qualitative work overload caused, among others, by: difficult or mentally complex tasks requiring: permanent
improvement of skills, being creative, responsibility for finances and for people, maintaining constant
vigilance and suppressing one’s own needs or reactions (e.g. suppression of emotion or overcoming
fatigue while working at night), serious consequences of error, moral dilemmas at work,
–– quality underload, which may be the result of, among others: monotony and monotype of work or work
below the capabilities of the individual,
–– conflictual character of the role affecting the human being: for example: in the case of the need for
cooperation with others, the need to reconcile the conflicting interests, in the situation of receiving
conflicting commands, continuous availability,
–– the physical working conditions causing stress resulting from the following situations: the need to work
in dirt or odour, the possibility of getting infected with a disease, the noise, considerable and frequent
differences in temperature or pressure, work in winter, travel requiring frequent changes of time zones,
work without natural light, etc.
Threatening situations in the area of control over work include, for example: the lack of clarity as to the purpose
of work and the requirements, as to the scope of duties or responsibility, as to the working methods (e.g. the lack
of training); the lack of clarity in terms of criteria for the assessment of work or the lack of the reverse information on
the results of the work; the lack of the effect on the work plan (including the plan of results); the lack of possibilities
to decide about time and the way of performing a task; a low sense of security at work.
Threats in terms of social support in the work environment refer to the lack of the real possibility of obtaining
various forms of help from co-workers and supervisors. As examples of situations that threaten in this area the
following ones can be mentioned: work in isolation; a limited contact with the superior; the lack of an incentive
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system in the enterprise or a motivation system oriented towards competition or a discretionary incentive system
(the lack of clear criteria for the bonus system and promotion); the lack of means or tools needed to work; the lack
of information needed for work and changes in the enterprise; an authoritarian style of management; the lack
of respect for the private life of the employee (e.g. an unjustified request of availability); psychological or physical
violence in the workplace.
In the literature, one can also find various classifications of stressors at work. For example, Carry Cooper and
Judi Marshall mention six categories of factors (1987, pp. 123–164):
–– work-related, e.g. work-overload or work-underload, inadequate working conditions, shift work, time
pressures, material properties of the working environment,
–– related to the roles played in the organisation, including conflict of roles or role ambiguity, lack of participation
in decision making, responsibility for subordinates,
–– bad relations at work (with superiors, colleagues, subordinates and difficulty with delegation of responsibility),
–– resulting from the organisational structure of the enterprise and the atmosphere in the organisation (limited
liability, a staff policy),
–– related to professional development (too fast or too slow advancement, unsatisfied ambitions, a lack of job
security),
–– non-organisational sources of stress (family problems, financial issues, life crises, conflicts between the
enterprise’s requirements and the needs of the family).
Whereas Ronald Burke and Astrid Richardsen (2000, pp. 191–209) list as many as eight groups of stressors,
which include: physical environment, the organisational structure, the role of the organisation, interpersonal
relations, characteristics of the task, career development, work-family conflict, modern stressors resulting from
changes in the organisation and uncertainty of work (Burke, 1993, pp. 77–78).
It should be added, that particularly susceptible to stress are people: at a young age, with a short work
practice, unmatched to performed duties because of inadequate suitability (e.g. visual acuity, decrease of hearing,
limited manual capacity, delays of reflex response), abilities (e.g. in science, humanities or in artistic, technical,
clerical activities), inadequate education or professional experience, with an innate sensitivity to stimuli, with large
timidity and fear, very involved in professional affairs, aiming at a high level of aspirations and achievements, the
need for control as well as impatience, rush and competition with others, at the older age, non-work problems, e.g.
because of a divorce, the birth of a child diseases in the family. Therefore, these people will require temporarily
an individual approach, as well as commissioning the obligations that will be adjusted to their current life situation.
It is known that people who are experiencing stress in the workplace are physically and mentally exhausted
and suffer from both somatic and health ailments. The following issues should be mentioned:
a) mental health symptoms (e.g. apathy, forgetfulness, emotional tension or excessive seeking seclusion,
the suppression of feelings, nightmares, anxiety, closing in oneself, a tendency to easily succumbing to
dismay, annoyance, irritability, feelings of dissatisfaction, poor concentration , an excessive tendency to
cry or escape or agitation, nervous laughter);
b) symptoms of physical health (e.g. stomach cramps, nausea, ulcers of the digestive system: stomach
or duodenum, digestive disorders, chronic diarrhoea, pain in the muscles of the neck, shoulders, back,
lumbosacral area of the spine, hypertension, stroke, coronary artery disease, myocardial infarction, cancer,
depression, nervous disorders, infectious diseases, rheumatism, loss of appetite or excessive appetite,
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addiction, skin rashes, dizziness and headaches, migraines, floating knee, dilated pupils, insomnia, sleep
disturbances, sweating, damp or cold hands, chronic fatigue, fainting, rapid and shallow breathing, dry
throat, stuttering, speech disorder);
c) organisational symptoms (e.g. the decline in efficiency and productivity, resistance against changes and
new tasks, unwillingness to work, simulation of the tasks – the so-called occupational burnout, an increase
in absenteeism, the need to organise substitutions and overtime – overload of other workers, accidents at
work, making unintentional mistakes and errors, avoiding: regulations and safety rules, or the commands
of superiors, conflicts with co-workers and superiors, a lack of trust in superiors and co-workers, the image
of an unfriendly enterprise, resignation from work).
These symptoms, in the case of chronic and undiminished stress in the organisation, can cause losses,
increasing the cost of the enterprise. Misleading decisions made in a hurry, dissatisfied customers, a decrease in
efficiency and productivity at work, costs of accidents at work and related to absenteeism of the employees affected
by stress: substitutions, selections, recruitment, training and professional preparation of new employees – these are
the examples of costs caused by unnecessary stress in the workplace.
In Polish organisations, employees are very stressed. This is confirmed by the results of the study presented
in “The Workforce View in Europe 2017” carried out by the company ADP (ADP, 2017), providing professional
services in the area of human resources and payroll. The results of the study show that 22% of Polish workers
declare that they experience stress in the workplace every day. This is the largest group of stressed workers
as compared to other studied countries (France, Germany, Italy, the Netherlands, Spain, Switzerland and the
United Kingdom). In Spain, where workers are the least stressed at work, only 10% experience daily stress in the
organisation. It should be added that in Poland nearly half of the respondents (46%) declare that they often or very
often experience stress at work. The most stressogenic conditions are observed in the sectors of retail sale and
recreation and health centres, where one in five people (19% and 20%, respectively) says that stress is a problem.
While the least annoyed at work are those employed in the sector of information technology and telecommunication,
where only 11% of employees are stressed every day. Polish women experience strong stress more often than
men – 20% of the Polish women claim that this is a daily phenomenon (a similar opinion is expressed by 15%
of men). Polish workers experience stress less with age. People over the age of 55 experience stress the least.
39% of respondents in this age group claim that they never experience stress at work, which may be associated
with greater experience or a reduced dimension of working hours and duties because of approaching retirement.

Conclusions
Occupational stress is definitely a problem of both scientific and social nature. From a scientific point of view it
may be disappointing that despite many years of intensive research, a single, universal theory of stress has not been
developed yet. However, the usefulness of one, general model of occupational stress can certainly be questioned,
because the requirements of work in the organisation (stressors) undergo constant rapid transformations caused
by social changes.
A certain level of stress is a normal phenomenon in the workplace and it is natural that the workers periodically
experience it. However, if the stress becomes a regular phenomenon or reaches excessive levels, it can affect
the performance of the employee, his/her satisfaction and well-being, as well as it can lower the involvement
of employees and, consequently, force them to resign from work.
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Counteracting the stress at work is not the easiest and in no way it is able to guarantee 100% efficiency, but
with the joint action of the organization`s management team, trade unions, employees, doctors, health and safety
services and other experts, stress in the work of the organization’s employees can be significantly reduced, when
activities are carried out together. The trade union organisation carries out in this way its most important duty
to defend the rights and interests of workers. The employer, on the other hand, fulfils the obligation to provide
employees safe and secure hygienic conditions of employment free from stress, takes care of an increase in the
involvement of workers and their motivation to work. Decreasing sickness absences minimise the financial burden
of both the employer and the insurance institutions.
In conclusion, it should be noted, that for many people, work is a very important part of life. For this reason,
the huge (human) costs of occupational stress should be taken into account when decisions about work and health
of workers in the organisation are made.
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Abstr act

In the article, the author discusses the issue of the importance of local railway lines, which still form a significant part of the Polish rail network. The socio-economic problems of the transformation years led to the
closure of many local railway lines after 1990. This deformed the transportation system of the country and in
consequence the road transport are becoming dominant. The author presents the arguments for and against
the liquidation of local railway lines and proposes new methodological solutions for the assessment of the
importance and functioning of local railways in Poland.

Introduction
Local railway connections are still a significant part of the Polish railway network. Historically, they are
inherited from the period where the railways were totally dominants (at the beginning they were even monopolistic)
in land transport. The degree of economic development was mostly measured taking into account the density of the
network and the transport railway points.
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The concentrated railway network had positive part for economical development of the regions and the country.
The creation of the railway network in Poland was flourishing from 1884 to 1914. At that time the construction of the
main connections was terminated and the network was densified (Lijewski, Koziarski, 1995, p. 18). The process
wasn’t equal in all partitions. The political and economical factors were decisive.
From the 50’s of the XX century, the railway services were being closed due to the decrease of that transport
and its unprofitability. The intensive development of the road transport (particularly in the Western Europe) was
observed at that time.
This phenomenon took place also in Poland. Its rate of progress was much slower though. It begun due to the
existent economical system (central division of transport tasks between the transport branches) and the insufficient
road transport. From the 70’s of the XX century, the tendency to close the railway transport and the physical
liquidation of the local railway services in Poland was observed. It was heightened particularly after the sociopolitical changes. The strong individual motorization development and the one of the road transport companies from
one side and the deepening financial problems of the PKP (Polish State Railways) from the other side were crucial
for the accelerated suspension of the railways and in many cases of physical liquidation of one part of the local
services. Moreover, the closing of those services in accelerated mode in our country was parallel to the promotion
of the policy of equilibrated development in the western European countries (facing the negative experience related
to domination of road transport). This policy concentrated the idea of revitalization which meant the restauration
of the local railway services.
The sudden closure of the local railways after the year 1990 deformed the transportation system of the country
and in consequence the road transport became dominant.
The financing of the exploitation, particularly the development of local railways has never been satisfactory in
our country. The major railways lines have always been modernized and invested in first place. It should be admitted
that in the period of the centrally planned economics, the railways with lesser transport frequency had counted and
their infrastructure was in a good state. There had been also lines, especially, in the west part of the country where
neither significant renovation nor modernization had been done since the second world war.

Liquidation of local railway lines – arguments for and against
The majority of the local railways lines is inherited from the period when with no alternative of road transport,
new lines had been created to cover the country with railway network and facilitate the trade exchange and develop
the local communities. Together with the development of road transport, the importance of the local railways was
diminishing and they gave in to the growing passenger transport. Moreover, the individual motorization progress
pushed them back as well. From the beginning of 50’s of the XX century, in Western Europe, the progressing
closure of the freight and then passenger transport for local lines was observed. In 90’s of the XX century the
revitalization of local lines took place based on the UE policy of equilibrated transport development.
The situation in Poland was different. During the communism, the economics had an extensive character where
the railways were dominants over the road transport in particular the individual motorization. From the 70’s of the
XX century till the changes of 1989, the process of closing local railways had been taking place. The phenomenon
was smooth than in the countries well developed. For local lines, it was opposite after the year 1990, the period
of the political and economical changes. Briefly, once the revitalization of the local railways was spreading in the
Western Europe, in Poland, the process of sudden physical liquidation was occurring. The main cause is on one
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side the decrease of the passenger and freight transport and on the other the development of road transport and
the individual motorization on large scale. The ceasing lines were touched by that decrease significantly. PKP
was bearing financial problems and it was suspending the transport for those lines gaining in that way the low
maintenance costs. The thesis together with the governmental factors stayed ambiguous. From one side, there
were voices and official documents about the necessity of supporting the transport policy of equilibrated transport
development and from the other the necessity of cutting the railway network in Poland together with liquidation
of local railways. It was considered as kind of dogma and every person opposing it, was treated as close-minded.
The followers of the liquidation of a part of local railways establish arguments (Engelhardt, 1998, p. 149):
1. The impossible come back to the level of transport from the 70’s or 80’s of the XX century as it is confirmed
by the reports.
2. A market economy system oblige the enterprises to adapt their production potential to the scale of the
operated market
In general, it is possible to approve the arguments and even it’s a must but in fact they are far from being
arguments for the liquidation of the local railways.
According to the author, the come back to the railways as it was in the past, with the strongly developing
road transport and individual motorization today is unreal. It’s particularly in relation to the freight transport. For the
passenger transport, the development of those local lines mostly depends on the priorities of the transport policy.
Disposing of appropriate tools like the ticket price, it’s manageable to create demands for those services.
Taking into consideration the second argument, it should be pointed out that we need to be vigilant in relation
to the liquidation of the railway infrastructure. In majority, it’s about the irreversible process. Moreover, regarding
the local railways, the argument about the high costs of infrastructure maintenance is exaggerated. The major part
of the infrastructure costs for those lines is historical which means that they were borne at the same time when they
were created. The technical and trade velocity for those lines and rather simple machines controlling the railways
traffic, the cost of exploitation are considerably lower than analogical costs for the line basic system with major
railway transport. Potential physical liquidation of the given line is practically the cause of irreversible abandon
of the railways services for regions. The social and economic costs related to the liquidation of a line are higher
than the advantages linked to the decrease of costs of railway enterprise. From microeconomic point of view, it’s
obvious that an enterprise is not influenced by the social or economic criteria and according to the market economy
it cannot be forced to it. The role of a country should be considered in first place in relation to those branches which
functioning is essential for economy and society. It was proved that a railway enterprise which is not controlled
by a country while constructing its railway network, will be tending to limit it. The liquidation concerns a line with
low transport frequency, mainly the local lines. A part from the costs directly related to the liquidated lines, the
additional advantage for the enterprise is a decrease of maintenance facilities costs linked to the maintenance
of dense railway network. The liquidation of the railway line causes changes in transportation system of the region
operated by it. The control of a country over the process of closing and liquidation of railways lines with low transport
frequency is indispensable. In this context, the macro and micro economic estimation of functioning of the line with
low transport frequency is essential.
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New solutions for the operation of local railway lines in Poland
According to the author, the above considerations about the functioning of the local railway lines in Poland
come up with results :
a) the present way of functioning of the railway lines as an element of country railway network governed by
national infrastructure manager doesn’t provide stable conditions for their functioning and development;
b) without new system solutions in this area, the suspension of the transport and the local liquidation of local
railway lines in Poland will take place.
New solutions should be elaborated to make the local railway lines function in Poland. The basic idea of their
development is regionalization. It gives the right to decide about their functioning to the self-governmental authorities
which means restauration of those lines for the local communities. The local lines are complementary to the major
lines. They provide a better access to the network and transport points to ensure good regional transport service.
They realize the local transport necessities. However, it’s not that crucial because of the development of road
transport.
The creation of suitable law and organizational requirements to make the self-governmental authorities take
care of the case and constitute a condition for restoration of those lines to serve the local communities. In that
way, the premises of the policy of equilibrated development will be realized. It doesn’t necessarily mean that the
railway lines will become a property of self- governmental authorities. The question is that they should decide about
the maintenance of the railway lines for the local communities. It’s important to define the role for every local line.
It doesn’t mean that the functions will be the same as they were in XIX and at the beginning of XX century. They
used to serve as freight railway transport. The passenger railway transport was only a side-effect of the existence
of the first one. The development of the road transport made the freight railway transport related to local railway
lines loose its importance. The functions and the aims of the local railway lines should be redefined.
It should be underlined that there is no transparent solution to make the local railway lines function.
The regional conditions are important. In every case, the start point is defining the optimal functioning of a local line
and formulating the detailed conditions. For every single line the solutions can differ.
The entry point for considerations about the solutions concerning the exploitation of local railway lines is the
estimation of profitability of all railways lines with low transport frequency. It is important for the railway enterprise
(today the infrastructure manager) to see if the railway line maintenance and exploitation costs won’t be higher
than the revenues. This problem has already been known in the past. From the 60’s of the XX century, there were
discussions about the economic effectiveness of the lines with low transport frequency to replace them by the
road transport.1 The situation is clear for the railway enterprise (the infrastructure manager). If the total revenues
related to exploitation of railway lines are higher than the total costs of their exploitation, it should be maintained if
reverse it should be suspended. The good practice of costs and revenues estimation should take place. It needs to
be underlined that both revenues and costs shouldn’t be restrained only for the estimated line but it should englobe
the whole process transport (Engelhardt, Wardacki, Zalewski, 1995, p. 260). In case of suspending of the railway
transport and the liquidation of a local railway line, the whole transportation system of the region and the country is
impacted in consequence. In this case, beside the microeconomic point of view for railway enterprise (infrastructure
manager), the economic balance should be done by central government responsible for the transportation system
1
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of the country. The total costs of the railway transport should be compared together with total costs of road transport
after the line closing.2 The comparison of those parameters would give an answer if the maintenance of the railway
transport lines (Engelhardt, 2014, p. 151) is still profitable from macroeconomic point of view (society and national
economics). As it has already been mentioned above, the key of success is the appropriate practice applied to
estimate the profitability of the railway lines with low transport frequency.
In the 90’s of the XX century, many decisions taken about the suspension of railway lines with low transport
frequency were doubtful from the factual point of view.3 The entry point to make the local railway lines work is the
appropriate practice of profitability estimation of railway lines with low transport frequency first from microeconomic
point of view and then from macroeconomic one. The group of experts of railway transport economics should accept
the already existing practice or create a new one and apply it to use by infrastructure manager (PKP PLK Inc –
Polish Railway Lines).4 The applied practice would constitute the basis of the profitability estimation for all railway
transport lines used by the national infrastructure manager. For major lines of national importance, the estimation
isn’t practically important.
Would it be possible to impose the defined solutions about the system of economic balance from microeconomic
point of view to the enterprise being a commercial law company with guaranteed activity independence? The answer
is affirmative. As it has already been presented, the infrastructure of the railway transport is one of the key elements
of the transportation system and at the same time the functioning of the economy and society. The government
wouldn’t control every activity of the enterprise5 but only the situations where the decisions of the company
management influence on the transportation system like (Engelhardt, 2014, p. 251):
–– closing of the railway lines and their physical liquidation,
–– closing of the stations and magazines,
–– stopping the railway siding operations,
–– the price amount of transport service.6
In those situations, the country control of the railway company activities is indispensable. It could be done by
elaboration of the appropriate practice of the profitability estimation of the railway lines with low transport frequency
and its application by the infrastructure manager.
In the case of PLK (Polish Railway Lines) the situation is simpler as there is no privatization plans of that
company and it will remain the property of the State Treasury. The country as the owner has the full right to
manage it. The application of the practice of profitability estimation for PLK would influence the decisions according

2
Taking into consideration the costs borne by the road transporters, secondary costs, external costs and additional ones related
to the maintenance of the roads.
3
Among others it was P. Siedlecki who studied the case. In his PhD, he proved that the practices of profitability estimation
of railway lines are economically inappropriate and the results of calculations obtained cannot serve for rational decisions from
microeconomic point of view concerning the target of exploitation of railway lines with low transport frequency. At the same time, the
author presented the proposition of rentability estimation practice of the railway lines with low transport frequency which meet the
correct factual conditions. The regularity of the practice hasn’t been contested from factual point of view. See Siedlecki (2002).
4
Undoubtly, the division of integrated railway enterprise makes the evaluation of the profitability estimation of the railway lines
as a whole process of railway transport difficult but from point of view of infrastructure manager with elaboration of factual appropriate
practice it’s possible.
5

There in no come back to the system of planned economy.

6

Above all in passanger transport.
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to the principles of economic balance taking into consideration the particular character of railway company.
The infrastructure manager will be obliged to make the calculations based on defined practice and not his own
methods.
The practice of profitability estimation of the railway lines with low transport frequency from macroeconomic
point of view is a case apart. To ensure the objective and correct balance, it should be done by different institution
than the infrastructure manager. The last one as the commercial subject will be always influenced by the microeconomic
effectiveness. The author considers that the Railway Transport Department is the best subject for macroeconomic
estimation. This institution is, amongst other functions, a regulator of railway market in Poland. It has an influence on
the form of railway market in order to follow the principles of regulated competition and development desired by
the economy and the society. According to the accepted practice, the estimation of profitability of railway lines from
macroeconomic point of view would be done by the department itself or by the scientific institutions related (OBET –
Institute of Transport Economics, IK – Railway Institute, academies and others). The results would be discussed by
a chosen department if the further exploitation of the railway lines is effective from economic and social point of view.
For now, there is no legal law about the liquidation of railway line. The decision belongs to the infrastructure
manager. The situation is worse than in the past. In the previous law about the railway transport (Ustawa…, 2003),
there was the article 9 which outlined the principles and procedures of the liquidation of a railway line. The council
of ministers or a minister of transport took the final decision about it. In the process of novelization, the article 9
was revoked. According to the author, the infrastructure manager has presently too big influence on the liquidation
of a railway line because he decides about the physical system of railway network. With this license, a company slowly
tends to limitation of the network at the expense of the local railway lines. From one side, it results from the objective
causes7 but also from the intentional actions of the infrastructure manager who is not interested in maintaining
the dense railway network because it’s generating costs related to employment of groups of employees taking
care of the railway transport maintenance and controlling the railway traffic (exploitation sections). The liquidation
of a part of local lines permits automatically to decrease the number of sections which means the jobs losses.
It is explained by the lower maintenance costs of the lines. The loss of a part of local lines on the major railway
lines would be compensated by the lower maintenance costs. The best solution established for the infrastructure
manager would be the possession of major railway lines with high frequency transport. However, this solution
excludes the favorable functioning of the transportation system of the country. It’s indispensable then to reduce the
influence of the infrastructure manager on the functioning of the railway network by novelization of the legal law
about the railway transport. The information about the governmental control over the process should be inserted.
The maintenance and exploitation costs of the railway lines with low transport frequency are fundamentals.
Even if the cost balance presents the real maintenance costs, they are still high enough for the part of the railway
lines (the ones with very low transport). The technical standards should be met :
–– the machines controlling the railway traffic and communication,
–– principles of train traffic operation,
–– specifications of railway track,
–– technical specifications of a rolling stock in use.

7
The suspension of the railway transport of a part of local lines was related to their deplorable technical condition. No funds
disponible for their renovation was crucial to decide about the liquidation of the local lines for security.
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As part of policy of equilibrated transport development, the simplification of principles of train traffic operation
on the lines with low transport frequency was proposed in European railways at the end of 80’s together with the
ideas of revitalization of local railway lines where the transport was suspended. With the reduction of the costs
related to train traffic operation, the new solutions are needed. In Poland, there were also attempts of applying
the train traffic operation systems for the lines with low transport frequency. However, the reduction of costs was
primordial as the financial situation of PKP was poor in the 90’s of the XX century. In that period, remote control
lines were opened – Korzybie–Szczecinek and Ulikowo–Kalisz Pomorski. The accepted technical solutions were
different. They both used the radio train traffic operation (Dyduch, Kornaszewski, 2003, p. 315).
In the railway sector, the LC-TCS8 project was launched together with ECTS system as part of UIC. It’s the
traffic operation system for the lines with low transport frequency compatible with ECTS. It has been only a project
till now. There are voices about issuing directives concerning the railway lines interoperation. On the basis of the
project, the European Union intends to deliver documents and a directive related to the lines with low transport
frequency. For now, only the assumptions could be done what regulations that directive will contain. There would
be, above all, the simplifications of principles concerning the railway traffic control machines and radio related to the
train traffic operation. The exigences about the technical specifications of railway track (for that category of railway
lines) and of rolling stock (in use also for major railway lines) wouldn’t drag down. The directive would aim rather at
the reduction of the part of the costs of the local railway lines and at the same time preserving them as an integral
part of the national railway network (railway system) (Dyduch, Kornaszewski, 2003, p. 326).
The above considerations englobe another question. It would be possible to drop the maintenance costs
of local lines. The part of the local railway lines could be put aside the railway system. It would give the possibility to
lower the technical specifications and at the same time the costs of exploitation of a local line.9 The railway transport
would be still achievable on the given line. The particular lines would be attached to defined categories. It would
explicitly indicate the specifications. The register of those lines could be done for example by UTK (Department
of Railway Transport). The above proposition is only outlined by the author and constitute the starting point for
further discussion.

Conclusions
According to the author, the general model of the profitability estimation of the railway lines with low transport
frequency is outlined as below:
1. The infrastructure manager would control the level of profitability of the qualified railway lines with low
profitability as per the elaborated practice of profitability estimation.
2. From macroeconomic point of view, a line for which the revenues wouldn’t cover the maintenance costs,
would be reported to the Department of Railway Transport. After the first analysis of the correctness
of the calculations previously done by the manager, the department (itself or transferred to the scientific
institute) would make their own calculations related to the profitability estimation of the given line within
the macroeconomics.

8

LC-TCS – Low Cost-Train Control System.

For the local railway lines with technical low – velocity, the reduction of standards isn’t linked to the reduction of the security
level and it should be ensured.
9
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3. In the situation when further exploitation of the line is approved within macroeconomics, the difference
between the costs and the revenues would be covered by the manager from the State Treasury, selfgovernment, Railway Funds or any specially created Funds. The profitability of the given railway line should
be periodically estimated and the manager would be encouraged to put up the profitability by proposing
different activities.
4. The case where the balance done from macroeconomic point of view shows that further exploitation of the
line is unprofitable, it wouldn’t be liquidated automatically. At first, the attempts of reduction of the technical
specifications will be done. Then the research of a subject, which would use a railway transport line, would
take place (exclusion from the railway system).
5. After the analysis of all the possible ways to make the line operated, first for occasional railway transport
(during the vacation, touristic purpose) or other way (as museum object or as hobby – the trolley ride),10 if
it’s still not operating, the decision of liquidation would be taken.
The proposed principles are understood as suppositions and the author treat them as starting point to further
consideration about the project. The liquidation of the estate is always easier than its future reconstruction. This
attitude should be taken into consideration by every institution facing any decision about the local railway transport.
If it’s only possible and legitimized (from macroeconomic point of view), the right of functioning should be granted
to a single local railway line. It would be advantageous for the regional economy and community and for the whole
country.
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Abstr act

The aim of the article is to evaluation of the idea centralizing procurement, its advantages and disadvantages
and to indicate practical examples of the application of this strategy in the conditions of development of modern
ICT technologies. At the beginning of the article the basic definitions are given: purchasing, procurement and
sourcing, to contrast them. Next, the characteristics of the centralization of procurement were indicated by comparing it with decentralization. This part of the work also defines the advantages and disadvantages of procurement centralization. The next part of the article presents practical examples of the application of this strategy
both in enterprises and in public administration. The conclusions were formulated at the final part of the article.
The paper uses the methods of literature review, analysis, synthesis and case study. Article refers to studies
aimed at assessing the validity of the application of the centralization of procurement in enterprises with many
departments using modern ICT. The use of this form of purchasing organization brings positive results, as the
analyzed examples of Orlen Capital Group or Gaz-System shown.

Introduction
Nowadays enterprises wanting to gain a competitive advantage and to maximize values in the whole supply
chain pay special attention to the appropriate management of purchases. Choosing the right purchasing strategy is
not an easy choice. Before a company decides whether to implement centralized or decentralized procurement, the
advantages and disadvantages of each model should be analyzed.
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The essence of procurement – literature overview
Procurement is defined as the whole process of acquiring goods, works and services for the production and
operation of an organization from external suppliers (Lysons, Farrington, 2012, pp. 6–8). Most terminologies used
in procurement are usually unclear and sometimes used interchangeably. Therefore, it is important to recognize the
different terms which are mistaken with procurement.
“Procurement is a wider term than purchasing” and consists of both strategic supplier management and
operational purchasing (Lysons, Farrington, 2012, pp. 6–8). Importantly, and distinct from “purchasing”, procurement
involves the activities involved in establishing fundamental requirements, sourcing activities such as market research
and vendor evaluation and negotiation of contracts.
Purchasing can also be defined as a functional a formal entity on the organizational chart as well as a functional
activity (buying goods and services). The purchasing department performs many activities to ensure it delivers
maximum value to the organization and include supplier identification and selection, buying, negotiation and
contracting, supply market research, supplier measurement and improvement, purchasing systems development
(Monczka, Handfield, Giuniperro, Patterson, 2008, p. 8). It can be determined that purchasing is one of procurement
functions and includes processes of an operational nature. Usually, purchasing refers to the actual buying (Waters,
2003, p. 228).
The purchased goods can generally be grouped into the following categories (Van Weele, 2005, pp. 19–20):
–– raw materials,
–– supplementary materials; materials that are not absorbed physically in the end product,
–– semi-manufactured products,
–– components; manufactured goods that will not undergo additional changes, but which will be incorporated
with other components,
–– finished products; all products which are purchased to be sold,
–– investment goods or capital equipment,
–– maintenance, repair and operating materials (MRO items); materials, which are necessary for keeping the
organization running in general and for the support activities in particular,
–– services.
Procurement has a higher status than purchasing and is associated with a longer and wider aspect of operation.
Another term relating to procurement is sourcing. Sourcing is an extended function of procurement because it
is a strategic concept. Sourcing consists of the analysis of internal demand for the entire commodity category within
an organization. Sourcing is essentially is a cross-function al process, aimed at managing, developing and integrating
with the supplier capabilities to achieve a competitive advantage (Monczka, Handfield, Giuniperro, Patterson, 2008,
p. 8).While Lockström defines sourcing as: “the process of searching, selecting and managing suppliers as a means
for securing a continuous supply of factor inputs for the value creation mechanism” (Lockström, 2007, pp. 9–10).

Characteristics of centralization of procurement
Proper purchase management is one of the most difficult challenges currently facing businesses. This issue
is particularly important in the case of enterprises that are developing and their structure is becoming more and
more developed. To ensure the efficiency and effectiveness of procurement, appropriate action should be taken.
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Good practices in procurement related to current trends in business management are (Kardasz, 2008, pp. 97–99;
Ocicka, 2017, pp. 335–336):
a) centralization of purchasing functions – companies have a central purchasing department reporting
directly to the management;
b) support of the purchase process with procedures and appropriate tools supporting the automation
of purchase processes, including mainly IT systems;
c) creating purchase strategies for individual assortment groups;
d) standardization of the assortment, the use of catalogs that minimize the risk of accidental purchases;
e) optimization of the supplier base, including suppliers in cost reduction projects, basing relations with the
supplier on framework agreements; involvement of individual departments in this process;
f) globalization of purchases – access to cheaper sources of supply, as well as searching for sources of new
technologies and innovative products or willingness to reduce the risk resulting from the monopolistic
position of the supplier on the domestic market;
g) implementation of the supplier evaluation system.
Although the application of the principle of economies of scale in making purchases is not a new phenomenon, it
takes on a completely different, more modern and more effective form. A special role in the improvement of strategic
procurement management is attributed to the centralization of purchases supported by appropriate ICT tools.
The characteristics of the centralization of procurement functions are (Borowiecki, 2008, pp. 2–6):
–– consolidation of demand enabling negotiation of favorable terms of purchase,
–– the possibility of direct communication with suppliers at the strategic level,
–– effective planning of needs,
–– unified terms of cooperation with suppliers of various company branches,
–– less flexibility of operation,
–– more bureaucracy, more formal requirements,
–– standardization of purchased goods.
In practice, this means that all shopping functions fall within the scope of one centralized procurement
organization, and do not have different functions distributed throughout the entire company. Companies choose
a centralized procurement operation because they enable greater efficiency and better control of the shopping
function. This makes it easier to maintain policies and procedures that promote a more effective purchasing process.
However, it should be remembered that the purchase costs are not only the direct costs, i.e. the purchase price.
The purchase costs are also indirect costs, which often outweigh the most visible ones. These include production
costs, goods handling costs, storage costs, capital costs, supply costs, administration costs and development costs
(Gadde, Håkansson, Persson, 2010, pp. 7–21). The opposite concept to centralized procurement is decentralized
procurement. The comparative overview of centralized and decentralized procurement of are shown in Table 1.
The main advantages of the central purchasing system are:
–– lower prices and greater opportunities to get discounts from suppliers thanks to more purchases,
–– larger parts of delivery can reduce delivery costs,
–– centralized purchase documentation ensures greater transparency of purchasing decisions,
–– better communication between the company and its suppliers,
–– better inventory management.
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Table 1. Comparative overview of centralized and decentralized procurement
Centralized procurement

Decentralized procurement

Negotiate purchase prices

–– consolidation of demand enabling negotiation
of favorable terms of purchase,
–– larger deliveries can reduce delivery charges

–– small possibilities to negotiate purchase prices

Relationships with suppliers

–– unified terms of cooperation with suppliers of various
company branches
–– the possibility of direct communication with suppliers at
the strategic level

–– lack of unified terms of cooperation with suppliers
between company branches

Documentation & visibility
into purchasing decisions

–– a centralized location for all purchasing documentation
provides greater visibility into purchasing decisions
–– more bureaucracy, more formal requirements

–– less visibility into purchasing decisions,
–– less bureaucracy, less formal requirements

Standardization

–– standardization of purchased goods

–– lack of standardization of purchased goods

Response to the company’s
needs

–– less flexibility of operation
–– better inventory management from the department’s
point of view

–– faster response to the company’s needs

Focus on units needs

–– less focus on units needs

–– focus on unit needs

Management of inventories

–– better management of inventories in the dimension of the
enterprise as a whole

–– better inventory management from the department’s
point of view

Acquisition of goods and
analyzing markets

–– higher competences in the field of analyzing markets and
acquisition of goods

–– lower competences in the field of analyzing markets
and acquisition of goods

Connection with end users

–– distant

–– shortened

Focus on operational and
strategic activities

–– more strategic focus for resource plan and research

–– more focus on operational activities (rather than
strategic)

Transparency of costs

–– – better visibility over spending cost

–– – hide purchasing cost

Source: own elaboration based on: Borowiecki (2008), pp. 2–6; Van Weele (2005), pp. 229–232; Lysons (2004), pp.70–71; Jonsson, Rudberg,
Holmberg (2013), pp. 337–350; Rutkowski (2013), pp. 39–41).

The disadvantages of the centralized purchasing system include, among others, weaker cooperation between
the company’s departments and suppliers, often extending the delivery time to the consumer of intermediate goods
and low flexibility of supply. Centralization of purchases also means less possibilities of cooperation with local
suppliers.
Other than the central purchasing structure is a decentralized and hybrid structure, which is a combination
of the two previous ones (Borowiecki, 2008, pp. 2–6). Regardless of its structure, the supply function should
provide the company with value, contribute to its success and where it is possible to provide sources of competitive
advantage.

Examples of centralization of purchases in the era of modern ICT tools
An example of centralization of procurement is the implementation of the CONNECT Purchase Platform
in the Orlen Capital Group, which is an international capital group from the fuel and energy industry. It covers
the entire sourcing process, from handling inquiries, through the implementation of procurement procedures, to
conducting electronic auctions, as one of the available methods of negotiation. Offers, only in electronic form,
are submitted by potential suppliers after logging into the platform. The only condition is to register the company
in advance and select the right shopping categories. The CONNECT Purchase Platform has been equipped with
a free, automated system of notification of purchase procedures, which guarantees all suppliers regular and equal
access to information on the tender process conducted (Orlen, 2018).
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Another example of centralization of procurement are the practices of the Gas Transmission Operator
GAZ-SYSTEM. Its key task is to transport gaseous fuels through the transmission network throughout the country,
in order to deliver them to distribution networks and end consumers connected to the transmission system.
The company introduces a lot of new solutions oriented towards the standardization of the purchasing process.
One of them is the centralization of purchases of the selected assortment. The key assumptions of the purchase
centralization process are (Gaz-System, 2018):
–– a unified assortment,
–– identical rules for the execution of orders for all branches (72 procurement categories covered by central
supply),
–– one contract for different places of delivery, with a uniform acceptance procedure,
–– bigger orders, making use of the scale effect,
–– similar or identical contract templates,
–– communication with suppliers by electronic means, the use of an electronic platform.
Centralization of procurement is also used by state offices. An example is the City of Warsaw, which has
been using electronic auctions for several years. Large cities are increasingly thinking about the centralization
of purchases, which would include not only the office itself, but also all subordinate units. Sometimes municipal
companies in a given city can be even several dozen. In the absence of centralization of purchases, each
individual chooses suppliers. The key element of the centralized shopping system is not the auction module, but
the functionality that facilitates the bidding process. The functionality of this module includes preparation of the
Specification of Essential Terms of the Contract – with information about any changes made therein, the possibility
of downloading tender documentation and negotiations with suppliers or electronic voting of the tender committee.
In such a system, each stage of the tender is also registered, in which not always, as in electronic auctions, the price
counts. In each proceeding, you can choose any criteria for supplier evaluation (Jadczak, 2011).

Conclusions
One of the actions that should be taken by enterprises and state office is the introduction of coherent
purchasing strategies. In order to achieve significant savings, the enterprise must adopt various strategies of using
economies of scale and synergy effects. It is necessary to constantly analyze and control the expenses incurred,
which is connected with ensuring the transparency of decisions in this respect, appropriate communication and
organization of the purchase process. One of the ways to achieve these goals, especially in complex organizations
is the introduction of centralization of procurement supported by electronic tools.
However, the centralization of purchases is not always justified. Sometimes it is only introduced to a certain
extent or in relation to certain assortment groups. (Van Weele, 2014, p. 273). According to Kraljic, the product group
for which purchasing decisions should be made at the central level are: strategic items and bottleneck items (Kraljic,
1983, pp. 109–117). It is not always possible to standardize all good in a given assortment group. Another problem
may be the dependence on a small group of suppliers whose bargaining power is growing (Paranikas, Whiteford,
Tevelson, Belz, 2015, pp. 90–96).
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Abstr act

The aim of the article was to present and analyze possible usage of Radio-Frequency Identification Technology
in Polish Distribution System Operator company. Presentation of technology was focused on technology opportunities, principle of operation, other companies implementation and possibilities of usage in Polish electricity
distribution market. Also some experience from pilot project were presented. Gathered experience led to choice
of carrying out the SWOT analysis to identify possible threats and opportunities from implementing technology
for the enterprise. Results showed, that the company should take further steps in Radio-Frequency technology
implementation. Nevertheless, in order to confirm those analysis, more data should be gathered and once more
analyzed.

Introduction
In the era of digitization and globalization, information gains in importance. Its possession allows for more
efficient management or gaining a competitive advantage in the realities of business. The power sector is also
experiencing similar transformations. Nowadays, when Distribution System Operators (DSO) are implementing
smart solutions or the automation of the network, the possession of information becomes an indispensable element
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of their operational activities. There are many solutions in the world that allow effective identification of selected
objects. Presently the most popular form is the use of bar codes. A significant common disadvantage of the above
solutions is undoubtedly its lability. Exposing them to external atmospheric conditions usually results in fading,
soiling or mechanical damage effectively prevents later identification of the object. It generates additional costs,
which should be optimized precisely by applying more rugged solutions.
On the horizon, radio frequency identification technology, also known as RFID, appears. Operating with the
use of radio waves, it enables remote identification and localization of a given object from a distance of up to
7 meters (Srikant, Mahapatra, 2010, p. 324). The microchips used have a much larger memory capacity than
graphical solutions (McFalrane, Sheffi, 2003, p. 9). Complementary, programming capabilities allow effective
protection of the identifier against unauthorized reading or interference in the data. The advantage is also increased
resistance to external factors and the possibility of current editing of saved information. This technology, so far
used in the area of a logistics and transport sector, is gradually gaining other fields that require inventory or tracking
of specific items (Hinkka, Holmstrom, Framling, 2012, pp. 199–200).
Currently RFID technology is mostly used in warehouse and logistics sector. One of the most successful
implementation was held by French sporting goods retailer – Decathlon. Project started in 2010 and by 2015 almost
800 stores were using RFID technology. Thanks to this technology, the company noted the sales improved by 11%
and the rate of commodity losses were reduced by 9% (Violino, 2016).
The development of remote identification is a great opportunity for the Polish power industry. A significant
part of network assets are located in areas that are inaccessible due to environmental reasons, where there are for
example forests or wetlands. The issue of DSO operational activities is not without significance. If it is necessary
to carry out the inventory, often the power grid operation makes it impossible to exclude individual objects. In this
case, remote identification or modification is a desired improvement that will allow to optimize works on the grid.
The use of information plates and RFID tags on grid objects at the same time will allow for its easy reading and
identification in case of damage or theft of the plate. Finally, the relatively small dimensions of the tags give the
possibility of hiding them in a given structure.
Since 2015, Polish DSO’s are testing RFID technology for its own purposes. At present time some pilot
projects are carried out to check their technical and economical profitability. First results show that, in case
of technical adaptation, this technology is an innovation for the electricity distribution sector. Due to the above, there
are currently no economic models justifying the return on the implementation of this type of investment. Companies
believe that first major roll-outs can result in specific figures, that will state profitability of RFID implementation.
That made the most reasonable to determine the benefits of implementing RFID in the company by using SWOT
analysis. It will allow to categorize possible threats and opportunities for the company thanks to rolling-out Radio
Frequency Identification technology (Obłój, 2007, pp. 106–107).
The primary purpose of the article was to identify and analyze possible strategic advantages of introducing
RFID technology in the power sector company by using SWOT analysis.

Basic aspects of RFID System
The basic RFID system consists of the following elements (Finkenzeller, 2010, p. 6):
–– transponder (tag), which is attached to the object being subject to identification,
–– a reader that, depending on the technology, can be used to read, read and write data to the transponder,
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–– software thanks to which the system identifies a given object in the data cloud and provides its data for
further processing,

Figure 1. The scheme of components of the RFID system
Source: own work based on Internet data.

Figure 2. The general scheme of the RFID tag
Source: internet.
STEROWANIE

INTERFEJS
komunikacja
bezprzewodowa

The reader usually consists of a radio communication module, a control system and an antenna that
makes it possible to stimulate a radio signal for the needs of the transponder. In addition, it is often equipped
BATERIA
PAMIĘĆ
with a communication
interface (RS
232, RS 485, Bluetooth, USB, etc.), thanks to which the read data can be
opcjonalnie
transferred directly to the software. The general structure of the tag consists of three parts. The first of these is the
antenna, which is responsible for wireless communication as a result of excitation by the reader. The second one is
a microchip that has encoded control data as well as a memory storing the encoded data. In addition, depending on
the technology used, the tag may be equipped with an additional power supply to maintain tag activity (Rutkowski,
2003, p. 3).

Current tests held in DSO company
Currently, Polish DSOs are testing solutions related to RFID in their own operations. The following results
present a pilot installation of this solution together with the identification of the company’s needs and the learning
of a new technology in this sector. The scope of the pilot included the installation and operational test of RFID
technology for the purpose of recording power utilities. The aspects of assembly were examined, including such
issues as tag distinction from other companies transponders, the place of assembly on each of the objects, the
way of preparing the surface before assembly, necessary tools to work with the RFID system, as well as tests
and inventory after correctly implemented records. The tests covered three different areas of DSO with about
100 network objects that were marked and recorded in accordance with the prepared technical assumptions.
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Figure 3. RFID tag installed on HV pole
Source: own work.

After the pilot was completed, several important technical conclusions were identified:
a) there is no impact on the reading performance due to device operation;
b) there is some influence of atmospheric conditions on the reading efficiency;
c) all of the RFID tag have been read successfully.
The experience gathered in the technical tests of technology formed the basis for the identification and
development of economic assumptions for the implementation of RFID technology in the entire company.

Economic analysis of implementing RFID in DSO company
Due to the novelty of the solution, which is the radio identification of devices, it is necessary to analyze the
possibilities related to its implementation in the company. It is justified in this case to use the SWOT analysis model
to determine strategic directions and recommendations for issues and problems (Gierszewska, Romanowska, 2017,
pp. 189–191) related to the implementation of RFID technology. Key SWOT factors are presented below (Table 1).

Table 1. SWOT analysis of implementing RFID technology in DSO’s company operation
Strengths
1.
2.
3.
4.
5.

High quality of collected data.
Resistance to most weather conditions.
Falling costs of system components.
Tags are maintenance-free.
Relatively simple assignment to other systems
Opportunities

1. Better quality of assets information can affect faster operations on the grid.
2. Using RFID with external contractors can facilitate the management
of materials needed for the investments.
3. On demand information can improve supplies management.
4. Unambiguous device marking can improve grid work safety

Weaknesses
1. Low company experience with RFID technology.
2. High implementation costs due to the large number of power
devices.
3. Water can interrupt tag operation.
4. Complexity of implementation due to internal processes.
5. Possible problems with data quality in current databases
Threats
1. Society privacy concerns.
2. Benefits can be insufficient compared to bar codes.
3. Due to DSO’s large investment needs, the RFID can
be a low-priority.
4. Some gathered data can be aim of cyber attacks

Source: drawn by the author based on company data.
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Relations how strengths allows to use opportunities presents Table 2.

Table 2. S-O analysis
Strengths\Opportunities

O1

O2

O3

O4

Weight (%)

Sum
of connections

Weighted sum
of connections

S1

1

0

1

1

40

3

1.2

S2

1

0

0

1

20

2

0.4

S3

0

1

1

0

10

2

0.2

S4

0

1

1

1

10

3

0.3

S5

1

0

1

0

20

2

0.4

40

10

25

25

Weight (%)
Sum of connections
Weighted sum of connections

3

2

4

3

1.20

0.20

1.00

0.75

24
5.65

Source: drawn by the author based on company data.

Relations how strengths allows to restrain threats presents Table 3.

Table 3. S-T analysis
Strengths\Threats

T1

T2

T3

T4

Weight (%)

Sum
of connections

Weighted sum
of connections

S1

0

1

1

0

40

2

0.8

S2

0

1

0

0

20

1

0.2

S3

0

1

1

0

10

2

0.2

S4

0

1

1

0

10

2

0.2

S5

0

0

1

1

20

2

0.4

Weight (%)

10

40

40

10

Sum of connections

0

4

4

1

Weighted sum of connections

–

1.60

1.60

0.10

18
5.10

Source: drawn by the author based on company data.

Relations how weaknesses limits opportunities presents Table 4.

Table 4. W-O analysis
Weaknesses\Opportunities

O1

O2

O3

O4

Weight (%)

Sum
of connections

Weighted sum
of connections

W1

1

0

0

1

10

2

0.2

W2

0

1

1

0

20

2

0.4

W3

0

0

0

1

10

1

0.1

W4

1

0

0

0

30

1

0.3

30

2

0.6

W5
Weight (%)
Sum of connections
Weighted sum of connections

1

0

0

1

40

10

25

25

3

1

1

3

1.20

0.10

0.25

0.75

16
3.90

Source: drawn by the author based on company data.
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Relations how weaknesses intensifies threads presents Table 5.

Table 5. W-T analysis
Weaknesses\Threats

T1

T2

T3

T4

Weight (%)

Sum
of connections

Weighted sum
of connections

W1

1

1

1

1

10

4

0.4

W2

0

1

1

0

20

2

0.4

W3

0

1

0

0

10

1

0.1

W4

1

0

0

1

30

2

0.6

30

2

0.6

W5
Weight (%)
Sum of connections
Weighted sum of connections

0

1

0

1

10

40

40

10

2

4

2

3

0.20

1.60

0.80

0.30

22
5.00

Source: drawn by the author based on company data.

Overall SWOT analysis and strategy selection presents Table 6.

Table 6. Overall SWOT analysis and strategy selection

Strengths (S)

Weaknesses (W)

Opportunities (O)

Threats (T)

Aggressive strategy

Conservative strategy

Sum of connections

Sum of connections

24

18

Weighted sum of connections

Weighted sum of connections

5.65

5.10

Competitive strategy

Defensive strategy

Sum of connections

Sum of connections

16

22

Weighted sum of connections

Weighted sum of connections

3.90

5.00

Source: drawn by the author based on company data.

From the above analysis it can be concluded that the aggressive strategy is the most justified, which will make
the most of the strengths and opportunities. This means that the implementation of the project should primarily allow
the use of opportunities, which are the benefits of the implementation of unambiguous marking of power devices
and the ability to optimize the supply chain in combination with warehouse management of the Distribution System
Operator.
Nevertheless, a similar result for a defensive strategy may indicate the need to conduct an in-depth analysis
of the assumptions and scope of the project. This may result indirectly from insufficient knowledge about the
technology itself as well as knowledge of the market environment related to the use of RFID technology. Before the
decision of RFID roll-out, the project team should consult with internal and external stakeholders for the purpose
of redesigning the assumptions and final effects resulting from the project implementation.
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Conclusions
Present-day puts Distribution Network Operators in a new reality. The main operational activity of the DSO
remained unchanged – provide the end user with electricity. However, today’s DSO task is not just distribution itself.
One of the actions that must be taken into account is the strict record of their assets. This is the challenge, that could
be restrained by RFID systems. Due to the earlier indicated benefits, a pilot system check was carried out under
operating conditions. Taking into account the success of the activities carried out and SWOT analysis the DSO will
most likely decide on further steps in this direction. However, due to the relatively low knowledge in the use of this
technology, company should take actions in order to specify the scope of the project, its economic efficiency and
impact on the operational activities.
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Abstr act

There are numerous publications on Lean Manufacturing (LM) which extensively describe specific tools used
in the lean framework, the necessary steps towards implementation of the concept as well as benefits following
from its implementation. However, it appears that despite the expected positive results, the companies which
implement LM increasingly cease further activity in this area. The causes have not been fully recognized and
the reason for the situation can be both the superficial knowledge of the LM as well as a lack of consistency
in the decisions taken. Thus the aim of this Article is to identify the barriers to their introduction among the
companies which are currently struggling with the LM implementation and the companies which have already
completed it. Based on a conducted CATI survey, an attempt has been made to identify both the internal and
external barriers. Furthermore, the expertise of companies was examined in terms of knowledge of lean tools,
including the awareness of the expected benefits from Lean Manufacturing implementation. The study involved
Polish manufacturing companies operating in the Zachodniopomorskie Voivodeship.

Introduction
Modern enterprises operating in the age of the ever-increasing globalisation are forced to respond quickly
to changes in the environment. Fast technical and technological progress, increasing customer awareness and
expectations, as well as shortening the life-cycle of products are among many factors which contribute to the daily
struggle of production companies. But this does not mean that organizations are doomed to fight the unknown.
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It occurs that the concept of lean management is helpful in this area. As indicated by E. Lodgaard et al. (2016,
p. 595) “lean (...) has been introduced by almost all significant actors and has been known as a crucial strategic
weapon”. Therefore it is fair to say that the Lean Management is an essential component for any manufacturing
organization which aspires to compete on the international market. This also applies to the Polish market, on which
the number of actors implementing lean is still unsatisfactory. Thus, it is necessary to conduct research in order to
identify and understand the barriers encountered in implementing the LM in manufacturing companies. In turn, the
research problems have been formulated as follows:
1. What internal barriers hinder the enterprises from implementation or the completion of the implementation
of further Lean Manufacturing instruments?
2. What external barriers impede the implementation of Lean Manufacturing?
3. What is the LM expertise of the enterprises?
4. What are the benefits of the implementation of LM in the opinion of the production companies?
For the realisation of the scientific objective there was carried out a CATI (computer-assisted telephone
interviewing) survey among Polish companies (in Zachodniopomorskie voivodship), which allowed for collection
of responses to the identified research problems.

Literature review
According to the National Institute of Standards and Technology Manufacturing Extension Partnership’s Lean
Network, Lean Manufacturing (also called Lean Production) is defined as “a systematic approach to identifying and
eliminating waste through continuous improvement, flowing the product at the pull of the customer in the pursuit
of perfection” (Kilpatrick, 2003, p. 2).
Therefore, it is possible to achieve perfection by the implementation of the rich spectrum of LM tools in order
to both improve the functioning of the organization and to respond quickly and adapt to the upcoming changes in
the environment. Yet, each company is different, hence it is reasonable to match these tools to the vision of the
development of a particular organization.
Hence the particular importance has identification and understanding explanatory reasons, why the rate
of failure is so high in order to plan implementation properly (Frankowska, Myszak, Sowa, 2017, pp. 431–440).
Looking at the current researches in the academic literature relating to manufacturing companies, some barriers to
lean implementation are often repeated, what was presented in Table 1.
In fact, the literature includes an abundance of research on the reasons for hindering the implementation
of LM; what is problematic is their synthetic presentation and comparative analysis. These difficulties stem from
the fact that the studies have been conducted in different countries and sectors of the economy, on different
research samples and by means of a variety of methods, techniques and analytical tools. Nevertheless, as shown
in Table 1, some examples of the research on the barriers in lean implementation in the production sector show
certain convergent aspects, such as the up-to-date character of the raised considerations or the selection of the
sample from the same production sector. In view of the above, it was decided to highlight common areas of barriers
specific to production companies implementing LM. Primarily these include the so-called “soft” factors, among
others: unsuitable leadership (including a lack of incentives), corporate culture unsupportive of change (employees
resistant to change, lack of employee engagement and commitment to change) or absence of training, which in turn
translate to the inadequacy of employee’s knowledge, skill and expertise in terms of LM concept. Other barriers

126

European Journal of Service Management

Implementation Barriers of Lean Manufacturing in the Production Sector

Table 1. Examples of barriers in Lean Manufacturing implementation
Author

R. Kumar,
V. Kumar (2014)

K. Salonitis,
Ch. Tsinopoulos
(2016)

H. Moradlou,
T. Perera (2017)

Research sample

Barriers

–– management (lack of management focus, lack of urge to create sense of urgency, lack
of management support, lack of long term vision),
–– resources (lack of labour resources, lack of capital fund, lack of comunication, lack of idea
innovation, mediocre consultants, lack of time),
Large and medium sized –– knowledge (lack of training, lack of understanding about lean, lack of implementation know-how),
manufacturing companies –– conflicts (conflicts with other initiatives, disparate manufacturing environments, demand volatility,
company culture, conflicts with erp implementations),
–– employee (resist to change, middle management resistance),
–– financial (no direct financial advantage, financial benefits not recognised, no financial targets),
–– past experience (past experience of failure, lack of staying power)

All companies from the
manufacturing sector

–– lack of employees engagement and commitment to change (fear of losing their job, inertia to
change, lack of understanding of the need for change and of knowledge on the actual tools to be
used),
–– financial barriers (necessity of high investments/costs),
–– misunderstanding lean concept (it is not possible to have commitment from high management and
workforce on something that they do not really understand),
–– lack of lean training,
–– lack of leadership commitment and engagement,
–– customer focus (lean can be revealed only through more structured and better customer
engagement),
–– lack of lean introduction method (employing a external lean expert is not a common practice in
Greece, expert should be a part of the company, fear that the external expert will try to copy the
implementation plan that may have worked in another company)

SMEs manufacturing
sector

–– lack of top management suport (lack of establish clear communication between production
managers and employees, lack of commitment on training other members of the organisation),
–– financial and resource constraints (in addition to the capital required for each tool, there is a cost
for the external consultancy and training; the resistance of the companies towards dedicating extra
capital on proces improvement),
–– lack of employee’s skill and expertise (lack of training, education and technical knowledge),
–– organizational culture (employee resistance to changes and lack of focus on their long-term roles)

Source: own processing.

identified include resource restrictions as well as financial aspects (implementation costs) and no observable
positive financial effects. Interestingly, factors related to the management and human factors constitute the most
significant barrier group.

Method
On the basis of previously developed, integrated array of lean implementation conditions (Frankowska,
Myszak, Sowa, 2017, pp. 431–440) there have been identified internal (endogenous – directly associated with the
company, including financial factors, human resources or production system) and external (exogenous – relating
to the environment in which the company operates e.g. requirements of customers or expert support) conditions,
which refers to the concept of lean supply chains (Jones, Womack, 2017, p. 15). This has helped to respond to the
identified research problems (Figure 1). There was conducted a detailed review of the literature (theoretical and
empirical) for LM implementation barriers. Then the survey methodology was determined, as a result of which
there had been developed a survey questionnaire dedicated to businesses which had the experience in the LM
implementation. In parallel there has been created a database of 250 manufacturing companies located in the
territory of West Pomeranian Voivodship.
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The research involved telephone interviews, as a result of which the information was collected from
40 manufacturing companies, among which 20 complied with the pre-set criteria, i.e. had undertaken activities
towards implementation of the LM. The entities surveyed were mainly medium (10) and big companies (7). Small
companies represented three entities and there were no micro-enterprises. In most cases they ware of foreign
capital (10), but also domestic capital (9) and one entity was public enterprise. There was big diversity relating the
time of the functioning of the companies: four companies had operated on the market for less than 5 years, the
remaining six entities had operated for 6–10 years, four entities for 11–20 years and six companies had had a record
of functioning for more than 25 years. The respondents in the survey were primarily representatives of middle
management (8), as well as senior management (6) and specialists (6) on quality assurance in the companies
surveyed.

c
v

Identify Research
Problem

Literature Review

Formulate research
methodology

Phone interviews
(CATI)

Development
of questionnaire

Creation of a database
of manufacturing companies

Collection of data

Analysis of data

Conclusions
and recommendations

Figure 1. Research methodology
Source: own processing using draw.io program.

The research material was submitted for analysis on the basis of which there were drawn conclusions and
proposed preliminary recommendations. Unfortunately, the research sample obtained is not representative and
therefore the results of the research are of probing character and require confirmation in further research.

Results and discussion
Enterprises were asked to indicate when the first implementation of LM occurred (Figure 2). It turns out that
40% of respondents have no more than one year of experience in the implementation of LM. The other respondents
have longer experience, including 1/4 of respondents implementing the first LM tools over 6 years ago.
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More than 6 years
25%

A year ago
40%

1–5 years
35%

Figure 2. The first implementation of the Lean Manufacturing tool in an enterprise
Source: own processing.

