— HefdoCTaTHA nMpakTU4Ha | MOBHaA MiAroTOBKA BUMYCKHUKIB  BULLINX
HaBYanbHUX 3aKnagis.

Pasom 3 TuM, ekoHOMIiKa HaluMx CycifiB BXe 3apa3s roctpo Bigyysae
Opak poboyoi cunuM, a nporpecuMBHi 3MiHM B onnaTti npaui iHO3eMHUX
npauiBHUKIB CTUMYMNIOBaATUMYTb 3pOCTaHHS 0bcAriB mirpadii poboyoi cunu 3
YkpaiHu.

3. MeBHOWO 3arpo3od And iHTepeciB HauioHanbHOI EKOHOMIKM €
MacoBW BMi34 YKpaiHCbKOI Monogi B 3apyOikHi KpaiHu, Wo Bede OO0
CKOPOYEHHSA iHTeneKTyanbHOro noTeHujany Hauii, gediunTty KBanigikoBaHUX
Kagpie Ans HauioHanbHOI EKOHOMIKU, 3HVKEHHS AKOCTi TpyQOBOro noTeHuiany
JepxaBu, 3HWKEHHS Ti KOHKYPEHTOCMPOMOXHOCTI.

CyuacHi macwTtabwu i TeHaeHUji MirpauinH1uX nNpoLeciB iCTOTHO 3MIHATb
JemorpadidHy cuTyauito B YkpaiHi. [Noripluntbca BikOBO-CTaTeBa CTPYKTypa
HaceneHHs, 3MEHLUUTBCA YUCENBHICTE 0Ci6 hepTUNBHOro BiKy, NOCUMMATLCA
JenonynsuivHi npouecu. Bce ue HeraTMBHO BMAMHE Ha (OpMyBaHHSA
TPyOoBOro noTeHuiany.

3BUYAHO B Cy4aCHMX YMOBaX OOCUTb BaXKO BMIMBATU HA MOBEAIHKY
MONOAMX IOAer, KOnMM BOHM He GayaTb MEepCcnekTMBM  YCMilLHOIO
npaLeBnawiTyBaHHsi MiCNs  OTPUMaHHS  BignosigHoro gunnoma  abo
ceptucpikaTta, a TUX XTO BXe BUiXaB 3aKOpAOH, MOXXHAa NMOBEPHYTU NpU YyMOBI,
Wwo Ha GaTbKiBLUMHI BOHM OTpumatoTe Jobpe onnadyBaHe poboye micue, a
TaKoX pearbHi MOXINMBOCTI BUPILLEHHS XUTNOBUX | NOBYTOBMX Npobrem.

OgHMM 3 HanGinbl MNOLWMPEHNX METOAIB 3alikaBNEHHS YKpaiHCbKOI
MonoAi B emirpauii € CnpoweHHA yMOB ANnA BCTYNy Yy BULWi HaBYarnbHi
3aknagu. Tak, aonsa Bctyny y Buwi MNonbuwi He noTpibHo cepTudikaTie 3HO, a
OOKYMEHTM Npo cepenHio OCBiTy. bpak kBanidikoBaHnx poGITHUKIB B kpaiHax
CxigHoi €Bponu 3ymMOBE HEOOXIOHICTE CTBOPEHHS NpUBabnnBMx ymMoB A1s
3anyvyeHHs B MpOeciiHi-TeXHIYHI Koneaxi BMNyckHWKIB 9 knaciB. Ypsag
MonbLi Ana 3any4yeHHst iHO3eMHOT poboYyOoi cnnu, NaHye Ha 3akOHO4ABYOMY
PiBHi BUPIBHATM 3apobiTHYy nnaTy nongdkiB Ta IiHO3eMHMX rpomagsH. B
NONMbCbKUX YHIBEpcUMTEeTax po3pobrieHa rHyvyka cuctemMa CTUMYMIOBaHHSA
iHO3eMHUX CTyAeHTIB A0 HaB4vaHHA. OcobnnBo Le CTOCYETbCA CTYOEHTIB, SAKi
OMaHoBYIOTb CnevianbHOCTI, AKi € 4edILUTHUMU Ha PUHKY Npadi.

