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Abstract. The determinants of the successful innovation implementation in the
company include human capital and competencies of both managers and employ-
ees. In order for successful innovation management to occur, a manager must ac-
quire or possess expertise in the domain at hand, as well as specific competencies.
The paper has focused on the identification of the essential managerial competen-
cies to promote and enhance innovation in companies. The study was conducted
among managers of top, middle and operational management level in companies
operating in Poland. It seems that competencies for each of the three group of
managers have not been described in detail yet. The research has identified key
competencies of managers in the context of implementing innovation in the com-
pany as well as differences resulting from the level of management in the organiza-
tion. The research has helped to identify discrepancies between the current level of
competencies needed to achieve organizational objectives, and the expected level
ensuring maximum efficiency during their implementation.

Keywords: competence, managerial competencies, innovation, knowledge, skills,
attitudes and behaviours.

JEL Classification: M5, O31.

1. Introduction

In the light of changing expectations and an employee model, currently a manager plays
a variety of roles: a leader, facilitator, animator, coach, mentor or trainer, and his task
is to: coordinate, diagnose and bring out human potential, moderate, stimulate, create,
initiate, and to motivate. Already Schumpeter combined innovation with an entrepre-
neur (an entrepreneur as a creative innovator). In the first edition of Theory of Economic
Development from 1912, he highlighted the creativity and heroism as the basic character-
istics of an entrepreneur (Brouwer 2002). The entrepreneur had leadership skills, will and
energy of action, dynamism, and constructivity understood as the ability to act contrary
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to established beliefs and current rules. The introduction of new combinations required
that the entrepreneur have skills and the courage to take a huge risk. He was character-
ized by: the willingness to take action, the ability to subdue others, and management and
leadership skills (Schumpeter 2002). In recent years, the importance of human capital
and competencies in the innovation process has been emphasised. Competencies of man-
agers (determining a way of managing a company), and also human capital possessed,
and therefore the competencies of other employees are listed as internal factors that may
directly or indirectly affect innovation activities of economic entities (Ahmad et al. 2010;
Galende, de la Fuente 2003; Hsien-Tang, Hsi-Peng 2010). The level of convergence of
competencies possessed by managers with competency needs of the organization arising
from its specific character will determine the effectiveness of the implemented strategy.
A high level of organization is primarily the result of excellent management of competent
managers, who effectively use the company resources by making changes (innovations),
envision and create innovative products and services in organizations.

A competency profile of the 215t manager includes competencies closely related to
the cognitive functioning (e.g, the ability to analyze, synthesize, and solve problems)
to the competencies related to the functioning in the community (interpersonal skills,
communication skills, the ability to motivate others). In order for successful innovation
management to occur, a manager must acquire or possess expertise in the domain at
hand, creativity, ability to carry out transformational leadership behaviours, planning
and sense-making, and social skills (Mumford et a/. 2002). Managers should constantly
encourage employees to cooperate creatively in solving problems, help them in dem-
onstrating activity, motivate them to be creative, eliminate an authoritative attitude,
provide psychological freedom of action, properly inform and take care of the constant
improvement of their intellectual level. It can be assumed that company innovation is
conditioned, among others, by managers: their mental focus on developing innovative
activities, their ability to engage the appropriate resources in this activity, to identify
and use external impulses, to accept many, also controversial points of view, to do
experiments with calculated risk and to seek opportunities for radical breakthroughs
(Krawczuk-Sokotowska 2008).

Innovation has been studied from many perspectives in academic research, includ-
ing: adoption, diffusion, organizational culture, business environment, technology, and
the individual. Furthermore, there is very little research reported in the literature on ex-
ploring the competencies that managers have to have in innovation processes. Therefore,
this study explores the managerial competencies critical to the success in the process of
innovation creation and implementation in the company in Poland. The aim of the paper
is to identify the elements (knowledge, skills and attitudes) of managerial competencies
and their ranges, which are crucial for the effectiveness of the innovation implementa-
tion process in the company at different stages. Knowledge of managers’ competencies
in the innovation processes can lead to new perspectives for further research. Managers
will gain an understanding of their own competencies and how they might improve in-
novation in their own organization from an individualist perspective.
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2. Theoretical framework. Previous research

Competencies, identified with skills, were recognized in the research on leadership behav-
iours, however, for a long time they were considered secondary in relation to personality
traits (Filipowicz 2004). The concept of competency-based human resources has gone from
a new technique to a common practice for 40 years since McClelland (1973) first proposed
them as a critical differentiator of performance (Boyatzis 2008). Most subsequent publica-
tions on competency (Boyatzis 1982; Woodruffe 1991) present a universal approach to
competency. Boyatzis (1982) defines competency broadly as an essential, fundamental
characteristic, which results in effective and/or better fulfillment of professional duties. In
his opinion, professional competency represents the potential, an ability to perform some-
thing. An individual set of competencies reflects the capabilities of a person — competencies
are identified with qualities of a manager who really does a good job. These include mo-
tives, personal qualities, skills, the image of oneself or one’s social role, knowledge which
a person uses, and a person can be aware of the existence and possession of these qualities
or not. Woodruffe (1991) suggests that the term competency is used to refer to two factors:
1) areas of work at which the person is competent, the so-called “areas of competence” and
the proven ability to perform a job competently (i.e. to the standards required in employ-
ment), and 2) the sets of behaviour the person must display in order to perform the tasks
and functions of job with competence. Also, Armstrong (1998) distinguished between the
concept of “competence” and “competency”. In his opinion, “competence” describes what
people need to be able to do to perform a job well, “competency”, in contrast, is defined
in terms referring to those dimensions of behaviour lying behind competent performance.
These are often reffered to as behavioural competencies, because they are intended to de-
scribe how people behave when they carry out of their jobs.

When competencies possessed by successful managers are discussed, the term “man-
agerial competencies” is frequently used (Abraham et al. 2001; Moore et al. 2002;
Childs, Gibson 2010; Xuejun Qiao, Wang 2009; Koenigsfeld et al. 2012). The struc-
ture of managerial competencies is widely discussed in the literature. (Antonacopoulou,
Fitzgerald 1996; Clardy 2008; Oleksyn 2010; Alkahtani et al. 2011). Bird (1995) de-
fined competencies as primary characteristics such as basic and specific knowledge,
motives, traits, self-image, roles and skills. Dubois et al. (2004) suggest that the term
“competencies” refers to the characteristics such as “knowledge, skills, aspects of self-
image, social motives, feeling and acting” which is demonstrated by an individual to
achieve the desired performance goal within an organization.