Subsequently, the respondents were asked to indicate the LM tools they know (prompted awareness) and
those that were implemented in their enterprises (Figure 3). The knowledge of the respondents goes significantly
beyond the scope of LM implementation in their companies. On average, the respondents know 6.7 LM tools, while
3.2 LM tools were implemented in the surveyed enterprises. Tools that are known to at least half of the respondents
include: 5S (16), Kaizen and standarized work (each 14), kanban and SMED (each 13), MUDA mapping and PokaYoke (each 12), Six Sigma and Andon (each 10). Closer analysis of the data proves that in the case of groups
of respondents, the greatest knowledge about LM tools is possessed by specialists and middle management
personnel. In turn, the most frequently implemented tools in the surveyed enterprises include: 5S (15) and Kaizen
(10). The other five companies that did not implement 5S as the basic tool chose: standardized work (3), Kaizen (2),
MUDA Mapping (1) or Value Stream Mapping (1).

Known

2

0

8

3

1

0 1
Other

2

4

12

Poka-Yoke

0

10
5

Andon

10

Jidoka

2

6

Heijunka

8

(N20)

13

SMED

6

Six Sigma

7

VSM

MUDA mapping

5S

Kaizen

5

13

Kanban

14

12

TMP

1615

Standardized work

14
10

Implemented

Figure 3. Knowledge and implementation of lean tools
Source: own processing.

As the main objective of the research was to identify barriers to the implementation of LM in manufacturing
enterprises, the respondents were asked to assess the internal barriers to LM implementation. Most assessments
fluctuate around average results (Figure 4). It seems that the relatively biggest barrier (3.5/5.0) is having the right
resources understood as the right number of employees, the right amount of time and their range of knowledge.
On the background of moderate responses, four additional barriers attract attention, these are: organizational
factors and the way of managing the company (3.1/5.0), attitude and competences of the management staff,
including their conviction about the rightness of implementation and the support (3.1/5.0), as well as involvement in
the implementation of LM’s tools and convincing about equity by other employees (3.1/5.0). The specificity of the
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technology used in enterprises may also be problematic, especially its level of advancement (3.1/5.0). It seems
that the relatively smallest barrier is the specificity of the production system of the surveyed companies (2.8/5.0)
understood as the type of production used and the number of positions and/or plants.

Working personnel

3.1

Top-management

3.1

Company organisation and management factors

3.1

Assortment manufactured

2.9

Technology implemented
Manufacturing system
Implementation effects already achieved

3.1
2.4
2.8

Appropriate resources
Financial factors

3.5
3.0

Figure 4. Average rating of internal barriers for the implementation of Lean Manufacturing
Source: own processing.

Next, respondents were asked to assess external barriers, i.e. environmental factors that inhibit the
implementation of LM in the surveyed enterprises (Figure 5). These factors were related to business partners in
the supply chain (customers and suppliers), the availability of expert knowledge and financial resources, as well as
knowledge of the knowledge about LM among enterprises. It turns out that in the opinion of the respondents there
are no significant external barriers, and the largest of them is low LM knowledge among enterprises (3.4/5.0).This
may be related to the limited interest of suppliers in improving the organization of deliveries (3.1/5.0) or information
flows based on the use of ICT systems (3.1/5.0). Interestingly, LM’s lack of interest among customers is no longer
such a significant problem (2.3/5.0). It seems that this may be related to combining LM tools mainly with improving
the efficiency of production processes and the supply phase of the enterprise logistics system. At the same time,
respondents indicated that access to LM experts (2.3/5.0) as well as external financing (2.6/5.0) is not a significant
difficulty in their opinion.

Low popularization of knowledge about LEAN among enterprises
Lack of access to LM experts and consultants
Lack of access to external financing

3.4
2.3
2.6

Lack of interest among suppliers – use of ICT

3.1

Lack of interest among suppliers – process management

3.1

Lack of interest among clients

2.3

Figure 5. Average assessment of external barriers for the implementation of Lean Manufacturing
Source: own processing.
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Comparing the assessment of internal and external barriers and making them aggregate, it can be seen that
they are similarly evaluated (Figure 6). Internal barriers (3.0/5.0) are slightly more important than external barriers
(2.8/3.0).

3.0

2.8

Internal barriers

External barriers

Figure 6. Average assessment of Lean Manufacturing implementation barriers
Source: own processing.

In the following, the respondents were asked to evaluate the benefits obtained from the implementation
of the LM (Figure 7). The vast majority, 85% of respondents declared that their companies are benefiting from the
introduction of LM, 5% stated that no benefits were observed, while 10% did not have knowledge in this respect. It is
worth adding that these 15% of the surveyed companies have started the implementation of LM tools in the current
year and it may be too short a time to observe positive effects.

No
5%

Don't know
10%
Yes
85%

Figure 7. Lean implementation and achieving benefits by companies
Source: own processing.

Respondents who noticed the positive effects of LM implementation were asked to indicate the greatest
benefits (Figure 8). It turns out that the improvement of work organization (4.8/5.0) as well as reduction of production
costs (4.5/5.0) is assessed best. In addition, the average quality of products (4.3/5.0) and the faster time of performing
operations (4.2/5.0) are also above average. In this statement, the relatively least benefits are observed in terms
of greater timeliness of orders (3.8/5.0).
Due to the observed positive effects of the implementation of the LM interesting was the position of surveyed
companies regarding the continuation, including new LM tools (Figure 9).
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Better work organization

4.8

Faster job performance

4.2

More timely order completion

3.8

Higher product quality

4.3

Lower production costs

4.5

Figure 8. The average assessment of the benefits following from the implementation of the LM
Source: own processing.

Definitely disagree
Rather disagree
0%
10%
Definitely agree
50%

Hard to say
30%

Rather agree
10%

Figure 9. The planned continuation of lean implementation
Source: own processing.

Half of the respondents are definitely in favor of the continuation of the implementation of the LM (50%), and
every tenth company is considering such a positive decision (10%). In turn, 10% of respondents also rather not
planned further implementations, about 1/3 had no opinion in this respect (30%).

Conclusions
To summarise, it should be noted that the study conducted has enabled the implementation of the research
objectives presented at the outset. The respondents have quite good knowledge of the available LM tools (on
average they know 6.7 out of 13 listed tools), but more extensive knowledge is displayed by middle-level managers
and specialists rather than top management. The companies studied have noted benefits from LM implementation,
which primarily include better work organization and reduction of the production costs. The study also allowed
for finding major internal (lack of appropriate resources, staff-related barriers at different levels and management
styles) and external barriers (low level of LM dissemination among enterprises, including partners in the supply
chain i.e. suppliers and clients). The analysis has provided further details of the highly differentiated responses.
However, in terms of average assessment it is found that companies which have implemented LM do not notice
significant barriers encountered in implementation (the average assessment is around 3.0 in scale up to 5.0). It is
therefore vital to view the data with caution and be aware of restrictions of the study method (CATI) and the relatively
low research sample (20 companies met the adopted criteria). The study confirmed the significance of the various
barriers identified on the basis of the subject matter literature analysis, yet for the better understanding a different
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study method (qualitative research) would be required. The triangulation of research methods would be consistent
with the postulate of the methodological pluralism (Sulkowski, 2015, p. 35) and would allow for better explanation
of the observed phenomenon of the limited scope of the LM application in manufacturing companies, as proven by
this study.
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Abstr act

In the article below, the authors presented an analysis of the factors that create the information society in
Poland, with particular emphasis on the role of e-services. Selected results of the expert study were presented,
which concerned the analysis of synergies between the observed digital revolution, general macroeconomic
factors and phenomena and e-services, such as: the relationship between economic and social development
and the development of the information society; the role of high-speed Internet in social and economic development; impact of selected IT services on the development of the information society; the power of influence
of selected groups of entities on the creation and development of the IS (information society); perceived scale
of benefit-cost ratio of stimulating the development of IS; assessment of the relevance of e-services and other
services of a similar nature.

Introduction
The emergence of the information society has caused the expansion of the economic role of the services
sector. The natural consequence of such change was the increase in employment in this particular sector. Innovators
and entities operating in the areas of high technology and information management, realizing the inevitability of the
progressive automation of production as well as the fact of the growing world population, were the first to decide
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to stimulate and monitor the ongoing social transformations in such a way that they would bring the greatest
economic and social benefits. Most of these activities were based on appropriate direction of funds, development,
implementation of development plans and strategies, and the creation of specialized clusters.
The role of technical conditions enabling information handling changes over time. Saying that technological
progress is the initiator of information societies is indisputable. Currently, modern transmission media (such as fiber
optics or wireless broadband networks), characterized by continuous accessibility expansion, have a pass band so
wide that it is possible to provide all possible services and organizational solutions with it. It means that in order
to further effectively support information development, attention and actions should be focused on the economic,
social and organizational spheres.
The key to achieving this goal are dynamically developing e-services. They should be perceived as the most
tangible effect of the strategy based on stimulating IS development. Some of them, such as e-government, in
addition to being primarily directed at the wider society, create real opportunities to achieve social and economic
benefits through the business sphere (e.g. in the form of facilitating and accelerating document exchange and
reducing organizational costs) and public administration (e.g. in the form of improving the internal document
circulation system). This demonstrates that e-services often have a multilateral dimension of impact.

Methodology of the conducted expert research
The information society is an interdisciplinary and complex structure. In order to study its essence and related
components, the Delphi method was used, the essence of which is the transfer of accumulated expert knowledge,
helping to see the hidden potential or solve the problem. The study was carried out in three stages. Initially, three
key experts were appointed, who further serve as a team supervising the correctness of the conducted research
and accepted the research assumptions, such as, for example, approving the assumed degree of consistency
of the results obtained. In the second stage, a survey was sent to 19 experts. Due to the number of categories in
questions, one critical value was assumed at the level of 0.7 with the consent of key experts. In the second stage,
the compliance of experts was achieved. When analyzing the results, the principle of the greatest probability was
followed, it means that the dominant indications were taken as the experts opinion.

Presentation of selected research results
Experts highly rated the association and interdependence between social development and the development
of the information society. Based on Figure 1 it is determined that the direction of social development and the
development of the information society is largely perceived as identical. Only less than 7% of specialists rated these
two phenomena as inconsistent.
The most of specialists have assessed the Internet as important or very important in social and economic
development (Figure 2). The answers provided indicate that the global intuitive communication network is an
important factor stimulating the economy in the first place.
In the statement illustrating the impact of telecommunication services on the IS (Figure 3), the internet was
again recognized as the service with the largest impact. Further places in the hierarchy took respectively: telephony
(cellular and stationary) and television (understood as a service in all its variants). Smart buildings and housing
estates (including related services) were considered as service with the least impact. GPS (Global Positioning
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System) along with other related navigation systems, was placed in the middle of the list, and their total impact was
rated as medium, with a slight strong indication.

Very high

27%

High
Very low

67%
7%

The results do not add up to 100% due to the rounding used.

Figure 1. The relationship between economic and social development and development of information society
Source: own study based on the conducted research.

In social development

In economic development

Very high
High

Very high

60%

73%

High

40%

27%

Figure 2. The role of high-speed Internet
Source: own study based on the conducted research.

7%

Satellite navigation systems
Smart cities and buildings

13%
20%

Television and interactive online television

13%

Telephony

13%
13%

Internet
Very strong

80%

7%
Strong

87%
73%
80%

13%
Medium

Weak

The results do not add up to 100% due to the rounding used.

Figure 3. Impact of selected telecommunication services on the development of the information society
Source: own study based on the conducted research.
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Figure 4 illustrates the results of the study of the impact of the main forces involved in IS development from
the sectors point of view. Experts agree that the strongest development of IS is stimulated by the convergent
ICT sector (Information and Communication Technologies) and the RD sector (research and development),
which is unsurprising and in line with theoretical study (although the decreasing role of ICT can be expected in
the near future because of achieving service market satisfaction). The Internet users, who are notably perceived
as producers of ideas, knowledge and electronic content (prosumers of knowledge and services), have slightly
weaker impact compared to the previous factors, however still on a strong and very strong level. Surprisingly,
there is relatively low assessment of the role of development policy and development strategies, and it is worth
mentioning that supporting the development of IS has become one of the EU’s priorities, and thus also of Poland.
Activities of the Polish Government focused on the development and implementation of numerous development
strategies both nationwide and at the local government levels. As an example of this is the “Operational Program
Innovative Economy 2007–2013” (Ministerstwo Rozwoju Regionalnego, 2007a, p. 128), Priority 8 – Information
society – increasing innovation of the economy, Measure 8.4 – providing access to the Internet at the stage “last
mile” for all voivodeships and Measure 8.3. – counteracting digital exclusion or the “Operational Program Digital
Poland for 2014–2020” (Ministerstwo Inwestycji i Rozwoju, 2014). Another strategy that deserves attention was the
“Operational Program Development of Eastern Poland 2007–2013” (Ministerstwo Rozwoju Regionalnego, 2007b,
p. 81), whose efficiency in the field of IS can be presented as follows: 14,600 km of high-speed Internet network
built, 1.04 million people received Internet access and 8,200 people were protected against digital exclusion
through appropriate training and skills. Notwithstanding the foregoing, based on opinions of independent experts,
the effectiveness and scope of the impact of state policy is losing significantly with the convergent, competitive ICT
sector and telecommunication services operators, who in Poland took a role of leaders in creating a knowledgebased civilization.

Development strategies

Internet users

ICT sector

7%
33%
7%

60%
80%

20%

73%

27%

R+D sector
Very strong

67%

27%

Strong

Weak

Very weak

The results do not add up to 100% due to the rounding used.

Figure 4. The influence of selected groups of entities on the creation and development of information society
Source: own study based on the conducted research.
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Despite the poorly assessed effectiveness of government initiatives, surveyed specialists perceive IS
stimulation as socially beneficial and economically viable (Figure 5). The costs incurred in connection with the
developmental effort are estimated to be much smaller than the potential benefits that can be obtained.

Very high

20%

High

Medium

73%

7%

Figure 5. Perceived scale of benefit-cost ratio of stimulating the IS development
Source: own study based on the conducted research.

The ratio of the assumed profits to the costs was determined by 20% of experts as very high, by 73% of experts
as high and by 7% of experts as average only. Such a favorable forecast, when confronted with poorly assessed
assumptions of development plans, suggests the need, and even the necessity, to intensify real actions that could
really lead to the IS development and its services, which ultimately form the basis of being in the modern world.

The role of e-services
E-services enable more efficient and effective functioning of companies and stimulate the production
and implementation of new products and services. The most common distribution channel is the Internet with
its functionalities. It gives the opportunity to provide new forms of classic services (e.g. e-banking) or serves as
a space for innovative ideas (e.g. virtual transport exchanges). The phenomenon of the Internet has made the digital
revolution omnipresent and progressing. It affects almost all aspects of human life, which can be observed, among
others in public administration, medicine, education, trade, finance, tourism, insurance, culture, etc. (Dąbrowska,
Janoś-Kresło, Wódkowski, 2009, pp. 41, 47).
An e-service can be defined as: “a service provided in a partially or fully automated way by information
technology, using IT systems in public telecommunications networks, at the individual request of the recipient,
without the simultaneous presence of parties in the same location and requiring little human participation on the
side provider” (Ministerstwo Rozwoju Regionalnego, 2008). The ultimate goal of e-service is the same as traditional
service: to meet the needs of man and increase his comfort of life. There are two main differences. The first of them
(and at the same time the most characteristic) is the lack of distance barrier. The second is: partial or complete
elimination of the human factor in the implementation process. (Flis, Szut, Mazurek-Kucharska, Kuciński, 2009,
p. 4).
E-services have enormous development potential, and their further dynamic development can be predicted
with high probability. Figure 6 presents the relevance assessment of services created by the IS and the Internet.
The possibility of virtual enterprises, e-mail and social portals and thematic portals were recognized as the most
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Important
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67%

60%
60%

27%
47%
53%
40%
53%
33%
60%

87%
73%

Low important

Figure 6. Significance assessment of e-services and other services of a similar nature
Source: own study based on the conducted research.

important services. Important and very important services were considered to be as follows: possibility of easy
creating and publishing electronic materials, remote communication and location services, teleworking, virtual
libraries and databases, e-learning, electronic entertainment, virtual cloud computing and databanks, websites,
e-commerce, e-health, e-banking and e-government. Those which, according to the survey results, are characterized
by the least impact on economic aspects, are: teleconferences and smart construction.

Conclusions
The efficiency of emerging information societies becomes one of the most important decision factors
determining the economic condition of states. This is due to natural adoption of information into the group of classic
economic production factors, taking into account that information is the currency of the modern world. The most
tangible effect and at the same time the reflection of the advancement level of digital social transformations are
e-services. They provide an opportunity to employ a growing world population, in a result, stimulating development
of e-services is extremely important from an economic as well as social point of view.
This article presents the result of the expert study. In the age of omnipresent convergence, the studied area
is extremely difficult to analyze, both technically and substantively. This is due to the large interdisciplinary nature
of the studied phenomena, the dynamics of the changes taking place, and their dimension of impact, and thus the
multitude of parties associated with them.
Drawing conclusions from the research, it can be stated that despite many initiatives supporting information
techniques, their effectiveness in the eyes of experts on the subject is assessed poorly. According to experts, the
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potential benefits resulting from the acceleration of cyber-world development far outweigh the costs that need to be
incurred to implement such initiatives. This determines the need for continuous and in-depth IS monitoring to define
the reasons for the relatively poor effectiveness of development strategies.
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Abstr act

As the experiences of the Central and Eastern European countries show, the reforms connected with decentralization were important in agendas of transformation. It must be also stressed that their implementation had
not only political impact as formation and empowerment of new territorial authorities was targeted also on the
provision of improved public services to citizens according to the European standards such principles of subsidiarity and self-government. The aim of the article is to present the recent attempts for decentralization and
local reforms and their impacts in Ukraine in order to indicate achievements and the possibilities of strengthening public services through the implementation of European self-government and public governance standards.
The paper explores the process connected with implementation of series of reforms conducted since 2014 in
the researched field. It also proves that the acts recently adopted in Ukraine constitute legal basis not only for
the distribution of powers between the authorities at various levels of territorial-administrative system, but they
are aimed to improve the quality and efficiency of public services.

Introduction
One of the key elements of the system transition in post-communist countries is the need for democratization,
decentralization and implementation of best practices of the European governance also on regional and local level.
That is why since gaining independence in 1991 these reforms have featured prominently in agenda of political and
economic transformation in Ukraine. Unlike Poland and some other Central and Eastern European countries in the
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region, today members of the EU, Ukraine’s transition from heavily centralized to decentralized system took much
longer. In fact this is still an ongoing process. Some basic attempts were done already in the 1990’s (articles 140–
146 of the Ukrainian Constitution adopted in 1996 acknowledged the general principles of local self-government
separated from the state government) but only during recent years, strengthened by the so called Euromaidan
Revolution in 2014, Ukraine has adopted proper laws and began to implement a series of more radical changes
in the field. The attempts of public administration transformation that have been concluded since gaining the
independence in Ukraine have been studied widely in the literature (Kuczabski, Zastavetska, Zastavetskyy, 2017,
pp. 87–91; Radyszewska, 2017, pp. 195–199; Udovychenko, Melnychuk, Gnatiuk, Ostapenko, 2017, pp. 23–26;
European Committee of the Regions, 2017).
Decentralization efforts are typically politically motivated, that is for sure also true in case of Ukraine where
the pace of reform accelerated following Ukraine’s involvement with the Eastern Partnership process and “express
commitment to the goal of Ukraine’s eventual accession to the EU” (European Committee of the Regions, 2017, p.
11). Despite political importance, these reforms have profound impacts on economies by influencing, among other
things, governance in the public sector. This includes public services as in the theory, decentralization is argued
to improve governance in public service provision in at least three ways: by improving the efficiency of resource
allocation; by promoting accountability and reducing corruption within government; and by improving cost recovery
(Azfar, Kähkönen, Lanyi, Meagher, Rutherford, 1999, pp. 3–4).
The subsidiarity principle also argues that “the efficient provision of public goods and services requires that
the government satisfy citizens’ needs and preferences as much as possible” (Kimr, 2008, p. 11). The reconstruction
of the public administration system is usually accompanied by the changes in territorial division as it forms “as
structure by means of which specific spatial governance in the implementation of public tasks is obtained”
(Kuczabski, Zastavetska, Zastavetskyy, 2017, p. 87). Though it can be said that the recently adopted acts constitute
legal basis not only for the distribution of powers between the authorities at various levels of administrative and
territorial system based on the European standards such as principles of subsidiarity and decentralization, but they
should also allow to improve the quality and efficiency of public services. In this sense strengthening public services
should be supported by the real decentralization process.
The aim of the article is to present the recent attempts for decentralization and local reforms and their impacts
in Ukraine in order to indicate achievements and the possibilities of strengthening public services through the
implementation of self-government and public governance standards developed by the Council of Europe and
the European Union. The research was based on the review of current legal acts, action documents and scientific
literature connected with decentralization and self-government.

Public services in regional and local perspective – the basic legal framework of the Council of Europe
Public services can be determined as “services or activities, recognised as public in the sense that the State is
seen as ultimately responsible for the provision of them (but which) are nevertheless not provided by the State itself
but by institutions which are intermediate between the market and the State. These institutions are, on the one hand,
too independent of the State to be regarded as part of the State, but are, on the other hand, too closely and distinctly
associated with the goals, activities, and responsibilities of the State” (Freedland, 1998, p. 3). The term public
services “refers to the fact that a service is offered to the general public, it sometimes highlights that a service has
been assigned a specific role in the public interest, and it sometimes refers to the ownership or status of the entity
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providing the service” (CEEP…, 2010, p. 10). In a wide approach public services can include (CEEP…, 2010, p. 14):
telecommunications, postal services, production of electricity, gas and electric networks (transport-distribution),
railway transport of passengers, freight rail transport, regional and local transport of passengers, air transport,
inland water transport, maritime transport, water, waste water, heating, broadcasting, hospital health services,
ambulatory health services, primary and secondary education, higher education, vocational training, compulsory
social protection, complementary social protection, social housing, childcare services, care of the disabled, elderly
care, administrative, financial and cultural services, etc.
The European Charter of Local Self-Government accepted in 1985 by the Congress of Local and Regional
Authorities of the Council of Europe indicates the importance of communities as a basis for the exercise of democracy
(the preamble states that “the local authorities are one of the main foundations of any democratic regime”). Its
regulation also stipulate that “local self-government denotes the right and the ability of local authorities, within the
limits of the law, to regulate and manage a substantial share of public affairs under their own responsibility and in the
interests of the local population” (Council of Europe, 2016, p. 12). It is emphasized that The Charter is also “a source
of inspiration when countries decide to establish or reform their regional authorities” (Council of Europe, 2017, p. 6).
The Council of Europe underlines the importance of public services in strengthening territorial cohesion.
The principle of territorial cohesion is defined as “the principle of equity among citizens, regardless of where they live:
the objective of territorial cohesion is to provide citizens with equitable conditions of access to public services and
ensure optimum conditions in terms of competitiveness, balanced, sustainable development and the improvement
of the quality of life throughout the country, with due regard in particular for the diversity of geographical and
demographic situations” (Council of Europe, 2017, p. 13). The European Charter of Local Self-Government contains
some references to public services. From the perspective of good governance and the performance of public tasks
at regional level very important is “the principles of good administration and good quality of public services” (Council
of Europe, 2017, p. 24). According to Additional Protocol to the European Charter of Local Self-Government on the
right to participate in the affairs of a local authority from 2009, the measures for the exercise of the right to participate
shall include “mechanisms and procedures for dealing with and responding to complaints and suggestions regarding
the functioning of local authorities and local public services” (Council of Europe, 2016, p. 28).

Decentralization in Ukraine as a way to public services improvement
Considering the aim connected with strengthening the public services provision on local level it can be said
that the most recent reforms concerning decentralization and self-government started with the adoption of (just
to name some) the Concept of the Reform of Local Self-Government and Territorial Organization of Government
in Ukraine by the Order of the Cabinet of Ministers on 1st of April, 2014 (No. 33, Official Journal of Ukraine, 2014,
No. 30, art. 831) and the Law “On the Cooperation of Territorial Communities” (No. 1508-VII as of June 17th, 2014).
Ukrainian Parliament elected already after Euromaidan protests adopted also the Law “On Voluntary Association
of Territorial Communities” (No. 157-VIII as of February 5th, 2015) and others, like changes to the Budget and Tax
Codes allowing some financial decentralization, etc. This process has allowed forming, in accordance with the
provisions of the European Charter of Local Self-Government (ratified by Ukraine already in 1997), a significant and
effective local self-government at the basic level – united territorial communities.
Territorial community in Ukraine is the residents united by permanent residence within the village, city, which
are independent administrative and territorial units, or voluntary association of residents of several villages with
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a single administrative centre (Verkhovna Rada of Ukraine, 2015). Several communities form the district, and
the provinces are regions of Ukraine. According to the Minister for Regional Development, Building and Housing
of Ukraine – 803 united territorial communities have been created in Ukraine as of August, 2018 and 98 of which are
awaiting decisions of the Central Election Commission on the appointment of the first elections (Segodnya, 2018).
The composition of these united territorial communities includes 3,372 former local councils. At the legislative
level, the institute of the village headman in the united territorial communities, which represents the interests of the
villagers in the council of the community, the executive committee and may provide administrative services on the
territory of the high council, is also introduced. It should be also noted that in Ukraine there are 15 districts, within
which all the communities have united, there is a duplication of functions of the structural units – the district is
a united community. In the other territories where the integration of communities occurred, local governments at the
district level continue to exercise their powers in the spheres of education, medicine, culture and social protection.
That is, today there is a problem of duplication of functions at the district level between local governments, united
territorial communities and local district levels (Serebryanskaya, 2018).
Theoretical and empirical evidence show that the main problem when conducting decentralization reforms
is to find balance between decentralization and centralization adequately to the real socio-economic and political
conditions of a particular country. Taking this into account, one of the main goals when designing the decentralization
pattern is to improve the quality of public services. The decision on the transfer of authority to a lower level implies
that there is a subject that, in the case of the transfer of these powers, will ensure their better execution than at
the state level (Voitovich, Vorona, 2018, p. 42). In order to form a base for efficient public services on local level
the important trends in the development of local self-government in Europe can be mentioned: the consolidation
of administrative-territorial units, reduction of a number of local authorities, creation of different regional forms
of management (Kregul, Batrymenko, 2016, p. 20).
The main idea of decentralization of power in Ukraine is the approximation of management services to the
consumer, i.e. to the population. Adoption of laws to extend the powers of local self-government bodies and optimize
the provision of administrative services allowed delegating to local government bodies the appropriate level
of authority to provide basic administrative services: registration of residence, issuance of passport documents,
state registration of legal and natural persons, entrepreneurs, associations of citizens, registration of acts of civil
state, rights, land issues, etc. (Voitovich, Vorona, 2018, p. 83). Financial decentralization creates further conditions
for the socio-economic development of territories, including area of public services. State financial support of the
united territorial communities contributes to the formation of social infrastructure and the creation of new jobs.
United communities received powers and resources that have cities of regional importance, in particular, the
transfer of 60% of personal income tax to local budgets of joint territorial communities. In addition, revenues from
taxes are completely in place: single, for the profits of enterprises and financial institutions of communal property
and property tax (real estate, land, transport). The growth rate of local taxes and fees in the united territorial
communities is 29.4% (for 11 months of 2017), which is more than the average in Ukraine by 24.9%. In particular,
the payment for the land increased by 20%, income tax on real estate – more than 70%. However, as the analysis
shows, 92% of registered rural communities constitute the population of retirement age, and half of their total
number have a budget subsidy level of about 70%. Therefore, it is impossible to expect rapid positive changes in the
social sphere of rural areas under such conditions in the near future (Voitovich, Vorona, 2018, p. 129).
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Assessing the positive aspects of the implementation of management reforms that began after 2014 in Ukraine,
it is advisable to note that the reforms are carried out precisely in the areas of health care reform, education, public
administration, etc. However, according to the National Reform Council, when polling 1,000 respondents at the
end of 2017, the population thus evaluated the implementation of reforms: in the field of education, only 44%
of respondents indicated positive changes in health care – 33%, in the fight against corruption – 24%. Moreover,
a significant part (about 2/3) of the respondents have a rough idea of the purpose and content of the reforms
(Voitovich, Vorona, 2018, pp. 139–140).

Public services development in Ukraine – some selected examples
In Ukraine, the model of provision of services is applied through the corresponding centres of administrative
services established by the state and municipal authorities. The legal framework and forms of activity of centres
for the provision of administrative services are determined by the Law of Ukraine “On Administrative Services”
(adopted already on 6th August, 2012, published in Official Journal 2013, No. 32, art. 409). The list of services that
can be provided in the field is constantly expanding. At present, there are about 1,500 administrative services in
Ukraine. Residents of united communities expect convenient and high-quality administrative services from local
authorities. That is why it is important that each united community quickly decide how mobile and affordable it is to
provide these services to residents. All services of the authorities should be as close as possible to people and the
creation of such a structure as the Centre for the Provision of Administrative Services (CPAS) that are considered to
solve this issue. After the adoption of the Law “On Administrative Services”, the creation of such integrated offices
became mandatory for large cities and districts. CPAS in big cities provide services for about 55 hours per week
(Ukraine Office, 2018). The quality of work of the CPAS determines the level of citizens’ trust in the government,
directly depends on how the state performs its functions, where the provision of administrative services occupies
one of the key positions (Voitovich, Vorona, 2018, p. 82).
Out of 723 units, 454 administrative service centres operated under district state administrations. However,
according to the provisions of the Local Government Reform Concept (adopted by the Cabinet of Ministers Order
No. 333 of 1st of April, 2017), the district level of the administrative-territorial structure will be reformed organization
of associations. It is obvious that in the united communities modern CPAS should be also created. When talking
about quality of service and modern standards in administration, special attention should be paid to the Ukrainian
electronic service iGov, which was developed by a volunteer team as part of the fight against corruption in Ukraine
and the improvement of business processes in government. This electronic portal contains services that state and
municipal authorities provide to citizens and businesses (iGov. Portal…, 2018). The above described improvements
concerning administrative services can be illustrated with some territorial examples. At present, the leader in
Ukraine in the number of concluded inter-municipal cooperation agreements is Poltava region. As in total of 180
cooperations in the country, 57 of which are registered in this region. More specifically, 45 of them are related to
the implementation of joint projects, six contracts concern the joint financing of municipal property organizations,
four – delegation of authority, and two more – creation of joint utility companies.
The conclusions from recently concluded inter-municipal cooperation contracts showed that there are people
living in Poltava region who are ready to unite in order to solve typical common problems. In 2015, this area
of work was the impetus for the unification of local councils in the united territorial communities. The present united
communities can start the necessary projects not only in cooperation with their neighbors, but also independently.
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Thus, in the Semenovskaya united territorial community, the “House of Protected Senility” has been created for the
residents. Such communal institution for lonely people is planned also to be created in Omelnytsky united territorial
community. Financial receipts in the united territorial communities of the Poltava region grew from two to five times
in comparison with the financing of these communities before the unification. In 2017, 27 projects of international
technical assistance were implemented in Poltava region (in 2016 – 17, in 2015 – 14 and in 2014 – only 9) and six
projects of international financial assistance. In partnership with international organizations and foundations, such
programs as the Ukrainian-Canadian project “Partnership for urban development “PROMIS”, the UNDP/EU project
“Local Community-Oriented Development”, the Swiss-Ukrainian project DESPRO “Support for Decentralization
in Ukraine”, the GIZ project “Governance Reform in the East of Ukraine II” and the European Union’s large-scale
program “U-LEAD with Europe” are also implemented here (Poltavshchyna, 2018).

Conclusions
The researched issue remains important and current as despite some evidenced improvements Ukraine still
occupies low positions in global competitiveness rankings related to public governance. For example according to
The Global Competitiveness Report 2017–2018, Ukraine holds general rank 81st out of 137 countries (according to
2016–2017: 85th), and 65th (previously 99th) regarding transparency of government policymaking included in the pillar
connected with institutions (World Economic Forum, 2018, pp. 296–297; Radyszewska, 2017, p. 198). As it was
presented in the paper, Ukraine has already adopted the necessary laws that, to one degree or another, regulate
public relations associated with decentralization and self-government. They had also impact on public service
provision system but with different strength when taking into account the type of service or a region. Moreover,
comparing the Ukrainian local authorities’ permissions and activities with the experience of other post-communist
counties that conducted the decentralization reforms and are usually considered relevant examples for Ukraine
(such Poland) it is clear that these laws are not sufficient (Voitovich, Vorona, 2018, pp. 42–43). The studied reforms
are an ongoing process, so the evidence was given on the selected examples that is administrative services and
supporting public services in Poltava region but as it was revealed there are still some problems to be resolved.
Therefore it must be said that reforms connected with decentralization and self-government empowerment
allowing strengthening the public services provided on local level are not finished yet in Ukraine. It is still necessary
to develop effective by-laws to regulate the procedures for the application and implementation of laws on local
self-government, as well as to expand the list of administrative services provided to residents of united territorial
communities. Besides these legal changes, in order to improve the functioning of the system of providing
administrative services in the united territorial communities of Ukraine, some practical steps must be taken, such as:
a) to provide state support for expanding the network of united territorial communities in order to cover the
entire territory of Ukraine;
b) to ensure organizational unity of the front office and back office of the centres providing administrative
services of the united territorial communities;
c) to familiarize the use of the electronic portal of state services iGov, what will allow to effectively fight
against corruption and improve the public services provision system at any territorial level;
d) to develop and implement efficient educational programs for public administration employees on the
effective provision of administrative services.
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Abstr act

The importance of the digitization is in the area of financial services is growing. One of the manifestations of the
development of financial technology in finance is the use of the so-called robo-advisors in financial services,
which offer asset and wealth management services using fintech technology. The aim of the article is to present
the essence of financial services offered by robo-advisors and indicate the development trends of these services in the field of asset management on the German market. Moreover, the article presents the benefits and
limitations associated with the use of robo-advisors in asset management. The results of the research show
that it is very fast developing services’ market, which is characterised by relative low cost; but – because of its
nascent level – there is lack of long-term benchmark and investment returns history that would enable further
studies on that issue

Introduction
Virtualization is entering new areas of life. The Internet is used in social, cultural, business and financial
contexts. In the area of financial services, the Internet was initially used in banking, where customers gained
access to their bank account, and then were allowed to make a growing number of different types of banking
operations. Then, digitization extended also to brokerage services, thanks to which customers gained access to
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online investment accounts and could place orders via the Internet. For several years, the intensive development
of enterprises operating in the fintech1 area, which provide IT solutions for the financial sector, have been observed.
One of the manifestations of the development of fintech is the use of the so-called robo-advisors in financial
services, which offer asset and wealth management services using fintech technology. Experts estimate that by
2020, assets worth from USD 2.2 to 3.7 trillion will be managed by robo-advisors (Deloitte, 2016a, p. 1).
The development of new services and financial products arising as a result of technological changes does
not require the active role of traditional financial intermediaries. That is why more and more fintech companies are
entering the financial service and asset management markets.
The aim of the article is to present the essence of financial services offered by robo-advisors and indicate the
development trends of these services in the field of asset management on the German market. Moreover, the article
presents the benefits and limitations associated with the use of robo-advisors in asset management.

The background of digital asset management development
Financial services have been offered by traditional intermediaries such as banks, investment funds, insurance
companies or pension funds. Traditionally, investment manager is a professional who makes investments on behalf
of a third-party, with the aim of generating the highest possible return. On the other hand, wealth management
services are offered by specialized financial institutions, and are based on long-term management of assets
of private persons and their families (Gabryelczyk, 2009, pp. 15–16). Wealth management services include also
asset management services that come down to management of cash capital and financial instruments. Assets that
are transferred by individual investors to asset management companies who manage them become an investment
portfolio (Gabryelczyk, 2009, pp. 42–43). Therefore, asset management companies offer investment portfolio
management services to their clients following a specific investment strategy.
With the development of digital technology, traditional financial intermediaries began to be active in the new
distribution channel, which is the Internet. The concept of Internet Finance, understood as the third distribution
channel, in addition to indirect financing (through the banking sector) and direct financing (on the capital market),
was also distinguished in scientific works (Xie, Zou, 2013, p. 1).
Digitalization of wealth and asset management services started relatively late, when compared to digitization
of the banking sector. Nevertheless, its strength and speed will introduce diversity to wealth and asset management
services (Deloitte, 2016b, p. 2).
Before the development of robo-advisors, which were applied in wealth and asset management services,
the IT tool was used for digital investment advice. Generally at the beginning of the 90s, digital investment tools
were used by financial professionals to develop investor profiles, allocate assets or recommend specific portfolios.
In 2005, the development of digital investment tools expanded further, and continued the intensive growth after the
financial crisis 2008. The data show that after the crisis, the growing number of new entrants offering a wide range
of digital financial tools has been noticed (FINRA, 2016).
According to FINRA report (2016), digital investment advice tools support one or more of the following core
activities in managing an investor’s portfolio:

1
Fintech can be identified as “computer programs and other technology used to support or enable banking and financial
services…” (Oxford English Dictionary, 2016).
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–– customer profiling,
–– asset allocation,
–– portfolio selection,
–– trade execution,
–– portfolio rebalancing,
–– tax-loss harvesting,
–– portfolio analysis.
The development of robo-advisors is a proof that the Internet has not only become a convenient distribution
channel, but more widely, the development of information technology has made it possible for new entities, which
benefit from the development of fintech, to enter the financial service market. Undoubtedly, the development and
application of digital investment advice tools in asset management is associated with the development of fintech,
which is referred to as “a global phenomenon, born at the intersection between financial firms and technology
providers, attempting to leverage on digital technology and advanced analytics to unbundle financial services
and harness economies of scale by targeting long-tail consumers” (Sironi, 2016, p. 5). Whereas, robo-advisor is
defined as “automated investment solutions which engage individuals with digital tools featuring advanced customer
experience, to guide them through a self-assessment process and shape their investment behaviour towards
rudimentary goal-based decision-making, conveniently supported by portfolio rebalancing techniques using trading
algorithms based on passive investments and diversification strategies” (Sironi, 2016, p. 5). This is a technological
approach that defines automated consultancy in the area of portfolio management as a technological solution.
A similar approach is presented by J. Tönnesmann (2018), stating that robo-advisors are not robots that have
a physical form, but computer programs that help a natural person allocate free financial resources.
On the other hand, FIRNA (2016) indicates that robo-advisors are client-facing tools that incorporate the
first six activities listed above: customer profiling, asset allocation, portfolio selection, trade execution, portfolio
rebalancing, tax-loss harvesting.
As indicated in Deloitte report, the term ‘robo-advisor’ consists of the word “robo” – understood as an
automatic process occurring without human participation, which supports making investment decisions with the use
of mathematical algorithms; and the word “advisor” – used as wealth and asset management services. Together,
robo-advisors can be defined as “online portfolio management solutions that aims to invest clients’ assets by
automating client advisory” (Deloitte, 2016a, p. 2).

The characteristics of robo-advisor services
Traditional investment managers are people employed by traditional financial institutions such as banks,
investment funds, pension fund or insurance companies. They offer services to a variety of parties, including
both issuers and investors (Sironi, 2016). Whereas, robo-advisors, in contrast to traditional investment managers,
interact with customers through online systems offering little or no human intervention (Lieber, 2014). The first
robo-advisors appeared between 2008 and 2010, as one of the aspects of the development of financial technology
(fintech) (Bjerknes, Vukovic, 2017). Robo-advisors can be qualified using the following criteria:
1. Service digitalization degree – with four degrees: 1.0, 2.0, 3.0, 4.0.
2. Investment strategy – active or passive, mixed.
3. Investment risk.
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• 1.0, 2.0+
• Algorithm based
adjustments
and rebalacing
proporsals
• Pre-define
investment rulesets

4.0

• 1.0+
• dedicated fund
management
• Managed
adjustments
and rebalancing
• Fund of funds
and portfolio
view
• Risk-based
portfolio
allocation

3.0

• Online
questionniare
• Product
or portfolio
proporsal
• Listed ETFs,
bonds shares

2.0

1.0

There can be distinguished a four-stage digital asset management, with every stage being more technologically
advanced than the previous one. Over 80% of robo-advisors that operate in the largest markets (Germany, USA,
UK) at level 3.0. offer fixed investment strategy, while others choose to include as well market changes in automated
portfolio rebalancing proposals, which is the higher degree in service digitalization (Deloitte, 2016a, p. 3).

• 1.0, 2.0, 3.0+
• Fully-automated
investments
• Self-learning
algorithms
• Automatic asset
shifts

Figure 1. Robo-advisor evolution: Digital Wealth Management from 1.0 to 4.0
Source: Deloitte (2016a).

The individual levels define the scope and type of services available. Level 1.0 is usually a proposal
of a specific product mix or portfolio allocation using phone or online questionnaire. Level 2.0. is a more advanced
service including appropriate accounts, whereas 3.0. level of service development offers managing accounts and/
or providing ongoing advices. The most sophisticated 4.0. applies machine learning techniques or even artificial
intelligence to portfolio management (Deloitte, 2016b, p. 4).
Investment portfolios offered in Germany by robo-advisors are divided into risk classes depending on the
applied investment strategy. The risk is assessed on a point scale and qualitatively (low, medium, high) on the basis
of the composition of the portfolio. The higher the part of shares in the portfolio, the higher the risk is (Tönnesmann,
2018).
Some of the benefits resulting from digital asset management include (www.visualvest.de, 2018):
1. Low fees – thanks to the use of digital and automated processes as well as no need to maintain an
expensive network of customer service points, the service provider can lower costs and offer asset
management services at competitive prices.
2. Time saving – the digital asset manager is able to find the right investment within a few minutes and
optimize the composition of the portfolio throughout the duration of the investment.
3. Flexibility – the choice of strategy, deposits and withdrawals to an account, online contact with the advisor,
access to the advisor at any time from any place using a computer or only a telephone.
4. Availability – traditionally, professional asset management was reserved exclusively for wealthy investors.
Thanks to digitization, individuals investing only EUR 25 per month can use digital asset management
services.
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5. Professional consultancy – automatic robots are created on the basis of models developed in scientific
works on finances, and therefore their decisions and suggestions are professional and objective (no risk
of subjective judgment or attitude of a financial adviser).
The negative aspects of the use of robo-advisors in asset management are (www.deutschefxbroker.de, 2018):
–– limited choice of financial instruments and financial markets,
–– no possibility to create an individualized portfolio,
–– lack of data enabling assessment of the effectiveness of portfolio management by robo-advisors, due to
the relatively short time of their operation and the related lack of historical data on rate of return,
–– no possibility of personal meeting and discussion about management details,
–– portfolio cannot be adjusted to the changing situation of the investor. Robo-advisors are not flexible and
the client, if circumstances change, must change the strategy on his own.

Research results and conclusions
Data on the development of the German robo-advisor market covered the period starting from 2016. According
to the statistics, in 2018, the value of assets managed by robo-advisor will amount to nearly EUR 4 million, while by
2022, an increase in assets of almost EUR 24 million is forecasted, which indicates an average annual increase by
over 56% (www.de.statista.de, 2018).

Table 1. Basic data characterizing German robo-advisor market
2016

2017

2018*

Value of assets in EUR million

718.7

1,787.5

3,976

Number of clients in thousands

73

132

210

9,858

13,510

18,915

Average value of assets per customer in EUR
*

Values for 2018 are forecast values.

Source: own work based on data from Statista, July 2018 www.de.statista.de (2018).

Data obtained from German market indicates not only an increase in asset value of robo-advisor portfolios,
but also an increase in the average value of customer assets. During a year (2017/2016), the number of clients
of companies offering asset management by robo-advisors increased by over 80%, and according to forecasts, the
dynamics in the next year will also be similar – an increase by approx. 70,000 customers per year.
Extra-Magazin (www.extra-funds.de) presented an overview and characteristics of 25 robo-advisors offered
to German clients. In general, it can be concluded that these financial services are not of exclusive nature. Only
seven companies introduced a threshold of the minimum level of invested assets at the level of at least EUR 10,000,
which is not a high threshold when considering the wealth and value of household savings in Germany. This is also
confirmed by the results of the Deloitte research (2016b, p. 4) which indicates that robo-advisors are definitely more
available to individual investors than the traditional wealth and asset management companies, which in Germany
require investment assets worth EUR 1,000,000.
The service costs depend on the investment costs. Fees charged for asset management by robo-advisors
are relatively low, and only in the case of four companies, they are at the level of 1.1–1.3% of the value of managed
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assets; in other companies the level of fees is below 1% of the value of assets. In the case of seven companies, the
annual fees for asset management are lower if the value of the investment is higher.

Table 2. Robo-advisors in Germany – costs and minimum investment value
Annual fees
No.

Robo advisor

with an investment value
of EUR 5,000 (%)

with an investment value
of EUR 100,000 (%)

Minimum investment value
in EUR

1.

Fintego

0.95

0.45

2,500

2.

Gimon

0.39

0.39

1,000

3.

Prospery

0.69

0.69

4.

Quirion

from 0.00

from 0.43

5,000

0.75

10,000

1

5.

Scalable Capital

6.

Vaamo

0.79

0.49

10

7.

VisualVest

0.60

0.60

500
5,000

8.

Whitebox

0.95

0.60

9.

Growney

0.99

0.39

1

10.

Investify

1.00

1.00

5,000
2,500

11.

Wüstenrot

12.

Baloise MONVISO

0.95

0.45

from 1.24

from 1.24

13.

Comdirect

0.95

0.95

400
3,000

14.

Easyfolio

from 0.95

from 0.95

15.

Minveo

1.00

1.00

100
50

16.

Robin

1.00

0.88

5,000

17.

WeltSparen

0.33

0.33

2,000

18.

Sutor Bank

0.70

0.70

5,000

1.25

10,000

from 0.49

from 0.29

2,000

19.

truevest

20.

United Signals

21.

Castel Insight

1.30

25,000

22.

Fundamental Capital

1.00

50,000

23.

Solidvest

1.10

25,000

24.

Warburg Navigator

1.20

20,000

25.

LIQUID

from 1.00

100,000

Source: own work based on data from: https://www.extra-funds.de/robo-advisor (2018).

Considering investment strategy offered by robo-advisors, the German market is dominated by companies
offering active management (42%), while companies offering only passive management account for 25% of service
providers, and 19% of companies offer both options – clients can choose between active and passive management
style. There are also robo-advisors who do not provide portfolio management services, but only suggest traders on
request (Deloitte, 2016b, p. 4).
The results of analyzes indicate that about 80% of robo-advisors on the German market are service providers
that offer the 3.0 level (according to the division indicated in Figure 1). Usually the differences result from the
application more or less sophisticated version of online questionnaire in order to propose a product or an investment
portfolio (Deloitte, 2016b, p. 4).
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Conclusions
Financial services offered by robo-advisors are a financial innovation resulting from the development of fintech.
The world’s largest robo-advisors market is the United States, with asset value estimated at EUR 24,699 million at
the end of 2018 (www.de.statista.de, 2018).
Experts in the German market, in turn, estimate that in the following years, the value of assets managed
by robo-advisors will increase. However, it seems that the biggest challenge is to increase the security, trust and
transparency of investments, which may convince a larger number of potential investors to entrust assets to roboadvisors (www.roboadvisor-portal.com, 2018). The results of portfolio management efficiency and rates of return
achieved by their clients are and will be as well very important for the development of robo-advisors services.
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Abstr act

The article presents selected aspects connected with the functioning of flexible transport systems. Their important feature is irregularity in providing transport with regard to space and time. In the case of such transport
services, the passenger fulfils a significant role. In the pragmatic aspect, solutions are presented that are present in the countries of Western Europe. They are related to types of flexible transport systems, i.e. linear, aerial
and with making these means of transport available to residents. Bummelbus, which apart from its transport
provision role, is a valuable example, as it fulfils an important function connected with the activation of persons
who are unemployed. Unemployed persons, with appropriate qualifications, are employed for a specified period
as drivers. The scientific goal of the article was to present a review of theoretical and practical considerations
related to the functioning of flexible transport. Such goal is reflected in the methodical side of the article.
The theoretical approach presents the essence of flexible transport systems, using for this purpose the available, first of all foreign literature on the subject. In practical terms using, among others, the author’s research
related to the participation in the LAST MILE international project, foreign and domestic solutions applied in
this field have been presented. Obtained results of research may be useful for further research related to the
development of flexible transport systems, both in theoretical and pragmatic terms.

Introduction
As far as the market is concerned, the transport needs of the citizens may be satisfied by regular and irregular
transportation. The characteristic feature of regular transportation is a timetable, which does not exist in case
of irregular transportation. Such way of satisfying the transport needs of the citizens is defined in the literature as
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flexible transport. Other terms may be encountered, e.g. on request or transport services provided on the basis
of a reported need.
Flexible transport has two main objectives. The first is derived from the need to provide citizens with availability
of public transport. Whereas the latter is related with rational transport use, and minimizing the costs of such
transport services.
The purpose of the article is to present theoretical and practical considerations connected with the functioning
of flexible transport in domestic and foreign experience. Such goal is reflected in the methodical side of the article.
The theoretical approach presents the essence of flexible transport systems, using for this purpose the available,
first of all foreign literature on the subject. In practical terms using, among others, the author’s research related
to the participation in the LAST MILE international project, foreign and domestic solutions applied in this field
have been presented. Obtained results of research may be useful for further research related to the development
of flexible transport systems, both in theoretical and pragmatic terms.

Theoretical aspects of flexible transport systems
Flexible transport systems are characterised by irregularity regarding time and space for provision of transport
services. These systems are connected with a greater influence of potential passengers on the organisation
of transport services. An important role in the system is fulfilled by the passenger, who shapes the timetable
according to time and, for some types of flexible transport system (e.g. aerial), the direction of transport services
(Kwarciński, 2016, pp. 189–190) . The above features constitute a factor for determining such type of services as
need-oriented transport services.
Flexible public transport systems constitute a valuable element of public transport system. (Mężyk, 2013;
Wright, 2013) This is primarily because of their positive influence on the level of availability of public transport for
residents. Moreover, similarly to public transport of a regular nature, these constitute a significant alternative to
individual motorization (Velaga, Nelson, Wright, Farrington, 2011, p. 111).
The flexible transport services enable better adjustment of time compliance to an occurrence of need
of citizen transport and the provision of transport service (the means of transport reaching the citizen) This also
means that a timetable, being an external condition for a passenger, is in the case of a flexible system, determined
by passengers. Time required for the means of transport to arrive is individually set by transport operators.
An important characteristic that differentiates flexible transport systems is the use of ICT solutions (primarily,
telephone and internet) and mobile applications. They connect clients and transport operators, simultaneously
fulfilling numerous functions e.g. ad information, ordering means of transport, payment services, etc. Maintaining
traditional telephone connections is especially important for elderly persons, the vast majority of whom do not have
access to the Internet or do not use mobile applications, available on smart phones.
With regard to space, the significance of flexible transport systems may be determined through features of the
places that they service and the manner of movement process organisation. Flexible public transport systems
are applied in areas characterised by low population density and wide extent. These features lead to the fact that
the need for transport services in areas of such types (e.g. agricultural, peripheral) is low. This makes provision
of transport to satisfy needs in these areas, in a regular manner, not very profitable (high number of scheduled
services with no passengers, low level of vehicle load). Moreover, in this aspect, the direction of movement is
important. In some flexible systems there is a possibility to use means of transport with direct indication of the
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target location, and at the same time, the direction of movement, e.g. shopping centre, medical service facility or
a hospital.
The factors for development of flexible public transport systems derive from: providing citizens with mobility,
possibility to satisfy social and professional objectives, improvement of public transport availability, which is
particularly important for persons, who due to various reasons, are unable to use individual motorisation (the
elderly, school age youth, persons without an appropriate licence) (Mulley, Nelson, 2009, pp. 39–45). Due to flexible
systems, there is a growth in participation of persons and urban areas in which public transport is available. Also, in
connection with the issue of rationalisation, and satisfaction of needs, the cost of service costs of public transport
provision is important. Within such scope, one may discuss consideration of the rationality principle that considers
transport needs and costs of satisfaction of the same.
Development of various flexible transport systems requires support from public authorities. This may be
provided in a financial or organisational form. Financial support derives from lack of profitability while performing
transport services within flexible transport systems. Moreover, it is connected with financing the purchase
of means of transport and the costs of its maintenance by public authorities. So an important, and costly issue is
a remedial element of the system (so called, record organisation), that with the use of proper software, transport
means management, establishment of the route, collects information regarding needs for routes to be served, etc.
Moreover, another type of cost that to some limited extent occurs also in the case of regular transport is a so called
readiness of means of transport to provide service, which includes payment for drivers and maintenance of backup
transportation.
As far as organisation is concerned, the inclusion of flexible system solutions is important in a general public
transport system through technical, time and tariff integration. This provides a sense of stability of the public
transport by creating greater added value for the passengers.
Flexible passenger transport services may be related with changing needs and preferences of the customers.
They are the answer to the growing expectations of passengers, especially in the areas characterised by low need
for transport services. Due to its flexibility, from the point of view of time and space, they are as comfortable as
private transport, and due to price of service, they are more available than taxis.
Evaluation of the functioning of a flexible transport system may consider economic and non-economic aspects.
As far as economy is concerned, low need for transport services does not guarantee recovery of costs borne in
relation to satisfying transport needs of the citizens. It should be noted however that the cost of transport service
provided in a flexible manner is lower than if these services were provided in a regular manner.
There would be no costs of functioning of a flexible system if the provider withdrew from serving transport
needs of citizens with public transportation. Thus, while evaluating the factors for provision of transport services in
an irregular manner, it is important to also consider their positive social and environmental role. This corresponds
with the principle of public service duty. First, an important issue is the problem of social inclusion. By providing
access to public transport for people who due to age, predispositions, or financial status cannot use other means
of transport (e.g. individual motorisation), we provide them a means of satisfaction of obligatory and facultative
needs (work, school, shopping, health, culture, social activity). As far as the environment is concerned, an important
issue consideration of environmental pollution.
To summarise, flexible systems fulfil an important role in supplementing regular public transport. Moreover,
they improve the access to transport services, which is important for areas characterised by low need for such
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services. As far as social issues are concerned, they fulfil an important role in preventing occurrence and deepening
of social exclusion. They also positively influence reducing the negative influence of transport on the environment.

Pragmatic aspects of functioning of flexible transport systems
In Western European countries, flexible transport systems are commonly used for serving the transport needs
of the citizens. This applies especially to areas characterised by a low need for transport services. Furthermore,
a few good practices are presented, which are connected with the functioning of flexible transport systems in the
international dimension.
Night Rider is a transport service that has been provided since 2005. For the first four years, it was cofinanced with national funds of the Ministry of Transport of Luxemburg (Kwarciński, 2018, pp. 97–107). Currently, it is
of a commercial nature. This service is used by 40,000 passengers a year in order to reach locations connected with
entertainment (such as discos). This destination is related with a higher purpose of the project being the reduction
of the risk of traffic accidents at night among young people.
The possibility to use Night Rider is limited to weekends between 18:00 and 5:00 in the morning. The time
of the service certainly relates to the name. Minimum time for reservation is 60 minutes, and reservation 2 months
ahead is also possible. Reservation and payment for movement is possible in many ways, including online. In this
service, any starting point occurs. The confirmation of receipt is made via SMS. The booking party receives the
SMS 10 minutes before the transport arrives.
Bummelbus is another solution that may be related with flexible transport systems. However, it is a system that
differs from the previously described solutions. It is connected with the function of professional activation of citizens
of Luxemburg. The drivers are recruited from among the unemployed.
The system operates from Monday till Saturday from 6.30 till 21.15 (17.15 on Saturdays). Reservations are
made via a call centre, and are possible from Monday till Friday from 8 till 18. Reservations must however be made
on the day before the day of the planned trip.
Prices for a trip depend on distance. If the distance does not exceed 10 km, the fee for children is EUR 1.5,
and adults pay EUR 2. A trip for a distance between 10 and 20 km costs EUR 2 per child and EUR 2.5 per adult.
Longer trips: 20 km – 25 km cost EUR 3.0 per child and EUR 3.5 per adult, whereas 25 km – 35 km costs EUR 6.0,
and EUR 7.0 respectively.
The main users of the system are children who constitute approx. 60% of the passengers. The remaining
group is parents (approx. 30%) and child cares (approx. 10%). The main objectives of the trips are those connected
with sports (20%), school (10%), shopping (9%), medical services (6%), musical school (6%), hairdresser, dancing,
restaurants (1–2%), and other trips (30%) are also significant.
Another example of a flexible transport system is the so-called civil bus. It is based on provision of the means
of transport to the citizens. It is most common in Germany, Switzerland, Great Britain, and Holland. In this system,
transports are initiated by the citizens. Costs of purchase of a means of transport are borne by units of territorial
authorities (operation costs). Also, co-financing by private persons (sponsors) is possible, as well as by advertisers
and units of territorial authorities. A bus driver is not employed (he works voluntarily). In some areas, the citizens
must pay annual membership fees, which enable them to use this form of transport.
The beginnings of such way of satisfying transport needs in areas of low need were noted in the 80’s
(Kwarciński, 2016, pp. 79–87). Self-organisation of supplementary transport lines of public transport (vehicles and
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rail transport). A vehicle used in this system is relatively small (max. 8 seats) and driving it does not require any
licence connected with being a professional driver.
The means of transport provided to the citizens serves to satisfy their transport need connected with travelling
to work, for youth to go the disco and also to satisfy the needs of senior citizens. It is characterised by high
flexibility according to time and space of provision of transport services, although in principle, it may not constitute
competition for regular passenger transport services. Compared to other flexible systems, there are no limitations,
caused by availability of a person (driver) that provides transport service. This form of transport serves to maintain
current mobility of the citizens, but it also give (long-term) a possibility to convert the civil bus system into regular
and irregular lines.
Another way to satisfy transport needs is to include passenger and load transport, which is used in rural areas,
where due to certain functions (e.g. agricultural) it is possible to combine small passenger transport with loads.
In Germany, such system is called KombiBus and it fulfils an important function in moving agricultural products on
agricultural areas.
In Poland, the experience in need-related public transport organisation may be considered minor. Until 2016,
this applied only to one city (Kraków–Telebus) (Obuchowicz, 2008) Since April, 2016, Szczecin is the second city in
Poland to implement a bus on request.
In Szczecin, the need-oriented public transport services (transport on request) are provided for the benefit
of citizens of one of the districts (Podjuchy). The choice of this area for handling transport needs of citizens in
a flexible manner derives from its features. It is influenced by topography (hillside area), narrow streets and relatively
low population density (mostly single-family houses).
Road and City Transport Authorities are responsible for organisation of transport on request in Szczecin.
It enables the passengers to use the same ticket in Szczecin. Passengers, who use one tariff, are able to move
around the city with the use of regular or irregular (flexible) transport. This increases the attractiveness of public
transport in the city, both for the areas covered by regular and irregular transport services. In the area where the
transport on request was implemented, 11 communication stops were located. Later, this number was increased
to 13. Means of transport (3, including a backup), are at the disposal of the citizens, on working days, for ten hours
a day (Kwarciński, Leszczyński, 2017, pp. 39–47).

