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P R E F A C E 
 
We live in turbulent and uncertain times, that have not been recorded in human history. The 
changes have affected all areas of economic and social life. Information technologies and 
organizational concepts fundamentally changed the ways of business, design, organization and 
methods of communication. Traditional organization and management have disappeared or are 
disappearing. Nothing is as it used to be, and nothing will be tomorrow as it is today. 
However, the changes the least affected management profession, and especially top 
management. Operational and tactical management have experienced certain transformations 
and improvements. Especially the middle management reduced its complexity, so the top part 
of the job took over a top management, and other part took over the lower management. 
However, strategic management is still working in the traditional manner and as such becomes 
an obstacle to further development and improvement of the organization. In the third 
millennium, strategic and top management will undergo radical changes, and thus enable higher 
performance and corporate development organizations. 
Regardless of the diversity of approaches, the fact is that CEOs in the third millennium must be 
oriented primarily on defining goals and creating a favorable business environment to 
implement those things. In order to realize that, it is necessary to attract employees and other 
constituents that directly or indirectly participate in corporate effects. In this sense, the 
willingness of management to give up the goals that do not provide effects or may be seen as 
non-purposeful is of great importance. This suggests that future management will not be able to 
manage the company based on charisma, but only the team actions and putting in the center the 
human resources of a company. Practice shows that companies like General Motors, ATT, 
Sears, Wal-Mart, Marks and Spencer, Kmart, Motorola, etc. had an outstanding success thanks 
to the long-term policies. However, it was possible in the past. In a situation where changes 
occur rapidly, policy or management strategies must be changed at least at the speed at which 
the environment changes. Therefore, each year the company must to review the adopted 
concepts and prepared answers. Those who think that will be successful today using strategies 
or concepts from the past today, are doomed to failure. 
The current economic crises are at the same time political and moral crises. It turns out that the 
moral crisis pushed into the background the other elements of the global crisis. The largest 
number of companies has failed because high quality staff left. Research shows that the 
strategic management of corporate affairs in addition to corporate jobs often performed private 
affairs in parallel. There was no trust between management and employees, but among the other 
actors and partners involved in the production of products or services, either. Accordingly, the 
key to the success of future managers will be staff i.e. the respect and trust. However, the 
respect and confidence in corporate organizations cannot be provided with stories, but by the 
example of CEO. The first people of the company should be honest and trustworthy, so this 
"virus" could spread vertically and horizontally through the organization. 
Accordingly, the job of the management will look like the orchestra conductor. "There are stars, 
to which you cannot give orders, and there are people specialists who work behind the scenes, 
there is an audience that enjoys, but also evaluates the performance of play and CEO. Each 
group is different. Although the quality of performance depends on all the groups, however, it is 
the conductor who collects the results and according to which even the bands are called upon. 
Of course, for all the bad things about quality no one will blame the individuals from, but the 
conductor. Accordingly, the CEO is the conductor of the corporate organizations that collect the 
results, but bears the responsibility for failure solely. 
In most corporate organizations, CEO's task is to bring together highly specialized and 
professionalized staff, create team spirit and work on recruiting people to broadcast, and then 
implement the idea. This is not about highlighting his personality and charisma, but to be 



VII 

different regarding the old bureaucratic structure and a CEO who managed using "a carrot and 
stick" access. This is not about restraining from giving orders or controlling, but knows when to 
apply ordering, and when to win individuals or partners in business. However, in global terms it 
is necessary to use the concept of attracting people for the implementation of management 
concepts and apply democratic or liberal management style, which is the hardest but the most 
effective. 
All countries at the global level, i.e. the market economy countries, especially countries in 
transition as Serbia, have to bear in mind the direction of management in the future. This is 
more so because it shows that the developed market countries still operate on the principles of 
classical management and organization, which gave excellent results a few decades ago, but not 
in modern conditions. Countries in transition are not built up yet the management as a 
profession and as a modern concept of managing corporate type organizations, but also all 
spheres of life and work. Without management and respect for these changes, i.e. the changes of 
existing non-proprietary concept to proprietary ownership will mean nothing. 
In order for management to respond to new challenges, it is necessary to perform the 
transformation of strategic management, to accept the corporate social responsibility as a new 
management paradigm, to provide a different attitude towards information i.e. towards 
commanding and controlling and to provide adequate treatment of working knowledge as the 
most important resource of the organization. 
Third International Conference "Application of new technologies in management", ANTiM 
2012 attempts to provide the answers to some of the current issues of modern management and 
business. It turns out that the key of the problem is in asking questions, because a good part of 
the answer is in the questions themselves. However, it should keep in mind the famous saying 
of Napoleon Bonaparte, "There are no bad soldiers, only bad officers." 
 
 
Welcome to Belgrade and Serbia. I hope this international conference will pass in the working 
atmosphere and that we are going to become more familiar through our mutual companionship, 
which is a prerequisite for better understanding. 
 
 
April 19 – 21, 2012   CHAIRMAN OF SCIENTIFIC COMMITTEE 
Belgrade, Serbia 
 
     Prof. dr Života Radosavljević  
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Summary: The transport functioning defines the movement efficiency product. By advancement 
of techniques  and management principles, the cargo movement, shipment speed,quality of 
services, objects usage and energy save. The transport has the key role in the logistics 
management. The view on the present stain means it's needed for the strong system definite 
logistic frame, quality instruments and techniques that provide production procedures linked. 
The purpose of this work is to define the transport role in logistics for the future contribution to 
this area. This explore has the main purpose to help the manager logistics, explorers and 
transport planners to define and understand the main logistics views and its different use, as so 
the relation between logistics and transport.  

Keywords: logistics, transport, city logistics management. 

1. INTRODUCTION 

The shift towards nationalization and globalization that has marked the last decades, the 
importance of logistics management has seen an increase in various fields. A key element in the 
logistics chain is a transportation system that connects the separate activities. Transport is a 
must, in the whole production procedure: from development to delivery, to end users and back. 
The maximum benefit will be realized only when there is good coordination between each 
component. The purpose of this paper is to clarify and define the relationship between transport 
and logistics systems, and after the collection and analysis of various cases and practices in the 
logistics literature. This paper discusses the benefits of providing transport in conducting 
logistics activities and vice versa. For example increased efficiency in logistics significantly 
alleviate traffic in urban areas. In addition, the paper also discussed some of the main logistics 
activities and concepts. Special attention was paid to the city logistics as it is considered as a 
main tendency, and also an available method for further integration of transport and logistics in 
urban areas. Finally, the paper discusses and summarizes the potential future development of 
logistics systems. 
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2. LOGISTICS DEFINITIONS 

As defined by the Council of Logistics Management in 1991., logistics is " A part of the supply 
chain and the process of planning, implementation and control of flow and storage of goods, 
materials, services, and information from the point of their creation to the point of their 
consumption, in order to most efficiently and most effectively meet the needs of users" [3]. 
In the definition given in [8], it defines the "five important key terms," such as logistics, input 
logistics, materials management, physical distribution and supply chain management. Logistics 
is a whole process of moving materials and products within and outside the company. Inbound 
logistics refers to the movement of materials suppliers are provided. Materials management is 
the movement of materials and components within the company. Physical distribution refers to 
the movement of goods outside the company, from the assembly line to a customer. Finally, 
supply chain management is a somewhat broader concept of logistics and logistics directly 
associated with the overall communications network users as well as the engineering staff in the 
firm. What connects the previous definition is that logistics is a process of moving and handling 
goods and materials, from the beginning to the end of production, sales process and waste 
disposal, in order to meet the needs of consumers and enhance business competitiveness. 
This is a process of forecasting the needs and desires of the consumers, the acquisition of 
capital and provision of materials, people, technology and information necessary to the needs 
and desires satisfied, optimization of the production network of goods and services to meet 
customer requirements and network utilization due to meet customer requirements. Simply, 
"Logistics is the management of operational tasks oriented to the needs of clients." 
Logistics services, information systems and infrastructure / resources are three closely related 
components of the logistics system. The interaction of these three components of the logistics 
system is explained as follows. Logistical support services move materials and products of 
inputs in the production, through production to end users, as well as in waste disposal and 
adequate return flows. These services include internal activities carried out by service users (eg, 
storage and inventory control in the plant manufacturer), and the activities of external service 
providers. Logistics services consisting of physical activity (eg transport, storage) as well as 
other non-physical activities (eg, creating supply chain, contractor selection, negotiations on 
transport). Most activities in the logistics services are bidirectional. Information systems include 
modeling and management decision-making, while more important issues and monitoring the 
study. It also provides basic information and advice at every stage where logistics services and 
target cells come into a relationship. The infrastructure includes human resources, financial 
resources, packaging materials, storage, transport and communications. 

3. TRANSPORT AND LOGISTICS LINKS 

Without well-developed transportation systems, logistics can not fully exploit its advantages. In 
addition, a good transportation system in logistics can provide better logistic efficiency, reduce 
costs and improve service quality. Improving transport systems requires efforts from both 
public and private sectors. The logistics system that works well, can increase the 
competitiveness of both countries and companies. 
The transport system is one of the most important economic activity of many components of a 
business logistics systems. Approximately one to two-thirds of logistics costs fall to 
transportation companies. According to research conducted by the National Council for the 
management of physical distribution (NCPDM) 1982. The transport costs are on average 
amounted to 6.5% of market revenue and 44% of logistics costs [1]. The BTRE (2001) states 
that the gross value of Australia, with inflow from the sector of transport and storage, was 
$ 34.496 million during 1999-2000. year, which represented 5.6% of gross domestic   
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Analysis shows that the largest percentage of logistics costs are the costs of transport (29.4%), 
followed by the cost of inventory, warehousing, packaging, management, and relocation costs 
Orderstatus. This amounts to nearly one-third of the total logistics costs. Here, the costs of 
transportation funds include transportation corridors, containers, pallets, terminals, work and 
time. Transport occupies a significant share of the logistics activities. If there is no 
improvement of those items where the operating costs are higher, better results are achieved. 
Because of that, logistics managers must fully understand how the transport system works. 
Transport makes the connective tissue between the steps that result in transforming resources 
into useful goods on behalf of the end user. The concept of business logistics planning makes 
all these functions and sub-functions in the system of goods movement, in order to minimize 
costs and services provided to users raised the maximum level. Once established, this system 
should be effectively managed. Traditionally, these steps include separate companies for 
generation, storage, transport, wholesale and retail trade, however, that in principle are the 
installations for the production / processing, warehousing services, commercial firms. 
Installations for the manufacture or processing of goods requiring assembly of materials, 
components and supplies, with or without storage, processing and material handling within the 
plant and equipment inventory. 
The role that transport plays in a complex logistic system of transportation of goods to the 
owners. Its complexity can be effective only through the management of high quality. With the 
help of a well-guided transport system, goods can be delivered to the right place at the right 
time, in order to meet consumer demands. Thus, transport is a prerequisite for efficiency and 
also a bridge between producers and consumers. In addition, transport is the basis of efficiency 
and economy in business logistics and other functions of extended logistic systems. 

4. LOGISTICS OPERATION FORMS 

4.1. Supply chain management 
Supply Chain Management (SCM) is a concept for the productionmanagement procedures in a 
broad sense. Efficient implementation of SCM can improve the industry to meet needs of new 
business environment. It is a "management philosophy that is continuously evolving and trying 
to unify the collective productive skills and resources of the business functions that exist both 
within the enterprise and beyond, with close business partners of companies that are located 
along the cross-channel delivery, in a highly competitive delivery system focused on consumers 
who are focused on creating innovative solutions and synchronizing the flow of market 
products, services and information in order to create unique, individualized sources of 
customer value. "SCM can be divided into three main activities: purchasing, production and 
transport [10]. 

4.2. Reverse logistics 
It has been a rapid development of reverse logistics in order to increase the competitiveness of 
the industry, improving levels of customer service and recycling of materials that can be used 
multiple times. Meanwhile, demand for reverse logistics creates a new market for third-party 
logistics industry. Reverse logistics is defined as ”the process of planning, implementing and 
controlling the efficient, cost effective flow of raw materials, inventory, finished goods and 
related information from point of their consumption to the point of origin for the purpose of 
recovering value or proper disposal "[4].  
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4.5. Land logistics 
Ground logistics is a very important part of logistics activities. It extends the delivery of 
services for air and sea transport from the airport and seaports. The most positive features of the 
land logistics is a high level of accessibility in the areas of land. The main forms of land 
transport logistics as rail transport, road transport and pipeline transport. 

4.6. Express delivery 
Increasing demands for time precision and production decentralization and the need to reduce 
storage costs, have led to the principle of delivery, known as Just-in-Time (JIT) delivery 
principle, which means more frequent delivery of materials, at the right time and right place in 
the production. Characteristics of express delivery are: (1) providing services under the system 
of door to door, (2) efficiency, (3) the ability to track shipments, (4) Just-in-Time (JIT) and (5) 
ability to respond to a variety of demands for delivery exercising.  

4.7. E-trading 
Electronic commerce is the future trend in  business. It brings many benefits for companies and 
consumers.  

1) Electronic commerce affects the expansion of market areas from  regional to  global, 
2) In electronic commerce - usage electronic technology instead of traditional paperwork, 

thereby promoting efficiency and competitiveness of industry, 
3) Number of trips increases. 

5. CITY LOGISTICS 

City logistics is a concept that attempts to integrate existing resources to address problems 
caused by the influence of population growth and car ownership in urban areas. Many cities 
such as Bangkok, Tokyo and London, have had such problems due to traffic congestion, 
environmental impacts, low transport efficiency, and consequently, reduction of  
competitiveness of enterprises. This situation not only does it affect the reduction of the quality 
of life in urban areas, but also the future development of the city. City logistics provides the 
opportunity to develop innovative solutions to improve the quality of life in urban areas [5] 
contains several advanced techniques such as Geographic Information System (GIS), Global 
Positioning System (GPS), logistics knowledge, Intelligent Transportation System (ITS) and 
modeling, optimization of logistics city. In addition, it helps to reduce transportation costs and 
negative environmental impact. 
City logistics is a process directed towards the full optimization of logistics and transport 
activities by private companies with the support of modern information systems in urban areas, 
taking into account the traffic environment, traffic congestion, safety and energy savings in the 
market economy [5]. Logistics transport in urban areas can be divided into several elements, 
such as storage, transport and handling. Conventional logistic process improvement usually 
focuses on only one element. However, from a macro point of view, improvements can help in 
providing the best profit society. 
As for the movement of a variety of costs in different types of transport, air transport may be 
more expensive than road transport, but storage costs can be lower. Therefore, when 
considering the total costs, transport by air may be the most rational type of transportation for 
the specific purpose of transport, for example for transport of fresh seafood. Before planning the 
logistics system of the City it is important to understand its elements. Four key partners 
involved in the process of cargo transportation in urban areas: (1) shipping, (2) cargo carriers, 
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(3) residents and (4) administrators / administration. Each group has its own goals and strive to 
behave differently and should be taken into account. 
There are three essential goals that can be achieved by applying urban logistics: (1) mobility, 
(2) sustainability and (3) the appropriateness of life [11]. Mobility implies ease of movement, 
which is a basic requirement for the transport of products in urban units. The goods must be 
submitted in accordance with the previously agreed time (JIT). Therefore, the main issue is the 
balance between the road network of sufficient capacity and reduced traffic congestion. As for 
sustainability, which has a greater and greater importance, it is important to consider the issues 
related to environmental protection and energy saving. You need to think about the 
appropriateness of the lives of residents. This includes an assessment of the environmental 
conditions of the individual such as security, tranquility, charm and attractiveness. 

5.1. Techniques applied in city logistics 

Common techniques that are integrated into the City of logistics procedures, include 
cooperative systems for cargo transportation, freight terminals, control factors for freight 
transport, new systems for freight transport and intelligent transport systems (ITS). 

5.1.1 Cooperative systems for cargo transport 

Traditional cargo delivery system means fewer trips and larger loads. Companies that perform 
the delivery are usually operated independently. This means that two cargo carriers can provide 
services in the same area. Now there is a trend of freight transport in urban areas of the delivery 
system in accordance with the previously agreed time and door to door. The manner in which 
cargo work has changed and requires more travel, but less  cargo to be carried, so that in a 
different way increased efficiency can be achieved. If there is no improvement, transportation 
costs will be greatly increased to meet current customer requirements.  
Cooperative systems for freight are ways that can be expected to solve this problem. Sources 
include the integration of cooperative companies in order to optimize economic benefits. Main 
advantages of these techniques are: (1) increasing the load properly for shipment, (2) reduction 
of unnecessary travel, as well as pollution and costs, (3) reduce overlap in areas where services 
are provided, and (4) increase the quality of services and profits of the company. 

5.1.2 Cargo terminals 

The concept of freight terminals was applied in several cities, such as Monaco. It is well 
reorganized into the cargo terminal before delivery to urban areas. This system can reduce the 
required number of trucks used for shipping and handling. 
Figure 1 shows the model freight terminals. Cargo outside of urban areas, is sent on a cargo 
terminal in order to perform classification and preparation for delivery in urban areas. This can 
increase the vehicle load and reduce unnecessary transport through urban areas. In addition, this 
integration favors the private sector due to cost cutting, and also the public environment due to 
the reduction of journeys and air pollution decrease. 

Figure 1: Cargo terminal structure [12] 
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5.1.3 Factors for cargo transport control 

In Europe, some cities implemented restriction factors related to the transportation of freight in 
urban units. Companies are allowed to carry freight delivery in urban areas must have high 
levels of stress, a vehicle must meet the standards of environmental protection. Regulation is 
done through the publication of special certificates and giving companies the right to use a 
particular transport infrastructure in urban areas and thus reduce the complexity of transport in 
urban units. 

5.1.4 New cargo transport systems 
New systems for the transport of cargo range from designing new vehicles and ground systems 
for the transportation of cargo. The first can be used to adjust the current resources to meet short 
term requirements. Others are used for long periods, announcing a new era for freight transport 
in the city. 

5.1.5 Intelligent transport systems  

Implementation of ITS in transport systems are very widespread. The most common techniques 
for logistics include global positioning system (GPS), Geographic Information System (GIS) 
and advanced information systems. It can help control centers to monitor and dispatch trucks. 
GIS provides the primary suppliers of geographic data base to be able to quickly and easily 
organize your routes. Using information systems to provide timely information to both 
managers and performing a delivery, that could to adjust their routes in case of new 
applications. Integration of GPS, GIS and information systems provides high maneuverability 
of transportation systems. The advantages of integration are better quality services, reduction of 
unnecessary travel and the increased level of stress. 

6. CONCLUSION 

This paper includes a wide range of fields, from logistics activities and transport systems, in 
which attempts, through a comprehensive review, to determine the role of transportation in 
logistics systems. The main research content includes an overview of the logistics development, 
the characteristics of different transport operations in logistics activities and logistics in various 
application fields, urban logistics, future direction and development of logistics in cooperation 
with the conveyor system. 
In short, logistics and transport carry particular importance, so that the logistics system has an 
increasingly important position in the activities of our society: 

• Transport and logistics systems are mutually dependent so there is a necessity for 
transport logistics management that could carry out their activities while on the other 
hand, successful logistics system can help improve the traffic environment and the 
development of transportation; 

• As transport has the largest share in the costs between related elements of logistics 
systems, improve transport efficiency could bring changes in the overall functioning of 
the logistics system; 

• Transport plays an important role in the logistics system and its effect is manifested in 
different parts of the logistics process. Without transport connections, a powerful 
logistics strategy would not be able to fully realize their capabilities. 

• Basic characteristics of the logistics development in the future: the role of state 
government, increase the international transport of goods, services improvement, the 
revolution of logistics operations, shorter shelf life of products, improving the logistics 
of machinery, logistics centers, freight transport. 
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Summary: The use of resources as a precondition for each development essentially requires 
knowledge and technology that will convert those resources into competitive goods and 
services. This does not take place without proper organizational management, which provides 
all necessary features of the organization to reach the market capacity and competitiveness. 
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1. INTRODUCTION 

Certain national economies are underdeveloped because they lack the knowledge and ability to 
effectively use the resources at their disposal. However, explanations for causes of economic 
underdevelopment, and recommendations offered by economic theorists in order to overcome 
this situation, are very much different, even with identical analysis of developmental 
phenomena. 
Each theoretical concept of economic development has its strengths, but, understandably, and 
quite a few weaknesses. A large number of ideological, theoretical and empirical approaches to 
the many contradictions in the study of economic development can be extremely challenging 
for further exploration of key developmental issues. 
The basic assumptions of economic development are respecting the decisive role of markets and 
the pricing mechanism in a competitive market structure. The key determinants of economic 
development are market and market outcomes, on the one hand and private property and 
individual initiative, on the other. In this, technological progress and technological changes are 
inevitable factors. 
Relevant indicators of economic growth and development must respect the world's prices, i.e. to 
respect the criteria of the international market. The role of government in regulating economic 
activity is very modest. The throbbing of the price mechanism in a competitive market 
environment unfailingly directs production factors in economic activities with the highest 
marginal returns and the establishment of the equilibrium price of goods and factors of 
production in the long run. The trend towards the establishment of successive general 

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 

 



599 

equilibrium, with the efficient allocation of productive resources is a logical outcome of 
economic activities that are implemented in an environment of market competition.1 
In market competition are inevitable changes of technology accompanying changes of 
organization and management of organizational management in enterprises. 

2. CHANGES IN TECHNOLOGIES AND ORGANIZATIONS 

Technological changes include new methods of work, new machines and tools, a new 
organization, new products, management tools and automation, information systems and social 
development. We can say for them that include attempts to create an innovation, and the 
understanding of technological change should include knowledge about the spread of 
innovation in the economy, in order to reduce errors and to suppress competition. 
In the context of economic, technological and social development can be considered technical - 
technological change. Positive effects of the changes are accomplished by adapting and 
learning. Research shows that technological change is the biggest part of the technological 
knowledge created and accumulated in the second and long period of time, and that it originated 
from the experience. Knowledge is very important, particularly for companies to achieve 
competitiveness through innovation, which are reached by using an internal learning and 
experience among consumers, all of which leads to the success of the innovation. As some of 
the most important directions of technological changes, those who affected the economic and 
social development, we can cite electronic industry, especially electro-engineering, 
microelectronics, biotechnology, chemical, pharmaceutical and industry of plastic materials, 
new composite materials and others. One part of the electronics industry that develops and 
manufactures integrated circuits includes microelectronics and biotechnology is based on 
genetic engineering. 
Now it is time of information technologies. Paradigm of information technologies makes 
robotics, computer and telecommunications. Information technologies, with a universal 
characteristic of diffusion become dominant in the modern information age, which is 
characteristic of today's socio - economic and political environment. 
Technological change has three components: 

1. Invention 
2. The first practical application of the invention (innovation), and 
3. Diffusion 

 
They can be observed at several levels: international, national, industry-level, company level. 
All technological changes can be classified on the changes in production technology and 
changes in technology management, and basic technological changes are monitored in the 
following areas: new materials, new forms of energy, technology in computer science, space 
and others. As another change in the company is a creation and use of knowledge, which 
becomes an essential component of economic activity that determines the competitiveness of 
enterprises. It is very important that organizations own capacity for change. Process models are 
very important for the management of change, and they aim to explain the nature of political 
action for change. What is important for effective management is to create a climate for change, 
which involves participants at different levels, as well as the ability to manage a number of 
mutual, and the associated rapid changes that are occurring simultaneously. 
  

                                                           
1 Warlas, W., Elements of Pure Econmics, Allen and Unwin, London, 1954.; Arrow, K., Debreu, G., 
Existence of an Equlibrium for a Competetive economy, Econometrica, Vol. 24., 1956 
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There are three types of change: 
1. Anticipated - they are planned and implemented as the intended, 
2. Urgent - not planned or intended, i.e. arise spontaneously (in the local innovations), 

and 
3. Based on chance - occurring during the process of change in response to problems or 

opportunities 
 
The following two types of changes can be viewed as a process of small, often interrupted 
procedures, and these are: 

1. Constant and 
2. Intermittent changes 

 
The first ones lead to the development and expansion of using existing technology, while other 
changes in favor of companies that have new relevant knowledge and skills, and, unlike the 
first, have no interest in protecting the old technology. 
Radical technological change may disrupt the existing technological trajectories that are the set 
of taken solutions. That is why companies continue to use the old knowledge and techniques, 
but will also opt for many small improvements; and company with certain technological and 
economic benefits will most likely develop new technology and innovations. 
People usually think that radical changes occur outside the economic sphere. They develop new 
technologies. With introduction of new technology, there is a need for analyzing the following 
areas: number and structure, work content, working conditions, employee profiles, etc. and all 
this to guide employees. 
New technologies include the necessary changes in organization and management of the 
company. The main purpose of introducing new technologies into the company is the successful 
achievement of objectives. For the current culture of the organization crisis events can be a 
challenge. The crisis events originating from the outside include changes in government policy, 
competitive environment, market, and the crisis events that originate from inside the 
organization – an outdated technology, changes in top management, operational problems. 
While solving some problems, there may be resistance to change, resulting from fear of change 
and the estimated potential of negative consequences. Holders of the resistance are employees, 
managers, unions and employers. The fears can result from certain economic reasons, personal 
discomfort, decrease of job satisfaction, personal insecurity. 
There are five primary barriers that occur as the basis for the emergence of resistance - 
experience, activities, resources (this barrier is reflected in the lack of resources for innovation), 
market access and administration. 
One of the factors technological changes should include on the supply and demand side is the 
enterprise that means seeking opportunities to choose from many varieties that are most 
effective one. The prominent is entrepreneur, whose role is reflected in the sharing of risks of 
the innovation process. In the case it looks for chances in the new technology, it is called a 
technical enterprise. Just as important is the entrepreneur, and other employees who are, in fact, 
the creators of technology and whose knowledge depends on whether and what will change in 
technology products and processes are important. 

3. TECHNOLOGICAL INNOVATION 

Innovation is a form of change, innovations, the abandonment of the existing, traditional, to the 
emergence of new values and they are always unpredictable process. May appear because of the 
successful application of new scientific knowledge, and there is a perception that they belong 
less to the inventor, organization, management, than to the way in which the market creates a 
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demand for new products and processes. We live in a world that is constantly changing 
(business environment, market and technology), and therefore we can say that our innovations 
will be successful. Sometimes we wonder, "Why innovate?" The fact is that it is riskier to 
stagnate than to change. Primarily we need to know how to innovate - with low costs, and how 
to maintain talent, so we focus on the product, service, marketing, quality of staff. 
It is necessary to specify the difference between invention and innovation. Invention is the 
discovery, the discovery of new ideas and products, i.e. it denotes the initial idea and includes 
the conversion of ideas and material things into products, while innovation is the first practical 
application of the invention, or commercial introduction and sale of new products on the 
market. The benefits of innovation are sometimes called "economic rent" that is shared between 
innovators, imitators, suppliers and consumers. The primary objective innovations follows in 
the organization is efficiency of technology. An organization's ability to innovate is affected by 
research activities, the activities themselves and the goal is the separation of the organization 
from its competitors and adoption of innovations by the environment, or seeking to shape the 
environment. 
The study of processes of technological innovation means the search for new knowledge, 
products and techniques. Processes themselves are composed of many activities that include 
knowledge as a learning process that results from experience, or gather more information. 
Creating and knowledge usage is becoming an essential component of economic activity that 
determines the competitiveness of enterprises. 
Based on the research, we concluded that the impulses for innovative activities are in dynamic 
markets, changes in technology, changes in the environment and changing of paradigm. 
Technological innovations represent any product or any process created by introducing new 
technologies into the organization or a combination of the existing. For them, it can be said to 
be "a matter of technology." These include:2 

1. Product innovations, and 
2. Process innovations  

 
The innovation of products includes those of technological innovation in the enterprise that are 
happening in the emergence of new products and they work toward increasing the sales price, 
which is reflected in the increasing income of the organization. Innovation processes are related 
to the adoption of new technological processes. 
The objective of manufacturing and process innovation is increasing profits and assets of the 
company; the only difference is in the way of performing. While new products through new 
quality and higher selling prices "come" to a greater difference between the sales price and 
average total costs and therefore higher profits and asset growth companies, new processes 
through cheaper production methods and lower average costs of production have the same. 
Technological innovations are the result of technological knowledge in the form of products or 
services. 
If basic research is developed, the most appropriate strategy is offensive, as well as applied 
research. In terms of developed capabilities for experimental development, the greatest chance 
of success has offensive, defensive strategy and design. Scientific and technical functions of 
production engineering in the company will determine the use of imitative, dependent, or the 
traditional strategy. For developed technical services and patents, the best is offensive strategy, 
and for scientific and technical information appropriate are defensive, imitative, and 
opportunistic strategies. When there is a long-term forecasting and product planning in the 
company, the best are offensive and opportunistic strategies. 
Classification of innovations  exhibited Freeman and Perez3: incremental (an improvement of 
product properties, which continues the flow of innovation in the organization), radical 

                                                           
2 Biljana Stošić : Inovacije u tehnologiji: teorijski osnovi i metodi podrške, FON Beograd, 1999. p. 1   
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innovations (including a combination of product, process and organizational innovation, making 
structural changes, caused the introduction of new technology), changes in technological 
systems (based on a combination of the first two innovations) and changes in the scope of 
"techno - economic paradigm" (not only lead to the development of new products, roles, 
systems and industry, but also directly or indirectly affect all sectors of the economy). 
Classification to radical and incremental innovations is performing according to the degree of 
innovation, which is affected by the competitive environment that includes customer, product 
and technology in a given industry and innovation of organization, which implies an openness 
to change. 
One of the biggest factors that influence the success or failure of technological innovation is 
risk. Despite the fact that there is a risk that the invested funds will not come back, the biggest 
risk is the lack of innovative activities in the company. The failure to invest may harm the 
company, but if it does not invest, it is possible that competitors will ensure a better future with 
innovation. 
Innovation process is complex and uncertain, and in its course, there are many obstacles 
including situational factors (firm size, technology level, etc.), age of organization and improper 
conducting of members of the organization. 
The main objectives of the technological innovations are creating new knowledge, the creation 
of technical ideas, developing ideas through prototypes and their transfer to the production, 
distribution and use. 
Technology strategy determines the introduction of new technologies, upgrading of existing 
development trends and the introduction of completely new. The main task of managers is to 
improve the creativity of employees because they are the focus of any management process. 
It is necessary to overcome resistance to changes, resulting from fear of change, and negative 
estimates of possible consequences, and holders of the resistance are employees, managers, 
unions and employers. 

4. CHANGE OR ORGANIZATION 

Modern business brings new rules, new methods, and new people. In a word, a period of 
changes that occur in companies around the world is ahead us. The changes create the 
foundations of a new business culture and new criteria of business success. The main goal of 
changes is to improve competitiveness and better market position. Changes are like the response 
and reaction to the influences from the environment, or due to the need to impose changes in the 
environment to achieve significant advantages over its competitors. Successful change 
management is critical to the survival and growth of enterprise. 
The strategy of constant innovation and dynamic change is a response to the demands of the 
market struggle. A growing number of companies accept the leading role in innovation. Loss of 
leadership position leads to the application of complicated and difficult strategy of followers 
and a short time of acceptance of changes in order to retain market position. 
Continuous changes, pro-active strategy of innovation, adaptation, flexibility and 
responsiveness of the company in relation to changes in the environment, are applicable both in 
terms of healthy economies, and in the crisis of the economic system. The only way out of the 
economic system crisis is the necessary changes. Such changes can be radical (complete) or 
incremental (progressive).  Radical changes required are very large financial resources, which is 
very difficult to provide. Incremental changes can be implemented in the companies during the 
economic crisis and operated at a satisfactory level. 

                                                                                                                                                          
3 Freeman, C. and Perez, C.: "Structural Crises of Adjustment, Business Cycles and Investment Behavior" 
in "Implementing New Technologies", Bladkwell, 1994., p. 96. 
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Constant changes in the environment, economic, legal, political, and especially innovation in 
technology products and processes and information technology have made it necessary to adapt 
all parts of the organization and function of the dynamics of change. It is essential that the 
modern organization is open to innovative, flexible, and creative, with a review of the precise 
determination of the optimal strategy, shaping the organizational culture, decision-making and 
management. The main objective is to establish an innovative organization where innovation 
will be a rarity, or just a periodic phenomenon, but to which every employee tends to progress 
every day. 
To survive in the conditions of modern economy, it is essential that the organization is working 
on continuous improvement, meeting customer’s expectations, long-term strategy, the increased 
involvement of all stakeholders in decision making, teamwork, minimizing the resources spent 
on processing, effective planning process, comparing the results with the leading competitors, 
continuous monitoring of the results, maintaining contacts with suppliers, subcontractors, 
education, exchange of experiences, participation in remedial activities, for the greater 
satisfaction and improved financial market indicators. 
Continuous improvement and enhancement refers to the organizational systems that enable 
improved value for customers. Unity of products, processes and organizations, is part of a 
strategic concept and the orientations of the organization to improve and innovate in all aspects 
of its operations. The organization strives to meet the ever-changing demands of new 
customers, creating new needs and enhanced values for customers. 
Organization is directed process in which the organizer (individual or group) has its structure.4 
The simplest structure of organization is the creator and bearer of ideas, the initiator, organizer - 
carrier of business organization, staff in the performance of the organization.5 The essential 
tasks of organizing we can determine as determination of general and specific objectives of the 
organization (contained in the objectives and purposes of establishment - the "mission" of the 
company) and enterprise activities; choose the type of organization, establishment of technical 
aspects of the organization, staffing establishment and composition of personal relationships, 
the organization - particularly hierarchical lines - administration, management, execution, 
scheduling times, places, activities and tasks for jobs and employees and equipment 
performance, determination of system and communication channels, the determination of the 
units of the organization, their status and functions and, for the entire jurisdiction, powers and 
responsibilities of each participant in achieving the organization's activities. It is evident that the 
process of organizing involves many actors, many of the sub-processes, and many relationships 
focused on the functioning within the organization and those directed towards the environment. 
The above-mentioned components of the process of organization in space and time prove 
complexity of the process. 
The fact that organizing is a "rational process of linking functional activity of factors," it is clear 
from the following: First, any product or service, are the result of certain meaningful 
cooperation between people, their joint action, in which all are consumers - consumers of 
certain goods and their manufacturers . Second, all products of social goods are a combination 
of natural resources caused by organized human activity, which was built and the necessary 
expertise and skills of people, i.e. creative capacity of people. Third, every production and 
service require space and time to perform the work, which has strict requirements for the 
specific sequence of actions and procedures in certain circumstances, a sequence of actions and 
proceedings, as a rule the occurrence and the articulation of ideas, needs and possibilities of 
                                                           
4 Šehić Dževad, Rahimić Zijada, „Menadžment“, Ekonomski fakultet u Sarajevu, Sarajevo, 2006, pp- 135-
136: „The organizational structure of a certain system consists elements (subsystems) of the system, as 
well as relations between these elements.“ 
5 Šehić Dževad, Rahimić Zijada, „Menadžment“, Ekonomski fakultet u Sarajevu, Sarajevo, 2006, pp. 137 
– 139: Authors differ  a) formal and b) informal organizational structure according to the criteria of 
formality 
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detection of activation ideas, the realization of the ideas articulated by the use of effects and 
ideas. Regarding the organization of enterprises, organization is also achieved according to the 
exposed model. First, it must be defined what, why, and for who and how much to produce 
(perform services), what is needed and how much (resources), then what will be produced - 
tools, techniques, technologies, which will be placed (the market - customers) and what effect 
will give to the company.6 
One of the biggest problems in a company is the changes in the company and enterprises, 
especially those that can be called structural organizational changes under the influence of 
various factors, internal and external.7 For us the significant are the ongoing changes aimed at 
"improving" the organization and reorganization i.e. restructuring, which bring large shocks8 
and are of interest to the stakeholders, as well as for employees. These are the moments of the 
most severe manifestation of substantial differences and conflicts of interests of owners and 
employees. 
Therefore, the managerial control of an organization is very complex and tricky business, often 
burdened by various opposing interests, and prejudices. In this, the harmonization of such 
relations is necessary, if ultimate goal is to advance the company and its competitive ability. 
Regarding these objectives, managers at all levels have their responsibilities, who often assume 
their entrepreneurial and leadership role. 

5. RESUME 

It is obvious that the development takes place only going up with modern technology and its 
changes. Accepting this as a basis for action in every organization, all levels of management 
must bear corresponding responsibility of creating of such an organization among the people for 
immediate implementation of defined operations, which will enable not only their high 
productivity, but also more demanding creativity and innovation. This carries with it the 
imperative of continuous learning and improvement "on the fly", during labor and work, which 
requires a high level of organizational culture and working environment that will stimulate all 
of this. 
Therefore, as it is pointed out at the end of the paper, managerial control of an organization at 
all levels must have more entrepreneurial and leadership characteristics, which will stimulate 
creativity and innovation and pull forward in development as a condition of competitiveness. 
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Summary: The application of new technologies in the context of hiring new professional staff, 
as well as in the context of other elements of these technologies, means and implies a condition 
without which it is not possible (conditio sine qua non) the realization of any activity, and that 
is the legal framework and legal foundation to conduct certain social activities. The persistent 
presence of the legal questions of every social relationship is a condition in which the author 
repeatedly argues, not to satisfy a form, but in order to some social activities or activity was 
completed and defined in its full factual and legal expression and thus provide clear rules for 
its realization . This general attitude the author wants to apply in considering the forms of 
engagement of experts in terms of application of new technologies by reviewing the possible 
importance of additional work as a form, and the legal basis, by the engagement of human 
resource management. This is particularly important in terms of shortage of top experts in the 
application of new technologies when the ability of human resource management in achieving 
external strategies of staff security is necessary. Achievement of interdependence and mutual 
influencing of external and internal security strategy and developing the necessary human 
resources is a comparative advantage in the competition for securing of professionals in the 
application of new technologies. 

Keywords: additional work, flexible working, staff security strategy, competitiveness, market 

1. CIRCUMSTANCES OF USING FOREIGN PERSONNEL INSURANCE 
STRATEGY  

Dealing with the specific issues and forms of human resources and management, particularly in 
the context of new management technologies, the author emphasized the generally accepted 
view that human resources, management prerequisite applying new technologies in general, 
particularly in management, and economics.1 The rapid technological development and a 
particular market demand for qualified managers quickly adjust work processes and the 
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functioning of economic entities to the changed business conditions, which, in particular, relates 
to the optimal use of existing human resources and personnel security strategy of certain 
professions and skills, but also the need for engaging experts outside of the subject, that it lacks 
a certain point in the business. Also, we live in extremly complexive and interactive world 
where for business success  of very importante quality relation to strategic partners, of foregn 
and internal users and other stakholders2.  Providing new employees is often a necessity in 
turbulent market conditions of changes, because there is no time for training new control 
leaders in certain segments of the organization and leaders in certain professions, whose 
presence in the business entity is crucial to preserve its competitiveness in the 
market. Admission of the experts, if absent or was not timely possible to train their own staff, 
requires a competent managers, able to react quickly to developments in the labor market, 
because competition in the search for skilled professionals, is often exceptional. 
The need of an expert outside of the subject, in terms of dynamic market developments, 
persistent lack of competition and possible supply from the labor market affirms, more and 
more prevalent, position of management doctrine that is rational to adapt the organization of 
the subject people, but people adapt an existing organization. It would be irrational to adapt 
newly employed professionals to existing organization of work and business, but in part a 
compromise, adjust the organization skills of professionals. This approach that assumes people 
to technology, cause additional requirements for the competence of managers who manage 
human resources. Capable managers have a crucial impact on bringing the necessary experts 
from the labor market, as well as the retention of specialists from their own human resources, 
using different motivating factors, presenting and explaining the perspective of established 
business entity for which they work, and perspective of each individual performer. Providing 
the necessary personnel and professions depends of manager and its information on the offer on 
the labor market, ability to anticipate market trends, a detailed insight into their own human-
resources staff as a source of needed personnel and professionals, the ability to establish contact 
and cooperation in the process of hiring the necessary staff and professions. The role of HR 
managers is "linking human resource management with corporate strategy"3, with managers 
of other disciplines. 
Application of new technologies in the context of engaging new professional staff, as well as in 
the context of other elements of these technologies, means and implies a condition without 
which it is not possible (conditio sine qua non) realization of any activity which is the legal 
framework and legal foundation of the performance of certain social activities. In the 
presentation, study and presentation of certain categories, institutions and relations of any social 
activity, in our case, the application of new technologies in management and economics, except 
the essential determinations concerning exclusively profession and established the concept of a 
functional nature, relationships, procedures, products, should always, consider the question of 
their normative regulation, law and legal regulation, and respect for fundamental principles that 
underlie the state or society. Innovativity, revolutionary change, social organization and self-
organization of (especially economic) subjects without a clear legal basis and verification of 
legal action, clear rules of conduct of actors, is a factual situation with success, without 
converting into legally viable state, it is not certain. 
The persistent presence of the legal questions of every social relationship is a condition in 
which the author repeatedly argues, not to satisfy a form, but in order to some social activities 
or activity was completed and defined in its full factual and legal expression and thus provide 
clear rules for its realization. 
This general attitude the author wants to apply in considering the forms of engagement of 
experts in terms of application of new technologies by reviewing the possible importance of 
                                                           
2 Kopilović, R. and others, Leadership an contemporary organizations, International journal of economics 
and law, Vol. 1, No. 3, Novi Sad, 2011. 
3 http://www.civilnodrustvo.ba 
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additional work as a form, and the legal basis, by the engagement of human resource 
management. Theorists didn’t bother with these issues, but it is clear that employment for an 
indefinite period (permanent employment), although the most common and preferred form of 
engagement 4cannot be the only form of work, especially in terms of deficit personnel and 
insufficient supply of experts from the labor market. The importance of internal human 
resources development strategy is indisputable, but the circumstances of the business, present 
aging of management, long-time "training of new leaders" often require, as noted above, the 
application of foreign security personnel strategy. Foreign security personnel strategy seeks to 
engage personnel in their full intellectual and work capacity, which requires employment of a 
full-time and full engagement with an employer. No, it is sometimes possible to engage staff in 
this way because there are no free experts on the market always and other solutions of their 
partial involvement in the function of the set of operational and development work must be 
sought. Human resources managers in such cases use some flexible forms of employment that is 
optimally adapted to the needs of their organization's operations, and additional work is one of 
the possible forms of engagement of staff shortage, which features, in this context, we examine 
in this paper. Managers who select optimal forms and ways of engaging scarce personnel will 
ensure the competitiveness of their businesses and companies, and that is why this issue is 
important for the theory and practice of human resource management, as the basis for new 
technologies in various fields, which are, unfortunately, neglected. 

2. TERM AND LEGAL NATURE OF ADDITIONAL WORK 

Additional work as a form of engagement may be in the form of employment or work outside of 
employment, depending on the orientation of the legislature. Law on Basic Employment Rights 
from 1989;5 defines it as employment, while in the positive solutions it is considered as "the 
contract work, i.e. work outside the employment."6 Institute of additional legal work was edited 
earlier with federal and republic laws on labor relations, while previous Labor Act7 does not 
define it as a possible form of hiring. The current Labor Law8 introduced it again, editing it, 
defining it, differently than last Labor Relations Act did it.  
Agreement on additional work, as most contracts related to engaging without an employment 
contract, employment contract, as a native concept is adapted to the nature and properties of 
additional work, to which the statutory provisions on the employment contract relate, which 
determines its legal nature. 
In Article 202 of Labor Law of the Republic of Serbia stipulates that an employee who works 
full time may conclude an agreement on additional employment with another employer, up to 
one third of the full-time. Exceptionally, additional work can be arranged with other employer, 
if it is a supplementary work of medical workers, in accordance with Article 199 Paragraph 1 of 
Health Care Act9. Agreement on additional work shall be entitled to financial compensation and 
other rights and obligations under labor law. Agreement on additional work shall be made in 

                                                           
4Working lifetime loyalty to a one company has become, a long ago, a tradition in Japan, but it does not 
mean that the employment is provided to the end of working life. Market trends relativize this custom 
in recent years. prof. dr Jove Todorovića, Japanski menadžment-tajne uspeha japanske proizvodnje, 
Fakultet organizacionih nauka, Beograd, 1997   
5 "Službeni list SFRJ", br.60/89, 42/90, 42/92, 24/94, 41/94,   
6 Dragoslav Jerinić, Radno pravo, Novi Sad, 2008, p. 132.   
7 "Službeni glasnik RS", br. 70/2001 i 73/2001.   
8 "Službeni glasnik RS", br. 24/2005, 61/2005, 54/2009.   
9 Živko Kulić, Radno pravo, Privredna akademija, Novi Sad, 2008, p. 158 
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writing, and it regulates the rights, obligations and responsibilities of the parties regarding the 
involvement of this form. 
Agreement on additional work shall be entitled to financial compensation and other rights of 
employees in additional work can be accomplished, in proportion to their work engagement, 
whereas the typical right to employment can be made with the native employer, working full-
time. Rights exercised in proportion to work engagement related to working hours, holidays and 
leave, work organization, technological and labor discipline and other matters. 
The fee for additional work can be contracted in several ways. In part, it can be determined by 
the standards by which the specific salaries of employees in employment are defined. Bearing 
in mind the fact, that worker is involved in process of work and organization of employer, doing 
specific task of a job (limited only up to one third of full-time), whose value is determined by 
evaluating the analytical procedure, and this value represents the value of work in the additional 
work. If the fee is at the level of earnings of the job, because of the nature of additional work, 
the contributions and responsibilities of the various obligations that are payable to the 
employee's earnings in employment must be paid. In practice, the fee is often proportional to 
the importance of professional work for the successful operation of the employer and 
different from other earnings. 
If additional work could have the status of employment then its performers could generate 
commensurate benefits under certain grounds characteristic of the employment. The different 
nature of the charges, among others, it is a circumstance that affects the uniqueness of 
additional work in relation to the work of an employee. 
In practice, a worker in additional work may be entitled to some form of compensation, and 
benefits related to employment executor of additional work carried out, as we have pointed out, 
the native employer (for example, it is not eligible for full Social Security). 
As in other contract agreements on additional employment, except remuneration, an important 
element is subject of contract, which here represents the work or the work being done in the 
additional work. As for the jobs, we have seen that it can be all business activities of the 
employer, but, practically, it is a limited number of specific jobs determined by the need of 
employer and deficit of certain occupations in the labor market. Most often, these are few 
professionals whose jobs do not offer the labor market does not exist, a known demand to be 
significant, especially when it comes to applying new technologies. It is not unusual when it is 
about rare expert cases to hire expert from overseas, but then additional work is not a legal basis 
of engagement. 
To additional work is given the status of part-time basis because of the circumstances that the 
employee in additional work realizes full time with the "native" employer where, 
proportionally, exercise all the rights, obligations and responsibilities arising from the 
employment. 

3. POSSIBLE SIGNIFICANCE OF ADDITIONAL WORK IN RECEIVING 
EXPERTS IN THE IMPLEMENTATION OF NEW TECHNOLOGIES 

Additional work is way for people who are employed and working full time with one employer, 
use the ability to work in their possession to work for another employer, up to one third of full-
time in case of short supply and the labor-required personnel. Their engagement is a mutual 
interest, and for the "native" employer is a legal transaction between third parties (res inter alios 
acta), unless engaging in additional employment interferes with the job of "native" employer. 
Using the additional work is identified as the need, often permanent, for certain types of 
professionals or perpetrators of specific professions, the labor market must be registered and 
initiate to available methods the preparation and creation of conditions for training the 
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unemployed and finding trained personnel, which, for some time, employers are able to engage 
in, so far, scarce human resources jobs, which are filled with additionally engaged workers.  
 
Possible influence of employees in additional work on the training of apprentices or workers 
without experience is not neglecting. This is the form of employment of employers who use, in 
work process, scarce personnel and whose interest is to train their own staff, with the assistance 
of additional persons to work and thereby create conditions for achieving the optimal strategy of 
internal human resources. The realization of the interdependence and mutual influencing of 
external and internal security strategy and developing the necessary human resources is a 
competitive advantage in the competition for the insurance experts in the application of new 
technologies. 
 
Intensive troubleshooting of scarce personnel, through human resource management, creates a 
presumption for successful operations of a growing number of labor collectives, which has a 
positive impact on the overall economic condition of society and creating conditions for new 
capacities, the development of certain industries and intensification of cooperation of business 
entities with labor market, mobility of employment, and increasing employment. Greater 
mobility of labor in turn will affect the functioning of the institute of additional work, which 
could be up to date soon, especially in Serbia, where the application of new technologies, and 
financial problems facing the problem of lack of skilled professionals and managers, to the 
moment of achieving better personal coverage needs of businesses for certain types of work. 
Additional work represents a redistribution of the required professional work among 
multiple employers and able of the performer of the rare or special expertise to use its 
work at the maximum working for more employers and thereby achieve significant 
benefits, regardless of their form and nature. 
The use of additional work in our country, yet need to experience the true affirmation, because 
in the absence of skilled personnel, it is necessary to support the possible ways of using 
available human resources, as much as possible, in order to expedite entering our country the 
current technological development. In this sense, employers should make a habit of selecting 
the adequate (flexible) forms the legal basis and work to meet their interests and needs. 

4. RESUME  

Additional work, as a legal institution exists in our theory and legal solutions for some time, as 
a way to engage deficit personnel in working collectives and businesses, but not from the labor 
market, but engaging the employees of other employers, to ensure the necessary work until 
lasting solution in scope of profession accepting the unemployed person. 
In Article 202 of Labor Law of the Republic of Serbia stipulates that an employee who works 
full time at an employer may conclude an agreement on additional employment with another 
employer, up to one third of full-time. By the agreement on additional work shall be entitled 
financial compensation and other rights and obligations under labor. Agreement on additional 
work shall be made in writing, and it regulates the rights, obligations and responsibilities of the 
parties regarding the involvement of this form. 
Additional work represents a redistribution of the required professional work among multiple 
employers and the possibility of the performer of a specific or rare expertise to engage its 
possibilities at the maximum with more employers. The realization of the interdependence and 
mutual influencing of external and internal security strategy and developing the necessary 
human resources, the use of additional work is a comparative advantage in competition for the 
insurance experts in the application of new technologies. 
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Summary: Modern economic trends, market liberalism and globalization, have led to the need 
to introduce new approaches to strategic management decision-making. Bearing in mind that 
decision-making in the field of strategic management is crucial to business success, there are 
new theoretical approaches applied in practice, in order for company management to be in line 
with these trends. The aim of this paper is to emphasize the importance of creative management 
approaches in the complicated process of making strategic decisions, with emphasis on evoking 
both individual and collective creativity in the organization. In addition, the attention is paid to 
the field of group decision-making, given that the present moment dictates the necessity of 
creating a complementary team instead of individual decision-making process. We dealt with 
some of the most popular techniques of group decision-making, and found certain advantages 
and disadvantages of this method of decision-making. 

Keywords: strategic management, group decision-making, creativity, organization 

1. THE COMPLEXITY AND IMPORTANCE OF MANAGERIAL DECISION-
MAKING 

Decision-making is the most important role for all levels of management. The essential 
difference is the nature and types of decisions to be taken at a certain level of management. It is 
obvious that the higher level of management and the type of decision is important, but complex. 
In this regard, it is logical that the decision-making in the field of strategic management is 
crucial for the development. The task manager is that, in deciding, pay attention to how its 
decisions will affect the individuals in the organization and the organization as a whole. In 
contrast, employees will be interested only in how certain decisions of managers affect them. 
Management companies are faced daily with a variety of issues, and decisions of the group may 
include programmed or non-programmed. [1] Programmed decisions are scheduling work 
assignments, receive new candidates to work ratio, the granting of annual leave and the like. 
Non-program decisions are those that must be made on the occasion of some unexpected events 
such as the breakdown of production equipment, or illness of employees. It is interesting to note 
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that at first glance it looks like programmed decision-making is relatively simple and much 
easier than making non-programmed. However, for many managers these are not easy 
decisions. An illustrative example of how difficult is for manager regarding the selection of 
candidates who have applied to the ad of a company for a certain position, to assess which 
candidate is the most appropriate solution. 
Strategic management is a challenge making a realistic assessment of the circumstances 
prevailing in the market in making major business decisions. Such an undertaking requires a 
comprehensive analysis of all available alternatives. In order to make a quality decision, 
managers must choose the best alternative, and finally to properly apply it. When choosing the 
best alternative, managers are forced to look at several factors. Strategic management will 
always pay attention to the quantitative factors that are measured in numbers, time, or other 
fixed and operating costs. However, despite these factors into account must be taken and 
qualitative, i.e. immeasurable factors such as, union strikes or international economic and 
political situation. In addition, when choosing between alternatives, management may consider 
the limit analysis to compare the additional revenues resulting from the additional costs. In each 
case, we should bear in the mind the logic of Deming circuit, "no decision can be so perfect that 
it could not (yet) be improved." 
 

 
Figure 1: Deming cycle1 

 
However, before all the steps in making decisions related to selecting and applying appropriate 
alternative, the management has repeatedly to check whether the problem is well defined. [2] 
Any error in this step leads to errors in subsequent stages in the decision process. 
The assumption is that each, even strategic management decisions are made in a completely 
rational way. A small number of managers made features through full rationality. Most 
managers decided by bounded rationality, which means that the decisions are actually made in 
a rational way, but they have limited ability in processing information. Such decisions are based 
on feasible alternatives and are associated with the phenomenon of "escalation of commitment" 
that indicates an increased commitment to the previous decision despite evidence that it might 
be wrong." The commitment of managers to earlier decisions is widespread among managers, 
and you can often hear it is not advisable to change a winning combination, forgetting the fact 
the circumstances aren’t always the same." [3] 
 

                                                           
1 http://www.link-elearning.com/lekcija-Donošenje-odluka:-suština-menadžerskog-posla_4238 
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Figure 1: Bounded rationality concept2 

 
Resourcefulness and composure, a sense of responsibility in crises, enhance emotional - 
voluntary exertion. These emotions cause most people - managers to increase efficiency in their 
activities. 

2. CREATIVITY IN DECISION-MAKING 

Decision-making is associated with continuous cognitive process, and it is a state of a company, 
finance, environment, competition, suppliers, employee, etc. In the cognitive process manager 
is faced with a number of qualitative and quantitative indicators. In making its decision, it must 
develop the ability to perceive in a certain period of time a large amount of information, must 
follow closely what is happening and to think quickly, taking into account many factors.  
Creativity can be a very important feature of the manager. Creativity means the ability to 
generate new ideas. Application of these new ideas is an innovation. However, when we talk 
about the creative process in the managerial decision-making, it is not limited only to the 
creation of ideas, but their application in practice. 
The creative process begins by unconscious searching; the next stage is the intuition, which 
connects unconscious with the conscious. Factors that seem contradictory at first are associated; 
the various concepts and ideas integrate. The third stage is the penetration, which occurs when 
thoughts are not directly focused on the problem. This stage resembles the inspiration for artists, 
which quickly "comes", but quickly "go” and manager at the time of obtaining the ideas must 
record it. The last stage of the creative process is a logical formula. [4] 
Creativity, intuition to be precise, can be increased through a brainstorming3 technique. The 
purpose of this technique is a discussion between group members (managers), at which it is 
forbidden to criticize others' ideas, and in order to encourage all managers to give as many 
suggestions as possible. The emphasis is on quantity of ideas, since the essence of creativity is 
in a number of ideas, and the best of them will be implemented. 
Creativity in decision-making is not the only characteristic of creative management. Creative 
managers are those that encourage creativity and innovation of employees, creating an 
organizational climate that values such characteristics. 
Some of the characteristics of creative people, in general, are their awareness of themselves as 
different, then pronounced talent for abstraction, as well as curiosity. Complex problems 

                                                           
2 Pere Sikavica i drugi, Poslovno odlučivanje, 1999 
3Alex Faickney Osborn, Applied Imagination, 1953 
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motivate them to represent their challenge. They are original in their thinking, and interested in 
the nature of the problem, i.e. its very essence. One of the characteristics of creative people is 
nonconformity. They value their independence and have expressed the need to be commended 
by the group. Looking at the general phenomenon of creativity, one might conclude that 
creativity is a characteristic of a very small number of people. However, creativity is not only a 
characteristic of a small number of people; almost everyone has some creative potential, at least 
to a limited extent. A person who thinks is not a creative person, is a person who does not use 
its creative potential! Studies have shown that by growing up, people lose much of their 
creativity. The key to improving their own creativity is allowing the creative potential to 
develop over a lifetime. Moreover, creativity needed to focus on one specific problem, and 
thereby devise as many different ways to solve the problem. 
Encouraging creativity, organizational strategic manager is performing an attentive hearing of 
the suggestions of employees, by accepting and implementing the best ideas. If management 
ignores the ideas of subordinates, will eventually run out of any proposal, which is definitely 
bad for the organization. In modern, creative enterprises managers have confidence in 
employees, not control them strictly, and communication between members of the organization 
is free. Such organizations are characterized by openness to the environment, the propensity to 
change (but not "change for change"), encouraging experimentation with new ideas and 
involving as many members of the creative process of proposing new ideas. One of the most 
important features is that there is no fear of mistakes, because mistakes and learn, as evidenced 
by the experience of many world famous companies, such as "Apple", "Ford", "Microsoft". 
Many successful ventures have been formed on unsuccessful projects. "Apple Macintosh" 
computer was created from the ashes of now-forgotten products Lisa, based on graphical 
interfaces of today's computers. The actual precarious situations, the classical market research 
were of little importance. If you asked someone in 1990, whether he is ready to pay to create an 
internet browser, no one would know what you are talking about. Many experiments were 
required to enable internet search. Then the participants in the project they had to finance the 
research. Later, companies were using business models based on advertising. Google, then, 
developed a system to maximize profits from "advertizing" model. Thanks to all these attempts, 
in which there were quite a few failures, Google has managed to create a search engine that is 
so popular. [5] 
 

 
Figure 2: Creative campaigns of Apple Company4 

 
In many organizations are numerous barriers to organizational creativity. The most common 
obstacles are: 

• Fear of failure - Employees are afraid to express their creativity, not to be mistaken. 
• Criticism in advance - inappropriate, unfounded criticism being the emergence of new 

ideas have a negative effect on creativity and participation of employees in general. 
• The organizational climate that does not encourage creativity - Some managers only 

have a positive attitude towards subordinates that support their opinions and the 
creativity and originality, in fact is undesirable. 

                                                           
4 http://www.techguysmartbuy.com/2011/11/apple-to-updateredesign-2012-imac-ipad.html 
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• Distractions and constant interruptions - only constructive and civilized discussion is 
a requirement of creative thinking. 

• Protecting of status quo - in organizations reluctant to change, there is no place to 
creative decision making. 

• The hierarchical filter for ideas - If there are too many hierarchical levels that ideas 
must pass until the final decision, it is possible that this idea will not be implemented. 

• "Borrowing" ideas - a very bad situation when managers of other people's good ideas 
presents as its own.  

• Isolation of creativity - is also a bad, when someone misunderstood by the creativity, 
is isolated from the rest of the organization. 

• Over-unity5 - making non-quality compromise decisions in the name of dishonest 
unity 

3. GROUP DECISION MAKING 

Group decision-making is the inclusion of a larger or smaller number of individuals, mostly 
managers in decision-making process. Group decision making is decision-making of general 
meeting or board of directors. Since decision-making should be separated from workers' 
participation, which implies involvement of workers in decision-making. So when we talk about 
the group decision, first of all we think on managers at various levels to make joint decisions. 
The leaders of these groups, usually general managers have the task to use all available 
resources of the group to accomplish a goal of the company, i.e. making good decisions. "The 
decision is usually the choice of one of the alternatives, and that someone is more on the 
management hierarchy, the elections "pro" and "con" when it comes to alternative courses of 
action on which to make a decision becomes almost equally balanced. Therefore, it is difficult 
to decide because both the flow of action, there are significant justification. It is necessary 
therefore to examine as many different opinions and then, based on these opinions, to make a 
decision. "[6] The speed and quality of decisions made depend on the composition of the team. 
If team members have skills that are similar to or competitive, the question is whether the 
decision was taken contribute to the success of the business organization. Especially the 
knowledge of the potential competitive threat, it can result in breaking the unity of the group, to 
long sessions that do eventually lead to effective solutions. The best solutions will come in 
groups where members know each other supplement (they are complement). In addition, the 
diversity of character types in the group may be positive because it creates a number of 
alternative solutions. 
The authority of the leaders of the group in some cases may constitute an obstacle to creativity, 
but also making the "right" decision, based on choosing the best alternative. General Manager if 
doesn’t make the best decision can be supported by other members, i.e. managers at lower 
levels, just because it has the greatest authority. 
Groups can be divided into formal and informal. Formal groups are specified organizational 
structures of enterprises, and include management structure, board of directors, etc. different 
levels of management. Informal groups arise spontaneously, depending on the circumstances, 
and there is an official organizational systematization. Some of them are based on the interests, 
other on closeness of members and friendship. Sometimes these groups effectively make 
decisions, while the formal group has no role in it. 

                                                           
5 http://www.megatrend-info.com/ 
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Figure 3: Types of groups6 

 
One of the most popular techniques of group decision-making is brainstorming. The point is 
that all group members free of fear of potentially negative comments, and no auto-censorship. 
All ideas are recorded, and at the end, the strategic management makes decision. The 
advantages of this technique are a large number of diverse ideas in a short period of time. 
Disadvantages are the possible diversion of topics and issues for which the meeting is 
convened. Another potential problem is the agreement with the majority of participants, rather 
than individual opinion. Delphi method is also known, which aims to achieve consensus on 
decisions.  a questionnaire in which experts respond creates, which is then evaluated and 
compared by the top management. Then draw up a new, revised questionnaire, which must be 
sends to experts to reach consensus. This technique is used when direct communication is 
difficult because of the number of participants, the inability of the meetings, and applies a rule 
to make important decisions. 
 
The problems of group decision making are: 

• Polarization of group members 
• Group opinion 
• Participation of employees in decision-making 

 
Polarization is a phenomenon that there are two or more opposing views in the group. Comes to 
the situation that the opinion of a member of the group and share the other group members, and 
individuals energetically advocates an opinion, whether it is the opinion correctly. The effects 
of polarization can be divided into negative group or passivation of disappointed members. Poor 
communication between colleagues in the group can lead to the postponement of the decision, 
in the worst case and the decision to prevent a problem. "If you don’t want a decision to be 
made, you select a commission of seven!"7 Group opinion is the opposite of polarization, and 
strives to achieve consensus at all costs, which can have very bad implications for the company. 
The cause of group opinion is the psychology of group, in which governs collectivism opposed 
to individual. Members of the group with low self-esteem act conform, if you realize that most 
of them think otherwise. This means that it will accept the majority decision, though poor and 
factually unfounded - simply untrue. 
Solomon Asch conducted the famous experiment on conformity. It consisted of the fact that the 
experiment participants were asked to compare the two axes drawn on the map. The first axe 
was drawn along one while the second map was drawn for three different sizes exceed the 
                                                           
6 http://www.ekof.bg.ac.rs/studije/2007/predmeti/org_i_upr_ljud_res/5%20GRUPE%20I%20TIMOVI.pdf 
7 Winston Churchill 
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average of which was apparently the same length as the first across the map. Respondents were 
asked to say which of the three longer fits the long located in the very first map. As the answer 
was obvious, the respondents made less than 1% error. Then they introduced a new experiment 
in which participants, in agreement with the experimenter, deliberately giving wrong answers to 
this question. 
The order of responding is always set in the way that "naive" participant, who didn’t know that 
others have an agreement with the organizers of the experiment, gave the answers last. As he 
gave answers after 7 to 10 people consistently gave wrong answers, he took them and gave 
obviously wrong answers.  
After number of repetitions, about 35% of respondents gave obviously wrong answers, which 
means that the group is fully inclined position. [7] 
Participation of workers also leads to prolonging the decision-making process, which in turn 
may lead that isn’t made at all. The positive side of participation is to motivate, as workers feel 
more enthusiastic when they are involved in decision-making. 

4. REASONS FOR THE USE OF GROUP DECISION MAKING: 

• Group reflection. The complexity of the problem requires more than experience and 
knowledge of an individual, so the group decision making is often inevitable. 

• The fear of too much authority of one person. Authorities, as we have found, can 
create negative implications in terms of fear and censorship of the subordinates. 

• Coordination of departments, plans and policies 
• Exchange of information. In-group decision making a direct communication is 

valuable. [8] 
 
The division of responsibility is one of the greatest shortcomings of the group, as the fact that 
the group will generally make riskier decisions for company than individual. These decisions 
can sometimes be a revolutionary and very positive for the company, but can lead to bad 
outcomes. However, it is one of the main reasons of the group - solving complex problems and 
making important decisions. 

5. RESUME 

Making crucial decision is a difficult task and a challenge for strategic management, especially 
in the current, turbulent world conditions. Managers in today's business world often make risky 
decisions, the reason being the lack of sufficient standing by full and adequate information, and 
limited in time. Top-level management has the task to realistically examine the circumstances 
prevailing in the market, and according to them, create more alternatives for the solution of 
which will select the best one. Because of the limited information available in most cases, 
decisions are made by the bounded rationality, which is precisely the formulation of 
alternatives, and the most appropriate choice. 
Management must use modern techniques and methods in decision-making, and encourage 
creativity in the organization. An organization, in which the creative potential of its members is 
"liberated", will be enriched with new ideas and approaches to problem solving. Strategic 
management, pursuant to its highest position in the hierarchy of the organization, bears the 
greatest responsibility for the enactment of the most important decisions, but also stages in the 
decision process preceding the decision itself. Strategic management is responsible for the 
creativity of the lower levels of management and other employees, or their contribution to the 
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company's original ideas for solving a particular problem. On strategic management is to select 
those techniques of group decision that will be most effective, and efficient in the given time. In 
cases of complicated decision-making, when it is necessary to consult a number of experts, 
group decision making is the best solution. Once the knowledge and authority general manager 
are not sufficient, and it is necessary to participate in the decision process more structure 
organization. 
As we noted, the decision making process is not simple. There are a number of stages in the 
decision-making, and decisions cannot be made arbitrary. Since the first phase of defining the 
problem, there may not be an error because due to the wrong problem defining the whole 
process goes in the wrong direction. Decision-making at the highest level is a difficult process, 
but it is a challenge for top management. The maximum information about the state of the 
environment is needed, and application of knowledge and scientific methods, as well as other 
management structures, with a view to making good decisions that would have been in service 
for further growth and success of the enterprise. 
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Аннотация: в статье произведен сравнительный анализ основных методов объектов 
интеллектуальной собственности, выявлены их преимущества и недостатки 
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В инновационных процессах предприятия доминирующая роль принадлежит объектам 
интеллектуальной собственности (ИС). В случаях, когда результаты интеллектуальной 
деятельности либо права на их использование выступают предметом купли-продажи, 
возникает необходимость оценки их стоимости.  
Зарубежный опыт в оценке объектов промышленной собственности предлагает 
использование стандарта МКСОИ (Международный комитет по стандартам оценки 
имущества) [2, с. 278]. 
 При этом основными задачами стандарта выступают: 

• идентификация понятия «нематериальные активы»; 
• установление стандартов определения стоимости, применимых к 

нематериальным активам. 
 
В зависимости от целей оценки МКСОИ выделяют различные виды стоимости 
имущества [2]. 
Рыночная стоимость определяется как расчетная денежная сумма, за которую состо-
ялся бы обмен актива на дату оценки между заинтересованным продавцом и 
заинтересованным покупателем в результате коммерческой сделки после проведения 
надлежащего маркетинга, при которой каждая из сторон действовала бы будучи 
хорошо осведомленной, расчетливо и без принуждения. 
Стоимость в использовании основывается на вкладе, вносимом данным имуществом 
в стоимость того предприятия, частью которого оно является, безотносительно к 
наиболее эффективному использованию этого имущества или к величине денежной 
суммы, которая могла бы быть получена от его продажи. Таким образом, речь идет о 
стоимости конкретного имущества для конкретного пользователя при конкретном 
варианте использования, а потому – не связанной с рынком. 
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Страховая стоимость - стоимость имущества, предусматриваемая положениями 
страхового контракта или полиса. 
Ликвидационная стоимость (стоимость при вынужденной продаже) - денежная 
сумма, которая реально может быть получена от продажи имущества в сроки, 
недостаточные для проведения адекватного маркетинга в соответствии с 
определением рыночной стоимости. В некоторых странах к ситуациям вынужденной 
продажи могут быть отнесены случаи с незаинтересованным продавцом и 
покупателем или с покупателями, знающими о невыгодном положении продавца. 
Специальная стоимость представляет собой дополнительную стоимость, которая 
может существовать для определенного собственника или пользователя; например, 
для покупателя, имеющего особый интерес. Специальная стоимость может 
возникнуть благодаря физической, функциональной или экономической связи объекта 
имущества с некоторым другим объектом имущества — например, территориально 
примыкающим к рассматриваемому объекту.  
Стоимость замещения определяется на основе текущих затрат на приобретение 
сходного актива, нового или бывшего в употреблении, или эквивалентной про-
изводительности или продуктивности.  
Стоимость воспроизводства — текущие затраты на приобретение идентичного 
объекта; текущие затраты на создание копии существующего объекта, с применени-
ем аналогичного дизайна и аналогичных  материалов. 
Инвестиционная стоимость — стоимость имущества для конкретного инвестора, 
или группы инвесторов, при определенных целях инвестирования. Это субъективное 
понятие соотносит конкретный объект имущества с конкретным инвестором или 
группой инвесторов, имеющими определенные цели и/или критерии в отношении 
инвестирования. 
Стоимость для целей налогообложения (налогооблагаемая стоимость) –стоимость, 
рассчитываемая на основе определений, которые содержатся в соответствующих 
нормативно-правовых актах, относящихся к налогообложению имущества. 
Утилизационная стоимость — стоимость объекта имущества, когда он рассматривается как 
совокупность содержащихся в нем материалов для продажи, а не для продолжения его 
использования без дополнительного ремонта и усовершенствования. Эта стоимость может 
выражаться как валовая или чистая (за вычетом затрат на реализацию), в последнем случае 
она может совпадать с чистой стоимостью реализации. Утилизационную стоимость можно 
рассматривать как ожидаемую стоимость актива в конце срока его экономической жизни. 
Аналогичная терминология используется и в российской практике оценки ИС. При этом 
и зарубежные, и отечественные специалисты [1,3 и др.] используют следующие подходы: 

1) доходный - основывается на экономических выгодах, ожидаемых от 
использования оцениваемой собственности; 

2) сравнительный – «привязывает» стоимость результата интеллектуальной 
деятельности к стоимости сопоставимых объектов, сделки по продаже которых 
осуществлялись на рынке; 

3) затратный – базируется на составлении сметы на создание (приобретение) 
промышленной интеллектуальной собственности. 

 
Каждый из вышеуказанных подходов предполагает применение некоторых специальных 
методов и приемов и характеризуется собственным набором преимуществ и недостатков, 
обобщение которых представлено нами в табл. 1. 
На наш взгляд, при наличии возможностей, целесообразно использовать комплексный 
подход к оценке результатов интеллектуальной деятельности, заключающийся в 
одновременном использовании всех вышеуказанных методов.  
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Таблица 1: Сравнительный анализ преимуществ и недостатков основных подходов к 
оценке результатов интеллектуальной деятельности 

Подход Преимущества Недостатки 
Доходный Высокий уровень надежности как 

следствие теоретической 
обоснованности, наличие четкой 
нормативно утвержденной  
процедуры оценки 

Возможны существенные 
расхождения между полученным в 
результате оценки прогнозным 
значением и реальной величиной 
чистого дисконтированного 
дохода от использования 
результата интеллектуальной 
деятельности  

Сравнитель
ный 

Относительная простота и 
надежность  

Сфера применения ограничена 
количеством доступной 
информации и сопоставимостью 
прототипов с оцениваемым 
объектом, точность оценки 
определяется качеством 
используемой информации  

Затратный Высокий уровень достоверности 
полученного результата 

Невозможность в полной мере 
учесть уровень качества и 
конкурентоспособности новой 
разработки, тех преимуществ, 
которые получит обладатель прав 
на неё 

Интегральная оценка результатов интеллектуальной деятельности может быть 
определена по формуле: 

 
∑
=

=
3

1
. *

n
nnисинт CC β  (1) 

 
где Сис.n – стоимость  объекта оценки, определенная доходным, сравнительным или 
затратным методом; βn – значимость результата оценки, полученного соответствующим 

методом (определяется экспертным путем, ∑ =
n

n 1β ); n – количество методов, 

используемых для оценки (n=[1,..,3]).  
Полученный таким образом результат, на наш взгляд, будет более объективным, 
поскольку позволит учесть результаты оценок каждым из методов, использование 
которого в конкретном случае представляется возможным. 
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Summary: The time in which we live today, the challenges facing the management of logistics 
is increasingly linked to knowledge. In the economy, the knowledge is the most important 
resource and source of competitive advantage. Knowledge-based economy has four 
independent elements: production of knowledge, transmission of knowledge through education 
and training, renaming the knowledge through information and communication technologies, 
and the use of knowledge in technological innovation. Besides a number of additional 
requirements that are placed before the management of logistics, the main task remains the 
same: to train people for collective action towards achieving the common goals of training and 
development needed to make a plan and react in time. Today, of the logistics management is 
required to manage processes, logistics organizations and most importantly to manage 
changes. This paper analyzes the current trends in this area and points out the importance of 
new approaches in the management of logistics education. 

Keywords: information technology, education, logistics management, costs. 

1. INTRODUCTION 

Knowledge is power and the fact based on which operations between successful and 
unsuccessful companies differ. We live in times when we do not tolerate mistakes, not only in 
manufacturing but in general, we have no time for corrections. Precisely because of this fact, a 
very important factor of any organization is the employees and especially management and its 
expertise. Only a management that is knowledgeable and familiar to the highest knowledge can 
monitor scientific and technological achievements. Development and application of new 
technologies is one of the most important features of modern development in market 
economies. As new technologies are rapidly improving and changing, their application process 
requires a highly educated population that has the knowledge and skills that apply and use in the 
process of their work, learning and personal development. Until now, fact that those who do not 
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develop this does not stagnate, but fails was proven many times. Sure, the survival of today 
allows only constant innovation of knowledge. The fact that the education is important for the 
success is confirmed by the fact that today many companies worldwide have their own 
universities. The proven fact is that the benefits of training in quality are very high (30 to 1) in 
respect of investment-education costs. It is a significant share of logistics costs in total costs of 
companies in the world (about 40% is the mean value) and therefore represents a significant 
cost that can be reduced by applying scientific knowledge that logistics can implement in 
practice. To make this possible it is necessary to constantly monitor the development of new 
knowledge in the field of logistics and its transport into the management of logistics. 

2. IMPORTANCE OF LOGISTICS MANAGEMENT EDUCATION  

It is needless to emphasize the importance of the fact that management is educated. The 
development of logistics management significantly affects the future results of logistic 
organization. It is a significant investment in the education of logistics management, which 
makes important decisions for the entire organization, which delegated tasks, set an example 
and make decisions, because the consequences of bad decisions and costs far outweigh the 
investment in training them. Any manager who constantly invests in their education provides a 
positive example in the organization. The specificity of training of logistics management is that 
their activities are complex and require greater levels of acquired knowledge and the time they 
need more training to overcome obstacles in today's business. Depending on the level of 
management and logistics, there are differences in their education. Entry level involves 
obtaining the appropriate level and the knowledge base and can be implemented with the senior 
managers on the principle of mentoring systems. Middle level management implies greater 
demands and responsibilities and requires greater emphasis on management and general skills 
training. Training of top-level management of logistics should be directed to the development of 
skills that enable managers to see the full logistical organization, operations and processes and 
to manage changes. Training of logistics managers need to include training for self-
determination, recognizing the dangers and opportunities in an environment that could affect 
the logistics operations of the organization. Logistics management use information technology 
as one of the basic tools to adapt to changes. Internet   allows sharing and transfer of knowledge 
throughout the world.  Managers use it to gather information on competitors, controlling the 
sale and so on. Internet   was first designed as a tool for scientists to share knowledge and stay 
in touch with each other. It is now very diversified and includes many interrelated companies. 
Because of this exchange of knowledge, many use the Internet. On the business side, the rise of 
the Internet as enabler of e-commerce involves a change in how companies manage knowledge 
and work3. According to research data of the Statistical Office of Serbia from 2010, the use of 
ICT in the Republic of Serbia is at the level that 98.7 percent of the population owns a 
television, 82 percent owns mobile phone, and 42.6 percent owns cable television. Every other 
household has a computer and Internet   connection 39 percent. In Serbia, 96.8 percent of 
businesses have Internet   access, and of this number, 70 percent of companies use the 
electronic services of public administration.4 
Information technology refers to the technological aspects of information systems, especially 
hardware, communications technology, operating systems, management systems, databases, 
software and other network components. Information Technology is the part of information 
systems. The importance of information technology is evident, but is also a key factor in the 

                                                           
3 Radosavljević Ž. Menadžment znanja i(li) znanje u menadžmentu, Centar za edukaciju rukovodećih 
kadrova, Beograd 2008, str. 61   
4 Economy.rs,13 septembar 2010. godine 
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success of a man who applies the methods, techniques and procedures in the relevant business 
processes to ensure business and the broader social goals. Application of IT applications and 
redefinition of business decision making and overall business processes, Table 1 

Table 1: Application of IT applications and redefinition of business decision making and 
business processes in general 

No. OLD APPROACH (RULE) NEW APPROACH (RULE) IT 
1. Managers make all 

decisions 
Making decisions is a obligation  of 

every employee 
DSS 

 
2. Only experts can carry out 

complex activities 
General qualification worker may 

work as an expert 
ES 

 
3. Information can be 

obtained only at one place 
at the time 

Information can occur 
simultaneously in several places, 

where necessary 

Distr. 
IS & DB 

4. Working with information 
requires a special room 

Work with information can be 
performed in every place 

 

Wireless 
communication 

2.1. Methods of logistics management training 

Learning by doing logistics managers is a method that gives good results. An important method 
is the rotation of the position, because it provides an opportunity to further analyze and learn to 
work in the logistics sector in which the manager has not worked. Learning through work 
allows training managers of logistics participation in the right projects, in analyzing and solving 
problems and in case of projects; it is usually done as a team. 
The case study method enables management to analyze concrete organizational or logistical 
problems, draw conclusions and solve it. With this manager gains experience, learns that an 
organizational problem can be viewed in several ways and realize that depending on the 
personal practice can influence the resolution of specific problems. 
Management games are computer games where teams are competing in a simulated market. All 
teams are competitors to each other and when making conclusions they can realize how much 
they actually influenced each other by making certain decisions. This training system allows 
managers to meet market system and the impact of competition on the organization in a better 
way. 
External seminars are the system of training logistics managers through professional programs, 
specific to the highest level of management, such as general management, strategic 
management, human resources and others. After completion of these professional trainings, 
every manager receives a certificate that cannot be used to obtain a higher academic degree, but 
certainly have an impact on confidence and the potential use of acquired knowledge in practice. 
Particularly important role in management training programs can be linked with the college-
universities that are tied to current interest and can last from several days to several months. 
These programs can be mutually beneficial both for colleges-universities to consider the 
problems of logistics management in practice, and for students to learn to solve problems and 
create a scientific approach to solving problems through the mentoring by scholars. This form 
of cooperation is present in many companies in the world and many universities adapt their 
programs for the management of logistics in order to provide the better way to educate their 
students. 
Today's logistics managers are faced with increasing demands for their own education and 
education of employees in the logistics companies, as the problem of absence of employees due 
to the learning and training. Additional costs due to absence from work are great. On the other 
hand, there are readiness to investment in new knowledge, because it has multiple benefits. The 
modern solution to these problems is called e-learning. The need for training and retraining of 
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employees is shown as inevitable both, for the individual and the company. There is no 
profession in which learned knowledge is sufficient forever. Without the acquisition of new 
knowledge and skills of employees, there is not mention of any progress of the company. Study 
performed by Think Equity Partners, Emerging Trends in Post Secondary Education - The View 
to 2012 shows a drastic increase in demand for highly skilled labor force. In 2005, according to 
the analysis of Learning Circuits online magazine, which since 2001, is been monitoring the 
development of eLearning, as much as 69% of application of distance learning was the purpose 
of training employees. Faced with the need for continuous training and retraining 50 million 
workers, U.S. companies are using Distance Learning, from inside and outside, for all types of 
training. Large corporations save millions of dollars each year by applying distance learning. 
That type of training is also effective and economical than traditional learning methods. 

3. VIDEOCONFERENCING SYSTEMS IN THE FUNCTION OF LOGISTICS 
MANAGEMENT EDUCATION 

Videoconferencing is an interactive communication between two or more participants in real 
time, which are located at different locations to communicate using a combination of video, 
audio and communication technologies. The essence of videoconferencing is communication, 
while hardware and software are just tools for videoconferencing. All video conference 
participants have the possibility of visual contact, although dislocated. Videoconferencing is an 
ideal solution in cases where the original presentation of information (facial expressions, 
movements, gestures, pitch, speech, etc.) to participants who are at different locations is very 
important.5 Today, it represents the most promising aspect of management training though 
underutilized. Multimedia systems for remote communication differ in their abilities, purpose 
and price. The main purpose of the division is: 

• Room video-conferencing systems require specially equipped facilities and 
technology. In indoor systems, we need a quality sound system with the capability of 
automated microphonics removal, quality and features automatic or remotely 
controlled cameras, high-quality devices for encoding and compressing video and 
audio in real time, electronic drawing boards for video conferencing and video output 
that can be a multimedia projector or TV. 

• Desktop videoconferencing systems as opposed to indoor videoconferencing systems 
require client software on your computer and integrated device for the head, which 
consists of a headset (to prevent the occurrence of howling). In addition to the client, 
the multi-party videoconferencing usually needs to have a server that can connect to 
more customers in a single conference. In addition to multimedia content such as audio 
and video, desktop video conferencing systems usually support and data sharing, 
application sharing and chat. The system provides for the creation of room 
videoconferencing video conferencing connection between any of the cities connected 
to the high-speed core of the Faculty network, and a link between any of the sites 
connected to the Internet and sites within the Faculty network. 

3.1. Advantages of Video Conferencing 

Videoconferencing is one of the most common forms of teleconferencing. Previous experience 
and research indicate many advantages achieved by the application of videoconferencing 
technology in group decision- making. Using videoconferencing technology can solve many 
theoretical and practical problems present in classical organization of meetings at which 

                                                           
5 Alempije Veljović, Tehnologija videokonferencije, str. 1 
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strategic decisions must be made, given the participation of a large number of managers in work 
groups. Size of the group of managers who participate in decision-making represents a polemic 
question. Some experiences suggest that the number of 14 to 30 participants in the group is 
acceptable in terms of effectiveness and efficiency, and the work represents satisfaction for 
participants in the decision making process.  
Occasionally, group members communicate only verbally, and use electronic conference as an 
electronic blackboard for writing and structuring of spoken verbal input. Therefore, the scheme 
of application of communication channels is in a function of the objectives of the meetings, 
work program and the applied software. One of the advantages of video conferencing set aside 
the equality of participants. It is reflected in the increased participation of individuals including 
data access, collection, synthesis and presentation. All participants have equal opportunities to 
enter input at any time, in electronic communication, where any person is disabled to limit the 
contribution of others or to dominate the discussion. During the videoconference group, 
managers are oriented to the task, interaction varies depending on the software tools used, and 
the objectives of the meeting, thereby minimizing adverse effects associated with the dilution, 
the decrease of concentration and attention. 

3.2. Limitations in the application of videoconferencing 

Many global companies are taking advantage of modern information technology, i.e. invest 
millions of dollars in video conferencing systems. However, investment in these systems is not 
enough but employees must have appropriate knowledge or need to know why, when and how 
to use video conferencing systems. 
Studies have shown that the majority of companies in which it is installed and introduced video 
conferencing system, it is not used by employees. Reasons for not using it primarily related to 
the fact that employees are not aware of any video conferencing capabilities, they do not have 
required knowledge in this field, and are reluctant to change their current way of doing 
business. Some of the reasons are identified in the study whose aim was to determine the 
attitude of big companies to videoconferencing technology. The study was conducted in seven 
major Swedish companies - Electrolux, Ericsson, Skandia, Swedish Post, Swedish Railways, 
Swedish Parliament, Telia. This time has been allocated about 30 recommendations that may 
affect the effectiveness of the videoconferencing technology in the company (why, when and 
how to use it?). Some of these recommendations are - introduction of meetings rules; - 
informing employees about the videoconferences; - evaluation of customer satisfaction, - the 
study of physical meetings; - emphasizing corporate strategies and the like.  

4. CHECKING OF DISTANCE EDUCATION SUCCESSFULNESS  

Often the question is the success of distance learning and traditional learning in the traditional 
way. The studies that have been implemented on this subject are in favor of the fact that 
distance learning is just as successful as traditional instruction in how to use appropriate 
teaching methods and technology and if there is an interaction between the users, and if there is 
timely feedback between speakers and listeners.6 
Multimedia didactic materials in digital form provide greater evidence, the dynamism, and the 
possibility of individualization in accordance with their own students' interest. 
Distance learning in the Republic of Serbia is not sufficiently implemented in the education of 
logistics management and today there are excellent opportunities with their economic 
justification. The same applies to students who failed to enroll in the budget, because the 
                                                           
6 Mur i Tompston (1990, 1997) Research in the 1980s and 1990s concluded that distance education 
is effective  "(1997,p.59).   
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average tuition fee is 80,000 RSD, and for rent, utilities and food per month in Belgrade takes 
about 500 Euros - or nearly 6,000 EUR per year7. This amount is necessary for students to 
complete four years of school, provided they complete their education in time, and costs for 
distance learning are much lower. During research of training logistics management costs in the 
variants of one going to education in Belgrade, and training options in place of life and work, 
using the AutoRoute software package and variations when implementing logistics management 
education at a distance (e-learning). If we consider the particular case, for example, the number 
of places where future managers live and work is 23, average fuel consumption is 6 L/100 km, 
the price of 1L is 137 dinars a mean exchange rate for 1 EUR is 105 RSD. With conventional 
methods of education, (manager travel to a place of education and the realization of return) 
costs are the large and depend of the distance of the place. If education is implemented in the 
place where the manager works on the principle that the teacher travels to all places and returns, 
the costs are much smaller but it takes a minimum of four days for the implementation of 
activities, implying high costs (wages, price class, hotel accommodation, time). In the third 
version when using AutoRoute the software package and the optimal costs compared to the 
previous version are considerably reduced but not significantly decreasing the number of days 
of activity. Learning at a distance above mentioned costs are not reported because they do not 
exist. Other costs are not monitored because they are approximately the same in all variants of 
education (the cost of preparation and implementation of education). Table 2 presents the 
results of the survey. 

Table 2: Costs on education by variants of management education 
Designation Ed. in 

Belgrade 
Ed. in place of 

living 
Ed. in place of 

living 
Opt. variant 

e-learning 

Trav.dist. 9154 2165.5 2065.2 0 
Fuel con. 549.24 129.9 123.9 0 
Fuel price € 716.62 169.48 161.67 0 
Fuel price RSD 75245.88 17794.3 16979.94 0 
No. of days 1 4 3.3 0 

 

 
Figure 1:  Monitoring of training costs per management variant 

 
Analysis of these data clearly shows that management of logistics education via distance 
learning is economical, effective and efficient compared to traditional learning. 
                                                           
7 Branislava Gigović, List BLIC, Nedelja 21. august 2011   
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5. RESUME 

Knowledge represents the power and the fact based on which successful and unsuccessful 
companies differ. Precisely because of this, the important factor of any organization is the 
employees and especially its management and logistics expertise. Development and application 
of new technologies is one of the most important features of modern development in market 
economies. As new technologies are rapidly improving and changing, their application process 
requires a highly educated population that has the knowledge and skills that apply and use in the 
process of their work, learning and personal development. 
The development of videoconferencing technology has opened up countless opportunities for 
trainers and users. Today it is possible to bring the whole world literally in the classroom. Video 
conferencing systems are becoming better and better. New network technologies promise that 
more places around the world is going to be connected through high bandwidth lines. E-
learning, i.e. learning with computers and the Interne. Although the video link in these cases is 
often a one-way (teacher - students) often encounter and makes videoconferencing systems 
through which the displaced students teaching can ask the teacher questions or participate in 
discussions. Global companies taking advantages of modern information technology, or invest 
millions of dollars in video conferencing systems. Multimedia didactic materials in digital form 
provide greater evidence, the dynamism, and the possibility of individualization in accordance 
with students' interest. Today we are witnessing the rapid development of telecommunication 
technologies and computer systems, connection to the Internet and hypermedia-based learning 
systems to better use computer technology in teaching. This now opens up new possibilities for 
organizing distance learning and in particular the establishment of links between the Faculty 
and the economy, which would have a big impact on reducing the cost of education. If we want 
to step into the future, we have to adapt to the conditions imposed by the application of new 
technologies, we must be prepared for lifelong learning and it is associated with distance 
learning and the application of information technology.  
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Summary: Learning object is main unit of digital educational content. Learning objects are 
introduced in order to standardize and enable effective use of educational contents. They can be 
used and reused for a variety of learning purposes. Learning object metadata regulate what 
learning objects include and represent. Its type and structure is usually described by a 
metadata record. There are many standards that regulate metadata of learning objects, but 
these standards are not universal for all aspects of learning objects. Learning objects are 
stored and organized in a repository. Metadata facilitate searching of objects, but even with 
right metadata it can be hard to find appropriate learning object. This paper presents 
recommendation for solution of organizing learning objects in centralized repository in order 
to standardize and categorize learning objects. 

Keywords: learning objects, e-learning, learning content, digital learning content, learning 
object repository 

1. INTRODUCTION 

In the last few decades we have seen major changes, both in the teaching methods and in the 
methods of preparing and delivering learning materials based on digital technologies. Internet 
allows access to large amounts of information that embody knowledge. Using digital learning 
content completely transforms process of teaching and learning and result to the process called 
e-learning. The growth of e-learning is directly related to the increasing access to information 
which represents digital educational content. 
In the field of education, learning object represents small instance of instructional components 
that can be used unlimited number of time in different context. A learning object is a reusable 
collection of information used as a modular building block for e-learning content. In practical 
terms, a learning object is a piece of digital learning content. Storage for learning objects which 
represent educational resource is called learning object repository. However, not everything can 
be qualified as learning object and educational resource. It is important to standardize and 
organize learning content as well as storage for that learning content.  
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In the first part of this paper we present learning objects potentialities and problems connected 
with standards for learning objects. Second part of paper focuses on preparation of learning 
objects and represent basic concept for centralized learning objects repository in order to 
standardize learning objects and its storage.  

2. WHAT IS LEARNING OBJECT? 

The problems related with learning objects begin with the definition of the term “learning 
object” itself. According to IEEE Learning Technology Standards Committee definition, the 
learning object is any entity, digital or non-digital, which can be used, re-used or referenced 
during technology supported learning [1]. This often cited definition implies that learning 
objects can include any type of information (multimedia content, instructional content, learning 
objectives, events, persons, organizations, etc), so it is difficult to define what is not learning 
object. 
For developers it is difficult to create system design which has adequate interaction with 
learning objects while it is not know which learning objects will be used in that system. For 
developers of learning objects it is difficult to create objects while they don’t know which 
learning objects will be used for which purpose. 
Problem of this definition is that it fails to exclude what could not be “referenced during 
technology supported learning” [2][3]. In order to clarify idea of learning object a definition 
must to be meaningful [3][4]. 
Learning objects need to be labeled, described, investigated and understood in ways that make 
their advantages apparent to creators, teachers and learners. Meaning of learning objects need to 
be clear both to developers and to end users. 
Definitions of learning objects are controlled by those who make them, but there is need for 
standardization of some parts that should to be unique for all definitions. Definition 
appropriated for this paper is that learning objects are digital entities of which learning content 
consist. Focus of this study is to define what learning objects contain and how to prepare, store 
and use components of learning objects. In order to define use of learning objects it is important 
to define learning objects repository. While, much work has been done in this area, it is still an 
ongoing area of research and there are many problems connected with learning objects that need 
to be solved. 

3. LEARNING OBJECTS STANDARDS 

Many organizations actively developing standards and specifications for e-learning, (IMS 
Global E-Learning Consortium [5], the IEEE Learning Technologies Standards Committee [6], 
ISO Subcommittee on "Information Technology for Learning Education and Training” [7]) to 
produce a direct cost savings and allowing that e-learning systems could be used in a wider 
range of applications, and used more efficiently. 
However these standards don’t regulate learning content and systems for managing and 
delivering that content. Moreover, educational content and systems often are developed 
independently of one another, in a manner that makes it very difficult to support their 
interchange and scalability. E-learning standards are developed manly to ensure the 
interoperability, portability and reusability of learning content and of these systems [8]. 
Designers and developers of digital learning materials have variety of tools and frameworks for 
creating learning resources, but these tools range from very simple to more complex authoring 
environments.  Learning systems and frameworks can be very useful for creating learning 
resources, but they often do not share a common mechanism for finding and using the 
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resources. A number of organizations started developing standards for the learning technology 
in order to facilitate approach to the learning content (learning objects). Standards are needed to 
assure the interoperability of different instructional technologies, specifically different learning 
objects. Main goals of standards are to make learning objects to be modular, interoperable, 
sharable and discoverable. Sometimes, standards identify the pedagogical properties of learning 
objects, but they don’t regulate them. Moreover, they are frequently described as 
"pedagogically neutral" or "pedagogically agnostic" [9][10]. Also, standards may be customized 
for a particular use.  
IEEE (The Institute of Electrical and Electronics Engineers - IEEE) committee produces formal 
standards and includes a number of working groups that are involved in the process of defining 
these standards and each addressing a different aspect of the problem. 1996 IEEE developed 
and represents LTSC (Learning Technologies Standards Committee) working group that 
produce instructional technology standards for purpose of effective use of learning objects 
metadata. 
LTSC has developed a draft standard “Learning Objects Metadata” (LOM - Learning Object 
Metadata Standard (IEEE LTSC 1484.12.1)) [1]. Standard describes the LOM data model and it 
is the first part of a multipart standard. LOM is introduced for describing learning resources. 
Other parts of the standard (IEEE 1484.12.3 and IEEE 1484.12.4) define how LOM should be 
represented in markup language or metadata data models [11][12]. 
IMS (Instructional Management System) consisting of many sub-committees and sub-projects. 
IMS GLC (Instructional Management System Global Learning Consortium) develops open 
interoperability standards that are the most widely used learning technology standards in the 
world, such as QTI [13] and Content Packaging Specification [14]. The European Union 
ARIADNE (Alliance of Remote Instructional Authoring and Distribution Networks for Europe) 
team has worked with IMS Metadata working group on the development of other standards 
within the LTSC domain [15]. 
The Aviation Industry Computer-Based Training Committee (AICC) is an international 
association of technology-based training professionals formed to develop guidelines for the 
aviation industry in the development, delivery and evaluation of computer based and related 
training technologies.  AICC has focused on reuse and interoperability of e-learning and 
coordinates its efforts with other learning technology standards organizations like LTSA (IEEE) 
and ADL [1][16]. 
SCORM (Sharable Content Object Reference Model) is generated by Advanced Distributed 
Learning (ADL) initiative which incorporated the efforts of IMS, AICC, ARIADNE, and LTSC 
(IEEE) into a single reference model for learning design and delivery. SCORM represents 
collection of standards and specifications for the packaging and sequencing of educational 
material in the form of shareable, reusable content objects [17]. This standard can be used for 
building effectively reusable learning objects (SCORM learning objects). SCORM learning 
objects comprises a collection of assets, which represent pieces of educational content. 
SCORM 2004 version introduced a set of rules that defines the order in which a learner may 
experience content objects. The SCORM Content Aggregation Model represents a 
pedagogically neutral means for developers of instruction for learning resources. The SCORM 
Content Model is made up of three components: Assets, Sharable Learning Objects and Content 
Aggregations, which support creation, discovering and aggregation simple assets into more 
complex learning content [18]. Generally, SCORM provides one of the best examples of the 
application and integration of the learning standards. 
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4. LEARNING OBJECT METADATA 

Learning object metadata regulate what learning object include and represent. Learning objects 
are tagged with metadata. Metadata facilitate process of object identification by search engines 
or used system. Learning object’s type and structure is usually described by a metadata record. 
Metadata are used in order to facilitate learning objects localization, identification, storage and 
retrieval, the learning objects. Generally represent an external structure of information. 
Components of learning objects are types of information that may be included in a learning 
object and its metadata. Some of the attributes of learning objects included by metadata are: 
type of object, author data, format, pedagogical requirement, technology requirements, terms 
and rights, etc.  
LOM is internationally accredited technical standards recommended practices and guides for 
learning technology and learning objects. The LOM comprises a hierarchy of elements 
(metadata) needed for locating, managing and evaluating learning objects.  
LOM defines which components of learning object can have a status of obligatory (must be 
present) or optional (maybe absent). The LOM standard proposes technical details including 
how data model work, requirements, application profiles, but don’t include the pedagogical 
attributes. According to LOM standard, some of the types of information included in learning 
objects are: general descriptive data (subject area, descriptions, keywords...), instructional 
content (text, web pages, multimedia elements...), rights (cost, copyrights, restrictions on use...), 
relationships to other learning objects (courses) and other information [1]. 
There are more standards for learning objects description, one of them is The Dublin Core 
Metadata Initiative, which provides core metadata vocabularies in support of interoperable 
solutions for discovering and managing learning resources [19]. 
Metadata, except its usage for description of objects, are also used for their administration and 
structuring. However, it is not only metadata standards what is needed, also it is important to 
some aspects of learning objects to be standardized.  

5. LEARNING OBJECT REPOSITORIES 

Learning objects are stored and organized in a repository. Learning object repository usually 
represents resource of learning objects with search function. These resources can have a simple 
keyword search tool or more advanced searching features. Learning objects stored in repository 
should to be easily accessible and sharable. Repository also has to follow certain standards 
which ensure structurally searching and objects exchange between different repositories. End 
user will access to learning objects stored in repositories with adequate systems.  
Repositories can store complete learning objects with content and its metadata, and there are 
repositories that contain only reference to learning objects and its physical location.  
One of the best known general repositories is MERLOT [20]. MERLOT is a free and open 
online resource for sharing learning materials. MERLOT represent repository based on 
reference to learning objects, which include links to online materials with reviews and 
assignments. There are several other repositories with learning objects such as: Wisc-Online 
(Wisconsin Technical College System) [21], NCLOR (North Carolina Learning Object 
Repository) [22], Content Sharper Authoring Tool and Virtual Inorganic Pedagogical Electronic 
Resource [23]. 
Many of multimedia resources founded on Internet can qualify as learning objects, but not 
everything on the Internet is a learning object. When searching for learning objects it is 
important to revise factors as the intended audience as well as the content of potential learning 
objects.  
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6. PREPARING LEARNING CONTENT FOR CENTRALIZED 
REPOSITORY 

In order to standardize learning object storage it is need to define and categorize learning 
objects as well as its design. When learning objects are categorized and have design principles, 
it is easier to manipulate them. 
Background system allows inserting each learning object ever created in one large database. 
Access to large resource of learning object on the same location, improves process of searching 
and using these objects.  
Categorization and using centralized resource of learning objects brings order in system, allows 
ranking the learning objects and improve process of learning. 

6.1. Learning object design 
Even when learning objects are founded they can be in different forms, types or design. Without 
standard for design of learning objects they cannot be used on every platform or system for 
learning. In order to be compatible with as much as possible technologies learning objects need 
to have standardized design.  
This paper represents a set of recommendations for the design of learning objects for delivery 
with any technology. Our recommendations for design of learning objects are based on using 
three types of learning objects: standalone, primary objects (parallel objects) and connector 
objects. Basic elements of learning objects design are learning object content, description and 
metadata. 
Design principle presented by this concept is based on following recommendations: 

• Standalone objects include only multimedia elements. 
• Primary objects include standalone objects with text; 
• Primary objects also can reference each others. 
• Connector objects include only reference to primary and standalone objects. 
• Every object should include short description about its content 
• Metadata include all relevant information about objects, its authors and rights 

6.2. Centralized repository of learning objects 
In our approach we represent system with centralized base of learning objects which represent 
centralized repository of learning objects. This type of repository includes objects physical 
location and its content.  
System will include three types of learning objects: standalone objects (1st level of learning 
objects), primary objects (2nd level of learning objects) and connector objects (3rd level of 
learning objects). Standalone objects include only multimedia elements without text. Primary 
objects include standalone objects as reference and additional text. Connector objects only 
include reference to standalone and primary objects. On this way system saves on its capacity. 
Figure 1 (below) shows concept of learning object repository based on three levels of learning 
objects which can be used by any type of applications or systems. 
Learning objects can contain reference to other learning objects that are connected by subjects 
(regulated by metadata). If content of one learning object was used for creating other learning 
objects, then that learning object will be used as reference in other.  
Major advantage of centralized repository is standardized and categorized learning objects. 
Other advantages are that these objects are completely sharable and reusable, and they can be 
used without any defined frameworks or templates. Problem of defining the learning object is 
facilitated by categorization according to function and level of learning object.  
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Principle of connecting stand alone and primary object in connector objects allow centralization 
and standardization of learning object. Advantages of this system also include use of parallel 
objects, historic data and reference score presented in our previously works [24][25]. 
Importance of centralized resources of learning objects is based on need for standardization of 
learning objects and its storages. 

 

 
 

Figure 1: Learning object repository based on three levels of learning objects 

7. CONCLUSION 

In this paper we attempted to provide new concept of storing and designing learning objects in 
order to facilitate work with digital learning content. 
Design of learning objects is based on components of learning objects. With standardized and 
classified components of objects it is possible to define a design of learning objects that is 
compatible with as many as possible learning platforms and technologies. The classification of 
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learning objects may serve for different intentions, but the main purpose of classification is to 
establish some kinds of criteria that are fundamental in the search of learning objects. 
The work presented by the paper has presented a recommendation for learning objects design 
and concept of centralized learning object repository. In the first part it is presented an overview 
of learning object problem with definition and standards. In second part we recommended a 
solution for designing learning objects and storing in centralized repository. Focus of this work 
is on need for categorization of learning objects as well as standardization and centralization.  
As result, standardized design of objects, as well as centralized repository of learning objects, 
ensures quality during the process of creating and using learning objects and has potential to 
increase the educational experience. Our future work will be focused on detailed clarification of 
importance of using learning object centralization and more complex classificatory frameworks. 
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Summary: Since the first web sites, only few people could see that internet would become 
worldwide phenomenon, surpassing television in 2009 as the biggest advertising sector 
(Guardian). With a new shift in technology, decline of classic desktop computers, return of the 
mainframes, powerful cloud services, Smart TVs, ever-growing number of smartphones and 
reintroduction of tablet computers new markets are being open. "Classic" websites, although 
still popular, have to compete with fast growing number of specialized apps for smartphones, 
tablets and smart TVs. Compared to websites, these "apps", are easier to use, faster and with 
more options. This paper is focused on this paradigm shift, from a web site to an app and new 
possibilities for emarketing in this sector. 

Keywords: mobile marketing, tablet marketing, in-game advertising, smart TV marketing, 
emarketing  

1. INTRODUCTION 

In this paper we wanted to show our view on future development of in-app marketing based on 
data and knowledge from similar concepts, but different platforms and purpose. In the first part 
of paper we are focused on basic concepts and statistics for online marketing and in second part 
we presented our conclusions and predictions for possible growth of app-marketing sector. 

1.1. Growth of internet marketing and in-app advertisement 
The Internet has opened new frontiers for advertisers. Shift from TV and print advertising to 
online advertising caught many companies unprepared. Early adaptors, but not the earliest, gain 
significant lead with new possibilities for marketing with the internet. During the mid 2000s, 
most of the advertising on internet was standardized. Overture Services, later acquired by 
Yahoo, set the standard for online advertising with the new type of Advertising Network - Pay 
Per Click Contextual Ads. Especially, with introduction of Google's advertising network, 
AdSense/AdWords PPC was here to stay. 
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During the late mid 2000s, minor shift with emarketing happened with growing social 
networks, like MySpace and Facebook. Suddenly, there were companies that knew much more 
about their users, than "classic" advertising networks like Google's AdSense/AdWords. 
Advertisers, now could target much more specific groups of people, than before, when they 
knew only generalized keywords. They could target specifics like "male, 22-28 years old, living 
in Washington D.C., married with kids, academic degree, likes beer and superman". Classic 
advertising networks continued to operate with same success, not because advertising with 
social sites was not successful, but because online marketing was and still is growing. As show 
on Figure 1, according to statistics and predictions of eMarketer, emarketing had and will 
continue to have steady growth during the coming years. 

 
Figure 1: Worldwide Digital Ad Market Size (Unit:$B)(Samsung Ad Vision) 

 
With the introduction of iPhone (and latter Google Android OS), and latter reintroduction of 
tablet computers, with iPad, new shifts in emarketing begins to emerge. "Apps paradigm" ("app 
- noun Computers, Informal - an application, typically a small, specialized program 
downloaded on to mobile devices." Dictionary.Reference.com) changed a lot of things. Today, 
for big companies, it is not enough just to have web sites, they have to have an "app". For 
example on Figure 2 is picture of small application for iPhone, for Coca-Cola history. Same 
information we can find on "classic" flash web site heritage.coca-cola.com. App does not 
represent anything new, it is the same information, just in different format. 
 