Managerial competency has been studied from many perspectives in academic re-
search, including: the impact of competency-based methodologies on HRD (Rothwell,
Lindholm 1999); the role which competencies play in education and training field
(Camuffo, Gerli 2004; Hansson 2001; Kersh Evans 2005; Tovey 2006); individual and
contextual factors influence competency levels (Wickramasinghe, De Zoyza 2008; Agut
et al. 2003); the competency approach to study entrepreneurial and leadership charac-
teristics (Wickramaratne et al. 2014; Jena, Sahoo 2014; Quintana et al. 2014; Jantti,
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Greenhalgh 2012; Man et al. 2002; Schmitt-Rodermund 2004); the specific character
of managerial competencies depending on the type of company, industry or market
which the company operates in. (Cappellen, Janssens 2008; Suh et al. 2012; Trivellas,
Drimoussis 2013; Chong 2013; Kozuch, Szczepanska-Woszczyna 2014; Vila et al.
2014), evaluation of behavior, skills and commitment of managers (Moradi et al. 2011).

Competencies are classified according to different criteria, inter alia: a source of
acquiring competencies (formal and actual competencies), the substantive scope (narrow
and wide competencies), availability (organization’s own competencies and acquired),
the time perspective (current and anticipated competencies), a scope of impact (narrow
competencies necessary for a particular position and broad ones, important in the widely
understood social environment), measurability (easy or difficult to measure), owner-
ship (individual and group competencies), content (professional, social, business, and
conceptual competencies). Comparison of the most popular managerial competencies
was presented, among others, by Bigelow (1994), while the classifications that are the
result of modern research and studies were presented by Konigova, Urbancova, Fejfar
(2012), Rakowska (2007). Managerial competencies are strategically driven by organi-
zational core competence. Employee competency and organizational core competence
are similar and linked in terms of person-organization fit and person-job fit. Competence
is a temporary asset that must be generated in the interactive context between individual
potential and core competence of organization (Chen, Chang 2010).

Decisions and choices made by senior managers influence company performance
depending on how they assess the environment, what strategic decisions they take and
how they support innovation (Bessant, Tidd 2011). According to the research, an in-
novative manager is competitive, constantly seeking, constantly introducing changes
and improvements, communicative and has good interpersonal skills, is able to inspire
subordinates, to listen to their opinions and recognize good ideas. Two main factors
influencing innovation competency development include: subjective factors (predispo-
sitions, traits, abilities, personality type, personal and social competencies), which are
considered the most important and the working environment (Nawrat 2013). An indis-
pensable element of effective change management aiming to implement innovations
is entrepreneurial skills as a kind of “package”, which consists of the following skills:
highly developed understanding of the process and its various components, project plan-
ning and management, teamwork skills in uncertain conditions, leadership — having a
vision and the ability to implement it, learning skills — the ability to analyze, identify
positive and negative events and their causes, the ability to correct the process on their
basis (Bessant, Tidd 2011). The research conducted among executives of five major
corporations in the United States shows that managers — innovators should be charac-
terized by: the ability to sense the needs, anticipate change and a positive attitude to
them, determination (careful planning of activities and tenacity in action), the ability to
combine the overall vision with attention to every detail, participative leadership style,
stubbornness combined with persuasion skills and tact (Oleksyn 2010). According to the
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research conducted by Copp (2011), innovative managers associate competencies with:
interpersonal competencies, interpersonal intelligence, interpersonal skills (motivating),
experience, openness, communication skills and leadership skills. According to Jones
et al. (2000), in order to lead others in an innovation, managers should be trained to pro-
mote: imagination, community and the application of the innovation in the workplace.
Gardner and Stough (2000), based on the research conducted among 250 high-level
managers, suggest that managers who are more effective in innovation processes have
higher levels of emotional intelligence. Emotional intelligence is based on the leader’s
ability to manage the employee’s emotions and stress (Gliddon 2006).

3. Methods

The purpose of the study was to explore the perceived managerial competencies that are
critical for implementing innovation. This paper also intends to present different elements
of managerial competency: knowledge, skills, qualities, attitudes and behaviours. The is-
sues which will be empirically addressed are the following: What knowledge, skills and
qualities do managers need in the context of implementing innovation in the company? Can
you see any differences between the competencies possessed and expected of managers in
the process of innovation implementation (is there is a competency gap)? Does the range
of management competencies depend on the level of management? The authors argues that
the structure of competencies of managers in companies is not homogeneous and creates a
significantly different group, moreover the expected structure of competencies depends on
the level of management in the organization. The first part of the study used a content anal-
ysis based on the review of professional publications, books and scientific articles. Older
publications concerning managerial competencies were chosen to compare the collected
information because the most current authors follow the findings made by previous authors.
During the literature research, based on the findings of the research previously conducted
in different types of businesses, components of managerial competencies in the following
areas were identified: knowledge, conceptual and analytical skills, social skills, job-related
and cognitive managerial skills, as well as the qualities, attitudes and behaviours, crucial
for implementing innovation. These sets were tested in pilot studies.

The study was conducted among the managers of top, middle and operational man-
agement level in companies operating in the Province of Silesia (Poland). We eliminated
the respondents who failed to answer at least 20 per cent of the questions. The quan-
titative sample of analysing the managerial competencies contains 101 managers. The
research was conducted by means of a direct survey. The instrument of data collection
was questionnaires. A questionnaire consisting of 10 questions with a mixture of Likert-
scale and closed-ended questions with one answer was developed. In addition to demo-
graphic data, information about the type and scope of the innovation implemented by
the company, scope of knowledge, skills, qualities and attitudes of managers relevant to
company innovation (the expected competencies), assessment of their own competency
and leadership styles was collected. The components of knowledge, skills, qualities and

270



Business, Management and Education, 2014, 12(2): 266—282

attitudes were listed. A five-point Likert scale was employed to gather responses, 5 in-
dicating “maximum agreement” and 1 “no agreement”. The survey was sample-based.
Non-random sampling was applied and advantages and disadvantages specific to this
method of sampling were considered. A small group of those surveyed does not author-
ize to make generalizations, but allows the identification of the specific mechanisms and
formulation of questions and conclusions. Tested on a larger sample, they will make
it possible to formulate more documented and certain, useful theses on a larger scale.
The data were collected in April and May 2014 and first analysed using basic statistical
techniques. Data analysis was accomplished using IBM SPSS Statistics 21.

