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Introduction 

The Field Study through focus group interviews1 was carried out within the ERASMUS+ project No 2019-HU01-

KA202061224 “TransIT - Work-based management training kit for the transition to Industry 4.0” as part of 

IO1-2: Field Study through focus group 

interviews and opinion poll/online 

questionnaires. 

In the present document you could find 

summarised the most important findings 

and outcomes of the focus group and 

individual interviews taken by all the 

project partners from 6 countries: Bulgaria 

(BG), Greece (GR), Hungary (HU), Ireland 

(IE), Portugal (PT) and Slovenia (SI). Figure 

1 shows the interviewees’ number per 

country. 

Taking into account the complexity of COVID-19 status all over Europe in this project period, the need for social 

distance and the introduced restrictive measures in the partnership’s countries, all the interviews were 

conducted online, with more than one company’s representative, where possible. 

We placed emphasis on involving target 

group professionals (CEOs, CFOs, middle 

managers, i4.0 project managers/project 

coordinators, HR specialists/trainers, 

consultants, IT specialists and engineers 

involved in i4.0.  

The survey seeks only interviewees’ 

personal opinion. Our goal was to reach at 

least 15 representatives per country, or 90 

in total. As a final result, within this project 

 
 

1 The Field study template is available in Annex 1 
 

Figure 1: Total interviewees per country 
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stage we managed to reach in total 95 professionals2, separated in 4 groups by the level of their current 

position in the company, shown in Figure 2. 

The 50 companies our focus group representatives are working in, represent various sectors, but all of them 

have been facing changes and challenges due to the digital revolution. We were very selective in this aspect 

since we believe it is fundamental to interview people with relevant practical insight into the topic. 

Some companies’ representatives requested anonymity both for to the companies and to themselves, 

therefore we won´t share all the companies’ names. This was something that some participants requested 

from us in order to speak openly about their internal issues. The list of all the companies, with industry/field of 

activity, short description and organisation size is available in Annex 3.  

As partners’ aim was to show a greater scope of the survey in relation to the location of the companies, thus 

obtaining a wider range of opinions, the next chart represents the geographical coverage of the companies. In 

total there are 29 locations from 6 countries presented in our survey: 

Location Total per country 

BG 4 

Kazanlak 1 

Plovdiv 1 

Sofia 3 

Vidin 1 

GR 8 

Aegaleo 1 

Athens 4 

Ioanni Renti 1 

Irakleio 1 

Metamorfosi 1 

Pikermi 1 

Piraeus 2 

Thessaloniki 1 

HU 4 

Budapest 8 

Etyek 1 

Kecskemét 1 

Location Total per country 

Székesfehérvár 1 

IE 3 

Dublin 2 

Galway 5 

Shannon 1 

PT 7 

Alcoitão 1 

Braga 1 

Cascais 1 

Lisbon 2 

Porto 1 

Porto Salvo 1 

Vila Franca de Xira 1 

SI 3 

Ljubljana 2 

Škofja Loka 1 

Trbovlje 2 

Grand Total 29 

 

 
 

2 The List of interviewees by occupation is available in Annex 2 
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The table below shows the distribution of companies by their size and country of operation: 

COMPANY SIZE 

COUNTRY 

TOTAL BG GR HU IE PT SI 

Micro (< 10 employees) 4 
 

5 4 
  

13 

Small (10-49 employees) 
 

2 4 2 1 
 

9 

Medium (50-249 employees) 2 3 1 
 

3 2 11 

Large (250+ employees) 
 

7 1 2 4 3 17 

TOTAL 6 12 11 8 8 5 50 

 

According to the industry the companies are working in, the distribution is as follows: 

INDUSTRY 

COUNTRY 

TOTAL BG GR HU IE PT SI 

Agriculture Industry     1  1 

Associations / NGOs  2   2  4 

Computer Industry 2  4 2 1 1 10 

Construction Industry 1      1 

Education Industry 1 3 1    5 

Electronics Industry 1      1 

Food Industry  1  2   3 

Hospitality Industry   1    1 

Manufacturing Industry  1 2 2 2 1 8 

Mining Industry      1 1 

Pharmaceutical Industry  1    1 2 

R & D   2    2 

Service sector 1 4 1 2 1  9 

Telecommunication Industry     1 1 2 

TOTAL 6 12 11 8 8 5 50 
 

For further analysis, all the national interviews are available in the project’s documentation.  
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Feedback on Question 1 

The first question the partners asked the interviewees, was “Please take a few minutes to read and 

understand the competence map. It consists of global challenges typical to i4.0, as well as skills and 

competences which play key role in overcoming the challenges. - Does the challenges and the competences 

look familiar/important to you, based on your work experiences? – Would you add or discard something?” 

This question refers to the previously elaborated project outcome: O1.A1 Desk research, available on the 

project site.  

The main challenges, identified by the World Economic Forum, are listed on pages 20-25, summarised as 

follows: 

1. The skills upgrade that the workers have to go through. 

2. New jobs will be created while at the same time some existing ones will become obsolete. 

3. Constant technological advance requires constant and up to date education. 

4. Due to the rapid changes, many labour force members will have a difficulty of changing their mindset 

towards these advances, something with which consequently their companies will have to deal. 

Those challenges are divided in Economic; Social; Technical; Environmental; Political and Legal.3 

In the same document, a qualitative field analysis of recommended management competences for i4.0 

identified three main classification categories: Technical competences / Managerial competences / Social 

competences. On p. 27-28 there are lists of key competences, grouped as follows: 

Key management skills: 

• complex problem solving 

• critical thinking 

• creativity 

• people management 

• coordinating with others 

• emotional intelligence 

 
 

3 Source: Holistic approach for Human Resource management in Industry 4.0” by F. Hecklau, et al. 

 

• judgement and decision-making 

• service orientation 

• negotiation 

• cognitive flexibility 

• lean management 

http://train4future.eu/comptence-matrix/
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Professionals’ skills and competences: 

• multidisciplinary and flexible training, 

• mastery of new tools, 

• knowledge of various languages 

• advanced emotional skills 

• ability to adapt easily to a new business culture 

• ability to deal with diverse work tasks 

• ability to approach tasks and new problems in 

an innovative way, seeing the bigger picture 

• resilience and stress management 

• facing challenges as something natural, part of 

the daily routine, interesting, learning possibility 

• good socially skills to perform collaborative 

work 

Employee skills in i4.0: 

• team working; 

• share the space and work with robots; 

• collaboration; 

• monitoring; 

• error detection; 

• decision making; 

• preventing maintenance 

• empathy 

• positivity 

• conformation 

• inspiration 

On pages 45-53 in the same document - O1.A1 Desk research the competences and skills needed for Industry 

4.0 transition are grouped in three sections and comprise the following: 

I. MANAGERIAL COMPETENCES 

• Flexibility 

• Ambiguity tolerance 

• Adaptive thinking 

• Sustainable mindset 

• State of art knowledge and process 

understanding 

• Multidisciplinary education, transversal skills 

• Building good image 

• Integrity 

• Horizontal and vertical perception 

• Complex thinking and problem solving 

• Entrepreneurial thinking 

• Non-traditional and experimental thinking 

• Prioritizing 

• New ways of people management 

• Creativity and innovation 

• Data analysis 

 

II. TECHNICAL COMPETENCES 

• Critical thinking 

• Service orientation 

• Technical entrepreneurship 

• Technical skills 

• IT security 

• System skills 

• Research skills 

• Cognitive analytics 
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• Content skills 

• Data analysis 

• Motivation to learn 

 

III. SOCIAL COMPETENCES 

• Emotional intelligence 

• Collaboration 

• Diversity and inclusion management 

• Open-Mindedness 

• Social intelligence and media skills 

• People skills – “Happiness coaching” 

• Conflict management 

• Intercultural skills 

• Language skills 

• Networking skills 

• Stress management 

 

Our focus group representatives had to give their personal feedback on the above listed challenges and sets of 

skills and competences. 

The answers to the first question are grouped by country below. 

Bulgaria 
 

As a whole, the interviewees agreed on the following: 

• The list of challenges is realistic for the country, where the most influencing are the social challenges, and 

more specific – the expected demographic collapse. By 2050, Bulgaria will lose a quarter of its population. 

The reason is a combination of more emigrants than coming to the country and low birth rate. People born 

in the greatest national crisis (1997-1998), i.e. the fertile contingent will decrease. There is also a problem 

with the change in the structure of the population, but the big problem is the change in the age structure, 

as Bulgaria is the country with the lowest life expectancy in the EU and the oldest population. The birth rate 

has a very clear relationship with the employment rate, and having in mind that women are active on the 

labour market and many prefer professional development to family planning, the situation looks 

impossible to be reversed. 

• The main challenge to business development in Bulgaria is no longer the excessive bureaucracy and 

corruption, but the lack of skilled labour force. 

• Regarding the skills of the Bulgarian staff, most of the managers point out that their employees lack 

managerial / leadership skills. "This is a curious indicator given the fact that students enrol to study business 

management." In second place, Bulgarian employees lack realistic self-esteem, while in third place is the 

lack of professional skills and competences. 
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• Young people entering the labour market to replace those retiring is not enough and the managers are 

forced to employ older generations, that need different skills and competences in relation to the new 

technologies burst. 

• It should also be noted that due to the ageing of the population, there is a deterioration in the average 

indicator of the desire to learn throughout life. 

• The way the competence map is organised and structured presents very well differentiated as internal 

characteristics and content set of competences, and in their entirety exhausts the scope in the present, as 

well as in the near future. All of them are known by the organizations, and to a large extent by their clients. 

The interviewees are quite intuitively aware of this categorisation, and given the nature of their work, they 

have been offered as part of the trainings they organise (internal or to their clients). 

• Unconsciously or consciously, the above listed competences are also sought after by job seekers, searching 

for job in their organisations. Particularly important for them are individual/personal skills (critical thinking, 

innovation, flexibility, compatibility), then technical, especially ICT related. 

• As a conclusion, the listed skills and competences are sufficiently comprehensive and exhaustive, and 

generally framed to allow the survival of any legal entity. 

About the set on page 45 – this is a universal framework from which, depending on the business, different groups 

of competences can be derived (to be scaled to different businesses and activities). 

The comments, remarks and suggestions are listed below: 

• This competences set is more appropriate for the team/company leader and a dream goal for the experts. 

• The interviewed teams from the micro companies confirmed the importance of the three sets of 

competences and skills, but having in mind the specificity of their activities, most important are the 

technical and social competences. 

• According to the interviewees, all the key management skills are very important and necessary for the daily 

work-life, besides the lean management, as being based on the Toyota production cycle, it is oriented 

mainly towards the production industry and for the services sector it is not applicable. 

• For the managerial competences, according to the studies and the forecasts, the i4.0 professionals will be 

individuals with a variety of skills that will dynamically upgrade to catch up the staff troubles created by the 

technology’s fast development. In this group of competences, the interviewees agreed on that knowledge 
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of various languages is not very relevant in the IT sector – there is already an established tradition to 

communicate in English only – this is the new Esperanto for them. 

• Concerning the employee skills – they are also ОК, except the ability to share the space and work with 

robots, that is also specific for the manufacturing industries. 

• According to the team from the construction sector, looking at all the competences related to innovation 

and creativity, their business is classified as Art, but on the other hand designers must take into account the 

capabilities of machines as the equipment has no understanding of beauty, but needs proper programming. 

So, for exactly this business the match between Creativity and IT skills is very appreciated. 

• The interviewees also would divide the three groups the way they are presented, but they believe that 

depending on the age, the competences are presenting or missing in the workers. For instance, the 

technical skills, needed for I4.0, are missing in the older populations. When it comes to managerial skills, 

for the needed transition to I4.0, the most important is the vision in the general management. The problem 

is that the managers without such vision are still a majority and they stop/interrupt their teams’ logical 

acceptance of the technological or industrial changes. It is evident that such lack of vision will lead to losses 

for those companies in a natural market driven way. The problem is with the public budget funded 

organisations, where this problem leads to restrictions and slower (if any) transition for the next 

generations to come. 

• The interviewed team stressed on the importance of specific competence combination such as Creativity 

and Problem solving – very powerful combination in stressful situations. 

 

Greece 
 

All participants in the interviews agreed that the transition to Industry 4.0 for a company implies many 

challenges. The most important one, as identified by the participants, is the cost of transition, which includes 

costs for new technologies and also cost for educating the human resources of a company, in order to be able 

to apply the new technologies. Although technology is nowadays part of our lives, not all people are familiar on 

how to utilize it for their work. That is why, extensive education and information programmes should be 

deployed before a company decides to move on with to industry 4.0. Investments in HR structures and 

implementation of education programmes is the key, which will bring the companies to the future.  

Keeping pace with the never-ending evolution of technology has brought the need for change in the 

companies’ structures and the way they operate. But along with technology, people need to adapt. They need 

to learn constantly new things, learn to embrace technology and collaborate more with others. To handle all 
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this rapid change, companies need to become more flexible and adapt faster to the new realities, since there is 

always something new that we need to learn from the beginning. 

Another challenge is the need for innovation and analysis of big data. Cloud services and procedures need to 

be implemented and new technologies are needed to process these data. Digitalisation, artificial intelligence 

and cloud computing imply the use of centralised monitoring systems, which generate new information. New 

knowledge is required in order to process them. But older employees are more resistant to change and are 

reluctant to learn about technology. On the other hand, younger employees can handle technology and can 

learn more quickly, but at the same time they are reluctant to collaborate and work in teams. What is needed 

in this situation is better communication.  

Companies need to assist their employees not only to obtain technical skills but also soft skills, which will help 

them better communicate with their team members. 

Lastly, an important challenge identified by the interviewees concerns the labour force. Digitalization has 

brought a new reality for workers, making a large number of them redundant. The biggest challenge regarding 

the transition to industry 4.0 is to find a solution to reduce the percentage of workers who are being laid off. 

Another challenge connected to industry 4.0 is that technical expertise of today is deficient and new 

specialisations are required. People over the age of 45 are considered a problem and are also called “blockers” 

of technology.  

Regarding the competences that are required by managers and employees, which will help the smooth 

transition of the company into Industry 4.0, the interviewees agreed that the most important ones are: 

• Communication  

• Collaboration 

• Team management 

• Problem Solving 

• Change management 

• Innovation 

• Flexibility  

• Empathy 

• Collaborative intelligence 

• Creativity 

• Understanding 

• Leadership 

• Transmissibility 

• Negotiation  

• Taking the initiative 

• Conflict resolution 

• Persuasion 

• Tolerance 
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• Mentorship  

A new competence identified by some of the participants is project management, which was considered as a 

soft skill. Project management includes the organisation of time and resources for the successful completion of 

a project.  

Nevertheless, all participants agreed that all competences are equally important and a person who is responsible 

for the transition to Industry 4.0, should possess a combination of the above skills.  

Hungary 
 

The listed transversal skills and competences can be considered as a wish list in Hungary. In manufacturing at 

the executive level, they are not so typical unfortunately.  

The interviewee organizations have all mentioned that they had to become familiar with the competences and 

skills over the past few years. They had to realise the importance of these and the impact they have on 

business operation and human resources. Most of them were clear about the skill gap their staffs were having, 

and specific training programs have already been on course to improve that. 

Some interviewees have had trainings where they familiarised themselves with many competences and skills. 

In general, they have not encountered any challenge or necessary competence on the map that could be 

considered unfamiliar or unimportant. Yet, the relevance of these challenges and competences are sector and 

business specific. It has been suggested that the impact of change will be much greater than previously 

thought, even in industries not directly affected by Industry 4.0 (i.e., accountants should not only be able to 

understand or use IT changes -they should also be aware to a certain extent of technological changes affecting 

businesses.) 

They all agreed that digitalisation is affecting businesses on a high level.  

Summary of the main challenges agreed by the interviewees: 

• To provide employee support 

• Lack of social competences - intercultural skills, networking skills 

• Continuous re-training of staffs 
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• Finding a skilled workforce 

• Managing diverse teams with a skill gap 

• Lack of digital expertise of staffs 

• Lack of interpersonal skills of staffs 

• Managing conflicts 

• Building trust in a virtual environment 

• Until the management understands the essence of innovation, it will be useless, as they cannot properly 

motivate the people and engineers who develop it. 

• Delegation of decision-making responsibilities is not typical of industry. 

• A lot depends on the organizational structure in terms of innovation. The organizational structure mostly 

does not support innovation as they operate strongly in a hierarchy system. 

• Many people believe that having unique knowledge makes their work and role in the life of the company 

valuable. This can only be sustained for a while as they put too much burden on their own necks of 

workers.  

• The transfer of knowledge is a matter of will rather than lack of ability. In the case of very small 

companies, the founders and managers are sorry to pass this on, they are distrustful of the employees in 

the field. 

• Critical and innovative thinking is important because in the case of Hungarian companies (smaller family 

businesses) there is no transition between the generations: they don't really introduce innovation, they do 

their processes the way they have so far ("so far has it been good, why change?") and fears that 

businesses that are doing well now will not be able to remain marketable as a result. 

• Resistance to change is an existing difficulty, mostly rooted in generations. 

• In house agility as a challenge 

• Improved/maintained corporate culture is a challenge 

• Innovation methodologies must be developed 

• Adaptation, Independence, Perseverance, Sustainability, Rivalry and Coping strategies are missing 

challenges 

• All the processes and tasks need to be organised and documented. Changing regulations present us with 

tasks and require our efforts continuously. 

• Eagerness to please, and lack of independence 

• The “job hopper” phenomenon of young workers 

• Fear of change, and performance related wages  
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• How to nurture new leaders, and embracing diversity 

New things learned from the interviewees: 

• Background diversity, education background, close acquaintance with members, task variety and task 

identity all affect virtual project performance. 

Having appropriate communication technology to connect and support staffs in ways that develop trust is a 

must. 

• The right balance of interpersonal and technical skills is necessary during team selection to make the 

team productive. 

• Understanding, responsibility, complimenting, and rapport building is needed to improve team morale. 

The conflicts between opposing views can be a better route to adaptation and renewal than order and 

equilibrium. 

• Lack of recognition and rewards towards employees and the lack of communication about this can be a 

problem. 

• To manage emotional reactions appropriately, enabling cooperation and teamwork is challenging, mainly 

when it comes to inter-departmental, inter-age groups, and international differences. 

• The “I’m the boss, do what I say” line-up does not always work anymore. 

• A dedicated employee can work more efficiently because he or she feels things are his or her own. It is 

important to adapt our thinking to the situation. 

• It is important to work with diverse people, the ideas of experienced, older colleagues and innovative, 

younger colleagues can be good things if they are all open to each other in working together. 

• Don’t agree that mentoring improves personal and work efficiency — such as coaching and leadership 

training — the more you mentor someone, the more they lose their self-thinking and apply the formulas 

they learn, the more problem-solving they lose. 

• Atypical employment is one of the most necessary things. 



   
 
 

page 14 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

• Accelerated decision-making and the involvement of artificial intelligence are not yet part of everyday life 

for SMEs, although it would be good. They do not yet trust these technologies; human validation is always 

required. 

• Emotional intelligence is extremely important to achieve the right quality of communication. This is 

closely related to motivation, as everyone needs to be motivated differently to work effectively. 

It is not the well-trained colleagues that need to be further developed, but the weakest link needs to be developed 

to the minimum level of knowledge with which they can already be involved in the processes, they can interpret 

them. To do this, it is important to determine what is the minimum level of knowledge with which to enter 

Industry 4.0. 

• Understanding processes, dare to question things, and growth-oriented mindset (growth represents an 

increasing demand for regulating flexibility) are valued, as well as Agility, Flexibility and Effective 

communication. Excessive flexibility may lead to disorganisation though. Care must be taken to maintain 

the right balance. 

• Tolerance, Delegation of tasks/responsibilities, Trust building and Trust culture are very important. 

• Intergenerational sensitisation, learning and development needs were emphasised as key competences. 

• Authorisation, Commitment and Coping strategies to be foreseen in the Managerial skills. 

Digital literacy, organisational culture, and leadership issues are posing great challenges, in general for all of the 

interview participants. 

 

Ireland 
 

The challenges and competences look familiar and important to the interviewees. Both sets are pertinent and 

wouldn’t add/discard anything. A revised competence map is suggested by one of the companies (Annex 4). 