Conclusions
Flexible forms of transport constitute a guarantee of the possibility to satisfy the transport needs of citizens of the
areas characterised by low need for transport services. It is especially preferable for persons without a passenger
car and it also provides a sense of social inclusion. Access to public transport improves the attractiveness of a city.
In the general social dimension, the environmental aspects are also important, such as lower energy consumption.
The disadvantage of flexible systems is the time required for performance of a transport service that includes
waiting for transport, which requires good planning of own needs regarding mobility.
In the countries of Western Europe, there is a common understanding of the need to finance transport services
to improve the availability of public transport. However, there is a trend of improving the economic rationality in the
process of organisation of such services. It is reflected, above all, by searching for new solutions, which are to limit
the costs of functioning of the system of handling the transport needs by ensuring minimum availability level that
guarantees a possibility of social activity (i.e. education, health care, shopping, and culture).
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Flexible transport systems may also fulfil an important economic-social role by ensuring a possibility
of professional activation among people looking for work. With proper qualifications, it is possible to work as a driver
in a flexible system.
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Abstr act

The paper presents the use of the pattern search method for optimization of the plant production process.
The described approach can be used for management of production and for increasing the quality of products
obtained during the production process. The presented optimization method can be applied in various fields
of service economics, such as: quality management, financial management, production management and many
others. In the production process the maximization of income with constraint conditions is taken into account.
Proper management of plant production is based on the correct rotation of plants in order to obtain the highest
crop, keeping the soil in good condition.

Introduction
The optimization process is used, for example, to achieve the maximum or minimum of the considered value.
Optimization is used in many areas of management, e.g. quality, knowledge, marketing, logistic, finance, innovation,
information, and so on. There are many optimization methods. The article presents the application of the pattern
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search method for management of the plant production. This method was used for optimization of the agricultural
income to plan the structure of the dynamic plant production model.
Dynamic models are often used in many areas of management and production. For example, the use
of dynamic models for the management of forest plantations can be found in the papers (Hartmann, 1976, pp. 52–
58; Kennedy, 1986; Cacho, Hean, 2004, pp. 139–163). The use of dynamic models can also be found in problems
related to urbanized areas. R. Jiang, Q. Wu, Y. Zhu (2001, pp. 345–348) depict a dynamic model describing traffic,
whereas Sh. Gui, Q. Zhu, L. Lu (2005, pp. 265–269) use a system dynamic model to present the logistics system.
Problems related to dynamic programming used to construct a dynamic model were described, among
others, in the following papers (Bellman, 1967; Findeisen, Szymanowski, Wierzbicki, 1972; Grabowski, 1980; Lew,
Mauch, 2007; Robinett, Eisler, Wilson, Hurtado, 2005; Stadnicki, 2006). T. Trzaskalik (1990, 1998) also describes
multicriterial dynamic programming.
The pattern search method, which was used in the paper to solve the dynamic production model, has been
known since the 1950s. This method has been developed because it does not require the knowledge of the function
f gradient to solve the problem. Often, knowledge of the gradient ∇f ( x ) may be difficult or impossible, and methods
that determine the approximate value of the gradient give a result that may bear a risk of a serious error, which in
turn will result in an optimization error.
The first formal definitions are given in paper (Hooke, Jeeves, 1961) calling the method “direct search”,
whereas pattern search is depict as its modification and a subclass of direct search methods.
The pattern search method is described and analyzed in detail in 1997 by (Torczon, 1997). R.M. Lewis and
V. Torczon (1999) in show the development of a method for the optimization of functions with constraints (Lewis,
Torczon, 1999; 2002) as well as linear limitations (Lewis, Torczon, 2000). The research of the pattern search method
was also performed by (Audet, Dennis Jr., 2003; Lewis, Torczon, 2000).
The theory of the pattern search method presented in the article was taken from the works (Torczon, 1997;
Lewis, Torczon, 1999, 2000, 2002). Problems concerning the optimization of the problem with limitations are
described in (Conn, Gould, Toint, 1991, 1997).

Planning model of the structure of plant production
In order to present the analytical form of the dynamic planning model of the plant production structure, let us
assume the following denotations:
t = 1, 2, ..., T – period number, j = 1, 2, ..., n – number of decision variables,
i = 1, 2, ..., m – number of restrictive conditions regarding, e.g., land area, structure of sowing, production for
		 sale, fertilization and labor consumption,
t
x j – decision variable in period t,
aijt – i-th unit coefficient of expenditure on j-th type of activity in period t,
bit – limit of the i-th limiting condition in period t,
u tj – the lower limit of the j-th variable in period t,
v tj – the upper limit j-th variable in period t,
c tj – agricultural income of j-th type of activity in the period t.
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With the above denotations, the maximum size of agricultural income for n types of activity in T periods will
be expressed by the formula:
T

n

=
F ( x tj ) ∑∑ c tj x tj → max,
=t 1 =j 1

subject to:
T

n

∑∑ aijt x tj ≤ bi , i = 1, 2, ..., m

=t 1 =j 1

and u tj ≤ x tj ≤ v tj , x tj ≥ 0.

Pattern search method
For the pattern search algorithm without constraints (Torczon, 1997, p. 4), the task is to minimize the function
min f(x). To find the maximum value, one should run the optimization process for function–f(x). In the k-th iteration
we have the assumed position x k ∈ R n and the length of the iteration step ∆ k > 0 . Then, we analyze the points
x += x k ± ∆ k ei , where i ∈ {1, 2, , n }, , until we find one x+, which satisfies the condition f(x+) < f(xk).
The first part of the name of the “pattern” method comes from a set of possible points x+ to be analyzed
(Figure 1). If we do not find x+ satisfying the condition f(x+) < f(xk), we reduce ∆ k by half and continue calculations.
∆ k and x k +1 = x + , or we can double the length
Otherwise, we leave the step length unchanged, assuming ∆ k +1 =
of the iteration step ∆ k > 0 and continue the search, provided that increasing the step length is justified. We repeat
the iteration described above until we find that ∆ k is appropriate.

k
xk

Figure 1. A set of points, among which one finds a point used in the next iteration in pattern search, a case without constraints
Source: Lewis, Torczon (2000), p. 3.

In case of optimization with linear constraints, we need to expand the information on a sufficient set of searches;
in case of the unlimited set, this set was included in the whole set Rn. The information about the problem should now
be clearly defined, such as the scope and shape of the linear constraints. In the problem with constraints, the scope
of the search is denoted by Ω (Figure 2).
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k



xk

Figure 2. A set of points with the selected optimization area Ω , among which the point used in the next iteration is found, the
pattern search optimization case with linear constraints
Source: Lewis, Torczon (2000), p. 4.

To define a sample (pattern), one must specify two components, the basic matrix B ∈ R n×m , B ≠ I , and
generated matrix Ck ∈ Z n×p , where p > 1n. We divide the generated matrix into the following components:
Ck =
[M k −M k

Lk ] =
[Γk Lk ] .

It is required that M k ∈ M ⊂ Z n×n , where M( M ≠ I ) is a finite set of matrices and Lk ∈ Z ü×ü − and contains
at least one zero column. The sample (pattern) Pk is then defined as the columns of the matrix Pk = BCk.
Generalized pattern search algorithm for unlimited constraints. Let there be data x 0 ∈ R n and ∆ k > 0 .
For k = 0, 1, ... we have:
Step 1. We calculate f(xk).
Step 2. We set a step sk.
Step 3. We calculate ρk = f ( x k ) − f ( x k + sk ) .
Step 4. If ρk > 0 then x k +=
1 x k + sk else x k +1 = x k .
Step 5. Upgrading Ck i ∆ k .
For the case of pattern search optimization with linear constraints, in Step 2 of the generalized algorithm the
following conditions must be met:
sk ∈ ∆ k Pk ≡ ∆ k [ Γ k

Lk ] ,

( x k + sk ) ∈Ω,
If min{f ( x k + y ) | y ∈ ∆ k Γ k ∧ ( x k + y ) ∈Ω} < f ( x k ) then f ( x k + sk ) < f ( x k ) .
The steps of the pattern search algorithm for the case with constraints resemble those in the case without
constraints, but the area should be taken into account, so the initial values have the form: x 0 ∈Ω , ∆ k > 0 and
k = 0, 1, ...
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Results
This section presents the results of optimization of the dynamic plant production model obtained with pattern
search method.
The optimization results were obtained using a program written in Matlab with the built-in pattern search
function. The optimization model, called parallel model, used in the paper in details is described in (Landowska,
Landowski, pp. 48–50, 2012; Landowska, 2017, p. 6). This model is one-stage, in which individual periods are
related to binding conditions, so that crop rotation is taken into account. The initial vector for this model was the
null vector.
In the optimization process, the value of the objective function (agricultural income) was obtained at
PLN 96,083.41. In particular periods, the size of agricultural income amounted to: PLN 27,460.66, PLN 20,554.67,
PLN 23, 935.19 and PLN 24,132.89.
The detailed sowing structure obtained by the pattern search method is shown in Figure 3.
Figure 3 shows that in four periods the most stabilized were rapeseed crops, for three periods they amounted
to 1.84 ha, and in the second period 1.71 ha. The largest area in particular periods included rye sowing – from
2.96 ha in the third period to 3.76 ha in the second period. The next cereal crop was wheat with sowing from 1.71 ha
in the third period to 2.32 ha in the first period. No other crops were added to the optimal solution in any year. In case
of other plants, their sowing area undergoes quite significant rotations.
Table 1 presents the results of pattern search method optimization of a dynamic parallel model of crop
production of a farm, divided into four sown areas and four production periods. It can be seen that the areas have
not been evenly divided. For this production model, area 3 (3.76 ha) was the largest area. The first area was 3.38 ha,
and the fourth and second were 3.07 ha and 2.96 ha, respectively.

Table 1. Crop rotation of agricultural production in four periods obtained with PS method
Area 1

Area 2

Area 3

Area 4

Period I

oats 1.54 ha,
potatoes 0.43 ha,
beets 1.41 ha

wheat 2.32 ha,
barley 0.64 ha

triticale 1.92 ha,
rape 1.84 ha

rye 3.07 ha,
other crops 0 ha

Period II

wheat 2.15 ha,
barley 1.23 ha

triticale 1.25 ha,
rape 1.71 ha

rye 3.76 ha,
other crops 0 ha

oats 1.23 ha,
potatoes 0.43 ha,
beets 1.41 ha

Period III

triticale 1.54 ha,
rape 1.84 ha

rye 2.96 ha,
other crops 0 ha

oats 2.05 ha,
potatoes 0.81 ha,
beets 0.9 ha

wheat 1.71 ha,
barley 1.36 ha

Period IV

rye 3.38 ha,
other crops 0 ha

oats 1.12 ha,
potatoes 0.15 ha,
beets 1.69 ha

wheat 2.21 ha,
barley 1.55 ha

triticale 1.23 ha,
rape 1.84 ha

Source: own study.
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Period I

Sown area

3.07
2.32
1.54

1.84

0.64
Wheat

Barley

1.41
0.43

Rye

Oats

Triticale

2.15
1.23

Rape

Potatoes

0
Beets

1.23

1.25

1.71

1.41
0.43

Wheat

Barley

Rye

Other
crops

Period II

3.76
Sown area

1.92

Oats

Triticale

Rape

0

Potatoes

Beets

0.81

0.9

Other
crops

Period III

Sown area

2.96
1.71

2.05

1.36

1.54

1.84
0

Wheat

Barley

Rye

Oats

Triticale

Rape

Potatoes

Beets

Other
crops

Period IV

Sown area

3.38
2.21

1.55

1.12

1.23

1.84

1.69
0.15

Wheat

Barley

Rye

Oats

Triticale

Rape

Potatoes

0
Beets

Type of sowing

Other
crops

Figure 3. Plant production structures obtained with pattern search method (ha)
Source: own study.

Conclusions
In the paper the usage of the pattern search method for optimization of the dynamic production model was
described. The obtained results show that it is possible to obtain the maximum value of agricultural income, taking
into account appropriate plant rotation. In this paper the application of the pattern search method to dynamic linear
model was presented but considered method can also optimize static or dynamic models with linear or nonlinear
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constraints. The pattern search method can also be used to optimize models related to the various management
processes.
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Abstr act

The article presents the sharing/collaborative economy and the pillars on which the development of this phenomenon is based. On the example of Uber and Airbnb, the most important social and economic effects of this
phenomenon are characterized. The reasons for taking regulatory actions in this sector were also indicated.
Based on international experience, the principles of creating a legal framework for sharing economy were
indicated.

Introduction
Information technologies are one of the main factors changing the world around us to the extent that is often
referred to as a revolution. One of the manifestations of changes taking place is the emergence in the economic and
social space of a phenomenon related to the joint use of human and material resources and the growing acceptance
of the possibility of using resources instead of having them. The phenomenon, known as sharing economy (SE), is

European Journal of Service Management Vol. 28/1

173

Piotr Ładny
based on the mutual provision of services by people and the joint use of resources such as tangible goods, financial
resources, skills or time.
The idea of sharing things and using them together is not new and has been known by humanity from the
beginning. However, in the past, the extent to which resources and skills were made available and shared was
rather limited, mainly due to the technical difficulties associated with matching and communication of people who
have the resources and people who would like to use these resources. Another problem was the lack of trust
between strangers, which meant that the joint use of goods was only between people who were members of small
communities or families.
It was the creation of online platforms enabling an easy search for available resources by those who would like
to use them, and the introduction of reputation assessment systems (customer reviews) that reduced search costs,
eliminated the lack of trust, and through the use of economies of scale led to the emergence and rapid development
of sharing economy.
Data on the USA show that in 2016, 44.8 million of U.S. adults used the sharing economy, and it’s expected
to grow to 86.5 million U.S. users by 2021. A Time magazine poll published in January 2016 estimated that 42%
of Americans had already used a sharing economy service, and that 22% had provided one (Cusumano, 2018,
pp. 26–28). It is estimated that the number of people using cooperation platforms will double by 2021.
In EU countries, the popularity of SE is smaller. According to a survey conducted in April 2018 by the European
Commission, 23% respondents (17% in 2016) used the platforms offering SE services, and 6% offered their goods
or services in this way. Of all respondents, the largest group (14%) have used services in the accommodation sector,
while 12% have done so in the transport sector (European Commission, 2018, pp. 7–8, 11).

Sharing economy – characteristics and effects
Although the term economy sharing has existed in theory and practice for several years, it is difficult to find
in literature a common, more commonly accepted definition of this concept. Analysis of the literature on the subject
allows for indicating several dozen different definitions, some of which address this issue narrowly, reducing it in
its essence to, for example, the operation of online platforms or mobile applications (Laurell, Sandström, 2017,
pp. 58–65; Muñoz, Cohen, 2017, pp. 21–37), the functioning and role of intermediaries between the exchange
participants (Mair, Reischauer, 2017, pp. 11–20) or business models based on fees charged for access to the
functions of products, not their possession, while excluding non-commercial activities from this area (Zervas,
Proserpio, Byers, 2017, pp. 687–705).
Another approach treats the SE broadly, as a phenomenon that refers to almost every manifestation of social
and economic life. It concerns various areas, sectors of the economy, business models and lifestyles or management
styles and is based on various elements (Owyang, 2016). The SE term itself is also used interchangeably with such
terms as: collaborative economy, collaborative consumption, access-based consumption, connected consumption.
The sharing economy is an element of collaborative consumption which is an economic model based on the access
to property and sharing of resources (Budziewicz-Guźlecka, 2017, pp. 27–36).
In 2016, due to the difficulties to apply the definition of “sharing or collaborative economy” to companies as
Uber, Airbnb, the US Department of Commerce’s Economics and Statistics Administration has proposed a new
definition of “digital matching firms” that exhibit the following characteristics (DC, 2016):
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1. They use information technology, typically available via webbased platforms, such as mobile apps on
Internet- enabled devices, to facilitate peer-to-peer transactions.
2. They rely on user-based rating systems for quality control, ensuring a level of trust between consumers
and service providers who have not previously met.
3. They offer the workers who provide services via digital matching platforms flexibility in deciding their
typical working hours.
4. To the extent that tools and assets are necessary to provide a service, digital matching firms rely on the
workers using their own.
An attempt to clarify the concept and indicate the type of activity to which it refers was made by the European
Commission, which in June 2016 published the document A European agenda for the collaborative economy, which
adopted a very broad understanding of collaborative economy/sharing economy (these concepts are treated as
synonyms).
The term “collaborative economy” refers to business models where activities are facilitated by collaborative
platforms that create an open marketplace for the temporary usage of goods or services often provided by private
individuals. The collaborative economy involves three categories of actors:
–– service providers who share assets, resources, time and/or skills – these can be private individuals
offering services on an occasional basis (“peers”) or service providers acting in their professional capacity
(“professional services providers”),
–– users of these,
–– intermediaries that connect – via an online platform – providers with users and that facilitate transactions
between them (“collaborative platforms”). Collaborative economy transactions generally do not involve
a change of ownership and can be carried out for profit or not-for-profit (European Commission, 2016).
Regardless of the discussion about the concept of SE and the context in which it is used, among scientists
and practitioners dealing with this area, the discussion on the social and economic effects of SE development
intensifies. The EU documents emphasize that sharing/collaborative economy creates new opportunities for
consumers and entrepreneurs. It can therefore make an important contribution to jobs and growth in the European
Union, if encouraged and developed in a responsible manner. Driven by innovation, new business models have
a significant potential to contribute to competitiveness and growth. The success of collaborative platforms are at
times challenging for existing market operators and practices, but by enabling individual citizens to offer services,
they also promote new employment opportunities, flexible working arrangements and new sources of income.
For consumers, the collaborative economy can provide benefits through new services, an extended supply, and
lower prices. It can also encourage more asset-sharing and more efficient use of resources, which can contribute
to the EU’s sustainability agenda and to the transition to the circular economy.
Analyzing the activities of the most important representatives of SE, which undoubtedly include Uber or
Airbnb, it is easy to show the advantages of the SE-based business model compared to traditional solutions. In the
case of Uber, these advantages include:
–– easiness of ordering a taxi, valuation of travel and payment (by the application),
–– possibility to control the length of the route by the passenger in the application,
–– quality control of services based on the assessment system of drivers by passengers,
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–– the mechanism of dynamic valuation of a ride based on demand reduces demand and supply fluctuations,
maintaining a constant availability of services for customers.
Among the advantages, there is also an innovative business model that increases the productivity of drivers.
Research from five large US cities (Cramer, Krueger, 2016) shows that compared to traditional taxi services, Uber
drivers are actually 30% more productive in terms of working time in which they actually carry passengers, and in
addition 50% more productive in terms of distance covered with passengers.
The positive effects of the activity are also emphasized in relation to the company Airbnb, which intermediates
in renting real estate in over 35,000 cities in 192 countries around the world. The platform creates opportunities
for owners to better use their (otherwise unused) resources and thereby gain additional income. From information
published by Airbnb, 43% of rental income obtained through Airbnb is used to cover the cost of daily life, and 6%
of hosts use income from Airbnb to start a new business. In addition, the platform brings great benefits to consumers.
Thanks to Airbnb, the availability of premises increased and prices fell. According to the Airbnb Community Impact
report (Airbnb, 2015), up to 35% of Airbnb guests admit that if it had not been for the accommodation option offered
by the platform, their trip would have not been as long or would not have taken place at all. As the research carried
out in the area of Texas in the USA showed, the development of Airbnb affecting the competitiveness of the market,
also brings other positive side effects - an increase in tourism and, as a consequence, a creation of new jobs
(Zervas, Proserpio, Byers, 2017, pp. 687–705). However, along with the development of the SE sector, the negative
consequences of the proliferation of exchange platforms and the business models they use are also increasingly
pointed out.
The biggest critics of Uber are traditional taxi corporations for whom the platform is a direct competitor, but
because this competitor is subject to lighter (if any) regulations (Henten, Windekilde, 2016, pp. 1–15), it is indicated
as an example of unfair competition. The business model introduced by Uber turned out to be extremely innovative
and attractive for clients, at the same time incompatible with a number of detailed regulations that have so far defined
the rules of providing taxi services in various countries. In many places in the world, a number of requirements are
imposed on the platform, which may lead to a temporary suspension of operations (e.g. 11 months in Finland) or
a complete withdrawal from a given market (e.g. Greece).
Also in the case of Airbnb, the market and social impacts of its operation are met with criticism, which is
accompanied by actions aimed at limiting the service. The previously mentioned research conducted in Texas
showed the negative impact of Airbnb development on hotel revenues, especially lower-class hotels. There are also
indications of negative externalities for people living near rented properties and which result from the associated
nuisance (increased noise, traffic, lack of parking spaces) or a lack of sense of security due to the presence
of strangers. The rapid increase in the popularity of exchange platforms in the real estate sector, which can be
seen especially in places attractive for tourists, is indicated as the main reason for the uncontrolled rise in property
prices and rental costs (Segu, 2018; Barron, Kung, Proserpio, 2017). Cities such as Amsterdam, Barcelona, Madrid,
Hamburg, Helsinki, New York, San Francisco or Paris, trying to limit the negative effects of the popularity of shortterm rental on the real estate market, impose additional obligations on renters (registration requirement, additional
taxes, time limits for renting and sanitary checks), and others such as Palma de Mallorca completely ban the
activities (the ban on renting apartments in multi-family buildings) or Berlin (the ban on renting entire apartments).
As a result of the steps undertaken, many people temporarily or permanently resign from renting a property.
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Negative phenomena accompanying the development of the SE and the growing pressure of professional
groups or communities affected by their effects have caused an increase in interest in the issue of whether and how
the operation of cooperation platforms can be regulated.

Reasons and rules for sharing economy
The problem concerning the scope and methods of state or local authorities’ interference in the market
economy is not new and for years, economists, politicians and entrepreneurs have been involved in a dispute over
this matter. Discussions mainly concern whether the state and its institutions, having at their disposal different
possibilities of influencing the functioning of business entities, should make use of these possibilities, what should
be the scope, form and content of this activity. In the case of SE, it is pointed out that the introduction of regulations,
in particular, excessive regulations may seriously limit the development of innovative undertakings which will affect
the competitiveness of the market, the efficiency of the use of resources and the benefits that consumers derive
from it. On the other hand, the lack of regulation as experience shows favours the development of negative economic
and social phenomena. The conducted research and observation show that taking actions that significantly limit the
interaction of cooperation platforms on the market is undesirable and against the interests of consumers. One of the
conclusions in the OECD Competition Committee Report on Competition in Taxi Services of 2007 reads as follows:
restrictions (limits on the number of licenses, and the provisions on the quality of cars and driver training) in terms
of market entry are the biggest barrier to competitiveness in the taxi industry.
Because the discussion seems to be dominated by the voice of economists and decision-makers, who notice
the negative effects of actions aimed at introducing very restrictive regulations in relation to representatives of SE as
well as the ineffectiveness of such actions, the regulations introduced in this area tend to organize the market rather
than to significantly reduce it (Codagnone, Martens, 2016). The most liberal proposals indicate that self-regulation
based on the bottom-up model is necessary, where:
–– various forms of licensing should be reduced to allow private certification schemes and reputation
mechanisms to evolve,
–– regulations making it difficult for start-ups to compete for labour (contractors should not be turned into
employees) should be avoided,
–– regulation should remain general and not industry specific.
On the other hand, there are less radical proposals that emphasize the diversity and specificity of the SE
phenomenon. The regulations that are consistent with this approach should be innovative and intelligent, and their
main goal should be to achieve a compromise between SE sector entities and the environment, while at the same
time ensuring consumer protection and safety without limiting the development of new and innovative services.
A step towards introducing clear rules regarding the functioning of the SE in the EU countries was the
publication by the EC in June 2016 of guidelines for market authorities and regulators regarding the functioning
and promotion of the sustainable development of new business models based on the SE concept. The guidelines
indicate that:
1. The entity providing the so-called sharing economy services may be required to obtain a license or
a business license only if it is necessary from a public interest perspective.
2. Internet platforms, which are only intermediaries associating people offering services (e.g. accommodation
or transport) and consumers, should not be obliged to obtain a license. It is necessary to distinguish (e.g.
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by introducing thresholds) between services provided occasionally by individuals and professional service
providers.
3. Both internet platforms and people providing sharing economy services should pay taxes equally with
other market participants, including income taxes, business and VAT taxes. At the same time, EU countries
should simplify tax regulations for this sector.
4. Online platforms do not have to be responsible for the information they collect on behalf of service
providers, but they should not be exempt from liability for any service they provide themselves, such as for
the payment of a service.
5. National regulations should also guarantee a high level of consumer protection against unfair practices,
with the proviso that occasional service providers of sharing economy will not bear disproportionately large
burdens (European Commission, 2016).
The EC also recommends specifying in which circumstances a person offering a service via an online platform
can be considered to be employed by this platform (e.g. by determining the nature of the work performed or the
method of remuneration).
In June 2017, the European Parliament issued resolutions aimed at clarifying the above principles (especially
in the field of employment and social security) and creating a coherent framework for the operation of SE enterprises
within the European Single Market. The resolution expresses particular concerns regarding the accommodation,
transport and energy sectors and points out what could be a work plan for future regulation of the sharing economy:
1. Market Access: market access requirements for collaborative platforms and service providers must be
necessary, justified and proportionate, as well as simple and clear. Effective criteria to distinguish between
“peers” (e.g. individual citizens providing services on an occasional basis) and “professionals” are needed,
with general principles at EU level and thresholds at national level (e.g. based on income).
2. Consumer Protection: occasional service providers should comply with consumer protection rules, on
the same or on a comparable basis as professional service providers. Consumers should be informed
about the rules applicable to each transaction and their rights. Collaborative platforms should put in place
effective systems for complaints and for settling disputes. For many occasional sharing economy service
providers this suggestion could significantly impact the way they offer their services. Sharing economy
platforms would need to consider how to assist their users which only occasionally offer services in
complying with such potential requirements.
3. Direct and Intermediary Liability: the EU Commission should further clarify the collaborative platforms’
liability as quickly as possible. The Parliament particularly identified the lack of legal certainty regarding
the question of whether a platform provides only an online service or in fact the underlying service (e.g.
transport services).
4. Labor Law and Workers’ Rights: the resolution underlines the paramount importance of safeguarding
workers’ rights in the collaborative services, including the right of workers to organise in unions, the right
of collective bargaining and action, fair working conditions and adequate legal and social protection. One
tangible action item the Parliament demands is that workers should also be able to transfer and accumulate
users’ electronic ratings and reviews from one platform to another as these ratings “constitute their digital
market value”.
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5. Tax: the Parliament suggests that similar tax obligations should be applied to businesses providing
comparable services, whether in the traditional economy or in the collaborative economy. Hence,
the resolution advocates for innovative solutions to improve tax compliance and calls on platforms to
collaborate to this end (European Parliament, 2017).
At the moment it is difficult to assess the effectiveness of the above recommendations mainly due to the
short period of their validity. There is also a lack of extensive research (especially in the EU) referring to the effects
of regulatory actions taken in relation to entities operating in the SE area.
An additional difficulty may be the fact that the regulated platforms may significantly change the scope
of activities and business models, and with the development of technologies and the possibilities they will create,
they may pose new regulatory challenges.

Conclusions
The emergence and development of the phenomenon known as sharing economy cause changes in the
economic and social sphere that were considered crucial, because they concern various fields, sectors of the
economy, business models and lifestyles or management styles.
Innovative solutions in terms of products and services offered and business models used have a particular
impact on business operations and limit barriers to access to markets and resources. They also significantly change
preferences and behaviours regarding ownership and consumption, and thanks to the widespread use of reputation
assessment mechanisms they lead to eliminating the problem of trust and, as a result, to profound social changes.
The rapid increase in the popularity of services offered through exchange platforms proves that they are positively
received and accepted by users. Studies and reports emphasize that sharing economy/collaborative economy
services can have a positive impact on economic growth and job creation. However, the increasingly negative
effects appearing along with the uncontrolled development of this sector are becoming a challenge. Central to
the debate on the subject of SE are issues regarding the scope and manner of regulation of this area. The actions
undertaken by individual states, local units or international organizations are currently aimed at creating a regulatory
framework and effective rules for eliminating unfavourable phenomena that SE can create. However, taking into
account the special nature of the SE phenomenon itself which is based on modern information technologies and
therefore subject to very rapid and significant changes, the implementation of effective regulations is not an easy
process. This means both the necessity and the opportunity to undertake research, the effect of which will be to
assess the current actions and maximize the positive effects that result from the development of the SE.
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Abstr act

It has been widely recognised that technology transfer offices (TTOs), business incubators (BIs) and science
& technology parks (STPs) – operating as university units – are a very important part of the commercialisation
process of knowledge at universities. However results which are obtained through support services they provide doesn’t always satisfy expectations. Therefore the paper analyses challenges and barriers faced by TTOs,
BIs and STPs, which affect results from provided services. The analysis is based on the square-shaped framework with mutually related factors distinguished, encompassing legal and organizational context of knowledge
commercialization at public universities. The results suggest that both legal and environmental context as well
as social relationships affect strongly results of university dependent TTOs, BIs and STPs.

Introduction
Accumulation and use of knowledge are becoming increasingly important in the development of modern
economy. According to the concept of the knowledge-based economy, knowledge is a key production factor that
determines sustainable economic growth (Zienkowski, 2003, pp. 12–32; Shane, 2004, pp. 15–39; Kozmetzky,
Williams, Williams, 2004, pp. 1–22; Acs, Braunerhjelm, Audretsch, Carlsson, 2009, pp. 15–30; Dosi, Nelson,
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2010, pp. 51–127; Deiaco, Hughes, McKelvey, 2012, pp. 525–541). For this reason, many scientific efforts as well
as political aspirations are directed towards the development of knowledge and an increase in the level of its
commercial use.
Universities can play a vital role in this process, especially through effective use of an instrument, which is
given – establishment of a specialised university units providing support services in this regard, such as technology
transfer offices (TTOs), business incubators (BIs) and science and technology parks (STP). Although tasks which
should be performed by those university bodies are generally known (e.g. Łobacz, 2012; Łobacz, Niedzielski, 2015a;
Głodek, 2016; Głodek, Stawasz, 2017), lack of satisfaction from results of those actions are observed at many
universities in Poland and other countries (Davey et al., 2018, pp. 5–16).
Remarks, based on analysis of case study from many developed and developing countries, add arguments
to the discussion about effective approaches to designing systems supporting commercialization of knowledge
at universities (Davey et al., 2018, pp. 117–144). Many analyses in the field reveals that although those support
systems were improved in recent years in many developing countries (including Poland), these are not always
effective ‘real’ actions (Matusiak, Gulinski, 2010, pp. 20–48; Trzmielak, 2013).
Therefore it seems important to look deeply for reasons of the observed situation, which is the aim of this paper.
Based on the detailed framework describing conditions of knowledge commercialisation process at universities
defined by K. Łobacz and P. Niedzielski (2015b), analysis discusses relationships between challenges and barriers
faced by technology transfer offices, business incubators and science parks being parts of public universities in
Poland, and other factors affecting knowledge transfer at those universities. Conclusions from the study are very
useful for decision makes, at different levels, to include policy makers, university authorities and academics.

Knowledge transfer at universities: barriers and challenges faced by TTOs, BIs and STPs
It has been widely recognised that TTOs, BIs and STPs are a very important part of the knowledge
commercialisation process at universities. They are responsible for collecting information about scientific
discoveries, evaluation of commercialisation potential of those discoveries and supporting scientists in creation
and development of their entrepreneurial ventures based on knowledge they are willing to commercialise. But, to
perform those actions, they have to deal with many barriers and challenges related to the process itself, and, if they
are parts of university, they are additionally highly dependent on rules governing university actions, both formal and
informal ones.
There can be identified, three main aspects which affect the results achieved by TTOs, BIs and STPs as
facilitators of knowledge commercialisation at universities: human resources potential, financial stability and
access to information (Łobacz, Niedzielski, 2015a). In this regard TTOs, BIs and STPs should be perceived, just
as universities are, as entities which are partly dependent upon business rules, and partly are public servants.
The discussion present in the literature in relation to those three distinguished aspects can be summarised as
follows.
Human resources potential. The possibility of active involvement of university TTOs, BIs and STPs in the
process of commercialisation is essentially limited by the insufficient personnel potential. The problem is related
to two factors in particular: a relatively low employment level in these units (Matusiak, Guliński, 2010, pp. 20–48),
and competence deficiencies of the employed staff. Both factors are to a large extent a consequence of financial
constraints, including a lack of long-term stability of financing.
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In Poland, the insufficient potential of human resources in TTOs, BIs, STPs organized in order to support
and promote involvement of academic community in entrepreneurial actions and technology transfer is clearly
observable. Often, even in the structure of large universities (employing more than one thousand academic
employees), one can encounter centres employing 1–2 persons. This is not enough to undertake actions on
a noticeable scale, and in principle, only enables relatively simple forms of commercialisation which implementation
requires only a relatively short time commitment.
Additionally many TTOs, BIs, STPs face limitations related to the competences of the staff employed.
The financial conditions offered do not allow the employment of staff with practical experience, hence many
employees of the centres begin to learn in the course of their work. In addition, the outflow of experienced staff
to more attractive employers is a real threat. The implementation of external projects is not conducive to reducing
the problem of staff deficit. Although it results in a temporary increase in employment, new employees are obliged
to implement activities related to a specific project, which usually does not directly involve commercialisation
of knowledge, and there is little chance of employing in this way people with relevant professional experience.
Financial stability. An important issue related to active support of commercialisation of knowledge by TTOs,
BIs and STPs at universities is a lack of financial stability. It refers primarily to taking actions that require a longer
time horizon, and its consequences are, above all, a lack of focus on supporting knowledge commercialisation
processes in the long-term in favour of concentrating on obtaining financing necessary to cover the costs of current
operations; and a lack of opportunities to cooperate with good specialists requiring higher rates for their services
(Clark, 1998, pp. 127–148; Trzmielak, 2013; Lobacz, Niedzielski, 2015a). The lack of stable and adequate (to potential
tasks) sources of financing makes it necessary to concentrate the activities more on obtaining financing for their
operations, than on operations themselves.
The lack of financial stability additionally limits the possibilities of employing external specialists, both
permanently and as experts and advisers, e.g.: in the field of assessing the commercial value of projects, creating
business plans, etc. (Łobacz, Głodek, 2011; Łobacz, Głodek, 2012). Additionally, this implies a lack of possibility
of employing the so-called substitute entrepreneurs whose participation in the international commercialisation
of new technologies is indispensable in models found in highly developed countries (see the incubator model –
Clarysse, Heirman, Degroof, 2005).
Lack of financial stability of bodies involved in commercialisation of knowledge at Polish public universities
is visible. The lack of clearly stated long term budgets makes it necessary to engage a lot of resources and effort
(which are anyway very much limited) on obtaining financing for their operations. In this situation, the main source
of income is the implementation of broadly understood projects financed from public grants. They ensure ongoing
financial support of these units, but this means that the centre’s activity is focused on actions loosely related
to commercialisation of knowledge such as promotional and training activities, etc. In consequence, the scope
of activities is controlled largely by the current availability of external financial resources for particular purposes.
Access to information. The specificity of the functioning of higher education institutions in the context of their
potential to commercialise knowledge may imply a large dispersion of information about the scope of activities and
knowledge that can be commercialised. In this area, key problems that have an impact on the commercialisation
process include especially: a degree of openness of the scientific community to cooperation and knowledge sharing;
a system of information acquisition; and a system of obtaining and sharing information. Those issues have been
acknowledged as highly important as they have an impact on opening or closing options for commercialisation for
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university, who want actively participate in this process (Clark, 1998, pp. 127–148; Dietz, Bozeman, 2005; Matusiak,
Gulinski, 2010, pp. 20–29).
It can be observed that the barriers and challenges described above are dependent on external factors.
This means, that in fact many factors – not dependent on TTOs, BIs and STPs management and involvement –
impact success or failure (also scope and quality) of support that these organisations provide. Therefore is seems
reasonable to identify reasons of those problems, which will enable to propose real solutions able to overcome
existing barriers.

Method
The analytical framework, used for discussion, emphasize distinctive problem levels related to processes
of knowledge commercialisation at public universities with its problem areas and specific problem factors
distinguished within each of the areas (Łobacz, Niedzielski, 2015b). As it incorporates also external, university
independent factors, it can be used to analyse challenges and barriers to commercialisation at universities in
particular environment. The specific aspects captured within the model has been summarised in Figure 1.

Legal regulations
governing activities
of public entities
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Figure 1. Square-shaped framework of analysis of knowledge transfer barriers and challenges at universities
Source: adaptation based on Łobacz, Niedzielski (2015b).

The existence of links between the individual diagnosed problems means that there is a need to look for
cause-and-effect relationships. Therefore all factors distinguished in the analytical model has been organised
in a square-shaped framework. This kind of organisation, very simple in its nature, provides a space in which
all relationships between subsequent factors can be easily identified, and thus aspects with highest impact and,
furthermore, consequences of this impact can be easily determined.
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Barriers and challenges faced by TTOs, BIs and STPs: looking for reasons and relationships
Based on the framework used for analysis, there has been distinguished main relationships between all
aspects affecting commercialisation process and their impact on actions performed by TTOs, BIs, STPs. All those
have been shown at Figure 2 and discussed below. The analysis suggest that behaviours and actions of TTOs, BIs,
STPs are highly dependent on legal and environmental systems governing actions of universities, as well as social
relationships regulating in general behaviours of academic community. Additionally financial stability of TTOs, BIs,
STPs affect their human resources potential and accessibility to good sources of information.
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Figure 2. Relationships between the problem areas in relation to barriers and challenges faced by TTOs, BIs and STPs
Source: own.

Since the processes taking place at universities are influenced by the broadly understood environment, the
high quality of the environment in which a given university operates facilitates processes of commercialisation, and
vice versa – the limitations resulting from environmental deficiencies increase the challenges and problems that
a given university faces in terms of commercialisation (Mowery, Sampat, 2004; Clark, 1998, pp. 127–148). Among
the factors that can limit commercialisation processes from this point of view, at least five should be mentioned.
First one is willingness of the environment to cooperate with universities. Second one is proximity and
availability of markets absorbing new solutions. Third one relates to availability and quality of human and institutional

Vol. 28/1, 4/2018

185

Katarzyna Łobacz
resources related to knowledge commercialisation and technology transfer. And finally availability of capital that can
be used to commercialise knowledge, and availability of behavioural patterns (the so-called success stories), should
be mentioned as fourth and fifth issues. All these affect to a large extent financial stability of TTOs, BIs, STPs, and
behavioural patterns of academic staff, which furthermore result in problems of access to information.
The existing public procurement law causes great difficulties in making decisions, in particular market
decisions, freely. Paradoxically, the public procurement law, designed to safeguard the way public funds are spent,
in many cases necessitates the undertaking of highly ineffective actions. In addition, legal restrictions associated
with commercialisation processes reduce the competitiveness of solutions available at universities in relation to
other solutions available in the market. All this results in the rational decision of university authorities to resign from
conducting activities associated with knowledge commercialisation.
Apart from overall legal regulations, which generally impose certain restrictions on public entities, universities
are subject to additional regulations, which may also constitute a significant barrier to activities related to
commercialisation of knowledge and technology transfer (Chiesa, Piccaluga, 2000; Howard, 2005; Trzmielak,
2013). These include in particular legal regulations regarding the creation of academic spin-off companies and legal
regulations regarding the ability to manage the budget related to commercial activity.
Financial constraints to which universities are subject are a significant limitation in terms of strategic thinking
about knowledge commercialisation (Howard, 2005). This applies in particular to the purposeful nature of the
subsidies obtained, which may be used only to a small extent of activities related to technology transfer, including,
for example, the stable operation of a technology transfer centre or an academic business incubator.
In addition, an insufficient experience of university authorities (and often a lack of it) in terms of knowledge
commercialisation results in a lack of awareness of the issue and its complexity. This usually implies pushing the
issue to the margin of universities’ activity, and even neglecting it to a significant degree. As a result, the function
of technology transfer may be delegated to university units that do not have sufficient secured (financial, human,
knowledge) resources.
Social relationships affecting attitudes and behavioural patterns are to large extend result from existing
external regulations and requirements stated by university authorities governing actions, but are also a consequence
of rules rooted in traditional academic culture built for many years at universities. Those rules and relationships form
a framework in which TTOs, BIs, STPs can perform their actions, and especially affect access to information about
new discoveries with commercialisation potential and cooperation willingness, which are necessary conditions
of effective support services.
The values cultivated by the academic community influence various areas of behaviour, including behaviours
related to commercialisation of knowledge and technology transfer (Clark, 1998, pp. 127–148, Łobacz, Niedzielski
2015b). Significant barriers resulting from the attitude of scientific employees include in particular a lack of general
acceptance of activities related to commercialisation of knowledge; the perception of the superiority of basic research
over applied research; the perception of the university as a unit generating knowledge and not transforming it into
a product; a different perception of the research stage by scientists and entrepreneurs; considering of earning
money from commercialisation as inappropriate.
The access to information, especially about technologies that could be potentially commercialised, at Polish
universities is thus limited. Historically rooted significant independence of organisational units at universities
(in particular, departments and institutes), and sometimes also individual researchers, in the scope of shaping their

186

European Journal of Service Management

Knowledge transfer at universities: can technology transfer offices, business incubators and science and technology parks...
own research profile and research plans, translates into a small degree of coordination of research projects at the
faculty or university level. This result in a small degree of openness of the scientific community to cooperation and
knowledge sharing.
Additionally, the highly formalised and, therefore, ineffective scope of reporting on current research activity
and the research results achieved means that the reporting processes do not take into account the assessment
of commercial potential of the research results achieved, as they are subordinated to, among others, the
requirements of the parametric evaluation process of scientific institutions. Created databases of projects with
a commercial potential and databases of research teams along with the services they offer very quickly become
outdated, and there is a shortage of personnel that can devote time to updating this information on a current basis.
The superficial and low level of communicativeness of the information contained therein is also a barrier to the
practical use of existing databases.
In the process of obtaining information on potential commercialisation projects, one of the barriers is the
low degree of openness of the scientific community to cooperation and knowledge sharing. The factors related
to this barrier include the perception of the university and its units rather as the supervisor and controller of the
use of a given university’s IP than as a partner in the commercialisation process; a lack of trust in confidentiality
procedures concerning information about technology and the commercialisation process itself; a lack of trust in
colleagues regarding the use of generated ideas; and no examples of cooperation.

Conclusions
The analysis of cause and effect relations of aspects affecting knowledge commercialisation at public
universities indicates that scope and quality of support services provided in this regard by TTOs, BIs, STPs are
highly dependent on external factors, like environment and legal regulations governing university actions, as well as
internal factors, regulating employees behavioural patterns and attitudes. All those affect human resource potential,
financial stability and access to information of university bodies established to promote commercial use of university
knowledge in business environment.
Financial stability of TTOs, BIs, STPs seems to be highly dependent not only from regulations governing
directly legal frames in which they can operate, but also regulations to which universities are subordinates. Although
in recent years the barriers related to commercialisation itself have been largely removed, the rules related to
the public finance discipline are still an important obstacle. These rules significantly determine the organisational
behaviours at universities.
Social relationships on the other hand, regulate strongly access to information, which TTOs, BIs, STPs
can use to provide their services. In contrary, human resources potential of TTOs, BIs, STPs seems to be highly
dependent on knowledge and attitude of university managing authorities, being to a large extent a result of legal
regulations governing activities of public entities and existing value hierarchy and behavioural patterns. In order for
a significant change to take place, it is necessary to alter the attitude of the academic community. The adoption
of an entrepreneurial orientation by universities entails the necessity to change the perception of entrepreneurial
behaviours that have been considered inappropriate, inferior, unnecessary and not worthy of recognition (Etzkowitz,
Webster, Gebhardt, Terra, 2000).
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The contextual and social baggage is the factor that constitutes a strong source of barriers to knowledge
commercialisation. Therefore, one cannot demand that the system, which is constantly in motion, suddenly should
start to work differently. Actions need to be taken to introduce gradual changes leading to the development of new
systems, and thus effectiveness of support services provided by university dependent TTOs, BIs and STPs.
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Abstr act

The aim of the article is to present the possible roles and services which can be gained by organizations from
the business offer performed by hr business partners. The history of the HRPB development concept is shortly
described as well as their round of evolution during last two decades. The main theoretical models of HRBP and
their implication for their possible range of hr and business services are discussed. In conclusion is stressed
the need of widening HRBP services for the other categories of customers, including small companies and
individual subjects.

Introduction
The current, challenging changes in the organizations’ environment, including mismatches between work
supply and demand, changes in work career models, digitalization of business processes, etc. hardly press
executive managers to seek for the new solutions promising optimization of their overall business processes
and organizational structures. One of the most effective forms of the assistance on this way offer the concept
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of business partnering which can be dedicated to the complex or selected enterprise’s functions (Robinson,
Robinson, 2005, p. 16). In Poland, together with the transformation from the so – called “employer’s labour market”
into the “employee’s labour market”, caused mainly by the significant drop of the unemployment level during last few
years (Unemployment rate…, 2018), we can assume the visible progress in appreciation of the role of human capital
in building the enterprise’s value. At the same time, being ready to invest in human resources, organizations all over
the world strive to improve their hr processes and cost effectiveness (Charan, 2014, pp. 33–34).
The service aimed to optimize systems and tools responsible for managing human resources within
organizations perform external specialists – hr business partners (HRBPs). This function, described as “the shared
model of hr services”, was introduced by Dave Ulrich in his Human Resource Champions book (Ulrich, 1997).
During last two decades the primary Ulrich’s approach to the general role of HRBP has passed many changes
and ongoing research have discovered the new fields of possible HRBP expertise together with observed changes
of performing business models.
Today, although multiple industry researches indicate that HR capabilities of enterprises systematically
improve, still many companies are not use at all the offer of HRBP’s services or use them only fragmentary. The most
recognized HRBP organizations, including big global consultancies like EY and similar, offer their services mostly to
big companies which can pay for the wide and complex hr service. For the majority of medium and small companies
HRPB offer stays mostly unknown because seems to be simply not necessary. It suggests the service delivered by
HRBPs is not tailored with different kinds of market needs defined by companies and also by individual subjects.
To try find the reason of this situation first needs explanation what exactly HRPB can offer.

What is hr business partner?
Generally can be said hr business partner (HRBP) is an outsourcing service of B2B and B2C type delivered by
the subject (an individual or company) who helps organization reach their strategic goals in area of human resources
management and implement long-term workplace success strategies (McCracken, McIvor, 2013, p. 1685–1707).
The potential secondary kind of customers for the HRPB are individual subjects, looking for personal hr consultancy,
mainly job seekers (Piwowar-Sulej, 2017, pp. 77–90). The key proposal of any HRBP model is the centralization
of hr administrative functions and creation of specialist centres of excellence (COEs) to assist companies with
implementation of the true strategic human resources management. By this way have been established the new
type of hr professionals – the hr business partners (experts), whose the main task is to embed themselves within
a business unit and provide high level strategic consultations, both on hr field of expertise as well as on a whole
business area.

HRBP roles as hr service performer
The most simple classification of HRBP services is into two categories:
a) an internal services – performed directly and within the organization and tailoring their hr structure and
functions (as the complex or facultative offer);
b) an external services – delivered to different individual subjects, largely for job seekers (Piwowar-Sulej,
2017, p. 78).
In the literature we can find different classifications of the roles of hr departments (see more: Ulrich, Brockbank,
2005, pp. 206–226). The attention is drawn to the fact of overall shift from the strictly administrative supportive role
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of hr functions towards delivering strategic management support through improvement hr processes (Lo, Macky,
Pio, 2015, pp. 2308–2328).
Dave Ulrich’s initial (1997) framework of HRBP’s roles includes three strategic partners roles as: Change
Agent, Employee Champion, and Functional Expert. Then, in the “HR Value Proposition” (Ulrich, Brockbank, 2005)
this model was redefined into five specific roles (as so called five-character model) where the roles of Leader and
Human Capital Developer had been added. This model integrates the change agents function into the strategic
partners position. The last proposal of the Ulrich and his team represents “2016 HR competency Model” (Ulrich
et al., 2015) which well describes current variable fields of HRPB potential service activities (see Figure 1).
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Strategic
positioner

Compliance
manager

Paradox
navigator

Analytic
designer
and
interpreter

Total
rewards
steward

Credible
activist

Technology
and media
integrator

Figure 1. Fields of HRBP roles
Source: Ulrich et al. (2015).

The model enumerates eight roles, or domains of expertise, which are the roles of HRBP as:
–– a strategic positioner,
–– a credible activist,
–– a human capital curator,
–– an analytic designer and interpreter,
–– a culture and change champion,
–– a technology and media navigator,
–– a total rewards steward,
–– a compliance manager and
–– a paradox navigator.
The specific content of all these HRBP’s roles/domains of expertise together with description of their main
tasks in each domain presents Table 1.
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Table 1. HRBP domains and tasks
Domain

Description of HRBP’s tasks

Strategic Positioner

The extent to which the hr professional can evaluate both the external and internal business contexts and
translate those evaluations into practical insights that help position the organization to be successful.

Credible Activist

The extent to which hr professionals achieve the trust and respect they need within the organization to be viewed
as valued and valuable partners.

Culture and Change Champion

By managing both change and culture hr professionals help make things consistently happen within the
organization.

Human Capital Curator

Offering integrated and innovative hr solutions for managing people within their organization ensure human
capital development within organization.

Total Rewards Steward

Creating total reward systems which include compensation and benefits (financial rewards) as well as meaning
from work (nonfinancial rewards).

Technology and Media Integrator

Leveraging technology and technological tools to support their efforts to create high performing organizations.
They also rely on social media to recruit, retain, develop and engage human capital.

Analytics Designer and Interpreter

Hr Professionals must be able to use analytics to impact decision making. Analytics goes beyond collecting data
and having scorecards to using data to improve business decisions.

Compliance Manager

Hr Professionals must be able to manage the processes related to compliance by following regulatory guidelines.
The compliance function varies by geography.

Paradox Navigator

Hr professionals are increasingly asked to maximize ideas and outcomes that may be inherently in opposition
with each other. These professionals must constantly manage the paradoxes or tensions that exist in work
settings.

Source: Ulrich et al. (2015).

However, as the potential target group for HRBP services is systematically widening and deepening, thus
also the theoretical concept of the hr partnering is during conceptualization. What is the common for this attempts
is the switch of HRBP position from the administrative/supportive functions to the strategic/ change management
ones and the ambition delivering tailored services to match interest of employer, other stakeholders and employees.

The evolution of HRBP roles and potential services
Following the changes of HRBP theoretical model of services during last two decades we can use the concept
of HRPB “Seven Rounds” developed by the research of RBL Group (Ulrich et al., 2015) demonstrated during Human
Resource Competency Conference at University of Michigan. This approach is illustrated in a Table 2.
The early theoretical models of HRBP (Round 1–2–3 in a Table 2) referred to the goal, area of action and
responsibility of the hr function as a business partner. There were created models of competence of departments
and hr specialists to meet the challenges arising from individual roles. This intermediate period (Rounds 4–5–6)
illustrates the transformation of HRPB role from administrative/supportive to business/supportive – from then
function of the change agent into the strategic partner position. The latest art of the model (Round 7) represents
complex nine – character model described as a current 2016 HR competency Model (Ulrich et al., 2015). This
model can be also used as comprehensive model of HRBP professional job description and the frame work for the
definition of the possible HRPB services.
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Table 2. The Seven Rounds of the HRBP Research
Area
of expertise

Round 1 1987

Round 2 1992

Round 3 1997

Business

Business
Knowledge

Business
Knowledge

Business
Knowledge

Round 4 2002

Round 5 2007

Business
Knowledge

Business Ally

Strategic
Contribution

Strategic
Architect

Round 6 2012

Round 7 2016

Strategic
Positioner

Strategic
Positioner
Human Capital
Curator

Hr Delivery

Human
Resources (HR)

Hr Delivery

Hr Delivery

Hr Delivery

Hr Delivery

Total Rewards
Steward
Analytics
Designer and
Interpreter

Hr Delivery

Compliance
Manager
Hr Technology

Hr Technology

Hr Technology

Technology
& Media
Integrator
Paradox
Navigator

Change

Change

Change

Culture
Personal

Change
Culture

Personal
Credibility

Personal
Credibility

Strategic
Contribution

Culture and
Change Steward

Personal
Credibility

Credible Activist

Change
Champion
Capability
Builder
Credible Activist

Culture and
Change
Champion
Credible
Activist

Source: Ulrich et al. (2015).

HRBP in Poland
On the Polish market, oppositely to the situation in west Europe or US, HRBP ideas are still not yet so popular
and its roles are not clear (Piwowar-Sulej, 2017; Popieluch, 2018). However, both the researchers of HR processes
in organizations and practitioners try to determine the key aspects of the role and competences necessary for
this position. Such attempts represents the proposal of Karina Popieluch (2018) who enumerates the following list
of HRPB roles:
–– adjusting HR strategy to the changing needs of the organization and its environment,
–– developing the next generation of leaders,
–– identification of critical HR indicators,
–– identification of new business strategies,
–– identifying talent-related problems before they touch the company,
–– prioritization of HR needs,
–– redesigning structures supporting the implementation of strategic goals,
–– understanding the business needs of talents.
All these roles represent not only strategic hr issues but also the strategic business roles.
On our domestic background have appeared recently also first attempts for the conceptualization HRBP
model and specification its characteristics (Filipowicz, 2016).
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Using a graphical house metaphor (see Figure 2) based on strong pillars (analogous to Toyota’s “house”
model), the author, as the main goal of the HR BP (house’s roof) function does not focus on achieving specific
business results (short-term perspective), but firstly – on building a highly-effective organization (approach
long-term). The floors of the house are made up of: providing the best employees, efficiency management, and
organization development. The wall pillars are: development in the role of HR Business Partner and business
partnership.

High Performing Organization

HRBP’s
Professional
development

Organization Development

Performance Management

HRBP’s
Business
Partnership

Talent Management

Figure 2. HRBP model of Grzegorz Filipowicz
Source: Filipowicz (2017), p. 8.

Above description of HRBP model seems to be well harmonized with the 2016 HR competency Model
formed by Ulchich et al. in 2016 as they both aims to cover with HRPB activities complex organizational strategic
management goals. Both models create not only the framework for a useful theory of hr management, but first – can
serve organizations as a reference point for the revision of their hr practices and planning how to improve them and
by this way – how to reach better business efficiency.

Conclusions
During last two decades the task hr processes optimization has been increasingly entrusted to care
of the external experts hr business partners (HRBPs) and the spectrum of their roles and service have passed
the evolution from supportive (administration) function – to developmental and strategic management function.
Polish organizations, especially from the sector of small enterprises are still mostly unaware the proposition value
of possible services of HRPB and how they could improve their market competitive position. However, together with
dissemination of digitalization business processes, including hr issues, the use of the range of services of HRBP
should be prospective. The newest theoretical HRPB models can be an inspiration for companies how to improve
not only their management processes in the hr sphere, but also – the overall business efficiency. However, the
HRPB subject have to consider how to encourage also customers from outside of big companies category to use
their services. It demands also for re-definition of HRBP’s business goals.
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Abstr act

The aim of the article is to identify and analyze factors affecting the scope and scale of acquisitions on the cable
television market in Poland. The article presents a research hypothesis: Conditions for the functioning of the
cable television market in Poland determine the use of strategies to take over competitors as the basic route for
the development of operators. The adopted goal and research hypothesis influenced the content of the article.
Substantive considerations in the article began with defining the term of an acquisition. Next, the objective and
subjective scope of the cable television market was discussed. The rest of the article refers to the specificity
of the cable television market and its impact on the acquisition in this market area, with particular emphasis
on the infrastructure character of the provision of services. The article ends with a discussion of the factors
determining the scope and scale of acquisitions on the cable television market.

Introduction
The cable television market in Poland is characterized by a relatively large number of operators, the
growing level of application of technologically advanced infrastructure solutions and a significant reduction in the
prices of services provided. Market reality is not beneficial for operators, due to the need to conduct permanent
infrastructure investments and falling revenues. An important problem for operators is also the fact that in conditions
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of strong competition they have problems with business development. In this situation, operators are forced to
look for strategic solutions that will provide perspectives for expansion. A strategic development option, very often
considered and used in the cable television market practice, is an acquisition of competitors. The aim of the article
is to identify and analyze factors affecting the scope and scale of acquisitions on the cable television market in
Poland. The article adopts the research hypothesis: Conditions for the functioning of the cable television market in
Poland determine the use of strategies to take over competitors as the basic route for the development of operators.

