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Factors and Principles of Corporate Sustainable 

Development 

Filip Bajza1 

1Faculty of Operation and Economics of Transport and Communications, University of Žilina, Žilina, 01026, Slovakia 

 

Abstract  The article aims to the identification of internal and external factors that have an impact on the integration of 

sustainable development into the company's strategy and the identification of the principles of sustainable development. Part 

of the contribution is primary marketing research, which is focused on the perception of sustainable business development 

by consumers, the identification of the most important pillar of sustainability and the impact of sustainable business devel-

opment on the perception of corporate identity by consumers. 

Keywords  sustainable development, corporate strategy, principles of sustainable development, customers 

JEL  Q01, Q56

1. Introduction 

Sustainable development represents the concept of social 

development respecting the balance of three pillars - eco-

nomic, social, and environmental. His model was created in 

response to scientific findings that the current development 

of society is not realistically sustainable in the future. How-

ever, the transition from old forms of development, based on 

extensive economic growth, to sustainable development en-

tails a whole series of changes and measures, the implemen-

tation of which seems to be a very difficult task. It is a prob-

lem requiring long-term and worldwide attention, which, 

precisely because of its global dimension, required the dis-

cussion of related issues at the transnational level. As a result 

of international discussions, it has become a ubiquitous term 

since the beginning of the nineties. [1] 

The concepts of sustainability and sustainable develop-

ment are becoming more and more important. As environ-

mental and resource scarcity issues continue to come to the 

fore, there is growing pressure to integrate sustainability into 

all aspects of our lives and achieve sustainable development. 

Integration is supported not only by the voluntary behavior 

of companies, but also by pressure from regulators, states, 

and other interested parties. Businesses themselves and other 

organizations also contribute to the promotion of sustainabil-

ity, which are trying to use the growing popularity of this 

concept to their advantage and thereby gain a competitive ad-

vantage, even if in some cases it is just the use of a popular 

word without real activities in this area. Although the original 

idea of sustainability, or of sustainable development used al-

most exclusively in connection with the environment and 

natural resources, nowadays the word sustainability is used 

in a wide range of fields and activities. The implementation 

of sustainable development is becoming an increasingly solid 

part of corporate strategies. Businesses should not focus only 

on profit, their strategy should include economic, environ-

mental, and social aspects, so that the ethical, rational and 

sustainable execution of all processes and activities of the 

business is ensured. In their development, the concepts were 

adapted to the current requirements of a complex global en-

vironment, but the basic principles and goals, as well as the 

problems of their implementation, remained almost un-

changed. [2][3] 

2. Theoretical background 

Sustainable development is built on three basic pillars. It 

is important that companies do not focus only on selected pil-

lars, but that they perceive all three pillars as equal. The im-

plementation of the pillars at the core of the corporate strat-

egy is important not only from the point of view of the integ-

rity of the business, but it can also lead to a strengthening of 

the relationship with customers, an increase in performance, 

a strengthening of the supply chain or an increase in the value 

of the enterprise. Business sustainability can be explained as 

the process of managing an organization concerning to vari-

ous aspects, e.g. economic, social, and environmental. [4] In 

1999, United Nations Secretary-General Kofi Annan 

launched the world's largest corporate sustainability initia-

tive, known as the UN Global 6Compact, to encourage busi-

nesses worldwide to align their strategies and operations with 

universal human rights principles, work, the environment, 

and the fight against corruption and have taken steps that sup-

port social goals. Business sustainability gained considerable 

attention after the global crisis of 2007–2009, being seen to 
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ensure the long-term sustainability of public companies and 

their accountability to various stakeholders. [4][5] 

The most widely used definition of business sustainability 

is essentially an adaptation of the definition of sustainable 

development to business. The International Institute for Sus-

tainable Development (IISD) defines business sustainability 

"as the adoption of business strategies and activities that meet 

the needs of the business and its stakeholders today while 

protecting the maintenance and enhancement of human and 

natural resources that will be needed in the future." Dyllick 

and Hockerts argue that the needs to be met relate to direct 

and indirect stakeholders and express the principle of the fu-

ture in terms of the needs of future stakeholders rather than 

only in terms of natural resources. Nita and Stefea describe 

business sustainability "as a business strategy that drives the 

long-term growth and profitability of a business by mandat-

ing the inclusion of environmental and social issues in the 

business model." A sustainable business can be defined as 

"an ethical and authentic entity that develops appropriate 

structures and plans, so that it can achieve its goals defined 

on the economic, environmental and social level and thus en-

sure its rationally growth." [6] 

Business sustainability is a multidisciplinary function of 

accounting, economics, ethics, finance, management, mar-

keting, law, and supply chain management, among others, 

with a strong focus on improving economic viability, ethical 

behavior, ecological health, management measures. and so-

cial justice. It can bring benefits in terms of risk management, 

cost savings, access to capital, customer relations, human re-

source management and innovation capacity. It also facili-

tates the involvement of stakeholders in the field of sustain-

able growth and risk management in building trust in the 

company and together with shareholders by increasing the 

efficient allocation of capital to achieve long-term invest-

ment goals. Business sustainability is also considered the eth-

ical conduct of business activities with effective corporate 

governance to ensure the continuous operation and continu-

ity of the business. [5][7] 

Implementation of the concept of sustainable development 

into the company's strategy should be a complex process. En-

terprises can draw inspiration from existing approaches of 

enterprises that have achieved sustainable development or 

theoretical approaches of various authors. However, the 

problem may be the insufficient complexity of these ap-

proaches or the indisposition of generally recognized princi-

ples of sustainable development. Agenda 2030 was created 

to promote sustainable development and integrate economic, 

social, and environmental aspects. The agenda contains sev-

enteen sustainable development goals and 169 sub-goals. 

The agenda was created under the auspices of the United Na-

tions, which also created the UN Global Compact initiative, 

which unites more than 13,000 businesses in supporting the 

integration of sustainable development and the concept of so-

cially responsible business into corporate strategies. The 

goals of sustainable development and its pillars are closely 

related. When fulfilling the 2030 Agenda, it is important that 

not only states, but also all interested parties, including busi-

nesses, are involved. [8][9] 

 In connection with the implementation of new concepts 

and changing the goals of companies, it is also necessary to 

focus on the creation of new business models. One of the 

most popular tools for creating and designing business mod-

els is the Business model canvas. The problem is that this 

instrument is originally focused mainly on economic aspects, 

thus the condition that the economic, environmental, and so-

cial pillars are perceived equally is not met. The Canvas 

model extends the so-called Triple Layer Business Model 

Canvas that includes social and environmental layers. The 

extended model has a clearly defined structure, with all three 

layers of the extended model consisting of nine parts. Some 

companies have already implemented sustainable develop-

ment goals in their strategy or have created their own sustain-

able development strategy. For example, PepsiCo created the 

Pep+ strategy, Banco de Brasil created Agenda 2030 BB. 

Businesses focus, for example, on reducing emissions and re-

source consumption, increasing the use of renewable energy 

sources, promoting diversity and inclusion, protecting biodi-

versity, promoting fair remuneration or supporting affected 

communities. [10][11][12] 

3. Methodology 

The paper aims to identify the principles of sustainable de-

velopment and internal and external factors that influence the 

integration of sustainable development into the company's 

strategy. Part of the contribution is the evaluation of primary 

marketing research aimed at the sustainable development of 

the company from the point of view of consumers. The im-

plementation of primary marketing research was aimed at 

finding out Slovak consumers' awareness of sustainable de-

velopment and the impact of sustainable development on 

consumers' perception of the company's identity. Primary 

marketing research was carried out on a sample of adult re-

spondents, that is, aged 18 and over. The questionnaire was 

shared via the social network Facebook. The calculated sam-

ple size was 385 respondents.  

