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Wstep

Z wielka przyjemnosciag oddajemy w Panstwa rece publikacje pt. Polityka ekono-
miczna, wydang w ramach Prac Naukowych Uniwersytetu Ekonomicznego we
Wroctawiu. Opracowanie sktada si¢ z 58 artykutow (w tym 5 w jezyku angielskim),
w ktorych Autorzy prezentuja wyniki badan dotyczacych zagadnien zwigzanych z
funkcjonowaniem wspotczesnych systemow gospodarczych w zakresie polityki go-
spodarczej. Tematyka podjeta w artykutach jest stosunkowo szeroka — miesci si¢ w
czterech obszarach problemowych. Pierwszy przedstawia rozwazania zwigzane z
polityka innowacyjna, wolnoscig prowadzenia dzialalnosci gospodarczej oraz for-
mami wspotpracy przedsigbiorstw. Drugi obszar dotyczy polityki transportowej, w
tym infrastruktury i konkurencji. Trzeci obejmuje opracowania z zakresu polityki
spolecznej i zdrowotnej panstwa — na poziomie zarowno krajowym, jak i lokalnym.
Czwartg grupe stanowia artykuly dotyczace rolnictwa, w tym szczegdlnie wspoélnej
polityki rolnej i przemian w strukturze agrarne;.

Publikacja przeznaczona jest dla pracownikéw naukowych szkot wyzszych,
specjalistow zajmujgcych si¢ w praktyce problematyka ekonomiczng, studentow
studiow ekonomicznych oraz stuchaczy studiéw podyplomowych i doktoranckich.

Artykuty sktadajace si¢ na niniejszy zbior byty recenzowane przez samodziel-
nych pracownikéw naukowych uniwersytetéw, w wickszosci kierownikow katedr
polityki ekonomicznej. W tym miejscu chcieliby$Smy serdecznie podzickowac za
wnikliwe 1 rzetelne recenzje, czg¢sto inspirujace do dalszych badan. Oddajac po-
wyzsza publikacje do ragk naszych Czytelnikow, wyrazamy nadzieje, ze ze wzgledu
na jej wszechstronny charakter spotka si¢ ona z zainteresowaniem i przyczyni do
rozpoczecia inspirujacych dyskusji naukowych.

Jerzy Sokotowski, Grazyna Wegrzyn
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Summary: Differentiation of input elements of the process gives rise to different effects.
Striving for standardization is an essential measure aimed at the elimination of disparities
in processes. However, even the highest level of standardization does not allow to unify the
organization implemented in sequence. The factor that largely determines the instability of the
process is human. The uniqueness and complexity of human resources is a key element for
the results of the organization’s activities. This article aims to show how the implementation
of service delivery processes by human factor influences the differentiation of process effects.
The presented data should show the disparity in the quantity and productivity resulting from
the diversity of the human factor involved in the provision of services. The article takes into
account the initial stage of research of work productivity of auto mechanics. The study allows
to show how the inputs and outputs of the processes determine the productivity and valuation
of work in the organization.

Keywords: productivity, services delivery process the human factor, the work process.

Streszczenie: Zrdznicowanie elementow wejSciowych procesu powoduje powstanie
odmiennych efektow. Dazenie do standaryzacji jest podstawowym dziataniem majacym
na celu eliminacje dysproporcji rezultatow procesow. Niemniej nawet najwyzszy poziom
standaryzacji nie pozwala zunifikowa¢ realizowanych w organizacji sekwencji. Czynnikiem,
ktory w glownej mierze determinuje niestabilno$¢ procesow, jest cztowiek. Niepowtarzalnosé
i zlozono$¢ zasobow ludzkich jest kluczowym elementem warunkujacym rezultaty
dziatalnosci organizacji. Celem artykutu jest ukazanie, jak podczas realizacji tozsamych
procesdw organizacyjnych czynnik ludzki wptywa na zrdéznicowanie rezultatéw procesu.
Prezentowane dane maja ukaza¢ dysproporcje w ilosci i wydajnosci pracy wynikajace ze
zroznicowania czynnika ludzkiego biorgcego udzial w procesie $wiadczenia ustug. Artykut
uwzglednia wstepny etap badania produktywnosci pracy mechanikow samochodowych.
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Badanie pozwala na ukazanie wej§¢ i wyj$¢ procesow warunkujacych produktywnos¢ i
wyceng pracy w danej organizacji.

