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BARRIERS OF INTEGRATED MANAGEMENT SYSTEM
IMPLEMENTATION ON AN EXAMPLE OF GLASS
MANUFACTURING ENTERPRISE

Meroto crarri € omuc Gap’epiB Ta mpoGieM, MO BUHUKIH il 9aC BIPOBAKCH-
Hsl IHTETPOBAHOI CHCTEMH YNPAaBJIiHHS Ha 3aBOJI CKJISHOI mpoMucioBocTi. Onucano
TEOpPETHYHI OCHOBHU MPOOJIEMHU, OXapakTepu3oBaHo Oap’€pH, BU3HAYEHI B X0/ AOCITi-
JOKEeHHS. Byllo mpoBeIeHo OMUTYBaHHS cepel] I1IOBOIIB Ta BUPOOHUYNX MPAIiBHUKIB
pi3H1/1x BigainiB Gadbpuku. JocCiiIKeHHs IPOBOJMIOCS Ha Bn6ipui CTa AECATH mpaiiB-
HUKIB MiAnpreMcTBa. Jlo 4ncia pecloHeHTIB memﬂo MBCOTHI JIIOJIEH, SIK1 Mparo-
I0Th Ha aIMIHICTPAaTUBHUX ITOCANAX, 1 MICTAECST JIOAEH, IKi MPaIOI0Th HA BUPOOHMYHNX
rmocajax.

HafiBaxuuBimmmu 6ap’epaMu, BUSIBICHHMH Ha €Talli MiATOTOBKU 10 BIIPOBAKCHHS,
Oynu: BiICYyTHICTH YCBIJIOMJICHHSI IIEpEBar BIPOBA/KEHHS, TPHBOXKHICTH 1010 3MiH, KOPOT-
KM Yac, BUTpauyeHU Ha HaBYaHHs. HaibinbIi nepemkoan, BiA3HAYeHI B polieci BITpoBa-
JUKCHHS IHTETPOBAHOI CHCTEMH YIIPABIIHHS, TaKi: TPYIHOIII B YCYHCHHI iCHYIOUHX ITKiTH-
BHX 3BHUOK (16,6%), 3aHanTo Benuka dpopmanizanis cuctemu (12,6%), BIACYTHICTD 3B’ S3KY
Mix Bigainamu (12,6%) ta onip npaniBHukiB (12,6%). [TogoBuHA BUpOOHWYMX MpalliBHU-
KiB BBa)Kae€, 10 HABYAHHS ITPOBOJIMIIOCS JTyXKe rmoraHo. Bes indopmartis Oyna HamaHa qyxe
ckiagHo. barato 3micTy Oyno momaHo B 3araibHiil Gpopwmi. HaliBaxkmmBimmmvu 6ap’epamu,
BHSIBJICHUMH Ha eTalli BIPOBAJUKCHHS, OyJIM TPYAHOII ITOJ0JIaHHS CTapuX 3BHYOK. Tpyn-
HOIIlI B pOOOTI i3 CKJIaIHOI0 CHCTEMHOK JOKYMEHTAIlIE€I0 TaKOXK PO3TIILIAINCS K Oap’ep.
Cayx00Bi mpaliBHUKH BBAXAIOTh cHCTeMy 3aHaiTo (opmamizoBaHoro. [Tonan 82% pec-
TTOH/ICHTIB BiAMOBIIIN, IO IiCIs BIPOBA/KEHHS CHCTEMH KUTBKICTh crpaB 3pocia. Ha era-
i BJOCKOHAJICHHS CHUCTeMH HaiiOunbiuM Oap’epom OyB omip mpamiBHHKIB 10 3MiH. Ille
oJHUM Oap’€poM Ha IIbOMY eTari OyJia BiJICYTHICTh 3aJlyueHHsI TPAIiBHUKIB JI0 BJIOCKOHA-
JICHHSI CHCTEMH.