The following formula was used to calculate the sample of 

respondents: 

 

 

 

where n = minimum sample size; t1−α/2 = critical value 

determined from tables; σ2 = variance; ∆ = maximum per-

missible margin of error; N = size of base file. 

The questionnaire was successfully completed by 388 re-

spondents. The research problem, objectives, assumptions, 

and questions are shown in the following table. Research 

problem – Perception of sustainable development by Slovak 

consumers. 
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Table 1.  Research objectives 

Research objectives 
Research assum-

ptions 
Research questions 

RO1: To find out the 

perception of susta-

inable activities of 

companies by consu-

mers. 

RA1: Respondents 

perceived the imple-

mentation of electric 

cars the most. 

RQ1: If you know a 

business that has im-

plemented any of the 

trends listed, please 

mark the trend: 

RO2: To find out 

whether the sustaina-

ble development of 

the company affects 

the perception of the 

company's identity. 

RA2: The perception 

of the company's 

identity would be 

positively influenced 

by no more than 

30% of respondents. 

RQ2: Would the per-

ception of the busi-

ness identity be af-

fected if you knew 

the business was 

sustainable? 

RO3: Find out which 

pillar of sustainable 

development is most 

important to consu-

mers. 

RA3: For consu-

mers, the environ-

mental pillar of 

sustainable develop-

ment is the most im-

portant. 

RQ3: The implemen-

tation of sustainable 

activities is the most 

important for you in: 

4. Results 

 

The basic pillars of sustainable development consist of the 

concept of TBL. In addition to the pillars, it would be appro-

priate to assign its basic principles to sustainable develop-

ment. However, the problem is that the basic principles of 

sustainable development have not yet been officially formu-

lated, or there is no universally valid description of them. 

Therefore, part of the contribution is an effort to formulate 

the basic principles of sustainable business development. 

Twenty principles of sustainable development were identi-

fied based on the information obtained, the analysis carried 

out and the information sources used. The principles of sus-

tainable business development below should be a guide for 

the business community to adapt their business models by 

more systematically incorporating the challenges of sustain-

able development into the core of their strategy. 

• Equal focus on the economic, social, and environmen-

tal pillars of sustainable development.  

[1][6][13][14][15][16] 

• KPI implementations for the measurability of imple-

mented activities. [4][8][14][15] 

• Reporting on the company's activities and transpar-

ency in sharing implemented steps, activities, and plans.    

[4][6][17][18] 

• Placing sustainable development at the core of the 

company's strategy. [8][16][18][19][20] 

• Involvement of interested parties. [20][22][23] 

• Perception of prosperity in the long term. [4][6][22] 

• Responsible handling of all resources. [6][22][23] 

• Minimizing the negative impacts of the company's ac-

tivities on its surroundings. [7][22] 

• Implementation of activities with a positive impact on 

stakeholders and the company's surroundings beyond the 

scope of applicable legislation. [4][6][24] 

•  Compliance with ethical standards. [19][25] 

• Fair-trade business practices. [26][27][28] 

• Striving for the highest possible level of provided ser-

vices or products. [29] 

• Fostering mutually beneficial relationships with stake-

holders. [4][19][21] 

• Strive for return on investment and protection of com-

pany assets. [20][24][25] 

• Increasing efficiency. [7][20][21] 

• Integration of innovations. [20][22] 

• The principle of equal opportunities. [16][18][19][23] 

• Implementation of circular economy principles. 

[18][23][26][28] 

• Integration of ESG criteria. [26] 

• Precautionary principle. [28] 

The principles of sustainable development can be consid-

ered as principles that companies should meet in the compre-

hensive integration of sustainable development in the com-

pany. Among the most frequently occurring principles are 

the equal integration of the pillars of sustainable develop-

ment, placing sustainable development at the core of the 

company's strategy, cooperation with interested parties and 

KPI integration. These principles should form a compass that 

determines the direction of each company in its transfor-

mation in accordance with the principles of sustainable de-

velopment. 

Like the area of principles of sustainable development, no 

generally applied factors are available from the point of view 

of factors influencing the sustainable development of a com-

pany. Paradoxically, publications and authors dealing with 

the sustainable development of the company hardly discuss 

the factors influencing the sustainable development of the 

company. The available sources mention as factors of the 

sustainable development of the company mostly only factors 

that can be considered only as general factors that somehow 

affect the company and not as factors that have an impact on 

the sustainable development of the company. Based on the 

analysis of the available literature and the terminological 

base, the following internal and external factors influencing 

the sustainable development of the company were identified. 

Internal factors identified include: 

• Size of the company. [29] 

• Focus of the company. [29] 

• Will of management or owners. [28] 

• Company strategy. [18] 

• Company structure. [21] 

• Knowledge of sustainable development. [7] 

• Financial difficulty of implementation. [25] 

• Financial condition of the company. [22] 

• Short term/long term profit generation plan. [6] 

• Innovation capacity. [29] 
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• Internal company culture. [8] 

• Human resource. [29] 

• Interest in gaining a competitive advantage. [29] 

• Interest in improving the perception of the company's 

identity. [22] 

• Openness to new possibilities. [23] 

• Efficiency of internal company processes. [20] 

The identified external factors that have an impact on the 

integration of sustainable development into the company's 

strategy include: 

• Size of the company. [29] 

• Legislation, national and transnational strategies, reg-

ulation. [18] 

• Political situation and stability of the external environ-

ment. [22] 

• Market trends. [21] 

• Stakeholder pressure. [22] 

• State support. [19] 

• Economic factors. [21] 

• Social factors. [21] 

• Environmental factors [21] 

• Attractiveness of sustainable development. [24] 

• Existing approaches and models of implementation of 

sustainable development. [16] 

• Price and availability of necessary resources. [23] 

Sixteen internal and eleven external factors that affect the 

sustainable development of the company were identified. It 

would be appropriate to test the mentioned factors in practice, 

or to verify with primary marketing research whether and 

how the representatives of Slovak companies perceive the 

factors affecting sustainable development. It is not easy to 

determine the general factors affecting sustainable develop-

ment, unless we know more specific information about the 

company, the area in which it operates, the sustainable strat-

egy and goals of the company. Each business can approach 

sustainable development differently, focusing on different 

areas or solutions. 

Most respondents said they know a business that has im-

plemented renewable energy sources. The second most com-

mon answer was using or selling sustainable products. None 

of the respondents identified a company that would imple-

ment ESG criteria. Of the respondents who identified a com-

pany that implements one of the mentioned trends, 56% were 

women and 44% were men. VP1 has not been confirmed. 

The evaluation of the question, which was aimed at finding 

out the impact of sustainable development on the perception 

of the company's identity, is shown in the following table. 

 

 

 

 

 

 

 

Table 2.  The impact of sustainable development on the company's iden-
tity 

Answer Quantity 

Positive 183 

Negative 12 

Neutral 195 

 

The sustainable development of the company would have 

a positive effect on the perception of the company's identity 

in 38% of respondents, a neutral effect in 50% of respondents 

and 12% of respondents would be negatively affected. VP2 

was not confirmed because sustainable development had an 

8% greater positive impact compared to the established value. 