The concept of strategic acquisitions
Acquisitions are strategic forms that are permanent and irreversible. In the simplest terms, this term should
“refer to such activities, which result in the loss of control over a company by one group of people on behalf
of another group” (Czekaj, Dresler, 1998, p. 246). These activities can take various forms, of which as the most
important should be considered:
–– purchase of existing company shares,
–– purchase of an enterprise or part of its assets,
–– privatization,
–– increasing the company’s equity and taking up new shares leading to the acquisition of control.
Acquisitions can be divided depending on different criteria. In the most popular approach, the following forms
can be distinguished (Strategor, 1999, pp. 211–219):
–– horizontal acquisitions involving the merger of companies that are actual or potential competitors,
–– vertical acquisitions are carried out by enterprises whose business profile is within a given economic chain,
–– acquisitions of the nature of related diversification involving the creation of groups of enterprises belonging
to various sectors but conducting business operations interrelated in a technical or commercial sense,
–– conglomerate acquisitions involving the merger of enterprises present in sectors between which there are
no links.
The reasons why business entities make decisions about using acquisition options are the result of strategic
priorities adopted by each company. According to the generally accepted classification concept, the prerequisites
for making decisions on acquisitions can be divided into four groups. They are presented in Table 1.

Table 1. Motives of buyers in the process of acquisition of enterprises
Groups of motives
1

Specific motives
2

Technical and organizational

Operational synergy including:
economies of scale,
complementarity of resources and skills,
reduction of transaction costs,
benefits of technical integration

Market and marketing

Increased market share.
Increased value added.
Diversification of risk.
Complementarity of products and markets.
Eliminating competition.
Diversification of activity
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1

2

Financial

Use of surplus funds.
Tax benefits.
Lowering the cost of capital.
Underestimation of the value of the acquired company

Managerial

Increase in prestige and power.
Reducing the risk of management.
Increased freedom of action

Source: Frąckowiak (1998), p. 23

The presented motives of acquisitions do not exhaust all conditions that may be the basis for the company’s
decision to purchase another business entity. It is necessary to supplement them with factors that may determine
the application of acquisition strategies (Strategor, 1999, pp. 211–219):
–– sectoral features, i.e. the degree of maturity of a given field and the strength of entry barriers,
–– tactical reasons related to the neutralization of a competitor and the game against time.
An important factor influencing the practical application of market activities of the acquisition strategy is the
company’s previous experience in this area. Companies that have made acquisitions in the past will be more
interested in repeating this operation.

Cable television market in Poland
The cable television market is one of the leading areas of the telecommunication market in Poland, affecting
the functioning of the economy and giving citizens access to multimedia services. Revenues of this sector in 2017
reached the value of nearly PLN 4 billion. The interest in cable television services is evidenced by the dynamic
growth in the number of operators in the cable television sector, which allowed for reaching the number of over
4.2 million subscribers in 2017, including (GUS, 2017):
–– 3.4 million digital TV subscribers,
–– 3.05 million subscribers to Internet access,
–– 1.25 million subscribers to IPTV telephony.
As it can be seen from the list, a significant part of subscribers use two or even three service forms provided
by cable TV operators. Particular attention should be paid to the relatively high level of subscribers’ interest in
access to the Internet in cable television networks. According to statistical data, the share of cable TV operators in
the Internet access market reached about 19% and in the case of households, the level of penetration amounted
to 37%. It is worth noting that entities operating in the cable television sector are the most important providers
of permanent Internet access, with a market share of approximately 45%, as well as leaders in offering the highest
bandwidth access connections. Nevertheless, in recent years, the growth rate of the number of subscribers using
the services provided by cable TV operators is decreasing and is significantly different from the currently leading
mobile services market. This shows that the cable television market in Poland is entering a phase of maturity.
The structure of the cable television market in Poland is very diverse. Despite the fact that about 500 cable network
operators operate on it, nearly 90% of the market belongs to the 6 largest companies.
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Determinants of the functioning of the cable television market in the context of the use of acquisition strategies
The cable television market is particularly susceptible to acquisitions of business entities operating on it. This
is a consequence of the infrastructure nature of the provision of services, which is characterized by the following
features:
–– a relatively long period of shaping the infrastructure and a long period of its use,
–– technical indivisibility of the infrastructure,
–– high capital intensity of the infrastructure,
–– spatial and functional immobility of facilities included in the infrastructure.
The presented features of the infrastructural character of the provision of cable television services in a special
way affect the decisions to implement acquisitions by operators. For an economic entity interested in taking over
a competitor, the acquisition is an alternative to the implementation of an infrastructure investment from scratch.
It creates the possibility of quickly acquiring infrastructure and immediate provision of services via it. However, in the
event of a decision on the construction of telecommunications infrastructure, investors must take into account the
very long period of implementation of investment projects. The infrastructural nature of operations also determines
the behaviour of operators who for various reasons decide to exit the market. In practice, they have no other option
of recovering capital frozen in infrastructure, but only selling it to another telecommunications entity.
An important issue affecting operators’ preferences for acquisitions is the fact that in market practice,
consolidation strategies are quite often the only opportunity for strategic development. This situation is a consequence
of the lack of:
–– the economic justification for the spatial duplication of the network,
–– statutory solutions that would allow operators to use other operators’ infrastructure existing in a given area.
Thus, there may be an actual monopoly in the provision of cable television services in certain areas of the
country. In this situation, the possible acquisition gives clear market benefits.
Considering the problems of an acquisition on the cable television market, special attention should be paid to
the fact that the business entity, by taking over the operator providing the service, acquires not only its infrastructure
and staff but also its subscribers. This circumstance is a very important factor in the decision-making process for
the purchase of a telecommunications operator.
Operators accepting the acquisition option in their development strategies also take into account the economic
benefits associated with operating activities. Increasing the number of subscribers allows for obtaining economies
of scale. It results from the fact that such factors as expenditures related to the purchase or creation of programs,
expenditures on marketing activities as well as costs of personnel employment or maintenance of infrastructure are
permanent. Therefore, as the number of subscribers increases, the average total costs are reduced. Theoretical
discussions about the prerequisites and predispositions for the acquisition on the cable television market are
confirmed by the market reality. The period of dynamic growth in the number of operators in the 90s of the twentieth
century was followed by the era of consolidation on the market, with the use of virtually exclusively acquisition
strategies. Analyzing the course of this process, it can be concluded that the largest number of acquisitions in the
history of the Polish economy took place in the cable television sector. This situation was a consequence of the very
fragmented economic structure of the market and the relatively weak financial foundations of the operators. On the
emerging market, operations were undertaken by municipal and communal companies, housing cooperatives and
individual investors. After a short time, it turned out that most of them were unable to meet the financial challenges
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resulting from the expansion of infrastructure or acquiring content and became the subject of acquisitions.
The Polish origin of cable television operators influenced the fact that the vast majority of acquisitions were carried
out by operators with Polish capital. In practice, the only significant acquisition in this market area by an entity with
foreign capital was the acquisition of the PTK network by the global cable TV provider UPC that used this strategy
to overcome barriers to entry into the sector. It is worth noting that all the acquisitions carried out in this sector were
friendly. This was due to the specificity of the cable television market in Poland, the strategic and financial situation
of operators and the ownership structure of operators.

Prospects for the use of acquisitions in market activities of cable television operators
The considerations regarding the use of acquisitions on the cable television market indicate that there is
a relatively strong interest among operators in consolidation solutions. It should be assumed that this trend will
continue in the future. This is indicated by the strategic conditions of the sector, which in the future should strongly
determine the strategic behaviour of operators active in this area. The most important determinants of the cable
television market include:
–– the maturity of the cable television sector,
–– fragmentation of operators in the cable television sector,
–– strong disproportions of the potential of cable television operators.
While presenting the cable television market in Poland, it was pointed out that this sector is entering a maturity
phase characterized by saturation of the market with services, a small inflow of new subscribers, a growing intensity
of competitive activities and a reduction in revenues. This is a difficult market situation for operators who can take
the following strategic solutions under these circumstances:
–– an offensive option, based on searching for opportunities to improve the market position,
–– a defensive option, which consists in defending the market position,
–– withdrawal from the market related to the sale of a business.
Cable TV operators choose one of these strategies.
The issue of the maturity of the cable television sector should be considered together with the issue
of significant fragmentation of operators and a strong disproportion of potential in this market area. The existence on
the market of about 500 operators, the largest of which has 1,435 thousand subscribers and the smallest only a few
hundred, create extremely attractive conditions that actually force the implementation of a consolidation strategy.
Not all aspects that may have a potential impact on the scale of using acquisitions on the cable television market
have been so far included in the considerations. It is also worth paying attention to activities resulting from legal
and regulatory conditions. The following should be considered particularly important when using the consolidation
strategy:
–– potential changes in regulations shaping the operating conditions of cable television operators,
–– the position of antimonopoly authorities regarding the acquisition.
The change in the regulations regarding the access to the infrastructure of cable television operators may have
a significant impact on the use of the acquisition strategy on the cable television market in Poland. The consultations
undertaken in this matter by the President of UKE (the Office of Electronic Communications) relate to the largest
cable television networks, which may be obliged to make owned infrastructure available to their competitors for
a fee. Possible adoption of this solution will change the competition rules in the sector, reducing investment costs
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and giving subscribers the possibility to choose a service provider. It is difficult to unequivocally assess the impact
of this regulation on the acquisition processes on the market. On the one hand, the ability to reach customers
without having to bear the costs associated with investing in infrastructure may encourage smaller operators to
continue on the market and, consequently, result in a lack of interest in the sale of activities. On the other hand,
however, it is difficult to expect that a small business entity would be able to offer clients services on terms more
favourable than a large operator, whose cost aspects stem from economies of scale resulting from a large number
of subscribers. The only solution for small operators may be to offer niche services that will be able to meet the
needs of a small group of clients. However, it is difficult to expect significant development prospects when adopting
such a strategic option.
The position of antimonopoly authorities is another regulatory factor affecting acquisitions on the cable
television market. Each acquisition decision must be analyzed by UOKiK (OCCP), which examines whether the
given concentration will not restrict competition on the market. If the OCCP recognizes that after the acquisition,
the operator will achieve a dominant position, i.e. exceed 40% of the market share, it may order to sell a part of the
infrastructure or even block the transaction. A practical example of such activities were the actions of OCCP, which
considered the application of the largest cable TV operator in Poland, UPC, regarding the acquisition of Multimedia
Polska, the third largest entity in this market area in terms of the number of subscribers. As a result, UPC withdrew
the application and the acquisition, estimated at approximately PLN 3 billion, did not materialize.
The cable television market is facing technological changes that operators will have to rise to. The biggest
challenge for them will be the need to provide services that require high bandwidth telecommunications connections
and meeting increased network traffic. Already, part of the cable television network is switching to fibre optic
infrastructure, which will provide better transmission conditions and thus will give operators more opportunities in
shaping service offers. Soon, having a fibre-optic network will become a prerequisite for effective competition. Not
all operators will be able to meet the financial requirements of infrastructure modernization and the only option left
will be selling the company.
So far, the subject of deliberations has been the problems related to acquisitions within the cable television
sector. However, it is worth paying attention to the potential possibilities of conducting acquisitions by operators
from outside the sector. This observation results from the fact that the cable TV sector is becoming too small which
is visible for some companies, especially the market leader, UPC. After the failure of the acquisition of Multimedia
Polska, the company is looking for a new development option. Analyzing the potential and the range of services
provided by UPC, attention is drawn to the lack of access to mobile telephony. All the more so because the largest
competitors in the sector, Vectra and Multimedia Polska, are virtual operators and provide mobile services to their
subscribers, and UPC has had relevant cooperation agreements signed with Play mobile operator for some time
now. Perhaps this indicates that UPC is not interested in providing mobile telephony services as a virtual operator
but as an infrastructure operator. This would mean that the company is planning to acquire one of the mobile
phone network operators active on the Polish market. The only mobile operator that can be taken into account is
Play, whose owners are investment funds. A possible acquisition would have a value of PLN 10 billion and would
give UPC a strong position on the Polish telecommunications market. The combination of the potentials of both
companies would create a portfolio of convergent services attractive for subscribers and a possibility to compete
with the largest operators on the market.
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Conclusion
The issues regarding acquisitions on the cable television market in Poland presented in the article point to
high consolidation activity of the largest operators. This is the result of the impact of many factors, which in turn
determine the business entities operating in this market area to adopt strategic behaviours that favour acquisitions.
Such a situation will also take place in the future and it can be anticipated that the number of operators active on the
cable television market will significantly decline. However, it is quite difficult to build scenarios and assign specific
market roles to individual operators.
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Abstr act

Passenger transport by the Reichspost vehicles during the interwar period, as exemplified by the Eastern Provinces. The aim of the article is to present the way in which the Reichspost gained a dominant position in regular
passenger transport outside cities. It is done by analysing archival sources, statistics, reports of companies
and institutions, as well as the subject literature. After World War I, military vehicles were adapted for civil use.
In 1919 automobile companies called KVGs (Kraftverkehrsgesellschaft) were created, operating in provinces
and lands of the Reich. KVGs were also created in Prussian provinces of Eastern Prussia, Pomerania, Brandenburg and Silesia. They were owned by the Reich as well as local governments. For the German Post (Deutsche
Reichspost – DRP) passenger transport connected with postal shipments was an important source of income.
For this reason the DRP was interested in keeping the passenger transport services for itself. In its dispute with
the KVGs the DRP presented itself as an institution opposing the decentralization tendencies within the Reich.
Because of poor financial results KVG Marken and Schlesien were liquidated at the end of the 1920s. State
legislation gave the DRP a privileged position since it did not have to obtain permission to create passenger
routes. A matter of significance was to regulate the relationship with the Deutsche Reichsbahn (RB). The arrangements with the Railway in the second half of the 1930s gave the passenger vehicle transport to the DRP,
while the RB maintained the vehicle transport of cargo with the exception of postal shipments. The DRP thus
gained the dominant position in regular passenger transport outside cities. It was shown that the DRP achieved
this position thanks to its agreement with the DR and the regulatory actions of the state.

Introduction
Regular passenger transport had been, until its mechanization (railways, steamships) the domain of the
post since it used the fastest means of transport. However, at the beginning of the 20th century the development
of vehicle transport challenged that domination. While the postal cargo shipments were restricted to the post, the
passenger transport on the roads became subject to competition from other carriers. The article shows on the basis
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of the analysed archival sources, statistics, reports of companies and institutions, as well as the subject literature,
how the Reichspost attempted to gain advantage in regular vehicle services for passengers. The article deals with
the areas of Eastern Prussia, Pomerania, Brandenburg (its eastern part), Lower and Upper Silesia.
The Constitution of the Reich, in force from 1919, decided on the unification of the post and telegraph service
in Germany uniting three existing post managements of the Reich, Bavaria and Württemberg under one – the
Deutsche Reichspost (DRP). It had come into effect by April 1920 (Sautter, 1951, p. 15).

The Reichspost and the automobile companies
Postal shipments together with passenger transport began in 1906 and 1907 in central and northern Germany.
Road transport performed better in the mountainous areas of Bavaria and Wurttemberg. In 1912 the DRP also made
successful attempts to operate in Thüringen. After the war began, however, the post buses were transferred to the
army.(Sautter, 1951, pp. 103–104).
A significant role in the development of passenger and cargo transport was played by the army, private
entrepreneurs and the Reichspost. Already in December 1918 the military vehicle fleet was transferred to civil
Automobile Bureaus (Kraftverkehrsamt) existing in every province of Prussia and all lands of the Reich. They
rented vehicles out relatively cheaply and the Reich financed them from war funds, however without considering
depreciation. Spare parts came from wartime stock and worn out vehicles were replaced by new ones. Fuel costs
were relatively low as well (APW OL AmCh, p. 40).
The Reich Treasury, attempting to lower the subsidies, decided that Automobile Bureaus would be replaced
by public benefit organizations – Kraftverkehrs – Gesellschaft m.b. H. (KVGs). One such company covered an area
of one Prussian province or a Reich land. It was forbidden to give away or sell their shares to private persons or
firms. The partnerships included also the Reich, provinces, cities, districts and road maintenance institutions. This
was a way to connect the interests of road and transport branches (APW OL AmCh, p. 40). The companies were
supposed to solve day-to-day problems resulting from insufficiency of the railway, and strikes. It was also deemed
necessary to maintain the whole of the vehicle fleet received from the army. There was a plan that at a suitable
moment the provincial companies could join a central one which would, in turn, enable the State to take over its
operation, once the political and economic situation became clear. The resolutions on establishing automobile
companies were standard for every region. The share value was to be between 8 and 10 thousand marks per
vehicle. The Reich had 25 to 49% share and was supposed to contribute fuel stations, workshops etc. in the
form of loans. The proportion of shares of cities and kreis was determined with regard to their population. A profit
of 4% of the share capital went to the shareholders. The Reich, which took upon itself the risk connected with the
enterprise, had a right to veto resolutions made by shareholders and the board (APOlAmS, p. 9).
KVGs began to be created in February 1920. The Reich’s share was 31% in KVG Pommern, 32% in KVG
Ostpreussen, 34% in KVG Marken in the Brandenburg province, 38% in KVG Schlesien. The provinces’ share
amounted to several percent but in the Pomeranian province it was as much as 15%. The rest was owned by cities
and kreis in the amount usually dependent on their size and significance (APG AmG, No. 9217, p. 161).
Because of financial difficulties the KVGs began to be transformed into joint-stock companies in 1923. Apart
from KVGs a significant share of the partnerships belonged to a Dresden fuel company Deutsche Betriebs – Akt.Ges (Debag) three quarters of which belonged to the State and which was the main supplier for the automobile
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companies. KV Marken, KV Nordmark and KV Schlesien became connected to Debag (APG AmG, No. 5028, k. 1,
371; APW OL AmCh, k. 83–84).
In the spring of 1920 the automobile postal routes were restored. However, the DRP’s passenger transport
was opposed by the automobile companies. In January 1919 the Reich government amended the VehicleTransport
Act of 1909 with a statutory instrument. It made the operation of vehicleroutes dependent on a permission of central
offices (district presidents). On the other hand, under the act of 1871, the DRP did not have such an obligation.
This led to fierce competition harmful to both sides. In February of 1920 the government of the Reich decided that
the Ministries of Post and Transport would agree on setting up new routes and determine which of them would be
operated by the companies and which by the DRP. Both sides were supposed to coordinate timetables and ticket
prices (Sautter, 1951, p. 104).
In 1920 the DRP had304 vehicle routes, totalling 6 thousand kilometres, and 428 buses. Transport performance
totalled 4.6 million km and the number of persons carried– 4.1 million (Sautter, 1951, p. 105). In the autumn of 1920
the DRP maintained only a few postal passenger routes in the eastern provinces of Prussia: Bystrzyca Kłodzka–
Międzygórze (15 km), Międzyzdroje–Międzywodzie (summerroute) (14 km), Demmin–Greifswald (38 km), Dolice–
Pyrzyce–Banie–Bolkowice–Widuchowa (64.4 km) (APS NPPP, No. 2166, k. 529).
Until 1924, postal passenger transport rose relatively slowly, however it doubled or even tripled between 1924
and 1925. The highest increase occurred between 1924 and 1925 when the number of routes rose from 593 to
1233, their length increased to 24.7 thousand km, and the number of passengers carried rose from 8.8 million to
24.8 million (Sautter, 1951, p. 105).
The position of theDRP in relation to other automobile carriers was strengthened by the Act of 1925 under
which theDRP did not have to obtain permission for initiating regular services on a given route. It was, however,
obliged to inform regional authorities about such a new service four weeks in advance. The authorities had a right
to oppose the scheme if they decided that it did not serve the public interest. If an agreement could not be reached
the case was referred to arbitration. Those rules referred both to postal routes and the passenger ones (Sautter,
1951, p. 105).
The Minister of Post argued that the increase of the DRP vehicle transport was caused by the rising horse
transport costs and the possibility of restoring the services operated before the war thanks to vehicles obtained
from the army. He also claimed that, in order to ensure profitability, the DRP had to combine mail shipments with
passenger transport. Moreover, the DRP’s transport services were supported by a wide network of post offices and
its employees were regarded as more reliable than those in private companies (APS NPPP, No. 2166, k. 509–517).
The Ministry stated that the main task of the KVGs was the transport of goods, not people. The KVGs developed
passenger transport because the Reichsbahn (RB) was regaining its position in goods haulage and, at the same
time, costs and wages were rising as well. Furthermore, the KVGs were also attacked with a political argument,
relevant to the situation the Reich was in at the time. It was pointed out that the provincial or regional scope
of vehicle companies’ operations led to decentralization. The DRP, on the other hand, served the unity of the Reich
as it covered the whole of its territory. For this reason it was argued that the Reich should withdraw its share from
KVGs and once they were dissolved, the DRP should take over their staff and assets.(APS NPPP, No. 2167, k. 5).
The Union of Vehicle Companies (Verband Kraftverkehrsgesellschaften Deutschlands) claimed that the
Reichspost should not compete with a company in which the Reich, cities and Kreis owned shares. Maintaining
KVG and DRPservices on the same routes caused double wear of road surface, waste of fuel, materials and wages.
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They were prepared to fulfil the justified demands of the DRP referring to the Prussian act concerning the local
railways (Kleinbahn) (APS NPPP, No. 2166, k. 463). The representative of the Pomeranian Province complained
that the management of the DRP tried to persuade districts having share in the KVGs to subsidize the Reichspost’s
transport services (APS NPPP, No. 2166, k. 491–494).
An example of the competitive actions of the DRP may be the case of the Stargard–Suchań–Wapnica route.
Due to the resignation of a private entrepreneur, the mayor of Suchań requested help from KVG Pommern. After
long negotiations the route was opened in September 1920. A month later the DRP started a Stargard–Recz route
via Suchań. The Reichspost set a competitive price of 30 pf per km, later raised to 40 pf, in comparison to 50 pf
charged by the KVG (APS NPPP , No. 2166, k. 504–506).
KVG Marken regarded the policy of the DRP as harmful to the interests of the State and local authorities and
to be in conflict with the policies of other Reich ministries since the DRP had stopped cooperating with Marken and
had started competing with it. Such a policy was approved by the Ministry of Post which, according to KVGs, was
inconsistent with the pursuit of economies and the efforts to limit the prerogatives of central power in favour of the
Reich regions (APG AmG, No. 9217, k. 147).
The actions of the DRP were also closely followed by the RB which strove to control them through state
administration. Hence, for example, the President of the Legnica District asked Landrats and magistrates to inform
the railway management of any talks with the DRP or private automobile companies on setting up vehicle services
(APW OL, AmChnr, 1925r., k. 124).
It often happened that bus services could not be sustained especially in times of inflation when the rise in
fuel prices was not matched by the rise in ticket prices. For this reason, in 1921, KVG Schlesien was prepared to
transfer its bus services to the DRP. Eventually, in February of 1922, KVG Schlesien gave up its bus routes in the
area of Post Directorates in Wrocław and Opole and signed an appropriate agreement with the Post Directorate in
Wrocław excluding the routes Wroclaw–Karłowice and Wrocław–Psary (APOp RO, No. 583, k. 114–115).
After the transformation into a listed company KV Schlesien did not feel obliged to respect the agreement
of 1922. On the other hand, the Directorate of Post in Opole, which had already created 50 routes serving the needs
of the postal and passenger transport, attempted to eliminate the competition of KV Schlesien (APOp RO, No. 583,
k. 75). It protested against KV Schlesien being given a permission to operate the routes Gliwice–Sośnicowice and
Kotlarnia–Koźle. The designed route was supposed to run partly alongside the Reichspost’s route constituting
unfair and unjustified competition (APOp RO, No. 583, k. 114–115).
In 1924, currency reform and difficulties in obtaining loans needed for the fleet renewal compounded the
situation of the KVGs. In 1929 the KVG Schlesien AG was dissolved (APW OL AmCh, k. 127–134, 206, 215). Losses
of KV Marken AG in 1926 and 1927 caused the shareholders to liquidate the company in 1928 which was approved
by the Minister of Transport in 1930 (APG AmG, No. 5030, k. 284, 353, 355–356, 363).

Reichspost and Reichsbahn
The competition between the Post and the Railway was supposed to be lessened by a five-year agreement
signed in June 1929. It stated that passenger vehicle services would be run by the DRP. It did not concern, however,
the routes opened before April 1st, 1929. As for the routes created later, the parties agreed on their share in profits
and losses and the overall percentage of their shares. While the agreement was in force, 122 jointroutes were set
up. From June 1st 1930, the agreement ensured the smooth transfer of luggage and passengers between post
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offices existing along the postal routes and railway stations, as it had been between the horse post and the railway
stations. In 1931, the joint transport system included 551 railway stations and 80 vehicle routes (Sautter, 1951,
p. 105). The DRP was also taking over the vehicle route services of the RB from the KVGs. In December 1931 the
Post took over the operations of 11 such routes from KVG Ostpreussen (Die Reichsbahn, 8 Jhg, H. 7, 17. 02. 1932,
p. 182). The Reichsbahn and the Reichspost jointly maintained the vehicle services. In 1938 the agreement was
dissolved with the provision that the Post would still, until May 1940, operate on its own 47 routes belonging to the
Railway (Geschäftsbericht, 1937, p. 7).
Due to the growth of vehicle transport and its significance for the society the Minister of Post established four
regional boards for vehicle services („Kraftfahr – Oberbetriebsleitungen” – KrOBL) as advisory bodies to the Post
directorates. Wrocław was the headquarters of KrOBL Ost at the directorate of Potsdam, Frankfurt n/Oder, Legnica,
Wrocław, Gąbiń, Königsberg, Koszalin, Szczecin, Schwerin (Meckl.) (Die Reichsbahn, 4 Jhg, H. 33, 15.08.1928,
p. 742).
Anti-crisis decrees of the Reich President from October 10th 1931 included commercial services connected
with vehicle transport. Permissions were required for regular passenger services between given places beyond
commune borders and goods haulage for distances longer than 50 km. It did not apply, however, to companies’
transports for their own needs and with their own fleet. The compliance of transport activities with the regulations
was determined by the DRP, RB, chamber of industry and commerce of the area where the company had its
headquarters and representatives of automobile transport approved by the Ministry of Transport. Permissions for
opening passenger vehicle services were given by local authorities in a given area if certain technical requirements
were met and the public interest was not damaged. Other interested parties had to have their say as well. The DRP,
however, was not subject to these regulations. It only had to notify the RB and local administration. Opinions
concerning permissions for long-haul services had to be given by chambers of industry and commerce. The Minister
of Transport set the fare for the whole of the Reich so that the railway and vehicle transport could operate following
equal rules. At the same time, the Vehicle Services Act of 1925 ceased to apply (Reichsgesetzblatt, Teil I 1931,
No. 67, Tl. 5, Kap. V, pp. 558–561 in: APW RW No. I/9746, k. 1).
The Reichspost gained a dominant position in bus service operations as, for instance, in the case of the
Wrocław district. In 1931, there were 138 routes in operation out of which 27 were private. Four bus routes belonged
to tram companies and local railways. Most services (106) were operated by the Reichspost. 107 buses were in use
making,in total, 3.4 million VKT (APW RW nr I 9796 k. 93–94).
Thanks to a wide network of postal transport services in 1930 the DRP and RB introduced direct passenger
and luggage rail-post transport (Krapeiverkehr). It was thus possible to purchase a ticket for the whole route. Such
passengers coming by train had priority on a post bus (Die Reichsbahn 6 Jhg, H. 21, 21.05.1930, pp. 611–613;
Sautter, 1951, p. 65).
While the relations between the DRP and RB were, to a certain extent, settled, there still occurred competition
with private carriers. For example, on the route between Gliwice and Sośnicowice a private entrepreneur took
passengers away from the DRP. He thus violated §1 of the Unfair Competition Act of June 7th, 1909 and if it
happened before the regulation on long-haul vehicle services from October 6th 1931 also §§ 1 and 8 of the Vehicle
Services Act of August 26th 1925. Interestingly, the businessman in question did not charge lower fares. The owner
and the driver were forced to pay a fine, yet they did not cease their practices (APOp RO, I, No. 595, 1931, 1932).
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The Vehicle Passenger Transport Act of 1937 stated in its preamble that in the National Socialist Reich it is
the state which takes care of the matters of transport. Public and private means of transport had to fulfil standard
requirements, the same for the whole country, and every transport branch was supposed to take up tasks that it
was best suited to. The act included also the DRP and RB. Like before, they did not need permission for regular
route services. A four-week notice for the local authorities of a given area was sufficient. However, occasional
passenger transport was prohibited. The Act referred to earlier regulations (1935) which stipulated that commercial
transport distinguished passenger vehicles of fewer than 8 seats including the driver, omnibuses – eight and more
seats, and also DRP’s own vehicles which could not have more than a ton of capacity and four seats for passengers
(Kraftfahrzeuggesetzgebung, 1942, p. 302, 308, 346–347).
Possessing the right for passenger transport, the DRP and RB decided, nevertheless, to separate their areas
of activity. When the agreement of 1929 expired, long negotiations began in which the Reichsautobahnen took part
as well. The consensus was reached in May, 1939. It stipulated that bus routes on motorways would be maintained
by the RB and services on Reich roads and domestic roads would be operated by theDRP. This finished their joint
operation of road passenger transport (Sautter, 1951, p. 106). It must be remembered that the Reichsbahn had
a significant contributionto motorway construction and supported them both materially and financially.
The provinces became covered with a dense network of DRP long-haul vehicle routes and rural vehicle routes
(Witt, 1934, Blatt 25; Geisler, 1932, Blatt 49). The first vehicle services of the rural post were established in 1928.
For these services the Post ordered vehicles of the capacity not higher than one ton which could carry up to seven
people (Deutsche Reichspost, 1928, p. 39; Buschmann, 1996, pp. 56–58). In the Eastern Directorates of the DRP
(Królewiec, Gąbiń, Szczecin, Koszalin, Frankfurt n/O, Wrocław, Opole) the length of vehicle post routes amounted
to 9.4 thousand kilometres and the rural routes – 27.4 thousand km. 9.6 million people were transported in total
(Statistisches…, 1938).

Conclusions
The Reichspost’s vehicle transport carried not only postal loads but also passengers. However, in this field
of business the DRP had to compete with provincial and nationwide vehicle companies. In this rivalry the DRP
presented itself as an institution opposing the decentralization tendencies within the Reich. Appropriate legislation
finally enabled the Reichspost to limit the competition in the area of regular passenger services. In successive
agreements the Reichsbahn left the passenger transport to the Reichspost while maintaining vehicle freight
transport with the exception of the postal freight. Thus the Reichspost gained a dominant position in long-haul
passenger transport and provided services in rural areas as well.
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Abstr act

The paper deals with the problem of the productivity of transportation services in freight road transport.
The considerations focus on the market in Poland. It presents the results of calculations made by the author.
The goal of it was to identify possible factors of this productivity. Classical measures were used – tkm/vehicle
and EUR/vehicle. The main thesis was that the productivity of this sector transport is influenced by external
factors (area and GDP of country) and thus independent from transport companies. The relations between this
productivity and its factors and observed phenomena seems to be confirmed in case of Poland but surprisingly
not on the European level. Because of that the author postulates to conduct further and deeper research.

Introduction
Productivity is considered as one of the most important factors of economical effectiveness of companies
and whole economies. That refers also to the sector of transport, which serve the other branches of economies.
The biggest share of the whole transportation systems belongs to the road transport. On this productivity many
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factors have an influence – not only internal – first of all methods of management the transportation processes but
also the external and independent from the transport services providers.
The demand for the transport services is variable in time and space and difficult to predict and transportation
companies don’t have much influence on this demand and have to adjust to it. This demand is the result of the
so called transport needs, which in turn result from the external factors - spatial distribution of production and
consumption, geographical, social, cultural and demographic factors. The demand for transport services is
secondary in relation to the demand for manufactured and transported goods.
According to the opinions of the representatives of the transport and logistics sector efficient management
of a transport company and transport processes has limited impact on financial results of these companies. External
factors and independent of transport companies are the most important factors. The purposes of such opinions,
expressed in professional paper or conferences, is perhaps to draw attention to the problems of the transport
society and it is difficult to treat them as objective. Yet to at least to some extent seems to be true.
In fact there are also internal factors have also important impact of productivity. Good organization of transport
processes performed for example by freight forwarders. This organization is supported by the so called modern
technologies – computer systems, telematics, satellite navigation. The size of a company plays also important
role, because bigger companies are usually more productive, what confirms the existence of the scale effect also
in transport. Also a proper strategy of a company – e.g. a choice o market on which services are to be provided.
The intention of the Author of this paper was to analyze on the base of available statistical data factors of the
productivity of services provided by carriers in freight road transport. The results of this analysis could at least
inspire for further and deeper studies.
The author has also used the results of own research work and practical experience in the field of transport
and logistics.

Literature review
Transport is a very important factor in the productivity of logistics processes. According to some authors,
transport costs may account for 15% of logistics costs, and logistic costs alone may amount to 20% of process
costs in manufacturing enterprises (Rostek, Knosala, 2017, p. 87). Not only costs of transport are important but
also quality of transport services which affects economical effectiveness of transport users. This the reason why
the largest share in case of integrated logistics and production strategies such as JIT and ECR has road transport,
which is characterized by its high flexibility.
The success of enterprises depends on to much extent more and more high productivity and efficiency
of the transportation means and also on quality of services, operating costs and high adaptability to a changing
environment (Stajniak, Koliński, 2014, pp. 5932–5938).
In general terms, productivity is defined as the relation of anoutput (goods produced, services) to an input
(resources consumed) (Piętkowska-Laska, 2015, p. 5319). Similar can be defined the productivity of transportation
services in general and especially in the freight road transport. The output in freight transport is traditionally
measured first of all by tons and ton-kilometers or sometimes in terms of value (turnover). As input - the volume
of production resources measured in terms of personnel, vehicles, infrastructure, rolling stock, information and
communication systems (Blanquart, Burmeister, 2009, pp. 135–145)
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The performance of these services depends on the close interrelations with manufacturing systems, logistics
management and information and communication systems (Stapleton, 2002, pp. 89–107). That leads to the
conclusion, that from one side it depends on the proper management in companies, from the other however that
yet from external factors.
In classical literature a service is considered as immaterial, co-produced between user and producer, nonstorable, and non-transportable and heterogeneous (Edgett, Parkinson, 1993, pp. 19–39; Zeithaml, Parasuraman,
Berry, 1985, pp. 33–46). They are reasons, for which it is very difficult to effectively manage the processes
of production of services and obtaining high level of their productivity.
Similar features characterize transport and logistics services. Yet transport services has its own unique
features, which considerable distinguish them from other types of economic activities and production of other
services. These features of production of transport services such as immateriality, simultaneity of production and
consumption, inability to produce for stock are the reason for the low level of service standardization, which is
largely related to the impact of external factors. This means that transport of the same load at the same distance,
using the same mode of transport may have different qualitative or cost effects. The reasons are different weather
conditions, social and political factors, the possibility to find a return cargo from a given location.
The transport services are performed in space, what has serious consequences for the productivity and
also for the productivity indicators. The performance of the transport services cannot be assessed with use
of general indicators like for example number of orders realized by a transport operator. Very important factor is
a vehicle mileage and utilization of a vehicle in both directions. Also a size of a consignment and capacity utilization
of a vehicle is important. The benefits of scale is also important factor of the economic efficiency in transport.
Various productivity indicators in transport have been developed and the choice of them depends on the
purpose of their application. They can be very detailed and reflect the factors affecting this productivity (Stajniak,
Koliński, 2014, pp. 5932–5938). Productivity measures can be transport time per transport order, utilization rate
of transport means, efficiency of means of transport, number of kilometers per 1 means of transport, number
of kilometers per driver, average repair time (Barcik, Jakubiec, 2010, p. 6–7).This diversity has its justification
because it allows research in various areas, various factors of productivity and take into account the diverse impact
of logistics processes and services, including transport on the financial results of enterprises.
Analysis performed by Kozłowska using the DEA method (Kozłowska, 2014, pp. 309–312) showed that in the
freight transport sector companies are characterized by rather low technical efficiency of operations. The author
also pointed out that in the transport sector it is difficult to control the effects of the operation (in the form of number
of orders or revenues), which often depends on external factors (economic situation in the country or in the world).

Productivity of road haulage transport services in Poland
The analysis of the productivity in the Polish road haulage has been conducted by the author on the base
of available data of the Polish Central Statistical Office.
Since 2000 the Polish Economy has been constantly growing despite economical crisis including the last
global crisis, which started in 2008 (Table 1 and Figures 1 and 2). Very important factor of this growth was the
accession of Poland to EU, which opened new possibilities for the Polish transport services providers. Opening
borders and eliminating customs clearances improved the turnover of transport means, what resulted in better
productivity but also considerable reduction freight rates in some cases.
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Table 1. Perfomance in road transport in Poland
Years

2000

Transport of goods (thousand tones)

2002

2004

2006

2008

2010

2012

2014

2016

1,007

931

957

1,114

1,339

1,491

1,493

1,548

1,547

Transport performance (100 million tkm)

750

803

1,105

1,365

1,742

2,142

2,333

2,629

3,036

GDP mld PLN

747

811

933

1,070

1,286

1,445

1,629

1,719

1,858

Source: own calculations based on data from: GUS (2018).
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Figure 1. Perfomance of road transport in Poland
Source: own calculations based on data from GUS (2018).
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Figure 2. Productivity of road haulage and GDP in Poland
Source: own calculations based on data from: GUS (2018).

Also the average distance of travel has been increased but not so much (from 75 km in 2000 year to 196 km
in 2016).That can explain more bigger increase of performance measured by tkm than by tones as absolute values
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and calculated per 1 vehicle (Table 2 and Figure 3). Anyway an increase of a distance also leads to the reduction
of prices for transport services – on longer distances freight rates are usually lower. On the other hand however
there are then greater possibilities for finding return loads.

Table 2. Productivity of road haulage in Poland
2009

2010

2011

2012

2013

2014

2015

Goods Transport Revenues (100 thous. PLN)

Years

558

598

647

719

739

831

887

2016
950

Registered road vehicles (100 pcs.)

280

298

313

318

324

334

343

354

Average distance (km)

134

144

137

156

167

170

181

196

Road tractors (thousands)

201

215

239

257

280

303

330

362

Productivity (tonnes/vehicle)

509

500

510

470

479

463

439

437

Productivity (100 tkm/vehicle)

685

718

699

734

801

787

797

857

Productivity (100 thous. PLN/vehicle)

199

201

207

226

228

249

259

268

Source: own calculations based on data from: GUS (2018).
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Figure 3. Productivity of road haulage in Poland
Source: own calculations based on data from: GUS (2018).

Although number of tones per vehicle has been falling, yet the economical efficiency measured by PLN/
vehicle has increased (Figure 3). That could mean that despite smaller consignments shipped by transportation
users Polish haulers can make bigger profits. In this context it is puzzling, that the number of road tractors is
increasing faster than the number of road vehicles. That means, that bigger vehicles are relatively less utilized since
an average load is decreasing.
The productivity of the market of freight road transport in Poland and possible relations between this
productivity and its factors seems surprisingly different from the European markets.
First of all in EU the productivity measured as tkm per vehicle has been falling for many years (Figure 4).
The productivity measured as EUR per vehicles is relatively stable, what can indicate, that despite worse utilization
of vehicles, the transportation companies earn more money. The simplest explanation is that market is shifting
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towards more sophisticated but more profitable services. That hypothesis could be proved by the structure
of transportation fleet of European service providers in which lighter vehicles dominate (Figure 5). This is puzzling,
that middle ones have the least share. Perhaps that could be explained, that companies use integrated systems
of delivering of goods, in which cargoes are collected by smaller vehicles and transported as consolidated cargo in
the heaviest trucks.

60.0
50.0
40.0
30.0
20.0
10.0
0.0

2005

2007

2008

2009

2010

EU-28 (tkm/vehicles)

2011

2012

2014 Years

EU-28 (1000 EUR/vehicles)

Figure 4. Productivity of road haulage in EU
Source: own calculations based on data from: Eurostat (2018).
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Commercial vehicles (>3.5 t & <16 t)

Figure 5. Structure of loading capacity of goods vehicles in EU
Source: Eurostat (2018).

In order to find out if economical conditions (external factors) influence the productivity, two correlations
between two productivity indicators have been measured: between transport performance measured as tkm/
vehicle and EUR/vehicle and an area of a country and its GDP. On the base of the simulations conducted by author
it seems, that there are no strict relations between them (Figures 6 and 7). Although among the most productive we
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Figure 6. Productivity of road haulage in EU
Source: own calculations based on data from: Eurostat (2018).
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Figure 7. Productivity of road haulage in EU
Source: own calculations based on data from: Eurostat (2018).
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Figure 8. Productivity of road haulage in EU
Source: own calculations based on data from: Eurostat (2018).
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can find Luxembourg, Austria, Germany and Netherlands but also smaller countries and not the richest ones like
Lithuania and Slovenia (Figure 8). From these results again we can see, that the relations between these measures
of productivity are not linear – the productivity measured in tkm/vehicle doesn’t always results in higher turnover
per vehicle.

Conclusions
To some extent the statistical data concerning freight road transport seem to confirm the theoretical, classical
theory of transport economics but not in all European economies.
The greatest surprise is aroused by large differences in productivity between Poland and the entire European
Union. The differences concern not only the level of productivity but also relations between productivity and its
external factors. It difficult to believe, that Poland is unique country although according to the some research the
performance of the Polish haulers is very high in comparison to other European countries (Eurostat, 2018).
It is difficult at this stage of research to find answer to all questions and further and deeper research is
required. The adequacy of statistical data can be doubtful. For example in case of Poland some data are collected
from enterprises employing more than 9 persons, what significantly limits the scope of research, because smaller
haulers dominate in the freight road transport.
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Abstr act

Branding refers to many aspects of a company’s functioning, as it means a product, a product line, or an entire
assortment of companies, as well as a graphic representation of the symbol used by the company. The last
meaning of the term “brand” is the whole image of the company that uses it. Nowadays, the brand is a commodity in itself, because consumers often choose to buy something because it is branded with a particular company.
Contemporary big international brands have acquired personality, are present in culture, art and everyday life.
Branded items are much more desirable than the goods offered by niche brands that are not known. Clients
expect not only a product that will meet their needs, but will also carry a certain added value, for example, by
brand image, a customer who owns a company items, will be seen as prosperous, professional and trustworthy. The main goal of the article is to show the brand tools used in the marketing, which creates the demand
of a product. The second goal is to present are levels inside brand, diversity of a brand and brand identity in the
context of a marketing.

Brand as a tool used in a marketing
Brand is one of the basic and the most necessary tools used in marketing. A good brand wins and maintains
markets and is a good indicator of goodwill. Familiar branded products develop international trade, co-operation
and commodity exchange.
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The term “brand” has at least three meanings. It can mean an assortment, a product, an entire line of products
similar to one another, a family of products that are close to one another, or an entire assortment that a company
has. Another meaning of the term “brand” is the graphical representation of the symbol, which makes the company
use it is recognizable on the market, otherwise known as a trademark. The last meaning is a “thinking shortcut” that
functions as an image of a product, a set of products, or the whole company that offers them (Bennet, 1995, p. 18).
In marketing, the approach combining these three definitions is very important: the brand is a product in itself
that offers functional and added value that is valued by some consumers so much that they choose to buy a branded
business product which value is added. They are the highest. Customers buy goods and services to meet their
desires and needs. They do not only pay for the material thing, but also for the different values that a given product
can offer. The product to succeed in the market must have a high ability to meet the needs of buyers. The benefits
of the brand offers to its identity in the marketplace and the brand identity of the potential buyer. The brand should
be individual and distinguishable in the way of other, similar, functioning in a given market sector (Jones, Slater,
1986, p. 29).
Throughout the centuries brands were very important and they were significant in the history of trade and
industry. Many different companies tried to improve their brand mark to be more and more recognizable. Trademarks
evolved from very complicated symbols, that very often included the names of the founders and the date of creation
of the company to very simple and minimalistic signs which are very easy to remember by customers (Briciu, Briciu,
2016, p. 137).
Contemporary big, recognizable and transnational brands are the personalities that are present in our culture
and everyday life, like sports heroes, movie stars and fictional characters. The way managers shape the brand
image requires the use of multiple strategies, different tools and functional strategies (Arnold, 1992, p. 2).

Features of a brand used in a marketing strategy of a company
The basic and most important feature of the brand is to offer a product that is distinct and different from the
products offered by other organizations. This distinction is an integral part of the product, just like design, packaging
or complementary services. This is, however, a component that directly relates to the product’s psychological
differentiation. Products offered by companies has to be completely different by its individual features than the
others.
From a particular industry, they often function in a similar way, the brand is something that makes a product
unique and individual on the background of others. Mark, has an identification function, which allows to:
–– indicate the country or region where the product was manufactured,
–– indicate the producer or distributor,
–– easily identify individual product characteristics,
–– pay attention to the functional and emotional values of the product or service,
–– inform and encourage a specific type of customer who is looking for and values the specific features and
characteristics of the product,
–– create an image of the buyer and the user of the product both in their own consciousness and in the
awareness of others,
–– provide a specific type of technical culture (Kotler, 1994, p. 410–411).
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The task of the brand is also to perform an information function, which consists in direct or indirect transmission.
Direct communication, this is a simple message in the reception regarding the characteristics of the product, its
use, purpose or properties contained in the logo or brand name. Intermediate media is designed to create specific
associations and ideas about the brand.
The information function is closely linked to the promotional function, which informs the buyer of the features
and functions offered by the brand. The promotional function, which is created by the manufacturer and later by
the seller, seen from the consumer, becomes an information function. In order for the brand to enter the desired
promotional role, it must first be the promotion itself. A brand that is not recognizable by potential customers is not
a brand they deserve and want.
On the part of the consumer needs, a warranty function is a very important function, meaning that the
manufacturer is committed to maintaining the quality of the product offered for a specified period of time. With the
logo the consumer can easily identify the manufacturer and his level of responsibility for his product. Companies
that offer non-branded products are anonymous in the mind of the buyers, and thus the prices of the products they
offer are not comparable to those of the well known and reputable brands (Altkorn, 1999, p. 14).
Nowadays a lot of international brands need to improve to meet clients needs, which are quite different
between countries and cultures. Modern and flexible brands are aware of these differences and are fully capable
to generate a brand identity which is matched for each country. The different branding between countries allows
companies to individualize their brand and strengths to the country (Maran, Stockhammer, 2012).

Marketing levels inside brand
Brand elements are considered on several levels and inform the level of branded product. Graphical
representation of all levels resembles circles on water that radiate from the smallest to the largest. The first one
is the generic level, it consists of the basic benefit flowing from the product. This level does not differentiate the
brand because it expresses the elementary use and the destination of the item, it is called the “kernel” of the
product. The next level is the expected level that defines the minimum requirements of the target customer that is
the potential recipient of the product. These requirements create expectations for price, performance, dimensions,
packaging and availability. Expected level is very important when the customer has no experience in a particular
market segment and is guided by the superficial characteristics of the product. The next level from the inside is
an extended level, where non-material values appear, which can be crucial to customers with knowledge of the
product.
At this level it may happen that several brands are equally satisfying the consumer’s expectations, then the
customer focuses his attention on the characteristics of the products that distinguish themselves from, for example,
symbolic and emotional factors. Very important elements at this stage are: before and during the purchase, warranty
covering the product and services related to the goods. The last level is the potential level, which increasingly
becomes a requirement for the brand, as it is increasingly expected and evaluated by customers. It includes:
brand reputation, brand image, brand name, perceived value, perceived quality, and even the atmosphere of the
store. This is a collection of factors that increase the benefits of the buyers and thus develop their brand loyalty
(de Chernatony, McDonald, 1994, p. 5).
Marketing communication is significant in branding. Without it the company is not able to fully communicate
with the customer whom needs they are trying to fulfill. Without knowledge how to speak and listen to the customer
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the brand would lose its main goal which is to be recognized so being able to generate income. Communication is
also an extremely important tool used in marketing and advertising (Belch, Belch, 2012).

Marketing diversity of a brand
The task of brand managers is to create such features and attributes at all of the aforementioned levels, so
that the assortment of a given company stands out against other products in the same segment. Differentiation
of the brand consists in transforming neutral and non-differentiated goods into specific one sand individual, who in
the consumer’s mind will offer a bunch of benefits not available to the competition. The management must carefully
decide which ones are the most important.
This may lead to an increase in profits from the sale of the product but also to the additional costs associated
with the production of the differentiated product range. The decision on diversification is based on perceptual and
economic criteria. Perceptual criteria, are related to the receipt of the product by the customer and to create in its
consciousness specific features of the product. In order for the diversification strategy to succeed, several criteria
must be met:
a) an average consumer with limited knowledge and knowledge of the product’s technical data must be aware
of the innovation and individuality of the product he/she has chosen; differentiating features must be visible
and not only known to manufacturers and constructors;
b) the advantages of the differentiated product must be desirable by the customer; often this requires
a promotional action, because in the case of innovative goods, i.e. novelty on the market, the buyer is not
aware of the benefits, and thus will not seek it or desire it;
c) a clear distinction between the products of the enterprise and competition; in the case of brands with a long
history, new elements should be added and the well-known features;
d) the product can not declare non-existent features, as this affects the negative image of the business and
results in a lack of customer loyalty;
e) the client must be informed about the differences and benefits of diversification through all available forms
of communication, then only the business can benefit.
Economic criteria relate to profitability, i.e. the profitability of product differentiation. To make changes to their
products, the company should consider such factors as:
–– include a real number of buyers who will be interested in the new features of the product enough to buy it,
and thus bring the production and sales team to the appropriate and profitable size of the business,
–– the ability to be interested in a varied product of new buyers and develop loyalty to the brand and product
to customers who know the company and the range offered by it,
–– difficult to copy new features used in the product by the competition. It is important that competition cannot
easily introduce the same changes and innovations in its products (Murphy, 1987, pp. 78–80).
An identity that is influenced by image (image) that functions in the consciousness of the audience and the
identity of the brand created by the management and the owner is a very important element of each brand. Identity
aims to define the meaning, design and branding, and thus outperforms the brand’s image. Image of a company
(characteristics of it) is a combination of all the features through which consumers visualize their brand name, logo,
assortment, advertising or sponsorship (Shmitt, Simonson, 1999, p. 65).
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Nowadays a lot of customers prefer to copy their idols. This is very visible in the United Kingdom where the
Royal Family creates trends regarding luxury and luxury branding. Brits prefer to buy what the dynasty choose
because they find them as elegant and definitely worth imitation (Otnes, Maclaran, 2015, pp. 167–169).

Marketing brand identity
A brand that already has a longer time in the market gains meaning and autonomy, it makes its individual
character by choosing it at the stage of creation from all possible options. Identity consists of the entire past of the
company, including past promotional activities and products. Symbols and branding mean that the brand is used
in marketing strategy. Identity creates consistency and the realism of the brand, defines the limits of its positioning,
regulates the means of expression, creates its individuality and ensures durability, by regulating what is the brand,
what it does and how it does. In the process of creating a brand, the management and the owner must make sure
that it is primarily concrete, that is, easily defined. Another important attribute of the brand is its ability to meet
customer needs and thus exploit all the weaknesses of competing brands. Brand identity must also be easy to
accept and understand by company employees (Kall, 2001, pp. 25–27).
The products of the brand are a source of identity and uniqueness. Managers should strive to ensure that
the product bearing the graphic sign of the company does not represent only things but a whole set of material and
non-material characteristics associated with it. Values represented by the brand must embody the brand’s flagship
and most recognizable product. Many companies do not have key products, so their image is shaken and not fixed
in the consumer’s mind.
Very often the brand name reflects the company’s intentions and often introduces innovative naming in the
industry sector. Over time, a well-known and recognizable brand changes the meaning of the word in the consumer’s
mind, which originally meant something else (for example Apple or Mercedes). This is an example that reflects the
brand’s intentions based on its name, on the basis of which its identity is being built. Another source of identity creation
is the choice of graphic elements such as logo. By choosing the right symbols, the company not only represents the
product, but also makes the logo represent its personality, culture, and identity, and makes employees identify with
the company they work for. Some brands consciously choose their representatives, who are the source for brand
identity building. The Coco Chanel or Gianni Versace, for example, or imagined characters, such as mascots or
animals, are often brand-specific. Regardless of the choice of “brand face”, it aims to create a strong emotional link
between the brand and the customer. The use of the character is a well-thought-out marketing technique that helps
the buyer to recognize and memorize the features and benefits of a brand that is personalized through a specific
character. Very often after a long time running the “ambassador of the brand” it becomes a mythical and legendary
figure, even if in the past it really existed. Another way to create a brand identity is to refer to company heritage or
country of origin. This action draws consumers’ attention to the long history of the brand or its geographical roots.
The most important source of brand identity is its advertising, which informs the recipient.
The advantages of the product and the style of the company that offers it. The advertisement is the business
card of the company, as it shows the image of the sender, receiver and the relationship between them (Kapferer,
1995, pp. 47–54).
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Methodology
The survey is focused on selected by interviewer persons that represent interesting and tested qualities.
The survey omits persons that do not have features which are being studied. An example is the study of the
phenomenon of luxury goods, while respondents are the only owners of the exclusive items, are the observers
of the luxury market or are the supporters of it. Every respondent had own, individual opinion about luxury goods.
Individuals who for various reasons are not interested in luxury industry, were excluded from the study because
they do not have the relevant experience and a clear opinion about the exclusive goods and luxury market (Lynn,
2014, p. 500).
The survey was sent by email to people who are actively participating in the life of luxury industry, as well as
fans of it. In a survey 134 people participated. The survey was conducted in January 2018 and in February 2018.
Respondents had a very high degree of freedom of expression, because they could modify the questions and add
their own observations and comments. Subjects were men and women, diverse in age, as the youngest tested
person was 18 years old and the oldest 76. Age and gender had little significance as a major determinant. The main
factor was the wealth of a person who can afford to be an owner of luxury goods.
Respondents were in the higher percentile of wage earners within Poland with wages above 20,000zl per
month. The majority of the wealthiest were people above 40 whom had increased their wages throughout their
working lives, however there were also some young respondents whom attained their wealth via inheritances.

Results
Respondents mostly associate the luxury product with the product made with the best materials and with the
highest precision (34%). Another group of people identified an exclusive product with a well-known brand (28%).
Much less popular was the response, indicating that the luxury product was a very expensive and hardly accessible
product (8%). A small group of people pointed out that luxury goods are addressed to a narrow clientele (18%) and
it is an attest to the high social status of its holder (12%).

Product made from the best materials
and with the highest precision
34%

Product that is the confirmation
of the material status of its owner
12%

Product of well known brand
28%

Product adressed
to a narrow clientele
18%
Product that is very expensive
and hardly available
8%

Figure 1. Explanation of what luxury goods are for its clients
Source: own adaptation based upon data from the survey.

Nearly half of the respondents said that when they buy the luxury product the main determinant is the brand
(41%), with half the group saying that the purchase decision was decided by the opinion about the product (21%).
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Another factor that facilitated the decision to purchase was own experience of the buyer (14%) and advertising
influence (9%). The most notable factor was the quality of a product (7%), packaging (5%) and least significant
price (3%).
In the world the concepts of quality and elegance are critical to the definition of luxury and remain relatively
stable from year to year, across all consumers of all nations. These features are particularly important for French
consumers – 89% cite quality, while 79% of them cite elegance as essential to the meaning of luxury.
The importance of exclusivity is declining: it was mentioned by only 52% of consumers, compared to 67% in
2014. Meanwhile, the number of consumers who said craftsmanship was critical to luxury rose by 12% between last
year and this one (Salgues, 2015).

Conclusions
Marketing activities have a positive influence on building brand prestige. Through marketing activities, the
demand for a product is created, and moreover, through marketing activities, the brand can be built, developed and
freely designed to suit the needs of the market and customers.
The recognition of a particular brand influences the decision to purchase it. There is a relationship between
the brand’s degree of recognition and its revenue, which means that the more brand is known, the higher the profit
it generates. Customers prefer brands that are known and appreciated by niche brands and not known.
Marketing of a brands increases their visibility and increases the demand for them, for example through
advertising campaigns linked to well-known people in politics, sports, arts and culture. Marketing must promote and
build brand prestige in the eyes of customers, then it becomes a desirable and willing brand. Demand for branded
goods is created by marketing, which creates the need for having products that are the only ones that can satisfy
fully the needs of customers.
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Abstr act

The pension system in Poland in recent years has been strongly reformed. The idea of a three-pillar system
operating on the basis of a mandatory capital pillar did not last even two decades. As a result, the mandatory
part of the pension system is based solely on the principle of repartition, and at the same time the economic
and demographic situation of the country should lead to retirement savings. Unfortunately, the awareness
of Poles in this area is negligible. Subsequent changes introduced so far have not been an effective incentive
to significantly popularize voluntary forms of accumulating pension savings. This situation is to be changed by
the introduction of voluntary and at the same time common employee capital programs. The study analyzed the
basis of the introduced changes and the construction of the Employee Capital Plans (Pracownicze Programy
Kapitałowe – PPK). On this basis, the principles of the functioning of the PPK were compared with the remaining
solutions of the second and third pillar of the Polish pension system. This analysis allowed for the formulation
of opportunities and threats resulting from the launch of a new financial tool in the form of a PPK. The main
goal of the article was to analyze the third pillar of the pension system, including Employee Capital Plans. PPK
supplements the third pillar of the pension system. On the one hand, a new form of saving gives the chance
to accumulate more savings for future retirees but on the other hand, does not guarantee the collection of sufficient funds for them. Moreover the voluntary nature of this form may not protect the interest of all employees in
Poland. The noticeable effect for employers will be higher labor costs and lower remuneration for employees.

Introduction
The pension system is an integral part of the system of social protection, and its goal is to prevent a sharp
drop in income and protection against poverty based on age, people disability or death (Holzmann, 2012, p. XIII).
In the 70’s and 80’s of the XX century, the accumulated effect of the post-war birth summit and the constantly
increasing average life span of people began to affect the system’s efficiency (Ambachtsheer, Ezra, 2001, p. 239).
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This trend meant that in the 80’s and 90’s the construction of legal and financial pension insurance had proved to be
inefficient financially (Sowiński, 2009, p. 116). Therefore, it was necessary to make changes, which the main idea
was to relieve the system based on the principle of apportionment in favor of solutions based on the capital market.
In Poland, in 1999 it was carried out pension reform, which resulted in a three-pillar system, which the main
advantage was to be the mandatory second pillar based on the capital market. At the same time, both economists
and politicians invariably emphasize the need for widespread forms of voluntary retirement savings accumulate in
Poland. Due to the deteriorating situation continues demographic and relatively little interest in the voluntary pillar
of the pension system 19th of November 2018 the President signed the law on Employee Capital Plans (Pracownicze
Programy Kapitałowe – PPK), which have the chance to be an effective complement-existing pension system in
Poland. The aim of the study is to analyze the changes and substrate construction of PPK, PPK comparison of the
principles of operation of other solutions, the second and third pillar of the Polish pension system and to analyze the
opportunities and threats arising from the introduction of the new financial instrument in the PPK form.