4. Findings, discussion and limitations

In the first part, we would like to describe the background characteristics of respondents
and the profile of companies in this research. Respectively, 19.8%, 36.6% and 43.6% of
the respondents were top managers, middle managers and operational level managers.
Approximately 48.5% of the respondents were between 31 to 40 years old, 27.5% under
31 years old, 23.7% over 40 years old. An education level of the respondents indicates
that 97% have university degree. 43.6% of the respondents have a degree in economic
fields, 20.8% — in technology or science, 14.9% — in social and humanistic sciences, 11.9%
in law and administration, 20% of the respondents have over 10-year experience on the
managerial positions, 18.9% from 5 to 10 years of managerial experience, others less than
5 years of such experience. The respondents work in companies of different size, 42.6% of
them in large companies (more than 250 employees), 25.7% in medium-sized companies
(51-250 employees), others in small companies (less than 50 employees). In 66.6% of the
companies, technological innovations have been implemented, in 58.4% of companies —
product innovations, in 56.4% — organizational innovations, in 43.6% — marketing innova-
tions. In 11.9% of the companies, the innovation was international, in 19.8% it was new in
the country, in other companies the innovation was new in the region, sector or company.

Mean scores were computed on all 77 elements of managerial competencies from the
survey in order to examine which individual competencies were the most important and
most frequently used. In this paper, we examine the managerial competencies in six compe-
tency areas such as knowledge, conceptual and analytical skills, interpersonal skills, personal
skills, managerial skills, qualities, attitudes and behaviours. The mean score for individual
competencies ranged from 4.50 to 3.28 in the general population, in the group of top man-
agers it ranged from 4.21 to 2.85, respectively 4.67-3.41 and 4.51-3.18 in the groups of
middle managers and operational level managers.

The first area of assessment was knowledge. The managers ranked applicable knowledge
as the most important. Knowledge of the industry is an area which had the highest mean
score in the context of implementing innovation in the company, it is also an area where the
managers rated their own knowledge most highly (85.1% of the respondents rate themselves
highly and very highly in this respect, 12.9% on the average level, only 2.0% at a low level);
In this area of knowledge, the difference between the knowledge expected and possessed
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(deficit) is observed; it is the most important area of knowledge from the perspective of mid-
dle and operational managers. The next area is practical knowledge (with knowledge of the
issues of organization and management and its applications, as well as technical, production
and legal issues). 80.2% of the respondents rate themselves highly and very highly in this
respect, 11.9% on the average level, only 5.9% at a low level; In this area of knowledge, the
significant difference between the knowledge expected and possessed is observed (0.58); it is
the most important area of knowledge from the perspective of top managers. Next operative
knowledge (competence to use news and skills in task situations) (mean score 4.17) — 80.2%
rate it highly and very highly, 17.8% on the average level, 4.0% at a low level) and knowl-
edge of the sources of innovations and of the factors determining innovation — important for
the innovation implementation, but also an area with large deficit in knowledge possessed in
relation to knowledge expected. Table 1 lists fields of knowledge most frequently identified
by the survey respondents as critical competencies.

A skill, as a component of competency, is proficiency at using relevant messages (in
the normative form as a principle, rules, or — in the case of imitation — as role models),
while performing specific tasks. This is application of knowledge in real company resource
management and self-management. In the second part of the survey, the respondents rated
their skills in several key areas. In the area of conceptual and analytical skills, skills of
operational and strategic thinking were rated as the most important (mean score of 4.50;
84.2% have it on the high and very high level, 13.9% — average level, 0.0% — low level).
In this area there is the biggest difference between skills expected and possessed. For
77.2% of the respondents, analytical skills are important (high and very high level), for
86.1% — observing the market, competitors. Table 2 lists elements of conceptual and ana-
lytical skills most frequently identified by the survey respondents as critical competencies.

Table 1. Assessment of managers’ knowledge, essential in the innovation implementation pro-
cesses (Source: created by the authors)

Middle Operational
Top managers Total
Knowledge managers  level managers

M Mdn M  Mdn M Mdn M Mdn

of the industry P 457 500 454 500 4.09 400 432 4.00
Ex 421 400 451 500 451 500 445 5.00

practical P 400 400 3.84 400 350 3.00 3.68 4.00
Ex 443 500 422 500 424 400 425 4.00

operational P 400 4.00 424 4.00 382 400 4.01 4.00
Ex 4.07 4.00 4.14 4.00 423 400 4.17 4.00

of the sources of P 350 400 349 400 334 3.00 343 4.00
innovation Ex 393 400 416 4.00 414 400 4.12 4.00
of the factors determining P 3.50 3.00 395 4.00 348 350 3.62 4.00
innovation Ex 350 350 4.16 4.00 4.09 400 4.05 4.00
general economic P 393 400 354 400 325 3.00 344 3.00
Ex 346 3.00 4.08 4.00 374 400 3.83 4.00

general humanistic and P 357 400 341 300 341 400 341 3.00
social Ex 285 300 343 400 360 400 347 3.00

Note: P — possessed, Ex — expected competencies of managers.
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Table 2. Assessment of conceptual and analytical skills of managers identified as critical in in-
novation processes (Source: created by the authors)

. Operational
Conceptual, maiggers ml\;[éggleis level Total
analytical skills managers

M  Mdn M  Mdn M Mdn M Mdn

operational and P 436 450 411 400 386 4.00 4.03 4.00
strategic thinking Ex 421 500 4.67 500 437 4.00 450 5.00
analytical P 421 450 430 400 393 4.00 409 4.00
Ex 386 400 433 500 4.16 4.00 433 450

observing the market, P 457 500 4.05 400 368 400 396 4.00
competitors Ex 4.07 400 447 500 416 4.00 429 4.00
problem-solving, P 414 400 443 500 4.18 4.00 423 4.00
decision-making Ex 393 400 4.61 500 437 500 417 450
diagnostic P 429 400 422 400 384 4.00 403 4.00
Ex 371 400 436 500 4.05 4.00 412 4.00

proposing ideas and P 421 400 4.11 400 389 4.00 4.02 4.00
changes Ex 371 400 436 400 4.02 4.00 412 4.00
technical P 407 400 392 400 370 4.00 383 4.00
Ex 343 350 378 400 388 4.00 3.79 4.00

Note: P — possessed, Ex — expected competencies of managers.