Interestingly, positive influence prevailed in all age catego-

ries except for the 45-54 and 65 and over categories, in which 

neutral influence prevailed. From the point of view of gender, 

no significant differences were observed. 

If the company implemented one sustainable solution, up 

to 33% of the total sample of respondents would perceive the 

identity of the company positively, 4% negatively and 63% 

of the respondents answered - neutral. If the company were 

to implement additional solutions in the field of sustainable 

development of the company, it would positively affect the 

perception of the company's identity in only 22% of the total 

sample of respondents, 65% of respondents would not be af-

fected, and 3% of respondents answered negatively. 57% of 

respondents would prefer sustainable products when pur-

chasing, 30% of respondents said they don't know, and 13% 

of respondents would not prefer sustainable products when 

purchasing. 36% of respondents would prefer producers who 

were labeled as sustainable when purchasing, 27% of re-

spondents would not prefer such producers, and 37% of re-

spondents could not say. The following table shows the eval-

uation of the question aimed at identifying the most im-

portant pillar of sustainable development from the point of 

view of customers. 

Table 3.  Selection of the most important pillar of sustainable develop-
ment 

Answer Quantity 

Economic 32 

Social 78 

Environmental 278 

 

VP3 was confirmed, among the pillars of sustainable de-

velopment, the environmental pillar is the most important for 

the respondents. Interestingly, this answer was the most pop-

ular across all age groups and genders. 

5. Conclusions  

Business sustainability represents the behavior of the busi-

ness, its activities and strategies that meet the current needs 
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of the business and all stakeholders about concerning the 

economic, human, and environmental resources that will be 

needed in the future. When integrating sustainable develop-

ment, the company should focus on the principles of sustain-

able development. The most frequently stated principles in-

clude the equal fulfillment of the economic, social and envi-

ronmental pillars of sustainable development; KPI imple-

mentation; reporting of non-financial data; transparency; in-

tegration of sustainable development into the core of corpo-

rate strategy; stakeholder engagement; or responsible han-

dling of all resources. When implementing sustainable devel-

opment, the company must also consider internal and exter-

nal factors that may affect the implementation. Internal fac-

tors include, for example, the will of the company's manage-

ment; financial difficulty of implementation; internal com-

pany culture; knowledge of sustainable development or busi-

ness focus. External factors that influence the integration of 

sustainable development include, for example, pressure from 

stakeholders; attractiveness of sustainable development; the 

price and availability of the necessary resources or the exist-

ence and applicability of existing approaches and models for 

the implementation of sustainable development. 

Through primary marketing research, it was found that 

most respondents encountered the terms sustainability, re-

spectively sustainable development, and more than a third of 

respondents know a company that has implemented one of 

the sustainable trends. The identity of the company would be 

positively affected by the implementation of sustainable de-

velopment for more than one third of respondents, 57% of 

respondents would prefer sustainable products when pur-

chasing, respectively 30% of respondents would prefer sus-

tainable producers, and from the respondents' point of view, 

the most important pillar of sustainable development is the 

environmental pillar. The implemented marketing research 

will need to be expanded to obtain the perception of sustain-

able development by businesses, to obtain a comprehensive 

view of sustainable development, whether from the perspec-

tive of theory, businesses, or consumers. 
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1. Introduction 

The goal of every company (as a business entity) is to gain 

a dominant position on the market, which will make it more 

efficient. To achieve this situation, the firm chooses a strat-

egy and takes into account other competitors in the market 

and their activities. However, companies should focus pri-

marily on themselves and correctly identify their own struc-

ture, setup processes, project management and other aspects, 

whether it is a manufacturing or service sector. The described 

situation is then an ideal state for the application of the The-

ory of Constraints (TOC), which serves to identify weak 

(vulnerable) points in the chain. The method does not look at 

the individual components of the process independently, but 

as an interdependent system in which the weakest part slows 

down the entire process. 

The concept of TOC has been evolving since the late 

1970s, when it was created as a tool to improve manufactur-

ing processes by removing constraints. However, it soon 

proved to be much more complex and significantly influ-

enced the field of cost accounting, project management, op-

erations management, etc. In the last 30 years, the philosoph-

ical approach has been implemented by public and private 

sector organizations, every industry, small businesses and in-

ternational corporations. 

The aim of this research article is to conduct a literature 

search of professional publications in the years indicated and 

in accordance with the periods presented by Watson, Black-

stone & Gardiner (2007) to identify the specifics of these 

works and eras. Based on the literature published after 2004, 

the authors will further try to propose other eras in a similar 

context, which will correspond to the following periods up to 

the present (year 2023). 

2. Literature review 

The philosophical discipline of management known by the 

name ToC first appeared in the literature in 1984, when the 

book by the Israeli physicist Eliyahu M. Goldratt was pub-

lished under the name The Goal. It is appropriate to state that 

this book is not a professional publication, but a novel from 

a corporate environment. In this book, Goldratt describes an 

unsatisfactory situation in a fictitious company and at the 

same time comes up with a solution that leads to the achieve-

ment of the set goals. What is important is that it does not use 

any (known at the time) management procedures or tech-

niques that would lead to the fulfillment of goals, but a sys-

tem of continuous and clearly defined steps that could not be 

classified as among known techniques. 

The literature review presents a generally known classifi-

cation of individual ToC periods. At this time, a number of 

relevant literature was created, which enriched various scien-

tific fields and directed this scientific discipline into its cur-

rent form.  

The mentioned ToC era classification was developed by 

the authors Watson, Blackstone & Gardiner (2007) and the 5 

eras include: the optimized product technology era, the goal 

era, the haystack syndrome era, the it's not luck era and the 
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critical chain era. The listed period names are taken from se-

lected books by E.M. Goldratt that are most relevant to the 

period. The mentioned period classification system was 

further presented by Panizzolo (2016), Ramasu, Sobiyi & A-

kinlabi (2017), Miguel et al. (2017), Lokhande (2021), Jad-

hav & Dhawale (2021) and also developed by Şimşit, Günay 

& Vayvay (2014) and Kumar, Siddiqui & Suhail (2020). 

Another system for classifying literature by period is 

presented by McCleskey (2020), who focuses more on the 

application part and looks for connections primarily between 

the literature listed in in the 21st century. Development of 

publications in the period after 2004 was also presented by 

Miguel et al. (2017). 

2.1. The optimized production technology era (1979-1984) 

The first "Optimized Production Technology Era" covers 

the period between 1979 and 1984. It was during this period 

that Goldratt first introduced his concept of optimized pro-

duction plans, which he implemented on his friend's poultry 

farm to increase production with limited resources. Goldratt 

(1980) subsequently presented his findings at the APICS In-

ternational Conference. The system achieved considerable 

success, especially on the American continent, and in the fol-

lowing years Goldratt carried out more than 100 similar im-

plementations in various enterprises (Bylinsky, 1983). 

A significant problem of the system was its non-transpar-

ency and the absence of a universal description, which would 

enable its greater popularity in the professional literature 

(Bylinsky, 1983). In this context, Aggarwal (1985) adds that 

the implementation of OPT into enterprise systems was tech-

nologically difficult and at the same time financially expen-

sive. Jacobs (1983) points out that not all implementations 

have been successful and some have even led to litigation. It 

further states that it has never been proven that OPT provides 

an optimal schedule of work and activities. The algorithmi-

zation of the OPT system was attempted by Fox (1984), 

which was based on practical knowledge of identifying bot-

tlenecks in a local factory. 

