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Abstract 

The high degree of uniqueness and high variability of the performed tasks force the managers 

to constantly search for methods and techniques allowing to increase the level of flexibility in 

adapting the organization to the changes taking place. On the one hand, the increase of social 

expectations, while increasing the level of competition, prompts the implementation of project 

management methodologies, allowing for the management of unique and one-off activities. On 

the other hand, striving to ensure high service standards, in particular with regard to repetitive 

activities, forces the necessity to apply the assumptions of the process management concept. 

Both concepts, despite different areas of influence in organizations, are closely related - 

effective implementation of process management requires the use of project management 

methodologies, whereas improvement of project management is carried out using the concept 

of process management. However, according to S. Nowosielski (2012, 367), the processes 

themselves constitute "the central competence, because it is in them that the transformation of 

managerial decisions (transformation of management commands) into measurable company 

results occurs naturally". 

The genesis of the process approach is related to the concept of systemic enterprise 

management, assuming the need to organize and improve the operations of the enterprise. The 

paper adopts the definition proposed by P. Harmon (2003), according to which the process 

approach is used in relation to the adaptation of processes to the strategic goals of the 

organization, the design and implementation of process architecture, the creation of process 

measurement systems that are consistent with organizational goals, and to educate and 

supporting managers in effective process management. 

Changing conditions force water and sewage companies to optimize operating costs based on a 

thorough analysis of processes, and then to manage activities in such a way as to meet the needs 

of customers. The use of the process approach may allow for the optimization of the costs 

incurred, which have a direct impact on the level of tariffs for water and sewage. 
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In practice, it is observed that water and sewage companies are characterized by a low level of 

awareness in the area of the process approach and insufficient knowledge of how to manage 

them. However, there are also examples of companies implementing a process approach and 

able to properly use processes to improve operations. The above observation suggests that water 

and sewage companies are at different levels of process maturity. 

The dissertation consists of five chapters, an introduction and an ending. The first two chapters 

are theoretical, and the next three are empirical and methodical. 

The first chapter is devoted to the procedural approach. The discussion on the essence and 

genesis of the process approach in enterprise management allowed to describe the concept of 

the process approach as well as to present the process architecture of process-oriented 

enterprises. This chapter also discusses the key success factors and the main barriers to 

implementing the process approach described in the literature on the subject. 

The second chapter discusses the process maturity construct. This chapter presents the essence 

of process maturity along with a description of the models used to assess the level of process 

maturity of companies. 

The third chapter is devoted to the characteristics of the conditions for the functioning of water 

and sewage companies in Poland and to the description of the research procedure. In the part 

concerning the conditions, the characteristics of water and sewage companies were presented, 

along with an analysis of the political, legal, economic, social and technological environment. 

The further part of the chapter presents the research model with the applied techniques and 

research tools as well as the characteristics of the research sample. 

The fourth chapter discusses the results of the research procedure on the state and premises for 

the application of the process approach in water and sewage companies in Poland. The chapter 

assesses the level of process maturity of water and sewage companies, characterizes both the 

premises for the implementation of the process approach, the causes of failures and the barriers 

to implementing the process approach in water and sewage companies. The final part of the 

chapter summarizes considerations on the analysis of the process maturity of water and sewage 

companies along with the assessment of enterprises' activities in the implementation of the 

process approach. 

The fifth chapter is devoted to the description of a case study of the application of the process 

approach on the example of the water and sewage company Aquanet SA. 

The main purpose of the dissertation was to determine the state and reasons for the application 

of the process approach in water and sewage companies. The considerations in the dissertation 

covered both theoretical and empirical-analytical areas. 
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In the theoretical part, a discussion was held on the process approach, process maturity and 

macro-conditions for the functioning of water and sewage companies. The literature on the 

models of process maturity was reviewed and Fisher's model was selected to conduct research 

in the empirical and analytical part. 

In order to achieve the results of the dissertation, it was necessary to conduct a research 

procedure aimed at verifying research hypotheses. This task was carried out in the empirical 

and analytical part, in which the results of the research procedure relating to water and sewage 

companies were discussed. In the empirical part, an attempt was made to answer the questions 

and research hypotheses in relation to the surveyed enterprises: 

1. What is the process maturity level of Polish water and sewage companies? 

2. What are the premises for implementing the process approach in water and sewage 

companies in Poland? 

