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Abstract. Implementing controlling into business practice is a difficult, 

long-term and complex process that is unique for each enterprise. It is 

affected by various psychological factors that evoked positive and negative 

emotions in owners, managers and employees. The main objective of this 

paper is to identify key psychological factors, emotions and barriers 

affecting employees during implementing controlling into business 

practice. The empirical research into the given problem was conducted by 

the questioning method in a form of questionnaire. In order to evaluate the 

research results, the descriptive, graphical, and mathematic-statistical 

methods were used. Based of the findings, a concept was proposed to put 

emphasis on the key psychological aspects of the enterprise employees 

during implementation of this tool. The proposed concept could become a 

support tool for company owners and managers to eliminating negative 

emotions and evoking positive emotions in employees during the process 

of implementation and enforcement of controlling into the enterprise, 

ensuring that this tool is fully functional and, accepted by all internal 

interest groups. 

1 Introduction  

Globalization impacts are now radically changing the economy and culture of individual 

countries. This new economy is becoming decisive in competition for a position in the 

global community of nations, as it presents enormous potential for economic growth, 

increased productivity, employment, and hence the well-being of people. Economically 

developed countries are characterized by the gradual dominance of services in the economy 

and the tertiarisation of material production, the internationalization of services, the 

emergence of new modern forms of production and consumption of services. People, 

information, technology and logistics are the main resources in the course of high quality 

services provided. It is important to adopt, use and develop a quality management approach 

based on international ISO 9000 standards for the success of service enterprises in global 

markets in order to develop a unified corporate management system in global markets [1]. 

Quality management systems (QMS) include the organizational structure, activities, 

programmes and actions designed to ensure that a product, process or service conforms to 

the objectives and the purposes for which it is to be used [2]. The process approach is one 
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of building block in QMS, not only focusing on results, but also examining the reasons of 

different quality levels and   introducing corrective actions based on their findings [3]. 

Implementation of quality management in enterprises is an important step towards 

increasing quality, improving internal and external processes and relations of the enterprise, 

and its faster establishment on the market during the period of globalization and 

internationalization [4-5]. In addition to quality management, it is advantageous to 

implement other management tools at the same time, which enables the enterprise to 

achieve greater stability and efficiency in the market in a shorter period. Corporate 

controlling is one of the supporting management tools. 

As a management tool, corporate controlling is gradually expanding to all types and 

sizes of enterprises as a result of the globalization of businesses and supplier-customer 

relations. According to [6-7], recent mega trends changed the expectation of the 

management concerning the controlling function, meaning that controlling has to adapt to 

the new requirements.  According to [8-9], controlling should be part of every modern 

enterprise, because its role is to prepare documents for managers who make optimal 

business decisions on their basis. Controlling is a fundamental part of fulfilling the business 

strategy and a way to change the view of, as well as the approach to, analyzing the status of 

the planned tasks. In implementing and using of controlling there is a need to take to take 

into account the psychological aspects affecting internal interest groups. Human resources 

represent a flexible component in view of performance and benefits for the enterprise and 

bring changes to the enterprises. For its successful implementation it is important to know 

the expectations and concerns of employees, managers and business owners. Controlling 

does not only act as a tool which supports planning, coordination and control of activities 

(external influence), but also acts as the internal process that affects the behaviour and 

actions of all people in the enterprise [10]. As [11] states, psychology makes it possible to 

understand the perception, thinking, emotions, learning, and the activation of processes. 

Therefore, it can be said that psychology becomes one of the most important components of 

controlling because they have a common object of influence. The subject of influence is a 

person whose business activity is purpose-built. As [12-13] point out, 6 rules apply in terms 

of psychology in workplace relationships between the controller, managers, and employees 

who are the recipients of the controller’s information and recommendations, which must be 

accepted and applied in the enterprise with regard to the effectiveness of its implementation 

and enforcement within the enterprise. These include motivation, feedback, cooperation, 

building trust, enforcing, and change.  

The decision to examine the psychological aspects of controlling and, quality 

management is based on this inseparable link. It is understood as a prerequisite for the 

implementation and streamlining of the functioning of individual management tools 

simultaneously and in mutual support.  