Fox (1984) and Aggarwal (1985) further state that alt-

hough OPT cannot be algorithmized, it represents significant 

competition for current operations management systems (eg 

JIT, MRP,...). Numerous researches have shown that OPT 

(then known as TOC) achieves better results than JIT, MRP, 

but also Lean or agile management approaches. 

2.2. The goal era (1984-1990) 

The new optimization system for manufacturing compa-

nies has created an extraordinary buzz and also a lot of ques-

tions. No one has been able to describe said tool, including 

the authors himself. Goldratt held several meetings with 

business representatives and attended conferences, but was 

unable to explain his procedures himself. Even the scientific 

community had a significant problem with the algorithmiza-

tion of procedures. So Goldratt & Cox (1984) changed his 

strategy and published a new business novel called "The 

Goal". 

It describes the process of identifying weak points as well 

as specific techniques suitable for application at given 

decision points. Heuristics based on TOC are also presented, 

and the authors present the so-called POOGI (Process of On-

Going Improvement), which consists of the application of 

five steps of implementing the TOC concept in any process 

of any organization. As stated by Watson, Blackstone & Gar-

diner (2007), these five steps 5FS (Five Focusing Steps) in-

cludes (i) identifying system constraints, (ii) deciding how to 

use system constraints, (iii) subjecting all other decisions to 

the above, (iv) increasing system constraints, and (v) if there 

is a limitation in any of the previous steps, return to step 1. 

This system is based on the assumption that there is at least 

one constraint in every system (Goldratt, 1990). Scheinkopf 

(1999) and also Coman & Ronen (1994) tried to expand the 

conditions for system implementation, according to which 

the goal of the system, the purpose of the system and the 

method of measuring the system's performance must be iden-

tified. 

Now, with the basic description of the system, research 

lawyers have begun to focus on procedures for maximizing 

the use of bottlenecks in corporate systems. Independent re-

sults (Lundrigan, 1986; Meleton, 1986; and Cook, 1994) 

point to the fact that the application of TOC has a positive 

economic effect on the enterprise, reducing inventory and 

operating costs and increasing system productivity. In the 

book, Goldratt (1984) further introduces the DBR (Drum-

Buffer-Rope) concept, which a few years later will become 

the most important and fundamental planning technique in 

TOC. The system anticipates the errors of human workers 

and their slowdown is pumped into the buffer memory, 

thereby not jeopardizing the system as a whole. 

2.3. The haystack syndrome era (1990-1994) 

Already in the previous period, the public had the oppor-

tunity to familiarize themselves with the new TOC system 

and understand the main ideas of its operation. The problem 

was that many companies were not able to reflect the desired 

results (from a financial point of view) after implementing 

the steps, although it was objectively obvious that the system 

was working better and more efficiently. It was not possible 

to measure the performance of the system, and only compa-

nies that implemented similar types of changes in production 

could be compared relevantly. The whole problem had its or-

igins in business cost accounting, as Goldratt (1990) ex-

plained in a new book, The Haystack Syndrome. This is be-

cause cost accounting distorts information about real costs, 

which mystifies decision-makers and gives them misleading 

information. Goldratt (1983) stated much earlier that cost ac-

counting is the key enemy of TOC. 

It is important to note that Goldratt was not the only one 

who despised cost accounting. The problematic nature of tra-

ditional accounting principles was mentioned by Johnson & 

Kaplan (1987) in highly flexible production systems, and 

Smith (2000) drew attention to the historical importance of 

information with insufficient explanatory value for future use. 

Fry & Cox (1989) with Goldratt and other experts worked on 

a new accounting model that would focus on processes and 

measure the performance of a business as its overall financial 

performance. This resulted in the Throughput Accounting 
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(abbreviated TA) system, which focuses less on operating 

costs, accounts for revenues after sales are completed and 

does not allocate added value to material stocks during the 

production process (Noreen, Smith & Mackey, 1995). Boyd 

& Cox (2002) subsequently compared both systems based on 

several years of observation. The mentioned setup led to the 

immediate ability to measure and compare the outputs of any 

business. Similar results were reached by Stefano, Antunes 

& Piran (2022), who, in the case of using the given system, 

draws attention to smaller fluctuations in demand and equal-

ization of stocks, which subsequently positively affects busi-

ness decisions. 

2.4. The it’s not luck era (1994 – 1997) 

The fourth period of TOC development is defined by the 

emergence of a tool for searching for solutions in sophisti-

cated processes, which is the Thinking Processes (TP). When 

publishing the book "It's not Luck" (Goldratt, 1994), the goal 

was not to respond to deficiencies or social demand as in pre-

vious cases. The main goal was to implement new knowledge 

within the continuous improvement of cognitive systems. 

Goldratt (1994) states that in order to achieve improvement, 

it is necessary to answer the questions: "What to change?" 

What to change it into? How to cause the change?” Kim, Ma-

bin & Davies (2008) dealt with the implementation of the 

procedure in other scientific disciplines. 

The connection of TP with the application part was noticed 

by Şimşit, Günay & Vayvay (2014), who state that if TOC is 

a philosophical tool for managing production and other pro-

cesses in the company, then TP is a system for its implemen-

tation. Gattiker & Boyd (1999) drew attention to the ad-

vantages of TP, according to which the system has a great 

ability to work on continuous improvement of customer ser-

vices. Scheinkopf (1999) or Chaudhari & Mukhopadhyay 

(2003) further dealt with the application of TP in solving 

business problems. 

2.5. The critical chain era (1997 – 2004) 

The complex of methods for project management CCPM 

(Critical Chain Project Management) is one of the most im-

portant applications of TOC techniques, which was already 

presented at the International Jonah Conference in 1990. The 

given concept was not accepted at the time and it received 

greater development only after the presentation of another 

business novel "Critical Chain" in 1997. The basic idea of 

CCPM is to manage projects using resources and their avail-

ability in the implementation of tasks. It differs from tradi-

tional project management methods in the system of assign-

ing duration to activities, the use of buffers for the purpose 

of drawing time reserves, and the elimination of resource 

conflicts in activities. The most visible adjustment compared 

to other project methods is the procedure applied when de-

termining the duration of individual activities and the project 

as a whole. Instead of a normal duration estimate that reflects 

a 95% certainty of completion, CCPM durations are based on 

50% estimates, resulting in shorter activity durations. If this 

duration is exceeded, a buffer is placed at the end of the pro-

ject, from which the mentioned deficiencies are drawn. From 

this idea, it is clear that CCPM never works with an exact 

project completion date, however, the method makes it pos-

sible to determine when it will be completed at the latest. 

Goldratt (1997) states that many traditionally managed 

projects fail due to the unpredictable behavior of human re-

sources, as aspects of human behavior are difficult to influ-

ence, let alone plan. Other sources cite frequent project fail-

ures as a result of inefficient multitasking, i.e. working on 

multiple activities at the same time. Other negative influ-

ences include the student syndrome, Murphy's project law or 

Parkinson's law (Robinson & Richards, 2010). He further 

states the suitability of the application of the given method in 

completely new and never-realized projects. Even so, studies 

on successful applications of the CCPM method can be found 

(Anastasiu, Campian & Roman, 2023).  

3. Literature after 2004 

It is interesting to see how the individual periods appropri-

ately delimit development, and with his novels Goldratt was 

able to partially guide the scientific sphere in the use of indi-

vidual approaches to the TOC, although often he did not di-

rectly create a description of more sophisticated approaches. 

