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Abstract

The subject of this paper is a study of the influence of organisational culture on business performance of enterprise

BH Pošta Sarajevo, one of the largest enterprises in Bosnia and Herzegovina. In the first part of the article, basic

information on organisational culture, business performance and their relationship necessary for understanding of

the empirical part of the paper are given. The latter part starts by analysing the question whether a strong

organisational culture exists in BH Pošta. The research attempts to reveal which type of organisational culture is

present within the enterprise, and whether the culture influences successful business performance. Therefore, the

purpose of the paper is to make an objective assessment of present organisational culture and its impact on the

business performance, theoretically and in the case of BH Pošta.
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1. INTRODUCTION

There is no doubt that the success of
enterprises is of utmost importance in every society.
Therefore, it is essential to determine the factors
that impact the effectiveness of enterprises. One of
the influencing factors under a great deal of
discussion in the previous three to four decades has
been organisational culture. Enterprises greatly
desire to know what type of organisational culture
in a given situation and enterprise leads to the best
performance. Most authors studying organisational
culture believe that culture is the real driver for
superior performance and a definite source of
competitive advantage that is extremely difficult for
competitors to imitate.

The purpose of this paper is to discuss the
relationship between the organisational culture and
performance and thus contribute to the existent
knowledge of this relationship, as well as to
developing the organisational culture in a given
enterprise in order to improve its performance.

In pursuit of that purpose, the paper will
analyse the present culture of a given enterprise to
determine whether some values play more
prominent roles than the others, and whether the
organisational culture suits the contingency vari -
ables. Secondly, we would also like to determine the
types of the organisational culture and prove
whether the present culture is a role culture and/or
task culture according to Handy’s classification
(1979: 176–211). Thirdly, we would like to ascertain
whether it positively contributes to the perfor -
mance within the enterprise.

The first part of the research is based mainly on
the findings of many authors studying the impact of
organisation culture on the performance. To
understand the relationship, we have briefly
discussed the culture and performance and then
connected both. In the second part, we show the
results of an empirical research which we conducted
in the Bosnian enterprise BH Pošta Sarajevo. The
objective was to prove four hypotheses connected
to the aforementioned goals:



Dynamic Relationships Management Journal, November 2012

Adin Šendro: The Influence of Organisational Culture on the Performance of the Enterprises – The Case of

58

• Are there some values that are shared by most
employees within BH Pošta? What are these val -
ues and how strong is the organisational culture?
(Hypothesis 1);

• Do the role and task culture prevail in the enter -
prise? (Hypothesis 2);

• Is the culture different in different departments/
sectors? (Or do subcultures exist?) (Hypothesis 3);

• Does organisational culture influence performance
and, if so, in what direction? (Hypothesis 4).

To prove the first hypothesis we asked the
employees about the values within the enterprise
by using a questionnaire developed by Kanoti (2007:
168–172). To prove the second and third hypothe -
ses, we used a questionnaire by Handy and Harri -
son, adapted by Janićijević (2008: 329–331) who
distinguish four types of organisational culture:
power, role, task, and person culture. To find the
answer to the fourth hypothesis, we developed a
structured interview, which we conducted with the
chief executive officers (CEO) and human resource
professionals in the included departments. The
whole research project, and especially its findings,
is briefly discussed.

2. CONCEPT AND CHARACTERISTICS
OF ORGANISATIONAL CULTURE

According to Ilies and Gavrea (2008: 322) the
term “organisational culture” was used for the first
time in the academic literature by Pettigrew in 1979
in the journal Administrative Science Quarterly. The
concept of organisational culture has been devel -
oped and become popular in since then. Such a
development is due to three issues (Rozman &
Kovač, 2012: 286–287):

- Research of the culture’s influence on the perfor -
mance and effectiveness of the enterprise;

- The rapid development of the Japanese economy
sparking comparisons between American and
Japanese cultures. Organisational culture was
supposed to explain the success of Japanese
enterprises compared to American ones, by
emphasizing the differences in commitment and
motivation of Japanese workers connected to a

common set of core values, beliefs and assump -
tions (Denison, 1984: 10);

- The internationalization and globalization process.

This period was marked by a large number of
books, articles and papers on this subject, written to
clarify the phenomenon of organisational culture and
its impact on the success of business organisa tions.
A single definition of organisational culture does not
exist. However, most definitions are similar and their
differences are derived mainly from differences in
emphasizing the various elements of organisational
culture. They also differ among them selves due to
the perspective from which this phenomenon is
observed, which is connected to scientific disciplines
such as sociology, psychology, anthropology, organi -
sational behaviour, manage ment and others.

Let us mention only a few definitions from the
management and organisational (behavioural) per -
spective. Edgar Schein (2004), a guru of organisa -
tional culture, defines it as a pattern of shared basic
assumptions that was learned by a group as it
solved its problems of external adaptation and
internal integration that has worked well enough to
be considered valid and, therefore, to be taught to
new members as the correct way to perceive, think,
and feel in relation to those problems.

For Robbins and Coulter (2009: 46), organisa -
tional culture can be described as “the shared val -
ues, principles, traditions, and ways of doing things
that influence the way organisational members act”.
A similar definition argues that culture is “a set of
assumptions, values, and beliefs that have been
accepted by members of a group and that affect
human behaviour” (Leung et al., 2005: 357–378).
Similarly, for Rozman and Kovač (2012: 289), organi -
sational culture is a system of assumptions, values,
symbols, norms, and convictions that determine
individuals’ behaviour and their reactions to day-to-
day problems. Like many other authors, Rozman
(2012: 6–22) compares organisational culture with
the national culture and personality of an individual,
emphasizing that national culture influences the
organisational one and that organisational culture
attracts people with similar traits compared to
organisational values. The author connects the orga -
nisational culture very tightly with the relationships
among members of an enterprise.
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For Potočan (2008: 26), the most frequently
quoted definitions are the following: firstly, orga -
nisational culture is the way in which things are
performed (Deal & Kennedy, 1982), and secondly,
organisational culture is a collective programming
of minds that has a powerful effect on individual
behaviour (Hofstede, 2001). Kovač (2008: 47) states
that the organisational culture represents the
quality of performed tasks, i.e. the way that a task
will be carried out.