The interviewees’ own challenges, comments and suggestions are summarised below: 

• Management of the changing mind-set that academic education is not a 100% requirement in this 

changing environment and we need more focus on transversal skill; 
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• New plans required for funding supports to set up home office in current environment; 

• Lack of training for the educators on new transversal skills; 

• Change in large organisation is very difficult and slow meaning we are behind the curve all the time. The 

inability to hire key promoters such as CEO / Business Development / Business operations manager / COO 

as difficulty to locate and secure then as all in hired by the multinational corporation. 

A more practical approach to teaching and mentoring either student or companies is required with more problem 

solving, change management, new learning methodologies being the norm. 

• Innovation challenges: Collaborating internally and externally, with users (both existing and potential) 

throughout the supply line, including competitors and industry experts, as well as Continuous 

Evaluation/Re-Defining of Business Model and Alignment with Organisational Strategy; 

• Technology challenges: Demonstrated cost/performance benefit to users (both existing and potential). 

They would propose to move Resistance to change & Workforce strategy… to Motivational Management 

challenges as they would consider both to be Change Management. They would also add Big Data as a key 

component of industry 4.0, the challenge being the management and interpretation of data. 

• Skills & Competences/Innovation: Adaptive-Agile Organisation is suggested 

• Skills & Competences/Technology: suggestion to add in Data Science Competency 

• Some would not discard any of the listed options. However, they would consider adding Realistic goal 

setting / reward in the motivational management section. Target setting gives you something to work 

towards as long as the targets are achievable and realistic. 

• Cultural challenges have to be emphasised more, as in some interviewees’ experience it has a huge 

impact on applied methods, mentality of learning and attitude to change in general. 

• Motivational management –lack of vision and culture is a major challenge in motivational management – 

if these are right, a sense of purpose follows, which motivates. 

• Another challenge might be the pressure that the business owner-manager is under, particularly in micro 

sized companies. As they are the everything and wear many hats (owner, manager, HR, sales, marketing, 

deliveries, food safety, health & safety, quality etc.) the business hours are very long and from their 

experience many areas/requirements are not met. A start is often made on things but completion of tasks 

can be very difficult.  
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Time is an issue with regard to growth and development of companies. Some businesses divide the year up into 

production months and sales months e.g. a micro sized cheese business produce Spring & Summer and actively 

sells and develops the business in the Autumn and Winter. 

• Red tape (bureaucracy) in the form of legislation is another issue for businesses, particularly food 

businesses. There are so many regulations to adhere to, and management systems must be in place to 

demonstrate compliance. Time and resources needed are not always available.  

The two challenges that would be most important to some are Increasing need for innovation and Continuous 

learning, internal training culture, as the need for innovation combined with continuous learning is an essential 

part of the daily work. 

 

Portugal 
 

The competence matrix seemed interesting and good for the interviewees and was approved by them. Here are 

they remarks:  

• Management challenge - Need for targeted services / specification: – the available solutions/tools should 

be listed and well described, what do they know and for what can be used. 

• Desired management competence (suggested) – ability to select people who are open for innovation. 

• Technology related challenge – resistance to change / specification – Lower level engineers and workers 

get frustrated since automatization can replace the work that they are doing now. Repetitive things most of 

all. Maybe newcomer managers don´t oversee soon what are these processes, but the experienced 

professionals know it well. Managers often approach automatization only from the „saving and cost 

reduction” point of view, but they shouldn't forget, without people there is no innovation. Jobs 

could/should be redefined, new competences could be gained. 
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„Automatization is your slave, it works for you free of charge, thus you win more time. It depends only on the 

management if this time will be well invested. E.g. in learning, giving more holidays – let people charge.” 

• Legal framework, transparency. In the case of the bank sector there are different regulations and legal 

directives in each country. E.g. in Portugal the Primavera software is used for bookkeeping in this area, 

which already „knows” the Portuguese reality, specifications and rules. In case a bank or a financial 

institution buys another, for example foreign company, which uses a different book keeping than the whole 

system will have to be customised and adapt it to the local conditions. E.g. how many numbers compose a 

tax number in one country and in the other. E.g. a German company buys up a Portuguese, a Slovenian or a 

Hungarian subsidiary. SAP is quite good in this sense already, but with many other, less evolutionary 

software the owners will have a customization issue. It will be a question of time (urgency) and money. A 

company in expansion/scaling has to count with this complication and expense.  

• The need for innovation is constant: It is tangible and realistic, they have to ensure better and safer access 

to water to the citizens – cleaning the drain system, bacteria control, prevent contamination, fix occurring 

problems asap - no one should remain without water for long, supporting information system, etc. Positive 

innovation goals.  

• Creativity is not enough; it has to go together with understanding the big picture and the key points 

• Working under pressure - instead of this stress management /stress resistance would be better – good time 

management is essential too 

• Accepting job rotation is an important competence  

• Research skills - Language skills and knowing the professional vocabulary is essential too  

• Advanced IT user skills, managing tools (e.g. databases, presentations, document editing, picture editing) 

• Understanding processes - it is important but not enough, analytic thinking is also important, to understand 

things in depth. We have to be able to take processes to pieces, analyse them then mount them again.  

• High work and innovation ethics have also key importance. 

• Mentoring is very important.  

• Additional competence needed: quickly and realistically overviewing things - even complex situations - and 

being able to identify and name the core problem.  

• Competence correction: change and transformation management ability 

• Innovation urge- without innovation ethics it is harmful. In our sector there is a lot of innovation, a part of 

it derives from reality and the rest comes from unrealistic need. Lots of times the innovation is merely self-
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serving, while other times it doesn't fulfil customer needs. We see this in the car, phone and TV industry 

too. It seems to be a self-generating, self-triggering process. Innovation often serves money, not 

development, and it is very worrisome that there is no innovation codex! If it serves cost reduction, till what 

point can we advance, where is the ethical limit? E.g. reduction of nutritive value in the food industry, of 

product life-cycle in case of the electrodomestics. E.g. bread: key nutritive ingredients were taken out and 

additives were introduced to speed up the preparation process, even if it is not easily digestible for 

everyone. The frozen products raise the same ethical concerns (even in bakeries sell products which are 

made from frozen base) - it is not fresh.  

• Resilience - stress management - this should be upgraded to “conscious way of living”? which embraces 

recognizing and following healthy eating habits, appropriate training of the body (adapted to the age), 

regular maintenance of the psychological wellbeing (e.g. relaxation, meditation), and emotional intelligence. 

Managers have to cope with such a massive amount of stress that it needs a completely healthy and 

balanced person to be able to fulfil this task well and to make good decisions. 

• Competence suggestion: motivation of the executive level, ability to understand their problems 

• Advanced synthesizing ability, keeping in mind what is good for the whole company. i4.0 brings along a risk 

that we lose track of this, and we focus on the details and some units, instead of the good of the whole 

community. 

According to the launch control director/board member of one of the biggest car companies of the world: “The 

training kit should be more comprehensive in wide scope and state of the art ways of working. Industry 4.0 is 

kind of wide and unprecedented. I think young people should be trained in Management 3.0, servant leadership, 

autonomy and dealing with flexibility as new stability. Those things are core in digitization, which is the main 

spin of Industry 4.0.” 

 

Slovenia 
 

The interviewees were from different sectors and from different sizes of companies. Their function in the 

company was also different, which also means that their familiarity with Industry 4.0 distinguished. None of 

them had a company strategy in place to transition to Industry 4.0. All, however, agreed that the competences 

listed on the project list were important, regardless of Industry 4.0. All companies agreed that e.g. innovation 
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and motivation, as well as the ability to think critically and creativity are qualities that they look for in their 

employees or see as part of their qualities. 

Their answers could be summarised in the following points: 

• The 4th industrial revolution is not mature enough in the country; 

• The suggested set of competences suits to cope with the customer requirements and the companies show 

willingness to change at the request of customers; 

• Robots are more dominant in manufacturing, and business automation depends on all related stakeholders 

in the chain; 

• It is important to learn, understand, design and implement the transformation process; 

• It is necessary to generate a road map for digitising the workflow - agile use of applications and services; 

• Virtualisation, local, real-time talent, service orientation and modularity are the main challenges; 

• Technological changes are rapid as well as market demands, so a transformation in companies is necessary; 

• Everyone sees a great need to participate in different segments of the company, the company must operate 

as an organic whole; 

• The market globalisation means New products, New digital platforms and New business models, that is 

linked to creativity and innovation, among the other competences. 

• Rapid adaptation to change is a necessity, as has been demonstrated in the case of the Covid-19 pandemic; 

• The interdisciplinarity of individuals will be valued even more in the future, as they are expected to be able 

to perform several different tasks in the company; 

• The importance of making the right and timely decisions (quick decision making) and cooperation (work in 

groups, stakeholder networking and cooperation) was emphasised. 

Connectivity of everything in the whole business process and inevitable changes in business organisations are 

expected to become challenge in the near future. 
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Feedback on Question 2 

The second question we were seeking real examples of the daily work of our interviewees, was “Please, think 

of concrete problem situations in your daily work-life, relating to the competences and challenges listed on 

the map.”  

As there are so many valuable answers and solutions to the challenges the focus group provided, the partnership 

agreed on listing them all as examples (cases) and to be used in the Training Guidebook to be elaborated within 

our project. 

We evaluate the shared experience as the most important asset of this survey and present it the way it was 

shared with us, adding the titles suggested by the interviewees. Some represent a combination of challenge / 

skills and competences described below by themselves. 

All the real business examples are listed alphabetically in the Annex 5. 

Feedback on Question 3 

The third question our interviewees had to answer, was: “Could you notice the difference between the 

skill/competence level of the different generations? E.g. in case a specific skill Gen Z shows more expertise 

than the older generations, or right the opposite? In case of which competences? Could you mention 

concrete examples?” 

The concrete examples provided by our focus group are listed in Annex 6, as they represent personal 

perception of different generation representative’s behaviour and could serve as source for further analysis or 

training materials. They are listed by country, as cultural differences and national characteristics have a 

significant impact on our Attention, Expectations, and Motivation. 

The other answers are summarised by country below: 

Bulgaria 
 

Younger generations: 

In general, the youngest are easily adapting to the new devices and software, but they lack focus, cannot read 

with comprehension, and as a major weakness – they do not have the functional literacy. 
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When it comes to younger entrepreneurs, most of them know their final goal, but are impatient. For them, 

learning the social competencies should be emphasised, whilst for the eldest – more focus on the technical skills 

related to the new technologies. 

A common remark is that the youngest cannot formulate well ideas or concepts (Millennials) and even they 

work faster, they need someone to check, correct or even rephrase a document. 

Young people have an advantage in terms of technical tasks if there is something related to ICT, new 

technologies to study or use. From the point of view of reading the data and drawing conclusions, as well as 

proposing preventive actions, the older ones are the ones who are more skilled. 

Older generations: 

In general, the eldest population has common characteristics –calmness, stable manner of reaction, no panic - 

count to 25 before speaking.  

When it comes to the eldest, it is usual for them first to try solving a problem by themselves, and in case they 

have some unsolved issues, they are ready to seek help. 

Another general observation is that a person born in the 70s will use only the functions of a certain 3D design 

program that they need and does not consider learning other functionalities necessary, while the younger ones 

have a lot of fun with these opportunities and invest time in learning and then using these software 

opportunities. 

Older generations find it harder to get out of their comfort zone, while young people have a lot of energy and 

enthusiasm to experiment, as long as they are not discouraged by previous experience and do not have much to 

risk. 

Sometimes older workers are very closed to new solutions or taking risks, while for the younger ones this is 

more typical. 

There is also knowledge and skills that people lack, regardless of age - for example, with an innate lack of 

empathy, with a lack of personal priorities, when they look for faults in others, when they have too many 

personal stressors they cannot deal with. 
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Greece 
 

All participants noticed that different generations of employees have differences in skills development. In fact, 

different generations inside a company have different cultures and sometimes find it hard to communicate. 

Top management needs to find new ways of communicating to each generation.  

According to the participants in the interviews, each generation has the following characteristics. 

Younger generations: 

• Are more informed about soft skills and why they are important, so they have invested more in developing 

them. 

• Are more confident with technology. They are not frightened to use it and also they are more informed 

about its impact and effect. 

• Have advanced digital skills and knowledge of the new technologies 

• Learn faster and can assimilate information more quickly.  

• See new knowledge and technology as a challenge, they integrate more easily and can also transmit this 

new knowledge to employees belonging to older generations. 

• Do not have the necessary work experience 

• Are be more resistant to technology advancements and changes and they could adapt more quickly and 

easily. 

Older generations: 

• Have invested more on developing their hard skills.  

• Have already established connections with their colleagues or customers, and thus have increased 

communication skills. 

• Have advanced soft skills and experience. 

• Are considered as “blockers” of innovation and have increased unemployment rates. 

• They find it more difficult to adjust to new technologies. 

• Are more conservative and prefer personal contact and write notes by hand.   

• Are more competent in working in teams and find it easier to collaborate with their peers.  

As we can see, there is a clear gap of communication and progress between generations. The solution is to 

create teams that consist of people belonging to different generations, so that all benefit from each other. As 
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one of the interviewees noticed, the gap between generations is less obvious in companies that apply 

intercompany education programmes.  

Another interesting quote from one of the interviewees is that we are currently at industry 4.0 era, with people 

belonging to industry 3.0 and technology belonging to industry 2.0. 

Hungary 
 

As a pattern, the following skills were highlighted to be more difficult (therefore more challenging) for 

younger generations than of older generations:  

1. Conflict solving 

2. Communication skills 

3. Ability to transfer knowledge 

4. Leadership skills 

5. Ability to work in teams 

Younger generations 

They are lacking a refined coping strategy, and humility at work; 

For young people, everything is natural, everything goes; 

Young people lack the sophistication to complete tasks (after repeated mistakes they do not finish the 

document the client is waiting for because „it’s already after hours”); 

Young people expect ready-made solutions, they are less thorough, they do not have the patience (or need) to 

do thorough research; 

Young people take a different view on life: they live their lives and see work as a means to create the 

opportunity to do so; 

Young people find it difficult to take on long-term tasks and they want to avoid failure. They expect regular 

feedback, even for the tiniest subtasks; 

More open minded than older generation members; 

Difficult to evoke long-term commitment, it is a challenge to motivate and retain them; 
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They will learn electronic diagnostics faster; 

Young people are keen on facing challenges (most typically, Generation Z); 

Workload makes them develop, but they typically stay with a company for 2 years only; 

Giving them trust and challenges, they will perform better. (As training managers, for example, they will 

mobilise all acquaintances and social media interfaces to get the necessary number of applicants, so that 

trainings can start. All this is supported by performance-based remuneration); 

They consider work as kind of a contest with results as prizes; 

Strong IT knowledge and confident navigation in the online space; 

Weaker skills in critical analysis (Market research, obtaining market information - the Chief Executive can 

hardly understand how young people get the necessary information at all – however, they have difficulties in 

filtering out false information). 

Older generations 

Older people are more reliable, they appreciate good developments at the organisation more (after they may 

have “burned themselves” elsewhere); 

Older people tend to communicate less openly, they are prone to bitching and talking behind each other’s 

back; 

For older people, working is a high priority, they are committed to their tasks; 

They prefer predictability and consistency; 

Older employees are less keen on learning (they want to live off their former prestige); 

Older employees are characterised by professional jealousy and pride; 

Older employees are less prone to innovation (the company is developing an essentially innovative, state-of-

the-art device at the moment); 

Older people form a closed group. Baby Boomers especially, but X Gens also are characterised by the “It’s good 

as it is” approach and find rapid changes difficult to adapt to; 

Difficulties understanding and using IT tools; 
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Older generations are usually able to focus more and work in a more intense manner. 

Generation Z - although all knowledge is available to them, it is not always used properly and well. They give up 

very easily if the learned formula does not go in the search for information. They do not have enough energy 

investment. They are not happy with their work. They spend days at 10-15 minutes working, not even getting 

results. However, they no longer have any problem at all to be informed about something in digital form. First, 

they access the information in this format, and second, they control it in some “analog” way. Many times, they 

may not even look at it, even relying solely on digital information. In previous generations, the order is 

reversed, but there is no essential difference. They exist mostly in cyberspace; they do not need as much social 

coexistence as seniors. Because of this, they cannot really express themselves, their face-to-face 

communication skills are not really developed. They are vastly different in their resistance to change. Younger 

people are much more receptive to change, and in fact, they have their everyday lives and feelings of lack 

when there is no change around them. Older people are less receptive to this. But basically, it is not necessarily 

a matter of generation, it is more of an age. Young people are always hungry for new things, they want to 

change, they want something else, the old is never good (this is the most common at the age of twenty). This 

makes it very difficult to motivate them. The monotony of a production line, for example, cannot be tolerated. 

They do not really know what the solution to this would be, how to highlight them in “reality”. They are less 

loyal to companies, not so clumsy, change jobs easily and quickly without considering what they got from their 

company. On the other hand, Generation Z is the most open to digitization, receptive to learning about 

programming. However, this alone is not enough, it will “not create potatoes in the ground”. 

It is characteristic of Gen Y that their parents encouraged them at a young age to study, to go to college so that 

they did not have to work as much. Few have completed vocational training as a result, many come to higher 

education without a vocational qualification (from high school), which many do not eventually complete, 

instead going to work (who were not persistent enough). Parental pressure does not always bring the right 

results. The other part, on the other hand, is more persistent, characterised by a hunger for knowledge. There 

is more responsibility in them. Entourages. Generation Y will be the dominant in industry 4.0. Fortunately, it is 

now accepted that it is not necessarily an age issue as to who should hold a position in the life of a company, it 

can also be the younger manager of an older colleague. For example, someone can be a maintenance manager 

at age 25 if their affinity and ambitions support it. In the past, this was not imaginable. 

Generation X - they do not want to study, but they work. Lazier. It is the responsibility of Generation X that 

members of the younger generation have not been taught to learn. Generation X natives can definitely be 

considered “harder”. They are pretty lumpy, they don’t really change jobs, typically if there’s no particular 
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reason, they retire from where they started their careers. They are less flexible, they often hold back the 

momentum of the Y-Zs, they do not feel the need for change. 

Rattling children - either very comfortable or embarrassing everyone at work and learning. They have a hard 

time learning, but there are some who learn much more and better than the younger ones. Many people work 

as if it were mandatory. The older generation rarely sees the need for young people to have the impetus to 

support innovation. And young people rarely understand the concerns of older people based on their life 

experiences. Unfortunately, the two do not really meet. It is hard to sell to seniors why change what has been 

good so far. It is very difficult to trick them into them as they are reluctant to take risks. 

Different generations must understand each other. The preparation of an innovation is done by the younger 

generations, but the decisions are typically made by the natives of the previous generation. They need each 

other because of this, they both need to find the value in the other. Older people need to accept that younger 

people are much more risk-taking and want to change, and conversely, younger people need to be much more 

aware of the weight of a decision and thus be able to define a more secure operating path for the company. 

The younger people's knowledge of production and processes is poorer than that of the older people, but they 

can inject the novelties into production. The two work well together, you must keep the old ones, but you must 

introduce the new ones as well. A balance must be struck between these. 

 

Ireland 
 

Most Gen Z have much better IT capability than prior generations; but may have more superficial knowledge – 

their IT competence can be impressive, yet mask their incompetence in other areas. Generation Alpha has a 

more virtual reality, raised in the era of smartphones and Google competence rather than building 

foundational reserves of retained knowledge which can be integrated with current knowledge. Although 

broader, this gives less depth to their perception. 

Older generations find it much more difficult than younger generations to adapt, learn and use technology. 

The interviewees think this was a bigger issue in the past but one that should be addressed by the current 

climate where change has been forced upon us in this crisis. Therefore, whatever the level of skillset you will 

need to upskill or will not be able to function in the new emerging environment. Upskilling is critical and 

programmes are out there to help and should be financially support for employees. 
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They also think there should be a mechanism of voluntary redundancy supported to enable the people who do 

not want to change, or do not want to be in the working environment any longer and employees should 

encourage and support this financially to make way to new employees getting started. 

The wheels of employment need to turn a bit faster to enable and support the transition of ever-changing 

environment. 