Now, based on the knowledge gained, it is appropriate to 

propose further development and classification of TOC ac-

tivity in the periods from 2005 to 2022, which represent new 

ideas or the application of methods in new areas. It should be 

noted that it is not easy to clearly determine (and time-bound) 

what the professional public is most concerned with in the 

TOC. Just the fifth era itself is difficult to specify in this way, 

because the conceptual boom of the CCPM project method 

came only with its wide use around 2010 and continues to 

this day. 

Watson, Blackstone & Gardiner (2007), who determined 

the current classification of individual periods (eras), also 

thought about the future development of TOC and its im-

portance in the world. At the beginning of the 21st century, 

TOC experienced a significant boom in professional litera-

ture (McCleskey, 2020) accompanied by an increase in pub-

lications, and TOC ideas also began to be applied in com-

pletely different industries. According to Watson, Blackstone 

& Gardiner (2007), the method entered the 6th era, when in-

stead of an alternative way of management, the technique be-

gan to become mainstream. It is therefore difficult to keep 

track of all the streams in which TOC is developing, how 

much and how fast. Symbolically, this change is completed 

by the retirement of a number of current academics and ex-

perts, who are being replaced by a new open-minded gener-

ation. 

3.1. TOC in supply chain management 

However, if we focus purely on new publications and what 

the professional public has been dealing with immediately 

after the end of the 5th Era, we notice a significant increase 

in publications in the field of supply chain optimization using 

TOC techniques. Alber & Walker (1998) were among the 

first to draws attention to the benefits of strategic cooperation 
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and directly mentions the increase in income and the reduc-

tion of unexpected costs in the long run. The idea was further 

developed by Rahman (2002), who applied TA to the supply 

chain not only to identify critical success factors in supply 

chain management, but also to understand causal relation-

ships. 

The real foundation of TOC in supply chains was laid by 

Watson, Polito (2003) who created a simulation model. This 

served as a basis for the comparison of multi-echelon distri-

bution models. While the original model used partial central-

ization of stocks with orders planned by Distribution Re-

source Planning, the other two models used the Theory of 

Constraints-based heuristic for buffering and inventory re-

plenishment. The actual application of the method in a real 

environment was then dealt with by Simatupang, Wright, Sri-

dharan (2004), who presented several recommendations for 

further research - quantification of replenishment and emer-

gency levels, the evaluation of the selfenforcing property of 

collaborative metrics, and the inclusion of reverse logistics. 

The issue of TOC in the supply chain was further ad-

dressed by Balakrishnan, Cheng (2005) or Wu, Huang and 

Jen (2012), who followed the strengths and pitfalls of the 

TOC supply chain replenishment system (TOC-SCRS) 

method implemented in a number of companies.  The prac-

tical application in the form of a case study was further dealt 

with by Simchi-Levi et al. (2008), Wang, Lai & Shi (2011), 

Al Amin, Rahman & Shahriar (2020), Opoku (2022), Orue 

et al. (2021) or Mason-Jones, Davied & Thomas (2022). Cur-

rent publications testify to the fact that the topic of TOC im-

plementation in the supply chain is still relevant. Gupta & 

Andersen (2018) or Singh & Misra (2018) dealt with the 

measurement of efficiency within the supply chain. An inter-

esting way to avoid problems during the implementation of 

the technique was proposed by Lizarralde, Mediavilla & 

Apaolaza (2020), who have designed and created a system-

atic process for the first two steps of TOC. 

3.2. TOC as a sales and marketing tool 

At the turn of the millennium, TOC still appeared as an 

alternative but quite universal tool applicable to a wide range 

of industries. In addition to successful implementations in 

production processes and projects, articles began to appear 

dealing with the possibility of using TOC for the purpose of 

setting and evaluating market prices and using it for product 

mix decisions. Fredendall & Lea (1997) even created the first 

product mix heuristic for these purposes, where they imple-

mented two of the five steps of the TOC process. These were: 

(1) Identify the system’s constraint(s) and (2) Decide how to 

exploit the system’s constraint(s). The load on the resource 

is calculated after the production of all products is completed, 

with the bottleneck being the resource whose capacity is less 

than the market demand. Throughput is then the difference 

between the selling price and the cost of raw materials. The 

authors also introduce the term contribution margin. 

Onwubolu (2001) states that the product mix decision is 

one application of TOC that involves determination of the 

quantity and the identification of each product to produce. 

Relatively contradictory findings are presented by 

Aryanezhad, Komijan (2004), according to which the current 

TOC model is ineffective and unusable for the purpose of 

determining the product mix. They then draw attention to its 

weaknesses and propose their own solution based on the use 

of integer linear programming methods. Another construc-

tive heuristic based on the knapsack problem was introduced 

by Sobreiro & Nagano (2012). Another version of the model, 

which was based on TOC and branch and bound product-mix 

calculation decisions, was then created by Mehdizadeh, Jalili 

(2018). 

Due to the proximity of the given topic, it is advisable to 

also focus on the use of TOC for setting and evaluating mar-

ket prices. Corbett (1998), Smith (2000) and Caspari, Caspari 

(2004) dealt with this issue marginally in their books. Since 

these theories have never been elaborated in a limited num-

ber of publication outputs in recent years, it cannot be argued 

that the development of TOC for sales and marketing has 

been meaningful and effective.  

3.3. TOC, lean and six sigma as support systems 

Subject of investigation by new experts in TOC in recent 

years is a completely new area. Just as it was possible to com-

bine TOC procedures with project management methods 

(which created the CCPM method), TOC procedures can be 

combined with other scientific disciplines or industries. In 

this context, Lean management and the Six Sigma manage-

ment strategy are most often talked about recently. Although 

the professional public is sometimes inclined to this idea, it 

cannot be said that these procedures are interchangeable. 

Lean is a technique that pursues added value for the cus-

tomer while reducing costs and maintaining quality; Six 

Sigma performs statistical analysis of a wide volume of data 

in order to improve business, production and logistics pro-

cesses and consistently meet customer expectations; TOC 

aims to improve system performance by removing bottle-

necks and increasing throughput. From the point of view of 

logic, the mentioned techniques are not substitutes, but com-

plement each other.  

One of the first to deal with the issue of comparing these 

three approaches (TOC, Lean, Six Sigma) was Nave (2002). 

He tried to create a manual according to which a company in 

a selected situation and with set goals should choose the op-

timal tool for achieving them. The integration of Six Sigma 

methods into the TOC system for continuous improvement 

to improve production system performance is presented in a 

case study by Ehie, Sheu (2005). Soni (2011) further drew 

attention to the four possibilities of combining Six Sigma and 

TOC, which include - identification of a significant oppor-

tunity, analysis of the problem, development of solutions, 

and continuous improvement. 

Although these initial studies had a pioneering character, 

the given combination of methods regularly began to appear 

in the professional literature only after 2015. Jesus Pacheco 

et al. (2015) tried to analyze the points of convergence and 

divergence between TOC, Lean and Six Sigma in the frame-

work of continuous improvement of production systems. The 

conclusions of the research conducted on 28 evaluation cri-

teria confirmed that all three methods overlap with each other. 
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Bostan (2018) dealt with a similar analysis of the interde-

pendencies of these three approaches. Ekles & Turkmen 

(2022) proposes an updated integration model for ToC and 

Six Sigma. Aripin, Nawanir & Lee (2023) deals with the pos-

sibility of combining Lean and ToC. A model integrating 

TOC, Lean and Six Sigma procedures of the production pro-

cess was presented by Dias, Silva & Tenera (2019), and their 

work was followed by Jesus Pacheco et al. (2019), who pro-

posed several procedures for mutual integration of TOC and 

Lean in order to further improve processes. The proposal of 

a complex integrated framework under the name TLS (ToC, 

Lean, Six Sigma) is presented by Gupta, Digalwar & Goyal 

(2022). 