 

2 Methods 

The aim of the paper is to determine the key socio-economic factors affecting employees of 

service enterprises in the phase of implementation and enforcement of QMS and controlling 

in Slovak enterprises. The individual factors were compared for the above mentioned 

management tools in order to determine their structure and the impact on employees. The 

aim was to find out whether the socio-economic aspects are positive or negative and their 

match rate. Simultaneous implementation of two or more management tools would address 

and remove staff barriers and concerns, and to accelerate the process of implementation. 

The gradual implementation of tools is time-consuming and disadvantageous for enterprises 

due to possible loss of business relationships. It is recommended to implement several tools 

simultaneously. 
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Based on the analysis of secondary sources of domestic and foreign authors, the issue 

was examined and the theoretical basis for solving the problem and the model design were 

created. In the second phase, an empirical survey was carried out on a sample of Slovak 

micro and small service enterprises. A questionnaire method was used to collect primary 

research data. There were processed 420 questionnaires were from enterprises in the 

framework of evaluation where the monitored tools are implemented, are in the process of 

implementation or are considering it and employees are informed about it. Of the total, 38% 

were micro and 62% were small enterprises. Empirical survey data were evaluated by 

descriptive and graphical methods. In the third phase, positive and negative socio-economic 

factors were identified which are significant in the implementation of controlling and 

quality management for employees. Subsequently, a model was proposed for the 

implementation of management tools into practice for micro and small enterprises. The 

model depicts essential factors and relationships with an emphasis on employees. The aim 

is to facilitate the implementation of these tools to ensure their functionality after being 

implemented and full functionality after the barriers have been removed. This will increase 

the value of the enterprise on the market. 

 

3 Results and discussion 

The following section provides an analysis of the results of the influence of socio-

psychological factors on employees of service enterprises in the implementation of new 

management tools. The results are processed graphically and descriptively for the area of 

controlling and quality management. There are listed basic socio-psychological factors 

(motivation, feedback, communication, change, enforcement, trust) separately for 

individual managerial tools. Figure 1 shows the impact of controlling implementation in 

enterprises. In motivation, 39% of respondents stated a large influence, 37% a very large 

influence, and 18% a small influence. 

 

Fig.1. Influence of the controlling implementation on socio-psychological factors. 

The second factor was feedback, 53% of respondents reported a large impact, 36% a 

very large impact, only 7% a small impact. Communication is an important aspect for 60% 

of employees with very large influence, and 30% of employees with large influence. In 

connection with the implementation of controlling, up to 77% of employees expect major 

changes in the enterprise. Employees also expect significant influence in enforcing 

controlling (83%). Trust recorded a large to very large impact (82%). Almost none of the 

respondents expect that the implementation of controlling will not change anything. 
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Figure 2 shows the influence of quality management implementation on socio-

psychological factors in view of the employees´ perceptions. It was confirmed that 

employees perceive the new management tool as a significant influence and change. In all 

factors, the highest values range with the possibility of a large and very large impact, with a 

sum total of 80% to 97% for feedback, which is closely related to communication. Its 

improvement can positively affect working conditions. The exact numerical values of 

opinions for each factor are shown in the figure 2. 

 

Fig. 2. Influence of the quality management implementation on socio-psychological factors. 

It can be concluded that implementation of both instruments into the enterprises brings a 

significant impact on socio-psychological factors in view of employee perception. 

There are presented opinions of employees on the economic benefits of the 

implementation of new management tools in the next section. The results of the research of 

opinions on the implementation of controlling and quality management are graphically 

processed in figure 3. The values of the individual benefits listed above range from 30% 

upwards. The lowest assumption of benefits is by the labour productivity growth (34% and 

30%), by conformity of all types of plans with objectives (35% and 36%). Employees 

expect the highest benefits by the streamlining process quality, up to 68% for quality 

management and 42% for controlling. The quality management also achieves a 

significantly higher value by the deviations detection through measurable indicators. 