Ha Hawy aymKy, cuTyauia sika cknagaeTbes B YKpaiHi B CUCTEMi BULLLOT i
npodpecinHOl OCBITM Ta Ha pPUHKY npali CTOCOBHO npaueBnalTyBaHHS
BUMYCKHUKIB BULLOI LIKONM i NpoecinHUX HaBYyanbHUX 3akrnagiB, 3arpoxye
HauioHanbHi 6e3neui gepxasu.
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CborogHi BMMarae kapguHanbHUX 3MiH CUCTeMa npaueBnallTyBaHHS
mornogi. Tpeba BuMMpaBnsaATUM MapagokcanbHy CUTyauilo, KOMM 3a paxyHokK
Jep>XaBHOrO0 3aMOBIIEHHSI HaBYalTbCA [OECATKM TUCAY CTYAEeHTiB, a npo
BMKOPWUCTAHHS MiArotToBneHux daxiBuiB pakTMyHO HixTo He abGae. [epxaBsa
nuwe 3anMaeTbCHa npaueBnallTyBaHHAM BUMNYCKHWUKIB MeAn4HUX Buwis. B
TOW e 4ac, B wkonax bpakye BYMTeniB, a negaroriyHi BULLI roTylun iX B
AOCTaTHIN KiNbKOCTi, He HecyTb BiANOBIAANbLHOCTI 3a iX NpaueBnawTyBaHHS.

CuTyalis, slka CbOrofHi cknanacsa B CUCTEMi OCBITW i HA PUHKY npadi,
BMMarae HeramHoOro BTpyYaHHa pgepxasBu. OpHum i3 3axodiB  WoAo
3anobiraHHst HeraTUBHUX HACTIAKIB TPYAOBOI | OCBITAHCBKOI emirpauii monogi
6yna 6 pepxaBHa [lporpama npaueBnalITyBaHHS BUMYCKHUKIB BULLUX
HaBYanbHUX 3aknagiB i 3aknagiB npogeciiHO-TexHiYHOT oOcBiTU. Taka
Mporpama cnpusina 6 peanisauii igei MiKperioHanbHOro i MiXxgep:kaBHOMO
CniBpOGITHNLTBA Y BUKOPUCTaHHI TPYAOBOroO NoTeHLUjiany Aep>xxasu.

Cezary KWIATKOWSKI

Wroclaw University of Economics, Polska

THE IMPACT OF CORPORATE CULTURE ON SERVICE QUALITY

It has been widely accepted that the impact of services on the global
economy has been steadily growing [1, 2006]. This phenomenon gives rise to
an increasing interest among academics and practitioners in the evolving
needs of contemporary customer [2, 2010]. On the other hand, we observe a
lot of attention being devoted to organizational culture, which is believed to
provide a new direction in organizational analysis, based on “qualitative,
appreciative and processual’ approaches [3, 1987, p.40]. As it frequently
occurs that culture permeates an organization in terms of its structure and
operations, it seems reasonably certain that it should have a multidimensional
impact on the firm performance and service quality. This paper presents
examples from theoretical, empirical, and practical perspectives of addressing
this relationship.

According to Schein, culture can be analyzed at different levels
according the degree of the visibility of its manifestations [4, 2004]. The levels
of culture range from its most tangible manifestations to deeply rooted
fundamental assumptions. In between these two levels, there are various
beliefs, values, norms, and rules used by members of a given cultural
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community to demonstrate their culture, both for themselves and others. The
three basic levels of culture are presented in Figure 1.

Artifacts Directly observable organizational
structures and processes

Espoused Articulated, publicly announced,
Beliefs and principles and goals structurprocesses
Values
Underlying Unconscious perceptions, thoughts
Assumptions and feelings

FIGURE 1. LEVELS OF CULTURE. ADAPTED FROM SCHEIN, 2004 (P. 26).

As Figure 1. demonstrates, there is both upward and downward
direction of influence in shaping the culture within a given community.

In order to better understand the nature of artifacts, i.e. the most visible
layer of culture, Hatch uses an analogy taken from geology explaining that
artifacts could be conceived as remnants of core culture, in the form of
solidified lava that covers the surface [5, 2002). Geologists examine the lava
for the purpose of discovering facts about the core of Earth. By the same
token, scientists who study culture analyze tangible artifacts to discover the
nature of norms, values, beliefs, and assumptions, being deeply ingrained in
culture. Artifacts are divided into three categories in accord with the nature of
their manifestations: physical, behavioral, and verbal. The examples of
specific artifacts of each category are provided in Table 1.