In the area of social skills, the respondents rated motivating others most highly
(respectively: 75.1% / 10.9% / 4.0%), the ability to listen to and accept orders (72.3%
/7.9% / 5.0%), building good relationships and trust (80.2% / 16.8% / 3.0%). These
three skills were rated more highly by middle and operational managers rather than by
top managers. The ability to gain power and influence was rated at the lowest level in

this area (Table 3).

Table 3. Interpersonal skills of managers identified as critical in innovation processes
(Source: created by the authors)

Interpersonal skills managers managers managers

M Mdn M Mdn M Mdn M  Mdn

motivating others P 386 4.00 4.19 4.00 393 4.00 399 4.00
Ex 4.00 400 435 400 430 500 428 4.00

ability to listen to and P 425 400 446 500 428 4.00 433 4.00
accept orders Ex 391 4.00 439 500 431 500 428 450
building relationships P 436 450 438 4.00 4.14 4.00 426 4.00
and trust Ex 4.00 4.00 4.08 400 432 500 418 4.00
delegating tasks P 4.00 4.00 395 4.00 375 4.00 3.84 4.00
effectively Ex 371 400 422 400 4.18 4.00 4.14 4.00
making contacts, P 414 400 4.19 4.00 4.16 4.00 4.15 4.00
empathy Ex 3.86 400 4.08 4.00 4.18 4.00 4.09 4.00
training others P 379 4.00 4.11 4.00 3.86 4.00 390 4.00
Ex 3.86 4.00 416 400 4.02 400 4.09 4.00
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End of Table 3

. Operational
. Top liddle level Total
Interpersonal skills managers anagers managers

M Mdn M  Mdn M Mdn M  Mdn

cooperation in the group P 4.14 400 4.19 4.00 4.16 4.00 4.15 4.00
Ex 379 400 4.14 400 4.05 4.00 4.04 4.00

supporting P 400 4.00 4.14 400 393 400 4.01 4.00
communication Ex 3.64 400 4.03 400 420 400 4.00 4.50
managing conflicts P 407 400 384 400 366 400 376 4.00

Ex 350 350 414 400 4.02 400 398 4.00

group decision making P 393 4.00 414 400 391 400 396 4.00
Ex 364 400 3.62 400 3.80 4.00 3.68 4.00

gaining power and P 4.07 400 3.86 4.00 375 4.00 3.80 4.00
influence Ex 336 300 378 400 352 400 3.57 4.00

Note: P — possessed, Ex — expected competencies of managers.

Personal skills are the area where the level of the managers’ skills possessed is
poorer than the level expected for the efficient innovation implementation. For the re-
spondents, the following skills are the most important in the context of implementing
innovation in company: striving to achieve results (88.1% of the respondents rated it
highly or very highly), coping with change (very highly or highly rated by 80.2% of the
respondents), commitment (83.2%), creative problem solving (79.2%). This group of
skills was rated relatively highly and evenly — mean score is from 4.17 to 4.38. Those
who rated their personal skills most highly are middle managers (Table 4).

Table 4. Managers’ personal skills in innovation processes (Source: created by the authors)

T Middle Operational
. op managers
Personal skills managers level managers

M Mdn M Mdn M Mdn M  Mdn

striving to achieve results P 429 400 443 400 420 4.00 429 4.00
Ex 4.14 450 457 500 428 400 438 5.00

Total

coping with change P 407 400 438 500 4.14 500 421 5.00
Ex 414 400 449 500 427 500 432 5.00
commitment P 443 400 451 500 432 400 439 4.00
Ex 4.00 450 449 500 425 400 430 5.00
creative problem solving P 414 400 424 400 386 4.00 4.01 4.00

Ex 421 450 443 500 416 400 430 5.00

organization of own work P 414 400 443 500 426 400 425 4.00
Ex 3.86 4.00 457 500 414 400 426 4.00

dealing with stress P 386 400 422 4.00 386 400 396 4.00
Ex 4.00 4.00 438 500 426 400 426 4.00

adapting flexibly to complex P  4.14 4.00 430 5.00 423 4.00 421 4.00
and vague situations Ex 371 400 443 500 405 4.00 4.17 4.00

Note: P — possessed, Ex — expected competencies of managers.
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The managerial (leadership) skills that the respondents rated most highly include:
strategic thinking (87.1% of the respondents rated them as important or very important
in the context of implementing innovation in company), the ability to set goals (84.2%).
The ratings of skills such as motivating employees and developing their commitment,
which are important from the point of view of the innovation implementation, were
4.31 and 4.30 (respectively 85.1% and 87.1%). Strategic thinking, vision, goal setting,
managerial courage are the domain of top managers, and motivating and caring of sub-
ordinates — of middle managers. As regards almost all managerial (leadership) skills,
there is a competency gap. Table 5 lists fields of managerial skills most frequently
identified by the survey respondents as critical competencies.

Table 5. Management (leadership) skills in the context of implementing innovation in company
(Source: created by the authors)

. 4 Top Middle Operational
Managerial .(leadershlp) managers managers level Total
skills managers
M Mdn M Mdn M Mdn M  Mdn
strategic thinking P 450 500 427 400 393 400 4.12 4.00
Ex 404 400 457 500 437 500 441 5.00
setting goals P 436 400 427 400 4.11 4.00 4.15 4.00
Ex 393 400 446 500 432 500 431 5.00
motivating others P 400 4.00 427 400 386 4.00 4.02 4.00
Ex 4.07 4.00 457 500 420 4.00 431 4.00
managerial courage P 429 400 422 400 4.00 4.00 4.07 4.00
Ex 393 400 449 500 430 4.00 431 5.00
ability to develop P 421 400 4.16 4.00 391 4.00 4.01 4.00
employees’ commitment Ex 393 4.00 451 500 425 500 430 4.00
having the vision and P 436 500 4.03 400 380 4.00 394 4.00
implementing it Ex 4.07 400 435 500 427 4.00 427 4.00
plannimg and managing P 4.07 4.00 392 4.00 3.77 4.00 384 4.00
projects Ex 393 4.00 441 500 423 400 425 4.00
care of subordinates P 414 400 435 400 4.09 400 4.18 4.00

Ex 379 400 430 400 423 4.00 4.18 4.00

Note: P — possessed, Ex — expected competencies of managers.