Stowa kluczowe: produktywnos¢, proces $wiadczenia ustug, proces pracy, czynnik ludzki.

1. Introduction

The ability to optimally exploit the potential which lies in the organizational
resources is a key element in determining the company’s ability to obtain and
maintain a competitive advantage. The current level of competition between
companies forces them to verify the individual functions and business processes to
achieve competitive advantage [Ahuja, Kumar 2009].

Verification of the transformation process of input elements allows to show
their importance for the generation of value through results. Productivity covers
basic relationships that occur between production process and the production factors
involved in a company. One can speak, therefore, of the productivity of assets,
capital, as well as the productivity of the human factor [Haus 2000]. Observation
and analysis of labor productivity can verify the differences in the use of individual
resources based on the differences arising from both the internal environment and
above all the diversity of human resources.

Verification of the productivity of human resources will determine the
contribution of individual units in the process of generating the value and enable
comparisons between individuals performing homogeneous processes in the
organization. Arrangements for labor productivity may give rise to the creation of
the system of remuneration in the enterprise and influence the differentiation of
wages [ Tokarski 2007]. The aim of the article is to present the results of studies on
the productivity of the services providing processes in the field of auto mechanics.

2. Productivity

Productivity is considered a multi-faceted concept. This applies to both systems,
macroeconomic and microeconomic, for what can be considered not only individual
companies but also individual workplaces [Kosieradzka 2012]. Productivity can be
considered in technical, economic and social terms. The first approach takes into
account the measure of the efficiency of the organization, expressed as the ratio of
production volume produced and sold in a given period to the amount of resources
used in input [Kosieradzka 2012].

The aim of productivity in the enterprise is the dynamization of economic
efficiency, achieving the needed competitive advantage in domestic and international
markets, and above all to contribute to meet the needs of the employee. The main
subject of productivity is a human, his/her creative potential to the continuous
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innovation of products or services, production processes, organization and culture
of work [Donarski 1999].

Labour productivity reflects the relationship of the total effects achieved in the
enterprise to the workload involved, ameasure of the efficiency of utilization of human
resources, both at the micro and the macro scale. Labor productivity growth is seen
as a source of economic growth [Skrzypek 2000]. Productivity can be considered
as one of the measures of effectiveness that characterizes the company’s operations,
especially the utilization of all resources that are at its disposal [Pigtowska-Laska
2008].

The approach shows that in the proposed context productivity can be considered
as a stream transition, which causes the resources of the input subject to the
transformation into form of output elements to have a value to the recipient. It is
reasonable to take into account that every process based on the sequence of inputs
and outputs must have a recipient who will evaluate the effect of the work process.
Based on the scope of the examination results of the process, it can be distinguished
between total and partial productivity [Pictowska-Laska 2012]. The first is the ratio
of the total amount of production to the total amount of resources consumed or used
for its production. In contrast, partial productivity refers to the ratio of the total
amount of production to the amount of different types of resources used to produce
them. Labor productivity taking into account the proposed classification is part of
the partial area.

Changes in the level of productivity depends on many related and time varying
factors that are complementary [Koziot 2004]. Factors affecting productivity are
divided into two main groups: internal and external factors. The external factors
include those that cannot be controlled by the enterprise [Gableta 2003]. Presented
development shall include in its range internal factors, namely those which are
subject to verification and control of the company. Of the existing types of internal
factors the paper will take into account factors related to human and work resources
[Kosieradzka, Lis 2000]. Human resources with the capital which is located in them
are the basic unit which determines the output area of the process. Therefore most of
the approaches to the analysis and evaluation of productivity are based on indicators
of employee productivity. The level of competence, commitment and scope of the
work determines the position of certain measures used in the process.