As Zeithalm et al. assert, the extensive use of artifacts, such as
sayings, objects, behaviors, and stories that convey messages of high
commitment to quality from the part the management, can reinforce the staff
understanding of the need for improvements in company structure,
operations, service quality evaluation procedures, and reward systems [6,
1990]. A good example of such measures, provided by Zeithalm et al., is the
ritual of “story telling” that is held at the beginning of staff meetings at Alliance
Fund Service, which allows the participants to share their experiences of
excellent service provision in their units. Another example of using an artifact
to improve service quality is a cartoon character DIRF (Do It Right First),
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Table 1. Artifacts of Organizational Culture

CATEGORY EXAMPLES
PHYSICAL o ART/DESIGN/LOGOS

o BUILDINGS/DECOR

e DRESS/ APPEARANCE

e MATERIAL ITEMS
SPECIAL ARRANGEMENT

BEHAVIORAL |, CEREMONIES/RITUALS
o COMMUNICATION PATTERNS
e TRADITIONS/CUSTOMS
VERBAL o REWARDS AND PUNISHMENTS

e ANECDOTES/JOKES
JARGON/NAMES/NICKNAMES
EXPLANATIONS
STORIES/MYTHS/HISTORY
HEROES/VILLAINS
METAPHORS

Note: Adapted from Hatch, 2002 (p. 219).

displayed on employee posters, key rings, memo pads, and other internal
media of National Westminster Bank USA, which works as a reminder of the
company mission. In order to increase motivation for providing better quality
service, Sewell Village Cadillac in Dallas, displays a list of top service
technicians, called “leader board”, compiled on the basis of customer
feedback. The scores of service quality for each technician are posted in the
lunchroom. Best technicians are awarded with gold medallions displayed at
their work stations, and they are given badges to be attached to their uniform
sleeves in recognition of excellent service. These service symbols work as
permanent reminder of the service priority, which motivates the staff to take
greater efforts. The above examples illustrate how the use of symbolic layer
of company culture may reinforce service ethic by enhancing the meaning of
quality work.

The relationship between corporate culture and the firm performance
has also been confirmed by the findings of empirical study reported by Wei et
al. [7, 2008]. In the study the researchers adhered to a model based on three
types of corporate culture: group culture, developmental culture, and
hierarchical culture. Group culture is focused on creating a family-like
environment, developmental culture is oriented toward entrepreneurial
behaviors, innovation and development, and hierarchical culture adheres to
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procedures, rules and regulations. The research was based on responses
obtained from 621 executive managers in China. Figure 1 shows the research
model and the research findings.

25%
Developmental

Culture

32w

SHRM &) Firm

Performance

.02

Hierarchical
Culture

* p<.05; ** p<.01; *** p< .00

+The path coefficients as well as the significance level as indicated by * are listed in the figure.

Figure 2. Structural Model of Corporate Culture, SHRM and Firm
Performance.
Reprinted from Wei at al., 2008 (p.788).

As Figure 2 shows, the research revealed that both group culture and
developmental culture had a positive influence on Strategic Human Resource
Management (SHRM) and consequently on the firm performance, while there
was no correlation between hierarchical culture and SHRM. There were three
types of direct correlation between examined phenomena which proved
significant: the impact of developmental culture on SHRM (.35, p < .01), the
effect of group culture on SHRM (.32, p < .01), and the effect of SHRM on firm
performance (.32, p < .01). In addition, it was indicated that developmental
culture had a significant direct impact on firm performance (.25, p < .01).
Thus, the study has revealed long-term effects of the corporate culture
characteristics on firm performance.

An example of practical approach to Corporate Culture has been
demonstrated by Human Synergistics, Inc. who designed the Organizational
Culture Inventory as a quantitative instrument to determine the cultural profile
of organization as a form of diagnosis [8, 2000]. The 12 styles of corporate
culture and their characteristics are presented in Table 2.
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Table 2. Styles of Corporate Culture

COOPERATIVE, AND

LIKED BY OTHERS.

STYLE: MEMBERS ARE EXPECTED STYLE: MEMBERS ARE EXPECTED
TO... T0...
BE SUPPORTIVE,
HUMANISTIC  CONSTRUCTIVE, AND OPEN BE CRITICAL, OPPOSE IDEAS
AND TO INFLUENCE INTHEIR | OPPOSITIONAL Sii:gfﬁi’;':';g'%ﬁ)
ENCOURAGING DEALINGS WITH ONE
ANOTHER. DECISION.
BE FRIENDLY,

TAKE CHARGE, CONTROL
SUBORDINATES, AND YIELD

AFFILIATIVE SENSITIVE TO THE POWER TO THE DEMANDS OF
SATISFACTION OF THEIR SUPERIORS.
WORK GROUP.
OPERATE IN “WIN-LOSE”
AGREE WITH, GAIN THE FRAMEWORK, OUTPERFORM
APPROVAL APPROVAL OF, AND BE COMPETITIVE OTHERS, AND WORK

AGAINST (RATHER THAN

WITH) THEIR PEERS.
CONFORM, FOLLOW THE CONFORM, FOLLOW THE
CONVENTIONAL  RULES, AND MAKE A GOOD | PERFECTIONIST  RULES, AND MAKE A GOOD
IMPRESSION. IMPRESSION.