Ultimately, a mix of generations structured appropriately within an organisation is beneficial to keeping pace 

with technology while maintaining commitment in meeting organisational goals. 

 

Portugal 
 

Bridges and gaps 

Similarities: Our oldest manager is 40 years old, while most developers are under 30. Everyone has a young 

spirit and dynamism, in this sense there is no generational gap, it helps a lot. Everyone keeps up with the 

changes, evolves and has a fresh, open mind. IT development obliges us to keep up, keeps us flexible.  

Differences: we search for information in a different way. Younger generations will use CTRL F, while the older 

ones check the table of content of a document. The young people are more aggressive, goal oriented.  

One company is heading towards i4.0. As a next step, the mechanic field experts will receive tablets. The 

younger colleagues are happy with it, they consider it as a natural and useful help. The older experts are 

suspicious, they think it serves to control them and make them more accountable, “from now on we can’t even 

smoke a cigarette in peace.” 

The team leaders are usually younger people, while the team members are older people. The young team 

leaders face a serious challenge: they have less professional experience, than the elders, yet have to lead and 

motivate. They work hard to earn the respect of their teams. The co-workers support them to get better in 

communication and to establish their position. 

Ageing society - provokes generation conflicts: The older generations want to keep active, work, they don’t 

want to be passive, but they have a very difficult situation on the job market. Their knowledge and experience 

shouldn’t be left to get lost; it is still a workforce with potential. The management has to bridge over such 

conflicts as well. 



   
 
 

page 28 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

Owning success and acknowledging the others - The management/project team came across a difficult and 

urging problem. They have been looking for solutions but it wasn’t easy to resolve the situation. Finally, a 

young colleague came up with a good solution, but he presented it in a very bad, arrogant manner. It caused a 

big dilemma to the manager: in case he acknowledges the young colleague, the other - older- colleagues’ 

loyalty will fade, at least in that project. In case he turns down the young colleague’s solution, the problem 

won’t be resolved. Solution: offered 2 choices to the young colleague: 1. he quits or 2. he prepares a nice 

presentation about the suggested solution in which he explains how the other team members contribution and 

experience helped him to mature the idea of the solution. Thanks to this, the colleagues realised indeed, that it 

was a teamwork even though the idea took shape at the end in his head. Conflict resolved. 

Different generations’ goals and work motivations are different: What makes a workplace attractive for 

them? Older professionals: good salary, stable and safe workplace (long-term), career building possibilities (top 

3). Young professionals: enough free time, flexible work hours/working style. Time and life-quality issues 

represent more value for them, while loyalty is less important.  

 

Slovenia 
 

The answers regarding the differences between the generations were very interesting. Differences between 

generations were observed in companies where they had differences between generations. They say that 

young people have no qualms or obstacles in using different platforms or in analysing data.  

However, what was a kind of surprise was that the interviewees (at least in the Slovenian set) are more 

satisfied with older users than younger ones. Interviewees said that older people, who have gradually faced 

digitalization and its introduction into the business process, are able to accept novelties much more logically 

and critically when an error occurs, they know how to define where and why it occurred.  

Young people start using new tools sooner, but they do not have the necessary “inside” understanding, so 

when complications arise, young people are the ones who find it harder to find a solution than older people. 

Perhaps this is also due to the experience that older people have gained through longer work experience. This 

was especially emphasised by one interviewee who deals with custom made robotics, saying that the older 

generation finds a solution in the program sooner than the younger one. 
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Conclusions 

In today’s business ecosystem, diversity and inclusion are not only important for prosocial reasons, but there is 

very much a business case for diversity management.  

 

Source: https://business.linkedin.com/talent-solutions/blog/diversity/2020/how-to-attract-multigenerational-workforce  

For the first time since the beginning of the industrialisation, there are 5 different generations in the 

workplace. Each of these groups has its own desires and motives in regards to what they want from their work 

and how they cope with the challenges. Unfortunately, many organisations have yet to identify what these 

https://business.linkedin.com/talent-solutions/blog/diversity/2020/how-to-attract-multigenerational-workforce
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unique needs are, and thus to plan how to benefit from the potential that is inherent in having such a diverse 

workforce.  

Those generations are: Traditionalists (Silent generation, born between the years 1928 and 1945); Baby 

boomers (Born between 1946 and 1960); Generation X (Born between 1961 and 1980); Generation Y 

(Millennials, born between 1981 and 1995); and Generation Z (Digital Natives, born after 1995).  

In LinkedIn’s just-released Global Talent Trends 2020 report, the multigenerational workforce is identified as 

one of the four main currents that will shape talent acquisition in the coming years. And 89% of the talent 

professionals surveyed by LinkedIn said that a truly multigenerational workforce makes a company more 

successful. 

As the Traditionalists represent only 2% of the 2020’ workforce, their characteristics are not part of our survey 

as they will not actively participate in the transition to i4.0. 

Global forecasts predict that by 2025, Millennials Will Comprise Three-Quarters of the Global Workforce4: 

● People between the ages 15 to 24 make up almost 20% of the world’s population.5 

● They account for more than 15% of the global labour force.6 

● By 2020, 41.0% of the global population will be 24 years old or younger.7 

In Europe, the EU’s workforce Is shrinking.8 

Millennials are the European Union’s minority population.  

● There are fewer Millennials and Generation Z in the workforce than Boomers in Europe.9  

The EU’s population of those aged 80 years or older is projected to more than double by 2100 (from 5.6% in 

2018 to 14.6% in 2100).10 

 
 

4 EY, Global Generations: A Global Study on Work-Life Challenges Across Generations (2015): p. 1. 
5 ILO, World Employment Social Outlook: Youth (2016): p. 1. 
6 ILO, World Employment Social Outlook: Youth (2016): p. 1. 
7 United Nations, “Percentage of Total Population by Broad Age Group, Both Sexes (Per 100 Total Population),” World 
Population Prospects 2019 (2019). 
8 Deloitte Insights, Voice of the Workforce in Europe (2018). 
9 Deloitte Insights, Voice of the Workforce in Europe (2018). 
10 Eurostat, “Population Structure and Ageing,” (2019): p. 7. 

https://business.linkedin.com/talent-solutions/recruiting-tips/global-talent-trends-2020-report?trk=bl-po_how-to-attract-multigenerational-workforce
https://www.catalyst.org/research/generations-demographic-trends-in-population-and-workforce/
http://www.ilo.org/global/research/global-reports/weso/2016/lang--en/index.htm
http://www.ilo.org/global/research/global-reports/weso/2016/lang--en/index.htm
https://population.un.org/wpp/DataQuery/
https://www2.deloitte.com/us/en/insights/focus/technology-and-the-future-of-work/voice-of-workforce-europe-survey.html
https://www2.deloitte.com/us/en/insights/focus/technology-and-the-future-of-work/voice-of-workforce-europe-survey.html
https://ec.europa.eu/eurostat/statistics-explained/index.php/Population_structure_and_ageing


   
 
 

page 31 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

● The population of adults in retirement age (65 years or older) will make up 31.3% of the EU’s 

population by 2100, compared to 19.8% in 2018. 11 

● Although reaching retirement age, adults are staying in the labour force longer.12 

The retirement-age population will be larger than the working-age population in Europe in the coming 

decades.13 

• The working-age population is expected to continue to decline until 2100.14 

 

 

Source: https://www.jonpeddie.com/blog/tech-insider-mixed-generations/ 

The chart above shows the age structure of the world’s population from 1950 till 2030 and the global ageing 

trend makes it evident there is no balance – in a perfect world, there would be as many entering the workforce 

as there are departing and there would be a balance of next-generation employees for tomorrow. 

Unfortunately, in industrial countries, millennials are putting off having children longer and are having fewer 

children; plus, job availability isn’t equally distributed around the globe. 

 
 

11 Eurostat, “Population Structure and Ageing,” (2019): p. 9. 
12 Deloitte Insights, Voice of the Workforce in Europe (2018): p. 4. 
13 Eurostat, “Population Structure and Ageing,” (2019). 
14 Eurostat, “Population Structure and Ageing,” (2019): p. 9. 

https://www.jonpeddie.com/blog/tech-insider-mixed-generations/
https://ec.europa.eu/eurostat/statistics-explained/index.php/Population_structure_and_ageing
https://www2.deloitte.com/us/en/insights/focus/technology-and-the-future-of-work/voice-of-workforce-europe-survey.html
https://ec.europa.eu/eurostat/statistics-explained/index.php/Population_structure_and_ageing
https://ec.europa.eu/eurostat/statistics-explained/index.php/Population_structure_and_ageing
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Economists note that unlike earlier generations, there is a shortage of people entering the workforce. And, as 

people retire, they take with them significant business and industry knowledge that can’t be replaced. Pew 

Research recently reported that baby boomers reached 78.8 million in 1999 and recent generational growth 

has not kept pace. 

The chart below shows the distribution of population in 1970, 2015 and forecast for 2060, showing the global 

tendencies that will influence the labour market. 

 

Source: https://www.jonpeddie.com/blog/tech-insider-mixed-generations/ 

Having in mind all those figures and corresponding threats, our partnership should be focused on the training 

requirements of all the four generations on the labour market, providing variety of tools to meet different 

generation groups with selection from those three topics: Innovation thinking; Motivation management and 

Technical cooperation. 

According to our interviewees, even that conflicts exist in multigenerational workforce environment, mainly 

due to personal and professional values’ differences and different communication styles, many employers 

already claim they benefit from this unique opportunity to have at the same place and time such a variety of 

professional and individual skills and knowledge, thus having the opportunity to provide the companies with 

their own know-how database. 

https://www.pewresearch.org/
https://www.pewresearch.org/
https://www.jonpeddie.com/blog/tech-insider-mixed-generations/
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That diversity can certainly provide benefits in terms of the unique backgrounds and perspectives that each 

generation brings. It can also lead to misunderstandings and conflict, though. Recognising the potential for 

conflict and taking steps to proactively minimize that potential can help ensure a positive environment for all—

one in which multiple perspectives and generations can thrive. 

Companies everywhere report that finding people for positions isn’t all that difficult, but it is increasingly tough 

to find people with the expertise and experience to do the work well. 

From the interviews we can conclude that the transition of a company to Industry 4.0 is accompanied by many 

challenges, involving both human and non-human factors. In particular, the challenges identified by the 

interviewees are increased costs, technology advancements, lack of digital skills by employees, lack of soft skills 

by management and the need for constant updating of knowledge.  

Interviewees also identifies a plethora of competencies required by management, in order to facilitate the 

transition of the company into industry 4.0. They agreed that all competencies are equally important and a 

person who is responsible for the transition to Industry 4.0, should possess a combination of skills. 

Regarding the differences in generations inside a company, participants agreed that younger generations are 

more efficient with new technologies and can adapt more easily to change, while older generations prefer 

personal contact and have more advanced communication skills. 

Along with age differences, research shows that each generation has a unique recognition of the concept of 

work/employment. Some see it as a transactional process through which they can gain important resources 

and status. Others see work as a means to influence their environment and find meaning in their lives. It is 

important to note that there are no right or wrong answers as to what the job should be, only personal 

perceptions and expectations. 

As the workplace becomes more diverse, not only in terms of generation but also other attributes, it’s 

important to take time to understand and provide opportunity for interaction with and between various 

groups. The more people are able to understand each other, the better they are able to work together, thus 

acknowledging social competences’ importance. 

Although there are many differences between the four workplace generations we covered in the study, there 

are certain things that all of them can agree on. All four generations place a huge value on family. In addition, 

all four generations believe training and feedback is extremely important for a successful career. Finally, 

change is hard. Young, old, or somewhere in the middle, most people do not enjoy change. Regardless of your 



   
 
 

page 34 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

personal opinions and preferences, getting to know your co-workers and how they operate is extremely 

beneficial to all kind of influence. 

Some practical advices to the managers, working in multigeneration environment: 

Don’t focus on differences. There seems to be a tendency to focus more on what is different about each 

generation than on what similarities might exist. Avoid the potential to accept as true the stereotypes about 

various generations; be careful with expressions that instil stereotypes: “My generation is …”, “When I was at 

your age …” or “All [any generation] are …”. 

Expand your communication strategies. Make messages available in multiple formats.  

Clarify expectations. Always clarify expectations for the completion of a project or task. Traditionalist and 

Boomer bosses may expect a discussed task to be acted on immediately while Gen X and Millennials may be 

satisfied if it is on the to-do list. 

Speak with facts. Even if you think your problem has to do with someone’s age or your assumption that they 

are slow or lazy, stick to the facts. Tell them what your expectation was and what you observed. Allow an open 

dialogue; perhaps you didn’t have the same expectation or your observation was inaccurate. Speak with facts, 

not with judgments. 

Build collaborative relationships. We understand and appreciate others more when we have the opportunity to 

get to know them. Creating opportunities for employees of different generations to interact in both work- and 

non-work-related settings can help to build relationships and minimize misunderstandings. 

Create opportunities for cross-generational mentoring. This can work both ways - don’t automatically assume 

that younger generations will be mentored by older generations. All age groups have opportunities to learn 

from each other. 

Study your employees. Understand the demographics of your workplace as well as employee communication 

preferences. A regular survey (e.g. annually) can be used to help identify both differences and similarities 

between various employee groups. 

Consider life paths. Understand where your employees are at in their life paths in terms of responsibilities and 

interests, they may have outside the company. But don’t make assumptions. It’s important to remember that 

employees, regardless of generation, share both commonalities and differences. 

Show respect. Recognise that a different method or time line for problem-solving and completing tasks could 

be a generational difference so have patience and show respect at all times. If you don’t understand their 

process, and if it is necessary for you to understand, ask. 
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Annexes 

Annex 1: Field study template 

INTERVIEWEES PROFILE SHEET 

 

INTERVIEWEE PROFILE 

Company name … 

Location (only city)  … 

Profile / sector *… 

Number of interview participants * … 

interviewees Name, surname  Occupation, position * 

  

Short description of company* (max 2-5 sentence of situation, company size, number of 

employee, main activity etc.)  

… 

Q1: Please take a few minutes to read and understand the competence map. It consists of global 

challenges typical to i4.0, as well as skills and competences which play key role in overcoming the 

challenges. - Does the challenges and the competences look familiar/important to you, based on your 

work experiences? – Would you add or discard something? 

Summary of answers:  

…. 

Q2: Please, think of concrete problem situations in your daily work-life, relating to the competences 

and challenges listed on the map. 

Summary of answers:  

… 

Q3: Could you notice difference between the skill/competence level of the different generations? E.g. 

in case a of a specific skill Gen Z shows more expertise than the older generations, or right the 

opposite? In case of which competences? Could you mention concrete examples? 

Summary of answers: 

… 

Made by …  

DATE: … 
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Annex 2: List of occupations 

2.1: Total interviewees summary 
 

Occupation Count of occupation 

top level managers 32 

CEO 8 

CFO 1 

Chef Operation Manager 1 

Chief Account Manager 1 

Civil entrepreneur 1 

COO 1 

CTO 1 

Deputy executive director 1 

Executive director 1 

Financial manager 1 

General Manager 1 

Launch control director/board member 1 

Manager 3 

Managing director 2 

Owner / Manager 6 

President  2 

Middle level managers 31 

Chief of Delivery 1 

Corporate Information System development manager  1 

Customer Services Manager 1 

Digital Program Manager 1 

European project manager 1 

Head of Education 2 

Head of research 1 

Head of safety department  1 

Head of technical department 1 

i4.0 project lead 1 

Innovation Operation Manager 1 

IoT Team Manager 1 

ISO 9001:2008 Manager 1 

leading engineer/manager 1 

Maintenance manager 1 

Marketing & Sales Manager 1 

Operations, Head of Asian department 1 
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Product Manager 1 

Project Coordinator 1 

Project Manager 6 

Sales Manager 2 

Senior team leader 1 

Service manager 1 

Supervisor 1 

HR professionals 4 

HR Executive 2 

HR/training specialist  2 

Experts 28 

Administration 1 

Automation engineer 1 

Copywriter IT specialist 1 

Data analysts engineer 2 

Designer 1 

Engineer 2 

Faculty member 1 

Financial officer 1 

Fire Prevention  1 

Grants department officer 1 

Laboratory assistant 1 

Mentor/corporate information system development consultant  1 

Policy Analyst  1 

Product developer  1 

Quality Assurance Analyst 1 

Research Associate 1 

Senior software developer 1 

Senior Market Research Analyst 1 

System administrator 1 

System engineer 1 

Toolmaking technologist 1 

Unionist 1 

Waiter 4 

Grand Total 95 
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2.2: Interviewees summary: Bulgaria 

Occupation Count of occupation 

top level managers 9 

CEO 1 

Chief Operation Manager 1 

Chief Account Manager 1 

Deputy executive director 1 

Executive director 1 

Financial manager 1 

General Manager 1 

Manager 2 

middle level managers 4 

IoT Team Manager 1 

ISO 9001:2008 Manager 1 

Sales Manager 2 

experts 4 

Designer 1 

Laboratory assistant 1 

Senior software developer 1 

System administrator 1 

Grand Total 17 
 

2.3: Interviewees summary: Greece 

Occupation Count of occupation 

top level managers 3 

Manager 1 

President  2 

middle level managers 7 

European project manager 1 

Head of Education 2 

Head of safety department  1 

Head of technical department 1 

Marketing & Sales Manager 1 

Operations, Head of Asian department 1 

HR professionals 1 

HR Executive 1 

experts 4 

Faculty member 1 

Grants department officer 1 
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Policy Analyst  1 

Unionist 1 

Grand Total 15 
 

2.4: Interviewees summary: Hungary 

Occupation Count of occupation 

top level managers 8 

CEO 2 

COO 1 

CTO 1 

Owner / Manager 4 

middle level managers 6 

Chief of Delivery 1 

Digital Program Manager 1 

Head of research 1 

Maintenance manager 1 

Project Coordinator 1 

Senior team leader 1 

HR professionals 1 

HR/training specialist  1 

experts 9 

Administration 1 

Automation engineer 1 

Engineer 2 

Financial officer 1 

Waiter 4 

Grand Total 24 
 

2.5: Interviewees summary: Ireland 

Occupation Count of occupation 

top level managers 3 

Managing director 1 

Owner / Manager 2 

middle level managers 9 

Customer Services Manager 1 

Innovation Operation Manager 1 

Project Manager 6 

Supervisor 1 

HR professionals 1 

HR Executive 1 
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experts 4 

Fire Prevention  1 

Quality Assurance Analyst 1 

Research Associate 1 

Senior Market Research Analyst 1 

Grand Total 17 
 

2.6: Interviewees summary: Portugal 

Occupation Count of occupation 

top level managers 6 

CEO 2 

CFO 1 

Civil entrepreneur 1 

Launch control director/board member 1 

Managing director  1 

middle level managers 3 

Corporate Information System development manager  1 

i4.0 project lead 1 

Leading engineer/manager 1 

HR professionals 1 

HR/training specialist  1 

experts 6 

Copywriter IT specialist 1 

Data analysts engineer 2 

Mentor/corporate information system development consultant  1 

Product developer  1 

System engineer 1 

Grand Total 16 
 

2.7: Interviewees summary: Slovenia 

Occupation Count of occupation 

top level managers 3 

CEO 3 

middle level managers 2 

Product Manager 1 

Service manager 1 

experts 1 

Toolmaking technologist 1 

Grand Total 6 
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Annex 3: List of companies 
Country Name of the 

company 
Economic activity Short description size 

GR AMBIENCE SERVICES 
Μ. ΙΚ.Ε 

Service sector / Call 
centre 

Ambience is a recently founded company that takes action 
in the field of promoting, elaborating and supporting 
specialised business solutions for every single company 
(Outsourcing). It currently employees 28 people and are 
considering to apply Industry 4.0 and cloud services. 

small 

SI AMTEC.PRO d.o.o. Manufacturing 
Industry / Robotics 

The company has been established in 2003 and their basic 
area of activity is the production of carrier tapes, machines 
for automation of production and embedded electronic 
control units.  

medium 

GR Association of SAs 
and Ltds 

Association of 
companies 

SAE EPE is an independent business association with 
members from all over Greece. SAE EPE has co-founded 
with other organizations: the Higher Industrial School of 
Piraeus, the current University of Piraeus, as well as the 
Institute of International Economic Relations, the Hellenic 
Centre for Mediation and Arbitration and the Foundation 
for Business Development Studies. It has more than 2000 
members from all over Greece and has branches in 4 
major cities. 

medium 

SI ATACO d.o.o. Computer Industry / 
Informatics 

The basic orientation is servicing, maintenance of 
information technology and consulting technical assistance 
to the end user, as well as small and medium-sized 
enterprises. We, the employees, have gained many years 
of experience in this field. 

large 

GR Athinaiki Zithopoiia Food Industry / 
Brewery 

Athinaiki Zithopoiia was established in 1963, in Athens, by 
3 entrepreneurs and today it operates 5 factories in the 
five largest cities of Greece. The impact of the company in 
Greece and the Greek economy is recorded in the Study of 
the Economic and Social Impact of the company for 2017. 
Specifically, based on the findings of the Study, it is 
estimated that: 
€ 620 million is the total added value of the company's 
activities, which corresponds to 0.35% of the country's 
GDP 
€ 562 million is the total contribution to the tax revenues 
of the state, which corresponds to 0.75% of the country's 
tax revenues^p20,995 full-time jobs are directly and 
indirectly supported by the Athenian Brewery, 
corresponding to 0.57% of the country's total workforce. 
The company has planned investments for the three years 
2019-2021 amounting to € 43 million. Their part concerns 
projects aimed at protecting the environment and 
strengthening environmental awareness, with an emphasis 
on renewable energy sources. 

large 

IE BIOExel Accelerator Manufacturing 
Industry / Medical 
technologies 

BioExel is Ireland first Medtech Accelerator to further 
enhance the medical technology sector start-up ecosystem 
within Ireland and attract global talent to the region  
The Accelerator delivers comprehensive training, 
commercialisation and business for companies who take 
part in the programme. 

micro 
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Country Name of the 
company 

Economic activity Short description size 

HU Centaer Consulting 
Kft. 