3. What are the causes of failures in the implementation of the process approach in Polish 

water and sewage companies? 

4. What are the barriers to implementing the process approach in Polish water and sewage 

companies? 

5. What are the desired directions of process management improvement in water and 

sewage companies in Poland? 

The conducted research procedure allowed for the formulation of the following conclusions: 

1) In the studied group of water and sewage companies, the level of process maturity is three, 

which indicates a level defined as the average or process-based level. 

2) When analyzing the surveyed group of water and sewage companies from the point of view 

of the premises for implementing the process approach, the most frequently indicated 

premise was the improvement of the company's efficiency (indicated by 86% of the 

respondents). The next most frequently indicated reasons were: quality improvement, 

continuous improvement, improvement of customer satisfaction, shortening the time of 

task execution, improvement of communication and improvement of transparency. 

3) The most frequently indicated cause of failure in the implementation of the process 

approach in water supply and sewage companies was the lack of management support 

(75.9% of respondents indicated this variable). The next most frequently indicated causes 

of failure were: employees lack of motivation, low process awareness of employees, poor 

communication, no linking of process objectives with the company's strategy, lack of 

integration with management systems and implementation of a process management 

system in the functional structure of the enterprise. 
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4) The most frequently indicated barrier in the implementation of the process approach was 

improper internal communication (77.8% of respondents indicated this variable). The next 

most frequently indicated barriers were: lack of competence in the process approach, 

employees resistance, lack of theoretical foundations, lack of time for implementation, 

difficulties in changing the corporate culture, lack of financial resources and insufficient 

IT infrastructure. 

5) The last group of research hypotheses assumed the existence of relationships between the 

levels of process maturity and the premises (H3.1), causes of failures (H3.2) and barriers 

(H3.3) to the implementation of the process approach. The obtained results constituted a 

basis for rejecting these hypotheses, due to the fact that no relationship was found between 

the levels of process maturity and the premises, causes of failures and barriers to 

implementing the process approach. 

Summarizing the results in the conducted research, the hypotheses assuming that water and 

sewage companies are at an average level of process maturity and that there are sets of premises, 

causes of failures and barriers to implementing the process approach, have been confirmed. 

The results of the case study suggest that in the water and sewage company Aquanet SA, the 

basic barriers to implementing the process approach are: resistance from employees, lack of 

time for implementation and the dominance of the functional structure. In terms of the benefits 

of implementing the process approach, the company noticed an improvement in operating 

efficiency and preparation of the organization for the implementation of systems. The company 

is currently taking steps to move to the fourth level of process maturity. 

The results of the study suggest that water and sewage companies should put more emphasis 

on improving internal communication and competence in the process approach. Managers of 

water and sewage companies, being aware that the lack of appropriate knowledge and the lack 

of proper communication may strengthen employees' resistance to changes, should place great 

emphasis on motivating employees to submit ideas affecting changes and process improvement. 

Employee involvement in process mapping can be considered crucial for establishing process 

flows and improving process communication. 

It is worth making employees aware that their involvement increases the efficiency of processes 

and generates benefits in the long run. In terms of improving competences, further training of 

employees in the area of processes is recommended. Is required to implement new methods and 

tools for improving the process approach, with an emphasis on the implementation of process 

automation and robotization, which should relieve employees and improve processes. Water 

and sewage companies should also pay attention to the need to establish the principles of 



5 
 

process management, and in particular to the need to create an organizational unit responsible 

for coordinating tasks related to process management in the companies. 

The results achieved in the dissertation allow for the setting of further directions of research. 

The conducted research was related to water and sewage companies in Poland. According to 

the author, it would be worthwhile to expand the research on the condition and premises, causes 

of failures and barriers to the implementation of the process approach in water and sewage 

companies in Europe, or even in the world. 

Referring to the case study, the author believes that it would be worth carrying out similar 

studies in other water and sewage companies, which would allow for the formulation of general 

conclusions relating to the condition and premises for implementing the process approach. 

It would also be worth extending the quantitative research in Polish water supply and sewage 

companies taking into account issues related to the level of process automation and robotization, 

process improvement using process mining or lean management tools. 

It would also be worth carrying out similar studies in other companies to show the specificity 

of the implementation of the process approach in the water and sewage companies. 

Identification and assessment of differences in the use of the process approach in the economic 

practice of various companies could allow for outlining the directions of development of 

process management. 

 

 

 

 

 

 

 

 

 

 