3a pe3ynpraTaMu JOCIiKEHHS 3’ SICOBAHO, IO aJMIHICTPATHBHUHN IEPCOHAI TIPHIILIIE
HaOUIBIITY yBary mpobieMaM HeT0CTaTHBOI 0613HaHOCT1 LI0JI0 MepeBar BIPOBAUKEHHS CHC-
TEMHU YNPaBJIiHHS, & TAKOXK Gap’epy onopy NpaLiBHUKIB Ta TPYJIHOIAM B YCYHCHHI CTapHX
3BHYOK IPAIiBHHUKIB; BAPOOHUYMIT TIEpCOHAN MPHUIUISE HAWOIBITY yBary mpooaeMi 3BUKaHHS
JIO0 CTapuX 3BUYOK Ta 6ap’epy HEAOCTaTHROI iH(pOopMaIIii Ipo mporiec BIpoBaKeHHAS. PazoM 3
THM 1 aIMIHICTpATUBHUH, 1 BUAPOOHUYHN ITEPCOHAI 3BEPTAOTh yBary Ha 3aHAATO BEIHUKY Gop-
MaJlizaIiio CUCTEMH YIIPABIIHHSL.

Knrouosi cnoea: cucmema ynpasninusa, 6ap ‘epu, cxno, ISO 9001.
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Lenpro manHON paboTHI ABISAETCS OMIICaHUE OaphEPOB U MPOOIIEM, BOSHUKIIHX ITPH BHE-
APCHUU HHTerHpOBaHHOﬁ CHUCTEMBI YIIPABJICHUA HA 3aBOJIC CTCKOJIbHOM MTPOMBIINIJICHHOCTH.
OnucaHbl TEOPETUYECKHE OCHOBBI IIPOOJIEMBI, OTIpEJIeNICHbI Oapbephbl, BBISBICHHBIE B X0/1€ UC-
clieoBaHus. Bbl1 poBenieH onpoc cpear KaHLEIAPCKUX U IPOM3BOICTBEHHBIX Pa0OUUX U3
Pa3IMYHBIX OTHENOB 3aBoja. Hanbonee Ba)XHBIMU HPENSTCTBUSAMH, BBLIBICHHBIMU Ha dTaIe
MOJTOTOBKU K BHEJIPEHUIO, SBJISIFOTCS: OTCYTCTBHE OCBEAOMIICHHOCTH O IIPEUMYIIECTBAX pe-
JIN3alMN, CBSI3aHHAsI C 9TUM TPEBOXKHOCTb, KOPOTKOE BpPEMsi, 3aTpauuBaeMoe Ha 00y4eHHeE.
[NonoBrHA POM3BOJICTBEHHBIX PAa00YNX CYHTAIOT, YTO OOYYEHHE MPOBOJHIOCH OYCHb ILIO-
x0. Bes uHpOpManys Obuta ImpeicTaBlieHa B 0YSHb CIIOKHOM BHIE. MHOIO KOHTEHTa OBbUIO
JIaHO CJIMIITKOM 00001eHHo. Hanbosee BaxxHbIMU OaphepaMu, BHISBICHHBIMU Ha dTare pea-
JM3anuy, ObUIH: IIPEO0JI0JICHUE TPYIHOCTEH B 00pbOE CO CTapbIMK IIPUBBIYKAMH. TPyIHOCTH B
paboTe co CIIOKHON CUCTEMHOI JOKYMEHTALHEH TaKiKe CUMTAIMCh MPEnsITcTBHeM. PaboTHu-
K1 KaHIEISIPUH CYUTAIOT CUCTEMY CIMIIKOM (opMann3oBaHHOM. bonee 82% pecniongenToB
OTBETHJIM, YTO I0CJIC BHEAPEHUSI CUCTEMbI KOJIMUECTBO JIeJ yBean4yuiochk. Ha srame cosep-
IIEHCTBOBAHUSI CHCTEMBI CaMbIM OOJIBIIIMM TIPETISITCTBUEM OBIJIO CONPOTHBIIEHNE PAOOTHUKOB
u3MeHeHHsM. Ellie oTHIM NpensTcTBUEM Ha 9TOM 3Tare ObUIO OTCYTCTBHE y4acThsi pabOTHH-
KOB B YJIY4LICHHH CHCTEMBI.

Knroueswie cnosa: cucmema ynpasnenus, 6apvepoi, cmexio, 1SO 9001.

Introduction. Integrated Management System (IMS) according ISO 900 1may
be used by top management to put an organization in order. Many organizations
hope that implementation will help them to develop and to strengthen their market
position. Yet during the process of implementation some barriers may occur and
it could be sometimes difficult to overcome them. Employees may find it difficult
to put theory into practice, interpretation of ISO requirements also may cause
problems.