Computer Industry / 
Consulting, software 
development 

GAMIFICATION: One of the most exciting methods for 
increasing the performance of human processes is 
gamification. Gamification is NOT a GAME, but the 
application of motivational mechanisms used in games to 
increase the performance of business processes. 
CONSULTING: Experience-based, fresh and feasible 
programs for the private sector and public service 
providers to make the provision of services an experience 
for both customers and the organization.  
TRAINING: Generational harmonization linked to 
organizational goals, career paths, and best business 
practices in basic and successive training modules. 

micro 

BG Center for 
entrepreneurship 
and executive 
development 
Bulgaria 

Education Industry / 
Education and 
research 

Micro enterprise, at the moment there are 5 full-time 
employees. Part of CEED-Global, covering 13 countries so 
far – Albania, Armenia, Bangladesh, Bulgaria, Kosovo, 
North Macedonia, Moldova, Morocco, Romania, Serbia, 
Slovenia, Tanzania and Tunisia. 
CEED develops and connects entrepreneurs who want to 
grow as leaders, build their companies and give back to 
their community. Building a community of entrepreneurs 
is paramount in their approach. 
The company’s vision is to be the most valuable resource 
for entrepreneurs in their growth by developing 
sustainable local communities, around the world. 

micro 

BG DAVID Holding S.A. Computer Industry / 
Software development 
and system integration 

Since 1994, David Holding Co. is providing the 
organizations with reliable software solutions for 
empowering their business processes.  
The primary area of operations of DAVID Holding is the 
development, implementation and support of software 
products and solutions for power & energy, asset 
management/facility management, infrastructure, utilities 
and government/local government administration. 
The scope of the solutions provided by DAVID Holding 
includes also: 
• Business process/document management (BPM/EDM) 
• Enterprise resource management (ERP) 
• Geo-Spatial solutions (Bentley Systems) 
• Implementation of IIoT services and platforms 
The flagship products of DAVID Holding - Archimed eDMS 
is #1 business process solution, dominating Bulgarian 
market with more than 350 customers in government 
administration, health and utilities, bank and insurance, 
power generation and local governments. 
At the moment, DAVID has more than 55 people on full 
time. 

medium 

HU Drem Kft R & D / Research and 
development 

Drem is a research and development company providing 
comprehensive solutions in IT, engineering, and health, 
lead by physics researchers from Eötvös Loránd Science 
University of Budapest. The number of employees varies; 
the average project team size is 5-6 people. 

micro 
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Country Name of the 
company 

Economic activity Short description size 

HU EL-CO TECH Ltd. Computer Industry / 
Digital solution 
provider 

EL-CO TECH has many research and digital projects as well 
as installation and operation of transformer stations, 
planning and construction of alternative energy supply 
throughout Hungary. 

medium 

IE Element 6 Manufacturing 
Industry 

Element Six is a global leader in the design, development 
and production of synthetic diamond supermaterials. Part 
of the De Beers Group, Element Six is an independently 
managed global company with primary manufacturing 
facilities in Ireland, China, Germany, South Africa, US and 
the UK. 
Element Six synthetic diamond supermaterials are used in 
industrial applications such as cutting, grinding, drilling, 
shearing and polishing, while the extreme properties of 
synthetic diamond beyond hardness are opening up new 
applications in a wide array of industries such as optics, 
power transmission, water treatment, semi-conductors 
and sensors. 

large 

GR ELPEN Pharmaceutical 
Industry / 
Pharmaceutical 
manufacturer 

ELPEN is a pharmaceuticals manufacturing company, 
established in 1965 in Athens, Greece. Its annual turnover 
in 2016 was 125.205.000 Euros and it employs more than 
780 people.  
Its mission is to create effective treatments that improve 
and extend people’s lives.  
Its activities involve Production of original products, 
branded generics, Sales, Exports and research and 
development of generic hybrid pharmaceutical products 
and experimental biomedical training. 

large 

GR ELVIK SA Manufacturing 
Industry / Marine 
manufacturer 

ELVIK SA was founded in 1982; it’s the leading 
manufacturer of B-15 Class materials in Greece. The 
company is composed of a group of experienced Naval 
Architects, Marine Engineers, Designers and Ship 
Inspectors, the very group that developed the non-
combustible materials (Panels, Doors, Ceilings and 
respective accessories) system. 
In the course of time ELVIK SA became competitive and 
the executives acquired experience and Know-How in 
other sections of Marine Technology, i.e. Ship Design 
Cruisers Construction and Heavy Constructions (marine 
and land use). 
Due to that ELVIK’s capability was tremendously 
expanding, a transferring to a modern, up-to-date, new 
and fully automatic self-owning factory took place, in 
order to succeed against international competition. 
ELVIK’s Factory, located in the industrial area of Mandra 
Attica, has the capacity of production of 4.000m2 per day, 
under the scientific supervision of our engineers. 

large 

HU ESTRATO Kft R & D / Research and 
development 

Estrato Research and Development Ltd. is an innovative 
company that has several years of experience in designing 
and constructing highly innovative instruments for 
industries, medical and meteorological institutes. Estrato 

micro 
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Country Name of the 
company 

Economic activity Short description size 

Ltd. was founded in 2004 in Budapest, Hungary for utilizing 
the results. The organisation has currently 9 employees. 

GR Eurobank group Service sector / 
Banking sector 

Eurobank Group is a dynamic financial organization with 
presence in 6 countries: Greece, Cyprus, Luxembourg, 
Serbia, Bulgaria and the United Kingdom. Eurobank Group 
has a total asset of 58 billion euros, 653 service points in 
Greece and abroad and 13,162 employees (data 
31.12.2018). Eurobank is the 3rd largest bank in Greece in 
total assets and 4th in market capitalization. 

large 

GR Europaiki Proodos Education Industry / 
Lifelong learning 
centre  

Europaiki Proodos is active both in the provision of 
vocational education and training services and in the 
provision of consulting services to businesses. 
It has been recognised as: 
- Private Vocational Training Institute (I.I.E.K.)  
- Level 2 Lifelong Learning Center. 

medium 

IE Expleo Ireland Computer Industry / IT 
consultancy 

Expleo is the largest quality assurance specialist in Ireland. 
With our 500-strong skilled workforce and offices in Dublin 
and Belfast, we’re proud of our experience and expertise 
in helping clients to digitally transform their businesses. 
Our consultants identify and mitigate business risk in 
technology-led transformations using standardised 
methodology, industrialised automation solutions, global 
delivery and deep domain knowledge across multiple 
industries. 

large 

GR Federation of 
Industrial Workers 
Unions 

Education Industry / 
Education and training 
for adults 

The Federation of Industrial Workers' Unions was founded 
in 1979 by six (6) factory unions, which in December 1983 
became one hundred and fifty (150). Both workers and 
employees participate in OBES as member unions. These 
two characteristics, ie the participation of factory unions 
that have employees of all categories as members, allowed 
OBES to draw immediate information on the conditions 
and prospects of the factories and the signing of factory 
contracts, as a rule, much more favourable than the 
corresponding unions. Today, OBES is a fighting force in 
the trade union field and one of the main exponents of the 
interests of the workers of the industrial and wider 
manufacturing sector. 

medium 

GR Hellenic Federation 
of Enterprises 

Association of 
companies 

SEV – Hellenic Federation of Enterprises has consistently 
fostered business development in Greece since 1907. It is 
the independent voice of businesses, representing a broad 
spectrum of the country’s economic activity, including 
manufacturing and services. SEV represents more than 
4,000 direct and indirect members (companies, sectoral 
associations and regional organizations), which account for 
about 50% of the business activity in Greece. SEV has 
Representatives at numerous independent regulatory 
authorities and on committees governing bodies of 
organisations in Greece and abroad, and its Brussels office 
was established in 1962. 

small 
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Country Name of the 
company 

Economic activity Short description size 

IE Henderson Fire & 
Safety Ltd 

Service sector Fire prevention company that provide fire fighting 
equipment, fire suppression system installation + 
maintenance, fire evacuation and fire warden training 
courses, fire consultancy and fire safety audits.  

Micro 

HU Howmet-Köfém Ltd. Manufacturing 
Industry / Aluminium 
industry 

Howmet-Köfém Ltd. is plant of a large multinational 
company with 2,500 colleagues working together in 
Hungary. Although the company was founded in 2020, the 
parent company (Arconic-Köfém Ltd.) was established in 
1954. Their main profile is rim manufacturing. 

large 

BG Hydrotest Ltd. Service sector / 
Certified laboratory for 
testing water meters 

Hyrdrotest Ltd aim to provide their clients with a reliable, 
professional and rigorous testing and maintenance 
programme for Water Meters Systems, which is fully 
compliant with current National Legislation, as well as 
distribution and replacement of Water Meters, 
corresponding to the National Standards. 
Medium sized enterprise (45 employees), established in 
2013. 

medium 

IE Industrial Info 
Resources 

Food industry / Dairy 
products for export 

Global Intelligence across 12 industries, 18 sales offices, 59 
languages.  

small 

HU ITQS Kft. Computer Industry / 
Information 
technology 

ITQS Kft. have great experience in software engineering 
and information technology tasks and have been applying 
virtual teams as well as co-located teams for a while now. 
They have several 7-10 member teams working on 
different tasks and managing these comes with challenges. 

micro 

SI LEKARNA PUŠNIK, 
d.o.o. 

Pharmaceutical 
Industry / Pharmacy 

Lekarna Pušnik is founded and owned by Henrik Pušnik, 
Mpharm, who is an authorised pharmacy professional. 

medium 

SI LTH Castings d.o.o. Mining Industry / 
Metallurgy 

LTH Castings is a specialist for complex, high-quality high-
pressure die-cast aluminium components and systems. 
They are supplier of both high-tech and less complex parts 
manufactured by a network that is spread across Central 
and South Europe (Slovenia, Croatia and Macedonia).  

large 

GR Marichem Marigases 
worldwide services 

Service sector / Marine 
supplier  

MARICHEM MARIGASES Worldwide Services is one of the 
leading companies in the international marine chemicals 
and gases industry, manufacturing and providing high 
quality chemicals, coatings, chemical equipment, hold 
cleaning systems, gases and refrigerants, cutting and 
welding machinery, accessories and equipment, and fire-
rescue and safety services to the shipping industry. Their 
variety of products is available at more than 2,100 ports, 
supplied by a distribution network of 196 stock points, 24 
hours a day, 7 days a week. 

large 

HU MC Syncro Hungary 
Kft. 

Manufacturing 
Industry / Automotive 
wheel assembly 

This company is the Hungarian plant of Eurofit Group. 
Their main activity is assembling wheels and tires. This 
plant – established in 2011 – is known for its variety of HR 
activities and good work atmosphere. It delivers for 
Mercedes A-, B and CLA models. They have approx. 50 
employees. 

small 

IE Metamorphosis 
Training and 
Consultancy 

Service sector / 
Professional services 

Provides business consultancy and support in the sphere 
of business development, ranging from initial assessment; 
feasibility studies; business start-up; mentoring; strategic 

micro 
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Country Name of the 
company 

Economic activity Short description size 

planning; and review of implementation. One employee, 
operating with a number of associates and contractors as 
required to deliver projects. 

GR METRO AEBE Service sector / 
Supermarket chains for 
retail and wholesales 

The company was established in 1976under the name 
“METRO Anonymous Commercial and Industrial Company 
of Food and Home Appliances”. Today it operates two 
store chains, METRO Cash & Carry wholesale stores, with 
49 points throughout Greece and My market retail stores, 
which by the end of 2015, numbered 66 stores, mainly in 
Attica and Southern Greece. In February 2016, at an 
important moment in its history, METRO SA acquires the 
Veropoulos chain, which was founded in 1973 and the two 
historic Greek companies merge to create one of the 
largest retail companies in the Greek market.  
Today METRO employs more than 10600 people and has 
an annual turnover of 1.172.126.000 Euros. 

large 

PT n/a Agriculture Industry / 
Agriculture Industry 

This is a seed producer/seller company running as a family 
business. 70 employees. Their main product is packaged 
seeds for planting, which they sell for agriculture/farm 
shops and wholesalers 

medium 

PT n/a Manufacturing / Car 
industry 

Company: The 2 people work for two different, large, well 
known car producing companies. Both are well known and 
represent a strong brand, but one of them is more ahead 
in innovation, while the other is actually coping with 
innovation backlog issues. 

large 

PT n/a Association / 
Federation  

The company has 800 employees, a private company with 
international subsidies in the neighbouring countries, 
producing dairy products for export.  

large 

PT n/a Computer Industry / 
Fraud detection 
software developer 
company 

The company was founded 10 years ago in Lisbon. It has 
grown fast in the past years, today it counts with 500 
employees. It deals with the development of fraud 
detection software as well as IT solutions by means of 
which banks can track money laundering transactions. It is 
a leading actor of i4.0, their products and services help 
other companies to implement i4.0. The company uses AI 
and machine learning technology. 

large 

PT n/a Manufacturing 
Industry 

The company has 150 employees. It is a supplier for a large 
car manufacturer company; besides, it produces high 
quality metal accessories for kitchen devices. They have 
mass production; besides they offer individual 
solutions/products for specific needs. It is a family 
business. 

medium 

PT n/a Telecommunication 
Industry / Radio 
network engineer 
company 

PT company has 200 employees and 3 headquarters, one 
in Portugal (Lisbon) and two subsidiaries abroad. They deal 
with high tech radio network optimization/creation and 
provide engineering services for the biggest telecom 
companies. Interviewees ‘managers have 40-50 
subordinates and approx. 25 years of management 
practice.  

medium 
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Country Name of the 
company 

Economic activity Short description size 

PT n/a Association / Smart 
cities 

Lisbon Smart City – Smart Castle District Project started 3 
years ago and focuses on collecting and utilizing data 
(applying IoT) regarding the touristic flow in Lisbon's 
historic city centre (St. George Castel´s area). They would 
like to develop new, smart services based on the data, as 
well as optimise the public services. As part of the project 
they also collect, save, elaborate and reuse data about the 
inhabitants and the buildings as well as the socio-cultural 
heritage of the area, which is counted as “endangered 
heritage” due to the overwhelming tourism flux and the 
ageing of the original inhabitants. 

small 

PT n/a Service sector / Water 
industry / public sector 

The company has 600 employees, it is a public company 
providing water and relating services at regional level in 
Portugal. They are currently in the phase of introducing i4.0 
to some segments of their activities. 

large 

HU REACH Solutions Ltd. Computer Industry / 
Data intelligence 

REACH is a solution/software developer SME with wide 
range of experience of i4.0 aspects. REACH has 14 
employees, mostly full stack developers. The CDO is in 
direct contact with partners, so it is informed first-hand 
about the needs of its customers. 

small 

BG Reliable Information 
Technologies 

Computer Industry / IT 
support and software 
development 

rIT Ltd. offers consulting and outsourcing services in the 
field of information technology. The team has been 
working together for more than 15 years. The company 
helps their customers optimize their business by designing, 
implementing and maintaining complete, reliable IT 
solutions tailored to their needs and budget.  
At the moment the company has 5 full time employed, and 
capacity for up to 10 experts per contracted project. 

micro 

IE Safe Food Safe 
People 

Food Industry / Food 
Safety, Quality and 
Occupational Health & 
Safety Advisors 

Self Employed/Sole Trader, providing safety systems 
consultancy and training to SMEs in all sectors such as 
food manufacture, catering, retail, aviation, engineering, 
healthcare, medical device etc. 

micro 

HU Sämling Üzleti 
Oktatási Központ Kft. 

Education Industry / 
Adult training 

90 subcontracted trainers, 8 permanent subcontractors, 
10 employees.  
Our core business is adult training with a strong emphasis 
on quality. 
We have been developing continuously (the company has 
been on the market for 30 years and always tailored its 
development processes to the existing needs, having ups 
and downs. Development necessitated rejuvenation every 
now and then. The current pandemic situation favoured 
online trainings). 

small 

BG Sintronik Ltd. Electronics Industry / 
Wholesale of 
electronic components 
and communication 
equipment 

Micro sized enterprise (5 employees), established in 2002, 
with main activity trade with electronic components and 
secondary - design of electronic equipment blueprints of 
public buildings and facilities. 

micro 

HU Sonkamester Kft. Hospitality Industry Sonkamester Kft. is one of the most known restaurants in 
Etyek – gastro street. It’s an SME, with 9 employees.  

micro 
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Country Name of the 
company 

Economic activity Short description size 

IE TAG  Computer Industry / 
Digital, technology, 
research 

Technology Adoption Group is focusing on the emerging 
business models related to the use of electric vehicle 
batteries during their use in the vehicle and in their 
second-life. 

small 

BG Technoarch Invest 
Ltd 

Construction Industry / 
Construction and 
design 

The company was established in 1989 and has two main 
activities – constructions design and construction 
supervision. So far, they have constructed or designed 
more than 450 buildings in Bulgaria. 
Micro enterprise – 8 people at full-time. 

micro 

SI TELEKOM SLOVENIJE, 
d.d. 