SET CHALLENGING BUT
REALISTIC GOALS,
ESTABLISH PLANS TO
REACH THOSE GOALS, AND
PURSUE THEM WITH
ENTHUSIASM.
APPEAR COMPETENT, KEEP
TRACK OF EVERYTHING,

DO WHAT THEY ARE TOLD,
DEPENDENT AND CLEAR ALL DECISIONS ACHIEVEMENT
WITH SUPERIORS.

SHIFT RESPONSIBILITIES TO

OTHERS, AND AVOID ANY SELF-
AVOIDANCE ’ AND WORK LONG HOURS TO
ACTUALIZIN
BFAC:/‘ISESI;BILIEL;YAO;RZEI;ESM o © ATTAIN MARROWL Y
' DEFINED OBJECTIVES.

Note: Adapted from Szumal and Cooke, 2000 (p. 149).

The styles of corporate culture depicted in Table 2 reflect three general
types of cultures: constructive cultures, passive/defensive cultures, and
aggressive/defensive cultures. Constructive cultures encourage members to
interact with others (incl. Achievement, Self-Actualizing, Humanistic-
Encouraging, and Affiliative), passive/defensive cultures promote acting in a
defensive way (incl. Approval, Conventional, Dependent, and Avoidance),
and aggressive/defensive cultures promote approaching tasks in forceful
ways (incl. Oppositional, Power, Competitive, and Perfectionist) [9, 1997].

The above examples of addressing the relationship between
organizational culture and performance, including service quality, are taken
from: a theoretical framework about culture, empirical research findings, and
a practical application of science. They clearly indicate that this relationship is
an interesting subject of study and deserves more research attention.

168



References

1. Berry, L., Shankar, V., Parish, J. T., Cadwallader, S. & Dotzel T.
(2006), Creating new markets through service innovation, MIT Sloan
Management Review, Vol. 47, No. 2.

2. Kaplan, S., Palmer, D. (2010), The future of service business
innovation, Tekes Review, 272/2010, Helsinki.

3. Knights, D., Wilmott, H. C. (1987), Organizational culture as
management strategy: A critique and illustrations form financial service industry,
International Studies of Management and Organization. Vol. XVII, No. 3, pp. 40-
63.

4. Schein E.H. (2004) Organizational Culture and Leadership, Jossey-
Bass, Business & Management Series, San Francisco.

5. Hatch M.J. (2002) Teoria organizacji [Organization Theory: Modern,
Symbolic, and Postmodern Perspectives], Wydawnictwo Naukowe PWN,
Warszawa.

6. Zeithaml, V. A., Parasuraman, A. and Berry, L. L.(1990). Delivering
Quality Service, Free Press, New York.

7. Wei, L., Liu, J., Zhang, Y. and Chiu, R. K. (2008). The role of
corporate culture in the process of strategic human resource management:
Evidence From Chinese Enterprises. Human Resource Management, Vol. 47,
No. 4 pp. 777-794.

8. Szumal, J. L., Cooke R. A. (2000) Using the organizational culture
inventory to understand the operating cultures of organizations, [In:]
Handbook of Organizational Culture and Climate, Sage Publications.

9. Human Synergistics, Inc. (1999) Organizational culture inventory /
Organizational effectiveness theory, Measuring how culture really works in
organizations, www.humansynergistics.com

Masno KHULL

TepHOoNINbLCbKUA HaLiOHaNbHUI eKOHOMIYHUI YHiBepcuTeT, YKpaiHa

KOMMNETEHLJi AEP)XABHUX CNY>XEOBLIB: MDKHAPOOHUM 0OCBIA

YkpaiHa, y npoueci NOCTynoBol iHTerpauii 40 NpaBoOBOro MpPOCTOpPY
€sponericbkoro Coto3y, HanonernMeo pedopMye CUCTEMY [OepXaBHO-
ynpaBniHCbLKMUX BiGHOCUH. HoBaUiMHWUM NONOXEHHsIM HOBOro 3aKOHOAABCTBA
"Mpo pepxaBHy cnyxOy" € po3pobneHHss npodinto  nNpodecinHoi
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KOMMETEHTHOCTI Mocag AepXaBHOi cnyxOu, TOGTO B HOBIM 1Oro pegakuii
3aCTOCOBAHO KOMMETEHTHICHMI MigXig 4O OuiHIOBaHHS 34aTHOCTI AepKaBHUX
cnyx6oBLIB BMKOHYBaTM nocagoBi 0OO0B'A3KM, BU3HA4YeHi y NOCagoBin
IHCTPYKU;T.