Organisational culture nowadays represents
the main characteristic of each organisation. It
affects the way employees think, feel and act in the
organisation. Thus, it affects the way of organisa -
tional behaviour, type of organisational structure
and degree of decentralization, the application of
authority, the kind of power in use, the degree of
formalization, the standardization of procedures,
the method of control, resource allocation, human
resource management, the scope and method of
business planning, strategy, etc.

As Rozman (2008: 3–4) and many other authors
state, the culture of the enterprise mainly serves
two purposes: firstly, it connects people in the
enterprise, to develop the appropriate relationship
(developing a collective identity) and secondly, it
helps the enterprise to adapt to the environment,
especially consumers. These are the qualities of
internal integration and external adaptation. We can
say that culture affects the way an organisation
responds to impulses from the environment, selects
its method of selecting specific goals and identifies
strategies, as well as the manner in which the
organisation faces the challenges of competition
and changes in any segment of the environment.
Organisational culture is a factor that keeps mem -
bers of the organisation together, making them a
community, rather than a set of isolated individuals.

In most enterprises, not all employees can
accept and adapt to the organisational culture. The
number of employees who accept and share the
organisational values and symbols is crucial for
making a strong culture, which acts like interior
motivator. The strength of a culture and the need
for organisational regulations or standardization and
formalization are negatively related; conversely, a
weak culture and the need for organisational regu -

lations or standardization and formalization are
positively related. In a weak culture, we observe the
lack of a coherent system of cultural elements that
support each other and send the same message.
The opinion prevails that enterprises with strong
cultures perform better than those with weak ones.

A few more things are worth noting regarding
the organisational culture in connection with the
research: firstly, the appropriate organisational cul -
ture depends on contingency variables, the national
culture and the personality traits of founders,
owners and/or managers and thus corresponds to
organisational structures and processes. Secondly,
there is no one correct organisational culture for all
organisations. Thirdly, organisational culture is often
not homogeneous, which is especially true for large
organisations and multinationals. More subcultures
based on a particular departmental and/or profes -
sional level co-exist within companies. Fourthly,
organisational culture gradually emerges mainly as
the result of relationships and the interactions of
individuals and groups, and remains “in force” for a
long time, even after its preliminary creators are no
longer in the organisation.

3. INFLUENCE OF ORGANISATIONAL
CULTURE ON PERFORMANCE

3.1 Definition of organisational performance

As already mentioned, we assume that orga -
nisational culture influences the performance of the
organisation. In 1982, Peters and Waterman deter -
mine that shared values represent one of 7S factors
contributing to the effectiveness of the enterprises.
Rozman (2008: 7) states that appropri ate culture
undoubtedly contributes to the perfor mance of an
organisation. It is the central driver of superior
business performance and often is the answer to
one of the important questions in busi ness: why
some organisations succeed while others fail. The
culture of the enterprise, directly and even more
significantly indirectly, influences everything that an
enterprise does.

Before starting a more detailed discussion on
the culture-performance relationship, we have to
clarify what we understand by “performance”. Re -
searchers have differing opinions on understanding
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it. The central issues concern the appropriateness
of various approaches to the concept of perfor -
mance and its measurement.

Performance is the result of an activity (Rob -
bins & Coulter, 2009: 403). Organisational perfor -
mance is the accumulated result (output, outcome)
of activities within a department, project or the
enterprise. It can be the quantity of products
produced by workers, the value of sales, the profit
of the enterprise, etc. Usually, authors assume that
performance has to be achieved in an efficient and
effective way. As measures of organisational
performance, efficiency and effectiveness are most
frequently mentioned.

Often, authors do not distinguish performance
from its measures. The term “performance” has
sometimes been confused with “productivity”.
Ricardo and Wade, cited in Abu-Jarad et al. (2010:
28–29), see a difference between performance and
productivity. Productivity is a ratio showing the
volume of work completed in a given amount of
time. Performance is a broader indicator (output in
absolute value), which is measured by the number
of workers, hours or other resources (input) needed
to complete performance.

According to Javier, cited in Abu-Jarad et al.
(2010: 28–29), performance is equivalent to the
famous 3Es (economy, efficiency, and effectiveness)
of a certain program or activity. However, according
to Daft (2000: 20), organisational performance is the
organisation’s ability to attain its goals by using
resources in an efficient and effective manner. Quite
similar to Daft, Ricardo and Wade (2001: 66) defined
organisational performance as the ability of an orga -
nisation to achieve its goals and objectives.
According to both authors, efficiency and effec -
tiveness are understood according to performance.

Authors of earlier generations in particular,
understand performance mainly in the sense of 3Es
and/or efficiency and effectiveness. However, we
can look at productivity as a part of efficiency, and
economy as efficiency expressed by costs. We know
that effectiveness is usually determined in a
socioeconomic sense at the level of the enterprise
(expressed as ROE, ROA, and ROI). Efficiency is a
technical (not socioeconomic) issue expressed as
the ratio between the outputs (performance) and

inputs (for more details on efficiency and effec -
tiveness look at Rozman and Kovač (2012: 81–85)).
Some other authors (Abu-Jarad, Ricardo and Wade)
see performance more broadly, including the
requirements of different stakeholders, such as
social responsibility, quality, behaviour, develop -
ment, normative measures, etc. In this article, we
understand organisational performance as the
output of the activities of an organisational unit in
a broader sense, and efficiency and effectiveness
as the measures of performance.

3.2 Impact of organisational culture on
organisational performance

Rozman and Kovač (2012: 289) state that more
pragmatically oriented authors shed light on the
organisational culture particularly in relation to the
performance of the company. Organisational culture
is significant because it shapes the work environ -
ment in which performance occurs. Not paying
attention to culture undermines the profitability
and sustainability of an enterprise. This relationship
is complex and often indirect, which makes it less
than obvious for executives to consider. Culture
enables people to see the task/goal alignment and
motivates them to higher levels of performance
(Brewis, 2012: 380).