The reasons for introducing of Employee Capital Plans
According to the assumptions made in Poland in 1999 (Ustawa o organizacji i funkcjonowaniu funduszy
emerytalnych, 1997) of the reform of the pension system, the first pillar based on the principle of repartition, II-nd
pillar were open pension funds (Otwarte Fundusze Emerytalne – OFE) managed by the Universal Pension Societies
(Powszechne Towarzystwa Emerytalne – PTE)), while the third pillar covered all voluntary forms of accumulation
of retirement savings, primarily: employee pension schemes (Pracownicze Programy Emerytalne – PPE), individual
pension accounts (Indywidualne Konta Emerytalne – IKE) and individual retirement accounts (Indywidualne Konta
Zabezpieczenia Emerytalnego – IKZE) (Figure 1).

Pension system in Poland
First pay-as-you-go pillar

The second capital pillar

The third capital pillar

Social Insurance Institution –
Social Insurance Fund

Universal Pension Societies –
Open Pension Funds

Employee Pension Programs

Agricultural Social Insurance Fund

Individual Pension Accounts
Individual Retirement Accounts

Figure 1. Pension system in Poland in 2018
Source: own study.

Participation in OFE was compulsory for people born from 1st of January 1969. The pension contribution
rate of 19.52% of the contribution assessment base was divided between Social Insurance Institution and OFE,
as a result of which 7.3% of the contribution base was transferred to the OFE. The rules of OFE operation have
been changed many times, finally from 1st of August 2014 participation in OFE is voluntary, as a result of which
professionally active people themselves decide whether their pension contribution will be transferred in full to
Social Insurance Institution or shared between Social Insurance Institution and OFE. In the case of the participant’s
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pension decisions about the desire of belonging to pension funds on his/her account at the second pillar is drained
premium of 2.92% of the base.
In addition to change in the obligatory participation in the second pillar, 3th of February 2014, 51.5% were
discontinued accounting units (expressed in PLN contractual units of share in the net value of OFE) accumulated
by OFE members, transferred them to the Ist pillar (Ustawa o zmianie niektórych ustaw w związku z określeniem…,
2013). These changes have led to the marginalization of the mandatory capital part of the pension system. At the
same time, few people benefit from voluntary solutions, which is a derivative of the low awareness of Poles
pensions. From the results of the TNS Polska research as part of the Polish tendency for additional saving for
retirement project – is it myth or reality? (TNS Polska, 2016) published in 2016 shows that only 14% of Poles aged
25-45 declare that they also save for retirement. Adamska-Mieruszewska and Mosionek-Schweda (2015), stress
that the lacks of society knowledge about the possibilities of investing under the third pillar, and there is no culture
of long-term saving. Rutecka-Góra and Cichowicz (2017) indicate that one of the most important factors is the level
of awareness and knowledge about collecting savings for this purpose.
In 2016, the Social Insurance Institution carried out a review of the Pension System. Security thanks to
responsibility, which was the basis for the development of the Green Book (Zielona Księga…, 2016), containing
a diagnosis of the pension system and an assessment of the functioning of the pension insurance, which shows that
75% of Poles do not put their money down in old age, giving as a reason the lack of sufficient funds for this purpose
or their lack. On this basis, the White Paper (Biała księga…, 2016) was created containing recommendations for
reforms regarding the broadly defined pension security. The creation of the Employee Plans Capital will be a partial
answer to the problems of the future.

The main assumptions of the principles of the Employee Capital Plans
PPKs should be a supplement the pension, thus translating into an increase in the level of security for future
pensioners, which will affect the higher standard of living of Poles in old age. Detailed rules for the functioning of the
PPK are set out in the Act of 4th of October 2018 on employee capital plans. They are characterized primarily by:
1. To encourage the dissemination of systematic collection of savings with the main purpose of the payment
by the PPK participant after reaching 60 years of age.
2. Universality – each entity employing at least one person is obliged to conclude an agreement on the
management of PPK.
3. Voluntarily – at any time PPK participant may opt out of making payments to the PKK on the basis
of a declaration of the entity that employs writing.
4. Three sources of payments – basic, additional and bonus deposits are found in PPK:
a) basic payments are funded by the employing entity and participant PPK from its own resources.
The basic payment funded entity employing 1.5% of salary, and funded by the participant PPK is 2%
of salary (or is within the range of 0.5% – 2% when payment participant PPK derived from different
sources in a given month does not exceed corresponding to 1.2 times the minimum remuneration);
b) additional payments – the employing entity may declare an additional payment of up to 2.5%
of remuneration. The participant may declare an additional payment of up to 2% of remuneration;
c) the bonus payments financed by the Labor Fund – welcome single payment in the amount of 250 PLN
and annual additional payment in the amount of 240 PLN recorded on the account PPK.
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5. Rational investment policy – entities managing funds accumulated on PPK accounts will locate them in
the so-called defined dated funds which will base their investment policy on the remaining period of the
pensioner’s retirement. Additionally, the legislator defines detailed minimum and maximum investment
limits for individual categories of financial instruments.
6. Reducing PPK management costs – the maximum level of asset management fees can not be higher than
0.5% of the net asset value of the fund/sub-fund per annum. These entities may also collect remuneration
for the achieved result, at a level no higher than 0.1% of the net assets of the fund/sub-fund per annum.
7. The ability to withdraw funds – the participant may at any time resign from participation in the PPK, he/she
may also withdraw some of them in justified life situations described in the Act.
8. Four types of entities authorized to hold PPK accounts: investment fund societies, general pension
societies, employee pension companies and insurance companies.
9. Launching in stages – from 1st of July 2019 for entities which employ at least 250 people, from 1st of January
2020 for entities employing at least 50 people, from 1st of July 2020 for entities employing at least 20 people,
from 1st of January 2021 for other entities and persons employed in units of the public finance sector.
10. No obligation to introudce the PPK:
a) employers who on the date of entry into force of the law on PPK offer their employees EPP, carrying
away part of its contribution to the level of at least 3.5% of the assessment base;
b) microentrepreneurs, who all employees unanimously and voluntarily forego the desire to participate in
the PPK.
Such a PPK construction has to constitute the basis for a radical change in the universality of voluntary
pension savings in Poland, thus translating into the amount of retirement benefits after retirement age.

The PPK comparison with existing programs II-nd and III-rd pillar pension system in Poland
The PPE is a voluntary form of group saving for retirement, organized by the employer with the participation
of employees (Ustawa o pracowniczych programach emerytalnych), while IKE and IKZE are accounts for
accumulating pension savings, where the payment is made directly by the holder of the account. The OFE from
the obligatory pillar of the capital system have become its marginal, voluntary fragment. In the Table 1 shows
a comparative analysis of the most important features of OFE, IKE, IKZE and PPE. Comparing the structure listed
in Table 1 elements Polish pension system with the idea of PPK, it can be seen that:
a) the common feature of PPK, IKE, IKZE, PPE and OFE and pension funds is voluntary participation in the
program can also be the holder of each of these solutions at the same time;
b) substantial difference between the PPK and other solutions is the principle of automatic subscription to
PPK (without additional activity of an employee);
c) there are deposit limits in each of the solutions (except OFE);
d) funds accumulated in each of the analyzed solutions are subject to inheritance;
e) for OFE and PPK, the legislator has defined investment limits affecting for the structure of the portfolio
of assets in which the savings of their members are invested;
f) for OFE and PPK, the legislator determined the maximum level and type of fees.
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Table 1. Analysis of financial tools of the second and third pillar of the pension system in Poland operating in 2018.
OFE*
Number of entities

10 PTE

IKE**
55 financial institutions

IKZE

PPE

41 financial institutions

1,536 registered PPE,
included 1,053 active
PLN 12.6 billion

The size of managed
assets

PLN 158.1 billion

PLN 8.2 billion

PLN 8.2 billion

Number of members

15,997.1 thousand

960.5 thousand

767.7 thousand

395.8 thousand

2.92% of the calculation base

Any within the deposit limit

Any within the deposit limit

Financed by the employer:
up to 7% of the calculation
basis plus voluntary
employee contributions

Premium financing

Financed from the part
of the compulsory pension
contribution

Directly participant of the
program

Directly participant of the
program

Employer or employer
and employee

Deposit limit in 2018

–

PLN 13,329

PLN 5,331.60

PLN 19,993.50 (applies
to voluntary employee
contributions)

Yes

No

No

No

Premium level

Investment limits

Data as at the end of the second quarter of 2018.
**
Data as at the end of the second quarter of 2018.
*

Source: own study based on: OFE zarządzane… (2018); Rynek OFE w II kwartale.. (2018); Ustawa z dnia 20 kwietnia 2004 r. o PPE (2016); PPE
w 2017… (2018); IKE oraz IKZE…(2018).

The opportunities and risks associated with the launching of the Employee Capital Plans
PPK create a real opportunity to increase the funds collected by the Poles to retire. Despite the voluntary
participation in the program, auto-save mechanism should provide a good basis for the spread of this form of pension
savings. So far, all other programs of the third pillar were related to the need for additional activity on the part of the
employee who wanted to participate in the program. PPE may be “competitor” for the PPK – employers are not
obliged to launch a PPK until the entry into force the PPK Act, they meet the following three conditions in total:
a) set the PPE;
b) pay the basic contributions to PPE in the amount of at least 3.5% of remuneration;
c) joined to the PPE at least 25% of employees in the employing entity.
Nevertheless, the number of PPE and the scale of their operation is so small that they should not significantly
influence the dissemination of the PPK.
The relatively low amount of the contribution to the PPK and limitations as to its amount may not be sufficient
to significantly improve the situation of employees after retirement. Introducing to the PPK construction funds,
life cycle, the legislature sought to reduce investment risks and protect the value of assets held in these funds,
however, alarmed by the fact that firmly imposed the structure of portfolios of assets in the funds specified date as
the sole determinant of changes in the assets side of the lower risk profile takes the number of years remaining until
retirement age by its participants, not taking into account the market situation.
A threat to take part in the program are also frequent changes in regulations governing the pension system
and the multitude of different solutions. The first fear is uncertainty about the funds collected in the PPK, despite the
assurances that these funds will remain private. It is worth to remaind that the funds collected in the second pillar
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were financed only from private funds, ie from the employee’s part and from the employer’s contributions, while the
change in the law allowed transferring half of the funds collected in the OFE to the Social Insurance Fund. Frequent
changes in the law in recent years may cause public distrust about the new form of saving.
The consequence of the introduction of the PPK will be a greater burden on employers of the costs
of contributions paid into the program, and allowing the employer to include the amount of premiums into the
costs of income will reduce the tax revenue on this account to the state budget. In addition, the consequence
of participation in the PPK for employees will reduce disposable income as part of their remuneration shall be
deducted the amount of the premium.
The controversial risk element regarding the PPK is a relatively strictly defined amount of the maximum costs
of participation in the program, which will be charged by the institutions which offer PPK. On the one hand it aims
to protect the interests of participants in the program, but it can also affect a small number of PPK offered on the
market due to the lack of profitability of their conduct, in particular, in the initial period of their operation.

Conclusions
PPK is next element of the third pillar of the pension system in Poland. Its implementation may contribute to
the collection of more funds for future retirement, however, the organization of the PPK is also associated with risks
related to, among others the voluntary nature of this form of saving, the sufficiency of contributions paid in this form,
the cost-effectiveness of creating PPK by financial institutions on the market, etc. The establishment of the PPK
does not solve the biggest problem related to saving, i.e. the lack of sufficient knowledge and awareness of the
necessity of saving for future retirement and the lack of sufficient free resources available for saving and distrust
of the pension system caused by relatively often changing legal regulations.
The effect of the introduction of the PPK will also increase employee costs and reduce employee salaries.
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Abstr act

Children are an attractive target group for companies, not only because of the financial resources they have,
but also due to the impact they have on their parents when making purchasing decisions. For these reasons,
a wide range of marketing communication activities is addressed to them through various media. The main goal
of the article is to analyze the extent of Internet use by children and to assess the impact of online advertising
on young audience. The Internet as a modern communication channel creates the possibility of affecting children through many stimuli and in different ways. Polish and European legislation tries to protect the youngest
consumers from exploiting their ignorance and naivety, however, online advertising is more difficult to control
than, for example, a TV commercial.

Introduction
Children are an attractive target group for companies and for this reason they are subjected to wide range
of marketing communication activities in various media. Marketing communication can be understood as the
transmission of information between various market players that concern a company, product brand or other
aspects of marketing activities undertaken (Bajdak, 2013, p. 44). Marketing communication tools that allow to
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influence consumer behavior include: personal sales, advertising, public relations, informal communication, sales
promotions, sponsorship (Wiktor, 2013, pp. 7–8). The article will focus on advertising activities that are broadcast
on the internet. This modern communication channel creates the possibility of affecting children in an attractive way
and is assessed positively by them. The main goal of the article is to analyze the scope of Internet use by children
and to assess the impact of online advertising on young audiences.
In 2015, the population of Poland amounted to 38.5 million people, of which 6.9 million were children (up
to 18 years of age), i.e. 5.5%. In the literature, the most active consumers are children above 9 years of age and
this group according to the Central Statistical Office data includes 2.9 million people (CSO, 2016b, p. 136). Based
on a CSO report on household spending, it can be stated that spending on pocket money1 is on average 1.7%
of expenditure per person in a Polish household, which is 17.67 PLN per person (CSO, 2016a, p. 47). In the entire
Polish population, taking into account the size of the children and youth segment up to the age of 18, pocket money
is almost PLN 122 million per month. For this reason, it is a market segment that is of interest to companies.

Children and adolescents as recipients of advertising
From the point of view of children, multimedia ads are a very attractive message. Considering their construction,
they are usually short films, full of attractive images, containing a simple and understandable message, cheerful
mood and pleasant music. They often present favorite heroes of children known from fairy tales, small animals
or families with children. The youngest recipient identifies with children appearing in advertisements, which are
presented as role models. Presenting the advertised goods, they convince the young recipient to buy them.
The child wants to own the advertised products in order to be like his peers from commercials (Doliński, 2003,
p. 155; Łaciak, 2003, p. 159).
By their very nature, advertisements only display the advantages of the product, thus distorting the reality.
It should be noted that the characteristic feature of a small child as a recipient of messages is often a lack of critical
thinking and credulity. Children, to believe in the message addressed to them, do not require rational justification,
but they are guided by emotions. Meanwhile, advertising can also present a false image of reality using incomplete
and distorted information (Braun-Gałkowska, 1997, p. 20). The persuasive message addressed to young audiences
often uses manipulation techniques, such as: fragmentation of reality or inducement to make immediate decisions,
without time to think about them. For this reason, advertising message may pose a threat to young people and lead
them to make wrong decisions or contribute to the feeling of frustration or low self-esteem resulting from unrealized
needs. As W. Smyl emphasizes, advertisements propagate products, but also a specific way of life, passing values,
views and behavioral patterns (Smyl, 2009, p. 212).
It should be analyzed for what reason ads targeted at children are more and more often negatively perceived
by parents and the environment of psychologists and pedagogues (Halińska, 2013; Wiktor, 2013; Wiśniewska, 2015;
Waluś, 2017). The basic task of advertising is to convince people to use a specific offer (service or product) and to
provide recipients with information about this offer. Children are characterized by: inability to separate scenarios
from real states, easy submission to idols (specific for a given age group), unchecked criticism in perceiving
reality, unspecified criteria of values, emotional immaturity, lack of life experience, and inability to assess the level
of threat and risk. A child, up to the age of seven, is often unable to properly assess the real value of the product
being advertised (Olszewski, 2008, pp. 224–232; Bates Ames, Baker, 2018, p. 220). The younger child does not
understand the purpose of advertising, and consequently easily succumbs to them (Budzyński, 2000, p. 15). It is
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only at school age that children begin to understand what the purpose of advertising is and get a greater distance
from promotional content (Wiśniewska, 2015, pp. 30–32; Grzybczyk 2004, pp. 64–65). It should be emphasized
that advertisements influence not only consumer decisions, which is their main goal, but also shape the attitudes
of the child towards life and its relationships with other people (Bromboszcz, 1993, pp. 60–61).
The child co-decides on family shopping, often having a dominant influence on the consumer choices of adult
family members. Kossowski’s research indicates that 90% of pre-schoolers ask their parents to buy products
viewed in advertisements (for Maksymiuk, Jasielska, 2010, p. 9). Lindstorm’s research has shown that in every
second family, parents take into account the teenager’s opinion, choosing products such as: a car, a clothing,
a mobile phone (Lindstorm, 2005). From the “Kids’ Power” research carried out by the IQS research agency in
2016, it appears that children more and more often make purchasing decisions like adults. Almost half (49.4%)
of the surveyed women admitted that their children influence the selection of accessories for interior decoration, codecide on the location of holiday recreation (41.9%), the purchase of furniture (34.6%) or the choice of a restaurant
for family lunch (13%) (Online 1).
Research shows that advertising increases the demand for unhealthy products, such as sweets, fast foods,
dietary supplements or highly processed foods (Kułaga, Barwicka, 2008, pp. 121–125). They cause children and
teenagers to dream about having the products being advertised, and in their choices, they are guided primarily by
the brand of the product, not its functionality and irrationally spend the money. Advertisements targeted at children
strongly influence awareness, needs and preferences, as well as market behavior of young consumers who are just
learning how to act and what is really good and what is bad for them (Ostrowska, 2017).
The child often forces the shopping of advertised goods by crying, screaming or unruly behavior (Jachnis,
Terelak, 1998, 295–296, Ryłko-Kurpiewska, 2004, p. 14). When parents cannot or do not want to succumb to
the child’s requests to buy the advertised product, it can trigger discussions and conflicts in the family. Thus, the
advertisements enter into the relations of the child and parents, and consequently cause a sense of incomprehension
and weaken the psychic bond between them (Kossowski, 1997).

Advertising in the Internet
Children are exposed to the impact of advertising in various media and places. Polish market offer includes
radio and television thematic channels for children, newspapers with their favorite heroes, and various advertising
activities are also carried out on the Internet. What distinguishes this last medium? The Internet is filled with ads
related to the content being viewed. Tools such as Google Ads are used, with the help of which the content of the
page being browsed is analyzed and on this basis ads matching the interests of the user are selected. Google also
offers companies a service that increases the chance of returning to the site, that is, displaying ads to stores or
specific items that they have browsed, but have not bought them.
Popular social networks offer manufacturers boxes for personalized advertising, young people are redirected
to websites with offered products or to company profiles whose main task is to establish relationships with Internet
users. On the Internet, companies also prepare websites offering advertising-games (the so-called advertainment),
in which the brand is exposed during the game or solving quizzes by participants. These types of advertising
activities are more effective than television commercials, which often interrupt the viewer’s other activities and are
therefore negatively perceived. In addition, on the Internet, a young person seeking entertainment, reaching an
attractive website, initiates contact with the brand (Jasielska, Maksymiuk, 2010, p. 63). Many of these promotional
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activities are not perceived by children as a way of persuading to buy, but rather as a selfless supply of information
or entertainment. At the same time, such contact with the brand and a long-lasting relationship strongly affect the
cognitive sphere of a young consumer who prefers brand-name advertising when shopping.
As rightly observed by Łęgowski, the phases of consumer behavior on the market are noticeable. Common
elements can be found in many different perspectives of the consumer’s behavior process: identification (awareness)
of the need, seeking information, evaluation of possibilities (alternatives), purchase decision, after-sales procedure
(consumption of a certain value) (Łęgowski, 2017, p. 95). In the Internet, this process can proceed in a virtual and
simplified way. When the consumer sees the advertisement, it realizes the desire to have a product, and the click
in the ad slot moves the consumer to the store’s website, where it can finalize the transaction. Some buyers will not
leave the search phase, i.e. they will check the offers of other companies on the internet, but some of them may
choose a more simplified procedure, especially if the advertisement was convincing. Internet shopping through its
virtual character encourages greater carelessness in spending money, and additionally secured by the possibility
of easy returns within 14 days, is a factor strengthening this approach. Especially young people like to buy through
the Internet and feel less worries about virtual shopping than mature consumers(Jaciow, Wolny, 2011, s. 64).
Polish and European legislation tries to protect the youngest consumers from taking advantage of their ignorance
and naivety. So far, there has not been one act regulating the issue of advertising in a holistic way. Regulations,
due to their diverse nature, are placed in various acts (the Act on radio and television, the Pharmaceutical Law act,
the Act on competition and consumer protection of 16 February 2007, the Act of 16 April 1993 on combating unfair
competition or the European Convention on Transfrontier Television) (Olszewski, 2008, p. 224). Internet advertising
is more difficult to regulate than, for example, a TV commercial.

Children and youth in the Internet
The environment of children and adolescents is dominated by smartphones and computers which fill time for
play, learning, entertainment or sleep of earlier and earlier children. On the Internet, children spend more and more
time, also staying outside the home, because they use cell phones to enter the network. Growing up of children
takes place more and more in the virtual world, often beyond the control of parents or guardians, and direct contacts
with peers are replaced by conversations on social networks (Wiśniewska, 2015, p. 32).
The research shows that laptops, smartphones or tablets users are already very young (2 or 3 yearolds),
and these devices are more attractive to children than traditional blocks or board games. (Waluś, 2017b, p. 55).
At the same time, it should be noted that parents themselves are introducing children into the world of new media.
American research shows that 65% of parents use mobile devices to calm a child, 60% use it to entertain kids, e.g.
when shopping, and 29% use to put young children to sleep (Online 2). In Poland, over 40% of children before the
second year of life use mobile devices, and nearly 30% of children in this age use them every day, so Internet users
are younger and younger (Goetz, 2016, p. 23).
The report of the Center for Social Prevention shows that almost all junior high school students use computers
and smartphones – 98% of them use a computer every day, and 89% use the phone (Digital children, p. 135). Most
young people are active on social networks and online forums, where the greater part of social life takes place.
These media became for them the basic form of communication, spending free time and making friends (Waluś,
2017, p. 68). 98% of teenagers and 42% of younger children have an account on Facebook (Zawadka, 2017, p. 1).
You can observe different preferences regarding belonging to a virtual community depending on the age of the
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child, i.e. primary school students choose Snapchat, high school students prefer Instagram. Every third day, every
day, one or more images are added to the web, and every tenth to dozens of photos a day (Święchowicz, 2017,
p. 31). It is common opinion among young people that life without Internet would be boring, empty and meaningless.
This opinion was expressed by 58% of respondents (CBOS, 2016, p. 184).
Pedagogical standards, which determine the amount of time devoted to the perception of multimedia
messages does not interfere with the proper development of the child, indicate a maximum of two and a half hours
in front of the screen daily (the younger the child, the shorter the time should be). The number of hours that exceeds
this norm is not without influence on psychological and social development (Izdebska, 2000; cf Smyl, 2009, p. 131).
Meanwhile, according to carers, young people (from 6 to 19 years old) spend on the internet on average almost
15 hours a week. As many as 36% of respondents declared that their children spend more than 15 hours per week
in the network. In the opinion of nearly half of the respondents (49%), children spend the right amount of time on
the Internet. Over two fifths (43%) – slightly more than seven years ago – think, however, that their charges are
staying online for too long (CBOS, 2015, pp. 2–3). It is worth mentioning that these people can also watch TV, so the
time spent in front of the screen exceeds the norm defined by pedagogues as safe for the development of a young
person.

The role of parents and education
Promotional activities of companies are an inseparable element of the free market. J. Wiktor rightly notes
that advertising message is often a specific form of a lie, because it deprives the addressee of a comprehensive,
true knowledge of the subject of the offer, causes serious consequences in the emotional life of a human being,
and as a result causes moral harm to the recipient (Wiktor, 2013, p. 197). Council Directive EU 89/552/EEC Art.
16 in a special way protects minors against potential moral and physical damage that television advertising may
cause. The Act on Counteracting Dishonest Market Practices contains a ban on placing in the advertisement
a direct appeal of children to purchase advertised products or to persuade parents or other adults to buy them the
advertised products (Act of 23 August 2007..., art. 9 p. 5). In the radio and television broadcasting regulations it is
permissible to interrupt programs with commercials, but with the exception of programs addressed to children (Act
of 29. 12. 1992..., art. 16a.) In Polish law, so-called product placement in television programs is allowed, however,
children’s programs are excluded from the scope of permissible use (The Act of December 29, 1992, art. 17a).
Children are protected by Polish and European regulations due to their credulity and susceptibility to persuasive
messages addressed to them in advertising (Ostrowska, 2017). However, such protection of young recipients by
legislation does not apply to advertisements placed on the website. Meanwhile, the EU Kids Online survey results
are worrying, as many as 39% of children aged 11–16 admitted that they cannot change privacy settings on a social
networking site (it is worth noting that this is one of the basic conditions for privacy protection on the web), 42% said
that they cannot block unwanted contacts on the communicator, and as many as 70% did not know how to block
objectionable advertisements (Livingstone, Haddon, 2009, p. 10).
Parental control and a rational approach to the use of new media by children, especially at an appropriate
and limited time, can contribute to protecting children from the negative effects of Internet addiction and excessive
exposure to advertising messages. As S. Waluś emphasizes, many parents are unaware of the risks and are even
satisfied that the child is occupied with a tablet or smartphone for several hours. The problem is also aggravated
by the behavior of parents themselves, who use new media compulsively and their behavior is imitated by children
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(Walenty, 2017b, pp. 61–63). Many parents cannot cope with this problem because they cannot control the content
they are browsing or restrict the time the child spends on the web. On average, Polish mothers dedicate 7 minutes
less to their children than European women, who spend 74 minutes on this daily basis. On average, the Polish father
has only 15 minutes for children during the day (Halińska, 2013, p. 40). Parents are also not supported by schools.
The results of the audit carried out by the Supreme Audit Office (NIK) in 2016 in schools, counseling centers and
other facilities indicate that schools downplay the problem of Internet addiction or do not notice it at all, despite the
fact that parents, teachers, pedagogues and psychologists inform about the threats (for Waluś, 2017, p. 69).

Conclusions
Children and youth require special protection against excessive exposure to promotional activities. Market
inexperience and credulity may cause them to be exposed to unreasonable decisions under the influence
of advertisements. The ads have important advantages for young consumers, such as providing information about
products, their functions, availability, price or providing entertainment. However, these promotional activities may
cause risks in the form of inferiority sense due to the inability to buy advertised products, give rise to unnecessary
competition with peers, cause excessive spending on advertised brands and thus financial problems, as well as
cause conflicts in the family.
The young consumers are a large market segment, which is why many companies address advertising
messages to them. Ads targeted at children are visually appealing, they promise benefits and pleasures associated
with the purchase. Children spend more and more time in the Internet, where the limitation of the number of ads
displayed and the type of advertising is difficult to control through legislation. For this reason, one can notice the
need to educate young recipients about the purpose of advertising and how to protect their privacy, as well as the
possibilities of blocking promotional messages by means of special programs. The easiest way to protect children
from excessive exposure to advertising is to limit the amount of time spent online, and here the role of parents and
school is noticeable. On weekdays, a large part of the day is spent by young people in schools, hence prohibiting
the use of mobiles has been introduced in many educational institutions. IT education should also include aspects
of protecting one’s personal data and limiting the number of presented ads.
Parents have the greatest opportunity to protect children and young people against excessive exposure to
advertising. They should realize that the younger their child is, the more difficult it is to defend it against all kinds
of persuasive messages. Parents can install programs that will partially reduce the number of ads, and above all,
reduce the time spent by children in front of the screen. This will have a positive impact on the child’s emotional and
intellectual development, but it can also positively affect the improvement of family relationships.
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Abstr act

This article presents the essence of courier services in relation to the changes taking place on the logistics and
transport services markets. The subject of this article is of a theoretical and practical nature. One of the most
important aims of this work was to provide information on the improvement of competition and logistics of DHL’s
operations on the international and Polish courier services market, as well as the concept of implementing new
organizational, management and logistics solutions into the structure of a selected logistics company.

Methodology of researches
At the beginning of the article, the author presents his considerations on the essence and place of logistics
in the economy and also in the courier services. Besides important functions in the economy, logistics enables
the increase of effectiveness of operation and development in courier companies. It is particularly important in
delivering medicines, documents and other urgent items.
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Logistics plays an extremely important role in the concept of integrated management in modern companies
(including courier companies).
In the further part of the article, the author presents the circumstances of entering the Polish market by
DHL company and the conditions of good operation and development of this company on the courier services
market. Such factors as huge warehouse and transport potential of DHL, possession of ISO certificate for rendered
services, realization of big investment program, possession of wide distribution network in courier services,
numerous, dextrous, efficient personnel are the most important determiners of market success of this company.
Services rendered by DHL, in comparison with services provided by RGW Express, TNT Express, FedEx, InPost,
Opek, Master Link, are highly appraised and accepted by the customers.
The final part of the article contains the author’s results of researches on the quality of courier companies’
work in the 2017, financial results and estimation of investment needs of the examined company for the years
2018–2025. DHL company gains annually in its financial result more than 1 billion of Euro and therefore is able to
dedicate approximately 400 million of Euro to its own investments and realize ambitious development plans.

The essence and place of logistics in the economy
According to P. Blaik (2001, pp. 20–21) logistics is the process of exchanging data, information, and goods
between contractors, as well as adequate control leading to effective planning of integrated logistics systems in this
process. The creation of new goals in logistics is intended to help solve new practical issues concerning strategy
of given companies and individual customers. Thanks to the introduction of basic logistics tools to every business
strategy, it becomes possible to obtain a new, better quality that guarantees acquisition of new customers, and thus
the chance to become the leading operator in the logistics market (Szpon, Dembińska-Cyran, Wiktorowska-Jasik,
2005, pp. 13–14). Today, there can be observed widespread internationalization of logistics tasks and functions
in the sphere of modern economy. This applies to both the structure, as well as wider logistics activities. In order
to improve company efficiency, it is advisable to cooperate in larger economic systems, e.g. the European Union,
where cooperation with partners in the supply chain called “Eurologistics” is characterized by:
–– framework conditions for the functioning of the economy of particular countries due to the creation
of a European “Common Market”,
–– introduction of agreed operating structures including appropriate legal, organizational and technical
regulations on this market”.
P. Blaik (2001, p. 20) thinks that the importance of logistics can be expressed in the following three perspectives:
a) “conceptual and functional aspect, where logistics can be understood as a certain concept of managing
the flows of goods and information, in the sense of a set of methods and functions concerning planning,
managing organization and control, which are based on integrated and systemic recognition of these flows;
b) subject-structural aspect, where logistics can be treated as an integrated process of good and information
flows and a specific complex of structural undertakings and solutions related to the integration and
implementation of these flows;
c) efficiency aspect understood as a certain orientation and determination of efficiency increase, directed
towards offering customers the desired service;
d) the level and quality of logistic services, with simultaneous rationalization of the logistics costs structure
and the increase in the overall efficiency of management in enterprises”.
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All of the above-mentioned aspects are necessary for proper preparation of the company, including its entry
into the logistics market and better functioning. However, it is important to remember that the most necessary
aspect for modern companies is the concept of efficiency (apart from the functional aspect). If companies want to
develop further, they should be able to increase their turnover, improve their participation in the serviced market
and market offer, as well as strengthen their competitiveness. Such types of behaviour of modern companies are
a challenge and a necessity to create opportunities for further development.
With every year, the meaning of the word ‘logistics’ is becoming more and more complex; it is developing and
taking a new form with the smallest and least important elements, which in the past seemed unnecessary, becoming
the basis for creating new logistics processes, that are indispensable in order to create an effective logistic system
for modern business entities (Blaik, 2001, p. 22).

The need to support modern company management with logistics instruments
Logistics management of modern enterprises, both on the European and Polish markets, is based on the
process of making rational decisions by people who have been designated to do so in order to effectively optimize
the entire supply chain process for a specific product or service offer. Striving to achieve the desired goal by
optimizing company costs without compromising on manufactured product quality, ensures effective service
throughout the rational business management process.
In order to properly manage the whole process, companies use appropriate logistics instruments which
include, among others:
–– planning the entire process, from beginning to end,
–– efficient distribution of information,
–– continuous process monitoring,
–– optimal planning of unit process,
–– coordinating the work of given entities,
–– effective and efficient customer service (Więcerzycki, 2009, pp. 260–285).
Logistics in business management allows for strategic, far-reaching goal setting, which will result in fast and
efficient company development – as shown in Figure 1.
The management of modern companies is also understood as the introduction of new organizational functions
into their systems, that is, improving the existing solutions, among others, through proposals presented by W. Janasz
(Janasz, Kozioł, 2006, pp. 15–30). The author proposes the so-called know-how, as well as modernization and
rationalization aiming at a more effective flow of information and goods between contractors. Therefore, the
implementation of this method should guarantee a company a big competitive advantage and become one of the
most desirable undertakings of companies in the logistics market.
The ongoing increase in complexity of logistics systems forces companies to outsource logistics services
to specialized logistic companies from the TSL (Transport-Shipping- Logistics) sector (Perenc, 2017, pp. 47–58).
Until recently, in order to send products to the customer, it was enough to order transport or forwarding companies
to carry out this task. At present, there can be observed an interest in a more extensive range of logistic services
that solve problems in a comprehensive and more efficient manner. Examples of such courier companies are, e.g.
DHL, DPD, and DB Schenker, which specialize in TSL services (Marcysiak, Pieniak-Lendzion, Lendzion, 2013,
pp. 29–38). The growing popularity of this new phenomenon is favoured by the significant increase in warehouse
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Figure 1. The scope and possibilities of impact of logistics on the basic spheres of management and operation of the company
Source: Blaik (2001), p. 56.

space for rent, as well as the growing confidence of companies about the benefits that stem from the involvement
of an external supplier”.

DHL on the courier services market
DHL company was founded in San Francisco in 1969 by Adrian Dalsey, Larry Hillblom and Robert Lynn (DHL,
2017).
The success of DHL among courier companies has allowed it to become one of the most significant carriers
on the market, a fact which, in turn, made it possible to clearly highlight its services, including:
1. A courier company that specializes in the aviation industry, services the foreign companies in a small part,
and uses land transports.
2. DHL focuses on the international transport of goods, and at the same time limits domestic courier services.
3. DHL mainly delivers paper (documents) and items of high industrial value.
4. The company has completely resigned from the transport of dangerous goods, human and animal corpses,
as well as from goods which do not comply with rules in individual countries (DHL, 2017).
By expanding its services, DHL is becoming increasingly important in the market. Moreover, it is more
competitive, with the DHL brand becoming much more recognizable in the industry. As the service of delivering
documents is becoming insufficient for potential customers, DHL has introduced “Small Parcel Express” service.
The introduction of this new solution allows sending small parcels by various modes of transport on the territory
of the country on the day of order, or at the latest the next day, while international shipment should take two to five
days, depending on the type of transport. The popularization of this service on an international scale resulted in
a rapid change of the name of this service to “Worldwide Parcel Express” (WPX) (DHL, 2017).
A few years later, i.e. 1979–2000, DHL opened its offices in Africa and Europe, including Poland. After 10 years
of operation, the company has 360 logistic centres and cooperates with over 85,000 customers worldwide. Thanks
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to having its logistics centres in almost all countries in the world, the company brings a new dimension to customer
service and creates new service for them that allows distributions of parcels and global transport, i.e., WorldMail.

A given courier company enters Europe and Poland
In order to keep up with the technological progress around the world that took place at the end of the 20th
century, DHL began to invest in its logistics centres. The first goal in the four-year investment programme (2012–
2016) was to automate every centre, whereas in the next years, the company decided to invest in:
–– warehouse equipment,
–– the latest computer software,
–– fast information flow,
–– direct information transfer,
–– infrastructure and rolling stock,
–– mobile applications for phones and other devices.
Although the four-year investment programme for 2012–1016 cost almost USD 100 million, it brought substantial
benefits for the company, among others, ISO certificates, the award for the implementation of ecological strategies,
and purchase of Boeing 757 freighter, thanks to which deliveries took only a day, which in turn contributed to
cooperation with a larger number of clients and the chance to compete with various courier companies (DHL, 2017).
At the beginning of the 21st century, DHL joined forces with NWA Cargo to completely take over the entire
Asian market and save their customers from having to spend millions of dollars on secure, effective and fast courier
services
In 2002, Deutsche Post bought 51% of DHL’s shares, and thus became the principal shareholder of DHL
(2017). This strategic merger has increased the competitiveness of this courier company.
The constantly developing DHL has become a leader on the international courier service market, and above
all in the aviation industry, possessing the latest technology and maintaining high quality of customer service.
Constant investments in the company made it possible to improve the entire logistics process and met all customers’
requirements, while increasing its functionality and competitiveness.
In 1984, DHL Worldwide Express, the biggest delivery company in the world, took advantage of the untapped
reserves in the courier service industry and started providing its services on the Polish market. The cooperation
between DHL and Cargo, a Polish shipping company, made it possible to take over a significant part of express
international courier services and control this part of the courier service sector in Poland (Pliszka, 2008, pp. 113–114).
Since 1989, i.e. the beginning of socio-economic reforms (initiated by L. Balcerowicz), the courier service
market in Poland has been creating an adequate industry structure related to delivery. Free market standards
initiated by the Polish government allowed the creation of new domestic courier companies such as:
–– Masterlink Express,
–– Kurierserwis,
–– FedEx,
–– Stolica,
–– InPost,
–– Opek (Pliszka, 2008, pp. 119–120).
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Removing barriers on the Polish courier service market widened competition exerted by foreign companies,
as it attracted the biggest courier companies in the world. Favourable conditions on the Polish market allowed
foreign companies to create and develop logistics centres, organizational units or departments, as shown in Table 1.

Table 1. Representatives of the largest foreign courier companies in Poland
Service

Country with the company’s
registered office

The year of the establishment
of a branch in Poland

USA

1984

Germany

1990

The Netherlands

1992

Airborne Express

USA

1996

X

FedEx

USA

1997

X

OCS

Japan

2002

United Parcel Service

USA

2005

x

x

X

Germany

2007

x

x

X

Company name
DHL Worldwide Express
RGW Express
TNT Express Worldwide

Direct Parcel Distribution

Local

Domestic

Foreign

x

X
X

x

X

X

Source: Pliszka (2008), pp. 113–114.

There are 3 branches operating under the DHL brand name:
–– DHL Global Forwarding Sp.z.o.o.,
–– DHL Express Polska Sp.z.o.o.,
–– DHL Exel Supply Chain Sp.z.o.o (DHL, 2017).
DHL Global Forwarding was established as a result of a merger of Danzas and Cargoline, which started new
and continued previous activities of Deutsche Post World Net under the name DHL Logistics (Ciesielski, 2005, pp.
148–159).
The merger of Worldwide and Deutsche Post initiated the creation of DHL Express. At the end of 2005, DHL
extended its offer with additional economical services of Exel, and thus became the undisputed leader on the Polish
courier service market (DHL, 2017).
DHL Supply Chain specializes mainly in:
–– analysing customers’ requirements in order to meet them,
–– the structure of good storage,
–– helping organize the entire supply chain,
–– tailoring their goals to the nature of the needs of a given client (DHL, 2017).
In Poland, DHL Express has: registered office in Warszawa; 6 innovative sorting plants (3 express and
3 general cargo) among others in: Warszawa, Zabrze, Głuchowo near Poznań; over 40 terminals (including in
Przecław near Szczecin); 68 offices; 84 distribution centres; 6 air cargo sorting plants; over 5,200 employees; about
50 customer service centres; 180 DHL Service Points; 3 airplanes; 6 customs agencies; and over 620 connections
between terminals (Duszczyk, 2017).
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The necessity of further investing in the development of courier companies
The most important investment will be the creation of an ultramodern airport terminal in Okęcie for the
international shipping market. This investment will cost almost PLN 100 million, and its aim is to summarize the
25 years of operation in Poland, as well as increase popularity among its local clients. The terminal in Okęcie will
serve numerous functions:
a) take-off and landing area for airplanes with shipments;
b) sorting plant for air freight;
c) customs.(standard courier terminal (Duszczyk, 2017).
All these innovations and investments are implemented in order to meet the customers’ requirements, and
provide them with highest levels of satisfaction when making a delivery with DHL. The most important benefits for
the customer include:
–– reducing service time of customers and their shipments,
–– high quality with relatively low service prices,
–– complete handling of shipments (especially foreign ones),
–– all-time tracking of shipments,
–– complete control over the transport process.
Research on courier service quality conducted by Polski Instytut Badań Jakości in 2017 included such
companies as: DHL, DPD, FedEx, GLS, Inpost, Pocztex, UPS (PIBJA, 2017). Synthetic evaluation revealed high
position of DHL in this ranking, which is confirmed by the results presented in Table 2.
The assessment and final evaluation of the final research carried out by Instytut Jakości helped to choose
the “best” courier company – i.e. DHL, which, according to the conducted research, may offer the best service
conditions, as well as meet and satisfy the expectations of demanding customers.

Table 2. The final assessment of the courier companies research conducted in 2017
Number

Company

Result (%)

Information

1.

DHL

88.5

4.4/Very good

2.

Inpost

86.3

4.3/Very good

3.

UPS

85.5

4.2/Good

4.

Pocztex

82.6

4.0/Good

5.

DPD

81.9

4.0/Good

6.

GLS

72.9

3.4/Good

7.

FedEx

65.9

2.9/Satisfactory

Source: PIBJA (2017).

DHL strives to be a modern company that cares not only about their customers, but also the environment in
which it operates (DHL, 2017).
However, in order to achieve this, it needs significant investment funds, which are shown in Table 3.
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Table 3. The estimate of the financial resources needed for further development of DHL until 2025
Years
Detailed list
Income

2017
(performance)

2018

2019

2020

2025

EUR 14.9 bn

EUR 16.1 bn

EUR 17.5 bn

EUR 19.1 bn

EUR 21.01 bn

Costs

EUR 14 bn

EUR 1 bn

EUR 16.4 bn

EUR 17.9 bn

EUR 19.7 bn

Financial result

EUR 885 m

EUR 1 bn

EUR 1.1 bn

EUR 1.2 bn

Euro 1.3 bn

Net profit

EUR 633 m

EUR 775 m

EUR 904 m

EUR 1 bn

EUR 1.2 bn

Own investments 80–90%

EUR 334 m (80%)

EUR 350 m (82.8%)

EUR 376 m (84.5%)

EUR 390 m (87.8%)

EUR 450 m (88.9%)

Loans 10–20%

EUR 67 m (20%)

EUR 60 m (17.2%)

EUR 58 m (15.5%)

EUR 47.5 m (12.2%)

EUR 50 m (11.1%)

Source: own estimate based on the results achieved by DHL.

Assuming that DHL’s strategy foresees 8% change in income and costs between 2017 and 2018, the financial
result is projected to be about EUR 1.2 billion a year, which will generate profits at the level of EUR 775 million.
By investing in the further development programme, the company will want to allocate a total of EUR 410 million for
further expansion in 2018.

Conclusions
The deliberation presented in this article can lead to the following conclusions:
1. Logistics service can be defined as commercial performance of forwarding, transport and storage services
as well as related services, and processes supporting the flow of goods between the links in the supply
chain.
2. Modern logistics management helps improve circulation of goods, information services regarding logistics
processes, and competitiveness of logistics companies.
3. DHL entering the Polish courier service market in 1984 significantly increased competitiveness on this
market.
4. The synthetic evaluation of courier service quality from 2017 revealed a very good assessment of the
services provided by DHL, as compared to services provided by InPost, UPS, Pocztex and DPD.
5. Improving the offer and strengthening the competitive position of DHL requires spending approx.
EUR 410 million in 2018, and approx. EUR 500 million in 2020, which will improve its operation.
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Abstr act

Discussions on promoting economic growth in the face of environmental degradation and resource depletion
more and more often refer to the concept of the circular economy (CE). Although it is still at the initial stage of its
development and for the time being does not make a separate school in the structure of economic thought, it
increasingly determines the way of perceiving the principles of sustainable development and the possibilities
of their practical implementation. On a basis of the critical literature review, the article presents the general assumptions of the CE concept and discusses the activities undertaken in this respect in the European Union and
Poland. The circular economy implementation in practice shows that it is not a perfect solution – it responds to
contemporary development challenges, but its implementation limits barriers, both financial (ecodesigning and
eco-innovation costs) and non-financial (legislative, public knowledge, short-term planning of activities).

Introduction
Circular economy (CE) has become extremely popular in the last few years, both among scientists and
practitioners. Beside green economy and green growth, CE is seen as the most promising strategy to practically
implement rules of sustainable development. After years of intense discussions, sustainable development is
considered by many to be a concept too poorly defined on many levels and based on too vague assumptions to be
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fully implemented. Hence the need to develop a new model, allowing to operationalize the fundamental assumptions
of sustainable development relating to society, economy and the environment. Although a dramatically growing
number of studies on the subject of CE poses a risk that it may share the fate of sustainable development, for now,
CE is considered to be the best way to promote economic growth in the face of pressing contemporary problems,
that is environmental degradation and resource depletion (Heshmati, 2015; Kirchherr, Reike, Hekkert, 2017).
The interest in CE is growing and various stakeholders take different approaches to this model of the
economy. Ecological organizations, for example, most often link this concept to the return to nature, a natural closed
circulation, a situation in which every waste is utilised. However, as it was rightly noted by Krzyczkowski (2018, p. 6),
it should be remembered that the concept concerns the circular economy, not the circular environment. CE is to be
double “eco”: ecological and economical. Much as, undoubtedly, it is environmental problems that lie at the basis
of all CE-related activities, the transition to the CE model is to provide the economies of individual countries, regions
and the world with significant savings, investment increase, innovation, and consequently – growth and economic
development. It is definitely undesirable to treat circular economy and sustainable development as synonyms –
although the goals in both cases are convergent, the instruments to achieve these goals differ. The aim of this article
is to critically review the literature in order to present general assumptions of the concept of circular economy, as
well as to analyze and evaluate the activities undertaken in this area at the level of the European Union and Poland.

The assumptions of circular economy
According to one of the most comprehensive CE definitions provided by Kirchherr, Reike and Hekkert (2017,
p. 224–225): “A circular economy describes an economic system that is based on business models which replace
the ‘end-of-life’ concept with reducing, alternatively reusing, recycling and recovering materials in production/
distribution and consumption processes, thus operating at the micro level (products, companies, consumers), meso
level (eco-industrial parks) and macro level (city, region, nation and beyond), with the aim to accomplish sustainable
development, which implies creating environmental quality, economic prosperity and social equity, to the benefit
of current and future generations.” CE is based on the 3R principle – reduce, reuse, recycle. Reduction refers to
the minimization of energy and material inputs, which can be achieved by improving production efficiency. Reuse
suggests using by-products and waste from one production stage in the next one. Finally, the recycling of used
materials replaces the consumption of raw virgin materials (Heshmati, 2015, p. 2).
At the core of CE lies the idea of the economy functioning as a closed loop, which fundamentally differs from
the linear economy model currently in force. Contemporary solutions are derived from mainstream economics
principles, dominated by neoclassical economics, which have shaped the way of thinking about growth and
economic development since the 1970s. The linear economy model is characterized by the primacy of economic
goals and does not heed the problem of limited and exhaustible natural resources. As a result, it translates into
a simple linear production and consumption process: extract, produce, consume, and trash, which completely (or to
a large extent) ignores the problem of pollution arising at each of these stages.
The CE concept was created as a model alternative to neoclassical economics, because it gives a fundamental
role to the environment, its functions and relations within it. It draws from the achievements of various theoretical
positions: ecological economics, environmental economics, and industrial ecology. This concept illustrates how
production and consumption can be part of a closed circuit, thereby improving the ability of present and future
generations to meet their needs. In the circular economy, the 3R principle aims to: optimize the consumption of all
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materials, energy, and water, cut down the consumption of raw virgin materials for the use of garbage and waste,
use mainly renewable resources, reduce pollution, implement low aggregate demand and consumption.
CE aims to replace the traditional linear economy model of fast and cheap production and low-cost storage,
with the production of long-lasting goods, which can be repaired or easily dismantled and recycled. The closedcircuit model is conducive to repairing, renewing and reusing products before they actually end their lives. CE strives
to imitate the processes that take place in a natural environment where little is wasted and most of the waste is
reused by various species of fauna and flora (Sauvé, Bernard, Sloan, 2016, p. 53).
CE, in addition to being based on the 3R principle, is also based on three rules: preserve and enrich natural
capital, optimize yield from resources, build system effectiveness (Growth Within..., 2015, p. 23–26). These rules can
be translated into six areas of activity: Regenerate, Share, Optimize, Loop, Virtualise, Exchange – which together
form the ReSOLVE ideological framework. They provide an offer of tools for companies, institutions, countries or
regions to build a closed-loop strategy.
It should be clearly emphasized that CE does not create a set of views that can be distinguished in the
structure of economic thought. Many authors point out that CE emerged as a result of the introduction of legal
regulations (primarily in China) than the actual intellectual ferment in the scientific community (Murray, Skene,
Haynes, 2017, p. 371–372).
The first countries to implement pilot projects based on the concept of CE were Japan, France, Germany and
the Netherlands, but the country in which this idea is developing the most dynamically in the world and on the largest
scale is China. It was introduced in 2009 using the top-down policy as a national development strategy (RaftowiczFilipkiewicz, 2015, p. 151). In contrast, in the EU, Japan or the USA, the CE concept is treated as a tool for the design
of bottom-up policies regarding environmental and waste management (Ghisellini, Cialani, Ulgiati, 2016, p. 1).

Implementation of the CE concept in the European Union
At present, CE is one of the most important priorities of the European Commission’s economic policy and its
actions are consistent with the main objectives of the EU, including employment, economic growth, investment,
climate, innovation or global efforts for sustainable development. The implementation of this concept has been
announced in the circular economy package published in 2015, consisting of the communication Closing the loop –
An EU action plan for the circular economy and proposals for changes to the waste directives. The Closing the loop
document emphasizes the need for the introduction of changes in the following areas (Communication..., 2015):
1. Production (new perspective on design and production processes).
2. Consumption (full information, labeling, waste prevention, use of economic instruments, reduction of waste,
support for innovative forms of consumption).
3. Waste management (increased targets for recycling, changes in collection and sorting systems, closing
investment gap related to waste management, detection of illegal waste shipments, certification of waste
treatment equipment, energy recovery).
4. Stimulation of the recycle and re-use market (the development of quality standards for secondary
raw materials, the re-use of treated wastewater, the promotion of non-toxic material cycles and better
traceability of potentially hazardous chemicals, facilitating cross-bordering of raw materials, stimulating
demand for secondary raw materials).
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5. Priority: plastics (increased recycling, improvement of separate collection of waste, certification systems
for entities collecting and sorting waste), food waste (prevention of food waste, changes in consumer
behavior patterns, improvement of legal provisions), critical raw materials (high quality recycling, system
of information exchange between producers and recycling plants), construction and demolition waste
(increased recycling), biomass and bioproducts (growing use of renewable resources, implementation
of best production practices).
As dealing with plastics was considered one of the priority areas by the EU – due to its common use in the
economy and everyday life – it was given a lot of attention in the document prepared by the European Commission
in January 2018 entitled A European Strategy for Plastics in a Circular Economy. The strategy adopted the main
assumptions at the EU level, including increasing the market share of biodegradable plastics. As a vision of the
new plastic economy, it was assumed: “A smart, innovative and sustainable plastics industry, where design and
production fully respect the needs of reuse, repair, and recycling, brings growth and jobs to Europe and helps cut
EU’s greenhouse gas emissions and dependence on imported fossil fuels” (Communication…, 2018, p. 5).
As it appears from the Report from the Commission... (2017), as part of activities aimed at the development
of CE, the Commission has taken the following measures:
a) adopted a legislative proposal on the sale of goods via the Internet (in December 2015) – increasing
guarantees for consumers, contributing to the durability of products and the possibility of repairing them,
preventing the product from being thrown away;
b) adopted a legislative proposal on fertilizers (in March 2016) – favoring the creation of a single market
for fertilizers produced from secondary raw materials, making the fertilizers sector independent from
importing primary raw materials;
c) adopted The Ecodesign Working Plan 2016–2019 (in November 2016);
d) created the EU Platform on Food Losses and Food Waste (in 2016) – a key forum at EU level to support
operators in identifying and taking action to halve the amount of food waste per capita by 2030.
Apart from the developed common position of the EU, the changes related to the introduction of CE require
also taking into account the interests of the individual Member States of the Community. It is indispensable that this
new economic model should have a comprehensive and coherent basis and be implemented at all levels – from
the EU, through the Member States, to regions, provinces, and communes (Mapa drogowa..., 2018). Observing
the preparations of various countries for the transition to CE, one can notice significant differences both in the
level of commitment and in the approaches to this new economic concept. In the Netherlands, as early as 2013,
a report entitled Opportunities for a circular economy in the Netherlands was drawn, and in September 2016, the
CE strategy with the prospect until 2050 was adopted. Finland has also already (in 2016) adopted the CE roadmap
(Krzyczkowski, 2018, p. 6).
In Poland, an initiative to develop a roadmap with proposals for national CE activities was also created.
The interest in the CE model has been visible in Poland since 2016 when Interdepartmental Circular Economy
Group was established by the Polish Ministry of Development. In January 2018, the Ministry of Entrepreneurship
and Technology presented the project The roadmap of transformation towards a circular economy. The document
contains four chapters reflecting the CE priorities, taking into account the specificity of the Polish economy. Among
them are (Mapa drogowa…, 2018):
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a) sustainable industrial production – with three focus areas: industrial waste, extended producer responsibility,
and environmental footprint;
b) sustainable consumption – with respect to municipal waste, food wastage, and education;
c) bioeconomy – with focus on biomass, conditions for the development of bioeconomy and bio-communes,
and activities in the area of energy and industry;
d) new business models.
This map is one of the priorities of the Strategy for responsible development by 2020. The document is in the
stage of interministerial and public consultations.
Poland actively participates in the creation and development of assumptions and regulations regarding
CE. An example is the participation of the Ministry of Entrepreneurship and Technology in the 3-year R2 project
(tRansition from linear 2 circular: Policy and Innovation), implemented as part of the Horizon 2020 program and in
the Urban Agenda project in the field of supporting CE in cities.

Conclusions
Circular economy is a chance to bring together the problems of growth and development, and resource
depletion. It is an alternative form of development that – with its goals and principles – fits in the emphasized for
years need to manage our resources in a more sustainable manner.
Studies on CE show that many of the actions undertaken within it bring income effects, which makes this
concept increasingly accepted also from the business perspective. Nevertheless, financial barriers do occur – for
example, high costs associated with eco-design or eco-innovation – and hinder the transition to this new economic
model. Some of the barriers hindering the transition to CE are non-financial. An example is the society’s state
of knowledge. According to the Stena Recycling survey conducted in 2017 on a sample of over 1,000 people,
3/4 of the respondents had never heard of CE. The vast majority of Poles who have heard about CE (29%), associate
this term with environmental issues (Zamknięty obieg…, 2017).
CE is a good solution because – in principle – it takes into account the whole life cycle of the product, engages
different groups of market participants in changing behaviors and implementing new models of conduct and can
be implemented on various levels. Although the concept is not a perfect solution and still requires seeking better
legislative models, it is undoubtedly a good direction, responding to contemporary development challenges.
The European Union is doing a lot to popularise CE, but it is necessary for the individual Member States
to implement specific solutions. This concerns especially those countries that are only in the initial phase
of transforming the economy into this new model of functioning. In Poland, it is necessary to switch to thinking
about the long-term effects of changes and to change the perception of the implementation costs of this model. It is
advisable to compare the costs of this economic transition to the costs of resigning from it.
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Abstr act

The study is devoted to the presentation of the concept of risk and uncertainty accompanying the production
of energy crops. The problem with risk assessment and uncertainty is often the difficulty of expressing them in
numerical terms. In order to avoid risk and uncertainty, it is necessary to set the criteria and objectives of the
activity before proceeding with energy crop production planning. The aim of the study is to try to provide this
gap, using energy plants for planning in any area. Multicriteria methods minimize the risk of plant production for
energy purposes. If we can not determine the probability of occurrence of certain phenomena and their inclusion in the model, we are not able to determine how well the solutions resulting from the models are accurate
and what is the probability of their implementation in the specific conditions of the farm. The research material
in the article is taken from many sources, both domestic and foreign, including Empirical data from Eurostat,
OECD and GUS, scientific institutes of energy and fuels, regional energy institutions.