 
Figure 2: Coca-Cola Heritage Timeline 2.0 for iPhone, iOS 4.2+ 

 
According to stats and predictions of eMarketer, as shown on Table 1, tablet market will 
continue to grow significantly. 
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Table 1: US Tablet Users and Penetraton, 2010-2014(eMarketer C) 
Tablet Users (millions) 13 33.7 54.8 75.6 89.5 

% change - 158.6% 62.8% 37.9% 18.3% 
% of total population 4.2% 10.8% 17.3% 23.7% 27.7% 
% of internet users 5.8% 14.5% 22.9% 30.9% 35.6% 

 
Number of mobile users is still growing, however in developed countries, according to statistics 
from Table 2, many users are switching from "non-smart phones" to smart phones. 
 

Table 2: US Smartphone Users and Penetration, 2010-2015(eMarketer B) 
 2010 2011 2012 2013 2014 2015 

Smartphone Users 
(millions) 

60.2 90.1 106.7 119.9 133.0 148.6 

% of mobile phone users 26% 38% 44% 48.5% 52.8% 58% 
% of population 19.4% 28.8% 33.8% 37.5% 41.3% 45.6% 

 
TV manufactures want to create similar "app experiences" with their Smart TVs. Samsung has a 
hundreds "big screen" optimized apps for their SMART TV program (Samsung TVAPPS). 
Even with cars, companies like Mercedes and Ford, want to put some kind of OS that is "app 
compatible" (PCMAG). 

2. BASIC CONCEPTS OF INTERNET MARKETING AND IN-GAME 
MARKETING 

2.1. Advertising Networks 

 
Figure 3: Typical Advertising Network 

Advertising 
Network 

Advertiser 

Publisher 

Advertiser 

Advertiser 

Publisher Publisher 
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Advertising network (ad network) is service that connects advertisers to publishers that want to 
host advertisements (usually on their sites). The term "Advertising Network" is media neutral 
term, however it usually means "online" or "digital" advertising network. 

• Advertiser - Client who advertizes his services.   
• Advertising Network (3rd Party service) - that acts as connection between advertiser 

and publisher 
• Publisher - Site or app with ads.   
• User - End user that is using the product   

As shown and Figure 3, in typical (online) advertizing networks, ad networks connect 
advertisers to publishers who want to host advertisements. User visits the site (or some kind of 
service) sees the ad that he is interested in and "clicks" it, user is sent to advertiser's site (or 
some kind of service). 

2.2. Types of Ad Networks 
There are three types of ad networks: 

• Vertical Networks - In vertical networks, advertiser knows exactly where his ads will 
be shown. 

• Blind Networks - In blind networks, advertiser does not know where his ads will be 
shown. 

• Targeted Networks - In targeted networks, advertisers usually do not know where his 
ads will be shown, however advertiser can choose (manually or automatically) where 
his ads will be shown by keyword. For example, with websites, advertiser who sells 
used cars will choose publishers who have sites about cars. Users who visit sites about 
cars, are more likely to be interested in buying used cars and clicking on the ad (and 
eventually buying a car from advertiser). 

2.3. Emarketing payment models   
PPC, PPV, PPA are the most common payment models for online advertising. 

• PPC (Pay Per Click, Cost Per Click) - PPC is the most common type of payment 
models. Payment is initialized only when user clicks on advertisement. No matter how 
many users see the ad, until the user click on ad, payment will not be initialized. 
There are two ways to determine cost per click. 

o Flat-rate PPC - In Flat-rate PPC model the advertiser and publisher (and 
sometimes 3rd party) agrees on fixed amount that will be issued by each valid 
click. 

o Bid-based PPC - In Bid-based PPC the advertiser compete against other 
advertisers for ad placement.  Each advertiser sets a maximum amount that he 
is willing to play for each successful lead. Auction system determinates which 
ads are most suitable to appear by price (and sometimes by context). 

• PPV (Pay Per View, sometimes PPM - Pay Per Mile, Cost Per Impression, Pay Per 
Thousand) PPV is classic "banner payment model". Every time user views the ad, 
Payment is initialized. It does not matter if users click on advertisement. This type of 
advertising today is mostly used for brand awareness. For practical reasons, payment is 
usually initialized on 1000 impressions.  
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• PPA (Pay Per Action, Pay Per Sale, Cost Per Action, Cost Per Lead etc.) In PPA, 
payment is initialized when user performs some kind of action. For example if user 
clicks on the ad and buys a book from the leading site, payment will be initialized.   

• Combined and other models - Usually the combination of PPC and PPV.   

2.4. In-game Advertising 
In-game advertising refers to advertising in video games. Since the beginnings, in the late 
seventies and eighties, in-game advertising had self-promotional character. Game studios 
advertised their other games and products (example: Adventure International's game 
Adventureland promoted their next game Pirate Adventure). During nineties there were several 
commercial promotional campaigns. (Example:  Millennium Interactive's game James Pond 2 - 
RoboCod advertised Penguin biscuits, type of chocolate biscuit in the United Kingdom.) 
There are two basic types in-game advertising 

• Static - Static in-game advertising is similar to product placement in the film industry. 
Advertisement is directly coded into the game, and cannot be changed at the latter 
time. Some static in-game advertisement requires from players to interact with 
advertised product to finish the game. (Example - Sam Fisher, protagonist in Splinter 
Cell games, has to use Sony Ericsson's phone to catch terrorist, Figure 4).  

 
Figure 4: Tom Clancy's Splinter Cell Pandora Tomorrow and Sony Ericsson phone 

• Dynamic - Dynamic in-game advertising enables changing of the advertisements, after 
the game is published. This model usually does not have rich interaction (as some 
cases of static advertising), but can easily be changed to different region, language, age 
group etc. This type of advertising is especially appropriate for online games and 
"browser" games. 

As shown on Figure 5, in Angry Birds game, in right bottom corner classic banner format 
dynamic advertisement can be seen. 

 
Figure 5: Angry Birds with in-game ads 
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According to stats, as shown on Table 3, in game advertisement will continues to grow. 
 
Table 3: US In-Game Advertising Spending, by Segment, 2008-2013 (millions) (eMarketer A) 

 2008 2009 2010 2011 2012 2013 
Console and PC-based (Millions) $117 $124 $140 $155 $167 $170 

Web-based $286 $319 $370 $418 $464 $511 
Total $403 $443 $510 $574 $631 $681 

3. PPC APPROACH WITH IN-APP ADVERTISEMENT  

3.1. Differences between apps and Web Sites 

Although in some cases apps for smartphones and tables are based on same technologies as 
websites, but they are much different. Websites are (usually) created in open environment with 
open standards. W3C (World Wide Web Consortium) and other standards organizations, are 
proposing standards that are accepted across the industries. Same websites created with open 
standards like XHTML 1.1, CSS2.1 etc. look exactly the same on large number of platforms. 
Sometimes, there are minor errors with different platforms, but generally, websites that follow 
standards look the same on different platforms. 
At the moment (January, 2012), according to ZDNet, only two competitors hold 97.7% of tablet 
market. Tablets with Google Android OS have 39.1% and Apple's iPad and iPad2 (with iOS 
operative system) have 57.6%. Apps for Google Android are not compatible with iOS and vice 
versa. Companies that want send single message with single app to 97.6% of market, have to 
create two apps with different technologies, but with same content. 
To create a web site (that is accessible via Internet), you only need at least one web server with 
Internet connection. There are regulations and restrictions, but generally you can put anything 
on your website. 
To publish an app you have to go through official marketplace1. Every app is verified for 
trojans, viruses, basic tests of functionality and usability are performed, content is checked etc., 
before users can download it. 

3.2. Differences between apps and (desktop) applications 
The basic difference between apps and "classic" desktop applications are pricing, availability, 
updating and installation. 
The moment they are published, apps are available worldwide2. It's much easier for users to 
find, comment, rate etc apps because they are all in centralized marketplace. Applications, on 
the other hand, come from various sources, from floppy disks installations to digital downloads 
etc. (Craig Miston) 
With centralized marketplace, smartphones and tables can periodically check for updates for 
installed apps. Applications can also check for updates, however this process is not standardized 
and automatic. 
However, probably, the biggest difference between applications and apps is pricing. 
Applications in most cases are bought independent without centralized payment system. Apps 
on the other hand are bough exclusively through centralized marketplace. At the moment, for 

                                                           
1 With Google Android you don't have to go through official Marketplace, however open marketplaces 
have large risks of Trojan apps(Wired) 
2 With official marketplaces there are sometimes restrictions based on location of users etc. 
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popular tablet and smartphone ecosystems, Apple, Google and Microsoft are taking 20-30% of 
each transaction. In-app transactions are also usually billed3 with same percentage. 

3.3. In-app advertising based on in-game advertising with closed ecosystems 
Every successful PPC advertising network has to have large number of advertisers. If the 
number of advertisers is not big enough, some keywords will not have enough interesting and 
relevant ads. Ads that are not relevant do not generate enough clicks for publishers and 
publishers, with their content, do not make as much money as they could with better ads. 
Theoretically, if apps for Apple iOS, Google Android and Microsoft Windows Phone 7 and 
Windows 8 (Metro) would use single unified PPC advertising platform, they would generate 
much better services. For advertisers, all tablet/smartphone marketing would be controlled from 
one place, publishers (developers of apps) would have more advertisers, better ads, more clicks 
and even the companies that are creating OS and "ecosystem" could still take 30% ("industry 
standard") of each click and generate more money. 
Apps developers could learn a lot from in-game advertising. Game developers, although, 
usually not successful, have much more original approach to advertising than app developers, 
who usually just put ads on main menu, at the bottom/top of each page/form or something 
similar. In games ads appear on variety of ways, from direct interactions to passive in-game 
billboards. More intelligent approach to advertising, keyword and user targeting could be 
established when advertising is planed from the beginning of app (software) development life 
cycle, than just added at the end when all main features are finished. 

4. CONCLUSION  

The rapid development of tablets and smart phones makes it imperative for companies to 
consider in-app marketing to avoid losing costumers. Problems with closed ecosystems make it 
harder for advertisers and publishers to get max out of PPC advertising campaigns. In the 
future, in-app advertising will be more standardized, on the same way that advertising was 
standardized for web sites. 
In this paper, first we analyzed actual types of web internet marketing, the most common 
payment models and in-game advertising. In the second part of paper, we illustrated our 
conclusions and described our predictions of in-app marketing, focusing on unified PPC 
advertising network. 
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Summary: The paper focuses on theories on the objectives of the firm. The main question is 
how firms are governed from the perspective of targeting the primary objective of its existence. 
We find that there are two mainstream theories: shareholder theory and stakeholder theory. 
The first theory puts shareholders (i.e. owners) in the primary position of the firm: the firm 
should primary focus on shareholder’s interests being usually maximization of the firm’s value. 
The stakeholder on the other hand focusses also on other stakeholders of the firm (i.e. 
employees, society, government, suppliers, customers etc.); the interests of shareholders are 
only one of the objectives a firm should follow. In the paper we present the overview of 
theoretical thoughts on the issue and present the empirical analysis that will be performed on 
Slovenian case. 

Keywords: firm objectives, shareholders, stakeholders, corporate governance 

1. INTRODUCTION 

Given the importance firms have in the society, both from the viewpoint of economic 
development and their impact on social welfare, it is important to understand what is the 
primary objective or which objectives the managers should follow. This raises the question, in 
whose interest firms are governed. Is the primary objective or purpose1 of the firm's existence 
subordinated only to the shareholders or to all stakeholders, among which shareholders are just 
one of the interest groups without special status? According to the current available literature, it 
seems that this issue remains unsolved, both from theoretical and empirical perspective.  

                                                           
1 In the literature, terms “purpose” and “objective” are often used as synonyms and there is no appropriate 
differentiation between them. In this paper we use these terms in accordance with the original literature. 
Therefore, we understand “purpose” as an answer to the question, why we have started with certain 
activity, why something exists (for example, why we started the firm). On the other hand, “objective” or 
“objectives” are defined as means to reach the purpose. 
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From the perspective of shareholders, the primary purpose of a firm is usually defined as value 
maximization (for shareholders).2 By this we denote maximization of a firm’s equity, which is 
in fact the present value of expected benefits (cash flows) that shareholders can expect from the 
firm.3 According to this definition, a firm’s value can be maximized only when expected 
benefits are maximized in the long-run.  
The value maximization (of equity) is not equivalent to profit maximization. Expected profits 
can only to a certain extent explain the market value of the equity.4 Namely, profits are an 
accounting category and represent the historical performance of a firm; however, they are not 
the best proxy of what investors can benefit from a firm. Thus, from the perspective of the 
shareholder value maximization, expected future (free) cash flows are a far more important 
measure of a firm’s performance.5  
On the other hand, if we define the primary objective of a firm from the perspective of all its 
stakeholders (i.e., shareholders, employees, customers, suppliers, creditors, local community, 
state and others), the primary objective would be defined more broadly, as the interests of 
stakeholders differ and cannot be expressed using a unique measure. 
The question of a firm’s primary objective relates to the question in whose interests is a firm 
governed. If a firm is governed (predominantly or exclusively) in the shareholders’ interests, 
then its governance aims at the shareholder value maximization. In this vein, the shareholder 
theory explains the rationale of the value maximization for shareholders.6 On the other hand, 
the stakeholder theory explains the rationale of firm’s governance in the interest of all firm’s 
stakeholders.7 This theory refers to the corporate governance and has emerged as an opposition 
to the traditional, shareholder theory.  
The definition of a firm’s primary objective and its model of governance raise the question 
which type of governance is more appropriate for developed economies and which provides 
higher competitiveness (Lazonick and O'Sullivan 2000). When studying the primary objective 
of a firm and different models of corporate governance, we should not neglect the aspect of a 
firm’s funding. The success of a firm and its survival in the long-run are associated with a 
firm’s ability to raise adequate financial resources. As the capital is a scarce commodity, a firm 
is obliged provide a required/expected return to investors (creditors and owners).8 Nevertheless, 
it is the question whether a stakeholder type of governance really provides the required return to 
investors (i.e., owners). But, is the shareholder value maximization model more appropriate and 
would it result in a sustainable growth and welfare in economies? 
The purpose of the paper is to study the corporate governance models from the perspective of 
perceived primary objective of a firm. In the first part of the study we provide an overview of 
the theory and relevant researches on the corporate governance models. Based on a synthesis of 
the existing theories and studies, we present our own view on raised questions.  

                                                           
2 By value maximization we refer to the market value of equity. Therefore, in the case of a public limited 
company, we define value maximization as the maximization of the market value of stock price. 
3 We can refer to this value also as the internal value of a firm. 
4 See Stubelj (2010a). 
5 Cash flow that belongs to the shareholders in a given period can be calculated as net income plus 
depreciation minus gross investments in (long- and short-term) assets used to support firm's operations, 
plus change in firm's obligations. 
6 “Shareholder” is an English expression for an individual or institution (i.e., legal entity), who/which is a 
(legal) owner of the share of a firm (Fama 1980). 
7 The term “stakeholder” is an American version of the term “shareholder” (Fama 1980), however it is 
used also to refer to the firm stakeholders, i.e., “interested parties” (e.g., employees, other firms and 
institutions, creditors, local community, the state, etc.) that affect the firm and are at the same time 
affected by the firm’s business. In terms of the stakeholder theory, a stakeholder is understood as a 
participant of the firm and not just as the (partial) owner of the firm.  
8 See Stubelj (2010b) for an in-depth overview of the issue of required return on equity. 
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The study continues with empirical analysis, which is – however due to the fact, that it is not yet 
finished - not included in this paper. Thus we provide here only the research framework. In the 
empirical part we will study the corporate governance model in Slovenia in order to find the 
most common corporate governance practice and find answers that relate to primary objective 
of firms in Slovenia. We will conduct our empirical research in two stages. Firstly we will 
conduct semi-structured interviews in five firms that differ in ownership structure (state 
ownership, private ownership, foreign ownership, family ownership, workers ownership). 
Taking into account the interview results we will form a questionnaire addressed to the 
management. The survey will be sent to 1400 Slovenian middle-sized and large firms. The 
results will then be adequately analysed and research questions will be properly addressed. 
The paper is structured as follows. We continue with an overview of the theoretical framework 
and empirical studies, with special attention being put both on shareholder and stakeholder 
models. In section 3 we give our view on the corporate governance model and try to answer the 
question which model is more appropriate and would result in a sustainable growth and welfare 
in economies. 

2. OVERVIEW OF THE THEORETICAL FRAMEWORK AND EMPIRICAL 
STUDIES 

Several researches have addressed the diversity of corporate governance models, among others 
Boyd et al. (1996), Bradley et al. (1999) and Guillen (2000). An important element of these 
studies is the comparative analysis of how different countries view public limited companies. 
Do they perceive them as economic entities, aimed at increasing shareholder value, or as social 
institutions, aimed to promote the interests of the firm and its stakeholders (i.e., shareholders, 
employees, creditors, suppliers, customers, local and broader community). We can define the 
first view, in general, as an Anglo-American model of governance, whereas the second model is 
more common in other parts of Europe and in Asia (Fiss and Zajac 2004). 
There is a variety of corporate governance models across European countries. For example, 
Germany has a system of co-determination in which employees and shareholders in large firms 
have an equal number of members in a firm’s supervisory board. This means that the interests 
of both parties are equally represented (Allen et al. 2009).9 Wymeersh (1999) documented the 
characteristics of different corporate governance practices in several other countries. He noted 
that Austria has a similar system of co-determination as Germany. In the Netherlands, corporate 
governance system is characterised with indirect workers representation – the representation is 
indirect in a sense that directors must enjoy the confidence of workers.10 Denmark, Sweden and 
Luxembourg have one-tier board system, where also workers are members of the board. The 
number of workers’ representatives differs between countries and between firms’ sizes. In 
France, workers’ representatives are observes in the boards. In Finland, firms can voluntarily 
decide on the workers’ representation in the boards. In Japan, managers do not have a direct 
responsibility to shareholders. However, they may be liable for gross negligence in the 
performance of their duties, including the duty to supervise (Scott, 1998). In fact, it is generally 
accepted in practice that Japanese managers represent all stakeholders (Allen et al. 2009). 
Although corporate governance systems differ significantly among countries, it is obvious that 
in many countries both shareholders and other stakeholders are included in the decision-making 
processes. Moreover, in several countries workers have an important role in these processes and 
are therefore treated as an important stakeholder of a firm (Allen et al. 2009). 

                                                           
9 For more details see also Rieckers and Spindler (2004) and Schmidt (2004). 
10 This system holds for all larger firms. 
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On the other hand, as pointed by Gamble and Kelly (2001), the shareholder approach, which 
states that managers are required to manage a firm in the interests of its shareholders, has 
always been the ruling concept in the Anglo-American corporate governance. However, several 
authors question why shareholders, as one of the firm’s interest groups, should be treated as 
privileged. According to Easterbrook and Fischel (1996), this is because the shareholders take 
the majority of firm’s risk. Namely, they are entitled to the residual after all other firm’s 
obligations are paid. Their “claims” are subordinated to all other claims and are therefore 
entitled to the net cash flow of the firm. Consequently, a firm has to be managed in accordance 
with their interests. Therefore, the shareholder value maximization has to pursue two purposes: 
responsibility and efficiency. This ensures that managers are fully accountable to shareholders 
for their stewardship of the firm’s assets, making managers focused on a single clear objective, 
which ensures the most efficient outcomes (Gamble and Kelly 2001). 
With regard to the above interpretation, we may conclude that the shareholder theory is simple 
and raises no contradictions. However, this is not true in practice, mostly because of different 
ways in which the firm is conceived, its purpose, legal foundation, and political environment. 
Like parliamentary sovereignty, shareholder value is a doctrine that arises in a specific 
institutional context and sharply contrasts with the operating doctrines in other systems of 
corporate governance, such as in Germany and Japan. Therefore, one cannot argue that that the 
shareholder value is the most appropriate objective a modern firm should follow. It is adopted 
for specific purposes and depends on the definition what the firm is and to whose interests it 
serves (Gamble and Kelly 2001).The need for a shareholder value doctrine arose from the 
separation of ownership and control, described as the ownership fragmentation (Berle and 
Means 1991). The separation of different functions of ownership among different agents is one 
of the defining features of a modern public firm, resulting in the creation of legal entities with 
legal personalities isolated from their shareholders (Ireland 1996). The legal and political 
revolution in the 19th century allowed the rise of corporate economy. However, it was not 
inevitable that the principle of shareholder value was interpreted in accordance with the 
managerial autonomy rather than with shareholder democracy (Hannah 2006). For instance, in 
the United Kingdom the corporate ownership became fragmented and the shareholding became 
dispersed, which gave to the new class of managers a high degree of managerial autonomy 
(Gamble and Kelly 2001). 
According to Rose and Mejer (2003), several regulators and consultants have in recent years 
emphasized that it is necessary to provide an increase of the shareholder value, while some 
others have, at the same time, emphasized the importance of other stakeholders’ interests. For 
example, OECD, which advocates the protection of the shareholders’ rights, encouraged the 
active co-operation between corporations and other stakeholders in order to create wealth, jobs 
and sustainability of financially stable firms (OECD 1999). Rose and Mejer (2003) believe that 
the stakeholder orientation implies that a firm should be managed in the interest of all its 
stakeholders, not just in the interests of shareholders. With this regard they pointed on the issue 
of firms’ social responsibility. However, there is no universal view on the definition of the 
stakeholder theory, although the term is widely recognized as the obligation of the management 
to take into account the interests of anyone who has a significant “stake” in a firm. 
According to Rose and Mejer (2003), advocates of the shareholder theory argue that the 
stakeholder orientation undermines shareholder’s rights on the private property and that the 
definition of stakeholders is so broad that the responsibility is diluted.11 On the contrary, 
proponents of the stakeholder approach argue that not only shareholders should be entitled to a 
firm’s residual.12 According to the authors, this is important (at least) in a situation when 
workers engage in firm-specific investments in human capital, for example, in technology-
                                                           
11 See, for example, Easterbrook and Fischel (1989), Romano (1996) and Jensen (1986). 
12 See Freeman (1984a), Blair (1995), Turnbull (1997), Blair and Roe (1999), Tirole (2006) and Vinten 
(2001).  
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intensive production. In such firms, most of the added value comes from innovations, 
specialised products and specialised services. Such activities often demand investments in 
human capital, which make workers involved in the risk of a firm. In countries with strong trade 
unions, as for example in Denmark, workers are protected from dismissal at short notice and are 
in case of dismissal entitled to appropriate compensation. 
In their in-depth study of the Danish system, Rose and Mejer (2003) showed that the Danish 
system of corporate governance has traditionally been oriented towards protecting interests of 
all stakeholders, not only shareholders. Nevertheless, in the last years the pressure of financial 
markets integration caused that the Danish system of corporate governance became more 
(market- or) shareholder-oriented. The increased proportion of contracts of Danish managers in 
recent years, according to which managerial compensation is based on the firm’s financial 
performance, confirms the trend towards the shareholder-oriented corporate governance. 
Goodpaster (1991) pointed on an obvious paradox of the stakeholder approach: management 
has a contractual obligation to run the firm in the interest of shareholders and, at the same time, 
also a moral obligation to take into account the interests of all stakeholders. This paradox was 
studied also by Boatright (1994), Goodpaster and Holloran (1994), and Maren and Wicks 
(1999). There were also some other attempts to extend the stakeholder theory into, what Jones 
(1995b) defined as a central paradigm, which links agent theory, transaction costs theory and 
contract theory. Jones and Wicks (1999) explicitly tried to combine the divergent studies in the 
paper titled “Convergence stakeholder theory” (Freeman 2004). 
La Porta et al. (1997) stressed the issue of legal protection of shareholders. They argued that 
protection of shareholders plays a key role in functioning of the financial markets, as it tries to 
ensure that management does not act in a way that harms shareholder’s interests. This is 
important because shareholders provide capital in exchange for firm’s control. 
Yoshimori (1995) examined the views of managers in Japan, Germany, France, in the United 
States and in the United Kingdom. He found that managers in Japan, Germany and France 
believe that the firm exists for the interests of all its stakeholders. On the other hand, most of the 
American and English managers argue that a firm should give first priority to shareholders’ 
interests. 

3. SUPPORT TO THE SHAREHOLDER THEORY 

Williamson (1985) showed that shareholders should be entitled to special treatment, because the 
value of their investment in a firm (i.e., value of equity) is related to the firm’s performance. 
This implies that they can lose everything in case a firm goes bankrupt. This, however, does not 
hold for other firm’s stakeholders. 
Rubach and Sebora (1998), Coffee (1998), Bradley et al. (1999), Useem (1999), Hansmann and 
Kraakman (2000) and Hopner (2001) focused their research on the estimation of the Anglo-
American corporate governance model. According to their findings, Anglo-American 
shareholder-oriented governance model will soon prevail over other models, especially because 
of globalization and increased competition on the international capital markets. Namely, firms 
with shareholder-oriented corporate governance have access to cheaper capital sources, 
providing them with a competitive advantage over firms with other corporate governance 
models (Fiss and Zajac 2004). 
In similar vein, Hansman and Kraakman (2000) showed that firms with shareholder-oriented 
governance enjoy competitive advantages on the market, as their corporate governance is more 
flexible and allows fast adaption to market changes. As these firms are not burdened with the 
interests of other stakeholders, they can adapt their management structures, enter the market 
more aggressively, and exit from inefficient investments more rapidly. Product-market 
competition gives a firm also an opportunity of social learning, because competition makes 
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possible for firms to come in contact with other shareholder-oriented governance firms and to 
learn from them (Fiss and Zajac 2004). 
Jensen (2001) studied the role of the corporate objective function in the corporate productivity 
and efficiency, social welfare and the accountability of management. Author claimed that since 
a firm cannot maximize more than one dimension, it needs a single objective function. 
However, a single objective function does not imply that only one aspect is important for a firm. 
On the contrary, single objective function is a complicated function of many different “goods 
and bads”. Two hundred years of work in the economy and finance showed that in the absence 
of externalities (i.e., situations in which decision maker is not entitled to all benefits and does 
not bear costs of his/her decisions) and monopoly (and when prices for goods are formed on the 
market) value maximization within a firm can lead to social welfare maximization. Social 
welfare is created when a firm produces outputs that are valued by its customers at more than is 
the value of inputs for their production. Firm value therefore equals the present value of the 
difference between the expected prices of inputs and outputs. As long as the firm is capable of 
selling its outputs at higher market price than is the cost of its inputs, it should increase the 
supply of inputs for production of outputs. Given that the prices of inputs and outputs are set in 
a manner that all gain the highest benefits (in case of absence of externalities and monopoly), 
profit maximization (i.e., difference between costs of inputs and prices of outputs) would lead 
to social welfare maximization. 
Stakeholder theory, on the contrary, does not offer managers a clear managerial objective, as it 
does not explain how managers could choose between competing interests of stakeholders. If a 
manager has to simultaneously maximize profits, market share, growth in profits and everything 
else, this will hinder his decisions and cause confusion. It is impossible to maximize more than 
one dimension at the same time if dimensions are not monotone transformations of one another. 
Furthermore, this theory can be ideal for managers who will try to follow their own (short-term) 
interests. As a consequence, stakeholder theory increases agency costs and economic 
inefficiency. So, firms that adopt stakeholder theory are limited in their competition for 
survival. 
According to Jensen (2001), value maximization objective is more than just creation of a firm 
value. Sole value maximization does not boost energy and enthusiasm of workers and managers 
to create value; it serves only as a criterion for evaluating the firm’s performance. Hence, the 
value maximization as a business objective has to be supported with the vision of a firm, 
strategy and tactics, which pull all firm’s driving forces (i.e., managers and workers) in their 
eagerness for domination at the competitive market. 
The stakeholder theory, as defined by Freeman (1984b, 2010b) and the Clarkson centre (1999), 
does not provide an answer on how to make a trade-off between different interests of all 
stakeholders. This theory is harmful both for a firm and for social welfare. Based on a case of a 
small non-profit firm, Wruck et al. (1991) showed the consequences of following more 
objectives at the same time. According to the authors, maximization of several objectives at the 
same time almost destroyed the firm. Likewise, Cools and van Praag (2000) found that pursuing 
several objectives at the same time hinders firm's competition. Based on the analysis of 80 
Danish firms between 1993 and 1997, authors demonstrated how important it is that a firm sets 
one objective in value creation process. 
Senge (2000) presented an interesting definition of a firm as a living organism and not as 
money making machine. As it follows from the history, nature itself makes a selection among 
organisms that have to pass a natural test of creating value. He believed that firms and 
economic systems are like living organisms, yet their test of survival operates with a long time 
lag. Following this reasoning, Senge (2000) claimed that firms could follow also other 
objectives than only an increase of shareholder value. Jensen (2001) opposed Senge and stated 
that setting the value-creation score front in every organization could stimulate and not hinder 
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progress. Based on firms’ examples, he showed that many firms have gone bankrupt because 
they did not devote enough attention to the value creation/destruction score. 
Sundaram and Inkpen (2004) promoted shareholder value maximization as a decision-making 
rule that brings benefits to all stakeholders. Their recommendation is as follows: “maximize the 
long-run value for shareholders and you will maximize the value for firms on the long run.” 
Discussions on stakeholders and their link to managerial decisions, on the role of firms in the 
society, and on the efficiency of ownership have played a crucial role in the evolution of 
legislation, social and political norms on corporate governance and significantly influenced 
managerial practice. 
Sundaram and Inkpen (2004) presented an example of Merck, which was identified by Freeman 
et al. (2004) as a practical example of a successful stakeholders’ approach governed company. 
They specified the following rule of Merck: “Our ability to meet our responsibilities depends on 
maintaining a financial position that invites investment in leading-edge research and that makes 
possible effective delivery of research results” (Merck 2004). In other words, firms such as 
Merck need to achieve the required return for shareholders to fund investments that will in turn 
be beneficial for all its stakeholders (Sundaram and Inkpen 2004). 
Modern theory of finance offers a solid basis for controlling the firm’s management. According 
to Tirole (2006), there is a concern that not the best managers will be chosen to run a firm, and, 
when they will be chosen, they will not be responsible. The financial view on the corporate 
governance is based on the following premises: 1) in order to obtain adequate financial 
resources, a firm has to provide investors (i.e., owners and creditors) an appropriate/required 
return on investment; 2) managers have their own interests, thus they might not run the firm in 
the investors’ interests; they might rather exploit their experiences and superior information, 
and redirect these resources for their own benefits; 3) consequently, in corporate governance 
several issues depend on limitations set by managers (for themselves) or by investors in order to 
hinder the ex-post wrong allocation of resources, which will demand greater ex-ante need for 
assets (Shleifer in Vishny 1996).  

4. SUPPORT TO THE STAKEHOLDER THEORY 

Freeman and Evan (1990) argued that interests of other stakeholders can be highly associated 
with a firm’s performance as well, implying that they too can face losses. On the contrary, 
shareholders are more secured as they can (usually) sell their stocks on a liquid market. Thus, 
managers should not be more devoted or responsible to owners, especially not on the expense of 
other stakeholders (Freeman, 2004). 
Wallace (2003) studied the issue of the long-term value for shareholders in the context of 
broader objectives of stakeholders. Using various measures of business performance (he 
focused on broader definition of business performance, not only shareholders’ focus), he 
analyzed whether a broader focus on a firm’s objective is inconsistent with pursuit of long-term 
value for shareholders. He found that long-term value creation is a necessary condition for 
maintaining corporate investment in stakeholder relationships. Namely, firms with higher levels 
of shareholder value creation have stronger reputation for treating shareholders well. On the 
other hand, firms that create little value for shareholders end up short-changing their 
shareholders and also all their constituencies. Wallace therefore claims that investing in 
stakeholders can add value – additional dollar spent for relationship with stakeholders pays off 
as long as the present value of the expected (long-run) return is at least one dollar. 
Allen et al. (2009) developed a model of stakeholder capitalism. According to the authors, most 
of the literature deals with a question whether firms are governed in accordance with the 
interests of shareholders. Nevertheless, in several countries firms do not focus only on the 
interests of shareholders, but also on other stakeholders. Using a simple model, authors showed 
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that a firm and (almost) all stakeholders are better-off if a firm concentrates on the interests of 
all stakeholders. Namely, their findings showed that in cases when firms take into account also 
interests of other stakeholders (also if this is not required by the law), this increases the firm’s 
value in comparison to firms focusing on shareholders alone. Some firms even consider 
interests of other stakeholders also if this is not directly associated with the value of a firm. 
However, this can result in increased prices of firm’s goods and services, making consumers 
worse off. One of the limitations of their study is that they treat shareholders, stakeholders and 
consumers as different groups, although they in practice overlap (Allen et al., 2009). 
An important issue in the context of globalization is also the entry of new firms in the market. 
By this we are referring to the situation in which firms that are stakeholder-oriented enter on the 
market with shareholder-oriented firms and vice versa. Allen et al. (2009) showed that 
regardless the prevailing type of firm governance in the market, existing firms in the market 
prefer an entry of a stakeholder-oriented firm. From our viewpoint, this is also in line with the 
shareholder theory view. The latter believes that in a stakeholder oriented market the prices will 
be higher and competition will be lower.  
Hilman and Keim (2001) analysed a sample of 500 American S&P firms and found that 
investing in stakeholder management may be complementary to shareholder value creation and 
may provide a basis for competitive advantage, as it enables a firm to develop capabilities and 
resources that differentiate a firm from its competitors. As regards firm’s participation in social 
issues, it may be understood as a transactional investment that can be easily copied by 
competitors. Their findings tend to help the managers to clarify the dilemma they face when 
called up to serve an expanded role in the society. Authors suggest that if the activity is directly 
tied to primary stakeholders, investments might not only bring benefits to stakeholders but also 
result in an increased shareholders’ value. Participating in social issues that go beyond the 
direct stakeholders interests, however, may have a negative impact on the firm's ability to create 
shareholders’ value. In the decision-making process firms can rely on the reasoning of Moran 
and Ghoshal (1997), who claimed that things that are beneficial for society are not necessary 
bad for the firm, and what is good for the firm is not necessary a cost to society. 
Based on the historical analysis of the development of shareholder value principle, Lazonick 
and O'Sullivan (2000) showed why the model of shareholder value maximization dominated in 
the corporate governance. They studied reasons for transformations from the strategy of 
retained profits and reinvestment, which prevailed during the 1970s in the United States, to the 
strategy of downsizing of corporate labour forces and distribution of earnings to shareholders 
during the 1980s and 1990s. In their opinion, these transformations were a consequence of the 
focus on maximizing the value of a stock. The latter resulted in immediate benefits for 
shareholders and managers, who were rewarded with stock options. Nevertheless, this was done 
on the costs of workers – during this period the number of workers and also the incomes13 
significantly decreased, especially in the manufacturing sector. By reducing the proportion of 
retained profits and buy-outs of stocks, the short-term return on equity increased, while 
investments in research and development decreased, leading to lower perspectives for firms’ 
growth. This was supported also with the financial deregulation, as the stock prices were shaped 
by financial speculations and not by the internal value of the company. In such cases managers 
have harmonised their interests with the interests of external financial institutions, and have not 
focused on the development and long-term perspective of the firms. As a result, American firms 
lost the competitiveness on international markets that they had for decades after the Second 
World War.  
The US financial economists, who advocate shareholder value maximization as an optimal 
model of corporate governance, believe that when following the principle of shareholder value 
maximization also other firm’s stakeholders benefit and, consequently, the entire economy. This 

                                                           
13 In fact, the difference between managers’ compensation and average wages increased. 
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strategy enabled reallocation of labour force to most perspective industry sectors with new 
technologies. They point to example of successful firms in the Silicon Valley. However, 
Lazonick and O'Sullivan (2000) disagree with these arguments and state that the success of 
firms in the Silicon Valley was a result of a long process of reinvestments of retained profits. 
Shareholders and upper management definitely benefited from the strategy of cutting jobs and 
great sell-out of profits, which occurred in the second half of previous century. But experiences 
in the United States showed that adoption of a shareholder value maximization strategy resulted 
in a contraction of firms and consequently the entire economy. Authors concluded that the 
economy needs a new corporate management strategy, which will boost the creation of new 
businesses and increase the economic activity. 
Koslowski (2000) showed that the shareholder value can be used as a principle of management 
control, but not as the firm’s objective. According to the author, the idea that the shareholder 
value maximization is the only firm’s objective is a mistaken transfer from the financial to 
industrial firm. Namely, concentration on the shareholder value works as means to increase the 
allocation efficiency of investments, which is a desired effect. The shareholder value is also an 
instrument to prevent the shirking of managers and the shirking of whole firms.  
Among all stakeholders of a firm, an increase of firm’s value is an objective only for 
shareholders. For other groups, this objective is just a precondition that enables the success of 
the firm as a whole. Following this, Koslowski (2000) suggested that the main purpose why a 
company has been established should be the production of goods and services, and not the 
production of profits or shareholder wealth. However, this may only be accomplished if 
adequate return on investments is realized. From this perspective, the creation of shareholder 
value is only a precondition for achieving the main purpose of a firm; however it is not the most 
important. Accomplishment of this condition enables a firm’s existence. The means of securing 
the purpose of the firm are, however, not the primary purpose of a firm. 
The motivation of the entrepreneur and manager can be described with a concept of the »over-
determination of action«, introduced by Sigmund Freud. The concept of over-determination of 
action and of overlapping determinants of economic action states that our economic behaviour 
is overdeterminated by several motives. In accordance with this concept, good shareholder 
value should be the side-effect of a good product and a good firm, rather than a good product 
and a good firm being the side-effect of shareholder value maximization (Koslowski 2000). 
Using the case of Eurotunnel project, Vilanova (2007) explored the relationship between 
managers and shareholders, which is in the core of debate on corporate governance. This debate 
usually refers and defines two ideal models of corporate governance. On one side, we have a 
firm which is managed according to value maximization concept. Such firms are characterized 
with the concentration of power in the hands of shareholders and little autonomy of managers in 
decision-making or conflict resolution. On the other side, we have a firm, managed according to 
stakeholders approach, where managers have more discretion and act as mediators between 
different stakeholders and interests. Author found that: i) the traditional mechanism for 
resolving conflicts can be counter-productive and may result in increased conflicts; and ii) 
managers do not follow only the interests of shareholders or other stakeholders, but prefer the 
most powerful interest groups, so called “short-term salient stakeholders”. Vilanova (2007) 
proposed a new descriptive and instrumental stakeholder theory, which adapts the concept of 
asymmetrical information and takes into account differences in bargaining positions of different 
stakeholders. Under these two assumptions the theory states that: i) firms are governed in the 
interests of one unique interest group; ii) management is prone to make the agreement with the 
most powerful group; iii) this autocratic type of governance is unstable in the long-term, as the 
legitimate stakeholders, who are not taken into account in one period, use influence strategy to 
gain power in the next period. According to this instrumental view, Vilanova’s theory finds that 
chronic conflicts related to the short-term theory of main stakeholder management can lead to 
poor performance (Vilanova 2007). 
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5. CONCLUSION 

Today firms operate in an environment where capital is a scarce resource. A firm is usually 
established with goals and entrepreneurial motives that are defined with psychological factors 
such as independence, need of achievement, sensation of control and risk. Nevertheless, a firm 
cannot survive in a long-run if it does not follow the financial objective of shareholder value 
maximization, which enables a firm to gather the necessary capital resources on the market. 
When defining the shareholders’ interests, we could start from the short-term aspect of the 
shareholders benefits. In this case, shareholders’ interest would be focused on reaching the 
highest profit. However, it is clear that this is only the short-term perspective and may not work 
on long-run, because a firm may in a future fail to generate enough profits or even end-up in 
losses. Because equity is a long-term financial resource of a firm, we should, according to the 
definition, proceed out of the premise that the shareholders’ interests can only be defined in the 
long-run. However, this can only be attained, if the firm can provide the highest possible profits 
(actually, cash flows) in the long-run and therefore maximize its present value. In a competitive 
market, a firm must build its competitive advantage using all the available resources and the 
best services.14 In order to achieve this, a firm must consider the interests of all the stakeholders 
involved with the firm.  
We assume that a firm in a competitive environment by its operation satisfies the interests of all 
direct stakeholders (i.e., shareholders, creditors, workers, state, etc.), taking into consideration 
also the added value of different stakeholders to the performance of a firm (for example, 
productivity, etc.). For instance, creditor’s interest is that a firm will pay back its debt and make 
relevant compensation for the resources they invested (i.e., interests). The main interest of 
workers is an appropriate payment for their performed work. Moreover, state is interested that 
firm pays all its legal obligation (taxes, contributions, etc.) and eventual costs of negative 
externalities (for example, pollution of water, air, exceeded use of roads, etc.). And finally, 
shareholders or owners demand an appropriate compensation for the funds invested, i.e., 
required rate of return subjected to the risk they take.  
If a firm does not follow the principle of value maximization in a long-run, it may be found in a 
situation, when it could not gather adequate financial resources for its investments. Yet, 
investments present a precondition for growth and development of a firm and as such enable 
satisfaction of interests of both stakeholders and shareholders. 
Of course, we cannot go beyond the fact that regulators and supervisory bodies should assure 
that the firm’s objectives of shareholder value maximization are not detrimental for the interests 
of other stakeholders, which are also influenced by the firm’s decisions (for example, workers, 
environment and society). 
We believe that the firm’s management should follow also objectives of other stakeholders, 
however, these objectives should be subordinated to the long-term shareholder value 
maximization. Such objectives are, for instance, satisfaction of employees, customers, suppliers, 
local population, responsibility towards environment, respect of ethical norms, etc. We believe 
that the failure of achieving these objectives could have a negative impact on the shareholder 
value as a primary objective. 
However, this holds only under the condition that the financial markets are more or less perfect, 
which assures that the value of a firm (i.e., the shareholder value) reflects the internal or basic 
value of a firm. The latter is defined as the present value of all future expected cash flows, 
implying that the value of a firm is subject to firm’s long-term performance. However, in 
practice, financial markets are imperfect, some more and some less. In such a case, pursue of 
shareholder value maximization approach can imply only short-term increase in value and fails 
to comply with the long-term benefits for either shareholders or stakeholders. Therefore, firm’s 

                                                           
14 See Radosavljević et al. (2010). 
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financial environment should be taken into consideration when deciding on potential deviation 
from the value maximization approach. 
However, it should be noted that shareholder value maximization approach is quite fuzzy when 
refereeing to firms that are not public limited companies (either their shares are not in the stock 
market or they are, for example, a private limited company). In such a case, it is hard or even 
impossible to assess if the management really follows the value maximization principle (or at 
least increases the shareholder value). This could be estimated (for example, for the purpose of 
management control) if periodical independent evaluation of the firm is performed, but this is a 
costly and time consuming operation. As a result the operational objective of a firm (or the 
criterion for measuring management performance) often shrinks in practice to (accounting) 
parameters of business performance: profit, return on equity or similar.  
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Summary: Increasing the market and the movement of goods requires finding new 
technological solutions and methods of distribution, which will as much as possible protect the 
consumers who consume food products. New ways of packaging products is constantly finding 
that meet the strict requirements of customers and distribution conditions. It is necessary to 
ensure the product from damage, and provide less exposure to undesirable changes in foods 
during the manufacturing process. In addition to traditional packaging materials, today more 
popular are biodegradable materials produced from renewable raw materials that are easily 
decomposed under the influence of environmental factors. The trend of new packaging certainly 
encompasses the increasing use of edible biopolymer packaging materials. Edible coatings are 
based on different mixtures of milk serum, proteins, starches and additives, and can be used for 
packaging and protection of various products. In science, there is a trend in recent years of 
developing biodegradable packaging that can satisfy all the needs of the product to preserve its 
quality while at the same time reduce environmental pollution. 

Keywords: market, food, biodegradable materials, biopolymers, packaging materials, 
distribution, marketing 

1. INTRODUCTION 

Packaging as an essential part of most industrial products, occupies a significant place, both in 
economic and in ecological terms. It has a great influence both on product quality, and on the 
distribution as a very important component of the marketing mix. Since packaging is not found 
to fully meet all environmental criteria, it is necessary to find the most appropriate solution that 
will at least reduce the harmful effects of packaging on the environment. Every scrap even the 
most innocent, when accumulates sufficiently, it becomes very dangerous. 
The rapid development of new technology of packages should be aligned with both legal 
requirements and strict environmental standards, and with more complex conditions of 
distribution. Ecology and conservation of ecological systems by circulating the materials – 
recycling, are very important discoveries of the twentieth century. More complex and larger 
problems that humanity facing to is preserve the biosphere as a global environmental system, 
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and it clearly show the importance of degradation and recycling of packaging waste. It is the 
most appropriate and most cost effective methods of usage of packaging waste. Undoubtedly, 
its development will be continued in future in accordance with the concept of sustainable 
development.  

2. FUNCTIONAL PROPERTIES OF BIOPOLYMERS 

Due to growing problems of accumulating packaging materials, especially plastic that has a 
very long life cycle, there is a need for self-destructive packaging materials. As a result of this 
need, arose biopolymers. Self-destructive biodegradable packaging is referred to as Generation 
IV.1 
The development of packaging materials and packaging, from the ecological point of view, 
must include the following objectives:2 

1. To reduce the mass of waste; 
2. To enable re-use; 
3. To facilitate recycling; 
4. That burning is possible; 
5. To reduce the weight of waste in landfills 

 
Unlike conventional polymers, which are produced from nonrenewable resources (coal, oil), 
biopolymers (biomaterials) are polymers produced from renewable sources, and is obtained 
from vegetable raw material in the first place, and more recently from the animal. 
The main feature of biopolymers is their biodegradability. Conventional biopolymers aren’t 
biodegradable because they have very long chains of molecules that are too big and too 
interconnected to be degraded by microorganisms.3 Unlike these, polymers made from natural 
plant substances have molecules that are degradable by microorganisms. In order to be 
degradable in the biosphere they must have at least one enzyme that speeds up the chemical 
breakdown of the chain of a given polymer.4 There are many standards for measuring the 
biodegradability of a substance, whereby each country has its own standards. 
Quality of the products made of bioplastic is evaluated not only by its functional but also with 
its ability to biodegrade. The functionality of the product makes the necessary marketing 
advantage in the market. Biodegradable product is useless if you cannot meet the demands 
placed upon it in the form of mechanical and chemical resistance, durability, etc. It is therefore 
very important that producers not only devote to bioplastic biodegradable materials but also 
other properties of polymers in order that new polymers could be competitive with conventional 
polymers.5  
Biopolymers can be divided into three main categories according to their origin and mode of 
production:6 

1) Polymers extracted/isolated directly from biomass. This category of biopolymers is the 
most present on the market. Polymers of this category are obtained from plants, sea 
creatures, and domestic animals. 

2) Polymers produced by classical chemical synthesis using biomonomer. With chemical 
synthesis, it is possible to obtain a large range of biopolyesters. In theory, new types 

                                                           
1 Lazić, V., Gvozdenović, J., :Biopolimeri kao ambalažni materijali, Tehnološki fakultet, Novi Sad, 2007 
2 Weber, J.C., : Biobased Packaing Materials  for the Food Industry,  European Concerted Action, 2006. 
3 www.tehnologijahrane.com, autor: Nemet, N., 19.jun 2009 
4 Marsh, K., Bzgusu, B., : Food Packaing-Roles, Materials and Enviromental Issues, Journal of Food 
Science, 72, 2007 
5 www.tehnologijahrane.com, autor:Šumić, Z., Ambalažni materijali, 2008 
6 www.tehnologijahrane.com, autor: Nemet, N., 19.jun 2009 
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obtained from renewable monomers can replace all previous packaging materials, but 
the question is of economic feasibility. The most famous of this group of biopolymers 
is polylactic acid (PLA). As a source of carbohydrates can be used corn, wheat or 
alternatively whey and molasses. PLA can be formed as a foil, thermo based 
containers, and it can be sprayed into composite materials. 

3) Polymers obtained directly from natural or genetically modified organisms. These 
polymers accumulate many bacteria as a source of energy and carbon reserves. This 
group includes polyhydroxyalkanoates (PHAs) and bacterial cellulose. 

Production and application of packaging based on biopolymers 

Engineering biomaterials for packaging units and materials requires a good knowledge of 
material properties of polymers.7 If the properties of native biopolymers do not meet 
requirements, it is possible to modify the material in a certain way. To produce 100% 
biodegradable packaging, it is necessary to develop biodegradable additives also. For the time 
being plasticizers, stabilizers, adhesives, paints, and polymers are used. 
Biological polymeric derivatives can be used for the formation of all types and forms of 
packaging, using the equipment for the production of conventional materials. From biomaterials 
coextruded films are produced, casted films, films for thermoforming cups and bowls, blown 
and molded products such as cups, trays, bottles, and extruded film designed for processing of 
paper, paperboard or other sheet. A special form of the biopolymer is edible packaging in the 
form of edible coatings and films. 

3. BIODEGRADABLE PLASTIC FOOD AMBALAGE 

Advantages and examples of usage 

In recent years, the world introduced biodegradable plastic made from different plants, 
including corn, for food packaging. 
"Nature Works", an American company from Blair, Nebraska, which has had unprecedented 
growth in business due to biodegradable polymer PLA over the past three years, produces over 
4,500 of these antifreeze bottles per hour, depending on size and model. Companies for 
processing water that manufactured their own bottles in this way have a savings of 25 to 50 
cents compared with to classical. In addition, significantly reduces the energy expenditure 
considering that, in comparison to conventional PET, the design requires heating to only 75°C 
and not at 100°C as needed for PET.8 
"Treofan", the German company uses this plastic packaging for foods and other products, as 
well as film for packaging "Biophan." We expect our entrepreneurs will accept it soon.  
Biodegradable packaging is completely non-toxic. Scientists at Imperial College London, 
invented the first "real" biodegradable bag, made from specially processed cellulose fibers.9 
Unlike conventional and artificial degradation of biodegradable plastic bags that use large 
amounts of energy and water, degradation of "real" biodegradable bags, should be natural, 
because it would be initiated by degrading of foodstuffs such as fruits, vegetables, meat, 
milk. Biomass is made from corn fiber and sugarcane, which is used to create new packaging, 
has another advantage, which is its price. Another benefit that carries with it the first 
biodegradable bags is the potential benefit during its decomposition. The new packaging would 
be absorbed in the process of dissolution of small amounts of water, and having in mind the fact 

                                                           
7 www.tehnologijahrane.com, autor: Nemet, N., 19.jun 2009. 
8 www.agropress.org.rs, autor: Kreculj, D., 31.10.2010 
9 www.politika.rs, autor: Čolakovič, A., 28.8.2011 
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that is completely non-toxic, may be used as a cheap fertilizer. Experts estimate that new 
compounds, except for daily use, can be used in scientific and medical purposes. New 
biodegradable fibers in the first phase of research would be used in the processes of skin tissue 
regeneration and internal organs. 
According to some estimates, global production of plastic bags on the annual level ranges 
between 70 and 80 million tons, and only for the needs of supermarkets. Under EU law, this 
type of packaging will be removed from daily use in the next few years. In addition to 
regulatory requirements, the production of new types of biodegradable packaging will give a 
practical contribution to this trend. 
Regulation, which provides incentives for the production and distribution of biodegradable and 
compostable bags, started in early 2012, and those who produce and import plastic bags in the 
future will have to pay fee. Manufacturers and importers of non-degradable plastic bags will 
have to pay a fee in the amount of 21.300 RSD/ton. For degradable bags will pay 20 times less, 
for a fee taxes are not biodegradable or foreseen. Production of degradable and biodegradable 
bags will be stimulated by subsidies of 7,000 dinars per ton.10 
''Pepsi'' Company presented a new ''green'' revolutionary bottle that will have one hundred 
percent vegetable base and can be completely recycled. With this Pepsi Company surpassed 
rival Coca-Cola whose ecological bottle so far has only 30 percent of sugar cane. ''Green'' bottle 
has a long list of renewable raw materials of plant origin: it is made from hemp grass, bark of 
conifers and leaf that surround the corncob. The composition of the new packaging 
encompasses orange and potatoes peel, oat grain husk and other by-products of food 
industry. The molecular structure of the new bottles will be identical to that of PET, regarding 
both, look and feel will be the same as the plastic and just as well will protect the content from 
external influences. The first bottle like these '' Pepsi'' will begin to use in the test program 
during the 2012, and if it proves successful, their full commercialization will be started.11  

4. ECOLOGICAL AND MARKETING ASPECTS OF BIODEGRADABLE 
PACKAGING APPLICATION  

Protective packaging plays an important role in physical distribution because the products have 
to be suitably protected during the distribution process. Damage to the product cost, and can 
occur during transport or storage.12 
Environmental pollution, particularly the amount of packaging waste is a very important 
strategic issue facing the food industry.13 More than a decade of packaging waste is, as a result 
of public pressure, media and NGOs dealing with environmental protection, one of the 
important problems of food producers. Striving to increase the environmental compatibility of 
the packaging materials in the food industry, leading to greater use of materials based on 
biopolymers. 
Efforts to reduce pollution of the environment must not only be directed at addressing issues of 
waste, but also the reproducibility of used raw materials. With the aim to meet the requirements 
of modern times with which the producers of food must cope to, biodegradable packaging 
appeared. It can handle the physical, chemical, thermal and biological decomposition such that 
most of the material from which it is produced at the end decomposes to carbon dioxide, 
biomass and water.14 Without these advantages over synthetic polymers, the food industry 
                                                           
10 www.politika.rs, autor: Tanjug, 21.01.2012 
11 Večernje novosti, 27.03.2011. str.35. 
12 Milenović, B., Kanali marketinga, Univerzitet Braća Karić,Fakultet za trgovinu i bankarstvo, Beograd, 
2007., str.134 
13 Coles, R., McDowell, D., Kirwan, M., : Food Packagig Technolgy, Blackwell Publishing Ltd., 2003. 
14 www.tehnologijahrane.com, autor: Šumić, Z., : Ambalažni materijali, 2008 
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would not have sufficient incentive to transfer from widely used synthetic packaging to 
biodegradable, which requires special conditions of production, use and storage.15 
There are many reasons why we should use environmental bags for packaging products. Since 
their production is cheaper, and therefore biodegradable bags are better than others polluting 
bags. Ecological packaging requires much less money, and contributing to environmental 
protection, due to rapid degradation and converting into fertilizer, without emitting particulate 
emissions of methane. If we compare the biodegradable bags with other species, the advantages 
are on the side of environmental packaging. Plastic bags while decompose emit harmful 
methane as well as paper bags, which are impractical and expensive. 
In his book "Ecological Intelligence", Daniel Goleman16 believes it is necessary to introduce a 
new kind of intelligence, the "organic" one. He said, "Organic refers to the understanding of 
organisms and their ecosystems, and the intelligence involves the capacity to learn from 
experience and effectively treat environment. Ecological intelligence allows us to apply what 
we learn about the ways in which human activity is affecting the ecosystems to make less 
damage and re-live sustainably in our corner - and today it is the globe. Current threats require 
to sharp new sensibility or capacity to recognize the hidden network of connections between 
human activities and natural systems and the complexity of their thin sections. This awakening 
to the new features should lead to a common eye opening, that is, to change our basic 
assumptions and perceptions, one that will trigger changes in trade and industry, as well as our 
individual actions and behavior."17 

5. RESUME 

New technologies, globalization and the complexity of world markets, the rapid flow of goods 
and a growing number of world population facing producers and traders are very complex 
tasks. Great production, rapid transposition products, ruthless competition, and informed and 
selective consumers require constant improvement and finding new solutions in the packaging 
of foodstuffs and consumer goods. 
The amount of packaging will grow each day because of the increasing degree of finalization 
and rising number of consumers (the population of the Earth) will cause food. In this way, its 
ecological status is more dominant than economic. In order to restore, improve and reduce the 
adverse impact of packaging on the environment, it is necessary to take all measures and 
actions. The conquest of new technical and technological solutions requires the obligation of 
protection, restoration and improvement of the environment, which is only possible by adopting 
the postulate of so-called sustainable development or intensive scientific research on the 
application of new technical and technological solutions that will restore and improve the 
environment. Application of the new complex, revolutionary materials for production - 
biopolymer that can satisfy all the needs of the product to preserve its quality while 
simultaneously reducing pollution, appears inevitable. Biodegradable packaging will gradually 
take the lead in the consumption of materials in the packaging industry. Due to its 
characteristics, biopolymers represent the future of materials in the packaging industry. 
Nature has its own standards and uses a ''high tech'' without useless waste, in which matter is 
constantly circulating in the life cycles. Growing awareness on environment leads us to 
carefully form the goals that we set before science and technology, and to harmonize our 
packaging technology with nature as much as possible. 

                                                           
15 Robertson, G.L.,:Food Packaing, Principles and Practice, Second Edition, Taylor&Francis Group. 
2006 
16 Goleman, D., psychologist and a doctor at Harvard University, author of “Emotional Intelligence” 
17 Goleman, D., : Ekološka inteligencija, Geopoetika, Beograd, 2010 
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Summary: This work begins with discussing the importance of successive planning. It then 
shows why the job analysis is one of the basic tools for managing human resources and 
explains the reasons for conducting the job analysis. The review of the necessary types of 
information on methods of analysis and job analysis is given. The process of planning of human 
resources, as well as a prediction techniques used in this area are later discussed. Then, the 
section devoted to information systems, in the area of human resources (HRIS - human resource 
information systems).  

Keywords: successive planning, human resources, information systems, human resources, HRM 
(Human Resource Management - Human Resource Management) 

1. SUCCESSIVE PLANING 

Successive planning is a process, which ensures that quality people are available to take on key 
leadership positions when those positions vacant. This definition implies a premature death, 
resignation, termination of employment and pensions of employees in the company. The aim is 
to enable a smooth transition when changing management, and business efficiency. Due to 
major changes management meets with, succession planning is gaining in importance. Not only 
death cases have caused the increasing interest and focus on successive planning . Premature 
dismissal of executive directors is no longer so rare. Executive directors are fired more often 
than before. Recently, a high percentage of corporate directors who have left their positions, 
made it under the terms of the so-called regular changes. Many expect the mandates of the 
executive directors become increasingly shorter. 

1.1 Job Analysis: The basic tool for human resource management  

Job analysis is a systematic process of determining skills, duties, and skills necessary to 
perform certain tasks in the organization. Traditionally, it is a fundamental and pervasive 
technique of human resource and starting point for other activities in the area of human 
resources. 
Work consists of a group of tasks that must be executed so that the organization achieve its 
goals. Position represents the sum of the tasks and duties performed by one person, for each 
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individual in the organization there is a particular position. The purpose of job analysis is to 
obtain answers to six important questions: 

1) Which physical and mental tasks employees perform?  
2) When a job needs to be done? 
3) Where a job has to be completed? 
4) How does the worker perform the job? 
5) Why is the job done? 
6) What are the qualifications required to perform the job? 

 
Job analysis is carried out in three cases. The first time it is implemented in the establishment 
of the company and when you begin to work on program analysis work. The second case is 
when creating a new business. A third case is when due to the introduction of new 
technologies, methods, procedures or systems, there is a significant change in job description. 
Job Description is a document that contains information about the tasks, responsibilities and 
duties that a certain job involves. The minimum acceptable qualifications that an individual 
should have to carry out a specific job are contained in the work specification. 

1.2. Types of information needed for the job analysis 

Significant information are necessary for successful job analysis. The work analyst defines the 
actual job duties and responsibilities that the job involves and collect other data types. During 
this process the basic functions of the job are determined. Business activities are activities that 
relate to workers, the types of machines, tools, equipment, and help at work, and applied to a 
particular job. This information is later applied to assist in determining the skills needed for the 
job. Moreover, the analyst must take into account both tangible and intangible factors, such as 
the necessary knowledge, processed materials, manufactured goods or services. 

2. STRATEGIC PLANNING IN THE AREA OF HUMAN RESOURCES 

Strategic planning is the process through which top management determines the overall 
objectives of the organization and how to achieve them.  
Human Resource Planning (HRP - Human Resource Planning) is a process of systematic 
assessment of needs the necessary human resources to provide the required number of 
employees who possess the necessary skills and are available whenever and wherever needed. 
Human resource planning includes harmonisation of the internal and external people offer in 
open positions that are predicted within the company over time. Some plans in quantity and 
quality of human resources shall be determined on the basis of organizational plans. Human 
resource planning consists of two components: the need and availability. Forecasting needs 
related to human resources determines the number and kinds of workers, compared to the skill 
level and location. In order to make predictions about the availability, human resources 
manager observes internal sources (current employees) as well as external resources (labor 
market). After analyzing the needs and availability of employees, the company can determine 
whether you have an excess or shortage of workforce. If the projected surplus, ways to reduce 
the number of workers must be found. Some of the methods are limited employment, reduced 
working hours, early retirement and dismissal. If the prediction that there will be a labor 
shortage, the company must provide the appropriate quantity and quality workers who will be 
hired from outside the organization. In this case, it is external recruitment and selection. 
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3. INFORMATION SYSTEM FOR HUMAN RESOURCES 

Human resources management can be improved by applying an information system for 
human resources (HRIS), which is an organized approach for obtaining relevant and timely 
information on which the decision-making related to human resourcesis based. The system must 
also be payable. HRIS should be designed to provide information that is:  
Timely − The manager must have access to updated information. 
Precision − The agent has to trust the accuracy of information provided. 
Concision − The manager can accept only a certain amount of information at the time. 
Relevant − The manager should receive only the information required in a particular situation. 
Complete − The manager should receive complete, not partial information. Absence of any of 
these features reduces the efficiency of HRIS and complicated decision-making process. In 
contrast, a system that has all these features enhances easier and more accurate decision 
making. An effective HRIS also provides online information and forecasts relating to the 
operations of the company. 
Reports of exceptions − Reports of exceptions highlight variations in the businesses that are 
serious enough that they have to deal with them. One type of report of exceptions is the report 
of the exceptions when it comes to quality, which is completed when the number of defective 
products exceeds the predetermined maximum. HR managers may be interested in this 
information to determine training needs. 
Reports that are made on demand − The report on demand provides requested information in 
accordance with a specific request. Example of reports at the request is when the manager wants 
to to obtain information from the database on the number of engineers who have 5 years 
experience and fluent in Spanish. 
Predictions − Prediction is done by using predictionable models to specific situations. 
Managers are required prediction of the number and type of employees ,that are necessary to 
meet projected demand for a product company. 
Properly developed HRIS can provide enormous benefits to the organization. While many HR 
directors and managers in small organizations take responsibility for the HRIS with its many 
other responsibilities, large organizations have some staff that addresses the technology issues. 
With many types of input data HRIS provides numerous types of output data that have far-
reaching value for the planning of human resources and business of the department. With the 
help of a HRIS all information relating to human resources are linked into one system. 
HRIS provides an excellent means for reducing the burden of these tasks cause. Many medium 
and large companies have added self-service option in your HRIS. Option of self-service 
responsibilities they carry many of the tasks related to information management, such as change 
of address forms and filling information on the benefits , was transferred to employees. This 
significantly reduces the amount of time employees spend running a human resources 
administrative tasks, allowing them to focus their attention on the company's strategic goals. 
Input data obtained from different sources are integrated to obtain the required output. The 
information required in the process of decision making in the firm always available if the 
system is designed in the relevant way. Compliance with regulations and state regulations 
would be extremely difficult if there wasn't a modern HRIS. There are many companies that 
provide information systems for human resources. One of the major PeopleSoft, which is the 
largest producer of HRIS software. This system enables the company to manage processes 
related to HR - from recruitment to retirement - with a simple web applications that are made on 
the basis of the best reports on the effects collected over the past ten years. 
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3.1. Data warehousing - DATA MART HRIS  

Many organizations today bought or made databases to collect, manage and retrieve the data 
relating to human resources. Information system in the field of human resources has a dual role. 
The first role (goal) is administrative in nature, in order to perform basic human resources 
transactions such as payment of salaries, benefits and compensation, management reporting and 
the like. The second purpose is to support organizational decision-making process ( Catheart 
and Kovach, 1999). The information system is often very costly investment for the organization 
and the ability to use data collected outside adminstrative needs can serve as a justification for 
the investment. Information system for human resources in most organizations today rely on 
relational databases. In order to qualify as a relational database must implement the relational 
model, which is the way to describe a particular aspect of the real world, in accordance with the 
rules defined by the late Dr. E.F. Codd in 60s. The basic concepts of relational model by Codd 
took the mathematical theory are: domain, relationship and attribute. This allows data to be 
stored in separate files that can be linked through common elements like the name or 
identification number. Relational databases provide the organization's ability to maintain a 
virtual unlimited amounts of data about employees. It also allows the organization to access 
data in different ways. For example, organizations can withdraw data about a particular 
employee and it may also withdraw information on a particular group of employees through the 
implementation of results based on certain parameters such as the classification of jobs. The 
development of relational databases in the organization, together with advances in data storage 
technology result is that many organizations collect large data on employees. 

Table 3.1: Data collected in IS 
Data on employees Organisation- Job data 

Name Test results before employment 
Identification number Position name 
Dstr of birth Position level 
Gender Benefits 
Marital status Working performance 
Address Promotion history 
Telephone number,e-mail Corrective action dossier 
Contact Presence information 
Education Dossier on trainning 
Social status Reports 

 

Table 3.2: Functional use of data collected in IS 

 
Each organization collects various types of data relating to employees. However, the above will 
serve as an example of types of data which are collected and the typical use of this data. 
Organizations also use the information stored in their IS to make calculations to evaluate the 
financial impact of their practices in human resources. Human resource function using this type 

Function data use Regularly generated and ad hoc reports 
Compensations and Benefits 
Health and safety 
Work success 
Education and developement 
Data of previous employment 
Selecton and Schedule 
Working relations 

Payment of salaries 
Cost of benefits  
Election effectiveness  
Prediction offer -demand  
Transaction history 
Realised training  
Negative imact analysis 
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of information to support the continued development of human resources and also to 
demonstrate how managers can manage human resources from the moment of their 
engagement. Some examples of these types of calculations are salaries and allowances as a 
percentage of operating cost, cost per engaged, the return on training costs and turnover (Fitz-
Enz, 1998).  
While these calculations are suitable for quantitative values show the practice of human 
resources, the impact of the practice of continuous monitoring is a little different. Can it be done 
by evaluation of the costs involved in, and whether this information provides some information 
about the value of the engaged? Will there be an increase in the value and quality offered by the 
employees in the long run? Most of the analysis of data obtained from the IS does not offer the 
possibility of seeking additional relations than those for which the system was originally 
designed. 

3.2. Data Mining HRIS 

Data mining is the process of taking data from large data sets through the use of algorithms and 
techniques in the field of statistics, machine learning and database management. (Feelders, 
Holsheimer and Daniels, 2000). Data mining is successfully applied in many functional areas 
such as finance and marketing. IS applications in many organizations provide, for now still 
untapped opportunity for the application of data mining techniques. These systems generally 
contain a large amount of data - a condition for data mining. Most applications provide the 
ability to generate ad hoc and standardized reports from specific data sets. In some aspects, data 
mining can be seen as a very sophisticated set of queries that involve sampling and statistical 
modeling. Applications of support systems for decision-making DSS (Decision support system) 
can be viewed as a precursor to data mining applications. DSS applications are tools that allow 
the collection of data from databases, data analysis and an analysis in many forms, such as 
charts and reports. These systems can be modeling using statistical packages for analyzing data 
leading to information to support decision making in the organization. These systems can 
combine information from other functional areas within an organization, such as customer 
service and marketing, to support decision making in the field of human resource management 
(Broderick and Boudreau, 1992). Information obtained by this analysis can be used later to 
establish achievement goals. For data mining, it is essential that all information is available in a 
reasonably light environment and the specific issues may not always precisely known. Data 
mining seeks to go beyond the ordinary statistical reports that show just what it is. The first step 
in this process is to define a person who would deal with human resources issues. The second 
step is the acquisition of adequate equipment and acquisition of software for monitoring 
changes in the management of the human resources. If you purchased the software does not 
meet the needs, ie. if the first does not define the variables and the clear necessity, it is possible 
that this problem still access the traditional way, without much use for management in terms of 
decision making. The reasons for this situation can be classified into several groups: 

• many decision makers in organizations are not aware of any benefits provided by data 
mining in decision-making, 

• services for the IT organizations are trying to justify themselves by making the 
programm for human 

• resource management, which are usually based on descriptive statistics,  
• a relatively poor understanding of the techniques that enable the data storage, 
• still insufficient awareness of the need for human resource management, as the main 

factor of development in 21− century. 
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3.3. The selection of the previously processed data 

The selection and data preparation is an important step in the data mining process. Some 
organizations have independent information systems for human resources, which are 
distinguished by multiplied databases that are not connected among themselves. This type of 
system is sometimes chosen to offer greater flexibility of remote organizational units or sub-
groups with unique information system (Anthony, Perrewe and Kacmar, 1996). Possible 
inconsistency in the preparation of a database can make data mining difficult in cases of 
multiple-database. Data storage can prevent this problem and recommends that the organization 
establish a data warehouse before starting the data mining project. However, this kind of editing 
can not be completely avoided, and similarly a step in the development of a data warehouse or 
datamart. The advantage gained is that you first develop a data warehouse or March is that most 
of the work related to data editing was done at the beginning. One of the biggest problems faced 
by data mining are missing data, and data are stored without a clear plan of their actual use. 
This is especially true when it comes to information about human resources. Usually when you 
are collecting data on human resources, the goal is a kind of administrative needs, such as salary 
processing and calculation of service, etc. The need for data required for transactions is only to 
consider what type of data will be collected. Future analysis of needs and values of the data 
collected is usually not considered. Missing data may also be a problem, especially if the 
system administrator has no control over the input. Many organizations have taken advantage of 
network technology to allow employees to introduce themselves and update their own data 
(McElroy, 1991). Employees can choose not to enter certain information which will result in 
missing data. However, the data warehouse or data march can help to prevent manipulation of 
the data because the system does not allow entry without some form of all required data. In this 
way all the variables and attributes that describe the given variables are always available for 
analysis. With the development of data storage must always make some compromises, namely: 

• which of the selected data to choose and store , store when it is known that too much 
information increases during the development of IS, and not enough data question the 
usefulness of the system,  

• how to work with data that are missing certain value (Suknović, Delibašić, 2010. p. 
50).  

 
In order to apply some of the techniques of data mining,it is necessary to define a data 
warehouse, which means that:  

• resolved issues of incorrect format data; 
• resolved the issues of incorrect data values; 
• resolved the issue of missing data values (or the rows removed from the analysis or 

are replaced by certain values); 
• data is placed in the correct relationship so that it can successfully connect. 

3.4. Analysis and interpretation of data  

There are many types of algorithms used in data mining used for data analysis. The choice of 
algorithm depends on the intended use of the results (Bredley, Lane and Stough, 1999). The 
objectives of data mining can be divided into two main categories. Some aplications seek 
verification of the hypothesis formulated by the user. The second goal is to discover or reveal 
new patterns systematically (Fayyad, Piatsky-Shapiro and Smith, 1996). During discovery, data 
may be used, or to predict future behavior and to describe patterns in intelligible form. Clusters 
and classification are set priere data mining techniques borrowed from classical statistical 
methods ,that help to explain patterns of information. Groupings (clusters) aims to identify a 
small set of exhaustive and mutually exclusive categories to describe the present data. This can 
be useful practices on human resource information if the organization is trying to identify a 
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particular set of employees with consistent attributes. For example, the employer may want to 
know what are the main categories of top economists in its organization, keeping in mind the 
different programs for these groups to improve business efficiency. Based on data obtained by 
the employer may decide to send a group to further knowledge of foreign languages, the second 
group on the study of modern legislation in the calculation of taxes, etc.. The difficulty with the 
technique of clustering is that you are not familiar with normative techniques to determine the 
exact number of clusters to be formed. Classification can be useful in human resources for the 
classification of trends or developments in the organization for certain groups successful. The 
organization has an advantage when hiring can offer realistic career path for new employees. 
Being able to show the path to career success of information maintained by the employee, can 
be a powerful resource for those who are responsible for employment in the organization. If 
there are many measures of a desirable employee's decision, factor analysis can contribute to 
their reduced the number of suitable factors . Decision trees are very often used technique in 
data mining analysis. The technique of defining variables is based on maximizing the contrast 
or the difference between the data are divided into groups. APPLICATION decision tree in the 
management of human resources may be multiple, and the criteria determining the different 
studied groups. 
Regression and other related models, which also borrowed from classic statistics, allows 
estimation of linear functions of independent variables that best explain or predict a given 
dependent variable. Neural networks can be viewed as a special type of nonlinear regression 
models. Data mining software for special applications generally provide this option to build the 
model. It can be applied the same way as in the case of a regression of the dependent variable. 
However, neural networks have the flexibility to work with more than one dependent variable 
to be predicted from the same set of independent variables. 

4. CONCLUSION  

Data mining provides a wide range of possibilities in the binding of hidden connections and 
relations in data stored in databases. In the process of applying data mining in the area of human 
resources necessary to comply with all the necessary steps, only then the use of certain 
techniques given real meaning. The first step is always making the right decisions on the use of 
IS benefits in the field of human resource management. The second step is the selection of 
persons dealing with this issue. The third is to define databases and data warehouses. At the end 
is always processing, interpretation and use of results. What can be regarded as particularly 
important to refer to the system queries that provide data mining. Query depends on the quality 
of the final result of the analysis date. The time in which we live will necessarily require access 
to the most important scientific resource 21st century - human resource. 
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Кризис – это не обязательно и не всегда крах, это просто констатация факта. И если 
относиться к этому факту как к любому другому, если понимать, что в это сложное и 
непредсказуемое время, в которое мы живем и работаем, все возможно, в том числе и 
кризис, который может означать крах для предпринимателя и его бизнеса, становится 
понятной основная идея книги С. Финка «Кризис-менеджмент» [1], а именно: при 
соответствующем планировании кризис может обернуться благом для компании. 
Китайцы уже много веков назад используют идею, что кризис – необязательно зло. По-
китайски «кризис» − «вэй-джи», что переводится на европейские языки как комбинация 
слов «опасность» и «возможность». 
Слово "кризис" происходит от греческого слова «crisis», которое означает «приговор, 
решение по какому-либо вопросу, или в сомнительной ситуации». Также оно может 
означать «выход, решение конфликта (например, военного)». Но современное значение 
слова наиболее частое применение находит у Гиппократа и врачей: и кризис означает 
решающую фазу развития болезни. В этом смысле речь заходит о «crisis» тогда, когда 
болезнь усиливает интенсивность или переходит в другую болезнь или вообще 
заканчивается смертью [1]. В XVII-XVIII столетиях понятие «кризис» стало применяться и в 
отношение к процессам, происходящим в обществе, а именно: военные, политические кризисы, 
при этом использовалось почти неизмененное значение кризиса, взятое из медицины. 
Наконец в XIX веке понятие кризиса перешло в экономику. «Классическое» 
экономическое понятие кризиса, сформировавшееся в то время, означает не желаемую и 
драматическую фазу в капиталистической экономической системе, характеризующейся 
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колебаниями и негативными явлениями, помехами. В этом смысле понятие кризиса 
долгое время занимало прочное место в схеме теорий коньюктур в развитии экономики. 
Так, цикличная схема Шпитхоффа содержит стадии: спад → первый подъем → второй 
подъем → пик → нехватка капитала → кризис. Разработанная в начале века схема 
Харварда различает: Depression-Recovery-Prosperity-Financial Strain-Industrial Crisis 
(Депрессия – Возрождение – Процветацие – Финансовая стагнация – Промышленный 
кризис). Но данное определение не учитывает многих различных схем и стадий развития 
и функционирования экономики. Поэтому «классическое» определение кризиса было 
заменено более многозначным понятием «экономический кризис». Об экономическом 
кризисе, по определению Мечлапа, речь идет в том случае, если «возникает не желаемое 
состояние экономических отношений, непереносимо критическое положение больших 
слоев населения и производящих отраслей экономики». Сомбарта определяет 
экономический кризис как «экономическое негативное явление, при котором массово 
возникает опасность для экономической жизни, действительности». В микроэкономике 
используется понятие «кризис предприятия». В широком смысле это означает процесс, 
который ставит под угрозу существование предприятия [2]. 
Однако обратимся к более современным определениям кризиса. Словарь Вебстера определяет 
кризис как «поворотную точку к лучшему или к худшему», как «момент, требующий принятия 
решения» или «критический период». Также словарь Вебстера определяет кризис как 
«ситуацию, достигшую решающей фазы». 
Кризис − это период нестабильности или такого состояния бизнеса, когда надвигаются 
серьезные перемены. Причем результат этих перемен может быть как, крайне 
неблагоприятный, так и положительный. Как правило, исходные шансы на успех 50x50, 
однако это соотношение можно исправить с помощью умелого менеджмента. 
Каждый, кто может предсказывать или планировать кризис (или «поворотный момент», 
если для него слово «кризис» все еще имеет ярко выраженный негативный оттенок») в 
своем бизнесе априори имеет гораздо более высокие шансы на успех, чем тот, кто 
позволяет кризисам застигнуть себя врасплох. Вопреки распространенному убеждению, 
кризис не обязательно влечет за собой крах, разорение, банкротство, увольнения. На самом 
деле, кризис на предприятии просто характеризуется определенной степенью риска и 
неопределенности. 
Понятие «кризис предприятия/кризис на предприятии» описывает в современной 
экономической литературе различные феномены в жизни предприятия, от просто помех в 
функционировании через различные конфликты вплоть до уничтожения предприятия. Далее 
кризис предприятия можно понимать как незапланированный и не желаемый, ограниченный 
по времени процесс, который в состоянии существенно помешать или даже сделать не 
возможным функционирование предприятия. Вид находящихся под угрозой 
основополагающих (концептуальных) целей предприятия и размер этой угрозы определяет 
силу кризиса. 
Таким образом, с практической, бизнес-ориентированной точки зрения, кризис − это 
любая нестандартная ситуация, в которой возникает риск [3]. 
Кризис предприятия представляет собой переломный момент в последовательности 
процессов событий и действий. Типичным для кризисной ситуации является два 
варианта выхода из нее, или это ликвидация предприятия как экстремальная форма, или 
успешное преодоление кризиса.  
Промежутки между началом и завершением кризиса бывают разной длительности. С 
одной стороны, есть продолжительные, слабо ускоряющиеся кризисные процессы, с 
другой стороны, существуют неожиданно возникающие кризисные процессы высокой 
интенсивности и с коротким сроком развития. Кризис может абсолютно неожиданно 
проявиться во время гармоничного развития предприятия и носить характер 
непреодолимой катастрофы или возникнуть в соответствии с предположениями и 
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расчетами. Но в редких случаях кризис появляется неожиданно, то есть без какого-либо 
предупреждения для специалистов предприятия. При кризисе господствует нехватка 
времени и решений. Оценка ограниченного времени для принятия решений зависит от 
состояния кризиса и определяет этим нехватку времени или срочность решения проблем. 
При кризисе важной является проблема управления. Высокая комплексность управления 
в условиях кризиса позволяет, с одной стороны, оказывать влияние на развитие 
автономных процессов и охватывает, с другой стороны, специфическую проблематику 
руководства: необходимость его высокого качества и наличие только двух вариантов 
конечного результата действий менеджмента, то есть возможно либо банкротство, либо 
успешное преодоление кризиса. 
В литературе по экономике предприятия виды кризисов излагаются по-разному, 
различными способами с учетом различных критериев. Возможно использовать 
следующую классификацию: 

1. Стратегическое развитие предприятия. Здесь может идти речь о кризисе роста, 
стагнации или упадке.  

2. Стадии жизненного цикла предприятия. В этом смысле возможно разделение на 
кризис основания, роста и старости. 

3. Причины кризисов. Здесь возможно грубое разделение причин на экзогенные и 
эндогенные.  

4. Агрегированное состояние. Различают латентный и острый кризисы. 
5. Угроза целям предприятия. Обязательными предпосылками нормального 

состояния предприятия является: 
a) а) поддержание платежеспособности 
b) б) исключение обременения предприятия долгами, т.е. превышения пассивов 

над активами [4].  
c) С учетом системных целей возможно определение видов кризисов как 

кризисов стратегии, достижений (результатов) и ликвидности.  
 
Далее рассмотрим классификацию по целям предприятия, находящимся под угрозой в 
связи с кризисом. Это позволит нам в дальнейшем определить стратегический 
кризис/кризис стратегий, кризис результатов и кризис ликвидности. О кризисе 
стратегий/стратегическом кризисе речь идет тогда, когда потенциал развития 
предприятия (инновационный потенциал), который мог бы быть использован в течение 
продолжительного времени, существенно поврежден, исчерпан и/или нет возможности 
создать новый. Причины стратегического кризиса различны, к примеру, это упущенное 
технологическое развитие, или отставание от него, не адекватная изменяющимся 
требованиям рынка стратегия маркетинга.  
Кризис результатов/результативный кризис, или еще возможно его назвать «оперативный 
кризис», описывает состояние, при котором предприятие имеет убытки и из-за 
постоянного уменьшения собственного капитала движется к ситуации дефицита 
баланса/превышения пассивов над активами. Примерами причин, вызывающих кризис 
результатов, могут являться:  

• - потери как последствие отсутствия потенциала развития предприятия 
(инновационного потенциала); 

• - недостаточная эффективность оперативных мероприятий или менеджмента, 
который не в состоянии в достаточной мере использовать для повышения 
доходов потенциал развития предприятия.  

  



675 

При кризисе ликвидности из-за увеличивающихся убытков предприятию грозит потеря 
платежеспособности или платежеспособность уже отсутствует. В дополнении к этому 
предприятию грозит опасность дефицита баланса/превышения пассивов над активами [5, 
10]. 
Кризис в широком смысле, как смена повышательной тенденции понижательной, − 
неотъемлемая характеристика рыночной экономики. Исходя из этого посыла, любое 
управление является антикризисным, а содержание и методы эффективного (в обычных 
условиях) и антикризисного управления практически не различаются. Очевидно, что, 
отталкиваясь от него, сложно найти специфическое определение антикризисного 
управления. Следовательно, необходимо «заузить» понятие кризиса на предприятии, для 
чего нужно дифференцировать его фазы: 
Первая фаза – снижение рентабельности и объемов прибыли (кризис в широком смысле). 
Следствием этого является ухудшение финансового положения предприятия, сокращение 
источников и резервов развития. Решение проблемы может лежать как в области 
стратегического управления (пересмотр стратегии, реструктуризация предприятия), так и 
тактического управления (снижение издержек, повышение производительности). 
Вторая фаза – убыточность производства. Следствием служит уменьшение резервных 
фондов предприятия (если таковые имеются – в противном случае сразу наступает третья 
фаза). Решение проблемы находится в области стратегического управления и реализуется, 
как правило, через реструктуризацию предприятия. 
Третья фаза – истощение или отсутствие резервных фондов. На погашение убытков 
предприятие направляет часть оборотных средств и тем самым переходит в режим 
сокращенного воспроизводства. Реструктуризация уже не может быть использована для 
решения проблемы, так как отсутствуют средства на ее проведение. Нужны оперативные 
меры по стабилизации финансового положения предприятия и изысканию средств на 
проведение реструктуризации. В случае непринятия таких мер или их неудачи кризис 
переходит в четвертую фазу. 
Четвертая фаза – неплатежеспособность. Предприятие достигло того критического 
порога, когда нет средств профинансировать даже сокращенное воспроизводство и (или) 
платить по предыдущим обязательствам. Возникает угроза остановки производства и 
(или) банкротства. Необходимы экстренные меры по восстановлению 
платежеспособности предприятия и поддержанию производственного процесса [6]. 
Таким образом, для третьей и четвертой фаз характерны нестандартные, экстремальные 
условия функционирования предприятия, требующие срочных вынужденных мер. 
Ключевым моментом здесь является наступление или приближение 
неплатежеспособности. Именно эта ситуация и должна быть объектом антикризисного 
управления. Остановимся на определении неплатежеспособности подробнее. 
Итак, мы рассматриваем кризис как непосредственную угрозу выживания предприятия. 
Здесь имеется два аспекта – внешний и внутренний. Внешний заключается в способности 
предприятия мобилизовать необходимый объем оборотных средств для выполнения 
своих обязательств перед кредиторами – выплаты и обслуживания долгов. Внутренний – 
в способности обеспечить объем оборотных средств, требуемых для ведения 
хозяйственной деятельности. Поддержание величины оборотных средств на 
соответствующем уровне осуществляется за счет денежных и эквивалентных им 
ресурсов предприятия. Таким образом, в экономическом смысле кризис означает 
дефицит денежных средств для поддержания текущей хозяйственной (производство) и 
финансовой (кредиторы) потребностей в оборотных средствах.  Этому определению 
соответствует следующее неравенство, представляющее экономическую формулу 
кризиса [2]: 
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Денежные средства < Текущая хозяйственная потребность в оборотных средствах +  
Текущая финансовая потребность в оборотных средствах. 

 
Текущая финансовая потребность в оборотных средствах (ТФП) – наиболее простая и 
понятная часть формулы. ТФП определяется как сумма предстоящих на момент расчета 
формулы выплат по возврату долгов (включая проценты по ним), а также штрафов и 
пени (в случае просроченных платежей) за планируемый период. Покрывается 
денежными средствами или приемлемыми для кредиторов по содержанию и условиям 
взаимозачетными операциями. 
Текущая хозяйственная потребность в оборотных средствах (ТХП) представляет собой 
разницу между суммой производственных и непроизводственных расходов на 
планируемый период, с одной стороны, и объемом производственных запасов 
предприятия в пределах размеров, предусмотренных сметой, с другой. Иными словами, 
если по смете месячный расход сырья А составляет 10 млн. руб., тогда как на складе его 
имеется лишь на 8 млн., то ТХП составляет 2 млн. руб. Если же сырья на складе на 12 
млн., то потребность в оборотных средствах отсутствует («отрицательной» потребности 
при этом не возникает). 
Определение порогового значения ТХП, невозможность обеспечения которого является 
критическим, зависит от отраслевой принадлежности и других особенностей предприятия. 
Например, в химии и металлургии существует минимальный технологически допустимый 
объем производства, а для металлообработки нет. Объем постоянных (накладных) расходов 
также не может служить однозначным критерием порогового значения потребности в 
оборотных средствах, поскольку может быть скорректирован. ТХП покрывается денежными 
средствами или приемлемыми для предприятия по содержанию и условиям взаимозачетными 
операциями (т.е. поставкой в нужные сроки по приемлемой цене именно тех товаров и услуг, 
на которые и были бы потрачены денежные средства предприятия). 
Денежные средства – это собственно денежные и эквивалентные им средства 
(взаимозачетные схемы). Считается, что именно сумма денежных средств является 
показательной для определения кризисного состояния предприятия. 
Во-первых, каждая взаимозачетная операция может быть достаточно легко приведена к 
денежной оценке (с учетом стоимостных и временных потерь). Во-вторых, конкретные 
краткосрочные активы сильно отличаются по степени ликвидности. Так, дебиторская 
задолженность может быть безнадежной независимо от формальных сроков и 
обязательств по ее погашению, а запасы готовой продукции – мертвым грузом. При этом 
их наличие никак не обеспечивает реальной платежеспособности предприятия, которую 
в конечном итоге определяют именно денежные средства. 
Следует уточнить, что упомянутый выше эквивалент денежных средств – это величина 
покрытия потребности предприятия в оборотных средствах за конкретный период 
времени не денежными видами краткосрочных активов предприятия. Например, если 
партия готовой продукции стоимостью 100 млн. руб. будет в течение месяца путем 
взаимозачета обменена на сырье для производства на сумму 90 млн., то она являются 
месячным эквивалентом денежных средств в размере 90 млн. руб. 
Таким образом, стандартная логика экономического и финансового расчета здесь 
неприменима. При расчете денежных и эквивалентных им средств предприятия 
принципиальное значение имеют два фактора – структура потребностей предприятия 
(сырье, материалы, денежные средства) и время, в течение которого эти потребности 
должны быть удовлетворены. 
Время всегда имеет экономическую цену, однако в условиях кризиса она рассчитывается 
на совершенно иных основаниях, чем, скажем, при анализе инвестиционного проекта. 
Так, просроченный платеж на сумму 500 минимальных размеров оплаты труда (МРОТ) 
через 3 месяца может обернуться обвалом всех обязательств предприятия, даже тех, 
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которые должны быть погашены через несколько лет. Это обстоятельство определяет 
цену каждого дня из этих 3 месяцев, т.е. возникает своего рода «релятивистский эффект». 
Цена времени учитывается в стандартных процедурах дисконтирования, применяемых в 
финансовых расчетах. Эти процедуры основаны на уменьшении величины будущего 
денежного потока на некоторую величину, находящуюся в степенной зависимости от 
продолжительности ожидания поступления средств и ставки дисконтирования. Последняя 
учитывает темпы инфляции и плату за инвестиционный риск. Ее величина является 
ключевым аспектом фактора времени. Для экономик развитых стран характерны 
дисконтные ставки в 5-7% [7]. 
Величина ставки дисконтирования связана с периодом прогнозирования экономической 
ситуации. Чем он короче, тем она выше. Условие стабильности позволяет 
прогнозировать экономическую ситуацию на длительный период. Для кризисного 
предприятия период предвидения ограничен сроком подачи заявления о признании 
предприятия банкротом и принятия арбитражным судом решения о банкротстве.  
Другой важный, в том числе с психологической точки зрения, аспект фактора времени в 
условиях кризиса заключается в том, что у «падающего» предприятия нет будущего. 
Если предприятие будет признано банкротом, то, как правило, любые планы 
восстановления его хозяйственной деятельности приобретают абстрактный характер. 
Если предприятие преодолеет кризис, тогда у него появится будущее, причем 
значительно отличающееся от «докризисного», которым необходимо пожертвовать для 
спасения. Необходимо отметить, что вывод предприятия из кризиса, возможно, 
осуществить с достаточно большой эффективностью применяя методы управления 
проектами. Проектное управление в полном объеме подходит для крупных предприятий, 
однако элементы проектного управления позволяют эффективно работать с малыми и 
средними предприятиями по выводу их из кризиса. 
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Summary: Information technologies, IT, as a source of specific resources, have led to changes 
in the ways of performing many functions and marketing activities (distribution services) that 
are related to the distribution of goods and operation of the channel. The introduction of 
computer technology greatly improves the inter-organizational cooperation, developing retail 
and changing relations of economic power, and such an environment gives retailers greater 
chance to become the leading players in the industry. In this context, this paper provides a 
selective review of key arguments related to information technologies within the marketing 
channel. First, there is a selective review of key elements relevant to the application of 
information technology in distribution. On the other hand, illustrates the types of utilization of 
computer tools in the function of development of marketing channels, and the need for the 
introduction of computer tools as a contribution to the partnership. 

Keywords: marketing channel, information technology (IT), cooperation 

1. INTRODUCTION 

During the confrontation with the global and dynamic business environment, there is a need to 
strengthen the internal resources of business organizations and their practical abilities to 
overcome barriers of trade. Advances in technology can improve relationships among business 
organizations, the change of power in the channels can be starting point of competitive 
advantage, but it can also be a significant barrier for those who cannot adapt in time. The 
introduction of new technology in the form of sophisticated communication, computer and 
information systems reduces operating costs and speed of performing the operation. The 
assumption is that the impact of information technologies within the marketing channel is 
reflected in a better mutual exchange of potential benefits and resources among partners. If the 
channel is treated as a creation of the group of institutions that perform activities (functions) for 
the movement of products from production to consumption, then we can say this institution has 
a number of mutually complementary resources that contribute to the successful functioning of 
the distribution. It is necessary to achieve the favor of the distribution among the participants, 
who have extremely different institutional characteristics, through the joint utilization of 
modern computer marketing tools. 
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Information technology, IT, represents a departure from the operation of the channel on a global 
scale. It also becomes a strategic resource that management combines with other available 
resources to successfully manage. 

2. THE IMPORTANCE OF APPLYING IT IN DISTRIBUTION 

The use of technology, primarily IT, implies its use and purpose other than to connect the 
internal organizational units. The standardization of network protocols for the exchange of 
electronic data (TCP/IP1) and building of a global communications network based on a 
combination of satellite and other communication links enhance the exchange of data among 
businesses mitigating traditional IT barriers. Traditional barriers such as distance of the 
recipient and sender, the distortion of the physical data transfer, unlimited access to users and 
the like. This opened up the possibility of collecting and using data not only within their 
organizations, but also from the market of suppliers and customers for the retailers. A model of 
the supply chain got even wider, global dimension. As the retail sector of the global expansion 
of retail chains has become an important investor in the computer network, it shows that large 
retailers were major contributors to the development of world production of computer 
equipment and application programs. For the retailer, IT development is important from two 
perspectives. First, how to use IT to achieve the attractiveness of the retail structure of end 
users, and secondly, how retail management can with the help of IT to gain the acceptance of 
participants in the marketing channel. The goal of both views is to increase the margin value in 
the marketing channel. 
Empirical research of sale in experimental hypermarkets of "Metro Group" ("Extra Future 
Stores") in Europe (Kalyana, Lal, and Wolfram 2006:109), showed that the introduction of 
computer innovations influenced the growth of sales in these stores for more than 10%. This 
market research included the statistics of end customers, however, benefit from increased sales 
are manifold, increasing the prestige market retailers, reduce the cost of promotion, 
strengthening its market share, increasing cash flow, and thus strengthen its economic and 
bargaining power in the channel. 
Retail is strongly influenced by computer technology, wireless networking, the Internet, global 
computer information systems and related technologies. Participants of exchange use these 
technologies to collect, exchange and process data pertaining to facilitate management of 
production and distribution of goods. The implementation of new IT reduces communication 
costs and thus affects the transaction costs; making communication ceases to be a limiting 
factor in the institutional framework of retailing. It appears that the advantage is easier 
coordination of resources and activities. There is a need for analyzing the impact of IT on the 
distribution. Continuity of information, which Porter (1985) devoted his value chain requires a 
computer network of all participants who directly or indirectly affect the physical flow of 
goods. This connection causes the necessary changes in their mutual relations, so often is a 
cause for the immediate creation of an inter-organizational cooperation. All participants are 
looking for ways to provide more data to their managers from the distribution channels. It is 
known that sudden creation of the narrow types of alliance in the developed economies IT 
started. Development of distribution in a market economy moves from computer to connecting 
suppliers of raw materials, manufacturers, warehouses, wholesalers, transporters and point of 
sale, in a single IT system that will allow the operation of software supply chain. IT is often 
used for tracking stock in warehouses and stock on the shelves, then the quicker and accurate 
calculation of the cash account, tracking the needs and habits of final customers, to analyze the 
procurement process in terms of fulfillment of agreed conditions. 

                                                           
1 Transmission Control Protocol/Internet Protocol - abbreviation – two basic network communication 
protocols providing access to the Internet for computers 
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Figure 1: Information Technology 

 
Tasks in the distribution are clearly divided, the manufacturer is responsible for product design 
and the manufacturer predicts innovation, while brokers are responsible for placing the product 
on the buyer’s disposal in the form of what. There are cases where the manufacturer takes over 
the distribution of all roles from production to the product is placed at the disposal of the buyer. 
There are many ways in the practice of such direct sales where the vendor uses its network for 
retail. However, the important point is that IT, in addition to other communication technologies 
(telephone, television), also provide a specific way of retail over the Internet - Internet sales or 
in other words "on-line" sales. 
If the manufacturer can be technologically equipped to offer and charge for their products on-
line to end user who accept that form of sale, the distribution process is performed without retail 
intermediary - directly. By converging of all necessary technologies to perform this type of sale 
or exchange, "business-to-customer", B2C2 originates. Every day we develop various forms of 
virtual stores on the Internet that offer and sale of goods without the usual barriers that exist in 
conventional channels: distance, time, language and other social barriers. Conventional retailers 
in the future must focus on the supply of goods across multiple channels to ensure the risks of 
technology development and meet the lower segment of consumers who may be critical to 
strengthening the bargaining power in the channel of distribution. 

3. FORMS OF COMPUTER TOOLS UTILIZATION IN THE FUNCTION OF 
CHANNEL MARKETING DEVELOPMENT  

The assumption of modern marketing is reflected in the exchange process underlying the 
production of well-known customer. It follows that the manufacturer has market information 
about consumer preferences, and if with that information plans producing, it means that the 
dynamics of information is tailored to its production plan. In principle, this is the essence of 
modern supply chain model developed from the aspirations towards information connectivity 
goals among all participants of the distribution. Within these factors, it is possible to 
accommodate the electronic data3 interchange on the development of marketing as a result of 
the emergence of information society. No significances of communication and information 

                                                           
2 Kotler et al. (2004:137), literate translate of “B2C” would be “from final consumer to business 
customer”  
3 EDI – Electronic Data Interchange, abbreviation 
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networking would have come to the fore if there were no will and the real possibilities for 
cooperation between companies. The application of electronic information interexchange 
between Europe's leading retailers and their suppliers began in 1993. It is pointed out that the 
pioneers of such links linking was "Procter & Gamble Inc.", regarding the supplier and the 
"Metro AG", regarding retailers, and they say that only a few major retail chains in Europe 
achieved electronic connectivity and that these retailers achieve a stable expansion of stores and 
increase sales. The task of modern computer tools in the service of exchanging goods and 
services is to better link trade and production in order to meet demands better. They essentially 
provide useful information on sales and inventories of goods. For issues and timeliness of 
research, it is important to analyze the most important marketing tools in the computer 
distribution channel. Electronic data interchange actually implies the use of various specialized 
computer software that is under the influence of global convergence and standardization in the 
industry often occurs through the specific computer marketing tools. The latest such tools are 
available under the name "Efficient Consumer Response", or "ECR", which when loosely 
translated means "effective answer to the satisfaction of consumers" are the marketing 
information systems that have a starting point in the supply chain. The emphasis is on 
cooperation of all parties that appear in the channel in order to create better conditions for the 
fulfillment of customer needs. ECR was created by convergence of previous computer 
marketing tools of narrower scope, but now fully focused on customer relations, i.e. "Customer 
Experience Management"4, which loosely translated would mean "the management of 
consumer's experience." Thus, next computer marketing tools can be introduced under ECR: 

• "Efficient Replenishment" or "Continuous Replenishment Program" ("CRP") is the 
practice among the partners in the distribution channel that changes the traditional way 
in which the dealer orders goods for supplier until achieves the optimal order quantity. 
CRP managed deliveries based on data from a computer on the actual and forecasted 
demand. This software currently registers purchase of goods at the cash register and 
sent data to the distribution channel. It comes to logistics procurement process that 
does not begin by the order of retailer, then with the end customer that is buying at the 
cash register. Delivery by the supplier may also be a reflection of direct information on 
demand or forecast demand in a shorter period of time. Such a form of inventory 
management affects the efficient filling of ("efficient replenishment") shelf, i.e., 
reducing the risk of loss of goods on the shelves, improving information sharing 
among partners, encourages confidence, reduce costs which require stocks, etc.; 

• "Efficient Assortment" (abbreviated "EA") in loose translation would mean "effective 
range". It is used to store revision range in order to better fit on the demand of end 
customers, while remained profitable enough. That means following the share of 
revenue from the sale of certain commodity items in relation to total income. This 
concept takes into account the diversity of retail offer, the availability of space and the 
like. The support of this concept is very important in avoiding the costs of keeping the 
product on the shelves that record low revs, then improving the pricing strategy and 
increase return on investment. The key software in this segment is the "Category 
Management" ("CM"). To use this tool, it is necessary to classify the goods in the 
group, then to determine their sales, earnings and sales forecast products from the 
group with separate observation of individual groups.  
 

                                                           
4Unlike previous computer marketing   tool, "Customer Relationship Management"  ("CRM"), "Customer 
Experience Management "(Burke, 2006:115) is representative of a third generation of marketing tools. 
Unlike CRM, its significance are  RFID, PSA, wireless communications, local GPS navigation, different 
interior design of shops, better promotional information and other improvements 
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• "Customer Relationship Management" ("CRM") is a set of computer applications used 
for communication of the supplier to final customers, i.e. retail structure with end 
customers. Through this segment of the ECR, data about customers5 and their 
consumption structure are monitored. CRM is used to distribute promotional 
information, automation of ordering goods over the Internet. 

• "Radio Frequency Identification" ("RFID") which means "radio frequency 
identification"6, represents the latest technological advances in the use of IT. Goods 
are identified using wireless communication. The application is primarily directed to 
assist customers buying in the stores, in order to simplify it. However, its achievements 
in the application are much broader. Although RFID technology is still experimental, it 
is possible to determine improvements that RFID technology will provide to suppliers 
chain. 

• "Personal Shopping Assistant" ("PSA") is an electronic device with a screen, attached 
to the stroller handle, which is wirelessly connected to a local network with a central 
computer. This "sales assistant" is asking buyer to enter the assigned PIN code7 before 
the purchase in order the store computer system identifies it. Thanks to wireless 
technology, PSA device is in interaction with the central computer. Thus, the central 
computer can obtain information about past purchases from the database and send 
them to the screen of PSA devices. According to these data, the customer can align its 
new purchase or list of commodity items that can be changed and adapted. 

4. THE NEED FOR THE INTRODUCTION OF COMPUTER TOOLS AS A 
CONTRIBUTION TO THE PARTNERSHIP 

Computer tools in the function of marketing, such as ECR and CM in the supply chain, create a 
higher level of trust among channel participants, because the transactions monitoring is 
entrusted with information system, not individual persons. Recording each transaction in 
commodity computer allows comparison of flow exchange with the set parameters and pre-
agreed terms between the partners. This reduces the channel uncertainty and fear of fraud. 
These marketing information systems have, therefore, the role of senior controllers that do not 
create, but monitor the respect for the rules of exchange. Opportunities provided by the 
application of computer technology in retail can influence the choice of suppliers, negotiation, 
monitoring stock and sales dynamics and collaboration development. Selection of suppliers 
helps in negotiating the terms of cooperation and helps in evaluating supplier’s performance. 
The manager sets the criterions based on which assess cooperation with the supplier in a given 
period. The computer based on set of criteria on realized sales, delayed or premature deliveries, 
compliance orders and deliveries, the quality of goods and movement of commodity prices and 
compares criteria between multiple vendors, decide which was the most reliable and thus can 
affect the channel structure. If the key components of the contract are entered into the computer, 
it can assess the compliance of each delivery with agreed conditions. The computer contains 
data collected by electronic devices on the dynamics of the goods or the state of average 
                                                           
5Consumer-chip cards that customer is asked to use them with every purchase, receive as a permanent 
customer, server to retailer for identification of customer and its consumption structure during the payment 
at POS counters. This information is recorded in a database and later used for the sale analysis. 
6Advanced technology that eliminates the "bar code" as a means of marking goods (bar code is used in 
retail outlets since 1974, - the first time in Marsh's Supermarket in Ohio, USA) and using specific nano-
chips embedded in products, wrapping material or container into which  a unique code to track 
merchandise  items was added. 
7PIN, Personal Identification Number, abbreviation – usually encompass 4 – 7 numbers used for validation 
of user’s credibility. 
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inventory, the quantity of goods sold, the required time of delivery, retail price and the like. 
During negotiations with the supplier, the computer can provide in-depth data parameters that 
best fit the dynamics and conditions of sale of certain goods. Retailer and supplier negotiate on 
these parameters ("Request for Quote", "RFQ") and enter them into the contract. On receiving 
goods in the store, software and hardware when record store entrance commodity items using 
POS or RFID device to captures the output of the goods. With these data, we can see the exact 
dynamics of selling and when will be the optimal time to order to maintain the availability of 
goods on the shelves. This reduces the risk of failure and automates the procurement of goods if 
they past participants of the channel have access to this information. 

5. RESUME 

When it comes to functionality and designing relationships in channel marketing, an important 
place must be given to computerization of the channel and its rapid transformation in the supply 
chain. Taking into account some important theoretical contributions and practical side of 
applying new forms of information  technology, above all in developed countries, it can be 
concluded that introduction of computer technology enhances collaboration, developing retail 
and distribution methods, and certainly changes the relationship of economic power, which 
inevitably leads to creating an environment where retail, as an industry, is likely to become 
even more powerful factor in the distribution channels for goods and services. Suppliers who 
are not in the channel, will have to change the existing methods (or models) of partnerships 
with retailers and adapt to their conditions. The task of modern IT in the service of exchanging 
goods and providing services is to link better trade and production. The application of IT is 
crucial for retail development because without it the complex structure of retail chains and 
smaller retailers would be quite difficult. It would make difficult the functioning of the retail 
and distribution channels of goods. Under the conditions of modern trade, conventional 
application of IT is evolving further as a support of the supply chain that represents the 
application of IT to the extent that physical flow and functioning of all channel participants 
depends on it. Furthermore, IT helps in the selection, negotiation and evaluation of partners, 
which affects the dynamics and quality of inter-organizational cooperation and reduces 
transaction costs. 
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Summary: The management had a very bad reputation for many years. Everyone wanted to be 
a leader, but now development side of management returns. In essence of this change is a more 
pragmatic view of what life of a manager include. Moments of real leadership in any given role 
are scarce, but individually matter. Mainly the management is looking for - delegation, 
communication, motivation, managing tricky relationships and connecting people, therefore, 
the emotional part. Management returns, but not as we know it. The power has shifted toward 
employees. There are many data supporting the association between employee engagement and 
improved work, and managers are the key. 