In the area of qualities, attitudes and behaviours in the context of implementing
innovation in the company, the respondents rated the following as important: activity,
openness to change, creativity, ingenuity, perseverance in pursuing the goal. Behaviours
that aim to build creative teams that are open to change are more important than in-
dividualistic attitudes. Table 6 lists fields of qualities, attitudes and behaviours most
frequently identified by the survey respondents as critical competencies.
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Table 6. Assessment of qualities, attitudes and behaviours in the context of implementing inno-
vation in the company (Source: created by the authors)

Top managers Middle Operational Total
Qualities, attitudes and managers level
behaviours managers

M Mdn M Mdn M  Mdn M  Mdn

activity, initiative P 414 400 441 500 4.12 400 420 4.00
Ex 431 4.00 446 500 423 400 432 4.50

openness to change P 414 450 438 500 423 4.00 427 4.00
Ex 457 500 438 4.00 4.14 400 429 4.00

creativity P 400 4.00 432 400 382 4.00 4.04 4.00
ingenuity Ex 421 4.00 432 400 423 450 426 4.00
perseverance in pursuingthe P 436 450 4.54 5.00 433 4.00 441 4.50
goal, determination Ex 446 5.00 435 500 4.14 4.00 426 5.00
responsibility P 436 4.00 465 500 437 400 445 5.00
Ex 4.00 4.00 432 500 430 400 425 4.00

conscientiousness P 400 4.00 446 500 426 4.00 427 4.00
Ex 4.15 400 438 500 4.16 400 422 4.00

self-confidence, resolutness P 421 400 446 500 4.19 4.00 425 4.00
Ex 4.15 4.00 438 500 416 4.00 422 4.00

self-control in stressful P 400 4.00 443 500 4.09 4.00 4.17 4.00
situations Ex 4.15 400 422 500 430 450 421 4.00
willingness to improve one’s P 436 4.50 4.59 5.00 4.51 500 4.53 5.00
skills Ex 421 400 424 400 4.16 4.00 420 4.00
consistency in performing P 429 400 449 500 4.02 400 421 4.00
tasks Ex 431 4.00 430 4.00 4.11 4.00 420 4.00
initiating change P 421 4.00 416 4.00 3.81 4.00 4.00 4.00
Ex 446 500 422 400 4.02 400 4.17 4.00

being systematic, reliability P 393 400 438 4.00 4.09 4.00 4.14 4.00
Ex 392 400 438 500 4.11 400 4.15 4.00

honesty P 429 400 478 5.00 447 500 4.54 5.00
Ex 4.00 4.00 451 500 3.89 4.00 4.14 4.00

openness to the ,,otherness” P 400 400 424 4.00 388 4.00 4.04 4.00
and diversity Ex 4.15 4.00 4.08 4.00 4.16 4.00 4.11 4.00
independence P 429 450 465 500 433 400 443 5.00
Ex 4.00 4.00 432 500 4.02 400 4.11 4.00

assertiveness P 386 4.00 416 4.00 398 4.00 4.00 4.00
Ex 3.64 4.00 430 500 391 4.00 4.02 4.00

loyalty P 436 500 462 500 428 4.00 441 5.00
Ex 3.77 4.00 424 400 3.82 4.00 395 4.00

inclination to take risk P 386 4.00 386 4.00 3.74 4.00 3.80 4.00
Ex 331 3.00 3.78 4.00 4.07 4.00 3.86 4.00

competing with others P 400 4.00 362 4.00 360 4.00 3.63 4.00
Ex 3.77 4.00 351 4.00 327 3.00 341 4.00

striving to achieve maximum P 3.79 4.00 3.65 4.00 347 3.00 3.53 4.00
own benefits Ex 346 4.00 341 400 3.18 3.00 328 3.00

Note: P — possessed, Ex — expected competences of managers.
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A manager should have the ability to motivate all stakeholders, particularly
employees, to behave pro-innovatively. This motivation is based on recognition, it uses
the measures of identification with the organization, and strengthens the internal mo-
tivation of employees, but is also based on rewarding for performance, mostly team
performance. The essential conditions for the successful implementation of new solu-
tions include identifying agents of change among employees and cooperating with them.

5. Conclusions

The structure of competencies of a manager acting in contemporary social and economic
conditions must be flexible, with the ability to adapt to changes in the environment.
Nevertheless, even in this dynamic system such as a set of competencies of the effec-
tive 21st century manager, we can distinguish some permanent elements, which are the
basis of the individual competency profile of each employee. Most authors point out
similar elements that build competencies: knowledge, skills, personality predispositions,
attitudes and patterns of behaviour.

Studying managerial competencies on the basis of studies of literature and in the
context of implementing innovation in the company, the following categories of compe-
tencies were distinguished: conceptual and analytical skills, interpersonal skills, personal
skills, managerial (leadership) skills and qualities, attitudes and behaviours. The survey
used a 5-step Likert scale, where 5 meant that the competencies are very important for
the innovation implementation, 4 — important, 3 — of medium importance, 2 — of little
importance and 1 — of very little importance. Therefore, the division of competencies
into the following groups can be adopted (Gliddon 2006): (a) expert (mean score 4.25
and above), (b) core (mean score 4.24-3.80), (c) supplementary (mean score below
3.80). The expert competencies include: knowledge of the industry, practical knowledge,
operational, strategic and analytical thinking skills, the ability to observe the market,
competitors, to motivate others, to listen to and accept orders, the ability to: strive to
achieve results, cope with change, solve problems creatively, deal with stress, cope with
stressful situations, commitment, good organization of own work, as well as: activity,
initiative, openness to change, creativity, ingenuity, perseverance in pursuing the goal,
determination, and responsibility. A group of core competencies includes: general eco-
nomic and operational knowledge, knowledge of the sources of innovation and of the
factors determining innovation, problem-solving, decision-making and diagnostic skills,
the ability to propose ideas and changes, technical skills, the ability to build relation-
ships and trust, to delegate tasks effectively, to make contacts, empathy, the ability
to train others, support communication, manage conflicts, cooperate in the group, the
ability to adapt flexibly to complex and vague situations, care of subordinates, as well
as: conscientiousness, self-confidence, resoluteness, self-control in stressful situations,
willingness to improve one’s skills, consistency in performing tasks, initiating change,
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being systematic, reliability, honesty, openness to the “otherness” and diversity, inde-
pendence, assertiveness, loyalty, inclination to take risks.