Introduction and literature review
Currently, the risk and uncertainty is connected with the most fundamental aspects of psychology, mathematics,
statistics and history. The term of risk and uncertainty goes hand in hand with economic problems for a very long
time, although the theory of economics did not address this issue. It was not until Knight (1921, pp. 3–4 ) applied the
concept of risk and uncertainty to economics. Risk means a situation in which we know the probability of occurrence
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of various economic results that can be obtained. If such a result is not known, then we are dealing with a state
of uncertainty. This situation means that the expected result can be obtained, but you can not say anything about
the probability concept of this event.
The risk of colloquial use is quite ambiguous, often defined by the authors. Every now and then it is identified
directly with the probability and magnitude of the loss. The natural course of these two concepts is the creation
of the product of probability and the size of the potential loss (Tyszka, 1986, pp. 106–114). It means so-called
Expected loss, a term known to economic statistics.
The current approach to cultivating energy crops involves considering risks and uncertainties from the point
of view of an agricultural holding operating in a competitive environment. Competition in this context consists
in cultivating energy plants by an agricultural holding and gaining an advantage over commercial agricultural
production, which will allow to achieve a competitive market advantage over other alternative energy sources, such
as solar energy, wind energy, hydropower, geothermal energy. (Bieńkowska-Gołasa, 2016, pp. 72–80)
The analysis of competition in relation to alternative energy sources, including agriculture, is the basis for
strategic planning and operation of farms that want to develop a strategy of operation that enables building and
maintaining competitive advantage on the market of alternative energy sources. One of the instruments supporting
the implementation of the farm operation strategy is risk management and uncertainty occurring in business
operations. These proceedings are aimed at securing a certain level of farm income, inter alia by planning the
production of energy crops, and above all reducing risks and uncertainties in the future period (Kowalski, 2018,
pp. 117–128).
In the methods of supporting decision-making in the production of energy crops, attention must be paid to the
problem of decision selection and energy production planning as well as the associated risk and uncertainty. Each
decision sometimes has very far-reaching consequences, and its consequences are often very complex. In the case
of choosing the optimal variant in planning production of energy crops, the choice must be multi-faceted, taking
into account various problems. When assessing production options for energy crops, you can not rely only on the
financial analysis of the investment, and also consider important issues such as environmental aspects (ecological
costs, loss of soil fertility), agroenergetic aspects, technological aspects, organizational aspects or social aspects,
which are associated with risk (Rosa, 2017, pp. 93–102).
The decision about choosing the variant of the project implementation in planning the production of energy
crops also requires examining the options in terms of their positive and negative impact. Positive aspects include
benefits and opportunities, while the negative are elements related to costs, risks and uncertainty. The problem with
the assessment of these aspects is often the difficulty of expressing them in numerical terms. For example, some
of the benefits are qualitative, at least environmental or risk elements (Sobczyk, Wota, Krężołek, 2011, pp. 34–39).
The decision is often an accidental or purely intuitive choice, not supported by any analysis or strategy
planning. To avoid errors and random selection, it is necessary to set the criteria and objectives of the action before
planning a decision support model to reduce the risk and uncertainty. Therefore, goals can have many different
characters:
–– competitive goal – when increasing the value of one of the objectives reduces the implementation of the
other, e.g. maximizing profit and increasing its risk,
–– conjugated goals between which there is a relationship where progress in achieving one goal is
accompanied by the increase of the other,
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–– complementary goals that support each other,
–– supplementary aims – independent of each other, reducing or increasing the implementation of one does
not affect the size of the second goal (Malicki, 1999, pp. 44–45).
The described relationships between particular goals are not permanent. Some of them may go into the
second, depending on the size of energy plant production. Objectives can also be complementary, i.e. complement
each other in the use of one factor of production, while at the same time competing with each other for a different
factor (Perloff, Rausser, 2016, p. 266).
The character of relationships between particular criteria is difficult to determine and are risky. Their shaping
can be observed only in the process of optimizing the mathematical model of planning decision support in the
production of energy crops.
The task in planning the model is to construct such a production plan that would maximally achieve individual
goals in accordance with its preferences and be competitive with other alternative energy sources.
Creating a model that takes into account the rare risk and uncertainty is accompanied by reflection on their
theoretical foundations. The problem with risk assessment and uncertainty is often the difficulty of expressing them
in numerical terms. In order to avoid risk and uncertainty, it is necessary to set the criteria and objectives of the
activity before proceeding with energy crop production planning. The aim of the study is to try to provide this gap,
using energy plants for planning in any area. Multicriteria methods minimize the risk of producing plants for energy
purposes.

Methods
The research material is taken from many sources, both domestic and foreign, among others Empirical data
from Eurostat, OECD and GUS, scientific institutes of energy and fuels, regional energy institutions. The research
methodology has been adapted to the purpose of the article. To realize the formulated goal in the article, the
following research methods were applied:
1. Analysis of the literature on the subject, allowing to achieve cognitive and research goals.
2. Multicriteria methods of the energy optimization model minimizing the risk of plant production for energy
purposes, with the use of several objective functions.
–– minimization of energy production costs,
–– maximizing the level of energy plant production,
–– minimization of adverse impact of production on the natural environment (soil fertility).
When developing models supporting decision making in the production of energy crops, it is also important
to examine various types of technologies that may appear in the system. They should be assessed in relation to
specific conditions, such as investment accessibility. Thus, determining the optimal set of techniques that will be
included in the model requires some calculations that will be used to build a model of alternative energy sources,
where the production of energy plants will be competitive to other energy carriers.
In this method, functional fj(x) are ordered according to the hierarchy defined by the decision maker, and then
optimized in sequence. If mi = maxD fi(x), then function fi + 1 is maximized on the set Di with an additional constraint
added in the form fj(x) > mi – di. The lexicographic method has a simple interpretation and requires arbitrary
selection of acceptable deviations from the value. These deviations are determined by the decision-maker during
the optimization process. The optimization process itself is carried out sequentially according to a set order, starting
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with a function with the highest hierarchy of validity. When maximizing further functionalities, additional limitations
are imposed on functional ones already optimized. The extreme of the last functional, with all additional restrictions,
is a sought-after compromise solution (Malicki, 1999, pp. 44–45).
A mathematical description of the procedure can be presented as follows. Let fi, ..., fr be the considered
functions set by the decision-maker according to decreasing importance gradation, and let X be the starting decision
space Ax < b, x > 0, with D0 = X. We calculate:
L1 = maxf1(x) = f1(x1).
The production plan matrix and the calculation program can be constructed in such a way that the values of all
fi – functional devices (xi) for i = 1, ..., r in the first solution x1 are obtained simultaneously. If the solution x1 and
the value fi(x1) satisfy decisively, then the procedure can be completed in the first step. It is impossible to obtain
a higher value of the function, under the assumed production conditions.
If this value is too small, you have to go back to the earlier stages of the procedure, making adjustments to
the assumptions.
If f1(x1) is satisfactory, but the values of other functionalities are unacceptable, the decision-maker returns to
the previous stage or determines the amount d1, which is willing to reduce I1 to get a better solution due to other
criteria. When d1 is specified, we designate:
D1 = {x e D 0 : f1 >f1– d1}.
Creating this set consists in adding an additional constraint f1 > f1 – d1 to the existing model constraints. Then
we calculate L2 = max f2(x) = f2(x2), obtaining at the same time the values of f1(x2) for i = 1, ..., r. The following
restriction is fulfilled:
fi(x2) > 1 – d1.
If the solution is satisfactory, the procedure ends, if not, the procedure is the same as for function f1. We revise
the assumptions or determine the deviation d2, which we are willing to reduce I2. In the latter case, we create a set:
D 2 = {x e D1 : f2 >f2 – d2}.
We continue this procedure until a satisfactory solution is reached or all functionalities are exhausted. If the
final solution does not meet the decisions of the decision maker, it is necessary to repeat the procedure with other
initial assumptions or another selection of dit deviations, deciding to reduce the assumed threshold values of certain
functionalities (Heady, 2015, pp. 274–281).
The basic features of this method are:
–– a clear interpretation of the solutions obtained,
–– the possibility of including more functionalities than in other multicriteria methods, no need to consider
substitutability of particular criteria,
–– the possibility of using it for large optimization tasks, the possibility of considering various types of criteria
in the task: linear, quotient, non-linear,
–– dialogic nature allowing to continue the procedures until a satisfactory user’s compromise solution is
obtained (Lewandowski, 2010, pp. 16–18).
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Building a mathematical model

Determining the criteria for assessing the quality of the solution

The optimal solution for the first criterion

Determining the acceptable deviation for the first criterion

Optimization of subsequent criteria and determination
of their permissible deviations

Whether the solution obtained
satisfies the decision maker

Revision of initial
assumptions

No

Yes
Solution for the last criterion

Whether the solution obtained
satisfies the decision maker

No

Yes
The final version of the
compromise solution

Figure 1. Procedure for preparing a plan using the lexicographic method
Source: own study.
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Disadvantages of this method:
–– no guarantee that the solution received is pareto-optimal,
–– labor consumption of the method - to obtain a satisfactory solution for a compromised user, it is achieved
through multi-criteria recurrence of calculations, in each case verifying the initial, fixed threshold values or
permissible deviations from the maximum values.
These disadvantages compensate to a certain extent the simplicity of calculations, a clear interpretation of the
procedure and the introduction of structural variables into the program that allow obtaining for each solution the
value of all its important parameters.
The application of the multicriteria method will allow to build a mathematical model supporting decision
making in the power industry minimizing the risk of plant production for energy purposes, the solution of which will
be characterized by the following features:
–– minimal cost of electricity production,
–– maximum level of renewable energy use,
–– maximum production level of energy plants,
–– minimal impact on the natural environment.

Results
The article proposes an original model of a regional system of alternative energy sources that minimizes
the risk of producing plants for energy purposes, exploring various types of technologies that may appear in the
system. With the help of the optimizing multi-criteria model, a scenario optimizing the regional energy potential
was developed. For the construction of optimization models, the values of technical and economic parameters
were first calculated and the minimum or maximum levels of balance conditions (rather than by-side conditions)
were established. The model adopted 24 decision variables. The lexicographic method was used to search for
compromise solutions.
The objective function (minimized) consisted of four components:
–– costs related to production,
–– costs related to certificates,
–– ecological costs and
–– loss of soil fertility.
In the optimization model, only one function (L(x)), which was a component of the above components, was
minimized.
The model assumes that a large share in the production of electricity may be the agriculture of the region,
which, apart from the basic function of food production for the population, will play the agroenergetic role.
It was also assumed that the basic energy plants for biomass will be used for energy willow, miscanthus,
poplars, Jerusalem artichokes, Palestinian mallow, for the production of biogas maize, sugar beets, and for biodiesel
– cereals and oilseed rape.
It is assumed that energy crops should be competitive with commercial agricultural production and be an
element of the market game.
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The model assumes that arable land classes I–III b are used for food production. Other arable lands –
class IVa–IVb plots – will be used in 25% for the production of biomass, and class V–VI land for 55% for planting
permanent energy crops.
The costs of cultivation of perennial energy crops include expenditures incurred on land reclamation after their
period of use.
The basic agrotechnical restrictions for particular groups of plants have also been adopted (max. Of the given
crop in the structure of sowing and soil fertility) = in accordance with the principle of sustainable development.
It is also assumed that energy investments will be characterized by a high capital intensity and a long
investment cycle, 5–10 years, as well as a long period of return of incurred investment outlays.
The assumptions of the model also assumed that there are wind farms, hydropower plants, biogas power
plants at landfills, biomass production plants, including sawmills and electricity producing plants.
The main objective of the model is to achieve results that can be used in the formulation of regional policy, in
relation to the future production of renewable energy, structure and specialization. It may depend on issues such
as land use, current production structure, soil, types of farms, choice of technology, skills of work and their use,
availability of resources. The model, meeting the above requirements, will be an effective solution for models of the
energy system.
The construction of the model should therefore ensure that it can be used in changing conditions, i.e. that
various aspects of the system are considered, although they do not have to be present in all cases.
This model is to be a tool in planning development, with significant changes in the structure of operations,
etc., are not implied. It was assumed that additional inputs and supplies of raw materials may appear and that
a conscious policy on the development of renewable energy would be exerted.

Table 1. Scenario solution (optimization of the use of plant production for energy purposes)
Types
of energy

x1

x2

Energy
production

0

3,016.53

x3

x4

x5

59.86 8.23 383.53

x6

x7

x8

x9

x10

x11

x12

x13

x14

x15

0

1,452.85

1,502.29

21.521

23.39

533.92

0

416.51

1,914.57

9,333.45

Energy raw
x16
materials

x17

x18

x19

x 20

x 21

x 22

x 23

x 24

Crop size

0

0

0

0

0

0

0.059

0

0

Source: own study based on the model.

In this scenario, we note that the total energy production in the West Pomeranian Region will be 9,333 GWh
(i.e. we assume coverage of demand in the region), of which 3,016 GWh is energy production from cofiring, and
8 GWh is hydropower created in new hydropower plants. In solar installations, 383 GWh of energy can be generated.
In the case of new wind power plants, as much as existing, there will be 2,955 GWh of energy generated. In both new
and existing installations in the region, 638 GWh of energy will be produced in general for biogas. The remaining
2,331 GWh of energy will be generated in new and existing installations producing energy from biomass combustion.
The average construction cost of one MW in this energy scenario will amount to PLN 9,333,509 and the loss of soil
fertility in this scenario will amount to 0.059 t/ha.
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Analyzing the structure of new generation capacities, presented for example in three scenarios in the power
industry developed in the West Pomeranian Region, we can present the number of new jobs created in the region.

Table 2. Number of new jobs created in the West Pomeranian Region
Type of renewable energy

Number of jobs

Hydropower

3

Solar energy

2,558

Wind energy

9,137

Energy produced from biogas

1,880

Energy produced from biomass

2,447

Source: own study.

Own research on a sample region (West Pomeranian region), as well as calculations of the original model,
indicate the possibility of building a regional system of obtaining energy from alternative sources that minimizes the
risk of producing plants for energy purposes. The constructed mathematical model and its validation confirm that it
can be a tool to simulate the energy policy of each region in terms of risk and uncertainty.

Limitations
The conducted study is one of the first studies examining the risk and uncertainty of energy plant production.
The limitation of this study, however, is that the study concerns only the example of the region which is the West
Pomeranian Region.

Conclusions
Risk and uncertainty are objective states related to management, especially when we try to specify the
behavior of an economic entity in the annual plan for the production of energy crops. In agricultural production, with
the extended production cycle, the importance of decisions made under uncertainty and risk increases. The longer
the time horizon, the more likely it is to create different situations that can significantly affect the economic result.
Risk and uncertainty are very important for econometric models used for planning production of energy
crops. The condition for success is the accurate determination of the forecasted parameters of the plan model and
adequate knowledge of cause-and-effect relations of the phenomena included in the model.
If we can not determine the probability of occurrence of certain phenomena and their inclusion in the model,
we are not able to determine how much the solution is the resulting models are accurate and the probability of their
implementation in specific farm conditions.
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Abstr act

The article presents the preferences of rail transport travellers based on the results of secondary and primary research (hierarchy of importance of the characteristics of passenger transport services and assessment
of their implementation) in comparison to changes in the environment of transport companies, which are also
an opportunity to develop passenger rail transport. The aim of this article is to indicate the most significant characteristics of passenger rail transport services for service recipients, as well as evaluate the implementation
of these characteristics by entities offering passenger rail transport services in Poland, and at the same time
determine the gap that occurs in the assessments of these perspectives by travellers. In order to achieve the
objective, the desk research method, which takes into account the available literature and results of secondary
research published by Urząd Transportu Kolejowego (the Office of Rail Transport) and the Central Statistical
Office (GUS) that open new possibilities for carriers in the scope of analysing and adapting to the expectations
of service recipients, as well as the survey method using the questionnaire in primary research, were applied.
Finally, passenger rail transport in regions and agglomerations in Poland was chosen as a research area.

Introduction
The subject of passenger transport, including rail transport, is discussed in the literature by a relatively
small number of authors (Bąkowski, Szewczuk, 2000; Engelhardt, 2007; Paprocki, 1996; Rosa, 2013; Tomanek,
2002; Wyszomirski, 1994, 1998). The passenger transport market is very dynamic and undergoes constant
transformations that result mainly from changes taking place in the transport environment. The phenomenon
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of congestion, high volume of traffic on the roads, and, as a result, slower travel time in the case of individual and
inland mass transport (buses), as well as a significant improvement of railway infrastructure, purchases of modern
rolling stock that enables effective use of time during the journey, gradual introduction of an integrated rail ticket, the
possibility of purchasing and presenting a ticket in electronic form, additionally affect the competitiveness of railway
undertakings against road transport, mainly private.
The number of passengers choosing rail transport in Poland reached the level of 280.3 million in 2015, which
represented an increase by 4.2%, when compared to 2014 (269.1 million). The year 2016 brought a further increase
of 4.3% and ended with the result of 292.5 million passengers, which shows that an average Polish citizen travelled
by rail only several times in 20161 (Wykorzystanie…, 2017, p. 12).
The average density of normal gauge railway lines in Poland is 6 km per 100 km2 (below the average – in
the eastern part of the country, above the average – in the western part, which is mainly due to historical reasons).
The highest density is recorded in Śląskie voivodeship (16 km of lines per 100 km2), where the usage rate is 4.3 trips
a year. A rate much lower than the average value in this area may result from the well-developed road network,
which facilitates transport between adjacent cities in the Upper Silesian urban area. Another problem concerns the
poor condition of railway infrastructure, problems with capacity and low commercial speed of trains. Infrastructure
and the location of stops should allow their usage by the largest possible flows of travellers, as well as adaptation
to the needs of the disabled. However, it should be remembered that even a dense, but not adapted infrastructure,
will not encourage passengers to use rail transport. In places where it is difficult to adjust the railway infrastructure,
intermodality should be chosen (e.g. construction of park and ride car parks, city bikes, adjustment of the train
timetable to city buses or trams). The most important issues railway undertakings should concentrate on are:
–– effective use of the increasingly modern rolling stock and better infrastructure,
–– a well-designed timetable (appropriately adjusted departure times, cyclicality of the timetable and
frequency of running of trains),
–– an appropriate level of service,
–– an offer of an integrated ticket for all means of transport.
The aim of this article is to indicate the most significant characteristics of passenger rail transport services
for service recipients, as well as evaluate the implementation of these characteristics by entities offering passenger
rail transport services in Poland, and at the same time determine the gap that occurs in the assessments of these
perspectives by travellers. In order to achieve the objective, the method of critical analysis of available results
of secondary research and the questionnaire used in primary research were applied.

Poles’ communication behaviour
In the 1980s, rail transport served much more passengers, while the passenger car was a considerably
less available means of transport. The situation began to change in the 90s, when the railway felt the impact
1
In an attempt to compare the situation on the railways in individual voivodeships, UTK introduced the “usage rate”. It is
calculated as the quotient of the number of passenger train journeys (presented in the statistics as the number of passengers) and the
number of inhabitants of a given area. In Poland, the rate is at the level of 7.6 trips a year, which means that statistically, every Pole
rode almost eight times by train in 2016. The usage rate is equal to the quotient of the number of passengers in Poland and the number
of inhabitants of Poland. The number of passengers in 2016 was taken into account – 292.5 million and the number of inhabitants
according to the Central Statistical Office (GUS) data from January 2016 – 38.4 million. The usage rate calculated in this way is 7.6
(Wykorzystanie…, 2017, p. 2).
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of underinvestment. Contemporary transport market (covering both passenger and freight transport services) is
a customer market. The oversupply of services in the passenger transport market is caused by the development
of individual motorisation, which meets most of the demand for transport services on the market.
Table 1 presents the share of two means of transport: passenger cars and railways in trips of a statistical
inhabitant of each voivodeship. For comparison, it was assumed that the total number of trips by both rail and
passenger cars is 100%, due to direct competition between these modes of transport.2

Table 1. The share of rail passenger transport and passenger cars per statistical inhabitant of the voivodeship
above 16 years of age in 2015
Voivodeship

Number of passengers in millions
(over the age of 16)

Share (%)

rail

car

rail

car

Pomorskie

45.1

383.8

11

89

Mazowieckie

90.4

879.8

9

91

Wielkopolskie

22.0

750.2

3

97

Dolnośląskie

15.9

598.9

3

97

7.7

250.6

3

97

Opolskie

4.4

205.7

2

98

Małopolskie

9.0

567.4

2

98

Śląskie

17.1

881.2

2

98

Łódzkie

7.9

461.1

2

98

Kujawsko-pomorskie

6.3

417.7

1

99

Lubuskie

2.6

204.2

1

99

Warmińsko-mazurskie

3.8

257.0

1

99

Zachodniopomorskie

Lubelskie

4.7

375.5

1

99

Świętokrzyskie

2.0

224.3

1

99

Podkarpackie

2.6

414.1

1

99

Podlaskie

1.3

215.6

1

99

7,087.10

3

97

Poland

242.7

Source: Wykorzystanie… (2017), p. 8; based on UTK and GUS data.

The share of rail transport in passenger transport is small, around 3%, with the remaining 97% consisting
of road transport.
The communication behaviours of the service recipients can be characterized by such categories as:
preferences and reasons for using particular means of transport, the manner and scope of their use, purpose
of travel, average time, distance and frequency of travel. The research results presented hereinafter in such a scale
2
Data concerning individual transport by passenger cars come from the research work of the Central Statistical Office (GUS),
titled “Badanie pilotażowe zachowań komunikacyjnych ludności w Polsce”. The GUS survey involved people aged 16 and over. In order
for the UTK data to be comparable with the data of the Central Statistical Office, the total number of passengers under 16 years of age
was deducted from the total number of passengers using railway services. The estimation was made on the basis of information obtained
from rail undertakings concerning the percentage of passengers at their subsidies using discounts for children and adolescents no older
than 24, in the period starting from compulsory annual pre-school preparation to graduating from junior high school, post primary or
post-secondary school – public or private with public school entitlements, considering this group to be the most comparable to the group
of passengers under 16 years. In the case of SKM Warszawa and WKD, which did not have information about passengers under 16, the
value of the percentage accepted by Koleje Mazowieckie was used (Wykorzystanie…, 2017, p. 8).
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and scope are pioneering in the transport services market as well as open new possibilities for carriers in the scope
of analysing the expectations of service recipients and adapting to them.
The pilot survey3 concerning transport behaviour of the population included 13,551 households with 30,886
people aged 16 and more. 25,591 respondents (45.3% of men and 54.7% of women) took part in the appropriate
survey. The largest age group interviewed were people aged 65 and more (over 20%), 35–44 years (about 17%),
45–54 (about 16%) and 25–34 (over 15%) (Centrum Badań i Edukacji Statystycznej GUS, 2015, pp. 11–24, 40).
Passenger cars are used to a large extent when travelling to work and school (university). Based on the
conducted interviews, it was established that the share of people travelling to work and school (university) in the
total number of these respondents exceeds 55%. Nearly 64% of people commute by car (about 56% as drivers
and over 8% as passengers). The highest percentage of commuters was recorded in Podkarpackie (nearly 75%),
Świętokrzyskie and Lubelskie (70% each) voivodeships, whereas the lowest in Mazowieckie (over 57%) and
Pomorskie voivodships (over 58%). More than 20% of students covered by the survey declare that they travel to
school (university) by passenger car (over 11% as drivers and nearly 9% as passengers) (Centrum Badań i Edukacji
Statystycznej GUS, 2015, p. 36).
The main reasons indicated by the respondents for choosing a passenger car when travelling to work or school
instead of public transport are too distant public transport stop/station (about 39%) and the lack of appropriate
connections in the public transport timetable (over 30%). Another important reason is the unacceptable travel time
by public transport (over 16%). 10% of respondents have to commute to the nearest stop/station. Slightly over
3% of respondents indicate the comfort of travel as the reason for preferring this way of traveling, and 1% use
a company car when commuting (Centrum Badań i Edukacji Statystycznej GUS, 2015, p. 37).
Mobility of people aged 16 and more in individual voivodships is diverse. The largest occurs in the voivodeship
of Dolnośląskie (447 trips), Mazowieckie (444) and Śląskie (443), whereas the smallest in Zachodniopomorskie
(347), Warmińsko-mazurskie and Świętokrzyskie (392 trips) as well as Podlaskie voivodeships (Centrum Badań
i Edukacji Statystycznej GUS, 2015, p. 38). The highest mobility (without taking back trips) is shown by people
traveling to work. Over 100 of these trips within a year are made by one person from the population covered by the
study. The reasons for increased mobility of people is related to shopping (43 trips) and meeting personal needs
(22 trips), travelling to schools (17 trips), as well as spending free time (15 trips).
The public mass transit services are used on average by 20% of passengers (people), 14.6% of which use
public transport (including trams and trolleybuses – approx. 3%), 4.2 % bus transport out of town, and 1.2% – rail
transport. Public transport is the most popular in Pomorskie (27.6%), Mazowieckie (27.3%) voivoideships, and the
least in Lubuskie (11.6%), Opolskie (12.3%) and Wielkopolskie (12.9%) (Centrum Badań i Edukacji Statystycznej
GUS, 2015, p. 41).
The average distance travelled depends on the means of transport used. Car journeys are made on the
average distance of 17.9 km, by motorcycle (scooter) and moped – 11.8 km in total, by public transport – on
a distance of 9.5 km, by bus transport out of town – 26.6 km, and by rail transport 54.4 km on average (passenger
trains – 37.2 km, and fast trains – 151.0, km) (Centrum Badań i Edukacji Statystycznej GUS, 2015, p. 43).
The average travel time varies depending on the destination. For all types of trips, in total, it is 24 minutes
on the national scale. Commuting takes about 24 minutes, whereas travelling to school (university) – 30 minutes.
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Developed on the basis of: Centrum Badań i Edukacji Statystycznej GUS (2015).
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The average travel time associated with spending free time is about 33 minutes, and for shopping – about 15 minutes.
Travels for personal needs take on average 21 minutes, whereas to return home – 24 minutes. Moreover, the
average travel time depends on the mode of transport. In all types of journeys for pedestrians, it is about 15 minutes
on average, 22 minutes for bicycle, 21 minutes by car, 25 minutes by public transport and 32 minutes by public bus
transport out of town. A journey by train lasts on average 53 minutes.
The people who cover the most kilometres when commuting are residents of Kujawsko-pomorskie (the
average distance of 14.8 km), Wielkopolskie (14.5 km), Pomorskie (14.2 km) and Lubelskie (14.0 km) voivodeships.
The shortest commuting is made by the residents of Podlaskie (9.7 km) and Warmińsko-mazurskie (10.0 km)
voivodeships. The longest journey to school (university) are made by people from Lubelskie (19.1 km), Wielkopolskie
(14.0 km) and Lubuskie (13.6 km) voivodeships, whereas the shortest from Dolnośląskie (9.6 km) and Warmińskomazurskie voivodeships (9.9 km). As far as shopping purposes are concerned, the residents of Zachodniopomorskie
(10.0 km) and Warmińsko-mazurskie (9.2 km) voivodeships go to the furthest places, whereas the residents of Śląskie
(5.4 km), Małopolskie (6.1 km), Dolnośląskie and Mazowieckie voivodeships travel to the nearest places (6.5 km).
The furthest travels to spend free time are made by people from Małopolskie (36.7 km), Zachodniopomorskie
(35.6 km) and Mazowieckie (34.5 km) voivodships. The residents of Podkarpackie, Kujawsko-Pomorskie, Śląskie
and Wielkopolskie voivodships cover the shortest distances (the average distance respectively: 19.2 km, 22.1 km,
22.8 km and 22.9 km).
The predominant number of trips in the country takes place using passenger cars. Their share in general
transport in Poland amounts to 54.5%, and in the total number of passenger kilometres (i.e. taking into account the
distance) is even larger – 68.5%. The total mileage of passenger cars in all types of journeys made by people from
the surveyed population amounts to approximately 113.6 billion km per year, including over 75% of car journeys
taking place during weekdays. The most common distances travelled by car are of 11–20 km (23.1%) and 21–30 km
(15.8%) (Centrum Badań i Edukacji Statystycznej GUS, 2015, p. 45).
Most commonly, passenger cars are used to commute, as well as go shopping, spend free time and meet
personal needs. The mileage of cars in achieving these goals amounts to 27.2% (commuting to work), 5.2%
(shopping), 4.6% (spending free time), 4.2% (personal needs) of general passenger car mileage. Mileage concerning
trips home is 47.7%.
The presented research results can be an important cognitive material for railway undertakings, carrying out
transport services in regions (voivodeships) and agglomerations, which will encourage them to conduct further indepth research on the possibility of adapting their offer to individual transport users, who spend more and more rush
hours in ‘traffic jams’ and incur parking costs in city centres.

Passenger preferences and evaluation of railway services performance – results of primary research
The research was carried out from October 2017 to March 2018 on a sample of 350 people from all over
Poland, chosen deliberately in terms of age, in order to obtain a homogeneous sample of “young adults” aged
18–29. A questionnaire was used to carry out the survey. While developing the completed questionnaires, it was
found that 19 of them are incomplete, and thus 331 people were accepted for further development and assessment.
The aim of the research was to identify the key characteristics of passenger transport services that are relevant
to service recipients, as well assess the implementation of these characteristics by entities providing rail transport
services in Poland.
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Table 2 presents the distribution of responses to the question regarding the importance of the characteristics
of passenger rail transport services.

Table 2. The rank of importance of the characteristics of passenger rail transport services (%)
Very
important

Important

Less
important

Not important

The manner of presenting the offer (leaflets, brochures, information, promotions)

13

33

35

20

Ticket prices

66

26

4

3

Price promotions

58

29

9

4

The rank of importance/the characteristics of passenger rail transport services

Direct communication with personnel

35

41

18

7

Safety in means of transport

69

22

4

4

Possibility to track information on social media

19

29

37

15

Equipment of means of transport

45

41

9

5

Number of transfers

69

21

7

3
3

Travel time

69

22

6

Convenient connection times

75

19

4

3

Number of connections

69

24

5

3

Well-known brand

17

23

40

21

Punctuality

73

18

6

3

Quality of rendered services

63

29

6

2

Employee competencies

42

43

11

3

A guarantee of a refund in case of delays

42

37

17

4

Providing additional services such as Wi-Fi

32

36

26

7

Possibility to check connections on the Internet

70

20

7

3

The possibility of having a ticket in electronic form

54

28

12

6

The possibility of buying a ticket via the Internet

61

24

11

3

Purchase of a ticket using mobile devices

56

27

13

5

The possibility of buying a ticket once inside the vehicle

57

27

11

4

Displaying/informing about the next station/stop

53

33

10

4

Tracking the route and location of the vehicle while traveling through applications

43

27

23

7

Source: own research results, N = 331.

The research shows that the most important characteristics of rail passenger transport services (responses:
very important and important) for young buyers (service recipients) are:
–– convenient connection hours (the most important characteristics),
–– ticket price,
–– safety in means of transport,
–– duration of the journey,
–– number of transfers,
–– number of connections,
–– punctuality,
–– the quality of services provided,
–– the ability to check connections on the Internet.
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Completely of no importance for the respondents were: the manner of presenting the offer (leaflets, brochures,
information, promotions), the ability to track information on social media, and well-known brand.
Table 3 presents the distribution of responses to the question regarding the assessment of the implementation
of the characteristics of passenger rail transport services.

Table 3. Assessment of the implementation of the characteristics of passenger rail transport services (%)
Assessment of the implementation of the characteristics
of passenger rail transport services

Very good

Good

Bad

The manner of presenting the offer (leaflets, brochures, information, promotions)

17

57

20

Very bad
6

Prices

21

59

19

1

Price promotions

21

38

35

6

Direct communication with personnel

19

55

21

4

Safety in means of transport

32

52

15

1

Possibility to track information on social media

14

41

36

9

Equipment of means of transport

16

51

27

6

Number of transfers

19

54

23

4

Travel time

17

46

28

9

Convenient connection times

17

46

31

6

Number of connections

17

45

31

7

Well-known brand

19

60

15

6

Punctuality

14

37

33

16

Quality of rendered services

16

58

20

6

Employee competencies

18

64

16

2

A guarantee of a refund in case of delays

12

29

38

21

Providing additional services such as Wi-Fi

15

34

40

11

Possibility to check connections on the Internet

51

40

7

2

The possibility of having a ticket in electronic form

50

40

8

2

Possibility of buying a ticket via the Internet

52

39

8

1

Purchase of a ticket using mobile devices

43

44

11

2
6

The possibility of buying a ticket once inside the vehicle

31

44

19

Displaying/informing about the next station/stop

33

50

13

4

Tracking the route and location of the vehicle while traveling through applications

21

38

30

11

Source: own research results, N = 331.

The research shows that the best-performed characteristics of passenger rail transport services (responses:
very good and well) according to young buyers (service recipients) are:
–– safety in means of transport,
–– the possibility of having a ticket in electronic form,
–– employee competencies,
–– possibility to check connections on the Internet,
–– purchase of a ticket using mobile devices,
–– displaying/informing about the next station/stop.
However, the worst implemented characteristics of passenger rail transport services (answers: bad and very
bad) according to young buyers (service buyers) are: punctuality, tracking of the route and the place of the vehicle
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through applications during the journey, a guarantee of a refund in case of delays, provision of additional services
such as wi-fi, travel time, convenient connection times (the most important characteristics), number of connections.

Conclusions
When taking into consideration the small share of rail transport in passenger transport, reasons and purposes
of using passenger cars should be analysed very carefully. Cars are used primarily for commuting, as well as
shopping and spending free time. The main reasons for choosing a passenger car when travelling to work or
school instead of public transport indicated by the respondents (in the presented results of secondary research) are
considerable distance to the nearest public transport stop/station, the lack of appropriate connections in the public
transport timetable as well as unacceptable travel time by public transport.
This was confirmed by the results of the primary research, which showed that for young buyers (service
recipients), the most important characteristics are, first and foremost, convenient connection hours (the most
important characteristics). Almost equally important responses included the price of tickets, safety in means
of transport, travel time, the number of transfers, the number of connections, punctuality, quality of services provided
and the possibility to check connections on the Internet. Furthermore, most of the important characteristics are
implemented at low level by railway undertakings. This is a very important finding, which at the same time indicates
the direction of changes in the implementation of passenger rail transport services.
The market-oriented approach of railway undertakings is also important, as among the priorities of the action
reorientation they mention: effective use of the increasingly modern rolling stock and infrastructure, a well-thought-out timetable structure and offering an appropriate higher level of service, which mostly meets the expectations
of travellers.
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Abstr act

Finding the optimal enterprise capital structure and understanding the access of firms to finance, particularly
in the process of financing small enterprises have been of great importance. Small enterprises face numerous
problems in accessing external funds. They tend to be bank dependent. Obtaining the optimal capital structure
is challenging – especially in the midst of financial crises. This paper is concerned with the capital structure in
the U.S. small enterprises and its tendencies towards fluctuation. The data and statistical analysis derived from
the empirical research and empirical study that was done in California are discussed. The paper presents the
literature review on the capital structure and its theories. Moreover, there is a presentation and analysis of the
association between particular empirical research questions regarding the capital structure, financing preferences and other important qualitative factors.

Introduction
Small businesses face acute problems in accessing funds. There has been a large interest in understanding
the access of firms to finance, particularly in the process of financing small enterprises and startups. The adequate
capital structure of small enterprises is of crucial importance. An economic slowdown (and in particular the one
resulting from a financial crisis) provides numerous stimuli for financial intermediaries to tighten the cooperation
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with their clients (enterprises), be it as a way of reducing the informational asymmetry to a minimum and to ensure
a better quality monitoring. In the course of reduced economic growth, companies are more likely to hold a loan at
one intermediary. During the time of incertitude, all the entities of the financial market seek opportunities for stable
and sustainable development. Looking for a golden solution to the problems occurring in the financial system,
intermediaries (particularly during the time of crisis) turn their attention to continuous and sustainable growth, and
they pay a far greater attention to establishing long-term and close relationships with clients. As one of the world’s
largest economies, the United States is one of the most attractive business locations in the world. Despite a relative
deterioration in its macroeconomic environment and in the availability of financing caused by the financial crises,
it remains an indispensable business destination with a long-running reputation for a favorable business climate.

Literature review
There has been no coherent theory and the share of external capital depends on the relation between the
enterprise profitability and the market interest rate. If the market interest rate is lower than the enterprise profitability,
then it is advisable to take advantage of using external capital, and make use of a financial leverage. Unprofitable
and riskier firms consistently use greater leverage. Smaller enterprises have a lower probability of survival (greater
risk of failure). It is usually reflected in less favorable terms of debt financing, including higher interest rates to
compensate for the higher costs of information collection. Financial intermediaries assess small enterprises as
being inherently more risky. Experienced bankers or other specialized financial intermediaries can assess the risks
associated with new ventures (startups) better than inexperienced insiders like young, inexperienced entrepreneurs
and managers. Lending to small business is more likely to be based on collateral. Therefore, lending may not be
based on the expected return, but on the access to collateral. On the other hand, collateral reduces “moral hazard”
and “adverse selection.” Small businesses lacking an access to high quality collateral suffer from credit rationing
(OECD, 1997, p. 18). The abovementioned small business financial weaknesses heavily influence their capital
structure. In case a debt financing is not available, the fundamental question arises: is an enterprise owner willing to
share power and dilute his/her ownership in exchange for equity capital raised from external investors? (Rumiński,
2005, pp. 8–9).
The theories of capital structure have been changing over the years – starting with the theory of a perfectly
competitive market to the most modern ones – specifying the hierarchy of the sources of financing or information
asymmetry. The capital structure decision constitutes one of the most fundamental issues in corporate finance.
As mentioned above, it considers the choice between debt and equity, which is an essential issue of every
enterprise’s financial policy. Defined as gearing or leverage, it can generally be described as the share proportion
(relative amount of capital) between the two main categories of financing sources – equity capital and debt – used
in financing the enterprises’ activity. It is crucial to select such a capital structure that minimizes the costs of capital
and maximizes the value of an enterprise. A majority of researchers recognize that it is a relation of long-term
debt to equity, without accounting for short-term debt. Such a view is presented by, inter alia, Duliniec (2007) and
Jerzemowska (1999). According to them, a capital structure is a part of financing structure, encompassing the
structure of liabilities. Its development needs to aim at maximizing enterprise value (Bielawska, 2009, p. 80).
A number of rules and principles are formulated in literature, aiming to facilitate the fulfillment of the main
objectives of an enterprise, inter alia, maximizing its market value at a given risk level. T. Jajuga and T. Słoński
(1998, p. 208) define an enterprise capital structure narrowly, stating that it is a combination of a given company’s

282

European Journal of Service Management

Optimizing the capital structure of the U.S. small businesses in the midst of the financial crises – the case of California
equity and external capital. It excludes the possibility of the optimization of the total capital financing of an enterprise.
The final capital structure is a result of the impact of a large number of various factors. Their variability, variety,
and mutual ties make the actions aimed at determining an optimal capital structure to be searching for and getting
closer to target values, rather than indicating one optimal value (Golej, Prędkiewicz, 2015, p. 181). The objectives
of shaping a capital structure must comply with the enterprise management objectives.
The issue of an optimal mixture of financing is still contentious despite voluminous empirical evidence. Within
the couple of decades, numerous studies have been conducted to test major competing theories. The theories
of capital structure started to emerge in the 1950s. The development of those theories started with Durand’s work
in 1952, who, in his search for an optimal ratio of external capital to equity, introduced the concept of cost of capital.
According to him, the cost of external capital was an interest on a contracted debt, whereas the cost of equity – the
cost of an alternative equal to the rate, free of any risk increased by a risk premium (Gajdka, 2002, pp. 66–67).
A different perspective is presented by Modigliani and Miller (1958, pp. 261–297), whose theory refers to the
relation between the company’s debt and its own capital (equity) (Skowronek-Mielczarek, 2003, p. 37). The substitution
theory focuses on the interchangeably applied equity and debt. Establishing their mutual proportions should bring
about the optimum structure shape of the sources engaged. The pecking order and the trade-off theories provide
two different points of view. They are formulated as specific models, and in real life situations they are easy to reject
on a variety of dimensions. Both theories, often presented as unifying ones, have been illustrated in specific models
with simplifying assumptions. F.E. Fama and K.R. French (2002), and M.J. Flannery and K.P. Rangan (2006)
attempted to distinguish between the pecking order and the trade-off theories. The researchers found conflicting
evidence – some supporting and some refuting each theory. The two theories of capital structure (pecking order
and trade-off) together with the market-timing theory emerged as the best explanations for the capital structure
decision. These three theories have become the finance profession’s best explanations for the capital structure
decision. Nonetheless, the first two are relevant for privately held enterprises that do not issue publicly traded
securities. Whilst many studies tackle the capital structure decision, most empirical work considers large publicly
listed firms (Degryse, Goeij, Kappert, 2012, p. 1).

Method and results
As far as the method and results are concerned there was an empirical research conducted in the U.S. in the
years of 2009–2010. The survey was used in the study regarding the collaboration of the small business sector with
institutions of financial intermediation. The questionnaire was addressed to the management of the small business
sector operating in the selected key areas of Los Angeles and a study sample comprised of 550 active enterprises.
The author conducted a statistical study in which the correlation analysis was performed between the different
responses to particular questions included in the survey research. However, the author presented only those results
that passed the test of significance Chi2. The level of significance was set at 0.05. An economy in turmoil creates
challenges to raise capital which constitutes the life blood of any business operation. The fear on the marketplace
creates uncertainty. Due to a decrease in global demand, deceleration of industrial production rate, as well as
a drop in the number of local and foreign business partners, it was a time of lower enterprise activity and higher
business risk. Depending on the sector, enterprises experienced, with a varying degree, a decreased demand for
their products and services, as well as the consequences of the market crash. During that period, many of the
companies included in the study aimed only to survive and did not undertake any investment activities, thereby
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reducing the risk related to the use of borrowed capital. The risk of using debt by American small business was
higher when predicting the reaction of banks and other financial institutions to sudden and adverse macroeconomic
changes became harder. There is a close correlation between the problems of the financial sector resulting from
the crisis and the financial condition and solvency of small business. Correct business risk estimation, evaluation
of a company’s financial condition, and its ability to prompt debt repayment from the point of view of a bank were
greatly hindered.
Given the position in the business, and most preferred way (s) of financing business activity, it is noteworthy
that the only group of people who pointed to the high-risk investments (venture capital/angel investors) is the
category of owner/manager – over 6% of the respondents (6.06%) – Table 1.

Microlending programs

New shareholders

Personal income and savings

Retained earnings (earned
surplus)

Trade credit

Venture capital/angel investors

Other

Other (please
specify)

Leasing

Manager, but not
owner

Family and friends

Owner, but not
manager

Factoring

Owner/Manager

Bank loan

Which best describes
your position in the
business?

What is/are your most preferred
way(s) of financing your business
activity

Table 1. Position in the business versus most preferred way(s) of financing business activity(%)

42.42

36.36

3.03

18.18

0.00

9.09

45.45

39.39

0.00

6.06

12.12

100.00

100.00

0.00

0.00

0.00

0.00

0.00

100.00

0.00

0.00

0.00

50.00

50.00

0.00

0.00

0.00

0.00

50.00

50.00

0.00

0.00

0.00

100.00

100.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

Source: own elaboration.

Providing such an answer only by owners and managers can attest to the fact that only functioning in a dual
role (manager and owner of his/her own company) creates conditions to consider this type of risky forms of funding.
Comparing the period of economic activity and preferences on financing a business (Tables 2 and 3), it
should be noted that companies which were established less than 6 months ago pointed to new shareholders
and to retained earnings (earned surplus) – 100% of answers. This is understandable considering the fact that
young companies have very limited funding opportunities. A high percentage of indications for venture capital/angel
investors (100%) occurred in the case of companies at least 6 months but less than 1 year old. This indicates that
a large part of them is willing to develop their (innovative) activity using one of the unique forms of financing, which
is well developed in California (mainly in the area of Silicon Valley).
A high percentage of the responses indicating a bank loan and factoring (100%, respectively) appeared in
the case of companies 4 and 5 years old. This is understandable due to the fact that banks base their analysis on
the history of the operation, and the most effective cooperation (and exchange of information) between banks and
companies takes place when companies have an established market position and demonstrate financial stability
(a stable financial management). The high share of the indications on the above forms of financing is also the
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case with the older companies. Among some of them (ten years and older), financing also takes place in the form
of a lease.

Bank loan

Factoring

Family and friends

Leasing

Microlending programs

New shareholders

Personal income and
savings

Retained earnings (earned
surplus)

Trade credit

Venture capital/angel
investors

Other

Table 2. The length of operating a business versus most preferred way(s) of financing (%)

Less than 6 months ago

0.00

0.00

0.00

0.00

0.00

100.00

0.00

100.00

0.00

0.00

0.00

At least 6 months but less than
1 year ago

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

100.00

0.00

0.00

0.00

0.00

0.00

0.00

33.33

66.67

33.33

0.00

33.33

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

100.00

0.00

0.00

100.00

4 years ago

100.00

100.00

0.00

0.00

0.00

50.00

0.00

0.00

0.00

0.00

0.00

5 years ago

100.00

100.00

100.00

0.00

0.00

0.00

100.00

0.00

0.00

0.00

0.00

6 years ago

0.00

0.00

0.00

0.00

0.00

0.00

100.00

100.00

0.00

0.00

0.00

8 years ago

50.00

50.00

0.00

0.00

0.00

0.00

50.00

50.00

0.00

0.00

0.00

10 years ago

100.00

100.00

0.00

100.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

52.17

43.48

4.35

21.74

0.00

0.00

43.48

39.13

0.00

0.00

13.04

Other

2 years ago
3 years ago

Venture capital/angel
investors

When did this business start operating?

What is/are your most preferred
way(s) of financing your business
activity

over 10 years ago

Source: own elaboration.

New shareholders

Personal income and
savings

Retained earnings
(earned surplus)

Trade credit

0.00

100.00

0.00

0.00

0.00

0.00

0.00

0.00

100.00

0.00

0.00

50.00

0.00

100.00 100.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

50.00

0.00

16.67

0.00

16.67

33.33

33.33

0.00

0.00

0.00

100.00 100.00

0.00

0.00

0.00

0.00

0.00 100.00

0.00

0.00

0.00

33.33

0.00

0.00

0.00

33.33

33.33 100.00

0.00

0.00

0.00

Manufacturing, mining

100.00 100.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

Other service, incl. repair, personal care

100.00 100.00

0.00

0.00

0.00

0.00

100.00

0.00

0.00

0.00

0.00

0.00

20.00

0.00

0.00

40.00

80.00

0.00

0.00

20.00

What industry does your business operate in?

Construction
Finance and insurance
Health care and social assistance
Information

Professional/scientific/technical services
Real estate and rental leasing
Retail trade
Wholesale trade
Other

100.00 100.00
0.00
50.00
33.33

20.00

20.00

100.00 100.00

Leasing

0.00

0.00

Arts, entertainment, or recreation

Family and friends

0.00

0.00

Accommodations or food service

Factoring

0.00

0.00

What is/are your most preferred way(s)
of financing your business activity

Bank loan

Microlending programs

Table 3. Most preferred way(s) of financing by different industries represented by the respondents (%)

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

33.33

16.67

33.33

0.00

0.00

50.00

33.33

0.00

0.00

33.33

100.00 100.00

0.00

100.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

0.00

16.67

0.00

0.00

50.00

16.67

0.00

16.67

16.67

33.33
50.00

16.67

Source: own elaboration.
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As far as the industry represented by the business is concerned, accommodations or food service highly
prefers funding with bank loan, factoring, personal income, and savings (100% of the answers, respectively)
(Table 4). Arts, entertainment, or recreation pointed to personal income and savings (100%). Construction sector
pointed to bank loan and factoring (100%, respectively). This probably results from the specificity of this sector
which requires large amounts of long-term financing. Financial liquidity is difficult to maintain and further challenge
is the adjustment of liabilities to a large group of counterparties. Finance and insurance, because of its specificity
and broad industry expertise, showed interest in the majority of forms of financing as indicated in the survey,
of which financing through a bank loan and factoring prevailed.
One of the most preferred forms of financing in different age groups is the bank loan and factoring (from 37.5
to 80% of the responses in the case of the first type of funding, and from 37.5 to 60% of the responses in the case
of factoring) – Table 4.

Personal income
and savings

Retained earnings
(earned surplus)

Trade credit

Venture capital/
angel investors

Other

0.00

0.00

0.00

0.00

50.00

100.00

0.00

0.00

50.00

0.00

0.00

0.00

12.50

37.50

50.00

0.00

25.00

0.00

45 to 54 years

54.55

45.45

0.00

36.36

0.00

9.09

27.27

45.45

0.00

0.00

18.18

55 to 64 years

44.44

44.44

11.11

22.22

0.00

11.11

44.44

22.22

0.00

0.00

0.00

64 and over

80.00

60.00

0.00

0.00

0.00

0.00

60.00

40.00

0.00

0.00

0.00

Microlending
programs

0.00
37.50

Leasing

0.00
77.50

Factoring

25 to 34 years
35 to 44 years

Bank loan

New shareholders

What is your age?

What is/are
your most preferred way(s)
of financing
your business
activity

Family and friends

Table 4. Preferred ways of financing by different age groups (%)

Source: own elaboration.

Between the responses to the question considering the following types of EQUITY, what percentage is in use
by your business? (Angel Investor) and the responses to the question how would you rate your level of satisfaction
with the financial services provided by your business primary financial institution?, there is a statistically significant
negative strong correlation. Pearson’s coefficient is –0.794423 (Table 5).
This means that the higher the level of funding for the company through Angel Investors, the lower the level
of satisfaction with the financial services provided by the business primary financial institution.
This relationship may be due to the very different characteristics of angel financing and highly formalized
financing with bank capital. The increase in funding from angel investors, and thus more intensive cooperation with
the individual investor who has a high “market flexibility” in cooperation with the enterprise (usually a startup), results
in a more critical assessment of the primary business financial institution by entrepreneurs. Banks have a high level
of formalization and a limited degree of flexibility resulting from the use of procedures and the applicable prudent
standards. It should be noted that the above correlation can also be interpreted in a different way, i.e., the higher the
level of satisfaction with the financial services provided by the business primary financial institution, the lower the
level of funding for the company by Angel Investors. This relationship seems to be reasonable. Such a situation can
be justified by the high degree of satisfaction with the current funding, and, therefore the lack of the need to establish
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cooperation with Angel Investors. However, in order to draw meaningful conclusions, there should be an additional
extended empirical study conducted on these issues.

Table 5. Pearson’s coefficient – the association between question 45 and question 8
How would you rate your level of satisfaction with the financial services provided
by your business primary financial institution?
Considering the following types of EQUITY, what percentage is
currently in use by your business? (Angel Investor)

–0.794423

Source: own elaboration.

Between the responses to the question please indicate the percentage share of financial capital in use by your
business (DEBT) and the responses to the question how important is LEASING in financing your business activity?,
there is a strong negative correlation. Pearson’s coefficient is –0.930040 (Table 6).

Table 6. Pearson’s coefficient – the association between question 44 and question 36
How important is LEASING in financing your business activity?
Please indicate the percentage share of financial capital
in use by your business (DEBT)

–0.93004

Source: own elaboration.

So strong correlation between the answers to the above questions is surprising. The general conclusion
might be that the higher the level of debt, the lower the significance of the lease. This fact (dependency) may be
associated with the lack of opportunities for further debt financing (inability to lease). Nevertheless, in order to draw
meaningful conclusions, an additional extended empirical study needs to be conducted.

Conclusions
The structure of business financing in the midst of the financial crises was fairly stable. Reduced loan activity
of banks and deteriorated investment prospects that had emerged as a result of the economic slowdown since
2008 induced greater business conservatism. Apart from the greater use of their equity, the examined companies
have significantly reduced their investment plans, and thus, apart from a drop in the use of bank loans, the
use of alternative sources of financing dwindled as well, including sources such as quasi-banking institutions.
The method of company financing was affected by the preference of enterprises themselves, but chiefly by the
availability of particular sources of financing.
Bank loans have invariably remained the most popular external source of financing of American small business,
typically short-term loans, whereas the smallest enterprises, i.e., micro-enterprises, take advantage of any external
financing less frequently than other entities. As a rule, all forms of external financing are used to a greater extent by
larger companies rather than by smaller ones, with the notable exception of the aforementioned loans from family
and friends that are popular among the smallest enterprises.
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A significant portion of enterprises does not use any forms of external financing. Financing of operations
exclusively from equity is very strongly correlated with a company size. For smaller entities, factors such as fear
of debt and complicated procedures are far more important, and to a slightly lesser degree – the belief in their
inability to serve such a debt along with their assumption of being unable to satisfy bank criteria. Thus, smaller
enterprises demonstrate a far greater risk aversion, despite possessing insufficient equity to independently
finance their operations and development. Enterprise size is a decisive factor in terms of searching for refundable
funding and chances of obtaining it. Businesses more frequently apply for financing their current assets rather
than investments – irrespectively of their size, while the chances of being granted the former are far greater. In the
case of micro-enterprises, the chances of obtaining investment financing were only slightly increased by their high
profitability.
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Abstr act

Economic knowledge is a sub-discipline of the economics of knowledge. Over the past decade, its importance
has increased due to the turbulence of the environment and its impact on economic processes. Lack of or
insufficient economic knowledge limits the ability of economic entities to make the right decisions therefore
such knowledge becomes a more and more desired resource by them. In connection with the above, an attempt was made to examine the level of economic knowledge of young Poles from the Z generation and to
analyze economic knowledge as a determinant of economic decisions. The main research goal is: By using
scientific procedures and applying the appropriate methodology, examine and know the level and the role
of economic knowledge, which in the students’ opinion it has the greatest impact on making proper economic
decisions. The above considerations became the basis for formulating the following research hypothesis: Economic knowledge determines the rationality of economic decisions. To achieve the formulated goal and verify
the research hypothesis, focus studies on the group of students of economics and psychology were carried out.

Introduction
The economy of the 21st century is characterized by dynamism, volatility as well as uncertainty and risk.
The rapidly changing conditions of competition in the local and global environment have caused the need to
present an active attitude manifested by taking action in response to these changes. In this process, non-material
factors such as knowledge, and especially economic knowledge, play a significant role. Having such knowledge
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creates conditions conducive to creating value added by its owners. In order to make the right economic decisions,
communities should be focused on increasing knowledge in this area. Therefore, in order to show a certain scientific
area and subject it to analysis, the article distinguishes two trends. The first, having an exploratory character, is
focused on the analysis of the foreign and Polish literature devoted to knowledge. These studies made it possible
to critically analyze and shape the research framework. In particular, they concerned knowledge as a resource and
a specific type of knowledge, namely economic knowledge. The second trend focuses on the research on the state
of economic knowledge and its importance for making the right decisions. The study took the form of focused group
interviews.

The essence of knowledge
From ancient times knowledge has been a subject matter of interest among scholars, mainly philosophers,
who have tried to define and investigate its nature. It suffices to mention a few relatively well-known sayings related
to knowledge, which are attributed to outstanding figures of science:
1. Human behaviour flows from three main sources: desire, emotion, and knowledge (Plato).
2. Real knowledge is to know the extent of one’s ignorance (Confucius).
3. A good decision is based on knowledge and not on numbers (Plato).
4. True knowledge exists in knowing that you know nothing (Socrates).
5. Having knowledge but lacking the power to express it clearly is no better than never having any ideas at
all (Pericles).
6. The natural desire of good men is knowledge (Leonardo da Vinci).
7. To know that we know what we know, and to know that we do not know what we do not know, that is true
knowledge (Nicolaus Copernicus).
Knowledge has become widely appreciated and treated as the most important determinant of competitiveness
(of people, organizations, societies) only in a knowledge-based economy (Kowalczyk, Nogalski, 2007, pp. 33–40;
Figurska, 2012, pp. 75–83; Figurska, 2014, pp. 36–39). However, until today the one definition of knowledge that
would be the generally accepted by both scientists from various fields of science and business practitioners, has
not been developed. Definitions proposed by various authors connect knowledge with information, experience or
learning, perceive it as a reflection of reality in the human mind or as a confirmed conviction (see: Probst, Raub,
Romhardt, 2002; Liebeskind, 1996, p. 94; Tiwana, 2003, pp. 63–64; Wiig, 1999, p. 33; Mikuła, 2006, pp. 106–108;
Kowalczyk, Nogalski, 2007, p. 21). For the purpose of this article, knowledge is understood as “a fluid mix of framed
experience, values, contextual information and expert insight that provides a framework for evaluating incorporating
new experiences and information. It originates and is applied in the minds of knowers. In organizations, it often
becomes embedded not only in documents or repositories but also in organizational routines, processes, practices,
and norms” (Davenport, Prusak, 1998, p. 5).
In practice, people often identify information with knowledge, which is a mistake and testifies to a misunderstanding
of the essence of knowledge. Information consists of qualitative or quantitative data which is essentially and logically
systematized by using methods such as: contextualization, categorization, calculation, correction and condensation.
Appropriately structured, processed, understood as well as subjectively and individually interpreted information
transforms into knowledge. Information can be turned into knowledge with the use of different methods, including
primarily: comparison, consequences, connections and conversation (Davenport, Prusak, 1998, pp. 3–5). In the
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process of transition from information to knowledge, context plays a significant role. Therefore, the distinction
between information and knowledge is subjective, ambiguous and often difficult to perform (Figurska, 2014, p. 39).
Knowledge is a specific resource because it (Mikuła, 2006, p. 109; Grudzewski, Hejduk, 2005, p. 48; Figurska,
2012, pp. 29–38; Fazlagić, 2014, pp. 64–66):
–– has a dominant nature with respect to other resources,
–– is inexhaustible and difficult to be fully used,
–– is immaterial and elusive,
–– is relative and ambiguous,
–– increases and gains value if used in practice,
–– can be used at the same time in various places and by many people,
–– cannot be measured with traditional economic measures,
–– can be created with the use of various methods,
–– is reflected in technologies, procedures, documentation, databases, employees’ competencies etc.,
–– is manifested in products and services,
–– becomes out-of-date quickly,
–– is not the “amount” of knowledge that determines its usefulness but its’ appropriateness to the situation in
which it is to be used.
The features of knowledge as a resource determine the specificity of actions undertaken on knowledge and
on the basis of knowledge.
Skillfully developed and used in activities knowledge enables making the right decisions and actions, increases
the effectiveness of undertaken actions, accelerates the reaction to changes taking place in the widely understood
environment, decreases the level of uncertainty in risky ventures, facilitates building and maintaining professional
relations, increases the individuals’ creativity and innovativeness, and positively affects their self-esteem resulting
from the fact of being perceived and appreciated as a professional (Figurska, 2012, pp. 82–83).