Telecommunication 
Industry 

Telekom Slovenije, d. d., is a provider of comprehensive 
communication services in Slovenia, which is recognised as 
a leader in the introduction and connection of new 
generations of mobile and fixed communications, system 
integration and cloud services and multimedia content. 

large 

HU UFleet Kft. Service sector / Vehicle 
and fleet management 
and servicing 

Vehicle fleet management and the related full-scale, 
brand-independent servicing, not only for the managed 
fleets. We have been active for 10+ years, 6 years under 
this name. Our target market is essentially the SME sector. 
With the purchase of our previously rented servicing 
building, real estate usage was added to the existing 
activities of the company (group of companies). Its details 
are being developed at the moment. 
Basic services are provided by a staff of 3, while the 
related servicing activities are performed by 12 
employees. 

small 

GR University of 
Macedonia 

Education Industry / 
Higher education 
institute 

The University of Macedonia is the second and “youngest” 
University of the city of Thessaloniki and it specializes in 
economic and social sciences. Today, more than 12.000 
students are studying at the University of Macedonia in 
economic, administration, social and political related 
fields. By developing new and updating the existing 
Undergraduate Study Programs, organizing high-standard 
Postgraduate Programs and giving emphasis on scientific 
research, the University of Macedonia aspires to become 
one of the leading Higher Education Institutions in its fields 
of specialization in the Balkan Peninsula and Europe.  

large 
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Annex 4: Competence map 

  

COMPETENCE MAP 

INNOVATION MOTIVATIONAL MANAGEMENT TECHNOLOGY INDUSTRY 4.0 

Challenges 

▪ Increasing need for innovation 

▪ Diverse, new types of work-

teams (age, department, 

location, work regime) 

▪ Delegation of decision-making 

responsibility 

▪ Lack of integrated innovation 

management strategy 

▪ Organisation structure 

▪ Legal framework, clarity 

▪ Financial contribution, 

investments 

▪ Demographic change and changing social 

values 

▪ Increasing virtual work 

▪ Atypical employment 

▪ Diverse work teams; coordination, diversity 

management, effective communication 

▪ Employee commitment and branding 

▪ Mindset change 

▪ Mentoring to increase personal and 

workplace efficiency 

▪ Demand for higher service orientation 

▪ Need for cooperative and collaborative work  

▪ Accelerated decision making integrating 

artificial intelligence 

▪ Building and mobilising social 

capital/networks 

▪ Keeping pace with the rapid and 

continuous evolution of the 

technology, accelerated 

adaptation processes 

▪ Resistance to change 

▪ Workforce strategy, planning and 

managing re-skilling and up-skilling 

▪ Continuous learning, internal 

training culture 

▪ Internal digital culture, IT security 

▪ Financial investments 

▪ Optimisation of the combination 

of cyber technology and human 

workforce 

Transversal skills and competences 

▪ Critical and innovative thinking 

▪ Communication skills 

▪ Entrepreneurial thinking 

▪ Creativity 

▪ Working under pressure 

▪ Accepting work-task rotation 

▪ Research skills 

▪ Process understanding 

 

▪ Interpersonal skills (team organization, 

communication, presentation, organization, 

etc.) 

▪ Transformational management skills 

▪ Ambiguity tolerance 

▪ Emotional intelligence (self-regulation, self-

motivation, self-awareness, empathy) 

▪ People skills (networking, cooperation, etc.) 

▪ Intercultural skills 

▪ Conflict solving 

▪ Flexibility 

▪ Sustainable mindset 

▪ Resilience, stress management 

▪ Tolerance, openness to change 

▪ Process understanding 

▪ Ability to transfer knowledge 

▪ Motivation to learn 

▪ Ambiguity tolerance 

▪ Compliance 

▪ Analytical skills 

▪ Virtual communication skills 

Technology skills 

Media skills 

Understanding IT security 
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Annex 5: List of Problem situations and challenges – real business examples 
(Dis)advantages of a larger structure ________________________________________________________________________ 52 

“Local hero” or importance of communication ________________________________________________________________ 52 

Ability to work under stress and to take risks__________________________________________________________________ 52 

Adaptability ____________________________________________________________________________________________ 53 

Agriculture sector experience ______________________________________________________________________________ 53 

Building trust ___________________________________________________________________________________________ 54 

Car industry experience ___________________________________________________________________________________ 54 

Changes in the management way ___________________________________________________________________________ 55 

Changes in the legislation _________________________________________________________________________________ 55 

Collaboration to meet common goal ________________________________________________________________________ 55 

Communication and Collaboration __________________________________________________________________________ 55 

Communication skills and Empathy _________________________________________________________________________ 55 

Conflict resolution _______________________________________________________________________________________ 56 

Cooperation and distribution of tasks and responsibilities _______________________________________________________ 56 

Could be better in Ireland _________________________________________________________________________________ 56 

COVID-19 driven changes in Slovenia ________________________________________________________________________ 57 

Crisis driven business model change _________________________________________________________________________ 58 

Critical and innovative thinking _____________________________________________________________________________ 59 

Decision making and problem solving _______________________________________________________________________ 59 

Decision making and specialisation __________________________________________________________________________ 59 

Delegation of decision-making responsibility __________________________________________________________________ 60 

diversity ISSUES _________________________________________________________________________________________ 60 

Emotional Intelligence / Interpersonal Skills __________________________________________________________________ 60 

Empathy -> adaptivity -> teamwork -> collective decision-making process __________________________________________ 61 

Equipment traps ________________________________________________________________________________________ 61 

Flexibility ______________________________________________________________________________________________ 61 

Food industry experience _________________________________________________________________________________ 62 

Fraud detection software development for the bank sector experience ____________________________________________ 63 

Good Continuous Learning opportunities _____________________________________________________________________ 65 

i4.0 challenges __________________________________________________________________________________________ 66 

Innovation generation ____________________________________________________________________________________ 67 

Intercultural challenges ___________________________________________________________________________________ 67 

Intercultural skills________________________________________________________________________________________ 67 
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Intergenerational cooperation _____________________________________________________________________________ 67 

Internal digital culture ____________________________________________________________________________________ 67 

Knowledge of the regulations and ability to work under stress ___________________________________________________ 68 

Lack of Social Competences _______________________________________________________________________________ 68 

Managing diversity ______________________________________________________________________________________ 69 

Manufacturing company experience ________________________________________________________________________ 69 

Misunderstandings on behalf of the customer_________________________________________________________________ 71 

Motivation management __________________________________________________________________________________ 71 

Motivation techniques ___________________________________________________________________________________ 71 

Need for collaboration ___________________________________________________________________________________ 72 

Old fashioned managerial ways v’s Digitalisation _______________________________________________________________ 72 

Public water supply and waterworks company experience _______________________________________________________ 73 

Radio network / telecommunication experience _______________________________________________________________ 74 

Resistance to Change _____________________________________________________________________________________ 77 

Resistance to change _____________________________________________________________________________________ 77 

Set of Challenges ________________________________________________________________________________________ 77 

Set of project management skills ___________________________________________________________________________ 78 

Setting vision and mission and objectives to projects challenges __________________________________________________ 78 

Sharing expertise, transition of company’s skills and knowledge __________________________________________________ 79 

Small business challenges _________________________________________________________________________________ 79 

Smart cities experience ___________________________________________________________________________________ 80 

Speed and quality of customer service _______________________________________________________________________ 82 

Stress management, team building, communication ____________________________________________________________ 82 

Structural changes leading to training and sharing expertise _____________________________________________________ 82 

Supporting innovation ____________________________________________________________________________________ 83 

Sustainability ___________________________________________________________________________________________ 83 

Team building and knowledge transfer ______________________________________________________________________ 83 

The older colleagues who are open to new things ______________________________________________________________ 83 

Time and resource management ___________________________________________________________________________ 84 

Tolerating unclear situations _______________________________________________________________________________ 84 

Too many trainings v’s lack of knowledge ____________________________________________________________________ 84 

Works well in Ireland _____________________________________________________________________________________ 84 

Written communication __________________________________________________________________________________ 85 
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(DIS)ADVANTAGES OF A LARGER STRUCTURE 

There are many advantages but also some disadvantages. If I may, I like to start with positive things before 

getting to problems. The advantages are in terms of the specialised skill and talent for example, as these are 

decentralised from our respective central departments (University) to a new location for executing the project. 

Also, separate functions and business units develop unique ways of working. The conflicts between opposing 

views can be a better route to adaptation and renewal than order and equilibrium. As a result of collective 

effort, project deliverables can be delivered in a short duration of time. But there are certainly problems, too. 

Objectives might not be clearly defined, and staff can feel the task is not meaningful and the membership 

would not be stable which leads to conflicts and lack of team discretion. Recognition and rewards towards our 

researchers and the lack of communication about this can also be a problem and I have witnessed several 

times that researchers coming from different fields had no strong interpersonal skills. And sometimes there is 

no strong support from top management unfortunately. 

“LOCAL HERO” OR IMPORTANCE OF COMMUNICATION 

During an i4.0 implementation, it is very important to have a “local hero” who can translate for others why it is 

necessary to apply these innovations. He will be able to communicate to others the motivation; he can change 

their way of thinking. This person therefore needs to be credible on the full spectrum of the company to 

understand this will be a help to them, taking a burden off their shoulders. 

ABILITY TO WORK UNDER STRESS AND TO TAKE RISKS  

An unexpected situation occurred when series of strikes blocked the Greek harbours where the Wholesale of 

electronic components and communication equipment company expected equipment shipped from China. 

Unfortunately, this unexpected event led to delays on some contracts, so the management decided to take the 

risk and to double the procurement, from EU provider this time, and to accomplish their obligations. When 

finally, the initial equipment arrived from Greece, the company decided to offer their clients two types of 

service – the first – with a fixed delivery period and higher price, and the second – with lower price but with no 

specific delivery period. 
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ADAPTABILITY 

Another example, this time due to COVID-19 extreme situation, is connected to the form of work – it had to be 

reorganised very quickly, as they included many personal meetings, incl. specialised on-site training at the 

clients’ premises – this reorganisation required the freezing of many existing contracts, the need for rapid 

redistribution of responsibilities and personal schedules for office based work (alone) in order to comply with 

the isolation. Acquisition of new technical competences was required and from the current point of view the 

benefits of them can be seen, even in terms of communication with clients. 

AGRICULTURE SECTOR EXPERIENCE 

How to organise the production - there is a problem of fragmentation in our sector, there are a lot of little 

producers but there is no coordinated production. There is no “agricultural sectoral” management - this would 

be very useful. It would require a very efficient persuasion strategy to convince farmers about the advantages 

of cooperation (e.g. joint ownership of big and expensive agricultural machines).  

i4.0 in agriculture - our biggest challenge is to have the seeds produced. It has a strictly regulated procedure 

and requires technological precision. Few producers can keep to these requirements. Otherwise, i4.0 is here 

even too much: we are growing farther and farther away from nature and from natural production. “Everything 

can be produced in greenhouses, all year round basically, but in a very artificial environment. These vegetables 

and fruits contain more harmful staff than useful. We should always eat seasonal products, only.2 

Customer relations - in this season we sold lots of seeds, especially because of COVID, many families wanted to 

start producing their own food. The problem is that they have no idea how to do that. They don’t know when 

and how to plant it, at what solid temperature, etc. They think that everybody can produce agricultural 

products. Then, of course, complaints came back to us: it didn't work. Now we are planning to prepare short 

tutorials for our small customers – rapid learning  

Introducing change and innovation - timing is very important. Our work is very seasonal. In the peak seasons 

we are heavily overloaded, there is no time and space for mistakes and try-outs. By this period everything 

should be working smoothly and efficiently. All improvements and changes must be introduced, tested, learned 

and brought to precision in the low season.  
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BUILDING TRUST 

Creating synergy without physical meetings to maximise process gains and minimise process losses is a huge 

task, and so the overcoming feelings of isolation due to lack of interactions. 

In our team’s membership the understanding, responsibility complimenting and rapport building are not that 

great and so building trust should really improve.  

CAR INDUSTRY EXPERIENCE 

“Our company has a very strong brand. The brand itself sells the cars. Yet, in the past 2-3 years I think there was 

a strategic mistake. We concentrated more on automatization and robotization, reducing administration - there 

is a separate team whose task is to analyse and make the work processes more efficient-, than on following the 

demand-offer dynamics. We are producing more diesel cars than we should, and more expensive, luxurious 

solutions than needed. This makes cars too expensive and out of reach for many.” The future is not this. We 

should get back to the supply-demand basics.  

The above problem was the result of a wrong strategy and the lack of recognising that it was a wrong strategy. 

Decisions must be taken quicker nowadays. The market is fast, the competitors who introduce a good 

innovation quicker, are going to take over the market leadership. Timing is crucial. Now we are running after 

the actual market leader. 

Due to the above difficulties the company is in money saving mode (less employees, less investments. “I am 

not sure that this is the right strategy. I think we should come up with a really good innovation instead.” 

“I used to be a public servant before, but I didn't feel I was in my right place. Nowadays my work is stressful, 

difficult and I have no backup. Yet, I enjoy it since I love the feeling of being able to resolve things. If I am not 

innovative, I am out. I have to find solutions. There is no one to ask from.” 

“When I applied to this position, I was unemployed and well over 40. I was chosen over many young engineers. 

My boss, who interviewed me for the job too, asked about my life experiences, not only the professional ones. I 

asked my boss, why me: he said because I have a life story that proves endurance and I can fight. And that was 

what they needed, besides the professional knowledge.” 
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CHANGES IN THE MANAGEMENT WAY 

Career building in the organisation is consciously managed. A strategically-minded Generation X leader 

supports long term thinking. 

As the company (group of companies) and its activities expand, changes are consciously planned (outsourcing 

and undertaking organisational tasks, organising a staff suitable for these tasks). 

There are also lessons to be learned from managing subcontracting relationships – regularly updating the 

accountant; it is important that the accountant understands the context of the entire firm to be able to apply 

accounting policies and communicate with clients accordingly. 

CHANGES IN THE LEGISLATION 

A problem situation was when the company needed to apply GDPR to its procedures. All teams had to 

collaborate with each other and especially with the legal department to produce reports.  

COLLABORATION TO MEET COMMON GOAL 

At corporate level we currently develop the implementation of the web in all processes. We try to rationalise 

our services and meet the current trends online. To do so, we need different people to collaborate together 

and work towards the realisation of our goals. 

COMMUNICATION AND COLLABORATION 

An example where communication and collaboration skills where needed, was when Eurobank group merged 

with Proton Bank. During that time, all employees of Proton bank where transferred to our offices. 

Communication was needed from our part in order to integrate them and cope with the load of work.  

COMMUNICATION SKILLS AND EMPATHY 

The biggest challenge is when two teams need to collaborate with each other in order to fulfil orders made by 

clients. For example, a client may order chemicals, gases and safety equipment and the goods need to be 

delivered in China. This means that operations need to communicate with the chemical department, the safety 
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department, the sales department and the agent in China, who handles the local stock. And all that in just few 

minutes. This requires a lot of communication skills and empathy from all peers.  

CONFLICT RESOLUTION 

Relevant everywhere (both within the company and in customer relations). The company organises internal 

trainings. A strategic leader has the necessary skills and mediates and teaches these in the organisation. 

COOPERATION AND DISTRIBUTION OF TASKS AND RESPONSIBILITIES 

According to the team from the construction sector, few people in their economic field of activity realise the 

possibilities related to Industry 4.0 transition. They also do not believe there are any threads concerning their 

future employment as no AI devices could not accomplish their kind of work, as for the moment there is “no AI 

that has sense of beauty or comfort”. In the city of Plovdiv many architectural designers’ studios work with 

subcontractors, as it is very expensive to invest in the equipment and the operating staff. As far as they execute 

intellectual work only, they feel independent from the I4.0 changes, unlike their subcontractors. 

Even that, they are using software and hardware in their daily work, and they request their subcontractors to 

use the same project management technologies, so that both partners have synchronised schedules. It is 

extremely important in case of foreign investor or national public bodies with strict contracts.  

Having understand that the competition in the sector is severe, the company management insists on regular 

trainings on the actual practices and trends, even that many colleagues are at the level of Industry 2.0. 

COULD BE BETTER IN IRELAND 

• Inability of the Irish local agencies to support foreign companies setting up an Irish base. This is handled very 

ad hoc and slow in Ireland. It would not encourage foreign direct investment. Have been trying to work with 2 

US based companies looking to set up in Ireland and the road blockers are many. 

• There is difficulty to get the academic community to do realm research with early stage start up (as they have 

a fear no funding will be forthcoming) instead of supporting the innovations id more important than funding in 

some instances. 

• Lack of the Governance in Entrepreneurial management in the university setting leads to Entrepreneurship 

being ad hoc by different members instead of one vision for the total organisation. 
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• The working in silos needs to change in the academic V’s administrative supports in a university setting. 

• Industry want to see one face of engagement not many from the same organisation. 

• Funding for Innovative/entrepreneurial initiatives is poor and is way down the pecking order 

• The inability to change academic mind-set to new methodology. 

COVID-19 DRIVEN CHANGES IN SLOVENIA 

All interviewees mentioned that at the moment the pandemic has actually turned their business around. They 

were quickly forced to adapt the company's operations to the new circumstances. Some were more successful; 

some were less successful in coping with the new environment changes. 

Of course, companies engaged in IT technology recorded a favourable economic trend, while companies that 

do not primarily operate in the field of information technology recorded a decline in revenue. 

Interestingly, all companies started introducing a certain level of virtualisation into the workflow long before 

the pandemic, e.g. meetings; certain research assignments no longer took place specifically in the physical 

workplace. However, they say that the positive side of COVID-19 pandemic is that it pushed the use of 

computers three steps forward, as it used to be slow and gradual, and the pandemic demanded that business 

process virtualisation be established overnight and not just established, but also begins to implement. 

Everyone was enthusiastic about the response from workers and co-workers, as they all said they did not face 

any resistance in this regard.  

Another summary that could be made about the pandemic: everyone said that despite the fact that it was a 

crisis, the same crisis contributed to the wider adoption of digitalisation. It caused a huge step forward, what 

would be introduced over the next two to three years, they did practically overnight. 

Digital platforms - some interviewees mentioned that they had never encountered so many different digital 

platforms in their lives because each of them used different platforms, both within the company and when 

doing business with external partners, they were forced to accept and get acquainted with new ad-hoc 

platforms. Some companies are already preparing plans to unify the platforms used. They say they need a 

single language of digital communication with each other. Adaptation to digital solutions with added value for 

customers – users should be implemented. 

Fast adaptation – New business models digitalisation of companies, countries, supply chain, trade, mobility,… 

this were all challenges that all the interviewers are facing. 
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Digital identification – Organization, Location, Home, Person - Security – this problem were emerging and they 

are still in the process to find an adequate solutions. 

Everyday challenges of small businesses: 

• Everyday change 

• New products and new markets  

• New supply chains  

• Complex reporting – banks and government  

• Mobility of the business  

• Finance – cash – loans 

Solutions they were forced to come up with quickly: 

• Make it simple and easy to use 

• Build TRUST in digitalisation and data (security) 

• Use of public data and digital entities  

• Grow digital competences  

• Lower the operations costs  

• Global or mass market adaption  

• Use of big data and digital solution 

• Adaptation of new business models 

Flexible solutions – Adapted to reach goal and not execute function. 

CRISIS DRIVEN BUSINESS MODEL CHANGE 

A number of businesses particularly now in COVID-19 times are having to review and renew their business 

model. A number are now online, one example is a meat manufacturer & retail butchers who has had the same 

sales for April as they had in January when the hotels and restaurants supplied were open, the new business 
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model is online sales and delivery to households in a certain area. There are now plans to expand the online 

business and will keep it running alongside the other business model when hotels etc. reopen. 

CRITICAL AND INNOVATIVE THINKING 

Regarding the competence “Critical and innovative thinking”, there were a few projects I worked on which I 

feel would have benefited from a critical analysis of the usefulness and potential of the service being 

developed. A critical analysis early during the project inception would have saved on time spent on the project 

and resulted in a product that better suited the customer’s needs and would probably have been more 

beneficial to the company. 

DECISION MAKING AND PROBLEM SOLVING 

A problem we encountered was when IOT was applied into the company. We needed specialised information 

technology knowledge. We realised that we needed a unified code of communication between machines, like 

office is for example for companies. 

A challenge that the company and employees faced, was when the company intended to install telematics 

monitoring systems in company’s cars. The installation of these systems would improve the road safety of 

employees, reduce accidents and also have a positive environmental impact. On the other hand, the instalment 

of vehicle monitoring would have a negative impact for employees because it would increase their workplace 

pressure. 

DECISION MAKING AND SPECIALISATION 

The construction designers in the company are very adaptive when it comes to meet the customers’ needs and 

realise them, but when it comes to their personal technical competences, it is common practice in the industry 

the designers to specialise in one software and to work with it only, and this does not depend entirely on age - 

in general, the older generations firmly refuse, and the younger ones see no financial reason to adapt to each 

client’s requirements. 

Some customers want special blueprints designed on specific software because of their machines’ software, 

which makes impossible to fulfil the assignment within the budget set by the client, because there are no 

additional funds to buy the software. In such case the company refuses to sign a contract. 
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DELEGATION OF DECISION-MAKING RESPONSIBILITY 

In the organisation that the interviewees work with, a re-structuring occurred at the end of 2019 that allowed 

for delegated, decision-making, effectively sitting below the executive team. Previously, all decisions were 

made by the executive team.  