It should be noted that there are not only ideas to link TOC 

with Lean and Six Sigma in the professional literature - 

Cieśla, Kolny (2019) propose the integration of TOC into the 

Business Intelligence System (BIS) in order to solve prob-

lems and improve the performance of organizations. Puche 

et al. (2019) then presented a comparison and the possibilities 

of mutual integration of Kanban and Drum-Buffer-Rope 

methods in TOC. 

4. Discussion 

It is worth noting that a number of authors have already 

dealt with the analysis of literature reviews in the area of the 

TOC. It is now appropriate to confront their ideas with the 

views and findings of the authors of this study. 

The first thing to mention is the literature review presented 

by Watson, Blackstone & Gardiner (2007), who established 

the classification of individual TOC periods that is used until 

today and which is based on the problems solved in five eras. 

The very concept of the contribution draws attention to the 

detailed approach of the authors, who devote themselves sig-

nificantly to the description of all techniques and contexts. In 

extent of knowledge this work has never been surpassed. As 

a negative aspect, it should be noted that the study is a bit 

stingy with the number of sources and real applications pre-

sented, while the reflections and theses of some authors in 

the given period were completely omitted. Nevertheless, this 

is a suitable and ideal publication, presenting an insight into 

the first quarter of a century of TOC. 

The literature review presented by Şimşit, Günay & 

Vayvay (2014) is significantly based on the classification 

created by Watson, Blackstone & Gardiner (2007). The au-

thors quite inexplicably completely neglects the last era, con-

cerning the CCPM, which she explains by the lack of con-

temporary literature. The limitation of the theory in The Hay-

stack Syndrome Era to the issue of "Throughput Accounting", 

which is mentioned only marginally, is a bit incomprehensi-

ble. However, the authors appropriately draws attention to a 

large number of other methods (JIT, MRP, FMS,...) in the 

beginnings of TOC, which represented an obstacle to greater 

advancement. She also describes The Goal Era in detail. 

Interesting research is also presented by Kumar, Siddiqui 

& Suhail (2020), who narrows down the classification of 

Watson, Blackstone & Gardiner (2007) by the period to only 

very general developments with a minimum of references to 

the literature of the time and thus presents the basic, but or-

ganized and balanced facts. However, the significant added 

value of their study is the catalogue of TOC applications in 

the environment of business companies incl. a brief descrip-

tion of the outputs realized following the implementation of 

the TOC. Kumar, Siddiqui & Suhail (2020) also draws atten-

tion to the attitude of sceptics, according to whom TOC does 

not offer optimal solutions, but feasible solutions. He also 

adds that the TOC implementation has helped to improve al-

ready efficient systems such as Ford or NASA. 

A completely different approach was taken by McCleskey 

(2020), who, as one of the few authors, does not stick to the 

set classification and presents his own. These are: (1) TOC 

in The Early Years; (2) TOC in expansion years; (3) TOC for 

the last 5 years. Its main goal is to provide a comprehensive 

list of authors who dealt with the issue of TOC in various 

sectors and in given periods. Overall, this is a high-quality 

summary of the literature, which is sometimes too detailed, 

while some cited sources deal with the issue too marginally. 

McCleskey, as one of the few authors, also states future ex-

pectations from TOC. Specifically, the authors believes that 

suitable areas for further research include capacity manage-

ment, empirical work on CCPM, and practical studies on the 

TOC thinking process. 

The authors of this study is most in favour of the concepts 

of Watson, Blackstone & Gardiner (2007) and McCleskey 

(2020), which are most consistent with this research article. 

Watson offers a detailed description of the problem, while 

McCleskey focuses more on analysis of published studies. 

Watson focuses on the classification of TOC periods, while 

McCleskey classifies the use of TOC in individual industries. 

Watson deals with the older period (up to 2005), McCleskey 

concentrates on the period in the 21st century. It can be said 

that these two publications together form a strong informa-

tional and universal base focused on the current concept of 

TOC. 

Dozens of different literature reviews have already been 

published that dealt with the issue of the TOC, and only a 

part of them use different classification options. Among them, 

the classification proposed by Watson, Blackstone & Gardi-

ner (2007) is most often used. In them, however, very few 

authors addressed the idea: "What happens after the 5th era, 

which ended in 2005?" and suggested further development. 

In the case of this contribution, the authors tried to explore 

and describe this development (between 2005 and 2022). 

As a result of the extraordinary increase in publications 

dealing with TOC after 2000, it is very difficult to navigate 

current trends. Around the same time when (for example) the 

CCPM method was created and TOC became an important 

part of project management, many publications were also 

created about the use of TOC in Supply Chain Management, 

and the method also had benefits in other industries. While 

previously specialists and academics focused on TOC as a 

whole and were guided by published trends, today many of 

them are much more specialized and overall trends can be 

very difficult to track and analyse. 

In total, three selected areas were listed in which TOC sig-

nificantly developed further after 2005, which are (1) TOC 
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in Supply Chain management; (2) TOC as a sales and mar-

keting tool; and (3) TOC, Lean and Six Sigma as support sys-

tems. Especially the last-mentioned area is extremely current, 

as many new models were presented after 2019. It should be 

emphasized that these are not the only trends, because the 

importance of TOC has been manifested in the last 20 years 

also in healthcare, storage, accounting, education and many 

other areas (McCleskey, 2020). 

5. Conclusions  

Many years have passed since the TOC system could be 

simply classified and written about in individual periods. To-

day, TOC is part of the mainstream and is appearing in busi-

nesses in all industries, small and large. While previously it 

was possible to classify TOC according to the observed hori-

zon of years, today it is more appropriate to perform this clas-

sification by sector. 

However, it is worth emphasizing that TOC is a system 

designed primarily for medium and large manufacturing 

companies. The authors thus believes that there are potential 

opportunities for TOC use by small businesses, especially in 

the service sector. However, the implementation of this sys-

tem is usually very expensive, and for these companies, the 

implementation of the given system may not be financially 

effective. FPEDAS Productions has tried its best efforts to 

ensure that the templates have the same appearance. 
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Abstract  Transport is a technological process of moving  people, objects or energy and  knowledge of the logistics 

system and its processes is essential for fully functioning and effective logistic activities in the field of goods turnover. 

Building an appropriate relationship with the customer, taking care of customer service standards and professional customer 

service is a long-term and developmental process, which is  mutual benefit transaction. Transport sector continue to grow 

year after year rapidly and it is highly competitive evidence by the fact that transport companies operate in the EU common 

market. Companies that invest in relations choose good and wisely. Customer satisfaction should be constantly tested in terms 

of satisfaction and loyalty as well as the perception of the standards introduced and services offered. The aim of the article is 

to show that the implementation of CRM increases business value, efficiency and increases profits of companies. The devel-

opment and functioning of the global economy market is not possible without a service provider - consumer relationship. 
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1. Introduction 

Transport sector continue to grow year after year very rap-

idly and it is highly competitive evidence by the fact that 

transport companies operate in the EU common market. 

Companies that invest  in relations choose wisely. The pri-

ority here is to build not only casual, but long-term relations 

and focus on their quality. This produces loyal customers and 

valuable feedback. 