AHanis HaykoBUX Jxepen CBiAYuTb, WO B pamkax HOBOro (hopMyBaHHS
LiHHOCTEN Ta eTUKM OepXaBHOi CMyx0u, iHBECTYBaHHSA B PO3BUTOK JIOACHKMX
pecypciB [ABa OCHOBHWX acrnekTu KOMMeTeHUin nposBnAlTbCA $SK Onuc
poboumx 3aBaaHb abo ouvikyBaHWX pesynbTaTiB (MOXOAATh Bid HaLiOHaNbHUX
cucteM HaB4aHHs, 3okpema, National Skottish Vocational Qualifications i
Management Charter Initiative (MCI), Ta six onuc nosegiHku (cneuianisauis y
cdepi ecbekTnBHOrO ynpasniHHs). [NepLui BU3Ha4yaoTb 34aTHICTb MeHexepa
OiATV BiOMOBIOHO OO CTaHAapTiB, MPUMHATMX B OpraHisadii, a gpyri — pisHi
BapiaLii BU3HaYeHHs1 KOMNeTeHLii 5K OCHOBHOI XapakTepPUCTUKA 0COBUCTOCTI,
3[aTHOi JOCAITM BUCOKUX pe3ynbTaTiB y poborTi [3].

CeitornagHuii 6a3nc kepiBHMKa y ranysi OepXaBHOrO YNpasliHHA
noBvHeH OpPMyBaTUCA Ha OCHOBI 3HaHb pinocodii i Teopii cucTtem.
CsiTornagHuii MpuHUMN YCBIQOMITEHHS €OHOCTI BCbOrO CyWOro ocobnueo
BaXNMBUA ONsi €PEKTUBHOIO YNPaBriHHSA, OCKiNbkM 3anobirae yxBaneHHHo
pilleHb 3i «CcTpaTeriyHO HeraTMBHUM eEeKTOM», WO BUMHUKAE B pe3ynbTari
Hey3ro)KeHOCTi Uuinen 4vactmHu | uinoro. Taki 3HaHHA pJaloTb 3Mory
ManbyTHEOMY OEPXaBHOMY KepIiBHMKOBI (popMyBaTu HeoOXigHi npodecinHi
30iOHOCTI | HaBWYKMU.

B 3apybixHux KpaiHax 3agnst nigBULLEHHS e(EeKTUBHOCTI AisNbHOCTI
KOpnycy [nepXaBHMX CIyXOOBUiB 3anpoBapkeHO TakK 3BaHi «pPaMKOBI
koMneTeHLUii». BoHn € Habopom KOMNETEHLUI, SKi BigirpaloTb BaXNUBY porb
Ona opraHy Bnagu 3aranoM, ane TakoX MOXYTb BUKOPUCTOBYBaATUCb $IK
IHCTPYMEHT ANd OUiHIOBaHHA Ta BUMIPIOBAHHA KOMMETEHLUI MOoro kepiBHMUTBa
[2].

Ak yxe 3asHavyanocs Bulle, igdes KOMMEeTEeHUIn HanakTUBHiWe
po3BuBanacss y Benukin Bputanii, ocobnuBo nicns TOro, £k BuMLNA
dyHaameHTanbHa npaus [x. PaBeHa. BbputaHcbka cuctema gepkaBHOI
cnyx6bu B3sina Ha 030POEHHS KOMMETEHTHICHUIM Miaxig B TOMY BWUrMsAi, B
AKOMY BiH po3BMBaBCs B ycboMy KoOponiBcTBi, a came — §K iHTerpanbHy
cuctemy  BMMOr OO Mocad, WO OMNUCYKTbCA  MOBediHKOBUMMU
XapaKkTepucTUKamu.

Y 2003 poui 6yB 3aTBepmxeHuii komnnekc PSG (Professional Skills for
Government), gkuii:
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