Keywords: management, leadership, organization 

1. INTRODUCTION 

In recent years, the leadership is overrated at the expense of management. Nevertheless, as 
business experts realize that competitive advantage comes from the people, not the leader, it is 
time to reveal the merits of the skills of managers. These days everyone seems to want to 
become leaders and in a hurry to do so. This is the era in which everyone seeks for recognition 
immediately. The goals in a career (and financial rewards associated with it), for which 
previously was needed 20 years for achieving, are now expected in five years. The question is 
why dealing with management, when the world is full of books, coaches, career seminars, 
which help to achieve a path of authority and experience without much effort? 
Many people still have stereotypes about the positions of leaders and managers in the 
organization. The stereotype is that the leader is alone at the top of the organizational pyramid, 
and that under are leading managers, and at the very bottom, separated by a clear line, are other 
associates. However, the reality is quite different. In case of a failure of an organization, the 
cause is too much management and too little leadership. Therefore, we introduced this notion in 
the consideration of the issues of leadership and relationship management. There are several 
tasks of managers, so managers ensure that organizations achieve efficient and effective 
production or service delivery, design and maintain the stability of an organization and a key 
link in establishing the relationship between organization and environment.1 
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This raises the question why certain managers are successful in their efforts and others not, or 
why some obviously qualified managers in the new conditions do not achieve the expected 
results? Experts believe that the answer lies not in intellectual ability or knowledge that the 
manager has, but in his leadership qualities. 
The essence of management is not racing for money, but the desire to achieve success. Money 
is the measure of success achieved, and not the cause of doing business. Many people have 
ideas, but few are ready to decide right away and do something for their implementation. The 
leader is a man of action, not a dreamer. Everyone dreams of success, but not everyone reach it 
because of constant doubts.  
Failures of leadership in the past decade triggered a fundamental reappraisal of leadership and 
its development. 
"Order and rule" model, prevalent in the 20th century, ceased to be effective, because it failed to 
motivate people, especially younger generations, who do not respond well to hierarchical 
leadership. "Order and rule" leaders face major difficulties in motivating employees and use the 
advantages of their knowledge and wisdom. This is particularly true regarding global 
organizations that require cooperation between people from different cultures. 

2. SEPARATION OF LEADERSHIP FROM MANAGEMENT 

The distinction between corporate leaders from manager is available in the literature from the 
period of ‘70s of XX century, with the publication of Managers and Leaders: Are They 
Different?2 by Abraham Zaleznik. With this work, the separation of leadership from 
management becomes a question of fashion, and the leadership characteristics of the process of 
getting a higher order. In accordance with these teachings, the managers receive the title of the 
people who deal with routine problems, and leaders are seen as people who discover problems 
and recognize opportunities that others cannot see. 
 
The nature of the problems faced by organizations today, and the problems they were facing 
‘80s are essentially different. The problems of the twenty or more years ago have influenced 
researchers to point to the fact that it was obvious then that there is a deficit of managers with 
skills in strategic behavior of organizations. In circumstances where new competition has 
emerged from the East, it became clear that American and other managers, who by then was 
known as a successful and, on that account, been collecting high bonuses, in fact were not. 
Management literature of the period recorded that thousands of managers, particularly from a 
research and development sector, lost their jobs.3 It is logical, as it then appeared many titles in 
the literature, in order to explain the phenomenon of  "Japanese economic miracle" and to 
discover new concepts on which for more than twenty years, was developed  new business 
philosophy and created numerous business stories of some radical turns of successful managers, 
who reaffirmed the fallen giants recovered from that period. The best-known title from that 
period is undoubtedly the Leaders study by Benis and Nanus,4 in which they pointed out that 
problem of failed organizations, is the fact they have many managers and few leaders. 
Following this research, the question of differences between management and leadership arise. 
Some authors have accepted the findings of Benis and Nanus, while others highlight the 
differences seen in the "fashion wave" in management. According to the doyen of management, 

                                                           
2 Zaleznik Abraham 1977, Managers and Leaders: Are They Different?, Boston, Harvard Business 
Review 
3 Luthans F. 1989, Organizational Behavior, New York, McGrow Hil   
4 Bennis  W. G., Nanus  B. 1985. Leaders: The Strategies for Taking Charge, New York, Harper & Row 



686 

Henry Minzberg, the question of separating leadership from management becomes a question of 
fashion, and the leadership gets characteristics of the categories of a higher order.5 
Therefore, the scientific literature single out two dominant directions: first, that the terms 
management and leadership is taken for synonyms and other, which is based on a distinction 
between management and leadership6. Henri Mincberg believes that managers need to lead, just 
as leaders must lead and that leadership in business does not exist outside the context and 
framework of management. Management without leadership is a craft with no master skills and 
as such is doomed to fail, and vice versa. Proponents of the second direction believe that the 
leader is creator of the mission and vision, and that manager has the task to achieve it in 
practice. In order to help managers understand the role they take over, Trompernas suggests 
answers to following question, whether they cannot sleep because they do not know how to 
achieve the selected target, or because they do not know which target to choose? If the reason 
for insomnia is the first issue, it is about the manager, and if it is the second, then it comes to the 
leader. 
In American literature, definition of the difference between a leader and manager is very 
popular, which is a pun: the leaders are doing the right things, and managers do things right.7 
Then, managers connect with the complexity of business processes, and leaders with changes. 
Managers carry out the actions at the operational level, the leaders set guidelines for action 
through vision. Although popular, this definition is incomplete because it assumes that the 
positions of leaders and managers are on the opposite sides, but it certainly is not the case in 
organizations, given that any business environment needs the work of leaders and the work of 
managers. They are not competitive but complementary. 
Kotter states that the essence of distinguishing the two terms is to distinguish the tasks of leader 
and manager.8 Management is associated with effective functioning of the organization, and 
leadership is associated with change. The leader is the creator and visionary mission of the 
organization, a task manager to realize that vision into practice. 
Leadership is part of the management process as well as the activities of planning, organizing 
and controlling. However, while management involves the management of material resources, 
leadership refers only to the activities of human resource management. Management without 
leadership is sterile, and leadership without management is alienated, and leads to arrogance.9 It 
could be argued that the process of leadership influence others to achieve organizational 
objectives. Impact, as the central category of national definition includes development of 
confidence, motivation, communication, teamwork, value-oriented behavior and the existence 
of a vision that should be achieved. 
In the western world, especially in the U.S., it believes that modern companies have too many 
managers and not enough leaders. That is, among other things, is a significant deficiency that 
hinders the rapid development of enterprise and leads to the fact that companies in Japan are 
doing much more productive and more efficient compared to similar companies in the West.10 
Given the current practice in large companies, the manager is usually not the leader. This 
difference can be seen in the example given by Peter Drucker, who argued that the manager 
performs two specific functions that no single person or group in the company does. He must 
create an actual production unit and unity out of available resource. He is both a conductor and 

                                                           
5 Mintzberg H., 1998., „The Manager's Job”, Harvard busines review on leadership, Harvard Business 
School Press, USA, Boston, , pp. 1-36 
6 Aleksić A. 2007, „Uloga i značaj liderstva u uslovima globalnog poslovanje“, Beograd,  časopis 
Sociologija, 147 

7 Robins S., Coulter M., 2005., Menadžment, Beograd, Data status, osmo izdanje, 422 
8 Kotter J. P., 1998., „What Leaders Really Do“, Harvard business review on leadership, USA, Boston, 
Harvard Business School Press, 37 
9 Mintzberg Henry 2005. Managers Not MBAs, UK, London, Prentice Hall, 9 
10 Jovanović P. 2004., Menadžment Teorija i praksa, 4. izdanje, Beograd, Grafoslog, 237 
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composer, i.e. he creates the notes according to which will he conduct. Leaders receive notes to 
play.11 
The famous American consultant Ken Blanchard set a whole new philosophy of leadership and 
management, which was enthusiastically accepted by many authentic leaders. Blanchard has 
created the concept of "inverted pyramid" at the bottom of which is located the leader and just 
above top management.12 At the top of this pyramid are the performers, the people who are in 
contact with customers, and at the very top of the pyramid are buyers and consumers. 

3. RETURN OF THE RENOWN TO MANAGEMENT 

Obsession with leadership produced generations of those who are artificially impressive and 
make a good show (but they lack the fundamental forces), and that brought the organization into 
a position that they are fatally driven without management. It seems it is the time to restore the 
rightful place of management. Nevertheless, certainly it is not bad to have little power and 
ambition. Without these attributes, there is no progress. Question to be addressed is whether the 
reputation of management is bad, and if so, what can be done to restore the old renown of the 
management? In which way the nature of management is changing and how the manager of the 
future will look like? Whether management will be important in the world of the knowledge 
economy where creativity and innovation are important as the mastering of the process and the 
economy? 
The problem, according to Henry Mintzberg, lies in neither leadership nor the management, but 
the arbitrary line that is drawn between them.13 The problem arises when we separate 
management and leadership; they are part of the entirety. The separation is not good for the 
managers or the leaders. This is contrary to  prevailing wisdom in the last 15 years, where 
leadership got all the fame and the attention, a less glamorous discipline of management is left 
to languishing. Mintzberg's latest published book, simply called Managing, is the last effort to 
restore balance.14 The product of his 40-year career as an organizational anthropologist, is full 
of ideas based on the experiences of managers and has recently won the title of the book of the 
year in the field of management. 
According to Mintzberg's vision, the leadership is a part of management, not the other way 
around; they are connected and cannot be studied or performed in isolation. Leadership cannot 
be maintained without control, in other words, cannot be managed without taking - it is all 
question of balance and context. Managers who do not lead have no inspiration and are 
ineffective. Leaders who do not manage become disoriented and not knowing what is 
happening. 
Thus, at the end of this management-leadership continuum, general manager needs much 
leadership, a little management, while the other newly promoted team leader will use lots of 
leadership and little management, but on the other side, they must be able to do both things, and 
be prepared to adjust to external and internal circumstances. One cannot build something 
without a creative leadership and problem solving. The events sometimes require more 
management and sometimes more leadership and failure to recognize the difference can cost 
you dearly. 

                                                           
11 Radosavljević Ž., Tomić R. 2007., Menadžment u modernom biznisu, Novi sad, Privredna akademija, 
112 
12 Blanchard H. Kenneth, Johnson Spencer 1982., The one minute manager, New York, William Morrow 
and Company 
13 Saunders Andrew 2011., „Rebuilding management's good name“, Management Today, Teddington 
Studios, UK, Teddington, may 2011 
14 Mintzberg Henry 2009. Managing, Harlow, Essex, FT Prentice Hall 
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True leaders, according to Mintzberg, are not heroes who create the triumph out of misfortune 
or the ordinary people, but their success comes from the organization. They emerge; they 
deserve their success and follow them. Shortcuts need to be avoided - a part of the age and 
experience are essential ingredients in the mix. We have to be separated from the idea that the 
best leaders are young ones. 
Nevertheless, what skills managers require doing their job? How they change and mean to 
employers and employees. In U.S., the archetypal preparation for the responsibility is MBA, 
while in the UK, traditionally, accountants excels. None of these roads does not prepare 
individuals for a world where the ability to read a balance sheet is no longer sufficient. "The 
numbers are still relevant, but not more critical," says Octavius Black.15 He says that one degree 
of psychology would be better basis for training of the managers.  A comparative advantage in 
the strategy and technology was performed. What is left is the comparative advantage of people 
in the organization; and the manager is responsible for it. If working people shine, the 
organization will work better. 
Management with keen social and psychological skills is increasing, due to today's cleaner, 
streamlined organizational structure. Here, success belongs to managers who can manage the 
levers of influence without relying on traditional ego traps, such as the title of a great business 
and luxury offices. This approach is in fact the real power - the people in the organization who 
can accomplish things - and not positional power. However, these people are often at a very low 
level of hierarchy, and have relatively modest responsibilities. It is necessary to build a strong 
network and identify such individuals. The skills are higher prices, but the crucial thing for 
managers is to learn how to think, says Mintzberg.16 Precise academic disciplines are not so 
important. 
Not only managers need to change attitudes and skills - organization have to do that too. As 
Gary Hamel observed (author of 15 books, including The Future of Management), despite the 
tremendous strides that have been taken in terms of living standards and expectations of the 
individual in the last 150 years, many of the world's largest companies still operate on 
essentially the same commands and control model of management that came with the industrial 
revolution, and is still used.17 
"You can only afford the traditional management models if you function in a traditional market 
with a monolithic supply chain," says Nigel Nicholson, Professor of organization behavior at 
the London Business School.18 "The modern global market is complex and in order to have the 
advantages on it, it requires a more creative, flexible approach with lots of connections." 
Traditional models will disappear, because for the maintenance of organization will not be 
confirmed by corresponding benefits. Commitment of people to the organization is arbitrary 
and is based on the engagement; they do not automatically carry a company’s badge, proudly 
any more. 
In the corporate arena where commitment must be earned, and a connection follows a hierarchy, 
a strong involvement of employees can make the difference between great managers, and one 
that is just solid. There are many data supporting the connection between employee engagement 
and improved work, and the managers are the key. The commitment and attitude of employees 
is still recovering from the recession, when cost reductions and job losses that affect every 
engagement looks like one- way road strongly in favor of the employer. It is time to overcome 
that, because engaging of employees is very important. The power has shifted toward 
employees. Organizations that neglected engaging in time of a recession, have a big problem, 
                                                           
15Saunders Andrew 2011., „Rebuilding management's good name“, Management Today, Teddington 
Studios, UK, Teddington, may 2011 
16 Mintzberg Henry 2009. Managing, Harlow, Essex, FT Prentice Hall 
17 Hamel Gary 2007., The future of management,  Boston, Harvard Business School Press 
18 Saunders Andrew 2011., „Rebuilding management's good name“, Management Today, Teddington 
Studios, UK, Teddington, may 2011 
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because their talent goes away. Moreover, the best people go first, deepening the problem 
further in that way. 
Organizations are built from the bottom up, says Mintzberg.19 People want to contribute to 
sustainable enterprises and it is fascinating what you can get by motivated people who are 
involved in the organization. As long as the job remains a team effort rather than solo, 
management will remain in the heart of it. Adding a sense of purpose is a better motivation than 
obsession with short-term bonuses and payouts. Building a sustainable organization and 
creating a legacy that will survive is what manager should try to do. It is necessary to set 
standards that people want to reach, to listen to their ideas and then act accordingly. First, the 
manager must know what is happening in the organization, and what resources are available. 

4. RESUME  

As the world around us is changing, organization and management practices are changing too. 
These changes are due to the increasing globalization of business and information - 
communication revolution. The traditional prototypes of organization and styles of management 
are becoming less important. Managing a global enterprise requires substantially different 
approach to management. Therefore, it is important to point out that responsible and ethical 
behavior based managers are important for efficient operations on the global market. 
Modern business conditions strengthen by the global financial crisis; stress the managerial skills 
and abilities. While some managers complain to be burdened by hopeless prognosis, the other 
ones are more confident and securely taking into account the possibilities and find the 
challenges of moving boundaries of knowledge and opportunity to show their superiority over 
others in critical conditions. These individuals are so important to the success of modern 
organizations provide that market value of a company is far greater than the value of their 
tangible assets. Thus, they become a resource of the organization. 
Managers with leadership skills play an important role in ensuring organizational learning and 
knowledge transfer throughout the organization. Leaders are responsible to ensure the lowest 
level of learning, that represents learning of purely technical nature and involves optimizing 
performance, economic and organizational, within the boundaries of existing organizations, and 
through review of existing organizational resources provide for changes in organizational 
capacity in order to improve the integration of organizational activities. We should not ignore 
the fact that leadership today is one of the most studied phenomena in the organization and 
management. Probably because the influence of leaders in the organization (both positive and 
negative) is transparent and obvious. To the popularity of this topic certainly helped the fact that 
U.S. corporations annually spend more than $15 billion on training its managers in the field of 
leadership. 
The problem occurs in relation to separation of management and leadership, which are part of a 
whole. Leadership is part of management, not vice versa. It is not possible to operate without 
leadership, because the managers who do not lead are inefficient. The fact is that the 
management returns, but not as it is known to us. It mainly requires management - delegation, 
communication, motivation, leadership of tricky relationships and connecting people. The skills 
are appreciated, but the crucial thing for managers is to learn how to think. The change is 
necessary i.e. it is necessary to correct prevailed notion by which all the glory and interest was 
given to the leadership, and management, which once caused a lot of attention, remained 
forgotten. 
In determining and analyzing management and leadership, the view that in the constant and 
rapid changes an organization should have a capable and creative people who will run 
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organization effectively and efficiently, imposes. This means that a modern organization needs 
leadership and that is oriented on effectiveness (doing the right things), and management that is 
oriented toward the efficiency (doing the right things the right way). In fact, leadership and 
management are two part of the same thing, i.e. two distinct but complementary activities.20 
The manager, who led the organization, shapes its future direction with its style. It is important 
that managers have information that will assist them in creating a strategy and that using a good 
strategy respond to all market swings. It is particularly important that managers learn to manage 
human resources. This is the most important skills that managers must master, no matter what 
education they have or how much over the years managed to gain experience. The role of 
management enhance in terms of dynamic changes in enterprises and efforts to change the 
organization, quality of products or services, preserve and improve competitiveness and to meet 
the challenges of modern business. 
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Summary: The organizational culture of secondary schools, according to results of empirical 
research in Bosnia and Herzegovina, proved to be a powerful tool in adapting to changes in the 
school environment. Successful high schools have a powerful culture of a clan and are largely 
supported by the wish to strengthen the culture of adhocracy. Using the optimal model for 
strengthening or changing the organizational culture of schools is possible to adjust them to 
stronger turbulent changes in the environment. Strategic planning of transformational and 
transactional changes to strengthen or release of certain typologies of organizational culture of 
schools includes the competence of managers and management teams of schools in terms of 
introducing changes in education. 

Keywords: organizational culture, types of organizational culture, organizational culture 
change model, transformational change, change transaction 

1. INTRODUCTION 

The organizational culture of schools is one of the strategic segments of the school to adapt to 
changes in the environment (Hasanovic, Sinanović, 2011). Discrepancy between current and 
desired organizational culture in secondary schools is the basis for planning changes to align the 
organizational culture toward the vision, mission and strategic objectives of each individual 
school. In planning the introduction of changes, the emphasis is placed on the proven strategy 
of strengthening or changing the organizational culture (Cameron, Quinn, 1999). 
Transformational change in schools would be approached only in exceptional situations of 
radical deviation from the existing organizational culture of the adopted strategies to adapt to 
changes in the school environment. Transaction changes would be able to plan and implement 
without any stress, relying on their own, in situations of easily bridgeable gap between current 
and desired organizational culture. This paper presents a possible model of successful changing 
the organizational culture of schools in Bosnia and Herzegovina. 
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2. THEORETICAL CONSIDERATIONS 

2.1. Concept, typology and changing the organizational culture 

Organizational culture is the accumulated knowledge of the group - a way of thinking, feeling 
and knowledge of the world, which allows the success of the group (Schein, 1999:21). It is 
important that the organizational culture as a social creature can learn and adapt to changes in 
the environment. Schein (1997: 17) on the basis of criteria of visibility and understanding 
organizational culture is viewed on three levels: 1. The visible elements of organizational 
culture (artifacts), 2. Accepted values and 3. The underlying assumptions, Organizational 
culture, Schein believes (1999: 29), occurs when the organization begins to form a common 
way of thinking and sharing of common norms, values and emotions, all based on common 
experience. The most important factors influencing the occurrence, but also changing the 
organizational culture are group dynamics, leadership and learning. Competing Values 
Framework - CVF is based on two dimensions that describe the two opposing values, which are 
key to the success of any organization (Cameron, Quinn, 1999): 1. Flexibility and adaptability 
versus stability and control, and 2. The orientation towards outside and differentiation, opposed 
to inside orientation and integration. Based on these two dimensions (see Figure No. 1), authors 
distinguish four types of organizational culture (Cameron, Quinn, 1999: 32): Clan or the culture 
of interpersonal relationships ("Human relations model"), Adhocracy or open system ("Open 
system model"), market or culture of rational goals ("Rational goal model"), or hierarchy 
culture and internal processes ("Internal system process"). Authors commonly cite the following 
types of changes: 1. Development, 2. interim (transitional) and 3. Transformational changes 
(Agic, 2009). Based on detailed analysis of the current situation and shape of the vision, 
mission and strategic objectives of the school in the future, we can take a position on the scope 
and quality of the required transactional or transformational change (FOD BiH, 2011). 

 

  
 
 

Figure 1: Typology of organizational culture (Quinn, Cameron, 1999: 32) 
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To changes in the organizational culture, we access in emergencies when realizing 
transformational change. The management team of the school has a key role in promoting new 
and move away from the old values of organizational culture (Hasanovic, 2008). To overcome 
the transactional change competent management and the transformation is sufficient while to 
overcome changes in the school conduct with the reputation is necessary (Hasanovic, 2009). 

3. METHODOLOGICAL FRAMEWORK AND MAIN RESULTS 

3.1. Objectives and tasks of the research 

As part of a comprehensive research project of organizational culture in secondary schools in 
Bosnia (Tuzla MA, 2011) and one of the goals of this research was "To suggest measures to 
strengthen the program or change the organizational culture of each high school in accordance 
with the results of empirical research." 
One of the aims of the research framework was "To suggest on the basis of results of the 
optimum model of changing the organizational culture of secondary schools. Prepare for each 
stage of the model sequence of steps and a list of required activities. Develop a program of 
measures to strengthen or change the organizational culture of each high school in accordance 
with the results of empirical research. Especially elaborated measures of transformational or 
radical changes to strengthen or release of certain typologies of organizational culture in line 
with the results of empirical research." 

3.2. Prevalence of certain typologies of organizational culture in secondary schools of TC 

The results of the survey showed that in all secondary schools in the sample survey in Tuzla 
Canton present four types of organizational culture (Cameron, Quinn, 1999).When you review 
the aggregate results for all schools in the sample, the most dominant and most cultures have 
expressed "Clan" (32.56%) and "Hierarchy" (31.84%). Culture of "Adhocracy" (21.3%) and 
"Markets" (14.12) are significantly under-represented in the organizational culture of secondary 
schools in the sample survey of TC. From the point of the desired organizational culture in the 
future functioning of the secondary schools of TC, the aggregate results, the preferred culture is 
"Clan" (40.72%). In second place is the culture of "Adhocracy" (36.13%) which pushes the 
culture of "Hierarchy" (13.54) in third place. The least desirable culture to the present and the 
future is the culture of "Markets" (9.62%). 

 
Figure 2: Current and desired state of organizational culture  

in all secondary schools in the sample survey 
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4. MODEL OF CHANGING ORGANIZATIONAL CULTURE OF THE 
SCHOOL 

The largest number the changing the organizational culture model represents in the three phases 
(Hasanovic, 2008:10): 1. Analysis of the existing organizational culture (cultural thaw of the 
old form), 2. Evaluation of the organizational culture (to a new organizational culture), 3. 
Shaping of a new organizational culture (freezing changes of the organizational culture). As the 
part of the "Organizational culture as a strategic tool for school directors and management 
teams to adapt to changes in the school environment" (FOD, 2011), the model of changing the 
organizational culture of schools, which consists of six phases is elaborated in detail. Each of 
the six stages contains the sequence of individual steps and the content of the main activities on 
the implementation model (Figure 3). Because of the importance of strategic and tactical 
planning of transformational change in the organizational culture of schools, we will mention 
only 1 and 2 phases of the model: 
1. Stage: Situation analysis of organizational culture school with the following steps: a) PEST 
analysis, b) SWOT analysis, c) Analysis of the core values of the school, and d) conclusions of 
analysis; 
2. Stage: Creating the desired organizational culture of schools with the following steps: a) 
Design of the vision, mission and strategic objectives of the school, b) Design of the desired 
organizational culture of schools, c) Compatibility of strategic development objectives and the 
organizational culture of schools, d) divergence of strategic goals and organizational 
development school culture. 
From the above it is evident that the second phase of the model accurately defines all elements 
of the desired organizational culture of schools, i.e. those values that are consistent with the 
vision, mission and strategic goals of their development. 

 
Figure 3: Possible model of successful school change organizational culture 

In the planning of activities to build the desired organizational culture (third stage) particularly 
important segment of the strategic planning of radical (transformational) change of 
organizational culture is to strengthen the culture of adhocracy (see Table 1) and the weakening 
of cultural hierarchy. 
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Table 1: Content of activities to strengthen the culture of adhocracy 

STRATEGIC VALUES CONTENTS OF CHANGES METHOD AND MEANS OF 
STRENGTHENING 

1. A dynamic and 
stimulating environment, 
flexible organizational 
structure 

1.1. Establishing a flexible and 
dynamic organizational 
structure of schools 
1.2. The establishment of 
schools on the model of 
learning organization 

1.1.1. The transition from the 
"Professional bureaucracy" to "Clover" by 
delegating responsibility and authority 
1.1.2. Strengthened role of the 
professional bodies of the school (NV, 
PV, SA, MA) 
1.2.1. The formation of the school 
development team 
1.2.2. Forming teams for various aspects 
of work and school development 

2. A clear vision, mission 
and strategic goals of 
development  

2.1. The joint creation of the 
vision and mission of school 
development 
2.2. The common definition of 
strategic and tactical objectives 
of school development in 
priority 

2.1.1. The strategic development plan 
school-a common result of the 
management team and all employees of 
school 
2.1.2. Annual (tactical) school 
development plan - the result of a joint 
management team and all employees of 
school 
2.2.1. The definition and elaboration of 
the strategic aims of the school in priority 
order 
2.2.2. The definition and elaboration of 
the strategic tactical (annual) goals of 
school development in priority 

3. Creativity, 
entrepreneurship and 
risk-taking willingness  
 

3.1. Promoting the value of 
focusing on individual change 
3.2. Trying and failing 
individuals are part of a 
successful school development 

3.1.1. Normative values emphasizing new 
employees 
3.2.1. Benchmarking methods of good 
educational practice 
3.2.2. The reflection of good and bad 
educational practice and its impact on the 
work of school staff 

4. Experimentation, 
innovation, personal 
initiative, independence 
 

4.1. Promoting the value of 
individual school staff 
4.2. Promote teamwork to 
introduce changes 
4.3. Promoting personal and 
shared responsibility for the 
success (failure) in school 

4.1.1. New emphasis on normative values 
of individual employees 
4.2.1. Forming teams for changes in 
certain aspects of education 
4.3.1. Normative emphasis on personal 
and shared responsibility for school work 

5. Leaders are innovators, 
mentors, willing to take a 
risk 

5.1. Competence training 
principals for managing change 
5.2. Competence training of 
school management teams for 
leading changes 

5.1.1.Education program directors in the 
field of educational management: the 
introduction of changes in school 
5.2.1. Program Management Team 
training school in the field of educational 
management: the introduction of changes 
in school 

6. Long-term focus on 
growth opportunities, 
prestige of the 
competition 

6.1. School quality positioning 
in the market of educational 
services 
6.2. Market segmentation and 
selection of target group of 
service users 

6.1.1. Marketing analysis of the market of 
educational services: school site and 
position in the industry of the same 
institution 
6.2.1. Creating a marketing plan: design 
of marketing mix for the target group of 
service users 
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STRATEGIC VALUES CONTENTS OF CHANGES METHOD AND MEANS OF 
STRENGTHENING 

7. The criterion of 
success: a new product or 
service 

7.1. The introduction of new 
curricula on the market of 
educational services 
7.2. The introduction of new 
methods and forms of learning 
and teaching 

7.1.1. Development of new curriculum in 
schools and their offerings on the market 
of educational services 
7.2.1. Education of school for the 
application of new methods and 
interactive forms of teaching 
7.2.2. Training employees to use new ICT 
in the work 

8. Flexible working hours 
and position 

8.1. Interactive Competence 
modeling job 
8.2. Flexible working hours 

8.1.1. Competence modeling jobs 
8.1.2. Organization of discussion groups 
and creative workshops 
8.2.1. And flexible framework: daily, 
weekly, monthly and annual plan of work 
time and employee engagement 

9. Willingness to adapt 
the rapid changes 

9.1. Determination of the role of 
team employees 
9.2. Competently analyze 
certain phenomena and 
processes in the school 
environment 

9.1.1. The organization of workshops to 
determine the role of team employees 
9.2.1. Competence training of employees 
to perform team roles 

10. Open system of 
information and 
communication 
employees  

10.1. Completely diffuse system 
of informing the school 
10.2. Developed system of 
communication in school 
10.3. Developed knowledge 
management system 

10.1.1. The organization of open 
information systems in school 
10.2.1. The organization of 
communication in school systems: 
horizontal, vertical and diagonal 
10.3.1. The organization of knowledge 
management systems: design, coding, 
storage, transfer and use of knowledge in 
school 

11. Flexible and open 
system of rewarding and 
motivating 

11.1. Rewarding employees' 
individual contributions to 
school development 
11.2. Rewarding a team effort 
11.3. Valuation of the success 
of all employees from the 
perspective of schools as 
successful organizations 

11.1.1. Regulation of rewarding 
outstanding individual contributions to 
school development 
11.2.1. Regulations on the organization, 
stimulating and rewarding teamwork in 
school 
11.3.1. Regulation of stimulating and 
rewarding all employees for outstanding 
achievement in the school branch of the 
same type of institutions 

Source: The result of research performed by authors 

5. RESUME  

Proposed model of changing the organizational culture of schools is only a tool for easily 
adapting to changes in the school environment. The changes include the implementation 
process of planned activities within the planned phases of the model. The strategic and tactical 
planning of necessary changes of the organizational culture of schools, management teams, and 
special attention must be devoted to school activities to strengthen the culture of radical 
adhocracy. In this context, particularly to ensure the following: 1. A dynamic and stimulating 
environment, and flexible organizational structure of schools; 2. Clear vision, mission and 
strategic goals of development, 3. Creativity, entrepreneurial spirit and willingness to risk-
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taking; 4. Experimentation, innovation, personal initiative and autonomy of employees; 5. To 
the leaders of the innovators, and mentors willing to take a risk; 6. Long-term focus on growth 
opportunities, prestige over the competition, 7. The criterion of success is a new product or 
service on the market of educational services; 8. Flexible working hours and location; 9. 
Willingness to adapt and change quickly; 10. Open system of information and communications 
staff, and 11. Flexible and open system of rewarding and motivating for all school employees. 
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Summary: This paper explains the possibility of management certain parts of the organization's 
human resources in state administration, which includes ministries, administrative bodies 
within ministries and special organizations, with special consideration to establishing a system 
for a large number of employees and the size of the organization and emphasis on the need to 
model the production of quality human resource management as well as holders of the entire 
work process.  

Keywords: public administration, management team, human resources management 

1. INTRODUCTION 

Speaking about the current point in the process of making the things, we talk about all forms of 
decision-making that may appear in any form of organization and at any level of her leadership. 
Today, more than ever, practically lives knowing that the information is crucial for decision-
making and its importance is the backbone of the conclusion that the quality of information is 
the quality of decisions. This is more so when it comes to making decisions in a very numerous 
and very large organizational structures, as is the case with the state administration, abound in 
various forms of organization for a wide variety of administrative action and the resultant need 
to adapt the growing number of challenges which must be answered, and whose actions have 
far-reaching and significant impact on the population of innumerable people. 
Well, then, the basic reason for the consideration of leadership in public administration as an 
entity that directly concerns all citizens in the Republic and whose actions have an impact the 
entire society in the broadest sense. 
Organizing public administration is one of the main objectives to ensure participation of all 
social actors in decision making and, in effect, stimulating self-organization of feudal society in 
all its segments. Such analysis of the structure functions of public administration in general, 
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inevitably requires investments in any improvement of structure of such crucial importance for 
high society in the broadest sense. 
If we start from the logical assumption that every result was not due, above all, a good 
organization where the quality and make appropriate decisions based on sound information, it is 
clear that the primary task of all, especially those who are experts in the organization and 
management i.e. professionals, managers and their teams to devise and propose modalities for 
the management of quality which will focus on just making it better decisions, which, naturally, 
resulted in the reduction of low quality and even their complete elimination. 
In the process of decision-making is necessary to look more and specifics of public 
administration related to the total absence of labor and equipment in the technical - 
technological terms, and complete turn of the managers to employees, or to human resources. It 
is therefore necessary to take into account the fact that the quality of decision-making necessary 
to have highly skilled personnel who possess an enviable theoretical knowledge and skills based 
primarily on experience in making decisions. 
Many scientists, management theorists and experts dealing with issues of human resources in 
the most comprehensive attempt to solve problems, but should we all, as one of the conclusions 
underlying this analysis, he could draw a simple conclusion - all the traditional management 
techniques, known from abundance of literature, have limitations, which, due to the specific 
organization of public administration, suggest that, in accordance with relevant knowledge 
which now has management as a discipline, just to the address at which to seek answers and 
solutions to improve the management function in the context of making the most rational 
decisions. 
In conclusion, according to the previous one, the bad decisions of the state administration and 
their effects on society and the environment can be completely eliminated even well-informed 
and timely management personnel who make decisions, using properly selected information 
systems and technology and finally, by entrusting the essential parts of management functions 
experts - managers and their teams. 
The expert system of governance in the administration, as well as a complex process that is 
directly dependent on the internal affairs, the environment, it must be, in general, based on 
several crucial factors: 

• Optimal performance of duties by delegation, 
• Directing activities of all stakeholders towards common goals, 
• Planning, organization, management and control, and putting them in the context of 

coordination between the human and material resources, 
• Objectively establishing goals and objectives and their accomplishment through the 

coordination of human and material resources, 
• Optimizing the use of service capacity, 
• Acceptance of the takeover of the obligations that their perpetrators are not able to 

timely and accurately dispatched by one or more persons from the team 
 
Strategic development of society and social circumstances, and therefore of the state 
administration, implying that policy to promote human resources is an integral part of the 
strategic development of these organs. In this regard, the special role of information systems, 
which are an integral part of that subsystem, consists of the support systems, regardless of the 
organizational structure of any of the information system as a whole or as integrated 
subsystems. 
All the problems that can occur in this segment are directly related to the organizational form of 
organization of state administration. Suppose we observe things from the aspect that is different 
from usual, and that, instead of elaborating the functions and hierarchy i.e. continuing 
operations, we look at the state administration as an organized system made up of individual 
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tasks, projects or processes, through which it provides management and information 
technology. 
This procedure would, in effect, meant that the business activities of managers focused on 
projects and multi-disciplinary, team-organized work process. Since each task or project has its 
duration, regardless of the presence or absence of terms of execution, and the organization itself 
is limited with the beginning of its end. 
The problem of human resource management, because of their extreme diversity and a large 
"supply" of different techniques for solving the problem becomes solvable only with the 
involvement of several different profiling experts or expert groups, which still, in itself, mean 
that the system of human resource management should integrate all the many and diverse 
methods and activities that would give most appropriate and highest quality solutions. 
In practice, arguing that it is possible the entire human resources management system to 
describe and explain the organization and development of expert systems, which can develop 
into all the famous traditional methods such as interviews, daily work, diagrams, analysis of the 
situation, modeling, attracting staff the final years of schooling, advertising and marketing, 
applications, recommendations, work experience, simulations, business environment and tasks, 
follow-up, scoring system, modeling behavior, job analysis, career planning, trade union 
activity, etc., and prove that it is possible, in part or in full, replace them with some new 
activities that carry with them the experts and their teams, such as: business analysis, planning, 
human resource potential, recruiting candidates and their selection, the introduction of the job, 
the organization benefits system , training employees and creating a employee/employer 
relationship.  

2. ABSTRACTION OF MANAGEMENT PROBLEM 

The main task for thinking about raising the quality of work performed in public administration 
is actually recognizing the importance of raising the quality of human resource management. 
Since the vertical structure of leadership - a hierarchy (or a system of subordination or the 
military principle), the projected potential problems, the system of leadership in public 
administration has a horizontal organization and management, it is important to consider all 
types of managers, especially those who need to be in communication. 
Elementary aspects of which need to observe human resources management in state government 
over the management team is, of course, is that its basic function, determined on the basis of 
powers, primarily the initiative, then run, then the direction and finally - linking activities of 
individuals, more individuals or the unit established within the organizational structure of the 
system which manages the team. Especially the assumption of any social organization that the 
vast majority of decisions made by head of multi-disciplinary character, including a number of 
different factors such as social and political circumstances, which, inevitably, greatly 
complicating the decision process and the time and actually determine the need profiling 
structure of professional management team. 
In any case, that is. regardless of the method of defining the functions of human resource 
management, must be completed the following assumptions: the purpose of establishing the 
existence of the organization, the ability to create at least two types of strategies, highlighted the 
objectives (which can be realized by engaging human resources), coordination and ability to 
delegate tasks. In such an environment can be designed with the aim of solving the problem of 
quality human resource management, establish the following levels of leadership: 

• The basic level, or management at the lowest level that also forms the basis for 
creating a successful system. At the management level should be significantly 
expertise, profiled according to the needs of the organization in a way that the previous 
text, and a large amount of information obtained in a short unit of time, all due to 
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quality at this level perform tasks and time allow further simplification of the overall 
upgrade, 

• The second level or higher level of management as a complex organizational form, and 
which, if viewed in general, is small because the global organization consisting of 
several simpler ones. It is characterized by the fact that, in fact, good management and 
it also means the overall quality management of human resources at the global level of 
organization, 

• The first level or management at the global organization that is made more complex 
organizational forms, and that includes the executive managers who make strategic 
decisions relevant for the overall organizational structure and 

• The zero level or the level of implementation of decisions of the highest legislative 
(Serbian Parliament) and executive (Government of Serbia) authority to operate their 
account all state authorities 

 
This system allows the satisfaction of the basic principles of management, reduction of the 
problems common denominator and setting the conditions for the delegation of tasks, with the 
maximum transparency of procedures, which is necessary due to requirements related to the 
integration process of Serbia and the democratic decision-making process itself. 

3. POTENTIAL SOLUTION PROBLEMS, OPPORTUNITIES AND 
LIMITATIONS 

Reflecting on the possible reasons for the formation of expert management teams to lead the 
state administration as the most logical are: increased performance, optimization of the number 
of employees engaged in certain tasks, compensation of working inexperience of individual 
managers with knowledge of team of experts that directly improve the quality of decision 
making in terms of timeliness and precision, and the process of individual and group decision 
making. 
Well-organized team decision-making process can be successfully carried out from the goal - 
the task of getting to the decision - the realization of the task, where you can distinguish three 
principal stages: identifying problems, differentiating the potential varieties of solutions (where, 
in two different stages, a number of proposes variant solutions to analyze the admissibility of 
each of them individually) and decision-making (in which the key stage, in fact, are selecting 
solutions, choosing one that is most acceptable and its authorization). 
Potential that managerial team of experts who are committed to human resource management is 
better than traditional organization of management in state government lies in its ability, 
through properly profiled, active knowledge management, effectively support the activities of 
all management functions such as perception (as determined of skills and experience of the 
head), well-defined area and scope of work and the existence of quality information database. In 
such circumstances, managers may your goals very precisely determine the developmental 
policies and rules aimed at making decisions for the individual carrying out the activities and, 
thereby, focus on areas where their skills are most appropriate for solving the set of concrete 
problems. 
Restrictions on activities of the management team lies in the fact that he obviously needs more 
experience of experts in order to successfully solve everyday problems in a changing 
environment, which is due to frequent changes of positive legislation, it is characteristic of the 
area in question - the state administration. 
In this light the display, the success of a professional management team is very difficult to 
determine exactly, because, unlike other systems, it is not well known but deserves to be 
reasonable to consider the possibility of their involvement, particularly in the field of 
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application in areas such as personnel policy, the systematization of tasks and employees, 
making the system of wages and salaries, the establishment and coordination of working groups 
and building control systems. Within these areas, according to the sphere of operation 
management as a scientific discipline, preferably in particular to reflect on three fundamental 
objectives: 

• Human resource planning, which is, by nature, and thus the central and most sensitive 
part of any strategy of any organization, especially of public administration in 
particular for no other resource, in essence, does not have. In this regard, it is 
especially important to properly consider the field of human resources in terms of 
analysis of existing needs and forecast demand and adjust their values. It is necessary, 
then, to make decisions directly related to the implementation of the management team 
in the organizational chart of state government through the determination of the 
number of employees to hire, reassign the system level or release. It is also important 
to allow the expert team to choose, within their competence, technology forecasting, 
and the creation and adoption of action plans, depending on the estimated supply and 
demand for human resources. Thus, as part of a global strategic plan, a team of 
professionals gave specific directions and directly participated in the process of 
bringing a bulky and less and less efficient state apparatus in optimal and functional 
levels of employees. 

• Recruitment of candidates, a process which consists of finding candidates who meet 
the requirements of work that needs to be done, but with consideration of the need for 
personnel of various professions and educational levels and professions. After finding 
the most appropriate candidates follows the phase of motivating candidates to accept 
jobs according to principle: 1) within, i.e. from employees who have already searched 
the requirements for staffing and 2) i.e. outside from the labor market. This process 
must be completed by making specific staffing solutions with maximum consideration 
required of the employer, the characteristics of existing staff and external solutions, the 
situation on the labor market and clearly expressed elaborate cost-benefit that would, 
consequently, result. 

• Establishment of fees for work that integrates all the benefits and rewards that 
employee can receive for performing their duties. This task is directly related to the 
management of human resources because, as a probable result of the optimization 
process, it is possible retirement of a number of employees and increasing the number 
of users of PIO Fund (Pension and disability insurance fund). As regards public bodies 
financed from the budget of the Republic of Serbia as a direct or indirect, it is 
important to be well adjusted. Professional teams, engaged in these activities, they 
would have to take account of individual salaries, salary levels and structure, all within 
the statutory provisions that set the status of civil servants, their schedule of duties and 
salary classes and groups on the basis that they certain coefficients, and consideration 
of special factors affecting the amount of wages and benefits such as length of service, 
disability, any special allowances and incentives, general and particular collective 
agreement, in attitudes of the Serbian government and the representative trade unions 
and the general economic situation which directly affects the volume of administration. 

 
Through these few basic managerial functions are clearly delineate the contours of the broad 
field of possibilities to engage a professional organization - management teams. 
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4. RESUME 

Possibility of implementing the idea of hiring experts - management teams in managing human 
resources in state government is in direct connection with the acceptance of the need for 
personalization and the professionalization of public administration by managers at the zero 
level or state government. This brings it to the level of direct dependence on the political will of 
the majority and their attitude about the tasks and dimensioning of public administration in 
general. The resistance to which the proposed system is encountered, as with the previous 
management and the employees, especially those who, because of this form of organization, 
have lost jobs or privileges senior to the hitherto exercised, further corroborates this. These 
circumstances, as well as the realization of projected long time (due to a very large territorial 
jurisdiction of the state administration), are definitely known and measurable component of the 
problem. It is necessary also to assume a number of possible difficulties in the realization of this 
idea and at immeasurable or unknown components. 
However, assuming the recognition and acceptance of the benefits that brings the system, 
overcoming obstacles and eliminating its weaknesses, and understanding that the effort made in 
the presentation and implementation of the project was profitable in many ways, and supported 
by the knowledge that modern systems of human resource management, the proposed system is 
certainly the most part eliminate the adverse effects of subjectivity and the incompetence of 
people who are in the current moment, the present "on stage" in the administration, the 
possibility of its application could easily become very probable. 
Additional reasons should certainly be sought in the fact that the ever-present awareness of the 
need for substantive and comprehensive reform of state administration, in particular, individual 
organizational units (eg reform of the tax system and tax administration under the Ministry of 
Finance of the Republic of Serbia). Seriously reforming the public administration system should 
also be in accord with the trends that exist in EU countries and would be logical to expect their 
technical and financial assistance in an effort to bring the quality of public administration at or 
above the level needed. 
Since all highly developed countries owe their level of development, exactly, a high level of 
organization and productivity of the process, which occurs primarily due to the high 
qualification and accurate profiling of all personnel, especially those who are responsible for the 
organization, management and decision making, it is reasonable to expect them, and logistics 
for the promotion of approach and the idea of hiring highly skilled professionals to those from 
whom the final decision, in fact, depend. 
Given the definite commitment of the Republic of Serbia towards European integration and 
recent candidate status for EU membership, as well as the eternal actuality and a wide range of 
areas and opportunities to improve the quality of public administration, it is clear that this theme 
be more prominent. 
Possible organizational approaches and methodologies for better and more efficient public 
administration are varied, and the ways of realization - the fact is, however, that one of the 
major roles that definitely had to have just those who are the best qualified to organize and 
manage, and those are the experts of managerial profession with their teams. 
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Summary: The first step of an entrepreneur in developing its own business is tied to choosing 
of one of the thousands of business ideas. The choice of ideas is not easy task, especially for 
beginners, that is a process that requires time, months, in seeking optimal solutions. Very often 
happens that whenever one idea is chosen, entrepreneur is not satisfied with it, and is already 
jumping on the next idea. Some authors believe this is a problem due to lack of appropriate 
criteria for selection of future business. Those authors who attribute the lack of selection 
criteria for entrepreneurs only because of their level of knowledge have right, and on their 
intellectual capacity depend its pool of criteria against which verifies the idea. 

The most common example is chasing for a job that will make the biggest profit, and the most 
reliable information about target job usually don’t exist. Even if they existed, such access is 
advised only for experienced and proven managers. Beginners should pick the job they are 
more familiar, as this increases the chances of success. 

Keywords: entrepreneurship, ideas, business 

1. SOURCES OF IDEAS 

The idea for a future business can originate from previous work and learned skills, traditions 
and geographic characteristics of the region, the method of imitation, the analysis of imports, 
Internet journals, existing patents and innovation, consulting experts from various 
areas. Precisely in this order, beginners and others need to look for ideas for the new job. 
Identification and developing new ideas is a very complex task. The largest number of new 
ideas, as the basis for innovation, do not come by themselves, but arise as a product-developed 
mechanism for identifying potential ideas. Most often as sources of new ideas are mentioned 
consumers, businesses, copying other people's decisions, channels of distribution, research and 
development, franchising, buying companies, personal experience (employees, especially 
managers and entrepreneurs), the state and its institutions, and hobbies. 
An entrepreneur who is working on finding and collecting ideas will use following 
possibilities:[1] 

• Scientific and technological evolution, 
• Social and demographic evolution, and 
• "Missing elements" 
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The technological and scientific evolution is the most powerful and unpredictable source of 
innovative ideas. Launching a new product, service or process requires a lot of time for 
developing the idea, the combination of different technical skills, and specifically the process is 
difficult to plan. As the market has its evolutionary path of development, it is assumed that both 
scientific and technological evolution must be synchronized with that way because it is 
necessary to guess the right time for entering the market. 
Social and demographic evolution involves the qualitative and quantitative evolution in general, 
and especially the consumer population as, for entrepreneur, an important source of business 
ideas. Unfortunately, these changes occur slowly and have an impact on consumption in the 
long run. Even so, their influence is very important because they influence the need to align 
processes with innovative social trends. 
The experience of developed countries shows that the great entrepreneurial ideas rarely 
appeared on the basis of the research process, as people accidentally remember them, but only 
those who are committed to entrepreneurship and preoccupied with thinking about the different 
possibilities of realization of their own business. Before starting its own business, an 
entrepreneur has to have an idea of what to do and as possible sources following is cited: [2] 

• Selection of the idea based on experience in the previous organization, 
• Selection of the idea based on a hobby in spare time,  
• The idea created based on copying other people's ideas, 
• The idea created by identifying market needs for a given product/service 
• An idea founded based on the supplementary activities that complemented the budget 

of the respondent, 
• An idea based on the research for the development of entrepreneurial business, 
• The idea was created by taking certain courses for retraining, which are organized by 

relevant state institutions 
 
Most ideas never become a new product, new technology or new process. Mortality of ideas is 
great, and until recently, the mortality was 95% of the overall idea. Thanks to technological 
advances, and especially the progress in information technology, mortality of idea is reduced to 
40%. [3] 
The tasks of the entrepreneur, in the collection of ideas are, therefore, extremely 
responsible. They must realize their role in an organized collection of ideas and from all 
possible sources. Entrepreneurs, and especially managers who manage business systems, are not 
trained to constantly innovate and create ideas, but they are responsible to stimulate creativity, 
openness to highlight the ideas, and to provide continuous support to the largest possible 
number of ideas no matter how, at first glance, look vague and non-perspective. 
Ideas can be collected and look for. Internal and external sources are used for collecting ideas, 
and to search for idea, scientific-research organizations are used. 
Ideas about new products could come from people who have a sense of innovation. Those may 
be scientists, engineers, managers and workers. It is strange, but ideas about new products or 
services may originate from people who do not know the area in question, but just know that the 
function of the product could be improved. In the same way and from the same sources, it is 
understandable with a different frequency; there are some ideas on improving existing 
products.[2] 
Entrepreneurs and managers who set ambitious requirements for growth and development of the 
company must have an organized system for collecting ideas, but primarily relies on its own 
research potential. This means that in a well-organized company and of course in a relatively 
large company, there must be an organizational unit (department) in charged for systematic 
addressing these issues. 
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New ideas are coming very difficult, and the entrepreneurs themselves admit their greatest 
weakness in the enterprise development programs it is the lack of activities and organizations to 
create new ideas. This stems from the fact that new ideas are created, primarily by organized 
creative work and using various techniques of creative thinking. 
In recent years the need for creativity and the creation of conditions is increasingly emphasized, 
especially the creative climate that will enable the company to creatively cope with the changes 
required by the external environment. It is also important because it is proven that companies 
that are successful are successful because they are based on the creative development of 
products and processes. 

2. ANALYSIS OF BUSINESS OPTIONS 

When defining the business idea, the elaboration of all relevant aspects of the business 
entrepreneurs who will help you decide on the best business options and to be activated is 
particularly important [4]. In this context, for the entrepreneur the most usable options are [2] 

• Basic evaluation criteria in the analysis of business options, 
• Relevant factors in the analysis of business options, 
• Steps in the analysis of business options, 
• The possible alternatives in the creation of business options, 
• Forms of ownership, and 
• Method of securing the necessary funding 

The first step in starting of a new or expanding the existing business entrepreneur is thinking 
about what kind of business that might be, or how to get the best business ideas. As a response 
to this question, it is necessary to consider the basic criteria, primarily guided by entrepreneurs 
to start a business. Worst of all is the solution when entrepreneur insists that the business 
process enters only its own emotions and try to produce or sell anything he likes. The first and 
most important marketing law presupposes offer consumers what they want, not what the 
entrepreneur wants himself. Customers do not buy what entrepreneur loves, but what they 
like. If someone wants to open bookstore just because likes reading books it would be better to 
move to a library, than to open a bookstore. Reading books and selling books are two amazingly 
different jobs. 
All this could be understood as the opposite of the claim that an entrepreneur with his decision 
to start entrepreneurial business should reflect the personality and interests of 
entrepreneurs. The following statement, which immediately follows the previous one, is the fact 
that the decision of the entrepreneur must include the market and profit potential, can 
understand this. Can a business to reflect the personality and interests of entrepreneurs and at 
the same time to have market and profit potentials? It can and it is the best combination, if 
possible. [2] 
Development of entrepreneurial business, especially successful, requires time, great energy, it is 
almost impossible to answer all the various obligations if the entrepreneur is not totally 
committed to it and if he doesn’t enjoy it. In practice, however, is difficult to achieve alignment 
of interests, knowledge and preferences, and entrepreneur can engage business partners who 
already has the desired knowledge and management experience, or to train himself in those 
areas it considers important to job performance. However, the school of experience is very 
expensive, and sometimes can cause failure of entrepreneurial ventures [5]. 
Many entrepreneurs believe that the buyers will come because the idea is original and product 
or services are of high quality. In contrast, experience shows that market research and customer 
allow entrepreneurs to come to a real idea of how and with what kind of work to start a 
business. In both cases, it is two different models of market access. In the first case, the 
entrepreneur think buyers will look for the results of business activities, and in another case, a 
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business is looking for buyers. In any case, the basic criterion is the most valuable market 
research because it determined that the needs are met but inadequately. It must be determined 
how many consumers there are and what they really want. So, each start of entrepreneurial 
business must be understood as the aim to create new jobs or retain existing customers. This is 
the only way to achieve profit and meet other basic criteria in the analysis of business options. 
Managerial experiences suggest that the acquisition of new customers is only half of the battle 
for market success. Retain customers is the second part of the battle. Because, when 
entrepreneurs offer what consumers want at affordable prices and at the right time, that is the 
creation of new customers, and in order to keep them, the entrepreneur must stay "in the same 
relationships" with customers as when they was winning them over to its products or services. 
The dramatic of the business situation, for the entrepreneur, is in the fact that this process does 
not have the end [2]. 
Every, the slightest error in the "achievements" relations "means migrating customers to 
competition. Some of them only then realize that the market has a second, less bright side for 
these entrepreneurs, and it is actually a healthy side – the side of competitors. Entering the 
‘hand to hand’ battle at this stage certainly will not bring victory. It is useful to return to the 
starting position and reexamine what customers want and what competitors can offer. 
Therefore, it is necessary to determine the empty market space, to determine the comparative 
advantages, lack of competition and re-master the appropriate market niche. 

3. CREATING OF BUSINESS OPTIONS 

Before starting any business, an entrepreneur must make some crucial decisions in its 
development. The first and the most important thing relates to the question of whether to start a 
new job, buy an existing or opt for some other, less risky options, such as the famous franchise 
purchase. It is important to emphasize that in starting a new business entrepreneurs, mostly, opt 
for small businesses. This is logical because the entrepreneur, who just entering into an 
entrepreneurial venture has fear of the risks and is appraise this form of entrepreneurship, 
especially because of the size of required investment, the risk is lowest [2]. 
According to most definitions, small businesses are among those that meet two or more of the 
following criteria: 

• Management is independent - usually the owner is the manager at the same time, 
• Capital is obtained and it is the property of individuals or small groups of people, 
• Area of operations is mainly of local character, and workers and a manager are from 

the same area (narrow region), but the market may not be locally 
• The company is the relative size of the industry it belongs to, i.e. it is represented as 

small when compared with the highest in the area, so in some area can be small, but in 
other can be large. 

In addition, according to economic theory, small companies are suited to operating in following 
areas: [2] 

• Where the equipment is divisible and adaptable, 
• Where, due to dispersion of input and output, it is not possible to use the economies of 

scale due to high transportation costs, 
• Where it is about the products made by the order, or when seeking a highly 

differentiated products, 
• When it is necessary to change frequently production technology due to technological 

reasons or in case of frequent changing demands regarding (different) products, 
• When the production volume fluctuates in the dynamic of time, and 
• When the supply of important raw materials or marketing of products are relatively 

limited 
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4. RESUME 

The conclusion could be that the question of the survival of the company is just a question of 
creative organizations born based on new invention and innovation of new products and the 
company cannot rely only on an individual no matter how creative someone is, but must rely on 
the team or even the a number of creative teams. Therefore, the role of teamwork emphasize in 
entrepreneurship. Creativity involves the development of new and original ideas. It is in the 
function of knowledge and imagination, simply, creativity involves something new and 
important. Therefore, sources of ideas and proponents of the idea may be different. Ideas can 
offer people with different levels of general and technological knowledge and certainly not 
always would be able to provide themselves with all the necessary information so, in such 
cases, research and development department had to provide appropriate assistance. 
For entrepreneurs internal and external sources of ideas are equally important. All sources when 
used, can offer many and all sorts of ideas. Earlier we pointed out that all ideas should be taken 
into consideration and to collect a relatively large number of ideas requires their selection. Even 
the most organized companies in R&D areas must perform a selection of ideas, and this is even 
more true for the entrepreneur as an individual when decide to be entrepreneur. Nevertheless, 
before it approaches the selection of ideas to make a preliminary review of ideas and to evaluate 
whether the idea is absurd or deserve to be discussed in detail. 
This preliminary review must be made by the team that has a delicate and responsible role, 
because he may deny those that could bring great benefits for company because of the relatively 
small amount of information about the idea. Therefore, it is less damaging if accepts a bad idea 
(provided it is tested) than to reject a good idea. So, inchoosing idea the most relevant 
information are related to ideas. The goal of selection of the idea is to reduce the risk to a 
minimum. 
Research made by author [2] shows that beginners should choose business that is known to 
them, because this increases the chances of success. 
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Summary: Technologization of banking sector and the tendency for banks to increasingly 
deliver their services through mechanisms involving informative and communicative 
technologies is the most important trend in the banking industry. Therefore, in order to 
complete such a system successfully, technical and technological capacities of banks, trading 
companies, or state institutions are necessary, on the one hand, and skilled resources, on the 
other. In addition, it is inevitable the availability of computers and the Internet, computer 
literacy, culture, behavior and knowledge of electronic payment systems and 
organizations. Banking today is developing new products and services through computer 
networks, which change time and space limitations of traditional banking, and which 
significantly affects the easiness and speed up the transfer of funds. 

Keywords: technological innovation, banking system, e-banking, internet, transactions 

1. INTRODUCTION 

In recent decades the technological development has reshaped the banking industry, which has 
become the leading sector in the use of new technologies. The advantages of the Internet have 
contributed to the revolution in the way of doing business and providing services in the 
financial industry, financial institutions, offering new business models and new ways to provide 
services to its customers, providing 24/7 availability. 
The technology of electronic payments is not only a substitute for checks but is a substitute for 
cash in the form of electronic money. In today's world, money is becoming largely electronic, 
and for different types of payments are mainly used credit cards, paper money, while less 
frequent, slowly becoming outdated. 
Modern banking is inconceivable without a well-organized information system. It is a 
prerequisite for the development, implementation of policy and managing bank. Given the 
present level of development of industry and credit cards in Serbia can be said that the current 
infrastructure and technology requirements of the market sufficiently met. However, despite 
this fact, the data of numerous studies indicate there is still space for further improvement and 
development in terms of their use but we cannot expect the complete disappearance of paper 
money, either. 
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How important is the computer literacy of the population, education and better information, 
research shows. Taking into account data on the percentage of Internet usage in Serbia, and if to 
the low technology equipment and IT literacy of the majority of population in Serbia we add 
mistrust regarding this payment method, the results are devastating. 
For the expansion of e-banking primarily banks and their cooperation with clients are 
responsible, but greater involvement of the state is necessary, too. 
This type of electronic banking business means the ability to provide services "anytime and 
anywhere." It is also a way to use credit cards in the future and to increase the prediction of the 
cashless society in Serbia that exists for several decades. 

2. CHANGES IN THE BANKING SYSTEM 

Modern electronic banking does not act as an additional service that would be offered only by 
the most powerful banks, but the elements of this type are represented in almost all banks. In 
the last fifteen years, many changes have occurred in the banking industry. In one part, they are 
the result of political, economic, technological and demographic changes that included 
developed countries and countries in transition. In the second part, they are the result of changes 
in the overall financial sector. 
Comparing modern banking with traditional banking, important differences appear. The new 
business philosophies of banks, which produce a new strategy, are characterized by service to 
the client, as opposed to traditional banking. Due to the increase of living standards around the 
world and because of increasing competition on a global scale, changes in operating 
philosophies of the banks were inevitable. [1] 
Although it has already made a big step forward, the process of transition from traditional to 
new customer approach is still in progress, both in developed and developing countries in 
transition. 
One of the tangles of new products and services offered by the banks of the nineties of the 
20th century, and it will certainly evolve in the years of this century, is known as e-banking. 
The concept of electronic banking in this paper means the use of new technological solutions in 
the banking sector, which allows time and space outside the boundaries established by the 
traditional banking customers independently, with the help of computer networks performing 
financial transactions, with a bit easy transfer of funds. 
Some jobs can be performed in such conditions that regardless of where the person who wants 
to realize is and in which time, transparently, safely, inexpensive, standardized, codified and 
without intermediaries. 

3. ADVANTAGES OF E-BANKING 

For introduction and development of e-banking certain requirements must be meet: [2] 
• Population: 

- Computer knowledge - ability to successfully use the Internet; 
- Ethical behavior - recognition and respect of trading rules, avoiding harmful behavior, 
- Economic power - spending power, savings, account, charge card, 
- Knowledge of electronic payment systems; 

• Bank: 
- Focus on the client - adjust a Web site and the banks to the abilities and the needs of 

clients, 
- High quality, convenience, service reliability, 
- Clear objectives, strategies, 
- Skilled resources of the bank (staff); 
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• Government: 
- Clear and comprehensive legislation - the law on data protection and data transfer, the 

penal provisions against abuse of self-service banking services, the law on electronic 
signatures, a digital system for interbank transactions and fund transfers, 

- Assistance in the development of e-banking - the speed in giving approval for the 
introduction of new services, effective surveillance system against the perpetrators of 
the offense and e-crime; 

• Internet: 
- Developed Internet system 
- The speed and availability of connecting to the Internet, 
- Low costs of connecting to the Internet 

 
Besides the bank, which controls the internal factors of the organization, other participants have 
to contribute so that users can adopt e-banking services. Low computer literacy and high cost of 
telecommunications services are the most common obstacles to wide application of self-service 
banking services. In such circumstances, banks cannot significantly contribute increasing the 
number of users of new services. [3] 
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4. REASONS FOR THE INTRODUCTION OF NEW TECHNOLOGY IN 
BANKING 

The primary objective for the introduction of electronic payment and banking automation 
system was troubleshooting regarding the system of payment based on the paper, the potential 
benefits of using information technology. [4] 
The advent of electronic money has placed a whole new philosophy in the banking industry that 
is based on the electronic exchange of data and resources, which is conceptually defined as 
electronic banking. 
The transition from traditional forms of banking to electronic banking as a result delivers higher 
efficiency and competitiveness, improved market performance through better customer 
segmentation, and new markets. All this ultimately results in higher revenue. [5] 
If the application of the principles of electronic banking could sometimes be treated as a matter 
of prestige and choice, now it is a prerequisite for survival in the market. 
With increasing needs of users of banking services, expected service quality is growing too. The 
good side of banking automation is use of services 24 hours a day. The expected quality of 
service includes the various dimensions of service. Recently, there are more user requests for 
better control and financial management. The Internet has enabled the mass flow of information 
and forced the bank to deal with more quality and availability of information. 
Effective communication with clients without physical limitations is enabled. Today, people 
can make a bank inside their home wherever they live. [6] 
Internet banking can be done from anywhere in the world. It is necessary for user to have an 
account with a bank that offers Internet banking services, to have a computer with Internet 
access, and that user knows all the necessary codes to enter the Internet bank and its account. 
In conventional banking, it requires time for going to a bank branch, then to wait in the bank, 
the time for completion of forms, checks and other documents, as well as time to perform 
transactions themselves. Internet banking is a much faster way to conduct banking business. For 
doing business at Internet bank, it is only necessary time to log on to Internet bank and time to 
carry out banking transactions. 
Electronic banking is the cheapest form of carrying out banking transactions. [7] 
Commissions paid for banking services in e-banking are lower than those in traditional banking. 
With the e-bank, marketing services can be focused on the individual, not as before to all 
customers in general. The client now can immediately react to the new bank bids. 
To perform high quality banking business in the traditional banking need far more people, 
office space and equipment than in electronic banking. Therefore, the costs of conducting 
banking business in the traditional banking are far higher than in electronic banking. 

5. DISADVANTAGES OF ELECTRONIC BANKING AND PROTECTION 

The disadvantages of electronic banking are most pronounced in the absence of security in their 
operations, the absence of legislation, lack of privacy, alienation and resentment towards 
innovation and risk of misuse of Internet banking for criminal purposes. 
The rapid development of electronic banking has not been followed by proper legal 
infrastructure. The big problem of electronic banking is that it has a global character and local 
legislation that depends from country to country. This creates many problems because the rules 
are not consistent and different interpretations are possible. 
The legal system must define a series of new elements that adequately addresses the issue of 
privacy (essentially, it is a special part of the problem of security) of the participants in the 
payments system. 
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Security and safety deficiencies and protection systems on the Internet are crucial factors of 
growth and development of the Internet. These factors are very important for the functioning 
and development of Internet banking.Banks that use electronic data interchange in closed 
networks (intranet) ensure the identification and authentication of people who access the 
network. In open networks, the existing mechanisms for technical and legal safeguards are not 
sufficient to prevent unauthorized access and hacker attacks. Certain cryptographic technologies 
including authentication, digital signature, digital certificate, the new infrastructure with the 
main advantage of a higher level of message integrity and verification approaches defines. 
Cryptographic methods now provide the following: [8] 

• Protection of confidential information and preventing disclosure of message content, 
• Preventing unauthorized changes to information provided by the integrity of 

information, 
• Checking the identity of the sender, the authenticity of the information provided 

 
Protecting the confidentiality of information is the most important element. Modern tools for 
protecting the confidentiality include symmetric encryption (secret key encryption) and 
asymmetric encryption (encryption with public and secret key). 
Symmetric encryption with a secret key is a coding system in which the encryption key and 
decryption key is the same. Sender and receiver must have the same secret key. The main 
problem is security of channels for disseminating keys, as well as a number, because in this 
system each customer should get a special key. 
Asymmetric encryption is now dominant in all business transactions over the Internet. In this 
system there are two keys - one for encryption and another for decryption. The public key is 
used for encryption and is available to everyone, but using it is not possible to perform 
decoding of messages. It must be decrypted using the complementary private key. 
A digital signature involves the use of cryptographic technology, or the binary number derived 
from the secret key of the signatory of the document, that is added to document to ensure the 
authenticity of the message content and guarantees the identity of the sender. Encrypted 
message is difficult to forge, and it is expected that the technology of digital signatures is going 
to be applied while conclusion of contracts by electronic means. [9] 
An electronic signature is a technology whose application in e-business systems refers to 
checking the authenticity of the signer, protecting the integrity of data transmitted and non-
repudiation of electronic signing the document or message. 
Certification authorities are institutions of trust so called, authorized third party. Registration 
authority is the institution whose task is to accept the customer's requirements for certification 
perform user authentication and forwards the request to certification body. [7] A digital 
certificate is a digital document issued by an authorized certification authority containing the 
name of the entity or business entity's public key, digital certificate serial number, date of issue 
and validity of certificates, digital signature of the certifying authority and other information 
necessary for identification. 
For additional identification, various portable electronic media, incorporating the necessary 
certificates for secure access to applications is using. Our banks issuing these certificates to 
clients on mini-CDs, smart cards, and use the password generators, called tokens (tokens for 
passwords), who are currently the most reliable means of identification when accessing 
applications for electronic banking. [10] Token is a small identification portable hand-held 
device that generates a new secret number every 60 seconds, and so is used for login and 
authentication of electronic payments over the Internet. Otherwise, worldwide is popular 
certification on small USB drives. Mini CD and Smart Card solutions are quite reliable, 
although in certain rare situations can lead to abuse. 
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6. USE OF NEW TECHNOLOGIES TODAY 

Today we live in a society whose development and successful functioning is largely determined 
by the constant changes and innovations in various fields of science, technology and 
communications. Development of new technologies undoubtedly has a major impact both on 
people’s lives and on development of the business. Banks are known as large users of IT. 
Recent trends in the financial markets suggest that the process takes place in the world of bank 
mergers on a global scale, which effectively support the most advanced information and 
communication technology in which banks recognize one of the key opportunities to reduce 
costs and increase competitiveness. 
On the other hand, there are plenty of reasons that show how e-banking means banks. [11] 
Larger image and reputation on the market, the greater penetration, the easier adaptation to 
changes, increase efficiency in terms of expanding the market potential and satisfying needs of 
consumer. It allows the high quality of banking services marketing and they can focus on 
individual clients. In this way, a better cooperation achieves and gain more confidence. Access 
to information is improved and there is no pressure at the bank. 
Without the use of modern IT in today's world, it is not possible to operate successfully. 
Faster development of electronic banking carries both benefits and risks. Therefore, the 
provision of adequate security appears as a separate factor in the functioning of e-banking. All 
this requires development of specific control methods, by banks and by the state. This is a 
prerequisite in order to maintain a high level of trust among users of electronic banking. 
One of the preconditions for the functioning of electronic banking is the participation of 
government, in terms of legislation and assisting in the development. In the focus of the bank 
are clients, their wishes and needs, but also increased competition and globalization of 
business. Based on the data provided, we can conclude that the number of clients increases 
every year. The structure and number of users of banking products and services that are exposed 
to (year-by-year), explaining the degree of satisfaction of clients who use electronic banking 
services. 
After all, it is clear that the electronic banking since its inception to the present day is constantly 
developing and introducing new types of services. 
Judging by the availability of data banks, in the future, the positive trend of qualitative and 
quantitative improvement and creation of new banking services will continue also. 
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Аннотация. В статье обосновывается необходимость обеспечения рынка 
квалифицированными кадрами путем кластерного подхода в формировании 
образовательной платформы в регионе.  

Ключевые слова: кластер, инновации, инвестиции, кадровый потенциал, 
квалификационный потенциал. 
 
 
Рынок рабочей силы регионов в данный момент находится в сложном положении. 
Набирают силу процессы старения и падения темпов естественного прироста. Перекосы 
в системе подготовки кадров привели к тому, что во многих отраслях экономики, 
особенно в сфере высоких технологий, коммунальных услуг и добывающих производств 
ощущается нехватка трудовых ресурсов. В настоящее время большое внимание 
уделяется как раз трудовому потенциалу как решающему фактору в производстве 
конкурентоспособной продукции и предоставлении качественных услуг. 
Экономический, научно – технический, кадровый потенциал – та база, на которой 
формируется конкурентоспособность региона, того или иного субъекта Федерации. 
Современные экономисты признают, что производительная сила региона формируется 
как возможности роста производства на базе его структурных перестроек, 
профессионального уровня населения региона и рабочей силы, занятой в экономике.  
«Необходимо обеспечить рынок квалифицированными кадрами, теми кадрами, которые 
по-настоящему интересны рынку, которые реально востребованы работодателями и 
которые, конечно, подготовлены для участия в модернизации нашей экономики…», – 
отметил Президент Российской Федерации Дмитрий Анатольевич Медведев на 
совместном заседании Государственного Совета Российской Федерации и Комиссии по 
модернизации и технологическому развитию экономики России, которое состоялось 31 
августа 2010 года. 
Можно сделать вывод, что квалификационный потенциал населения региона должен 
стать объектом постоянного мониторинга, исследования и управления. 
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Квалификационный потенциал – это фактор, увеличения удельного веса интенсивных 
факторов прироста национального дохода.  
Едва ли не единственной альтернативой создавшемуся положению является 
инновационный путь развития, основу которого составляет инновационная деятельность. 
Системная конструкция инновационной деятельности по формированию 
квалификационного потенциала региона должна объединить множество объектов и 
процессов, относящихся к разным сферам деятельности, таким как политика, финансы, 
промышленное производство, образовательная деятельность, социальные программы. 
Вид элементов  и подсистем инновационной деятельности, их структурные связи между 
собой и внешней средой должны определяться управляющими воздействиями из центра, 
ответственного за эффективность всего процесса инновационной деятельности. 
Построение целостной инновационной системы можно достичь путем создания 
вертикально и горизонтально интегрированных структур (кластеров) в научно-
технической и производственно-технологической сферах, в том числе на базе научных и 
образовательных организаций.  
Кластер – формальная микроуровневая структура, образованная для снижения 
трансакционных издержек и достижения синергии. Региональный кластер должен стать 
местом, где непрерывно циркулируют человеческие ресурсы, организации и технологии. 
Эпистемотехнологический подход позволяет расширить представление о кластере, 
введенное лауреатом Нобелевской премии Майклом Портером. Как известно, модный 
сегодня экономист давал следующее определение кластеру: «кластер или промышленная 
группа, – это группа соседствующих взаимосвязанных компаний и связанных с ними 
организаций, действующих в определённой сфере и характеризующихся общностью 
деятельности и взаимодополняющих друг друга» [1].  
Кластерный подход как инновационная организационная технология управления 
развитием регионального комплекса является действенным инструментом повышения 
конкурентоспособности региона. Ерохин М.А. определяет региональный межотраслевой 
кластер как локализованную на территории региона совокупность производственных 
предприятий, выпускающих конечную продукцию, предприятий – поставщиков сырья, 
материалов, научно-исследовательских и опытно-конструкторских организаций, учебных 
заведений, инфраструктуры бизнеса, органов власти тесно взаимодействующих в рамках 
единой формальной структуры [2].  
Особенность формирования профессионально-квалификационной специализации 
работников заключается в том, что оно происходит в органической связи с 
производственной структурой региона, развитием научно-технического прогресса.  
Постоянное техническое обновление и использование информационных технологий 
требуют капиталовложений для обновления квалификационного потенциала. Особое 
значение в современных условиях имеет проектирование труда в региональном 
хозяйствовании, только когда усиливается связь между условиями труда и жизни, между 
квалификацией и использованием вещественных и интеллектуальных потенциалов 
региона, можно сформировать конкурентоспособный регион. 
Степень квалификации работающих в регионе людей в значительной мере определяется 
региональной политикой в сфере образования, а также качеством окружающей среды 
жизни. Устойчивое развитие экономики региона осуществляется посредством различных 
методов, содержание которых зависит от производственной базы территориальных 
образований, общественно-экономических отношений, специфики решаемых проблем. 
Разработка региональных программ – это целенаправленный процесс мобилизации всех 
возможностей региона. Целевая программа по созданию системы кадрового обеспечения 
позволит удовлетворить потребности региона в квалифицированных кадрах с учетом 
перспектив социально-экономического развития. 
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Система образования должна перейти из режима выжидания в режим развития, от 
режима бюджетного содержания своей системы профессионального образования к 
режиму инвестирования.  
Инвестиционный процесс является как фактором формирования и развития, также 
фактором реализации кадрового потенциала. Инвестор – работодатель как 
непосредственный участник создания квалификационного потенциала определяет объем, 
период и достаточность инвестиций. Работник тоже не пассивный участник 
инвестиционного процесса. Он осваивает инвестиции: обновляет, накапливает, 
совершенствует персональные качества. 
Эффективность инвестиционных вложений в кадры может быть обеспечена только в том 
случае, когда разработана стратегия деятельности, которая предполагает количественную 
и качественную потребности в квалификационных кадрах. Это позволит определить 
направление сферы деятельности, в которой накопленный квалификационный потенциал 
будет использован с максимальным эффектом. 
Факторами планирования инвестиционного процесса для работодателя, региона могут 
служить ступенчатость, последовательность, длительность периода инвестирования. 
Каждый этап инвестирования предполагает субъективную согласованность задач, целей, 
как по постановке, так и по способам их достижения. Это позволит инвесторам 
перераспределять инвестиции в человеческий капитал, между субъектами 
инвестиционного процесса, а также варьировать по объемам и направлениям в 
зависимости от полноты сформированного на предыдущем этапе квалификационного 
потенциала.  
В процессе воспроизводства рабочей силы существенная роль принадлежит системе 
подготовки квалифицированных кадров для всех отраслей народного хозяйства. 
Подготовка рабочей силы должна быть направлена на некоторое опережение ее развития 
по сравнению с имеющимся в данный момент техническим уровнем производства. 
Регион не может нормально развиваться, если не будет обеспечено эффективное 
обучение с отрывом от производства и предоставлено трудоустройство, в соответствии с 
полученной квалификацией. Сложившаяся ситуация на рынке труда, экономическая 
мотивация, создают предпосылки для быстрой адаптации работников к изменяющимся 
условиям труда, стимулируют поиск творческого подхода к трудовому процессу. 
Полученные в процессе обучения знания повышают квалификационный уровень 
развития трудовых ресурсов на более высокую ступень. В данном аспекте важнейшим 
фактором развития НТП становится своевременная и качественная подготовка рабочей 
силы. 
Инвестиции в повышение качества человеческого капитала, как правило, требуют 
привлечения профессиональных консультантов, обязательно деятельное участие 
руководителей предприятия и его подразделений и конечно необходимо отвлечь 
сотрудников от выполнения профессиональных обязанностей. Из этого следует, что 
инвестирование в повышение качества квалификационного потенциала дорого и его 
целесообразность должна быть заранее осмыслена и оценена.  
Поскольку в кластер включается большое количество участников, то полномочия и 
финансовые средства распылены. Поэтому необходима унифицированная и доступная 
структура. Д. Ю. Трушников, заведующий кафедрой теории и методики 
профессионального образования ГОУ ВПО «Тюменский государственный нефтегазовый 
университет» считает, что одной из наиболее перспективных форм реализации этой идеи, 
являются региональные многоуровневые построенные по принципу пирамиды учебно-
научные – производственные инновационные культурно-образовательные кластеры [4]. 
Адаптированный кластерный подход к сфере образования, может дать процессу 
формирования квалификационного потенциала неоспоримые преимущества перед 
традиционными подходами. Перевод института подготовки кадров в региональный 



718 

образовательный кластер, который объединяет в своей структуре систему 
образовательных, культурных, научных, инновационных, социальных подразделений 
экономики региона, позволяет достичь вертикальную и горизонтальную интеграцию. 
Совершенствование его связей с конструкторскими бюро, проектными институтами, 
технологическими и производственными предприятиями региона, дает дополнительные 
возможности для расширения спектра образовательных услуг, повышения их качества, 
расширения профессиональных возможностей выпускника. Его горизонтальная и 
вертикальная мобильность в будущем, позволят наиболее полно удовлетворять как 
личные запросы, так и запросы работодателей. В такой структуре создается поле 
потенциальных возможностей для перевода внешних воздействий на будущего 
специалиста, готовность его к интенции – стремление к самообучению, самовоспитанию 
и саморазвитию.  
Иванова С.А предлагает значимыми детерминантами интеграционного инновационного 
взаимодействия хозяйствующих субъектов в кластерной структуре выделить:  

• численность работников с высшим образованием к численности экономически 
активного населения; 

• доля инновационной продукции на одного занятого (%); 
• доля затрат на инновации в ВРП (%). 

 
Это важные показатели, являющиеся основой устойчивых конкурентных преимуществ в 
новой экономике, основанной на знаниях, так как отражают возможности создания 
нового продукта, на основе взаимодействия трудовых ресурсов надлежащей 
квалификации, а также потенциал использования передовых навыков, опыта и знаний[5]. 
Институциональные условия реализации кластерной концепции определяются такими 
социальными институтами, как институт собственности, институт предпринимательства, 
институт менеджмента организаций, институт государственного управления.   
Объединение в рамках единой системы управления циклов, обучения, обмена знаниями, 
технологиями, приведет к формированию образовательной платформы по обеспечению 
роста качества квалификационного потенциала региона и позволит выстроить опорные 
институциональные структуры (ядро и хребет) будущего кластера, объединяющего в 
своей организации несколько принципиально разных структурных подразделений. 
Кластерные инициативы должны стать основой для конструктивного диалога между 
предпринимателями и властью с целью выявления общих проблем, инвестиционных 
возможностей; корректировки формирования инновационной политики региона по 
формированию квалификационного потенциала призванного обеспечить регион 
востребованными рынком труда кадрами. Образовательный кластер можно 
рассматривать как механизм социального партнерства, субъектами которого являются 
органы власти, предпринимательство, образовательные учреждения имеющий в своем 
арсенале набор стратегических ресурсов: физический капитал, финансовый капитал, 
социальный капитал и рынок труда [3]. 
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Summary: In today's world, various forms and degrees of regional economic integration 
represent an important determinant of overall international relations, and the formation of 
regional economic integration has different effects on countries within and outside of the 
integration. In addition, of strengthening the position of its member countries, creation of 
economic integration leads to internal liberalization and increase mutual economic relations 
among member states and the final effect of an increase in profits of each country and the 
economic integration of all countries. They are, in fact, the link in the chain of interdependence 
of states and an important mechanism through which is realized by intensifying globalization of 
world economy. 

Keywords: economic integration, globalization, EU, trade 

1. INTRODUCTION 

Regional economic integrations are the result of the increased connectivity of two or more 
national economies into one economic and political area in which you reduce obstacles and 
increase the free movement of people, goods and capital. The motives for the formation of 
integration are the use of economies of scale, prosperity, security, population, increase 
productivity and efficiency, and the conditions that lead to their emergence as modern 
technology, mobility of production factors, goods and services, modern communication systems 
and so on. Regional integrations have different institutional forms, from the simplest to most 
complex. Most elementary form of regional integration is a preferential trade agreement, by 
which the parties undertake to apply to trade at lower tariffs than those applied to imports from 
the other, or "third countries". As a rule, preferential trade agreements are the first step toward 
higher forms of regional economic integration of countries. 
Free Trade Area - FTA is a form of economic integration that establishes a group of countries 
signing FTAs. Trade between Member States is conducted freely, provided you retain an 
independent customs system for trade with non-member countries (establishing their own tariffs 
on imports from third countries, etc.). Examples of a free trade zone are EFTA and 
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NAFTA. The agreement may contain an exemption for certain products (e.g., agriculture), and 
possible differences in the level of development of member countries. Customs free zones apply 
only to goods with certification that they are produced in a member country. By applying the 
rules of origin, the possibility of using differences in tariff rates are prevented, i.e. redirected 
through the country of import customs with the lowest rate 
The most common manifestation of regional economic integration is the customs 
union. Customs union is an agreement between countries on the abolition of customs duties in 
trade between, and the introductions of a common customs tariff to third countries. The effects 
of creating a customs union eventually exhaust and because of that, the regional integration 
process is heading to higher forms. The economic effects of customs unions are shown as trade 
creation or trade diversion. The effect of trade creation is achieved by creating or increasing the 
trade between EU member states with the reorientation of products of the partner country with 
high costs to the products of the partner country with low production costs. Trade diversion 
effect is achieved by replacing trade with non-member countries with members of customs 
union. This happens because the prices of goods duty free member is lower  than non-member 
price of goods, and includes duties of which the goods is obtained. 
The common market implies a fully integrated market space, not only in terms of completely 
free internal trade in goods and services, as well as the customs union, but also in terms of free 
movement of labor and capital. Free movement of labor implies the right of residence and 
employment in any member country of the common market, and mutual recognition of acquired 
professional and technical qualifications. Free movement of capital means the flow of capital 
from one country to another party without any exchange controls, as well as the right to work in 
any member state. The most successful example is the EU common market. Full or complete 
economic union formed by agreement of countries to create a common currency, to maintain a 
single economic policy and to educate the supranational institutions with supranational powers 
and represents the final step toward full economic integration. 

2. ECONOMIC INTEGRATIONS - THE CONSEQUENCES OF THE 
GLOBALIZATION PROCESSES 

Regional economic integration is, despite some of their indisputable autonomous determinants, 
as an integral part of the world economy. Each of the existing regional economic integration in 
the world is a rival and partner-oriented, striving to be the greater, and to change and expand its 
limits, to be globalized. Thus, for example, the EU moves its borders towards the Eastern and 
Southeastern Europe. None of the existing regional economic integration, no matter how big it 
is, is not self-sufficient, but depends on "the rest of the world." Therefore, the existing 
integration between already established or are in the process of establishing special relations of 
economic and other cooperation. Economic integration usually occurs in two ways. The first is 
the political will of the state that is strong enough to impose such an idea (e.g. the Roman 
Empire, or the European colonial powers of XVIII and XIX century). The second is based on an 
agreement between sovereign states. It is a common way of creating integration in the twentieth 
century, and usually involves some kind of institutional forms of association. Economic 
integration began to develop immediately after the war under the influence of international 
economic factors that have sought post-war reconstruction and unification of Europe, the 
decolonization process and increase the number of countries in the world, the effort of the poor 
and developed countries to accelerate economic development. 
The formation of certain associations in the world was a reflection of institutional polarization 
of the world after World War II. Post-war development of economic relations among European 
states took place mainly between neighboring countries with similar political views. With the 
development of transport, telecommunications and computer links between the countries and 
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the reduction of ideological barriers between the political blocs in the world appeared a new era 
in international economic relations. The boundaries are losing their role, and in such globalized 
international economic conditions, exchange of national frameworks of small and medium-
sized countries are becoming insufficient for a rational and efficient development of a 
successful transfer, adapt and develop their own knowledge and technology, as well as for 
successful inclusion the international division of labor. Thus, the financial capital of the world's 
leading managed to connect each point (the national economy, the company) on the globe, into 
one, the global village.1 Although the G7 countries still dominate the global economy, the 
BRIC countries are rapidly catching up and now can be compared to anyone other than the 
United States. Goldman Sachs has predicted that by 2050, only the U.S. and Japan will be 
among the six largest world economies, as seen in dollar value, and the world's largest 
economies will be China, not U.S. 

 
Figure 1: Prediction of the degree of development of world economy by 2050 

 
The multinational companies fit their interest in the national interest as much as possible, 
although there is some conflict of interest. The multinational companies want to maintain their 
autonomy in order to achieve maximum profit interests, and it is also possible that in some 
countries, multinational companies are the engines of development and those that lead to the 
grave consequences of their business. Today it is usually about the global economy, 
multinational companies in the economy, which after ‘80s of the 20th century, control over 50% 
of world production, 2/3 of world trade, 3/4 of the international transfer of technology, with a 
tendency of further growth. 
Although globalization is aimed at creating a single world market, it carries with it some very 
significant negative consequences, especially for the underdeveloped countries of the 
world. Thus, for example, most trade takes place within the three integration units - regions 
(North American Union, the European Union, and Asian Union) and not between countries 
belonging to different integration entities. Research shows that OECD countries will rather 
purchase goods from their country than to buy such goods in another country. This means that 
most trade takes place within the three regions, and not between all regions, suggesting that 
there are significant differences in the prices of identical products in different countries. 

                                                           
1Pečujlić, M., (2000), Globalizacija - dvalikasveta, Savremenaadministracija, Beograd, p.126 
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3. CHARACTERISTICS AND TRENDS OF REGIONAL INTEGRATIONS 

In today's global conditions, the perception of the economic environment is important to a 
country's participation in regional integration, given that a growing number of countries on that 
basis organized its economy. The formation of regional trading arrangements, whether in the 
form of integration or in terms of the agreement, was intensified in the late 20th century, and the 
economic public attention once again activates the forgotten relationship between 
regionalization and globalization. Basic characteristics of the process of regionalization in the 
past decade, we point out in three dimensions: 

• Expansion of existing regional trade agreements, in the sense that the first of these 
agreements relate only to trade restrictions such as tariffs and quotas, and the latest 
trends are increasingly expanding to other areas, such as health and environmental 
standards, intellectual property rights and the like. Orientation to new areas of 
cooperation leads to the evolution of existing agreements; where as a classic example 
is the European Union, which has evolved from a common market across the European 
Union, the EMU. 

• Expansion of existing regional trade agreements, i.e. more frequent tendency of a 
signatory countries of an access and other agreements 

• Creation of new regional trade agreements or ''waking up'' of the existing ones. An 
example is Central American Common Market, which was founded in 1960, but was 
weakly active up to 1993. 

 
In the last decade of the twentieth century, there has been a great increase in the number of 
regional trade arrangements. Although there were plenty of suggestions and attempts to form a 
free trade area or customs union, during the 60's, then regional integration had not have so 
significant a role as it is today. However, since the eighties, regional integration have begun to 
create a European area and beyond. Today, virtually there is no country WTO member, which is 
not connected at least to one preferential trade agreement. Approximately one third of current 
regional trading arrangements are applicable to countries that are under development. Number 
of regional trade arrangements between developed and developing countries over the years 
increased, while in the process the EU had a dominant role. EC (European Community) as a 
precursor to the EU has been a pioneer in introducing preferential trade relations. EU trade 
preferences have played a significant role in shaping trade relations with former colonies of 
some EU member states. Today the EU is performing duty free, quota free trade with the 
majority of products with a large number of countries, including the Western Balkans countries. 
New regionalism is a new global trend, characterized by the intertwined network of regional 
units. For example, APEC forum represents developing of economic links between economic 
integration. It brings together members countries of ASEAN and NAFTA, as well as a number 
of very significant economies in global terms. Unlike other regional groupings, APEC does not 
require the establishment of a customs union or free trade, but seeks to achieve a reduction of 
tariffs and other trade barriers with the most favored nation clause. According to available 
information and certain assumptions (if all the negotiations now taking place around the 
emergence of new regional trading arrangements, soon brought to a successful end), one might 
expect that more than 50% of world trade is conducted under the auspices of regional trade 
agreements. Modern features of international economic relations is a growing trend of bilateral 
trade arrangements with geographically distant countries or regions, as well as participation in 
preferential trade arrangements, those countries that have for years remained by the side of 
these developments. As regards the first, best example is the EU, which concluded a 
preferential trade agreement with Mexico, Chile, South Africa and many other countries of 
Africa and the Middle East region. As for the countries that recently joined the trend, leading 
among theme is Japan, which signed a free trade agreement with Singapore in 2002. Japan is 
also considering entering into negotiations for preferential trade with Canada, Chile, Mexico 
and the Philippines. 
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Regional integration has great benefits when they do not have solely an internal orientation, i.e. 
when they are based on non-discrimination, transparency and complementarities of the 
liberalization of most favored nation clause. In seeking reciprocal liberalization, the state can be 
focused on only to geographically close countries and regions, but also to the global trading 
system as a whole. Global approach is fundamentally superior, because it maximizes the 
number of foreign markets to avoid discrimination against trading partners, which also 
confirmed the operation of GATT and the WTO.2 
The following table 2 presents the major regional trading arrangements in the world. Regarding 
the number of Member States, the largest regional integrations are the European Union (27), 
APEC (18), and ECOWASP (16). Their internal relations are different, although the most 
important criterions are the economic potential and the integration volume, according to which 
the EU is by far at the first place. 

Table 1. Significant regional integrations in the world 

EU (European Union) 

Belgium, Luxembourg, Netherlands, Germany, France, Italy, 
Denmark, Ireland, Great Britain, Greece, Spain, Portugal, 
Finland, Sweden, Austria, Czech Republic, Slovakia, Poland, 
Estonia, Latvia, Lithuania, Hungary, Slovenia,Malta, Cyprus, 
Bulgaria, Romania 

APEC (Asia-Pacific 
Economic Cooperation) 

Australia, Brunei, Canada, Chile, China, Hong-Kong, 
Indonesia, Japan, Malaysia, Mexico, N. Zealand, Papua, 
N. Guinea, Philippines, Singapore, J. Korea, Taiwan, 
Thailand, United States 

NAFTA (North American 
Free Trade Agreement) Canada, Mexico, USA 

AFTA-(ASEAN Free Trade 
Area)  

Brunei, Indonesia, Malaysia, Philippines, Thailand, 
Singapore, Laos, Vietnam, Cambodia, Myanmar 

ANCOM (Andean Common 
Market)  
 

Bolivia, Colombia, Ecuador, Peru, Venezuela 

CACM (Central American 
Common Market)  Costa Rica, El Salvador, Guatemala, Honduras, Nicaragua 

CARICOM (Caribbean 
Community)  

Antigua, Bahamas, Barbados, Belize, Dominican republic, 
Granada, Guyana, Jamaica, Montserrat, St. Kits&Nevis, 
St. Lucia, St. Vincent and the Grenadines, Trinidad, Tobago 

EFTA (European Free 
Trade Association)  Iceland, Liechtenstein, Norway, Switzerland 

ECOWAS (Economic 
Community of West African 
States)  

Benin, Burkina, Faso, Cape, Verde, Gambia, Ghana, Guinea, 
Guinea Bissau, IvoryCoast, Liberia, Mali, Mauritania, Niger, 
Nigeria, Senegal, Sierra Leone, Togo 

GCC (Gulf Cooperation 
Council)  Bahrain, Kuwait, Oman, Qatar, Saudi Arabia, UAE 

MERCOSUR (Southern 
Common Market)  Argentina, Brazil, Paraguay, Uruguay 

LAIA (Latin American 
Integration Association)  

Argentina, Bolivia, Brazil, Chile, Colombia, Ecuador, 
Mexico, Paraguay, Peru, Uruguay, Venezuela 

Source: Popovic-Avric S. (1988), Rakita B. (1993), revised data for the EU-27 

                                                           
2 For example, if a country reduces tariffs on imports from other countries, it must giveequal treatment to 
all other states. This principle is well known in economic theory, because if the country reduce the tariffs 
on non-discriminatory basis, will have more benefits than if cut them in a few countries. 
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Impact of existing integration of world trade is extremely complex. They often represent a 
strong incentive to structural reforms of Member States (e.g. the EU and NAFTA) and some of 
them offer the possibility to Member States to make the first steps toward a broader process of 
integration into the global economy. In most cases, progress made in the elimination of intra-
regional trade barriers in the Member States easier access to world markets. In some areas, such 
as technical regulations and standards, processes of regionalization have achieved faster and 
deeper liberalization than would be possible at the multilateral level. Some aspects of 
regionalism at the same time causing concern, especially when it comes to customs preferences, 
which are guaranteed by the Member States, when imposing complex rules of origin, to protect 
regional preferences, and when access to new members led by increasing tariffs by the existing 
members. In addition, the strength of regional groups may discourage smaller member states to 
adopt more liberal multilateral trade policy measures. 

4. SOUTH AMERICAN INTEGRATIONS (MERCOSUL) 

MERCOSUL (Mercado Comun do Sul, Portuguese) and MERCOSUR (Mercado Común del 
Sur, Spanish) is a regional trade agreement (Regional Trade Agreement - RTA) between Brazil, 
Argentina, Paraguay and Uruguay, as the most important segment of the overall process of 
economic and political integration of South America.3 MERCOSUR was established in the 
Treaty of Asunción, capital of Paraguay, 26 March 1991. Treaty of Asuncion was updated 
16 December 1994, with the Protocol of Ouro Preto, a town of historical importance in Minas 
Gerais, the Brazilian state. MERCOSUR became a customs union (free trade zone with 
common external tariffs). Bolivia, Chile, Colombia, Ecuador and Peru currently have associate 
member status of MERCOSUR - and, in accordance with the agreement, MERCOSUR and the 
Andean Community (CAN) since December 2004. Venezuela has signed a protocol on joining 
the MERCOSUR (Protocol Adesão de da República Boliviana da Venezuela ao MERCOSUR), 
17 June 2006, but the parliaments of Paraguay and Brazil have not yet ratified, which is the 
condition of its full membership. Mexico has the status of the state - observer in MERCOSUR. 
With an area of 11.9 million km2, MERCOSUR represents 70% of the territory, 64% 
population and 60% of the total GDP of South America. MERCOSUR has established special 
economic relations with all relevant partners in the world, global and regional organizations and 
integration as well as individual states, especially the economically strongest one (U.S., EU, 
China, India, Japan, Russia, etc.), expanding its presence in world markets. 
The main objective of the establishment of Mercosur is to promote free trade and free flow of 
goods, people and capital, aiming to become a common (single) market with a single currency, 
modeled on the European Union, to valorize its abundant resources on the world market, and to 
be a partner with other global economic powers, especially the U.S. and EU.4 
 
  

                                                           
3 Unković, M., (2009), Međunarodna ekonomija, Univerzitet Singidunum, Beograd., p. 281   
4 Todorović J., (2008), Implikacije mtemacionalizacije poslovanja na strategiju i strukturu preduzeća, 
Zbornik radova, Ekonomski fakultet Beograd, p. 111 
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Figure 2: MERCOSUR-EU Trade 

 
Source: www.monografias.com, integracion-mundial-Mercosur 

 

5. RESUME 

Effects and net benefits from the integration of measures with balance of trade creation between 
member countries and the effects of loss or trade diversion with third countries. Trade creation 
occurs when domestic production replaces imports from member countries of the given 
agreement, in which a given product produced at lower cost.  Trade diversion occurs when 
imports from countries with lower costs, which is outside the regional trade agreement, is 
replaced by imports from countries with higher costs, which is located within a regional trade 
agreement. Creation of trade increases the welfare of member countries and thereby does not 
cause the loss to non-member countries. The benefits of trade decreased for the creation of 
losses from trade diversion are static benefits of economic integration. Dynamic benefits of 
economic integration are much more important. Economic integration creates a dynamic use if 
it leads to economies of scale, rapid technological changes and the mobility of production 
factors in common, the broader market. 
The success of any regional economic integration depends on the nature of the relationship that 
is built. Fair economic relations among member states guarantee the integration of its 
progress. Integration requires a degree of equality among the participants. In that context, the 
regional economic integrations are, despite some of their indisputable autonomous 
determinants, are an integral part of the world economy. Regionalization and globalization are 
presented as complementary rather than divergent processes. Regional economic integration is, 
in fact, the link in the chain of the growing interdependence of states and international actors of 
the market scene, one of the important mechanisms through which it realizes intensive 
globalization of the world economy. Regional economic integration is the economic basis of 
global trade, which fosters universal economic competitiveness of the benefits that consumers 
have in the world. Many regional agreements have made significant contributions to economic 
prosperity and political stability. 
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Summary: At the present stage of development, the term technology is commonly used, because 
there is no activity in which technology is not present. Strategic resource of modern business 
management is a new technology and innovation, and bearing in mind that, the inevitable 
question is what modern management should have known about the role of technology and 
innovation in the enterprise business policies. The basis of technological progress and a key 
factor in the technological, economic and overall development are innovations that are 
occurring in different spheres of society. All companies strive to find and define the way 
organizations manage and process innovation, to provide a good solution for its problem and 
improving the development, different circumstances cause the different solutions. Bearing in 
mind the fact that management must understand the importance of technology and innovation 
and knowledge how to manage technological innovation and process and use them to improve 
competitive advantage, and therefore further development of the company, the paper tries to 
analyze these requirements and to systematize procedures to address these issues. 

Keywords: technology, innovation, management, product, planning and management 

1. INTRODUCTION 

Intensive development of science leads to a modern and dynamic scientific and technological 
progress and overall, the need to develop new and improve existing products and developing 
and improving technology, given great importance in the work and enterprise development. It 
can be said that the strategic resource of modern business is a management of new technologies 
and innovations, so the unavoidable question of what modern management should have known 
about the role of technology and innovation in the enterprise business policies. For some 
authors, it is enough to know how technology works, not how it's performed, while others 
believe that modern management should have known far beyond the technology, i.e. what it 
does and how it works. 
Competitiveness has become imperative for survival and development of commercial systems 
in contemporary economic conditions and markets. To the management it is necessary to 
understand the importance of technology and innovations, as well as knowledge and 
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technological innovation to exploit the potential for improving competitive advantage, and thus 
its further development. The competitive advantage of companies can be viewed through 
several dimensions: the relative size of the company is actually comparing the activities of 
competitors and the absolute dimension of the existence of a market for what is a product of 
that system. Company can achieved and maintained competitive advantage only by constant 
changes, and with those who bring an innovation. 
Management technology is an interdisciplinary field and connects different fields of science, 
especially social, mathematical, technical, and natural and others. In addition, technology is 
closely tied to the economy and organization. These connections are tight and complex. One 
can say that today there is no scientific discipline that is not in use and of interest to modern 
technology. Technology management in ‘80s was defined as a strategic area in the results 
published by the U.S. National Council for Research, “New technologies management associate 
engineering, science and technical disciplines within management directed toward the problems 
of management, organization development and change." [1]. Management of technology in the 
enterprise include forecasting, planning, managing, directing, organizing, coordinating and 
controlling all technology activities (operations) in order to ensure continuous business success 
(profitability, market share, environmental protection, employee satisfaction, etc.). [2] 
The importance of innovation in the history of civilization is undeniable, although economic 
experts long ago realized the importance of technology and innovation (e.g. Smith, Richard, 
etc.). It was not until the early 20th century began their studying. Systematic study of innovation 
began with the work of Joseph Schumpert in 1911, "Theory of Economic Development", which 
introduces the concept of the entrepreneur as a person, who in the process of creative 
destruction creates new ideas and commercialize them. [3] 

2. TECHNOLOGICAL INNOVATION 

In a very dynamic period of development and competition, innovation arises as necessity, in 
order to remain business enterprises competitive and to ensure its survival, growth, and 
development. The necessity for any company is to constantly search for improvements in 
production, manufacturing processes and process management, as well as to stay ahead of 
competition. Technological progress can be regarded as a key driver of enterprise development, 
which is reflected in the constant changes, and creating new and improved existing 
technologies, tools, methods and organization of production, resulting in improvement of the 
organization and management, creating a savings in labor, and develop new and improve 
existing products. 
The basis of technological progress and a key factor in the technological, economic and overall 
development are innovations occurring in the different spheres of society. The system of 
organized, planned and purposeful activities in order to create changes (new products, 
production processes, organizational system, management, etc.) represents an innovation. 
With dynamics of modern scientific and technological and overall progress, to the need to 
develop new and improve existing products and developing and improving technology, was 
given great importance in the work and enterprise development. Developing new and improving 
existing products, processes and systems, is related to a certain degree of risk. Under the 
product or service can be considered all that can be offered on the market for purchase, use, 
attract attention and to meet a need or desire. Under the system, we mean new methods or new 
methods of marketing in business practices, workplace or extreme relations. 
Nevertheless, what are the innovations? Many easily talk about them, watch closely this term 
and keep on making innovations seen in the development of new products and traditional 
research, and such shortsightedness can cost a lot one company, because it makes it vulnerable 
to the competition, which looks beyond their business and innovation within it. 



730 

Innovation can be defined as creating new value for the customer and the company through 
creative changes in system operations. Consequently, innovation has three characteristics: 

• Innovation is related to the new value, not new things. Customers are those who "vote" 
for an innovation through the purchase. 

• Innovation can be very different - they are not related only to products, but also the 
manufacturing processes, organization, the way in which the product is offered to 
customer and others. Thus, it is a wide range of options within which to innovate. 

• Innovations are carried out systematically - the introduction of an innovation in any 
part of the business system requires careful research, preparation and implementation. 

 
The importance of innovation of large enterprises has always been a priority. However, in their 
work Chandy and Tellis (1998) argue that firm size has a key role in innovation, but that key 
attitudes are understanding of enterprise and a willingness to develop radical innovations. 
Otherwise, if the resources are available, innovation will not develop beyond predefined 
interests. Implementation of innovation approach only individuals, brave entrepreneurs who use 
innovation, the profits, and the supremacy of the market and provide the benefits to society. 
According to authors, determinants of radical innovations the company would be: 

• Specialized investments; 
• Development of the internal market; 
• Political support in the enterprise; 
• Orientation to the future 

 
The application of science and technology in the direction of commercial success, including 
new products and processes and significant technological changes in products and processes, 
can be considered technological innovation. 
According to the evolutionary approach, the innovation is the "treadmill" in linear process that 
begins with invention of new products, processes or systems, and ends by diffusion within a 
given population of users.[4] In the inventive process several key questions raises - how to start 
an innovative activity, in which way the inventions becomes innovation and how it spreads into 
economy. 
Literature addresses two basic approaches to innovation. Some authors look at innovation as a 
linear change, research-development, production, marketing, while others think there is no 
"straight line" that leads to successful innovation because scientific discovery does not 
necessarily lead to the production, which we can present as the chain model. This model starts 
from the market and market needs, i.e. places market in its central part. Innovation, then, is 
what brings changes in production of existing resources, which inevitably occur and changes in 
the organization. The main criterion of success in innovations in the organization is the impact 
on the development of expertise and skills that build competitive advantage and market 
superiority. 
According to the significance, structure and scope, some authors carried out a classification of 
innovation as follows: 

• according to the impact on productivity; 
o Labor intensive; 
o Capital-intensive; 

• According to the relative importance of the innovation process 
o Incremental; 
o Radical; 

• According to the results of innovation activities 
o The process; 
o The product; 

• According to the extent of changes caused in the product 
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o Component; 
o Architectural; 

• According to the overall impact on production activity 
o Sustainable; 
o Disruptive 

 
Success in innovation undoubtedly depends on two key elements: technical resources (people, 
equipment, knowledge, financial resources, etc.) and the ability of companies to manage them. 
Innovations in the economy are realized in the form of clusters, because after the successful 
innovations introduced by some entrepreneurs, others will accept them and so will the new 
product and technology to expand through the economy. 