Knowledge types
Knowledge is not a homogeneous resource, therefore various classifications of knowledge based on different
criteria are described in the literature. “These classifications enable people to better understand the nature and
complexity of knowledge which in turn facilitates the process of choosing appropriate methods and tools of creating
and using knowledge in practice for the organization’s benefit” (Figurska, 2014, p. 39).
The classification, which became the basis for development of many other classifications, divides knowledge
into tacit and explicit (see: Polanyi, 1966, pp. 4–25; Sveiby, 1997; de Jong, Ferguson-Hessler, 1996, pp. 105–113;
Głuszek, 2004, pp. 73–74; Figurska, 2012, pp. 39–54; Jashapara, 2006, pp. 69–70). Tacit knowledge is located in
people’s minds, and is difficult to be both expressed with words, numbers, formulas, charts etc. and transferred to
others. It consists of skills, experience, moral principles, level of sensitivity, intuition and beliefs and other individual
and subjective components. Explicit knowledge, in turn, is located in procedures, verbal descriptions, books,
patents, technical documentation, manuals, databases, archives etc., and it can be relatively easily expressed and
transferred.
In addition to tacit and explicit knowledge, M. Bratnicki describes cultural knowledge, which consists
of convictions, norms and values used by people in the process of assessing the value and significance of incoming
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information. This type of knowledge, just like tacit knowledge, is contained in brains of people, while explicit
knowledge is contained in the organization when people left it (Bratnicki, 2000, pp. 35–36).
B. Lundvall and B. Johnson (1994, pp. 23–42) propose another classification, according to which knowledge
can be divided into following types:
–– know what – refers to facts and is about data and information,
–– know how – refers to the ability of performing specific tasks and activities,
–– know why – refers to rules and laws existing in science,
–– know who – refers to specialists possessing important knowledge,
–– know where and know when – refer to important market information.
Knowledge is also divided into individual and collective (Probst, Raub, Romhardt, 2002, pp. 155–156). Individual
knowledge is an attribute of the person, because every human being possesses own, deep or superficial, general
or specialist, tacit and explicit knowledge. A sum of individual knowledge of members of the team, department,
organization etc., increased through their ability to cooperate, constitute a collective (social) knowledge.
By combining the division of knowledge into individual and social knowledge with the division into explicit and
tacit knowledge, conscious knowledge (individual explicit, concerning facts, concepts and theories stored in the
personal memory, notes, files etc.), automatic knowledge (individual tacit, taking a form of skills, practices coded in
the mind and habits), objectified knowledge (social explicit, contained in instructions, hints and standards) as well
as collective knowledge (social tacit, referring to existing routines) can be distinguished (Spender, 1996, p. 52).
Another type of knowledge, namely practical knowledge, is defined as a “blend of explicit and tacit procedural
knowledge with explicit and tacit practice” (Guzman, 2009, p. 92). Practical knowledge consists of both explicit and
tacit dimension, and it is constituted by both knowledge and practice (Figure 1).

Explicit
Procedural
knowledge
Practice

KNOW-HOW

EXPLICIT
PRACTICE

Tacit
1

2

3

4

Explicit practical
knowledge

KNOWING

TACIT
PRACTICE

Tacit
practical knowledge

Figure 1. Taxonomy of practical knowledge
Source: Guzman (2009), p. 90.

The explicit component of procedural knowledge refers to know-how, whereas the tacit component, which
includes concepts, ideas and experience, is usually unconsciously and automatically applied while performing
a specific action. Practice is explicit when explicit knowledge is applied intentionally and a person is able to explain
how the action is done. Practice is tacit when tacit knowledge is used while performing the action and the individual
is unable to explain how this action is done (see Eraut, 2000, pp. 123–130).
Although nowadays knowledge is considered to be one of the main determinants of the competitiveness
of individuals, not every type of knowledge influences this competitiveness to the same extent. Core knowledge
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enables conducting a given activity, but it doesn’t influence a competitive advantage of a given unit. Advanced
knowledge distinguishes a given unit from others and enables it to compete effectively on the market. Innovative
knowledge, in turn, enables a given unit to achieve a competitive advantage on the market and to set new standards
on the market (Tiwana, 2003, pp. 124–125) With time, innovative knowledge becomes advanced knowledge and
finally goes to the level of core knowledge.
Depending on what a specific knowledge concerns, many knowledge types such as medical knowledge, legal
knowledge, technical knowledge, economic knowledge etc. can be distinguished.
Summing up, described above classifications of knowledge have been created on the basis of different
criteria. However, they are not mutually separable. For example, the subject of interest may be conscious (individual
explicit) economic knowledge about the functioning of the money market or objectified (collective, explicit) technical
knowledge etc. (Figurska, 2014, p. 42).

Assessment of the state of economic knowledge – results of the research
The article presents own research on economic knowledge The research area of this article includes both
theoretical (literature studies) and empirical (conducted focused group interviews) analysis of the subject.
The application of appropriate scientific methods and procedures has allowed to define the concept of economic
knowledge and to identify its impact on economic decisions taken by young Poles from the generation Z.
The following methods were used in the research: analysis, synthesis, induction and deduction. The conclusion
for the conducted research has been the answer to the following research questions: What is the level of economic
knowledge of young Poles from the Z generation? and: Does economic knowledge determine economic decisions
of study participants?
Consequently, the following hypothesis was put forward: 1. economic knowledge determines the rationality
of economic decisions.
In qualitative research, focused group interviews (FGI) were conducted. In the framework of the discussion,
phenomena related to the issue of economic knowledge and its significance for the rationality of decision making
were analyzed.
Focused group interviews were conducted in October 2018 among young people studying in the first year
of economics (first group) and psychology (second group). The research covered subjects aged 19 to 20 years.
The first group consisted of 8 people (including 5 women), the second group consisted of 9 women.
Further considerations on economic knowledge entails defining this concept. Economic knowledge is
a specific type of knowledge which includes knowledge of basic economic concepts (e.g. money, inflation, demand,
etc.), understanding the relationship between these concepts, knowledge of current economic realities and the
ability to apply possessed knowledge in practice (see: Roland-Lévy, 2004; Zaleśkiewicz, 2011; Kołodziej, 2011).
At the beginning of the research, participants of the discussion were asked about the role of knowledge in human
life. In the group of future economists, participants of the discussion indicated that knowledge gives: greater awareness
of the world, better understanding of the world, as well as the possibility of discussing topics in which people could
not express their opinions if they did not have knowledge (in this case knowledge in a specific field was indicated). On
the other hand, in the group of future psychologists, the participants of the research defined the role of knowledge as:
the ability to understand a lot of issues, improved skills as well as protection before making mistakes. One of the
participants defined knowledge as a source of: economic development, progress and innovation.
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Then the respondents were asked if they think that knowledge they have is the source of their personal
development for them, and what kind of knowledge they value most. One participant in the discussion said that the
knowledge he acquires by learning, studying and working is a source of development for him. Another person said
that knowledge has always been important to her because acquiring knowledge shapes her personality, allows her
to have own views, and besides, it enables her to acquire a specific profession.
Another area of discussion referred to the sources from which participants of the study draw knowledge
(general, specialist, professional). Most of them pointed to the Internet as their main source of knowledge, followed
by traditional sources, such newspapers and books. When participants of the discussion were asked about
explanation, why they put the Internet in the first place among the sources of knowledge, they indicated its universal
availability. However, they were aware that the Internet is not always reliable source of information and knowledge.
Then, the respondents were asked about their understanding of a term “economic knowledge”. Future
psychologists said that it is knowledge about how the economy works, how economic processes take place, how to
rationally make economic decisions. In turn, representatives of future economists believed that it is the ability to use
this knowledge to solve economic problems and make the right economic decisions.
The respondents were also asked if they could list the sources from which they would gain economic
knowledge related to the functioning of a specific organization. In this case future economists turned out better in
the discussion, listing: company websites, conferences, bulletins, studies, reports and brochures, whereas a group
of future psychologists primarily listed reports and websites.
Another discussed issue was related to knowledge sharing. A third of people who took part in the discussion
in both groups indicated that information exchange between individuals is quite effective, while the others declared
cooperation in the group and the opportunity to knowledge sharing.
Next, participants of the research were asked to indicate barriers related to knowledge sharing at the university.
Respondents’ answers are presented in Table 1.

Table 1. Barriers related to knowledge sharing (ranked according to the degree of importance)
Specification
1. A society that promotes the knowledge of an individual, not a group
2. University culture that promotes individual knowledge, not teamwork and knowledge sharing in groups
3. Ignorance about a specific topic
4. Lack of time to transfer knowledge to others
5. Lack of knowledge searching skills

Source: own study based on the research.

Then the participants of the research were asked if they were interested in new knowledge about the latest
economic trends. In response to this question, the three representatives of future psychologists stated that they did
not have economic knowledge at all and showed no interest in current economic knowledge. Four people studying
psychology and two people studying economics declared having some knowledge on the subject, but they believed
that it did not concern their profile of studies, or they considered that at the moment they are just developing their
interests in this field. The three future economists said “I know and I am interested in new knowledge about the
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latest economic trends”, while the remaining group of people participating in the discussion replied that they know
and use all new economic information.
Then, the level of economic knowledge of the study participants was examined. According to the authors, the
obtained results are at a satisfactory level. When subjectively assessing a level of their own knowledge on various
economic issues, the respondents gave positive answers many times. Detailed results are presented in Figure 2.

Central bank tasks
Entrepreneurship, running your own business

I dont know – psychologist

Monetary policy issues
The inflation mechanism

No – psychologist

Investing, using investment instruments
Functioning of financial institutions (so-called parabanks)

Yes – psychologist

Market economy
Zone and currency of the euro
Taxes, tax systems

I dont know – economist

Saving, using deposits and savings accounts
Insurance

No – economist

The use of credits and loans
Non-cash payments, electronic money
Pensions

Yes – economist

Managing the household budget
0

5

10

Figure 2. How would you rate the level of your economic knowledge and skills related to specific economic issues?
Source: own study based on research.

A more detailed analysis of the distribution of these responses was then made in relation to the answers given
to other questions. Therefore, the last criterion that has been taken into account is the concrete state of knowledge
in the field of defining economic concepts. The respondents were asked to give definitions of following terms: loan,
deposit, tax, bank account, inflation, exchange rates and enterprise. The distribution of responses showed that most
of terms mentioned above were understood by the research participants. The problem appeared when interpreting
such issues as: investing, using investment instruments, the inflation mechanism, monetary policy issues, central
bank tasks.
Summing up the results of the research, it is worth noting that the participants of the research in their first
year at the university, regardless of the field of study, showed a satisfactory level of economic knowledge. This is
a satisfying result and at the same time interesting from the point of view of economic development.

Conclusions
Economic knowledge as a research category is insufficiently examined, both theoretically and empirically.
This concept is rarely studied, thus it inspires researchers to identify further scientific areas and to contribute
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to the development of this issue. The analyses presented in the subject literature, refer to quantitative as well
as qualitative research. Although the latter are rarely carried out, their application may enhance the empirical
knowledge obtained thanks to analytical studies. This was also done in this study, in which focus group interviews
were used. The conclusions obtained in both research groups allowed to achieve the assumed goal, which was to
know the current state of economic knowledge and its importance in the process of making decisions. The analysis
of the state of economic knowledge made it possible to conclude that the level of this knowledge among the young
generation of Poles is satisfactory.
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Abstr act

The speed and unpredictability of changes occurring in the environment in which the enterprise operates, influence on the company and they must constantly change. Decisions made by managers have to be thought out
and implemented in the right way. Helpful in adopting to these changes are the concepts of business management that support the activity. The number of concepts that entrepreneurs can use is very large. In the literature
on the subject, many authors are describing each of them. The article focuses only on a few selected methods
and is aimed to present the opinions of the entrepreneurs themselves. It allows to answer for example the question of which methods the surveyed enterprises use most often and which features of concepts have the most
important meaning for entrepreneurs.

Introduction
Contemporary science of organization and management proposes different concepts and management
methods that should be seen as supporting the organization’s adaptive and/or anticipatory processes in relation to
the changing environment (Czermiński et al., 2001, p. 500).
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Contemporary management concepts have certain common features, which include an orientation on reducing
costs, increasing flexibility, developing relationships with clients, strengthening the competitive position. Managers
must demonstrate not only the knowledge of different concepts, but also take an uneasy decision regarding the
most suitable choice for a given company. This requires a thorough analysis, because the use of a specific concept
can be a source of success or a failure of the company.
This article is an attempt to look closely at selected concepts and show the opinion of entrepreneurs.
The research methods used to write an article are an analysis of the subject literature and own research carried out
among small, medium and large enterprises.

Literature review
The number of concepts that managers can use is very large, they differ, among others, in terms of: nature,
level of generality, complexity, ease of implementation, scope and pace of impact. Verified in business practice,
concepts can become popular or become material for further improvement, concretization or integration with other,
already proven tools and orientations (Lichtarski, 1999a, p. 254).
Due to the large number of concepts and methods described in the literature, only the most commonly used by
entrepreneurs will be presented: outsourcing, controlling, CRM, benchmarking, lean management, TQM and BPR.
First concept, outsourcing, is defined as a venture of separating selected functions from the organizational
structure and transfer them to other entities, outside the company (Trocki, 2001, p. 13). Other definition defines the
concept as a two-elements, the first is to transfer a specific area to an external supplier, the second concerns longterm cooperation with an external enterprise (Kopczyński, 2010, p. 47).
This method enables the company to focus on key activities, and the rest to entrust to external entities.
The following goals are distinguished by outsourcing (Gay, Essinger, 2002, pp. 16–17):
–– reducing costs and controlling them,
–– focusing on the core business of the company,
–– acquiring new resources,
–– distribution of operational risk,
–– dealing with activities that were difficult or impossible for the company to control.
Second concept is controlling, which does not have a uniform definition, due to the application of the concept
by enterprises with different organizational structures, as well as financial situation. The biggest influence on the
concept had the American and German authors. According to American authors, controlling monitor the current
results of the company and compare them with the objectives, as well as forecasting. On the other hand German
authors define controlling as a comprehensive process, covering all the instruments that serve the management
and control of the company’s finances. For the purposes of this article, we will define controlling as an organization’s
control system, outcome oriented and implemented through planning, controlling and management (Koźmiński,
Piotrowski, 2004, p. 221).
Customer Relationship Management (CRM) is a business strategy based on building customer loyalty towards
an enterprise by developing mutually beneficial relationships (Deszczyński, Deszczyński, 2004, p. 173). S. Cook
defines it as a strategic process of identifying the desired values of segments, micro-segments and individual clients
on the basis of an integrated program of maximizing values for the client and organization by achieving the goal
of gaining and retaining the client and increasing the profit of the enterprise (Cook, 2002).
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CRM assumes that it is more profitable to keep existing customers than to acquire new ones. That is why
customer orientation should be a key element of the company’s strategy.
The main goal of the next concept which is benchmarking, is to constantly compare the processes, models,
products and services used with their counterparts in the market leaders. This allows company to improve and bring
the company to a leadership position. The definition of the American Center of Productivity and Quality (APQC)
says that benchmarking is a process of comparing your organization with the practice of functioning and results
of the best organization in the world, and then use the acquired patterns in your organization (Kisperska-Moroń,
2002). Other authors define the concept as:
a) seeking information on the most effective practices in the environment (Michalski, 2003, p. 170);
b) method of improving the organization (Mikuła, Ziębicki, 2001, p. 33);
c) the method of improving the company by imitating the best in the industry (Adamska, 2004, p. 57);
d) the method of comparing your own business solutions with model enterprises, improve your organization
by learning from others and modeling on proven and effective solutions (Zakrzewska-Bielawska, 2012,
p. 117).
In the literature, lean management, is defined in various ways. Some of the definitions emphasize the removal
of losses and waste in the enterprise, for example according to J. Lichtarski the basic message of lean management
is to remove excessive ballast, avoid all waste and achieve rationality in all areas of the company. It is a kind
of philosophy of cool calculation, simplicity and savings (Lichtarski, 1999b, p. 16). Other definitions highlight the
tools and techniques that are used. D. Mann defines lean management as a concept of covering discipline, everyday
practices and tools necessary to create and maintain a continuous and intensive focus on processes (Mann, 2005,
p. 5).
There are five most important principles of lean management (Hines, 2003, p. 8):
1. An indication of which activities bring value from the client’s point of view.
2. Identifying activities along the value chain that are necessary to produce a product or service.
3. Development of a new value chain, without wastage in the form of disruptions, downtime, etc.
4. Respond to customer needs.
5. The removal of identified causes of waste, thanks to which the company strives for perfection.
In summary, lean management is a low-cost management that focuses on removing waste and increasing
value-added activities. The company can do this by simplifying internal structures and procedures or applying
appropriate techniques (Womack, Jones, Ross, 2001, p. 10).
Next concept, TQM is a method of comprehensive quality management, which is a philosophy focused
on obtaining the highest possible quality in all processes and activities (Zakrzewska-Bielawska, 2012, p. 137).
The use of TQM aims to achieve the following benefits for the company: increasing the company’s credibility and
increasing customer confidence, increasing sales, lowering costs, increase of employees’ trust in the organization’s
management system.
The concept is based on the following principles (Zymonik, Zymonik 1994, p. 7):
1. Managing the company so that the customer is fully satisfied.
2. A strategic and systematic approach to continuous improvement of quality.
3. Every employee should have his client and internal supplier.
4. The main source of quality improvement is the creative work and deep knowledge gained through training.
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5. Creative work requires knowledge of methods and techniques of quality improvement.
6. An enterprise should be treated as a set of processes identified, analyzed and measured for improvement.
7. Actions should eliminate errors and the causes of defects should be systematically analyzed.
8. The concept should be supported by quality systems.
The message of the TQM concept is the statement that the quality of products is a derivative of the quality
of its management system (including the quality of planning, organizing, motivating and controlling).
The last analyze concept is BPR (Business Process Reengineering). According to M. Hammer and J. Champy,
creators of the concept, it is fundamental rethinking and radical redesign of processes in the company, leading to
dramatic improvement in results achieved (such as costs, quality, service, speed) (Hammer, Champy 1996, p. 46).
They also distinguish three types of organizations applying the concept, which include enterprises:
–– struggling with serious problems, e.g. financial problems,
–– threatened by big difficulties, e.g. after changing trends,
–– having ambitious and aggressive management, ignoring noticeable problems.
A. Zakrzewska-Bielawska (2012, p. 118) mentions several characteristic features of the business process
reengineering, which are:
a) fundamental rethinking of the company’s organizational system from scratch;
b) radical redesign of the organization, at the strategic level, management system and organizational structure;
c) significant improvement in the results achieved, affecting the quantitative results of operations;
d) processes are considered a key dimension of the company’s operations.

Method
The research were conducted using the CAWI method (Computer-Assisted Web Interview) among the
138 small, medium and large enterprises. The research was addressed to various enterprises in Poland and was
carried out from May to August 2018. Entrepreneurs were asked five questions closed. Answers to the questions
allow to gathering entrepreneurs’ opinions on contemporary management concepts. In the research took part 54%
medium-sized enterprises, 26% of large enterprises and 20% of small enterprises.

Results
Supplementing the theoretical considerations on selected concepts of business management is the
presentation of the results of an online survey carried out in the period from May to August 2018 on a sample of 138
small, medium and large enterprises. Among the objectives of the study, it was indicated to answer the following
questions:
1. Did you used concept of business management in your company?
2. What was the main advantage of choosen concept?
3. What was the main disadvantage of choosen concept?
4. What is, in your opinion, effectiveness of the selected methods?
5. Which concept, in your opinion, is the easiest and which is the most difficult?
On the first question, all entities indicated that they used in their operations a minimum one management
concept. The most recommendations were received by controlling (42%) and TQM (38%), the next two methods were
outsourcing and CRM (around 30%). The enterprises rarely used the concept of Business Process Reengineering,
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only 6% of indications. Research has shown that the number of concepts used by the company increases with the
size of the enterprise. The percentage share of answers to the question is presented in Figure 1.

TQM
Business process reengineering
Outsourcing
Lean management
CRM
Controlling
Benchmarking
0%

10%

20%

30%

40%

50%

Figure 1. The use of individual management concepts in the operations of the surveyed enterprises
Source: own research.

The surveyed group of entrepreneurs was also asked to indicate the main advantages and disadvantages
of the management concepts. Among the advantages were listed above all:
1. Raising your position on the market.
2. Improving the quality of products/services.
3. Reduction of operating costs.
4. Improvement of customer service.
5. Improvement of financial results.
Among the answer appear also: shortening the time of completing tasks, improvement of the personnel
management process, increasing the satisfaction of owners or shareholders, concentration of activities on the most
valuable clients.
And among the disadvantages, most often appeared:
1. Resistance of employees against changes that forces the concept.
2. Large implementation costs.
3. Too little knowledge of employees about the concept.
4. Short implementation time.
5. Cost-absorption.
Among the answer appear also: difficulties with adapting motivating systems to the concept, problems with
adjusting employee evaluation systems, the qualifications of the employees involved in the implementation are too
low, no funds for employing external experts, resistance of trade unions.
In the question about the effectiveness of the concepts, entrepreneurs could give a mark from 1 to 10, where
1 was the most negative and 10 the most positive. The results of the research showed that the assessments
of individual concepts differ only slightly. The best were the effectiveness of the re-engineering (8.0), followed
by benchmarking and lean management (7.6), CRM (7.5), controlling (7.3), and the worst outsourcing and TQM
(about 6.7). However, despite the best assessment of the effectiveness of re-engineering, in the last question
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this concept was rated as the most difficult of all analyzed. Second difficult concept by the companies was TQM.
The easiest concepts in opinion of entrepreneurs were outsourcing and benchmarking. Other concepts were
considered to be moderately difficult.

Limitations
Due to the limited volume of the article, it covers only a few selected concepts discussed in the literature.

Conclusions
Research among entrepreneurs has shown that the most important for them is maintaining the best position on
the market, while distinguishing themselves by high quality and service level, without incurring high costs. However,
there is a discrepancy between the concepts most commonly used and those best evaluated by entrepreneurs. This
is due to the experience and limitations in the resources held by entrepreneurs, especially financial and personal
resources. For example, re-engineering requires large implementation costs, hence not all enterprises are able to
implement it, and often decide on a cheaper concept.
It is important that enterprises implement measures to eliminate the disadvantages of the chosen concepts.
Crucial, among other things, is to train employees and strengthen positive attitudes towards changes that can
occur. Attitudes should be grounded not only among management, but also among all employees. This requires
an appropriate approach and awareness of the benefits of a particular concept for employees. It can also help to
reduce stress among employees, that so effectively discourage them. Only the concept accepted and implemented
at all levels of the company will bring the desired effect.
In addition, it is important for the literature to include items comparing different management concepts, as well
as citing experiences and opinions of other entrepreneurs. This will help decision-makers in the enterprise to find
the right method or concept of management easier and more accurately.
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Abstr act

The aim of the article is a presentation of the key elements of business intelligence concept and BI systems.
The first part of the article contains an overview of the definitions related to Business Intelligence components
such as: BI objectives, development and innovation of IT concepts for BI software, maturity models systems
and main BI features. The second part of the paper contains a description of understanding the way in which
data is stored, in order to build a data model that can be subjected to multidimensional analysis. In the end, the
article presents analytics and business intelligence trends for next years, that firms should be aware of to build
their competitive advantage.

Introduction
In a dynamically changing reality, the right approach to business analytics, and in particular to Business
Intelligence systems, can be a leading source of competitive advantage. Enterprises have the opportunity to use
many sources of information to build a specific digital transformation and redefine the needs and expectations
of customers. In order to achieve the business and social goal sets, leaders and data analysts must create an
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innovative data-driven culture focused on new analytical solutions. For companies that have not yet implemented
BI into their operational strategy, the final time is coming to catch up. Otherwise, the gap between enterprises using
innovative tools and those that do not use sophisticated analysis methods will dramatically increase and eventually
lead to the disappearance of the latter from the market.

The key elements of Business Intelligence
There are many definitions of the concept of Business Intelligence (BI). Usually they refer to software used to
collect and analyze the data or knowledge management in the enterprise. The idea of BI was introduced in 1989,
and defined as “a set of concepts and methodologies designed to improve business decision-making by using fact-based systems” (Hashmi, 2006, p. 6).

OLAP

CRM
Kowledge
management

DB minning

Geografic
information
system

DSS

Data mining

BI

Visualisation

Figure 1. Main components of Business Intelligence systems1
Source: own elaboration.

Another definition says that Business Intelligence is “the capability of the organization or company to
explain, plan, predict, solve problems, think in an abstract way, understand, invent, and learn in order to increase
organizational knowledge, provide information to the decision process, enable effective actions, and support
establishing and achieving business goals” (Wells, 2008). The next definition indicates the technological aspect
of business intelligence: “BI technologies provide historical, current, and predictive views of business operations.
Common functions of business intelligence technologies are reporting, online analytical processing, analytics, data
mining, business performance management, benchmarking, text mining, and predictive analytics” (Cebotarean,
Titu, 2015, p. 23), and “BI tool is the ability to collect data from heterogeneous source, to possess advance analytical
methods, and the ability to support multi users demands” (Ranjan, 2009, pp. 13–17). Regardless of the accepted
way of defining BI concepts, it can be assumed that it consists of four key factors:
1
Business Intelligence tools and technologies include query and reporting, OLAP (online analytical processing), data mining and
advanced analytics, end-user tools for ad hoc query and analysis, and dashboards for performance monitoring.

306

European Journal of Service Management

A development of Business Intelligence Systems
–– data gathering,
–– data storage,
–– knowledge management,
–– analysis of complex information for decision maker.
The above statement reminds the definition of decision support systems (DSS), which seems to be understood,
because the BI systems are data-driven DSSs. It can be accepted, that BI systems are the result of the development
and innovation of other IT concepts over the years. Figure 1 shows the main components of the BI systems.

Methodology of business intelligence
“Every organization has a number of informational systems that contributes to its good ongoing daily activities.
Though it’s about an informatics system for client management, sales, payments, or human resources, all these
are managing the daily process transactions, and are being designed for that purpose” (Nedelcu, 2015, pp. 34–
36). From that point of view the main task for Business Intelligence system is to transform chaotic information to
valuable data; the input stage (adding data) and output stage (reporting data). The transformation is defined as
a set of specific actions, which are performed on information. The input stage is characterized by the following
actions: extracting, cleaning, modeling, transferring, loading. While the most commonly performed actions in the
output stage are: querying, reporting, analyzing, mining, visualizing. These actions are designed to achieve the
desired effects, which should improve business performance. In other words, “the business intelligence value chain
represents a “from DATA To PROFIT” approach and is recommended to ground any performance management
program” (Muntean, 2012, pp. 56–57. Table 1 shows main techniques which are used in BI systems.

Table 1. Main techniques in business intelligence
Technique

Description

Predictive modeling

Predict value for a specific data item attribute

Characterization and descriptive data mining

Data distribution, dispersion and exception

Association, correlation, causality analysis (Link Analysis)

Identify relationships between attributes

Classification

Determine to which class a data item belongs

Clustering and outlier analysis

Partition a set into classes, whereby items with similar characteristics are grouped
together

Temporal and sequential patterns analysis

Trend and deviation, sequential patterns, periodicity

OLAP (OnLine Analytical Processing)

OLAP tools enable users to analyze different dimensions of multidimensional data.
For example, it provides time series and trend analysis views.

Model Visualization

Charts, plots, histograms, and other visual means

Making discovered knowledge easily understood using
Exploratory Data Analysis (EDA)

Explores a data set without a strong dependence on assumptions or models; goal is
to identify patterns in an exploratory manner

Source: Ranjan (2009), pp. 13–17.

In 2018, Wisdom of Crowds® Business Intelligence Market Study2 pointed main BI objectives: better decision
making, improved operational efficiency/cost savings, growth in revenues, increased competitive advantage,
enhanced customer service and compliance/risk management. Figure 2 characterized the level of importance for
2

The Wisdom of Crowds BI Market Study is the annual research agenda, providing in-depth portrait of the state of the BI market.
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six main objectives. The priority of these rankings is unchanged over time. Less than 10 percent of the respondents
consider any of the offered BI objectives “unimportant.”

Compliance/rrisk management
Enhanced customer service
Increased competitive advantage
Growth in revenues
Improved operational efficency/cost savings
Better decision-making
0%
Critical

Very Important

Important

20%

40%

60%

Somewhat important

80%

100%

Unimportant

Figure 2. Business Intelligence objectives
Source: Dresner Advisor Services.

Another element of business intelligence systems that need to be comprehended, is related to the maturity
model of the enterprise. If a company wants to raise the level of its efficiency and achieve a competitive advantage
in the market, the way the business is done needs to be changed. In other words, the maturity model for Business
Intelligence helps organizations understand where they are and how they can improve. There are several maturity
models that can be used. The most common and most widely recognized models are:
Gartner’s Maturity Model for Business Intelligence, that recognizes five levels of maturity: unaware, tactical,
focused, strategic, and pervasive. The assessment includes three key areas: people, processes, and metrics and
technology (Hostmann, 2006).
AMR Research’s Business Intelligence/Performance Management Maturity Model, that has four-level
framework: Level 1: Reacting – where have we been?; Level 2: Anticipating – where are we now?; Level 3:
Collaborating – where are we going?; Level 4: Orchestrating – are we all on the same page? (Hagerty, 2006).
TDWI’s Business Intelligence Maturity Model, which focuses mainly on the technical aspect for maturity
assessment. Maturity is being evaluated through eight key areas: Scope, Sponsorship, Funding, Value, Architecture,
Data, Development and Delivery. Each of the eight aspects is graded with the following five grade scale: Infant,
Child, Teenager, Adult, and Sage (Eckerson, 2007).
The maturity model is valuable since it can be used to estimate which areas of the enterprise need special
attention. The model shows spaces, which otherwise could be neglected. Companies, which want to get an
evaluation of business intelligence maturity should use one of the recognized models offering evaluation and
comparison to other ventures in the market. It can therefore be presumed that the maturity models are designed to
select the direction of the development of BI systems in the enterprise, or to get solutions for the following issues:
–– Analyzing the current enterprise situation,
–– Management of the business performance,
–– Business scheduling and financing,
–– Controlling and reporting.
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In conclusion, Business Intelligence is a professional combination of tools, software and expert knowledge
that can be used to create dynamic data visualizations, to provide access to current, complete and consistent
information about the enterprise.

Data model as the basis for business analyzes
Typical BI tools work, so that all the information flowing through the company are collected, processed and
then made available in the form of interactive charts and graphs, which makes the analysis fast and intuitive. Thanks
to the latest solutions, Business Intelligence software no longer requires technical or IT knowledge, but requires
expert knowledge in the field of modeling and data management. The most important element of this knowledge
seems to be understanding the relational data model, that is, the logical structure of the links between the collected
information. A modern business analyst, who wants to build a competitive position of his company, must understand
the way in which data is stored, in order to build a data model that can be subjected to multidimensional analysis.
In particular, this knowledge should be based on:
–– recognition of business data sources in the enterprise and beyond,
–– distinguishing between data types,
–– data cleaning and transformation activities,
–– data normalization and data storage in tables,
–– creating relations between tables (data model),
–– clear definitions and validation of the measures and dimensions,
–– data visualization (dashboards) for quick and easy interpretation.
The above skills indicate a comprehensive approach to modeling and data analysis. Depending on the role
of the analyst in the company, knowledge of specific areas must be deepened. In large corporations, the business
intelligence process is defined in detail and assigned to specific teams responsible for particular part of the operation:
loading data, data cleaning and transformation, building a data model, calculating measures and dimensions,
visualization and interpretation. In small and medium-sized enterprises, where the volume of information and the
complexity of processes is not so complicated, some of these areas can be combined and assigned to a particular
analyst. Regardless of the size of the enterprise, the use of BI systems is always associated with three stages:
1. Preparation of good quality data.
2. Development of good quality analysis.
3. Construction of easy-to-interpret reports.
It can therefore be assumed that the main goal of BI system is company development based on optimization
of business analysis, in order to increase sales opportunities, market analysis, customer segmentation, etc. Analysts
who combine the benefits of a relational database, multidimensional data models and real-time data will be able to
identify growth capacities, evaluate supply and demand, calculate the profitability of the product and determine firm
position in the market.
Another important aspect of using BI systems is solving urgent problems. Business Intelligence offer ad
hoc reporting that allows analysts to enter, apply and understand data in a very short time. Thanks to the intuitive
interface, these solutions enable to locate and extract critical data from particular set and generate reports on the
fly. This alone saves time from undemanding looking through information in the various databases.
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The most commonly used reporting solutions in BI systems are the dashboards and score cards that show the
overall performance of the company. Data can be modified to adapt to key performance indicators (KPI’s) and realtime reports. Thanks to the dashboards, analysts can plan business condition in the range of threshold values. If the
minimum or maximum tolerance level within the range is reached, automatic notifications are taking place. In the
meantime, one can configure scorecards to provide intermittent pictures of company progress against its goals.
More sophisticated BI software can also be equipped with predictive analytics and forecasting functions that
calculate the future outcomes. These tools use specific patterns (resulting from explicit cycles and historical data) to
generate the necessary forecasts. The possibilities of predicting results of certain events and incidents mean, that
the enterprise obtains the necessary level of flexibility, which can be a key factor in gaining a competitive advantage
on the market.
Therefore, it can be pointed out that one of the main trends in improving business analytics is the development
of the BI systems. This is in line with recent research on this industry. IDC predicted that Business Intelligence
will grow to $187 billion global market in 2019, which is an impressive 50% raise from 2015. Undoubtedly, more
enterprises today appreciate the benefits of BI solutions across the company and overall business effectiveness
(IDC, 2018).

Conclusions
At the end, one should indicate solutions in which BI systems will be equipped in the near future. The most
important of them is artificial intelligence, usually using advanced neural networks, serving the detection of anomalies
and repeating patterns in the context of historical data. As the demand for real-time data increases, and innovative
solutions bring a lot of new information (eg. Internet of Things), the necessity to minimize the time needed to
conduct the analysis must be met. An important element of the development of Bi systems is also Natural Language
Processing or computational linguistics. This is part of the artificial intelligence that is responsible for the processing
and understanding of human speech by the computer. The improved forms of this tool will not only change the
interface of the BI software and the way of interaction between the analyst and the computer, but also the whole
approach to the problems of business analysis and business conduct. According to Gartner, in the next two years,
40% of tasks performed on data will be automated, which will reduce the barrier of using BI systems for less
experienced users (Gartner, 2017).
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Abstr act

The legislator gave to the building constructor the possibility to choose a legal form of garage in condominium.
This decision brings important consequences for a potential buyer of garage. It refers to selling this garage
separately and the manner of management of it. The main subject of this article is the presentation of varies
legal forms of a garage under the Polish law and legal consequences, which are connected with the choice each
of these form. The main goal of this paper is pointing out the differences in management of garages because
of their forms. A specific goal is an explanation, which form of garage may be managed by the community
of owners, but which of them, shall be managed by owners themselves. In last section of this paper, there is
a legal analysis of the case-law. One of judgment state that a housing community may “take over” management
of a garage, which is an separate premises co-owned only by some owners of residential premises. It is contentious, so in last point of this paper is explained, why a housing community cannot “take over” management
of a such garage.

Introduction
In Polish law, there is a freedom for the developer to create the structure of condominium. He decides about
the structure of common property, especially he can construct garages in varies legal form. According to the Act
on Ownership of Premises (called later: AOP) four legal forms of garages should be distinguished (Gniewek, 2008,
p. 16). Firstly, a garage may be a separate commercial premises belonging to one owner (art. 2 (1) AOP). Secondly,
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a garage may be a separate commercial premises covered by co-ownership, in which each of co-owners has
a defined fraction and is entitled to exclusive use of allocated parking space on the basis of the division of qouad
usum (art. 198 of the Civil Code, called later: CC, in relation to art. 2 (1) AOP). Thirdly, a garage may have the status
of a room belonging to an separate dwelling (art. 2 (4) AOP). Fourthly, a garage may be part of a common property,
in which it has been allocated the right for exclusive use by one of owners (art. 3 (2) AOP).
The main goal of this paper is pointing out, which rules as to selling and as to management, shall be applied
as to each form of garage.
Out of four legal form of garage, two of them, there are no possibility to sale of a garage without a simultaneous
sale of a dwelling premises with which, it is connected. As to rules of management of garages, the most problems
concern how to manage a garage being a separate premises, which is the object of co-ownership belonging only
to some owners of apartments. For these object shall be distinguished, firstly, “an internal management”, which
is covers issues inside the garage space, secondly, “an external management”, which covers issues relating the
common property.

Common property and neighboring properties
When explaining issues relating the legal status of a garage, the first distinction must be made regarding
to their location. They are either within or outside the common property (as a neighboring property). As it was
mentioned before, there are four legal forms of garages. One of them is located in a common property, but others
are outside it (they are neighboring properties). Before I go to the details of this issue, it is necessary to present the
general structure of a common property and its neighborhood. The common property is a land and part of building
after the apartments have been separated. The criterion of identification for common property is a record in Land
and Mortgage Register. (Drozd, 1994, p. 36). As to a scope of this property, a legal presumption can be made that
a part of a common property is, what has not been clearly included to a separate ownership of premises (Szymczak,
2010, s. 63). Despite the literal wording of art. 3 (2) AOP, the common property includes its parts covered by the
quoad usum division (Watrakiewicz, 2002, p. 643).
As far as the neighboring properties to the common property are concerned, they are land properties, which
are adjacent to it, and its “internal neighboring properties”, which are located inside a building. The common
property is adjacent to separate dwellings and premises for other purposes, both horizontally and vertically. In the
first case, when the common property (as a land property) neighbors other land properties, problems will arise,
when the ownership status, especially the structure of shares in the co-ownership of the neighboring property
is similar (but not identical!) to the ownership structure of shares in the common property. In practice the most
problems appear in a case, when some owners of the premises (but not all) are co-owners of the land adjacent to
the common property. However, the legal classification is clear, if there is no identical structure of share, it precludes
the taking this property for common management by housing community. It was stated in the resolution of the High
Court of 20.11.2009, III CZP 95/09. As to the “internal” neighboring with other apartments, the situation looks clear,
because in accordance with art. 2 (5) AOP these apartments with the belonging rooms shall be marked on the map
of the building.
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Garage as part of a common property
In this point, I will consider the first case, in which, a garage is situated on common property and one of coowner has the right for exclusive use of it. If developer decides to locate garage on common property, it may be in
the open space or inside a building. The parking areas located on the ground (in open space) should always have
such a legal status. However, when it comes to setting a such form of garage inside a building, it is optional. These
forms may occur in the geodetic-architectural sense as a marked place on the ground surface (in the open space)
or inside the building, a place separated by lines on the floor or fences (boxes).
When the garage is located on common property, in this case, the garage (parking space) belongs to all coowners of the according to the their shares in the common property, but one of co-owners has an right to exclusive use.
The structure of share in co-ownership of the common real estate does not change, however the only one co-owner
uses a parking space or box located on the ground or in a building on the basis of the right to exclusive use of it.
The garage as the right to exclusive use of part of the common property arises on the basis of agreement
of all co-owners. This contract is called an agreement on setting out the new way of use of common thing (it is
called: the division qouad usum). In the doctrine, there is a view that the consent of all co-owners is necessary
for its conclusion (Warciński, 2011, p. 36; Rudnicki, 2006, p. 267; Ignatowicz, 1972, p. 528; Biernat, 2007, p. 603).
This contract does not require any special form, and the written form should be for evidence purposes only. On its
basis no property right arises, but it is, in the legal sense, a new way of organizing the rules of using common real
estate (Gniewek, 2013, p. 603). This contract should be concluded between all co-owners, because on its power
the right-holder obtains the right to exclusive use of this part of the common real estate, and other co-owners are
obliged not to use it. If the contract has been concluded for an indefinite period, it may be terminated in accordance
with the general rules for terminating contracts for continuous service (Warciński, 2011, p. 46). The owners of the
premises who signed it are bound by the provisions of such an agreement. However, a new purchaser of premises
not being a party to this agreement, is not bound by it, unless the conditions referred to in art. 221 CC. are applied.
For this reason, in order to extend the effectiveness of such an agreement with respect to new purchasers, who are
not parties to this contract, its provisions should be entered in the Land and Mortgage Register (art. 16 (2) point 3
Act of Land Register).
The contrary view to this one, which mentioned above, was presented by the High Court in the resolution
of 19.07.2007, III CZP 59/07. The Court stated that one of the co-owner may use the common parts of the building in
the more intensive scope than his or her share, on basis of an agreement concluded by him or her with the housing
community.
Other issue referring to legal form of a garage is the conveyance of this right. The owner has the main right,
which is the separate ownership of the premises and a share in common property with exclusive right for usage.
Therefore, he or she cannot dispose of it independently, but as a bundle of rights. Z. Radwański pointing out
art. 50 CC, confirms that rights belonging to property are considered to be part of this real property right. In other
words: they are “absorbed” by property and the need for their individualization disappears (1968, p. 95). The same
idea refers the right to exclusive use of parking space. This means that it is not possible to sell a only garage as the
right for exclusive use, without the residential premise (Weiss, 2018, p. 125).
The last point is the cost of maintaining this parking place or boxes being a part of common property. There is
no doubt that in the economic sense the co-owner entitled to an exclusive use derives full benefit from the exploitation
this part of the property allocated to him or her for usage. Other co-owners have the ban on using this part. However,
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according to art. 12 (2) AOP, costs of maintaining and real estate tax are imposed on all co-owners. The above
provision should be improved in such a way, that the holder of exclusive right is burdened with the higher payment.

Legal forms of garages located outside the common property
General remarks
In the previous point, it was described the legal form of the garage, which is a part of the common property.
In this point, I will deal with the legal structures of the garage located outside the ownership structure of the common
property ( it is a garage as an adjacent property). These legal constructions are: a garage as a room belonging
to a dwelling premises (1) and a garage as a separate commercial premises for another purpose (2). There are
significant differences between these model solutions mentioned in point 1 and point 2. As to point 2 there is no
possibility of selling right to garage without selling a main right.
As to point 2, it must be distinguished that this form has two sub-categories. It may be either the object
of ownership of one owner or the object of co-ownership, when each co-owner is entitled to this share in the coownership together with the right to exclusive use of a part of it, in particularly, a box or place (Drozd, 1994, p. 34).

Garage as a belonging room
One of the legal forms, in which a garage can be set out, is a room belonging to a dwelling premises (art. 2
(4) AOP). It is qualified as part of the residential premises. The belonging room is a space which may adhere to
the premises in a physical sense, but it is not necessary (Bończak-Kucharczyk, 2016, s. 26). It is also allowed that
it do not need to be directly adhered to apartment or it may be located within the real estate ground outside the
building (Watrakiewicz, 2002, p. 148 ). Its area is included to the total area of the apartment, on basis of which, the
share in the common property is established (art. 3 (3) AOP). When we concern the acquisition of this right, first
of all, we can distinguish a purchase from a first owner (a building constructor) and a purchase on the secondary
market. In first case, the developer has more freedom to add or not the belonging room to apartment, but he has to
reserve in advance “free” rooms, which will be jointed to apartments (Gniewek, 2008, p. 28). In second case, this
belonging room is an essential element of sale contract of residential apartment. It impossible to sell apartment
without it. As I mentioned above, selling the garage as belonging room to the premises is, as the principle,
impossible. The existing garage belonging to the apartment can be sold only together with the main objecte.
Although there is one exception for that, which consists in a dislocation of this room only between owners of separate
premises within one condominium (Strzelczyk, 2015, p. 78). It is made on the basis of an agreement between these
co-owners (Gniewek, 2008, p. 28). However, in this case, it is necessary to adjust the size of the shares of both owners
performing this legal act (Bończak-Kucharczyk, 2016, p. 49). The next exception of independent dislocation of garage
is detachment of a garage from the common property and including it as a room belonging to the premises. However,
such an operation requires the consent of all co-owners, because it decreases the content of the common property.

Garage as a separate commercial premises
General remarks
As far as the garage as the separate premises belonging to one owner is concerned, the rules for sale of them
are the same as for owners of residential premises (such a conclusion can be deduced from art. 4 (1) AOP, in
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which the legislator grants all owners equal rights and the duties, regardless of the purpose of the premises (see
one exception for that, which is stipulated in Art. 12 (3) AOP). As general rule is that the owner of the garage, may
transfer his ownership right in any time.
More legal complications appear when the garage is covered by a co-ownership. Each of its co-owners
has own share and right for exclusive use of a part of area or box in garage. However, when it comes to the rules
of transferring of such a right, comparing it to the first legal model, in which the owner has full ownership of the
premises, in the second case the co-owner can freely dispose his share (art. 198 CC). This results from the nature
of the co-ownership which is the ownership right “divided” into shares. On the one hand, we have a homogeneous
object of ownership, but on the other hand, each co-owner has own share with an exclusive right for use of a part
of the property. Management of the object covered by co-ownership takes place according to the Civil Code
(art. 195 CC). Additionally, each co-owners of garage has own share in common property (condominium), to which
The Act on Ownership of Premises is applied.
Therefore, it is necessary to distinguish the management activities undertaken by the co-owners regarding
the common real estate (“external” management) and the management activities related to the main object, which
is a garage (“internal” management).
“External” management of the garage as the premises with multi-parking places
As regards the external management, in accordance with art. 1a AOP, co-owners of premises has the same
right as the full owner of premises. It relates to co-owners of garage. Therefore, each co-owner of commercial
premises, is the holder of a fractional share in common property and he has all the duties and membership rights
in the housing community. In practice, this means that each of them has not only an independent property right
(share in co-ownership of the premises), but also corporate rights in the housing community, and therefore he or
she is a independent participant of managing process and he has own right to vote at the meetings of the owners.
The weight of vote for each of the co-owners, is calculated according to art. 3 (3a) AOP.
“Internal” management of premises constituting a multi-parking places
In the case, where premises for other purposes (including a garage) is covered by co-ownership,
the management of its space (inside) is based on the provisions of the Civil Code on fractional co-ownership
(art. 195 CC), but not on the provisions of the Act on Ownership of Premises. Therefore, the majority of its coowners, calculated according to the size of the share (art. 204 CC), is required to make decisions on ordinary
management matters (art. 201 CC). Day-by-day management activities may refer to making decisions regarding
current affairs (e.g. cleaning contracts, contract for maintenance services), whereas the contracts on major repairs
or incurring a big amount of loan for this activities, that exceed ordinary management matters require the consent
of all co-owners of the garage (art. 199 CC).
Thus, the housing community doesn’t have any statutory competence to manage the separate ownership
of the garage. Such a conclusion results from the judgment of the High Court of 14 March 2013, I CSK 379/12, in
which the Court, dismissing the appeal by the housing community, explained that “the housing community cannot
claim damages regarding the subject of the separate ownership when only some co-owners may benefit from it.
So, a consequence of this judgment, is the conclusion that the housing community cannot take over this property
for management.
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Taking over management of garages by the housing community in case-law
It was mentioned above, that it is a disputable issue showing discrepancies in case law, whether it is possible
to take over by the housing community the management of a garage that is a separate premises belonging only
to some members of housing community. As an example I will present two opposite judgments. The first is the
judgment of the High Court of 11.05.2016, I CSK 415/15, in which the Court stated that the Housing Community
could not adopt a resolution containing a total calculation of maintenance costs of real estate located beyond
borders of common property. Thus, the High Court confirmed the general principle that a housing community has
no competence to manage a neighboring real estate.
A similar view was confirmed by High Court in the resolution from 21.12.2007, III CZP 65/07. In the justification
it was stated that “the legal provisions of the Act on the ownership of premises create legal grounds for assuming that
the ability of the housing community has been limited only to the rights and obligations related to the management
of common property. A similar view was in the judgment of 8.10.2008, V CSK 143/08 and resolution of 24.11.2006,
III CZP 97/06, (Biul SN 2006, no. 11). Court said that the scope of the legal capacity of the housing community
is limited to the acquisition of rights and occurring obligations related only to the management of the common
property. Other obligations cannot arise because they would go beyond the statutory scope of the community’s
legal capacity. In addition, the High Court in the judgment of 8.10.2008, V CSK 143/08, pointed out the essence
of the problem connected with art. 17 AOP, in which the responsibility of the housing community and its members
is limited to scope of debts arising from management of “common real estate”.
Unfortunately, the opposite view was shown in the judgment of the High Court of 26.06.2015, I CSK 312/14.
According to it, a housing community can also make decisions referring to real estate matters, which formally
doesn’t belong to it, but it is the subject of co-ownership of only few members of community (not all members).
The last judgment of the High Court is contentious. The housing community does not have statutory
competences to manage the neighboring property, since it is a real estate (land or separated ownership to premises),
which structure of shares in a co-ownership is not equal with the co-ownership structure of common property. Such
a property is “neighboring property”. Housing community, by adopting a resolution based on the majority of owners
(Art. 23 (2) AOP), breaches the provisions of the Act on Ownership of Premises. There is no a such activity in the
scope of its tasks pointed out in art. 22 (3) AOP. What is more, even if we agree with the High Court’s judgment,
than the effect of such a solution will be still unclear. In my opinion the resolution has only an internal effect. It can
only authorize the housing community to management of it, but there is no external result, which is taking over of the
management of the property. For effectiveness of a external result a conclusion of a contract between a housing
community and co-owners of a garage property is needed. This requirement comes out from art. 185 (2) Act on Real
Estate Management. According to it, a contract shall be concluded between a professional manager and an owner
of real property. In this case, the parties of such an agreement should be a housing community as a real estate
manager and co-owners of the garage (see judgment of 3.06.2015, I ACa 95/15 in Katowice).

Conclusions
The diversity of legal forms of garages makes difficult to interpret the rules of managing of garage. But
the conclusion comes out from this paper is that the housing community can only manage the garage, which
is situated on common property. The wrong practice is when the housing community is managing a real estate
(garage) belonging to other entities, when only some of them are also its members. This applies to garage that is
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a separate commercial premises covered by co-ownership. It cannot be accepted the legal construction of “taking
over to management” of neighboring real estate under the legal basis of taking resolution by the housing community
(majority of votes).
Then, the simplest solution is the contract between co-owners of a garage and a professional manager
of real properties. Entrusting the management directly to the professional manager without engaging the housing
community as an intermediate link, is a more clear way of management.
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Abstr act

One of the main problems of vocational education is to adapt school education to the changing needs of the
labour market. This article characterizes the current Polish system for training personnel for the needs of the
hospitality industry as well as presents employers’ expectations in that respect. The article constitutes the result
of literature studies and an analysis of available secondary data on the analysed issue.

Introduction
From the point of view of economics, the hospitality industry should be treated as a form of management in
the service sector. Services are the most dynamically developing sector of the economy globally as well as in the
European Union and in Poland. The service sector constitutes more than 70% of the gross domestic product in
the most economically developed countries. Economic activity in the hospitality service market has a great impact
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on that percentage. Even though it is extremely difficult to clearly estimate the share that the direct hospitality
economy has in the gross domestic product, the research shows that, depending on the measurement method, this
is between 3% and 6% in the case of the Polish economy (Report, 2016, p. 3).
Hospitality enterprises are service companies, i.e. ones in which the human factor plays a special role.
By bringing their experience, skills, abilities and own value systems, employees contribute to the development
of a specific organizational culture and climate, which shape the distinctiveness of the whole system that a hotel
enterprise is. In order for a hospitality enterprise to function efficiently in the market economy, it should not only
have adequate staff in terms of size, but also in terms of professional qualifications. Their level directly depends on
the education system.
The objective of this article is to characterize the current Polish system for training personnel for the needs
of the hospitality industry as well as presents employers’ expectations in that respect.
The article constitutes the result of literature studies and an analysis of available secondary data on the
analysed issue.

The concept of human capital in the theory of economics
In the theory of economics, capital is understood as “all previously produced resources that are used in the
production process” (Cyrson, 1997, p. 20). It can be divided into:
a) financial capital (money used for investments and current expenses of a company);
b) physical capital: capital goods, that is assets necessary for the production process (buildings, machinery
and devices, equipment, stocks of materials and semi-finished products);
c) human capital (acquired qualifications and productive capabilities of employees).
The essence of human capital is perceived differently, what results in multitude of concepts. Over the years,
the approach to the issue of skills, education, experience and human attitudes as a capital has evolved in line with
the development of the theories of economics. Although G.S. Becker and T.W. Schultz are considered to be the
creators of the human capital theory, the origins of this idea can be traced back much earlier. Even the Ancients
presented a positive approach to the division of labour and specialization that is reflected in the product quality.
For instance, Xenophon of Athens (c. 430–355 BC) shared this approach as he stated in his work on management
called Oeconomicus that “a highly-specialized craftsman will produce a better object than a regular producer”
(Stankiewicz, 1987, p. 46). Xenophon deliberated on the division of work in accordance with vocational qualifications
suggesting the relation between efficiency increase and skills a labourer had.
The economic thought was not a coherent scientific system during the times of the ancient and feudal
societies, and economic views were of a normative character that was subordinated to the ethical and moral system.
At the turn of the 16th and 17th centuries, new concepts emerged in the Western European countries that attributed
the quality of being able to create wealth to work. One of the first people who realized the importance of the
human in economic processes was W. Petty (1623–1687). He believed that the human factor is the basis for wealth
and economic progress (Petty, 1958, pp. 563–573). According to W. Petty, the people’s resources are renewable
and can be developed and not depleted as it is the case with natural factors. The capital in a person, including
their vocational qualifications, was for W. Petty one of the four factors – apart from land, labour, fixed assets and
materials – that create national wealth. Despite considering land and labour to be essential, he underlined that
people’s qualifications make that labour more efficient.
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The second half of the 18th century was a period of a dynamic economic growth on the British Isles. Against
this background, A. Smith’s (1723–1790) theory of economics was developed where one of the capital categories
was people’s skills. Simultaneously, A. Smith claimed that a person and its capital in the form of accumulated skills
should be treated separately. While skills are part of personal wealth, at the same time they are an element of the
wealth of a society to which a person belongs (Smith, 2013, pp. 40–41). By highlighting the similarity between
labourers’ qualifications and the properties of physical capital, A. Smith emphasized the need to invest in education.
He claimed that work efficiency is determined by work quality and this in turn depends on the education and skills
of a person.
J.B. Say (1767–1832) also referred to A. Smith’s views by seeing the benefits of the division of labour and
intangible benefits that labour may bring. According to J.B. Say, human capital is created through various forms
of education related to upbringing in a family, schooling, on-the-job training and acquiring skills. J.B. Say believed
that acquired knowledge is a capital of a given individual. Thus, he saw that the human capital in a person cannot
be transmitted. J.B. Say’s significant accomplishment was the concept of entrepreneur’s individuality (production
organizer) who is not to be confused with a capitalist as a capital owner. This way he emphasizes a special role of an
initiative, organizational talent and other personal traits that are essential to run an enterprise. He was also the first
to estimate the size of human capital through the value of future income(Say, 1960, p. 867).
J.S. Mill (1806–1873) presented similar deliberations on the importance of education in the production
process and economic growth. He distinguished two components of human capital: people’s resources and skills,
which he included in the national wealth and individual resources of a person. This way, although he separated
people’s personalities from their economic values, J.S Mill posited the determination of labourers’ value through
their knowledge and skills that define the level of qualifications (Mill, 1965, p. 605).
J.S. Mill put special emphasis on the surplus of supply on the labour market. He established groups of people
who had better and worse qualifications. By differentiating the qualifications labourers had, J.S. Mill defined their
level by the time and cost of education. He also pointed out that the remuneration of people with better qualifications
should be higher than that of unqualified people by an amount that would cover the costs of studying, make up for
the losses caused by having lower remuneration during the time of education, including interests that a studying
person would gain if they had not had to pay for education. J.S. Mill highlighted that a precondition for labourers’
willingness to increase their qualifications is being paid more than less qualified people are throughout the whole
work period.
As stated above, representatives of different theories of economics have laid foundations for the human capital
category, but the development of a complete human capital concept can be dated no sooner than the 1960s. At that
time, human capital was introduced for good to economics as a production factor by T.W. Schultz and G.S. Becker.
For T.W. Schultz (1902–1998), human capital was people’s knowledge and skills and he emphasized the fact
that individuals consciously invest in themselves to improve the economic results they achieve and their own wealth.
This way he focused the attention on social and economic results of such investments by setting forth a thesis which
stated that a faster growth of national income in comparison with a growth of labour, land and physical capital input
is mainly connected with an increase of the level of education among working people (Schultz, 2014, p. 24). At the
same time, T.W. Schultz thought that each individual is equipped with a specific knowledge, skills and qualifications
that can be treated as production factors. According to his theory, the outlays made to increase the quality of the
human factor in production processes should be treated from a purely economic viewpoint, and more precisely

Vol. 28/1, 4/2018

323

Anna Tokarz-Kocik
as investment outlays. T.W. Schultz was the first to treat investment in people in such a way and distinguished
five groups of components that develop human capital: formal education, on-the-job training, health, educational
programmes for adults and migrations (Schultz, 1961, pp. 8–13).
Whereas G.S. Becker (1930–2014) analysed the issue of investment in education as well as related costs and
effects in reference to unemployment. He understood investment in human capital as allocation of resources that
impacts future real incomes. He classified basic kinds of such investment in the following manner (Becker, 1975,
p. 43):
–– expenditures on health care that increase the lifespan and raise health levels,
–– expenditures on education within the education system,
–– expenditures on vocational training and traineeship in enterprises,
–– expenditures connected with population migration in order to adapt to new employment conditions,
–– expenditures for acquiring vocational information,
–– expenditures on scientific research.
The founders of the theory of human capital used the fundaments of I. Fisher’s (1867–1947) theory of capital
which defines capital as the value of resources that have the property of providing services that exist at a given time,
whereas profit is the exchange of services at a given time (Fisher, 1927, p. 9). I. Fisher emphasized that all resources
can be treated as capital if they are used by a company. According to this view, the capital category can also include
human beings by treating their skills, knowledge and vital forces as a resource that is a source of services in the
form of future satisfaction or incomes.
It is worth noting that human capital undergoes the process of depreciation as some skills deteriorate when
the person becomes older and are forgotten if they are not used. One way to develop human capital is to have
practical experience as well as formal and informal education (Tokarz, 2008, pp. 61–69).