Every innovation is a change in the system of the organization. It must be accepted
within the social system of organization, both at the stage of its implementation and
after its completion manager must be able to both manage the expectations of employees
and lead by example. Similarly, as Jones suggested, (Jones et al. 2000), the research
shows that a manager has to promote creativity and commitment to work relationships
and focus on innovations in specific job tasks. A manager should seek to understand
the psychological profile of others and exhibit emphaty. The managers rated social
skills more highly than the conceptual and analytical skills. Despite the declared poorer
knowledge of social relationships, the managers (in their assessment) have a much
higher ability in this field.

Persing (1999) suggests that managers who focus creative efforts on innovating
within job tasks rather than creating new ideas lead employees to higher levels of in-
dividual innovation. The findings of the research indicate similarly that the task of the
manager in the innovation process is not to generate new ideas, concepts, new products,
but to strengthen and increase creativity of team of employees. Important skills include
the ability to motivate others, to listen to and accept orders and build relationships and
trust. The manager’s personal motivation has to come primarily from ambition, passion,
tenacity and perseverance.

The effectiveness of the innovation implementation is inextricably linked to the
effectiveness of the manager. The manager should have the expert competencies of
strategic thinking, setting goals and planning and managing projects. He must know and
use the available resources and delegate resources and tasks to followers to ensure their
ability to complete a task. According to Bingham (2003), the development of strategy
depends upon a manager’s ability to understand the external environment. According
to the findings, managers should have knowledge of their competitor’s business and act
to combat threats. They should be able to analyze the market trends and give recom-
mendations to the organization.

A three-step division of managers’ tasks and responsibilities into: the highest level
(top management), medium (middle management) and the lowest (first-line manage-
ment, operational management level) (Penc 2007) also determines a diverse range of
responsibilities in the innovation processes. Thus, managerial competencies in the con-
text of implementing innovation in the company are also different at different levels of
management. Knowledge that the managers surveyed possess varies depending on the
level of management: general humanistic knowledge, economic knowledge, practical
knowledge, knowledge of the industry and knowledge of the sources of innovation is
greater at top levels of management, and middle managers have greater operational
knowledge and knowledge of factors determining innovation. The higher the level of
management, the higher self-assessment of managers in almost all areas of conceptual
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and analytical skills. Communication, motivation, training is a strength of middle man-
agers, while gaining authority, conflict management, delegating tasks and impeccable
manner — of top managers.

The research has helped to identify discrepancies between the current level of com-
petencies needed to achieve organizational objectives, and the expected level ensuring
maximum efficiency during their implementation. The difference between the expected
and actual management competencies is defined as the competency gap. The biggest
discrepancy can be seen in practical knowledge, operational and strategic thinking, and
operational knowledge.

References

Abraham, S. E.; Karns, L. A.; Shaw, K.; Mena, M. A. 2001. Managerial competencies and the
managerial performance appraisal process, Journal of Management Development 20(10): 842-852.
http://dx.doi.org/10.1108/02621710110410842

Agut, S.; Grau, R.; Peiro, J. M. 2003. Competency needs among managers from Spanish hotels and
restaurants and their trainings demands, Hospitality Management 22: 281-295.
http://dx.doi.org/10.1016/S0278-4319(03)00045-8

Ahmad, N. H.; Halim, A. H.; Zainal, S. 2010. Is entrepreneurial competency the silver bul-
let for SME success in a developing nation?, International Business Management 4(2): 67-75.
http://dx.doi.org/10.3923/ibm.2010.67.75

Alkahtani, A. H.; Abu-Jarad, I.; Sulaiman, M. 2011. The impact of personality and leadership styles on
leading change capability of Malaysian managers, Australian Journal of Business and Management
Research 1(2): 70-98.

Antonacopoulou, E.; Fitzgerald, L. 1996. Reframing competency in management development, Human
Resources Management Journal 6(1): 27-48. http://dx.doi.org/10.1111/j.1748-8583.1996.tb00395 x

Armstrong, M. 1998. 4 handbook of personnel management practice. 5th ed. London: Kogan Page.
Bessant, J.; Tidd, J. 2011. Innovation and entrepreneurship. West Sussex: John Wiley&Sons.

Bigelow, J. D. 1994. International skills for managers: integrating international and managerial skill
leaming, Asia Pacific Journal of Human Resources 32(1): 1-12.
http://dx.doi.org/10.1177/103841119403200101

Bingham, P. 2003. Persuing innovation in big organization, Research Technology Management 46(4):
52-55.

Bird, B. 1995. Towards a theory of entrepreneurial competency, Advances in Entrepreneurship, Firm
Emergence and Growth 2: 51-72 [online], [cited 30 October 2014]. Available from Internet: http://
www.academia.edu/1282975/Toward_a_theory of entrepreneurial competency

Boyatzis, R. 1982. The competent manager: a model for effective performance. New York: John Wiley
& Sons.

Boyatzis, R. E. 2008. Competencies in the 21st century, Journal of Management Development 27(1):
5-12. http://dx.doi.org/10.1108/02621710810840730

Brouwer, M. T. 2002. Weber, Schumpeter, and Knight on entrepreneurship and economic development,
Journal of Evolutionary Economics 12(1-2): 83—105. http://dx.doi.org/10.1007/s00191-002-0104-1

279


http://dx.doi.org/10.1108/02621710110410842
http://dx.doi.org/10.1016/S0278-4319(03)00045-8
http://dx.doi.org/10.3923/ibm.2010.67.75
http://dx.doi.org/10.1111/j.1748-8583.1996.tb00395.x
http://onlinelibrary.wiley.com/doi/10.1111/aphr.1994.32.issue-1/issuetoc
http://dx.doi.org/10.1177/103841119403200101
http://dx.doi.org/10.1108/02621710810840730
http://dx.doi.org/10.1007/s00191-002-0104-1

K. Szczepanska-Woszczyna, Z. Dacko-Pikiewicz. Managerial competencies and innovations in...

Camuffo, A.; Gerli, F. 2004. An integrated competency based approach to management education:
an Italian MBA case study, International Journal of Training and Development §(4): 240-257.
http://dx.doi.org/10.1111/j.1360-3736.2004.00212.x

Cappellen, T.; Janssens, M. 2008. Global managers’ career competencies, Career Development
International 13(6): 514-537. http://dx.doi.org/10.1108/13620430810901679

Chen H. M.; Chang, W. Y. 2010. The essence of the competence concept: adopting an organization’s
sustained competitive advantage viewpoint, Journal of Management & Organization 16: 677-699.
http://dx.doi.org/10.5172/jm0.2010.16.5.677