Culture and performance have mutually recip -
rocating relationship. On one hand, organisa tional
culture leads to high performance enter prises. On
the other, the achieved performance influences the
behaviour of people and their shared values, which
with time become part of the culture. It is not only
the type of culture but also its strength, which is
beneficial. A strong culture leads to high perfor -
mance and overall profitability.

According to Ogbonna and Harris (2000: 769),
the claim that organisational culture is linked to
performance is founded on the perceived role that
culture can play in generating a competitive advan -
tage. Krefting and Frost (1985: 258) suggest that the
way in which organisational culture may create
competitive advantage is by defining the boundaries
of the organisation in a manner that facilitates
individual interaction and/or limits the scope of
infor mation processing to appropriate levels. Early
researchers who link culture to organi sational
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perfor mance argue that successful organi sations are
distinguished by their ability to promote cultural
values that are consistent with their chosen
strategies.

There are four views (Denison, 1984: 10–11)
that explain the relationship between organisational
culture and performance. The first view is the
“strong culture thesis”. A “strong culture” exists
when there is cultural homogeneity. Cultural homo -
geneity exists when management and employees
have the same set of cultural values, norms and
beliefs and are committed to them. An organisation
with a strong culture correlates well with high levels
of performance and corporate profitability. It is
often assumed that the commitment of employees
and managers to the same set of values, beliefs and
norms will yield positive results, i.e. that the
strength of organisational culture is directly corre -
lated with the level of performance in an enter -
prise. Adopting this hypothesis, researchers tend to
place new kinds of human relations (involving
employees in decision-making, allowing them some
discretion, developing holistic relations, etc.) at the
core of organisational culture.

The second view holds that the relationship
between organisational culture and organisational
performance is actually the reverse of the former
view. Success in the organisation is likely to develop
a desired workplace spirit, such as a set of new
beliefs and values and attitudes that the employees
consider significant in their performance. The new
workplace culture emerges not only out of the
positive encouragement that the employees de velop
from their successful performance but also through
conformity with others. The second view then
maintains that high organisational perfor mance
leads to cultural homogeneity or strong culture.

The third view suggests that a particular
organisational culture that is considered as good,
necessary and appropriate contributes to the
efficiency of the organisation. The “good culture” is
essential especially for large and complex organisa -
tions that find it difficult to regulate the employees
through traditional means; thus, “good culture”
serves as a regulatory mechanism.

The fourth and final view on the relationship
between organisational culture and performance

maintains that there are “adaptive cultures”. Adap -
tive cultures are the key to better organisational
performance. The elements of the adaptive culture,
such as values, orientation, language and behaviour,
are adaptive because they respond to changes in
the environment.

Considering the fact that organisational culture
affects the thinking and behaviour of employees, its
influence is obviously felt in all aspects of business.
For successful business performance, it is vital that
there is a harmony between the principles of man -
agement of a given organisation and its organisa -
tional culture. If this harmony exists, organisational
culture can be a powerful social support in achieving
business objectives. However, if the managerial
principles are in direct contradiction to the organisa -
tional culture, it will represent additional resistance
to organisational efforts. Then it should be neces -
sary either to change management practices or the
organisational culture, depending on what is easier
and better to do.

It is also difficult to determine the appropriate
(or good) organisational culture. It can be said that
the culture yielding good performance is the right
one. According to the contingency theory, we can
claim that the appropriate organisational culture
depends on contingency variables: technology,
environment, strategies and goals, size and employ -
ees. As we have seen from different views on the
influence of organisational culture on performance,
different authors have emphasized the connection
to strategies, to the environment, to management.
We can argue that the authors emphasized some of
the contingency variables as influencing culture and
through it performance. To obtain a more holistic
and systematic solution, we suggest that all contin -
gency variables have to be considered in deter -
mining the appropriate organisational culture. The
same conclusion is valid and better known for the
organisational structure. Thus, there is a connection
between organisational structure and processes on
one hand and organisational culture on the other.
However, when considering culture we have to add
two more variables: national culture and (charis -
matic) founders and/or managers. The appropriate
organisational culture is congruent with the contin -
gency variables and yields best performance. If the
contingency variables change, the shared values
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must also change. Considering the difference be -
tween the appropriate and the actual organisa -
tional culture, we have to develop the culture
starting from the latter to design the former, using
HRM practices, motivation, symbolic management
and similar change strategies.

The impact of organisational culture on organi -
sational performance depends on how deeply and
widely main values and beliefs within the organisa -
tion are accepted. Its influence can be divided into
three aspects according to Zhang (2008: 392–393).
Firstly, the cultural direction is the degree that
organisational culture influences the direction of
operations. Secondly, cultural permeability refers
to the degree that organisational culture is shared
by all members. Thirdly, cultural intensity is the
degree to which the employees adhere by the
culture. The culture will have comparatively signifi -
cant influence if the organisation has extensive
permeability and relatively far-reaching influence
direction and intensity; we can talk about the so-
called uncompromising culture in which employees
attempt to achieve identical goals and share com -
mon values.

We can conclude that appropriate managerial
practices, consideration of contingency variables
(they both shape the organisational culture), the
characteristics of organisational culture (direction,
permeability and intensity) and the strength of the
appropriate culture lead to higher performance.

Zhang (2008: 393) includes two more factors:
employees’ and customers’ attitudes and behaviour
explain how higher performance can be achieved.
According to him, organisational culture influences
the employees’ attitudes and behaviour as well as
consumers’ attitudes and behaviour. This is in line
with two basic roles of culture: internal coordination
and external adaptation. These two factors then
influence the performance. The improvement of
organisational culture can guarantee sufficient
exertion of employees’ enthusiasm and desire for
improvement and learning. Organisational culture
will build a positive working atmosphere, mutual
values and management mechanisms. Thus, em -
ployees will be encouraged to work with enthu -
siasm, improve work efficiency and reduce costs.
Through positive connection and cooperation with

the external environment, employees understand
customers’ demands, accept their suggestions and
thus improve or produce new products and ser vices.
This model explains organisational culture as an
effective factor that determines whether the enter -
prise can achieve outstanding performance.