The objective of this newly-formed decision-making council, was to encourage and enable more rapid 

decisions, which would ultimately enhance the operational efficiency, while also providing a platform to pursue 

commercial/technical opportunities. Ultimately, to become more innovative.  

In theory, this supports an agile and forward-thinking organisation, but delegation of decision-making doesn’t 

happen on its own, it is challenging, it represents a significant shift in culture and requires both demonstrated 

trust and competent decision makers with clear goals, KPI’s, and requires the support and drive by aligned, 

management teams at all levels.  

For these reasons, this concept is struggling to get off the ground. 

DIVERSITY ISSUES 

Diverse eating habits (vegetarian, paleo, etc.) represent a problem (lack of tolerance, prejudice, labelling). One 

of the employees often suffers from headaches. Others explain it with his eating habits and it makes 

cooperation difficult. 

EMOTIONAL INTELLIGENCE / INTERPERSONAL SKILLS 

The interviewee observed a team under new management which up to that point, was ineffective in 

performing. With an emotional intelligent manager, this team transformed from an unmotivated, 

underperforming, inflexible and resistant to change team to a highly performed and forward-thinking team. 

How did this occur: The manager provided a vision to the team which was originally dismissed but was 

subsequently achieved by working closely with the team, focussing on the individual processes, re-designing 

and automating, where possible. Establishing clear goals and KPI’s and measuring success and ultimately 

rewarding the team on their efforts. This required significant culture change, the willingness to change on 

everyone part and commitment to the end goal. 
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EMPATHY -> ADAPTIVITY -> TEAMWORK -> COLLECTIVE DECISION-MAKING PROCESS 

There was a client the company had, that during the first hysterical days of COVID-19 quarantine, had his office 

premises robbed. As no one was in the office, the thefts managed to take the entire equipment of this ICT 

company (broken office and equipment taken). The client crisis was a result of the ubiquitous panic attacks 

caused by COVID spread over Europe at the beginning of the crisis. 

In order to realise the project our interviewees were engaged with in the same period, and in order to support 

the client that was at the edge to declare bankruptcy, the rIT team had some online sessions with the client 

(manager, lawyer, financial expert) and both parties agreed to complete their contract without being paid 

accordingly, but to wait for the client’s insurance to be paid, and the client to realise some profit, and to 

receive their remuneration on small portions for a longer period of time.  

After this solution was agreed, rIT staff jointly decided to work for half of their salaries (1st month without 

remuneration), and to offer their customers to reduce by half their usual prices – kind of solidarity between 

business partners in this hard period. They also collectively decided, after those proactive actions from the first 

week, all working meetings to be done electronically and not to stop their working process. 

EQUIPMENT TRAPS 

On the software side, if you get there until you find good software, you can count on costs of up to 5-6 million 

forints. We love that when a product is reliable, there is always a fresh “patch” added, which of course is not 

free. If you have an open source solution there should also be a background in which you can test. 

Not all the money is there when it is better to apply for a free platform instead of a payee. 

From an IT security point of view, even if you have a well-designed network, if something gets in through a 

flash drive, we can suffer huge losses from it. 

FLEXIBILITY 

Excessive flexibility may lead to disorganisation. Care must be taken to maintain the right balance. Within the 

company, growth represents an increasing demand for regulating flexibility (so that customers may take 

advantage of our flexibility, but abuse it as rarely as possible). In our current practice, positive customer 

feedback typically refers to our flexibility, which is why it is one of our priorities to handle it properly while we 

are growing. 
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FOOD INDUSTRY EXPERIENCE 

Intercultural skills - decision making - our management became international; therefore, we have to get to 

know and accept other cultures and ways of thinking. E.g. The American company management is typically flat, 

managers take decisions based on policies. These policies are the guidelines to follow, everybody knows what 

his or her job is, within the limits of one’s competence everyone has to make decisions (90%) while only 10 % 

of the decisions are made involving the higher management. In case of a German company the pyramid was 

much higher, even 8-10 management levels and decisions involved more the higher rank. (One of the 

interviewees worked for a German company supplying for the car industry.)  

E.g. The CFO announced stock-taking inventory at one of the producing factories, which is a subsidiary situated 

in the neighbouring country. It was announced, and he asked the logistics director as well as all the involved 

employees to be there at 6 am, for a final briefing, before they start the stock inventory at 8.00. The manager 

travelled to the factory from the headquarter by car, very early morning; but he found only the receptionist on 

the spot at 6 am. The secretary was the second person to arrive at 7.30 am. He asked her where all the other 

people were? The answer was: We thought you wouldn’t come since you didn’t ask me to book a hotel for you. 

We thought you would come the evening before, to be here at 6 am… but without a hotel booking, we thought 

that something must have occurred, you couldn’t make it and there wouldn’t be inventory now. In this case, it 

was an intercultural issue. Such a thing would be unimaginable at a German company… 

Resistance to change - “So far we did it this way and it worked. Why should we change it?” E.g. Our customers 

used to send us their orders in many different ways, “I want the same cheese that I ordered last time, in 1 kg 

packages”, which often caused difficulties of understanding: what exactly do we have to send to the client and 

how many? The management decided to introduce SAP, and from that point on only standardised email orders 

were accepted, with reference to the product ref. number. Phone can be used only in emergency situations. 

The provided the clients and the internal staff with a link with the detailed product catalogue. The head of the 

customer service/customer order management team was very sceptical: “clients won’t learn the new codes” 

and strongly resisted. The management had to “force” him to go with the changes and eventually fire him - he 

was demoralising the team. Result: technological boom. People were not worried about the jobs: with the time 

and energies that they saved with the more efficient system, they designed and launched new campaigns, 

recommended new products to customers, did market research, e.g. They created value, added value.  
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FRAUD DETECTION SOFTWARE DEVELOPMENT FOR THE BANK SECTOR EXPERIENCE 

Technological challenge - Their clients are banks and large monetary institutions, which use different 

transaction systems for the different types of transactions that they handle (sometimes 10 or more transaction 

types). Each system is an independent “silo”, there is no one overarching, integrated system. In case the 

institution wants to introduce a change, it has to be reprogrammed and sorted out 10 times, one at a time in 

each silo, then workers have to learn the new things in the 10 systems. This wastes a lot of time and money. 

The interviewees’ company offers the integrated solution, basically they sell i4.0 to their clients.  

Growth/scaling causing communication problems - The company was founded 10 years ago. They used to work 

in small teams, where everyone knew about the key matters and the communication was efficient. They had 

regular meetings where all the important issues were discussed and information was shared. There were 

representatives from all the main departments (e.g., sales, finance, development), they took decisions together 

and easily.  

Then they started to expand, it has become an explosive growth, many new employees joined the company 

and numerous new, big teams were created under the leadership of the former department representatives - 

this led to communication difficulties. The new leaders don’t know about all the decisions and issues of their 

teams, nor about the other teams. They became independent silos. The teams have grown distant from each 

other, first of all, they had to figure out the new working and communication rules within their own team.  

Nowadays it is impossible to invite everyone to the meetings, so they have to reorganise the information 

sharing processes - efficient processes must be elaborated and put into process maps. Problems resulting from 

communication difficulties often appear ad hock and have to be resolved on the spot, which doesn’t 

necessarily lead to the best solutions. This is an existing challenge for the company to work out, there are still 

lots of mistakes:  

E.g. The sales team sells such solutions to the clients that their products don't have. This obliges the 

development team to cover the mistake and invest time and energy to create/develop the sold solution. It is 

not convenient since these developments, resulting from misunderstandings and mistakenly sold unexisting 

solutions, most often are very specific, suitable only for one client. From the company’s perspective this means 

lost time and money. The new sales guys don’t know the products well enough, before the expansion the sales 

department was well informed. In an ideal case the development team should initiate product development 

ideas, not vice versa, since they see the big picture and the general market needs - it is among their tasks to do 

market research-, not just the individual client’s needs. Solution: The management has just realised that there 
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is an urgent need for training about the products for the sales/presales/and customer service, as well as a task 

force actualisation. The training will be obligatory for every sales person and the efficiency of it will be 

assessed.  

Innovation thinking/COVID-19 crisis - during the outbreak of the pandemic, when its first wave reached 

Portugal, the company started testing all its online tools and systems. 2 days before the declaration of the 

national quarantine, the had finished all the necessary tests and optimisations, the company was ready to 

100% online and operate smoothly. They invested in better communication platforms, for example. The money 

that wasn’t spent on the sales staff’s ambulant meetings (travel costs) was redirected to the purchase of new 

tools. 

Flexibility and tolerance - mistakes are accepted, till it is discovered and solved quickly and people learn from it. 

This gives the workers a sense of psychological safety. The company has a guidebook on internal organisation 

culture, which includes such guidelines. This is a fast-changing environment, projects change, therefore 

people/team members change rapidly too, especially in case of developers. Everyone has to be able to live with 

this. Learning helps. 

Learning through projects - We don’t have job rotation - it would be very expensive for the company, just 

imagine switching a copywriter with a developer -, but we are given the chance to improve by means of 

projects. In each and every one of us has to identify 2 individual goals relating to the company and 2 personal 

goals, relating to your personal professional curiosity. Following this, we will receive projects that connect to 

these goals, and a specific project which points at our individual skill development curiosity. In case someone 

would like to learn something concrete - e.g. program in Piton, edit videos, which somehow relate to the work, 

will receive an opportunity from the manager. The company fosters this, and finances skill development 

trainings up until 2000 eur/person/year. The incentives to learn comes from the management and from the 

colleagues too (top down and bottom up).  

Customer relationship and growth - the company is growing and we have more and more clients, yet, we are 

still following the former “small company” practice in our customer relations management: we have too close 

relationships with our clients, it doesn’t scale. In the present style we need a team of 10 to serve each client to 

sell the product, to train the client, to introduce the system - but we don’t want to invest this effort each time, 

with each client. We have to create an “automated” system, we have to standardise - sell already existing 

solutions for already existing problems. We have to put standard elements into the “product boxes”- this way 

one person would be enough/client. The solution has to be saleable. Computer automatization is needed.  
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So where is the difficulty? We had to realise/become aware of the problem. In the past this was necessary, and 

for long we haven’t thought of this, simply. Then, exactly as a result of this, it is not so easy to standardise. 

Standardisation and documentation - The company’s organisational and process structure has changed, as 

above described under the growth problem point: it has taken a “silo departments” structure. Before we didn’t 

need to document everything since key information was known and accessible to everyone. As a result, we 

don’t have good and precise documentation. Only now, expanded, we realise, that even the small decisions 

must be documented and followable. In order to be able to standardise, we have to know all the processes 

from a to z. Now the department teams are having a 3 years backlog, documenting the past. In a standardised 

system the decisions will affect everyone, every team. That is why we need to have all the details, so as to 

make good decisions. 

E.g. Small example. Some clients want to buy 2-3 solutions at the same time. Great. The problem comes when 

the teams responsible for one or the other solution, don't know about each other's procedures. Imagine, they 

name a key document in the same way. This is uploaded into the client’s system, and creates a bug, a filename 

conflict. A very small bug, but can take a long time to discover it.  

Standardisation and decision making - In a standardised, integrated system there are numerous stakeholders. 

one decision affects many departments. Sometimes we don’t know how. And we don’t till what point should 

we involve the other stakeholders in the information flow and in our decision making… This should be pre-

established. And with whom should we speak? The communication channels should be pre-identified.  

Work - life balance - nowadays everybody has to learn people skills, IT people too. There are less and less 

“narrow minded geeks”. They have hobbies, friends, lots of skills. Before they had to know one program 

language very well, nowadays a new program language appears in every second year - IT people help and train 

each other. Everyone has to learn how to behave and communicate in group, everyone needs EQ. But as we 

see, it is less and less a problem.  

E.g. We have an internal blog, where anyone can share useful experiences with others. Yesterday someone 

posted about “cognitive load theory”, how can we learn most efficiently. 

GOOD CONTINUOUS LEARNING OPPORTUNITIES 

The company has been very good at Continuous Learning, with a very strong internal training culture. Through 

the Expleo Academy I have gained several ISTQB certifications and I’m currently studying for the PMP 

qualification. There are regular training courses running, so plenty of opportunity to upskill. 
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I4.0 CHALLENGES 

Most of the challenges are caused by the fact that companies have already shown interest in the tools of i4.0, 

they already know that data analysis and big data should be addressed, but they do not achieve these goals.  

Industrial conferences move large crowds, several relevant events are available, and the press (written, TV, 

internet) is also increasingly focusing on the topic. So, there is interest, they do not even realise what they are 

really interested in during implementation. They rely on 10-20 years old technologies because they know them. 

They cannot cross their own shadow. There is a desire, but when they want to fly, they cannot bounce off the 

ground and fly, they prefer to walk on. 

For example, one of our clients wanted a distributed system based on open source technologies, but with a 

thick client because they did not want to use a browser for the user interface. Also, it is equally difficult to 

accept the gateway between different operating systems (Windows, Linux). So, about the expectation that 

modern needs should be solved with an old toolbox. Companies are too resilient to technological change. This 

is because they do not want to change the way they go in the industry to the inexperienced.  

What works does not change. The risk of efficiency gains is felt to be higher than the expected outcome. On the 

other hand, industrial technologies are designed for 15-20 years (e.g. PLC), whereas in IT, a life cycle of up to 1-

3 years is a maximum. This is also a backwards IT problem. That is, it is not possible to conquer a segment with 

such short lifecycle services that is much longer. 

For example, the construction of light-structured houses is not typical in Hungarian construction either, 

everyone is built of brick, which is why few people dare to build with the former. People are distrustful of the 

unknown. However, it is no coincidence that we are living in the age of the Fourth Industrial Revolution, some 

who will still take the risk will be able to reach out to others and then, seeing their results, more and more 

people will dare to cut into it. Otherwise, it will not be sustainable for IT to run at the speed of light while the 

industry is walking. Thus, the gap between them will become wider. We definitely need to change our mindset. 

From a financial standpoint, for many companies, price is not necessarily an issue. Nor will a free system, for 

example, make a difference. It is not enough to embark on the path of change, we must act on that path. In 

vain does a factory manager immediately receive all the information about his production if he does not react 

to the detected anomalies in time. There were customers who ignored system notifications (for various events) 

because they received too much of them. Then when production stopped (after 1 month), they realised they 

should not have been ignored. 
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INNOVATION GENERATION 

The introduction of the new software (O365 planner) was initiated by Generation X staff. They required a 

structured delegation of tasks and accountability. 

Selective waste collection in the office was also a bottom-up initiative. 

The in-house method of making training videos was developed during an own brainstorming.  

INTERCULTURAL CHALLENGES 

German speaking members of staff tend to challenge change in general; dismiss/slow to adopting change, 

either by way of procedures or technology – in our personal experience. On the other hand, colleagues in 

general are more competent in adapting to change due to linguistic ability rather than by technology 

competences. 

INTERCULTURAL SKILLS 

We have some international clients, not too many at the moment, so we need long term plans in this respect. 

In our current practice, interculturality appears within the company (employees of different backgrounds, ages 

and types; integration is promoted, in addition to communication within the company, by traditional informal 

events.) 

INTERGENERATIONAL COOPERATION 

An example was when we started using cloud coding and back tracing of manufactured products, where we 

needed to import codes for every assembly. The younger employees who were more familiar with technology 

helped us and even organised in-company seminars where they taught us how to operate the system. 

INTERNAL DIGITAL CULTURE 

Although IT is far ahead of industrial technologies, in many companies the internal digital culture and IT 

security solutions are not up to date. In the current upheaval of life (COVID-19), the transition to a home office 

has also been a headache for larger companies, with Virtual private network, for example, an unknown concept 



   
 
 

page 68 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

for them so far. This raises many questions about how prepared these companies and smaller businesses are to 

adopt i4.0 technologies. Of course, it is not all about IT, we need behind the production we want to digitize. 

KNOWLEDGE OF THE REGULATIONS AND ABILITY TO WORK UNDER STRESS 

There are different types of problem situations in the daily work life of a Wholesale of electronic components 

and communication equipment company, but the one that was quite challenging occurred when the 

Commission Regulation (EU) 2015/1428 (ecodesign requirements for non-directional household lamps) and 

Commission Regulation (EC) No 245/2009 (ecodesign requirements for fluorescent lamps without integrated 

ballast) and Commission Regulation (EU) No 1194/2012 (ecodesign requirements for directional lamps, light 

emitting diode lamps and related equipment) entered into force. 

The company participated in several tendering procedures of local authorities, that follow a set of national 

legislation, such as Public Procurement Law, the Public Finance Law and the national and regional local 

authorities’ internal procedures. Those regulations set a large period of time between the tender documents’ 

preparation and the contracting with the selected service provider. Meanwhile the EU regulations changed and 

the offered equipment, corresponding to the requested parameters, was no longer permitted for the EU 

countries. 

As there was not time to public a second tendering procedure, as the local authorities have to contract the 

services within a calendar year, the company’s team had a stressful situation not to be able to comply with the 

EU regulations, following their contractual obligations. 

As a solution, they supported with technical expertise the contractor to negotiate with the respective national 

authorities to solve the contradictions, and managed to execute the contract. 

LACK OF SOCIAL COMPETENCES 

Since we are considering ourselves as a technologically advanced company, lack of digital culture and training is 

not a problem. Neither is the lack of a clear digital vision and management buy-in.  

Social competences can be a problem, such as intercultural skills, language skills, communication skills, 

networking skills, because most of us come from a technology background. These skills in this field, I think, are 

always something to improve and can cause issues in our daily work. 
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I would say that training, and re-training our workforce is one of the biggest current challenges to overcome. I 

say this because we need to deliver our products continuously and there is a shift from deliverable-focused 

project management to outcome-focused product management. To provide training for this is a great 

challenge. 

The ability to build and nurture social relations in our organisation is a challenge. To manage emotional 

reactions appropriately, enabling cooperation and teamwork is challenging. For example, when it comes to 

inter-departmental, inter-age groups, and international differences, all of us have to work hard to overcome 

problems arising from those. 

When we work in virtual teams by collaborating with overseas partners, having proper intercultural skills to 

understand different cultures, notably different work habits, is crucial. 

With skills required for our jobs changing faster, we are facing challenges in finding skilled workforce at current 

skill levels. Technology is evolving more quickly than ever before, and the talent pool in Hungary through which 

we have to select workers is shrinking due to declining workforce. 

MANAGING DIVERSITY 

Restaurant staff is usually a diverse one, in terms of age, background, experience, and soft-skills. Therefore, it is 

always challenging to manage such a team.  

The daily challenges we face are mostly coming from the lack of digital expertise. Many waiters are from the 

older generation, and this means that they will not prefer continuous learning. They might not like to keep 

pace with the ever-changing technology and can be resistant to change.  

This industry is primarily about people skills, so staffs are better in transversal skills, such as cooperating, 

networking, conflict solving, flexibility, interpersonal skills and working under pressure. 

MANUFACTURING COMPANY EXPERIENCE 

Taking into consideration the experiences of the previous interviews, this interview brought relatively little 

new. The participants were very helpful, at the same time the conversation was less “flowing”.  

Company culture - My impression was that the company might have a “we are the best” leading culture, lack of 

confidence - not openly, more indirectly -, accompanied by a less flexible leading style - organisation structure. 

I think this made the interview less fruitful. While in case of the other interviews the interviewees came up 



   
 
 

page 70 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

with thoughts, comments and ideas on their own or quite easily, based on the competence map or our 

questions, here we seemed to have bumped into a wall. 

The role of middle management in SMEs - The company has a very competitive IT system, the introduction was 

initiated and “pushed” by the upper management. They believe that at a SME the middle management is less 

important, the decisions are taken at the top management´s level. The middle management is more resistant 

to change according to their experiences, they had to be pressured. The middle managers are intelligent, they 

don't oppose openly, but under the surface. The fiscal workers are simpler, they express it more openly if they 

don't agree with something.  

Introducing i4.0 - In case of the mass production for the car industry the apply i4.0, while in the other sector - 

specific metal design production - it is not possible since every piece is unique, there is no serial production. 

The middle management had to be pushed to accept the change, the leadership´s strategy was to make it 

impossible to step back. “We burned all the bridges leading backwards, this way there was no other option but 

to go ahead. This made the middle management interested in bringing ahead the change.”  