Childs, P. W.; Gibson, P. 2010. Graduating professional engineers and management skolls — are
they adequate for the workplace?, in 3rd International Symposium for Engineering Education,
30 June — 2 July 2010, Ireland. ISEE [online], [cited 30 October 2014]. Available from Internet:
http://ro.uow.edu.au/cgi/viewcontent.cgi?article=1034&context=chsd

Chong, E. 2013. Managerial competencies and career advancement: a comparative study of managers
in two countries, Journal of Business Research 66(3): 345-353.
http://dx.doi.org/10.1016/j.jbusres.2011.08.015

Clardy, A. 2008. Human resource development and the resource-based model of core competen-
cies: methods for diagnosis and assessment, Human Resource Development Review 7(4): 387-407.
http://dx.doi.org/10.1177/1534484308324144

Copp, T. 2011. Kompetencje menadzera w przedsigbiorstwie transnarodowym, Chapter 8, in
T. Falencikowski (Ed.). Dziatania wspotczesnych przedsiebiorstw: Determinanty kulturowe, zasobowe
i samorzqdowe, Prace Naukowe Wyzszej Szkoty Bankowej w Gdansku, Tom 12. Gdansk: CeDeWu
(in Polish).

Dubois, D. D.; Rothwell, W. J.; Stern, D. J.; Kemp, L. K. 2004. Competency-based human resource
management. 1st ed. Davies-Black Publishing, Palo Alto, CA.

Filipowicz, G. 2004. Zarzadzanie kompetencjami zawodowymi. Warszawa: PWE.

Galende, J.; De La Fuente, J. 2003. Internal factors determining a firm’s innovative behaviour, Research
Policy 32(5): 715-736. http://dx.doi.org/10.1016/S0048-7333(02)00082-3

Gardner, L.; Stough, C. 2002. Examining the relationship between leadership and emotional intel-
ligence in senior level managers, Leadership & Organization Development Journal 23(1): 68-79.
http://dx.doi.org/10.1108/01437730210419198

Gliddon, D. G. 2006. Forecasting a competency model for innovation leaders using a modified delphi
technique. The Pennsylvania State University, ProQuest.

Hansson, B. 2001. Competency models: are self-perceptions accurate enough?, Journal of European
Industrial Training 25(9): 428—441. http://dx.doi.org/10.1108/03090590110410205

Hsien-Tang, K.; Hsi-Peng, L. 2010. Measuring innovation competencies for integrated services in the
communications industry, Journal of Service Management 21(2): 162—190.
http://dx.doi.org/10.1108/09564231011039277

Jantti, M.; Greenhalgh, N. 2012. Leadership competencies: a reference point for development and eval-
uation, Library Management 33(6/7): 421-428. http://dx.doi.org/10.1108/01435121211266249

Jena, S.; Sahoo, Ch. K. 2014. Improving managerial performance: a study on entreprencurial and lead-
ership competencies, Industrial and Commercial Training 46(3): 143—149.
http://dx.doi.org/10.1108/ICT-10-2013-0066

280


http://dx.doi.org/10.1111/j.1360-3736.2004.00212.x
http://dx.doi.org/10.1108/13620430810901679
http://dx.doi.org/10.5172/jmo.2010.16.5.677
http://ro.uow.edu.au/cgi/viewcontent.cgi?article=1034&context=chsd
http://dx.doi.org/10.1016/j.jbusres.2011.08.015
http://dx.doi.org/10.1016/S0048-7333(02)00082-3
http://dx.doi.org/10.1108/01437730210419198
http://dx.doi.org/10.1108/03090590110410205
http://www.emeraldinsight.com/doi/full/10.1108/09564231011039277
http://www.emeraldinsight.com/doi/full/10.1108/09564231011039277
http://www.emeraldinsight.com/loi/josm
http://www.emeraldinsight.com/toc/josm/21/2
http://dx.doi.org/10.1108/09564231011039277
http://dx.doi.org/10.1108/01435121211266249
http://dx.doi.org/10.1108/ICT-10-2013-0066

Business, Management and Education, 2014, 12(2): 266—282

Jones, M. E.; Simonetti, J. L.; Vielhaber-Hermon, M. 2000. Building a stronger organization through
leadership development at Parke-Davis Research, Industrial and Commercial Training 32(2): 44-49.
http://dx.doi.org/10.1108/00197850010320635

Kersh, N.; Evans, K. 2005. Self-evaluation of tacit skills and competences of adult learners facilitating
learning success and work re-entry, European Education 37(2): 87-98.

Koenigsfeld, J. P.; Youn, H.; Perdue, J.; Woods, R. H. 2012. Revised competencies for private club
managers, International Journal of Contemporary Hospitality Management 24(7): 1066—1087.
http://dx.doi.org/10.1108/09596111211258928

Kozuch, B.; Sienkiewicz-Matyjurek, K. 2014. New requirements for managers of public safety sys-
tems, Procedia — Social and Behavioral Sciences 149: 472—478.

Koénigova, M.; Urbancova, H.; Fejfar, J. 2012. Identyfication of managerial competencies in knowledge-
based organizations, Journal of Competitiveness 4(1): 129-142. http://dx.doi.org/10.7441/joc.2012.01.10

Krawczuk-Sokotowska, I. 2008. Zasoby kadrowe jako podstawa innowacyjnosci przedsigbiorstwa,
Chapter 9, in A. Herman, K. Poznanska (Eds.). Przedsiebiorstwo wobec wyzwan globalnych. Warszawa:
WSH.

Man, T. W. Y,; Lau, T.; Chan, K. F. 2002. The competitiveness of small and medium enterprises: a
conceptualization with focus on entrepreneurial competencies, Journal of Business Venturing 17(2):
123—142. http://dx.doi.org/10.1016/S0883-9026(00)00058-6

McClelland, D. C. 1973. Testing for competence rather than intelligence, American Psychologist 28(1):
1-40.

Moore, D.R.; Cheng, M.-L.; Dainty, A.R. J.2002. Competence, competency and competencies: performance
assessment in organisations, Work Study 51(6): 314-319. http://dx.doi.org/10.1108/00438020210441876

Moradi, F.; Jajarmizadeh, M.; Nikkar, M.; Abbasi, N. 2011. Evaluation of behavior, skills and commit-
ment, management, Advances in Management & Applied Economics 1(2): 169-183.