4. INFLUENCE OF ORGANISATIONAL
CULTURE ON THE PERFORMANCE OF
ENTERPRISES – THE CASE OF THE PUBLIC
ENTERPRISE BH POŠTA SARAJEVO

4.1 Introduction to research on the culture-
performance relationship in BH Pošta
Sarajevo

As we have seen, there is an established opin -
ion in the theory, confirmed by different empirical
studies, stating that the organisational culture
influences the performance of the enter prise. The
amount and direction of this influence depends
above all on the type and strength of the organisa -
tional culture. Therefore, it would be particularly
useful for each enterprise to determine what its
prevailing culture is as well as its influence on
performance in order to suggest possible changes
in the organisational culture that would increase the
performance. We have done research within a
selected enterprise to support the enterprise’s
endeavours for higher performance.

We decided to conduct research in the public
enterprise BH Pošta Sarajevo (Bosnia and Herzego -
vina Post: BHP). The enterprise was interested in
such research, expecting suggestions for changes in
culture and improvements of its performance. In
2001, the public enterprise PTT Bosnia and
Herzegovina was divided into BH Pošta and BH
Telecom. BH Pošta, with close to 2400 employees,
currently has a dominant position among the postal
operators in the Bosnian and Herzegovinian market.
Its operations are conducted in seven postal centres
on a regional basis and accompanied by five
centralized and specialized units.

The aim of this research is to determine which
type of organisational culture prevails in BH Pošta,
and whether the organisation‘s culture is in line with
contingency variables. We can add that the contin -
gency variables in the case of BHP are mainly
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routine technology, a certain environment, cost
objectives and strategies, the organisation’s size,
managers emphasizing planning and control, and a
traditional national culture based on patriarchal and
religious values. The research should also determine
the strength of the culture. The main question was
whether the existing culture results in sufficient
performance and whether some changes in the
organisation’s culture could contribute to perfor -
mance improvements.

The survey was conducted at the beginning of
2012 among employees in the headquarters of BH
Pošta Sarajevo in three main sectors, through a
questionnaire and interviews. The main intention of
the research was to obtain the opinions of employ -
ees regarding (the existence of) organisational
culture, to determine the type of organisational
culture, and to analyse its influences on business
performance. The sector for Postal Transport (PT)
with 35 employees, the sector for the Development
of Information Systems (DIS) with 30 employees,
and the sector for Economic and Financial Affairs
(EFA) with 37 employees were selected as those
that form the headquarters of BH Pošta. The data
from employees (around 90% of them answered the
questionnaires), including managers, were gathered
with a questionnaire consisting of three parts.

The first part examined the personal profile of
the surveyed employees and includes organisational
unit, position in the organisation, gender, age, edu -
cation and work experience. Most of the employees
are between 41 and 60 years old and female, except
in DIS, in which men prevail, and which has a
somewhat older and more experienced population.
Most employees had more than 10 years’ work
experience at BH Pošta.

The second part of the research included 18
questions regarding organisational culture, and was
based on a multiple choice questionnaire developed
by Kanoti (2007: 168–172). Different (5) responses
were offered to the employees to determine the
description of the organisation’s culture. The third
part of the questionnaire was based on Janićijević’s
(2008: 329–331) questionnaire for determining the
prevailing type of the organisational culture. Re -
garding the influence of culture on performance, we
also prepared open-ended and structured inter -

views with CEOs and HR managers in the head -
quarters and managers within the sectors. The aim
was to obtain information on performance mea -
sures and their opinion on the cultural influences on
performance.

4.2 Cultural values within the three sectors

A more detailed analysis of the obtained data
can be found in the author’s MBA thesis (2012).
Here, we will show only some results and their
explanation. As previously mentioned, the second
part of the questionnaire analyses the cultural
values within the three sectors. The majority of
questions were attempts to determine the basic
organisational values, assuming that they exist.
These questions should verify Hypothesis 1: “There
are some values that are shared by most employ -
ees within the enterprise (three sectors) and which
explain the strength of culture.”

Specific questions were designed to determine
the prevailing values, such as what is considered to
be important within the enterprise, whether
employees work in teams, how secure they feel at
their jobs, what the basis for promotion and
compensation is, etc. Five options (a-e or 1-5; rating
1 stands for more “mechanistic” and rating 5 for
more “organic” answers) were given to respondents
to indicate their opinion.

Table 1 shows quantitative results of the
organisational culture questionnaire of employees
in the enterprise, showing mean values, standard
deviations and coefficients of variation of responses
for each question.

Table 1 presents the quantitative analysis of the
research of organisational culture in BH Pošta from
the perspective of employees in three sectors. For
each indicator, the arithmetic average, standard
deviation and variation coefficient are determined.
The average values on the basis of all answers given
by employees have been calculated for each sector.
In the sector for Postal Transport (PT): MV=2.1,
SD=1.20, CoV=56.85%; in the sector for Devel -
opment and Information System (DIS): MV=2.4,
SD=1.19, CoV=50.71%; in the sector for Economic
and Financial Affairs (EFA): MV=2.3; SD=1.27;
CoV=57.62%. At first glance, we can say that the
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mean values in all three sectors are close and
standard deviations quite high. We could conclude
that DIS is slightly more organic than the other two
sectors, and that the culture is slightly stronger than
in other two sectors. The standard deviation
indicates that the strength of the culture is low,
especially in the PT. Small differences among sectors
are probably due to the strong influence of national
culture.

In PT, the “higher” (more organic) value has
been given to the indicator of promotion (3.4),
followed by the indicator of corruption (2.7). The
lowest (more mechanistic) average rating has the
indicator of communication and behaviour (1.3)
followed by the indicator of clarity of the scope of
competence (1.5). In DIS, the highest average rating
is held by the indicator of hierarchy (3.7) followed
by the indicator of management (3.6), and the
lowest average rating is held by the indicator of
education (1.4) and the indicator of clarity of the
scope of competence (1.5). In EFA, the highest
average rating is held by the indicator of promotion
(3.8) followed by the indicator of hierarchical

relations (3.4). The lowest average rating is held by
the indicator of the clarity of scope of competence
(1.4) followed by the indicator of objectives (1.4).