COVID-19 -“Must is must. We worked from home; it was ok. Who works well, works well from home office too.” 

Otherwise it is better to work in the office, we have a nice work environment.  

How to motivate people - “with money and with individual tailor-made motivators. Everybody is different.” 

Language barrier - It is always the top management to communicate with international partners, since they are 

the ones who speak languages. They tried to organise language courses for the employees but they were not 

successful since people didn't take it seriously, on the other hand, the company couldn’t substitute the 

colleague during the learning time.  

Measurability, accessibility problem - the measurement of the production and its efficiency is easy. The 

measurement of the work processes is complicated. “We don’t have a clear and deep overview about the 

procedures. We should know how much workload do they require exactly, they should be more plannable, and 

we should know better how much workload can we put on people. They should be more accountable.” 

Communication between departments and groups - is a challenge. There is hostility between groups. They 

shouldn’t blame each other when problems come up, they pass information more efficiently, and should 

respect each other more. Positive attitude would be very important.  
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MISUNDERSTANDINGS ON BEHALF OF THE CUSTOMER 

Accidental or intentional (on the part of the client)? The written information sent by regular mail was 

misunderstood by the client. The case required top management (ownership) intervention - it was resolved. 

Overall: there seems to be a need to properly close processes and standardise customer communication. 

MOTIVATION MANAGEMENT 

In the case of young staff members, the ones listed under the motivational topics are observed: young workers, 

while looking for a challenge, get bored quickly. When facing a harder job with more responsibility, they flee 

(happened several times). 

They do not take responsibility for their own faults. At the very beginning of the quarantine, a Skype 

conference had to be organised with the client. The young employee responsible for the task always indicated 

everything was OK whenever asked by the management. It was found out in the very last minute that not all 

stakeholders had Skype installed on their computers due to technical reasons. The employee was not willing to 

take the responsibility and had a hard time understanding that he should have informed the management 

when facing the problem at the first place. 

MOTIVATION TECHNIQUES 

The company introduced the “Friday breakfast” routine. This is a breakfast for everybody, where professional 

topics are also discussed. The breakfast itself is loved by the staff; however, the activity and the willingness to 

participate in the discussions (interest, openness) are rather variable. 

Birthday and name day are celebrated jointly. 

The company won a strong notebook and it was given to the top performing worker for use. 

The company provides fee tea/coffee to employees. Senior staff may be approached with questions any time. 

It seems these measures are only appreciated by those who “got burned” elsewhere before, experiencing a 

less positive atmosphere. 

Based on the feedback, the company has eliminated all the avoidable administration, which is found to be 

motivating by employees. 



   
 
 

page 72 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

The two owner-managers dictate a very high pace (they work a lot themselves) and the staff finds it difficult to 

keep up. 

NEED FOR COLLABORATION 

The leader would be happy to delegate project tasks to a team of a limited number of people (staff) by means 

of assigning tasks to a group and asking for a volunteer to lead this group, then articulating that teamwork is 

expected i.e. several people should participate in the project and perform subtasks. 

You often find that whoever takes the role of the leader will perform the task alone or asks team members for 

very specific subtasks only and does not lead the project as a project manager (responsible person). 

According to experiences so far, the reason behind this is that whoever takes responsibility wants to receive 

recognition and praise alone, or there is a lack of appropriate delegation skills (ability to delegate or transfer 

tasks together with the relevant responsibilities.) 

OLD FASHIONED MANAGERIAL WAYS V’S DIGITALISATION 

A client of theirs, from the national authority, had a management from the eldest generation, and even they 

were very well educated and specialised in their area. For the last 5 years the company tried to make them 

accept the digitalisation of the administrative tasks, including paperless documentation. The main obstacle 

against this change was the fear the managers had – fear of changes.  

Thanks to the unusual COVID-19 situation, when most of the employees were forced to stay and work from 

home, one of the managers (she was the initiator of the changes, and has very good technical literacy), some of 

the processes were transformed. It was evident that the medium and lower level of employees welcomed 

those changes as they helped their unusual working process. And even the higher management, despite their 

previous reluctance, started to work with e-documents, even electronically signing using an advanced 

electronic signature. 

Unfortunately, as the management staff is very large, some of them continue to work the old-fashioned way – 

some of them due to stubbornness, others – to prove they were right. The interviewees were unanimous that 

the national processes are the major regulator in their client – sooner or later new people will become leaders 

and replace the present management staff, that still has autocrat, non-flexible managerial style, but the 

national administration system does not support other styles. 
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PUBLIC WATER SUPPLY AND WATERWORKS COMPANY EXPERIENCE 

Transition to i4.0 - Imagine, that a water pipe breaks in one of the frequented squares of the city and the water 

is running. It depends largely on the technical database how quickly we can fix it. We have to know exactly 

what kind of pipe is used there, what is its diameter, material, how deep under the grounds it is planted, we 

should see all this in an integrated engineering system, as well we should have information about the nearby 

public utilities. So far there is no such integrated system at our company, only system fragments. This causes 

time and energy loss and raises the risk of making mistakes. Solution: we are planning to introduce a complex 

information system integrating at least 3 areas: engineering, urban space-informatics and finance. From the 

SAP bookkeeping software, the consumers data will be integrated into the new system, e.g. they will know who 

lives in the given area and how to reach them in case or urgency. Till now 3 people were necessary to gather all 

this information from the different databases. Besides, the workers whose job is to fix the problems on the 

spot, will receive tablets: thus, they will gain instant, online access to all the important background 

information, besides, they will register the work process’s evolution in the system. The dispatcher will be able 

to follow it from the office, and in case it is necessary if things go too slow, she can step in to help (e.g. she can 

tell from which storage can the order a piece which seems to be out of the main stock). 

i4.0 drive- financial difficulties - We are a public company, in the last 8-9 years our prices are fixed, “frozen” by 

the Government. At the same time our expenses rose since we also purchase products from the free market, 

and there is a pressure from our employees to raise the salaries - we don’t have the financial background to do 

this. We can go ahead only in one way; we must become more efficient: i4.0 is our partner in this. Our other 

strategy is to fuel worker’s loyalty and make our company a very desirable work environment. It works. 

How to foster worker’s loyalty and motivation - Our motivation strategy is to create a very familiar, open 

minded company culture. E.g. positive motivations, financial rewards, personality/skill development trainings, 

public acknowledgements, family days, team building (the company gives a small financial support to do this), 

end of the year gala, mentoring of the newcomers, orientation day, information to all employees from the big 

bosses - respect, we finance reskilling and upskilling, we launched a VET academy to train the professional 

support we need, we invest in networks and promote networking, we publish flyers, info materials, we educate 

our employees to be “good ambassadors of the brand” - politeness, neatness, good communication-, we 

finance CSR projects (e.g. sports and cultural event, ecological initiatives - relating to positive challenges), we 

invest in good internal and external communication and PR, we cherish our customer relations, we attend the 

annual national event “VET DAY - Professions’ night”, we have a humanitarian and positive mission which is 
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positive for everybody (providing and taking care good care of water). “We built a very strong brand. Even if 

our salaries are not as competitive as others’, people want to work here.”  

The introduction of i4.0 will save time - the work hours spent on data registration will significantly drop. It will 

affect the data administrators most. “We don’t want to fire them, but we want to have a clear picture about 

the free capacities. So far it was “hidden”. The free workforce will be reoriented to fulfil other tasks, which at 

the moment struggle with backlog. We want to have a smooth, gradual transition”. The remuneration 

(rewards) will be also given more objectively, if we can trace the time spent on the different work processes. 

“Things will be more transparent. Yet, we want to motivate people positively, not by means of punishment. E.g., 

reward those who arrive in time and take on their shift quickly, instead of spending half an hour having 

breakfast and cigarette in work hours”.  

Managers are built, not contracted - Our managers came from a different background, usually they started as 

simple employees and throughout the years they worked their way up, professionally. At the same time their 

managerial skills are not automatically at managerial level – we provide in-house training to them. 

Communication training is one of the key competence buildings. “They are “functional” managers, not leaders. 

The biggest challenge is to motivate them to be open to change.” They want to keep to things which proved 

good and worked well in the past, they don’t believe in new things, they are afraid to take risks - however our 

company policy is fairly tolerant, says that only those who work make mistakes -, and they are reluctant to 

learn… These are the most typical resistance factors.  

RADIO NETWORK / TELECOMMUNICATION EXPERIENCE 

Added value – clients sometimes ask very specific things/solutions – they have their mind set on a solution 

already- and in this case developers - interviewees´ company - can't come up with innovative ideas, they can’t 

add value. This is less innovative and less motivating for the specialists. Motivation, creativity and adding value 

is important for professionals –it is difficult to make it part of the daily work in case of modern and very specific 

solutions. 

Organisation culture – home office/distance working – at this Portuguese company the management and the 

organisation culture favours working in presence. It is seen as a way of expressing loyalty towards the company 

and the work as well as a forum for building relationships among employees. Portuguese people value personal 

contact and collegial relationships a lot, therefore the above situation has societal roots as well. It is an organic 

part of the team's morale even though it doesn´t favour efficiency according to the engineers. The longer work 

hours translate to better engagement. Distance working has been a source of mistrust in the eye of the 
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management, they doubt its transparency and efficiency. Being away from the workplace means being out of 

the work team. We should find a way to translate a face said «bom dia» to emails. „What is said personally 

counts more than what is reported accurately from distance, when it comes to decision making”.  

Since distance working is not part of the culture, it is an additional obstacle that many people don't have 

appropriate workstation at home.  

The COVID-19 pandemic forced quarantine on the company, everybody had to go into the home office. The 

online communication has been smooth (MS teams) and all technical backgrounds proved to be perfectly ready 

to support the smooth continuation of work. It became evident that people became more efficient – this was 

an important revelation for the management, and its reasons should be further analysed and better 

understood. The way of working will probably change in the future as a positive outcome of the pandemic.  

Flexibility – the company does „body landing” – sends experts to the clients for a few months or years – which 

implies moving with the family frequently. Even if the work would be perfectly doable from distance, in 

Portugal they are expected to go there personally. In Portugal all engineers of this field work in Lisbon or in 

Porto – this makes the country „unipolar” and goes against the current trends. 

International comparison from one of the engineers who worked a lot abroad, in countries with „colder social 

interaction habits”: In Germany people don't really live „social life” in the workplace, there is maximum a 

common lunch and that's all. Therefore, there is no real difference between home office or presential working. 

In Central European countries at Vodafone people work 40% (2 days a week) in home office, at Ericsson UK 

even the „insiders” work from home, just as radio engineers in Austria (only the employees who live in Wien go 

to the head office). The rules, expectations are clear, the cooperation and info sharing is transparent, it is more 

agile. 

Information flow and organisation structure – it should be specified and thought over what kind of information 

to share with whom and how. Well elaborated communication protocols are missing. It causes additional stress 

that I don't always know from whom I can get certain information. It is a source of both personal and 

professional frustration. The informal organisation culture has this negative sides as well. We don't know what 

is the exact function of certain colleagues and who deals with specific tasks/things first hand. I have to ask 

around among the older colleagues, till I find my way to the information owner. This takes time from me and 

stops the workflow of the others as well, since I interrupt them. This problem is even heavier on newcomers. 

The organisation structure should be transparent and evident, while communication should be much more 

efficient and organised. Efficiency Shouldn´t be sacrificed on the altar of coffee breaks.  
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Measurability – how do we measure how much each individual works and how efficient the work is? Currently 

it is a black hole. The work has to be done for sure, but no one knows how much time is lost in empty social 

interaction (e.g. coffee breaks) and laziness, instead of helping each other, sharing knowledge, learning new 

things, or being with the family. Bad administrative procedures are time killing, but good ones would make the 

system very transparent.  

Learning, self-development and motivation – a. There are usually recommended short courses that we can 

choose from internally, I do the ones that interest me. However, systematic learning and development is not 

taken as priority in the organisation. It is the most difficult for freshly graduated newcomers. I always observe 

and ask more experienced colleagues to learn from them. In case of distance working this informal 

„shadowing” /„mentoring” couldn´t be done, but team buildings could be a perfect occasion for that. Team 

buildings should not only be about dining out or paintball fighting, but should give opportunity to learn from 

each other too. 

b. It often happens that I have to wait till the program is running/the computer is working on something. I take 

advantage of this time and I do online courses. I reinvest it into my daily work quickly, it is useful. If there is no 

such list of available trainings, I think it should be asked from each employee, what competence does he/she 

feel necessary to improve in order to feel/do better at work – and the company should support this. It was a 

good policy at Google that every employee had one weekday to work on an individual, self-initiated project. It 

gives a chance for self-development and it is motivating – this positive enthusiasm can be channelled into the 

other projects and tasks afterwards. „Who doesn't know the feeling of «I wanna make this project pretty 

awesome», on the contrary, invests only the minimum energy just to get things done, that person will be hard 

to motivate, even less in distance working, in home office. That person will be lost for the team.”  

Positioning – Those who can't do small talks, engage in social interactions at the workplace, position himself 

within the team, will lose face”, he will be lost. In the lack of motivating professional environment, socializing is 

the key of positioning, not the professional merit. Instead, work should be motivating and inspire us to be 

better in the job, share, help each other and learn from each other. This would be an other kind of positioning, a 

healthy one. It should be handled separately: time for socializing, focusing, info sharing, learning time. 

Managing changes - Generation based differences and issues are not relevant in our case, it is more about how 

each and every one manages change and how is the attitude regarding „traditionality”. We can make 

friendship with changes if we expose ourselves to it. E.g. by job rotation. At the beginning it will be difficult but 

after the initial hardies people get the hang of it. It should be obligatory, or already defined in the employment 
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contract, e.g. you will do this job for 2 years, then something else, but we can't specify yet what that will be. In 

this field we have to be agile, it is not really possible to plan years ahead. 

RESISTANCE TO CHANGE  

By the very nature of our business we are often subservient to the desires and goals of our clients. While as a 

consultancy our job is to offer the best solutions, sometimes the day to day reality is that you end up doing 

what the client wants even when you have advised to go a different way. 

RESISTANCE TO CHANGE 

1. The responsible financial and accounting specialist, a person on the border of the generations X and Baby 

Boomer, was tense because of the implementation of a new billing system (new tool and different logic). He 

considered the new solution impossible and was afraid of the task. The manager was forced to confront him 

and eventually had to start the transition before said specialist took up his courage to get involved. 

2. The current Managing Director has been running the company for a few years. He was appointed as an 

employee (and was offered ownership in the company.) Previously, the structure was not transparent at all and 

the company operated on a rather ad-hoc basis. Even now, older employees are sometimes reluctant to work 

according to the new, transparent, performance and development-based remuneration system, yet they adapt 

to it and stay with the company. Dealing with the situation makes the manager very busy. He wants employees 

to understand the reasons behind his decisions. 

SET OF CHALLENGES 

IT: Introduction of new purchasing system adding unnecessary layers of bureaucracy 

Motivational: Diverse work arrangements leading to an increase in office politics, inner circles of nice work v’s 

graft work. 

Innovation: Often becomes a buzzword, a veneer, without any innovation – hard to point to / measure specific 

outcomes; more of the same presented differently – becomes discredited through overuse without producing 

tangible results. 

IT competences: Virtual communication skills greatly enhanced – particularly since COVID-19, i.e. rapid 

adoption of pre-existing technologies only when there was no alternative – “Necessity is the mother of 



   
 
 

page 78 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

invention” comes to mind. Motivation to learn in order to survive, Maslow’s lower-order needs rather than 

achievement / self-actualisation. 

Motivational competences: All of the transferable skills listed are becoming more essential in unstructured 

entrepreneurial work environments in particular. Increased sub-contracting / gig economy necessitates the 

development of these skills as core skills, not optional extras as they may be in larger structured workplace 

where policies and procedures are more important.  

Innovation competences: All listed skills are essential in most workplaces as part of an adaptive strategy to 

respond to increasing speed of change and shorter life-cycles. 

SET OF PROJECT MANAGEMENT SKILLS 

Most of the companies nowadays work on projects, which requires communication and collaboration between 

different teams and departments. For the projects to be successful, team members need to possess empathy, 

collaboration skills, project management skills, so that they can collaborate inside a digital environment.  

A problem situation is when companies are trying to implement project, which have strict deadlines and 

limited budgets. Managers and other employees need to possess project management skills in order to be able 

to complete the projects assigned to them. 

A concrete problem was when we faced the pandemic. We had to apply teleworking and transfer all our 

activities on line, e.g. seminars, conferences, etc.  

SETTING VISION AND MISSION AND OBJECTIVES TO PROJECTS CHALLENGES 

Setting clear vision and mission and objectives to projects is a problem, especially when dealing with virtual 

teams. 

• Lack of using face-to-face communication is problematic.  

• Team members can disappear, which can have a great effect on productivity.  

• A code of conduct might not be established often.  

• Not everyone is kept in the communication loop.  

• Sometimes there is no process in place for addressing conflict.  
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• Keeping team members informed of project progress is usually a problem. 

• Establishing norms and protocols for surfacing assumptions and conflicts can be a challenge.  

• Rotating meetings through time zones is usually difficult. 

SHARING EXPERTISE, TRANSITION OF COMPANY’S SKILLS AND KNOWLEDGE 

There are several types of problem situations in the daily work life of a certified laboratory for testing water 

meters, but the one that occurs quite often, is connected to the testing of old-fashioned, but still operational 

water meters (domestic or industrial). 

When such water meters are presented for regular maintenance or service and technical knowledge of the old 

modifications is required, many young employees do not have the technical competences and because the 

laboratory is certified and certain procedures must be followed, then mixed teams are quickly formed. During 

the test/repair works, internal training is conducted by older laboratory technicians. Very often young 

laboratory technicians do not know the outdated technologies and do not want to take the risk to perform 

repairs without the presence of experienced (older) colleague. This is the reason why in the company the 

management decided to create their own handbook, collecting old-fashioned models’ schemes and common 

problems with them, as well as step-by-step operational guidelines. 

SMALL BUSINESS CHALLENGES 

Those who can afford new technical systems do not know how to work them properly and do not get the full 

benefit. Also, the companies providing the software often do not show businesses how to use them thereby 

ensuring that they have to come back at a cost to make changes however small.  

With regard to some of the challenges e.g. mentoring to increase personal and workplace efficiency, the time 

required to do this is often not available, many SME owners end up cancelling events/courses etc., with so few 

staff, any absenteeism results in production delays etc and the owner/manager has to fill in for the absent 

employee.  

The SME Owner/Manager is also the safety, quality, financial manager, the supervisor, the worker, human 

resources etc. Particularly in the very small and micro sized businesses. Many businesses have <5 employees. 

Family run SMEs are slow to change, the older generation are resistant to change and do not strive for 

continuous improvement or growth. A small business with 130 employees, family run, had an opportunity to 
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supply a large retailer but in order to do so, much of the usual records had to be done online. The older 

generation was resistant and the next generation did not have the education or knowledge to move forward 

with the retailer. 

SMART CITIES EXPERIENCE 

Divers teams, diversity management - in a smart city project like ours we have a very diverse project team. It 

was created just for this purpose and it is made of members coming from very different organisations and 

professional fields, e.g. municipality, public services, ICT companies, NGOs, universities, project management 

companies, etc. It is very difficult to define how to work with so many different kinds of organizations and to 

coordinate them well. There are no existing procedures, processes to build on, we have to always find new 

solutions. Monitoring, assessment is also a new thing that we have to work out with all the participants.  

Innovation challenge - Not only the teams put the goals are also new, we want to innovate, it is a creation in 

constant progress. Therefore, we have to test a lot and based on this set our next assumptions to the ground – 

it is a gradual development track. On one hand, it is difficult to foresee the future steps, the outcome, impact, 

benefits, etc, on the other hand some stakeholders would require facts and previsions, e.g. municipality, 

investors. We have to sell solutions that work, we need to deliver – all these interests can be very different.  

Often even the key stakeholders don 't know what is what they want. Most of the time, in cities, the governing 

team is not so technical. They are politicians. Sometimes, they establish very concrete goals: e.g. we want to 

save water, and the smart city project focuses on this. This case is a simpler development and does not involve 

that many other partners. If you are managing something which is social innovation, it gets much more 

complicated, it is difficult to define the concrete goal, and you have to reach a critical number of people to 

make it work. This requires finding the right form of communication and psychology behind.  