3. PLANNING AND INNOVATION MANAGEMENT  

Changes on the market are very dynamic, so planning is dynamic process too, using which the 
company adapts to internal and external changes, as a condition of progress. In the planning 
process, the management has a key role. It determines the direction of development, the reasons 
for this development, opportunities, whether you need cooperation and method of evaluation, 
whether the direction is correct or not. Planning is not a forecast of future events, but is a 
conscious action to control the future so the company is the creator of its own future, 
controlling in that way the entire business and the total activity of any entirety - the bearers of 
responsibility, timing, space requirements, etc. [5]. 
All companies strive to find and define the way organizations manage and process innovation to 
provide a good solution for the problem of improving and development. Different 
circumstances, in which different companies operate, cause different solutions. For example, 
large companies that rely on science will tend to come up with a solution based on formal 
research and development, patents, etc. patented, while the small business in this way assume 
ability of rapid deployment. 
In the modern technological development, no one will deny the need for change and innovation 
and its importance. Nevertheless, the issue of the need and importance of innovation is one 
thing, but it raises the inevitable question, is it possible to manage innovation? 
Today's technological development requires continuous control actions that develop and operate 
in a complex dynamic system. Management is becoming increasingly important, as the work 
becomes more specialized and more complex, as it multiplies the range of activities to be 
performed and the number of organizations and individuals that prepare and execute these 
activities. Change management is important for the following reasons: dissatisfaction with the 
current performance and used strategies, the existence of better alternative vision, the existence 
of the possibility of implementation of change, resistance to change, etc. The process of change 
can be seen through three distinct phases: initiation, maintenance and management changes. 
Thus, one of the fundamental issues relate to innovation management to making strategic 
decisions in the development of new products, services and processes. Innovations are complex 
and uncertain because there are problems in the development of new basic knowledge, there are 
problems in their adoption and implementation to create new products and new processes. 
There are problems in order to support and adopt innovations that will be used for a longer 
period of time which lead to conflicts and different opinions, because a large number of 
participants with different skills, responsibilities and working preferences. 
To support the management of innovation in the enterprise there are several methods and 
techniques used [6] 

• Creative methods of generating ideas, 
• Life cycle models, 
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• Methods of portfolio analysis, 
• Prediction method 
• Strategic evaluation and selection of alternatives method 

 
These methods allow management companies to examine in the analysis and studying of 
innovation projects the main factors that influence the need for innovation with cost-benefit 
analysis it brings. 
Companies monitor their work and relationships, which can be seen from the way things repeat 
and improve, which can be called routine. Routine appears as a result of repeated experiments 
and experience of what has shown good results. The reopening and improvement of power is 
routine, but also its weakness, because it can become a barrier to thinking otherwise. Therefore, 
in terms of management of innovation, it is not only important to create a routine, but also to 
recognize the moment when and how to get rid of old routines and free up space and 
opportunity for the development of new routines. 
From the previous research and innovation management, two tasks impose: the innovation is 
process, not just one task and it should be managed; we can influence to the process of 
innovation, or process innovation can be managed. Research base, most importantly, 
emphasizes the concept of successful routines that are learned over time and through 
experience. The development of an integrated sum of routines is a prerequisite for successful 
management of innovation and can lead to competitive advantage. 
The second task is that innovation should be managed in an integrated manner. It is not enough 
to manage and develop the ability in some areas, but it is necessary to do that in all areas. For 
managing innovations, it is necessary to know what skills are created over time. It is not enough 
just to gain experience; there must be a continuous process of learning. The key lies in the 
evolution of experience and reflection in relation to it in order to build capacity in the company, 
which will provide the answer for new challenges. 

4. RESUME  

Management technology is an interdisciplinary field and linking different fields of science, 
especially social, mathematical, technical, and natural, etc. The technology is closely related to 
economics and organization. One can say there is no scientific discipline that is not in use and 
of interest to modern technology. 
The basis of technological progress and a key factor in the technological, economic and overall 
development are innovations that are occurring in different spheres of society. Modern 
dynamics scientific, technological, and overall progress, the need to develop new, improve 
existing products, developing, and improving technology, give great importance in the work 
and enterprise development. Developing new and improving existing products, processes and 
systems in order to achieve and maintain competitive advantage is related to a certain degree of 
risk. 
In order for an enterprise to build and to maintain long-term sustainable market, a new approach 
to innovation is required. This includes dialogue and cooperation with the community and work 
together on many issues, because in this company - enterprise is inextricably linked to the 
community as an integral part. Companies compete and evaluate their products according to the 
scale of service and usability, i.e. as price/quality ratio, that customer decides to buy. It is, 
therefore, a purely economic measurable value. Conventional management is focused on the 
lowest possible price with the highest possible quality. 
All companies strive to find and define the way organizations manage the process of 
innovation, to provide a good solution for their problem of improving and development. 
Different circumstances, in which different companies operate, demand different solutions. 
From previous research in the field of innovation management, the conclusion is that innovation 
should be managed. 
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Summary: Computing in the cloud is a new business model that has emerged from the 
information technology environment. Although the concept is quite old, from the sixties of the 
twentieth century, this concept has come to the fore only after a great entry into the world's 
largest economic crisis in human history that began in September 2008. 

In economic terms, this concept changes the old concepts imposed by IBM and Microsoft, 
where the cost of procurement of equipment and software were capital expenditures. Instead, 
Google and Apple introduced a new concept - operating costs, which is the basis of computing 
in the cloud. 

This new concept is based on the services offered by the internet provider or in wider sense, 
service providers. Therefore, computing in the cloud offers new models of contracting and that 
is the subject of this paper. Service users must be familiar with the clauses of contract and they 
must be notified prior to start using the service. One of the most important points is to preserve 
privacy and it is now a major world discussion. This paper provides the basic concepts of 
contracting.  

Keywords: data security in the cloud, public cloud, capital costs, operating costs, private cloud, 
cloud computing 

1. INTRODUCTION 

With the advent of two powerful players on the world stage, Apple and Google, with the 
existing old giants: Microsoft, IBM, SAP, Oracle, Hewlett Packard and Cisco the world scene 
changed dramatically in terms of using Internet services.  
For all the above-mentioned companies, it is characteristic that have made significant 
contributions in the use of latest technology based on a very new concept - the cloud 
computing. 
Cloud computing is an old concept (dating from 1965), but only with the appearance of the 
latest global economic crisis, in 2008, is fully expressed.1  
This new model for the use of software services requires a new legal framework. So far, all 
using Microsoft and IBM models - paid per license. 
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Cloud computing does not require having your own equipment, or licenses, so it comes down to 
the operating costs. 

Figure 1: Attributes of cloud computing 

2. DEFINITION 

There are several definitions of cloud computing. We will single out two 
1) Gartner's definition is2: "This is a set of disciplines, technologies and business models 

used to deliver IT capabilities (software, platform and hardware) upon request, to be 
scalable and flexible service. 

2) The U.S. National Institute of Science and Technology (NIST) provides the following 
definition:3, "Cloud computing is the model that provides a single, and accurate access 
to on demand split pool of computer resources that can be configured (such as 
network, server, storages, applications and services) that can be quickly implemented 
and managed with minimal resources and with minimal interaction with service 
providers. Cloud model promotes availability and is composed of five essential 
characteristics, three models of service and the four models of introduction." 

3. EVERYTHING IS PART OF THE "PAAS" SERVICE 

Five attributes that describe cloud computing are4: 
1) It is based on the service: the consumer is only concerned about the fact that this is 

delivered as a service 
2) Scalable and flexible: on-demand services can increase and reduce the resources, if 

necessary 
3) Divisions: Multiple users can share services and thus build what is called scalable 

economy 
4) Metrics of usage: this allows a variety of metrics for the collection of use 
5) Internet technologies: all technologies are available online 
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The reality is that the users of IT services focus on what services offer them, rather than how 
services are introduced and host. Just as electric power and telephone companies send voice and 
data to consumers, IT services are sent and charged to final consumers. This can be defined by 
contracts on delivery. The concept is not new, but it is different compared to the model of 
selling licenses to provide services on locations, which dominated the IT industry for a long 
time. Different names for these types of operations are becoming fashion at different times. One 
more thing - these services can now be delivered globally. 
 

 
Figure 2: Categories of cloud computing  

 
Cloud computing services encompass five categories - the sixth refers to the control and 
safety5,6 

a. System infrastructure: virtualized software systems on which users can run 
any application over the Web. The response of the application is dynamic. 
The minimum Web standard is the existence of a system infrastructure layer 

b. Application infrastructure: A set of services parallel to traditional middleware 
and development technologies. Services must be built by using Web-centric 
architecture and world-class design.  Platform as a Service (PaaS) category is 
growing. 

c. Applications: designed for delivery at the global level, the delivery model "as 
a service" over the Web centric architecture to a search engines or RIA front-
end - application services in the cloud. This usually requires the creation of 
architecture that can support multiple companies 

d. Information: Services for accessing and browsing are delivered via 
RSS/ATOM or Web model 

e. Business process: Each business process is delivered as a service over the 
Internet 

f. Management and security: services that provide access, use and delivery of 
services at all levels in the cloud 



737 

4. WHEN DECIDE FOR PUBLIC AND WHEN FOR PRIVATE CLOUD? 

Services of private clouds are not the right measure for each company and each company's 
service. It is about the return of the investments. The key lies in understanding your own private 
situation, “what services you offer”? What is explicit and what is implicit level of service? Are 
you competitive on the market? 
Each service will have a different path in the future. Some should focus on integration, intimacy 
or business differentiation. Others should focus on independence, simple interfaces, 
standardization, etc. The last should be potential candidates in the cloud. For each of these 
candidates, you should evaluate their offer in the cloud. If there are no, it means they are not 
ready. Based on this time frame, the company should develop and evaluate whether to go opt 
for private or public cloud, or simply to wait for some of the cloud to become mature.1,7 
Cloud computing includes following: the ability to address highly desirable, unpredictable and 
project-oriented requirements, rapid prototyping, development, installation and changing, 
endlessly reaching peak load, the profit from the massive cheap storages, customer self-service, 
increase of personal and group productivity, and  partnership interaction. 
Cloud computing allows a shift from fixed to variable operating costs, rapid return of 
investment, smaller cost of development, installation, operation and change, and the possibility 
that some of the services be free.7 
Cloud computing also allows for simplified acquisition, transaction cost model, contracting and 
service levels based on the access via search engines, with the ability to support mobile and 
remote workers. Further, it encourages the use of standardized applications and resources. 
Cloud computing allows the unburdening irrelevant processes and that the focus is on business 
value and new projects, rather than the overall focus of the upcoming operations. Finally, these 
new models allow users to be integral part of provider’s constant innovation of services on 
clouds that raise the level of innovation and lowering price.8 
On the other hand, companies are concerned about the following issues: data and process 
location and isolation in divided environment, to regulate the legal issues, hacker attacks via the 
control interface, incomplete data deletion and identity management. Other worrying factors 
include transparency of service provider operation and working with immature suppliers with 
insufficient references or poor certifications. 
Understandable fear is obvious in the problems with the services, data loss, depletion of 
resources and concern for the Internet connection (which includes internet speed, stability, etc.). 
Portability of code and data transmission also takes high places in the minds of company 
managers.9 
Finally, inflexible and non-existent services and the inability to manage services and integration 
with multiple suppliers of clouds and between companies within the cloud are factors that act as 
the paving for some organizations. 

5. RIGHTS AND OBLIGATIONS OF USERS IN CLOUD COMPUTING 

In the period behind us, we were trying to use the 
definition of a legal framework that would protect both 
the provider and the recipient of services. Nevertheless, 
it should be noted that this model is not so new - before 
it the supply of electricity, telephone billing services 
were using some of the options that fall under the 
current legal framework for computing services. Basic 
assumptions of this model are: 
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1. The right to retain ownership, use and control one's own data; 
2. The right to contract for the level of services that addresses the ownership, debugging 

mode in services and business impacts; 
3. The right to inform the customer of the supplier of the service changes that affect the 

business processes of the user; 
4. The right to explain and understand the technical limitations or new requirements 

necessary to complete the services in advance; 
5. The right to understand the legal framework of the jurisdiction in which the operator 

conducts its business; 
6. The right to know the safety procedures followed and used by service provider; 
7. The responsibility to understand the requirements for the licenses from both, the 

provider side and the user 
 
Upper seven items represents 6 rights and 1 responsibility. They were generated as the result of 
a meeting with Gartner’s CEOs where they discuss cited details. These seven items should help 
both providers and consumers to establish and maintain business relationships.10 
Cloud computing brings with it specific risks that slow adjustment of the corporation. For 
instance, cloud service providers who serve a large amount of clients do not take into account 
the specific needs of consumers and all offer the same level of contractual services. As a result, 
many public services operate in the cloud in the same way for all consumers (standard 
contracts), with slight differences. This conversion of the service in the consumer goods (known 
as commoditization) introduces risks for consumers, who have little power in case that provider 
did not deliver the service they promised. To minimize these risks, consumers and service 
providers need to agree and to set common goals and expectations. If cloud services are 
commoditized, providers should offer stronger guarantees to the user, especially in the areas of 
ownership of data and technical field services. Today, service providers vary in the level of 
services offered, and often do not offer protection in general. These characteristics and 
requirements of cloud computing, as a new business model, will inevitably require, which can 
be seen from previous exposure, appropriate legal form of organization of that information 
and economic institute. Mandatory adequacy of the legal framework of action in any social 
relation, a here in relation of using computer resources, is condition without which it is 
impossible to determine, legalize and operate specific software product in the form of providing 
and receiving services through the Internet. As we have opted for a possible model of service 
delivery contracts, which fall under the broader term of service contracts, i.e. in a group of 
unnamed contracts, it is necessary, in short, to explain this preference. It is reasonable to 
assume that the arrangement of giving and receiving services in the business cloud computing is 
possible with differently named contracts, but only to the complexity and higher conditionality 
of business relationships in the modern market relations, especially when it comes to 
information technology. This specificity we called "the new legal paradigm", in other words for 
the new legal issues that must be edited, as it is the case with cloud computing, we should 
prepare a new paradigm or model or a contract sample. When the legislation of one country 
does not have an appropriate contract for the development of new social and business 
relationships, and this is the case in Serbia in the context of the studied institute, new, so called, 
unnamed contracts or specific types of contracts were created ("sui generis contracts ") where it 
is possible to edit a new relationship. 
Those contracts that are not specifically regulated by law and have no special name are 
unnamed. They are concluded with some elements of the designated contract, but also contain 
new elements of dispositive character and result of the autonomy of the will of the parties, but 
cannot be opponent to forced (mandatory) regulations and standards, public policy and good 
customs of the country in business communication. General contract laws apply to these 
agreements, and in their respect appropriate elements and formulations of rights and obligations 
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of participants in the cloud computing business. If a cloud computing business model comes to 
life as a new concept of operational costs, emerged from the information technology 
environment in our country, the frequency of its conclusion may be the reason for its legal 
regulation, and after that it would become appointed contract, governed by mandatory 
regulations and disposition, which would be a guarantee of legal certainty to the supplier and 
the recipient of services. The supplier of the software services, in this case through the cloud 
computing business model is a specialized entity, which provides expert and professional 
services to customers of these services, and therefore the relationship of use of such services 
shall be governed by the relevant contract in the economy, in our case the contract on delivery 
of services. 
In addition to the essential elements that must contain each bonded contract or agreement in 
commerce or goods trade agreement, service delivery contract in the cloud computing should 
edit all of the following attributes of this business model to determine the manifestations of the 
concept of operating costs. The rights and obligations of internet service provider or supplier of 
services and service users, as contracting parties, should be clearly formulated in the contract 
provisions, particularly in relation to the subject matter, which makes software service 
concretized in every element, in relation to whom the data is characteristic rights and 
obligations of participants in seven points in the first part of this thematic unit. 
The nature of the contractual relationship requires particularly careful regulation of contractual 
provisions that preserve the confidentiality of data related to operating costs as the basis for 
cloud computing. The institute of trade secrets includes predictability of legal means and 
instruments that guarantee the achievement of its functions and the preservation of the 
authenticity of the business model of cloud computing. 
The specificity and complexity of the business relationship established by a contract on services 
delivery in cloud computing, as we have noted, requires that it is not regulated by standard 
contracts, as contracts by the approach, where one party (the service provider) pre-determines 
the elements and conditions of contract through a general offer, and the other side (client) 
accesses the offer, without the possibility of modifying the terms and clauses of contract. 
Therefore, negotiations are practically ruled out here, so we point to the earlier notions on the 
introduction of the commoditization, whose impact should be avoided and relativized with clear 
definition of contract, with the specifics of each relationship in the use of the software services 
according to business in the cloud computing model. 

6. RESUME 

Today in the Serbian legal literature, there are no models of contracts relating to services related 
to cloud computing. This means that contracts are made by the ad hoc system, or on a case-by-
case basis. The specificity of the business model of cloud computing requires a special contract, 
which is the legal nature of the relevant requirements of the regulation of this business 
relationship and its characteristics. Thus, one possible solution is delivery of services contract 
that should include elements of individually designated contract, but also elements that are the 
result of agreement of the parties and does not belong to any designated contract, and that in 
doing so, are in line with the public policy, the imperative norms and good practices. Typical 
contracts are not appropriate to regulate complex business relationships in cloud computing, 
because their one-sidedness may lead to many issues. 
Internet services managing regarding the cloud services is likely to occur in the interaction of 
various factors and bodies. The safe harbor agreement, from which it was expected to solve the 
problem of different policy regimes in the U.S. and the EU, does not work well. With more 
digital data crossing the Atlantic, the EU and the U.S. will have to tackle the issue of privacy 
protection by EU standards for U.S. companies, the main service providers in the cloud. 
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Summary: Technology can significantly affect the manner in which members of the 
organization communicate, exchange information and perform their work. The emphasis is on 
interactive channels that provide dialogue and consistency of message. Communication through 
the network system is actually a prolonged interpersonal communication. E-mail, Web pages, 
video conferencing, discussion groups and other forms are specific ways to initiate 
communication. 
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1. INTRODUCTION 

Modern organizations based their survival on application of many concepts. Some of them 
emphasize the production and technical component (CAD/CAM, flexible manufacturing 
systems), and others the second information component (information systems, communication 
systems), a third, stress the aspect of integration (quality system, CIM, JUST IN TIME). In all 
these concepts are built-in objectives of productivity, quality and flexibility. 
From the standpoint of management, information technology should enable development and 
creation of competitive advantage for an organization that applies them. Technology can 
significantly affect the manner in which members of the organization communicate, exchange 
information and perform their work. Many companies now accept the fact that the design and 
implementation of effective business communication systems must start from the distinctive 
advantages of certain means of communication: creating a connection, the degree of 
personalization and interactivity, the scope of information that define the essence of the costs 
and advantages of certain forms of interactive communication. The emphasis is on interactive 
channels that provide dialogue and consistency of message. 
Two developments in information technology had the greatest impact on the existing 
managerial communication1: networked computer systems and wireless equipment. 

                                                           
1  Robbins, P.S., Coulter, M., Menadžment, osmo izdanje, Data status, Beograd, 2005, p. 269   
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2. BUSINESS COMMUNICATION THROUGH NETWORK SYSTEM 

How important is the networking is best illustrated by the fact that in the U.S. a consortium 
(NIIIC - National Industrial Information Infrastructure Consortium) was formed, an 
organization that works with government to develop software and protocols that should enable 
business organizations to cooperate so as they are located in a large and a single company on a 
global scale.2 
In practice of the organizations, there is a need to interconnect a large number of computers in a 
network known as the Intranet, which has the same communication architecture that supports 
the same general customer services and the public global Internet computer network. Intranet is 
used for distribution of corporate information and news, to support virtual teams, as well as 
internal support for training of employees. 
Intranet supports a variety of applications downloaded from the Internet, which can be grouped 
into the following categories:3 

• Publication and exchange of information, data and documents (Web sites); 
• E-mail as a tool for group and team collaboration on specific tasks and jobs; 
• Audio and video communication in "delayed time"; 
• Audio and video communication in "real time" (conference); 
• Navigation for storing and searching of text; 
• The formation of different directories (address book) and catalogs 

 
Today, many companies have access to software solutions that enhance internal 
communications within the corporation. In doing so, they are not the only possibility for 
internal communication among employees in the company, but often mediated by other sources 
of information. Using software tools can be organized virtual meeting place on a corporate 
Intranet that brings together employees with the same or similar interests. In this way, experts in 
the company dealing with the same subject matter expand a personal network of contacts and in 
a simpler way exchange knowledge, and information accessible via these networks can be of 
great help in their daily work. 
For communication of organization in a network environment with customers - individual 
consumers and customers - industrial customers, suppliers and all other business partners, 
Extranet is used. The ability to connect Extranet has been developed using the same 
architecture and protocols used in intranets. The main difference is in the authorization of 
access that extranet users receive when they join to network of business partners. Extranet 
access control is implemented based on the protocol, time of day, and other criteria for 
advanced extranet security. 
Companies can use an extranet for the following purposes: 

• The exchange of large amounts of data using a standard Electronic Data Interchange 
(EDI); 

• Making the catalog available to wholesale and business people in the field of trade; 
• Cooperation with other companies in development projects; 
• Joint development and use of training programs with other companies; 
• Provide or access to services provided by one company to group of companies. An 

example of these services includes online banking application managed by one 
company negotiated with the affiliate banks; 

• Disclosure news of interest for the partner company 
                                                           
2 Pantović Vladan, Dinić Slobodan, Starčević Dušan, Savremeno poslovanje i internet tehnologije – Uvod 
u digitalnu ekonomiju, Energoprojekt – InGraf, Beograd, 2002., p. 189   
3 Stojković M., Stanković S., Stanković Z., Petrović G.: "Intranet : vizija modernizacije 
telekomunikacione mreže JŽ", "Železnice", Vol. 54, broj 9-10, septembar-oktobar, Beograd, 1998, str. 
573.   
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Internet network gives a whole new dimension to business communication. Internet allows for 
dialogue and interactivity4, as for other communication channels, such as letters, newspapers, 
radio, television, brochures, posters and films, is not peculiar to that extent. 
The authors5 emphasize the multiple advantages of using the Internet for interactive 
communication activities of companies with their environment: 

• Target focus, i.e. the ability to direct promotional efforts to specific groups of 
individuals with a minimum loss of time; 

• Interactive skills lead to greater interest of the audience, deepen communication and 
create trust and loyalty; 

• Constant availability of information on the Internet. By visiting the company Web site, 
the auditorium can handle huge numbers of product information, sales conditions and 
other aspects of the business; 

• Efficient transfer of information (with minimum losses and costs); 
• Flexibility - The Internet provides a greater ability to adapt and changes in supply and 

direct communication; 
• Comfort - Integrating communications and transactions allows direct ordering of 

products, with an electronic transfer of money; 
• Creativity -  Web site design with combined content - text, animation, sound, graphics 

and videos makes it attractive to visitors, which increases their desire for re-visits; 
• Lower costs 

 
Internet as an information channel of high capacity, speed, multimedia and interactivity, has 
proved more useful than focusing on target groups with a minimum loss of time and place, 
which brings us to online PR, i.e. public relations by Internet. To implement this kind of 
business communication is essential to learn more ways to communicate with Internet forms 
such as blogs, forums and social networks. 

3. WIRELESS COMMUNICATION AS A WAY OF COOPERATION AND 
EXCHANGE OF INFORMATION 

As it stand, networks with wireless transmission have become incredibly popular in recent ten 
years. Managers spend an average of almost 1/5 of time in contact with one of modern 
communication technologies and are often expected to be available 24 hours a day, seven days a 
week. Therefore, they rely increasingly on the latest technological advances in mobile 
communications, especially in situations where communication is important and access to 
corporate information in real time. New wireless technologies, like the Bluetooth technology, 
provide great opportunities to connect mobile devices such as PDAs6 to PCs and networking 
equipment. In this way, managers can always use their mobile devices as well as the expansion 
of their corporate communications networks. 

                                                           
4 Interactivity can be understood as a continuity of communication and exchange of information from the 
environment in the organization and vice versa (Radun, V., Konkurencija na nišanu: teorijski i praktični 
aspekti istraživanja konkurencije, Hesperiaedu, Beograd, 2008, p. 24.)   
5 Bauer, H.H., Grether, M., Leach, M., Building Customer Relations over the Internet, Industrial 
Marketing Management, Vol. 31, 2002, p. 157; Spiller, L., Baier, M., Contemporary Direct Marketing, 
Pearson, Prentice Hall, New Jersey, 2005, p. 208   
6 Personal Digital Assistant, PDA, is a handheld computer that can process and store information 
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In practice of many international companies that use mobile communications can be seen the 
effect this type of electronic communication brings. Thus, Robins and Coulter7 emphasize the 
example of Starbucks Corporations and its six hundred district managers who use mobile 
technology in communication, which undoubtedly allows them to spend more time on the 
ground, in company stores. 

4. ADVANTAGES AND DISADVANTAGES OF MODERN FORMS OF 
COMMUNICATION 

Communication through the network system is actually a prolonged interpersonal 
communication. The computer is only one means by which employees interact. E-mail, Web 
pages, video conferencing, discussion groups and other forms are specific ways to initiate 
communication. Because the voice, image or video files can be transferred over the network as 
a data, communication over network is not limited to text messages. 
However, many consider business communication in a network environment too sterile and 
restrictive. For example, e-mail messages are losing many elements that have messages written 
by hand. Many believe that the close and warm human relationships, which were developed 
through letters, are suddenly destroyed by the emergence of electronic communication. What 
distinguishes an e-mail message from plain text messages is greater orientation of e-mail to 
picture and sound, while the classic message is text oriented. Another example relates to the on-
line meetings. Specifically, through professional discussion groups on the Internet, successfully 
perform collective cooperation through virtual meetings, remote participants in real time, but it 
cannot replace a real business meeting as a collective form of communication with the aspect of 
nonverbal expression. Meetings on the network do not allow complete transfer of knowledge 
due to the lack of atmosphere that exists in the actual meetings, i.e.  lack of nonverbal forms of 
expression such as for example, changes in color of voice, speech, eyes, facial features - 
everything would point to the sincerity with which people communicate. Because the 
technology largely progressed in this field, as a solution to this problem imposes a live visual 
display. The fact is, however, that the absence of signs of nonverbal interpersonal 
communication, in the case of meetings over the network, is an advantage in strong emotional 
situations, when the electronic communication allow acting in emotionally relaxed manner. 

5. EXPERIENCE IN THE USAGE OF MODERN TECHNOLOGY IN 
BUSINESS COMMUNICATIONS 

Research8 conducted by the IABC (International Association of Business Communicators) and 
company Buck Consultants, shows that employers are increasingly turning to social media in 
order to maintain commitment and employee productivity. In this regard, it should be noted that 
4/5 of the 1500 participants use social media more frequently than e-mail (75%). For the greater 
involvement of employees and increased productivity, the company's blogs are often used 
(47%) and forums for discussion (33%). Of networking services, most commonly are used 
Twitter (21%), Yammer (20%) and Facebook (18%). In future, increased usage of social 
networks is planned. In addition, more than half of respondents (52%) said their communication 
costs reduced by applying the aforementioned form, while 34% of respondents said that 
problems in communication, in the last 12 months, significantly reduced by switching to 

                                                           
7 Robbins, P.S., Coulter, M., Menadžment, osmo izdanje, Data status, Beograd, 2005., p. 271   
8 http://www.huoj.hr/Default.aspx?art=2343&sec=299, preuzeto 03.01.2010  
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electronic forms of communication. The conclusion is that the company move from dialogue to 
direct communication with employees. 
Company Tigar a.d. is the example for other Serbian companies in terms of communication and 
business success. McCann Erickson PR has provided strategic and practical support for Tigar to 
improve corporate communications company with the goal of successful position on the capital 
market. One of the stages meant the usage of new communication channels, so Tigar could use 
corporate communication to control influence of the target group. Redesign of website was 
completed and an internal list is promoted in to order to improve internal communication. 
Communication with potential investors were getting better, stronger relationship has been 
established with representatives of the financial market, and the priority was entering the 
Belgrade Stock Exchange. Developed online PR has contributed to public interest, which is on 
quoted sites successfully opened the discussion and conversation on this subject, and so 
positioned Tigar as the first company on the A listing. Organized interviews for the magazine 
and economic conferences were aimed at establishing convergence of general importance and A 
listing and listing of a successful company.9 

6. RESUME 

Communication and communication process is constantly improving. The dynamism and the 
modern technology have a special role. The interactivity of modern information and 
communication technologies enables new forms of communication with the organization 
environment. Using the new trends for business purposes, the company is certainly not at a loss, 
and company's image can be improved several times among potential customers, partners, 
clients and competitors. The fact is that for many local companies are still very difficult to 
accept the innovations and changed conditions of business communication in a network 
environment. Business communication through new channels must be followed by development 
of appropriate organizational assumptions and relevant investment resources, which greatly 
complicates the use of the potential of new technologies for small and medium-sized 
companies. 
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Summary: Terrorism is a planned act of violence or threats of violence undertaken by certain 
social groups in order to influence social and political life, and aimed to conquer or preserve 
power. It is therefore incumbent on the challenge and threat of terrorism swiftly responded by 
the international community, including the United Nations, European Union and the Council of 
Europe. Implementation of their resolutions, decisions and conventions required the updating 
of substantive criminal law in many countries, Serbia and forthcoming legislative changes in 
this regard. Such harmonizing regulations at the global, regional and national level tend to 
basic goal - to criminalize terrorist activity uniformly and comprehensively. Nevertheless, 
media effects and the number of victims of terrorism in practice are not reduced, indicating the 
need for constant review of legislative protection from terrorism, in order to comprehensively 
analyze the potential problems and critical evaluations. 

Keywords: International law, crime, terrorism, legislative protection, the European Union, 
Council of the Republic of Serbia 

1. INTRODUCTION 

The phenomenon of ideological, ethnic and religious terrorism until the beginning of the 
twentieth century was sporadic and primarily focused on reaching effects on the national level. 
It was only recently given an international dimension, in the period after the end of the so-
called, Cold War developed into the most serious threat to international collective security 
system established after World War II under the United Nations. 
In response to current challenges and the threat of terrorism there are also significant activities 
that are directed to the prevention and fight against this evil, not only at national but also at the 
bilateral, regional and global levels. The result of these efforts are many and strong measures in 
the field of prevention and repression of terrorism in the diplomatic, police and intelligence and 
legislative domain. 
This time we will deal with such activities of the international community, with special 
emphasis on recent documents, which they have contributed to the reform of criminal 
legislation in the Western Balkans. These are Council Framework Decision of the European 

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 

mailto:milank777@gmail.com


747 

Union on the fight against terrorism (Council Framework Decision on Combating Terrorism, 
2002/475/JHA) of 13 June 2002, as amended in 2008, and the Council of Europe Convention 
on the Prevention of Terrorism (Council of Europe Convention on the Prevention of Terrorism 
CETS No. 196) of 16 May 2005. 

2. LEGISLATIVE PROTECTION OF TERRORISM AT A 
MULTINATIONAL LEVEL 

Assassinations, kidnappings and other forms of terrorism, as well as means for their prevention 
and control, for decades are the subject of the international community, not only worldwide 
organization (the League of Nations or United Nations), but of the regional organizations 
(European Union, Council of Europe, etc.). Specifically, there were several attempts to 
terrorism, because of the great social danger, declared an international crime, to provide regular 
extraditing and prosecuting terrorists. 
League of Nations in 1937, brought the Convention on the Prevention and Suppression of 
Terrorism, and U.S. efforts in 1972, and 1977, for the United Nations to take the initiative to 
conclude a single international agreement on combating terrorist activities, which acceded to all 
countries, are not produced expected results. On the other hand, the United Nations in the 
period to 11 September 2001, passed 34 resolutions, 46 reports, seven papers prepared by the ad 
hoc Committee, the Secretary General's report 5 and 18 other documents containing 118 
instruments relating to international terrorism [6]. 
In addition, up to the end of 2005, passed the 13 universally accepted "instruments" 
(conventions and protocols to the Convention), which is basically limited to the suppression of 
certain forms of terrorism (hijacking an aircraft, air sabotage, hostage taking, crimes against 
internationally protected persons, unlawful acts against navigation safety, terrorist attacks with 
bombs, etc.), and the prevention of terrorist financing. 
Requirements to efficient global action against terrorism or influenced the strengthening and 
expansion of the organizational structure of the United Nations. Thus, Resolution 1373 
established a new body - the Committee for the fight against terrorism (Counter-Terrorism 
Committee, CTC), composed of representatives of member states of the Security Council. The 
main task of the Committee on behalf of UN-led collective action of combating international 
terrorism, Member States are obliged, in accordance with established policies, report on 
progress in meeting the requirements contained in the mentioned resolution. In addition, a 
number of international governmental and nongovernmental organizations and bodies in the 
system of the Organization United Nations, meanwhile, are involved in preventing and 
combating international terrorism, some of which are specialized for it - for example, the 
Department for Combating Terrorism at the UN, and for some it is just an incidental activity - 
for example, "The Hague" [4]. 
However, the most successful in terms of legislative defense against terrorism was at the 
regional level. Thus, in 1977, 17 of the 19 states of the then members of the Council of Europe 
adopted the European Convention for the Suppression of Terrorism (the exceptions were 
Ireland and Malta), while a similar convention of the Organization of American States has been 
ratified by 13 member states. Great importance is given to the OSCE Paris Charter for a New 
Europe adopted in 1990, Concluding Statement of the Ministerial Council of the North Atlantic 
Council on 6December 2001. and especially the statement concerning the NATO response to 
terrorism, a statement of the Council of Euro-Atlantic Partnership in response to the terrorist 
attacks in New York and Washington issued 12th September 2001, Bucharest Declaration and 
Decision on Combating Terrorism and the Bucharest Plan of Action to combat terrorism, the 
OSCE (December 2001) et al. 
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However, after the terrorist attacks on New York and Washington on 11 September 2001, and 
numerous terrorist attacks that have since followed in the UK, Russia, Spain and other 
European countries and the world, it is certain that terrorism (especially international) is not 
suppressed. Therefore, the United States and leading European countries, but also many 
countries in transition, was forced to step up the legislative aspect of the fight against terrorism 
and international level. Reacted vigorously and the international community, especially the UN 
Security Council, and then the appropriate mechanisms of the European Union [2]. 

3. FRAMEWORK DECISION OF THE EUROPEAN UNION ON THE FIGHT 
AGAINST TERRORISM 

In the context of deterrence, prosecution and punishment of terrorists, it is especially 
characteristic of the Council Framework Decision of the European Union on combating 
terrorism of 13 June 2002, as amended, that were taken 2008, Framework Decision has thirteen 
members, and as for the reform of criminal legislation of individual countries within the EU and 
beyond, most have 1 to 3. Specifically, Article 1 Framework Decision defines terrorism, and to 
a unique area for the entire EU. Article 2 of this decision defines a terrorist group, while Article 
3 determines the crimes that are by nature closely related to terrorism. 
Council Framework Decision of the European Union on the fight against terrorism is basically 
based on changes in national criminal legislation. The essence of this effort was the need for 
harmonization of minimum standards defining elements of a terrorist offense and minimum 
standards of its sanctions. It should be noted that at the time of adoption of the Framework 
Decision (first half of 2002) only France, Germany, Italy, Portugal, Spain and the United 
Kingdom and other disposal of the legal regulations that specifically criminalizes terrorist 
offense. 
The starting point in defining the minimum standards is, in fact, the provisions of national 
criminal law. The first element of the crime of terrorism to certain incriminating acts to the 
national legislation and the way they are defined. These were physical aggression, which may 
cause death of a person, an attack on physical integrity, kidnapping and hostage taking, 
damaging government and public buildings, transportation systems, infrastructure facilities, 
including information systems, fixed platforms in the epi-continental area, public places or 
private property that may endanger human life or cause great economic losses; seizure of 
aircraft, ships or other means of transport or goods, manufacture, possession, acquisition, 
transport or use of weapons, explosives or nuclear, biological or chemical weapons, as well as 
research and development of biological and chemical weapons, the release of hazardous 
substances, or causing fires, floods or explosions which endanger human life, disruption or 
interruption of water supply, electricity or other basic natural resources that endangers human 
life, a threat to commit any of these works. 
Another important element is the intention. Member States undertake to work as a criminal 
terrorist incriminate any of the aforementioned acts committed with intent to cause serious 
injury to a State or international organization, aiming to intimidate a population, forcing the 
state government or international organization to perform any act or to destroy the political, 
constitutional, economic or social order of the State or international organization. Member 
States are also obliged to criminalize the acts associated with terrorist activities, as well as 
encouraging, aiding, preparation and attempts of terrorist acts. The draft decision is 
criminalized and conspiracy to commit criminal acts. 
In terms of the Framework Decision of the Council of the European Union on the fight against 
terrorism, a terrorist group is considered a group of three or more persons that is permanently 
organized to carry out terrorist acts. On the other hand, the organized group cannot be 
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considered as a group that was not created for the execution of pre-set goal, but for now a 
criminal offense, whose members have certain tasks, not its permanent members, or do not have 
a developed structure. Punishable acts as managing a terrorist group and participate actively in 
its activities. Participation is considered and providing information and resources and any 
funding if it was known that it would help the criminal activities of terrorist groups [2].Thus, 
within the terrorist group distinction is made between the entities responsible for the terrorist 
group and participants in the activities of terrorist groups. 
As the crimes that are associated with terrorism, in terms of the Framework Decision of the 
Council of the European Union on the fight against terrorism, are grand larceny, forgery, 
extortion, public provocation to commit terrorist acts, recruitment for terrorism and training for 
terrorism. 
Public provocation to commit a terrorist offense involves distribution or otherwise making 
available messages for the public, with intent to commit a criminal offense to encourage 
terrorism, regardless of whether the crime is committed or not. Recruitment for terrorism means 
the search for other persons to perform an action referred to in Article 1 Framework Decision. 
Training for terrorism means providing instruction in the development or use of explosives, 
firearms or other weapons or noxious and hazardous substances, or in other specific methods or 
techniques in order to commit one of the acts enumerated in Article 1. Framework decisions, 
knowing that these skills are for this purpose [3]. 

4. COUNCIL OF EUROPE CONVENTION ON THE PREVENTION OF 
TERRORISM 

Council of Europe Convention on the Prevention of Terrorism adopted in Warsaw on 16 May 
2005, and entered into force on 1 June 2007. It is intended to strengthen the efforts of Member 
States of the Council of Europe in the prevention of terrorism, and to the criminalization of 
public provocation, recruitment and training for terrorism. An additional objective of the 
Convention was intended to strengthen prevention measures at the national and international 
level, through the modification of existing rules on extradition and mutual assistance in criminal 
matters. To implement the national legislation of the Council of Europe member states are of 
special interest provisions of Articles 5 and 7, concerning the obligation of States Parties to 
regulate the aforementioned incriminations. 
Thus, public provocation to commit a terrorist offense is defined as the distribution, or 
otherwise making available, in order to incite the commission of a terrorist offense, where such 
conduct, regardless of whether there is present or not directly advocating for criminal terrorist 
offenses, causes a danger that one or more such offenses may be committed. Each party shall 
adopt such measures as may be necessary to establish public provocation to commit terrorist 
offenses as a criminal offense under national law if done intentionally and unlawfully. 
Recruitment for terrorism lies in solicit another person to commit a criminal act of terrorism or 
participate in the commission of such offense, or to join an association or group, in order to 
contribute to the association or group commits one or more terrorist acts. Recruitment can be 
done in different ways and by different means, e.g. over the Internet or directly stepping into 
contact with people. In order for a criminal offense was finished enough to successfully 
complete the recruitment, and it is not essential that recruiters participate in the commission of 
terrorist acts. It is possible to attempt this crime, if the action taken but recruitment is not 
complete (for example, the offender is not convinced the person to be recruited). The 
Convention requires that the perpetrator of an intent that the person he or she recruits make or 
contribute to the criminal act of terrorism or to join an organization or group for this 
purpose [3]. 
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Training for terrorism is defined as giving directions for the making or use of explosives, 
firearms or other weapons or noxious or hazardous substances, or in other specific methods or 
techniques, in order to carry out or contributing to the commission of a terrorist offense, 
knowing that the skills which teaches a person to be used for this purpose. 
The Convention contains no definition of weapons, explosives, noxious or hazardous 
substances. These terms are defined in accordance with existing international agreements and 
national legislation. Thus, for example, the term ''explosive'' can be defined in accordance with 
the International Convention for the Suppression of Terrorist Bombings (International 
Convention for the Suppression of Terrorist Bombings). 
According to Article 1 paragraph 3 of  this Convention, explosive or other lethal device means 
an explosive or incendiary weapon or device that is designed or has the capability to cause 
death, serious bodily injury or substantial property damage, or a weapon or device that is 
designed or has the capability to cause death, serious bodily injury or substantial property 
damage drop, dissemination or action of toxic chemicals, biological agents or toxins or similar 
substances or radiation or radioactive materials [3]. 

5. RESUME 

Council Framework Decision of the European Union on the fight against terrorism and the 
Council of Europe Convention on the Prevention of Terrorism as the result of efforts to treat the 
phenomenon of terrorism in Europe unifies. Therefore, these international instruments have 
contributed to the amendment of the criminal legislation of some countries of Western Europe 
(Germany, Italy, and Spain) and the Western Balkans (Montenegro, Croatia, Bosnia). They are 
also the basis for the forthcoming reform of the criminal legislation of the Republic of Serbia in 
the fight against terrorism, ahead in the 2012. 
Namely, it is envisaged that with the art. 312 and 319 of Penal Code add articles 312a and 312b, 
which defined new crimes, such as public incitement to terrorism, recruitment and training for 
terrorism. In addition, Article 391 of Criminal Code is deleted, which provides for the criminal 
act of international terrorism, because the act is fully included in the revised (single) a terrorist 
offense from Article 312. This is to fulfill the obligations arising from membership of the 
Republic of Serbia to the Council of Europe, as well as the requirements of European Union 
accession process and acquiring a candidate status for EU membership, i.e. harmonize the 
national criminal legislation with the revised text of the Framework Decision of the Council of 
the European Union on combating terrorism and relevant United Nations documents. 
Without going into this particular solution, we remind the attitude theorists [4], the impact of 
criminal law on the results of anti-terrorist campaign, however limited and conditioned by 
various factors. The opposition to this type of crime can be successful only if the direct 
perpetrators of crimes and their accomplices, instigators and accomplices effectively detect and 
prosecute. Thus, as with other forms of crime, and here are the perpetrators of more colors than 
the penalty of arrest - no matter how strict and efficient pronounced is. It must also be borne in 
mind that, unlike most other prisoners, terrorists continues ongoing work within facilities to 
serve the sentence, even when it comes to special correctional institutions (so-called super-
prisons, etc.). This indicates the need for appropriate intervention and law on execution of 
criminal sanctions as an integral part of the criminal law in general. 
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Summary: Changes in education are conducted in many countries. They are visible through the 
goals and objectives of education structure and content of curricula, educational technology, 
teaching methods and relationships in the process of education and training and the role of 
teachers in setting goals. In addition, changes are evident in the structure of the system and 
content of curricula, educational technology, teaching methods, etc. At this point, it should be 
noted that these are the outcomes of each reform processes, which are not and cannot exclude 
the fact of the existence of a comprehensive process of "knowledge production" and putting into 
operation knowledge-experiential aspect of life as a driving force of socio-economic and 
cultural development of each country. It is logical to conclude that the success depends on the 
aforementioned and is certain the entire foundation of modern education, a broad and general, 
as well as the process of developing competence and creativity, moral and cultural values of 
people. 

Keywords: standardization, education reform, principles, objectives, outcomes of education 

1. INTRODUCTION 

Reforms in education follow common state of the reform waves of a national economy. 
Unfortunately, the conditions of crisis and recessionary wave of entire economies, developed 
and rich societies, did not circumvent "third world countries." As reasons for the slow and 
inadequate progress of reform, we can state the following facts, In the XXI century, the basic 
rules that apply in the world market economy, rule of law and political democracy has been 
established. However, these rules are not yet carried out in practice in the great extent, given the 
phenomenon, such as excessive consumption, insufficient investment, import growth, the 
growth of domestic and foreign debt, unemployment, financial (non)-discipline, and others. 
Poor picture of the economic environment as a whole social bases, send phenomena, such as 
non-applicability of the legislation, lack of respect for property rights and contracts, fiscal 
indiscipline, lack of overall transparency of the public revenue and expenditure, lack of social 
dialogue and many others. The issue of development of national economy at the beginning of 
XXI century, on the other hand, has evolved significantly and exceeded the theoretical 
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considerations that were valid in the previous period. From the former theories of development 
based on "natural" limitations in achieving high growth rates over a long period, the late 
twentieth and early twenty-first century shaped the development concept, as it is the concept of 
sustainable development, for example. This concept is based on the new growth theory, in 
whose very center is reserved for applied knowledge and complex scientific and technological 
development. The former notion of wealth was measured by physical and financial capital, 
while today it is a key determinant of the ability to generate new knowledge, ideas, innovations 
and technologies and the creation and management of the so-called human capital. It means that 
Serbia needs a sustainable economic development based on harmonized and applied the legal 
system, which is reflected in the rise of key economic indicators: GDP growth, employment, 
foreign trade, competitiveness and export, investment, standard of living, reduce economic 
loads on the basis of external debt, achieving lasting macroeconomic stability, improving the 
quality of life, environmental conditions and general welfare of society. Simply put, the 
development of Serbian economy toward sustainability can be seen only based on achieving 
economic growth, primarily based on factors such as knowledge, in the first place, therefore, 
information, people, education and quality of relationships between people and companies. 

2. THE PRINCIPLES, OBJECTIVES AND OUTCOMES OF EDUCATION 

In order to modernize and customize in present time focused on the education plan and program 
must become focused on education outcomes. In this sense, the general assumption is that 
teachers have greater autonomy and greater accountability. Outcomes of education are 
knowledge, skills and attitudes that embody those values that pass the educational process and 
that the same is transferred after the completion of a certain level of education. The principles, 
objectives and outcomes are phenomena that are conditional and linked, almost automatically 
means a minimum of multi-disciplinarily of all scientific practice benchmarks and complex, 
especially if the economy needs. This educational process should be based on the principles [2], 
which means: 

• Liberal orientation, because education should be directed to the process and outcomes, 
rather than subject content, 

• Foundation, because the same should be based on standards with systematic 
monitoring and evaluation of the same quality, 

• Integrity, because knowledge should be based on an integrated curriculum, 
• Morality, because knowledge should respect the differences among users of the 

teaching process, 
• Competitiveness, because knowledge should be based on participatory, active and 

cooperative methods of teaching and active forms of learning, 
• Modernity, as it should respect the daily experience of participants in the process of 

education, and 
• Corporate responsibility, in which a positive relationship with educational institutions 

and society as a whole is developing 
 
Talking about the common goal, it must be directed towards measures and training for 
responsible participation in economic, social and cultural life, its implementation in the 
community as places where it is possible to meet own needs and interests and develop own 
personality and potential. With the knowledge gained possession, possession of personal 
autonomy and the preservation of tradition, identity and culture of their own and other social 
groups, the tendency of expectations and continuous improvement of their health and the 
preservation and improvement of environmental quality, this is the essence of the principles, 
objectives and outcomes of education. 
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3. KNOWLEDGE STANDARDS  

The strategic question of almost every national guideline concerns the development of quality 
education and applied interpretation of the Universal Declaration of Human Rights. The so-
called goals of education and their proclamation by the United Nations and the obligations that 
it means in terms of its respect for and implementation of national institutions in Serbia, in 
particular, the foundation found in the Law on Basic Education. Clear normative framework of 
national regulations is determined according to this phenomenon as the necessary conditions 
that must be met in order to establish a climate in which it adopts and builds new knowledge, 
apply and share knowledge, learn how to use its own mind, and identify and solve problems and 
make decisions using critical and creative thinking. In an attempt to summarize overall quality 
standards of education must mean, first of all, the general and specific standards of knowledge 
skills, attitudes and values, standards of knowledge, skills, in order to determine the value of 
establishing standards of behavior and attitudes of employees, their competencies - general 
standards of quality institutions. 

3.1. Magna Charta Universitatum 

Magna Charta, a Charter of European Universities is the result of the proposal from the 
University of Bologna, in 1986, sent to the oldest European universities. The idea of the Charter 
was accepted with enthusiasm. During a meeting in Bologna (June 1987) 80 European 
university delegates elected eight board members, including President of the European 
Conference of Rectors, Rector of the University of Bologna, Paris, Louvain, Barcelona, 
Professor Kaputo Giuseppe (Bologna University), Professor. Manuel Nunez Enkabo 
(Committee for Universities of the Parliamentary Assembly of the Council of Europe Vice-
president). Document, whose draft was prepared in Barcelona in January 1988 signed by the 
rectors who were in Bologna to celebrate the 900th anniversary of the University. This 
document aims to highlight the most traditional values of universities and to foster strong links 
between European universities. However, this document has a universal inspiration and even 
universities outside the European continent are able to join. 

3.2. High education reform based on the Bologna Declaration 

The Bologna Declaration is a joint Declaration of European Ministers of Education convened in 
Bologna 19 June 1999, and refers to the reform of higher education in Europe and the 
foundation of the Bologna process. According to this declaration, reforms and implementation 
of the Bologna process was completed in 2010. In signing the Declaration of Bologna 1999th 
The agreement is to take place every two years at the ministerial conference which will be 
submitted reports on implementation of the Bologna process, share experiences and make 
signing communiqué, signed by all countries that have adopted the Bologna process and the 
inputs and the European countries that have not 1999, and decided to accept the Bologna 
process. Signed the following communiqué bearing the name of the city in which the ministerial 
conferences were held: 

• Prague Communiqué 2001 
• Berlin Communiqué 2003 
• Bergen Communiqué 2005 
• London Communiqué 2007 
• Levenski Communiqué 2009 
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4. ANALYSIS OF THE IMPACT OF ECONOMIC DEVELOPMENTS AND 
EDUCATION IN THE TRANSITIONAL PERIOD 

Analyzing the significance of economic trends and education, we must first take into account 
the economic strength of individual subjects, the way we look to the results of some studies 
according to which today approximately 300 largest multinational companies control as much 
as 25% of all production of goods in the world. The power of the company exceeds, often, the 
strength of individual national economies. Let us take as an example the fact that the turnover 
of a "Philip Morris" is higher on the annual turnover than GNP of New Zealand, [3] and that the 
base through the ages are stable inter-dependent processes of education and training market, or 
whether it is achieved real level of specialization? It was enough time for it, if we consider that 
this issue started to measure Adam Smith, back in 1776 indicating a need that increase on the 
market must increase the level of specialization. [6] 
In our country, like other European countries that previously joined the European Union, the 
present phenomenon of so-called voluntary harmonization of the legal system, which in theory 
is called period of "normative romanticism." Thus, Serbia adopted a Law, which incorporates a 
number of European standards, and before it is formally requested to the contract concluded 
with the EU, such as the Law on Protection of Competition and others, and some laws have 
been prepared and before the SSP- established with such obligations. This, therefore, in Serbia, 
with more or less enthusiasm, EU accession is seen as a major foreign policy goal since 2001. 
Consequently, the Government adopted the National Program for Integration (NPI) according to 
the National Program for the adoption of AC - NPAA (National Program for the Adoption of 
the Acquis - NPAA), which is the obligation of all candidate countries for EU membership. 
Since Serbia has not had a candidate for EU membership, such a document with the content and 
purpose is defined as a national program of Serbia's integration into the EU. 
This is a detailed plan that includes a time frame and priorities of the adoption of legislation in 
line with EU regulations and determine the authorities responsible for its preparation. Special 
attention is given to the administrative capacity to implement the legislation in terms of 
establishing new or reforming existing institutions, however, some part tied to particular needs 
in order to strengthen the administrative capacity has been removed (in the earlier proposals 
exist), which has repercussions on the financial viability of the adopted legislative agenda. 
So, when a topical subject in question - the standardization of educational reform in the period 
of rapid economic transition, we highlight the following major destinations: 

• developments in the Republic of Serbia and the region must be viewed within the 
wider environment, where, in the national company developments through its business 
practices, should be considered as indicators of current trends in the evolution of 
Serbian legislation and practice, and 

• developing and striving to improve standards and legal framework leaves small room 
for national subjects to set up autochthonous this field. 

 
Based on this, in the process of legislation in education, pointing out the possibility of a so-
called, principle of supremacy (primacy) of community law, which means that the 
communitarian legal order takes precedence over the legal systems of Member States and 
without the possibility that some of the countries to the principle of reciprocity requirements. 
[1] This view is confirmed in practice (in the famous judgment Costa vs. Enel), where it was 
pointed out that since it results from all of its elements, and that results from autonomous 
sources of law which arose from the Treaty of Rome, because its original and specific nature, 
cannot resist the internal legal text, regardless of its nature. The primacy of community law 
imposes on all employers in the national law of member states, regardless of their rank, be it the 
constitution, law or other administrative regulations. 
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5. RESUME 

Education must be based on ongoing reforms, however, not in the sense of denying the 
importance of the preceding but a kind of modernization. Many facts speak in favor of this 
paragraph: It is more computing power in the happy birthday card playing "Happy Birthday" 
then it was on the whole planet in 1950.  On a CD-ROM can fit around 360,000 text pages. Up 
to recently we had to pay for newspapers, phone calls and Internet connections.  Today, we can 
get them free, if we are willing to read, listen and watch "advertising." Tomorrow, we will be 
paid for that. Most of the economy, as well as most of society, are not based on what we call 
entrepreneurship. Companies and society are stable, routine operations. One does not leave 
much room for the imagination, but for the ability, we have it enough. What we produce today 
we will be producing tomorrow, possibly better and at lower cost. We cannot afford large shifts 
in production, or significant changes, just because someone came to a new idea. In doing so, we 
would quickly destroy our own economic power and infrastructure. We do need creativity - but 
in small doses. 
Finally, it should be noted that based on the above, more prominent is the concept of 
professional intellect, because intellect means managing professionals and should ensure 
success. The process of managing professional intellect consists of several stages: 

• Recruiting the best people, 
• Focusing on intensive staff development, 
• Constant increasing of professional challenges, and 
• Their evaluation 

 
In addition, we must admit that in the modern age, orientation towards the man and his 
education really needs to be predictable, because [4]: Capital, (too) often means dollar bills and 
coins, and others...; machinery and buildings, often means dirty and expensive hardware; people 
often means problematic software, and basic ideas are considered to be the most elusive of all 
elements. 
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Summary: Knowledge and its economic counterpart – intellectual capital – is the key economic 
and development resource of the new 21st century economy. Knowledge as economic factor 
does not get reduced by use; on the contrary, the value of knowledge for a certain economy 
comes from sharing knowledge with others. More and more, we consider knowledge to be the 
crucial resource for both companies and national states. Today, the key part of any economic 
strategy is the incorporation of knowledge and competence in order to create a new and 
sustainable advantage among other competitors. In the days that stand before us, knowledge 
shall become a personal responsibility. People must accept responsibility for their own 
knowledge and for the quality of work they perform, without waiting forhigher levels of 
management to put them into action. Answers to the following questions: what, how, where and 
when, are the most important elements of success in any business. 

Keywords: knowledge economy, knowledge, intellectual capital, human resources. 

1. INTRODUCTION 

Land is the key resource in an economy where agriculture is a prevailing economic activity. In 
an industrial economy, natural resources such as coal, iron ore, work force, represent main 
resources. The knowledge economy is an economy where knowledge represents the key 
resource, an economy where production and exploitation of knowledge has become the 
predominant factor in production of wealth. It is not simply about expanding the boundaries of 
knowledge; it is about more efficient use and exploitation of any and all aspects of knowledge 
with the aim of improving economic activities. 
The idea that knowledge plays an important role in economic activities is not a new one. All 
economies, no matter how rudimentary they might be, are based on knowledge about how, for 
example, to farm. Use of knowledge has been increasing ever since the Industrial Revolution. 
But the degree of incorporation of knowledge and information into economic activity is now so 
great that it is inducing quite profound structural and qualitative changes in the operation of the 
economy and is transforming the basis of competitive advantage. Growing level of knowledge 
incorporation into the world economy and our ever increasing ability to distribute that 
knowledge, have increased its value to all participants in the economic system. The implications 
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of this are significant, not only for the strategies of firms but also for the policies of 
governments that regulate economic behavior. 
Development of information and telecommunication technologies at the end of the twentieth 
century resulted in increased participation of information and knowledge, both in production 
technologies and in products, too. Increased participation of knowledge in the new value 
represents the main characteristic of transition from the industrial age into the new age, into the 
knowledge economy. 

2. KNOWLEDGE AS ECONOMIC FACTOR  

New challenges in economic theory and practice set before us new tasks in accordance with 
modern practice in solving them1. 
What is knowledge? In his book ‘New Organizational Wealth’ Karl Eric Sveiby from Sweden 
characterizes knowledge and says that knowledge is individual, invisible, action-oriented and 
based on rules and constant changes. Knowledge, actually, in every day life appears as 
competence. 
In many aspects, knowledge economy differs profoundly from industrial economy as known to 
us in the last two, two and a half centuries. Comparative advantages in the twenty first century 
more often come from implementation of technology, knowledge and skills then from 
advantages based on natural resources and capital-work force relation. Differences include 
information revolution, knowledge, skills and learning, innovation, global competition and 
production.  
As Houghton & Sheehan claim, (2000) the knowledge economy stems from two main forces 
and these are: the rise in knowledge intensityof economic activities, and the rise in 
globalizationof economic affairs. The rise in knowledge intensity is powered by the combined 
forces of the information technology revolution and the increasing pace of technological 
change. Globalization is empowered by national and international deregulation, and by the IT 
related communications revolution. 
The same authors feel that the knowledge economy and the increasing role of knowledge as a 
factor of production are characterized by several things: unprecedented rise in the codification 
of knowledge with resulting increase of networking and digitalization; increasing codification 
of knowledge is leading to a relative shortage of tacit knowledge; codification is promoting a 
shift in the organization and structure of production; information and communication 
technologies increasingly favor the diffusion of information over re-invention, reducing the 
investment required for a given quantum of knowledge; the increasing rate of accumulation of 
knowledge stocks is positive for economic growth (raising the speed limit to growth); 
knowledge is not exhausted in consumption, on the contrary; codification is producing a 
convergence, bridging different areas of competence, reducing knowledge dispersion, and 
increasing the speed of turnover of the stock of knowledge; codification gives more importance 
to the role of knowledge and skills used for problem solving; ability to distribute knowledgeis 
critically important; learning involves both education and ‘hands-on’ learning-by-doing and 
byinteracting; learning organizations are increasingly networked; initiative, creativity, problem 
solving and openness to change are increasingly important skills; if not introduced in a timely 
fashion, the transition to a knowledge-based system may make market failure systemic; 
knowledge-based economy is so fundamentally different from the resource-based system of the 
last century that conventional economic understanding must be re-examined. 

                                                           
1 Mikić, S., et al., Economy reengineering at the beginningof 21st century, International journal of 
economics and law, Vol. 1, No. 3, Novi Sad, 2011. 
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Information and communication technologies have greatly reduced costs and increasedthe 
capacity of organizations to codify knowledge and to process and communicate 
information.But, in doing so, they have radically altered the balance between codified and tacit 
knowledgein the overall stock of knowledge. In essence, they created a shortage of tacit 
knowledge. Tacitknowledge in the form of skills needed to handle codified knowledge is now 
more important than ever.Whereas machines replaced labor in the industrial era, the knowledge 
economy more and more demands tacit knowledge unique to humans. These skills include, first 
and foremost, conceptual and inter-personal management andcommunication skills, as well as 
problem solving skills. 
The knowledge economy brings along new ground rules. Knowledge as commodity has 
fundamentally different characteristics from ordinary elements of production. Unlike physical 
goods, knowledge is not destroyed in consumption; its value in consumption can be enjoyed 
again and again. Therefore, we can say that investments in knowledge multiple through 
distribution of knowledge. 
New terms related to the knowledge economy already have a place in economic dictionaries. 
Those terms include: intellectual capital, organized knowledge, organized learning, information 
century, age of knowledge, information advantage, tacit knowledge. All these together form a 
paradigm where competitive advantage is based on individual workers and organized 
knowledge. 
Knowledge is an economic factor which does not get depleted by use; on the contrary, the value 
of knowledge for a certain economy stems from sharing knowledge with others. 
According to the World Bank site, the four pillars of the knowledge economy are: education 
and training; information infrastructure; economic incentive and institutional regime; 
innovation systems. These four pillars enable an economy or an organization to realize its value 
in the knowledge economy. For any nation or organization to be able to create, share or use 
knowledge, educated and trained employees are essential. Today information revolution takes it 
for granted that Internet already represents a given basis for business operations. It is the 
responsibility of governments to create economic environment that will bring about free flow of 
knowledge, to be supportive of investments in informationand communication technologies and 
to encourage and support entrepreneurship. A whole network of research centers, universities, 
think tanks, private enterprises and community groups must be created in order to tap into the 
growing stock of global knowledge. This knowledge, in turn, must be adapted to our local needs 
in order for the new knowledge economy to create new value.  
Economies are focused on how to best use human potential which must be translated into 
knowledge. The new economy is based on innovation, on human imagination and on creativity 
as the most important value creators. It should be pointed out that there are no, nor can there 
ever be, boundaries to knowledge, whether local, regional or national. ‘Skies’ alone are the limit 
for human potential. In this regard, there is no other economy but global economy today, and 
knowledge is its key resource.  
Having all this in mind, what can we predict, which states shall thrive as the knowledge 
economy prospers (and prosper it will, and it will become dominant, we believe that is certain). 
Those societies (states),  organizations and individuals whose knowledge and skills are 
adequate enough to overcome today’s huge challenges – such as the speed of change in today’s 
world,  complicated business environment, – only they shall thrive and prosper.  
In their book “Accelerated Learning for the 21st century” Rose &Nichols (2001) suggest that 
future belongs to those who successfully master accelerated learning, develop their memorizing 
abilities and adopt creative way of thinking. “We live in a world where the abilities to absorb 
information rapidly and to think logically and creatively are the most important skills that you 
can possess.“2 

                                                           
2Rose, C & Nichols, M.: Accelerated learning. http://www.acceleratedlearning.com 
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3. INTELLECTUAL CAPITAL AS THE MAIN RESOURCE IN THE 
KNOWLEDGE ECONOMY 

One of the leading scholars in this filed, the Editor in Chief of the Harvard Business Review, 
Thomas Stewart, in his book: ‘Wealth of Knowledge: Intellectual Capital and the 21st century 
Organization’ defines intellectual capital: “Intellectual capital represents employees’ 
knowledge, skills and abilities; from a research team all the way to manual workforce, all of 
them have developed a thousand different ways to increase the efficiency of their organization. 
Intellectual capital means collaboration; companies and clients learning together and this joint 
learning creates a tight bond between them and insures that their cooperation is successful and 
lasting.“3 
“The concept of intellectual capital first appeared in the nineties when market value of 
companies was rapidly becoming significantly higher than the accounting value of their total 
material and financial property as a whole.“4 
Intellectual capital represents the knowledge of all those employed, but knowledge becomes 
intellectual capital only if verified or realized on the market. 
In his paper “Explicit Knowledge versus Tacit Knowledge”Sanchez (2008) describes explicit 
knowledge as knowledge represented in plans, licences, patents, blueprints, drowings, 
textbooks, manuals, korporation standards, etc. Contrary to this, tacit knowledge is defined as 
knowledge that is in the minds of employees, as knowledge presented as capability, vision, 
problem solving ability, leadership ability.  
In that same way, value of any organization and their balance sheets as well consist of both their 
financial (visible) and their intelectual (invisible) capital. 
Answers to the questions: what, how, where and when are the crucial elements of success in 
business. Therefore, defining knowledge, managing knowledge, measuring and improving 
knowledge, improving knowledge and its economic counterpart intellectual capital – all those 
things represent crucial challenge in the new knowledge economy  
In his book “E-Myth” Gerber claims that knowledge management is the most important 
condition for creation and development of sustainable growth of intellectual capital in any 
organization. Successful and useful implementation of knowledge increases intellectual capital. 
In short, today, manager in any organization is the person who solves problems, period. As 
those problems and challenges become larger on a daily bases, as their number and variety 
steadily grow and it is becoming increasingly difficult to foresee them, that much more the need 
for tacit knowledge becomes obvious to us. Creativity is immanent to tacit knowledge as one of 
its main components.  
According to the classification that is often used (Čubrilo, 2011), intellectual capital consists of 
three categories, i.e. three different groups of invisible resources: 1) Human capital represents 
employees’ abilities, not ability per se but only when those abilities get translated into actions 
that create value for that organization; 2) Structural capital consists of organizational routines, 
procedures, systems, data bases, corporative culture. Certain aspects of this form of capital can 
be legally protected and they then become intellectual property of the organization; 3) Relation 
capital encompasses relations of that organization with others; it is the image of that 
organization, its relations with customers or suppliers, its relations with financial organizations.  
In order for intellectual capital to create value and increase the output of any organization, it is 
necessary that we provide unobstructed flow of knowledge on all the levels of any organization. 
Any society and organization must develop strategic plans for creation and development of 
intellectual capital. Therefore, they first have to obtain a full and balanced view of the existing 
intellectual capital, and then they have to manage it properly, all that in order to sustain and to 
develop intellectual capital. 

                                                           
3Stewart, A. Thomas, Wealth of Knowledge, Random House Inc., Washington (2008), pp. 28  
4http://hr.wikipedia.org/wiki/Intelektualni_kapital 

http://hr.wikipedia.org/wiki/Intelektualni_kapital
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4. CONCLUSION 

“Total human knowledge accumulated by the year 1900 had doubled by 1950. Since then, total 
human knowledge doubles every five to eight years.”5 This ‘explosion’ of knowledge results in 
the fact that national states and individuals who have that newly acquired knowledge at their 
disposal gain enormous potential to continually increase their standard of living, their quality of 
life and their wealth in general.  These huge, fast and daily changes influence business lives of 
individuals, organizations, states and world in general in a way that will drastically alter our 
previous way of life in every single possible way.  
Some economists (Arthur, 1996) suggest that increasing returns on investment in nations whose 
economies are networked and whose leading economic resource is intellectual capital – in the 
environment of the new knowledge economy – will lead to an increasing concentration of 
wealth and to the situation where ‘winner takes it all.’ Others (Houghton & Sheehan, 2000) 
contend that the expansion of knowledge driven economy will create a proliferation of material, 
firms and activities atall points and at all levels, suggesting that no one can expect to enjoy 
continued controlof markets. “There may be temporary monopolies, but they cannot last.”6 
Because intellectual capital holds the central position in the knowledge economy and in the 
process of value creation, it is of utmost importance to create balance between financial and 
intellectual capital. It is absolutely necessary to manage all the available resources – both 
visible and invisible. Every organization has a strategy of financial capital management; in that 
same way, this strategy must always be accompanied by an intellectual capital management 
strategy. That is the only way for societies and organizations to survive on the market.  
Only those individuals who adapt to this new environment, to these new times and to the speed 
of change, only those individuals who continually gain new and renew their old knowledge, 
only those who place accent on their own creative thinking and their problem solving abilities, 
will be in the position to hold their jobs. This prediction might seem gloomy to some, but we 
firmly believe that for the majority of people it offers a fantastic opportunity to implement their 
potential. Anyhow, what could motivate you more than the fact that today you do not really 
need financial means for your own (personal) success. What you do need, however, is will 
power, energy, self-confidence and ability to solve problems and move forward. Once upon a 
time someone said: ‘It is better to have knowledge than to have goods.” Therefore, our destiny 
is in our hands and in our hands alone. 
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Summary: The rapid development of society, science and technology requires modernization 
and education process. It is obvious that traditional educational technology cannot meet social 
needs, interests of young people, even the interests and abilities of a qualified teaching staff. In 
order to improve the educational process, it is necessary to develop new teaching methods that 
will meet the challenges of the market and be consistent with the rapid development of modern 
technology. A new approach to education should be based on the use of modern electronic-
based resources that will change approach to knowledge acquisition. Knowledge and use of 
modern technology contributes to the modernization of the educational process, improving the 
quality of the same and larger effects of exercise in teaching, which is a prerequisite for rapid 
economic growth of society as a whole. 

Keywords: education, information technology 

1. INFORMATION SOCIETY [4] 

The increasing role and importance of information and communication technology in human 
society is undoubtedly one of the most important characteristics of today's world. We are thirty 
years in the informational era, and Internet and Internet environment fundamentally changes the 
approach to all aspects of human endeavor, including education. The importance of information 
in today's society has led many scientists to claim that we live in a new "information 
society". There are numerous reasons for this: more information and data collected during the 
last three decades than in the previous 5,000 years. Period of aging information in the field of 
information technology has been six months and the amount of information that appears today 
in one day is greater than the total amount of information from the foundation of the world as of 
the Middle Ages. New York Times, the famous American magazine, publishes more information 
on a weekly basis than man has collected in his entire life in the sixteenth century. The whole 
human knowledge has doubled in the period between the 1900-1950. Since then it is doubling 
every 5-8 years. In the developed world new generation, so-called “Millenniums” has been 
created. This is the generation of 12-25 years old. They competently use computers since the 
age of seven, 85% have a personal computer, and over 20% have more than one computer. 
They use Internet on average 2-3 hours a day, 40% communicate with professors and teachers 
via e-mail, 80% of them use e-mail to communicate with friends, 55% have Internet access 
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from school or from college, about 60% of them prefer Internet from the phone, playing on the 
computer is their biggest hobby, etc. The conclusion is that today's society fully evolving in the 
information society and advancing information technology and communications changed the 
life time of each individual (how each individual works, how learn independently, how 
study and investigate and ultimately how society educate children). 

2. APPLICATION OF IT IN EDUCATION - EUROPE AND SERBIA 

For a long time, information technologies are present, and not a future that is yet to come. In 
addition to reading, writing and numeracy, knowledge of information technology is one of the 
elementary literacy. Relatively inexpensive IT technology provides access to learning anywhere 
and anytime, so that schools and textbooks no longer have a monopoly on the mind of a young 
man. This is the reality of life for the present children, who will do future jobs. It takes to catch 
up with new technology, primarily in education, because educational institutions are institutions 
of great importance for national economy and international competitiveness. 
There are two basic approaches to the introduction and application of IT in the school syllabus 
in countries across Europe. These are the introduction of individual cases in the field of ICT, 
and, on the other hand, the use of IT as a tool within other subjects or projects. 
Sweden is among the leading countries in the field of IT and its success and expertise provide 
suitable opportunities for socio-economic development. Use of IT in Sweden is included in all 
school subjects, and it is present as special subject in schools. In addition to narrowly vocational 
teachers who teach the subjects that deal with only the information technology, all teachers are 
trained to implement their subjects with a substantial use of IT. 
In the Republic of Serbia, only 3.6% of the total budget is allocated for education and 97% of 
that amount went to salaries in the sector. It is clear there is no option for investment in 
information technology. One solution might be to cooperate with companies engaged in the 
development of information technology. [5] 
Microsoft, for example, in 2003, launched a five-year initiative called "Partners in Learning" 
worth $250 million. Since then, is working closely with teachers, politicians and community 
leaders in over 100 countries. So far, this program covers more than 3.6 million teachers and 
school principals, and more than 76 million students. The aforementioned program in Hungary 
played a key role in reducing the number of students who had no training related to information 
technology, with 34% nationwide in 2005, to only 8% in 2007. [3] 
A complete and quality application of IT in the organization of teaching requires fundamental 
changes, ranging from the environment in which instruction and introduction of IT in any of the 
items. In addition, the integration of ICT into the teaching process entails the issue of teacher 
professionalism. In a traditional teacher education is the central figure of the complete 
educational process that decides on the content of the lectures and how to assess their 
learning. At the lecture went about 80% of the time, and interaction between teacher and 
student is minimized. Therefore, the education system that depends on the teacher is dependent 
on time, location and situation. In the educational system of the new information age, students 
with the help of specialized software can learn at any time or any place where it suits them and 
the topics that interest them. New education system forces us to redefine the role of teachers. In 
the global virtual spaces, the teacher or lecturer should leave its role to the students and become 
a guide and facilitator in the learning process. Therefore, training and professional development 
of teachers, their preparing for lifelong learning, frequent monitoring of trends and changes in 
information and communication technologies is an inevitable process. 
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3. DISTANCE LEARNING  

Distance learning has evolved from correspondence schools and essentially is based on 
materials and books that are sent by mail or e-mail, and passing the exam. Distance learning is a 
concept that is long in the field of education. It occurs at the end of the nineteenth century and 
many of the older educational programs involving IT. Distance education has always been an 
alternative, often disputed and dismissed. That attitude is changing only in the last few years in 
Western Europe and North America. Around the beginning of the nineties, the combination of 
distance education with the use of IT, its name and form make what we call today the online 
distance education. Distance learning means that learning takes place separately in time and 
space between lecturers and students. Such an organized educational process is accessible to a 
wide audience and the actual costs of learning are much lower, and it provides great democracy 
in education, and excludes all forms of discrimination.  
When it comes to distance learning is often used in a number of terms: Distance Learning, 
Distance Training, Distance Education, eLearning (e-Learning, "e" Learning), Online 
Education, Virtual Instruction, Virtual Education, Virtual Classrooms, Electronic Classroom, 
Blended Learning, etc. An understanding of these terms as synonyms is no accident. They all 
have in common to assume a learning process in which the knowledge source and recipient is 
physically located and where their relationship is mediated by using ICT, and reflect the 
nuances of individual options within the process of distance learning. 

4. E-LEARNING OR TRADITIONAL LEARNING 

There are many reasons why distance learning is popular and why numbers of students 
interested in this kind of study is growing. The main reasons are reduced costs of traveling from 
small towns in the university centers, and then the cost of rent and other costs associated with 
staying in the place of study, the possibility of selection of faculty outside the borders of the 
country, able to work while studying, and so on. Of course, this concept of learning has its 
disadvantages. As the main problem and reason for giving up this kind of study is the student is 
feeling isolated, the lack of adequate technology or possession of the equipment often breaks 
etc. The burden of teachers in preparing classes is bigger because they need to invest twice as 
much time in relation to traditional approach, etc. 
In order to notice the difference between e-Learning and traditional way of learning, following 
comparative review: 
 

Table 1: Comparison of the characteristics of distance learning  
and traditional learning methods[6] 

Characteristics of course E-Learning Traditional 
learning 

Independence from the place of instruction   
The independence of the schedule of classes   
Low costs for users   
Possibility of self-organizing time for learning   
Discussions with other participants of the course   
„1 – 1“ consultations with the teacher   
Technical Support   
Texts for reading   
Tutorials   
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Characteristics of course E-Learning Traditional 
learning 

Multimedia Materials   
List of additional resources for learning   
Unlimited repetition of material   
Projects and seminars   
Sites on the Internet for learning   
Exercise   
Tests   
Final tests   
Current availability of results   
Glossary and FAQ database   
Certificate of completion of the course   

5. DISTANCE LEARNING IN SERBIA 

The fact is that in Serbia distance education is developed in the manner and intensity as those in 
other areas. Western countries, for example, within their educational system evolved different 
shapes and forms of education, among others, distance education, in line with its economy, 
culture, geographical conditions and others. In Southeastern Europe the development of such 
programs is encouraged, and such forms of education are often understood as an additional 
form of learning and not as an additional value of the existing education system."According to 
survey in 2003, realized by the team from Uciteljski fakultet in Belgrade, of 1104 respondents - 
students and teachers to the question, “If you had the opportunity to choose between traditional 
way of distance learning, a combination of traditional education and distance education 849 
(76.9%) of the respondents respond - a combination of traditional education and distance 
education. It should be borne in mind that students and teachers in our country mostly had not 
experience with distance education, however, they recognize its benefits (primarily high degree 
of flexibility that it offers). This study showed that only 22% of respondents strongly believe 
that the achievements gained through distance education should be valued equally with the 
achievements gained through traditional teachings, while an additional 40% mostly agree with 
that statement. Here people still do not believe that this method can get the same quality 
education as the traditional way. Many of them believe that distance education does not have 
the same status as traditional education and it is the obstacle to its development. "[7] 
Since distance education in our country is still a relatively new phenomenon, it is frequent 
theme of discussions but is poorly practiced.  However, in Serbia we have every reason for the 
introduction and expansion of distance education. We have 120 thousand teachers and 
professors in need of continuous professional development. We have employed and 
unemployed people who need various forms of additional education in the age at which the 
business or family commitments are unable to attend traditional, place and time for mandatory 
programs. We have educational institutions and experts in the tradition and quality that does not 
lag behind the world "providers" of educational content. 
Direct need for education has approximately 4 million citizens of the Republic of Serbia. This 
number includes both the young generation, which is entered into the formal school system, and 
adults without basic education, without the necessary professional qualifications, the 
unemployed who need retraining, employees who need some form of extended education, such 
as innovation, additional training, etc.[8]. 
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6. RESISTANCE TO CHANGE 

Peculiarities of the information society require changes in educational models and 
implementation of new interactive and remote learning methodologies that use information and 
communication technologies. 
There are two key aspects of electronic instruction. The first aspect is related to methodological 
aspects and the different styles of teaching and the other on resistance to change and fear of the 
unknown. 
It is concerning the fact that the organization of the electronic teaching literally copy the same 
text, maps and slides from printed materials, and could be used much more interesting and 
diverse mediums and styles could be used more appropriate. For example, often on a computer 
screen can see the same text that can be found in the classic book. Moreover, it is obvious that 
the student who follows the electronic lecture does not want the same text or manual that would 
use the traditional course simply be reproduced on a computer screen. The success of the 
education requires the creation of a new digital language that combines intelligent technology 
and pedagogy. The teacher must master the necessary skills that will enable him to make the 
best design and multimedia material to be a helper and support the student in electronic lectures 
to overcome the technological barriers. From the standpoint of static and passive conceptions of 
teaching, remote classes are usually regarded as second-rate option, or, at best, complementary 
or additional option to traditional face-to-face which, in itself, is considered superior. The result 
is that the traditional teaching styles are commonly used as a basis for learning and teaching in 
the virtual world. This is a clear sign of resistance to changes and it helps to understand many 
frustrations experienced by some teachers, along with the students. 
Overcoming resistance to change and adopt new teaching styles are the two biggest challenges 
faced by teachers in the information society. If you can overcome these challenges, the teacher 
will redefine its role and become a motivator and mentor pro-active students, as well as the 
planner and program manager of electronic instruction. At the same time, the teacher will be 
able to offer the students the necessary support to those able to overcome technological barriers 
and learn to sail alone to the new global oceans of information. [9] 
Change is, until recently, was considered an abnormal condition that must be resolved to ensure 
that all return to old as soon as possible. With the arrival of the IT revolution changes have 
become inevitable. Everything changes in order to survive and nothing is forever except 
changes. All social and business systems are subject to constant changes and adaptation to a 
variable environment, including the entire educational system of a society - as Rita Mae Brown 
simply say, "Excellent definition of stupidity is doing the same old things the same old way and 
expecting different results". [10]. 

7. RESUME 

Bearing in mind the fact we live in a time of great and rapid changes that result from the 
development of technology, adapting to this development was inevitable. Education and 
learning process are forced to follow these changes, especially since this is the communication 
time associated with the greatest revolution in the history of the discovery of the printing press. 
The development of computers, technology and Internet use, enable quick and easy access to 
instructional and educational content, and no physical presence (in the classroom, faculty, etc.), 
24/7 access to information, rapid feedback, greater availability of teachers, etc. Nevertheless, 
precisely these planetary changes (networking, globalization, etc.) have generated a new 
problem that is reflected in the rapid obsolescence of acquired knowledge and skills. In 
addition, the traditional role of teachers as a central source information changed significantly, 
and teachers who do not accept the acquirement of new models and generally cease to learn, 
will not survive. "These arguments lead us to the concept of lifelong education. The lifelong 
learning include distance learning, greater use of IT and communication technologies, 
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combining formal and informal education, education at the workplace. Serbia starts over again 
to develop a system of lifelong learning. Sometimes the evening schools and national 
universities offered further education for adults. Today the focus is on non-formal education 
(in-service education, training and additional courses, etc.), continuing education (through, for 
example, easier and more accessible to master and specialized studies) and implemented the 
reform of vocational and university education. [11] 
Thus, digital technologies have definitely changed the definition of literacy, and for the 
generations born in the new technological environment, learning is very different postulated. To 
make the education system to be successful, you should apply modern technology and to follow 
contemporary with the first and main characteristics of constant change. The needs of society 
and the economy are constantly changing and of the possibilities of their monitoring and 
adjusting to them directly depends the success and development of the nation. 
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Summary: The share of price of goods in logistics is considerable, so the management copes 
with the task of reducing total logistics costs. If we neglect the environmental aspect, during the 
life cycle of the system leads to increase of costs in the system and environment, often there is a 
likelihood of irreparable damages. The approach of taking into account the environmental 
impacts during the design of logistics systems, management systems and organizational - 
technological innovations and innovations in order to optimize is considered. It also deals with 
the specific legislation affecting the logistics management from an environmental point of view. 

Keywords: management, logistics systems, ecology 

1. INTRODUCTION 

The objectives of the system that produce tangible goods and services and sell them on the 
market are reduced to the maximization of profits. Logistic systems as subsystems provide 
support through the establishment of reserves, the realization of transport process, storage and 
handling the goods, from pre-production to consumption. At the end of the last century, studies 
were conducted (Britain, USA, etc.) by which, among other things, were determined that for the 
logistical activities use from 39% up to 60% of the total national product (/1/). Minimization of 
costs caused by the movement of goods from production preparation to delivery to the end user 
is of crucial importance and must be in synergy with the system that supports it. The logistics 
system as a subsystem of the company or logistics company (a company whose main activity is 
production logistics services) implements objectives in a given environment, and the 
environmental impact in the system-environment interaction is of increasing importance. 
Ignoring the environmental aspect in the design of logistics systems as well as during the 
management or operation at the technological or organizational level in order to improve can 
cause irreparable damage. Analysis of costs arising from environmental requirements should 
include life cycle of logistics system. Minimization of costs, which implies the neglect of 
environmental aspects, can reverse into the increase in costs during the life cycle of the system. 
Emissions of harmful gases, disposing harmful fossil fuels at the "closest and cheapest" location 
cause an increasing burden to health systems: inadequate fertilization and pest management 
takes its toll in the form of violations of human health, pollution of soil, water, etc. One of the 
possibilities is to prevent damage or minimize is the legislation. 
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Modern technology (information, handling, transport, etc.) allows achieving of the maximum 
fulfillment of environmental requirements in the implementation process in logistics systems. 
Experience shows that, for example, in the process of providing hot water in hospitals, hotels 
and other facilities, investments in the solar system are paid off already in the first couple of 
years. For intercontinental transport of goods, especially those that have achieved specific 
conditions (temperature, pressure, etc.) in order to maintain quality, are increasingly using the 
funds that, at least partially, use alternative energy sources, which certainly contributes to the 
system-environment interaction on ecological grounds. 

2. THE ROLE OF MANAGEMENT 

Basic information flows are shown in the picture: 
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On each sub-system (packaging, internal transportation, storage, transshipment-manipulation, 
external transport) in addition to organizational-technological, and environmental requirements 
occur. Managing system (subsystems) encompasses defining of these requirements, controlling 
implementation, and corrective actions. 
The management at the strategic level, the design and/or interventions to optimize the system, 
with the organizational and technological, provides and sets meeting of environmental 
requirements. The design teams use the methods of operational research (mathematical 
programming, statistical methods, simulation, fuzzy approach, heuristic methods, etc.) for 
modeling logistics systems. With the identification of technological requirements at an early 
stage, environmental demands and constraints that are placed on the logistics system must be 
identified. External storage and transport, for example, may require a number of environmental 
constraints, even if it is not about hazardous materials (explosives, gases, flammable materials, 
and oxidizing, toxic and infectious substances, radioactive, corrosive and other hazardous 
materials). Perishable products, waste materials, recycling are some of the issues that 
management needs to address. 
At the operational level, the management has a significant role in setting, prescribing, 
monitoring and taking control actions with regard to environmental requirements. Permanent 
management objective is to minimize logistics costs. In relation to processes in which they 
occur, these costs can be analyzed as: 

• Logistics costs in the process of ordering (t1), 
• Logistics costs in the process of transshipment (t2), 
• Logistics costs in transport processes (t3), 
• Logistics costs in the process of warehousing (t4), 
• Logistics costs in the process of servicing users (t5), 
• Logistics costs in the process of providing resources and services (t6) 

 
Management systems and processes include among other things, an analysis of costs related to 
personnel, use and depreciation of equipment, information system, and power consumption, 
security system, providing environmental and other requirements. A simple record (and 
complicated solving) of logistics costs function T is: 
                              n 
                      T =  ∑ t i              min 
                             i=1 
 
If the function of achieve profit is aiming to maximum. Management commonly has at its 
disposal available equipment and computer packages for linear programming, dynamic 
programming, multi-criterion optimization, simulation, etc. Modern computer technology 
allows the rapid flow of information on the state of resources, goods, market demand, etc. so in 
that sense, it is easier to take management actions. 

3. LEGAL ASPECTS 

Building on everything already mentioned above, immeasurable but also an essential aspect of 
logistics and management is a legal aspect within which it is necessary to move, for reasons of 
competitiveness at the national and international markets. 
Given the global trend of environmental protection, respect and adopting such international 
regulations and their implementation in national legislation on the one hand, and the maximum 
commitment for their concrete application in practice i.e. controlling their use on the other 
hand, would allow that certain goods and services are placed on the global market in a 
competitive way. 
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The way of legal actions may be reflected in many aspects such as: 
1. Global – through charters, declarations 
2. National, state, regional - through laws, regulations 
3. District, territorial, local - the national plans and projects 

 
At the global level, we will cite only a few: The Vienna Convention and Montreal Protocol, 
Kyoto Protocol, Local Agenda 21 from the Earth Summit (Rio de Janeiro, 1992), the UN 
Millennium Declaration from 2000, the Summit on Sustainable Development (Johannesburg 
2002) (/2/) 
At the regional level that could be achieved through the National Environmental Action Plan – 
NEAP 
NEAP methodology can be considered as a set of tools that allow complete, efficient and 
integrated policy reform in the environmental field. In connection with the preceding, we 
present some of the directives in the field of waste management legislation in the EU: 

• Council Directive 75/442/EEC on waste (Framework Directive), 
• Council Directive 99/31/EC on the waste landfills,  
• Council Directive 2000/76/EC on the incineration of waste 
• Council Directive 86/278/EEC on the protection of the environment and especially the 

land in case of use of secondary fertilizers in agriculture, 
• Directive 2002/95 on electrical and electronic equipment waste 
• Directive 96/61/EEC on integrated pollution prevention and control 
• and others 

 
At the local level, when it comes to Serbia, in 2003 the National Waste Management Strategy - 
a program of approaching EU-NEAP was adopted, and it represents a long-term strategy of the 
country in the area of environmental protection through improving the quality of life by 
providing the required conditions of the environment and nature conservation based on 
sustainable environmental management.  
Accordingly, since 2004 onwards several laws were adopted, namely: 

• Environmental Protection Act, Official Gazette of RS, no. 135/2004, 36/2009 72/2009 
and other acts and 43/2011 - Decision of the US RS, 14. 06. 2011 

• Packaging and Packaging Waste Act, Official Gazette of RS, no. 36/2009, 15.05.2009 
• Air Protection Act, Official Gazette of RS, no. 36/2009, 15.5.2009 
• Dangerous Goods Transport Act, Official Gazette of RS, no. 88/2010 of 23.11.2010  
• Waste Management Act, Official Gazette of RS, no. 36/2009 and 88/2010 of 

23.11.2010  
• And others 

 
What is important and concerns the legal aspects of ecology, is that everything mentioned so 
far, especially the local legislative provisions, should be guidelines for logistics in screening the 
operation and cost optimization, and must be incorporated into plans for a more objective 
insight into the business. 

4. RESUME 

Renewal of technological elements for achieving the optimum logistics systems is a complex 
procedure, regardless of whether it is about administrative or executive bodies. Procurement of 
modern information, handling, transport and other means must be designed by taking into 
account the ecological requirements which logistics system must provide. 
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Costs that occur at that moment should be analyzed for the entire life cycle of technological 
elements and, if possible, of the system. 
Information systems that ensure the timely flow of information, inventory management, etc., 
can contribute to optimization of logistics systems. 
It is also necessary to take into account possible damages that could occur with high probability 
due to lack of these funds. 
Executive technological elements that use alternative energy sources contribute to the system-
environment interaction from the ecological point of view. 
Legislation on international and national level also must be observed. 
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Summary: The technique of creative production activates the group members to find creative 
ideas. For successful implementation of brainstorming techniques is very important to know the 
techniques and create the appropriate atmosphere for work. The universality of technology and 
its easy application that generates an innovative solution to the problem, ensure the timeliness 
of this technique in all managerial circles. 
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1. INTRODUCTION 

Brainstorming is a technique of encouraging creative work of human, directing individual or 
group to create new ideas. This technique is applied for the intensification of thinking of 
employees to address the issue in a different - an innovative way. The goal is to find an idea that 
provides a solution to the problem differently and efficiently. 
It is believed that brainstorming appeared in ‘40s of last century by the American biologist Alex 
Osborn. He found that the regular business meetings eventually become more formal and stifle 
the creation of new ideas; he thought it necessary to create a favorable creative atmosphere. 
Osborn was trying to find one and form the kind of business meetings that created an 
atmosphere of encouragement and creation of ideas. This technique has proven as very effective 
in the industry, began to be applied in the service sector, primarily in healthcare, public 
administration, educational institutions and other organizations. Its simplicity allowed for ease 
of application, as managers beginners and experienced managers who have given impetus to the 
working teams and open minds. 

2. CREATIVE ATMOSPHERE 

Early criticisms directed by forms, assessment and evaluation of individuals at pre-specified 
criteria stifle creativity i.e. the emergence of ideas. Individuals tend to fit into the criteria, and if 
that does not happen, they often apply sanctions. Some are afraid of their own ideas and 
underestimate them. Self-censorship becomes a major obstacle to the emergence of ideas that 
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lead to a completely different way than previous work. The evaluation gives an idea of their 
effects after careful consideration in the later stages of the technique. 
In applying this technique, it is important to be implemented in a relaxed atmosphere, without 
prejudice and without criticism, where ideas can be present freely. The ideas are then combined 
and discussed, after which is estimated their influence and rank. [2] 
The teams for the creation of ideas must formulate principles that every individual should be 
holding on, such as: 

• We produce ideas, because they are the most valuable 
• Let’s search for unusual and radical ideas 
• The craziest ideas are welcome 
• Wrong idea is the unspoken one 
• Let’s link our ideas with the ideas of others 
• It is forbidden to criticize ideas, whatever they were and where they come from 
• We are not here to criticize and to comment on other people's ideas 
• There is no authorship of idea 
• We should point out as many ideas as possible; the quantity is the most important. [5] 

 
In order to avoid censorship, Osborn sought to separate the process of thinking in timely 
manner in two steps, although it is difficult to do so. At the first meeting, the emphasis is given 
to the production of ideas, and at the second meeting, they are criticized and valuated.  
Osborn was also found the greatest resistance to the creation of new ideas is coming from 
experienced people, who often understood working processes as routine activities. They are 
often unable to see simpler and more rational decisions, as they don’t feet in their experiential 
milieu. Large and experienced professionals should be prepared to serve the origin and 
development, not prevent the formation of ideas. In fact, a significant impact has individuals 
from other industries, which usually aren’t blinded by the originality of their profession, and 
who often break taboos on certain issues. For example, in solving a medical problem it is 
necessary to hire technical experts from the profession i.e. in solving technical problems, 
experts in marketing, etc. To provide a variety is a condition for development of ideas and 
creativity in general. 

3. BRAINSTORMING TECHNOLOGIES 

Brainstorming or brain storm is a popular method of group interaction. For its effective 
implementation is necessary to provide the required conditions, and to respect certain rules. 
Activities for the realization of brainstorming generating ideas we will divide into several 
phases: 

1. Defining the main problem 
2. Assembling a team (5-15 members, staff of different professions) 
3. Selection of team leader 
4. Providing adequate space and time to work 
5. Introducing the team with the problem and the rules of the group 
6. Generating ideas 
7. Writing, analysis and evaluation of ideas (by group and given search criteria) 

 
Brainstorming technology begins by defining the problem. The problem must be simple. If the 
problem is complex, it must be broken down into several smaller problems. 
Since the brainstorming is group technique for generating ideas for the success of this technique 
a group size is very important. Group size will depend on many factors, such as competence, 
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psychological characteristics of individuals. Notwithstanding the foregoing, the group should 
not be less than five but not more than fifteen members. Small groups do not generate enough 
creative potential, while too large a group is counterproductive. If management opt for small 
groups of five, there will be fewer ideas, and if increase the number over fifteen members, then 
it increases the entropy function of group and then as a rule, opportunities for creative ideas are 
reduced. In a large group of individuals are often afraid to comment or express their ideas. 
The efficiency of the group in terms of creating the ideas grows if it is diverse. Uniformity is a 
big problem for creativity. Therefore, in brainstorming teams, it is necessary to introduce the 
workers of different age, professional, gender, and other hierarchical levels, the group should 
appoint leaders and managers. Fostering group or team spirit is a fundamental prerequisite for 
the success of creating ideas. 
The leader of the group is the most important figure in the team to create ideas. It is therefore 
necessary to choose an individual who has a sense of democratic style of management team, 
who has a sense of teamwork, who knows how to motivate and has the ability to communicate. 
In the brainstorming is important the environment in which the team works. Best results are 
achieved if the team is working in pleasant and technical areas only. For this purpose, the most 
convenient are so-called "business centers", which are outside the company, in the picturesque 
landscapes (sea, lakes, mountains, etc.) and with appropriate equipment for the presentation 
capabilities of companies. Participants should seat at a round table, confirming that all 
participants are equal, and that the leader is the first among equals. This method allows better 
communication. 
To create ideas is important the time of the session, their length so on. The sessions should be 
maintained when the biorhythm of the most individuals is the best and when a human can give 
the most numerous and most valuable ideas. It is definitely time around 2 hours after the start of 
working hours in companies. Duration of the sessions should not be longer than fifty minutes, 
because after that concentration of individuals in the group decrease. After this time, an 
intermission is necessary, or story on ideas and suggestions for troubleshooting should be 
continued during lunch. 
To create ideas is important the place and time of sessions, duration thereof and the like. The 
best results are achieved if the brainstorming team is working in a pleasant environment and 
technical areas only. For this purpose the most suitable are so-called "business centers", which 
are outside the company, in the picturesque landscapes (sea, lakes, mountains, etc.), in which 
there is adequate equipment and presentation capabilities of organizations. 
Participants are required to sit at a round table, which initially will indicate that all participants 
are equal, and that the leader of the team is the first among equals. This way enables better 
communication. Brainstorming sessions should be maintained when the biorhythm of the 
participants is the best, and it is usually in the morning, several hours after the commencement 
of business hours. The duration of the session should not be longer than fifty minutes, because 
after that, the concentration of participants in the group decreases. After this time, it is desirable 
to have a break or conversation on ideas and suggestions for troubleshooting could be continued 
over lunch. 
The group leader meets with the team members with problem and the rules of the group. It is 
important to define the problem and that the members know the original solution is expected 
from them. After generating and recording, ideas are grouped and evaluated according to 
predefined criteria. 
Conducting brainstorming techniques might look like this: 

• Preparation.  A small group of participants, usually five to ten people from different 
functions, is defined. then the problem and the group members are familiar with it. 

• Formulation of the problem. At the beginning of the meeting, it is necessary to re-
formulate the problem, so the group members are familiar with the rules of work. The 
group leader who will coordinate its work should be specified 
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• Ideas are generated and written on the board or panel 
• A grouping of similar ideas in the direction or strategy for solving the problem is 

performing 
• Criteria for evaluating ideas must be establish (feasibility, cost relevance) 
• A special group to further develop each group of solutions must be specified [3] 

4. BRAINSTORMING METHODS 

Analysis and practice shows there are different brainstorming technologies. Among the more 
famous is the "Philips buzz 66" written by Donald Philips from Michigan. This method is 
applicable to meetings and conferences, with no time to create, and then assess and evaluate 
ideas. Through the so-called "mini-storms", the participants are asked specific problems that 
arise during the symposium, seminar or workshop or participants put it. 
Operation is simple. Participants are divided into small groups of about 5 people. Each group 
has its leader. Participants are given time, about ten minutes to produce ideas for solving a 
problem. After this comes the idea evaluation phase, where every idea is criticized, evaluated 
by each individual, until the highest quality of ideas is obtained. After selecting the best ideas, 
the plenary session begins, in which all the participants are present, the idea is presented and 
then the discussion opens. 
The problem regarding this way of creating idea is the possibility that there will be many ideas, 
so it takes a long time for their evaluation. This problem is eliminated by grouping them or 
similar ideas in some groups, according to established criteria. After that, the groups of ideas 
are evaluated, and then select one or two ideas that are the best. 
The quality of ideas is in proportion with the number of proposals. Therefore, management 
must endeavor to produce as many as possible, because according to the law of large numbers 
there is a greater ability to choose the best. As a rule, only 5% of the total ideas deserve 
assessment and evaluation. If this number increases, there is an increase in entropy and 
evaluation. 
The second technology is based on the phenomenon of so-called wildest ideas i.e. lucid, 
unusual and seemingly stupid idea. At the end of the session, the group selects a few ideas that 
are most acceptable that can be formulated with minor modifications. D.Sakan cites the 
example of attracting customers in commercial buildings. Someone suggested that in front of 
the shop put large nails, which would stop the buses. 
The impractical proposal led to a series of changed ideas. With the transportation company has 
been agreed that buses stop in front of the store, the goods to be exhibited on the first floor so 
the passengers off the bus could see it, to bring the bus station in front of the building, etc. 
"From the at first glance “crazy” idea was created a real one, which has made a significant 
impact. 
The third brainstorming technology is reverse brainstorming. In creating this kind of idea is 
not going from question the idea, but from the idea to the question. Instead of seeking an 
answer to the question of how to solve a problem, the team members think how the idea will be 
successful.  The situations that may impede the realization of ideas and individuals assess, i.e. 
groups that can provide tough resistance to the introduction of new ideas. 
The reverse brainstorming is a way of determining the realization of ideas. This way is often a 
continuation of the first session, or used as an addition. 
Solo brainstorming is an individual variant of the birth of ideas. One individual previously 
study the problem, and then search for possible variants of its solution. Thinking takes place in 
a relaxed atmosphere, writing down on paper and thinking about each idea. There is no fear of 
mockery or resistance of the groups, so it is often very productive. Example of searching for 
book titles on the creation of ideas that gave Sakan (pp. 50-51) is illustrative. The name of the 
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book might be, "How to come to ideas? From the problem to the idea. From the problem to the 
solution. Phoenix of creativity. Birth of an idea, from nothing into something. At the end, the 
book is titled, “Roads to new ideas”. [1] 
Blind brainstorming. The basis of this technique makes the analysis process of creative 
thinking. An individual who provides ideas first gouged into the details, and then walked away 
from it and observe it in an abstract and general way. If it is not satisfied with the solutions, the 
thinker delayed development of ideas for the second time, trying to find new and better 
solutions. Here, the participants do not know the problem, but the problem crystallize only at 
the end of the session. Whole problem is only known to the leader of the session. 

5. RESUME 

From the above it can be concluded that the ways to generate ideas are various, and 
management skills to create a favorable atmosphere of innovation and leading people through a 
crucial phase of the technique is important for the successful implementation of brainstorming 
techniques. 
Management must know there are no high quality ideas. Ideas that cannot be immediately 
realized, those that are not real or those belong to the fantasy, they should not be rejected, but it 
is necessary to wait for the time in which those might be popular. Many successful 
organizations have ideas in their desks waiting for better days. It is the technique from ‘40s of 
the last century, whose simple and universal applicability ensure its attractiveness in the future. 

REFERENCES 

[1] D.Sakan:“Putevi do novih ideja”, Mladina, Ljubljana, 2002. 
[2] Milan J Petrović, Menadžment Informatika Kvalitet, drugo dopunjeno izdanje, CIM  

centar, Mašinski fakultet Kragujevac, Kragujevac 2003. 
[3] Nebojša Janićijević, Upravljanje organizacionim promenama, prvo izdanje, Centar za 

izdavačku delatnost Ekonomskog fakulteta u Beogradu, Beograd  2004. 
[4] R.Kiosaki: “Škola biznisa”, Finesa,  Beograd, 2003. 
[5] Ž.Radosavljević, Menadžment znanja, Centar za edukaciju rukovodećih kadrova i 

konsalting, Beograd, 2008. 
 



779 

 
 

THE PROJECT OF INTERNET PLATFORM 
“INVESTMENT PASSPORT OF THE REGION” 

Manin Andrey 
Belgorod State Technological University named after V.G. Shuckov, Belgorod, Russia 

belgorodstu@mail.ru 
 
 
This article was prepared with financial support of Belgorod region’s department of education, 
culture and youth policy (grant quiz 2011, G-17) 

Summary: Current article represents a brief description of the investment passport project; 
implementation of current project will allow to boost the economy of any region, state and 
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1. INTRODUCTION: THE ROLE OF IT IN OUR LIFE 

At the current moment, in Russia the competition between separate regions for investment 
attraction is growing. Russian states are significantly distinguished at a level of infrastructure 
development, business potential, conditions for investment activity, risks. In tough competition 
struggle, those subjects would win, which create an optimal conditions for investors and 
conduct an active PR company of the informing of potential business partners about the 
conditions of business making in the region [1].  

2. PROJECT DESCRIPTION 

When decision about starting the work in Russia or specific region is being accepted, there are 
two groups of factors they examine first: 

1. Investment potential and its implementation rate (the total level of investment 
activity); 

2. Rate and specification of regional investment risk.  
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The wide range of indicators is being used for estimation of investment potential, among them 
are:  

1. Resources potential; 
2. Labor potential 
3. Production potential 
4. Market potential 
5. Financial potential 
6. Scientific and innovation potential 
7. Infrastructure potential 
8. Institutional potential 

 
However, besides investment potential in terms also risks take into account, which accompany 
to entrepreneurship activity, among which are: economic, political, law, financial, social, 
criminal and ecological. Optimal correlation between invest potential and risk in specific region 
– is a necessary condition for making the decision about the realization of investment project. 
By that way, the information, which is necessary for investor, holds a complex characteristics. 
Even the lack of part of necessary information makes potential investor to waste additional time 
and financial resources for data searching, and in specific cases becomes the cause of stopping 
the business activity in current region or city. The task of ensuring transparency is solved by 
various conventional methods, such as participation in various investment exhibitions, 
conferences, regional, national and international level, publication of brochures and CD-ROM 
drive. These methods have their advantages but also disadvantages, such as the rapid 
obsolescence of the information provided, a limited audience of users, high cost, inability to 
reflect the information in full, which prevents them from becoming a universal tool for solving 
problems mentioned above. [2] The most optimal way, demonstrate the investment potential of 
the region and contains comprehensive information on all matters of interest to investors is the 
"Investment passport of the region." The main idea of the Investment passport is to provide 
investors with the whole set of information about the regional investment climate required for 
the decision to start working with the region. Investment passport is implemented as a web site 
(Site Module) on the Internet, and includes the following information components: 

1. Regional politics; 
2. Economic and social statistics; 
3. Administrative infrastructure in investment field; 
4. Law regulations of investments, including guarantees system, and also the procedure 

order of investment projects implementation; 
5. Business infrastructure (financial-banking system, security infrastructure and etc.) 
6. Available resources (minerals, scientific potential, labor force and etc.) 
7. Economic complex, which includes the description of new manufacturing industries, 

agriculture, construction sector, and consumer market 
8. Infrastructure (engineering and transport infrastructure, level of communication 

development and telecommunications); 
9. Available investment project; 
10. Suggestions about land property selling, objects of unfinished construction, ready 

business, information concerning the free manufacturing areas.  
 
Layout of the information content of the Investment Passport is based on analysis of many 
similar projects targeting - investment sites of cities and regions of Russia, the sites in Europe 
and developing countries, booklets, etc. One of the features of the project - the widespread use 
of geographic information systems. [2] Much of the information is available for viewing 
through an interactive map of the city (draft-free area, etc.). Data Visualization - an important 
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principle of bringing the information to the investor (the overcoming of "the instinct of 
distrust"). Distinctive features of the project "Investment passport of the region" are: 

1. clear structuring of the information content corresponding to the information needs of 
potential investors and the system of criteria for evaluating the investment 
attractiveness; 

2. depth of the disclosure of specific sites of investment, which is sufficient to evaluate 
the commercial viability of projects and risks; 

3. clarity of information, the use of modern GIS and Internet technologies. 

3. TECHNICAL IMPLEMENTATION  

From a technical point of view, "Investment passport of the region" is a multi-component 
information system, which functionally interact with various modules for collecting and 
displaying individual information elements. [4] The advantages of the electronic version of the 
passport of the region of the print are: 

1. Wider audience and availability 24/7 anywhere in the world, as well as processing of 
all investment requests in real time; 

2. Simplified system of corrections and additions; 
3. In introducing the new information in the passport, there is no need to publish 

additional copies. 
 
Belgorod Region intends to identify its presence in the financial centers of the world, therefore, 
extremely important to optimize the rapid development of English and Chinese versions of 
the.For example, the basis of one of the best implementations of the passport of the investment 
in the region in the Russian Federation can take the site of the Agency for Regional 
Development of the Kaluga region: http://arrko.ru/ with greater emphasis on the graphical user 
interface and interact with the investor, namely: 

1. Enabling a virtual tour of investment sites adds to the feeling of immersion area and 
the opportunity to look at the area from different angles; Example: http://bel360.ru/ 

2. Enabling the questionnaire, reflecting supply and demand for a particular investor; 
Example: http://arrko.ru/sotrudnichestvo/zayavka-na-razmeschenie-proizvodstva/ 

3. Creation of regional proposals in the form of a set of investment projects visualized 
with the characteristics of a uniform type, a choice of location and range of services for 
investors (to the transparency of pricing of services) in implementing the project as 
well as an indication of the medium-term results of the investment project. Ability to 
select the location of the object of the options. The main objective is to create 
development platforms, software visualization and interactivity in conjunction with 
databases: 

a. Investment sites; 
b. Investment projects; 

4. Example: analogs passports for investment at the moment no, but, as demonstrated by 
the exhibition "Regions of CFD", working on similar projects underway in several 
regions. 