In each sector, the indicators of clarity of scope
of competence, education, teamwork, communica -
tion and behaviour and objectives have lower (more
mechanistic) average ratings or values. Indicators of
promotion, hierarchy and to some extent decision-
making and management have higher (more or -
ganic) average ratings or values.

Over 90% of respondents express the opinion
that they possess the competences needed to per -
form in detail their specific job quite independently
and to do so without much need for clarification
from the superiors. Regarding priorities in perform -
ing activities, a major part (over 90%) of the respon -
dents thinks that the autonomy and improvements
at work are considered valuable. A small part of the
respondents in all sectors thinks that tasks priorities
should be based on the interests for personal
advancement. Regarding the question of the deter -
mination of duties and responsibility, the vast

Sector for PT Sector for DIS Sector for EFA

No. Indicator MV SD CoV MV SD CoV MV SD CoV

1. Clarity of competence 1.5 0.66 44.90 1.5 0.88 59.46 1.4 0.73 52.90

2. Work priorities 2.2 1.11 50.00 2.1 1.07 50.71 1.8 1.03 57.54

3. Objectives 1.7 0.95 56.21 1.6 0.91 55.83 1.4 0.73 51.77

4. Promotion opportun. I 2.2 1.70 77.63 3.0 1.84 60.53 3.8 1.68 44.33

5. Promotion opportun. II 3.4 1.66 48.68 3.5 1.48 42.53 3.3 1.26 37.95

6. Communic. and beh. I 1.3 0.66 52.80 1.8 1.10 61.80 2.1 1.34 63.21

7. Communic. and beh. II 1.9 1.18 61.78 2.9 1.56 54.74 2.0 1.54 75.86

8. Team work 1.8 0.96 53.93 1.7 0.98 58.68 1.5 1.33 88.67

9. Decision-making process 2.0 1.03 51.50 3.2 1.20 38.10 2.9 1.21 41.16

10. Management 2.2 1.02 45.95 3.6 1.04 28.97 3.3 1.23 37.39

11. Hierarchical relations 2.4 1.67 69.29 3.7 1.59 42.97 3.4 1.70 49.42

12. Internal control I 2.4 1.14 46.72 2.5 1.03 40.87 2.5 1.46 58.40

13. Internal control II 1.9 1.13 59.16 2.1 1.10 52.13 1.8 1.03 57.54

14. Corruption 2.7 1.41 53.01 2.5 1.60 63.49 2.4 1.50 63.03

15. Security 2.2 1.27 58.80 2.3 1.06 45.49 2.0 1.40 68.97

16. Education – prof. train. 2.1 1.41 66.20 1.4 0.78 56.93 1.7 1.20 70.18

17. Education – new empl. 1.7 1.07 62.21 2.0 1.07 52.45 2.0 1.20 59.11

18. Profess. and efficiency 2.3 1.49 64.50 2.5 1.17 47.18 2.1 1.25 59.81

Legend: MV – Mean Value, SD – Standard Deviation, CoV – Coefficient of Variation 

Table 1: Quantitative analysis of organisational culture in three sectors in BH Pošta
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majority of respondents in each sector say that their
work is based on the needs and plans of the enter -
prise. Almost nobody in any of the sectors designs
his or her own tasks autonomously. The prescribed
procedures and superiors determine the way of
working. In each sector, the majority is focused on
the realization of plans, and less on creativity and
initiative to adapt duties and responsibilities to the
changing requirements of the workplace.

The answers to the question of who gets
promotions are interesting. While employees in the
PT sector believe that capable employees and
experts are most often promoted, in the EFA sector
employees believe the opposite, i.e. that mainly
incompetent but loyal people are promoted. The
results in the DIS sector are in between. Similar
responses were obtained in asking whether employ -
ees in previous five years had obtained expected
promotions. In the PT sector around a quarter of
employees obtained the expected promotion; the
percentage in other two sectors is around 10%. In
contrast, close to half of employees in PT and DIS
did not expect any promotion.

Regarding communication with customers, over
90% of employees in PT believe that sufficient atten -
tion is paid to customers. The percentage is lower
in DIS and especially in EFA (only 64%). Regarding
communication and individuals’ behaviour in the
enterprise, respondents believe that the relation -
ships are largely guided by regulations and pre -
scribed procedures and not considering employees’
specific traits nor their contingency variables. Most
respondents in the PT and EFA sectors believe this,
whereas the responses in DIS are different (only half
of the respondents share this opinion).

Close to 90% of employees believes that team
work is supported and that they themselves want
to be involved in some team work, especially if the
tasks are complex. Employees believe that decisions
are made by executives responsible for solving some
problems. The decisions follow formal procedures.
It is interesting that in DIS and EFA half of the re -
spondents think that decisions are made according
to a strict hierarchy.

Respondents believe that managers are strong
personalities and support their subordinates.
Again, especially in DIS and EFA, close to 50% (in PT

only 6%) believe that managers avoid responsibility
and are unprofessional and incompetent. Regarding
hierarchical relations, close to 70% of employees in
PT believe that superiors respect rules and correctly
perform their duties; they consider them to be
efficient. This percentage is only around 30% in DIS
and EFA. In contrast, over two thirds of respondents
in DIS and EFA think that managers know how to use
their power to their own benefit.

A total of 44% of respondents in the EFA sector
claim that the internal control is conducted through
documents, and a little more than 20% due to public
procurement regulations and respecting deadlines.
In the DIS sector, more emphasis is given to control
through public procurement (close to 60%) and
document management (26%). The answers in
sector DIS lie in the middle. Answering the question
regarding the reasons for introducing internal con -
trol, respondents (over 80%) in all three sectors
believe that this is due to the respect of legal obliga -
tions and an intention to improve organisation.

Answers regarding corruption are interesting.
Around one third of respondents believe that cor -
ruption is due to poor implementation of legislation.
Another reason, very much expressed in the DIS
sector (30%), is the low transparency of organisa -
tional processes. Low income and poverty are much
expressed in the PT sector and a lack of internal
control in the DIS sector.