In technical projects: problem solving is a good approach, we focus on the challenge and find the best solution. 

In social projects: it is a whole new ground. Transversal skills play much more importance. The background 

system, data and the technical tools have to be fully understood, but first of all you know how you engage with 

the people. There are alternative currencies, solidarity issues, etc. To sell a new idea to the public, we need to 

understand the people, their beliefs, attitude, what they need, which approach to use to match the priorities 

inside the community, local business owners, and how to motivate them. The technical aspect is only a 

secondary thing. We keep on checking back, it is an organic development. 
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Communication and coordination - The tricky part is to ensure a participative coordination and management 

style at the same time to make people accountable. When I assign tasks to the team members, even if I explain 

it well, it won't be fully understood – that person will have individual perception. It depends partly on me, if I 

am a motivating coordinator, and largely on the individual to decide, if he will lay back and do just the basics, 

or he will invest more and come up with a proactive attitude. A lot of people lack this attitude of proactivity, 

curiosity, or right the opposite, they are narcissistic proactive and as such they don't hear the voice of the 

others. The teamwork and cooperation are essential, and in project teams which are very diverse and 

temporary – it is a huge challenge. Flexibility is essential.  

E.g. Politicians will always focus on the macro picture. They give the job to the experts to work with the 

subcontracted company, they just want results. I work with many different teams, experts and every 

participant should understand what is going on – communication is essential. But what is the right proportion, 

how much should I go into the details, how much information should I share with the different stakeholder 

participants? Nowadays I don't explain that much the whole outline and all the aspects, instead, I focus on 

motivating the team and driving the focus on more concrete things, on the next steps. This way they can see 

results, feel success, feel that we are advancing. People need to see things happening, if they don't see, lose 

productivity, interest, why are they doing it. I used to want to please everyone, now I want to be clear where we 

are going, what is the task with everyone. I need to keep the core and guarantee the momentum.  

The role of the coordinator: spends 40-50% of the time on sharing information between people and ensuring 

that people use the technical tools in the same way, if necessary, I train people for that. I am explaining goals, 

doing speeches, giving feedback. It is a learning curve … 

Technical tools - People don´t want to spend a lot of time in learning and training their competences on new 

technical tools. They want tips, 5-10 min explanations, just to be able to use things… UI and UX should be 

focused on people´s former experiences – “is it similar to expel, or Trello”, so they can relate to something. 

Usability comes first. 

Diverse end users - In a smart city context, our no.1 target group are the citizens. E.g, we think about the 

Historic City Centre visitors, residents, decision makers. The outcome of the innovation project and the 

conclusions from the data we gather and elaborate have to be shared with them in the most digestible way, 

short, interesting, engaging, representing added value, etc. We have to personalize the information. The same 

outcomes will have to be structured and passed to the technical end users – e.g. service providers, in a very 

different way / for data analysis, service optimization, development of new services and to support decision 

making. 
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SPEED AND QUALITY OF CUSTOMER SERVICE 

The person responsible makes a verbal agreement with a customer, promises a written quotation, which is 

never sent. There is no follow-up (sending the quotation). 

The number of cases is increasing, there are problems in follow-up. This is partly a competence issue and partly 

related to the process/customer management system. 

This happened with a major partner.  

STRESS MANAGEMENT, TEAM BUILDING, COMMUNICATION 

The team recalled a stressful situation – while organizing a big event of the global network CEED (they had the 

task to organize the 10th anniversary), and despite the relatively large team involved in the organisation, due 

to the great stress (accumulation of urgent tasks in a short time) the skill Empathy evaporated and this led to 

the collapse of the team. The principles of equality, good communication, etc. have been abandoned. The 

conclusion is that there was lack of personal skills for stress management. 

The solution the team came up to, was an initiated hug to quench the negative energy as temporary solution. 

After the event, however, there was still some bitterness from the accumulated stress and negative 

relationships, so the management decided to organize a breakup and team building with many exercises. Some 

team-members have left after all, that now is acknowledged as a plus, because in this way the company 

formed a strong core. 

STRUCTURAL CHANGES LEADING TO TRAINING AND SHARING EXPERTISE 

A situation where the company faced a big challenge was when we restructured the whole strategy of the 

company. We created new models for developing products, which was a big and time costly project. During 

this time, we realised that we needed to learn new skills and education programmes for our employees were 

deployed.  

A concrete problem which we have faced and where those skills proved useful, was when the company merged 

the Veropoulos chain. We experienced major changes in company structures and systems. People needed to 

adjust. The best way for preparing them was to communicate our plans with them and keep them informed. IT 

was very important for all employees, new and old to learn how to cope with new technologies, that is why we 

created manuals for them, which contained basic information about the new technologies, steps on how to 
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operate them and also terminology. In order to create these manuals, all company departments had to 

cooperate. 

SUPPORTING INNOVATION 

An employee proposed a change (media appearance) and the manager accepted the proposal, supported the 

employee in the implementation (he was given a training opportunity, then he started the implementation, so 

changes indeed started.) 

SUSTAINABILITY 

It is one of our corporate values, while also being legally regulated in many areas (handling of packaged parts, 

machine rags, used oil, etc.). 

It needs to be organised and documented. Changing regulations present us with tasks and require our efforts 

continuously. 

The company wishes to switch to paper free operation wherever possible.  

TEAM BUILDING AND KNOWLEDGE TRANSFER 

Knowledge passed down from one generation to the next through practical work practices and on the job 

experience.  

Team lunches in recognition for the work load completed.  

Company representation at networking events where employees were given a chance to meet with other 

company representatives and build contacts themselves.  

Listening to staff members ideas, following through on good suggestions and supporting decision making.  

Emergence of new technology can be difficult to keep up with and expensive to adapt. 

THE OLDER COLLEAGUES WHO ARE OPEN TO NEW THINGS 

If we think in terms of a tender system, then in the case of most tenders we find that they start in one direction 

but change direction five times by the time a final product is born from it. 
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TIME AND RESOURCE MANAGEMENT 

An example I could give you is when the company is assigned a new project, with strict deadlines. The 

employees have to understand the stakes and apply time management skills in order to adjust to the new 

realities.  

TOLERATING UNCLEAR SITUATIONS 

Present at both management and employee levels. It is important to draw conclusions and incorporate the 

experience into our operation. (Incorporation into processes and procedures.) 

Example: the topics mentioned under customer management 

TOO MANY TRAININGS V’S LACK OF KNOWLEDGE 

Coaching and leadership training also have drawbacks. If someone is involved in too many of these, they tend 

to constantly wait for someone to hold their hand and apply only what they have learned. Management 

members tend to keep the interests of the company in mind rather than their colleagues. 

Lack of knowledge of internal regulations can also be a problem. The biggest challenge is often that existing 

internal regulations stand in the way of following the technology. All in all, we can say that we should not 

dream too big at first, we even must be behind the technology. 

It is important to motivate colleagues to learn and develop. For example, a line worker becomes an operator: in 

this case, it is important to get acquainted with the system, for example, he knows what he sees about his work 

on a dashboard, what it means and how he can influence it with his work. 

WORKS WELL IN IRELAND 

• Research topics and funding available 

• The quality of research and its outputs are fantastic 

• There is a core group of forward thinkers willing to engage and collaborate and they are wonderful, we need 

more. 
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WRITTEN COMMUNICATION 

Written communication is important and it needs to be clear. 

Formal communication with clients is managed by a single expert, it is probably worth expanding the circle and 

clarifying the processes. An internal reorganisation is underway in this regard. 

A seasoned manager experienced in customer management could organise a better process and improve the 

registry system, but he doesn’t do it, claiming he has no time for it. We have a calendar feature (every service is 

recorded and these data are accessible by everyone in the organisation) but calendar appointments and 

deadlines are rarely met. 
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Annex 6: Concrete examples of specific skills diversity by generations 

Bulgaria 
 

1 

“In our company the average age is 40 (between 35 and 45), so internally we did not notice a difference 

between the skill/competence level of the different generations. For the team, there are personal differences, 

based on the individuals’ interests.  

As the team is very unite (family business), we know each other from a very long time and know each staff 

member strengths and weaknesses, and sometimes even without direct communication, we distribute between 

them the tasks (sales & marketing, distribution, design, etc.).” 

2 

“Our company has a long-lasting experience in training students from the IT schools and universities 

(placement), and our staff varies from 35 to 60 years old, so we had internal idea on the differences between 

the generations. 

In general, the youngest are easily adapting to the new devices and software, but they lack focus, cannot read 

with comprehension, and as a major weakness – they do not have the functional literacy. 

When it comes to the eldest, it is usual for them first to try solving a problem by themselves, and in case they 

have some unsolved issues, they are ready to seek help. 

The weaknesses with the younger generations could be explained the lack of placement practices in the 

Bulgarian Universities – during the last 20-30 years real placements in real companies are not part of the 

compulsory training.” 

3 

“When it comes to level of expertise, the eldest populations are more qualified, but their level of knowledge 

about technologies is lower, that is the reason why our company created teams with representatives of various 

generations. This way the young designers visualise through technologies the vision a constructor with 40 years 

of expertise has, and this way the youngest also benefit by learning the profession. 
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Last year we had a trainee from France under ERASMUS+ programme, that also benefited from this kind of 

knowledge transfer from eldest to youngest, and from the practical skills she acquainted.” 

4 

“There are differences for certain, not only individual, but between the generations. The experience we shared 

with our clients is about the mentors and trainers – people with enormous experience, and the end users, that 

have different generation profile.  

In general, the eldest population has common characteristics –calmness, stable manner of reaction, no panic - 

count to 25 before speaking. When it comes to younger entrepreneurs, most of them know their final goal, but 

are impatient. For them, learning the social competencies should be emphasised, whilst for the eldest – more 

focus on the technical skills related to the new technologies. 

Older generations find it harder to get out of their comfort zone, while young people have a lot of energy and 

enthusiasm to experiment, as long as they are not discouraged by previous experience and do not have much to 

risk. 

There is also knowledge and skills that people lack, regardless of age - for example, with an innate lack of 

empathy, with a lack of personal priorities, when they look for faults in others, when they have too many 

personal stressors they cannot deal with.” 

5 

“The examples are endless, still it is not correct to divide people according to their age. More or less the 

differences depend on the emotional intelligence of a given person. It could be generalised thought, that despite 

their age, the managers of successful businesses are flexible, willing to take risks, adaptive, with vision and 

motivating managerial style. Again – in the national administration, the older generations have very well-

developed social skills (due to their education and previous experience). On other hand they are afraid (probably 

they feel uncomfortable to show they do not know something, or are afraid of the new technologies) to show 

any weakness.  

As a conclusion, we believe that the representatives of the middle generations are those to serve as mediators 

between the youngest and oldest populations, to “land’’ the young workers, sharing their experience and 

previous failures, but to extract the new ideas and to convince the oldest workers that they matter. Such 

collaboration is much appreciated.  
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As management is a sort of psychology, we established а practice to create mixed teams so that the 

generations understand each other and benefit from each other.” 

 

Greece 
 

1 

“Young employees seem to be more resistant to technology advancements and changes and they could adapt 

more quickly and easily. On the other hand, older employees were more competent in working in teams and 

they could collaborate more easily with their peers.” 

2 

"People belonging in different generations, sometimes find it hard to communicate. Especially top management 

needs to find new ways of communicating to younger generations. They need to adapt. Although younger 

employees have advanced technical skills and are good users of technology, if you change the data, they get 

confused.” 

3 

“Of course, there is a difference. Younger employees are more efficient when working with new technology. 

They understand its potential and its limits. Older employees still use the phone when they want to 

communicate with someone and still write notes by their hand. On the other hand, older employees in the sales 

department are doing better than their younger peers, since they rely more on personal contact with their 

clients.” 

 

Hungary 
 

1 

“In hospitality it was a bit different than at digital companies: Younger hospitality staff tends to be better with 

digital certainly. The virtual communication skills of younger staff are better, and overall, their technology 
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competencies. They appreciate continuous learning, the evolution of technology, understanding IT security, and 

openness to change.” 

2 

“In digital, the skill difference for younger staff was highlighted as follows: Younger researchers tend to be 

brave and do their jobs with passion and creativity and they are really good in solving problems. They 

communicate in a different ‘sphere’ with all the online methods while the older members of the project teams 

are more old schools. They are reliable though but need more technical support.  

Creativity and problem-solving skills are however making younger generations more efficient when it comes to 

dealing with strict deadlines for example, or when solving complex problems at least in software development 

tasks. 

Generation Z aren't afraid of failure, and they look for opportunities to implement new processes or techniques 

more often than older colleagues do.” 

3 

“Older generations have better communication skills than of Generation Z. They communicate more openly and 

make objective decisions rather than subjective ones. Older staff develops team climate and resolves 

disagreements more easily than the younger staff.  

The more experienced staffs are excellent in communicating, conflict solving, interpersonal skills, and emotional 

intelligence.” 

 

Ireland 
 

1 

“Depends on what is meant by expertise. Generalisations follow!  

Most Gen Z have much better IT capability than prior generations; but may have more superficial knowledge – 

their IT competence can be impressive, yet mask their incompetence in other areas. Generation Alpha has a 

more virtual reality, raised in the era of smartphones and Google competence rather than building foundational 
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reserves of retained knowledge which can be integrated with current knowledge. Although broader, this gives 

less depth to their perception. 

Concrete examples – short-termism in perspectives, from macro-economics, investment returns, to political 

expediency. Shorter life-cycles create expediency. The need for self-promotion in workplaces; the cult of 

celebrity crossing all disciplines. Manipulation of information to suit specific purposes, fake news / tenuous 

relationship with ‘truth’ seen as increasingly acceptable, subjective commodity.” 

2 

“Experience of Gen Z is their desire to avoid “waste”, preferring to automate and simplify, so aligning perfectly 

with the advancement of cyber technology. They have a very agile mindset and adapt easily. The downside is 

they don’t always see the bigger picture. Growing up with heavy use of mobile devices can lead to a lack of 

patience to get to the bigger picture and could lead to employee commitment challenges.  

Gen X on the other hand are very committed to an organisation and associated strategies, however, the 

downside is they can be very resistant to change, but this can be addressed through continuous effective 

leadership throughout an organisation.  

Ultimately, a mix of generations structured appropriately within an organisation is beneficial to keeping pace 

with technology while maintaining commitment in meeting organisational goals.” 

3 

“Yes and in particular, technology, social media skills and understanding IT security. The technology 

development and speed of same have left us the challenge to harness the technology quicker and efficiency of 

applying same. 

Eg Younger members of staff don’t have to require as much upskilling on media skills as it is inherent in their 

daily lives anyway. Older members of staff are challenged as it is more of an adjustment in daily competences 

and is very necessary in role as Market Researcher to be proficient in media skills.” 

4 

“I would say that in our company there is a very diverse mixture of ages, and in general there is not any 

noticeable difference between generations, or at least not one I put down to generational differences. I would 
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say have occasionally encountered some people in the industry that lack somewhat in emotional intelligence, 

though I would say everyone can be guilty of this from time to time.” 

5 

“I would notice that older generations find it much more difficult than younger generations to adapt, learn and 

use technology. We bought a software package on request by the client which improved efficiency of work 

practices, eliminated the need for paper-based records and provided cloud-based storage which could be 

uploaded on the go. However, it was much harder to train and convince older generations of its value and 

efficiency.  

Yes, over the years I have noticed a difference in the skill, competence, and interest levels in certain areas based 

on generation. During my time in one of the companies I worked for there were a group of individuals with 

varying levels of computer competency. One of the individuals was a highly experienced print press operator, 

but he had no interest in learning about Microsoft windows or personal computers. I was responsible for 

providing computer-based courses to the employees and in the case of the printing press operator, his manager, 

the print press operator, and I agreed that a short demo of what personal computers could do was sufficient in 

his case.” 

6 

“Education: in many family-run businesses handed down from father to son/daughter, the second generation 

do not always have a good level of education. Some have entered the business directly from school. Not as 

prevalent with Gen Z as it was previously. 

Another challenge for a number of family businesses now is the continuation of the business into the future. 

Business owners who have Gen Z children have had a third level education or in the process of achieving this 

and have no interest in taking over the family business. Some SMEs will die or possibly be sold and bought up by 

the bigger companies.  

Although Gen Z may not want to take over a family business, there are businesses where this generation assist 

the older generation with technology, researching information, interpreting legislation, sending emails etc, 

collating data, etc.” 
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Portugal 
 

1 

“I have an under 30-year colleague, she has a lot to learn still, but she is developing super-fast. I am 42, mother 

already, I don’t have that much time to invest in learning as she does, but I have a lot of experience and 

knowledge already. She can be a future manager. Young people who join, learn and develop, will be promoted 

soon. Not because of their good people skills and maturity. They sour “super-ants”. She takes all the 

opportunities; she has the energy to do it.  

For me, she was a positive surprise. But she is not the only one, most colleagues of her age are alike. They are 

interested, they pay attention, and they own a lot of self-importance (I don’t mean consciousness). The negative 

side of this attitude is the egoism and the lack of respect/consideration towards others. She doesn’t value other 

people enough or their inputs to success. Success should be shared within the team, a good manager knows it, 

won’t harvest it alone. In the long run it is a problem: when they become managers. Since a manager should 

lead people and elevate people, so they all do their best for the common goals. But this over ambitious 

mentality transmits something else: everyone should work under me. She is a team player only until her 

convenience, but won’t help others proactively. It should be about the cause, not about the individual. She and 

her generation seem not to understand it well enough.” 

2 

“Different work style: E.g. Most of our head storekeepers are from older generations, while the subordinate 

storekeepers are younger. The older workers want perfection, counting-recounting things. The younger workers, 

on the contrary, want a digital system (LOT) and keep as little information in mind as possible, more in the 

computer. The elders doubt that a digital storage system would work well, they think it would be too 

complicated and expensive… The youngsters think that without a digital storage system they will never save 

time and will never have enough holidays. This problem is still existing, even if the manager is favouring the 

latter point of view.” 

3 

There are less old-generation colleagues, more young people (they join the company after university). “I think 

it is a financial question, the employer doesn’t have to pay that much for the newbies, and young people can be 



   
 
 

page 93 
The European Commission's support for the production of this publication does not constitute an endorsement of 
the contents, which reflect the views only of the authors, and the Commission cannot be held responsible for any 
use which may be made of the information contained therein. 

 

 

socialised to the company’s work culture.” “Young people think that they will have career opportunities and 

high salaries later on, that they will become millionaires and big bosses - with less work. But in reality, few can 

get used to the work, acclimatise and recognise that sacrifices are unavoidable. They give up eventually and 

switch job, keeping up the same hopes for a high salary and less work. Those few who get strong and stay, will 

be too proud of its merits, and in case there is no appealing career evolution possibility or extra 

service/rewards, they get disappointed”. If the company employs over-educated people, they won’t stay if 

there is no chance to climb up higher/or get a promotion. Older generations had to work harder to achieve 

something, had to be more resistant and show more patience and endurance. Todays’ youngsters would also 

be able to do this, but they don’t want to do it. In order to invest more than necessary they must feel very 

motivated. “I am 59. I often go in, when there is an emergency, even if it is overtime and I am not paid for this. 

But I feel responsible, this is my job. A young colleague will switch off the phone and won't even be accessible. 

They go only until the limits of their task. I consider this as an emotional gap, emotional poverty.”  

4 

“I am close to 60 and I am the CEO, yet I keep learning ICT from our younger colleagues. This is motivating for 

them; they can show their skills and they receive acknowledgement from me.” She thinks that young people are 

stronger/quicker in researching while older people are more accurate and precise. This skill I miss from the 

younger generations. They are full of energy but they get tired quicker, then they get disoriented, 

deconcentrated, bored, they give up. Just because it is their duty, they won’t do it if they are tired, they get 

nervous and that’s it.  

“E.g. Young colleagues don't like to double-check; therefore, they often make mistakes. On the other hand, they 

know better what/how to sell to the clients. 

Solution: I like to create mixed aged teams - they receive a common task. They can learn from each other. I 

mentor them at the beginning. At the beginning it requires much attention but afterwards is goals well alone.” 
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