The interpretation of the concept of labor productivity allows the assumption
that changes in the level can be attributed largely to the work factor. Although the
verification process through the prism of analysis of one variable is a fairly narrow
range to keep in mind that the implementation of the processes by the employees
resulting in differences in productivity will be differentiated by the same resource,
to a lesser extent, will be a result of structure, system of motivation and implemented
organizational improvements. Therefore, to verify the productivity of repeatable
processes executed within the organization at the same workplace the analysis of the
work of the human factor was considered as correct.
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3. Service delivery process

Productivity of the business operations of the production system can be interpreted
as a resource efficiency input system — human labor, capital, materials in the
production of goods and services that represent its output [Pigtowska-Laska 2008].
As the service is determined every action contains an element of immateriality,
which consists in influencing either the customer or items or properties that are in
his/her possession, and that does not transfer ownership rights [Payne 1997]. The
primarily distinguishing feature of good service is the inability to take its production
to supply. The service cannot be stored because it is immaterial.

Regardless of the type of services there is a similar social, economic and
technological increase in the impact on consumers. Among the forces causing the
growth in consumption of services there are: the increasing level of income per
capita, the need for a wider range of social benefits, the size and role of the public
sector, the complexity of working environments, increased specialization and the
relaxation of trade barriers. These trends contribute globally to the increasing
importance of service processes [Bryson et al. 2004].

In the process of value creation companies use the specific contribution that
through the process of transformation creates a service that allows to meet the needs
of customers. The construction of values requires multiple integrated steps in many
areas of business [Jeziorski, Borkowski (eds.) 2008]. The effectiveness of this process
depends on the resources available and the capacities that have units operating in the
organization structure. Figure 1 shows the elements building the process of service
including the area of productivity.

Resourcesand

. . Transformation Service valusble
capi&glitrﬁ]su\:hm - DLt J - processes J b Lt & | forthe customer
— 5 — 4
\n
Productivity J

Fig. 1. Structure of the service process

Source: own study.

Resources are identified with the contribution necessary to provide services.
The figure takes into account the area of infrastructure, information, agents
and employees as key elements of the input process, while ability is understood
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as corporate know-how in the field of coordination, control and deployment of
resources of value in certain parts of the organization. The task of the specific ability
is to provide an enterprise with the possibilities for optimal use of resources in the
process of creating value for customers.

According to the approach presented in the article the key importance in the
provision of services is attributed to employees, the only elements belonging to both
the ability and resources. This underlines the primacy of employees in the process.
The ability of employees is identified with potential which is accumulated in the
employees and which allows for the implementation of the process of providing
services in a way that ensures the achievement of customer satisfaction. People are
a very important factor differentiating services. By creating additional benefits they
become a source of competitive advantage [ Michalski 2007].

4. Characteristics of the productivity research

Presented in the article study on labor productivity service process was carried out
in micro-enterprise providing services in the field of auto mechanics. The enterprise
is located in the West Pomeranian Voivodeship. The scope of the study took into
account the time period of one month and was to analyze the process of providing
services by 7 employees employed as car mechanics. The research tool was a
questionnaire of the scope of work completed after each process, in which the
employee was involved during the working day. Age and work experience of
participants’ are shown in Figure 2.
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Fig. 2. Survey respondents

Source: own study.
For the analysis 239 correctly completed questionnaires were accepted. The

duration of the study foresees a period of 6 months. The article included the results
of studies of the first complete month study, which included March 2016. Tested
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processes considered the position of mechanic recurring tasks, including repair and
replacement of parts of motor vehicles and motorcycles.

5. Analysis of labor productivity

Productivity is measured usually by an indicator of performance, most often
understood as the ratio of the volume of marketed production of the total number of
employees. High productivity of the human factor is one of the conditions for the
development of enterprises, conducive to lowering the costs of their activities,
thereby increasing their competitiveness. As a measure of the productivity of the
human factor rate of labor productivity is assumed, which can express the relation of
the total effects achieved in the enterprise to the workload involved [Szewc-Rogalska
2005]. In the present study labor productivity is represented at the micro level, and
thus refers to the considerations of productivity as a unit of measurement calculated
for each employee on the test workstation.

An analysis of productivity requires a presentation of input amount that the
particular process involved. According to Figure 1, it is necessary to present a value
of assets and capabilities, which are the basis for building the value of its service
processes. Figure 3 shows the differences in the value of work and the resources
used by employees in the considered period.

The value of input streams and payment
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Fig. 3. The value of processes inputs

Source: own study.

The figure shows the disparities existing between the values of inputs used by
individual employees. In all cases there is a preponderance used in the process of
work in relation to the range of capabilities used and considered as the value of labor
resources. In the following part of the study on the basis of the demonstrated value
the size of productivity of individual employees will be shown.