In PT and EFA, respondents (around 60%)
believe that job security is quite high, which is due
to the skills and abilities of employees; over 20% of
them believe that job security depends on their
superiors. In contrast, around one third of employ -
ees in sector DIS believe that job security is low due
to political changes and only half of them that it
depends on themselves and their superiors.

Most of the respondents (60% in PT, 70% in EFA
and over 80% in DIS) believe that there is a need for
education and training. More than one third of
respondents in PT believe that there is no motiva -
tion for training and close to 20% of respondents in
DIS claim that nobody actually follows training
needs. The answers regarding the areas that should
be taught to newcomers show that two thirds of
employees in PT believe that they have to learn
about the resources and ways of using them at their
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jobs. This percentage is lower in the other two
sectors. In DIS, respondents put emphasis on learn -
ing standard rules and procedures, and cooperation
among employees. Respondents of PT and EFA
agree on learning about cooperation.

The last question was about the possibilities of
increasing job efficiency. In PT and EFA, respon -
dents see the main reason for improving efficiency
in motivation by superiors and the reward system.
In DIS, half of respondents believe that better
definitions of jobs and responsibility would lead to
higher performance. Respondents (19% in PT and
30% in EFA) from the other two sectors agree.

The results of the research show that the vast
majority of respondents in each sector describes the
enterprise using the phrases “respect the rules and
procedures”, “superiors require the way of working”,
“regulations given at the top of hierarchy”, “respect
for legal obligations”, “decisions follow the hier ar -
chy” and similar. Appropriate behaviour is observed
in relation to the rules and the prescribed proce -
dures. Hierarchical relationships prevail, although
they are not in line with the majority of respon -
dents’ expectations. There is a lack of promotion;
employees do not participate in decision making,
and we can trace the presence of political influence
in decision making. Job security is not always
associated with the expertise; it is more linked to
socioeconomic situation and political changes. No
sufficient focus is placed on creativity in structuring
tasks to achieve results, and less attention is paid to
them. Rules of behaviour are determined, and an
ethical code of conduct exists. We can observe more
care for quality and the start of the creation of
quality standards.

The answers indicate that prevailing values are
connected to the mechanistic organisation. We
believe that this is due to the existing contingency
variables but also to the socioeconomic environ -
ment and national culture. There is also the opinion
that in some cases there are the influences of the
political environment, which is due to the political
situation. We can conclude that the values connect -
ed to a mechanistic or bureaucratic organisation
are more emphasized. There are also changes seen
in moving to more quality and creativity. The desire
for more creativity and more autonomy at work,

which employees also emphasized, is still within a
hierarchy and a centralized organisation.

4.3 Types of organisational culture in the
enterprise BH Pošta

Due to differences in some contingency vari -
ables, e.g. technology (national culture, the environ -
ment and top management are the same), we
would expect different types of culture within the
departments and a mixed culture within the whole
enterprise. Due to the previous analysis, we
expected two types of culture to be most present:
role culture and task culture. Framed within these
lines, Hypothesis 2 is: “Organisational culture in the
enterprise BH Pošta is a mixture of role and task
culture.” Hypothesis 3 assumes that there is a
difference in the organisational culture among the
three departments.

To determine the types of culture, we used a
questionnaire proposed by Janićijević, which is based
on the Handy-Harrison model. For each question,
four different answers were offered ac cording to four
types of organisational culture: the power culture (1st

answer), the role culture (2nd answer), the task
culture (3rd answer) and the per son culture (4th

answer). Table 2 shows a quantita tive analysis of the
types of organisational culture in the enterprise BH
Pošta showing mean values, standard deviation
measures and coefficients of variation.

The data gathered in Table 2 represent the basis
for the quantitative analysis of organisational culture
in BH Pošta. The average mean values of organisa -
tional culture in the sector for Postal Transport are
2.3 (SD 0.70, CoV 31.59%), in the sector for Develop -
ment and Information System 2.2 (SD 0.76, CoV
35.49%), while in the sector for Economic and Finan -
cial Affairs the average mean is 2.1 (SD 0.83, CoV
38.62%). As already mentioned, rating 1 represents
a power culture, rating 2 represents a role culture,
rating 3 corresponds to a task culture and rating 4
represents a person culture.

Considering that rating 2 and rating 3 represent
the role and the task cultures, we can conclude that
the prevailing type of culture in all three depart -
ments is the role culture. All indicators in the sector
for Postal Transport are within the range 2.1 to 2.7,
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which characterize the role cultures and to a certain
degree task cultures. In DIS and EFA, some answers,
especially concerning managerial control, are close
to power culture, whereas the values related to
performing jobs and teamwork are closer to task
culture. Let us recall that the role culture requires
rational behaviour, and is based on responsibility,
legal authority and rules. The status of individuals is
respected, as is a consideration of hierarchy.
Descriptions of duties are detailed, and communica -
tion is based on rules. Conflicts are not desired;
changes are not considered.

In contrast, the task culture is strongly goal and
achievement oriented. Power does not rely on indi -
vidual authority but on expertise. The qualifica tion
and training of employees is essential. Accord ing to
our discussions, it is obvious that the most pre -
vailing organisation culture in BH Pošta is the role
culture with significant elements of the task culture.

Let us examine more closely some findings that
confirm our opinion on the prevailing culture. Most
respondents (44% in PT and 32% in EFA) believe that
managers behave professionally in the sense of
being correct and fair, and using their authority only
in connection to work and following the rules and
procedures. Especially in DIS (67%), respondents

believe that managers use their authority to deter -
mine the tasks to be perform ed. We could conclude
on this issue that the role culture prevails in PT,
whereas the task culture prevails in the other two
sectors.

The values held in high regard within the enter -
prise are responsibility and reliability, but also the
willingness to contribute to common tasks and
openness to new ideas. In PT, the values of the role
culture are prevailing. In DIS, the values of the task
culture slightly prevail. It is worth mentioning that
in EFA the values of the power culture (obedience,
loyalty) prevail over tasks and the role culture
values.