5. Ability to view live video from the scene of the facility; Example: 
http://www.belcam.ru/ 

6. Total imaging maps of the Belgorod region showing information on key infrastructure 
(logistics, gas stations, hotels, municipal authorities, utilities, etc.) and detailed 
visualization of the investment / project area; Example: http://invest.tatar.ru/map/ 

http://bel360.ru/
http://arrko.ru/sotrudnichestvo/zayavka-na-razmeschenie-proizvodstva/
http://invest.tatar.ru/map/
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4. CONCLUSION 

The main task in creating an ergonomic platform online "Investment passport of the Belgorod 
region" is the balance between informative and visualization through the formation of an 
optimum graphical user interface. As a result of this project will be a powerful working tool for 
increasing the investment attractiveness of the region, growth in investment activity. 
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1. INTRODUCTION 

Globalization is the term accompany different semantic connotations - mainly economic, but 
cultural too. Globalization, many perceived as an obvious progress, others, however - as an 
unambiguous threat. 
The word globalization (globalization mondialisaton) assumes a specific meaning and 
summarizes the development and dynamic tendencies that reflect the last quarter of the second 
millennium. This term is a technical term in economics and indicates a process in accordance 
with which the economies of different countries are fully engaged in a global economic system, 
the concentration of world production, trade and information in certain centers. 
Internationalization that follows, contributes to increased interdependence of societies. A 
process known as globalization has brought radical changes in people's lives, both positive and 
negative. 
Among them are: 

a) Unpredictable progress, the development of science and technology 
b) The rapid turnover of goods and new developments 
c) Facilitated communication of people in all parts of the globe by neutralizing the 

distance; 
d) Developed telephony, internet, satellite television, traffic networks 
e) Prevention of many diseases worldwide 
f) Limitation of illiteracy 
g) Promoting and strengthening democratic principles and structures 
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Negative consequences of globalization are obvious alongside performing at great speed: 
a) The gap between countries widens. Rich countries are becoming richer and the poor 

becoming poorer 
b) Large labor migrations are obvious and new waves of immigrants and economic 

refugees flooding the prosperous countries. Unemployment is increases in many 
countries, developing xenophobia and racism 

c) By development and consumption of goods, ruthless exploitation of natural resources, 
an ecological disaster on the planet is slowly approaching 

d) Crime and corruption are being developed at the global level 
 
Globalization is not just an economic process. It is a direct or indirect imposition of a system of 
thinking that ignores or even destroys the personality of individual nation and people, 
eliminates or even destroys values, such as honor, friendship and support and thus imposes a 
consumer ideal of striving for profit. 

2. GLOBALIZACIJA AND RELIGION 

The vision of a world community has always been characteristic of the great religions, and this 
spiritual, cultural globalization have tried to reach by expanding its faith in all major geographic 
circles at the beginning of Buddhism, Christianity and later Islam, eventually. 
The main difference between the religious and modern conceptions of globalization is that 
religions tend to Catholicism, suggesting their dogmatic truths and principles of behavior. They 
all are, in one way or another; emphasize the need for compassion, the tolerance, altruism, 
modesty, and justice. 
Along with their contribution in closing people and nations, religions are often factors of deadly 
clashes and unbridgeable separation, which raised a variety of barriers on the planet, created 
impervious cultural complexes and blocked the road to world symbiosis. In many cases religion 
in conjunction with the different policies supported arrogance and aggressiveness of many 
people. 
In some historical periods and in certain religious centers, the concept that global community 
would be achieved by imposing of a particular religion was fostered. In this direction are 
engaged not only speaking and humanitarian work, but violence and war with the same 
enthusiasm, always with the concept or justification that it is for benefits of others. 
Today none scholar in the area of religion does not support this possibility. Religious pluralism 
is unbeatable fact. In one of the latest statistics (1991), in the whole population of the planet - 
5.48 billion populations - the participation of believers in percentages is as follows:1 

• 33.4% of Christians 
• 17.7% of Muslims 
• Undeclared 16.0% 
• Hindus 13.4% 
• Buddhists 5.4% 
• Atheists 4.4% 
• The followers of religious traditions of China 3.4% 
• The followers of new religions 2.6% 
• The followers of traditional tribal religions 1.8% 

 
  

                                                           
1 Archbishop Anastasios - "Globalisation and the Orthodoxy" Christian Cultural Center – Belgrade, 2002 
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Once great expectations were obvious – especially in time of the communist ideology - that the 
religious convergence and uniformity in the country at the end to achieve dynamic deletion or 
complete denial of religion. The extreme example of this plan is Albania, where the atheistic 
homogeneity was violently imposed. Analogous to the expectation from the opposite side, is 
grown in countries that politically were under the influence of capitalism, which has expanded 
the concept that religion is useless. It is not going to be necessary, as the solution of their 
problems will be provided by science and technology. It was argued that religion would die, 
because of its culmination or because of weariness. However, the prediction that people will 
bring together with the end of religion was not came through. 21st century began with an 
impressive reviving of religion. More than 70% of population in the Earth is religious and more 
than half of today’s humanity on earth continues to believe in God in one way or another. This 
new dynamic has received a significant role in the area of politics (e.g. Khomeini movement in 
Iran). 
After the decline of communist ideology in many countries, a specific form of Islam that offers 
protection, gathering, shelter and dignity of the poor, hope for the evaluation of social justice of 
marginalized2 develop. Therefore, a new proletariat, which is arming with religious efficacy, 
tolerance and fighting spirit, was established. 
At the same time, a new, powerful turmoil of new ideas and different groups develop. It appears 
"the invasion of the relative" as a substitute for religious absolute; it is an affirmation of 
pluralism, the absolute opposite of the canons of the absolute truths characterized as dogmatic 
and authoritarian. Preference is given to the experience and vision, not knowledge, dogma or 
institution. Having the Indian way of thinking as the main protagonist, the idea of "absolute 
alternative" was suggested. At the end, a conglomerate of multitude of religious beliefs appears, 
as well as creating various groups in which various mysticism and eastern wisdom and practice 
are combined.3 
Relations between religions adjust to process of globalization: a) from the end of the 19th 
century, groups of intellectuals from various religious beliefs, have tried to advocate the 
formation of new common religion, seeking common denominators. After World War II a 
tendency of cooperation religion when it comes to concrete issues has developed, such as peace, 
but conservative core of most religious communities resisted. Thus, these attempts remained 
only a tendency of some intellectuals who are often separated from the organic life of concrete 
religious community, resulting in their marginalization, and their voice is not interesting to 
many people. Regardless, the debate about "global religion" continues.4 
Many hopes for rapprochement at the beginning started dialogues between representatives of 
two or more religious communities. After getting closer, disappointment of the identified 
contradictions and differences arise. 
Nevertheless, the way of communication and dialogue remains an important, if for no other 
reason than for the mutual understanding.5 
The third tendency emphasizes the duty to respect the freedom and uniqueness of others, and to 
accept the concept of peaceful coexistence. Instead of growing isolation and hostility, it is 
recommended greater cooperation on issues of affordable and common interest, such as social 
justice and peaceful conflict resolution at the local and global level. Every religious community 
over the centuries developed its principles, practice and inspiration that can be valuable to 
demonstrate the achievement of harmonious co-existence of people. 
In the specific phenomenon of globalization with a tendency to impose one culture, from the 
actual center of power, it is anticipated that the religious communities will represent centers of 
resistance. Religions are offered as protectors of the identity of many people and the 
                                                           
2 D. Hiro, “Islamic Fundamentalism”, Paladin, London 1988 
3 St. Bruce „Religion in the modern world“-Oxford university, Press 1996   
4 F. Heiler „Die religionen der menschhiet in vergangenheit“ Ph.Reciam jun , Stuttgart 1962, pp.877-889  
5 Synopsis of Christian dialogue with other religions; S.W. Aria Rajan Ženeva 1991; pp. 281-287   
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preservation of their physiognomy. They are likely to develop into islands of security; people 
will resort to avoid the suffering of globalization. Finally, the search for the highest reality, 
truth, overcoming death, remains a deep desire and right of every man. 
Globalization may also contribute to the development and evolution of the wrong germs and 
erroneous tendencies in the bosom of the various religions. Local religions are organic entities 
that develop, receive influences, assimilating and appropriating new ideas. They do not move in 
an abstract vacuum, they are re-adjusted. In the last century, which outlines the issues of peace, 
justice, equality of nations, freedom, human rights, love, many writers belonging to different 
religions, not only adopted, but each of them tried to show as part of their own religion. For this 
paper, the historical accuracy of these allegations is not important, but the desire for 
convergence. Religious awareness grows; and it will be adjusted and updated with new events. 
It is under the influence of new, and the old ideas towards the globalization, but there are 
opportunities to influence its final shape. 

3. RESUME 

Globalization is already in the process of development and it seems no power can stop it. Opens 
up wonderful possibilities and unexpected perspective of humanity, but brings the chain unrests 
and rebellion. Independent of positive and negative consequences cannot prevent the eventual 
sighs or exorcisms of non-economists. Various protests are organized as globalization is 
moving in a direction that does not provide the basic human values: justice, respect, identity of 
people; and is giving a new world order led by the multinationals, the means of oppression to 
achieve new forms of colonial slavery. The believer is not surprised by this phenomenon. 
Globalism is an essential element of faith and of his expectations. He believes that genuine 
religious experience has the power to effectively contribute to the creative interventions, based 
on centuries-old principles of respect for each person, freedom, peace, justice and solidarity, 
that allows the creation of life and overcome the agony of death. 
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Summary: The globalization profoundly influences on organized crime around the globe. Its 
impact will continue to be great in the future too. Globalization leads to new understanding of 
organized crime. It begins to pose a serious security threat to all countries of the world. 
Holders of organized crime are criminal organization. A new phenomenon is the coupling 
between organized crime and terrorism. In the fight against organized crime, there should be 
cooperation between states at regional and international levels. In order to cope with this, 
various regional organizations and bodies are established. 

Keywords: globalization, organized crime, criminal organizations, security threats, 
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1. INTRODUCTION 

The word globalization (globalization, mondialisation) is a technical term in economics, a 
process in accordance with which the economies of different countries fully engage in a global 
economic system the world streamed to the concentration of shops, information centers, in 
particular. Internationalization, which follows contributing to increased interdependence of 
society. Process called globalization has brought radical changes in people's lives, both positive 
and negative. One of the most negative phenomenons of crime is spreading worldwide. 
Under the influence of contemporary social movements, or under the influence of globalization, 
there is a new concept of organized criminal. It begins to pose bigger security threat than ever 
before. In addition to the previous, there are many reasons, ranging from new and faster mode 
of transport of goods and mobility of people, through continuous development of 
communication and information systems, to the consequences of world trade. The reasons given 
have helped criminal organizations to operate more efficiently, gain greater profits, and thereby 
influence the internal and international security. Criminal organizations are associated with 
terrorist organizations and become the financiers of attacks. 
Transnational organizations in world markets operate similarly to the multinational companies 
i.e. recognize the benefits of gaining a majority of profits and strategic priorities. 
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2. GLOBALIZATION AND ORGANIZED CRIME 

Organized crime is a very old phenomenon. On exists in almost all countries, and tends to 
increase. The fact that organized crime is not manifested in all the countries in the same form, 
probably contributed to the fact that there is no uniform and widely accepted definition of 
organized crime, even in criminological nor in criminal literature. 
A modern crime knows no borders; criminal groups from one country can easily connect with 
similar groups or organizations from other countries, so that it acquires a new dimension in the 
criminal world. Although there is still no complete agreement on how to call certain types of 
crime that characterized the close cooperation of criminal groups or gangs of different 
countries, though most use the term transnational organized crime, but there are other names 
such as multi-national organized crime, international organized crime, etc. 

2.1. Definition of organized crime 

The most modern definition of transnational organized crime is the UN definition given in Art.2 
Convention and consists of the following elements: 

a) "Organized criminal group" is a structured group of three or more persons during a 
certain period and act to carry out one or more serious offenses established by this 
convention, in order to obtain direct or indirect financial or other material benefit; 

b) Felony it is a crime that is punishable by a maximum sentence of at least 40 years or 
more; 

c) "Structured group" is a group that is not randomly formed for the commission of a 
crime, but has more stable targets. However, in order for a group to be considered as 
"structured group", it is not necessary that there exist formally defined roles for 
individual members, continuity of membership, or developed internal structure. 

 
The definition accompanied by a note explaining the interpretive meaning of the term 
"structured group" in practice should be understood flexible, so that under such a group may 
include both hierarchically organized groups and groups that are characterized by an informal 
structure and not part of the organization that manages based on defined rules and roles for 
members: 
Article 3 of the convention defines a "transnational crime" as follows: 

a) Those are crimes committed in more than one state or; 
b) Criminal offenses committed in one state but are important aspects of preparing, 

planning, management, execution of, or control over the execution, that took place in 
another state, or; 

c) Offenses committed in one state but involved in the enforcement of criminal groups 
that usually participate in offenses in more than one state or; 

d) Criminal offenses committed in one country, but their effects are felt in another state 
e) Any crime that meets any of these four criteria is automatically considered part of a 

transnational organized crime.1 

2.2. Activities of transnational organized crime 

Transnational organized crime activities vary from country to country, where there are 
particular differences between the U.S. and Europe. UN Secretariat in the preparation of 
documents for the fifth congress on the prevention of crime and treatment of offenders in 
Geneva in 1975, has identified the 18 categories of transnational crime, including money 
laundering, illicit drug trafficking, corruption and bribery of public officials, the infiltration of 

                                                           
1 http://www.unode.org/unode/en/crime/convention.html   
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legitimate business, causing a false bankruptcy , fraud in connection with insurance, 
computerized crime, theft of intellectual property, illegal weapons trade, terrorist activities, 
hijacking, sea piracy, kidnapping in the country, the white slave trade, trafficking in human 
organs, stolen art and cultural heritage, environmental crime, and other offenses committed by 
organized crime groups. 

2.2.1 Drug trade as an activity of organized crime 

The drug trade is widespread and lucrative organized crime activity, expressed in all spheres of 
production, processing and sales, and takes into a system of developed organization from drug 
manufacturers through buyers, warehouse owner, transportation network and the network 
organization established for the redistribution of consumer by region. Drug traffic has the 
character of a universal phenomenon with the tendency of globalization and international 
connectivity. 

2.2.2 Corruption as an activity of organized crime 

Corruption is a global negative phenomenon that is the hardest form of economic crime. It is 
characterized by concealment, changeability, many forms, widespread and internationalization, 
it is difficult to prove in the sense of criminal law, perfidy offenders, and it is the specific object 
that threatens the corruption, such as the legal functioning of government and economic 
institutions and services.2 

2.2.3 Money laundering as an activity of organized crime 

Money laundering historically has reflected socio-economic conditions and was carried out in 
all countries, while the internationalization of these activities has resulted in technical advances, 
and globalization processes and internationalization of the financial market system. It is 
basically a legalized capital acquired in criminal activities and make it a financial transaction to 
conceal the real origin of money and other forms of capital in the market. Money laundering 
consists of documents and falsification of financial manipulation in the system of interbank 
transactions. In recent years is significantly expressed in tax evasion, illegal drug and arms, 
trade in organized prostitution, gambling, racketeering, and the process of privatization in 
former socialist countries of Eastern Europe, and in the channels of organized crime in the 
west.3 International cooperation of governments, banks and other financial institutions, police 
and prosecutors are necessary for their suppression is required. 

2.2.4 Human trafficking as an activity of organized crime 

Human trafficking in the area of organized crime is an activity that includes several forms of the 
phenomenon. Under this term following criminal activities are included: smuggling immigrants, 
organized activities and trafficking in human organs. Although this phenomenon stems from the 
historical forms of human trafficking, it is in modern forms, a new phenomenon with the very 
different contents. Namely, the processes of fragmentation and globalization of the world, 
especially the decays of some socialist countries, and the sudden impoverishment in some parts 
of the world, led to the migration processes, convenient for smuggling people from the poor 
into developed regions, which numerous criminal organizations found. The same or similar 
processes have led to the emergence of organized prostitution, which no longer takes place only 
at the national level of organization, but also in the international scale of trafficking and other 
forms of sexual exploitation and abuse, to the dramatic forms of illegal adoption of children and 

                                                           
2 Jelacic M. (Korupcija-drustvenopravni aspekti i metodi suprotstavljanja) MUP R. Srbije, 1996, p. 42   
3 Boskovic Milo Kriminoloski leksikon-Univerzitet u Novom Sadu; 1999 p.264 
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organized pedophilia. In addition, the present achievements of medical science, particularly in 
the field of transplantation, led to the emergence of smuggling and trafficking in human organs 
with all the amenities and organized violent criminal activities of trafficking and kidnapping, 
and physical abuse, mutilation and liquidation of children. 

3. RESUME 

No continent or country in the world is spared from organized criminal. On the North American 
continent, a combination of traditional and contemporary forms is manifest, especially in the 
U.S. and Canada. On the other hand, South American countries, especially Colombia are the 
world's pattern of drug activity, as some of the countries in the Far East (Afghanistan, Burma, 
and Laos). The era of terrorism and human trafficking marks the state of the Middle and Far 
East, specifically, the national Muslim areas, while the countries of Eastern European and 
Central European areas flooded with various influences, national and local mafia-type 
organization, focused on human and drugs trafficking, as well as various forms of crime, abuse 
and the mechanisms of privatization of state capital. 
Once the most stable systems in Western European countries have also weaken by various 
forms of corruption scandals, human trafficking, narcotics, weapons, etc. 
The globalization of organized crime is not without influence in Serbia, also. In this area takes 
new forms (features with high degree of social danger, professionalism and violence). 
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Summary: The global financial and economic crisis, which exploded in 2008 in USA, as a 
firework expanding throughout the world, means a breaking point in the development of global 
economy and global business. The turbulent global capitalism crash experienced in financial 
sector, from which it quickly transferred to a real economy sector of many countries worldwide. 
Yet, in addition to a serious harm on the macroeconomic plane in the majority of countries, this 
global crisis has opened the road to critical questioning of the financial and economic system 
on the global plane so far, ie of the very model of neoliberal paradigm, on which that global 
business system is based. This paper depicts the new concepts of management, which are 
developing as a consequence of the impact of the global financial and economic crisis, 
concentrated about the idea of Corporate Social Responsibility - CSR, ecological or green 
economy, sustainable development and spiritual capital. 

Keywords: new concepts of management, global financial crisis, corporate social 
responsibility, green economy, neoliberal paradigm, spiritual capital. 

1. INTRODUCTION 

The global economic crisis, which first manifested itself as the financial crisis broke out 
unexpectedly in the U.S. economy, 2007 year to next year already spread to much of the world, 
especially the developed economies. Besides the devastating effects of the entire global 
economy, this crisis has raised many issues critical to the survival and further development of 
the global capitalist system. 
Efficiently solving the global economic crisis in the long run, necessarily requires a 
reconsideration of the ruling paradigm in which it was based functioning of the existing global 
economic system. In other words, requires a radical abandonment of the previous neo-liberal 
model and the design of new models, approaches and concepts of economics and management. 
At the heart of these new concepts are concepts of corporate social responsibility (CSR), green 
economy, sustainable development and spiritual capital. 
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2. CHALLENGES TO GLOBAL ECONOMIC CRISIS AND RESPONSES 
GLOBAL COMMUNITY 

In the summer of 2007. the outbreak is the worst financial crisis in recent history, the U.S. 
economy. This crisis has implied a drastic drop in home prices, which are clearly shown in the 
financial markets, and who pointed to the large distortions in the functioning of the U.S. 
economy. The growth of the U.S. economy was based on the predictions and expectations of 
stable home prices. Therefore, the decline of prices threatened the survival and normal 
functioning and development of the U.S. economy. Already in December 2007. The National 
Bureau of Economic Research USA (the National Bureau of Economic Research of USA - 
NBER), declared the start of the recession. By the summer of 2008. The recession has spread to 
most countries of the world economy, thus turning into a global financial and economic crisis, 
the largest after Great Recession of 1929-33. year. Then followed the bankruptcy of large 
financial institutions in September 2008., Including the French bank BNP Paribas, U.S. 
investment bank Lehman Brothers and American Insurance Company American International 
Group, AIG. This led to the so-called. "Credit  
meltdown" (credit crunch), characterized the lack of cash for lending to companies and 
individuals, and high interest rates. The crisis, therefore, began as a financial, but quickly 
transferred from the financial to the real sector of the economy, which has become the global 
economic crisis. Despite the relatively short reaction time and awareness of the depth and 
severity of the treatment and dimensions of its deleterious effects, the crisis continues in the 
next period, and continues today. 
What really happened? What are the consequences of the crisis and how much? How does this 
affect the entire business world? These are just some of the issues that the crisis has opened, and 
which require prompt and effective resolution. A modern financial system, as it is bloated, built 
through long-term trend of financialization, failed to pass the test of the global crisis. With the 
bursting mortgage bubble, the collapse and the financial system, through a link between 
financial institutions and financial markets in the global recession is transferred from the U.S. to 
other countries and quickly gained epidemic proportions. The central challenge facing the 
current economic theory is a challenge to review the theoretical basis on which he built a model 
of globalization and the global economic system, with its institutions, methods and practices. 
The crisis has demonstrated the fundamental inefficiency of such a model. It also goes beyond 
the economic system in which it was made, since it is itself destroyed, fosing fundamental 
critique of the idea of global market (ie capitalist) system and suggesting a revolutionary change 
of the system. 
The challenge is the economic level of complexity collapsed, especially the financial system, 
which as such is out of control and lead to contamination of the global financial and economic 
system. However, this complex served as a cover for the machinations and manipulations of 
various kinds. Formulated an economy that is not based on real production and value, but the 
expectations (that were expectations that property prices will grow long term) and calculations, 
without logical and economic grounds. Financial and monetary spheres of the economy has lost 
connection with the real, material production, becoming a speculative economy. Hypertrophy of 
the financial markets, institutions and instruments in the form of financialization has served as a 
mask that conceals the greedy desire for profit, thus expressing the deleterious effects of all 
make-believe and surrender control of the market. 
A clear source of such speculation and philosophy recognizes the complexity of growth in the 
ideology of globalization, behind which were hidden the idea of market fundamentalism and 
neo-liberalism. In this sense there is a clear reflection of the audit or "restart" of globalization 
and the redefinition of the basic principles and basic architecture of the global economy. These 
thoughts are directed towards advocacy for a more realistic and equitable globalization. It 
states: "the widespread recognition of the failure of economic policies that led to the crisis 
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encourages new thinking, while the need for rapid economic recovery and employment 
accelerating pressure for change. The time is right for a review of current international policies, 
institutions and practices favored the view that the provision of fair, comprehensive and 
sustainable globalization. "[6] 
The answer came in the form of state intervention in the economy. The state is first in the USA 
and then in other countries, mostly developed, affected by the recession, tried to help by 
injecting large amounts of money on market and other measures to stimulate. The use of 
economic (fiscal) stimulus in the form of stimulus package is one of the short - lived but 
effective method of solution. According to economic theory, economic stimulus is related to the 
use of fiscal policy (government spending or tax policy) to support or revive the economy in 
recession. The U.S. government, as the only responsible for the outbreak of the crisis 
economies, twice approved a package of economic stimulus, February 2008. - 168 billion USD 
and February 2009. - 789 billion. The main objective of these measures, which consisted of tax 
reductions and exemptions, was to stimulate the growth of aggregate demand in order to 
encourage this through the production and job creation. To be effective, incentives must meet 
three basic criteria, they have to be: a) timely, b) target and c) temporary. Particularly important 
is the third criterion, which suggests that incentives do not last too long, but to end as soon as 
the economy recovers. [2] 
However, the response of the global community in the form of calls to increase regulation of 
financial markets and the flow tends to go to another extreme: excessive regulation. It is a real 
potential danger that those responsible must be aware of. The introduction of additional 
restrictions and regulations can be applied more harm than good. Such practices can return back 
globalization, the new protectionism, and build the economy of the socialist-type command 
economy as it developed in the communist bloc countries. In his critical review of such 
tendencies, F. Erikson and R. Sally concluded: "Undoubtedly, the globa financial crisis has 
decisively changed the intellectual climate as opposed to free markets in favor of state 
regulation. But how far will this re-regulation of global financial markets go, evolving into a 
more comprehensive regulatory intervention in the markets of goods, services, labor and 
capital? Specifically, will lead to a new era of protectionism? "[3] 
Given such trends, in the foreseeable future, it can be assumed to create hyper controlled 
indebted and global economy, which threatens a new, perhaps even greater crisis. Hence it is 
important to understand the importance of timely leaving a narrow and limited short - term view 
of the world and adopting a new, radically different model of economic functioning. 
H.Henderson is therefore committed to radical change to the global economy, "it requires a 
multidisciplinary, systematic approach to attack the three key questions: 1) economic growth 
based on GDP, 2) and its free trgovna nemezis - protectionism and 3) the redesigning financial 
systems."[5] 

3. SEARCH FOR NEW CONCEPT OF ECONOMICS AND BUSINESS 

On the ruins of the old global economic system needs to build new, original system. This new 
system has to overcome all the weaknesses a failed economic system that has proved its 
ineffectiveness and inefficiency. 
Every crisis is also an opportunity. The biggest global economic crisis marks the biggest 
opportunity, unique in the history of social and economic development, and this is an 
opportunity for a comprehensive and radical transformation of the global ekonomic.This 
transformation requires a complete break with the existing model of economy and business and 
move to a radically November We're talking about a quantum leap from one economic model to 
another, or, on changing the paradigm. The new economy must be built on fundamental values 
that have been proclaimed for a long time, which can now be realized. These are, among others: 
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• important role and equitable treatment of the human, social and spiritual capital; 
• balanced, coordinated and balanced regulation of markets, especially financial; 
• closer linking of monetary economy with real economy; 
• stronger and more equitable integration of developed and less developed economies in 

the global economy. 
 
The global financial and economic crisis has prompted much debate about the necessity of 
reorganizing the global economy stalled. There is general agreement about the need to build a 
new global economic architecture, which would be based on a new paradigm. The necessity of 
a paradigm shift is articulated through a lot of individual, collective and organizational efforts. 
This new paradigm should be built on the principles and concepts of business ethics, green 
economy, sustainability, corporate social responsibility (CSR) and spiritual capital. 
An alternative is to put the global economy to the so-called transition. "Green economy". It is 
time that the widely propagated in the U.S. who have high hopes that they will manage to 
emerge from recession foundering U.S. economy. It is a strategic shift to a completely new 
form of economics and business, which is a "monumental change that requires the cooperation 
of all sectors and all segments of the population. Transforming the economic, energy and 
natural systems of our nation in order to progress towards a green economy requires expertise, 
innovation and cooperative effort not seen since the 1940’s, to counter the challenges of the 
crisis. "[1]. UNEP (Program for the United Nations Environment) [8], as an agency within the 
UN, launched on 22 October 2008. The Initiative for a Green Economy (Green Economy 
Initiative), in order to initiate a new economy - the so-called. green economy. The opportunity 
for redemption of the recession which has plunged the whole world to see the so-called 
stimulation. "Low-carbon", "clean" and "green" economy, which is on the rise. 
Dana Zohar and Ian Marshall designed a new concept - the spiritual capital. In his critical 
review of the concept of intellectual capital, adding: "Today in entrepreneurial circles we hear a 
lot about the" intellectual capital "and" human capital ", but they only extend the idea of 
material value on ideas and people. They try to put price tags with the creativity and skill of 
employees. They add nothing new to the concept of capital in itself. "[10] 
D.Zohar and J.Marshall spiritual capital put into the context of spiritual intelligence and defined 
it as "the extent of spiritual knowledge and expertise available to the individual or the entire 
culture, which is considered to be spiritual marks' meanings, values and fundamental purpose." 
[10] And, "It capital is acquired by serving a deeper sense, serve a deeper sense of purpose and 
service to the fundamental human values. This is the kind of capital that was originally not 
measured in dollars and cents but rather in the sense of achievement, high morale, 
Thanksgiving, and increasing general well-being that follows the increase quality of human life. 
"[10] 
The concept of spiritual capital is a step forward towards a more humane capitalism, in the 
center of economic and business places man, portraying him as osebni wealth and value, not as 
an ordinary asset, like others, material resources. The spiritual capital requires a holistic 
approach to business. This includes understanding business as a whole, where the business 
company synthesis and the wider environment within which it operates and communicates with 
whom. Finally, at the end of the first decade of XXI century, we are on the threshold of a new 
economic revolution, a revolution that will give birth to a truly new global economy, knowledge 
economy. 
A very important concept that was initiated by globalization and the expansion of a business 
perspective to include the so-called. non-economic and non-market aspects, the concept of 
corporate social responsibility - CSR. This is a concept that originated in late 1970's. Due to its 
interdisciplinary and complex structures, CSR is not easy to define. 
The World Bank defines CSR as "the company's commitment to sustainable economic 
development of caring about employees, their families, local communities and society as a 
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whole, to improve their quality of life in a way that is good for the company and its 
development." [9]. 
The European Commission has offered the following definition of CSR: "CSR is a concept 
which helps companies integrate concern for society and the environment in their business 
operations and in their interaction with their stakeholders on a voluntary basis." [4] 
Although there is no universal definition of CSR, the proper definition of the term CSR is vital 
for assessing CSR in its business context, taking into account new business and competitive 
environment after the global financial crisis. 
In short, the concept of CSR discusses Social Business. CSR as such point of intersection 
between business and social and environmental issues. This position is a source of conflict CSR 
goals, motives and principles between the three spheres: a) business, b) the company c) 
environment. 
There are many pro and contra arguments in an attempt to define the importance of CSR in 
modern business. 
The problem of defining CSR makes the theoretical development and measurement of CSR 
activities difficult. On the other hand, there is an increasing interest of managers and the 
implications for consequences of CSR in business practice. This is particularly the case in the 
wake of the global financial crisis. 
Managers are faced with a substantial dilemma, which is manifested as a choice between direct 
participation in social and environmental issues and focusing on business and profitability. This 
dilemma is expressed properly M. Josh: "In the long run, wealthier consumers around the world 
and improved income distribution are obviously good for business. But whether the business 
should be directly involved in these questions, or would simply need to pay taxes and rely on 
government and publicorganizations to wisely use these taxes? In other words, is it easy enough 
for business to increase profits in anticipation that it is in the best interest of human 
development? "[7] 
WHO is also referred to as the triple base or TBL (3BL). This conceptual framework provides a 
better understanding of the nature of CSR. TBL is a system that consists of three fundamental 
and complementary subsystems, which makes three-dimensional core CSR concept: a) people 
b) planets c) profit. 

4. CONCLUSION 

The global financial and economic crisis requires a radical change review the existing model of 
functioning of the global economy. We are looking for new ways of development, creating new 
global economy that will be fairer, more comprehensive and more humane. We are on the road 
searching for a new paradigm (knowledge economy and spiritual capital), which will set the 
economy and business in a completely new basis, dismissing the speculative practices of Wall 
Street and the hypocrisy of the Washington consensus, and accepting new values that include 
the true link in the global economy level, in the interest of the whole. 
The necessity of a paradigm shift is articulated through a lot of individual, collective and 
organizational efforts. This new paradigm should be built on the principles and concepts of 
business ethics, green economy, sustainability, corporate social responsibility (CSR) and 
spiritual capital. 
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1. INTRODUCTION 

In order to survive, the business system has to be successful. The rating of the business system 
success is based on numerous indicators of vertical and horizontal analysis of balance sheet 
items. 
The most important analyses of balance sheet items are profitability analysis, analysis of the 
rotation of assets, liquidity and solvency analyses. The aim of these analyses is to provide as 
much information as necessary to make proper management decisions. For the successful 
operation of enterprises, a maximum utilization of all available resources in order to make more 
effective management decisions is necessary. The most important internal information 
management gets from financial statements and other data from the accounting reports and after 
analysis of various balance sheet items. 
The objective of financial analysis must be clearly defined and generally is relating to finding 
meaningful answers to these important managers questions. 
Management makes decisions on behalf of the owner of the company, in order to utilize better 
various resources available to achieve the expected economic gains. 
Bearing in mind the fact that a business enterprise depends on a number of external and internal 
factors, the goal is to make business management decisions directed to the use of those 
resources to create economic value of which is to be able to return the funds invested. 
Keywords: analysis, profit, ROI, ROA, ROCE, liquidity, solvency 

2. THE CONTENT OF FINANCIAL ANALYSIS 

Financial Analysis and Evaluation is an analytical process that helps in answering the questions 
correctly, and therefore the means by which one can reach the final answers.1 

                                                           
1 E.A. Helftert: “ Tehnike financijske analize“, “ Računovodstvo i Financije“, Zagreb   
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Basic information for analyzing the balance of relations is in the financial statements, that 
company should be required to submit. 
In the International Accounting Standards (IAS), following accounting reports exist: 

1. Balance Sheet 
2. Income Statement 
3. Cash Flow Statement  
4. Statement of changes in equity 
5. The accounting policies and other notes 

Financial statements usually consist of a balance sheet showing the condition of assets and 
resources on a particular day, reports on a certain day, reports on business for a fixed period, 
and report on funds flow for the same period.  
Usually, a special report on changes in equity in the balance is preparing. 
Financial statements are prepared under generally accepted accounting principles reflecting the 
effects of past and current management decisions. 
The very nature of the rules and principles allows various interpretations of the results and 
especially economic performance, with the attempt to model all business transactions with a 
reasonable measure of consistency. 
The implementation of all analysis carried out by managers and analysts are usually done with a 
purpose. All financial reports, databases, various analyzes and other sources of information 
used in the analysis process should provide more realistic conclusions about past, present and 
future business prospects, which is the subject of analysis, as well as the management skills. 
Financial accounting, financial analysis and management economics as three different processes 
with different objectives often depend on the exchange of information and data: 
Financial analysis has three objectives:2 

1. Interpretation of financial information 
2. Comparison of data 
3. Analysis of financial markets 

Financial data are not suitable for estimation and forecasting results and company value. 
Therefore, in the analysis include the evaluation and interpretation of financial reports using 
various ratios, relationships, trend analysis and so on. 
The financial analysis aims to assess business performance and shareholder value by economic 
criteria. Financial analysis includes several types. 

 
Figure 1: Types of financial analysis 
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Horizontal analysis is a comparative view of the absolute amount of the most important 
positions of income statements and changes in these amounts during successive periods. 
The vertical analysis shows the percentage of individual items contribution of financial 
statements in relation to the corresponding amount. In the income statement, any of the 
categories of income can be put in relation with income and thus presented as a percentage of 
revenue. 
Analysis of the direction of movement performance i.e. performance trends shows changes in 
percentage, relative to a base size that is marked by 100%. 
Analysis of the relationship of balance sheet includes the analysis of profitability, asset analysis 
speed, liquidity and solvency analysis, analysis of investment potential, value-added analysis 
and other analyzes that use the balance of success. 

3. PROFITABILITY ANALYSIS 

Profitability analysis3 of the company is classified as the most important part of financial 
analysis. Indicators are the relations that connect the profit from sales and income from 
investments, and totally indicate the overall performance of enterprises. 
The most commonly used profitability ratios are: 

1. Profit margin 
2. Return on assets  
3. Return on equity  

Measures of profitability Form for calculating The data from financial 
reports 

1. Profit margin Profit _______________________ 
Revenue from sales 

Financial reports 
 

1.1. Gross profit margin Gross profit __________________ 
Revenue from sales 

Income/loss statement 

1.2. Operating profit 
margin 

Operative profit _______________ 
Revenue from sales 

Income/loss statement 

1.3. Profit margin before 
tax 

Revenue before taxes __________ 
Revenue from sales 

Income/loss statement 

1.4. Net profit margin Revenue after taxes ____________ 
Revenue from sales 

Income/loss statement 

1.5. The remaining net 
profit margin 

Revenue after taxes ____________ 
Revenue from sales 

 

2. Return on invested Revenue_____________________ 
Invested 

Financial statement 

2.1. The return on equity Operative profit_______________ 
Total assets 

Profit/loss statement and 
balance 

2.2. Return on long term 
capital 

Operating profit - interest on short- 
term credit___________________ 
Total liabilities - Current liabilities 

Profit/loss statements, 
balance and other 
management reports 

2.3. Return on total capital Profit after tax________________ 
Total equity 

Profit/loss statements and 
balance 

Table 1: Indicators of profitability 

                                                           
3 Kotter J.P.(1988):The leadership factor, New York(Free Press)   
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Profitability indexes measure the ability of companies to achieve a certain level of profit in 
relation to income, assets or equity. In this context, normally are considered indicators of profit 
margin4, return on assets and return on equity. 
Profit margin 
Profit margin is calculated based on data from the income statement. Net profit margin is 
calculated as the net profit/total income ratio: 
 
 
 
 

=      ------------------------------------------ 
 
 

 
 
 
Net profit margin also demonstrates the ability of management in leading companies. The 
relationship of the net profit and sales express the cost/price ratio in the business. If the profit 
margin is multiplied by the total asset turnover ratio, as a result we will get an indication of 
return of property. This means the profitability can be increased with increase of turnover ratio 
and/or increasing profit margins. 

Return on assets (ROA) 

Return on assets is an indicator of success using properties in making the profit. This indicator 
shows the intensity of corporate assets. Capitally intensive industries, such as car production, 
requires expensive equipment and machinery, and thus have a high degree of intensity of the 
property (also, high maintenance costs of assets will influence the reduction of profits, and thus 
to a lower value of the profitability of assets). In contrast, for example, advertising agencies 
have a very low intensity of the property, as their requirements for the property are minimal. It 
follows that the value of return on assets varies greatly depending on industry or business the 
enterprise is engaged in. Return on assets is expressed as a percentage and is calculated as 
follows: 
 
 
 
                                              
                                         =    -------------------------------------------- 
                                                 
 
 
 
 
Return on assets is actually an indicator of the net profitability of the property. The lower profit 
per unit of a financial asset, the level of asset intensity is higher, and vice versa. With other 
conditions unchanged, the greater the intensity of the company's assets will require more 
amounts of money for reinvestment in the business to continue to gain profit. If the ROA value 
of a company is 20%, this means that it earns 0.20NJ on each monetary units of property. The 

                                                           
4 Str. 108 Markić M.,Međuovisnost stilova vođenja i poslovne efikasnosti malih poduzeća, 
Doktorska disertacija, Sveučilište u Mostaru   
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general rule is that all index values below 5% imply a high degree of intensity of the property, 
while values above 20% indicate low intensity of the property. 

Return on equity (ROE) 

Return on equity5 is perhaps the most important indicator of profitability. Based on 
comparisons of the profitability of equity and profitability of property and the interest rate that 
reflects the price of using foreign capital, it is possible to infer the degree of utilization of 
financial advantage, i.e. profitability of using their own or capital of others. If the return of 
equity were very high, even more than rate of return of assets, to the company would be 
worthwhile to use foreign capital, and vice versa. 
 
 
 
 
                                        =   ---------------------------------------------- 
 
                                                 
 
 

4. ANALYSIS OF ASSETS TURNOVER SPEED  

Analysis of assets is an indicator of speed that is obtained by defining income/total assets ratio. 
The data obtained in this analysis is the assets turnover coefficient rather than actual turnover of 
assets. 
Analysis of assets turnover can be calculated using several indicators. 
Estimates of future performance based on experience and information derived from 
comparisons with branch activities can help business decision-making and operational 
decisions. 
It is known that for some industries may not be profitable if they do not provide sales greater 
than or equal to the minimum value of the assets. 
Inventories and trade receivables are the main items of working capital. To determine the 
effectiveness of inventory management, the coefficient of stock obtained by dividing the value 
of net sales to average inventory cost of sales or dividing the average stock is used. The analysis 
of trade receivables is based on net sales. In this analysis, in order to provide precise and 
accurate information, the analyst should have more information about selling to different 
customers with different maturities. Since this additional information requires access to 
information within the company, the financial analysts have to be satisfied with fairly broad, 
general approach. 
 
 
 
 
 
 
 

                                                           
5 Str. 108 Markić M., Međuovisnost stilova vođenja i poslovne efikasnosti malih poduzeća, 
Doktorska disertacija, Sveučilište u Mostaru   
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Assets turnover indicators Form for calculating The data from financial 

reports 
1. Assets turnover 
coefficient 

Profit _____________________ 
Total assets 

Income/loss statement 

2. Current assets turnover 
coefficient 

Revenue from sales___________ 
Current assets 

Income/loss statement 

3. Long term assets 
turnover coefficient 

Revenue from sales___________ 
Long term assets 

Income/loss statement 

4. Stock turnover 
coefficient  

Net sales___________________ 
Average stock 

Income/loss statement 

5. The time of daily sale Net sale____________________ 
365 

Income/loss statement 

6. Days of receivables Revenue after taxes___________ 
Selling by the day 

Income/loss statement 

7. Net income from claims 
coefficient  

Sale profit__________________ 
Accounts receivable 

Income/loss statement 

Table 2: Analysis of assets turnover indicators 

5. LIQUIDITY AND SOLVENCY ANALYSIS  

The terms liquidity and solvency are not precisely defined, so there are different interpretations. 
For most theorists liquidity6 is the ability of the company to settle its current liabilities and the 
solvency is the company's ability to meet long-term liabilities. 
Information obtained by analyzing the liquidity and solvency are essential for managers, 
owners, prospective lenders and other stakeholders. 
Given the importance of this information for current and future successful business, the analysis 
of liquidity and solvency are one of the key analyses for the assessment of company solvency. 
In line with the notion of liquidity and solvency, there are different measures for their 
calculation. These measures are: 

1. Measures for calculating the liquidity  
2. Measures for calculating the solvency 

 
Liquidity measures are the measures or the ways we use to calculate liquidity. 
Bearing in mind the rule that an asset (at any time) must be equal to its sources i.e. there must 
always be equality: assets = liabilities and "ideal relationship", it is possible to work out all the 
measures relating to the preparation of various analyze in balance.  
Depending on which data are taken into account when calculating the liquidity measures, for 
the calculation they can be divided into: 
Liquidity measures that use related current assets and current liabilities, hence the figures for 

1. Current Ratio 
2. Working Capital 
3. Quick Ratio or Quick Current Ratio 

 
Measures that indicate the possibility of converting liquid assets (that is not money) into money, 
and that is possible with following indicators: 

1. The number of inventory turnover at the time 
2. The average time to cash receivables from customers 

                                                           
6 Dr.sc. Marinko Markić: Financijsko računovodstvo   
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Current ratio is calculated as the ratio of current assets and current liabilities. 
Liquid Assets is data taken from company balance sheets and includes cash and cash 
equivalents, cash equivalents and other short-term trade receivables and inventories that will be 
cashed within one year. 
Current liabilities include obligations that must be paid in cash within one year of business 
(payables to suppliers, to short-term loans, taxes, obligations to employees and other obligations 
due in the fiscal year). 
The current ratio shows the extent to which current assets cover current liabilities, i.e. how 
much working capital the company has available to meet current obligations. The current ratio 
of 1:1 indicates that the company has available working capital as needed to meet current 
liabilities.  
For companies that have a current ratio greater than 1 are said to have greater security to meet 
their current obligations on time. 
If the current ratio is less than 1, company has negative working capital available, or is unable 
to pay all accrued liabilities in the financial year from the current assets. 
Such indicators are warnings to management and the owner to quickly take measures to find 
new sources of funds. There is no ideal ratio between current assets and current liabilities, and it 
is different from business to business. 
When a company has a current ratio of 2 (1.8): 1, it can be said it has no financial problems to 
meet short-term obligations and that is stable from the financial standpoint. 
Operating working capital is an indicator that shows how much the company has the available 
capital to meet current liabilities. 
Although this indicator is not a relationship, but the difference of current assets and current 
liabilities, potential lenders often require the expression of this liquidity measure when granting 
loans. 
It is calculated by subtracting current liabilities from current assets: 
 
Operating working capital = Current Assets - Current Liabilities 
 
Operating working capital can be both positive and negative indicator. 
The negative is an alarming indicator of management (meaning that the available short-term 
funds cannot pay all current liabilities) and it is necessary to search quickly for the collection of 
new short-term funds. 
When the indicator is a positive, it shows the company is able to meet all short-term obligations 
or liabilities of the current liabilities with their working capital available. 
In addition to current liabilities, (if available working capital is bigger than the optimum) there 
is a possibility of additional short-term debt or a short-term placement of funds in order to earn 
more. 
Quick ratio or quick current ratio is a measure of current liquidity, which is called "the 
coefficient of accelerated liquidity." 

6. SOLVENCY MEASURES  

Based on the interpretation of solvency as the ability of the company to timely pay current 
liabilities and solvency measures are focused on the observation of long-term financial stability 
of companies. 
Indicators for the calculation of solvency are calculating making the relationship of the 
elements within the financial and capital structure of the company and the relationship of these 
elements with the assets. 
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Financial structure encompasses the structure of total liabilities, and capital structure 
encompasses the total capital, own and another long-term. 
For the solvency of the company (except managers), owners and future investors or creditors 
who estimate their company's ability to repay the invested capital and anticipated profits are 
interested in. 
The ratio of long-term liabilities towards total long-term capital shows how long-term liabilities 
are engaged in the total capital. Therefore, this measure is called the foreign capital share. When 
calculating, those long-term liabilities with fixed interest rates are taken into account, which 
means only obligations that are subject to interest regardless of the results of business 
operations. 
 

Liquidity and solvency Form for calculating The data from financial 
reports 

1. Liquidity measures   

1.1 Current relationship Current assets_______________ 
Current liabilities Balance sheet 

1.2 Operating working 
capital 

Current assets_______________ 
Current liabilities Balance sheet 

1.3 Quick ratio or 
accelerated liquidity 
coefficient   

Quick assets________________ 
Current liabilities Balance sheet 

1.4 Number of inventory 
turnover in given time  

Costs of sold items 
Average inventory Profit/Loss report 

1.5 The average time to cash 
receivables 

Receivables 
The average daily collected 
receivable   

Balance sheet and 
Profit/Loss report 

2. Solvency measures   

2.1. The share of foreign 
capital 

Long-term liabilities 
Long-term liabilities + equity 
 

Balance sheet 

2.2. The degree of 
indebtedness 
2.3  Total assets/equity 
relationship 
 

Total liabilities/total assets 
Total liabilities/equity 

Balance sheet 

2.4. The relationship 
between long-term assets 
and equity 

Long-term assets 
Shareholder’s equity Balance sheet 

Table 3: Liquidity and solvency indicators 

7. RESUME 

Rating the efficiency of business systems is based on the analysis of a series of economic 
indicators. There is no single synthetic indicator of business performance so the key 
performance indicators of business systems are empirically determined. Analysis of the 
relationship of balance sheet includes profitability analysis; assets turnover analysis, liquidity 
and solvency analysis, analysis of potential investment, added value analysis and other analyzes 
used by the balance and income statements to provide information on the efficiency of business 
systems. The objective of relationship of balance sheet analysis is to provide information 
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necessary for making the right management decisions. The most important information within 
the business management system on the efficiency is achieved from the financial statements and 
other data from the accounting, i.e. after analysis of the relationships of various balance sheet 
items. As business operations of the system depends on a number of external factors, the goal of 
the internal management is to make their business decisions based on information obtained 
from the analysis of balance sheet to make business system as efficient as possible. Bearing in 
mind the fact that business decisions are divided into three main areas, three main areas of 
business systems are investment, business and finance, and the interrelated flows of funds for 
inclusion in the three groups. The main areas of analysis relate to key areas of decision-making. 
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Summary: The effectiveness of business systems is a key issue for survival of these systems (but 
not only them). Hence, the need of modern management theory that focuses its interest to the 
question how to ensure the effectiveness of business system. However, in order for management 
theory to give an answer to the question it is important to resolve some "technical" issues 
among which, of course, is those related to measuring the effectiveness of business systems, 
because if you do not know how to express the effectiveness of business systems, it is difficult to 
say whether commercial system is realized or not realized adequate effectiveness. The purpose 
of this paper is to presents potential approaches to measuring the effectiveness of business 
systems and then develops a model by means of standard indicators that will be best able to 
express the efficiency of business systems. 

Keywords: measurement of performance efficiency, business system, the organization 

INTRODUCTION 

Effectiveness is defined as the degree of fulfillment of objectives, which ultimately means 
insurance of products/services that represent values to customers. In other words, a business 
system that ensures the right products/services at the right place at the right time is effective. 
Hence, is understandable, the effectiveness of business systems is the key question of survival 
of these systems (but not only them). Hence, the need of modern management theory that 
focuses its interest on the issue, to ensure the effectiveness of business systems. In order for 
management theory to give the answer to that question, it is important to resolve some 
"technical" issues among which certainly includes that which relates to measuring the 
effectiveness of business system. If it is not know-how to express the effectiveness of business 
systems, it is difficult to find out whether business system is achieving an adequate level of 
efficiency or not. 
However, measurement of efficiency is not as simple as it may seem at first glance. Namely, the 
fact is that it is necessary to be able to measure the effectiveness of various business systems, 
and within each of them measure the effectiveness of different organizational levels. It should 
be borne in mind that between the efficiency measures are key differences in the nature of 
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frequency of measurements, sources of data controllability. From the above it is evident the 
problem of measuring the effectiveness of design models for each business system. 
Effectiveness can be viewed from various aspects and as a consequence, different approaches 
have developed to determine the effectiveness of different models of standard indicators, 
through which will be best able to express the effectiveness of business systems. 

Levels of expression and measurement of effectiveness 

In a study of measuring the effectiveness of business systems, one of the initial questions that 
arise is that which refers to the level of the measuring. Namely, it is known that business system 
consists of multiple levels of which usually generalize three basic: individual level, group level 
and the level of business systems as entirety. In accordance with this, there are three levels of 
efficiency: 

1. Efficiency of individual 
2. Efficiency of group 
3. Organization efficiency 

 
In the context of each of these levels is very important to determine the method of measurement 
and presentation of effectiveness. 

1. Individual effectiveness emphasizes the execution of individual tasks of employees at 
the lowest organizational level. Tasks that individuals end up are very different given 
the opportunity to express performance. Usually three types of tasks distinguish tasks 
in information processing and management tasks, for which are used various 
measurement methods: often the effectiveness at this level managers evaluate 
routinely. 

2. In the business systems individual rarely work alone, isolated from the others in the 
organization, but usually work in formally established or organized groups in large 
companies: in big multi-division enterprises divisional and functional groups 
(departments) differ. In terms of measuring the effectiveness, these groups organize 
the appropriate forms of responsibility. Each center of these centers has its effect, 
which is expressed by different criteria, so there is a need to develop an adequate 
system of measuring the effectiveness of these centers. 

3. Business system is comprised of individuals and groups - it is treated as an 
organization. Therefore, organizational effectiveness consists of individual and group 
efficiency. However, organizational efficiency is greater than the sum of individual 
and group effectiveness, which is a result of this synergy effects. Of that arise the need 
to form a separate system of measuring the effects of the business system that will 
meet the three interested groups (stakeholders) – owners - shareholders, the top 
management and other stakeholders. 

 
Group effectiveness depends on the individual, while organizational effectiveness depends on 
individual and group efficiency. From the aspect of the business system, it is important to 
determine the causes for which effectiveness has been achieved at each of these levels. In this 
context, each level of effectiveness can be considered as a variable caused by the other variable 
(i.e. causes of effectiveness). 
The literature on management and organizational behavior presents the results of different 
studies is that different theories about the causes of the effectiveness of each of the three levels 
of analysis. 
Individual effectiveness: 

Causes: 
• Ability 
• Skills 
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• Knowledge 
• Attitude 
• Motivation 
• Stress 

 
Group effectiveness: 

Causes: 
• Cohesiveness 
• Leadership 
• Structure 
• Status 
• Role 
• Norms 

 
Organizational effectiveness: 

Causes: 
• Environment 
• Technology 
• Strategy 
• Structure 
• Processes 
• Culture 

 
Accesses in determining the effectiveness: 

Effectiveness can be viewed from various aspects, which, consequently, have developed 
different approaches to this phenomenon. However, in theory and practice usually can be 
find three approaches to the definition of effectiveness, namely: 
1. Target approach to effectiveness 
2. Systemic approach to effectiveness 
3. Multiply-constituency approach 

 
It should be noted that business systems must be able to use each of the three approaches when 
appropriate. Target approach to effectiveness 
A feature of the target access is to highlights the central role of achieving a goal as criterion of 
effectiveness assessment. Under this approach, there is a business system to achieve certain 
goals. On that basis were developed a number of concepts from which the most famous one is 
based on management by objectives (MbO). It is a comprehensive concept that integrates many 
of the key management activities in a systematic way and that is consciously focused on 
efficient and effective achievement of organizational and individual objectives. Its essence is 
that for every new pre-determined objectives that needs to be achieved, periodically control its 
requirements. MbO requires to define so-called, Key Result Areas-KRAs) and Key Indicators-
KIS, for all levels of management on the principle of cascade, from the top to the bottom of the 
business system. 

The systematic approach to effectiveness 

The systematic approach to analyzing organizational behavior and emphasizes the necessity of 
maintaining the basic elements of the cycle of input-process-output, and adapting the general 
business environment that supports system. It starts of systems theory to describe the internal 
and external behavior of the organization, it emphasizes the connection between the business 
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system with the environment and that the environment receives inputs, transforms them into 
outputs, and (inputs in altered form) returns the environment. 
Systems theory emphasizes two important conclusions: 

1. Final durability of the system depends on its ability to adapt the requirements of the 
environment. 

2. In meeting these requirements, in center of the business interest must be the total cycle 
of input-process-output. Therefore, the effectiveness criteria must express both aspects, 
and efficiency must be precisely defined accordingly. 

Multiply constitutive approach to effectiveness 

System approach to effectiveness highlights the importance of access to the external 
environment and the balance between different parts of the system of which business system is 
only one part. In practical and concrete terms, access to multiply constituency means achieving 
a balance between different parts of the system satisfying the interests of the constituent parts of 
the business system (i.e., individuals and groups ). Therefore, the theory can be used to multiply 
the constituency combination of the two previously mentioned approaches in order to gain 
access to the appropriate organizational effectiveness. 
In other words, it is possible to link all three levels of effectiveness from the point of all 
interested parties (stakeholders) for its achievement. Each of stakeholders expects from the 
business system to behave in accordance with its expected benefits, with the expectations of all 
concerned need not to be congruent with each other. 

The criterion of effectiveness 

Management and others with an interest in the organization must have indicators to assess the 
likelihood of its stability. In practice, managers use a number of short-term indicators of long-
term stability, including productivity, efficiency, accident, overruns, lack of, quality, degree of 
recovery, morale and satisfaction of employees. Any of these criteria may be relevant for a 
particular purpose. 
Production, quality, efficiency, flexibility are short-term satisfaction of the efficiency criteria.  
Two other criteria - development and competitiveness - complete model of time dimension. 
These two criteria reflect efficiency in the middle period of time. However, the main criterion 
of effectiveness is the stability of system. If managers do not achieve satisfactory performance 
of short and medium terms, criteria of effectiveness and durability cannot be guaranteed. 
 

Manufacturing Competitiveness Flexibility 
Quality Development  
Efficiency   
Flexibility   
Satisfaction   
Short term Medium term Long term 

Figure 4: Model of time dimension of efficiency 

Model of effectiveness standards  

Standard in the original significance is a form with which is possible to compare items and 
actions. It means regulations to determine certain characteristics of a product or define a 
numerical value, size, units, names, properties and actions. According to that, in terms of 
objects this standard work can be defined as the target size that should be achieved by 
individuals, groups or business systems as entirety. Accordingly, sizes leads to the conclusion 
of individuals, groups or organizations. In other words, the effectiveness appears here as a 
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measure of achievement of results at each measuring level. Therefore, it is one of the key 
questions to determine the effectiveness. In this regard, Figure 5 shows some basic standards of 
effectiveness by the levels. Criteria defined like this are the basis for setting standards of 
effectiveness, and for that purpose, the manner of their determination is given. 

The way of setting standards of effectiveness 

From what said above we can conclude that efficiency standards are the result of which will be 
achieved if the specified key tasks performed in satisfactorily way. These results must be 
realistic, but stimulating. Two categories of standards of effectiveness differs - quantitative 
(measurable) and qualitative (estimable). The abundance of standards is based on the 
effectiveness of selected indicators (benchmarks) which is then calculated from the data of 
specific companies and thus forms a standard-size. 
In contrast, there is the target size to be achieved, and the realization that in relation to the 
standard-size indicates the achievement of the objective. While standard-size excerpts from 
works in the past, the target size should be derived from the expected achievements in the 
process of establishing actions in the future.  The whole action of standard defining could be 
shown in Figure 5. 

│ 
Preparation of efficiency standards 

│ 
Determination of effectiveness benchmarks 

│ 
Determination of data collection system 

│ 
Setting of new standards 

│ 
Monitoring 

│ 
____________________________ 

Figure 5: The process of establishing standards of efficiency 
 
Preparation of standards of effectiveness is oriented primarily to define the level and temporal 
dimensions of a standard, and then specify the goals that are expected to achieve and fulfill the 
technical activities associated with establishing standards of effectiveness. It is necessary to 
define the possibility of determining the effectiveness of measures for each target size of the 
selected levels of effectiveness in a given period of time. 
The selected criteria should be quantitative (and qualitative) expressed, which is possible only 
by using the appropriate database: it is therefore necessary to pre-format data collection system 
in order to determine a standard-size. For this, it is necessary to adjust the accounting system, 
and focus on measurement output rather than input controls. 
Appointment of new standards is the most important phase in the whole process. They, as 
mentioned before, are derived from the expected to achieve in the future, and generally use a 
benchmarking process that comes to comparing the target size or standard efficiency. After 
standards of effectiveness are determined, it is necessary not only to monitor their 
implementation, but their operation in practice, and report the findings to be taken and new 
activities to improve them. 

Temporal dimensions of efficiency standard  

Temporal dimensions of effectiveness standard are an important element of the model since it is 
only in the dynamics can make the correct conclusions about the effectiveness of business 
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system. It should be borne in mind that effectiveness standards vary depending on, about 
whether it is short, medium or long period. The most important for the long-term is 
sustainability (persistence) of business systems, while virtually all other standards are in 
function of that sustainability. Therefore, it is necessary to identify constantly the causes of 
individual, group and organizational effectiveness in the short term, medium term and the long-
term. It is important because a business system can be effective in terms of some standards that 
apply in the short to medium term, and that in the long-run there is no chance for survival. 
Therefore, maintaining of an optimal balance means balancing of the organization over time 
 

Level Stakeholders Potential effectiveness standards 

Organ. 
level 

Business 
system 

Owners - Stockholders ROI; ROE; EPS; DPS; VA; 
ROVA; ROVA/ROI; MVA; EVA; SV 

Top manager ROI; ROE; EPS; SV, various qualitative 
criteria 

Others 

Different, considering the number and 
diversity of interested employees: labor 
productivity, customers, sales volume, 
and suppliers, material use, country, size 
of income, etc 

Group 
level 

Divisional 
units 

Investment centers ROI; ROA, ROCE 
Profit centers Profit 
Income centers Income 
Cost centers Costs 

Functional 
units 

Manufacturing 

Production performance, performance 
per worker, productivity processing, 
utilization of materials, the course of 
production, capacity utilization, the 
effect of repair, the effect of fleet 

Purchasing 

Acquisition speed, price development, 
control the price index, the dispersion of 
the volume of procurement, the use of 
storage 

Selling 

Realization of sales, net income, 
employment status, the coefficient, the 
success of supply, the index of 
customers 

Finance 

Liquidity, the level of cover constantly 
connected permanent capital, the degree 
of coverage of permanent capital, the 
level of capital, ROI, cash flow 

Personnel  
Staff turnover, the average wage, 
performance per hour, profit 
contribution 

Individual 
level Jobs 

Manufacturing tasks Quantitative and time standards, natural 
and value standards 

Department tasks Appraisal of performance 
Managerial tasks Key results 

Figure 6: The potential efficiency standards 
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RESUME 

Measuring the effectiveness of business systems is very complex. Model of indicators to 
measure the effectiveness of business systems related to the measurement of individual, group 
and organizational effectiveness, but the model includes indicators for all levels of 
management. Therefore, it should be noted that the standards of efficiency vary depending on 
whether it is a short, medium or long-term period. The most important for the long-term 
existence is the business systems, while virtually all other standards in the function of that 
sustainability. 
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Summary: The development of scientific knowledge is constantly progress. Using scientific 
knowledge man increases his power of action. The aim of science is to explore something, 
learn, establish and put the community for further use. Successful use of scientific knowledge 
for practical purposes it is possible to determine the progress of a community. The inability and 
unwillingness to use knowledge lead to crisis.  
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Man is the most complex product of economic order that belongs to. Everything that was 
created over a long period of development of the social order is the result of individuals or 
groups; the man has created to increase the power of the nature of their activity. To master 
nature man takes out of it what he needs for a higher standard of living and returns unnecessary 
good back to nature. The history of human society is the history of progress and crisis are only 
transient events in a long journey of progress as the only proper goal in developing the social 
order. 
Objective scientific studies clearly show and prove that at all stages of the genesis of the present 
social order is the legality of the formation and development of crisis and progress in all spheres 
and structures of human society. In everyday communication and discussions on the 
development of social order, different views about the laws of progress and the crisis in the 
overall social development meet each other. This diversity of views is primarily determined by 
the class structure of society and the ideologies and policies constituted classes in the social 
order.1 
It turns out that the ruling class or the ruling political party in modern societies the causes and 
sources of progressive tendencies attributed to its actions, and causes of crises manifested 
attributed to competing political parties or opposition to the sub-class implementation of the 
established policy of social development. Be sure that the class antagonisms directly affect the 
appearance of quality different views about the laws of progress and the crisis in social 
development. Yet the objective discussion of the genesis of social movements and the 
establishment of certain conditions in the social order the crucial is removal of ideologization 
and politicization components in the consideration and evaluation of the appearance and 
development of specific modalities of progress and the crisis in the social development. 

                                                           
1 Marković A., Vučenović V., Izvorišta majstorstva menadžera, EPS, Beograd, 2002 
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1. CONTINUITY OF PROGRESS IN SOCIAL DEVELOPMENT 

All recent scientific studies indicate progress in social development. The spread of domination 
of the human species in the natural order is a continuous process. The dominance of the human 
species in the natural order is realized based on new findings based on a growing mastery of 
processes within the natural order. Increasing the power of people acting provides a steady 
progress growth. Creating whole structures, a man increases his power, which aims to exercise 
its ever-growing desires and needs. 
The continuity of the progressive development of tools and weapons inevitably causes major 
qualitative changes in the philosophy of conscious organizing all kinds of unnatural structure of 
the whole, including in all types and models of organizational systems. At each new stage of 
development, the company says is a growing and increasingly complex equipment of all people 
with diverse tools and weapons to carry out their assigned functions, which must be done to 
achieve the desired goal. Increased equipment work itself points out the increased power of the 
conscious actions of individuals and organized system. Nevertheless, this increased equipment 
also requires any complex organization, and the increasing restriction of human behavior and 
organizational systems in achieving the programmed targets. 
Increased utilization of human resources is a continuing need for the creation of larger human 
resources as biological beings. People are included in the artificial organizational structure in an 
unnatural manner; by limiting the freedom of behavior. Limiting freedom of behavior increases 
the power to act human. People have to recruit because they are not in a simple way to engage 
their creative energy and kinetic energy. Predispose a man to take and put at their disposal his 
creative energy is a great skill and ability of management in all organizational structures. 
Creative energy is the exclusive property of the individual and the need to create the necessary 
conditions to put this on your creative energy available to the whole. Its creative energy human 
can made available, or keep for him or her if there are no conditions or environment to harness 
it. Therefore, the management system, companies, and other organizational structures, must 
increasingly used method of acquiring people not forcing them. 
Conscious organization is primarily focused on the establishment of such organizational and 
other systems whose means is to increase the power of conscious action and spreading 
domination by organized groups of people in the middle where they belong, as building 
blocks. Any increasing of both the conscious action means certain mode of progress in social 
development.2 
Progress in social development becomes the basis for acquiring new knowledge, i.e. effectively 
discovering, exploring and mastering the unknown components in the natural and social 
order. In addition, the unknown component is usually presented as secrets whose disclosure 
would create conditions for mastering these unknown components in the natural and social 
order. 
Knowledge is the most advanced tools built by people with their knowledge, skills and abilities 
and people is indispensable element of any organization system. Increasing the power of people 
is achieved by using all the varied types of tools. People in organizational systems were long in 
subordinate positions. Bringing people in dominant position creates the conditions for the 
continuity of progress. Adding tools to people and not people to machines, brings a new 
philosophy in the manufacturing process. This new philosophy fundamentally changes the 
production process and increases its economic efficiency and effectiveness. 
The real presence of conflicts of interest of people and organizational systems in the modern 
social order necessarily indicate that those conflicts of interest limit and destroy the progress in 
social development. Using people with more efficient tools and weapons to expand the 
domination of one social structure to the detriment of the interests of other social structures 
leads to a crisis in social development. That is why each type and mode of operation has to be 
respected as the cause of the appearance and development crises in the social order. 

                                                           
2 Ibid 
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2. BASIS OF ECONOMIC CRISIS IN SOCIAL ORDER 

People as biological and social beings have a strong desire for appropriation - the accumulation 
of material goods. Appropriating material goods people feel that way can afford to provide a 
better standard of living, better living conditions, health and other protection and thereby 
postpone the end of life. 
The culmination of the conflict of interest is expressed by people in the onset of the crisis of 
development in their mutual relations in general and in social development. A general feature is 
that crisis in social development occurs at certain times and their reps are displayed and 
interpreted as cycles of crisis. 
It is generally recognized rule that people in the same way interpret and explain phenomena, 
structures and processes by which they are surrounded. It is natural that studying subjects are 
differently perceived, represent and explain, suggests that the explanation of the process 
introduces a subjective approach. Accordingly, and in professional and scientific debates facing 
the different presenting causes of the crisis of development in social development. 
More complete and more comprehensive analysis and interpretation of the emergence and 
development of the crisis in social development is always running in the economic sphere. Any 
disruption in the economic relationship is reflected in the other dimensions of conscious 
organization and management of business and other organizational systems. Modern economic 
theory and practice indicates that the final dimensions of each business and other organizational 
system is the economic dimension, as all business and other organizational systems constitute 
the economic foundation. 
It is common knowledge that every society - state community builds its policies and ideology of 
economic development in order to fully meet its economic interests in market relations, that is, 
in the competitive struggle with other community - state communities. It establishes the 
conflicts of social interests, which are often transformed into military conflicts. 
Objective observation of the war suggests that these conflicts at all stages of social development 
are essentially economic character. The conquest of foreign territories is always directed to their 
exploitation. It shows that the military organization its reason for existence and operation have 
in provision of the economic interests of the communities to which they belong as building 
blocks. Analogously, every business system builds its organizational units aimed at conquering 
new areas and protection of already won areas. 
We have emphasized that people as biological and social beings seek enrichment and 
accumulation of material goods that have a rule at the expense of others or other business and 
organizational systems. The owners of the means of production want to introduce non-owners 
in the manufacturing process, achieve such a transformation process in which they provide the 
bulk of the distribution of newly created value. Non-owners are at a disadvantage and they 
consciously accept unfair conditions in order to secure a livelihood. For non-owner this position 
in the production process certainly caused dissatisfaction. Moreover, it is the major source of 
opposition to the emergence, development and crisis in social development. 
In modern social development is characteristic that the owners of capital seek to gain greater 
influence in political parties, both in those who are in power in government and in those 
communities that are in opposition to the ruling political parties. Turn on owner's equity in the 
political governance is becoming a new mode of social stratification and causing new conflicts 
of interest within the social structure of the state community. 
Human resources as a science practice and skills, provide the proper tool to professional 
managers how to successfully keep and maintain the business and other organizational systems 
to a higher level of functional status. The function of leadership i.e. management is used in 
everyday operation of business systems using two levers: the application of sanctions and 
rewards. Today, professional management is increasingly turned to recruiting people for the 
achievement of business systems. People can recruit an appropriate set of tangible and 
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intangible stimulants. Often we want to emphasize the advantage of the material rewards of 
intangible rewards. True measure of the two stimuli provides the best motivation for employees 
to achieve individual and collective goals.3 

3. THE BUREAUCRATIZATION OF ORGANIZATIONAL SETTINGS 

In contemporary social conditions, prevalent in some social - state communities connecting of 
political and economic governance, which usually leads to bureaucratization of organizational 
settings, business and other organizational systems. Holders in bureaucratic organizations 
themselves provide a very high standard of living, while subjugate structure, i.e. non-owners 
living standards stagnate or decline. It points out to the inevitability of further stratification of 
society and the development of new conflict of interest. The ruling bureaucratic directing its 
activity towards the invention of new modes of bureaucratization settings, and finding drastic 
suppression of any form of opposition to the established bureaucratic rule.4 
Processes of bureaucratization are equally spread in both the political and in business and other 
organizational systems. Any new development phase of bureaucratization marks the inclusion 
of an increasing number of people in the bureaucratic structure and increasing conflict of 
interest in the community. 
Research suggests that opposition to the bureaucratic rule is very complex and risky. Usurpation 
of power is based on the proliferation of bureaucratic poltroons. All this indicates that any form 
of bureaucratization marks the stagnation in social development, which in itself leads to more 
expressed crises in the social order. 
The bureaucratization of the organizational system leads to their detention, and therefore 
inevitably leads to an increase in entropy of the system. The level of organization and 
functionality of these systems is reduced. In all organizational systems, particularly in 
bureaucratic systems there is a strong tendency for the creation of informal 
organizations. People join the informal organization because that way they want to increase the 
ability to realize its interests. Creation of informal organization weakens the formal operation of 
the existing organizational structure. 
In practice, it is shown that decentralized forms of organization are the most successful in 
opposing the rule. Decentralized systems, by definition, are built on the principles of open 
systems that perform better exchange of matter, energy and information with the environment in 
decentralized systems the authority and responsibility for results are transferred to lower levels 
of organization. Participation of more people in making decisions and taking responsibility for 
achieving business results and other organizational system prevents the development of the rule 
of the bureaucratic structure. As much the system is open, it acquires a greater ability to resolve 
conflicts of interest, and thus the elimination of the origin and development of crises. 

4. CAUSES OF THE CRISIS OF MANAGING BUSINESS AND OTHER 
ORGANIZATIONAL SYSTEMS 

The main and decisive causes of crises in social development are linked and are in the 
management or conduct of business management and other organizational systems. The 
systematically holistic approach teaches us that all business and other organizational systems 
are not just a collection of elements in the structure, but they realize interconnections and 
relationships within the system and also establish connections and relationships with elements 

                                                           
3 Markovic L., Selekcija i izbor menadžera, magistarski rad, Megatrend, Beograd, 2009 
4 Vučenović V., Marković A., Izvorišta holističke teorije organizacije, FORKUP, Novi Sad, 2011 
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of the environment. The functioning of these systems cannot be explained with classical 
approaches that use Cartesian mechanistic approach for understanding and explaining. Business 
and other organizational systems in which inevitably occurs in the structure of functioning of a 
man looking for a new and modern scientific apparatus, approach for explaining the 
phenomena, and processes that occur in their operation.5For the maintenance and development 
of progress in social development, impact to business organization and other organizational 
systems management is critical. 
In the economic order cannot take place processes without at the same with friction. Friction is 
by definition a waste of energy. Learning process without friction cannot be eliminated but it 
can therefore be kept to a minimum and appropriate measure necessary so process can take 
place.  
In the management of business and other organizational systems there is friction in relations 
between people in relationships between organizational units, in business and other functions, 
the friction in the flow of technology, friction with the environment and so on. For this reason, 
the people running these systems - professional managers need to possess certain skills, 
knowledge, and skills that enable them to reduce this friction to the minimum. Abilities are 
achieving by developing skills and gaining constant practice and repetition of the process, 
knowledge is acquired by continuous learning. Business and other organizational systems are 
complex because of continuous involvement in the increasingly complex technology of this 
process and searching for new people who can master and lead these processes. Professional 
managers are therefore doomed to constantly monitor these changes and to respond to the 
challenges of ever-increasing complexity of conducting business and other organizational 
systems. 
The goal of all business and other organizational systems should be the development, training 
and provision of professional managers to run these processes. Human resource management in 
their area of work has a job analysis, planning and recruitment of human resources, recruitment 
and selection, socialization and adaptation of employees, training and education of employees, 
evaluating performance and rewarding, health care and career development of employees. The 
most important functions of human resource management in modern business and other 
organizational systems are candidate screening and selection, training, remuneration and 
employee motivation. 
It is still not enough attention paid to recruiting, training, remuneration and motivation of 
management in business and other organizational systems. The selection and election managers 
must use modern methods of management of human resources through the application process 
of the best candidates for suitable jobs and ensuring they could express themselves in an equal 
match of the processes through group discussions, presentations of their knowledge, skills and 
abilities and provide answers prepared in advance questions of the center for evaluation, as 
shown in this book. So chosen professional management will be focused on providing efficient 
and effective achievement of goals of working together, which is the ultimate expression of 
contemporary social conditions manifested in business profitability. 

5. MANAGEMENT DEVELOPMENT AND PROGRESS 

In all of human history have been alternating with periods of crisis and progress. The crisis in 
social development can be interpreted as a normal condition in a given period includes social 
system. State of crisis serves as a good indicator of what in the upcoming social development 
should be changed. To be motions in natural order, which belongs to the man, there must be 
differences. Every artificial creations that man has made with his contemplative work function 
on the principles and processes within the natural order. 
To bring a system out of the crisis, it is necessary to determine why the system came to a 
crisis. More precisely, it is necessary to diagnose the situation in an objective and 
                                                           
5 Marković A., Vučenović V., Izvorišta majstorstva menadžera, EPS, Beograd, 2002 
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comprehensive way, without ideologization and politicization of determining the cause of the 
condition. Only a system in which the objective is the scientific diagnosed with the facts is most 
likely to interpret this state into a new - more advanced and progressive condition. Translation 
system from one state to the new desired state can only be done with the help of appropriate 
technology. The application of this technology can be applied only to the appropriate group of 
people - professional managers who are trained skills, abilities and skills to implement a new 
translation system in the desired state. 
Scientific studies have pointed to the fact that people potential is under-utilized in business and 
other organizational systems. The man has kinetic and creative energy. Appropriate procedures 
may result in conditions that engage its kinetic energy at its disposal. The hardest thing is to 
bring man into such a state that he is ready to make its creative energy available. Only by 
developing and implementing a democratic style at the expense of autocratic style of 
management, can bring people in business and other organizational systems to make available 
to their creative potential and thus achieve synergy effects in the transformation processes that 
are being carried out. It is a known fact that as something is more synergic, it is more holistic. 
Ideas are the most valuable products of conscious human activity and, therefore, points out that 
only new idea could provoke progress in the overall social development. The most general view 
of the development of tools and weapons clearly show that they incurred due to new ideas that 
people have developed in our thought process. Scientific and technical progresses are directly 
dependent on the established interpersonal relationships, or in modern terms directly depend on 
the success of the activities of professional management. But the success of professional 
management is in turn conditioned by the development of science, technology, technology, and 
etc. 
With the disclosure information as a third component of any organized structure, we found out 
what it is the quality of parts that cannot be inferred from the quality of the parts that make up a 
whole. We found out the quality of information the component that determines the success of 
organizing and managing organized and organizational systems. The choice of modern 
organizational theory that information is a measure of an organization, lead to situation where 
modern management provides information as their primary and crucial component. This finding 
changes the concept of conscious revolutionary organization and management working together 
and becomes the starting point for further development of professional management and overall 
organization of the conscious. 

6. RESUME 

A man with his conscious activity takes from nature required goods for the preservation of 
species and raising standards and returning to nature what it is unnecessary, or those elements 
that current science and technology did not provide answers how can be used. The man cannot 
hold taking goods and material devastation nature indefinitely without compromising its 
mission and staying on the Earth. Therefore, Kapra,6 in his great work "Time Reversal" noted 
thirty years ago the emergence of a fourth dimension to the economy and ecology. This means 
that apart from matter, energy and information, the ecology will be a component of the 
economy that might indicate a change in the target function of production - the business system 
in the future and this is the role of profits. This change in understanding of the importance of 
profits will certainly affect the re-definition of the view of the crisis and progress in social 
development. Surely, this will affect access to and understanding of the role and importance of 
human resources and human resources and the progress and development crisis in the social 
order. 

                                                           
6 Fritof K., Vreme preokreta, Globus, Zagreb, 1986 
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Summary: Method of forming opinions and reactions of public opinion on a particular 
situation, the information in closer, and the wider global environment depends on many factors, 
and factors that are, often, the creation of certain interest groups in favor of their own political, 
economic, and other interests of monopoly (motifs) which are guided by the "creation" of image 
"embedded in public consciousness." The motives, methods, objectives, sphere of activity may 
be different, but real understanding of the reality here is losing its meaning. How much that 
public is aware of the manipulation, it is clear, according to the global examples that 
undermine world peace and its natural balance. Spin, unfortunately, as part of a public 
relations activities generally fall into a negative trend, which destroys the reputation of the 
profession today has affected all the "living pores" of individual and global environment that is 
worth analyzing how much and how experience it by individual and collective awareness of 
what is sold. 

Keywords: spin, individually, globally, manipulation, interest 

 

 
"You can fool some of the people all of the time, and all of the people some of the time, 

but you cannot fool all the people all the time." 
Lincoln 

INTRODUCTION 
"Public relations are very complex area directly related to communications. Due to the fact that 
in all things as they present it (and not as fact is) come to the conclusion that the one who 
knows how to communicate knowledge and tools for this purpose, it is able to independently or 
with the "accomplices" attitude creates the environment, and the general public and public 
opinion and global truth! Very powerful profession!1 "In the online conversation with blogger 
and PRpepper Dragan Djermanović there is no lack of communication within the meaning of 
"freely quote everything I wrote because that is my opinion..." This is not an analysis of the 
existing definition and explanation of this part of public relations, such as the following “The 

                                                           
1 Dragana Djermanović, http://www.draganadjermanovic.com/2008/07/05/da-li-ste-za-krug/ 
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spin as technique of public relations has been around for a long time. It is often used, especially 
in an election period. However, the spin implies that basic information is true, to which the 
public's attention is focused using different techniques and tools, with distortion of its original 
form,2" but it is an attempt to analyze how a specific environment knows, understands and 
recognizes spin in different spheres of public and private life. For the case study the immediate 
environment of the Trstenik municipality was taken, its teaching staff because of the profile of 
education, equal representation of village/town location and a group of kindergarten teachers, 
elementary and secondary schools. A "pilot case study" is used including 110 teachers at the 
specified location. The starting point is the point that this group of respondents, due to the 
above description, is the most familiar with the following theme, which, in any case, does not 
reflect the real picture of the environment, but focuses on a selected group of respondents 
(teachers) and deals with the real assessment of the situation on the basis of the surveys and 
interviews that would not lead itself to a situation of reality spin, therefore; 
"Spin is insincere, deceptive tactics to achieve a certain goal. It is used as a form of 
propaganda. It is used for a campaign to persuade public opinion in favor of or against an 
organization, party, or public figures. Politicians often use spin and manipulating public 
opinion"- Draca Sladjana, a psychologist in high school in Trstenik. 
 

 
Source: Survey of teachers from Trstenik municipalities, education of the respondents 

 
Factually speaking, the most hypocritical "spins of today,” are hiding behind the motives of the 
individual or the general good, which does not support any religion, and the general justification 
of the concept of evil is defended by the individual right, and even the view that in every man 
there is a good thing that you should find it could defend the motive that/those who "spin 
reality," if human consciousness was so superficial that it is unable to distinguish good from 
evil. A picture speaks more than words, and media coverage of humanitarian donations to 
frozen and poor "old lady Dara" while warming its hands over the new stove and taken by, say, 
local authorities, further undermining her dignity while she is grateful with tears on her cheeks 
and reduce the gesture of kindness that should be anonymous ... what is next, prior to and on 
behalf of all the "goodness", at the time, the eye cannot pass into consciousness, up to first 
awakened reaction that the miserable woman is finally warmed and to cause feelings of regret 
with the target audience unprepared to react to all this. 
 

                                                           
2 Marko Selaković, Spinovanje i mitologija, http://blog.blic.rs/780/Spinovanje-i-mitologija, 29. 02. 
2012. 10:30h   

The educational structure of the respondents - 110 teachers from Trstenik municipality 
was surveyed - (kindergartens, primary schools, secondary schools) 

higher professional qualifications 21

High professional qualifications 89

http://blog.blic.rs/780/Spinovanje-i-mitologija
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Scale 1: Poll - Motives of spin 

 
Otherwise, the motive of public good is checked mainly according to religious grounds 
(respondents were emphasized in conversation or manifested their religious affiliation), a few 
respondents noted that the motive behind the common good hiding are other interests... 
”Politicians, interest groups, and individuals are dealing with spin of the public... The goal is a 
distraction of attention from the important and essential things, phenomena, and so on. 
Citizens, therefore, place an emphasis on phenomena that undue gain in importance, "Radoslav 
Andjelkovic, kindergarten teacher in "Biseri" kindergarten in Trstenik. Thus, environment and 
an organizational form in it are neither perfect nor complete so that communication may be 
subject to a variety of relational relations in all its imperfections. It still draws a failed 
communication relations, the emergence of conflict and confrontation with the escalation of the 
inner to the wider environment. The possibility of such unconscious individual and immature 
relationship is reflected both in the global political agenda and in the lack of understanding of 
political, economic and other factors that continue to exert influence on the historical process 
and its real confirmation. An example of this influence is the fact that today is possible to 
perform marketing influence using film, advertising, Web site and other electronic media, even 
very, degrading and disastrous for the entire nation or people. ("Omniscience" in 
communication with a wide public masses, which also are individually trained and ready to 
"media boom" leads to some type of conflict (at least the intellectual, not to mention the mass 
provoked thought process), the grassroots are not at large immune to the challenges of the 
media, nor sufficiently educated (who, after all, is?) to accept a certain type of view from the 
broader educational aspect, but only as placed so as ensures their well-designed feedback in 
advance but "a picture is worth a thousand words", some react like this: "Spin, unfortunately, is 
not a common theme here. Not nearly as much as spin is already present. For years, I’ve been 
trying to separate the wheat from the weeds, or the spin of the news and say that I improve that. 
I guess in 80% of cases. Looking at other people's reactions to certain news I get the impression 
that the Serbs, to which gossiping is a favorite intellectual disciplines, have distinct preferences 
not only to accept spin but also to multiply its effects. It is good that someone started this topic, 
even if on the blog."3 
 

                                                           
3Comment of Kristine Cvejanov  on the blog  of  D. Đermanović,  Spin, available online at: 
http://www.draganadjermanovic.com/2008/07/05/da-li-ste-za-krug/ 
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Scale 2: A survey of teachers in Trstenik municipality, "pilot study" 

 
The conclusion of the term knowledge is devastating, but why for the "old things" all had to 
know the technical side or the term, so that after an extensive explanation of the individual or 
group response was as follows: "deceit, deception narratives, distortion of the truth... 
communication mode is changed (the word lying isn’t among the words that degrade culture 
and education, sometimes vulgar, is now in everyday use and is "normal"), in particular, the 
introduction of computerization and electronic media, "Today everything is spin  because it is a 
negative side of electronic communication, and who has information rules the world because it 
can place them as truth or false. Antique despot did not have as much power as it has today 
with the help of powerful mass media. The use of the term “computericratia” has begin, says 
sociologist from secondary technical school in Trstenik, Nada Miljkovic. Spin in its shadow still 
hides some interest (positive/negative): economically, politically... Is it possible to spin at all 
levels, as a question, is not giving an adequate analysis or answers were not real. From 
individual, family, organizational and global, the spin is possible and is used consciously or 
unconsciously (in the family with the best intentions in relation to the parent/child, for example) 
but, in this case, the policy (at any level) from the derived results hampers real assessment so 
we are returning to the proper assessment of respondents in any "controlled environment". It is 
still in effect the individual appraisal of interviewers and their communication skills to evaluate 
and analyze the success of the survey and what is the background of every individually given 
response, which is individual assessment and evaluation of the situation. One thing is evident, 
television is still the main means of information, people do not read press because of its price, 
and the possibilities of the Internet and social networks are understand differently because of 
reduced control and increased freedom of thought, so there are positive and negative attitudes 
about the Internet regarding information, as well as poor knowledge of opportunities offered by 
the Internet as a medium. Media as the media is evaluated from a political point of view, and 
everyone watching television, and select and purchase the newspaper or it is "spinned" by 
Turkish series "and it is easier to close its eyes and sleep over reality. Media are means of 
public opinion for persuading specific target audience, that is the general conclusion, but it is 
naturally accepted and from unknown reasons is falling in the "mass dream" so "several times 
repeated lie becomes the truth." No one can wake up our own self-awareness and build it up 
instead of us, but it can be affected... No one experience the snow in February this year in the 
same way, "Iraq dossier" and Blair, the bombing of the former Yugoslavia, global vaccines and 
other treats ... all that is subject to individual assessment and its possibilities, as communication, 
at any level, it is very demanding and sensitive process. 
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Scale 3: A survey, at which levels the spin is possible 

Communication with the masses, for example, media, its sensitivity and conflict, especially 
experience if in any way has a political meaning. The masses do not think philosophically, 
artistically, psychologically... the masses react to the stimulus. Today, genocide is synonymous 
for the greatest evil and the finest (unintentional, unconscious/conscious, artistic, marketing, 
etc.), and spark regarding that subject wakes up at the slightest mention of the conflict (e.g., 
verbal). Individual, psychological, religious and moral possibilities of perception of good works 
in the evil are endless. Individuality is the defense of "mass etiquette" and the perception of 
reality, "Something else seems important to me when it comes to the Christian, and to the 
individual Christian. As we hypothesized, Orthodox Christian, who is on a constant path of 
theosis, will spontaneously and "naturally" recognize in the people, nations, and historical 
events the sense of the eternal struggle between good and evil, "reflexively" opposing to every 
evil work and some good work and this, precisely, in that human and the people who committed 
the crime. Instead of meaningful, sentient, and then the principle of voluntary fostering evil in 
itself, which then, like infection, inevitably and inexorably spread to our immediate and wider 
environment, not by refusing to think about evil objectively and critically - to balance in 
ourselves both principles, good and evil as well as we discover the perpetrator of evil (of 
course, not invented, by all means sought and "found" the good that he, like every human 
carries within it) ... How a whole people, German people can be, declared genocide people... It 
was enough just one German soldier during the Second World War to refuse to shoot Serbian  
hostages - such a soldier was shot because of its honest act, to believe in humanity and 
generosity of individuals of the German people . Is it after all, purity of heart, beauty of the soul 
and clarity of mind can be expected from the masses, and not necessarily only from the 
individual - Christian figures in any people!"4 The ability of individual approach in principle, 
the mass perception of reality, takes us from the specific to the general form of communication 
with the wider public and the understanding of truth, reality and collective consciousness. The 
mass associated with the overall diversity and its mass Me asked its reconciliation in adapting 
the principles of good/evil that comes from an individual (individuals) in a part of it. Any 
nobler way of self-knowledge (psychological, philosophical, theological), assembly of all these 
spiritual educations in the improvement of the individual, enrich the spirituality of the mass. 
Therefore, from that aspect, the identifications of the individual within the mass, one might start 
from the premise that one party in communication relationship presents the "fresh and healthy 
side of good communication" and its adaptation and coping regarding the placed stimulus, not 
banalizing good/evil ratio, the purely individual perceptive understanding and comprehension 
                                                           
4 Vladeta Jerotić, Serbian psychiatrist and psychotherapist, ”INDIVIDUACIJA I (ILI) OBOZENJE”, 
Chapter “ZLO I DOBRO U LJUDIMA ILI NARODIMA”, Ars Libri, Belgrade, 2002, pp. 172 and 173 
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of reality. Focus on the positive relationship between individual orientations in relation to the 
information of public is the response to the views of the spin and its possible spheres of interest. 
The question that always offer a variety of responses in the interviews remains, Does one who 
believes in the veracity of the story that place spins? Individual awareness is the wide expanse 
where it loses itself; sometimes it takes time to reach it, so the individual understanding of 
reality is convenient means to spread the spin.  

 
Source: Survey, from which media are you informed about the spin 

Thus, the role of the media is an essential factor, the bond where interest, information, and 
public interest groups merge into "universal truth"... 

RESUME 

"People will always find a way to achieve even greater amount of power, spin is only one way 
that modern times provide. It is always the same story where the master is looking for more and 
more power as long as not overdone to turn its arms against him,” says the professor and 
manager in high school in Trstenik. Therefore, spin, or any other name for a well-known old 
story transferred to the new time, always seek confirmation in the individual perception of 
reality, and each of its excessive use in deception of the public from any interest group is the 
means of its self-destruction. If you spin, you should remain realistic because even your "belief 
in the veracity of the story" is not your defense in the deceit of collective consciousness! 
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Summary: On its journey through life, people are faced with different problems and each of 
them to the solution or a "stumbling block" or a challenge, and desire that, in spite of 
everything, move on. This is a complete cycle of movement, which becomes evident only 
apparent physical death. Time sets new laws such as speed, intuition, inventiveness, the power 
of prediction of events, adaptation and survival in the maelstrom of events, etc. A clamp and 
means of survival in such a movement is communication that is not at all "easy job" because 
diversity is the most difficult to overcome and most difficult to acquire the art of recognition, a 
sense of 'others' vibrations', energy and mental patterns of personality and adapt to an 
environment that creates a specific situation, place, time and manner in which it held "a 
regular rhythm on the fly" for each communication situation occurred because "it takes all 
sorts to make a world" a case study of the working and living environment and its comparative 
analysis, surveys and interviews with educators from Trstenik municipality. 

Keywords: communication, negotiations, difficult people, critics, balloons, bulldozers, snipers, 
self-knowledge  

 
“I wanted only to try to live in accord with the promptings which came from my true self. Why 

was that so very difficult?” 
Herman Hesse, "Damian" 

INTRODUCTION 

Relationship with people is subtle and fragile thread that connects related (similar) and a 
completely different kind of personality and mindset in a common goal. This goal can relate to 
everyday life situations and business contacts that require maximum commitment and 
willingness to overcome every obstacle. When we talk about cooperation (business and 
everyday) with "difficult people" in this issue, we mean healthy, straight, mentally stable 
people, but those types of participant (call party) who by their characteristics, and mode of 
communication belong to a group of people that is difficult to establish "good communication" 
and is in the business world in a difficult meeting, online or offline contact, collaborate and 
complete a "business arrangement" with a favorable outcome and leave the "open gate" to 
continue a successful business (which is usually completed without any problems and downtime 
in "healthy communication links"). Therefore, any condition or existence of psychological, 
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physical or any other health problems is not a basis for qualification of this type of 
communication to the basis of genetic and acquired a healthy psycho-physical patterns of 
personality, but difficult to communicate with them, exhaust the maximum power to your calls 
and leaves a bad feeling after the interview. 

Graph 1: Surveying of the "pilot study" which encompassed 110 teachers 
in the municipality of Trstenik 

 
Some positive guidance is that some people are reasonably heavy. It remains to be defined is 
whether that is their current mood or not. The reasons can be simple and of casual nature, such 
as their narrowest current environment. Often, those are nervous and sleepy mothers with young 
children, retirees seeking peace and privacy in the mirror with the business and "face to face" 
relations compared, say, in a family with those of the company (because "one and the other side 
of the coin" an organizational form, its organizational structure and behavior in their 
environment). World renowned sociologist Wright Mills scientists telling people that "do not 
separate the work from their life" because it "should use their own work and not just those in 
science in order to enrich it through its own life, and life should be used to enrich their own the 
work.1" Nature has created a model which govern all phenomena by a specified source and 
principle, and all beyond that is an anomaly that requires an additional process to restore natural 
order. Based on natural self-organization can be understood in any form occurs in all human 
consciousness. There is no man in whose mind it is not possible to penetrate  just it takes lot of 
patience, proper access, knowledge of personality, long-term work to discover the positive side 
at least the minimum necessary for communication, explains in an interview a professor of 
sociology at the high school in Trstenik, Nada Miljkovic...which brings us back to the required 
training and familiarity with their own emotional intelligence and self-knowledge that is 
prerequisite for work and help in upgrading our conceptual future hopes. Is it sufficient to 
analyze only poll that, by far, not reflecting the real situation? Built in self-knowledge is 
necessary to respect and appreciate the responses and award the person who says is "tough" for 
cooperation, and such a percentage is almost impossible to show (as seen by a given graph) or 
list the answers "I do not want, I don’t want to answer the questions," or "I am terribly 
depressed and upset, there's no way to answer that," which would be without percent was the 
most appropriate and authentic response to the above questions. Or rely on good communicators 
and managers taking their statements, such as for example the statement of philosophy 
professors and manager Rade Miljkovic, "Communication is one of prerequisites for the 
development of thinking of people, and it is not easy to think, non-communication reject the 
possibility that someone else is having right and to change us." So, from the point of view of 
identification of the individual within the mass, one might start from the premise that one party 

                                                           
1prof. dr Dobrivoje Mihajlović, “Metodologija naučnih istraživanja” (X Deo – Reč o intelektualnom 
majstorstvu), Beograd, 1999, p. 271   
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in the communication process is representing" fresh and healthy side of good communication" 
and its adaptation and orientation in relation to communications with "difficult people, " 
focusing on the positive attitude of the individual to cope in a communication problem that put 
different " difficult but not unsolvable situations" of living and business environment. As people 
are different, and professionalism, especially in education must support some level of 
knowledge and, therefore, the communication must not lead to "one-way street", without 
exception, regarding psychologists, educators, philosophers, sociologists, final with the entire 
educational staff whose job is to educate our future ideological superstructure. So, "be tough" in 
collaboration with people today is nowhere exception, but the lack of self-awareness and self-
knowledge, too. 

 
Graph 2: Surveying of the "pilot study" that included 110 teachers in the municipality of 

Trstenik 

All feel good in the "healthy communication” but in the moment when something like that is 
not possible, a problem develops and each problem has its solution and influences that need to 
be overcome. Psychological analysis of the problem situation as a starting point require well-
known study on which to rely and reliance on the conclusions of famous psychologists, 
psychiatrists and managers so the problem would not be brings us into the situation of  "pseudo 
doctors" and "semi-skilled specialists in certain areas". The case study here can best be obtained 
from the immediate working and living environment and as such it is easiest to implement an 
appropriate method (surveys and individual interviews) in the chosen environment, such as, for 
example, educators (in this case the Trstenik municipality) on " pilot study" (evenly represented 
village/city ratio, education, and selected educators from kindergarten, elementary and middle 
schools): 

 
Source: "Pilot" survey including teachers from the municipality of Trstenik 
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New times brought new kinds of communication and the way of communication (even in the 
studies), takes on different character but communication remains a "two-way street" that 
confirms the positive feedback as the condition of a "good communication". An interesting 
division, if it is possible to make that kind of division, could be made by the inspirational 
teaching of young Ljiljana Varga M.A., "How to do business with difficult people" (master 
studies at the University of Novi Sad, business psychology module) in the free online Center for 
Career Development seminar. Let the narrowest distribution on types of "difficult people" that 
we encounter in the business world would be at so-called the critics, negativists, balloons, 
bulldozers, hesitant, super nice and friendly, quiet and cold, snipers, etc. All these people have 
their own characteristics and treatment with them when it is assumed that one side in 
communication is trained and skilled, of course, the one that wants a successful negotiation. All 
of these types are selected as "so qualified" and it is assumed that no real "mix" two in one (say, 
bulldozers and snipers is impossible to merge into a single character). It is possible that certain 
characteristics (responses) coincide or borrow in certain situations, but it assumes from defined 
types of negotiators and the whole study is based on this relationship. It is not easy to change 
already formed personalities, so in all situations, in particular negotiation, we need to adapt to 
the situation and studious approach to the resulting problem of communication. Some common 
mistakes that occur is the lack of distinction between the current mood of the personality, 
commitment to change such a person, accepting the problem and avoid such situations and 
people that, inevitably, leads to a failed negotiation, and the decay of a job. Responding to all 
types of figures presented for the benefit of the entire communication process would be contrary 
to their behavior, and how this applies to all cases in a generalized sense. For example, critics 
like to cause conflict and does not engage or be placed on the conflict, but listen to them and 
show their attention by reformulation of the sentence so they stay always together with their 
opinion without accepting their historical orientations, avoiding the common phrases "that is the 
way it way", "never", "always"... it is necessary to insert a constructive solution that they 
usually cannot bring. Super nice and friendly people should intercepted with open questions and 
insisting on respecting deadlines, show them that you will appreciate them more if you are 
rejected by them, and that is not a conflict but decisions. Bulldozers are in contrast to balloon 
experts in their fields, incredibly professional handle the facts you have outlined to accept but 
seek room for their opinion. The opinion is that they are extremely useful in the team but not as 
team leaders because they always need the opinion of some experts who takes the role of 
opposition in the process of decision-making. Unlike these, "balloons" in no way should "get 
their hands on position" and should be challenged, but the real facts with respect to private life 
because there are many people like these, because of the lack of awareness of how much they 
do not know (their beliefs about knowledge is quite opposite). With aggressive and impulsive 
snipers who "seize the power" it is necessary to avoid conflicts of which they "live", not to 
approach from the position "Me", not to afford a sense of humiliation that is their food, to wait 
for it to breathe and stop them selected words with the control over its own emotions (strong 
self-control), no way, not to allow the power because the phrase, "Give a man power and you 
will see what he is" in this case is confirmed in a negative sense. All this is viewed from the 
positions that one side is always "the ideal conversationalist/negotiator," but life does not 
"tolerate" the perfection and not all managers undergo training of "emotional intelligence" or in 
the start have enough knowledge to form a team and meet themselves with them in terms of 
accepting their own personality in all its imperfections, knowing that, perhaps, they are some of 
those "these characters". All this could be supplemented by a declaration of the "Pearls" 
kindergarten teacher in Trstenik, Radoslav Andjelkovic, "Difficult people are, in principle, 
introverted, uninformed, do not have faith in themselves and their abilities. They are not in the 
mood for innovation or changes. It happens to be arrogant and intolerant." Therefore, some of 
the responses to the categorization of serious people were given in the attached schedule below 
and the descriptions of Ljiljana Varga... The life cycle is run by accepting differences and seeks 
conciliation, compromise, and respect for all the organizational norms of behavior so it would 
be easier and better. If so, we wouldn’t  know for the wars, quarrels, all kinds of conflicts that 
lead the entire destruction of the natural and organizational behavior... simply because people 
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their slogan is, "you aren’t able to do that", discourage others, their motivation is often the 
envy they are not aware of, they start from the statement I am okay - you're not, their 
emotions are envy, resentment, anger; they cause conflicts with their negativism and 
pessimism, they give up trying to seek solutions, they are strict in following rules, they are 
concentrated on the difficulties - not the goal itself… 

are never self-conscious enough, their individuation process depends on many factors such as, 
for example, current feelings, moods, influence of narrower and wider environment... the ability 
to consciously perceive and broken down the problem from a psychological point of view, the 
individual terms, subject to a number of factors (of education - to build their own conscious 
personalities and much more)."... The whole process of individuation, it seems as if is directed 
to a goal. Jung, however, indicates the unconscious as the pure nature without the intention, but 
with potential managerialism towards the order and a whole, and then man's intention provides 
a sense of and the course of the individual path. Individual process progresses only when 
consciousness takes an active part in every stage of the process, experiencing and understanding 
it. Every problem that sets a new phase of spontaneously individual process, which is typically 
more complex and harder to solve than the previous one, is accessible to person only when the 
previous problem in the previous stage is accepted and integrated."2  
So, taking a clean and unstructured human opportunity in everyday relations and relations, 
including communications and negotiations, presented study transformed in this sense, could be 
represented as follows; 
 
 

 
 

 
 
 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Scheme 1: The most common types of difficult people and possible communication 
relationships 

                                                           
2 Vladeta Jerotić, Serbian psychiatrist and psychotherapist, „Individuacija i (ili) oboženje“, 
Jungova ideja individuacije i Mocartova Čarobna frula, izdavač Ars Libri, Beograd 2002, p.178   

Critics 
People who constantly criticize, perceive problem that does not know how to resolve, starting 
from the line "I'm ok - you're not ok", express anger and rage, and through this attitude of 
superiority and power, in their eyes they are "righteous", when they are in power, they 
discourage and hinder, make tension in the family… 

Negativisti 

changing decisions and opinions constantly, they are difficult in decisions-making, changing 
their "trump card" in the game, constantly asking questions and listening carefully, but  draw  
bad conclusions as a result of their dissatisfaction, frustration, express strong emotions, 
(resentment, abandonment) because of the motivation to please others (behind it is their 
internal conflict of feelings guilt or anger)... 

They seem frustrating and cold, kill creativity, do not listen to others, constantly interrupt, see 
others as objects and they are feeling discouraged and incompetent next to them, they are 
narcissistic and do not want to risk delegating responsibility…  

Baloons 
They speak convincingly, they are authorities on things they know little, they are not "lying" 
but believe in their own story, they are self-confident while others refute them with the facts, 
as managers they are the source of numerous problems and the various decisions made… 

They say what we want to hear, avoid conflicts, they are smiling while they do not 
need something so their promises are unrealistic with a smile and exaggerated 
courtesy... 

There is no open conflict with them, they drive you crazy with "non-
communication", you never know what they think because they believe in that why 
they can maintain a tense interpersonal communication, providing the shortest 
possible answers like yes/no…  
Their force is their philosophy of life and the need, they strive to power and 
exercise it too aggressive, "real bullies," characterized by a rigid attitude, but in 
their own rules they does not apply them to themselves, provoke conflicts, because 
they need to prove their superiority, they are ironic toward others, aggressive, 
obsessive with struggle and persecute... 