There are numerous papers concerning this issue. Studies have been
conducted in:

— production companies(Gajdzik, 2014) (Ligarski, 2007);

—medical facilities (Gruca-Wojtowicz, 2008);

— food industry(Luczka-Bakuta, 2012);

— commune offices (Batko, 2008).

It has been observed that there is few research conducted in glass industry.
This is the reason why this type of research has been conducted. The purpose
of the research was to identify benefits from Integrated management system
implementation in the company from this particular sector.

Literature review. The process of implementing IMS is usually divided into
three stages:

— preparation for implementation — implementation plan development, pre-
development audit;

— implementation — employees training, documentation preparation, process
identification;

— management system improvement — audits, process monitoring, corrective
actions, (Hamrol, 2017) (Kowalczyk, 2011) (Tabor, 2004).

At every stage different problems may occur ex.:

— psychological barriers;

— lack of management involvement;

— lack of proper training system,;

— lack of resources (human resources, finances, infrastructure).
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The vast majority of researchers pay attention to the psychological barrier, i.e.
the so-called employee resistance. This resistance may cause problems such as:

— inadequate information regarding the entire system implementation pro-
cess;

— lack of trust in new solutions;

— getting used to the current state of affairs;

— unwillingness to determine responsibility for given duties. (Batko, 2008)
(Gruca-Wojtowicz, 2008) (Kowalczyk, 2011) (Ligarski, 2007) (Luczka-Bakuta,
2012) (Smolarek, 2009) (Zimon, 2011).

When preparing for system implementation, many companies do not
have precise information about the processes occurring in the organization,
which is a barrier to the implementation of the system at the very beginning of
this operation (Gajdzik, 2014) (Gruca-Wojtowicz, 2008). The financial bar-
rier is much more common in small and medium-sized enterprises. Company
must have adequate financial resources to hire new specialists or employees.
Help of a consulting company and system certification as well as its subse-
quent maintenance can also be a great cost. (Batko, 2008) (Gruca-Wojtow-
icz, 2008) (Ligarski, 2007) (Luczka-Bakuta, 2012) (Zimon, 2011) (Zimon,
2015).

When implementing the system, one may encounter difficulty in developing
system documentation. The inexperienced implementation team can:

— prepare too accurate documentation, which may lead to bureaucratization
of the system,

— develop documentation that bypasses certain processes — noproper proce-
dures or forms,

Another problem may be employees’ lack of trust in electronic documenta-
tion. Young employees are usually convinced of this type of documentation. The
documentation should be consistent and compatible. There must be no situation
where the form does not comply with the procedure to which it applies. (Batko,
2008) (Gajdzik, 2014) (Gruca-Wojtowicz, 2008) (Zimon, 2011).

The reason for developing inadequate system documentation is, among
others, incorrect recognition of the main and auxiliary processes taking place
in the enterprise. The lack of this type of information can not only cause prob-
lems during the preparation of documentation, but can also be the reason for
the incorrect flow of information. (Gruca-Wodjtowicz, 2008) (Ligarski, 2007)
(Zimon, 2011).

Some organizations are struggling with the barrier of lack of management in-
volvement. Without the support of top management, it is not possible to imple-
ment an efficiently functioning system. The staff should, as the standards state,
show commitment at every stage of implementing or improving the system.
(Gruca-Wojtowicz, 2008) (Hamrol, 2005) (Kowalczyk, 2011) (Ligarski, 2007)
(Luczka-Bakuta, 2012).

Another obstacle concerns the lack of awareness of the benefits of imple-
menting a management system. This ignorance also results in the aforementioned
psychological barrier (Ligarski, 2007).

Many researchers note the communication barrier. The management or im-
plementation team should inform all employees about the stages of work. In order
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for this communication to be possible, the company should have appropriate com-
munication channels, which may include:

— telephone contact;

— e-mail;

— computer support platform for the Management System;

— direct contact (for example, manager — employee).

Not only communication between the employee and supervisor is impor-
tant here, but also inter-departmental communication. (Gruca-Woéjtowicz, 2008)
(Hamrol, 2005) (Kowalczyk, 2011) (Lambert, 1999) (Smolarek, 2009).

Time pressure can be the main reason that could lead to implementation fail-
ure. Inadequate planning of implementation time, tight deadlines can generate
stress and tension among employees. This tense situation can turn into a psycho-
logical barrier. (Urbaniak, 2006) (Zimon, 2011).