Vocational education system for the needs of the hospitality sector
The vocational education system encompasses all forms of vocational education and training focused on
a general goal, that is providing the participants of this process with necessary knowledge and skills essential for
efficient and effective performance of the trained occupation (Stalończyk, 2014).
The first link in the process of institutional preparation of staff for the needs of servicing hospitality movement
is schools specializing in hospitality. Educational establishments can be divided into:
a) basic vocational schools with programmes lasting between 2 and 3 years, which graduation grants
a diploma confirming vocational qualifications after passing an exam and allows further education in
supplementary general secondary schools or supplementary technical secondary schools;
b) 4-year general secondary schools which grant a marticulation certificate after passing a marticulation
examination;
c) 4-year specialized secondary schools with vocational education and training (in specific branches
of industry), which grant a marticulation certificate after passing a marticulation examination;
d) 5-year technical upper-secondary schools that grant a diploma confirming vocational qualifications after
passing an examination and a marticulation certificate after passing a marticulation examination;
e) 2-year general secondary schools and 3-year supplementary technical upper-secondary schools for basic
vocational school graduates;

324

European Journal of Service Management

The role of the education system in the development of human capital in the hospitality industry in Poland
f) post-secondary non-tertiary schools with programmes lasting up to 2.5 years that enable students who
have completed secondary education to obtain a diploma confirming vocational qualifications after passing
an examination.
In 2016, there were 2,053 upper-secondary schools specializing in hospitality (including 631 technical uppersecondary schools, 86 supplementary technical upper-secondary schools, 141 post-secondary non-tertiary schools
and 1,195 basic vocational schools) in Poland (Report, 2016a, p. 195).
Basic vocational schools mostly educate cooks and waiters. Even though the programme, in quite significant
part, consists of traineeship and practical training, the level of preparation to work is minimal and at best allows the
students to perform tasks under the supervision of a more qualified specialist (Tokarz-Kocik, 2017, pp. 128–130).
The next level of education for the needs of hospitality are post-secondary schools, including post-secondary
non-tertiary schools that train ‘hotel service technician’, ‘hospitality service technician’ and both of these occupations
simultaneously. They are run in vocational technical upper-secondary schools and their objective is to prepare
students to the same occupation as in the case of technical upper-secondary school graduates. Post-secondary
schools are mainly directed at general secondary school graduates who can obtain a diploma of a technician which
is an equivalent of a diploma obtained by technical upper-secondary graduates.
The subsequent level of education in hospitality-related occupations is higher education (bachelor, master and
doctoral programmes). Higher education programmes include, among other things, the following specializations:
hospitality and recreation, economics, management. It should be noted that only the hospitality and recreation
specialization grants a Master’s or Bachelor’s degree in hospitality and recreation. In other cases, the title depends
on the specialization of selected programmes. The objective of higher education is to prepare graduates to hold
managerial positions in hospitality enterprises. In 2016, 89 higher education institutions in Poland offered education
in hospitality and recreation (Report, 2016a, p. 217). The system of education for the needs of servicing hospitality
movement in Poland is quite extensive in terms of offered studies, specialisations, modes and types of schools.
The large number of schools results in many graduates. Their number is presented in Table 1.

Table 1. Number of graduates of upper-secondary schools and higher education institutions educating personnel
for the hospitality industry

Number of upper-secondary education graduates
Number of higher education graduates

2002

2006

2009

2016

10,641

15,777

35,269

35,697

6,808

9,309

13,365

11,355

Source: Report (2016a), p. 154.

As Table 1 shows, the number of graduates of upper-secondary schools increases regularly, whereas in terms
of graduates of higher education institutions, a decreasing trend can be observed: over 5 years (2009–2016), the
number fell by 2,000 people (–15%). It is mainly due to a drop in the birth rate.
Apart from institutional education, qualifications necessary for work in the hospitality industry can be also
obtained through specialist courses.
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Adapting the education system to the needs of the hospitality labour market
The hospitality industry generates many workplaces. In 2016, the number of people working in the tourism
industry in Poland was 519,400 what constituted almost 6% of workforce of the whole economy and the largest
group of workers, i.e. 34%, was employed in the hotel industry (Tourism Satellite Account, 2016, p. 36).
Vocational education and training is a field of universal education which development is determined by the
condition and needs of the national economy. Vocational schooling is responsible for the supply side of the labour
market. In a perfect model, supply should be absorbed by demand. In reality, there is usually no balance between
demand and supply (Yiu, Law, 2012, pp. 377–402; Zopiatis, Constanti, 2012, pp. 44–51).
If vocational schooling does not respond to the needs of the national economy, this generates tensions in the
labour market meaning that the oversupply of specialists occurs in specific occupations parallel to supply shortages
in others.
The Polish labour market shows oversupply of graduates in many occupations, including hospitality-related
ones. As the report by the Ministry of Labour and Social Policy entitled Shortage and Surplus Occupations shows,
out of 2601 occupations listed in the classification of occupations and specializations as many as 67.4% of them
constituted surplus occupations in 2015, i.e. the labour market demand was lower than the number of people
searching for work in such an occupation. Three occupations related to servicing hospitality movement, i.e. a cook,
a short order cook and hotel industry technician (Table 2).

Table 2. List of selected surplus professions in Poland in 2015
Code profession

Name of the profession

Surplus professions

512002

a short order cook

20,376

512001

cook

19,608

422402

Technik hotelarstwa

8,314

Source: Report (2015), p. 14.

The disparity between supply of graduates and demand for their work may result from the insufficient quality
of education and from the fact that graduates lack qualifications adequate for work in the hospitality industry. It is
proved by information from the report “Results of the Survey of Preference Concerning the Vocational Education
Graduate Profile among Employers from the Hotel, Catering and Hospitality Industry” (Report, 2016a, b).

Completely unprepared
3.6%
Poorly prepared
12.4%

Difficult to say
5.5%

Very-well prepared
4.2%
Well prepared
34.2%

Quite prepared
40.1%

Figure 1. Assessment of the employed vocational education graduates
Source: Report (2016b), p. 174.
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According to the research results presented in Figure 2, employers in the hospitality industry most often think
that graduates that they employ are quite prepared to work (40% of answers). A positive evaluation was given by
38.2% of the respondents; 15.8% think that graduates are not sufficiently prepared to work.
The lack of correspondence between the knowledge and skills of workforce and the knowledge and skills
that there is a demand for in the economy results in a number of unfavourable effects including mainly a possibility
of employment of only a part of a work supply and graduates’ frustration related to it, income reduction or social
pathologies.

Conclusions
The personnel necessary for servicing hospitality movement is prepared by educational establishments
of upper-secondary and higher education. The system of education is quite developed in terms of offered studies
and specializations. However, it is characterised by excessive focus on theory and unsuitability for the needs of the
labour market.
As the survey conducted in 2016 by the Hospitality Department in the Ministry of Sport and Hospitality shows,
employers of the hospitality industry value most graduates of vocational schools (such an answer was given by 68%
of the respondents). The responding employers prefer their employees to have higher education (27%). Only 5%
of the respondents consider general education as desirable (Report, 2016a, b, p. 10).
Institutional education should be supplemented with an extensive as well as closely supervised system
of specialist courses and postgraduate studies. It is also essential to monitor the hospitality labour market constantly,
what enables forecasting and gives grounds for determining the scope of educational needs of hospitality in a few
years.
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Abstr act

The article presents the readiness of local communities to use e-administration solutions. The main aim of the
article was to assess the level of e-administration implementation which was presented on the basis of the
research conducted among the local communities of West-Pomeranian voivodeship. What decides about the
readiness are the following; digital access, current infrastructure, availability of applied solutions, the customization of offices’ web pages for local communities as well as obtaining skills by both citizens and clerks and
willingness or need for using new type solutions.

Introduction
E-administration implementation requires application of ICT tools resulting in radical reconstruction
of administration internal processes and the way of providing services. The result shall include opportunities to
provide various services in more effective manner which would increase citizens’ comfort. ICT implementation
requires organizational changes, however, it is also conditioned by them. The changes regard the relation between
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e-administration subjects and customers, changes connected with purchasing new devices, application of new
communication systems or procedural changes.
Considering all the above, in order to implement e-administration, obtaining the ICT skills seems the key
factor. Thus, the aim of the article is to provide the level of local communities readiness regarding the use of public
e-administration, particularly in the self-governing region meaning as it has a direct influence on the accurate use
of e-administration solutions.

Literature review
From the point of view of the citizens, frequently, the most vital body of public authority becomes local
authority. It happens due to the tasks and citizen-like character of the governing bodies. It creates the possibility
to keep real bond between public authorities and voters (Izdebski, 2003, p. 9). The basic unit of local authority is
the commune which realizes public local matters also these which in accordance with the statute were not directed
to any other subject (Filipek, 2003, p. 158; Art. 164 item. 3 RP Constitution, Art. 6 of the Ustawa z dnia 8 marca
1990 r...). The commune tasks mainly include the tasks which are of public utility character and their goal stipulated
in the art.7 item 1 is ‘current and continuous satisfaction of the collective population needs by means of providing
commonly available services’ (Ustawa z dnia 8 marca 1990 r…). In the view of information society it is natural that
more and more of the tasks shall be realized via the Internet. Regarding such approach one may assume that the
use of the ICT for providing services by public administration is called e-administration in the literature (Fiuk, 2009,
p. 1). The given definition assumes that ICT technologies will become a catalyst for the expected changes in the
country mainly in public administration (Rozporządzenie, 2006) and as for now on the basic indicator will constitute
the level of availability and willingness to use public e-services provided by self-governance.

Method
The subject as well as the main area of research were local communities of West-Pomeranian voivodeship.
They were subjected to the survey and communal offices of West-Pomeranian voivodeship which despite survey
were subjected to the analysis of the web pages content of the West-Pomeranian voivodeship communes.

Results
The aim of the research was to assess the readiness to use public e-administration by local communities
in communes of West-Pomeranian voivodeship. Thus, access to the Internet was assessed as the basic element
influencing commonness of e-services which is more and more often treated as its universal law (Kaczmarek,
2005, p. 340). Hence, a starting point for the analysis of e-administration area was defined to be the assessment
of the level of new ICT technologies use, particularly the Internet. In Poland, in accordance with Social Diagnosis,
it is estimated that in 2015 about 71% citizens had Internet access (in 2013 it was 66%), including 70% in WestPomeranian voivodeship assuming 10th position among all voivodeships (Czapiński, Panek, 2015, p. 378; Czapiński,
Panek, 2014, p. 332).
In the primary research, conducted for the needs of the accepted research area, the respondents declared
a considerately higher, about 97%, access to the Internet in their household while only 3% declared having no
access. Additionally, 69% of the respondents claimed that the Internet access they are having currently in the
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commune fully satisfies their needs. The results obtained in the survey show that the majority of the citizens (69%)
are satisfied with the Internet access and only 1% claims that they do not need the Internet at all. The organizational
units also state that the Internet access is sufficient. All the researched councils also showed that the Internet range
encompasses the whole commune area.
The e-administration development is strictly conditioned by the Internet access among clerks. That is why,
the councils were asked about the percentage of the clerks having the Internet access in their workplace. In the
majority of the councils the level was not lower than 75%. The remaining councils declared that the Internet access
is between 50 and 75%.
In self-governance times, a particular role shall be ascribed to communication between authorities and local
communities considering its meaning in providing services adjusted to society needs. Therefore, aiming at general
estimation of communities’ interest in contact with e-administration, respondents were asked about the frequency
of visiting councils’ web pages in the communes they live in. The obtained results show that up to 91% citizens
of West-Pomeranian voivodeship visited council’s web page, including the biggest number (65%) of respondents
doing it few times a year. The results were presented in Figure 1.

Few times a year
Once a year

65%
9%

Less frequently than once a year
Not at all

17%
9%

Figure 1. The frequency of council’s web site visits in the inhabited commune
Source: own elaboration on the basis of the survey research of the local communities in West-Pomeranian voivodeship.

A considerate interested in communes’ websites may be somewhat treated as a sign in favor of e-administration
development as only 9% of the respondents have not visited the website of their commune at all.
The Communication between administration and society may be held also through providing information only.
That is why the respondents were asked to provide answer if they were looking for information on dealing with official
matter on the web sites (public services). Determining the level of interest in looking for information may indirectly
serve as a mean to assess potential demand regarding realization of official matters. 83% of the respondents
admitted that they were looking for such information. Similar values were provided in the report by the Ministry
of Administration and Digitalization “E-administracja w oczach internautów – 2016” (p. 15). The percentage of these
who were looking for the information in 2016 was given in the document as of 86% (increase for 4 percentage points
in comparison with 2013 (E-administracja w oczach internautów – 2013, p. 15).
Besides providing access to information, it is also vital that providing information should be not only up to date
but also clear for the recipients. According to the very same report of the Ministry of Administration and Digitalization
as of 2016 (p. 17), the information presented on the West-Pomeranian councils web sites was found clear for 85%
of the researched persons.
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The conducted survey enabled estimating the number of people using the Internet while dealing with official
matters.1
Marginal majority of the respondents (53%) admitted that they have not used the Internet while dealing with
official matters however these who did use it was about 47% in West-Pomeranian voivodeship. The respondents
using the Internet for the above purpose were also asked to indicate the web site they used most frequently.
The biggest number of the citizens indicated the given council’s webpage (57%), next page was BIP (35%) and
only 5% of the respondents used ePUAP (Electronic Platform for public administration services). Popularity of the
particular websites may be explained with its ease-of-use or functionality. About 76% of the persons using the
Internet in order to realize the official matter did it in traditional way previously, so they went to the council to do
so. For about a quarter of the respondents, the Internet became a basic tool for searching the information on the
official matters.
Public administration availability on the Internet enables the content transfer, downloading information or
forms. Therefore, the respondents were asked about downloading the electronic forms from the websites in the last
three months. From the respondents using the websites for realization of official matters, about 69% gave a positive
answer which may be perceived as a good sign for further interest in e-administration.
In the following analysis of the conducted research on the frequency of realizing official matters in the council,
it is shown that 82% of the respondents, once or more in the last year realized such an official matter. The biggest
number of people did it from 2 to 3 times (35%).
The data is presented in Figure 2.

More than 10 times

3%

6‒10 times

3%

4‒5 times

18%

2‒3 times

35%

Once
Not at all

23%
18%

Figure 2. The frequency of realizing official matters in councils in the last year
Source: own elaboration on the basis of survey conducted among local communities in West-Pomeranian voivodeship.

The respondents were also asked about the percentage of the matters realized via the Internet (the obtained
data is presented in Figure 3).

1
Realising official matters shall be seen as every activity connected with managing official matters regardless of the stage,
excluding looking for information which was presented above so mainly it shall encompass downloading documents and forms template
or possible sending them to the councils.
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100%
Up to 99%
Up to 75%
Up to 50%
Up to 25%
Up to 5%
0%

3%
1%
3%
3%
17%
25%
48%

Figure 3. The percentage of the official matters realized via the Internet in comparison with all matters according to local
communities
Source: own elaboration on the basis of survey conducted among local communities in West-Pomeranian voivodeship.

Among people who realized official matters, about one fourth of the citizens determined this role for up to
5% and further 17% of the respondents stated that the number of matters realized on the Internet in comparison
to the general number of matters equaled 25%. Among about 3% of the respondents, the percentage was as high
as 100% which means that they realized all the official matters only on the Internet. However, according to data
collected they realized only one matter.
About half of the respondents claimed that the meaning of the role of the matters handled via the Internet in
comparison to all matters is none. These could be both respondents who did not use the Internet to deal with official
matters or the respondents who did not deal with any official matters at all nor on the Internet or in the traditional
manner. As the collected data show, communities from West-Pomeranian voivodeship use the Internet only to
a small extent meaning that they prefer traditional way of handling official matters.
In accordance with the amendment to the Act on activities of the entities performing public tasks, delivering
a notice via electronic means requires filing an application in the form of electronic document via inbox electronic
mail having ePUAP standards. In order to file such an application one shall have a digital signature (Art. 16 item. 1a;
Art. 39 § 1 Ustawa z dnia 10 stycznia 2014 r. o zmianie ustawy o informatyzacji podmiotów realizujących zadania
publiczne oraz niektórych innych ustaw, Art. 63 § 3a point 1 Obwieszczenie). A digital signature is regarded as a safe
profile2 which constitutes a form of electronic way of identification for users willing to use this kind of communication
with a council by means of inbox electronic mail.
In case of entrepreneurs, using e-administration next to the ePUAP safe profile is also enabled with a qualified
digital signature3 (Art. 3 point 14 of the Ustawa z dnia 17 lutego 2005 r. o informatyzacji działalności podmiotów
realizujących zadania publiczne).
One May assume that theoretically persons (meaning these persons who are not required to provide an
additional exhibits in council in person) who fully may handle an official matter via the Internet are these who
possess the safe profile or qualified digital signature. Hence, having a ePUAP safe profile is a necessary condition
for citizens who want to fully realize an official matter via electronic way. Thus the number of the ePUAP safe
A Safe profile is a free of charge alternative for safe Digital signature which is verified with valid qualified certificate (www.epuap.
gov.pl). In accordance with the statute a safe ePUAP profile is a ‘set of information identifying and describing a subject Or a person
being a user of ePUAP account which was checked in a reliable way by the entity stipulated in art. 2’.
2

3
A safe profile May be obtained only by a natural person however s/he May complete the profile s/he already Has with the data
of his/her entrepreneur (http://www.epuap.gov.pl).
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profiles may be included in the meters indirectly influencing the evaluation of local e-administration condition.
The communities in West-Pomeranian voivodeship were asked about safe profiles. The results are presented in
the Figure 4.

Yes

5%

No
I have never heard of the profile

67%
28%

Figure 4. The percentage of persons having the safe profile in West-Pomeranian voivodeship
Source: own elaboration on the basis of the survey among local communities in West-Pomeranian voivodeship.

In the voivodeship, about 5% of the respondents declare having the safe profile. Regarding all the above
mentioned conditions, it may be assumed that theoretically only this minor percentage of the citizens is able to fully
realize an official matter via electronic way, that is without going to the council in person. The notion of the ‘safe
profile’ is not commonly known to citizens of West-Pomeranian voivodeship yet. Still, about 28% of the respondents
has never encountered such notions. Being familiar with the safe profile (72% of the respondents), among WestPomeranian voivodeship communities taking part in the research, is considerably higher from the one presented
in the Ministry of Administration and Digitalization report ‘E-administracja w oczach internautów – 2016’ (p. 52).
The report says that in West-Pomeranian voivodeship in 2016, the safe profile was encountered only by 47% of the
citizens. Across the whole country regarding familiarity with the safe profile, about 1% less of the Poles admitted
not being familiar with the notion.
The variety of the local e-administration level depends on a vast set of factors. One of them, conditioning
the use of e-administration, including electronic services is the ability to use ICT tools, such as computer or the
Internet. This condition regards both parties participating in the process, thus both the customers and the clerks
and it constitutes one of the basis for e-administration development, because lack of the ability to use services in
the information society in addition to the lack of access to electronic communication services is the main reason for
social exclusion (Budziewicz-Guźlecka, 2010, pp. 241–249). In accordance with the report published by the Ministry
of Administration and Digitalization, the citizens of West-Pomeranian voivodeship are the most confident as long
as obtained ICT skills are considered among all the voivodeships (E-administration from the perspective of surfers2013, p. 15). The conducted research, however, shows that about 79% of the respondents positively assess their
ICT skills including the biggest number of 47% assessing their skills as rather very good. Additionally, the research
depicted the subjects which use the Internet while realizing official matters and evaluate their skills on very high or
rather high level, constituting 89% of all users.

Conclusions
As it is shown in e-administration, the success of e-administration development mostly depends on wide
access of high-speed Internet, effective and friendly public e-services and constantly increasing digital skills
of the society. Currently, society’s level of readiness in particularly low as far as realization of the official matter on
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the Internet is considered, which in turn is highly influenced by low advance level. Further development of public
e-services and trainings within the scope of its use and accurate architecture of ICT systems providing high usability
and functionality of the councils’ websites shall positively influence the development of the e-administration in
West-Pomeranian voivodeship communes. However, one shall bear in mind that ICT Technologies shall be
implemented only when they may be used effectively and it requires a previous ensuring that the level of users’ ICT
skills is high.
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Abstr act

The article presents a little known, but dynamically developing form of tourism in the world, such as sea cruises,
with an emphasis on small ships. The author presents the port in Szczecin, its strengths and weaknesses in
accepting the fleet of ships, as well as elements of organization and structure of decisions taken by shipowners
when choosing the destination.

Introduction
The cruise market is a constantly growing but highly competitive market – also in The Baltic Sea region.
The market is dominated by a few large operators, operating large vessels on established routes and offering
standardized touristic activities. In consequence, only the large harbours are capable to provide the necessary
infrastructure. Furthermore cities are only marginally profiting from the cruise ships and tourists as the operators

European Journal of Service Management Vol. 28/1

337

Monika Tomczyk
offer touristic modules themselves (often including activities outside the area) and most money is spent on the ships.
Smaller cruise ships are seen as promising “niche”/market segment with potentials also for small and medium sized
harbours in the southern Baltic Sea. What are the chances for fulfiling that niche by Szczecin Port and became
the destination for cruise liners? This article contains results from research conducted within the project Joint
development of Small Cruise Ship tourism heritage products in the South Baltic.

Literature review
Cruises are traditionally thought of as luxury holidays for the pampered few, R. Cartwright and C. Baird (1999)
expose the myth and gives readers an understanding of their importance in the travel market.
In Polish literature, maritime tourism is discussed by M. Mika (2017, pp. 235–243), he distinguishes five forms
of it: cruises on cruise ships engaged in near-coastal voyages; cruises on sea ferries; cruises on merchant and
cargo ships; sailing trips on seagoing yachts; cruises on seagoing cruises. And the last form – seagoing cruises
will be presented in that article. Subject is in intrest of D. Ptaszycka-Jackowska (2012, pp. 29–39) – she describes
the tourist fleets of the world and Europe, the directions of the trips and the ports visited, the elements of the
organization. In world literature

Method
The research was divided into three phases: desk research – covered the period 2007–2017 and were
conducted in June/July 2017. The primary research carried out during the research trip on the Horizon vessel in
August 2017. The voyage included the ports of the southern part of the Baltic Sea – Gdynia, Wismar, Rostock,
Sassnitz, Stralsund, Szczecin, Karlskrona, Kalmar. It included studies of both the technical conditions of ports – the
so-called waterside management of the port, as well as the onshore part – the port and its location. Interviews
with tourists, port operators and ship operators were also conducted. This research consisted of 3 modules: cruise
passenger survey, overall opinion survey, tour reflexions on each destination in form of SWOT Analysis
Walking Interviews/Go-Along Interviews/Mobile Interviews (Evans, Jones, 2011; Jones, Bunce, Evans,
Gibbs, Hein, 2008). Expert Focus Group Discussions – after each destination on board to share & evaluate ideas;
Unstructured Interviews conducted with harbourmasters, local cruise operators, local tourist guides, city officials.
The third part consisted of structured interviews with shipowners.

Results
The following section breaks down Szczecin’s cruise statistics for the past 10 years. The number of calls and
passengers are analyzed as well as the cruise lines which have visited Szczecin.
Figures 1 and 2 illustrate the development over the past 10 years for Szczecin in terms of cruise call and cruise
passenger visitation.
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Figure 1. Number of cruise calls in Szczecin‘s Ports
Source: Data provide by Żegluga Szczecińska.

Szczecin received a total 44 cruise calls between 2007 and 2017, 7 including two calls from a German
school ship in 2010 and one from a Norwegian school ship in 2016. According to the information from the Żegluga
Szczecińska; 4 calls have been confirmed for 2018 including a call from a Norwegian school ship.
Figure 2 illustrates the cruise passenger visitation in Szczecin per year between 2007 and 2018.
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Figure 2. The cruise passenger visitation in Szczecin per year between 2007 and 2018
Source: Datas provide by Żegluga Szczecińska.

When asked about the most important factors for cruise lines when selection cruise destinations the small
cruise lines targeted on our survey offered several answers which have been condensed on Figure 3. Nevertheless
small cruise lines prioritize the passengers’ levels of satisfaction and items related to servicing passengers above
all else. This is important to take in consideration when organizing the destination and services.
During the itinerary planning process each small cruise line uses their own internal process but a common
procedure includes an internal brainstorming between senior management, itinerary planning, marine and
operations, land programs/shore excursions and commercial/marketing and sales departments.
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Figure 3. Cruise lines rating factors based on their importance when selecting destinations
Source: own compilation.

Feedback from ports, destination and providers feedback is very useful in the process but it is not critical.
Key factors to be taken into account are passenger feedback regarding previous cruise experience in the region,
passenger feedback regarding where they would like to sail to and the type of passenger satisfaction expected and
revenue to be made on the cruise. Figure 4 below illustrates this cycle.

Senior
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Passenger/travel
agent feedback

Marine
operations

Port Agents/
Tour operators

Land
programs/
shorex

Itinearary
planning

Comercial
marketing
& sales

Port
destinations

Figure 4. Example of an itinerary planning process and cycle of communication
Source: own compilation.

Most small cruise lines plan their itineraries 36 to 24 months in advance as they want to secure berths
especially for smaller and more limited/restricted ports. But many cruise lines still plan their itineraries with 24 to
12 months in advance. Once the itineraries are planned they need to be sold to the public. For small cruise lines
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most of the itineraries are “out for sale” normally between 24 to 12 months ahead of the starting date as these tend
to sell fast given the limited availability of cabins on board. The cruises are either sold through travel agents or other
sales outlets or directly through the cruise line (via their own district sales managers or their websites).

Results supply
Szczecin as a port has plenty of strong side as:
1. Famous quay in the heart of the city – Wały Chrobrego quay (max draught of 6.5 m can berth).
2. The advantage is possibility of berthing at both ports with only one chargé (Szczecin & Świnoujście).
3. Due to the connection with European inland waterway system, Szczecin is also a popular destination for
river cruises. The route starts in Berlin, through the Oder-Havel Canal and Pomerania Bay.
4. Szczecin is the closest port for the highest class tourist destination – Berlin – only 144 km away by highway.
This is a unique opportunity for a one-day trip to Germany (as Rostock does for their guests).
5. Long distance of the channel (Świnoujście-Szczecin) could be named as unique opportunity to observe
wild nature (eagles, cranes, cormorans, seagulls, grebes, herons etc.), backwaters and landscapes from
the deck of cruise ship (together with unique shipyard and port infrastructure it could be sold as attraction
journey).
6. Szczecin could become one of tourist excursion destitantions (iconic buildings, castle, shops, architecture,
old & large cementary, museums, and Odra river nature).
7. Szczecin could become the Gateway for Berlin (but there is a need for better infrastructure for trains).
Szczecin can aspire to be the staring/ ending point for cruise tourists (Model: fly to Berlin, spend in Berlin
2–3 days, embark in Szczecin for cruise liner.
The challenges that Szczecin face are:
1. Szczecin needs to be more promoted, nowadays there is passive municipal authorities on Sea trade
Cruise Global or Sea trade Europe where they could attract cruise operators; Szczecin is not a member
of Cruise Baltic Network.
2. Szczecin is the dead-end for sea cruise liners – they lose time to reach Szczecin and then get back at the
Baltic sea.
3. Rostock is a strong competitor for Szczecin if it comes for being the gateway to Berlin (the train infrastructure
must be better – it used to be approx. 60 minutes now it is 120 minutes).
4. The most representative berth “Waly Chrobrego” needs to be notoriously deepened as well as Odra’s river
channel.
5. There is lack of tourist infrastucture or terminal for sea cruise liners. Other berths are far from city center
(mostly taxi connection only).

Conclusions
The cruise industry is one of the major areas of tourism growth since the start of the new millennium. Small
cruise liners are best target group for less popular port-cities, which is Szczecin. Szczecin to benefit from small
cruise should join associations and networks as Network of South Baltic Cities to raise the numbers of calls.
Experience form other ports shows that cruise liners can bring a large amount of revenue to local tourism business.
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Abstr act

The subject of this article is to identify persons responsible for carrying out loading operations, inclusive of the
stowing of the consignment on the vehicle and operations in the form of securing the consignment for the time
of carriage in international transport. The author, interpreting individual international conventions autonomously, based on the views of the science of law and the rich case law of the European courts, has tried to formulate
the rules applicable in this respect in particular branches of transport.

Introduction
A translocation of a consignment, which is a characteristic performance resulting from a contract of carriage,
must be preceded by a series of operations in the form of preparing the consignment for carriage (its packaging,
marking), loading it, stowing it on the means of transport and appropriate security and prevention of movement
of the consignment or its overturning during carriage. These activities play a major role from the perspective of the
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correctness of the performance of carriage. Apart from events which are the obvious cause of damage, such as
traffic accidents, theft or arson, in the vast majority of cases concerning the carrier’s liability, the dispute concerns
the fact whether the above mentioned activities have been performed correctly and who was liable for them.
Whereas in the case of securing the consignment for transport there is no doubt that the liability in this respect
rests with the consignor, in the case of other activities, it is not so obvious. The regulations governing the contract
of carriage of consignments often ignore this problem. This gives rise to disputes in legal science and case law.
The objective of this article is an attempt to answer the question contained in its title, in relation to carriage
performed within the framework of international conventions applicable to carriage by rail,1 by road2 and by air.3
Remarks in this respect will be preceded by the determination of the qualification of the contractual provisions
relating to pre-carriage activities.

Qualification of the contractual provisions relating to pre-carriage activities
Preparation of the consignment for carriage, loading of the consignment, similar to its stowage on the means
of transport and its securing, do not constitute the essence of the characteristic performance resulting from the
contract of carriage. International conventions governing the contract of carriage do not, therefore, treat the
abovementioned activities as an essential element of the contract of carriage. This raises the question of how to deal
with contractual terms which impose obligations in this respect on one of the parties to the contract of carriage. Are
they additional provisions of the contract of carriage or do they form a separate contract in this respect, independent
from the contract of carriage (especially if, for example, the carrier charges a separate fee for such activities; in
Polish law such a contract would be treated as a contract for a specific task). In practice, the problem concerns
loading operations and the stowage of the consignment on the means of transport performed by the carrier.
Pragmatic grounds strongly support the first of the possible positions. If the parties to the contract of carriage
agree by whom the activities in question are to be performed, these agreements should be treated as accidentalia
negotii of the contract of carriage itself. Therefore, the view that in the situation discussed, a separate contract for
the performance of loading operations, separate from the contract of carriage, is concluded should be rejected
[such a view is presented in a paper (Hill, Messent, Glass, 2000, p. 104). However, a different view is presented
in (Clarke, 2009, p. 270)]. The classification criticized here would be manifestly artificial. The loading or stowage
of a consignment on a means of transport are linked inherently to the translocation itself. Classification of the
provisions which concern them as a separate agreement would lead to the division of the carrier’s responsibility for
the loading or stowage of a consignment and for the translocation itself. Damage of the same type (e.g. damage to
a consignment) would be assessed differently depending on the moment at which it was caused (as a rule, liability
for non-performance or improper performance of loading operations would have to be assessed more mildly, on the
basis of general provisions on contractual liability, than liability for damage caused during the carriage itself, under

1
Convention concerning International Carriage by Rail (COTIF) of 9 May (Dz.U. 1985, no. 34, item 158), as amended by the
Vilnius Protocol of 3 June 1999 (Dz.U. 2007, no. 100, item 674), Appendix B. Uniform Rules concerning the Contract of International
Carriage of Goods by Rail (CIM).
2
Convention on the Contract for the International Carriage of Goods by Road (CMR) and protocol of signature of 19 May 1956
(Dz.U. 1962, no. 49, item 238 as amended).
3
Convention for the Unification of Certain Rules for International Carriage by Air of 28 May 1999 (Dz.U. 2007, no. 37, item 235)
– Montreal Convention.
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the framework of transport regulations). It would often lead to doubts as to the application of the relevant provisions.
It should therefore be assumed that, where loading operations are entrusted to the carrier in a contract, they are
covered by the carrier’s liability regime under the applicable Convention. The entrustment of the goods to the carrier
takes place at the moment when they became available to him for loading. Likewise, the goods are released to the
consignee through placing them at the disposal of the consignee and through their acceptance (albeit implicit), after
unloading.

Loading operations (loading and stowing the consignment on a means of transport)
The CIM Convention, as only one of the international conventions governing the contract of carriage
mentioned, regulates the problem in question. Article 13 (1) of this Convention imposes an obligation on the parties
to the contract of carriage to determine the entity liable for performing the loading operations. At the same time, it
introduces a rule, applicable in the absence of such arrangements, under which loading operations with respect to
small consignments are the responsibility of the carrier and the operations with respect to the wagon consignments
are the responsibility of the consignor and the consignee, respectively. As seen from the above, the only criterion
of selection of the entity obliged to perform loading activities is the type of consignment. The provision does not
contemplate any other circumstances, such as, for example, the place of loading (consignor’s siding, railway
station). In its previous version, Article 20 of the 1980 CIM regulated this problem by referring to the regulations in
force at the loading station. In this version too, however, it was relatively binding (cf. Clarke, Yates, 2008, p. 149).
On the other hand, the CMR Convention does not regulate directly who is obliged to perform loading
operations. In this respect, it does not even contain a dispositive norm. The issue should be assessed first of all in
the context of the agreement between the parties. It happens that the problem in question is not so much regulated
by the agreement itself, but by terms and conditions to which the agreement refers (see an interesting decision
of the Belgian Tribunal de Commerce de Malines of 18.11.1999, ETL 2000, 432–441, in which the court confirmed
the carrier’s liability for damage resulting from defective loading and securing, based on his signature on the
consignment note, referring to the terms and conditions of carriage under which liability for loading and protection
was attributed to the carrier, even if these operations were actually performed by the consignor. The Court noted
that the carrier was a specialist in loading and securing the load and that he had made no reservations as to the
consignment note).
The situation becomes more complicated in the absence of contractual provisions. In such a situation, it is
sometimes assumed that the governing law is national law. In Poland, it would be governed by a relatively binding
provision of Article 43 of the Act of 15 November 1984 – Transport Law (Dz.U. 2017, item 1983), which imposes this
duty on the consignor or a consignee [an example of the application of national law to the determination of the entity
responsible for loading and stowing the consignment on the vehicle is the German BGH judgment of 25 January
2007, ETL 2007, 766–773; the application of the national law norms to the appointment of a person obliged to
perform loading operations is supported, inter alia, by (Rodière, 1970, pp. 630–633; Clarke, 2009, p. 73; Basedow,
1997, Articles 8, p. 13; see to the contrary Loewe, 1976, p. 366 and Putzeys, 1981, par. 792)].
However, far-reaching restraint when it comes to the application of national law in this area is necessary.
This is supported, for example, by the fact that the activities in question are often carried out in completely different
countries from the country whose law is applicable to deciding matters not regulated by the Convention. It therefore
seems more appropriate to seek a solution to the problem in question under the framework of the convention itself,
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applicable to the transport in question, by interpreting its provisions. The customs and accepted practice between
the parties, as well as other circumstances of a given case are also relevant. An example of such an approach is the
judgment of Cour d’Appel d’Anvers of 19 February 2001, ETL 2001, 242, in which the court stated that if there are no
contractual provisions specifying who is responsible for the operations in the form of stowage of the consignment, it
is necessary to determine on the basis of the circumstances of a given case who is responsible for performing these
actions. The court did not exclude the situation in which, on the basis of the facts established, the liability for damage
resulting from improper stowage of the consignment may be divided between the carrier and the shipper (acting
on behalf of the consignor). The same court, in its judgment of 27 May 2002, JPA 2002, 131–150, also ordered
that in the absence of contractual arrangements, the circumstances of the case, such as the type of goods, the
parties’ knowledge of the characteristics of the goods and the rationality of the choice should be taken into account.
In principle, a better knowledge of the characteristics of the goods forwarded by the consignor was pointed out, inter
alia, in the judgements of Cour d’Appel de Gand of 19 January 1999, ETL 1999, 264–274, judgement of the Tribunal
de Commerce d’Anvers of 1 February 1996, ETL 1996, 579–584.
On the other hand, the OGH, in its judgment of 13 January 2003, ETL 2004, 244, explained that if defects
of a vehicle were found (lack of lashing) and at the same time the manner of loading and stowage of the consignment,
which were performed jointly by the so-called shipper acting on behalf of the consignor and the carrier, were
questionable, the essential issue is who had a duty to perform these actions. In doubtful cases it should be assumed
that the loading of the consignment is the responsibility of the consignor, hence the mistake made by the shipper is
not a circumstance for which the carrier is responsible.
For the proper solution of the issue in question, the nature of carriage is also relevant. In the case of carriage
by road, as door-to-door carriage, as a rule, the acceptance of goods for carriage as well as their release to the
consignee takes place at the customer’s premises and not at the carrier’s check-in desk (as it is the case, for
example, with carriage by air or some railway consignments). It is actually the customer who has personal and
technical means (stackers, cranes, ramps, etc.) enabling these activities to be carried out [this is pointed out by
(Rodière, 1970, p. 632); similar views are expressed in the Belgian case law cited by (Theunis, 1987, p. 88), see also:
judgement of Belgian Courd’Appeld’Anvers of 27 September 1999, JPA 2000, 43–54]. In this situation, it should
therefore be assumed that under the framework of CMR, unless the parties agree otherwise and, subject to other
circumstances, the loading activities are the liability of the consignor or the consignee.
This is confirmed, albeit indirectly, by the regulation contained in Article 17 (4)(c) of the CMR, according
to which the carrier is not liable if the loss of or damage to the goods is due to a particular hazard arising from
handling, loading, stowage or unloading of the goods by the consignor or the consignee, or by persons acting on
behalf of the consignor or the consignee. Although it cannot be inferred from that provision that in any event the
loading operations are the responsibility of the consignor or the consignee, in the absence of any provision imposing
obligations on the carrier in this respect, the conclusion that these operations are, in principle, the responsibility
of those persons seems obvious [such is also the position of the Austrian courts, for example in the judgement
of the OGH of 21 March 1977, TR 1982, 111; judgement of the OGH of 8 October 1984, Strassengüterverkehr 1985,
6, 28 and a judgement of the OGH of 3 July 1985, Strassengüterverkehr 1986, 2, 10; see also: (Greiter, 1986, 239,
242, 270 and 274); the opposite view prevails however, in the case law of the French courts, which tend to accept
the carrier’s responsibility for loading, unless it is necessary to use special equipment in the possession of the
consignor; cf. (Rodière, 1970, pp. 630–631)].
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It is characteristic that the aforementioned provision of Article 17 (4)(c) of the CMR provides not only for
loading operations in the strict sense of the term (i.e. placing goods on a means of transport), but also for handling4
and stowage (meaning the placing at a specific location on the means of transport) of the goods on a means
of transport. It should be assumed that these activities also, in principle, are the responsibility of the consignor or
the consignee, especially since they are closely linked to loading or unloading.
Furthermore, the Montreal Convention does not regulate the issue of the person obliged to carry out the
loading operations. However, the situation in this mode of transport seems to be different from that of the road
transport. In the case of air transport, it is difficult to imagine that the loading of the consignments carried could be
placed exclusively in the hands of the consignor. This is primarily determined by security considerations. Therefore,
the operations in question are entrusted exclusively to entities authorized to operate on the premises of a given
airport. Issues of authority are regulated by provisions of an administrative nature.5 However, this conclusion does
not solve the problem as to which of the parties to the contract of carriage should delegate such operations to
a specialized entity operating at the airport and, consequently, who is responsible for the improper performance
of such operations in relationships arising from the contract of carriage. Since it is difficult to obtain any guidance
in this respect from the provisions of the Convention (also from the provisions on exempting from liability, as in
the case of the CMR), it should be assumed that this has been left to the parties to decide. On the other hand,
the procedures for concluding contracts for the carriage of goods by air, and in particular the recourse to the
services of specialized forwarding companies while sending consignments for carriage, generally eliminates the
risk of leaving the matter unarranged.
The determination of the party responsible for performing the loading operations makes this party responsible
for their proper performance, even if de facto, these operations were performed by the other party to the contract.
We may also refer to the judgement of the OLG of Munich of 28 January 2004, TR 2004, 324–236, in which
a position was taken that a driver who has not received loading instructions from the carrier, carrying out the
operations in question, acts as the consignor’s agent following his instructions.
It happens, however, that a party which is not obliged to carry out loading operations, performs them on
its own initiative without the consent of the party obliged. This may result from the haste of the carrier, which is
particularly characteristic of road transport. In such a case, it cannot be disputed that responsibility for improperly
performed operations must rest with the party performing them (see the judgment of the Cour d’Appel de Liege
of 18 December 1967, ETL 1969, 965–974, in which it was stated that it was the carrier who was solely responsible
for improper loading and stowage if he did it on his own initiative without appropriate arrangements with the
consignor).

The concept of handling derives from transport by sea, where it means moving loads within a port, repacking, combining,
marking, sorting, drying, cleaning and taking samples. See Młynarczyk (2005), p. 455.
4

5
In Poland these issues are regulated by a Regulation of the Minister of Transport, Construction and Maritime Economy
of 19 November 2013 on ground handling at airports issued based on Article 182 of the Act of 3 July 2002 Aviation Law (Dz.U. 2018,
item 1183).
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Securing the consignment for the duration of carriage
The attribution to one of the contracting parties of the obligation to load and stow the consignment does
not automatically mean that this party is responsible for carrying out operations to secure the consignment on
the means of transport. In particular, the abovementioned arguments in support of the carrier’s lack of technical
capacity to perform loading operations do not apply to securing the consignment. Although their performance is not
explicitly mentioned as one of the carrier’s obligations under international conventions, the obligation in this respect
can be deduced from the general principle related to the duty of care over the consignment and from the need to
interpret strictly the conditions exempting the carrier from liability (the provisions defining these conditions – as
providing for an exception to the carrier’s liability for damage to the substance of the consignment occurred during
carriage must be interpreted in a strict and not broad manner). The provision of Article 17 (4)(c) of the CMR, while
listing operations for the effects of which the carrier is not responsible, does not mention securing the consignment
for the duration of carriage. Similarly, Article 23 (3)(c) of the CIM, which provides for a similarly formulated reason
exempting the carrier from liability, only mentions loading operations.
It is also important here that securing the consignment for the duration of carriage directly affects safety
of land and air traffic. This applies in particular to air and road transport (possibility of the consignment movement)
and the obligations imposed on the carrier in this respect by virtue of binding rules of general application which
must be correlated with the obligations imposed on the carrier in connection with the contract of carriage concluded.
The latter circumstance could argue for also charging the carrier with the activities of stowing the consignment on
the means of transport, however, in this case the argument concerning the actual possibility for the carrier to carry
out those activities cannot be ignored. With regard to securing the consignment, it is impossible to assume, as
a rule, that the carrier is not able to perform such operations if the consignment has already been stowed on the
means of transport, even if its receipt for carriage takes place at the customer’s premises and not at the checkin counter operated by the carrier. It must therefore be assumed that the carrier is, in principle, responsible for
ensuring that the consignment is adequately secured for the duration of carriage (by means of lashing straps, mats,
bars, ropes and the like) (see the longer argument on this point in the grounds of the judgment of the Cour d’Appel
d’Anvers of 10 May 1999, JPA 2000, 212–229; this court noted that, even if the securing of the goods on the motor
vehicle was carried out by the employees of the consignor, where the obligation to carry out these operations was
imposed on the carrier, the actions of the personnel of the consignor must be regarded as actions of persons for
which the carrier is liable within the meaning of Article 3 of the CMR. See also: the judgment of the Cour d’Appel
de Bruxelles of 28 June 1969, ETL 1969, 925–930, in which the court accepted that, although the loading was
the consignor’s responsibility, the carrier should have secured the consignment because, as a professional, he
had to ensure the stability of the vehicle and take appropriate measures with regard to road safety. Such was the
judgement of the French Cour de Cassation of 11 June 2002, BTL 2002, 441–442).
However, by way of exception, the consignor is obliged to perform security actions when the consignment is
accepted for carriage in a means of transport locked and sealed by the consignor or when the parties expressly
agree that the consignor is responsible for securing the consignment for carriage. Such situations occur mainly
in railway transport, in the case of wagon shipments shipped on railway sidings, although they also occur in road
transport. In such a situation, however, the carrier is obliged to cooperate in the performance of these obligations,
not least for the sake of ensuring traffic safety.
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Conclusions
In the light of the foregoing, the question of the party liable (and responsible) for the proper loading of the
consignment on the means of transport, its stowage and securing, may be the subject of contractual agreements
between the parties to the contract of carriage in all modes of transport. In their absence, only the CIM Convention
explicitly regulates the problem with regard to loading operations. The other two conventions (CMR and the
Montreal Convention) are silent on this issue. However, this does not lead to the same conclusions under both
conventions, which is due to both differently defined reasons of exempting the carrier from liability (allowing for
indirect conclusions to be drawn as to the existence or non-existence of obligations in this respect on the part
of the carrier), and to the technical and technological differences of these modes of transport, which must be
taken into account in the circumstances of the case as a whole. However, a conclusion may be justified that on
the grounds of the CMR, the obligation to load the consignment and stow it on the means of transport rests, as
a rule, with the consignor. On the other hand, it is generally the carrier’s responsibility to secure the consignment
from shifting (tipping over) during carriage. In air transport it is difficult to reach such an unambiguous conclusion.
However, the operating conditions of airports require the use of professional operators involved in these activities,
and the procedure for concluding a contract of carriage generally provides clarity in this respect. As a rule, security
measures in rail transport (also not directly regulated) are the responsibility of the loading entity.
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Abstr act

The article focuses on the Polish foreign trade in services. It describes export, import and trade balance with
the main goal to identify trends and structural changes. The article covers the period of 2010–2017. It has been
chiefly based on the literature and information derived from reports of the National Bank of Poland and the Polish Central Statistical Office (CSO). The research is based on analysis of available data, as well as description
combined with deductive reasoning. The presentation of findings has been supplemented by tables and figures.
Research findings confirm that the value of services in the Polish foreign trade has increased. This applies to
export, import, and trade balance. In the period concerned, we also witness major changes in the structure
of main types of services, and this can be seen in export and import of services, including the largest drop
that the Polish foreign trade has been recorded in foreign trips. The largest increase in the export of services,
however, has occurred in inward processing, whereas in the import of services in the category of transport.
The study has confirmed that the role of services in the Polish foreign trade is growing.

Introduction
Benefits that countries derive from foreign trade determine increasingly rapid growth of the economic activity.
Although today, goods prevail in the structure of international trade, the role of services has been notably growing.
This is confirmed by fiures pertaining to the international trade in services, as well as its growing contribution to the
GDP. Such trends can also be seen in the Polish foreign trade.
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The publication examines practical issues based on Polish services trade statistics. Therefore, the analysis
focuses on the foreign trade in services in particular. The above has been complemented by the assessment of the
trade in the overall context of the Polish economic growth.

Literature review
Although literature on the foreign trade is abundant, there are rather few publications concentrating
on services. The reason is that it is difficult to define the term of ‘service’, since there are various approaches
and classifications of services (Kisiel-Łowczyc, 1994, pp. 80–90), and it is difficult to collect relevant statistics.
The first Polish publication providing comprehensive overview of objectives, conditions and conseqeunces of the
liberalisation of international trade in services was published in the end of the first decade of the 21st c. (Wróbel,
2009).
The international trade in services is fairly new. Until the mid 20th c., services were considered to include
activities not suitable for international trade without much potential for development (Klima 2014, p. 230).
Consequently, interntational trade in services is the least developed part of the international trade theory. It should
be emphasised that no universal and exhaustive theory has ever been developed regarding intenational trade
in services. Thererefore, there is no universal and generally acceptable model in this area (see Misala, 2005,
pp. 145–150). It has been known, however, that foreign trade in general, including the trade in services, has positive
influence on the development of economies (Krugman, Obsfeld, 2007; Jones; Kierzkowski, 2018, pp. 233–253;
Malkowska, 2017, pp. 57–75).

Method
Although the article touches upon the issue of foregin trade, it concentrates on the trade in services.
The analysis mainly covers such categories as export of services, import of services and trade balance. As regards
the territory covered, the study focuses on the area of Poland.
The goal of the study is to identify trends in the Polish foreign trade in services and present structural changes.
For the purpose of the analysis, the following hypothesis has been adopted: The rapid growth of the Polish foreign
trade in services is accompanied by profound changes in the structure of those services.
The analysis covers a period of 2010–2017. The scope, however, is determined by the availability
of homegenous statistical data. The paper mainly uses literature and information taken from reports by the National
Bank of Poland and the Central Statistical Office (CSO). The methodology is based on analysing available data
and a descriptive method combined with elements of deductive reasoning. Findings are presented in the article and
supplemented by tables and figures.

Results
Polish foreign trade in services in 2010–2017
The value of services provided by Poland on foreign markets increased from PLN 106.9 bn to PLN 220.7 bn
between 2010 and 2017. It means an imposing increase, since the value more than doubled. While analysing year to
year figures, we can see a steady growth. This applies to the export of services, their import, and the trade balance
(see Figure 1). In the period concerned, the value of services purchased in the Polish foreign trade grew by 54%.
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2010

2011

2012
Export

Import

220.7

2016

76.4

144.3

135.1

196.0

45.6
2015

60.9

170.1
37.9

2014

124.5

153.8

2013

115.8

141.0
109.0
32.1

25.1

133.6
108.5

121.2
100.1
21.1

13.7

106.9
93.7

In 2010, the Polish import of services reached PLN 93.7 bn, and in 2017 it was already PLN 144.3 bn. Thus, the
export of services grew much faster than the import.

2017

Trade balance

Figure 1. Export, import and balance of international trade in services for Poland in 2010–2017 (PLN bn)
Source: author’s analysis based on National Bank of Poland (NBP, 2014); National Bank of Poland (NBP, 2017).

In 2010–2017, the trade balance in services was positive and it moved from PLN 13.7 bn to PLN 76.4 bn,
which translated into a six-fold increase. The 2017 surplus was the largest in the Polish history. Transport services
dominated in the development of foreign trade. The considerably long period of analysis covering eight years
indicates that Poland had a robust service export surplus. The increase in the surplus resulted mainly from much
faster growth of income over spending. It is worth emphasising that the trade in services was more beneficial
comparing with the trade in goods. Regarding the latter, in 2010–2014, the Poland’s trade balance was negative,
and the surplus was recorded in 2015–2016 only.
In the period concerned, we witnessed major changes regarding primary components of services, which
played a decisive role in terms of the value of the Polish export and import of services. In 2010, the largest export
value was in the group of other services , which reached PLN 43.6 bn. In the group concerned, other business
services accounted for as much as 66.8%. This component includes mainly knoweldge-driven services and
services related to innovation, which have potential of generating the largest profit (Noland, Park, Estrada, 2013,
p. 3). Such services as telecommunication, IT and information and other business services (including R&D, business
consulting, marketing, legal, accounting, and management), as well as use of intellectual property, generated export
income of PLN 35.9 bn and PLN 75.1 bn, respectively in 2010 and 2017. From the point of view of the Poland’s
econmic growth, the changes were very positive.
Other services generating major income for the Polish economy included foreign trips (PLN 29 bn), and
transport (PLN 26.8 bn). In 2010, repairs were at the very end of the Polish service export scale (PLN 2.1 bn), which
accounted for only 2% of export revenue. In 2017, other services continued playing their major role (PLN 90.6 bn).
However, in comparison with 2010, transport started to be ranked second (see Table 1).
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Table. 1. Polish foreign trade by main service components in 2010 and 2017 (PLN bn)
Service

2010

2017

export

import

export

Inward processing

5.3

0.4

15.9

import
1.4

Repairs

2.1

0.6

6.6

3.6

Transport

26.8

18.9

59.6

33.0

Foreign trips

29.0

26.0

48.0

33.3

Other services

43.6

47.8

90.6

73.0

Source: author’s analysis based on NBP (2014) and NBP (2017).

As regards the Polish import of services, other services reached the highest value both in 2010 (PLN 47.8 bn)
and 2017 (PLN 73 bn). Inward processing generated the smallest value, since its import was PLN 0.4 bn in the base
year and PLN 1.4 bn in the target year.
In the period concerned, the Polish foreign trade witnessed an increase in all main categories of services.
The situation changed rapidly. The largest increase in export was generated by repairs (314%), inward processing
(300%), transport (222%), other services (208%) and foreign trips (165%), whereas in import, major increase occurred
in repairs (600%), and the smallest in transport (75%). It should be emphasised that the rate of increase in particular
components, with the exception of repairs, was higher than in the export of services, This development was positive
from the point of view of the Poland’s economic growth (see Malkowska, Malkowski, 2018, pp. 306–312).
The period of 2010–2017 brought major changes in the structure of service exports. In comparison with 2010,
in 2017, only one component reduced its share in the overall structure. It was the category of foreign trips which
dropped from 27.2 to 21.7%. Other categories increased, with the largest increase in inward processing (from 5 to
7.2%), then transport (from 25.1 to 27%), repairs (from 2 to 3%) and other services (from 40.8 to 41.1%). As regards
import of services, two categories decreased, i.e. foreign trips (from 27.7 to 23.1%) and other services (from 51 to
50.6%), whereas transport increased its share in import of services (from 20.2 to 22.9%), and the same applied to
repairs (from 0.6 to 1.9%) and inward processing (from 0.4 to 1%).

The role of services in the Polish foreign trade
According to the study, the changes of the value of foreign trade in services have pointed to a growing trend.
It is important, however, to assess the influence of that increase on the economic growth. The first indicator for
assessing the importance of export for the Polish economy is the ratio of export to the gross domestic product
(GDP). The indicator is known as the trade-to-GDP ratio. The higher the ratio, the better for the economy. The ratio
points to the economic potential of a country and its competitiveness for partners from other countries.
In the period concerned, the ratio for service export steadily increased from 7.4% in 2010, to 11.1% in 2017
(see Figure 2). Thus, the value increased by 3.7 percentage points.
In 2010, the share of service import in the Polish GDP was 6.5%, whereas in 2017 it was 7.3%, which is an
increase by 0.8 percentage points (see Figure 3). The value of the indicator is relatively low, which is positive from
the point of view of the Polish economy. The lower the value, the less an economy depends on imports. We should
remember, however, that the import can improve the structure of services in the economy.
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11.1

10.6

7.4

7.7

2010

2011

8.2

8.5

2012

2013

9.5

8.9

2014

2015

2016

2017

Figure 2. Service export to Poland’s GDP (%)
Source: author’s analysis based on National Bank of Poland (NBP) 2014, NBP (2017); Local Databank of Central Statistical Office
(BDL GUS 2010–2017).
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Source: author’s analysis based on NBP (2014); NBP (2017); BDL GUS (2010–2017).

The growing importance of the trade in services for the Polish economy can be seen in the ratio between the
export and import of services per capita. In 2010, the export of services per capita was PLN 2.8 thou., whereas in
2017 it was PLN 5.8 thou. This translates into an imposing increase by 207%.
The import of services per capita was PLN 2.5 thou. in the base year, whereas PLN 3.8 thou. in the target
year. Thus, the ratio inceased by 152%. This can be explained by larger purchase of services on foreign markets,
the increase in the prices of services, and growing openness of the economy to foreign trade. Similarly to foreign
trade in services in general, in the period concerned, the growth of service exports per capita was larger than in
the case of service imports.
The development of the Polish foreign trade results from the increase in the number of companies involved
in export and import. The total number of export companies in Poland increased from 31,434 in 2010 (Marshal’s
Office of Małopolskie Province, 2011) to 41,273 in 2015 (Poniewski, Skóra, 2018, p. 14), which translates into an
increase by 31.3%. Incomplete 2017 figures also indicate the same growing trend. For instance, according to the
CSO, the number of export companies employing more than 9 people increased and at the end of 2017 to reach
17.7 thou (PKO BP, 2018).
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In 2010, in Poland, we had over 23 thou. companies with foreign interest, of which as many as 9,475 were
involved in export and 10,610 in import. This means that 41.1% of those companies exported services, whereas
46.0% imported them (CSO, 2011).
In 2016, in Poland, we had 24.8 thou. companies with foreign interest, of which as many as 11,239 companies
were involved in export and 11,938 in import. Therefore, 45.4% of those companies exported services and 48.2%
imported services (CSO, 2017). As we can see, in 2010–2016, the number of companies with foreign interest
increased, and the same applies to the number of companies involved in foreign trade in services.
In the period concerned, the value of services exported by companies with foreign interest doubled, from
PLN 39.4 bn in 2010 to PLN 78.2 bn in 2016. In the same period, import of services grew from PLN 28.2 bn to
PLN 50.4 bn, which translates into an increase of 78.7%.
The service trade surplus could be observed in transactions by companies with foreign interest and domestic
companies alike. In 2010 and 2016 the surplus was PLN 17.8 bn and PLN 35.7 bn respectively. It means that
transactions by companies with foreign interest accounted for only 33.3%. The positive balance, to a large extent
(66.7%), was generated by domestic companies (NBP, 2016).

Conclusions
In 2010–2017, we witnessed major changes in the Polish foreign trade in services. The study highlighed
a positive growing trend, especially regarding the export of services in general, where the growth rate was higher
than in the import of services. Since 2010, services accounted for a positive trade balance, which steadily increased.
The analysis of foreign trade in services has also shown a major change in its structure. We observe a gradual
shift from simple to more sophisticated services. Over double increase in the export of knowledge-driven services
and services related to innovation is a positive sign from the point of view of the economic growth.
We witness growing openness of the Polish eocnomy to internatioal trade in services. Moreovoer, the role
of services strengthenes due to more efficient use of human resources. Additionally, a growing number of companies,
including those with foreign interest, are involved in foreign trade. It should be emphasised that domestic companies
contributed more to the surplus in the service trade balance. This means that those businesses have become more
competitive comparing to companies with foreign interest. Therefore, we may assume that to a large extent Poland’s
trade in services determined economic development of the country.
Rapid changes in the foreign trade in services and its growing significance for the economic growth require
further research. We should examine whether the positive development trend continues. Relevant institutions
should collect precise data about foreign trade in services and provide such information, also in its not aggregated
form to support indepth analyses. Those analyses can help to spot any threats and apply countermeasures by
political and economic decision makers at national, regional and local levels.
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