Bulldozers 

Indecisive  

Super nice 
and friendly people 

Quiet and cold 

Snipers 
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One can conclude that the situations of communication relationships presented above are 
possible... 
Management has an understanding and a very simple look and reviews the situation when 
access to relationships of any kind, including communication and cooperation (marketing, sales, 
etc.). Here, for the analysis would be sufficient, finished table and a description of possible 
approaches of both sides in communication and their understanding of their role and knowledge 
of the distinctive characteristics when it comes to interpersonal cooperation (first one should 
open to itself and to others in order to understand them). The most common approaches to itself 
and others could look like this: 
 

I'M OK - YOU'RE OK 

Emotions: functional 
Relationship to conflict: positive, the 
possibility of personal growth 
Approach to problem: oriented to the ways 
and goals of its achieving  
Relationship to the rules: basic guide 
Behavior: assertiveness, exploration, 
agreement, determination, development 

I'M OK - YOU'RE NOT OK 

Emotions: contempt 
Relationship to conflict: I have to win! 
Approach to problem: the goals must be 
achieved at any cost 
Relationship to the rules: the rules must be 
followed 
Behavior: irony, control, aggression, 
pressure, underestimating others, 
rigidity/intolerance 

I AM NOT OK - YOU'RE OK 

Inferiority 
Emotions: sadness, anger 
Relationship to conflict: avoiding conflicts 
because of possible rejection 
Approach to problem: focus on procedures 
and processes 
Relationship to the rules: the duties that 
must be observed 
Behavior: abandonment, withdrawal, pre-
adaptation, passivity 

I AM NOT OK - YOU'RE NOT OK 

Emotions: contempt for itself and others 
Relationship to conflict: ignoring 
Approach to problem: inefficient, 
unproductive, passive, helpless 
Relationship to the rules: the rules are 
absolute and must be respected 
Behavior: apathy, cynicism, distance 

Scheme 2: OK Corral in management 
(Lecture of Ljiljana Varga, Center for Career Development) 

RESUME 

Thus, healthy people in conversation exhaust and remind there is a problem in collaboration 
that should be consciously accepted and it is necessary to access to its solution. "In a situation 
when you do not understand the behavior of people with whom you cooperate and you don’t 
agree with the way of taken actions or not cope in communication with them, these people are 
characterized as difficult people."3 In the living environment, it is possible to avoid or to 
narrow the range of people with whom to cooperate but in the business world, unfortunately, 
something like that is impossible. Therefore, we start from the possibility of how much and how  
recognizes itself a person who enters into negotiations or any kind of interpersonal 
communication (the issue of self-consciousness, coping with different situations and the real 
possibility of observation of Me and its own reflection in the collective existence). 
                                                           
3 Ljiljana Varga, predavanje na temu „Kako poslovati sa „teškim ljudima“, Center for Career 
Development, 5.2.2012. u 10:00   
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Summary: Information and communication technologies occupy a central place in education 
and if it  has not  been properly and sufficiently used in education. Application possibilities of 
ICT in education are so high in primary, secondary education and in higher education. New 
technologies will make work easier for the administration, teachers in guiding pedagogical 
documentation, open the options for printing certificates, civil registries, and databases of 
students, not only at school level, but the ministry. It changes the role of teachers, especially in 
management and organization of teaching. Internet, distance learning, videoconferencing, 
wireless technology, virtual reality and artificial intelligence are used more often as an 
additional source of knowledge. Thanks to the development of information technology 
communication  education became available to the places and times that the users choose the 
educational program. 
Keywords: Information, communication, technology, education 

1. INTRODUCTION 

In modern times the use of ICT is one of the basic elements of literacy and culture of man. The 
development of ICT in the last decade has brought significant changes in education. Equipping 
schools with ICT and information literacy is a priority for every school in the Republic of 
Serbia. 
Information and communication technology (ICT) have not been properly and sufficiently used 
in education. Modern technology takes a central place, changing the role of teachers, 
particularly in management and organization of teaching. 
New technologies will make work easier for the administration, teachers in guiding pedagogical 
documentation, open the options for printing certificates, civil registries, and there will be a 
database of students, not only at school level, but the ministry. 
The new technology (computers) are underrepresented in schools and if there has been 
insufficient cabinets are badly equipped to organize all of which makes high-quality teaching. 
Once the generation of students admired radio and television as a technological discoveries that 
have been used in teaching in the second half of last century. Turntables and tape recorders 
were used in the performance of the educational process, a phenomenon responders was a 
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revelation in the evaluation of students' knowledge, that this studied, except for television, 
today was "worn out" and "ignored" a leading role over the computer with all its potential 
applications in the classroom. 
Stepping into the new century in which the flow of information is getting faster and richer, we 
can not look at the current state of our education, that despite all the promises of reform and not 
equally available to every individual who wants to enrich their knowledge and expertise to 
improved. Features of primary and secondary schools, the most modern teaching aids, we can 
say that in most cases insufficient. If there are material conditions, they often lack the 
appropriate staff, which would be professionally concerned with the profession. So it happens 
that the vocational school the holder of the profession is not trained to use a computer and 
program development, design, task for the profession, for a person qualified to work on a 
computer that does not have a profession, therefore, does not know the specific courses, and can 
not  defined and presented with understanding. 
Technological advances are still available for a small number of users, but mostly educated 
individuals who extend their knowledge. That individuals use the opportunities provided by 
technological processes provided by the acquisition of knowledge, must be prepared by their 
teachers, must possess certain skills, to master the technique used. 
Modern technologies have led to the development of new communication and presentation 
tools. Internet and web environment is increasingly becoming a regular channel of 
communication. Therefore, it was necessary for their wide use in schools. Also, significant 
increase in web environment, web presentation School Presentation-becomes a necessary 
marketing tool, not only in terms of communication with the school to its current and 
prospective students and parents, but also with social partners. Specialized software packages, 
such as programs for accounting and legal affairs, have become a widespread tool in most 
economic systems, but also in the public sector. 
Different processing software for scheduling, statistical software packages, programs for 
automatic archiving, greatly saving time and develop the organizational aspects of management 
schools. Communication with parents can be guided through the use of electronic diaries as 
well as practical solutions for achieving direct insight into the success of student parents. 
Serbian Ministry of Education has made a special effort to solve systematically  computer 
monitoring of the process of keeping the school, through the introduction of the EIS system. 
EIS with other software solutions include data on students, parents, teachers and other school 
employees. 
The students were allowed to research on the Internet, solving problems, finding information 
relevant to a particular area, all of which encourages the introduction of new technologies in 
education, which provides independent work, motivates students to acquire new knowledge by 
promoting active and profound learning. Technological development has enabled distance 
learning, which has become the need of modern education and accelerate the flow of 
information inevitably requiring knowledge. It provides various opportunities to communicate 
with users of knowledge: asking questions that will search for answers, by providing the 
necessary literature for the expansion of knowledge, referring to other sources of knowledge. 
Although distance learning today and inevitable trend of education in the future without 
traditional education can not be acquired carefully and primary education,  can not get in the 
habit of learning. 
Today's education system needs to demonstrate commitment, it is designed, flexible, realistic 
and progressive, and scientific curriculum such as to allow its use more practical. Education is 
being abandoned classic and traditional frameworks and spaces, and more moves from 
classroom to business and household systems. 
With the advent of the Internet, it was only a matter of time, you will be offered the option of 
distance education, which would include the Internet in education, through an entirely new 
dimension, where communication proceeds at a higher level of increased speed, security and 
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accuracy of information transferred. Distance learning has emerged as a model to adapt the 
education system for students. Its main advantage is reflected in reduced costs of schooling, but 
also the spatial and temporal flexibility. 
Videoconferencing provide communication of two or more persons who are at remote locations 
via telecommunication networks and video technology. The purpose of such conferences is to 
enable a larger group of participants to take part in discussions at a distance. The use of 
videoconferencing for distance learning is important in several respects: economic - reducing 
the cost of studies, information - to timeliness of information, methodical and didactic - to 
interactivity. 
Technical equipment of our schools is far below European standards (only one computer per 
100 students). Taking into account the above mentioned facts, one might be looking for 
opportunities to use mobile phones in education. 

2. USE OF MOBILE TECHNOLOGY 

Learning through mobile technology is important because this type of teaching can be activated 
by the students, give them a real insight into the latest data. It can also enhance cooperation in 
learning, both among students themselves, and their cooperation with teachers. Lether & 
Nosekabel (2002.) gave a definition of mobile learning as a "service that gives the student a 
general information and educational materials electronically, which helps the learner to acquire 
new knowledge anytime and anywhere." 
Mobile education can be viewed as learning with portable technologies, learning context, where 
the focus is on student interaction with fixed trough or portable technology, learning in a mobile 
society, (the possibility of adapting society and institutions) and support the needs of mobile 
populations, education via mobile phones thoughts to use wireless internet and internet access 
to all information. 
Characteristics of education as a mobile communication media, particularly relating to: 

• The relationship between students and other participants (be they colleagues, teachers, 
staff), 

• Content that is available for student learning and how it is made available for learning, 
• Time and place of learning. 

 
Disadvantages of mobile technology in education is difficult to separate from the problems that 
are normally encountered with the use of mobile technology in any other field. 

• Loss, theft, abuse potential. 
• Disruption and termination of any teaching activities. 
• Photos of tests can now "move" to other classrooms. 
• One student text answer is easily forwarded to others. 
• Taking photographs of students can be interpreted as an act of invasion of privacy, if 

not clearly declared. 
• Changing the physical relationship between: the teacher, student, educational content, 

may indicate a lack of preparedness for any of these three elements. 
• Unfiltered Internet access is a problem, because it can be used for the dissemination of 

inappropriate content. 
• Recording of teachers and / or students in the classroom - can be detrimental to the 

reputation of teachers and students, and if no proper consent for disclosure. 
• The issue of privacy of teachers and students can be very important if using personal 

phone numbers. 
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Advantages of mobile learning are the following: 
• Place of learning can be selected - learning at work, at home, coffee shop, bus ... 
• Availability of topics that do not offer programs in this area - students attend and find 

programs that interest them, even if they do not offer business or educational 
institution in the place they live or work, 

• Provides continuous learning, professional development, 
• Practical work with different technologies - not only to gain information about what is 

taught, but also additional knowledge and skills on the use of certain technologies, 
• The selection of schools outside the physical borders of the country, of course, if this 

type of learning found greater application in education. 
 
However, the use of mobile telephony, a very important role is played by the integration of 
Internet and mobile telephony. Namely, in this way can send messages from one system to 
another, but also access the Internet via mobile phones. The main disadvantage of mobile phone 
use in education is the screen size. 

3. CONCLUSION 

Information and communication technologies are increasingly used in education as in 
elementary schools, so in high schools and colleges. The development of ICT in the last decade 
has brought significant changes in education. Equipping schools with ICT and information 
literacy is one of the priorities of each school. Using information and communication 
technology is one of the basic elements of literacy and culture of man. Different software for 
scheduling, statistical software packages, programs for automatic archiving, greatly saving time 
and develop the organizational aspects of schools. Communication with parents through the use 
of an electronic diary as a practical solution to achieve a direct insight of parents in student 
success. The students were allowed research on the Internet, solving problems, finding 
information relevant to a particular area, all of which encourages the introduction of new 
technologies in education, which provides independent work, motivates students to acquire new 
knowledge 
Distance learning has emerged as a model to adapt the education system for students. Its main 
advantage is reflected in reduced costs of schooling, but also the spatial and temporal flexibility. 
Videoconferencing enables communication of two or more persons who are at remote locations 
via telecommunication networks and video technology. For mobile use, a very important role 
integration of Internet and mobile telephony. Namely, in this way can send messages from one 
system to another, but also access via mobile phones. 
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Summary: Modern business conditions cause the improvement of business performance 
measurement in critical points, such as quality, cost (price), time and flexibility. In this context, 
following concepts are successfully used Total Quality Management - TQM is a systematic 
approach by which management develops policies and practices that encourage the 
development of products and services that respond to customer requests and demands of 
society, along with the cost-effectiveness. Total cost management-TCM is a technique that 
achieves cost management, which also provides a competitive product and responds to requests 
from customers. Considered together, we can say with certainty they do not affect only increase 
the functionality of the product, its reliability, durability and usefulness, but also the economic, 
business and its profitability and flexibility, which certainly contribute to increase 
competitiveness of enterprises. 

Keywords: total quality management, total cost management, competitive ability 

1. INTRODUCTION 

Modern business conditions are determined by technological, technical, economic, and social 
changes that affect the increase in competitiveness of businesses and taking a high quality 
development of innovative products and services at reasonable cost-competitive prices. With 
the introduction of new technology the role of individual sub-systems in the business system as 
a whole changes, implement the changes in organization and management of business, and 
creates the preconditions for an efficient organizational structure, effective and efficient 
organization of labor and management in order to realize the production and service of high 
level quality to the competitive price and innovation, at the global market will be able to meet 
the requirements of demanding and highly demanding customers. 
The success of organization, processes and products development can be viewed in isolation 
management planning growth and development of companies, who in continuity provide 
adequate organizational and business structures, which in turn are a prerequisite for greater 
creativity and better market position and development of a company. With this in mind it can be 
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concluded that the key to improving business is in redefining and reengineering the 
organization, i.e. the all the elements of a business and production systems that contribute to 
preventing the occurrence of errors in the process and increasing the quality and necessary 
expenses of operations and ensuring the development and performance of high quality products. 
Implementation of activities to improve product quality with lean implementation involves all 
those activities from the cycle of formation of product quality, to the quality circle (), from idea 
for a product, to its removal from service. To achieve and maintain competitive position and 
achieve a high quality product at competitive prices to management is essential to conduct 
research demands and needs, analyze the competition, and identify key points as the sources of 
problems in a business organization. To define and constantly reviewing its mission, policies, 
objectives and organization of the selected strategy and to work on changing inefficient 
processes and their redesign with a focus on eliminating "bottlenecks, while constantly 
evaluating and measuring the results achieved and the production characteristics and efficiency 
of the system so the feedback control could exert continuous improvement (), etc. Integrally 
observed, total quality management concepts and total cost management provides the right 
environment to achieve these objectives and activities. 

2. TOTAL QUALITY MANAGEMENT - TQM 

Total Quality Management, hereinafter TQM, briefly is defined as a management approach, 
focuses on quality and aimed at achieving long-term success through customer satisfaction, and 
on behalf of all members of the company and the society in which all of that together participate 
in it [2]. This concept encompasses the entire business system and business performance of the 
company. 
Based on the theoretical literature we are quite aware of the TQM concept, to management of 
company should point out why, even in the time of a crisis, it is necessary apply international 
standards such as ISO 9000, ISO 14000 and others. The reasons for the need for applying the 
TQM concept are in the extraordinary development of this concept in organizations and its 
practical applications primarily in the following areas [10]: 

• Meeting the expectations of customers, shareholders, employees, partners and society, 
• Achievement of business excellence of organizations and high business results, 
• Creating of vision, mission, strategy and leadership of top management 
• Development of an attractive excellent quality product, 
• The development and involvement of all employees in the process of learning, 

continuous improvement and innovation, 
• Orientation to customers and partnerships,  
• Resources management that include technology, equipment, IT, intellectual property 

and finance 
• Appreciation of the quality of the environment as an integral part of the quality of 

companies 
• Striving to achieve the quality of the entire society 

 
To be better understood, the TQM concept is described through the business philosophy, 
concepts and models. It is available in the technological, cultural and economic aspects and is 
applicable to all types of organizations. The content of the base TQM concept is derived from 
its business philosophy that the pursuit of achieving the higher level of quality in all spheres of 
work and life has no end, which is confirmed by the often repeated slogan, "Do the things right 
for the first time, and each next time do them even better." There are some differences in certain 
characteristic elements in TQM model of Japanese, American and European approach to the 
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application. Basic TQM concept is designed to build an effective link between the functions of 
the organization and completion of program re-engineering. To decision to management opt for 
a development and application of the concept of organizational management the path isn’t easy 
especially since it implies a drastic changes and that change process is aimed directly at 
changing the consciousness of management on a comprehensive understanding of the formation 
process of the quality of results and quality of environment and society. These changes are 
needed because this concept provides significantly increase their competitive ability, because 
the concept provides continuous to companies in the global market that [6]: 

• Improving the know-how, (the content, principles, organizational structure), as well as 
a way of looking at this problem, 

• Proper guidance of wrongly directed orientation, 
• Timely and effective response to disruptions and interruptions in work of organization 

as well as a prerequisite for come to them  
• Closing to the ideal state - the quality of our society, etc. 

 
The actual implementation of the developed TQM concept requires that within the key 
subsystems the organization solve specific problems arising from the basic tasks of its proper 
application: 

• Top management should implement a comprehensive TQM concept in a professional 
way; 

• Top management should ensure proper understanding and understanding of 
terminology, climate and culture of the TQM concept in a custom form to transfer 
knowledge to other employees; 

• Top management should be consistent and persistently to work on the implementation 
of TQM, through the implementation of long-term goals based on innovation, 
creativity and respect of the high environmental standards of living and working; 

• Top management should clearly distinguish and follows the priorities in addressing the 
strategic activities, etc 

 
Implementation of concept ensures that it is better, faster, more efficient and "cleaner", which is 
one of the key elements of competitiveness in the global market. The mere implementation of 
performance based on the development of superior business processes with the results of 
excellent quality and is implemented in four phases: 

1. Stage of introducing changes to improve the quality of management; 
2. Stage of development and application of TQM across the organization; 
3. Acceleration of process improvement phase by introducing innovative research; 
4. Achieving continuous improvement in the TQM concept (Phase perfection) 

 
Having in mind the strategic goal of the company towards a new paradigm, the realization of 
the concept required for reengineering process and TQM, which should enable operational 
excellence for international competitiveness and sustainable growth, with covering risk 
achieving significant business activities, it seems they are necessary, in order to achieve and 
preserve the competitive position in time of globalization of our companies and medium and 
small enterprises. For which concept managers will opt, it is not so important. Perhaps we are 
closer to the western approach of achieving TQM goals, implementing continuous 
improvement, based on the mentality of a "Western" man, and is based on leadership, 
management and employee participation through schemes and the improving teams. For our 
companies, achieving growth targets based on quality improvement involves defining the TQM 
concept modified so that it includes the following integrated process of continuous 
improvement: 
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• Learning from others and from personal experiences, and creation of learning 
companies, 

• Great improvements and achieving superior business performance, using the world 
recognized quality models, 

• Increment improvement with the inclusion of all potential employees and 
• Stimulating innovation and creativity, through the mobilization of their own talents 

and creating an innovative climate 
 
To be an incentive, TQM concepts in the world and in our country, basically are adapted to 
some of the quality award models over receiving these awards and supporting distinguish 
companies that have superior results by applying TQM concepts. Therefore, we have specific 
prizes that are awarded to companies for outstanding achievements regarding quality: in Japan - 
Deming Prize, in the United States - Malcolm Baldrige Award, in the Europe EFQM – EOQ 
award and here in Serbia - “Oskar kvaliteta". 
As mentioned, a new comprehensive approach of total quality management includes 
encouraging innovation, developed based on creation of original knowledge, initiatives and 
solutions employed by the organization and generate a creative environment, which in turn 
contributes to the generating and improvements in all spheres of activity of the company. The 
most important thing is that companies use a new combined approach of continuous 
improvement and innovation in the TQM concept to achieve the goals of business excellence 
and sustainable development in terms of classical dynamically unpredictable environment of the 
global market. The successful start of the development and implementation of TQM in our 
companies means that the top management and all employees are involved from the start, in 
order to properly define all business processes, consider all the activities in the emerging quality 
of the process, elements that contribute to the rationalization jobs that can be highly specialized. 
It is particularly important to identify inefficiencies in the system of quality management and 
previous knowledge, to predict future trends and consumer demands, and to incorporate them 
not only in the strategic plans but also into radically changed way in which the process worked 
until then. 

3. TOTAL COST MANAGEMENT TCM 

Total cost management - TCM is a modern approach to cost management, which is very 
different from the traditional, where actions to reduce costs start after the business activities, 
when costs are incurred. Unlike traditional approaches, modern approach implies that the 
management costs begins at the planning stage, because the emphasis placed on prevention in 
order to eventually determine the actual costs and the differences between planned and actual 
costs. TCM approach is designed to cover cost management in all business segments of the 
economy and types of costs, organizational units, products within the product range and the 
temporal dimension of conducting business activities. Optimum should be always search into 
the company as a whole, in balance with the quality and performance of other important 
business. 
To realize the favorable effects of total cost management, good results in practice has using a 
model called "3T-3C-3M" or "A Three T's - Three C's - Three M's" [5]. It consists of three 
interrelated parts and nine essential components (3x3), which is illustrate in the table shown in 
Figure 1 

Figure 1: 3T-3S-3M Model 
3T-total 3C-costs 3M-management 

Top Management Commitment Mission 
Timely Rewards Continuous education Monitoring 
Technology Culture Mechanism of change 
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Basically this model assumes that with the initial action of top management, with the use of 
timely rewards (Timely Rewards) and technology, provides the optimal performance of the duty 
of all employees (Commitment), along with continuous education (Continuous Education) and 
the creation of organizational culture (Culture) with all that has to be defined by the mission of 
an enterprise, with monitoring (self-control and control of equal) and the creation of a 
mechanism of permanent changes. Optimal performance of obligations of all employees include 
lowest costs as possible and high quality products/services, with wide variability in the types of 
products and shorter cycle times from the time of initiating the request for a consumer product, 
to the point of satisfying these requirements. The essence of the "3T - 3S - 3M" model lies in 
the fact that the achievement of these goals can be achieved only through market-oriented and 
innovative companies. 

4. IMPORTANCE OF INTEGRATED OBSERVATION OF APPLICATION 
OF THE TQM AND TCM CONCEPTS  

The real contribution to implementation of TQM and TCM concepts will be visible if they are 
integrally developed and applied in the company. The application of both concepts, provides 
excellent results in a very short period, is a help in the realization of the objectives of the 
management team, and is the basis for a better performance in the global market in the 
realization of the strategic plan. Therefore, it becomes important framework for boosting 
competitiveness and long-term survival to the choosy market and our companies. Competitive 
ability implies, and for realization of these goals good cost management and rational-TCM 
concept is necessary, and total quality management and quality costs from idea to product to its 
removal - TQM concept. Both concepts are important and start with determining the 
requirements and needs of customers or target customers, through the implementation of 
management processes that "are" behind it. Measuring at all levels should provide feedback and 
information that help to ensure greater efficiency and effectiveness of the continual 
improvement of business performance improvements. Continuous improvement is achieved 
using the Deming cycle: Plan-Do-Check-Action - PDCA [7], which contributes to continuous 
creation of a flexible, stable system that has the capability for continuous quality improvement. 
TQM and TCM concepts should jointly evolve into an integrated concept, to allow the system 
to survive in their environment, and particularly now in times of global economic crisis and a 
crisis of morale and trust in business, management has the task to create and improve the 
business as a living system, which is in the relationship with its environment. This means that 
managers have to [6]: 

• See themselves as designers of the system, not as operators, 
• To project a system designed to be flexible and not rigid 

 
This also means that the company managers now have to work on continuous improvement of 
Quality, reducing their mistakes and keeping costs under control so that product prices 
were competitive, reduce delays and respect delivery deadlines, eliminate obstacles to 
utilization time better, machinery and materials, take the necessary measures to achieve the 
transformation, in order to increase the overall efficiency of its operations . We advocate for 
integrated TQM concepts and TCM just because it leads to reduce costs, provide more jobs and 
with the continuous quality improvement, innovation and the establishment of continuous 
process improvement and transformation of enterprises become more competitive and 
profitable. 
Dealing of a company on the principles of total quality management and total cost management 
in the business contributes to improving the job and at the same time maintains an upward 
trend, mainly because of the mutual dependence of given concepts. Advocating for the 
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integration of TCM and the concepts of TQM means they are not mutually exclusive, but can be 
used in bulk to complement the concepts of quality improvement and cost-effectiveness, based 
on flexibility and rapid changes of the process, and continuous improvement. 
We cannot ignore the problems faced by organizations that implement TQM and TCM 
concepts. These problems relate primarily to changes to be implemented in order to improve 
certain elements of the criteria of these models. Implementation of changes in the organization 
can be viewed in several important directions and to [3]:  
• I direction, to define the development of effective methods and techniques that can contribute 
to measuring the quality of customer satisfaction-quality tools, 
• II direction, to develop methods and techniques for managing quality costs and achieving 
satisfaction in the organization and on the market 
• III line, to create mechanisms that acting of the product during its operation is not detrimental 
to the environment, or whether the environment (society) accept quality backed by 
organizations and consumers, 
• IV route, to gain the management to create a positive climate for the team developing and a 
determination to confront and resolve conflict situations that are accompanying that 
• V direction, to develop partnerships with suppliers - suppliers and customers 
• VI direction to develop high performance of information systems and databases to enable 
more efficient management and quality and cost, 
• VII direction, to create the conditions for the development of attractive product and 
development of new high technologies, which will enable the excellence of product quality, 
with the state as well as in the developed world, to know how to properly support those who 
work on continuous improvement of design and attractiveness of their products 
• VIII direction, to develop and apply new techniques to motivate, so those working to 
improve the quality could felt pleasure by participating in this process, 
• IX direction, to develop a system of rewards and award prizes, including a national award 
for quality, with criteria for the awards that should not be only clearly stated but also respected, 
which often is not the case. 
• X direction, to focus the energy of management team on the formation of working process 
with engagement of all human, physical, emotional, mental and intellectual potential, 
• XI direction, that top-management support the development of QoM "(Quality of Man) 
concepts - which supports the quality of people-employees, and its element of support is to 
improve methods and techniques of quality development, which refers to the individual and the 
conditions in which live and work and its motivation, i.e. focus on the techno-centric approach 
to work and designing the work. 

5. RESUME 

Recent research in the field of modern concepts of development paradigms speak that the 
quality development is the core question of business processes with clear objectives using 
creativity, flexibility and innovation of business processes as a competitive advantage and 
management commitment to strengthen their competitive capabilities and savings in cost and 
time. Business that takes advantage of the observed integrated TQM and TCM concepts provide 
organizations not only to successfully adapt to changing and growing market demand and 
environments, but also the implementation of quality changes within the entire system of the 
organization and its processes, so that management can now define and create a dynamic 
organizational structure that will be able to provide profitable processes, with which to 
implement and to consumers in time, provide world class quality products at reasonable price. 
Total cost management (TCM) cannot be dissociated from total quality management (TQM) 
because TQM involves the rational management system, with constant feedback to improve 
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product quality that should be improved along with constant control of quality costs and 
operations, to achieve a competitive price of products. The paper points out the advantage of 
integrated approach to meeting both concepts simultaneously so the organizations could made a 
qualitative step forward in strengthening their competitive ability, because only simultaneous 
changes for the better in quality and cost can be positively reflected in other operating 
parameters. Among them, we should emphasize the impact of market share, capacity utilization, 
capital intensity, productivity, and the results of production and business activities, such as 
profitability, growth and value creation, low prices and other parameters of the strategic 
framework. 
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Summary: For the purposes of this paper, the term business intelligence is the basic technology 
infrastructure that allows businesses subjects managing information, thereby achieving greater 
efficiency in operations. The first part deals with the concept of business intelligence solution; 
the second part explains briefly the need for the introduction of business intelligence, while the 
third deals with the project approach of the introduction of business intelligence system. Fourth 
part highlights the users of this system. 

Keywords: Business Intelligence - BI, the introduction of BI, BI users 

1. INTRODUCTION 

In order for a company to be successful today, it is necessary adequate managing company. 
Dinamic development of intelectual and telecommunication technology move temporal and 
geographical borders [9]. For the proper management the right business decisions are also 
necessary, and for the correct business decisions, the right information is necessary. Possession 
of timely and relevant information, as well as their rational use is the basis for success in 
business. Today's environment imposes on companies a high degree of adaptability, integration 
and coordination in order to achieve high efficiency. In this context, we are going to talk about 
business intelligence as well as the realization of a need for additional, undiscovered knowledge 
and abilities. The goal of each company is to attract new customers to its products and to keep 
the old ones. With increasing purchasing power and globalization, market competition is 
becoming sharper. For a company is essential to survive in the market, i.e. to be faster and 
better than the competition. The most important thing is to make the right decision at the right 
time. The right decision can be made only when all relevant information are known. As sooner 
as company comes to this information, it will be more competitive in the market. 

2. BI - TERM, SOLUTION 

There are several definitions of BI (Business Intelligence - BI). According to definition by 
Moss I Atrea, BI is architecture and a collection of integrated business applications, 
applications for decision-making support and databases that allow business systems easy access 
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to the data [1]. According to Kalakota and Robinson, Business Intelligence is a set of new 
applications designed to be able to organize and structure data on business transactions in a way 
that allows an analysis useful to support decision making and operational activities of the 
company. [2] 
BI is a part of the information system that was primarily developed to enable performance 
management of the organization and put the total information resources of the organization to 
function of making the high quality decisions, in order to achieve the established goals of the 
organization. 
BI solution includes four main factors: [3] 

• Decision Support System - DSS, 
• Data Warehouse - DW, Data Mart 
• On-Line Analytical Processing – OLAP 
• Data mining 

 
BI systems provide multi-dimensional analysis, on-line analytical processing and data mining, 
which employees use to find significant trends hidden in large data collections. It is possible to 
"drill" through the data going to detailed information such as sales by the dimension of time, the 
geographical dimension, by products and customers and the like. It is possible to anticipate 
graphical models, perform "what-if" analysis, to anticipate scenarios, etc.  
DSS appeared more like an upgrade of management information systems. DSS can be defined 
as interactive computer information systems of helping and supporting of what have been 
structured, semi-structured, and unstructured decision-making. DSS is set of procedures for 
processing and interpretation of data that support the manager in decision-making based on the 
model. It is a key aspect of improving the ability of decision makers, leaving the computer to do 
what it does the best - quantitative analysis. DSS provides access to quantity models and special 
databases. 
DW is a unique, integrated repository of data based on the infrastructure development of 
software applications in organizations. Purpose of DW is re-integration of data in order to 
achieve their uniqueness. DW is a means of transforming masses of raw data into useful 
information. DW contains user-oriented, integrated sets of consistent data, easily available and 
subject to analysis and manipulation. Data Mart is a logical subset of the DW. DW makes the 
union of all data marts. DW contains a detailed set of data; and data marts contain summarized 
data that meets specific needs of users. 
OLAP is an activity of inquiry and presentation of numeric and text data from the DW. OLAP 
technology is based on a multidimensional data cube, which allows analysts to interactively 
manipulate large amounts of data and to examine data from different perspectives. 
Data mining can be defined as finding regularities in data. Data mining is an automated 
analytical process designed for effective and efficient exploration of large collections of data to 
uncover valuable, hidden information. Data mining use algorithms to revealed significant 
hidden information in large data sets, and interpreting this information provide better 
understanding and better decision making. 
People make decisions based on the information contained in the data. Large amounts of data 
are not subject to efficient and effective analysis of the traditional ad hoc methods and statistical 
procedures. It is therefore necessary to use the methods, techniques and tools of discovering 
hidden and difficult to find information. Using data mining methods leads to necessary 
information and facts, which complements the use of query, multidimensional analysis and 
visualization. This provides better understanding and interpretation of data and their context, 
content, significance and meaning [3]. 
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3. THE NEED TO INTRODUCE BI 

Gone are the days when companies could manage by analyzing the monthly reports. 
Environment is no longer static. Offer of products and services is huge, the competition also. 
Today, companies must to design and implement applications, and allow users easy and fast 
access to information. Today, companies must manage complex environments. They have a 
need for proactive behavior, and improving communication with partners, customers, and the 
public. BI concept provides the organization the opportunity to observe the fundamental 
problem, so it can promptly address the causes rather than to solve the consequences. This 
concept allows a typical company to: 

• analyze the behavior of customers and suppliers, 
• determine who the key customers and suppliers are, and how much they cost, 
• analyze where and with which customers business results are generated, 
• effectively negotiate with customers and suppliers, 
• analyze management efficiency, 
• monitor and track individual market segments, 
• easily anticipate future trends 

 
There are a number of the questions that can be answered using the BI system: 

• What products consumers will likely buy? This is a very important issue for retailers 
because of the strong competition, especially in the present on-line sales. 

• Detection of fraud. Companies receive thousands of applications and requests for 
compensation. It is impossible to check each case. What claims are true and which 
relate to fraud? BI can identify those related to a fraud. 

• Risk management. Whether  bank should to grant credit to the client? BI can be used 
to calculate the level of risk and facilitate the work of a bank manager. 

• Segmentation of consumers. Who are my customers? It helps in understanding the 
different profiles of consumers and take appropriate marketing actions. 

• Which banner should be displayed to certain consumers? Web site and portal owners 
adapt to their site to every customer, all thanks to BI. 

• Sales Forecast. How much of certain types of products will I sell next year? What will 
be the case with inventory in the next month? 

 
One must not forget the great importance of BI for e-business. E-business is dealing with a lot 
of information (data) from which it is necessary to get the pattern, find what is the most 
important and that is why we need BI, which has unlimited application possibilities, including 
sales and marketing, customer service support, knowledge base development, detecting fraud in 
any area, etc. 

4. INTRODUCTION OF THE BI SYSTEM 

If the company decided to adopt the BI concept, then it is necessary to opt for one of the 
alternative strategies of introducing this system in the company. Always keep in mind that 
unlike the transactional data processing systems, BI systems have never been built up to the 
end.  Continuous development is understood, in accordance with the requirements of the 
company and changes of the environment. There are several possibilities for integration of the 
BI system in the company: 

• By integration of analytic and operative applications using enterprise portal, so data 
could be accessed by internal and external customers; 
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• Fitting of analytical methods for operational applications in the process of application 
development; 

• Introducing Web service that will dynamically integrate analytical methods with 
internal one or operating partner applications to support shared decision making 

 
In addition, there are several possible strategies for introduction of BI in the company. One 
option is that the system would be introduced into one organizational unit in which the results 
will be obvious. Another approach is to introduce BI system where least resistance is expected, 
or conversely, to perform the introduction of BI systems where the resistance is the greatest. At 
the beginning of the introduction it is necessary to determine what will be measured and 
monitored in the company, how will information be disseminated, who will be responsible for 
the introduction of the BI and the like. Installation of BI is a big job and requires an adjusted 
approach. 
The first task in developing the project relates to the definition of the main aims and objectives 
to be achieved by the introduction of BI systems. It is necessary to define specific issues to be 
addressed.  It is necessary to define the basic requirements of users, such as speed and 
simplicity, the ability to use various sources of data, the possibility of complex analysis, etc.  
Like all other IT projects, the introduction of BI project requires significant financial resources 
and is burdened with the risk of cost recovery. The introduction of BI is a complicated and 
difficult task to perform. It requires great political support within the company. Given its 
complexity, it is difficult to perform it until the very end, and in practice a large proportion of 
these projects fail. The BI system consists of hardware, software and people. The introduction 
of the new system involves changes in all areas. Practice shows that the main cause of 
deterioration is not about technology but also has a political connotation. There are several 
types of employees in every company. There is a group that does not accept changes due to 
various reasons. In the second group are those who readily and quickly accept changes and see 
the opportunity in them. The third group, the largest and most frequent, is made of those who 
are waiting to see what happens. It is clear the leaders of changes coming from the other groups. 
It is important to know that employees go along with the example of management, and success 
often depends on the introduction of the managers themselves. It was found that the degree of 
interest of the manager for the introduction of the project is in correlation with the degree of IT 
literacy of managers and personal IT experience [4]. 
In order for introducing the system to be effective, we need a clear vision of what can be 
achieved. After defining the project goals and ways of working and talking with prospective 
users of BI systems, (to get a profile of the company), follows defining of the business 
requirements and building of data models. Data model is used to determine the analytical 
capabilities of the system. Modeling is a very important part of the project. It is useful to know 
that processes are modeling, not a database. 
Before starting the actual implementation, it would be good to evaluate the feasibility of the 
project. In the process of implementation, the recommendation is to begin with the 
implementation of simple and modest theme. After that, it is necessary to educate future users. 
Only after the successful implementation of the first topic, it is advisable to start with the 
implementation of the following topics. 
Unlike transactional systems, the main feature of BI systems is the ability to adapt to changes 
and environmental conditions. BI systems are among the learning systems, which mean that 
collection of new data from external sources and their combination with the accumulated 
experience of the system, manufacturing process leads to new, higher quality information. The 
effectiveness of BI systems grow with the number of iterative processing, in which the system 
accumulates experience, which then is used in further processing. 
Each company should introduce a BI system, taking into account their specific characteristics, 
and taking into account the specific conditions and specific requirements. BI systems are much 
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more demanding and dynamic than traditional information systems, which makes it difficult to 
find solution that would be equally applicable in all operating conditions of different 
companies. 

5. USERS OF BI SYSTEM  

According to some surveys, 72% of companies estimate that half of the collected and preserved 
information was never used while decisions making. All information of a company is generally 
inconsistent and inaccessible, scattered across a multitude of different systems. Even 54% of 
business users cannot find the required information, 43% are not sure whether the information 
they receive is accurate, while 77% say that poor decision taken solely because of the lack of 
information. According to Gartner Group, a typical company is able to analyze only 10% of the 
collected data. It was noted that information arrived late in 70% of cases and that the data 
mostly point to the consequences, and rarely causes. The biggest obstacle to approach the 
analysis of the remaining 90% is not information technology but a lack of appetite - despite the 
obvious need, management just does not have a permanent and high demand for information. 
There are two important reasons for the lack of appetite when it comes to business intelligence. 
The first is the fact that people too much rely on intuition, and the other is ignoring the fact that 
date are just data (no matter how many there are), but applied knowledge is power. [5] 
Companies that apply BI system in their business system make better decisions and create 
competitive advantage, compared to those not using the BI system. Many medium and large 
size companies incorporated BI systems to manage vital processes - procurement of raw 
materials, quality assurance of products and services, sales tracking and more. The BI system 
would apply at the level of individual organizational units. However, progressive companies are 
working on standardization of the BI system company-wide in order to exploit the advantages 
this system offers. The system now is successfully applied in many business areas, particularly 
in banking, retail store chains, logistics activities, insurance companies, and the pharmaceutical 
industry. Installation of BI system in different areas of public administration will make life 
easier for everyone. Simplifying the administration will contribute reducing costs and 
improving the quality of life. Development of BI tools will allow all managers and staff spend 
little of their time analyzing the data by themselves instead of a large number of analysts that 
spend their full-time analyzing the data. They will be able to access their own data, make 
reports and perform analysis, and to get information whenever they need it. 

6. RESUME 

BI is a part of the information system primarily developed to enable performance management 
of the company and put the total information resources in the function of decision-making. The 
reasons for the introduction of BI are numerous. BI provides a unique view of the entire 
company, provides a proactive way of conducting business, preparing the company for any 
situation. BI produces knowledge that is the basis for decision-making. Applying BI concepts 
and tools allows companies to access the vast amount of complex data. In predicting the BI 
development, two directions are emphasized: business intelligent solutions and responds in real 
time and the increasing democratization of BI systems. It is expected that more and more 
companies are going to implement this concept in the future, due to the increasing availability 
of price and simplicity of tools. 
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Summary: Intellectual property as a basic human right contains two components: copyright 
and other related rights and industrial property. The system of sanctions for violations of 
intellectual property rights in Serbia consists of prosecutorial and judicial-administrative 
segment (police, inspection, customs, tax administration, etc.). Specific protection of intellectual 
property can be civil, criminal and constitutional. In the field of criminal protection, the case 
law is the most common crime unauthorized use of copyright works or subject matter of related 
rights under Article 199 of the Criminal Code. 

Keywords: crime, intellectual property, copyright and related rights, industrial property, high-
tech crime 

1. INTRODUCTION 

In domestic legal theory and practice is not yet fully accepted common name, as well as generic 
term for industrial property and copyright, but in international and comparative law as a 
common name most widely accepted term is "intellectual property" [1]. In any case, intellectual 
property law is a basic human right that is provided by Article 73 of the Constitution of the 
Republic of Serbia, has its two components: copyright and other related rights and industrial 
property. 
Enforcement of intellectual property involves the use of effective and proportionate 
administrative, civil penalties and measures by the authorities against those involved in 
counterfeiting and piracy in order to create equal business conditions for right holders. Every 
unauthorized use of objects of intellectual property rights is a violation of intellectual property 
rights. The competent authorities for the enforcement of intellectual property rights in Serbia 
are divided into administrative and judicial-prosecutorial. 
By adopting a set of laws on intellectual property, including: the Criminal Code, the Law on 
Organization and Jurisdiction of Government Authorities in the fight against cyber crime, the 
Customs Act (the Chapter VI regulates the measures to protect intellectual property rights at the 
border), and the Law on Special Powers for more efficient protection of intellectual property, 
protection of intellectual property rights in Serbia was built at a much higher level. The quality 
of the adopted laws is that they applicable standards of international and regional character are 
embedded in the laws of, in terms of evaluation and treatment of intellectual property [3]. 
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2. COPYRIGHT AND INDUSTRIAL PROPERTY 

Copyright is a set of legal rules governing relations in connection with the creation of literary, 
scientific and artistic works [5]. It protects literary works (novels, poems, etc.), theatrical works, 
handbooks, newspapers, computer programs, databases, films, musical works, choreographic 
works, works of art, prints, photographs and sculpture, architecture, applied arts, cartographic 
works, technical drawings, etc. Rights related to copyright have been developed in the use of 
works protected by copyright and contain similar, limited scope and short duration. According 
to the Law on Copyright and Related Rights the related rights include the right of artists 
performers, producers of phonograms, producers of videograms; producers of databases; of 
broadcast rights, rights of the first publisher of a free work. 
Thus, copyright law includes artists from these areas of creativity that only they are considered 
as creators or creators has the exclusive right to copyright its work, publish, display or allow his 
performance, and to realize tangible benefits from this publication, displaying, running, or 
otherwise use. In this respect, this right includes its two components: the moral, that is 
considered the creator of copyrighted material, and material that earns income from authorship 
[2]. 
Industrial property rights is the right of manufacturer to exclusively use a patented invention, to 
designate themselves as producers of certain products, to use labeling marks, trademarks, 
geographical origin, the right pattern and model, that generates income from it and to enjoy 
other rights which fall within the domain of industrial property. 
The industrial property rights include patents, plants variety protection right, right to the 
protection of topographies of integrated circuits, trademark, design right protection, right to the 
protection of geographical indications. The protection of these rights are regulated by the Law 
on Patents, Trademarks Act, Law on Legal Protection of Designs Act, Geographical Indications 
of origin, and other laws and regulations governing this matter legally. 
The protection of industrial property rights has primarily economic importance for the holder of 
rights because it provides the use of this right and better placement of proprietary products in 
the market based on the established quality of a product, and therefore more successful in 
business operations and achieve economic benefits. This is especially the case in modern 
conditions, where the classic concept of the state economy is practically untenable [4]. 

3. CRIMINAL ACTS OF UNAUTHORIZED USE OF OTHERS 
INTELLECTUAL PROPERTY  

In the field of criminal protection, the area of intellectual property is governed by the provisions 
of Chapter XX of the Criminal Code (all crime acts from article 198 up to article 202), and a 
provision of Chapter XXIII of the Criminal Code, which includes crimes against the economy 
(unauthorized use of another's business name and other special mark of goods or services from 
article 233 of the Criminal Code), and under certain conditions and provisions of Chapter 
XXVII of the Criminal Code includes offenses against the security of computer data (all crimes 
from article 298 up to 304). 
Among the major offenses against intellectual property rights, in general we classify offenses of 
unauthorized use of someone else's intellectual property from Chapter XX of the Criminal 
Code, which includes: 1) Unauthorized use of copyright works or subject matter of related 
rights (Article 199 of Criminal Code), 2) Infringement of patent rights (Article 201 of Criminal 
Code) and 3) Unauthorized use of design (article 202 of Criminal Code). All criminal cases in 
the aforementioned groups consist of violations of regulations on intellectual property and 
thereby harming the rights and property interests of holders of intellectual property rights, and 
made only with premeditation. 
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From a practical point of view of protection and property interests of holders of intellectual 
property rights, the most important in this group is a criminal offense of unauthorized 
exploitation of copyright works or subject matter of related rights, although it is at least some 
understanding of a socially dangerous compared with other crimes against intellectual property. 
However, official statistics show that this is by far the most common offense, and therefore the 
most important in our judicial practice. The officials of the Ministry of Internal Affairs in 2010 
discovered 218 crimes under Article 199 of Criminal Code , and only one offense under Article 
201 and 202 Criminal Code . This is even more pronounced in the disproportion of adults 
reported in 2010 for offenses under Articles 199, 201 and 202 Criminal Code (Table 1). 

Table 1: Reported adult perpetrators by offense, 2010 

Offenses 

Republic of Serbia 

Total 

Serbia - north Serbia – south 

Belgrade 
district 

Vojvodina 
district 

Sumadija and 
West Serbia 
district 

South and 
West Serbia 
district 

Kosovo & 
Metohija 
district 

Unauthorized use 
of copyright 
works or subject 
matter of related 
rights 

117 41 16 34 26 ... 

Infringement of 
patent rights 19 8 - 7 4 ... 

Unauthorized use 
of other people 
design 

3 2 1 - - ... 

4. UNAUTHORIZED USE OF COPYRIGHTED WORK OR THE OBJECT 
OF RELATED RIGHTS 

To the author and the performer belong not only moral but also a certain property rights. Holder 
of related rights (the producer of phonograms, videograms, programs or databases) belong only 
to property rights, given that it is economic activity, not on creativity. While the author and 
performer have the right to commercial exploitation of his work, the producer acquires the right 
to contract with the author and performer. In this connection special importance for this crime 
have the right to record or reproduce the work, the right of public communication of the right to 
distribute copies of the work [6]. 
According to this, it is envisaged that offense of unauthorized exploitation of copyright works 
or subject matter of related rights may be performed anyone, and in terms of culpability, the 
premeditation is necessary. The object of the operations is the work of authorship, 
interpretation, phonogram, videograms, broadcasts, computer program or database. In terms of 
the form of manifestation of the crime from Article 199 of Criminal Code, four types of 
criminal offenses are provided, and two basic, one heavier and one particular form of 
expression. 
The first basic form of unauthorized use of copyright works or subject matter of related rights 
(paragraph 1) shall perform the person who other people authorship or subject matter of related 
rights without authorization, in whole or in part, publish, record, reproduce or otherwise 
publicly disclose. This is about the work of authorship, interpretation, phonograms, videograms, 
broadcasts, computer programs or databases. 
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The other main form of manifestation of the crime (paragraph 2) consists in placing on the 
market, unauthorized possession of unauthorized copies or broadcasts, computer programs or 
databases. 
A severe form of manifestation of unauthorized use of copyright works or subject matter of 
related rights (paragraph 3) is if some of the basic form of expression was made with the intent 
of obtaining for himself or another an unlawful gain. The existence of this form of crime is 
irrelevant whether is such intention in the meantime achieved or not. 
A special form of manifestation of the crime (paragraph 4) is 1) production, 2) import, 3) the 
marketing, 4) the sale, 5) leasing, 6) advertising for the purpose of the sale or leasing device or 
devices whose primary or main purpose is removal, bypassing or circumvention of 
technological measures designed to prevent violation of copyright and related rights; 7) holding 
for commercial purposes of such devices or agents, and 8) their usage in order to violate 
copyright or related rights [2]. 
The penalty for both basic forms of expression of a given criminal act is imprisonment up to 
three years, and for severe form of expression for punishment is imprisonment from six months 
to five years, while the specific form of manifestation of unauthorized use of copyright works or 
subject matter of related rights punishable by fine or imprisonment of up to three years. 
The explicit position of the legislator (paragraph 5), in all cases of this crime is that must be 
applied security measure of forfeiture within the meaning of Article 87 of Criminal Code. 
Seized items must be destroyed. 

5. SPECIFICITY OF THE CRIMINAL ENFORCEMENT OF 
INTELLECTUAL PROPERTY 

Courts regulate the system of judicial protection of intellectual property rights, while the Law 
on Public Prosecutor’s Office prescribes the network of public prosecutors. Therefore, for 
offenses against intellectual property rights in principle public prosecutors and courts of general 
jurisdiction are competent, determined by the classical territorial principle, or the scene of the 
crime. 
However, the provision of Article 3 of Law on Organization and Jurisdiction of Government 
Authorities in the fight against cyber crime, carries the concentrated matter and territorial 
jurisdiction of the High Public Prosecutor's Office in Belgrade for crimes against intellectual 
property in which such facility or means of enforcement, there are computers, computer 
systems, computer networks and computer data, and their products in the material or electronic 
form, if the number of copies of copyright works created is 2000 or exceed damage exceeds the 
amount of RSD 1,000,000. 
In fact, in such cases the special prosecutors are in charge of cyber crime, i.e. specialized 
department of the Higher Public Prosecutor's Office. Special Prosecutor manage this 
department, who is, with his written consent, is appointed by the Republic Public Prosecutor 
from among the senior deputy public prosecutor with the necessary knowledge in the field of 
IT. In the department of special prosecutor for the high-tech crime, hire two senior deputy 
public prosecutors specializing in this area, prosecutorial and two counselors with additional 
administrative staff. 
According to the Institute for Intellectual Property, the Special court  from its inception in early 
2006, ending October 1, 2011, treated, or treats in over 1,700 cases under its jurisdiction. 
On the other hand, for all first-instance trials of this type of crime the department for combating 
against high technology of High Court in Belgrade is responsible. President of the High Court 
in Belgrade, assign judges to the department mentioned among the judges of a particular court, 
with their consent. In doing so, priority is given to judges who have expertise in the field of 
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information technology. Finally, for the decision in the second instance for the specified type of 
cyber crime offenses Appellate Court in Belgrade is competent. 
In accordance with the necessary competencies and specialization needs, priority in the 
allocation of the aforementioned departments have specialized judges with experience in 
combating cyber crime. By nature, these should be the judges trained in the prevention of 
criminal misuse of information technologies within the PACO Serbia project, which since 
December 2005, implements the Council of Europe, funded by the European Union, and 
realized by the European Agency for Reconstruction. 

6. RESUME  

Intellectual property is a term that has its legal (narrow) and economic (general) meaning. The 
legal significance of intellectual property is reduced to a set of exclusive, mostly property rights 
that protect certain intellectual property, under prescribed conditions and subject to certain legal 
restrictions. These rights are divided on copyright, neighboring rights and industrial property 
rights. 
The Criminal Code of the Republic of Serbia in the scope of intellectual property protection is 
governed by all provisions of Chapter XX and XXII a provision in the head, and under certain 
conditions and provisions of Chapter XXVII of the Criminal Code. Most significant among 
these crimes is the unauthorized use of copyright works or subject matter of related rights under 
Article 199 of Criminal Code, which has two basic, one heavier and one particular form of 
expression. The object of the offense is a work of authorship, interpretation, phonograms, 
videograms, broadcasts, computer program or database. 
From the standpoint of the institutional framework of criminal law protection of intellectual 
property rights in Serbia, particular importance has the Criminal Police Department of the 
Ministry of Internal Affairs of the Republic of Serbia, in the operating department to combat 
crime in the area of intellectual property rights in the Service to combat cyber crime and the 
Department for Economic Crime in area of business operations and intellectual property with 
the Department for crime prevention. 
To act in matters criminal offenses against intellectual property rights in Serbia are generally 
competent public prosecutors and courts of general jurisdiction, except that in cases prescribed 
by law and the possible jurisdiction of the Special Prosecutor for criminal cyber Senior Public 
Prosecutor in Belgrade and the Department for Combating against high technology crimes of 
the High Court in Belgrade. 
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Summary: The subject of the paper "Bankruptcy - unification within the European Union" is 
aimed at an institute that in the terminology of diversity and complexity can be defined by the 
term - the end (bankruptcy) of the company, or termination of an insolvent business entity. 
When comparing the bankruptcy laws of individual countries in the world it is possible to 
observe the one direction of law. It is very difficult to find a balance regarding creditor – debtor 
relationship. The bankruptcy law should be inclined to numerous standpoints. Thus, American 
and French laws are on the side of the defense of the debtor's bankruptcy, while traditional 
European legislation seeks to protect creditors, although there are exceptions. 

Keywords: bankruptcy, bankruptcy law, creditor, debtor 

1. INTRODUCTORY REMARKS 

The transactions of various entities create debtor-creditor relations, which can be very complex, 
which is particularly evident in the case of bankruptcy of the debtor. The problem is evident 
when debtor resides in one state, when assets, a part of the bankruptcy estate, are located in 
another state, while the creditors are citizens of different states. Each of these countries has its 
own legal system and its concept of bankruptcy law, which is something they generally 
coincide, but in general, they are quite different within each other. In such cases, there is 
conflict of laws, which leads to the need for its resolution and the recognition of foreign 
bankruptcy decisions. 
Bankruptcy proceeding is strictly judicial procedure, which is expressed through the 
sovereignty of states whose court resolves the bankruptcy situation. The bankruptcy court 
applied state law to which it belongs, and it is the right of the court. The bankruptcy 
proceedings shall be conducted in order to meet the claims of creditors of the debtor's property 
that is collected in the estate. Parts or all property of the debtor may be located in the territories 
of other states, with different bankruptcy law, so the bankruptcy law of that certain state must 
be applied. It is actually a law of the state where the debtor's assets are located. Each state 
strives to protect its creditors and the debtor that belongs to debtor, which could enter into the 
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bankruptcy estate. Thus, one can express the opposite interests of the state where the debtor's 
assets are located. 
The rule is that the nationality of the debtor determine according to his citizenship, while for 
legal persons it is the right of the state in which it is founded and where it is registered. For 
individual debtors, it is the right of their citizenship. Debtor-creditor relationships are reciprocal 
to each other and take place between several countries. For these reasons, there is a need to 
establish some common rules of bankruptcy procedure. First, it was done by bilateral 
international agreements and regional conventions and most recently by the harmonization of 
bankruptcy law in the European Union.1 
The international character of bankruptcy proceedings provide property located in another state 
and creditors of the debtor. Property may be movable or immovable, which determines its legal 
regime. 

2. INTERNATIONAL AGREEMENTS 

The existence of national rules in bankruptcy with the foreign element does not match the needs 
of modern international trade. This raises the need of the necessity of establishing international 
standards in this area of law. As a first step towards unification can be considered the 
conclusion of international agreements (bilateral agreements). Such contractual connections are 
mostly based on the states that are economically linked due to common interest for its 
continuous improvement.2 As an example, we will mention the French-Swiss and French-
Belgian agreement contracts that have been concluded in 1869. In the Kingdom of Yugoslavia, 
several international agreements containing provisions on bankruptcy were concluded. In 
addition, the Kingdom of Yugoslavia concluded a special agreement with Italy on bankruptcy.3 
In these contracts dominates the universal principle, except in the area of real estate, where the 
territorial principle is held.4 After bilateral intergovernmental agreements, the conclusion of 
multilateral agreements in order to state convergence of legal systems of these countries in this 
field followed. Some contracts have recognition and enforcement of foreign bankruptcy 
decisions as the subject. The common goal was to attempt to create a legal basis for cooperation 
of signatory countries to these agreements. However, these contracts were used to edit only 
legal questions that were in the interest of states that were signatory countries to these contracts 
and agreements. 

3. INTERNATIONAL SUBSTITUTION RULES 

The process of unification of the rules on bankruptcy with international element begins with the 
creation of international rules on substitution. It also marks the transformation the problems of 
private international law into international commercial law. With this, states express the need to 
demonstrate with immediate and particular interests opposed far-reaching needs and related 
interests.5 However, at the international level, initiatives to create agreements on bankruptcy are 
greeted with opposition and as such are often blocked, especially in Europe by the European 
Economic Community (now EU). At the beginning of the eighties of the twentieth century 
appeared the first serious attempts to regulate this problem. It is formally governed by the 
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4 Agreement in Bankruptcy signed with Italia 
5 Divljak, D., “Unifikacija pravila o stecaju sa medjunarodnim elementom”, Pravni zivot, no.: 11/2002.  
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Convention on Bankruptcy Project. Essentially speaking, this project failed to find common 
acceptable solution, which would be economic and other interests of the member states were 
viewed equally, and especially regarding the fundamental principle of the equal status of all 
debtor's creditors. Another version of the Convention on Bankruptcy, despite flaws, has done 
more to harmonize the legal standards of EU member states. Its impact on the right, in addition 
to the EU countries, has expanded to the United States and Canada. Text of the Convention was 
based on several basic principles. The first is the automatic validity of judicial decisions in this 
area in the territory of any other Member State. There shall be an equal status in the proceedings 
for debtors, creditors and others in bankruptcy, regardless of nationality. 

3.1. European Convention on certain international aspects of bankruptcy in 1990 

The problem of finding a way at the international level, which would establish common rules, 
began to address by the adoption of the European Convention on certain international aspects of 
bankruptcy in 1990.6 Since this document was adopted in Istanbul, it was called the Istanbul 
Convention. This Convention represents the first source in this area of law that attempts to 
reach higher degree of universality, but it does not exceed its regional character. The 
importance of this Convention in the application is small because it is not ratified by all states 
of the Council of Europe, including some significant and economically developed countries. 
In terms of substance it is trying to regulate, it is possible to see the particular character of the 
Convention, from which it follows that it only covers some parts of the bankruptcy with an 
international element. As subject matter has not been regulated as a whole, it resulted in the 
application of national legal norms in this field. In addition, this convention was expressed 
helplessness in terms of jurisdiction and the incompleteness in the field of recognition and 
enforcement of foreign judgments. The issue of jurisdiction demarcation it is assumed the 
solution for competitive jurisdiction. This problem occurs while the bankruptcy process is 
carrying over the same person in several countries, where the question of priority of creditors 
arises. Depending on how this issue is resolved, the position of creditors and their privilege is 
determined.  
For creditors in respect of payment of their claims, the best is that all assets of an enterprise, 
regardless of where it is, make a single estate, and that the bankruptcy proceedings are 
conducted with only one authority. Looking formally, this way would be advantageous. 
However, such centralized management of bankruptcy proceedings does not match the 
individual interests of creditors in different countries and their unequal status. Inequality is 
present both in terms of lack of knowledge of a particular national law, and in terms of access to 
information on starting and during the bankruptcy process. A very sensitive issue is the 
treatment of real property of foreign persons, as part of the bankruptcy estate. Therefore, in 
states, in relation to movable property of the debtor there are no special limitations, while states 
refuse real estate of debtor to enter the total bankruptcy estate. 
Due to the inability to fully centralize bankruptcy in one country, in front of an authority, these 
obstacles are neutralized by partial decentralization of  bankruptcy proceedings, including the 
possibility of parallel running of primary and secondary bankruptcy processes, their different 
treatment and flow. In such compromise and realistic framework, which partially deviate from 
the single doctrine of unique bankruptcy, however, the main goal is to preserve the essential 
principle of equitable settlement of creditors.7 
The Convention provides for three types of bankruptcy. First, the main bankruptcy process is 
started in the state of debtor's place of business. Secondly, the secondary bankruptcy process 
that follows the primary, in the signatory countries where the debtor's assets is located. Third, a 

                                                           
6 European Convention on Certain International Aspects of Bankruptcy, International Law Insolvency 
Review, 1991 
7 Article 3 of the Istanbul Convention 
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general bankruptcy process which is started if the debtor's head office is outside of the signatory 
countries. For the relationship between these types of bankruptcy, hierarchy is applied and 
secondary bankruptcy shall be in accordance with the main bankruptcy. 
However, the basic principle of equality of creditors to some extent is undermined by the 
existence of claims, which have priority in the collection. These include claims secured by 
certain collateral, claims for taxes and contributions, receivable from the working contract of 
the signatory country where the secondary bankruptcy is started. The main objective of the 
Convention is to enable the submission of claims to creditors in proceedings instituted abroad, 
to avoid discrimination against them, and privileging of domestic creditors. The Convention 
provides that all creditors and their claims have the same position regardless of which country 
they belong. Decentralization of procedure, which involves the possibility of a separate and 
privileged settlement from the secondary bankruptcy, it does not indicate the intention of the 
deviation from the principle of equality of creditors. The commitment of cooperation trustee in 
bankruptcy is very important, in the main and secondary bankruptcy, which is primarily related 
to taking measures aimed at paying off creditors. Bearing in mind the existence of creditors 
from different states, as well as the diversity of bankruptcy assets, this principle is not easy to 
apply into practice. For this reason, the Convention provides that a creditor, which is partially 
restored the claims in one signatory country cannot participate in the distribution of the estate in 
another country until they reach a level of trust that creditor had.8 In order to achieve the goal of 
equality of creditors, the Convention has established the ability to partially settle the creditors in 
the main bankrupt, they can report their claims in the secondary bankruptcy, but they do not 
realize any privileges in the order of settlement in relation to other creditors in the secondary 
bankruptcy. If, after paying off creditors in the secondary bankruptcy, there are remaining assets 
of the debtor, the transfer of property is performing in the state where the main bankruptcy 
process is started, in accordance with the decision of the administrator in this process. Manager 
in the main bankruptcy manage this property. The inability to achieve a favorable variant of 
bankruptcy with a foreign element, which would include respect for the principles of unity and 
universality, with one authority for conducting bankruptcy and the distribution of the estate, 
compensates with powers of the bankruptcy administrator. Achievement of basic goals must be 
reflected in the uniform collection from all creditors, trying to achieve that by expanding the 
powers of the liquidator, in a way that it operates outside its home country, or wherever a 
certain company owns the property. With this attempt to overcome the practice by which they 
depend on the attitude of the national court's discretion, as is the case with England. After 
starting the bankruptcy process, liquidator has a duty to inform known creditors.9 This includes 
notification of terms and undertaking appropriate measures for action by the creditors. This 
obligation includes informing of privileged creditors, when it is necessary to submit special 
requests. Each creditor headquartered outside the state where the main bankruptcy process is 
started, may apply its claims to liquidator or other relevant authority in writing, with appropriate 
data on claiming special rights in the collection. 

3.2. European Union Council Directive on the insolvency proceedings from 2000 

When we talk about the impact of the bankruptcy proceedings abroad to initiate bankruptcy 
proceedings in the home state, it should also note the Act that regulates this matter, and it is the 
European Union Council Directive on Insolvency Proceedings, which was adopted on 
5/29/2000 and entered into force on 31.5.2002. This Directive was intended as an act that was 
supposed to remedy the deficiencies of the European Convention on certain international 
aspects of insolvency. However, even with it there has not been significant progress on the 
universal level. Directives were not included in the bankruptcy proceedings of credit 
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institutions, insurance companies, and organizations, investment companies that own funds or 
securities by third parties. As a reason, entities that are subject to special procedures, where to 
some extent, control rights in the domain of national law is cited. Given the large differences in 
the regulatory framework, it is not practical to introduce insolvency proceedings with universal 
principle in all countries of the European Union. This is because there are significant 
differences in legislative solutions in terms of collateral, including EU Member States. The 
directive provides for initiation of the main insolvency proceedings in the Member State where 
the debtor's center of main interest is. These procedures are universal and difficult to 
incorporate the entire debtor's property. In addition, the Directive allows the initiation of 
secondary action that took place in parallel with the main procedure. Carrying out an additional 
procedure is limited to property located in that state in connection with the main proceeding. 
Before starting the main insolvency proceeding, the right to apply for its initiation, in the state 
where the debtor's assets are, should be limited to domestic creditors, the creditors who are 
entitled to property in this state or in cases where main proceedings can be initiated under the 
law of the Member States where the debtor's center of interest is. Such restrictions are present in 
a situation when you need to run additional insolvency process before the main insolvency 
proceedings, and if there is a justifiable reason. Starting secondary insolvency proceeding may 
require the liquidation manager in the main bankruptcy proceeding or other person that is 
authorized to based on national law of certain state. Every creditor who has a residence or office 
in a EU Member State should have the authority to file a damage claim within each of the 
procedures undertaken within the European Union in terms of the debtor's property. This 
applies to the tax authorities and social security institutions. The Directive establishes uniform 
rules on conflict of jurisdiction that replaced national rules of private international law. Unless 
specified otherwise, the law of the Member State where the proceedings were instituted is 
applied. This rule applies to major and minor procedures. In order to justify legitimate 
expectations, as the security of transactions in other Member States it is necessary to take into 
account the anticipated exceptions to general rules. Such is the case if the settlement is not 
allowed under the law of the state in which the bankruptcy proceeding is started, and creditor 
achieves that right under the law that applies when it comes to the right of the insolvent debtor. 
In this way, alignment is guaranteed, according to legal regulations to which the creditor 
concerned can rely on, if you question the merits of the claim. 
In terms of worker protection, the Directive provides that effects of insolvency proceedings on 
the continuation or termination of employment, as well as the rights and obligations of all 
parties to the dispute in terms of these relations must be regulated by law. When it comes to the 
rights of employees, the law of the state in which the bankruptcy proceedings started determines 
it. The Directive provides that any decision to start bankruptcy proceedings in a state be 
automatically recognized in all other member states from the moment when it becomes final in 
the country in which to initiate the procedure. This rule will apply when the bankruptcy 
proceedings cannot be initiated against the debtor in other Member States.10 
A creditor who, after the initialization of proceedings in any way, especially the forced 
collection of achieving full or partial settlement of their claims from the debtor's assets located 
in the territory of another Member State is obliged to submit a report to the liquidation 
administrator. To ensure equal treatment of creditors, a creditor that partially achieved debt 
repayment in an ongoing bankruptcy, will be eligible to participate in the distribution of 
revenues generated from other processes, just in case that the other creditors with equal rights, 
could not made the settlement  of the same percentage from such operations. In cases that the 
law of a Member State on whose territory initiation of bankruptcy proceedings is demanded, 
provides that the debtor's assets are sufficient to completely or mostly cover the costs of the 
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proceedings, the court may upon receiving such a request, require the applicant to make 
advance payment of costs or to provide adequate guarantee.11 
In the field of realizing of debtor’s rights, Directive authorizing the creditor to file a claim for 
compensation, in main, and all other additional proceedings. Every creditor who has a 
permanent place of residence, domicile, or head office in a Member State in which proceeding 
has not been prosecuted, including the tax authorities, social security authorities of the Member 
States, has the right to file a damage claim in the bankruptcy proceedings.12 
After the bankruptcy proceedings is started in one of the Member State, the competent court of 
that state or liquidation administrator who is appointed by the court, inform known creditors 
who have their domicile or headquarters in a Member State. Information obtained by individual 
notification will include time limits and penalties for exceeding these limits. In addition, it 
contains information about the authority to whom it necessary to submit claims for damages and 
to which creditors these requirements apply. The creditor is obligated to submit the required 
documents, indicate the nature of the damage claim, the date of application and amount of the 
claim. If you there are some special rights in respect of payment (privileges, guarantees in 
respect of property or retaining property rights in relation to the property) it shall be obliged to 
indicate those in claim. Information to all creditors will be in the official language or one of the 
languages of the Member State where the proceedings were initiated. From a creditor may be 
required to provide a translation into one of the official languages of the Member State where 
the action is filed.13 

4. RESUME 

Bankruptcy is a legal institution that has undergone a significant transformation of its basic 
forms of the Roman law to the present legal structure, giving rise to the interest in this 
institution until these days. There is a central issue of the key figure in the bankruptcy 
proceedings. The aim of this paper is to emphasize the need for affirmation of the creditor to 
ensure maximum and comprehensive protection in terms of their settlement. This approach 
would allow potential investors to invest their capital in the economy of our country. Foreign 
investors need to make sure that state institutions provide adequate law enforcement, making 
them a guarantee as to future creditors.  
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Summary: The most important action in providing evidences regarding the offenses against the 
security in the area of public transport is a crime scene. Site investigation determines the 
liability of causes of accidents, because on the relevant facts and data collected in the course of 
the investigation are based forensic evaluations, including traffic-technical expertise, 
machinery and technical expertise and the forensic medical expertise, which determine the time 
spatial analysis of road accidents, roadworthiness and the ability of traffic accident 
participants who manage the vehicles in the accident to safely participate in traffic. Based on 
correctly established evidence gathered during the course of the investigation, the criminal 
liability of participants in the accident for its occurrence determines. There is no proper 
determination of the facts related to a specific accident, based on incomplete and false 
statements of parameters collected during the course of the investigation. Only properly and 
fully collected traces and other evidence in the record of crime scene investigation and crime 
scene documentation with the sketch of the scene of a traffic accident can be the basis for 
performing various types of evaluations, which are the next segment in determining the criminal 
responsibility of the causes of traffic accidents. In practice, it often happens that when 
performing the inspection not all necessary data relevant to the analysis of traffic accidents are 
collected. In this case, the authority conducting the proceedings may order a reconstruction of 
events, i.e. reconstruction of traffic accidents. 

Keywords: analysis, investigation, traffic accident, reconstruction, reconstruction goals 

1. INTRODUCTION 

In order to verify or establish facts that are important for clarification of the accident, the 
authority conducting the proceedings may order a reconstruction of the event, which is done by 
repeating an action or situation in the conditions with which, according to the evidence, the 
event took place. 
The reconstruction of an accident usually involves its breakdown unfolding according to the 
phases of developing related by time and space, and the testimony of all parties, witnesses-
witnesses, and sometimes investigation authorities or experts. 
Although it is not possible to mention all the individual cases in which it is useful to 
reconstruct, it is often used in practice: 
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• When the investigation is carried out superficially and with more technical problems, 
and subsequently facts that contradict each other were established; 

• When you need to determine whether the traffic accident occurred on the presumed or 
some other way; 

• When it is necessary to check the accuracy and truthfulness of witness statements, and 
• When it is necessary to check the findings and expert opinion 

 
Reconstruction has no statutory methodology but legal theory and practice compensates for the 
lack providing some basic principles.1 
Based on investigation documentation (records, drawings and photographs), the testimony of 
witnesses and participants of the accident, and sometimes the expertise, the initial 
reconstruction is performed, then a real one. Specifically, first it is necessary to try to determine 
how it happened, based on clues and items of a traffic accident. 
Then, it is necessary to re-create the circumstances as similar as they were at the time of 
accident, and the facts in such a situation are newly tested and evaluated. Simply, the 
reconstruction creates "artificial" situation of a traffic accident. 
Reconstruction is by its probative value is different from the crime scene. If an investigation is 
carried out professionally then it is undeniable probative force, while the reconstruction is 
subject to criticism and challenges. 
During the reconstruction, repetitive actions on the basis of which to be devised and checked by 
specific evidentiary facts and to plan further action trial are performing. In order to determine 
the legally relevant facts of accident, it is always necessary to examine existing documentation 
in detail. Based on that it is possible to determine the purpose and limits of reconstruction and 
then to make the plan of reconstruction. 
Upon reaching the scene of an accident, it is necessary to take certain actions. First, with the 
help of the record from the scene, photo-documentation, and situational plan of the accident, a 
location of the accident is determined. 
Then all things that take part in the accident must be put in the correct position, as well as 
vehicles involved in the accident. 
After that, the reconstruction begins and that process depends on the flow of what is to be 
achieved, and to determine the reconstruction. 
Investigative judge manage reconstruction or president of the court chamber. The course and 
results of the reconstruction fixes a crime technician by videotaping, photographing, and 
sketching. 
Court expert must attend the reconstruction, since the elements of his and the results are going 
to be used for the reconstruction of the opinions and findings. In addition, the expert can point 
to the reconstruction and some other circumstances to be clarified. 
The basic rule is that the reconstruction measures need to be repeated several times, to test and 
determine, whether something like that provides always the same results. 
From the experiences gained so far, the best way is to organize the reconstruction calling single 
person accident site to show all the details that are known to them directly, i.e. to determine 
what they saw and could see. 
Upon completion of the reconstruction, a record shall be made on the same principle as with the 
investigation. 
Well-conducted reconstruction serves as a means to clarify some important circumstances of the 
accident. 
Sometimes during the processing of traffic accident, the need to establish the flow of traffic 
accident occurs, and driving behavior of participants. While reconstruct the accident scene and 

                                                           
1 Jekic, Z., „Krivicno procesno pravo“, Sedmo izmenjeno i dopunjeno izdanje, Savremena administracija, 
Beograd, 2001 
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the event is also updated as  follows from the minutes of the incident, sketches, photographs and 
other material components considerate. The value of the reconstruction of traffic accidents is 
caused by the value of inquiry. High-quality reconstruction of the accident cannot replace non-
quality investigation nor can it give reliable results without a solid crime scene as its base. 
Changes produced by shock or impact have special significance for the reconstruction of the 
event as they are eligible participants to determine the position of a traffic accident at the time 
of first contact. As direct traces of the collision, deep scratches in the surfacing are obvious. In 
the case of vehicle collision, they are often very much deformed that there is contact between 
the parts of the underbody and pavement surfacing. Pressure of the vehicles on the road, at the 
time of the collision, is so powerful that it produces deep scratches. In the event of a collision of 
cars and pedestrians can happen pedestrian’s shoes are so strongly imprinted on the street that 
visible signs of wear and tear of parts of the sole are obvious. Scratches on the soles of 
pedestrians’ shoes enable conclusion on the position of pedestrians in the vehicle at the time of 
first contact. These and similar traces allow reconstruction of the accident. A similar situation 
exists with pedestrians on the skin or the clothes. The reconstruction can be their "fit" which 
proves that the traces on clothing are matching injury of pedestrian on the skin or even vice 
versa. 
The coincidence of damage to certain parts of vehicles with damage to another vehicle at the 
height of the location and shape may also allow reconstruction. 
In the process of reconstruction, its conceptual features it is important to distinguish traces the 
direct and indirect clues or traces that occur immediately before, during, and after the 
occurrence of traffic accidents. Further, the traces are divided into dynamic, consisting in the 
change of form (spraying of some materials, etc.) and material that shows the mark holder 
(flakes of paint, stains, oils, etc.) Damage to the vehicles belongs to the dynamic traces. 
When two cars crash, the processor of the reconstruction must take into account all the 
circumstances under which the accident occurred, and in the end to come to conclusions 
relevant to the determination of vehicle speed, which is a common cause of accidents. The 
situation is similar to other types of accidents 
In the preparation phase of reconstruction, the rule is - that no trace cannot be ignored, just as it 
is not allowed to exaggerate with any clue in advance. The scientific approach to reconstruction 
always requires both the meaning of causal link in the chain: a vehicle-road-man-injury. The 
one who processes must determine factual subject of a traffic accident in search of its causes, 
taking into account all the physical principles of psychological regularities of events and the 
origin and course of the accident. With the help automotive expert and other professionals, the 
driving speed, braking and stopping distances is reconstructing, calculating the energy force that 
seemed destructive and led to the forming of vehicles, determine the direction and duration of 
shock, like everything else that is legally relevant. 
In the theoretical treatment of reconstruction, it must inevitably talk about connections: body 
injury - damage to clothing - damage to vehicles. It possible to start the analysis from damaged 
clothing. It has crime as justification since clothing first receives action of the devastating force, 
and appears as the main carrier of traces produced by vehicle and surfacing. Theoretically 
speaking, each stage of a traffic accident and every contact leave some clues. Such is the case 
with clothing that was in the body of traffic accident participants. On the clothes, it is often 
possible to find traces of mechanical events. If position and structure of any characteristic of 
these signs do not indicate it, which would point to a particular process, they will not help in 
reconstruction. Although things should not be generalized, in our practice is quite neglected 
analysis of clothing as evidence, and from it they draw important answers that are quite 
possible. The reconstruction requires that each trace is analyzed with equal measure, because 
the traces on clothes have the same importance as the brake marks or traces of skidding, 
overturning, it is possible that some evidence can be used as evidence for the complex traffic 
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accidents in general and they are important evidence relating to a particular phase of a traffic 
accident. 
Based on examination of clues and personal injury, the phase of conflict and violence is 
reconstructed and make conclusion on the sequence and timing of injuries. To assess the 
injuries and their solutions to a certain stage of the development of traffic accident 
reconstruction creates a picture of what kind of injury corresponds to a particular phase of a 
traffic accident due to the physical-mechanical process of determination of each accident. This 
further means that in each case the question whether based on personal injury accident 
reconstruction is possible, for example, whether the vehicle hit a pedestrian rear or front, 
whether at that time was in an upright position or another, whether the pedestrian reached the 
vehicle from back, whether the pedestrian was hit laterally by a car, etc. 

2. THE OBJECTIVES OF PERFORMING RECONSTRUCTION 

Analyzing the current practice of performing the reconstruction, the question - when and why 
the reconstruction is performing, arise.   
No doubt, in many cases, it is necessary to carry out reconstruction and each traffic accident 
reconstruction and its concrete reconstruction carries a certain goal. However, it is possible 
from the aspects of theory to perform certain generalization, stating that it is possible to talk 
only about the most common cases in which the reconstruction is made. 
First of all, those are reconstructions, which should establish visibility of the road in a critical 
area by all drivers, and other participants. For example: 

• Whether driver could see pedestrian from the given place, or to see traffic sign, signs 
of the police officer, market rockslide; 

• Whether the injured person could see a vehicle with from a certain place and at a 
certain distance under weather conditions  prevailing at the time of accident; 

• Is the visibility was decreased due to stopped or parked vehicles; 
• Whether the concrete witness or injured party can see or hear certain details of which 

have declared themselves; 
• What kind of the effect on the audibility of the sound signal a strong wind could have 

 
Often before the reconstruction, it is necessary to respond to the possibilities and variations of 
dazzling in night driving conditions, by vehicle headlights from the opposite direction. 
The aim of the reconstruction can be to determine the original appearance of the scene, which 
was changed before the arrival of investigation team. 
In addition, it is also possible to set the task to determine the location of the vehicle just before 
the accident and at the time of its occurrence, or location of the vehicle based on the testimony 
of witnesses. 
In addition, it is required to determine whether a vehicle pass a narrow road sections, whether 
discovered trace corresponds to a vehicle that was involved in the accident, was destroyed trace 
by the traces of other vehicles and so on. 
Using the reconstruction, is possible to determine according to traces the speed of the vehicle, 
and whether the driver was unable to promptly stop the vehicle or otherwise prevent the 
accident taking into account the specific technical characteristics of his vehicle, road, and 
surfacing conditions on it at the specified speed. 
Since the reconstruction may be required to answer the question - is it some action could be 
carried out as described or implied manner, whether it is technically feasible, if some action 
must to cause the effect, if any action could be achieved the necessary time. 
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Reconstruction is justified and when it is necessary to verify whether a particular factor could 
be the immediate cause of the accident. In practice, this question often raises when it comes to 
vehicle breakdown, atmospheric conditions, visibility condition, the state of the road, etc. 
When the synthesis is made of individual cases where is necessary to make the reconstruction 
then it can be argued that in practice it is often used in the following cases: 

• When the investigation is made superficially with a great number of technical 
shortcomings, and subsequently the facts that contradict each other have appear; 

• When it is necessary to determine whether the traffic accident happened in supposed 
way or some other way, and in those cases when something like that couldn’t be 
achieved by checking the scene of the accident site; 

• When you need to verify the accuracy and truthfulness of some very important 
testimony of witnesses and it is not possible otherwise; 

• When it is necessary to check the findings and expert opinion 
 
Reconstruction must include the flow of traffic accidents based on the overall situation of traffic 
accidents, because traces created by the accident are not sufficient for the proper 
implementation of these actions. It should be noted that the traffic accident represents the 
dynamic of its happening, which consists of successive stages and all of them together make a 
whole. 
To reconstruct the accident means to make recovery dynamics completely or partially, which 
depends on disputed part. However, when it comes to the reconstruction of traffic accidents, a 
whole event must be take into account, at least in abstract reconstruction. Only thus is possible 
to reveal moments that led to the accident. 
The procedure is, of course, the reverse flow of traffic accident.2 The one who performs process 
is starting from the consequences (marking and traffic accident cases) to the presumed cause, 
going from statics to dynamics. 
Reconstruction means the attempt to alive based on clues and objects that accident, i.e. to 
“restore" concrete mechanism of foundation and the flow of traffic accidents. By repeating the 
first phase of traffic accident, departs from those points at which the participants of the accident 
found at the time of noticing danger, when they made a decision about action or failed to do so. 
From the position, order, type and form of tracking and traffic accident cases restores the flow 
of traffic accidents and performed or possible categorical conclusions about the actions of 
participants, possible technical defects and driver reaction. 
Reconstruction of the accident can be done in different situations. It seeks to repeat in whole or 
in part, the flow of traffic accidents, in order to create a clearer and fuller picture of what 
happened. It creates solid conditions for the implementation of specific expertise. 
Reconstruction is usually implemented in practice in order to determine:3 

1. Whether injured person was able to see the damaged vehicle from a designated place 
and at a certain distance; 

2. Whether the injured person could see a vehicle with from a certain place and at a 
certain distance under weather conditions  prevailing at the time of accident; 

3. Transparency of the road in a critical area; 
4. Possibility of blindness while night driving in the critical area; 
5. To what extent are parked vehicles and stored packaging reduced visibility on the 

critical area; 
6. Does the concrete witness can see some detail about which is going to declare from a 

certain place and at a certain distance; 

                                                           
2 Jelic I., Saobracajno-kriminalisticka tehnika vestacenja, Zbornik radova 1 – 2, Saobracajni fakultet u 
Beogradu, Beograd, 1989 
3 Vodinelic i grupa autora, Saobracajna kriminalistika, Beograd, 1986 
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7. Does the witness can hear a certain sound from a certain place and exactly on a certain 
distance; 

8. What effect had the direction of the sound signal reception; 
9. Is the injured could hear the sound signals of vehicles; 
10. The position of the truck that knocked down and run over the pedestrian; 
11. The position of the vehicle before the accident and at the time of accident; 
12. The original look of the scene, which was changed before the arrival of investigation 

team; 
13. Details that were omitted in the investigation; 
14. Location and the position, attitude, posture of killed and injured persons; 
15. Where vehicle trails begins to turn, which was not been established by investigation; 
16. The moment of breaking the broken spring, which failed to be determined by 

investigation; 
17. Speed of the vehicle, the traces on the spot; 
18. Whether the driver was able to promptly stop the vehicle or otherwise prevent the 

accident; 
19. The possibility of finding vehicles passing a certain part of the journey (narrow path); 
20. Was the vehicle left the track that is fixed by the examination on the spot; 
21. Whether certain actions could cause a result that is established by investigation; 
22. Whether the participant in accident could perform certain actions in the required time 

interval; 
23. Whether a particular factor could be the direct cause of the accident (e.g. a break 

down, certain atmospheric conditions, road conditions); 
24. Accuracy of the various details provided by the participants and witnesses to traffic 

accidents 
 
There are five basic types of traffic accident reconstruction: 

1. Establishment the on-site state as it was at the time of accident, which has changed to 
investigation team arrival; 

2. Reconstruction of the flow of traffic accident in cases where there were no 
eyewitnesses and participants were killed, seriously injured or for any other reason are 
unable to give evidence; 

3. Checking the claims of participants and witnesses; 
4. Checking the speed of vehicles involved in the accident; 
5. Repeating the whole scenario of traffic accident, with all the conditions that were 

present at the time of actual events based on report. 
 
The foundation for carrying out reconstruction and condition for its successful outcome is a 
solid implementation of site investigations. Evidentiary effect of this investigation, which 
would be based solely or mainly on the testimony of witnesses or participants, is poor. 
Recovery dynamics of such a complex event such as a traffic accident, it is possible only based 
on a comprehensive and thorough insight into all of its aspects. Featured segments stored in the 
minds of people or individual tracks are far from sufficient. 

3. BASIC METHODS OF RECONSTRUCTION 

When analysis is performed, in which cases the reconstruction of accidents is performing, then 
we can safely say there are basic types of reconstruction. 
- The first type is the reconstruction due to scene changes from the moment of occurrence of an 
accident until the arrival of investigation team. The task of reconstruction in these 
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circumstances is that, based on existing tracks, files and other evidence, establishes the state of 
the scene as it was at the time of accident. 
The characteristics of this model is a abstract crime scene of the ones who performs 
reconstruction processing  as precisely as possible, construct and fit all circumstances and then 
actually restores the situation on the spot as it was or closest to the actual situation. 
This form of reconstruction requires of the processor to know all the circumstances and traffic 
accident occurred. 

• The second type is the reconstruction of the traffic accidents when there is no evidence 
of the participants or witnesses. The task of this type of reconstruction is to reconstruct 
the facts based on the position and condition of the vehicle, the traces on the road and 
off road, different objects, or injuries. The main recommendations for the 
reconstruction of this modality are that it should be done immediately after the 
inspection. 

• The third type is the traffic accident reconstruction based on the testimony of witnesses 
or participants as a form of verification of subjective perceptions and observations of 
what happened. It is worth noting that the reconstruction based solely or primarily on 
the testimony of witnesses or participants has little probative value. 

• The fourth type of reconstruction is to determine the speed or proper functioning of the 
vehicle. A characteristic of this type of reconstruction is that it is performed in the 
dynamic phase of the investigation or later, regardless of these actions. 

• The fifth type is the reconstruction in the true sense of the word, based on which at the 
time "a simulation" of a traffic accident that actually occurred is established, and after 
certain time interval. It is based on investigation reports, possibly in more visible 
traces, the testimonies of participants and witnesses. Reconstruction in the true sense 
of the word is done in the same conditions, time of day, season, visibility, lighting, 
road conditions, traffic conditions, traffic density, and the like. 

4. MAJOR EXPERIENCES IN PERFORMING RECONSTRUCTION 

When a decision is made on execution of the reconstruction, the most important is that the on-
site activities concentrate to achieve the goal. Rather, all that is in dispute, which can be 
checked by reconstruction - to establish, should plan in detail and gradually through the stages 
of work on a specific field. 
In this sense, if it comes to checking statement of accident participants or witnesses, they should 
be assigned to their positions as it was at the time of occurrence of accidents. In addition, they 
must be positioned in the direction of view as it was in a critical moment. In that way it is 
possible to provide answers to following questions: 
-What they could see or hear? 
-What is in their statements true reflection of reality and what is the conclusion of the 
reconstruction of their own? 
-What is a lie or a distortion of events? 
You should always start with the fact that the testimony of witnesses or participants is a special 
feature, which can be distinguished from all others, so during the reconstruction is always 
resorting to the rule to perform distinct and separate reconstruction on every statement. The 
results of statement during the reconstruction must be fixed, i.e. entered into the record, 
recorded in a sketch drawing, or video-recorded sound. 
When the vehicles are involved in the reconstruction, the first rule is that the same is done with 
the vehicles that participated in the accident, and if it is not possible due to damage or 
otherwise, the vehicles of the same brand and type must be provided. All vehicles are first 
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placed on the "critical points" where, according to the data of all documents, resulted in a 
dangerous situation. 
Based on that, the conditions of visibility are checking (due to weather conditions that were in 
times of accident or even the time of day, night, light, or poor lighting). Thereafter, the 
reconstruction of specific visibility is carried out (blockage of the view or field of vision 
narrowness). Looking at the standing points of participants and witnesses at the scene, during 
the reconstruction, disclosed display should be accepted. 
It is necessary to take pictures of all, fix each individual reconstruction by sketching in order to 
later, at trial, could be made critical analysis of the reconstruction of traffic accidents with 
opposing views of participants, and witnesses a traffic accident. 
The most interesting thing is the reconstruction of the vehicle speed based on statement of 
participants or witnesses. 
We shouldn’t emphasize specially that the statements of witnesses or participants are highly 
unreliable and that their verification must be made. 
When performing the reconstruction in order to determine the speed of the testimony of the 
witness is required in addition to several witnesses, moving of the same car at different speeds, 
and only one of them will travel at the speed which is supposed to have existed at the time of 
accident. Each witness must declare separately from others, which is the speed that corresponds 
to critical speed. 
In the case when the accident occurred due to being blinded by an unknown vehicle driver from 
the opposite direction, then the reconstruction consists in the construction of the abstract 
dazzling event. Thereafter, no further action on the site give rise to crime experiment carried out 
in a manner that the vehicle performs multiple tests using various types of lights. Blinded driver 
talks about the circumstances that were closest to the beam of lights and blinding at the time of 
accident. In these situations, the vehicle with a driver must be tested regularly along with the 
team that records everything. Then someone from the team sits in the driver's seat and checks 
all the details of given testimony while driving. In such a situation, other important elements 
such as the moment of observing certain obstacles, distance from the vehicle, lateral distance 
from the edge of the road is reconstruct too. 
Therefore, for the verification of the evidence or establishing facts that are important to clarify 
matters, the authority conducting the proceedings may order a reconstruction of the accident, 
which is done by making a repeated actions or situations in the conditions under which the 
event occurred to the evidence. If the statements of witnesses or defendants’ actions or 
situations differently presented, the reconstruction of events will reproduce each of them, as a 
rule. 
Finally, it should be noted that the legislator has left the possibility that during the 
reconstruction it is possible to if necessary, re-introduce certain evidences.4 
There is a universal rule for reconstruction. Namely, the Code on Criminal Procedure provides 
that the reconstruction should not be done in a way that offends public order and morals or 
endangers human life and human health.5 
In these cases, it is actually necessary to carry out reconstruction, because only then it has real 
meaning. 
  

                                                           
4 Zakonik o krivicnom postupku, „Sl. Glasnik RS“, no.: 72/09, stav 1 
5 Zakonik o krivicnom postupku, „Sl. Glasnik RS“, no.: 72/09, stav 2 
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5. RESUME 

Reconstruction of the accident is carried out in case when in the process of criminal or civil 
proceedings the lack of specific data that is not collected and secured during the crime scene 
investigation or the information are denied has been established. In the reconstruction, analysis 
of traffic accidents, the experts use all the necessary procedures and methods for collecting, 
selecting, sorting and processing data with which they can reliably define the phases and the 
flow of traffic accidents. In addition, reconstruction of traffic accidents can be done in other 
cases when it comes to determining certain elements relating to the amount of damage to the 
vehicle, the safety of passengers, etc. in civil proceedings. 
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Summary: This paper presents the marketing opportunities that are available to the company 
and the art of finding, developing and profiteering companies on that basis. The research 
focuses on the questions - what is a marketing opportunity, what are the main sources from 
which the company draws new ideas and opportunities, how to organize it to provide 
opportunities, and how the company can evolve and choose one of series opportunities for 
successful development. 
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1. INTRODUCTION 

A company in the information economy is available to create more opportunities to score; and 
creative marketer is able to find them. Of course, in the companies often do not have the 
perception their market is changing. The changes go in the direction of changes in customer 
demands and increasing competition. Something that in a period of time was considered to be a 
winning strategy, but the following will become wrong. Given these changes are rapid; the 
company cannot rely on its previous business practices to maintain its prosperity. It is necessary 
to explore new marketing practices continually and wins opportunities. 
For example, good and high quality furniture is expensive. Holders demand - family 
households, especially those with lower incomes, young couples and single people, often buy 
furniture on credit and pay these bills with a passion. The question is, Is it possible to recognize 
the opportunity in this situation? Of course. Whenever there is a need, there is an opportunity. 
Always awake marketer can resolve the situation in two ways. It can provide furniture of poor 
quality at lower cost. On the other hand, can devise how his company can produces furniture of 
good quality with substantially lower costs and prices. The latter solution is more acceptable 
than the first both for customers and for the company itself. 
Therefore, people from the marketing sector companies need to build the skills of finding, 
developing and profiteering based on features. If the company is unable to develop new 
products, new services, programs and systems, there will be no progress. 
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2. IDENTIFICATION OF MARKETING OPPORTUNITIES 

Marketing opportunity can be defined as the area of customer needs and interests in which it is 
likely that the company can operate profitably satisfying this need. The attraction marketing 
opportunities depends on several factors, primarily the number of potential customers, their 
purchasing power, their willingness to buy, etc. Marketing opportunities will be addressed when 
the marketer identifies a large enough group of customers whose needs remain unmet. The 
ingenious idea of Ray Kroc for the establishment of a McDonald's is lying, in fact, that it was 
noticed that there are many people who need service fast food, low cost, delicious food and 
predictability of taste. These characteristics were not present on the market until McDonald's 
appeared.1 
Identifying market opportunities of the company is linked with several challenges. First of all, 
customers are increasingly sophisticated and sensitive to price, without the time and looking for 
more convenience, recognizing that increasing equality of the product from supplier to supplier, 
less sensitive to the manufacturer's brand and gaining acceptance of generic products, expecting 
much more than provided services and less loyal to the seller. 
This means that marketers companies face difficult challenges trying to find opportunities in the 
market to improve its performance. 

3. MAIN SOURCES OF MARKETING OPPORTUNITIES 

Analyzing the current market situation, we can single out several real situations that contribute 
to the development of marketing opportunities: 

• The provision of scarce products, 
• Upgrade of an existing product or service in a new, more prestigious manner, and 
• Creating a new product or service2 

 
Marketing opportunities will arise when the product is scarce in the market, or when customers 
are pushing in the line to afford it. This situation requires the least talent for marketing is a 
marketing opportunity for everyone readily apparent. The different market circumstances open 
the various market opportunities. Marketer should not be a genius to notice that in the wartime 
food shortage, equipment and spare parts. Manufacturers can make full use of the situation, to 
get involved in the uncovered market area, including the ability to charge a high price, unless 
there is an imposed price control program. Shortages will follow, and after natural disasters 
such as earthquakes and floods, although they are usually temporary, so the marketing 
opportunities such short-lived. 
As for how upgrading an existing product or service in a new, more prestigious way, companies 
have several available modalities for finding ideas for improving an existing product or service. 
Usually can be used: 

• Method of problem detection, 
• Ideal method, and 
• Using the consumption chain  

 
There is a range of products and services for general use by people accept the existing form, but 
not with complete satisfaction. Marketers can learn a lot based on the method of detection 
problems. The test users of the product or service information may be collected if users are 
dissatisfied with something and if they have suggestions for improvement. For example, based 
                                                           
1 Kotler, P., Kako kreirati, ovladati i dominirati tržištem, Adizes, Novi Sad, 2007 
2 Radosavljević, Ž., Marketing, Privredna Akademija, Novi Sad, 2006 
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on the responses of surveyed users as, my car spending too much gasoline, not all like long 
queues at the bank, my mobile phone battery is empty after three hours and so on. Each of these 
statements indicates one marketing opportunity. 
That last sentence is an example of the responses in the survey, said all manufacturers of mobile 
phones to your devices add the option of broadcasting audio signals when the battery is low, so 
the owner cannot find a phone charger. It should be mentioned that the method of detecting the 
problem tends to improve the product/service, not to innovate. 
The ideal method, a marketer use as a simulation method for surveying a group of customers of 
which is asked to imagine an ideal version of the product or service you use. In many cases it 
may be that this desire quite easy to meet. 
Procter & Gamble, P&G to include the seemingly incompatible elements, have used Method of 
problems detection. Problem detection was going towards the wishes of the 
customers/consumers, “to produce biscuits of extraordinary taste”, but not to contain fat and to 
have few calories. "Generally accepted opinion was that it was not possible, given that the 
customer previously offered, the one the delicious biscuits with high fat, and on the other hand, 
biscuits poor taste with less fat. P&G, however seriously addressed this issue several years did 
research on types of fat called olestra. It turns out that the molecules of olestra are too large to 
be absorbed in the form of the fat into the body, and that olestra still offers a wealth of flavors 
offered by the high fat biscuits. P&G has received the approval of the Food and Drug 
Administration to sell olestra. P&G has found a gold mine selling olestra to manufacturers of 
biscuits, easy food, French-fries and ice cream. 
When interviewing consumers marketer uses the value chain to display their steps in the 
adoption, use and disposal of the product. It creates a map of "consumption chain" for each step 
and considers whether the company can introduce a new product, service or benefit. 
Table no. 1 shows a set of potential questions. 
 

Table 1: Using the chain of consumption to find new opportunities 
1.  How people become aware of their needs for a product or service of a company? 
2.  How consumers evaluate companies offer? 
3.  How consumers make the final choice? 
4.  How do consumers say and buy a product or service company? 
5.  How company delivers the product or service? 
6.  What happens when a product or a service of a specific company is delivered? 
7.  How to install the product of the firm? 
8.  How to pay for a product or service of a company? 
9.  How to store a product of a particular company? 

10.  How to transfer a product? 
11.  What is the purpose of using the product by consumers? 
12.  What consumers need help with when using the product of the company? 
13.  Is there a possibility to return or exchange? 
14.  How to repair or to service a product? 
15.  How to dispose a product when no longer in use? 

Source: MacMillan, I. C. & R. Mr. McGrath, Discovering New Points of Differentiation, 
Harvard Business Review, July-August 1997, p. 133-45 
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4. METHODOLOGICAL APPROACH TO ORGANIZING COMPANY TO 
FIND MORE OPPORTUNITIES 

Inspiration for new ideas, companies finds in a wide variety of sources.  For the base their sales 
representatives are responsible of whom they expect to notice what the customer needs and to 
forward that information to the company. However, several types of problems exist in this chain 
of information. First, mediators are usually very busy with work and have a habit of time 
devoted to reporting on ideas for new products / services. Second, and most will have, or have 
not know where to, but its sales director, said the idea. Third, traders were rarely financially 
rewarded for bringing new ideas into the company. 
In addition, businesses ideas for new products expected to come from their sector research and 
development. Nevertheless, here are some problems occur. The staff is usually involved in the 
development of tasks assigned to them, rather than develop their own ideas. Second, when 
someone from the development and propose a new idea, it can be shown that it is not 
appropriate from the standpoint of profit.3 
To develop more and better ideas for new products/services, companies can use the model of 
manager for the idea and model of strategic penetration. 

5. POSSIBLE PATHS OF COMPANY DEVELOPMENT  

It is an undeniable fact that marketing bears the greatest responsibility for the successful 
development of the company. In fact, the point is to influence the level, structure and timing of 
demand in an effort to achieve the goals of the company. Therefore, marketers need most of 
your time to spend trying to increase the level of demand. Under certain circumstances, such as, 
for example, excessive demand, marketers may try to reduce the same, or change its structure or 
timing. 
Certainly, the key task of marketers is increasing demand for enterprise products. In discussing 
the process of increasing demand, we can be start from 

• Winning over consumers, 
• Customer retention 
• Increasing the number of consumers4 

 
Each of these processes involves a series of steps. Matrix expansion in demand moves depends 
on whether it exists, revised or newly introduced products on the market. Thus, some 
companies achieve significant development results in a way that they benefit from market 
opportunities such as the establishment, for example, a new system of delivery of existing 
products or services. 
Different path of development means that the existing company expands into new industrial 
areas. A good example of this evolutionary path is Walt Disney Company, whose founder 
started as a producer of animated films, and opportunities for development by adding new 
values sought to sell their licenses characters for merchandise, then the company has entered the 
electronic media industry, then built the theme parks, and more recently the evolution of 
opportunities to expand through the development of resorts and resort. 
This and other examples (Nike) illustrate the multitude of opportunities that companies face 
when they are ready to enter into related or different industries. 

                                                           
3 Lojaničić, R., Marketing, Fakultet za obrazovanje diplomiranih pravnika i diplomiranih 
ekonomista za rukovodeće kadrove, Novi Sad 2010   
4 Ansoff, H.I., Corporate Strategy, Revised Edition, London, Penguin 1987 
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6. MODALITIES OF IMPROVING COMMERCIALIZATION OF NEW 
PRODUCTS AND SERVICES 

Finding attractive opportunities for participation in the market is one thing; it is quite something 
else to convert them into successful commercialized products. Practice has shown that new 
product failure rate reaches 80-90% in mass consumer goods, and 20-30% for industrial goods. 
The question is, where such difference comes from? A brief analysis of this subject shows that 
the new brands of consumer goods that are being introduced to the market very similar to 
existing trademarks, rapidly changing, often launched with a lot of advertising which is not 
known what effect will bring it intended to quit consumers from the usual buying habits and 
favoring current brands. 
The companies that produce industrial goods tend to launch a new product when the need can 
be documented, when I can pre-test their products on a group of interested companies and they 
have prepared lists of potential customers, because it is an expensive project (e.g. Air Bus). In 
fact, so much can go wrong when developing and launching new products such as: 

• It can happen that individuals from companies who have the power, initiate the project 
as its favorite idea, having no evidence that it would be feasible, 

• The original production idea was modified from one sector to another, until completely 
stopped looking like the original winning idea. 

• Different sectors may impose cost savings; sell exchange, which can affect the 
attractiveness of the final products for customers, 

• The company has not achieved good coverage of the market, because it is not 
sufficiently attract a qualified distribution, 

• The company has not bought enough advertising time to allow sufficient consumer 
awareness that the product exists, 

• The company has established a high price, 
 
Analyzing the success of the business practices of commercialization of new products Madique 
and Zirger found several common factors for the successful launch of products including: 

• All successful products had a high estimate of return of profit. The researchers 
concluded that estimates of profits that preceded the project generally too optimistic. 
Thus, the anticipated profit is very high, even if that level is not reached, the recovery 
may still be quite good. 

• Successful companies spend adequate amounts on advertising appearances (new) 
products. Some companies make the mistake because they have had small investments 
in advertising, thinking that they invented a "better mousetrap" and that people will 
come to them. 

 
What is certain is that there are no rules that guarantee the successful commercialization of 
products. Successful products are usually those whose idea of introducing the program supports 
the overall management and employees in a company whose products were first hit the market. 

7. RESUME 

Often companies do not know how to recognize an opportunity that they indicate the market, 
until it would cease to exist. The fate of many companies that experience to their competitor 
leaves the market with something that they themselves need to remember. Worse yet, probably 
the same idea men milling in their organization, and that he never arrived at the place where 
someone would recognize and launched. Good ideas are everywhere in the world, companies, 
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and what differentiates the successful from the unsuccessful is how they organized properly to 
assess and grabbed the idea and then to successfully develop and launch. 
Most companies lack the inventive culture, yet innovation is the best defense against 
overproduction in a market where a small number of competitive advantages of short duration. 
Although the innovations are risky, their absence can be fatal for the company. That is why 
companies have an organized way to stimulate and collect ideas, to manage them effectively, 
and to reach a larger number of useful ideas. 
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Summary: There are different views about what is scientific research. It is undisputed, 
however, that scientific paper can only be the one that is based on scientific - research 
conducted through known methodological paths to apply scientific research methods. They are 
distinguished by originality or present previously unpublished original results of scientifically 
conceived study. Descriptive or scientific papers are based on previously known facts or the 
scientific claims of other authors and do not represent any scientific theory and cannot be 
considered scientific. Master's and doctoral theses may also be original research papers 
written under the supervision of professors and it can be published and thus exposed to the 
public. The aim of this paper was to close the methods and skills in this area to researchers at 
beginning their careers so they would be able to independently and confidently use it. 

Keywords: methodology, science, final paper, publication 

1. INTRODUCTION 

The scientific contributions can be seen as a contribution to science itself or contribution to the 
methodology of some science. A newly discovered fact may be of great importance for the 
theory of science, making no sense from the standpoint of the common human. There is a 
constant dichotomy between the so-called "theoretical" and "applied" science. There are also 
"pure researches" where derived facts are of great scientific importance to one particular 
theoretical system, but without significant impact on the world of ordinary people. In such 
cases, we can talk about the scientific contributions of facts and research that led to them. 
The solution of certain practical problems often depends not only on the discovery of a science, 
but the simultaneous contribution of several scientific disciplines. Scientific facts can be not 
only practical, but also theoretical contribution that can be seen as 

• Knowledge, a set of opinions (as opposed to practice), 
• A complete explanation of a group of phenomenon, involving themselves in a 

systematic description of the phenomena and laws, whose actions they are created and 
change (as opposed to specific facts and the laws), 

• Systematically organized knowledge gained by methodical way, and 
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• Attempt of an explaining that contains hypothetical elements (as opposed to the 
secured knowledge) 

 
A special type of contribution to science and theory of science, which can be expected from the 
research, is the contribution of science and methodology. This type of contribution is reflected 
in the improvement of methods and procedures to arrive to scientific knowledge. The main 
contributions to methodological knowledge give the researches, and a methodology has the 
greatest benefit from the highest quality and the most original ones. The methodology, as a 
scientific discipline has its own research activities aimed at improving the methodological 
procedures. 
In any case, the first step in the process of research is to define the research topic. 

2. CHOICE OF TOPICS 

Defining the issues in each case represents the first task in the process of researching and 
writing papers, which does not come spontaneously or randomly hints but much earlier. The 
choice of topics is one of the most responsible and most important factors in the overall 
scientific - research paper. With undergraduate and master papers, the choice of topics is 
suggested during the final year or final semester of study. Timely selection of topics allows 
enough time to collect the relevant literature, and allows the candidate, if realize that elected 
topic is too difficult, to choose a different thematic area or another subject /1/. 
If the chosen theme was imposed, it is less likely the results will be good. If interest is not 
dominant, and difficulties are discouraging, the paper will be prolonged and possibly ceased. 
Good definition of the object of research, also requires a clear separation of what will be 
investigated/1/. 
Theoretical papers, at first glance, seem easier and more affordable, but these can only be 
recommended to the best candidates. They require extensive material dealing with broad or 
vague surveys. Theoretical discussion does not mean something that someone else has already 
written or storytelling, but require a much more attention and connectivity of entire areas. 
Studies of this kind require, in addition to the great objectivity, compacted documentation base 
and careful analysis of a large number of facts, articles, books, etc. Superficiality and verbosity 
to which many candidates committed to the theoretical discussions often resort, get the look of 
cartoons which satisfy no one/2/. 
When defining the scientific area and the choice of topics, new topical areas that are the focus 
of wider social issues should be pursued. These topics are present in each scientific discipline 
and are subject to a wider scope of scientific and unscientific circles; they are "trendy" and 
enthusiastically accepted even when their real contributions are humble. After all, we should 
think of the world and our preoccupation with ecology, management, alternative energy 
sources, etc. 
Topics of research in each case should be/3/: 

• Attractive and interesting, 
• Relevant to the subject area, 
• Current, 
• Suitable for processing (from the availability of resources and processing time point of 

view), 
• Clearly defined (neither too narrow nor too wide), 
• Concrete (not abstract or generalized) 



878 

3. SELECTION AND USE OF THE LITERATURE 

The collection of literature is not only mechanically but also a creative act, because the formal 
study of creativity of the other authors is performed in it, and critically review their point of 
views with comments, conclusions and generalizations. Reading provide learning about other 
people's ideas, but also stimulate own thoughts about them. By studying previous knowledge, a 
fertile ground for the development of own, new understanding creates /2/. 
Candidate at the beginning of the research must be familiar with the list of literature at the 
disposal of specific scientific or technical field. You need to know in which bibliographic, 
books, textbooks, journals, manuals, etc. is possible to find specific information. It should strive 
to collect literature backwards, i.e. to start writing a paper from the recent literature and the 
most recent research. You need to move towards the era of modern history, because it is 
contained in the earlier time. At the very beginning, it is difficult to predict which books will be 
useful; at the beginning, extensive material is necessary that will be classified and reduced 
during the execution of the task after reading/4/. 
Under the available literature all forms of written or electronic material are covered, to which 
the investigator has access and which can be used. 
Bibliographic preparation is done through review of available reference literature (books, 
monographs, articles from journals, proceedings from conferences, theses and dissertations, 
newsletters, and reports of various state institutions and organizations, etc.). 

4. SCIENTIFIC CRITERIA 

In order for paper to satisfy the criterion of an original scientific paper, before starting the 
research, the author must be able to answer the following questions /3/ 

1. What is the scientific problem processed by the proposed paper? 
2. What answers to defined problem the author of proposed paper is expecting? 
3. To whom the problem that the paper seeks to clarify is relevant? 
4. Which settings should be rejected if one accepts the hypothesis that the author wants to 

check or prove? 
5. What would be achieved if the papering hypothesis was proved or proven? 
6. How will the author process an assumed scientific hypothesis and used arguments? 
7. Which method will be used by the author and how the paper will be systematized into 

chapters? 
8. What conclusions can we expect? 

 
Academic writing is a necessary knowledge in dealing with the disciplines that are studied and 
requires certain standards regarding structure, style, and arrangement of materials and technical 
features of the text. 

5. TYPES OF PAPERS 

The papers are significantly different in purpose and content and complexity, scope, depth, 
abstraction of matter and the like. It would be exaggerated expectations that the contribution of 
an independent student paper is even a team research effort, and excludes the possibility that the 
endeavors of this kind of happiness results are important for the development of scientific 
disciplines to which they belong. 
In our university teaching practices, the following types of final papers are present /2/: 
Graduate thesis, master thesis and doctoral dissertation. 
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Graduation thesis is the final form of teaching that systematizes and verifies the ability of 
candidates for further independent work. With the graduation thesis, the candidate receives a 
clear and complete picture of the needs and importance of the content on which was working 
for years and become aware of its value in use. 
They can be conceptualized as a systematized processes or views of a theory or group theory, 
comparison of their interdependence, but can be set as real research projects, in practice the 
most common is the combination. 
Master papers are far more extensive and more bearing in mind the concept of master studies, 
the final paper should not only be the act of checking the independence of candidates, but also 
the creative effort of his master and mentor to combine knowledge of specific scientific 
knowledge of the fund with the methodology of scientific research discipline in which the 
master studies is taking place. 
Master thesis can be conceived as theoretical papers, research projects or mixed approaches. 
Their research goal can be set differently, often it is the description or classification and 
systematization, but it may be the discovery, explanation, and prediction. Master thesis may 
have not only a social contribution to solving a problem, but also more serious contribution to 
science and its methodology. 
Doctoral dissertations are a condition for obtaining the academic title "doctor of science", and 
imply the existence of certain professional, research doctoral qualification, and significant 
results in the scientific field, to which the thesis belongs.  This paper is option of developed and 
recognized scholars with already proven abilities and qualities. According to some authors, the 
dissertation represents the culmination of scientific engagement, "the height of the fame", others 
believe that this is one more proof of qualifications of candidates for science and scientific 
research. In any case, the doctoral dissertation is "a high school exam" in which the candidate 
demonstrates some knowledge and ability to deal with scientific and professional paper. 
Moreover, practice shows that most PhDs their serious scientific contributions gives in the post-
doctoral dissertation defense. 
In substance, a doctoral dissertation may be theoretical, research, or of a mixed character, 
according to a set goal and the role of science, can be maintained at the level of description and 
classification, but in any case expect the scientific contributions that can be achieved by the 
discovery, explanation or prediction. 