During the improvement phase, the organization must monitor and measure
the effectiveness of the processes. Sometimes process owners may have a problem
developing a suitable process meter, and this may be due to:

— lack of experience;

— lack of knowledge about the functioning of the system and improvement
methods;

— lack of knowledge about the relationship between the components of a giv-
en process;

— lack of financial resources. (Gajdzik, 2014) (Gruca-Wojtowicz, 2008)
(Hamrol, 2005) (Ligarski, 2007) (Zimon, 2011).

To be able to conduct internal audits properly, the organization should
have the appropriate people who have the appropriate training and experience
in auditing. Unfortunately, if management does not provide adequate train-
ing, auditors will not have the appropriate competences (Gruca-Wdjtowicz,
2008) (Zimon, 2011) Batko in her paper indicates that employees may expe-
rience so-called topic fatigue regarding management system implementation.
(Batko, 2008) Information overload, too fast pace and pressure may result
in employees not being interested in new projects, and improving existing
ones.

Material and research methods. The examined company is located in the
Podkarpackie Voivodeship. Its main activity is focused on the production of do-
mestic glass. The Integrated Management System of the examined enterprise was
built based on the requirements of the PN-EN ISO 9001, PN-EN ISO 14001, and
PN-N-18001 standards. The system documentation was placed on a dedicated IT
platform.

The research was carried out on a sample of one hundred and ten employ-
ees of the surveyed enterprise using surveys for this purpose. The respondents in-
cluded fifty people working in administrative positions and sixty people working
in production positions.

Barriers noted among office employees. According to respondents, the big-
gest problems noted before starting the system implementation were: lack of aware-
ness about the benefits of implementing the management system (22,7%), fear of
change (21,4%), too little time devoted to training (18,8%), problems with the inter-
pretation of norm requirements (12,3%). These results are presented in Fig. 1.
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Fig. 1. Barriers to implementing IMS
Source: Own study.

The biggest obstacles noted during the implementation process of the Inte-
grated Management System were: difficulties in eliminating existing bad habits
(16,6%), too much formalization of the system (12,6%), lack of communication
between departments (12,6%) and resistance of employees (12,6%). Detailed data
is presented in Fig. 2.
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Fig. 2. Barriers during the implementation of IMS
Source: Own study.
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The next question concerned the problems noted at the stage of improvement
of the already implemented management system. The biggest problem turned out
to be employee resistance regarding changes (19,1%). The next place is occupied
by the lack of employee involvement in system improvement (17,8%), and no idea
how to use tools for process improvement. Detailed data is presented in Fig. 3.
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Fig. 3. Barriers noted after the implementation of IMS
Source: Own study.

Barriers noted among production employees. The first question concerned the ef-
fectivenessoftheinitialtrainingregardingtheIntegratedManagementSystem. Suchtraining
takes place during the recruitment ofanew employee. Half of the respondents (50%) stated
that the training regarding the Management System was not effective. However, 45% state
that the training was effective. Only 5% of respondents did not participate in this training.
Another question concerned the reason for the lack of training effectiveness. The larg-
est percentage of respondents (40,8%) said that the form of training was poorly planned.
The training is a short conversation that follows after the trainee has read the paper infor-
mation. Another 35,2% of respondents say that the problem lies in the transmission of in-
formation in a complicated manner. The smallest percentage of people (23,9%) indicat-
ed too general information as the reason. The data is presented in Fig. 4.

The next question concerned the barriers that arose during the entire imple-
mentation process of the Integrated Management System. The most difficulties
(17.9%) were recorded in overcoming old, incorrect habits. This is a common
problem which is also pointed out by the administrative staff. The next two diffi-
culties obtained both 17,4% of respondents’ responses. The first concerns insuf-
ficient information regarding the implementation of the Integrated Management
System, and the next concerns the lack of experience in using documentation. An-
other 10,9% of respondents claim that the implementation team has developed too
extensive system documentation. Detailed data is presented in Fig. 5.
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Fig. 4. Components of the IMS employee training process that need to be improved
Source: Own study.
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Fig. 5. Barriers during IMS implementation
Source: Own study.