Most respondents think that good employees
give priority to following the prescribed responsi -
bilities and duties for their workplace or position,
which is characteristic of the role culture. In PT, the
task culture is also evident, whereas in the other
two sectors the values of the power structure are
quite strong.

In the PT and EFA sector, respondents assign
the success and performance of people to their
responsibility and loyalty. In DIS, they assign it to
values of power culture, whereas in all three sectors

Note. MV – Mean Value, SD – Standard Deviation, CoV – Coefficient of Variation

Table 2: Quantitative analysis of Test for diagnosing the type of organizational culture

Sector for PT Sector for DIS Sector for EFA

No. Indicator MV SD CoV MV SD CoV MV SD CoV

1. Profession. of manager 2.3 0.89 38.03 2.7 0.76 28.15 2.3 0.89 38.39

2. Profess. of subordinates 2.2 0.67 31.02 2.1 0.81 39.13 2.0 0.89 45.18

3. Priorities of employees 2.3 0.66 29.33 2.0 0.77 38.50 2.1 0.84 40.78

4. Performance of empl. 2.2 0.81 36.99 2.1 0.99 46.92 2.3 0.81 36.16

5. Resources 2.4 0.82 34.02 2.2 0.96 43.24 2.2 1.04 47.71

6. Controlling I 2.2 0.89 40.09 2.5 0.69 27.82 2.3 0.69 29.74

7. Controlling II 2.2 0.70 32.41 1.7 0.82 49.10 1.7 0.67 39.18

8. Tasking 2.2 0.62 28.70 1.9 0.53 27.46 2.2 0.68 31.63

9. Performing jobs 2.2 0.52 23.74 2.1 0.26 12.56 2.1 0.63 29.72

10. Teamwork 2.2 0.63 28.77 2.1 0.74 35.07 2.0 0.86 43.65

11. Competition 2.5 0.66 26.09 2.5 0.68 26.98 2.2 0.87 39.37

12. Conflicts 2.1 0.72 34.45 1.9 0.93 50.27 2.4 0.94 39.00

13. Decision-making process 2.1 0.47 23.15 1.9 0.52 28.11 1.9 0.78 40.84

14. Commanding 2.3 0.79 35.11 2.1 0.90 43.48 1.9 0.91 46.91

15. Importance of market 2.7 0.85 31.95 2.8 0.99 35.61 2.8 0.89 31.56
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one third of respondents believe that success is a
consequence of the competency and efficiency of
employees.

The answers to the question of how managers
treat the human resources the answers differ. In PT,
respondents believe that employees have to act
according to the contract, whereas the respondents
in DIS and EFA, and also PT to a lesser degree
emphasized that employees have to devote them -
selves exclusively to solving tasks. They also think
that they should be at the disposal of the company,
which is characteristic of power culture.

Regarding the self-control of employees in DIS
and EFA, similar percentages of answers (around
40%) are given to role (rules, procedures as the basis
of control) and task (control by performance) val -
ues. In the PT sector, respondents also find control
through reward and punishment as necessary.
Regarding the question of what the basis of control
over others is, 56% of respondents in PT believe that
it is the formal position of managers. Moreover, the
other two sectors see this as important, but they
assign the same or even higher importance to hier -
archical position. In PT, knowledge and skills are also
important as the basis of control over others.

Respondents are in strong agreement (59–70%)
that tasks are assigned to employees by responsible
managers, which is in line with the role culture.
Moreover, especially in PT and EFA, they think that
a person who has the appropriate skills and know -
ledge should assign the tasks. The role culture is
quite evident (76–92%) in answering questions about
the reasons for performing a job. Respondents
believe that this is due to their commitment and
loyalty to the organisation that hired them.

Regarding team work, the answers differ. In PT
and DIS, people work together because of the re -
quirements of the organisational structure and
system. In EFA, the opinion is that this is more
frequently due to the requirements of superiors. One
third of respondents in all three departments assign
team work to the needs of the tasks (task culture).

Respondents view internal competition as the
tool to achieve promotion and to increase know -
ledge and skills. In PT, both reasons are of the same
importance, whereas in DIS and EFA the latter
prevails.

Regarding conflicts, respondents in the PT
sector believe that they are mainly prevented by
strict application of rules and procedures (47% of
answers). The rest is either resolved through discus -
sion or by management. The answers in DIS show
quite a high percentage (44%) of control by man -
agers and less by prevention through rules and
procedures. Interestingly, in EFA, around 15% of
conflicts are resolved through open discussion.

Respondents (78% in PT, 70% in DIS and 47% in
EFA) believe that decisions are and should be made
by persons who possess formal authority. It is their
duty to make decisions in a given situation; 22% in
DIS and 32% of respondents in EFA assign the deci -
sion making to most powerful persons in a given
situation; some of them assign it to people who
have most knowledge and skills to handle the given
situation.

Half of respondents in PT believe that com -
mand follows the hierarchical chain; in DIS, 41% of
respondents share the same opinion. This percent -
age is lower in EFA (only 26%). Respondents claim
that command is always connected to a higher posi -
tion, regardless of the hierarchical line. However,
around a quarter of respondents in all three sectors
agree that command is with the persons who are
responsible for conducting a task.

The last question was on the understanding of
external market; 40% of respondents in PT believe
that competition is limited by laws and rules; the
corresponding percentages in DIS and EFA are 30
and 24%. In EFA, 44% of respondents believe that
competition can be enhanced by activities of the
enterprise. This percentage is lower in the other two
departments. DIS and EFA especially see the market
relationships as a threat and opportunity.

On the basis of the data and a brief analysis, the
summarized results are shown in Table 3.

Sector
Postal

Transport
Development

and IS
Economics and
Financial Affairs

Power culture 13 24 26

Role culture 52 41 38

Task culture 30 30 30

Person culture 5 5 6

Table 3: Percentage of respondents in three sectors
according to the type of culture
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Without much hesitation, we can conclude that
the prevailing organisational culture in all three
sectors is the role culture. It is especially strong in
the PT sector. The second one is the task culture,
whose strength is the same within all three depart -
ments. In the DIS and EFA sectors, the power struc -
ture is also quite strong; their cultures are not as
strong as the culture in PT.