Mumford, M. D.; Scott, G. M.; Gaddis, B.; Strange, J. M. 2002. Leading creative pe-
ople: orchestrating expertise and relationships, The Leadership Quarterly 13: 705-750.
http://dx.doi.org/10.1016/S1048-9843(02)00158-3

Nawrat, D. 2013. Ksztaltowanie kompetencji innowacyjnych w §wietle badan biografii menedzerow,
Chapter, in J. D. Antoszkiewicz, A. Marjanski. Przedsiebiorczy menedzer przedsiebiorczej organizacyi:
Przedsiebiorczos¢ i Zarzqdzanie, 14(4). Spoteczna Akademia Nauk. (in Polish).

Oleksyn, T. 2010. Zarzqdzanie kompetencjami teoria i praktyka. Krakow: Oficyna Ekonomiczna.
357 p. (in Polish).

Penc, J. 2007. Pojgcie i zadania menedzera, Chapter in E. Jedrych (Ed.). Zarzqdzanie zasobami ludzki-
mi dla menedzerow sredniego szczebla. Krakow: Oficyna Wolters Kluwer Business. (in Polish).

Persing, D. L. 1999. Managing in polychronic times: exploring individual creativity and perfor-
mance in intellectually intensive venues, Journal of Managerial Psychology 14(5): 358-371.
http://dx.doi.org/10.1108/02683949910277111

Quintana, C. D. D.; Ruiz, J.-G. M.; Vila, L. E. 2014. Competencies which shape leadership, International
Journal of Manpower 35(4): 514-535. http://dx.doi.org/10.1108/1JM-05-2013-0107

Rakowska, A. 2007. Kompetencje menedzerskie kadry kierowniczej we wspolczesnych organizacjach.
Uniwersytet M. C. Sktodowskiej, Lublin.

281


http://dx.doi.org/10.1108/00197850010320635
http://dx.doi.org/10.1108/09596111211258928
http://dx.doi.org/10.7441/joc.2012.01.10
http://dx.doi.org/10.1016/S0883-9026(00)00058-6
http://dx.doi.org/10.1108/00438020210441876
http://dx.doi.org/10.1016/S1048-9843(02)00158-3
http://dx.doi.org/10.1108/02683949910277111
http://dx.doi.org/10.1108/IJM-05-2013-0107

K. Szczepanska-Woszczyna, Z. Dacko-Pikiewicz. Managerial competencies and innovations in...

Rothwell, W. J.; Lindholm, J. E. 1999. Competency identification, modeling and assessment in the
USA, International Journal of Training and Development 3(2): 90—105.
http://dx.doi.org/10.1111/1468-2419.00069

Schmitt-Rodermund, E. 2004. Pathways to successful entrepreneurship: parenting, personal-
ity, early entrepreneurial competence, and interests, Journal of Vocational Behavior 65(3): 498-518.
http://dx.doi.org/10.1016/j.jvb.2003.10.007

Schumpeter, J. A. 2002. The economy as a whole, seventh charter of the theory of economic develop-
ment, Industry and Innovation 9(1-2): 93—145.

Suh, E.; West, J. J.; Shin, J. 2012. Important competency requirements for managers in the hos-
pitality industry, Journal of Hospitality, Leisure, Sport & Tourism Education 11(2): 101-112.
http://dx.doi.org/10.1016/j.jhlste.2012.02.005

Szczepanska-Woszczyna, K. 2014. SMEs managers — a need for competence, Acta Technologica
Dubnicae 4(1): 1-16.

Tovey, L. 2006. Meeting business and management training and development needs through compe-
tency assessment, Strategic Change 3(2): 71-86. http://dx.doi.org/10.1002/js¢.4240030204

Trivellas, P.; Drimoussis, Ch. 2013. Investigating leadership styles, behavioural and managerial com-
petency profiles of successful project managers in Greece, Procedia — Social and Behavioral Sciences
73: 692-700.

Trivellas, P.; Reklitis, P. 2014. Leadership competencies profiles and managerial effectiveness in Greece,
Procedia Economics and Finance 9: 380-390. http://dx.doi.org/10.1016/S2212-5671(14)00039-2

Vila, L. E.; Pérez, P. J.; Coll-Serrano, V. 2014. Innovation at the workplace: do professional competen-
cies matter?, Journal of Business Research 67(5): 752-757.
http://dx.doi.org/10.1016/j.jbusres.2013.11.039

Wickramaratne, A.; Kiminami, A.; Yagi, H. 2014. Entrepreneurial competencies and entrepre-
neurial orientation of tea manufacturing firms in Sri Lanka, Asian Social Science 10(18): 50-62.
http://dx.doi.org/10.5539/ass.v10n18p50

Wickramasinghe, V.; De Zoyza, N. 2008. Gender, age and marital status as predictors of mana-
gerial competency needs, Gender in Management: An International Journal 23(5): 337-354.
http://dx.doi.org/10.1108/17542410810887365

Woodruffe, C. 1991. Competent by any other name, Personnel Management 23(9): 30-33.

Xuejun Qiao, J.; Wang, W. 2009. Managerial competencies for middle managers: some empirical find-
ings from China, Journal of European Industrial Training 33(1): 69-81.
http://dx.doi.org/10.1108/03090590910924388

Katarzyna SZCZEPANSKA-WOSZCZYNA. PhD, Assistant Professor in the Department of
Management, University of Dabrowa Goérnicza, Poland. Research interests: managerial competencies,
knowledge as a resource in the company, innovation, innovation processes in the social space of organi-
zation, marketing communication, brand, competitiveness in higher education. The author of numerous
expert opinions, scientific publications and research reports.

Zdzistawa DACKO-PIKIEWICZ. PhD, Assistant Professor in the Department of Pedagogy,
University of Dabrowa Goérnicza, Poland. Research interests: social pedagogy, rehabilitation, pedagogy
of education, lifelong learning. The author of numerous expert opinions, scientific publications and
research reports.

282


http://dx.doi.org/10.1111/1468-2419.00069
http://dx.doi.org/10.1016/j.jvb.2003.10.007
http://dx.doi.org/10.1016/j.jhlste.2012.02.005
http://dx.doi.org/10.1002/jsc.4240030204
http://www.sciencedirect.com/science/article/pii/S2212567114000392
http://www.sciencedirect.com/science/article/pii/S2212567114000392
http://www.sciencedirect.com/science/journal/22125671
http://dx.doi.org/10.1016/S2212-5671(14)00039-2
http://dx.doi.org/10.1016/j.jbusres.2013.11.039
http://dx.doi.org/10.5539/ass.v10n18p50
http://dx.doi.org/10.1108/17542410810887365