The next question concerned new obligations that were assigned to employ-
ees after the implementation of the Integrated Management System. The vast ma-
jority of respondents, constituting 82% of the surveyed group, stated that after the
implementation of the Management System at their work positions, the number of
duties increased. In contrast, 18% of the surveyed group said that there were no
additional responsibilities at their workplace. In turn, when asked about the type of
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new obligations, the largest percentage of respondents, representing 22,8% of re-
spondents, pointed to the need for more thorough checking of the product in terms
of customer requirements. Another obligation seen as burdensome is the need to
report any system irregularities to the supervisor. This fact is signaled by 12,3% of
respondents. Two groups of 10,5% each pay attention to two very important facts.
The first of them concerns the fact that each stage of the production process should
be documented using production cards. Another obligation mentioned here con-
cerns the customer’s requirements, namely the packaging of goods — paying spe-
cial attention to labels, collective and unit packaging, to the protection of goods
(bubble wrap, trusses, spacers). Detailed data is presented in Fig. 6.
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Fig. 6. New obligations after the implementation of IMS in a production workplace
Source: Own study.

Conclusions. The aim of the study was to examine issues related to the bar-
riers noted during the implementation process of the Integrated Management Sys-
tem in a company from the glass industry. On the basis of the conducted research
it was noticed that:

— The Administrative Personnel pays the most attention to problems regard-
ing the lack of awareness about the benefits of implementing a management sys-
tem, as well as the barrier of employee resistance and difficulties in eliminating
old employee habits.

— Production staff pay the most attention to the problem of getting used to
old habits and to the barrier of insufficient information about the implementation
process.

— Both the administrative and production staff pay attention to too much for-
malization of the management system.

56



ISSN 2074-5362 (pring), ISSN 2522-9702 (online). EéponeiicoKuii 6eKmop eKOHOMIUHO20 PO . 2019. Ne 2 (27)

Bibliography

1. Batko R. Bariery, negatywne skutki i korzysci wdrozenia systemu
zarzadzania jakoScig w urzedzie gminy / R. Batko // Zarzadzanie Jakoscig. —
2008. —Ne 2. —S. 56-61.

2. Gajdzik B. Bariery systemowego zarzadzania jakoScia w
przedsigbiorstwach / B. Gajdzik // Problemy Jakos$ci. —2014. — Ne 5. — S. 23-28.

3. Gruca-Wojtowicz P. Bariery wdrazania systemow zarzadzania jako$cig w
polskich szpitalach / P. Gruca-Wojtowicz // Problemy Jakosci. — 2008. — Ne 9. —
S. 36-39.

4. Hamrol A. Zarzadzanie i inzynieria jakosci / A. Hamrol. — Warszawa:
Wydawnictwo Naukowe PWN, 2017.

5. Kowalczyk M. Doskonalenie zarzadzania organizacja w praktyce /
M. Kowalczyk. — Warszawa: CeDeWu, 2011.

6. Lambert T. Problemy Zarzadzania: 50 praktycznych modeli rozwigzan /
T. Lambert. — Warszawa: Dom Wydawniczy ABC, 1999.

7. Ligarski M.J. Ocena systemu zarzadzania jakos$cia — wyniki badan /
M.J. Ligarski // Towaroznawcze Problemy Jakosci. —2007. — Ne 4 (13). — S. 25-35.

8. Luczka-Bakuta W. Bariery i korzys$ci wdrazania i funkcjonowania systemu
zarzadzania jako$cig w przedsigbiorstwach przemyshu spozywczego / W. Luczka-
Bakuta // Zarzadzanie i finanse. Jurnal of Management and Finance. — 2012. —
Ne 10. - S. 5-17.

9. Smolarek T. Komunikacja wewnetrzna / T. Smolarek // Zarzadzanie
Jakoscia. —2009. — Ne 1. — S. 61-62.

10. Nowoczesne Zarzadzanie Jakoscig, TOM III. Planowanie, wdrazanie,
utrzymanie i doskonalenie systemu zarzadzania jakoscig, Centrum Szkolenie
i Organizacji Systemow Jakosci Politechniki Krakowskiej im. Tadeusza
Kosciuszki / red. A. Tabor, M. Raczka. — Krakow, 2004.

11. Zimon D. Trudno$ci matych i $rednich przedsigbiorstw na etapie
wdrazania znormalizowanego systemu zarzadzania jako$cig / D. Zimon //
Zarzadzanie jakoscig. —2011. — Ne 3. — S. 23-27.

12. Zimon D. Systemy zarzadzania jakosciag wedlug normy ISO 9001
w matych 1 $rednich organizacjach / D. Zimon // Problemy Jakosci. — 2015. —
Ne11.-S.2-7.

57