The CRM system is customer relationship management 

software that can be used in virtually any company including 

a transport company. It is used by large corporations, me-

dium-sized and small companies, and even start-ups starting 

their business. The most important task related to the selec-

tion and adaptation of CRM to the company's operations is 

the need to define the needs and functionality of the solution. 

Accordingly, before choosing a system suitable for the com-

pany, it is necessary to determine what we expect from the 

software among hundreds of functionalities, and, in particu-

lar, what actions are necessary to increase sales and, conse-

quently, increase the company's profit. It is commonly said 

that CRM software improves the operation of the company, 

enabling it to achieve its goals. Thanks to its versatility, the 

CRM system is perfect for many industries, which means that 

all companies need CRM solutions to increase business value, 

efficiency and higher profits. The benefits of implementing a 

CRM system are pure practice, not just a theory - the imple-

mentation of CRM translates into a significant increase in 

sales, in some cases by as much as 30%, and therefore - as a 

consequence - also implies approx. 30% higher profit of the 

company. This is the main effect of the benefits of an overall 

improvement in customer relations, organization and work 

culture. 

2. Objective, Materials and Research  
Methods 

This part of the article describes both the purpose of the work, 

as well as the materials used and all the research methods 

used. 

2.1. Objective 

The aim of this study is not to duplicate studies proving 

the validity of the thesis that has been proven many times 

over that CRM is a customer relationship management soft-

ware that can be used in any company. The aim of the work 

is to identify the ways of achieving these goals by organiza-

tions implementing CRM. This problem appears quite widely 

in English-language publications, but mainly in the form of 

managerial guides or specific "manuals" of CRM implemen-

tations.  

Knowing the theoretical assumptions related to relation-

ship marketing and customer relationship management, and 

at the same time actively participating in the process of im-

plementing this strategy in practice, you can face technical 

and organizational problems. Observing the process of trans-

forming the original CRM assumptions in the course of the 

clash of the needs of individual implementation stakeholders 
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in an international company, you can hear about the unique 

possibility of drawing original conclusions and almost imme-

diate verification. 

The author of this work, combining the practical experi-

ences of people implementing CRM in enterprises with the 

conclusions of the publications provided by leading institu-

tions dealing with consulting in the field of CRM implemen-

tation and the content of books on the management of strate-

gic changes taking place in organizations (not only in the 

context of CRM implementation), during the studies and re-

search works, formulated the assumption that due to the huge 

impact on the success of CRM in the process of implement-

ing this strategy and the importance of activities required to 

ensure long-term positive effects, customer relationship 

management should be discussed not in two, but three as-

pects: marketing strategy, information technology and multi-

faceted change management. The conclusion that CRM is not 

only an IT system or a company's strategy to build long-term 

relationships with customers is therefore not enough to fully 

explain its importance for the company, and even more so to 

achieve success in its implementation. 

The aim of this study is to provide arguments, stemming 

both from theory and economic practice, to support the state-

ment that we can actually talk about CRM as an innovation 

resulting from rational managerial decisions, continued, con-

trolled and adapted to changing conditions, with the most im-

portant change criterion, which is the optimization of the 

chain of creating benefits attractive from the point of view of 

customers, taking into account the economic account that 

guarantees the company's owners the expected return on in-

vested capital. Taking all that into consideration, CRM needs 

to be perceived as a strategic management program/process 

with the goal being implementation and then development of 

a highly effective relational business model. The implemen-

tation of such a task is, in turn, the key to gaining a permanent 

competitive advantage based on knowledge about customers 

and the developed ways of using it.  

Wherever products or services are sold, companies must 

take care of the most important link in the sales process, i.e. 

the customer. Despite the fact that they have the best product 

or service, well-thought-out advertising, an innovative store 

or trusted, creative employees, very often nobody buys prod-

ucts or services in the budgeted amount, therefore no turno-

ver is generated, and thus the company does not generate 

enough profit, but sometimes it generates losses instead. 

Very often, in today's highly competitive market realities, the 

customer buys a product only once and then forgets about the 

company. This also applies to the area of transport services.  

So the question is: “How to make the client come back to the 

company on a regular basis?”. The answer is to build a rela-

tionship with him. This goal can be achieved, for example, 

by saving the customer's purchase history and other im-

portant data in the database, which, when properly used, will 

generate effective sales. Hence, with a high degree of cer-

tainty, the company will know whether a given customer 

might be interested in a new product in the future and how to 

build or present a product or service in such a way that it is 

attractive for the customer, and above all, the company will 

know how and when to contact a given customer. In such 

situations, CRM, that is programs for managing customer re-

lations, come to help.  

 

2.2. Materials, Input Documents 

Knowledge from scientific articles and papers published 

in scientific journals and conference proceedings published 

in the Web of Science and Scopus databases, as well as in-

formation from web portals focused on issues related to this 

dissertation, were used as elementary sources of information 

for the elaboration of the dissertation. work. Book publica-

tions by domestic and foreign authors were also used. 

A valuable source of information is also the processed re-

sults obtained from the interviews focused on the issue of this 

work in companies that have implemented CRM. 

 

2.3. Research Methods 

When doing research it is possible to utilize a range of spe-

cific methods that we call research methods. Research car-

ried out within this dissertation will be executed through the 

following methods. Methods will be combined and comple-

mented as required.  

2.3.1. Interview Questionnaire, Survey Questionnaire

 and In-Dept Interview  

A technique that enables us to obtain information from re-

spondent via answering the prepared questions. It is a con-

trolled interview and it can be either standardised or non-

standardised. The first one stems from the upfront prepared 

and verified record sheet that is similar to questionnaire. In-

terviewer selects questions from this sheet and then records 

the answers of the respondent. The second one is an open 

interview in which the questions are directed on particular 

area or topic; however, they are not prepared upfront. It is a 

flexible technique that is very useful when verifying data ac-

quired by other techniques. Interview can be apparent or con-

cealed i.e. the interviewer is not making any apparent notes. 

The author plan to conduct research among at least 20 

transport companies: In order to better understand the current 

situation a number of interviews will be carry out with se-

lected people. As well, a survey is planned to be carried out 

with members of companies with implemented CRM system. 

During this survey different variables will be measured being 

the main topics: increases the company’s profit, increases the 

number of the company's customers and influence on cus-

tomer satisfaction and customer loyalty. 

Examples of interview questionnaire to be used in this dis-

sertation thesis are: interviews of a strategic nature (ad-

dressed to strategists in the organization: Presidents of the 

Management Board, Members of the Management Board, 

Directors) and interviews concerning managerial compe-

tences (addressed to lower management: Managers). 

I have already done 4 focus group interview questionnaires, 

which provide qualitative insights, while 56 survey question-
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naires move quantitative data. My next step will be to be con-

duct in-depth interviews (it is plan because until today I have 

not done any research called in-depth interviews). I am also 

planning further research in the form of survey question-

naires (my goal is to do quantitative studies (PAPI survey; 

100 to 150 pieces at 20-30 companies) and focus group in-

terview questionnaires (my goal is to do qualitative tests - 

FGI; 3-5 items; group interview; 6-8 people). 

 

2.3.2. Statistical Methods 

 

Statistical method is the collection, organization, analysis, 

interpretation, and presentation of data. It deals with all as-

pects of this, including the planning of data collection in 

terms of the design of surveys and experiments. Statistical 

data are sets of quantitative values that summarize, through 

mathematical operation, or express the parameters that rep-

resent a population or some other sample. 

This dissertation will include data collection that will be an-

alysed statistically. When the quantitative data is requires 

processing, we utilize the resources of mathematical statistics 

such as mean, dispersion, tables, graphs, etc. 