Employees assume that the quality management will pay more attention to these areas, 

which is also based on the nature of individual instruments. More than 50% of the benefits 

are achieved with both tools in improvement of processes performance with the effect on 

cost reduction and in controlling the achievement of business objectives at all levels. 

 

Fig. 3. Economic benefits of the quality management and controlling implementation. 
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Considering that employees are familiar with the nature of individual management 

tools, it can be assumed that the assessment of economic benefits is based on this 

knowledge, as well as on the knowledge of their own business operations. Employee 

knowledge and awareness brings confidence and more concrete expectations into the 

enterprise, allowing employees to focus more on their work and improve performance. 

Lack of information brings uncertainty and concern, and creates barriers to implementing 

change. Figure 4 shows the values of individual employee barriers (concerns) in 

implementing quality management and controlling. 
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Fig. 4. The most significant barriers (concerns) of employees in implementing quality management 

and controlling. 

Employees are most concerned about the increase in control in all areas, with 17% 

controlling and up to 10% more with the quality management. Employees are also 

concerned about excessive control, where 26% with the quality management are worried, 

and also worry about nonfulfillment of standards. Only 3% of employees are worried about 

the deterioration of relationships in the workplace, while controlling is up to 11%. Similar 

differences in favour of the quality management are also in fear of change in corporate 

culture. Based on the results, it can be concluded that there were the biggest differences in 

the evaluation of barriers in individual management tools in all monitored factors.  

It is important to monitor these factors and, to eliminate them gradually by adequate 

management methods and tools, and communication at all levels. Relevant information is 

essential in service enterprises where employees come into direct contact with customers. It 

is necessary that customers are informed about the changes and, if they are interested, so 

employees are able to respond to their questions. This creates trust and satisfaction not only 

in the contact employee but also in the enterprise itself. The fast and smooth 

implementation of management tools is important in terms of business relations and the 

position of the enterprise in global markets. 

Based on primary and secondary sources, a model was proposed (figure 5) showing the 

influence of the key socio-economic factors on employee satisfaction, with an emphasis on 

contact employees, their position vis-à-vis other interest groups, and the infulence on 

external customer satisfaction. The model shows the most influential factors in the 

implementation of selected management tools. The left side shows the impact in the 

implementation of quality management, the right side in the controlling. There is a growing 
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emphasis on the communication, which directly or indirectly affects the quality of services 

and the market position of the enterprise. Only satisfied employees can provide quality 

service and build good customer relationships. The model is dedicated to the internal 

environment of the enterprise, which is involved in creating quality - positive or negative 

influences, relationships, processes. The model also captures the impact of the external 

environment in the current era of globalization, which requires enterprises to implement 

these management tools. These are becoming a prerequisite in international markets when 

establishing business relationships and customer confidence. 

 

Fig. 5. Model of socio-economic factors of employees in implementing quality management and 

controlling. 
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4 Conclusion 

Global markets require the implementation of new management tools based on uniform 

international standards and rules. The success of a business and the introduction of change 

depend on people. The changes affect both managers and executives. It is important to 

choose the adequate approach so that it is acceptable to individual interest groups. 

Reconciling these interests in implementing changes depends on the personality of the 

managers. The effectiveness of specific management tools and the degree of their 

acceptance lies in seeking their positive and negative effects on employees. For executive 

or contact employees, the process of change in view of scope of work is usually simpler and 

more difficult in view of overcoming psychological barriers to change. According to [14], 

there is a need to look at the importance of employee and employer relations before 

considering major organizational changes and their implementation process. 

Communication is essential in finding and eliminating problems in the organization, but 

also in improving human relationships and developing teamwork [15-16]. Knowing and 

removing socio-economic barriers of employees is the basis for implementing new 

management tools and changes. These changes may be more sensitive and responsive in 

service enterprises, especially those types of services where the degree of contact between 

workers and customers is high. Satisfaction of contact staff is important. Good relationships 

within the organization are reflected in a positive approach to external customers. Quality 

in service enterprises is mainly distinguished by strategy and flexibility, with human 

resources playing an effective role in responding to changes in the current global 

environment [17-20]. 
 

  
This paper has been supported by funds of the projects VEGA No. 1/0010/17. 
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