Let us briefly summarize the organisational
culture. BH Pošta is strongly regulated by set and
agreed rules, standards and procedures. (Top)
management determines the role of each member
and has a dominant role. The source of power is the
hierarchical position. Managers require of employ -
ees only what is prescribed. They are open to ideas
and suggestions but not obliged to consider them.
Respondents are controlled by rules, procedures
and standards in performing their jobs. The hierar -
chy is determined by the functional division of work.
Authority is limited by the position in the enterprise.
There is a desire of employees to be promoted in
the enterprise and conflicts are prevented with
strict adherence to rules, procedures and respon -
sibilities.

Employees are treated as holders of roles, not
as individuals. The emphasis is on skills, teamwork
and rewards for achieving results. Their skills and
abilities are respected. Respondents know and
perform their roles and tend to work closely to their
job description. They also tend to follow the rules
rather than to operate in a creative way. There is
satisfaction of respondents with their jobs and
loyalty toward the enterprise. There is respect for
the commitments of work when hiring, and respon -
dents are familiar with objectives of the enterprise.

The research results given by respondents
indicate the presence of the role culture and the
task culture. We can conclude that the organisa -
tional culture in the enterprise BH Pošta is a mix -
ture of the role culture and the task culture, which
confirms Hypothesis 2. Hypothesis 3 additionally
states that “there are some differences in organisa -
tional culture”.

5 THE INFLUENCE OF ORGANISATIONAL
CULTURE ON PERFORMANCE

Together with managers of the three sectors,
we selected the following performance measures
for three departments: effectiveness, efficiency,
quality, costs and utilization of working time. We
discussed the achieved values of these performance
measures with the Chief Executive Officers and HR
managers of the three sectors. At the same time, we
discussed the contingency variables, above all
technology, environment, goals and strategies and
national culture. We ascertained that the contin gen -
cy variables (technology mainly routine), environ -
ment (mainly stable: not market oriented, regulated
by laws and rules), goals and strategies (mainly cost
oriented) and national culture (mainly the strong
influence of patriarchal tradition) require a role-
oriented culture. There were small distinctions
among the three sectors. We can conclude that the
values found are in line with the contingency vari -
ables and thus the organisational culture fits the
contingency variables, which leads to appropriate
results and performance. The managers think that
the achieved performance is at the required and
satisfactory level.

They also believe that cultural values influence
the achieved performance in the three sectors. They
agreed that the culture is based on tradition and
other contingency variables. However, in their an -
swers they also mentioned changes beginning in the
environment (“depolitization”, deregulation, com -
petition), in the technology (more non-routine tech -
nology) and strategies (more differentiation).
According to the managers in the three sectors, the
organisation will change in the direction of the
organic one and task values will prevail. Accordingly,
they expect changes in the organisational culture to
achieve the (new) harmony between (new) contin -
gency variables and (changed) culture in order to
develop and maintain high performance. The man -
agers also expect changes in the importance of per -
formance measures; customers’ and employees’
satisfaction will become of utmost importance. They
also feel that changes will be difficult because of the
strong national culture, which now supports values
within the role and person cultures.
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6. CONCLUSION

According to the set of questions on the
existence of values, we determined that the values
of following rules, efficiency, obedience, stability,
job security, avoidance of risk, exact determination
of requirements of work, authority of managers and
similar prevail. Moreover, the impact of political
influences, tradition and the present socio-political
situation has been found to be important. It is our
opinion that the “mechanistic” organisation and its
characteristics prevail, and some of them are quite
strong.

The second set of questions was about the
prevailing type of culture. Answering the question -
naire, respondents agree that the culture in the
enterprise BH Pošta is above all role oriented. Most
of the respondents say that rules and procedures
dominate in the three sectors and that almost all
processes, behaviour and relationships in the enter -
prise are standardized. Employees are expected to
do what is required by their roles. The respondents
consider the enterprise to be a regulated structure
where agreed rules and procedures are important
because BH Pošta is a public enterprise, which is
accountable to the government. The culture is also
characterized by focus on its internal environment
and less on the external environment due to its past
and present stability. We can say that in an enter -
prise like BH Pošta the role culture could be reason -
ably expected. There are also some values corre -
sponding to task culture. We think that this is due
to the selected departments, which to some degree
have to conduct either some research and develop -
ment or experts’ tasks. There are also some power
culture values present, especially in the IS and EFA
sectors. We think that this is due to the managers
of the sector as a central figure and power source,
and perhaps also to the national culture, which
accepts a strong (hierarchical) person at the top.

Managers are satisfied with the present perfor -
mance. We believe that the good performance is
due to the fit between present contingency vari -
ables and the types of organisational culture.
Furthermore, minor differences in subcultures are
due to the differences in the technology of sectors.
However, we also believe that BH Pošta, beginning
to be confronted with a more competitive environ -

ment and the necessity to become a market-ori -
ented, profitable company, will have to change its
culture. Its values will also have to adapt to tech -
nology changes. We have found that managers are
aware of these changes. They are aware that
changes of shared values in BH Pošta will be an
exceptionally tough task, also because of tradition
and political instability.

Let us conclude our discussion with some
thoughts taken from the Nobel Prize winner Ivo
Andrić, who (in chapter 7 in his book Travnička
hronika) wrote, in our opinion one of the best
descriptions of the organisational culture. “In this
society,” he wrote, “everything is connected, one
issue strongly embedded in the other one, every -
thing and everybody supports and controls each
other mutually. Each individual pays attention to the
entity and the entity to each individual. A house
observes the other house, a street supervises the
other one, because everyone feels responsible for
the others, and all feel responsible for all; and
everyone is completely bound to the destiny not
only of his family and cohabitants but also of
neighbours, religious companions and fellow citizen.
This represents the power and the slavery of this
world. The life of an individual and of the whole
entity is possible only in this world. Whoever leaves
this ordered world and follows his own mind and
instincts is like a suicide; sooner or later he will sunk
and there is neither help nor medicine for him”.
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