6. THE STRUCTURE OF PAPERS 

Implementation of any kind is primarily a huge job that requires patience and commitment, and 
all those who follow this path must be prepared for the effort over a long time, because this time 
as each other begins with the first step. Almost forgotten Karl Marx said, "In science there is no 
broad road, and to its great peaks can reach only one who has no fear of fatigue to climb its 
rugged paths of faith"/5/. 
The basic structure of the scientific and literary paper is/2/: 
Title page, title, dedication, preface, contents, introduction, body, conclusion, appendix, list of 
tables and chart images, references, and summary 
The aforementioned parts have mutual proportions, but the contents process the most important 
characteristic /2/. 
Title page is the first page that is to provide basic information about the author and the paper. 
Title is defined in accordance with the chosen theme of paper, must be enough descriptive, 
accurate, concise, informative and attractive. Weinberger points out that with the thing with the 
title is the same as with a girl. "The title is a dress according to which the paper will be 
accepted." He emphasizes the content of the paper, of course.  
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Dedication is created by the need of the author to thank someone for help and support, 
inspiration, understanding, and the like. Dedication is printed separate using emotionally 
colored language, can be dedicated to wife, mother, father, children, teachers, friends, etc. 
Preface  - it is common that all major scientific and literary papers has a preface, for example, 
textbooks, manuals, monographs, dissertations, master thesis, which gives a preliminary 
explanation of the significance and motives. Some prefaces and introductions have the same 
function. 
The contents are a compulsory part of each paper and a systematic review of the structure that 
provides basic information about the parts of the contents where they are in the paper. 
The elements of contents are 

• The main headings and subheadings, 
• Numbering of headings and subheadings (should be the same as in the text), 
• Ordinal numbers of the first pages of all chapters 

 
For the author the contents represent an orientation plan of research and writing, and are a 
significant orientation in the order of presentation materials, while to the reader is a roadmap to 
help it find parts of the text and the necessary data. Page or pages with content should not be 
numbered. 
The introduction is part of creation by which the reader is introduced to some, unknown to him 
area of science. In scientific research, papers should include an introduction presentation of the 
problem, objectives, methods, conducting research and its course. 
Elaboration is the central task, the most comprehensive and the most important segment of the 
scientific paper of any written or final paper. To that part, a special attention has been given 
because it reflects the knowledge, skills and creative experience of the author. 
That part is systemized in a logical series of special units with appropriate headings and 
subheadings, which should follow the logic of research and principles of composition, that 
apply to the written reports on it. This section presents important information about the research 
process, the obtained results, their analysis, and prove the hypothesis. It is based on the 
scientific way of explaining the achieved results. In terms of methodology, within this paper 
phases of the research, implementation research and the results and their analysis and 
interpretation are discussed. In any case, this part depends on the scientific field, research 
topics, and the nature of its content. 
In the literature, it is common that this part of the paper has three parts /4/ 

• Explicative, 
• Analytical – experimental, and 
• Perspective 

 
Explicative section shows the intersection of theoretical knowledge and previous results on the 
problem to be processed. This section should emphasize the importance, benefits and current 
issues of dealt topic /4/. 
Analytical - experimental part of the paper should have the most important scientific facts and 
findings by the research findings. This is a collection of information, opinions, theories and 
laws to prove the hypotheses and the presumed cause-effect relationships. By its scope, that part 
is the largest and must be maintained in several chapters. 
Perspective part deals with specific results obtained during the study occurred in terms of their 
ratification. In addition, this part should provide specific solutions and measures to implement 
the results in practice. The proposed measures are aimed to improve and promote technological 
practices, forecasting, operations or methods of organization, or to prevent problems, 
bottlenecks and other shortcomings. 
Each of these entities can have multiple chapters, especially when it comes to the more 
comprehensive papers that treat complex problems. 
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The conclusion is a creative and concise final part of each paper. In it the most important 
solutions of the problem and answer the questions posed in the first part are given. It is a 
systematic and concise way of exposing the most significant findings that have already been 
presented in general analytical part of the final paper. Synthesis of attitudes, knowledge of 
relevant facts is a conclusion that follows from the interpretation of matter respecting the 
importance and the order.  
In conclusion, there is no room for new attitudes and new facts, new evidence and information, 
but are defined on the basis of previously presented information, which means that the 
conclusion is entirely in the central part, particularly of its analytical - experimental units. 
Summary ("abstract") is a short overview of the whole paper or article that is a very brief 
summary of matter, without its interpretation present in the previous section. 
The role of the statement: 

• To serve as information on any part. Because bibliographic reasons must be submitted 
on one of the world's languages (usually in English) in order to establish an 
international scientific communication and informed the world scientific and 
professional community, and 

• To enable readers to quickly learn the content of paper and on that basis conclude 
whether this is important for them or not 

 
A literature review is a systematic view of knowledge, achievements, or statements, etc. related 
to the theme of paper found in the available literature sources. Literature (bibliography, 
references) is an essential part of every professional and scientific paper. List of references 
should be complete, accurate and systematic. The list of the literature must be at the 
alphabetical order. Information on the author, title paper, place and year of publication, and 
sometimes information about the publisher must be entered. The bibliography should include 
books, articles, studies, manuals and internal documents by the author in any way used in the 
preparation of paper. It is important to distinguish the working bibliography from the used one, 
as the list of references provides only a list of used references /3/. 
List of tables, chart images, and figures. Most modern scientific papers contain tables, graphs 
and figures. In such cases, it is necessary to cite them so it is necessary to enter the name and 
table number and page where it is located. This type of listing applies to all tables, charts, etc. 
and the list attached behind the bibliography, which serves readers to quickly locate data. 
Annexes may be the measurement results, charts, images, questionnaires, etc. everything that 
was not practical to present in the text, and which can be used to complete its presentation. 
Annexes are accompanied by a list with number, name and number of the page (from - to). The 
text is associated with annexes in the usual way. 

7. PUBLICATION OF THE FINAL PAPERS 

Although finishing papers have relatively limited function of the final exam, they often consist 
of the parts that deserve to be published beyond. This is particularly often the case with 
defended doctoral dissertations and master's papers. It would be injustice to neglect them and 
published in a few "official and private" copies. Scientifically valuable paper are perceives 
during the development, i.e. in the final stages of production. It also becomes clear on the 
defense, but there are cases of the subsequent discovery of hidden values. Obligation of those 
involved in publishing and institutions that promote the issue of scientific publication is very 
valuable for publishing /6/. This, however, does not free the author of work, authors, mentors 
and candidates, and they must make an effort so their joint paper would become the subject of 
general scientific heritage. 
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The papers of this kind may be published in full, particularly monographs, or their parts through 
scientific journals, proceedings, chrestomathies, reports on scientific and other meetings. 
Results, valuable or the original proceedings and findings can found places in popular 
publications that are not strictly of scientific character. In order for paper to continue its 
independent living and to be published, one must make one more effort to adapt to the shape of 
utility. The conception and formulation of the intended purpose of the final paper is not suitable 
for publication because it has a few extra or missing parts. A special preparation and 
purification of the text intended for a wider readership circle is required /4/. 
When preparing the text of the thesis or dissertation for publication in a special monograph, it is 
necessary to remove all "procedural-school" equipment of the text. Acknowledgements, titles, 
and special contributions should be omitted or adapted to new needs. A complete presentation 
of all obtained results in the monograph looks extended and burdensome for the reader, so in 
that sense it is also necessary to do revision. Same conclusions should look, complemented by 
observations from the defense and spread to the introduction with a clear indication of origin 
and any excerpts from the reviews that for this opportunity should be obtained separately. 
Although no preparations for publication of paper in a special version of the monograph are 
cosmetic in nature, it is quite different in preparation for publication in professional journals 
and scientific conferences. Then it is necessary to select those segments do or interpretation so 
that it fits into the concept of a magazine or a selected topic of the scientific meeting. The 
objectives and hypotheses are outlined, and the methodological concept is reduced to be 
reasonable and to underline the specificity. The results are reduced to showing the most typical, 
and their interpretations, conclusions and explanations set out in the spirit of a new purpose. 
The new version of the paper should be equip with the shorten content, for those that will be 
published in their native language, and those that will be translated into the official language or 
set of journals. The list of literature is limited on the most important units, and the annex is 
completely omitted. 
One paper can be published in different versions and the various iterations. Each paper has 
more pages and can be viewed from different perspectives. 

8. RESUME 

A special type of contribution to science and theory of science, that can be expected from the 
research, is the contribution to science and methodology that is reflected in the improvement of 
methods and procedures to gain scientific knowledge. Every science has its own distinctive 
ways to arrive at scientific knowledge, that is, its methodology, whose task is to determine the 
epistemological criteria of scientific knowledge and examines the logical and technical aspects 
of research methods which science is using in finding the most efficient means of collecting and 
arranging original and historical data for the purpose of checking the existing scientific 
knowledge and finding new ones. 
The main methodological contribution to knowledge provides the research that can be 
implemented within the frame of research projects or final papers. Methodology as a scientific 
discipline has the greatest benefit from the highest quality and most original ones. 
A newly discovered fact may be of great importance for the theory of science, and not having 
sense from the standpoint of the common person. There is a permanent dichotomy between the 
so-called "theoretical" and "applied" science. There are also "pure researches", where the facts 
of great scientific importance of a particular theoretical system, but without significant impact 
on the world of ordinary people could be obtained. In such cases, we can talk about the 
scientific contributions of facts and research that led to them. 
The scientific contribution provide only researches conducted through trodden methodological 
paths by applying scientific research methods, which are characterized by the originality of 
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conclusions or provide previously unpublished original results of scientifically carried out 
study. Descriptive or expertise papers are based on previously known facts or the scientific 
claims of other authors and do not represent any scientific theory so they cannot be regarded as 
scientific, while the master papers, especially the doctoral dissertations can be original research 
papers that are written under the supervision of teachers, and they can be published and thus 
exposed to the general public. 
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Summary: TRIZ methodology as a completely new paradigm not only for managing the 
development, but also as a method for the predication of possible innovations will be shown in 
this paper. The starting point of this paper is in the papers of "Genrich Altshuller" - and his 
followers, with special emphasis on the analysis of patents and seeking similar or the same 
solutions for the given problems. The emphasis of this paper is on human capital management, 
particularly in the field of knowledge management and education of personnel. 

Keywords: TRIZ methodology, development management, knowledge management, innovation 
management, human resources, education 

1. INTRODUCTION 

Two decades ago, a rapid development of information technology and the emergence of new 
social, industrial and business paradigms began. Companies are increasingly struggling to 
survive, a new products companies offering on the market becomes "last straw". Although there 
are numerous theories and methods of developing new products, it raises the question of how 
much accuracy the outcomes of development can be predicted. 
There are many examples when it comes to unpredictability of new product development, such 
as the appearance of "Facebook" - a social network that today has millions of users. In almost 
all industries, there are examples of new products that in the initial stages showed great 
potential but who were not identified at the time. Many good ideas were abandoned due to 
narrow range of knowledge and attitudes of people from the development or administration. 
The authors of this paper will offer a model that relies on the TRIZ methodology for new 
product development, this model could become significant factor in predicting outcomes of new 
product development. It should be noted that the inventors are people who have certain 
knowledge and that greatly influence the further development of new products. Depending on 
the knowledge, (formal and informal education), it is possible to expect specific solutions in the 
area known innovators. 
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2. MANAGEMENT DEVELOPMENT 

At first glance, the development of any technical-technological, organizational or business are 
processes with many variables and thus can be considered random. This exhibition would show 
the impossibility of managing the development, but development and above all to follow certain 
technical and technological trends and it is possible to monitor them. 
Management development is an extremely important issue both at the national level and at 
enterprise level. The dominant influence of technological development on economic growth has 
caused the differences in development between countries (and its increase) are interpret as the 
technological gap.1 It is this fact initiated the interest of the international community for the 
emergence of the technology gap between developed and developing countries. This problem is 
growing as new technologies create new business opportunities for prediction. At the enterprise 
level, development is essential for winning and retaining market positions. New products and 
new solutions are the key factors creating a loyal customer base, in the last two decades an 
increasing influence on the development of products with consumers themselves is obvious. 
Thanks to the Internet consumers, the consumers themselves are becoming an integral part of 
the development of new products. 

3. KNOWLEDGE MANAGEMENT 

There are no clear data when this discipline emerged, but the name is defined in the twentieth 
century. In the past, knowledge as a resource operations as seen through various forms of 
formal training and informal was appreciated. For example, many jobs had been highly 
developed systems of training in the form of apprenticeship and the like. To become a master of 
its profession, first, it was necessary to pass certain exams and show achieved knowledge. 
We deliberately use the term profession, not the craft, because through the centuries many 
professions had regulated relations of "older" and "younger". Priestly vocations often were 
received after some time spent on some kind of "practice", and some state titles were acquired 
by "apprenticeship". 
From this, we can determine that knowledge has always been a major focus, and development 
of education leads to abandonment of the master-apprentice system in many occupations. Today 
there are whole networks of educational institutions providing educational services. 
Nevertheless, for the creation of tacit knowledge, knowledge that is not explicit it is required to 
have knowledge in addition to theoretical and empirical knowledge. One particular part of 
knowledge management as a scientific discipline dealing with the "transmission" of knowledge, 
or rather sharing the knowledge. This is done by codifying of knowledge; this is a process of 
"catching" knowledge in a form suitable for distribution. Books, manuals, electronic media and 
the like are the tools for codification of knowledge. Codification of course is just one part of 
this management discipline. 
The figure above shows the relationship between investment and the value that brings 
knowledge; we see that the information management needs to have a significant investment, 
while that is not the case with knowledge. This pyramid tells us about the need for 
harmonization in the management of information and knowledge. Knowledge is elusive; 
employees hold much of the knowledge that makes it invisible resource of a company. To share 
knowledge and proper use of knowledge, a strong information system that provides the ability 
to connect people is required. 

                                                           
1 Ristic et al. (2007, 25) 
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Figure 1: Pyramid of using knowledge2 

4. TACIT KNOWLEDGE 

Tacit knowledge is completely contrary to the explicit knowledge and in a way indicates the 
experience gained by human through the life. This type of knowledge is very difficult to, if not 
impossible for codification. This is a very big problem with the sharing of knowledge. 

 
Figure 2:  Knowledge conversion model3 

 
Previous figure shows a model of tacit knowledge conversion into explicit knowledge and vice 
versa. This tells us there is a strong interaction between tacit and explicit knowledge, in other 
words, everything we hear and learn through the course we follow through professional career. 

                                                           
2 Srikantaiah, T., K., Koenig, E., D., M., Hawamdeh, S. (2010, 7) 
3 Russ, M. (2010, 166) 
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5. TRIZ METHODOLOGY 

The methodology follows some general trends and principles of evolution of technology. 
However, "TRIZ does not address the real mechanisms, machines and processes, but their 
models."4 Analyzing many patents, Altshuller (the author of TRIZ methodology) has achieved 
following conclusions: 

• Detailed description of the problem often leads to finding solutions, 
• Many problems have been solved under a different name in other disciplines, but the 

solutions are compatible with the observed problem 
• Further development of technical systems follows certain laws, 
• Etc 

 
Figure 3: Solving problems using TRIZ methodology5 

 
The basis of TRIZ methodology is made of four steps that we can see in the previous figure. 
First, a problem is analyzed and abstracted, and then the abstracted problem is compared with a 
similar problem. The initial solution is an abstraction that has to go through certain processes so 
the solution will be applicable in practice. 
In other words, TRIZ methodology moves from the abstract to the real, and with this, we can 
say there is a strong need for knowledge. Knowledge plays a key role here in terms of 
connecting the various abstract problems with real solutions. Among other things, in the TRIZ 
methodology it is important to find solutions applied in other areas under a different name. 
The most important aspect of innovation is that technical systems enter in the transition process 
from one state to another in such a way that leads to the reflection of the future process of 
technical systems development."6 This suggests it is possible to follow the process of creating 
new technologies. In addition, the process of innovation is not so chaotic and elusive as it seems 
at first glance, but it is a process that can be managed. 
The law itself has three basic categories from which other laws origin, these categories are: 

• The static category, 
• The kinematic category, and 
• The dynamic category  

 
In this paper, we will not dwell too much on the issue of evolution of technical systems; the 
emphasis is on the use of tacit knowledge in the field of finding innovative solution. 
                                                           
4 Fey, V. Rivin, E (2009, 136) 
5Eversheim, W. (Ed.) (2009, 136)  
6 Orloff, A., M. (2006, 205) 
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6. MODEL OF POSSIBLE OUTCOMES OF INNOVATIVE WORK 
PREDICTIONS  

The model itself is based on the use of expert knowledge in creating solutions. The connection 
to the TRIZ methodology is achieved using the knowledge base in which the information and 
the analysis of patents are recorded. 

 
Figure 4: Model of possible outcomes of innovative work predictions 

 
It has been said that the TRIZ methodology uses an analogy of the given solution and the 
solution that was used in another case. This means that the known solutions re-use with small 
changes. However, experts who use this methodology can quickly adopt some important 
information depending on their tacit knowledge. This fact gives the possibility to manage the 
process of creating new technological solutions. Expert with experience in some discipline will 
easily find solution in a given discipline related to the problem. 
With this, it is possible to achieve a degree of forecasting the outcome of the process of creating 
new solutions related to new product. Start of this model is a "classic" model of decision 
making that consists of four steps: problem identification, problem analysis, design alternatives 
and the final solution. 
The first and last step are outside of this model, however, problem analysis and search for 
alternatives are an integral part of this model. The reason is obvious and the analysis leads to a 
reduction in the field of research team actions, and the creation of alternatives leads to further 
profiling of possible solutions. 
The central role of this model is a knowledge base containing the results of an analysis of 
patents and technical solutions in various fields. This analysis is carried out continuously 
regardless of the company's operations so that the most commonly external sources are used for 
this work, most of the companies lacks the resources to hold a team to do this work exclusively. 
Through a system of distribution of information and knowledge, the connection between the 
external organizations involved in the analysis of patents and coordination experts achieves. 
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7. RESUME 

This model is a contribution to TRIZ methodology in order to decrease the uncertainty that 
makes the process of developing of a new product. In relation to a given problem and the 
desired results, it is possible to employ some experts who have knowledge in addition to the 
desired experience. 
Of course, this will not eliminate but will reduce the uncertainty related to new product 
development. In addition, depending on the desired outcome it is possible to influence using 
tacit knowledge held by an expert on the process of creating new products.  
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Summary: In recent years, according to the decision of the Ministry of Health there has been 
a gradual introduction of computers in healthcare. The aim of this project is to replace manual 
administering by the electronic introduction of data. In this way, overall costs are reduced,, the 
spatial and geographical distance is eliminated , the transparency of information availability is 
increased, availability of services is increased which ultimately leads to improvements in the 
administration. The aim of this paper is to make participants to the provision of health services 
familiar with contemporary trends and movements of the Ministry of Health to gradually 
replace the existing electronic health cards. We have explained what the e-health, the aims of e-
health, as well as existing models of e-health. 
Keywords: electronic health card, the objectives of e-health, e-health model. 

1. INTRODUCTION 

Today in the 21st century we have all witnessed the great impact of computers and information 
technology in all spheres of life, especially in the areas of science and technology. It has almost 
become inconceivable to conduct any research without the use of computers, especially the 
network of networks or the Internet. 
The basic use of computers in medicine is primarily in improving the "business" and overcome 
the problems related to paperwork and files. Doctors have in the true sense of the word become 
clerks and administrators. They fill a great number of forms and spend more time on it than on 
examination of patients. Files for now, as an inevitable part of our health system are very 
confusing, primarily because of their size, require a very large dexterity to find the right card. 
All this leads to tension and dissatisfaction of an already ill patient and a physician frustration 
which leads to improper installation of wrong diagnosis and treatment. 
In an interview with the commission RFZO Leskovac, which controls the application of the 
Regulations on Control of the implementation of the concluded contracts with health care 
services (Official Gazette of RS, NO68/06) and the Agreement on the use of unique 
identification number of doctors, most problems are related to the prescription record in health 
records, lack of medical records which got lost, and the like. 
The main aim of the introduction of computers in healthcare is just to overcome these problems 
and introduce electronic health cards and electronic cards. 
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E-health changes the approach to the patient and the treatment because it does not use paper or 
uses it in a much lesser extent, and all information about the patient and his health is recorded 
electronically, which facilitates access to these data over the Internet or the Internet. 
The patient is the sole owner of that information. His physician, medical institution, in which he 
is treated, the health insurance fund, or an authorized entity may receive only limited access to 
such information to fulfill their obligations, but all of it at the explicit consent of the patient. 
For these reasons The Health InstitutionVlasotince is preparing for the introduction of 
electronic health cards in the communication between patient and health services. 

2. E-HEALTH 

E-health means the use of modern information and communication technology (ICT) aimed to 
meet the needs of patients (citizens), health workers, facilities that provide health services and 
health care funds. For the healthcare sector all members of society are equally interested, 
because any improvement in the health system benefits all citizens, especially considering that 
each individual is entitled to the most appropriate and most economical health services. 
Application of information technology in health care improves and enhances the level of 
efficiency and quality of health services, and thus raises the level of the health condition of 
patients, reducing unnecessary variety of medical analysis, and the possibility that the results of 
laboratory analysis and other " get lost" on the way from the laboratory, to the patient and to the 
doctor who requested a specific analysis. 

3. OBJECTIVES OF E-HEALTH 

The main objectives of e-health include:[1] 
• Cost reduction: through the communication on-line the transaction costs are 

significantly reduced, speed and accuracy in relation to the management of securities is 
increased; 

• Elimination of space - geographical distance: barriers regarding travelling and traffic 
are overcome by the effective communication for patients and for health workers; 

• Increase of the transparency and accessibility to information: electronically published 
is a variety of information - technical, business (budgets, revenues, expenditures), 
regulations and decisions (laws, regulations, etc..) 

• Increase the availability to services: the provision of various services (for patients, 
health professionals, legal persons), increasing their availability and content; 

• Improving labor administration: computerization, integration of finance, personnel, 
management and cost control; 

• Encourage the development: development and progress of society and encourage 
healthy living. 

 
The introduction of e-health in the health care system of the country induces a change in: 

• The management style and decision-making; 
• The method of conducting business transactions; 
• The method of education and training; 
• How to plan and report; 
• Mode of Information and receiving feedback; 
• The method of organizing institutions and delivery of information. 

  



892 

E-health can be divided into the following main components: 
• Information and telecommunication technologies are a key element of improving 

performance  in the preservation of human health 
• Member of health care - the patient 
• Work organizations (government, enterprises, legal entities) for your users (employees, 

family members, the unemployed, etc.). Contributions to health insurance. 
• The health services (health, spec. Clinics, general hospitals, clinical hospital center, 

clinical center, private clinics, etc.). 
• Health insurers (public and private) 
• Ministry of Health 
• Educational Institutions (universities, institutes, schools) 
• Health care professionals (physician, pharmacist, med. Technician, etc.). 
• Information as a global network of resources. 

4. MODELS OF E-HEALTH 

The functioning of the health system meets the wide variety of e-health model, as follows: G2B, 
G2C, B2B, B2C and B2E. The most common model is B2C because it largely meets the needs of 
health care needs and health workers. The most important uses of these models will be listed: [2] 
Two Government-Business (G2B) - the model is represented in the communication ministry of 
health as a state body, with: 

• Institutions, public and private health insurance 
• Medical institutions of all levels of care (primary, specialty, tertiary) 
• Direction of health educational institutions (universities, institutes, colleges, education 

centers ...). 
 
This communication effectively provides a systematic planning, monitoring and controlling the 
use of all resources in the health system, monitoring the health of the population, integration of 
activities of mutual interest, planning and spending of financial resources, reduce redundancy of 
information and increases their reliability and reduce delays. 
Business-to-Business (B2B) model is represented in the communication: 

• Health care institutions and working organizations 
• Health care institutions and health institutions 
• Health insurers and manufacturers - suppliers of medicines and others. medical 

materials 
• Between health institutions of the same or different levels of care. 

 
This communication includes money and information transactions between various entities in 
the chain of medical care people: suppliers of equipment and supplies, hospitals, other health 
care institutions, insurance companies, government bodies and other organizations. The base 
model of health concerns B2B supply chain and trade in goods and services, which tends to 
increase efficiency, reduce transaction costs and provide real-time information for all 
participants in the chain. 
Business-two-Consumer (B2C) model is used: 

• By health care users to schedule viewing or medical services 
• By health care users to log on to health insurance by labor organizations and check 

payments for health insurance 
• By health care users to obtain information from the field of health insurance 
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• By health professionals for consultation with professional colleagues in the same or 
higher level of care 

• By health workers for training in educational institutions (universities, institutes). 
 
Health care consumer faced with plenty of possibilities, equally represented on the Internet, 
may be able to learn and choose how to preserve health and how and where to get the treatment. 
With a few mouse clicks, he can be aware of the nature of the disease, the applicable therapies 
and the degree of their success, institutions that perform the treatment, its staff and costs that 
can be expected in the case, to choose among a number of treatments. 
Government-to-Consumer (G2C) model is used: 

• By the users of health care for the rights, medical treatment abroad, and similar 
complaints. 

• To obtain information from government institutions (agencies) on diseases, drugs and 
medical devices 

• Promotion of healthy lifestyles 
• By health workers for general information, specializations, scientific and professional 

conferences and educational seminars, trainings and others. 
 
Business-to-Employess (B2E) model is represented in: 

• communication of health workers in the field of performing medical services 
• communication in a medical institution for decision support 
• other mutual communication in a medical institution 
• Reporting and communicating the intended information. 

 
This communication in a medical institution covers health care activities, providing resources, 
planning and reporting, decision making and the like. 

5. ELECTRONIC HEALTH BOOKLET 

Electronic health card is actually an electronic card that is basically intended to replace the 
traditional paper medical card. Electronic health card contains an embedded microchip which 
can store data and information. Electronic health card was introduced in all EU countries and 
among the former Yugoslav states Slovenia leads in its introduction. 
The look of the electronic health card has various caps for each country, but basically the same 
information stored in the book in electronic form on the microchip. 
On the front,usually, there are basic data about the owner of health insurance card, such as 
name, identification number (PIN), a personal security number (LBO), in some countries, 
provided that the front of the patient and the images that proves the identity of the holder of 
electronic health cards. This microchip can write variable data such as the address of the 
patient, the insurance, information about health insurance carrier, employer information, and 
general practitioners. It may contain information about the patient's allergies, blood type and the 
like. 
It is especially important to note that due to the small amount of memory that contains a 
microchip on the electronic health card there is no place to enter the medical data. This has 
come to terms with electronic cards introduced by Slovenia in 2001. and are in addition to the 
above mentioned basic data and medical records contained, so it happened very quickly that 
they were overbooked with electronic card data. 
Recently, the Director of Public HIF Serbia presented the appearance of electronic health card 
in Serbia, which according to announcements of HIF leaders should look like Figure 1 
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Figure 1 Health insurance card 

 
Ministry of Defense and the Fund for social insurance of military insured by members of the 
Army of Serbia and insured by the Fund introduced a special electronic health cards whose 
appearance is shown in Figure 2. 

 

   
Figure 2 Health Insurance Card Social Insurance Fund for Army beneficiaries 

 
According to announcements from human HIF pilot project for introduction of electronic health 
cards will start in the Kolubara district because it is the most developed district in the computer 
network, ie. all health centers in Valjevo and environmental areas are connected with the HIF, 
which is a basic prerequisite for the successful implementation of electronic health cards as part 
of an electronic health care. 
Of course, despite the introduction of electronic health cards as announced by the need to get all 
citizens of Serbia in the next 2-3 years, and was drafted by the Institute for Manufacturing 
Banknotes, must still develop and introduce other elements of the electron of Health, namely: 

• The health information system; 
• electronichealth records ; 
• Personal health records; 
• medical card; 
• Electronic prescription. 

 
The introduction of all these elements of electronic health despite the good will and the creation 
of technical features, requires a lot of money. It is estimated that the introduction of electronic 
health cards in the health care system in Serbia will cost about 20 million. 

6. CONCLUSION 

1. Electronic health card is the culmination of the first applications of computers in 
primary and then in other levels of care. 

2. Through e-health goals, which include cost reduction, elimination of spatial distances, 
increase of transparency and accessibility to information, increased availability of 
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services, improvement of administration, the provision of health services in our 
country is approaching European levels of health care. 

3. In the functioning of the health system, we have analyzed various e-models and 
explained preferances for the most appropriate metods for our health and society. 

4. In this paper we have given an example layout of electronic health cards and met with 
their looks. We expect that the positive experiences of the pilot program from Valjevo 
will facilitate implementation in other health centers 
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Summary: The modern quality management systems are increasingly gaining in importance. 
Strengthening competition and competitive relationships, places an emphasis on customer's 
preferences and perceptions. In order to identify and measure the same, they have developed 
different methods for measuring customer satisfaction, with more attention belongs to the 
system ISO 9000. The author shows the crucial basis of this standard and the results of 
applying it to the company's business processes. 

Keywords: buyer, standard, ISO 9000, management 

1. INTRODUCTION 

The quality management system is a management system that directs the organization to 
achieve the set targets in terms of quality operations and service delivery. This system consists 
of an organizational structure, responsibilities, processes and resources required for system 
management. It is a system that knows exactly who, what, when and how it works. 
Most widely used quality management system offers the International Organization for 
Standardization ISO. The word "ISO" is derived from the Greek word "isos" - equal, which also 
explains the purpose of the standards, "If all we do business at approximately the same, correct 
way." ISO (International Organization for Standardization) is an international non-
governmental standards organization with members in 120 countries. Formed in 1946, with 
headquarters in Brussels, covers all fields of standardization, except for the specialized field of 
military industry. The work of preparing International Standards is carried out in 186 ISO 
technical committees. There are more than 13,500 of different technical standards. 
This paper will give the basic concepts regarding the concept and importance of ISO 9000, and 
the manner of its implementation in companies, with special emphasis on measuring customer 
satisfaction with these standards. 
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2. GENERAL CHARACTERISTICS OF ISO 9000 

Standard ISO 9001:2000 is based on a process approach to quality management, which is an 
integral part of customer satisfaction measurement. Special emphasis is the responsibility of 
management of the organization to understand customer requirements, to design and deliver a 
product / service that meets those requirements, to judge its success through customer 
satisfaction measurement and that the results of these measurements are used to guide 
continuous improvement. With the process approach, characteristic of ISO 9001:2000 is the 
eight quality management principles. The first principle of quality management is the 
orientation towards the customer, stating that the supplier must provide the exact indication of:1 

• Understanding of current and future customer needs for specific products and services, 
• Ways of meeting the requirements of customers (the clarity of their own adjustment 

process to produce the desired quality of products and services), and 
• Development aspirations to meet the needs of customers 

 
Organization that does not understand and meet customer expectations and requirements are in 
danger of losing its meaning and can quickly become irrelevant. Customers therefore set ISO 
9001:2000 as the heart of the quality management system aimed at continuous improvement of 
customer satisfaction. 
Statistics show that 65% of customers are dissatisfied because of an indifferent relationship or 
access provider. In addition, research suggests that five times more expensive to win a new 
customer than retain an existing one. Because of this loyalty is a more common issue, especially 
because loyalty is directly linked to customer satisfaction. Thus, customer satisfaction rated at 
10/10 (excellent) results in 95% of loyalty to the organization, while satisfaction with the rated 
8/10 (good) results in only 65% loyalty. How important is the impact of satisfaction on loyalty, 
confirms the fact that rated satisfaction with the medium brings loyalty drop to only 15%. 

2.1. Methods of measuring customer satisfaction 

Measuring is the characteristics that cannot be compared according to objective criteria or 
where there is no measuring tool, but a subjective reference is a very demanding process that 
imposes precise pre-planning actions, and the efficient and timely collection of data. The 
implementation of such a measurement is always harder than it is assumed, and it is not and 
should not be just to ask questions and collect responses. Implementation of customer 
satisfaction measurement is, on the contrary, systematic, scientific and unpredictable way to 
collect the results. 
Values obtained data, which is especially important, subject to the laws of mathematical 
statistics and probability, and with them all, they can to apply quality tools that have a stake in 
the statistical methods such as SPC, Pareto analysis, correlation diagram, Ishikawa diagram, etc. 
The names of these methods are defined as they are called by their authors, or by an 
organization that uses them, according to the system to which it applies, or the basic essence of 
the procedure. The main characteristic of most of these methods is that the survey method came 
to sample the attitudes of customers and then evaluate the satisfaction based on data collected 
by an approach. Below is shown a typical methodology for measuring customer satisfaction, 
which is the result of several research methods. 
Because of these specificities in the world, in the history of the theory and practice of realizing 
the process of measuring customer satisfaction is more approach. The task of this paper is to 
present a concept of measuring customer satisfaction. 
 
                                                           
1Group of authors: Guide to customer satisfaction measurement (CSM) for ISO 9001:2000, Leadership 
Factor, SAD, 2002, p.83 
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Previous studies suggest the following methods: 

Table 1: Techniques of measuring customer satisfaction with the essential features 
Method Characteristics 

The method of the company 
Leadership Factor 

- Customer perspective as the starting point 
- Assessing the importance of the request along 
with customer satisfaction 
- Determining the customer satisfaction index 

The method the company CIM 
College 

- Clearly defined steps and methods 
- Use of quality tools for presenting results 
- Linking the data with proprietary software  

Methods of SurveyValue company - Complete automation of data collection and 
processing 

Methods of AUTODATA company Possibility of ONLINE Measurement 
Methods of PERSUES company Possibility of ONLINE Measurement 
Methods of Walker Smartloyalty Inc. 
Company ONLINE measuring customer satisfaction 

Method of University of Newcastle 

- measuring customer satisfaction in the 
education 
- ONLINE measure the satisfaction of 
pupils/students 
- Use of statistical software packages SPPS and 
SAS 

The National Satisfaction Index 
- Enabling customers participation according to a 
random sample 
- Data are fully public 

Source: Group of authors: Guide to customer satisfaction measurement (CSM) for ISO 
9001:2000, Leadership Factor, USA, 2002. p.97 

2.1.1. Structure ISO 9000 

ISO 9000 system consists of:2 
• ISO 9000:2000 - Quality management systems – foundations and dictionary, 
• ISO 9001 - Quality management systems - Requirements, 
• ISO 9004 - Quality management systems - Guidelines for improving skills 

 
Standard ISO 9000:2000 covers the basics of quality management systems, and the dictionary 
contains a set of ISO 9000 standards. ISO 9001 is intended for use in any organization that 
designs, develops, produces, maintains and introduces a product or provides any form of 
service. This system has requirements that organizations must meet if they want to achieve 
customer satisfaction through consistent products and services that match customer 
expectations. This is the only implementation for which third party may be awarded a 
certificate. 
Standard ISO 9004 is steadily improving. It provides advice on how to improve already 
developed system. It is based on eight principles, which are: customer focus, leadership, people 
involvement, process approach, system approach to management, continual improvement, 
factual approach to decision making, mutually beneficial relationship with suppliers. 

                                                           
2Alispahić N.: Sistem kvaliteta prema novim standardima ISO 9000:2000, Privredna komora BiH, 
Sarajevo, 2002, p.93 
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3. MEASURING CUSTOMER SATISFACTION SYSTEM 

This will show the results of applying the concept of quality management in the case of 
companies engaged in the distribution and maintenance. It will show the key elements that the 
company uses to promote your business, leading to increased levels of customer satisfaction. 

3.1. Determination of buyers demands  

In determining the expectations of customers, it is necessary to avoid the mistake that makes a 
large number of organizations, and that is to create their own list of expectations and demands 
of customers. It is so-called the lens of organization, which in most cases does not provide valid 
information, because customers and organizations do not have the same view of the 
product/service. In contrast to this method, if in determining the expectations of customer starts 
of them (lens of customer) the results become more accurate. 
For establishing a view of customers, they must identify the factors that determine the 
customer's evaluation of the organization. Typical techniques for achieving the identification of 
these factors are in-depth interviews (depth interviews) and focus groups (focus group), whose 
choice depends on the organization's activities and relationships with customers. 
The results of these techniques, the company has been a certain number of customer 
requirements, i.e. of the key issues that are later included in the survey. It is important to say 
that a number of people who have brought the vehicle in service in the last six months were 
elected. Those are: 

• Speed of service, 
• Satisfaction with the services provided, 
• Courtesy of staff, 
• Offer of other products of the company  
• The issue of improving services, 
• Length of keeping vehicles in service, 
• The issue of consultation in this sense 

3.2. Survey choice  

Designing a survey is often the hardest part with implementing customer satisfaction 
measurement. The importance of the questionnaire is reflected in the fact that the data collected 
provide a course of action, helping to identify trends and patterns, and to overcome problems 
before moving forward with the production or service. 
As has already been partially described what would be considered, it is useful to repeat 
segments that will be recorded in the survey:3 

• Sample choosing - it is defined that those who were using car service at least once in 
the last six months will be considered as the sample; 

• Length of the survey - is predicted to be formed with a short questionnaire with ten 
questions; 

• Selecting unit of the scale - it is envisaged that the scale is from 1-10 to test the level 
of customer satisfaction; 

• Poll’s glossary coincide with the election of the questions, 
• Testing of the questionnaire - it will be done with phone calls and recording the results 

thereof; 
• Data collection – in the data collection the main role has the examiner who will record 

the questions and to process them; 
                                                           
3 Stoiljković V., Stoiljković P.,”Proces mjerenja zadovoljstva kupca”, Quality Businnes management, CIM 
College, Niš, 2001. godine,str.49 
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Selection of survey and survey questions makes final judgment on the assessment of customer 
satisfaction, the service user. This company in their research encompassed 100 people, where 
following results were provided: 

Table 2: Survey questions 
Poll question Average respondents 

rating 
Are you satisfied with speed of service?  5 
Are you satisfied with provided service?  8 
Are you satisfied with courtesy of the staff?  9 
Are you satisfied with other services provided by employees?  2 
Is it necessary to work more to improve services?  10 
Are you satisfied with the length of keeping vehicles in service?  7 
Are you satisfied with the consultation of staff?  5 

Source: Research Results 
 
It is important to note that the choice of the interval score was 1-10, where 1 showed the worst 
result of the 10 best score i.e. 1 is evaluated as NO, and 10 as YES. As we see, the survey 
results showed that the necessary work to improve service delivery, given that the obtained 
score 10, in response to YES. In addition, we note that customers, service users are not satisfied 
with the other services we should offer workers in the service of society. In addition, there is a 
high level of satisfaction ratings of services provided, as assessed with the average rating of 8. 
The high score was obtained in the area of kindness of the staff. Finally, the survey results 
showed that, in order to meet customers, it is necessary to work on the following activities:4 

• Offer of other services to customers, i.e. service users, 
• The speed of service, 
• The issue of consultation with vendors, 
• The length of keeping vehicles in service 

 
Results of customer satisfaction measurement can act discouraging. The key is in fast work, 
complete dedication towards the goal, without expecting miracles. It is not too high target to 
improve satisfaction, because it is a slow and lengthy process. The highest level of satisfaction 
is the first place is the hardest to improve. For example, it is very difficult to make a significant 
improvement if the satisfaction index is above 90%. In contrast, satisfaction index below 60% 
suggests that the level of performance can be substantially improved, perhaps 5% in the first 
year. Mean satisfaction index in the range 75-80%, it can be really improved from 1% to 1.5% 
per year. 
In accordance with the results of "X" company, it is important to stress that further analysis is 
used through the feedback link and repeated measurements. 

4. RESUME 

Measuring customer satisfaction is a scientific and systematic way of collecting information 
that are the basis of evaluating the success of the organization as a basis for planning and 
process improvement. Without identifying customer requirements and measuring their 
satisfaction, any initiative to improve the quality system is arbitrary, and the fate of the 
organization, in the fierce market battle is completely uncertain. 
                                                           
4 Alispahić N., “Sistem kvaliteta prema novim standardima ISO 9000:2000”, Privredna komora BiH, 
Sarajevo, 2002, str.79 
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For these reasons, ISO 9000:2000 standards in the first plan put customers or customer 
requirements and customer satisfaction. According to ISO 9000:2000, customer satisfaction 
measurement process is one of five quality management process, and is compulsory for all 
organizations from which is required to develop and implement its own program of customer 
satisfaction measurement. 
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Summary: This paper aims to present the E-Banking in Serbia and its application for users of 
these services. The paper covers the following thematic areas: historic development, legislation, 
general condition, new technologies, the focus has been given the most credit cards in Serbia 
and the conclusion. The initial goals of e-banking were relatively modest. Special attention is 
paid to the application of information technology in the banking sector in Serbia, which is 
compared to European countries in the development, for about 8% of the population use 
electronic banking services. The subject of this paper is electronic banking and electronic 
money, a desire given the interconnectedness of the Internet and the banking sector in Serbia, 
as well as a variety of payment options online. 

Keywords: electronic banking, internet technology, payment cards, payments, electronic money, 
bank and frauds 

1. INTRODUCTION 

In the market we have an increasing number of computer data processing and use of modern 
telecommunications systems, which inevitably leads to major technological changes in the 
functioning of banks and the development of electronic banking. Electronic banking is a 
segment of the digital economy in the area of electronic payment transactions and cash 
transactions. Electronic money, i.e. electronic banking involves the use of computers and 
electronic technology, we can say a replacement for paper checks and other transactions, all in 
order to conduct financial transactions. Payment of its obligations, i.e. accounts via the Internet 
so-called electronic cash or smart card is a new activity that internet banks allow their 
customers. Improving electronic transfer of financial instruments and technology business has 
changed. With electronic banking, users are able to perform your banking transactions directly 
from the house, all over the Internet. This type of operation is aimed above all save time; reduce 
transaction costs for the bank, the rapid turnover of assets, permanent access to the account and 
trade in the accounts. Seen as the internet developed, which led to major changes in the way of 
efficiency and business systems. The only drawback is the human frame. Electronic banking is 
a new science, which needs more experts who govern new technologies as well as training large 
numbers of users. Electronic money allows purchasing of goods and payments of services using 
a computer within a computer network. E-banking and e-banking service is intended for 
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companies and individuals and makes it possible to perform operations with the bank without 
going to the bank with the highest standards for safety and security of data. The advantage of 
this service is that it can be used anytime during the day, regardless of the bank's working hours 
and thereby save valuable time and reduce costs. The banks had originally hostile to innovation 
by the business on the Internet, but over time realized that this is not a passing phenomenon but 
increasingly part of business reality with even greater prospects for the future. There are over 
1,000 banks offering customers the ability to conduct banking transactions directly from the 
house, through the Internet. The main problems of e-banking is a question of security of 
transactions then the lack of legislation, which varies from country to country. There are two 
possible solutions in terms of legislative business on the Internet. The European Union 
proposed one solution, which is a complete system of anonymous business on the Internet.1 A 
second possible solution is based on complete control and records of all transactions executed 
by state authorities, which would thus have a complete picture of each bank account for all 
posted transactions. Each bank in terms of protecting the client has its own procedures to 
protect data, but it is not 100%, but now abuses are reduced to a minimum. 

2. HISTORY OF ELECTRONIC BANKING IN SERBIA 

In the former Yugoslavia (SFRJ) cards have appeared with some delay compared to the west of 
the country. Thus, the Atlas of Dubrovnik issued American Express card, Kompas FROM 
Ljubljana EUROPAY. During the Olympics in Sarajevo Jugobanka VISA program begun. All 
of these cards and suddenly they start to spread the number of users. Breaking apart of former 
Yugoslavia using these cards was disrupted. With interruption of payments among republics, 
the ability to use cards issued by the other across the border disappeared. Additional difficulties 
arise when sanctions were imposed when all the cards cease to be valid abroad and become the 
local card. Until the advent of high inflation in 1993, the commercial networks, increasing the 
number of cards and transaction volume were increasing. In 1993, the sudden drop in the 
number of transactions, because of the inhalation, because the small number of traders was 
ready to receive the card. Bank ad Belgrade began work with the cards 1990th that in May 
1991, acquired the status of the Principal associated with the 12 member banks. Until the 
introduction of sanctions 1992, work is successfully developed and was issued 11 000 "VISA 
Classic cards" that have achieved sales of $3.000.000. In early 1996, a number of Yugoslav 
banks had initiated at the Association of Yugoslav Banks their project bank cards that would be 
used at the national level. To start publishing and working with YUBA cards were carried out 
necessary activities such as: the manual is prepared, defining the elements YUBA card, their 
contents and status of the card (The basis for defining YUBA cards were EMV and ISO 
standards. Instruction prescribes the procedure for create and personalize cards and the process 
of accession and the Postal Savings Bank this program.). At the same time, the development of 
a single center that would connect all network banks began. It was agreed that the costs of 
investment and development given to all card issuers and thereby minimize the cost per 
transaction. Work with a Visa Electron card began in 1997, when it was proposed that VISA 
Bank ad Belgrade be a carrier of a "pilot project" for ATM and POS terminals with respect to 
the electron card to work exclusively on them. In 1998, E-bank was hired as a processing house 
that owned licensed software. In 1999, by VISA INTERNATIONAL obtained the BIN number 
and Electron card was officially registered. At the end of the year issued the first 1800 
ELECTRON cards. If we want to fit with the world, it is necessary to eliminate a number of 
obstacles in order to monitor developments in the modern world of electronic banking. The 

                                                           
1 Živković A., Stankić R., Krstić B., Bankarsko poslovanje i platni promet, Ekonomski fakultet, Beograd 
2005 
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largest and most advanced networks in the territory of Yugoslavia were a computer network 
Social Accounting. It was formed in a state institution and had a political character as it 
followed the provincial borders of the republic. Nevertheless, the disintegration of Yugoslavia, 
there has been organizational changes so that the SDK exceeds the PCA, which means (A 
Division of Clearing and Settlement System). SDK is extinguished 01.01.2003. Getting Started 
online payment system in our country was made in 1998. The first cards that operated over the 
Internet were BK cards issued by BK Bank and Beogradska Bank issued VISA cards. Banking 
services are among the very old legal affairs. 

3. LEGISLATION 

In anticipation of the Law on Electronic Commerce here in Serbia, this area is regulated by the 
Law on Electronic Signatures. This law is the basis for further development of electronic 
commerce and in particular in the field of electronic government. The laws are still associated 
with this law are the Law on Payment Transactions, Electronic Document Law, Law on e-
government, etc. 
With regard to verification of user’s identity in traffic over the Internet highlights the 
importance of the electronic signature, which can be a condition of contract in electronic form. 
Upon registration of the first certified bodies to issue electronic certificates, qualification 
requirements for the use of electronic signatures are in practice. 
Payment System Act in Article 9 at the written and oral form, states the form of electronic 
signing of the payment order. In this regard, bank can arrange for payment cards, paying using 
payment cards, and other payment instruments. Electronic Signature Act was enacted in 14 
December 2004 by National Assembly and was published in the Official Gazette of RS No. 135 
of 21 December 2004. 
The main role of the electronic signature is: 

• To prescribe conditions under which the list of electronic signature legally equivalent 
to its own, 

• To prescribe conditions to be met by certified bodies that issue qualified certificates 
for electronic verification of the list. 

 
To obtain an electronic signature is necessary to use the funds for the creation of qualified 
electronic list and mediate a qualified certificate issued by a certified body that meets the 
relevant requirements under the Act on Electronic Signatures.2 Our country is increasingly 
developing world about the necessity and benefits of the large e-business. This type of business 
provides business efficiency, easier to communicate with local and foreign partners. In 
neighboring countries, the EU is increasingly widespread perception that the electron acquires a 
significant business advantage in the market. That is why our country has the great need to 
approach the adoption of laws on electronic commerce and electronic signatures. Our Ministry 
of Telecommunications has opened a public hearing on electronic signatures. These are rules 
that would allow faster development of e-business in Serbia. The revised law on electronic 
signatures is one of the key steps in connection with the Law on Electronic Commerce, which 
contributed to the further development of e-government and e-business in Serbia. Electronic list 
of the technology through the application of electronic systems approach allows authenticity of 
signatories checking and data protection. 

                                                           
2http://www.erazvoj.com/documents/Zakonska-regulativa-u-oblasti-elektronskog-poslovanja-
2010/Zakonska-regulativa-u 1.09.2011. 

http://www.erazvoj.com/documents/Zakonska-regulativa-u-oblasti-elektronskog-poslovanja-2010/Zakonska-regulativa-u
http://www.erazvoj.com/documents/Zakonska-regulativa-u-oblasti-elektronskog-poslovanja-2010/Zakonska-regulativa-u
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4. CARDS AS A FUTURE MONEY 

World banking introduces more innovations each year. Payment cards are non-cash payment 
instrument and represent a small piece of cardboard or plastic that contains a means of 
identification, which allows the owner to buy goods or services or perform other financial 
transactions. 
Credit / debit cards as payment in developed countries, there are a number of years. In our 
country, their use has been very modest, so that the public is not familiar with basic concepts 
and process payments by credit/debit cards. We can say that since this year started strong 
marketing campaign of some banks on the cards to the public better acquainted with the tender. 
Payment cards contain elements of personal (consumer) loans, passenger waiting and methods 
of periodic financial accounts with banking institutions. They comprise three functions: 

• Non-cash means of payment 
• Instrument for crediting the owner (buyer) 
• Generally accepted international means of payment 

 
A credit card is not only a modern form of payment of the check, but also a very important 
instrument in the sales policy, which allows short-term loans to individual shops and retail 
consumers. This is a legitimate identification card, which entitles the holder to cashless 
payment for the contracted companies. By paying the membership fee and annual costs, and 
other obligations, the holder can buy without cash and other payments made in legal relations 
with the contracting company, which accounts pay your credit card issuer. Contracting 
companies are paid a commission for download card issuer guarantees payment. The very name 
comes from the credit card business functions of the instrument - credit functions. 
Credit cards have emerged yet of the sixties in the USA. A credit card is proof that the 
cardholder authorized credit line. Debit cards are relatively new. They are widely used in the 
UK and other OECD countries. When purchasing a debit card, direct debit cardholder's account. 
Credit and debit cards have become increasingly important as a method of calculating payments 
for the purchase of retail goods and certain services. The largest companies that do business 
with credit cards were organized by a separate electronic clearing and settlement systems. 
MasterCard and Visa have their own networks that are used for verification of transactions 
worldwide. Electronic point of sale terminals (i.e., at the service area) to allow the data to check 
the card for less than 15 seconds in a network that connects traders around the world with the 
center for credit card processing and credit card issuer. Number of credit cards in use is growing 
rapidly worldwide. In Europe in late 1990, there were about 200 million cardholders. According 
to the London consulting firm Battele, this number is increased to 350 million at the end of 
1995. In addition, owners of credit cards are increasingly using their credit cards instead of 
traditional way of paying by cash and checks. 
The card types and their characteristics will be discussed later. When it comes to credit cards 
should not forget to mention the possibility of abuse in their use. Therefore, the selection is 
sharp dealers who will get the authority to accept payment by credit card. In addition, credit 
cards and broadcasting are increasingly controls to reduce fraud and abuse by cardholders. 
Credit cards can be used for on-line transactions through the Internet. Companies that do 
business with credit cards such as Visa and MasterCard, are currently the most active in the 
development of secure payment systems for credit cards over the Internet. 
Credit cards are mentioned as one of the drawbacks in the use of the market. Our banks have to 
offer some type of travel credit and debit cards. They are mostly cards: VISA, MASTER 
classified on the classic business and gold. 
We distinguish several kinds of credit cards depending on which technology is used in the 
preparation and use. Therefore, the most fundamental division is to banking and non-banking, 
credit and debit cards and magnetic cards and smart cards. 
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Credit cards in its present form originated in the U.S. in mid-sixties and later expanded their 
use and to Europe. A credit card is a card that proves that its owner approved credit line. The 
owner may purchase or withdraw cash up to the predetermined amount. The loan can be paid in 
full at the end of the period or in installments, with the outstanding debt is considered an 
approved loan. Interest is charged on the loan amount and the owner is sometimes charged the 
annual fee. The largest companies that do business with credit cards are Visa and Master Card. 
Debit cards, unlike credit, are based on the current account and foreign exchange. All 
transactions that occur when using these cards borrow one of these two bills. If the card is used 
within the country and touch the current account transactions and if it is used overseas and then 
the transactions relating to foreign currency account. Therefore, it is not about approved line of 
credit as in credit cards, but these are already existing assets of the account holder who is either 
on exchange or on current account. Debit cards are relatively new, and first appeared in Britain 
in some OECD countries. 
Magnetic cards contain a magnetic strip that is in charge of some information, but not all, so it 
is next to her need for some means of identification. Require direct access to remote databases 
in order to perform some checks. They are based on outdated technology, and therefore their 
use is not safe. Because of all this world there is a tendency to replace magnetic cards, smart 
cards. Some countries have already made the decision on the complete replacement of smart 
cards by 2004. 
Smart cards are composed instead of magnetic tape containing ''smart'' chip. They represent the 
future and that's why I devoted them so much attention. The chip is a microprocessor and 
memory of 1KB to 64KB (experimental 80 MB). Smart cards are, unlike other similar 
technologies, standard: There is an international standard ISO 7816 (and only one standard, as 
is often the case) that specifies all of the dimensions of the card, schedule and contact stress on 
them and ways to communicate with the card reader. For ISO 7816 standards, there are more 
supplements, of which the strongest one is Visa/MasterCard/Europay. The card is also very 
convenient to use users, because they do not have to carry documents, money, etc., and because 
companies are so drastically reduced. "Paperwork" - complete data processing is done 
electronically. Smart cards, unlike magnetic, can carry all necessary functions and data on it, so 
their use is not required when access to remote databases. Standard was developed in Europe 
and to the area where the industry is Europe's leading powers. Intelligence provides a high level 
of security because it allows the use of complex security mechanisms and high encryption. 
Those who, for example, in France from 1988 to 1992, increasing the use of smart cards were 
20% and decrease misuse of credit cards by 50%. Smartcard system is the safest in use today. 
The method of identification using smart card is more reliable to recently use (such as 
passwords) as the communication is made in another way: using the private key that is stored in 
the memory card. A security device (computer) that has a public key user now sends the card a 
certain series of numbers, which it encrypts with private key and returns the encrypted back. If 
the computer fails to unlock the data using the public key, the user's identity is confirmed. In 
doing so, the value of the private key at any time does not leave the card, so can any 
eavesdropping to find out. This is very important in identification through the computer 
network, where the ordinary typed password on the path to the destination passed through an 
indefinite number of computers in the network, and thus was subject to breaks. In addition, the 
authentication provided by the card is fully reliable, and it is not necessary to consult a central 
database. Thus, it can be done "offline" identification - on systems that are not connected to the 
network. We distinguish two types of smart cards: 

• -Microprocessor (chip) cards. They have increased security, a magnetic memory card, 
and provide processing of the data on the card. 

• Memory cards. They contain a certain amount of EEPROM memory (1-4 MB), which 
can hold data. They have installed the processor so that data processing must be done 
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to drive or computer. Most of the 600 million cards sold last year are just a memory 
card, and are mostly used as a safer alternative to magnetic cards. 

 
Visa system started in 2002, the process of replacing magnetic cards with smart cards. After 
2004, Visa will not recognize the damage caused by abuse of magnetic cards. It is believed that 
in 2000, about 3 billion of these cards was used. In the UK in 2002, 8.5 million smart cards 
have been issued. 

5. RESUME  

Electronic banking in Serbia is still far from reaching its zenith, but the daily increase of share 
of e-business is slowly but surely, we reach the economically developed countries of Western 
Europe. 
The development of electronic banking in Serbia are certainly marked by the socio - political 
developments in this area in the not too distant past, which results in a modest business 
indicators in relation to neighboring countries. Currently, e-banking in Serbia uses a small 
number of clients and currently cannot predict the pace will increase the application, which 
requires investment of significant funds in bank development, marketing and customer 
education.3 
When we talk about the future of e-business in Serbia, we must first analyze the situation in 
which it is currently. E-business in Serbia is not developed as much as could be. The use of the 
benefits of e-business still went most financial institutions or banks. This trend can be attributed 
to a number of foreign banks that have entered our market and to transfer their home markets 
some practices that have already proven to be good. Domestic banks have simply taken some of 
these services to remain competitive entrants banking groups. The most widely used electronic 
business services in Serbia's electronic banking (e-banking). This service bank offers a variety 
of services from checking account balances and obtains statements from the account to pay 
electronically. Recently they have become popular electronic services to be distributed via 
SMS. This trend is very logical considering that the much larger number of users of banking 
services that have a mobile phone, but those who own a computer with internet connection. The 
reasons for the inadequate development of electronic commerce lie in many different factors. 
A growing use of electronic banking and electronic money can increase the efficiency of the 
banking and payment systems for the benefit of consumers and retailers. In order to improve its 
market position in the future, banks need to recognize the interests of their clients and 
customers. Each new bank activity must be properly structured in the context of the relevant 
portfolio strategy. This strategy will focus on ensuring success for every business that the bank 
chooses to develop. The development of Internet technology is everywhere, even in our country 
led to the possibility that the business is done electronically. A complex procedure requires the 
involvement of experts from various fields and substantial financial investment. Economic and 
financial entities in Serbia are interested in e-business to facilitate communication with local 
and foreign partners and commercial advantage. Internet banking is a recent phenomenon, 
which occurs, faster or slower, the last thirty years. The banking industry is quite inert and 
prone to traditional and proven methods and a real breakthrough in the field of banking, is still 
pending. For reliable operation of electronic commerce is particularly important legal 
regulation. “Electronic Commerce and Electronic Signature Act”, which is in the phase of 
adoption in our country, is a necessary precondition to the legal foundation for electronic 
commerce, and for engaging in international organizations and processes. 

                                                           
3 Radijević T., Čelarević B., primena elektronskog bankarstva u Srbiji, časopis Singidunum revija 
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Summary: 21st century is definitely the century of IT and high technology. The need for 
competitive advantage in the market in all sectors requires the identification of contemporary 
concepts in all areas of human activity, and the role of IT as a driving impetus to overall 
progress in the new era is obvious. CAD/ CAM technology has long been present in the market 
and enabled the dizzying growth of the industry as a whole. Moreover, when at some point it 
seems it has reached perfection, and that further progress is almost impossible; software 
solutions that emerge repeatedly prove the endless possibilities of the software. 

Keywords:Software, CAD/CAM, IT technology 

1. INTRODUCTION 

Information technology development marked the second half of the twentieth century and 
became the backbone of all scientific disciplines in the future. Hence, we are constantly talking 
about era of computer science, information society, and the like. In fact, after every 10 years, 
but lately every 2-3 years there have been significant achievements in the development of 
information technology. This is primarily a result of  developments in physics (new 
semiconductors with increasing density of integration, new technology application layers, the 
application of robotics in the design and installation of hardware components, a new magnetic 
materials for data storage), the new IS concepts, new operating systems, communication 
technologies, etc.[1] 
Computer science is the fastest growing technology in history. The performance of computer 
hardware increased 10 billion times in relation to the commercial use of electronic technology 
developed for the ENIAC, the first room-sized computer, 70 years ago. At the same time, 
productivity of software was increased "only" 500 times. However, despite this, one can say 
that software development is a major factor in the development of information technologies. 
The application of software has spread to all areas of human endeavor. Only in the U.S. market, 
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a sale of business software for personal computers was about $500 million, in 1986 was about 
4.6 billion dollars, while today these figure achieve some software manufacturers. [2] 
The software cannot be regarded as an industrial product in the same sense as a mechanical 
device or home appliance, and personal computer. Unlike most commodities, the software 
continuously undergoing a redesign and modernization in practice because the components of a 
computer system adapt the general purpose PC to different and changeable applications. 
Opportunities for development of software in spite of the results are practically limitless. The 
development of the latest generation of programming languages leads to the fact that software is 
so much close to the user and becomes easier to use. Because there are many software 
packages, most frequently, it is not rational to develop its own software, but there is a need to 
develop specific software solutions for specific areas, as well as additional programs that 
represents upgrade of a basic software package. 

2. CAD, CAM, CAD/CAM 

CAD/CAM technology has long been present in the global market and provided the dizzying 
growth of the industry as a whole. With the advent in 80’s, the modern industry quickly realizes 
that with the help of computer design has several advantages. The first and main advantage is 
speed, where human using a software program for CAD modeling, can in a very short period of 
time create a large number of drawings without losing time on some special operations in 
making drawings. 
Traditional constructing, both in construction and in mechanical engineering, was a 
combination of skills, patience and using pens, technical pens, rulers, etc." is now replaced with 
the mouse and keyboard. It must be recognized that progress is evident in many aspects. Let's 
start form basic drawing operations, as all the young engineers had in their education - 
hatchings, drawing details, sections, continuous headers drawing etc. Today with the help of 
various software tools from the family of CAD programs such jobs become routine and creating 
templates designer is not paying attention to those things. The techniques of programmed 
automation types of CAD/CAM improving critical production parameters (design parameters, 
the duration of the production cycle, the percentage of scrap, etc.). [3] 
Obviously, the geometry (CAD) product model is the basis for defining technology (CAPP) and 
manufacturing (CAM) model. It is the basis for other types of models: engineering (CAE), 
ergonomics, business, etc. Therefore, there is a very close relationship between them, which is 
of associative type, especially when it comes to MDPA systems. Because of this relationship, 
we often speak of CAD/CAM systems. In other words, they integrate a number of activities, 
both for construction and for manufacturing of products. 
CAD is an electronic system for the design of new parts/products or modifying the existing 
ones. The CAD core is composed of computer and graphics software that enables the designer 
to manipulate geometric shapes. Projected parts/products are tested using simulation. CAD 
allows companies to reduce product development costs, reducing the time to release a new 
product to market. 
CAM systems are used for the design of production processes, managing tools, machines and 
material flow by means of programmable automation. 
CAD/CAM is the tool that integrates the functions of product design and production with the help 
of computers. Designers across the CAD can perform analyses and may test prototypes of 
products. Electronic implemented prototypes of products are submitted to a CAM, where 
programming of the necessary operations to produce products from raw materials is carried out.[4] 
Today there is various software for CAD/CAM design, which stands out with its quality and 
functionality, and the most widely applied in practice is the following software: CATIA, 
SolidWorks, Pro Engineer, Mehanical Desktop, AutoCAD, Solid Edge, Edge CAM, Autodesk 
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Inventor. Which of the following software will be applied depends on the design issues and the 
personal preferences of the designer, while one should not forget, often large differences in the 
price of software. 
As much as listed software were "perfect", in the practice eventually will appear unsolvable 
problem for them, or such, so using of a given software for its solution would be timely 
inappropriate. These situations are usually solved by creation of additional software to upgrade 
the base software package or plug-in software. A software company that created the basic 
software package, but smaller software vendors too who are focused on highly specialized areas 
can realize the programs, those who see the opportunity for placement in the software market. 
The development of this software is not revolutionary but evolutionary progress in the 
development of CAD/CAM technology. 

3. ADDITIONAL AND PLUG-IN SOFTWARE 

Additional plug-in software is used to support components of a software environment. [5] 
Additional programs operate independently, as well as any other software application and their 
work is realized in its own user interface. However, their main advantage is the possibility of 
implementing the obtained solution in the larger software packages, as outlined above, that are 
not able or have not such speed and quality, to generate some solutions. Additional software 
manufacturers are striving to give the widest compatibility of their products so as to support as 
many formats as possible and provide high quality import to a large number of software 
packages of the best performance and widest application. 
Unlike the additional software, plug-ins does not have a user interface, and can be defined in the 
broadest sense, as a set of software components that improve, i.e. add specific capabilities to 
bigger software application. It can be argued that the plug-in is miniature software program that 
must be "included" in the main program and provide it with additional functionality. The main 
program allows the plug-in application through certain connections (bridges) to act within it as 
an independent application, and this mechanism is shown in Figure 1. 

 
Figure 1: The bonding mechanism of the basic software and plug-in software 

 
As shown in the figure, the main application provides services that plug-in software can use, 
including the ability to register for the basic application and protocol for exchanging data with 
plug-in software. Plug-in software depend on the services provided by the native software and 
does not usually work alone, while the basic software works independently of the plug-ins, 
which allows end users to dynamically add and update data without the need to make changes 
of the basic application. 

http://en.wikipedia.org/wiki/File:Plug-InExample.png
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All users of PCs were able to, perhaps unknowingly, to meet with this kind of software. Typical 
examples of plug-in software in the widest application are Acrobat Reader, Adobe Flash Player, 
QuickTime, Microsoft Silverlight, RealPlayer, etc. which are implemented within the Web-
browser having the function of viewing documents in PDF format, viewing video and audio 
content, etc. 
A characteristic example of plug-in program embedded in the CAD/CAM software is CATIA 
V5 Export for AutoCAD Sycode company, which is used for, as its name suggests, reading 2D 
models designed in AutoCAD and its conversion to CATIA V5 files ( 3D model). This program 
is easy to use and a readme file always accompanies it. When the installation, AutoCAD 
environment is loaded adding new commands to existing AutoCAD commands, forming a new 
menu "CATIAV5Export". 
How much additional plug-in programs can be a useful and reduced hard work to performing a 
few simple operations , we will how using Gerotor Studio Design v2.0 and  the example of 
gerotor pairs design used in the hydrostatic steering from the production of AD 
"Servoupravljaci" PPT holding company. 

4. DESIGNED OBJECT IN BRIEFLY  

Gerotor pumps are used in many devices as they offer significant advantages over traditional 
gear pumps, especially in cases where excessive speeds of rotation are not necessary. We need 
to say a few words about the gerotor pair in order to fully understand the weight of the problem 
and dimensions of finding solutions. Studying of  gerotor set concept, which consists of two 
elements - the inner (rotor) with n teeth and an outer (stator) with n +1 cams, began in the 
second half of the eighteenth century. However, much later, in 1921, Myron F. Hill gave a final 
theory of gerotor set moving in his book "Kinematics of gerotors". In this section, the first time 
was mentioned the gerotor name, originated as an abbreviation of Generated ROTOR. Due to 
the very complex geometry, gerotor was not easy to produce, so serial manufacturing started 
after the Second World War and to this day is kept as an indispensable element in many 
devices. One of the main applications of the gerotor pairs is in the management of slow vehicles 
(tractors, combines, construction equipment, etc.) which is an integral part of the function of 
hydrostatic steering pump for dispensing the fluid inside the control system. Hydrostatic 
steering is produced in many international companies, and in Serbia is produced by AD 
"Servoupravljaci" within “Prva Petoletka" holding company.  
 

 
Figure 2: Gerotor pump 
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5. THE APPLICATION OF GEROTOR DESIGN STUDIO V2.0 [6] 

Gerotor Studio Design v2.0 (GDS v2.0) is unique and fully featured CAD/CAM software that 
implements the design, analysis and preparation for production of gerotor pumps. In addition, 
GDS v2.0 supports the production and testing of prototypes, provides valid information for 
making the production of tools and access to some desired job performance along with making 
statements in the form of text or graphic format. GDS v2.0 has the ability to generate 3D 
models and its usage in prefabricated assemblies. GDS v2.0, at this moment, supports following 
software packages: AutoCAD (3D only), Solid Edge, Solid Works, and CATIA V5. 
The process of designing gerotor set is shown in Figure 3 and begins with entering pre-known 
parameters and constraints (flow rate, diameter of the shaft, the number of the rotor teeth, the 
clearance of the rotor, axial clearance, etc.) in the Design window. All remaining parameters we 
obtain in one step by pressing the button "Design rotors" in the windows for the results. 
"Design View" window allows careful examination of the geometry in fine details by zooming 
any part of the profile, whereby it is possible to simulate turning of gerotor. 
 

 
Figure 3: The process of designing gerotor set 

 
After completion of the design, there is the ability to create 3D models by selecting the desired 
option: Curve, External rotor (Stator), Inner rotor, Assembly or Connection part. 
By simply clicking on the "CNC output" a text file is created, shown in Figure 4, which can be 
used for producing designed parts on CNC machines. 
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Figure 4: CNC files for the production of parts using CNC machines 
 
From the Chart window, it is very easy to create different diagrams needed for analysis and 
monitoring of created elements (Figure 5 and Figure 6). 
 

 

 

Figure 5: Diagram of pressure and flow dependence 

 
Figure 6: Diagram of pressure and power dependence 
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6. RESUME 

Definitely, we can say that the boundaries of software development do not exist and that each 
new day brings something new and better, and because of that, the effects of human thinking 
will strive for maximum. The above case is an obvious example of how software development 
pushed the limits of the productivity of human labor. The individual with mediocre knowledge 
of information technology can now complete the job for a few minutes that once took several 
weeks and the whole team of experts. 
It should be said that, despite the obvious advantages in using extra plug-in software, should be 
rational and not resort to their use at all costs. It is necessary to use the resources of the main 
program to maximize the abundance of smaller specialized programs that have flooded the 
market to choose only those that will maximize the effects of human activity. In addition, one 
must take into account the economic feasibility of applying some additional software as prices 
of some of them can exceed more than 20% of the price of basic software. 
Finally, besides all the perfections of information technologies, we should not forget the 
knowledge and expertise, the fact that IT is only a tool that should be used properly and that its 
improper use can be counterproductive. 
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Summary: There are no two business that are exactly the same, because companies are 
different, as the specific environment and culture of the companies are also different, too. It is 
therefore necessary to examine the practices of each company and to understand how 
something works. Benchmarking as a powerful managerial technique and a tool to achieve 
success and advance success, allows companies to dramatically improve their business. One 
example of the successfully applied benchmarking, is it application in the Public Utility 
Company "Funeral" Belgrade. Road from the company that is subsidized from the city budget, 
to the company that operates the gain was difficult, but it paid off. 

Keywords: benchmarking, efficiency, profit 

1. INTRODUCTION 

The changes are part of everyday life and business, and it is increasingly speaking of them as 
the trend of today's life. Benchmarking, as a technique of learning from others' experiences, is a 
powerful tool for improving the competitive edge of domestic enterprises and involvement in 
the mainstream of the global economy. It is emphasized that benchmarking is particularly 
important in the following areas: business planning, developing policies, solving problems, 
continuous improvement, continuous learning, customer satisfaction, cultural change, 
management based on the facts, business process improvement, strategy development. 
Benchmarking is an integral element of the philosophy of achieving excellence in business 
(supplemented by techniques such as TQM and reengineering) or continuous quality 
improvement culture. 
As a solution for improving business performances in our companies, we can consider the 
implementation of international experiences and the advancement of knowledge in order to 
improve quality and to achieve competitive advantage. The concept of benchmarking has a very 
important place, because it is the simplest way to achieve best practice, as a prerequisite for 
business success. 
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Achieving efficient operation in terms of the enormously high quality services in the market, 
and global economic crisis, is indeed a challenge to the challenges. The question is: how to 
overcome threats and exploit opportunities, taking into account any changes in the environment 
and the specific internal climate of the company? By using benchmarking, chances are a 
challenge to carry out a reality. As a technique, benchmarking is a continuous and systematic 
process of improving its own operations, by comparing one's own business operations with 
those who achieve the best results from the same branch. Through benchmarking it can also be 
identificated manufacture and other operations of the company that need improvement. This is, 
then, in-depth analysis of competitors through a thorough check of what we have achieved and 
how we did that, and also analysis of operational capabilities and characteristics of competing 
products, all through study on the experiences of others. To be clear, benchmarking should be 
viewed as a continuous process of identifying, understanding and adaptation of products, 
services, equipment, and procedures of the company with best practices in order to improve 
their own business. This process incorporates: 

• comparison our company and its parts with the best, not limited to the same business, 
same country, 

• comparison our production and other activities of the company with relevant activities 
of other companies with same activities, so as to define the best, 

• Comparison products and services company with products and services who have 
leading competitors results 

• comparison of technical solutions company in order to select the best equipment for 
specific applications, 

• Implement best-defined business process, 
• Planning future development directions and actively adapting to new trends, and 
• Satisfying and exceeding customer expectations. [1]. 

 
Benchmarking can be internal and external (with variations), and given that this work aimed at 
public companies, will be based primarily on external benchmarking. 

2. INVESTIGATION OF THE CHARACTERISTICS OF THE PUBLIC 
SECTOR IN THE WORLD AND IN SERBIA 

The public sector includes various forms of organization of certain undertakings through which 
the state or its local authorities ensure the achievement of certain interests, in certain areas of 
the economy. The public sector includes the part of the national economy for which the state 
has a certain responsibility. There are many and in so many activities and functions that are 
based on the constitution, laws and regulations placed the responsibility of the state and its 
organs, and that it must be realized to achieve the so-called. generally beneficial objectives. In 
particular, the activities of modern, market-oriented state are extensive. In fact, it is a whole 
range of functions and duties of a public nature that exist at the level of the modern state, 
regardless of how it is socially and politically organized. 
The public sector is the institutional system of state's economic engagement. It is comprised of 
three sub-systems. 

• The first subsystem is the state budget, or the government sector. The common 
characteristics of various organs of the state budget is to be earning their place in a 
special system of rules and with the direct political control. 

• The second subsystem consists of the company (business associations) in state-owned 
or government. 
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• Third, a relatively new sub-system is a subsystem of non-profit or non-governmental 
organizations (NGOs). This sector belong to various private and public foundations, 
charities, religious institutions. 

 
The main sub-sector of the public sector in Serbia is the state budget, or the government sector. 
The common characteristics of various organs of the state budget is that they are earning their 
place in a special system of rules and with the direct political control. Business is followed by 
the political control through all processes, and thanks to that, economic activity is characterized 
by special rules and techniques of decision making, reporting and business. Division of power is 
diffused system that is built on various cash funds and budgetary institutions. The structure, 
complexity, scope of the state budget shows large differences from country to country, and the 
source of this difference lies in the size of the state, its historical tradition and political system. 
In the last two decades, the public sector in Serbia has faced with a wave of reforms. The 
traditional model found himself criticized by citizens and the private sector, but also from 
scholars of the organization and governance. Underlying these reforms was the view that the 
state has become too big, with too many responsibilities, and that the market offers superior 
mechanisms for the efficient supply of public goods and services. The whole system of public 
administration for decades has been designed and structured to respond to staff duties of a 
system based on social ownership and socialist-collectivist self manageable value system. 
Looking at what is happening in the world and with us on this issue, it can be seen the 
following: 
1. Models of governance that prevail in developed countries (especially European) derive 

from the concept of the social function of state and government. The original concept of the 
rule-law state, in the sense that it is a legal state in which the exercise of power is regulated 
by law, is replaced with the concept of the welfare state or country that looks after the 
welfare of its citizens and the general social, cultural and social well-being. These changes 
in the theoretical approach has led to changes in the concept of public administration 
(government as a government) and the creation of the concept of governance as a system of 
social control of social processes, by which the performance of administrative activities can 
not be reduced solely to the exercise of state power, but it must involve the exercise of 
those activity which creates the necessary conditions for normal life and work of citizens 
and the advancement of society as a whole. 

2. The development of a democratic civil society and market economy requires radical 
reform, change of behavior and performance of the public administration must be 
transparent and ensure the effective execution of public powers and services of interest to 
citizens and their involvement in economic and social life at all levels of society and the 
state . 

3. In our country, there is no single law that would contain specific standards that would 
regulate the socio-economic relations between economic entities of the public sector. 

4. Public administration reform programs, that have made a strong impact on international 
administrative policies rooted in westminster's systems (Australia, New Zealand, UK and 
Canada) and the United States - countries that are considered as the main representatives of 
the "New Public Management". 

5. A wave of administrative reform actually started in the UK 1979th , when this country 
made a radical change in the mode of government and its administration to reduce state 
involvement in economic life. It is significantly changed status and scope of responsibilities 
and that took leading to a fundamental review of the concept and practice of the existing 
system of public administration. 

 
And, for finally conclusion, activities and functions of the state and its organs is commonly 
called public needs. Specifically, an individual can with his own efforts provide food, provide 
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housing, clothing and footwear, and meet the needs of the personal. But the internal and 
international security, health care, education, culture, social security and a host of other needs, 
in terms of socio-economic development depends on the existence and activities organized 
specifically for the sites designated by the state bodies and institutions. These and such a needs, 
to whose realization is required the existence of the state with all its organs and institutions, are 
called, as it is already said, the public needs. 
Depending on the powers in the sphere of regulation, benchmarking is suitable for assessing the 
functioning of some service companies based on certain benchmarks. It can be recognized 
price, or any other technical and business features. When making plans or strategies it can be 
useful knowledge of long-term trend of development of certain conditions of service. 

3. BENCHMARKING AS A TECHNIQUE OF CHOICE IN THE COMPANY 
JKP "POGREBNE USLUGE" BELGRADE FOR BUSINESS 
IMPROVEMENT 

Activities of the company Public Utility Company "Funeral" is organizing and conducting: 
funerals, cremations, exhumations, urns accommodation, transportation of the deceased at home 
and abroad, the sale of funeral equipment, flowers, manufacture and installation of grave 
markings, making tapes for storing urns.  
In the Public Utility Company "Funeral"is a ten city cemeteries: New Cemetery, Topcider 
Cemetery, Zemunsko Cemetery, Central Cemetery, Banjički Cemetery, New Bežanijska 
Cemetery, Old Cemetery Bežanijska, Orlovača cemetery Lešće Cemetery, Refuge Cemetery. 
Previous years of service offerings Public Utility Company "Funeral" was not complete. It 
operated with loss. But, looking at models of firms engaged in similar activities in foreign 
countries, primarily in the Western European bloc, the company expanded services and thus it 
was enabled a better service, saving time and achieving higher profit firms. That what has 
occurred, is the following: 
To increase the availability and time savings of consumers, and started a Web site where we can 
look at 24 hours and choose service that interests us, 
It can also be done payment and obtaining all necessary documents through service for helping 
citizens (www.beogradskagroblja.rs), 
For a better relationship with citizens and for facilitating the discharge of duties, it imposed 
special payment terms for certain groups, based on the model seen from lot of other firms, such 
as: vulnerable, older, distinguished and meritorious citizens, descendants of folk hero, and the 
payment rate for all other users . 
Contract with other companies, both public and private, to reduce costs and upgrade business. It 
is green with the City contracted maintenance and harvesting of trees to eliminate hazards and 
landscapes more beautiful cemeteries. In this way the company did not have to procure 
machinery, salaries, maintenance and service. 
Contracts were signed with foreign countries (Russia, Italy, France, Bulgaria, Austria), whose 
graves are located in Belgrade. By contract, the Public Utility Company "Funeral" took over the 
maintenance and development as well as marking important date 
To make this previously mentioned possible, some new sectors are formed (that had been 
previously rented), such as the construction sector. This sector is responsible for: restoration, 
construction of new graves, cemeteries and expand to all other requirements of construction 
companies. 
Fleet was renovated because earlier, in the aspects of capacity, efficiency and appearance, it did 
not meet the demands of citizens and extent of the work. 
As a new service, copied by foreign companies, a garden of remembrance is built. 
Remembrance Garden is landscaped areas within the cemetery, dug with a container that is used 

http://www.beogradskagroblja.rs/
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for scattering ashes cremated remains. In the garden there are marble slabs in which the 
deceased put data written and remain as a physical trace. On this way, the company solved the 
problem with less of burial sites, and thereby enable the disposal of human remains at the 
lower-cost manner. 
 

 
Fleet Public Utility Company "Funeral" 

 
From the aspect of social responsibility, it has been also done a lot .It has been done a lot on the 
arrangement of cemeteries, especially "New Cemetery", as the oldest in Belgrade, for its parts 
with very old graves, plots and monuments of the heroes I and World War II, which are of 
important cultural significance, then the great avenues and deserving citizens, began to 
contribute to the cultural description of the town. Now during the visit of major statesmen, it is 
one of the routes in the presentation of the heritage of our nation. Excursions are organized, 
bypassing the graves and the chapel of our famous and acclaimed writers, actors, singers, 
statesmen, athletes and other important Grđan located in alleys. 
As a result of implemented improvements and changes in business, the company started to 
operate positively. Due to the opening of new services and functions at the enterprise level, the 
company opened a new job positions, young people are employed. And within all operating 
parameters, significant improvement was felt, but because of the volume of analysis, it will not 
be presented here. 

4. CONCLUSION 

Public Utility Company "Funeral" showed us ,that the technique of benchmarking can 
significantly improve the business in different spheres. First of all, it is achieved the level in 
business when company after a number of years operate positively, to open of new business 
functions and reduce the number of services that engage other companies, employing new 
workers. 
Due to the good results benchmarking will be continuously be used, and the next goal is to 
improve the position of workers at all levels from the lowest layers to the top. Now, some new 
proposals are going to be adopted, such as: financial assistance, in the form of cash, is going to 
be to be deducted on a monthly basis without interest, to assist in education children of 
employees, reorganization of working time with a more relaxing and optimized breaks . 
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Public Utility Company "Funeral" is a technique able to use benchmarking to improve services 
and operating in different spheres, however, new ways of running the company can still be 
improved as outlined as the next step.  
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Summary: Five global trends marking the contemporary global economy: reciprocity (as a 
guiding principle of international economic integration), integration of organizations in the 
world economy through alliances-clusters, re-engineering, major and radical changes in the 
organization structure, function testing, the role and legitimacy of management, the dominance 
of rapid changes in international, national and business policies of the internal economy. The 
beginning of the 21st century is characterized by the emergence of partnerships-alliances-
clusters of global economic phenomenon, that does not put the right of control and ownership 
dimension in the foregrounds, but the effect of strategic management and to structure of 
members gives more importance than ownership. The main objective is to cover all 
technologies and markets that are important for certain product-service, reducing costs and 
risks of research and development of new products and processes, avoiding import barriers, 
achieving economies of scale unification of forces in marketing, finance and manufacturing. In 
the last five years, the number of such alliances is growing at a rate of 5% per annum. 

Keywords: globalization, integration, reengineering, cluster, competitiveness 

1. THE CLUSTER CONCEPT 

English word cluster (set, bunch, group) was first used by an American composer to denote a 
set of simultaneous, thickly lined tones. Everywhere in the world, companies tend to gather in 
clusters, and had much earlier than the term cluster entered the economic literature. Clusters 
entered through the front door when Michael Porter published his “Competitive advantage of 
the nation” in 1990. Porter's cluster concept is commonly accepted and defines clusters as 
"geographic concentrations of interconnected companies, specialized suppliers, service 
providers, firms in related industries, and institutions in certain areas that compete with each 
other, but also cooperate" M. E. Porter. 
Clusters are alliances, cooperation of more organizations in the same or a related industry, the 
technology area, created with the primary objective to provide or increase competitive 
advantage. They are based on individual efficacy, ability and strength of each partner. 
Experience shows that effective clusters are among the best means of implementation of 
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strategies in global markets. Clusters are new models of economic development resulting from 
networking companies and non-economic institutions in one area of the lower level of cities, 
regions. The atmosphere in the cluster is very competitive, but most of the cluster does not 
compete directly, but through the horizontally networked entities in the same activities, but at 
the same time are involved in various markets, which put them in a position to be able to 
compete globally. According to Porter1, the cluster is a large group or a critical mass of 
functionally related firms in a specific geographical location, local concentrations of certain 
economic activities. This functional relationship between the firms can be vertical (customers), 
horizontal (competitors) and the circulation of accumulated workforce knowledge that changes 
jobs within the cluster. The theoretical roots of the clusters are still in Marshall’s and later 
theory of agglomeration, in which particularly is emphasized the interaction of industrial 
organizations, which emphasize the industrial agglomeration in the districts which connects all 
stakeholders of society.2 The question to ask at the beginning of our study is the question of the 
theoretical basis of concepts of regional clusters. Although one could prove that theoretical 
roots of the cluster can still be found in Marshall’s and later theory of agglomeration, the 
studying of the literature on clusters has led us to the conclusion that especially in the 70’s in 
the theoretical analysis of regional production associations were emphasized interaction of 
industrial organization and specific socio-economic factors. The necessity of networking, 
cooperation between enterprises and their international business orientation are the response to 
globalization. Globalization thus forcing companies to concentrate on their core competencies 
and take on themselves only part of the entire value chain, from raw materials to finished 
products. However, clusters are not just companies. 
Clusters include businesses from one activity, but from the vertically related activities too, 
producers of complementary products, providers of infrastructure services, the institutions that 
provide training, information, research and other technical support as well as a separate agency 
for establishing standards. Clusters may include business associations and other bodies that 
serve them for support. More important than the definition is the clustering process through 
joint action and dialogue. The key advantage lies in the multidimensional clusters close to all 
stakeholders, not just about geography, but also the cultural and institutional closeness and 
harmonization. Proximity provide the ability to share power and resources, joint activities 
require a common vision, common goals, and personal and social connections strengthen the 
trust and provide greater data rate. Association and activities of the individual tasks are not 
sufficient. 
The effect of clustering can only reflect well on sufficient number of permanent recurrent 
interconnections. A common language, including both, professional and educational, facilitates 
communication. Of course, one must mention the critical mass of participants. Only with a 
sufficiently large number of participants, it is possible to get a critical mass of skills, 
knowledge, technology and resources, which will affect the performance of companies. What 
makes clusters attractive for economic policy holders are the opportunities for collective 
efficiencies that result from positive external economies, low transport costs and joint action. 
That is why many definitions of clusters add some features to the basic definition of clusters, 
the spatial concentration of firms, and focus on external effects and interactions:3 

• Forward and backward linkages between firms within the cluster, 
• Positive external effects arising from the existence of the local abundance of skilled 

labor and attracting customers, 
• Intensive exchange of information between companies, institutions and individuals in 

the cluster, allowing the emergence of creative milieu, 

                                                           
1 Porter, M.: The Competitive Advantage of Nations,1990   
2 Becattini: Aglomeration and endogenous capital ,1990   
3 Schmitz, H. :Global competition and Local Cooperation ,1999. pp.1628   
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• Joint action towards the creation of local advantages, 
• The existence of diversified institutional infrastructures supporting the specific activity 

of clusters, 
• Socio-cultural identity is created by shared values and strengthened by local milieu 

that facilitates trust 
 
Given the complexity of interactions in clusters and the emphasis in the literature on ''soft'', 
immeasurable variables such as trust, social values, or a creative milieu, it is difficult to give a 
precise definition of the cluster or to draw a clear line between pure and complex association of 
clusters with strong externalities. Clusters and regional groupings of companies in the value 
chain with service providers, who support them, are the networks of cooperation relationships 
of different actors in the production system.4 Successful clusters are mostly a combination of 
three types of companies that complement each other: 

• Enterprises characterized by significant market and technological forces that act on an 
international basis, 

• Manufacturers-suppliers, mostly in small and medium enterprises, 
• Innovative and dynamic professional institutions (research institutes, universities, 

institutions for vocational advancing) 
 
Porter's paper ''Competitive Advantage of Nations'' (1990) made a great contribution to 
popularizing and preparing the ground for the modern conceptualization of economic 
geography and its impact on international trade flows, the study of agglomeration and their 
impact on economic development and international trade, elaborating the importance of 
metropolises and.clustering of economic activities. Recent empirical results indicate that even 
very low trading costs significantly affect the spatial distribution of economic activity, and 
consequently derived flows of international trade. Transportation costs are one of the factors 
that have the most impact on industrial development and ''movement'' of industrial activities in 
space. In the development of economic thought,.the literature on clusters is poor, the largest 
number of authors dealt with the experiences of industrialized countries, the design of the 
models for the simpler explanation of the way of originating agglomerations, as affecting the 
distribution of labor, economic development, and international trade flows. Although most of 
the literature dealing with the experiences of developed countries, they have inspired the 
research on clusters in developing countries. 
Currently there is a relatively small but rapidly growing literature indicating that:5 - clusters are 
important in developing countries that are common in many countries and sectors – that 
clustering can help small firms to overcome the limits of growth, to place their products to 
distant markets in the country and abroad. 

2. CLUSTERS AND COMPETITIVENESS OF ENTERPRISES 

Competitive advantage, as a complex indicator of enterprise, is constantly a topical issue that 
attracts attention, of both, theory and practice. Competitive advantage was determined by 
number of factors, both external (macro-economic policy, market infrastructure, institutional 
development, the education system) and internal (resources and the ability of companies). The 
changes are rapid, complex, unpredictable, and so modern enterprise management requires 
changes in thinking about how to operate and compete in the new economy. 

                                                           
4 Gunter, S. Yallinger, L.,: Program podsticaja razvoja klastera u Srbiji, Priručnik, 2008   
5 Zdravkovic M.: Aglomeracije i tokovi međunarodne trgovine, dokt. disertacija, 2006, pp. 58   
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Development of technology and knowledge is a huge potential that has caused profound 
changes in the economy and society, changes affect companies across all industries and sizes to 
a lesser or greater extent.6 Creating of a highly competitive economy that will result in 
competitive advantage is a complex and continuous task of every country that wishes to 
develop. 
In this context, the primary role of government is to create an environment that stimulates 
competition. National competitiveness is increased if it is the result of lasting competitive 
advantage of a number of its companies. What will be the impact of international trade on the 
importance of national borders? 
What is the role of clusters, agglomeration, regarding increasing the competitiveness of 
manufacturers, in defining the flows of trade, regional development? Do the partners have 
sufficient economic, organizational and innovative capabilities, what kind of benefits the 
network provides to its partners, whether the objectives and tasks of the cluster network are 
clear to all relevant stakeholder networks, etc.? Empirical tests are common, but not sufficiently 
to reach unambiguous results to be able to make firm conclusions for managing economic 
policy. 
Serbian export competitiveness after eight years of transition economies is very low. It can be 
seen in the structure of Serbian exports in which most of the products are of low-level 
processing, resulting in a high foreign trade deficit, then the slow breakthrough of Serbian 
companies in other markets as well as using old and dirty technologies. This warning 
information requesting reconsideration of the phenomenon of competition, as well as 
instruments, tools for its increase, because the increasing of competitiveness is the assumption 
of the overall social growth and employment. Exploring in the past 3 years the concept of 
clusters, and since 2005, when the first one in Serbia was founded, Automobile Cluster of 
Serbia, it is evident their importance for the growth of competitiveness of products, regions, 
increasing employment rate, mutual trust and social responsibility. 

3. RESUME 

The experience of not only developed but also those less developed, and post-transition 
countries, show that clusters are basic modern forms of competitiveness growth, partnership and 
social responsibility, and new employment. Bearing in mind that high regional disparities in 
unemployment rates and new employment are fundamental problems of economic development 
of Serbia, it is expected that regional clusters are optimal, bottom-up way of new employment 
growth, economic growth and strengthening competitiveness. The application of the cluster is 
basic, the modern instrument of marketing and economic policy for growth competitiveness, 
partnerships and new employment. Applying of the cluster concept allows: 

• The cluster connectivity concept increases the competitiveness of enterprises cluster 
members, 

• Clustering encourages foreign direct investments, 
• The concept of cluster activity promotes regional economic integrations, 
• Cluster connectivity encourages specialization and improvement of human resources 

of members, 
• Clustering creates a dialogue between industry, government and scientific community, 

thereby strengthens the quality of business environment of members 
 
The competitiveness of the firm in global business is based largely on the speed at which it can 
realize development and application of new technologies and creating new products and 
                                                           
6 Stanković Lj. Radenković D. Đukić S.: Unapredjenje poslovne konkurentnosti 2007, pp 2-10 
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services. Product innovation and processes are becoming imperative of development. The 
knowledge that comes from the various partners in the cluster is incorporated into the 
organization of the company, which contributes to the successful management of key processes. 
Methods of strategic response of companies are harmonized with the needs of key stakeholders 
that contribute to efficient operation of all stakeholders in the value chain. 
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Summary: This paper deals with issues about the role and importance of globalization, which 
is the beginning of the 21st century profoundly affected the banking, changes in technology. 
Banking today in developed countries and countries in transition to develop new products and 
services and implementing new technologies, which changed time and space limitations of 
traditional banking, and which significantly affects the ease and speed up the transfer of funds 
and only the banking operations. Successful modern banking management is vital financial 
information system that provides current, comprehensive and quality information needed for 
planning, decision making, execution and reporting, as well as tekućie operative banking. 
Information system in the bank usually has a few basic types of operational stistema, such a 
system that provides information technology support services to its population, with the 
economic sector (companies), payment transactions, transactions with securities, foreign 
affairs etc. E-banking is part of a regular supply of all banks in Serbia, a range of services 
offered by individual banks is commensurate with the general scope of services to customers of 
specific banks. 

Keywords: e-banking, e-commerce, firewalls, implementation - computer and telecommunica-
tions technology. 

1. INTRODUCTION  

Contemporary or modern bankastvo, as opposed to traditional banking, based on the kind of 
centralization implied by the application of modern technology. Electronic banking is not 
complicated, failure is pre-formed perceptions of clients who do not use electronic banking that 
it is a complicated procedure. This study has shown Institute for Strategic Studies and 
Prognosis.Users of this banking are very pleased with the ease of use. Information literacy is the 
potential for greater use of electronic banking. It is in some ways a barrier, but it has a future 
because it uses an increasing number of clients who are satisfied with the type of service. 
Implementation of the latest achievements of information - computer and telecommunication 
technologies in the information systems of banks, as well as changes in macro and micro 
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environment, led to the application of a new system, the contemporary and modern forms of 
payment, both in industrialized and transition countries, began to develop during the nineties 
the last century, the trend of future development, and is known as self-service banking. 
Without the information system does not have an electronic transfer of data and resources, e - 
banking, online business, internet banking, ie., no modern and sophisticated banking in recent 
decades a key factor of competitiveness and differentiation of the banking market in the market, 
in order to retain existing customers and attract new ones, which are becoming more demanding 
in terms of meeting their needs. 

2. E - BANKING IN SERBIA 

E-business in Serbia is not yet sufficiently developed. Some steps in this direction have already 
been made, such as the Law on Electronic Signatures, the introduction of e-business in the 
National Strategy for Information Society, and a project on e-government and e-health. Thus 
the basis set, so that we can expect rapid development of electronic commerce in the period 
ahead. 
Electronic business (e-banking) basically means automating business processes using 
information and communication technologies and an efficient means of conducting business 
activities on national and international level. E-business encompasses e-commerce (buying and 
selling online) and restructuring of business processes with the aim of realization of the best use 
of digital technology. 
Accepting e-business practices, Serbia needs to take advantage of new economic opportunities 
that are opening in order to: 
Promote economic growth and social development, 
improve the business efficiency and productivity, 
reduce operational costs,  
local companies enable easy re-integration into European and world markets 

3. MODELS OF ELECTRONIC BUSINESS 

There are two basic types of e-business: 
• B2C - Business to Consumer - Form of business on the Internet that provides a direct 

interface between companies and consumers. Customers ordering products and 
services electronically from the company. The Internet provides various opportunities 
and marketing approach allows companies access to mass consumer products and 
services electronically. 

• B2B - Business to Business - It is understood that electronic commerce is conducted 
between businesses (from discovery / finding suitable goods, negotiation, ordering, 
issuing invoices, payments, distribution documentation, and sometimes even the 
specific goods or services, support,). 

 
There are more and more complex forms of business: 

• B2B2C (Business to Business to Consumer) and  
• C2B2C (Consumer to Business to Consumer), which are a combination of the above 

described, and  
• C2C, a new form of trade directly between the consumera.1 

                                                           
1 Veljović A., Menadžment informacioni sistemi, Megatrend, Beograd, 2002. 
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4. WAYS OF ACCESS SYSTEMS FOR E-BANKING AND SECURITY BANK  

One of the important issues crucial to the electronic banking systems is the security of 
electronic banking podataka.Sistem must establish a secure channel for communication between 
client computers and computer servers in a data bank, and protection system based on public 
key infrastructure (PKI). 
For this reason, several procedures have been developed to identify the client when accessing 
the virtual counter e-banking 
Enter your user name and password into the system to access the application is certainly the 
simplest method of authentication, but it is unfortunately the least safe, and it avoids the bank 
today, especially if the client is paying through the virtual counter. For additional identification 
using various portable media, for which certificates are required for safe access to the application. 
Our banks issuing these certificates to clients on mini-CDs, smart (smart) cards, and use the 
password generators, called tokens (tokens for passwords, left), who are currently the most 
reliable means of identification when accessing applications for electronic banking. 
Token is a small portable hand-held POCT identification that every 60 seconds generates a new 
secret number, and so is used for login and authentication of electronic payments over 
Interneta.Inače in the world is a very popular certification on small disks USB Mini Cd and 
Smart cards are pretty reliable solutions although in certain very rare situations, but there may 
be a misuse. CD is relatively easy to copy, while the cloning Smart card is also possible, 
although a little harder feasible. Identification card (with the appropriate PC / SC reader, shown 
below) allows the client to: be reliably determined his identity, the bank identifies, generates a 
digital signature, protecting its integrity and data content. Digitally signing data using a credit 
card provided the protection of data integrity, authenticity and non-repudiation of transactions 
issued. The card sets and competencies to manage orders in your account.Transmission of 
confidential information, the order provides for payment of the cryptographic, sesijskim key 
that is valid only for the current connection, and dual-channel SSL protection and data transfer. 
The data is never processed on a Web server, but is protected by a special protocol forwarded to 
the bank's application server, so that potential problems are Web servers do not compromise 
system security. In addition to standard measures of protection, the security segment of interest 
should be placed in a separate demilitarized zone behind the block of protective barriers. Of 
course, the client should install a personal firewall, antivirus and antispy program and regularly 
apply patches to the operating system program to use the Internet and email. 
Smart Cards - Authentication means proving the identity of the user. Identity in the Internet 
often proves username and password or secret key, and more recently the smart cards (smart 
cards), as well as more modern and efficient mechanism for data protection. Installation of 
electronic chips in the plastic card is old technology two decades, but the mass production and 
application of smart card is relatively new. The core consists of a microprocessor smart card 
and memory, which, apart from general information, can be written and secret key and can be 
activated only by the card holder, in order to put the appropriate cryptographic algorithm. 2 
There are four basic security services: 
Confidentiality of data, encryption is achieved, or the use of cryptographic algorithms. 
authentication, ie. checking the identity of that user is. This is done in various ways: PIN 
/Personnel Identification Number/, passwords, biometric methods/fingerprint, etc./Smart cards. 
Data Integrity - Providing financial and other exchanges of information between banks and 
customers so that no one unauthorized can not use or edit data. Data integrity can be provided 
protection technology (SSL - Secure Socket Layer, S-HTTP - HyperText Transfer Protocol 
Secure, etc.). 

                                                           
2 Liao, Z. Cheung, T. (2002) Internet based e-banking and consumer attitude: an empirical study, 
Information and Management , Vol. 39, pp. 283-295 
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Repudiation of messages, a service that prevents the sender to deny sending the message 
content and recipient to deny receiving the message content.  
It is very important and the protection of its network / firewall / and access control.  

5. BANK PROTECTION NETWORK FIREWALL 

Firewalls have an important role as protecting the organization from a number of malicious 
Internet users. They are the first hurdle that the attacker must pass to reach their goal of a 
protected computer. Select the desired firewall is more difficult enhanced by the increasing 
number of tendered firewall. Firewalls can be commercial and free. 
Commercial typically offer easier configuration and a number of possibilities, while free are 
usually useless without the experts to configure and maintain them.3 
The different information systems, use different types of operating systems, Windows and 
Unix/Linux, but the performance and features firewall are essentially equal, and even some 
manufacturers produce firewalls that run on both operating systems. Depending on the needs of 
organizations it is possible to configure the local network and the firewall that protects the local 
network from unauthorized malicious users. As the information held by certain organizations, in 
this case the bank, a confidential process that is undertaken to protect them must be continuous.       
A firewall is a security element sandwiched between a local network and public network 
(Internet), which is designed to protect confidential corporate and customer data from 
unauthorized users. 
It is not necessary that all users in the LAN have the same rights of access to Internet network. 
By placing a firewall device between two or more network segments can be controlled and 
access rights to individual users some parts of the network. In such a case the firewall is 
designed to allow access to valid requests, blocking all others. Firewall is also an ideal solution 
for creating virtual private networks for creating a virtual tunnel through which travel encrypted 
data, enables secure exchange of sensitive information among displaced customers. Firewall is a 
service that typically consists of a firewall device and a policy (Privacy), which allows users to 
filter certain types of network traffic in order to increase security and provide some protection 
against burglary. 
Main purpose of a firewall to prevent unauthorized access from one network to another. In 
essence, this means the internal network protection from the Internet.  
Basis of a firewall is in examining IP packets traveling between the client and server, thus 
achieving control flow information for each service per IP address and port in both 
directions.Firewall is responsible for more important things within the information system. 
One of the most trusted firewall device that is used in banking information systems is a Cisco 
firewall. Cisco firewall is a multifunction network security appliance that offers the breadth and 
depth for protecting businesses of all sizes. Their proactive threat defense helps prevent attacks 
from spreading to the entire corporate network, helping the company to protect various 
segments of the network. New firewall enhancements can allow IT to detect and control non-
business applications, reduce the spread of worms, and protect WAN bandwidth. 
Point-to-point application firewall include protocol definitions to control Bit Torrent, e Donkey, 
Fast Track, Gnutella, and the ability to install future definitions without the need to reduce 
software. In addition, the continued integration of IP services and security functions within the 
router enables the firewall to control transfer speed, providing unprecedented control over the 
use of WAN bandwidth.4 

                                                           
3 Bullock D.Helling, The Emergence of The Extranet in the Era of E-commerce, 1997 god 
4 Yousafzai, SY Pallister, JG Foxall, GR (2003) A proposed model of e-trust for electronic banking, 
Technovation 
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6. CONCLUSION 

Serbia has really done a lot for security onliene purchase, as could die, all because of delayed 
development in this field, were able to'' skip'' all the bad decisions and get proven systems for 
payment. Specific risks to which banks are exposed to electronic banking and activities related 
to electronic money can be grouped according to risk groups based on classifications made by 
the Basel Committee. In the modern era of global development of world economy and society, 
e-business becomes a driver of global economic growth. The lack of e-business application 
takes limit the development of national economy. 
At the present stage of development of electronic money and electronic banking appears to be 
operational, reputational and legal risk to be the most important categories of risk for most 
activities related to electronic money and electronic banking.One of the biggest problems 
related to the protection of the banking system are trojan horses. 
Banking Trojans are one of the most dangerous types of malicious programs today. These 
malicious programs are specialized for the theft of data used for banking transactions on the 
Internet. They use advanced techniques such as HTML (Hypertext Markup Language) 
injection, in order to extract the user data such as PIN (Personal Identification Number) 
numbers, passwords, credit card numbers and other data osteljivi. There is currently no effective 
protection against them, and none of the users of internet banking today can feel safe.  
Banks themselves appearing on the Internet prednsoti have the following: 
Creating the image of an innovative company that is able to offer its customers the latest 
technological solutions.  
Better and more interactive features. For a bank that is struggling in the market conditions for 
each of its client, the most important is communication with him. In classical terms the bank is 
able to communicate only while it lasted hours, or through an information desk that would work 
continuously. This way of doing business has created limitations in communication. 
Interactive able to communicate over the Internet is virtually limitless and the only question is 
the extent to which the bank has an interest to engage.  
Possibility of rationalization potentials of the bank. Bank transfer of certain services on the 
Internet, reducing costs, it is guaranteed to increase the number of clients that opens new office 
space, equipment, and that it hires new employees. This is especially interesting for those 
geographic regions where the bank has no branch network or a small number of clients. Internet 
banks can cover much larger geographic area without opening new branches. A large amount of 
information that a bank can put at the disposal of its customers are generally not available to a 
wider range of its users. This refers to the possibility of lending and loan at the best conditions, 
foreign payments, and other advisory functions 
Self-service banking is useful, both for the bank and for the user because the user has services 
24 hours a day, 7 days a week, a bank without increasing number of employees working 24 
hours a day. 
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Summary: The paper presents a neuro-linguistic programming, i.e. change management, skills 
of performing a constructive influence to others to achieve superior results through mapping 
and modeling of its own behavior. The paper explains the concept of NLP and indicates the 
need for its application, the second part of the paper explain process of NLP functioning and 
provides guidance on its application in practice and the third part connects NLP and 
management as the most dynamic category of people management and business systems and 
how to improve it.  