Labour productivity is defined as output per employee or per unit of time, formed
under the influence of technology, skills and socio-economic relations defining
the organization and working conditions [Jagas 1999]. Verifying the relationship
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between changes in labor productivity and the level of wages in the enterprise
one should take into account the specificity of perception of the category salary,
depending on the subject considerations. The recognition of remuneration from the
point of view of the employer recognizes employees as the purchase price of a factor
representing the manufacturing component of total production costs. The income
arising from the involvement of their own capital on the basis of the employment
relationship is considered from the point of view of the employee. An efficient
system of remuneration should have been designed so as to provide an opportunity
to develop both the level of competitiveness of the company and the competence of a
worker. The remuneration is generally defined as payment for work performed and
subordinate to an employer [Borkowska 2004].

An employer is eligible for salary component of labor costs, which it aims to
get on time to achieve the highest productivity, ensuring maximization effect in
relation to the costs incurred. The base is to maximize the return on unit labor
costs. Therefore, the indicator of dynamics of changes in labor productivity should
be the basis for determining the level of remuneration. Their growth rate in excess
of changes in labor productivity contributes to the increased unit costs [Adamczyk
2007].

Productivity is considered in the article in the context of the process service.
Taking into account the specificity of services, it can be assumed that the effect of the
process depends to a large extent on the skills and competencies of human resources
organizations. Thus making the verification of labor productivity the conversion
formula according to which labor productivity is the amount of tasks carried out
by the employee per unit of time described on individual productivity should be
taken into account [Szulce et al. 2008]. Therefore the size of the processes carried
out by the employee has to be grasped in service. The results consider the level of
productivity of individual employees taking into account the 46-hour working time
in the period shown in Figure 4.

Figure 4 shows the number of processes performed during a month by an
employee, as well as its productivity relative to other mechanics. A broader analysis
of the results will be possible after the end of the study. However, the results of two
of the seven employees differ significantly from the rest, which is also reflected by
the low level of remuneration for the processes.

A different measure of productivity labor considers it as the ratio size of the
tasks to labor costs. Category labor costs to a greater extent reflect the degree of
utilization of available resources and qualifications of employees. It should be
taken into account that part is a derivative of the local labor market conditions and
the associated regional wage differentiation [Adamczyk 2008]. Figure 5 shows
productivity levels taking into account the overall labor costs per employee.
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Fig. 4. The relation of productivity and processes

Source: own study.
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Fig. 5. Levels of labor productivity based on labor costs

Source: own study.
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Verification of the relationship between the value of performed processes and
labor costs again shows large inconsistency between employees 4 and 7 in the
surveyed month. The analysis of HR processes in the company will verify low
levels of process execution by individuals with the lowest level of productivity. The
analysis should verify the issue of qualifications dependent on both the required
level of education and work experience. It should be noted that the workers with the
lowest level of productivity are characterized by different age and seniority on the
job.

6. Conclusions

There are all sorts of difficulties in measuring and assessing productivity, among
which the most important should be considered the lack of reference values for
individual indicators, the impact of inflation and limited possibility of making
comparisons between companies [Lis (ed.) 1999]. No reference values in the present
study would be offset by an analysis of trends in the coming months, and comparing
the values obtained.

The study presented in the article is the first stage of the research process, which
task is to determine the changes in productivity levels of employees on the position
of a mechanic in a period of 6 months. The results in the article are therefore an
introduction to the research, which in the opinion of the author allow to show the
differences in productivity levels and in a subsequent step to determine their causes
and implement corrective actions. Based on the reported disparities an analysis
can be performed, which allows the identification of determinants of differences
in the effects of service processes. Reviewing the processes and the work of their
performers, the optimal course and effect process can be determined, and thus
disparities in the productivity of human labor lessened.

Shaping the service process is determined by the strength of mind and the
ability of its use by employees. The presented fragment of research indicates a wide
variation of productivity in the enterprise. Productivity improvement means making
the level of employment higher so that it can meet the needs of employers and the
ability to create value for a customer of services. The main task of the efficient work
process is the full and productive use of time and resources according to the needs
and aspirations of employees and employers.
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