 

2.3.3. Experimental Methods 

 

Represents a way of scientific recognition through which 

we deliberately and with respect to a plan invoke the re-

searched process whereby changing the conditions in which 

the phenomenon takes place and we monitor and control their 

influence. Experiment can be carried out in the field or in the 

laboratory. Prerequisite of every experiment is the 

knowledge of the conditions that can have an influence on 

the phenomenon. By changing one or more conditions (inde-

pendent variable) we cause changes in other conditions (de-

pendent variable). Experiment enables us to verify results ac-

quired by other methods and it points to the rate of their ob-

jectivity. 

 

2.3.4. Monographic Methods 

 

Concentrates on research of one particular case. This 

method understands the researched object as a whole in con-

trast to statistical method that selects just one aspect. Object 

is chosen deliberately and the research is carried out under 

normal conditions. 

 

2.3.5. Observation 

 

It is the simplest technique of research using which we can 

derive various data. The weak point of this method is its low 

level of qualification. Overall advantage of observation is the 

real environment that it is not possible to duplicate. Observa-

tion can be direct and indirect (e.g. through video recordings). 

The author due to its current position is able to observe dur-

ing daily operations the influence implementation of CRM to 

management carry out by different people. Importantly to 

mention here is that confidential information is not disclosed 

and no names will be mentioned due to the restricted charac-

ter of this type of information. 

 

2.3.6. Documents Review  

 

Review of various documents is necessary in order to gain 

theoretical perspective of the researched problem. Example 

of documents to be used in this dissertation thesis are: analy-

sis of reports on the activities of individual enterprises and 

procedures used in transport companies. 

3. Results of the Work 

As already mentioned, the literature review shows that 

only two literature items provide a specific amount of in-

crease in the company's profit after the implementation of 

CRM and the fact that the implementation of CRM translates 

into a significant increase in sales, in some cases by as much 

as 30%, and thus - implies also an increase in the company's 

profit - therefore, the topic of calculating the company's 

profit after the implementation of the CRM system compared 

to the state before the implementation is not yet exhausted. 

According to the rules of economics, the goal of every en-

terprise is to earn a profit. When a company aims to increase 

profit, the necessary first step is to retain as many customers 

as possible. In chapter 3 of this paper, methods of customer 

retention as well as the importance and methods of measur-

ing customer satisfaction will be described. 

Customer satisfaction is of fundamental importance for ef-

ficient and effective logistics activities in the field of trade in 

goods. The functioning of enterprises operating in contem-

porary global markets without effective logistics is almost 

impossible, hence the constant search for tools to improve 

this process. Currently, there is a lot of competition in the 

field of transport services, as evidenced by the fact that 

transport companies operate on the common market of the 

European Union. For this reason, in order to maintain exist-

ing customers, but also to attract new ones, it is important to 

build relationships with customers from the position of 

transport companies. The aim of the author's doctoral disser-

tation is to propose a methodology for building relationships 

with customers in the specific conditions of transport ser-

vices. 

The author of the work therefore constructed a tool - a 

questionnaire for employees of companies in which the CRM 

system was implemented, to find out if and how the imple-

mentation of CRM in the enterprise changed the number of 

customers and whether and how it affected the company's 

profits. 

The survey questionnaire contains 12 questions, which are 

described below. 

The respondents who participated in the survey mainly 

represented the following industries: industry (12.5%), con-

struction (10.5%), forestry (8.9%) transport (12.5%) and 

other industries. The respondents mainly represented large 

enterprises employing over 50 people (64.3%), but also me-

dium-sized enterprises employing between 11 and 50 people 
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(25%) and small enterprises employing up to 10 people 

(10.7%) and they worked mainly in the sales department 

(17.9%), in the operational department (also 17.9%) and in 

the R&D department (14.3%). 

To the question: Indicate POSITIVE consequences of 

CRM implementation, the respondents chosen 3 following 

positive effects of CRM implementation: knowledge about 

the customers is gathered in one place (51.8%), activities 

take me less time (50%) processes are automated (46.4%). 

Morover to the question: Indicate the most important POSI-

TIVE consequences of CRM implementation, the respond-

ents chosen 3 main following positive effects of CRM imple-

mentation: gathers knowledge about customers in one place 

(23.2%), activities take less time than before (17,9%) and in-

creases the number of the customers (12.5%). The results of 

the survey regarding the positive effects of the implementa-

tion of the CRM system are shown in Figure 1.  

 

 
Figure 1. Question number 4 of the survey questionnaire for the employ-

ees of the companies where CRM system has been implemented.  

Own elaboration. 

According to the research, the implementation of CRM 

also brings negative effects, because to the question: Indicate 

NEGATIVE consequences of CRM implementation, the re-

spondents chosen 3 following negative effects of CRM im-

plementation: activities take me more time (37.5%), the task 

division is not fair tasks division is assisted (26.8%) and 

working ambience is worse (17.9%). As is shown in Figure 

10 only one negative consequence of CRM implementation 

is the result: activities take more time than before (35.7%). 

The results of the survey regarding the negative effects of the 

implementation of the CRM system are shown in Figure 2. 

 

Figure 2. Question number 5 of the survey questionnaire for the employees 

of the companies where CRM system has been implemented.  

Own elaboration. 

 

Figure 3. Question number 8 of the survey questionnaire for the employees 

of the companies where CRM system has been implemented.  

Own elaboration. 

However, the most important fact that was found dur-

ing the study is the information that the implementation of 

CRM results in an increase in company profits and an in-

crease in the number of company customers. Both of these 

facts are shown in Figure 3 and Figure 4. 

 

Figure 4. Question number 9 of the survey questionnaire for the employees 

of the companies where CRM system has been implemented.  

Own elaboration. 

 

Figure 5.  Question number 10 of the survey questionnaire for the employ-

ees of the companies where CRM system has been implemented. 

Own elaboration. 

 As a result, most of the respondents (as much as 87.5%) 

are satisfied with the implementation of CRM in their com-

pany, what are shown in Figure 5. Direct interviews also 

show that employees are satisfied with the implementation of 

the CRM IT system. This is the result of an increase in the 

number of customers of the surveyed companies, and thus 

also an increase in the profit of the companies. 
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5. Conclusions  

The research presented above shows that the vast majority 

of enterprises, as much as 87.5%, are satisfied with the im-

plementation of CRM in their own company. 

The results of 56 questionnaires, 2 in-depth interviews and 

4 "focus groups" conducted by the author of the study pre-

sented above show that the implementation of CRM resulted 

in an increase in the number of customers. The results are 

shown in detail in Figure 3 - the study shows that the sum of 

positive responses (the number of customers increased by 5, 

10, 15, and even 20%) is greater than the sum of negative 

responses. Figure 4 shows the respondents' answers to the 

question whether the company's profit has changed (de-

creased or increased) after the implementation of CRM. This 

study also shows that the sum of the positive responses (the 

gain increased by 5, 10, 15, and even 20%) is greater than the 

sum of the negative responses. 

The schedule of research works includes several elements 

that only together will provide an answer to the question 

whether the company's profit significantly changes as a result 

of the implementation of CRM to transport companies. The 

survey shows that only a properly implemented system can 

increase the number of customers. The research shows that 

not all companies have properly implemented the CRM sys-

tem. If the company has incorrectly implemented CRM, we 

have a confirmed hypothesis that such a system does not sup-

port the company in its development, does not increase the 

number of customers and does not increase the company's 

profit.
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