Keywords: NLP, neuro-linguistic programming, communications, mapping, modeling 

1. INTRODUCTION 

We are living in a world which every day becomes more and more complex. Knowledge of all 
humankind multiply every moment, progress of technology reaches into all areas of life, almost 
daily, in all scientific disciplines completely new insights take place. To keep pace with these 
developments, we need both new and already used roads of developing own personalities. 
Effective communication with others, a successful personal management, and ability to develop 
its own vision becoming factors that makes a successful business life. As a successful solution, 
neuro-linguistic programming, NLP hereinafter, gives results in all areas of personal and 
business development and progress. 
What can we do to be more successful than others are? Speed of change requires rapid 
adaptation and rapid adaptation requires finding new methods in business. NLP will show us 
how we can improve our business and ourselves. As an extremely effective method of change, 
NLP is a perfect implementation in the sphere of business. It is a versatile and dynamic 
methodology, which is constantly evolving through the personnel who apply it and still make it 
consistent with new requirements in practice, so NLP methods is the method of the future. By 
applying a systematic approach, NLP will lead to unconscious competence in the integration 
and development of skills and techniques that are used to strengthen the entrepreneurial 
capacity to enrich the portfolio of management skills, and personal growth. 
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2. NLP (NEURO-LINGUISTIC PROGRAMMING) 

What is neuro-linguistic programming? NLP is the study of the difference between average and 
exceptional and gives us the answers to the questions: why someone is so good at its job and 
why it is always better than others no matter how much others are trying? You may be surprised 
by the answer, but it is very simple - it is a successful communication. Originated in the mid 
‘70s when two young scientists, Richard Bandler, a mathematician and John Grinder, a linguist 
and a psychologist, started to explore what top professionals are doing to be successful. They 
were watching, listened while talking, and recording their movements, the way we 
communicate and at the end summarizing what it is that binds them together, shaped into a new 
set of communication skills. This means that NLP gives us the tool to understand how to create 
our experience and how to communicate with others and ourselves. For this reason, NLP has 
proven to be a powerful tool for personal and professional development and communication in 
all areas and especially in management and coaching. By learning and using NLP to master 
techniques that help us understand what we really want, to successfully accomplish our goals, to 
find new ways to solve problems and so on. 
"Neuro" refers to our nervous system, brain. Everything that happens around us, everything we 
experience, acting on our five senses, we see, we hear, we have some feelings about it. Based 
on information received and processed a man creates its own reality, i.e. the world map. 
"Linguistic" refers to the exchangeable  words, but that does not represent the only means of 
communication, but also a means of perception that shape our thinking according to their own 
values and goals that we want to achieve. 
"Programming" refers to the successful linguistic patterns that allow us a change, that is, 
through reprogramming of the behavior through these patterns. 
Therefore, the NLP communication model is based on the subjective study of language, 
communication, personal change and development. NLP includes a set of axioms, skills and 
techniques. It exposes the models of thinking, learning, motivation and change, revealing the 
way people receive and process information, and the impact of these processes on behavior. We 
can say that NLP is a system of successful internal structures and strategies that already exist 
and have proved successful in practice of excellent communicators. Neuro-linguistic 
programming offers a method that enables anyone to take the communication patterns of top 
professionals who have already achieved excellent results, especially at the professional level. 
In other words, using neuro-linguistic programming we can improve their communication and 
negotiation skills, to improve relations with other people, but also with themselves. The essence 
of NLP is modeling of successful examples from practices and implementation in its own 
behavior. 

3. HOW NLP FUNCTION - APPLICATION TOOLS  

"The map is not the territory" is the starting point of NLP. In practice, this means that every 
person has a unique "world map", i.e. view of the world, which in turn depends on its overall 
experience, its culture, environment, values, goals. This implies that communication problems 
arise precisely for the reason that people think that the interviewee has the same perception of 
concepts such as "efficiency", "success" and so on. There is no word in the language that all 
people experience on the same way. We all have our own "map" with which, based on the 
above-mentioned reasons, we filter information and create our own "maps". The key point in 
NLP is to recognize the "map" of our conversationalists and consequently correct the 
communication on our part. "NLP is a professional coat for wearing when you are working, but 
a way of understanding and behavior that is integrated in thought and action, precisely because 
it is derived from the thoughts and actions." [8] 
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Frames of behavior are a way of thinking about our own actions, which may be oriented to the 
result and not the problem, which in communication with business partners can be used to 
achieve their goals. Problem in communication, in most cases, arises from the concentration of 
the problem, not its result, which reduces its effectiveness. Asking how, and not why - helps 
understanding the structure of the problem, then feedback, i.e. failure (NLP says there is no 
failure, only results), is used to redirect efforts and making corrections; then the possibility 
rather than necessity - causes a shift of focus, considering what can be done, what choice do we 
have at the end the curiosity rather than presumption, are just some of the NLP tools. 
Questions to which answers can be obtained by applying the tools of NLP are: 

• How to improve the communication, the most efficient way to do that; 
• Learn to recognize the "map" of conversationalist; 
• How to model and implement NLP tools; 
• Learn how to integrate personal and team goals; 
• How to improve management skills 

4. NLP APPLICATION AREAS 

Although NLP is useful in everyday life, the main application of NLP is in business 
communication, fields for which the knowledge of NLP methods is essential, are generally 
those that require intensive work with people. 
Sale - one of the main applications of NLP is in sale. Let us ask ourselves what successful 
salespeople do? What is that that make stable their relationships with customers in the long run? 
All top salespeople use NLP, consciously or unconsciously. 
Management - managing people in large systems is one of the most important areas. Manager 
with experience can use NLP to expand the horizons about people. New methods will allow him 
to reveal their feelings, desires, goals and views of the world. As a result, we will have deeper 
relationships with employees, and thus increase their efficiency, and the efficiency of the 
company. 
Negotiation - the word means to negotiate in business communication, one who possesses this 
skill is one step ahead of its conversationalist. Today, thanks to NLP, it is possible to learn this 
ability. 
Human resources - given that human resources are now considered the most important capital 
of a company, search for them, their organization and integration in the company teams is the 
process in which the sense of people and their "map" of the world are crucial. 
Training and presentation - presentation skills and attention to keeping a hundred people for a 
long time is a real skill. NLP provides the ability to animate the people to overcome the ways to 
present, careful observation of the group, monitoring and management of unconscious 
processes of individuals and groups. 

5. MANAGEMENT AND NLP - HOW TO IMPROVE BUSINESS 

We have seen that interpersonal communication is now an activity that is on the priority list of 
skills that we must possess to be called successful. Communication is crucial for managers who 
need to make the successful team, continuously achieving superior results. As management 
functions now include a variety of human resource managements, it is needless to ask whether it 
is necessary to know, and above all apply NLP. 
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6. NLP BUSINESS PRACTITIONER 

NLP Business Practitioner training is one of the most important steps that can be made in the 
way of personal development because it offers the possibility of integrating the most effective 
NLP tools, during the seven modules, to create a personal experience and find the area of 
application that is most important for someone. The focus of training is focused on building its 
own success, the application of NLP tools in the process of changing behavior and achieving 
professional goals. Skills and processes that are in the process, help to identify what is the thing 
that motivates people around us and how best to convey the message to a party. The use of 
these NLP tools in the business environment, helping us to achieve a high degree of compliance 
with business partners, clients, and associates. 
NLP Business Practitioner is the training intended for: 

• Managers, salespeople and professionals who aim to improve their communication 
skills; 

• Mentor, coach who wants to find strategies and techniques necessary for accelerated 
learning and change unproductive behavior towards a constructive and productive; 

• People who want to be successful and continually enhance their professional 
effectiveness 

 
NLP Business Practitioner consists of seven modules: 

• Choose success - this module of training or exercises includes the basic components of 
NLP and provides an answer to the question what is the thing that makes the science of 
NLP success. It gives knowledge about what are the "pillars" of the success on which 
NLP is based on and knowledge to focus on the goal, perceptiveness and flexibility 
can lead to faster and easier way to achieve the desired results. Includes work on 
developing skill of rapid establishing of compliance with various conversationalist, as 
well as work on identifying and defining personal and professional goals; 

• Basic effective communications - communication NLP model helps us understand the 
structure of communication. It gives knowledge of what makes communication 
effective, it helps to master skills that will give us the opportunity to ask in every 
situation the  precise question, and how to question our own beliefs that are on our way 
to finish;  

• Advanced communication tools - the focus of the application of these tools is in 
negotiation, sales, motivation and public appearances. This module teaches us how the 
linguistic patterns can become our allies and how to inspire conversationalist; 

• Start the change - as we know, the change is basis of growth and development. The 
content of this module enables mastering NLP techniques that can be used when 
working on changing behavior, a gradual attention is paid to the most effective ways to 
initiate personal change. Activation of its own resources and building of the desired 
state will be the result of strengthening the internal representation of the desired 
outcome of future events; 

• Keep the change - how many times have we promised ourselves that we will adhere to 
the adopted positive changes that should enable us to further advance our career, but 
then quickly forget. Therefore, this section deals with one of the biggest challenges 
when working on the changes and to maintain the desired changes in the long run. It is 
committed to working with sub-modalities and anchors, parts of NLP that are crucial 
in generating long-term changes. It will teach us how to generate and keep the very 
condition of the resource in any situation and how to increase or decrease the 
emotional attitude towards situations, depending on whether they are positive or 
negative; 
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• Creating a vision - this module is dedicated to working on projects, long-term goals 
and creating a personal vision. It will teach us how to break down our business project 
into pieces that will enhance our motivation, which will include other people who are 
part of our system. Higher levels of motivation, creativity and prominent use of time 
represent the result of mastering this module; 

• Motivation strategies - as we know, our goals, projects and visions usually involve 
other people. Very often, the key to our success is tied to the success of our associates, 
customers, business partners, etc. For this reason, this last module is devoted to the 
important elements of motivational strategies for identifying and implementing 
creative strategies to work on projects. If we are not aware or do not know how 
important motivational strategies are, we should answer on some of the following 
questions, "How to motivate co-workers whose "glass is half-full" and how those who 
see the glass "half empty"?,"How our style of presentation, sales and management 
varies depending on who is ahead?". 

 
The experience of managers in the application of NLP in Serbia 
 
Metalac Gornji Milanovac - the first in NLP training 
Metalac Company from Gornji Milanovac first in Serbia recognized the NLP as a tool for 
business success. Believing that continuing education and training of employees contribute to 
good performance of business activities, almost all sales managers and executives have NLP 
Business Practitioner certificate. The statements of some of the employees in the company 
prove that it was a great move. 
"I personally believe that NLP is knowledge, skills and abilities that you just adopt because it 
really helps you to communicate, identify, design, and conduct your goals. I was fascinated by 
the ability to easily transfer knowledge to others, especially the ability to lead through the 
process in a way that helps others to integrate individual and team goals, individual and group 
incentives and, significantly raise the degree of probability that things will happen exactly as we 
want to happen." 
Jelena Petrov (coach and HR consultant in PRO-Consulting) says that the biggest challenge was 
to learn to respect other people's "maps". 
"There isn’t something that people will defend more than its picture of the world. Moreover, all 
those who collaborate in work and manage people are facing similar problems. Through NLP is 
shown how to not attack but to accept and understand other people's "maps" of the world, 
while others offer a new perspective and some alternative ways of functioning more effectively. 
This is crucial place where NLP makes or adds value. One part of my job is to assess other 
people and to talk with them afterwards. I managed to come to data that I need to work, starting 
from the preparation of a precise definition of objectives, development of filter observations by 
ourselves and by using appropriate models of precise questions"- said Petrov.[1] 

7. RESUME 

Neuro-linguistic programming today is called the paradigm of new learning. Science and 
technology has led to vast expansion of knowledge and power. The inevitability of participating 
in an increasing number of interactions with others and achieving top performance, impose 
human the need to search for new solutions that will have a factor of success. This is where 
NLP methods steps in, it is focused on goals and resources, and it is a method that offers 
innovative possibilities for improving relationships and creating positive changes. NLP is one 
of the soft skills of communication and influencing both itself and the other who will, due to 
internal changes, to perceive and communicate differently with us. We have seen that its 
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application is in all areas of business and gives excellent results and success in teaching new 
patterns, skills and communication techniques. It is an art that is constantly evolving, which 
means it is also a business tool of the future. 
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Summary: During the time of traditional structure and traditional functioning of the banking 
sector, customers used to have very little choice of financial services and distrubution channels 
through which banking instruments were forwarded. This rigid structure of  banks and weak 
competition forced customers to accept those banking services that were at their disposal, and 
also to accept highly priced financial instruments and distrubution channels forced upon them. 
Customers had no choice but to buy products and services according to a certain patern, 
without any opportunity to change them and to adjust them to their own needs. 

Trends in economy in the last two decades, changes that started in the 1990s and reached their 
peak in a global recession, all that had made a strong impact on the financial market. Stronger 
competition has made the banks embrace an uncompromising standpoint towards brand and 
service quality, as perceived by customers. The problem of customers' loyalty and their 
satisfaction, perceived as the main issue in survival of banks, has become one of the key 
subjects in scientific research. Due to the very sensitive nature of banking services that are 
under the influence of this very specific form of doing business, the question: which variables 
and criteria to choose when measuring customer satisfaction, becomes more and more complex. 

This paper aims to analyse the necessity of implementing brand and of creating service 
strategy, according to criteria necesary for customer satisfaction and commitment. Those two 
are the unavoidable conditions for any organization  to reach its financial goals and to, after 
all, survive in the long run.  

Keywords: consumer, brand, banking services, satisfaction.  

1. INTRODUCTION 

Customer satisfaction is the main reason why banks manage to keep customers they have 
already captured and to attract new ones. Satisfaction represents one of the main tasks for any 
organization today. Customers are the key source for banks, i.e. they are their most precious 
posession and the very essence of their business. 
Due to the rising competition in the last two decades in the banking sector, both in our country 
and abroad, the necessity to research customer satisfaction and commitment towards banking 
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institutions is becoming stronger and stronger. Customer satisfaction is an issue that concerns 
legal bodies, consumer groups, as well as managers. Satisfaction means fulfilling certain 
standards of products and services, standards of prices, delivery and quality. 
There are different opinions regarding consumer satisfaction and commitment. „Satisfaction is 
indeed the crucial element in the process of acquiring and retaining their loyalty, but the 
correlation between these two emotions remains an open question. In order to precisely define 
this process, feedback from customers is the key thing when measuring and managing customer 
satisfaction. Feedback that stems from research of  customer satisfaction is a valuable source of 
information through which we can see clear warning signs in case satisfaction tends to drop.“1 
A bank has to have adequate information base, i.e. database of its clients, in order to be able to 
measure customer satisfaction. „By creating a clients’ database, a bank is able categorize its 
clients according to their solvency, to be aware of the clients’ business relationship with the 
bank, and to quantify all the implemented activities.“2 
Lower levels of satisfaction will result in high expenses for the company. These expenses 
comprise lost income due to lost customers, investment in advertising, marketing and sales 
efforts, all in order to reach the previous level of operations. 

2. DEFINING CUSTOMER SATISFACTION AND MEASURING IT  

Мarket as a concept means a group of individuals and/or organizations that share certain needs 
and are able to participate in labour distribution in order to satisfy their own specific needs. This 
includes the following: wishes and needs, purchasing power, geographical region/area, 
consumers’ habits, attitude towards purchasing, etc. 3 
Considering that these are the intangible factors of consumer behaviour, the concept of 
satisfaction is abstract, and anticipation and management of satisfaction can be a complex and 
volatile processes. Customer satisfaction represents a function of customer perception and 
expectations; it can be presented as the following formula:  

 
SATISFACTION = PERCEPTION – EXPECTATIONS 

 
In this relation, customers’ expectations are seen as the probability of a certain event, from the 
point of view of a customer. This probability is based on consumer’s acquired knowledge, on 
his experience and on available information on the services that banks offer. Perception is seen 
as the grade for this effort in the very process of production and delivery of service. It is typical 
of banking services that  perception of a single service is created on the basis of perception of 
the whole set of services. This stems from the nature of banking operations where the consumer 
is forced to buy the whole ’package’ of services, i.e. to perform several related transactions 
within the same bank. 
From the point of view of a consumer, satisfaction means fulfilling or even exceeding 
consumers’ expectations, and the highest level of satisfaction is „customer delight“ when 
customer is elated. Reaching satisfaction is a continuous process which comprises many things, 
from service production or selection, to purchase of service. This process continues with efforts 
to secure a renewed purchase. The level of consumers’ awareness of this process varies between 
different individuals and is influenced by the characteristics of the person in question, such us: 
intelligence, interests, curiosity. Consumer competence is the foundation of a better service 

                                                           
1 Ljubojevic, C., Marketing of services, Stylos, Novi Sad, 2002, pp. 69 
2 Vunjak, N., Financial management, Faculty of economics, Subotica, 2001, pp. 181 
3 Dragan Rajevič , Market Segmentation, International Conference “Law, Economy and Management in 
Modern Ambience”, LEMiMA 2009, Soko Banja, Septembеr 2009 
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perception, as is the possibility to use this competence for improving this very same perception. 
Scientific reserach has identified three basic phases of this process: I – before purchase – 
consumer expectations are developed through propaganda, through „word of mouth“ or other 
tools for obtaining information. II – sales phase – consumer is experiencing the process of 
production and delivery of service. III – after sales – consumer realises advantages of 
obtaining a certain service. 
Roderick M. McNealy has created a model of consumer satisfaction which suits best the 
research of satisfaction among consumers of banking services. This model is divided into four 
phases:  

1. identifying consumers – who are the current and potential customers of this 
organization, and who are the customers that use our competition’s services. 

2. identifying consumers’ needs and expectations – this means to set forward priorities 
in needs and expectations, and to try to measure and grade them.  

3. grading consumers’ perception – every organization should understand how its 
customers perceive the efforts undertaken towards fulfilling consumers’ needs and 
expectations; 

4. developing action plans – an organization must develop a strategic plan of action, 
focuced on overlaping the gap between current level of performing and the level 
demanded by customers.4 

3. METHODS FOR MEASURING CUSTOMER SATISFACTION 

The main thing in banking is the quality of services they offer, as well as satisfaction of their 
clients and perception of their business activities. Nevertheless, many banks have difficulties in 
measuring consumer satisfaction. The main problem is how to find adequate methods and 
criteria that truly represent consumer satisfaction with banks’ services and with all the other 
aspects that banks offer. 
Research has shown5 that one in four banks uses „shadow customers“ (sales agents on a secret 
mission) with the task of visiting a bank and familiarizing themselves with the service quality 
offered to an average consumer. Apart from measuring their own service quality, shadow 
customers play an important role in getting insight on quality of process in competitive banks, 
i.e. in spying competition. Banks use these agents to grade quality of their services on the spot, 
on the banks’ premises, as well as to grade their telephone services. 
According to research, unlike the 25% of banks that do use shadow customers, one fourth of  
banks leans exclusively on financial reports when reaching conclusions on consumer 
satisfaction. When analysing financial reports, these banks reach their conclusion on consumer 
satisfaction solely on the level of income brought in by services offered, neglecting completely 
any field work. Generally, small regional banks with assets of less than 100 million dollars 
behave this way. One third of banks does not undertake any steps to measure quality, relying in 
part on their sense of closeness with the smaller number of clients served. They rely on 
subjective grades in terms of customers’ satisfaction. 
Nevertheless, just as shown in the first part of this study, „going with your own instinct“ is not 
enough for most of the banks that do use questionnaires, interviews and other techniques of 
customer relations when reaching their conclusions. 

                                                           
4 Ljubojevic, C., Marketing of services, Stylos, Novi Sad, 2002, pp. 71 
5 Cocheo  S.,Harris K.,Kirk A.: „Where Your Bank Meets It’s Costumer“ ABA Banking Journal, 2003, 
Vol.95, Issue 2, str.14 
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4. THE INFLUENCE OF  BRAND ON CONSUMER PERCEPTION OF 
BANKS 

McKinsey consulting has done a study6 with the aim of clearly defining the correlation between 
a customer and financial brand, starting from the phase of simple introduction with the brand, 
through the testing phase, to the creation of loyalty in customers. In order to understand how 
leaders in banking industry manage their brand’s performance, a study of 40 different brands 
had been conducted, comprising data that compare banking services, brokers products, credit 
cards and insurance packages. The crucial phases that show influence of brand on the level of 
consumer satisfaction can be thought of as a funnel: 

1. door opening (wide end of the funnel) – this is a correlation between those who show 
interest in the brand and those who are only aware of the brand; 

2. closing the deal (body of the funnel) – this is a correlation between those who have 
already tried the brand compared to those who have assessed the brand and are ready 
to try it out;  

3. retaining the client (throat of the funnel) – this is a correlation between those who - by 
buying the service repeatedly - confirm they are satisfied, and between customers who 
only sporadically use the bank. 

 
The next step in this study is testing the message sent by the brand. Using the benchmarking 
technique, this study compares the brand in question with all the very best names in the banking 
sector. Comparison is done at each of the three phases in the funnel, one by one. The aim is to 
determine how customers react to different messages within each phase of the funnel, from door 
opening, through deal closing, to retaining customers. 
Contrary to the popular belief, this analysis has reached the conclusion that factors of brand 
performance differ dramatically depending on the phase of the funnel. Therefore, a message 
adequate for consumers in the first phase of meeting with services is not suitable in the 
following phases. This implies that, by taking extra care in creating brand message, we can 
eliminate „bottleneck situation“, i.e. eliminate stoppages within customers’ satisfaction in key 
stadiums, and we can increase the number of consumers that follow up in the next stage. 
Combining the two approaches, „upwards“ and „downwards“, marketing people specializing in 
the banking sector can actually provide a solid base for the growth that will follow, maximizing 
effectiveness at the same time. 
The aim of every marketing professional is to improve brand performance during the whole 
purchasing process; to improve that whole thing that we call consumer funnel, from the opening 
stage, through testing, all the way to creating consumers’ loyalty. A study of 40 financial brands 
in 4 financial industries (banking, brokers, credit cards and insurance) – a study comprising 
1000 consumers - gave us significant results in the field of how brand influences consumer 
satisfaction and helps create commitment. 
Decision-making on what to buy was observed in all three stages that represent customer 
funnel. This categorization is also important when we consider the phases of life-cycle of a 
certain service that is being offered. New brands’ messages should be based on the door 
opening stage where customer awareness is created, while established brands should 
concentrate on encouraging customers to „close the deal“, i.e. to try out the service. They 
should also concentrate on keeping those clients that already use the bank. 
The next step in the analysis was finding attributes of brands, attributes that proved to be most 
effective in the various stages of funnel. In accordance with that, the aim is to create different 
messages for door opening, for deal closing and for customer retaining, considering that 
attributes of the most successful brands do indeed change in the various stages of funnel. 

                                                           
6 McKinsey, „Unlock Your Financial Brand“, Marketing Solutions Quarterly Journal 2001, Vol. 2, str. 18 
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Two most common traps facing marketing professionals are: creating a brand that is too wide 
and does not carry a clearly defined message, as well as creating a brand that is too remote in 
customers’ mind. The second trap is to create a brand that is inspired by ordinary standards of 
success - quality and uniqueness; the solution in this case would be a brand whose message is 
able to remove specific problems that customers have at the bottleneck phase. For example, if a 
bank has problems with attracting potential customers, its brand should be based on that very 
problem. If a bank, for example, has a problem retaining its customers, its brand message 
should be aimed at finding solutions to this problem. A large number of marketing people 
believe that only investment in brand in its opening stages of funnel shall bring considerable 
success. Analysis offered by McKinsey proved that this was wrong. It had been established that 
factors influencing brand performance vary considerably from one point to another in customer 
funnel. Therefore, marketing professionals who perform their research according to various 
stages of consumer funnel will indeed be able to remove bottlenecks much more successfully 
and will be able to bring increase in sales. 
 
Figure 1 – Factors that initiate the process of accepting the brand in banking and broker services 
 

 
 
 
            Door opening               Deal closing                 Retaining customers 
 

Banking 

clear and precise 
transactions wide range of services fast and accurate                                                                                                                                        

problem solving 

pleasurable cooperation Good telephone service 
consistent service 

 

valuable advice wide range of extra 
services 

consistent performing 

 

 

Brokers 

“customer-tailored 
actions“ fast deal-closing reliability 

“will not let you down“ keeping with trends privileged relationship 

“people like us use their 
services consistent service 

consistent service 

 

Source: McKinsey, „Unlock Your Financial Brand“, Marketing Solutions Quarterly Journal 2001,  
Vol. 2, cтp. 20   

 
The study compared services offered by banks and services offered by brokers, in order to 
identify appropriate attributes of brand message. 

 
AWARENESS 

 
INTEREST 

 
TRIAL PERIOD 
 

    ACCEPTANCE 
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Regarding door opening, banks were most successful with brands that were clear, precise and 
easy to use; brokers’ services did better with a personal image (messages of the following type: 
„people like us use their services“). 
In the deal closing phase, in which customers decide whether to buy or not, a desirable attribute 
for a bank is to offer a large number of various services. At the same time, the most successful 
broker companies were the ones with services that are consistent and fast. 
During the third stage of retaining customers and creating their commitment, demands put to 
banks and brokers are quite similar. Here we speak of providing consistent service, both in the 
banking and in the brokering sector.  
The biggest mistake that marketing professionals make is their effort to create a brand that 
carries all of these messages at the same time. Contrary to this, potential to increase 
effectiveness lies actually in using a message whose attributes are well adopted to every single 
stage of consumer funnel. 
The next step in this study deals with analysing the message that brand delivers. Using 
benchmarking techniques, this study compares best brands in the banking sector. They are 
compared individually during each of the three stages of the funnel. The aim is to determine 
how customers react to different messages at every single stage, from door opening, through 
deal closing, to customer retaining. 

5. HOW QUALITY OF BANKING SERVICE INFLUENCES CUSTOMER 
SATISFACTION 

Quality of banking service is a very complex term comprising several elements which, when 
analysed separately, influence customer satisfaction in various different ways. Therefore, 
determinants of service quality must be included into the formula of their relative importance; 
that way their individual influence on customer satisfaction and loyalty can be considered. We 
must also differentiate between directions in which elements of quality act. Increase in speed in 
information processing and client serving will result in increase in customer delight. On the 
other hand, improving reliability will reduce dissatisfaction. The following expression offers 
proof that customer satisfaction is not a linear process: dissatisfied > satisfied > deligthed > 
loyal. This expression is at the same time the paradox of the banking industry where we register 
a large number of clients dissatisfied with banking service, despite huge long-term efforts of 
banks to improve service quality and to bring delight to their clients. 
As a reply to a growing competition, as well as a reply to increased customers’ needs and 
increased pressures from consumers’ groups, the main players (banks) have undertaken certain 
steps to improve quality of service in the last ten years. These attempts include increase of 
speed in telephone calls, improvement of attentiveness and courtesy during „face to face“ 
meetings, as well as attempts to reduce waiting-in-line time, to improve ATM service, to 
improve banks’ premises and to increase availability of electronic and telephone banking. Apart 
from finding new ways to satisfy customers and to bring them delight, managers also have to 
undertake measures that prevent dissatisfaction with certain elements of (low) quality from 
escalating. 
Communication, i.e. ability to explain to clients all aspects of service, must not be ignored.  
Factors of high importance and with serious potential to displease require special attention. It 
has been proved that an organization cannot afford mistakes in this area. Since care and 
communication are a bit more neutral in their influences, more attention should be paid to 
functionality, security, reliability and integrity, as well as to the vital characteristics of banking 
services. Drawbacks of these factors will result in high degree of dissatisfaction. 
There are many areas where managers can discuss improvement in levels of services offered, 
which will result in customers’ satisfaction. Care (empathy and patience with clients), courtesy, 
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flexibility and reliability, all these virtues are not necessarily expected by customers, but they 
can significantly influence customers’ perception of a certain service. 
Factors of great importance with high potential to please, such as commitment and attentivenes, 
represent areas in which banks with the right approach can develop excellent image. Unlike 
courtesy, which might even be regulated, or responsibility which can be created through 
personnel routine, demonstration of loyalty and care is based on a true ability of front-desk 
personnel to feel empathy and to reply to each and every customer. It is also much, much harder 
to achieve. 

6. CONCLUSION 

Management has the task of managing operations in such a way that will ensure that employees 
and other persons in contact with customers in banks are able to offer clients high levels of 
satisfaction. In a service industry that has money and money-management as the object of its 
operations, personal relations and trust in a certain bank highlight the importance of interaction 
with customers and put it onto the same level with the service quality of that very organization. 
In banks that offer top customer satisfaction, every single employee has an important role in the 
process of supplying services. The most successful organizations have embraced the strategy of 
retaining current customers and acquiring new ones by employing continuous satisfaction over 
and above customers’ needs and expectations. 
Brand of a financial institution has much influence on creation of satisfaction. It has been 
established that in various phases of relations with customers - from meeting a customer, to 
testing and accepting bank’s services - different brand factors are employed. The aim is to 
determine how customers react in every single step of the way and to create the brand message 
in accordance with customers’ expectations.Quality of banking service is a very complex term, 
consisting of several elements which all, when analysed separately, exert different influence on 
customer satisfaction. Determinants of service quality need to be put into context with their 
relative importance in order to obtain a clear view of their separate influence on customer 
satisfaction and commitment. Also, one must point out the difference in regard to the direction 
in which elements of quality take action. There are factors that can influence satisfaction, and 
there are those that can generate satisfaction and disatisfaction. 
Due to the changes implemented by the government on the financial market, there is fierce 
competition. Therefore, only by excellent service of adequate quality and with the right timing, 
as well as with the appropriate marketing service strategy, can banks hope to influence 
satisfaction and loyalty of consumers and to create competitive advantages for themselves.The 
ultimate aim of banks’ marketing efforts is acquiring loyal customers who - with their 
continuous purchase of products and services from the same bank – mark the most profitable 
group of consumers and a valuable asset of any bank. 
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Аннотация: В статье рассматриваются подходы к определению конкурентной 
устойчивости предприятия, приведены определяющие ее факторы. Автор также 
обосновывает инструменты и уровни управления конкурентной устойчивостью. 

Ключевые слова: конкурентная устойчивость, инструменты управления 
 
 
Проблема обеспечения конкурентной устойчивости предприятий в современной 
экономике связана с необходимостью адаптировать бизнес к постоянно обновляющимся 
технологическим возможностям производств, к колебаниям рынка, изменяющимся и 
наращивающимся потребностям покупателей. Иными словами, качественно новый 
уровень менеджмента связан с нахождением баланса между поддержанием равновесия 
бизнес-системы (устойчивости) и стимулированием развития, которое можно 
рассматривать в некоторых случаях как антипод стабильности. Г.В. Бережнов, в 
частности, отмечает, что равновесие означает соответствие внутренней среды 
организации внешней среде, а также является управленческим императивом, нарушение 
которого может рассматриваться как организационная патология [1, с. 19]. Однако 
устойчивость можно рассматривать и как свойство развития. В литературе встречаются 
определения, подтверждающие это. Так, Е.В. Кулагина считает, что устойчивость есть 
способность экономической системы обеспечивать переход из одного равновесного 
состояния в другое за счет своего приспособления к равновесию и устойчивости 
внешней среды [2]. Проблема повышения конкурентной устойчивости, таким образом, 
связана, с одной стороны, с поддержанием стабильности предприятия, а, с другой 
стороны, с поддержкой стратегии развития.  
Конкурентная устойчивость предприятия зависит от двух групп факторов:  

1. внешних (число конкурентов, этап жизненного цикла спроса, зависимость от 
поставщиков, размер, число и характер потребностей покупателей, устойчивость 
цен, высота рыночных барьеров, региональная экономическая политика, 
законодательные нормы);  

2. внутренних (величина экономического потенциала, наличие резервов 
устойчивости, масштаб компетенций, стиль менеджмента, уровень и степень 
реализации инновационного потенциала). 
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Конкурентную устойчивость можно рассматривать как стремление предприятия к 
сохранению стабильности в конкурентной среде. Однако такая постановка вопроса 
противоречит стремлению организации к рыночному развитию, к усилению своих 
позиций на развивающихся рынках. Значит, в такой трактовке конкурентная 
устойчивость применима лишь для зрелых рынков. В условиях конкурентной борьбы 
при растущем спросе целью конкурентной устойчивости является обеспечение 
неуязвимости организации к действиям конкурентов, в том числе, за счет достижения и 
удержания лидирующих позиций на рынке, первенства в инновациях, в приемах 
конкурентной борьбы.  
Отсюда следует, что обеспечение конкурентной устойчивости – это процесс постоянный, 
так как требует фиксации переходных (нестабильных) состояний бизнеса и принятия мер 
по возвращению системы в конкурентно устойчивое состояние. Аналитический 
инструментарий для отслеживания текущего конкурентного состояния предприятия 
обширен. В нем можно выделить 1) методы матричного анализа; 2) методы, 
использующие различные оценки жизненного цикла; 3) методы описания конкурентной 
среды; 4) методы оценки конкурентных преимуществ; 5) экономико-математические 
модели оценки динамики показателей конкурентоспособности. Среди инструментов, 
позволяющих привести систему в устойчивое состояние с учетом нового качества 
конкурентной обстановки, можно особо выделить бенчмаркинг. Бенчмаркинг 
рассматривает предприятие как открытую кибернетическую систему. Система 
бенчмаркинга предполагает наличие нескольких подсистем. Операционная подсистема 
отвечает за трансформацию ресурсов в готовую продукцию. Подсистема мониторинга 
обеспечивает выработку контрольных показателей и проведение регулярных замеров в 
конкурентной среде. Стратегическая подсистема определяет стратегию развития и 
конкретизирует шаги по достижению устойчивого состояния.  
К проактивным инструментам поддержания устойчивого состояния в конкурентной 
среде можно отнести инновации. Действительно, инновационное развитие предприятия 
служит гарантом его конкурентной устойчивости. Источником инновационного 
развития, как и развития в целом, являются противоречия. Одним из способов 
инновационного развития, чаще вызванного внутренними противоречиями, является 
саморазвитие, предполагающее переход организации на более высокую ступень 
развития. Можно согласиться с Д.А. Новиковым, который отмечает, что в управлении 
инновационным развитием фирмы, которое скорее относится к проектной деятельности, 
наиболее существенную роль играет именно саморазвитие, а не гомеостазис, 
характерный в большей степени для процессной деятельности [3, с 9-10]. У Д.А. 
Новикова инновационное развитие рассматривается либо как средство обеспечения 
стратегического преимущества организаций, специализирующихся на инновационной 
деятельности, либо как вид деятельности, продуктом которого являются конкретные 
научные результаты, которые могут использоваться как основа нововведений в других 
отраслях. Нельзя согласиться с этим мнением полностью, так как речь, по нашему 
мнению, идет не только об организациях, в основе деятельности которых лежат 
инновации. Инновационность развития может быть присуща и предприятиям, которые 
используют инновации как инструмент для совершенствования своих бизнес-процессов 
или выпускаемой продукции, а также для обеспечения конкурентной устойчивости.  
Можно сказать, что целью управления конкурентной устойчивостью является 
достижение устойчивых конкурентных преимуществ на основе гармоничного развития. 
Пути приобретения конкурентных преимуществ различны. Согласно 
институциональному подходу конкурентное преимущество рождается от интеграции 
фирмы в окружающую бизнес-среду, то есть качество связей предприятия и 
эффективность его вовлечения в бизнес-социум в виде результата дает новые 
компетенции и выгодные отличия. Рыночная концепция видит появление конкурентных 
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преимуществ как результат приспособления к рыночной борьбе, к специфике отрасли, 
который выражается в рыночной позиции. В ресурсном подходе источником 
конкурентных преимуществ является уникальная комбинация оригинальных и 
труднокопируемых ресурсов предприятия, то есть в этом случае велика роль 
управленческого вклада в создание такой комбинации. Независимо от того, какой подход 
выбран для приобретения конкурентного преимущества, выделяют три уровня 
управления конкурентной устойчивостью [4]. Первый уровень характеризуется 
способностью системы управления устойчивостью достигать качественных параметров, 
которые определяются через активность, мобильность, гибкость, надежность. Второй 
уровень связан со способностью поддерживать устойчивость, выражающейся через 
организованность, универсальность, результативность, управляемость. Третий уровень 
связан с формированием системы нормативных параметров финансового, 
технологического, социального развития и способностью следовать им без отклонений.  
Таким образом, процесс управления конкурентной устойчивостью связан с реализацией 
не только традиционных функций менеджмента, связанных с планированием, 
организацией, контролем, мотивацией, но и с выполнением специфических задач 
определения баланса между необходимостью сохранять стабильность деятельности и 
развиваться. Кроме того, управление конкурентной устойчивостью связано с выбором 
инструментария поддержки конкурентных преимуществ, с определением источников 
инноваций, с накоплением потенциала устойчивости.  
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Summary: The author points out the key points of the re-engineering process, as well as the 
needs of the organization of modern enterprises. The fact is that the concepts of business today 
are far different from the period thirty years ago. New approaches to managing the company 
include the application of modern methods and techniques to successfully operate in the 
organization of business enterprises, providing a chance for a better market performance and, 
of course, contribute to strengthening the competitive position of companies in the market. It is 
applied to the current knowledge of major resource companies. Domestic companies do not use 
this resource in the best way, and it is necessary to improve the position of the company, 
actively working on such a modern approach. 

Keywords: re-engineering, management, competitiveness, innovation, productivity and 
knowledge 

1. INTRODUCTION 

Modern industrial relations, the competitive relationships become more complex every day. The 
globalization of markets, global companies, global product, it all makes a modern business 
system where small companies, like companies in our country, must adapt. Methods and 
techniques of competitive development and acquisition of competitive capabilities, which have 
been used up to the nineties, no longer apply. In order for organization to establish, maintain 
and develop competitive advantage in the market, must be innovative. Rapid technological 
changes require new philosophy in the study of business management. In such circumstances, 
re-engineering comes into play. Reengineering can be defined as fundamentally re-thinking and 
radical re-planning of business processes to achieve dramatic improvements in key performance 
such as: price, quality, deadlines, services and so on. 
Unlike traditional methods that attempt to improve efficiency by modifying the existing 
process, reengineering means that some process or processes work in a completely new, and 
often in a completely opposite way than the previous way of doing business. Reengineering is 
not a simple redesign of business processes in business systems. It means fundamental and 
radical change of organizational processes, eliminating the old system, philosophy, etc., 
introducing new ones that enhance the performance of the products or services. Precise analysis 
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shows that the two key words in reengineering and to - dramatic and fundamental .Everything 
else is resting, or in connection with these terms. Dramatically, it means that they do not 
perform cosmetic grooming or beauty organization but the destruction of everything that is old 
and outdated. Fundamentally, reengineering means a change is made at the base, base, 
foundation, or in all parts of the organization and processes. In order to implement 
reengineering, it is necessary to define the management strategy of the business system. 
Strategy depends on the quality and performance changes. The rules and principles of 
reengineering as management techniques are universal. Any unrealistic emphasis on the specific 
business systems in terms of re-engineering is the first sign of weakness and reluctance to this 
complex and responsible task approached with all seriousness. There are many successful 
examples of corporate re-engineering developed countries, primarily the U.S., which in this 
matter is still gone. 

2. EFFECTS OF THE REENGINEERING PROCESS 

The objectives of reengineering can be different. They occur depending on the needs of the 
observed companies, its activities or decrease in future activities. Some of the goals of 
reengineering are: 

• Increasing the flexibility in operations, 
• Greater efficiency and effectiveness, 
• Competitive advantage, 
• Reduction of costs, 
• Increasing productivity, 
• Customer satisfaction. 

2.1. Increased flexibility in operations 

Increased flexibility is essential for any company, especially for large industrial systems, which 
are often bulky and, above all, inert to change. As such, they cannot do many things, efficiently 
and effectively. Reengineering and the introduction of radical and dramatic changes reduce 
inertia and increase the speed in many areas of management processes, and beyond. In 
organizations before re-engineering, "Bigger fish eat smaller fish"; in organizations that have 
been redesigned by the principles of reengineering "Quicker swallow slower." Between those 
things, there are important qualitative differences, as in "the job nothing is appreciated 
performed job."1 

2.2. Greater efficiency and effectiveness 

The problem of efficiency and effectiveness is that all things in the company work properly. If 
an industrial company is not efficient, it means management has not done enough, and should 
increase its involvement. Reengineering the organization achieves typically greater efficiency 
and effectiveness. They are aimed at buyers, consumers, and far less on internal problems. 
The neglect of the success or effectiveness and efficiency leads to changes in operating system 
design that is an end in itself. This approach produces only costs, deceptive management and 
employees to be doing something in the system, and essentially nothing is going well. 

                                                           
1Privredna gospodarska komora Bosne i Hercegovine,»Reinženjering proizvodnih poduzeća»,Kantonalana 
privredna komora Tuzla, 2012. godine, p. 93   
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2.3. Competitive advantage 

Commercial systems have been redesigned by the rules of re-engineering exercise greater 
competitive advantage in the long run. This is an important effect of monopoly companies, 
which will be due to antitrust legislation and the need to fight for the place. 
In addition to anti-trust legislation in the world is against monopolistic companies to create a lot 
of subjects of branch based type that enhance the entrepreneurial sector to invest in certain areas 
that are subject to monopoly. The interest of each state and society in the introduction of 
competition in many ways, what was once Jacob Kindleberger2 said in his statement, "Do not 
kill the competition, because in that way you are saving yourself. Moreover, weak competition 
is good and strong is a blessing. I thanks to God for the competition. "This suggests that 
competition must be treated as a necessity of competition, which makes the game interesting 
and meaningful in terms of self-certification of participants. 

2.4. Reduction of costs 

Improving competitiveness is possible through the reduction or reduction of all types of costs. 
The consumer or customer, look at overall sales price of these products. He is not interested in 
that subject in the distribution channels work well and which badly. He is interested only total 
price. The customer buys the product, if he applies to it more than you paid. No one can make a 
profit in the production, if the buyer does not make a profit by purchasing a product. The task of 
management to redesign the company is to provide the best service possible, but at the lowest 
possible price and other benefits, which is possible only through cost reduction. 

2.5. Increasing productivity 

As a rule, most companies after the re-engineering have higher labor productivity. The 
relationship between production employees is advantageous; inter alia, for the abolition of 
hierarchical levels, creating a shallow organization, elimination of functional managers and so 
on. Many executives have slowed or prevented before inventnost than they contribute to 
efficient work. 
A number of managerial levels in the new organization are reversed, and the lead role is taken 
over multi-functional teams that perceive problems and on the spot decision to bring an issue to 
be resolved. This completeness is approaching the point where the problems start and 
competent team with a synergistic effect can achieve much higher levels of efficiency than in 
separate and individual work. 
Reacting at the right time3 - if we are to meet the customers, we need to think of all twenty-four 
hours, 365 days a year. The right moment is not the one who thinks that the seller is genuine, 
but the one set by the customer. 
Creating opportunities to demonstrate flexibility4 - In the past, a consumer who has requested to 
do something the way he wants, considered a very "difficult" customer or the customer, which 
are expensive to serve. Many have fled from such buyers, and the offer itself was less than 
demand. 
The seller chose with whom they want cooperate and who will be his customer. It is considered 
that the company cannot get a satisfactory grade if they do not do what the customer requests it, 
even more than that. 

                                                           
2Galogaža,M., »Reinženjering i repozicioniranje RS i BiH», Panevropski univerzitet Apeiron Banja Luka, 
2007. godine, p. 83   
3Jurković,M.,Jurković,Z.,Buljan,S.,Mahmić, M.,»Reinženjering proizvodnih poduzeća – razvoj i 
modernizacija proizvodnje», Univerzitet u Bihaću, 2011. godine, p. 223   
4Jovanić, G.,»Reinženejring poslovnih procesa», Savremena administracija Beograd, 2010. godine, p. 403   
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Providing comfort and fun5 - Customers today want comfort and entertainment, all at lower 
cost. They want the culinary surprises. Many large business systems and their branches 
resemble to a sort of attraction than the company that produces and performs sphere of 
operations. 
Providing additional benefits to consumers - Many companies are trying to turn customer 
wishes into action. Creative organizations create new products and new features in their 
application. Consumer is not interested in internal problems. He is interested in the problem and 
strives to meet the maximum. 
The orientation to the future needs of customers6 - manufacturers are the ones who need to 
create new value for consumers. Those who first created the new values have the greatest 
success in business and customer awareness - the consumer. 
Warranty for all7 - Warranty terms have become the rule and an element of non-price 
competition. By which time manufacturers or retailers guarantee a certain performance is 
significantly extended in the future will be even longer. 

3. PRINCIPLES OF APPLICATION MANAGEMENT SYSTEM IN 
OPERATING COMPANY 

To be able to talk in general about how to operate the company in any of the operational 
strategy, it is necessary that the company be founded on certain principles in the work8: 

• The principle of similarity of function of living things, people and enterprise structure 
and homeostatic effect of company structures; 

• The principle of sustainability, the ability to maintain an independent existence, 
existence in a given time and other environmental conditions from the standpoint of 
security needs, quality of life and non-infringement able to meet the needs of 
development and living conditions of future generations; 

• The principle of competition, efficiency and quality, which should result in the 
creation and maintenance benefits for the customer and the difference in the market 
over the competition; 

• The principle of the necessary minimum that should result in effectiveness in any time 
and at any place 

• The principle of repetition unambiguous determination, with the ultimate goal of 
employee loyalty manifests cultural enterprises, and the loyalty of customers, users, 
suppliers, banks, etc., manifested by repeated purchases, cooperation, etc. 

• The principle to maintain invariance under conditions of intense changes, which 
should contribute to ongoing creation of benefits for the customer and maintenance the 
difference in relation to competition, to continuously support changes. 

• The principle of simplification flow and structure, with the primary purpose of the 
simple solutions that contribute to the participation of all employees in the process of 
creating enterprise benefits, and the difference to consumers over the competition. 

• The principle of the functional benefits of the enterprise 
• The principle of effective range of managing company 

                                                           
5Jovanić, G.,»Reinženejring poslovnih procesa», Savremena administracija Beograd, 2010. godine, p. 405.   
6Radosavljević, Ž.,»Menadžment znanja, ili znanje u menadžemntu», Cenatr za edukaciju rukovodećih 
kadrova, Beograd, 2008. godine, p. 331   
7Privredna gospodarska komora Bosne i Hercegovine,»Reinženjering proizvodnih poduzeća»,Kantonalana 
privredna komora Tuzla, 2012. godine, p. 259.   
8Privredna gospodarska komora Bosne i Hercegovine,»Reinženjering proizvodnih poduzeća»,Kantonalana 
privredna komora Tuzla, 2012. godine, p. 268 
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• The principle of eliminating embedded restrictions  
• Principle of working groups 
• The principle of settlement needs to satisfy the requirements and problem solving, 

achieving goals and use of motives and motivations of participants in work processes 
• The principle of motivation, achievement productivity climate and concern about the 

position of companies in the market, so that each employee is responsible for the so 
created for the benefit of consumers and achieved distinction in the market over the 
competition, with simultaneous satisfaction. 

• The principle of ensuring the quality of life of participants in the labor process 
• The principle of the integrative action of the function, organizational, and jobs in the 

enterprise structure 

4. RESUME 

Reengineering, as a process of change, is one of the key questions of survival of the 
organization. This term does not include a unilateral change in business systems, but it comes to 
dramatic, radical, fundamental changes in the business. It is for this reason, and scrutinized 
methods, changes, effects of the reengineering process. Effects of reengineering can be more or 
less achieved in any business system.  The re-engineering as a process is universal. 
Regarding goals achieved by this process, they concern primarily the growth of flexibility, 
competitiveness, lowering costs, increasing productivity, customer satisfaction, etc. 
In order to implement reengineering, it is necessary organization to accurately define the 
principles on which to base business and the introduction of the new system work. 
Further, it is necessary to define and analyze the motives and efforts of employees to develop 
better products and better organizational culture, which is achieved partly through the definition 
of product characteristics, and partly through the sources and effects of changes in the company 
- the system. 
The ultimate effect of process reengineering is a radical change in operations, business 
objectives, motivation of employees, product quality, etc. Management companies should be 
directed towards changing marketing environment and the enterprise in a way that consumer 
satisfaction is met at the higher level. 
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Summary: In today's business environment, characterized by uncertainty, it is more difficult to 
manage organizations. The goal of this paper is to show that without investing in a symbiosis of 
knowledge, research and business there is no progress. The task of modern management is to 
create organizations that will be teaching through the process through its life cycle. In the long 
term, success only those who are willing to innovate, to experiment and are responsible for new 
ideas will be successful. Retention at a high level, a strong corporate culture, steady growth, in 
a word and stability ahead of the competition, will achieve only one organization, with 
management at the helm, which places an emphasis on knowledge economy, new ways of 
managing and building relationships. Such a management knows the value of the organization 
makes potential employees, and it will be used only if employees are motivated to do so. 

Keywords: management, learning organization, knowledge, innovation, masterful 

1. INTRODUCTION 

The main characteristic of the natural and social order is that they are in a constant process of 
change. Once established the state remains so briefly, rapidly changing and there is 
establishment of a new qualitative state, which again, as before, is briefly retained. And so 
on. People, with their innate ability were creating, create and will create the processes of 
transformation, using all its available resources, with the aim of mastering the order that is 
constantly changing. 
In order for management of a company adequately answer the challenges of modern business, 
such as the struggle for markets, shortening product life cycle, rapid technical change, etc., it 
must be innovative. It has to improve employee management skills to make them successful 
employees, satisfied with their job and motivated to work. That is, it must create a working 
environment in which to initiate, support activities and behavior of employees, which leads to 
constant learning, knowledge sharing and personal development. Only in that, way the 
productivity will increase, and they will respond to consumer demands. In these organizations 
are always moving forward, in the sense that they are not satisfied with achieved goals. 
The foregoing shows that good actors in a competitive battle, on the market will be those who 
have gained more knowledge and skills, i.e. those who are curious, with "pioneering spirit" and 
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who have the desire for knowledge that will encourage them to discover and use the 
professional secrecy in the exercise of champion (masterful) results. 
Top results are looking for the top managers. These are the managers who are open and curious, 
who are experts in the implementation of ideas through the work of others i.e. they are experts 
in learning and work through others. They share their knowledge; learn the art of managing 
younger counterparts, creating good relationships in the organization and creative teams. This 
creates a critical mass of masterful managers in the organization. Their combined forces with 
the vision and discipline create an organization that is constantly renewed, constantly going on 
and ahead of the competition. 

2. THE LEARNING ORGANIZATION 

"Old Economy" was based on standardized production, a stable hierarchy, even autocratic, how 
to manage the business systems and national economies brought prosperity and competitive 
advantage. This order was strong from 30’s of the second half of the twentieth century to the 
early 70's of XX century. Upon this follows crisis and in response to them a "new economy" 
was created that is global in character and where the only certainty is that is constantly 
changing. Those organizations, from multinational to the smallest ones, who have realized that 
still thrive, grow and get rich. They changed the course of business, continuing invest in 
knowledge and technology at all levels, to achieve the desired goal and so became learning 
organizations. All others that do nothing, do not perform adaptation to changes, will not work 
and will experience the fate of extinct species. 
The learning organization adapts to challenges by encouraging continuous learning, education 
and improvement of existing resources, both individually and collectively. This creates a more 
productive workforce, which corresponds to the modern concepts of business. Intellectual work 
creates most of the economic values, and knowledge is the foundation of successful 
organizations. The above-mentioned helps creating innovative climate, or in such 
organizations there is free exchange of information and ideas. Employees are open to each 
other, they are more flexible, willing to cooperate without prejudice, and interpersonal 
relationships are built on trust. The opinion of each employee is respected so each employee is 
involved in identifying and solving problems. Employees are the primary force of these 
organizations and they provide the most to organization. 
The point is to change consciousness. All must participate in learning; it is a process without 
end. Those organizations are capable of learning faster than the competition will help build a 
competitive advantage in today's turbulent and unpredictable business environment. 

3. IMPROVING PERSONAL MANAGEMENT SYSTEM 

"People gradually acquire new knowledge throughout life, but are not able to gain complete 
knowledge about the reality of the natural and social order."1 Managers are particularly 
interested in acquiring new knowledge and personal development, in order to efficiently and 
effectively manage people in business systems. Every man is another story. Two are no two 
same people on the planet Earth. This shows that there are no two identical personal 
management systems. 
Manager its own system of managing people in organizations builds and builds, first, by 
presenting and evaluating their own potential. It is necessary to always be compared with 

                                                           
1 M. Radosavljević, V. Vučenović, Holistička tehnologija uspešnosti – kako postati uspešan, FORKUP, 
Novi Sad, 2011, p. 17 
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those who have greater success in achieving goals, because they are an incentive to initiate a 
competitive spirit and desire to be better than others are. Every man, manager, has unique 
potential, interests and behaviors. According to them defines its objectives and sees real 
possibilities for achieving them. 
Besides education of the manager, defined in the family, school, and social and cultural system 
in which it matures, it is important to master the knowledge of the implementation of defined 
objectives. The existing management systems lead a technology management system to new 
original levels. In order to manipulate them, it is necessary to constantly learn and practice 
that, observed for the longer term, create new knowledge and lead to innovations. 
Innovations arise in business environments that provide freedom to employees and allow 
heterogeneity in business behavior. They require special management and control system, 
because they do not suffer formalized, centralized form of government. It is therefore important 
for professional managers to know people and work with their employees to take an interest 
in their successes and any problems, to respect them and respect their opinions. Because if they 
know will help them gather around a common interest and will fully utilize the entire potential 
for the realization of objectives. 
Of the managers are asked to be able to quickly learn about the characteristics of their 
employees to easily assess their skills and other resources. That he will be able to do so only 
through a proper process of communication. Communication skills could be taught through 
many years, through careful listening and observation.  Those managers who want to become 
"masters of their craft" know this very well. They are trying to listen to those from which they 
want to learn and master management skills, to carefully observe, listen and when they do not 
speak directly, respect their work and are always interested in their work. 
In order for manager to perform its job in the professional way he has, of course, gradually, to 
build the value of their personality, that is through its work to gain respect and create a personal 
and professional (expert) authority. This is achieved through learning, the implementation of 
existing knowledge and skills development and training in the activities they want to achieve 
top results. Also important is the openness towards people and willingness to help others, 
because it is a requirement to exchange information and review their own achievements and 
further upgrades. 
Only those managers who knows what they wants, i.e. clearly defined its goal and constantly 
work on its self-organization and self-efficacy, improve their existing personal management 
system and becomes successful professionals. 

4. INNOVATIVE MANAGEMENT 

The concept of management under the influence of constant changes in the environment and the 
organization suffers changes, which is the logical development of the organization and its 
management. Once these are radical changes and sometimes the changes are of "cosmetic" 
nature. Management has to live with changes, to adapt them and not only that, but it is desirable 
to create them. In the contemporary business, that performs an organization who innovate and 
its corresponding management, so-called, innovative management. Such management is made 
not only of professionals who efficiently and effectively direct the work of the organization and 
its overall resources to achieve the set goals, but they are broadly educated, professional, 
competent and creative staff. 
Innovative management as its basis has an innovation as basic resource.  To innovation is 
coming by creative thinking. Creativity generates new ideas, which in turn is caused by 
individual human potential. The task of innovation management is to create a favorable 
atmosphere in the organization, in which each individual will have a chance to create ideas. In 
such an organization will be operated under the principle of "creative chaos", which is a known 
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target, but how an individual chooses to achieve the goal and they are varied and 
flexible. Practice shows that whenever employees have the freedom to decide how to do some 
work, that he generally worked more effectively than if it was working on the principle of 
tutelage. 
Innovation is the implementation of new ideas and creating the conditions for newly created 
intention or action become useful work and be useful. Innovative management is the opposite of 
conventional management, which has the task of establishing order, control and 
sanction. Innovative management, rather than uniformity of classical management, in the work 
organization encourages, values the diversity of the business environment, hierarchical levels, 
deletes authority, and puts the knowledge and ideas, most valuable resource. 
Innovative management aims to create good, healthy relationships and eliminate the conflicts as 
a source of some problems. Nevertheless, that same so-called management encourages 
professional, creative conflicts, which are permitted and desirable in the innovative 
organization. In such organizations are exempt from the innovators in classical forms, for 
example, adherence to working hours, are not obliged to act according to certain operating and 
technological regimes, no deadlines, no norms, and so on. Thus the slogan, "Yes, you will 
work, but you will also have fun", an authentic incontestable business culture and not only 
business success but also success for humanity, the biggest brand in the world of "Google", says 
a lot about why it is necessary to give more attention to people’s choice. We are looking for not 
only knowledgeable and experienced people, but people who are open to new ideas, people who 
take initiative, who are patient, persistent, etc. All employees at headquarters called the "Google 
Pack" are obliged to spend one day in a week spent doing nothing. "Google" calls that day the 
innovation time. How much this motivation technique is successful, demonstrate fact that some 
of the most popular solutions were created just this way. 
Innovative management puts employees know that they will not be penalized if the search for 
new methods, techniques and ways to work more efficiently, make mistakes, and even 
damages. Because, thanks to the people who are not reconciled with the existing ones, which 
have struggled to find new and generally more efficient ways to achieve the defined goals, all 
humanity made progress. 
Of course, carriers of innovative management in time run out of energy to create an innovative 
atmosphere, because there is a need for changing management in innovative systems. New 
people in management brought changes of style that has a positive impact on organizational 
performance. 

5. MASTERFUL MANAGEMENT 

Increase of the overall world population and the development of the global market increase 
competition in the production of goods and services, which actually means a battle for 
survival. To survive, organizations must continually increase their efficiency and effectiveness 
in its operations; otherwise, it will stagnate and will be exploited by competitors. 
Moreover, it will survive thanks only if management is appropriately involved in the search for 
new, modern ways to increase business performance. It is the management who is the leader in 
all areas of administration and management of the organization and which has a significant 
impact not only on the success of the organization, but has an impact on the success of the 
national economy. Such management achieves superior business results and is called a 
champion or a masterful management. Maestro or a master is the notion that "usually refers 
to professionals who have attained the highest level of artistry and skill in performing a 
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task."2 Such management primarily encourages and supports all new and quality previously 
unknown methods, techniques and technology in achieving the objectives in the management of 
organizations. 
"The basis of masterful management is creation, accompanied by brilliant discoveries and ideas 
that have not been applied in management. Maestros never meet existing solutions, whatever 
kind of quality they were."3 Of course, the result is the most important, because without the 
results there is no champion, i.e. maestro. 
Masterful managers are engaged in business development and improvement and functioning of 
an organization. They have no fixed working hours or are forced to spend their time in office; 
we can say they do not much buy they work smartly. They are characterized by a number of 
interdisciplinary knowledge and skills that they know the right way to realize in practice 
through the processes of organizing, directing and control of the organization. The main 
characteristics are creativity, invention and innovation, training, perseverance, ingenuity, and 
scientific. Masterful managers do not have one, but many of cited characteristics. The 
characteristics are mutually dependent, and often one without the other does not represent a 
value for itself. "4 
According to numerous scientific studies, people every day use only 5% of its total potential, 
and about 95% remains unused. Those people who are aware of that have greater potential than 
others, and use them in whole, in relation to other people, more effectively achieve the desired 
goals, and in the organizations they work, they are working with much less effort and more 
satisfaction, than other employees, have greater efficiency and effectiveness in business and 
thus become maestros in their profession. In the specific ways, they achieve defined goals in a 
short period of time using the available resources. Such people are dominant in their own, not 
just the business environment, but also in the environment. Capital owners always want these 
people for themselves, i.e. that they manage their capital, solve problems, build quality 
relationships and motivate their employees to devote the best part of themselves in their work, 
and for such managers we can say they are as “maestros of a great orchestra.” 
An important characteristic these managers possess is the ability, to create incentive 
motivational culture of the organization and carry out the selection of personnel who will accept 
and adapt to their system of work and behavior through their work. They know how to invoke 
the so-called professional conflicts that give birth to a radical, in some cases, a revolutionary 
solution in terms of business management system. 
Management formed in the period of industrialization humanity was intended, primarily, for the 
maximization of profits for the owners of capital, regardless of what happens with the 
resources, environment, etc. Professional management was looking for new ways to maintain 
and, furthermore, the dispersion of the current situation of industrial society. However, a gap 
that has always exists between wishes and reality in people forcing them (and still does) to find 
unused methods, methods and techniques to achieve its goals. Exactly that those managers who 
are called maestro in managing organizations, as each new age requires new management 
expertise were doing. 
The new experts in management, i.e. masterful managers in their work rely on knowledge, 
experience, facts which are supported by scientific research, scientific discoveries. "In that 
sense, the large international corporations, associated with elite universities, but they 
themselves, represent the universities, because they constantly learn. Professors of elite faculties 

                                                           
2 The term maestro is of Italian origin, the Latin magister, means a great master in the creation of musical 
works, music teacher, a great chess player, gentleman, etc., M. Vujaklija, Leksikon stranih reči i izraza, 
Prosveta, Beograd, 1991, p. 508   
3 Ž. Radosavljević, Menadžment znanja i(li) znanje u menadžmentu (Od predvodništva do maestranosti i 
dalje ...), CERK, Beograd, 2008., p. 112   
4 Ž. Radosavljević, Menadžment znanja i(li) znanje u menadžmentu (Od predvodništva do maestranosti i 
dalje ...), CERK, Beograd, 2008., p. 115, 116 
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participate in making important business decisions of corporate, as well as corporate presidents, 
CEOs participate in the department, and scientific and technical council of business schools and 
faculties of business studies and thus connects theory and practice. The benefits are multiple, as 
experts from companies in the communications with universities refresh their knowledge, while 
corporate managers participating in the schools can transfer the practical demand."5 
This indicates that there has been an inevitable connecting of science with professional 
management, that is, scientific-technical progress as a basis of power of the modern business 
management system. Thus, the modern scientific knowledge embedding in management 
processes, they take new qualitative forms, and in accordance with that, take the development 
of the society.  

6. RESUME 

In the following years changes will be faster and competition stronger. Business system having 
the potential to overcome the speed of changes and uncertainty of time, will be able to learn and 
apply gained in practice, to implement original ideas and new approaches to solving problems 
will successful achievement of its goals. Peter Drucker in his book, "Management Challenges 
for the 21st Century" talks about the skills of management that needs to be developed "today" in 
order to be successful tomorrow and says, "Anyone who waits until these (challenges) become 
trendy, top-priority buzzwords will be left behind". 
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Abstract: The main objective of marketing activities of the company is the customer satisfaction 
in order to meet their needs and desires, and achieving sales and profit in the long run. 
Consumers are examined, when they first met with the product, their belief and opinion about 
the product, in any way make the decision on selection of brands and how satisfied they are 
buying a certain product. Decisions made by consumers are the result of the influence that 
comes from the social environment. The primary impacts are related to the role and status of 
the individual in society. The consumer does not live in isolation in society, but belongs to 
certain groups, and within that group has a role and status. Role in society determines the set of 
activities to be performed, while the status is a measure of achieved success in society, in 
relation to others. Status in society can be achieved by birth or acquisition. Impact of a small 
group on the behavior of consumers introduces reference group theory in the marketing 
concept. 

Keywords: consumer knowledge, reference group, the leader, conformity 

1. INTRODUCTION 

The group can be defined as "a set of individuals who contact each other within a certain period 
and who have common needs and goals."1 Groups operate in a microenvironment of consumers, 
and they are the key of how people socialize and learn, so understanding of consumer behavior 
rests on the understanding of the group - so-called “The Asch Phenomenon." 
Different groups in society, whose norms serves as an ideal, model or negation, influence 
consumers, regarding what individuals sees as an acceptable or unacceptable behavior. Groups 
are defined as some kind of guide, framework and recommendations for the conduct of 
individuals in specific situations. Every group in society is developing its own standards of 
behavior, and affiliation of individuals can be expressed by one or more groups, and is variable 
in time. Interactions and relationships in a group of people, changing old habits and adopt new, 
through the processes of information, value systems, comparisons with standards, emphasizing 
similarities, status, etc. If the individual takes the characteristics of the group as a reference for 
modeling their behavior, then it is a reference group. 
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2. DEFINITION AND IMPACT OF REFERENCE GROUPS 

Reference groups are groups that have a direct (face to face) or indirect effect on attitudes or 
behavior of a person.2 Also, the reference group term include "two or more individuals who 
share common norms, values and beliefs and have certain implicit or explicitly defined 
reciprocal relationship that allows independence of their behavior"3. The term reference group 
means "any person or group that is used for comparison to individual while creating general or 
specific values, attitudes, or specific guidelines for behavior 4 
Reference groups exert influence on consumers in three ways, namely: 

1. Contribute to socialization of consumers  
2. Assist consumers in finding a personal concept and comparisons with other people, 

and 
3. Allow to harmonize person's behavior with standards and requirements of the 

community. 
The concept of reference group can be applied to a range of social influences, from culture to 
family. 
Thus, Schiffman and Kanuk5 make difference between general and comparative normative, 
and from the enlarged perspective, direct and indirect reference groups. (Figure 1). 

 
 

 

Figure no. 1 - Major consumer reference groups 
Source: Schiffman and Kanuk, 2004. 

 
Reference groups that influence the general or broadly defined values or behaviors are called 
the normative reference group. (e.g., what foods to choose for a healthy diet, how to dress for 
certain occasions, how to behave in certain situations, etc.). 
Reference groups that serve as a benchmark for specific or narrowly defined attitudes and 
behavior are known as comparative reference groups. (E.g. in relation to the celebrity - style 
and way of dressing, choice of furniture or the car, choice of restaurants, etc.). Meaning of 

   Reference Groups 



963 

"reference group" changed over the years. Originally, this meaning was related to mutually 
connected person on a direct basis (family and close relatives, friends). However, the concept 
has spread to indirect impacts of people in the group. 
Indirect reference groups include individual or group with whom the person is not in direct 
contact "face to face" (e.g. movie stars, famous television personalities, political leaders, 
athletes, etc). 
Sociologists use different terms to classify and describe different reference groups, but it seems 
that the most appropriate classification according to Moven including: 
Primary and secondary, formal and informal, large and small, and the member and symbolic. 
There is also a division between indoor and outdoor social groups. The criterion that is valid 
for the classification of the group are credibility, the size and attractiveness (attractiveness) 
group, type of contact, organization, degree of cohesion, position and status in society and so 
on. 
Primary groups represent close communication of individuals in a natural basis, with family 
members, godparents, friends, neighbors, colleagues, and the like. Communications are almost 
daily, very close, frequent, and the relationship "face to face." 
Secondary groups are people with whom one does not communicate often, or does not consider 
communication with members of that group important or essential for the adoption of a 
particular attitude or opinion. (E.g., religious organizations, trade unions, sports associations, 
etc.). According to the structure, primary and secondary groups can be formal or informal, 
which is an important factor in the role of members as well as defining, role and structure of the 
group. 
Formal group includes organizational structure, which is defined by position or membership 
scheme, in which every individual has a specific role. (E.g. active members of tennis club who 
participate in competitions or recreational members). 
The informal group is a group that was created by accident or not enough defined. It is not 
based on strict rules of conduct, and if there are any, are usually not recorded and are non-
binding for members. Market segments are informal groups. 
Large groups are those groups that are by the size and complexity various regarding 
membership. Individuals in it are not familiar with all members of the group, and therefore 
agree to make only certain - not obligations and duties. Numerically large party organizations 
are the best example of such a group. 
Small groups are those groups in which people respect each other and know each other, and 
where individuals accept any obligation or duty. For marketers they are very inspiring to study, 
because a much greater degree defines the sociological profile of the consumer. Considering 
membership criteria, each individual cannot be a member of the group. 
Membership groups include formal membership and qualifications of the individual to meet the 
criteria of the group. 
Group membership can be symbolic, when a person is not a formal member, but accepts the 
value of the group and act in a manner to be expected from it. Given the conditions and rules for 
admitting new members, the group is divided into the open where there is no barrier in terms of 
access, and closed in which such barriers exist. An interesting phenomenon is that consumers 
are often under the influence of the groups they formally belong to. 
In this sense, we speak of reference groups that are divided into: (Table 1) aspiration groups 
and the distancing groups. 
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Table no. 1: Types of reference groups 
 Membership in the group Without the group membership 
The positive effects Group with which there is a 

contact 
Group which member people 

want to be 
Negative impacts Groups with which people 

disagree 
Groups that are avoided 

Source: Senic, R., - "Marketing and Management" Second Edition, Kragujevac, 1999, p.99 
 
1. Aspiration groups – are those groups, which do not formally belong to the person, but they 
would like to, so is buying products and services that we think will help them to achieve their 
real or symbolic membership. (E.g., many young people would like to become members of the 
so-called "jet-set"). 
2. Distancing groups - those are groups who individuals wish to avoid, and whose values or 
behavior discarded (e.g., religious sects, provocative musical groups, alcoholics, drug addicts, 
etc.). Impact of referent groups of consumers is large and highly correlated with conformity. 
Conformity means the tendency of individuals to be accepted by the group with which it 
identifies, and to behave in a way that the group expected. The group will have the impact on 
consumers when it is attractive, i.e. when the other group members can share common values, 
beliefs or behavior or, even, long for it. In order to successfully influence on the changes in 
attitudes and behavior of consumers, the reference group must meet the following requirements, 
namely: 

• Inform the individual of the existence of a specific product or brand, 
• To provide individual the opportunity to compare their own thinking with the attitudes 

and behaviors of groups, 
• To influence on individual to adopt attitudes and behaviors that are consistent with 

group norms, and 
• To approve the decision of the individual to use the same products as group.7 

 
Three ways in which the reference group defines the consumer behavior are: 
Information influence - manifested in the way that group members share mutual information 
about products, services, events, occurrences, etc. (E.g. recommendations for watching good 
movies, series, etc.), 
Normative or utilitarian influence - is expressed when a person tries to fill every moment of 
the group, in order to gain their approval and avoid contempt (for example, buying of 
recognizable brand for a particular reference group, etc.), and 
Identification influence or the expression of values - when a person or group accepts the 
individual values and rules as the standards of its own behavior. It is based on the need for close 
psychological association with other people (Maslow category of belonging). It is considered 
that the reference groups its social power, regarding individual consumer behavior, make in five 
ways of power: 

1. Legitimate power - rests on the fact that an individual believes that a person has the 
right to propose (even orders), a certain behavior, 

2. Expert power - means knowledge, experience and wisdom that a person accepts or 
approves of the person, 

3. Referent power - reflects the person's desire to act according to the values of particular 
groups, 

4. The power of coercion - means that the person in some way will be punished, if it does 
not behave in accordance with the recommended behavior of individuals from the 
reference group, and 

5. Reward power - means that persons can expect some kind of reward or satisfaction, if 
they behave in accordance with the standards of social grupe.8 
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In an effort to sell the product over and along the reference groups, marketing managers must 
first: 

1. To identify relevant reference group for a specific target market, 
2. To measure the degree of influence and power groups, consumer behavior, and 
3. To shape and formulate the program of marketing strategy and communications, to 

influence the influential members of those groups (policy makers and opinion leaders) 
who are inclined to offer. 

Reference group is always lead by someone. Leaders could be one or more persons, and usually 
they are the leaders of the group. They are the "makers and opinion leaders" as having a crucial 
influence on the attitudes and opinions of other members of the group in purchasing. Such 
people are buying products and services, more than other from group is, and as such are an 
important source of information to other consumers. As such, they are particularly interesting 
for marketing managers, because based on their behavior preferences predict, habits and 
behavior in the consumption of the reference group. Therefore, it is easier to create a desirable 
marketing program and strategy for the specified target market. However, opinions leaders are 
not always public figures or members of the highest social strata, making it even harder to find 
them and choose how to treat them. 

3. RESUME 

The process of making decisions about buying is a more dimensional and dynamic process. 
Consumers as a major element of the market are the subject and the initial basis for establishing 
marketing objectives, strategies, plans and actions. Marketing orientation is based on knowledge 
of the needs, desires and abilities of consumers, which are basic requirements to design, produce 
and supply a product that consumers will accept with high probability, and buy. 
Reference groups determine the behavior of consumers in a way that affects their attitudes, 
opinions about themselves and life style. The influence of reference groups on consumers is large 
and closely related to conformity, which implies the need for individuals to behave in a way that 
the group expected. The pressure of the groups can be real or imagined, and the group will have a 
greater impact on the consumer it is attractive, if its self-esteem is lower, i.e. when there is a desire 
to avoid conflict. The influence of the reference groups will be greater when choosing a brand for 
products that are status symbols (e.g. clothes, shoes, car, mobile phone, etc.). 
Therefore, the research groups and their impact on consumers are of great importance to 
marketing managers who want to understand and influence consumer behavior. 
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Summary: Although the marketing concept is relatively long, yet not all companies facing the 
market, or finding ways to increase customer satisfaction, but they often turned to their own 
needs and possibilities of making the decisions on outdated concepts in formulating their 
business philosophy. However, more frequent changes of conditions in the global marketplace 
are forcing participants adjust to the changes in business philosophy with a focus on creating 
stronger and longer-term relationships with customers. After a brief consideration of the 
characteristics of previous concepts of marketing, this paper will present the current trends to 
develop marketing that are connected to each other and largely based on modern information 
and communication technologies. In this context, we emphasize the importance of relationship 
marketing as a concept that enables new market opportunities.  

Keywords: Customer relationship management, holistic marketing, relationship marketing, 
information and communication technologies, model 4O 

1. INTRODUCTION 

The concept of production is one of the oldest concepts in business, which assumes that 
consumers want the products and services that are inexpensive and available. Mass distribution, 
high efficiency and low costs of production are the basic principles of this concept, the 
application of which makes sense only in developing countries like China, where companies use 
cheap labor to dominate the global market. In contrast to this concept, product concept counts 
on innovation, performance and product quality as a core competitive advantage that should 
attract consumers. The problem of this concept is that new or improved product and may not be 
successful in the market because in spite of proper pricing, distribution and promotion of good 
can be on the market that does not need or that he cannot produce sufficient customer 
satisfaction. 
The concept includes aggressive sales promotion and sales efforts in order to sell more goods 
and is usually applied to products and services that are not required when the manufacturer has 
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non-engaged excess capacity. The problem with this concept, similar to the above concepts, is 
that it tends to sell what is produced rather than to produce what the market wants. 
Because of the obvious shortcomings mentioned business philosophy, there was a need to create 
a new concept at the center of their attention has market and consumer needs as a goal of 
creating superior customer satisfaction is recognized for its customers. At the same time, market 
trends, especially in the field of information and communication technologies allow marketers 
to find new opportunities to increase customer satisfaction and create long-term good 
relationship with them and other participants in the chain of distribution values. 

2. TRADITIONAL MARKETING CONCEPT 

Marketing concept believes that organizations should strive for greater efficiency compared to 
its competitors when it comes to communicating, creating, and delivering greater value to 
consumers in selected target markets. Many researchers have found that companies that 
embrace the concept of marketing do better in the market, which confirms its validity. [4] In the 
early 20th century, marketing becomes a scientific field that is developed by considering the 
problem of distribution and marketing are the educators of the fifties and sixties primarily 
engaged in marketing techniques, while the later focuses on the marketing philosophy that deals 
with business in general. [3] Marketing is in its development received wide range of tools, 
techniques and models that help companies to make marketing plan in order that their 
organizations deliver superior value to customers. In the later stages of development in order to 
cope with the limitations of traditional settings theorists have defined two types of marketing 
models of behavior: 

• monitoring of the market (market-driven) 
• managing the market (market-driving) 

 
The traditional marketing concept insists on exclusive meet identified customer requirements 
and market. If the organization does not take pro-active action will quickly fall into the tracking 
model that considered the market structure and market behavior as given on the condition that 
cannot be affected (Figure 1). 

Figure 1: comparative analysis of two models [2] 
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Managing the market tends is aimed to pro-active action or exercising influence on the 
characteristics of the market and an upgrade of the traditional concept of marketing. In Figure 1, 
we see that this model promotes the development of competencies that are difficult to imitate 
and that definitely include the concept of customer relationship management (customer 
relationship management - CRM). 

3. HOLISTIC MARKETING 

The concept of holistic marketing as an important area of evolution of marketing concept 
emphasizes the interdependence of the effects of marketing programs, processes and activities. 
Interdependence leads to the conclusion that every important aspect of marketing that is often 
required broad and integrated perspective. As the basic elements of holistic marketing are 
integrated marketing, internal marketing, social marketing and responsible marketing 
relationships (Figure 2). 
Integrated marketing, following a holistic setting, emphasizes the coherence and mutual impact 
of integrated marketing programs and activities shaped the marketing mix. The starting 
positions of integrated marketing are: 

• That many marketing activities serve trade and delivering value 
• That all marketing activities must be coordinated to maximize their joint effects 

 
Figure 2: The development of modern marketing concept and marketing place of relationship 

in holistic marketing 
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Internal marketing ensures the acceptance of appropriate marketing principles throughout the 
organization recognizing that marketing activities within an organization can be of equal 
importance as well as activities that are directed outward. Attracting suitable staff and 
maintaining good long-term relationships with them, is the basis for building an internal 
marketing. [6] The task of this element of the holistic marketing to recruit, educate and motivate 
skilled people who want to serve customers well. The purpose of internal marketing is to ensure 
that staff of the organization is capable and ready to provide outstanding service that is 
promised through promotional activities and other forms of communication with the market. 
Acceptance of socially responsible marketing is a natural consequence of the holistic worldview 
that requires understanding of the wider interests and ethical context of marketing activities. 
Respect for these principles often leads marketers in a difficult situation in which they must 
resolve the conflict between respect for the wider social - public interest, to fulfill customers' 
desires, and realizing the company's profits. 

4. RELATIONSHIP MARKETING 

The evolution of the science of managing the production flowed from concept to relationship 
marketing (relationship marketing - RM). The concept of RM is excluded from the scope of the 
concept of holistic marketing environment in which it was analyzed. The merit of his separation 
and separate treatment can be found in the development of modern information and 
communication technologies in their environment creates many opportunities and resources to 
develop good relations with customers and other stakeholders, and key parties in the supply 
chain value. 
Separating the concept of relationship marketing and finding possibilities for achieving 
differential advantage in this field has become inevitable given the increasing intensity of 
competition at the global level. In this context the recent decades involves the exploitation of 
modern information technology in so far as to determine the particular situation. Application of 
these technologies in the marketing activities that can create some advantages for the 
participants in today's market, but it is certain that their absence creates a great risk for the 
overall operation and survival. By moving the idea of integrated marketing to develop good 
relations with key parties, relationship marketing is a logical stage in the evolution of marketing 
to be implemented in accordance with the appropriate utilization of current information and 
communication technologies. 
Defining key pages, we can extract the most important categories with which to establish good 
long-term relationships. The authors define the field of different models of key aspects of 
relations with foreign number from two to several tens of elements. However, many models can 
make a rational consideration of the overall relations of the organization. However, following 
the existing literature, primarily in line with previous research, the author, in this paper can be 
described in four categories, which we interpret in the framework of the model 4O. Thus, the 
model is defined by allocating 4O key pages as the optimal framework for the further 
consideration of the concept of relationship marketing as related groups into logical units that 
correspond to practical experience and when it starts from already existing ideas. 
4O models consist of the following categories of relations: 

• Relationships with customers - Customer relationship management (CRM); 
• Relationships with partners; 
• Public Relations: 
• Relations within the organization 
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As most analyzed relationships are noted for their relationships with customers, which in some 
interpretations are used as a synonym for the concept of relationship marketing. However, in 
this model, they represent only one foreign key, because today's market conditions warrant 
consideration of mandatory marketers and other relationships that are listed here. 

5. CRM IN AN ENVIRONMENT OF INFORMATION AND 
COMMUNICATION TECHNOLOGIES 

Customer relationship management should be realized within the concept of relationship 
marketing, which, as already said, is aimed at creating long-term relationships with key parties 
to the model we separated through 4O model. CRM includes applications based on information 
technologies that integrate information about the company's customers with the knowledge of 
how to use this information to effectively create and maintain mutually beneficial long-term 
relationship. [5] Thus, CRM is focused on creating and maintaining long-term relationships 
with customers whereby relies heavily on new information technology and internet services. 
Precisely because of the development of these technologies in recent decades, the concept of 
CRM is gaining importance, primarily in the context of evaluating the potential for realizing the 
potential competitive advantage. Therefore, the CRM can be viewed as a relatively new concept 
that started in a scientific and professional public at the end of the last decade of the twentieth 
century, in parallel with the development of information systems for asset management 
companies (enterprise resource planning - ERP). [1] Because of the time and technological 
environment in which the concept originated, most authors believe it is very difficult to separate 
the eCRM (electronic customer relationship management) of CRM, it is virtually impossible to 
imagine the realization of this process is complete or at least mostly not based on new 
information technologies and Internet services. 
Determining the relationship between CRM concepts and advanced information and 
communication technologies, we logically set the concept of marketing relationship in the 
surrounding of the same technologies. Like CRM and relationship marketing is a concept that has 
gained much greater significance of the emergence of advanced information and communication 
technologies. It can therefore be interpreted in the context of traditional marketing, but its 
contribution is still much higher than the occurrence of these technologies. In this sense, it is often 
said that although these technologies have created a marketing relationship, they have it changed 
and improved significantly through optimization and automation. 
Thus, although the ideas that are an integral part of CRM concept existed previously under 
other names, information technology and promote its implementation led to a rapid expansion 
of CRM software. The importance of information technology for CRM authors explain the 
essential similarity of these two scientific fields that are based on a wide range of 
communication forms. Prerequisites CRM IT development is a consequence of the fact that no 
information means any practical and technically impossible to manage such a wide range of 
information about each customer and transform that information into useful and applicable 
knowledge. The process of implementing CRM can be viewed through four main phases: 
identification, differentiation, interaction and adaptation. Identification involves identifying 
potential and real customers with a need to make a selection of those which by their potential 
merit special monitoring. After selection of the primary customers create a database that is 
regularly updated and supplemented by information collected through all channels and touch 
points with customers. Differentiation of identified consumers is based on two criterions - the 
perceived needs of customers and the value that the buyer has for the company. Interactions 
with individual customers, as the third phase of the CRM, to obtain more information on their 
individual needs in order to create closer ties with them as a result of which should have the 
customization of products, services and messages to customers. 
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6. CONCLUSION 

Maintaining relationships with customers and extend its life becomes the main goal of the 
modern concept of marketing due to strengthening the competitiveness of the market which 
leads to a permanent reduction in the average duration of such a relationship. In the earlier 
concepts of marketing are giving too much attention to attracting new customers while 
maintaining existing relationships neglected. RM and CRM promote the cooperation of market 
actors as a basis of operations of the company in the market, which faces opposition from 
traditional marketers and political concept of liberal capitalism, which is considered too large to 
co-operation leads to the collapse of the market and regulatory forces that only full competition 
can solve all the problems of society and economy. 
A new marketing concept encourages cooperation between buyer and seller, and is easy to see 
how on the modern B2B markets, customers often require some innovations, upgrades, and 
sometimes changes in the sales and distribution in accordance with their needs. In this situation, 
the seller has much better and timely information based on which can adapt its performance on 
the market. 
The development of information communication technologies in recent decades has opened 
new ways of building relationships with customers, but also with other key parties in this paper, 
we extract the model 4O. Interpretation of the relationships through this model, the importance 
of building relationships with employees, partners and the public equally and customer relations 
is emphasized. The previous theoretical discussion of this topic are especially emphasized the 
importance of managing relationships with customers, but how the market is increasingly 
competitive, it is necessary to find new ways of business development. The use of modern 
information and communication technology has become imperative for all participants who 
want to survive in today's market, while finding the right ways and measures of their efficiency 
is a major challenge for marketers in the field of relationship marketing. Apart from the 
possibilities offered by modern technology and limiting factors are the result of growing 
competition, the processes of transition, globalization and deregulation have helped 
dissemination of modern marketing concept and the concept of relationship management. 
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Аннотация: Деятельность любого предприятия ориентирована на получение 
определенных результатов. Успешность функционирования предприятия зависит, в 
конечном счете, от уровня конкурентоспособности продукции, предлагаемой 
потребителям. Конкурентоспособность продукции как экономическая категория 
рассматривается в двойственном аспекте, то есть необходимо учитывать интересы 
обоих субъектов рыночных отношений: потребителей и производителей. Целевые 
ориентиры взаимосвязаны и противоположны: для производителя важны параметры, 
которые влияют на уровень затрат; для потребителя параметры, влияющие на 
потребительские свойства продукции. 

Ключевые слова: конкурентоспособность, конкуренты, конкурентные преимущества, рынок 
сбыта, товар рыночной новизны, издержки, себестоимость 

1. ВВЕДЕНИЕ 

Деловая активность является комплексной и динамичной характеристикой 
предпринимательской деятельности и эффективности использования ресурсов (уровни, 
развитие, подъем, спад, кризис, депрессия) и показывают степень адаптации к 
быстроменяющимся рыночным условиям, качество управления. 

2. КРИТЕРИИ, ПОКАЗАТЕЛИ ДЕЛОВОЙ АКТИВНОСТИ 

Деловую активность можно охарактеризовать как мотивированный  макро- и 
микроуровнем управления процесс устойчивой хозяйственной ресурсов по всем бизнес 
линиям деятельности и характеризует качество управления, возможности 
экономического роста и достаточность капитала организации.  
Деловая активность коммерческой организации измеряется с помощью системы 
количественных и качественных показателей. Коэффициенты деловой активности 
позволяют проанализировать, насколько эффективно предприятие использует свои 
средства. Анализ деловой активности заключается в исследовании уровней и динамики 
финансовых коэффициентов оборачиваемости. [4] 
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2.1. Качественные и количественные критерии деловой активности  

Качественные критерии – это широта рынков сбыта (внутренних и внешних), деловая 
репутация фирмы, ее конкурентоспособность, наличие постоянных поставщиков и 
покупателей готовой продукции. Данные критерии следует сопоставлять с аналогичными 
характеристиками конкурентов, действующих в отрасли. Данные берутся в основном не 
из бухгалтерской отчетности, а из маркетинговых исследований. 
Количественные критерии деловой активности характеризуются абсолютными и 
относительными показателями. В число абсолютных показателей входят: объем продажи 
готовой продукции, величина используемых активов и капитала, в том числе 
собственный капитал, прибыль. [2] 
Целесообразно сравнивать эти количественные параметры в динамике за ряд периодов 
(кварталов, лет). Оптимальное соотношение между ними:  
 
Темп прироста чистой прибыли > Темпа прироста выручки от реализации продукции > 
Темпа прироста стоимости активов > 100% (1) 
 
То есть прибыль предприятия должна увеличиваться более высокими темпами, чем 
остальные параметры деловой активности. Это значит, что активы (имущество) должны 
использоваться более эффективно, издержки производства должны уменьшаться. Однако 
на практике даже у стабильно работающих организаций возможны отклонения от 
указанного соотношения показателей. Причинами этого могут быть: освоение новых 
видов продукции и технологий, большие капитальные вложения в модернизацию и 
освоение основных средств, реорганизация структуры управления и производства и 
другие факторы. 

2.2. Относительные показатели деловой активности 

Относительные показатели деловой активности характеризуют эффективность 
использования ресурсов организации, это финансовые коэффициенты, показатели 
оборачиваемости. Средняя величина показателей определяется как средняя 
хронологическая за определенный период (по количеству имеющихся данных); в 
простейшем случае ее можно определить как полу сумму показателей на начало и конец 
отчетного периода. 
Все коэффициенты выражаются в разах, а продолжительность оборота – в днях. Данные 
показатели очень важны для организации.  
Во-первых, от скорости оборота средств зависит размер годового оборота.  
Во-вторых, с размерами оборота, а, следовательно, и с оборачиваемостью связана 
относительная величина издержек производства (обращения): чем быстрее оборот, тем 
меньше на каждый оборот приходится издержек.  
В-третьих, ускорение оборота на той или иной стадии кругооборота средств, влечет за 
собой ускорение оборота и на других стадиях.  
Финансовое положение организации, ее платежеспособность зависят от того, насколько 
быстро средства, вложенные в активы, превращаются в реальные деньги. [4] 

2.3. Показатели оборачиваемости активов 

Показатели оборачиваемости активов (assets turnover) и оборачиваемости собственного 
капитала (equity turnover) характеризуют уровень деловой активности предприятия и 
рассчитываются как отношение годовой выручки от реализации продукции (работ, услуг) 
к среднегодовой стоимости соответственно активов и собственного капитала. 
Эта группа коэффициентов позволяет проанализировать, насколько эффективно 
предприятие использует свои средства. Показатели деловой активности особенно важно 
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сравнивать со среднеотраслевыми значениями, так как их величина может существенно 
колебаться в зависимости от отрасли. 
Для анализа деловой активности организации используют две группы показателей: 
общие показатели оборачиваемости; показатели управления активами. 
Оборачиваемость средств, вложенных в имущество организации, может оцениваться: 
скоростью оборота – количеством оборотов, которое делают за анализируемый период 
капитал организации или его составляющие; периодом оборота – средним сроком, за 
который возвращаются в хозяйственную деятельность организации денежные средства, 
вложенные в производственно-коммерческие операции. 

3. УРОВЕНЬ И ДИНАМИКА РАЗНООБРАЗНЫХ КОЭФФИЦИЕНТОВ 
ОБОРАЧИВАЕМОСТИ  

Деловая активность предприятия в финансовом аспекте проявляется, прежде всего в 
скорости оборота его средств. Анализ деловой активности заключается в исследовании 
уровней и динамики разнообразных коэффициентов оборачиваемости, основными из 
которых являются:  

• Коэффициент оборачиваемости активов;  
• Коэффициент оборачиваемости оборотных средств;  
• Коэффициент оборачиваемости дебиторской задолженности;  
• Коэффициент оборачиваемости кредиторской задолженности;  
• Коэффициент оборачиваемости материальных запасов;  
• Коэффициент оборачиваемости основных средств;  
• Коэффициент оборачиваемости собственного капитала. 

 
Важность показателей оборачиваемости объясняется тем, что характеристики оборота во 
многом определяют уровень прибыльности предприятия.  
 
Коэффициент оборачиваемости активов: 
Коэффициент оборачиваемости активов - отражает скорость оборота совокупного 
капитала предприятия, т.е. показывает, сколько раз за рассматриваемый период 
происходит полный цикл производства и обращения, приносящий соответствующий 
эффект в виде прибыли, или сколько денежных единиц реализованной продукции 
принесла каждая единица активов:  
 
Коа = Чистая выручка от реализации продукции /  
Среднегодовая стоимость активов; (2) 
 
Коэффициент оборачиваемости оборотных средств: 
Коэффициент оборачиваемости оборотных средств характеризует отношение выручки 
(валового дохода) от реализации продукции, без учета налога на добавленную стоимость 
и акцизного сбора к сумме оборотных средств предприятия. Уменьшение этого 
коэффициента свидетельствует о замедлении оборота оборотных средств: 
 
Коос= Выручка о продаж/ 
Среднегодовая стоимость оборотных средств; (3) 
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Коэффициент оборачиваемости дебиторской задолженности: 
В процессе хозяйственной деятельности предприятие дает товарный кредит для 
потребителей своей продукции, то есть существует разрыв во времени между продажей 
товара и поступлением оплаты за него, в результате чего возникает дебиторская 
задолженность. Коэффициент оборачиваемости дебиторской задолженности показывает, 
сколько раз за год обернулись средства, вложенные в расчеты. Он определяется по 
формуле:  
 
Кодз = Чистая выручка от реализации продукции / 
Среднегодовая сумма дебиторской задолженности; (4) 
 
Как правило, чем выше этот показатель, тем лучше, потому что предприятие скорее 
получает оплату по счетам. С другой стороны, предоставление покупателям товарного 
кредита является одним из инструментов стимулирования сбыта, поэтому важно найти 
оптимальную продолжительность кредитного периода.  
Используя этот коэффициент, можно рассчитать более наглядный показатель - период 
инкассации, т.е. время, в течение которого дебиторская задолженность перейдет в 
средства. Для этого необходимо разделить продолжительность анализируемого периода 
на коэффициент оборачиваемости дебиторской задолженности.  
Показатели оборачиваемости дебиторской задолженности полезно сравнивать с 
оборачиваемостью кредиторской задолженности. Такой подход позволяет сопоставить 
условия коммерческого кредита, предоставленного рассматриваемым предприятием 
своим клиентам с условиями кредитования, которыми оно пользуется со стороны 
поставщиков. Для этого необходимо определить коэффициент оборачиваемости и срок 
оборота дебиторской и кредиторской задолженности по товарным операциям.  
В ходе экономической диагностики целесообразно сопоставить фактические сроки 
погашения дебиторской задолженности с продолжительностью предоставляемого 
покупателям периода отсрочки платежа, что позволит оценить эффективность контроля 
за состоянием расчетов с дебиторами и сделать выводы об уровне их 
кредитоспособности. 
 
Коэффициент оборачиваемости кредиторской задолженности: 
Коэффициент оборачиваемости кредиторской задолженности - показывает расширение 
или снижение коммерческого кредита, предоставленного предприятию. Рост 
коэффициента означает увеличение скорости оплаты задолженности предприятия, 
снижение - рост покупок в кредит. Формула расчета коэффициента оборачиваемости 
кредиторской задолженности имеет вид:  
 
Кокз = Чистая выручка от реализации продукции/ 
Среднегодовая сумма кредиторской задолженности; (5) 
 
Период оборота кредиторской задолженности определяется как доля от раздела 
продолжительности анализируемого периода на коэффициент оборачиваемости 
кредиторской задолженности.  
 
Коэффициент оборачиваемости материальных запасов: 
Коэффициент оборачиваемости материальных запасов - отражает число оборотов 
товарно-материальных запасов предприятия за анализируемый период. Снижение 
данного показателя свидетельствует об относительном увеличении производственных 
запасов и незавершенного производства или о снижении спроса на готовую продукцию. 
В целом, чем выше показатель оборачиваемости материальных запасов, тем меньше 
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средств завязано в этой наименее ликвидной статье оборотных активов, тем более 
ликвидную структуру имеют оборотные активы и тем устойчивее финансовое положение 
предприятия. Коэффициент оборачиваемости материальных запасов определяется по 
формуле:  
 
Комз1 = Чистая выручка от реализации продукции / 
Среднегодовая стоимость запасов; (6) 
 
Более точно коэффициент оборачиваемости запасов можно оценить:  
 
Комз2 = Себестоимость реализованной продукции / 
Средняя величина запасов; (7) 
 
Коэффициент оборачиваемости основных средств (фондоотдача):  
Коэффициент оборачиваемости основных средств (фондоотдача) рассчитывается как 
отношение чистой выручки от реализации продукции (работ, услуг) к среднегодовой 
стоимости основных средств. Он показывает эффективность использования основных 
средств предприятия. [1] 
Рассчитывается по формуле: 
 
Коос= Товарная продукция (выпущенная)/ 
Среднегодовая стоимость основных средств; (8) 
 
Коэффициент оборачиваемости собственного капитала:  
Коэффициент оборачиваемости собственного капитала рассчитывается как отношение 
чистой выручки от реализации продукции (работ, услуг) к среднегодовой величине 
собственного капитала предприятия и характеризует эффективность использования 
собственного капитала предприятия: 
 
Коск= Чистая выручка от реализованной продукции/ 
среднегодовая величина собственного капитала; (9) 
 
Деловая активность предприятия в финансовом аспекте проявляется прежде всего в 
скорости оборота его средств. Коэффициенты деловой активности позволяют 
проанализировать, на сколько эффективно предприятие использует свои средства. 
Коэффициенты могут выражаться в днях, а также в количестве оборотов того либо иного 
ресурса предприятия за анализируемый период. 
Экономический эффект в результате ускорения оборачиваемости выражается в 
относительном высвобождении средств из оборота, а также в увеличении суммы 
прибыли.  
Сумма высвобожденных средств из оборота в связи с ускорением (-Э) или 
дополнительно привлеченных средств в оборот (+Э) при замедлении оборачиваемости 
определяется умножением однодневного оборота по реализации на изменение 
продолжительности оборота: 
 
Э = (Выручка фактическая/Дни в периоде) * 
Продолжительность одного оборота (Поб); (10) 
 
Поб = (Среднегодовая стоимость капитала *Д)/ 
Выручка от реализации продукции; (11) 
где Д - количество календарных дней в анализируемом периоде. 



977 

На длительность нахождения средств в обороте оказывают влияние различные внешние 
и внутренние факторы. К внешним факторам относятся:  

• отраслевая принадлежность; 
• сфера деятельности организации; 
• масштаб деятельности организации; 
• влияние инфляционных процессов; 
• характер хозяйственных связей с партнерами. 

 
К внутренним факторам относятся:  

• эффективность стратегии управления активами; 
• ценовая политика организации; 
• методика оценки товарно-материальных ценностей и запасов. 

 
Ускорение оборачиваемости оборотных средств уменьшает потребность в них: меньше 
требуется запасов, что ведет к снижению уровня затрат на их хранение и способствует, в 
конечном счете, повышению рентабельности и улучшению финансового состояния 
организации. [2] 
Замедление оборачиваемости приводит к увеличению оборотных средств и 
дополнительным затратам, а значит, к ухудшению финансового состояния организации. 

4. ЗАКЛЮЧЕНИЕ 

При анализе деловой активности особое внимание следует обратить на оборачиваемость 
дебиторской и кредиторской задолженности, т.к. эти величины во многом 
взаимосвязаны. 
Снижение оборачиваемости может означать как проблемы с оплатой счетов, так и более 
эффективную организацию взаимоотношений с поставщиками, обеспечивающую более 
выгодный, отложенный график платежей и использующую кредиторскую задолженность 
как источник получения дешевых финансовых ресурсов. 
Тем не менее, основной подход к оценке оборачиваемости следующий: чем короче 
период оборота, тем более эффективна коммерческая деятельность предприятия и тем 
выше его деловая активность. 
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Резюме: Прогулы могут быть физически измеряются потери от общего числа часов 
работы фонда или могут быть представлены в разбивке по полу, квалификации и года 
службы, но что данные о прогулов могут быть использованы для дальнейшего анализа и 
показать ущерб, причиненный непосредственно в организации бизнеса или 
общественных компании они должны измерить и выразить экономический аспект 
отсутствия на работе (упущенная выгода и затраты на привлечение замены рабочих, 
которые воздерживается).Сырье, абсолютные данные о количестве пропусков в 
заданный интервал времени и много "говорить" на тех, кто умеет "слушать". Если вы 
делаете глубокий анализ причин прогулов, и проникнуть в самую патологии отношений и 
процессов в организации, можно увидеть в "психологическое состояние" организации и  
сделать психологическая, социологическая история организации и далее принимать 
адекватные меры по созданию организационной и корпоративной культуры, и 
интеграции человеческих отношений и организации. 

Ключевые слова: невыход на работу-прогулы, сотрудник ,организация, потери дохода, 
менеджмент 

1. ВВЕДЕНИЕ 

Организации бизнеса, прогулы1, феномен отсутствия сотрудника на работе по другим 
основаниям, с разной мотивацией, причины и последствия для работников, но и бизнеса 
самой организации. Из-за особенностей, которые определяют каждый прогул, 
управление контроля за прогулы организации должны обратить особое внимание на 
научное изучение этого явления должны иметь определенный подход для каждой 
отрасли и сектора, соответственно. Хотя в большинстве случаев есть сходства в 

                                                           
1 Прогулы-отсутствие из сидений, где на самом деле принадлежит к определенной комнаты в 
Ирландии, владельцы за пределами Ирландии (apsenteri) 
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Management″, ANTiM 2012 
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мотивации сотрудников в выборе прогулы, как формы выражения своего недовольства 
условиями труда, системы вознаграждения, плохой межличностным отношениям и 
другие переменные, следует отметить, что невыход на работу сотрудников в 
государственном секторе в Сербии, но конкретные характеристики, отличные от 
прогулов работников в других секторах, экономике, промышленности. 
Прогулы той или иной степени и форме существует в любой организации, и 
следовательно, в общественном секторе в Сербии. Если прогулы является 
необоснованным и умышленном, наиболее очевидным показателем проблемы в 
организации. Конечно, не все отсутствия с работы, необоснованные и умышленное, но 
она оправдана или вынужденного прогула, но если мы наблюдаем классификации этих 
пропусков и установить, в какой степени они представлены, как и в случае 
произвольного и неоправданного отсутствия, может быть получена ценная, быстро и 
надежно показатели сотрудника недовольство организацией или управление этим то есть 
должны быть определены и социологические истории этих сотрудников, но для 
установления объективности и обоснованности их проблемы, как они в результате 
невыхода на работу. После определения причин прогулов должна быть в зависимости от 
видов и факторов, доступ анализ организационных и управленческих отношений. 

2. ФАКТОРЫ ПРОГУЛЫ 

На прогулы действовать определенные факторы, которые можно разделить на внешние, 
внутренние и личные. Внешние факторы прогулы являются целой природе и включают в 
себя: 

• Характер организации и её бизнеса 
• Уровень занятости и безработицы 
• Миграции, мобильность рабочей силы 
• Место организации и характера её деятельности (сезонной) 

 
Что касается характера организации, в первую очередь от того, является собственностью 
государства, или это частная собственность. Одним из них является централизованно-
административном режиме и развертывание человеческих ресурсов и здесь прогулы, 
гораздо более выраженным, так как работа гарантирована. Когда дело доходит до иной 
концепцией собственности и бизнеса, где наиболее способных и не сработать, то есть 
прогулы, как правило, гораздо меньше, если принять во внимание тот факт, что только 
оценивает работу и заработную плату. 
Уровень занятости и безработицы в результате некоторые особенности экономического 
развития имеет свое отражение на прогулы. Таким образом, во время массовых 
увольнений на рынке, где куча безработных, остальные работники в организации 
оказывается давление, чтобы приходить на работу регулярно, чтобы не стать излишним. 
Миграция движения особенно, связанные с сезонной активности организации. Например: 
взять неоплачиваемый отпуск, или "фиктивный отпуск по болезни", чтобы завершить 
работу или по каким-то другим лучше оплачиваемой работы в основном нелегально, с 
головной организацией приводит к операционной трудности. 
Место нахождения организации и характера её деятельности имеет прямое влияние на 
сотрудника прогулы. Исследования показывают, что организации, расположенные в 
крупных городских районах гораздо более высокий уровень прогулов по сравнению с 
организациями, которые находятся в небольших городах. Это объясняется тем, что в 
большинстве мест легко добраться до частного бизнеса и прибыльный зарплаты. Все это 
было сделано под прикрытием "фиктивного отпуска по болезни", неоплачиваемые 
отпуска и другие основания прогулы, которые конечно, платить трезвенников головной 
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организации. Сезонный характер деятельности более выражен в определенных видах 
деятельности, которые имеют "мертвый сезон", таких как сельское хозяйство, лесное 
хозяйство, туризм и строительство, когда организация из-за сократилось производство 
сотрудников по разным причинам прибегают к отсутствию на работе. Такое поведение 
совершенно неприемлемое и законодательной власти в этой области должен найти 
соответствующие решения для защиты интересов организации и, таким образом, 
подавляющее большинство её сотрудников. 
Внутренние факторы прогулы являются те, которые имеют непосредственное отношение 
к труду и бизнес-организациями и включают в себя: 

• Размер организации 
• Характер и содержание работы 
• Высота аренды 
• Микроклиматические условия работы 
• Межличностные отношения и системы управления 

 
При рассмотрении размера организации и её влияние на прогулы, приводит к 
заключению, что он более выражен в крупных компаниях. Конечно, для небольших 
организаций, в характере его деятельности более легко усваивается представление о 
возможных прогулов, преимуществом этих организаций и их менеджмента. В тех 
организациях, где высокотехнологичные работы оборудования, где экологически чистые 
технологии и механизированные работы и времени с меньшим физическим нагрузкам, 
прогулы значительно ниже, чем другие. Высота аренды, влияющих, что в организациях, 
где они больше и не меньше прогулов. Микроклиматические условия (температура, 
влажность) непосредственно влияют на прогулы. Если состав воздуха не соответствует 
атмосферного (21% кислорода и 79% азота), а температура воздуха выше или ниже 
нормальной температуры человеческого тела, она отражает неблагоприятно на здоровье 
работников. Такое состояние рабочей среды может привести к несчастным случаям и 
профессиональным заболеваниям, которые ясно приводит к отсутствию на работе. 
Важным фактором, влияющим на прогулы, межличностные отношения и системы 
управления, потому что удовлетворение от работы, высокая трудовая этика, 
положительные черты непосредственного руководителя, самое непосредственное 
влияние на уровень прогулов в организации. 
Личные факторы прогулы, связанные с характеристиками сотрудников являются: 

• Пол 
• Семейное положение 
• Возраст 
• Образование 
• Стаж работы 

 
Когда дело доходит до секса многие исследования показали, что женщины более 
склонны к прогулы, чем мужчины. Целесообразно иметь в виду тот факт, что женщины 
обременены материнстве, семье и дому. В мужской прогулы, как правило, выражается в 
недовольству заработной платы, продвижения по службе или утверждения. Семейное 
положение влияет прогулы, так что работники, которые были женаты меньше прогулов 
на работе по сравнению с синглами. Объяснение кроется в том, что последние не имеют 
обязательств по семьям и детям. Соблюдать ли возраст научно доказано, что пожилые 
работники менее воздерживаться от младшего скитаться и искать на себя в организации. 
Прогулы было более выраженным среди сотрудников с низкой квалификацией. В стаж 
работы, уменьшая скорость прогулы, работающих больше идентифицировать себя с 
работы, потому что организация чувствовала себя своей "второй дом". Это особенно 
важно в организациях, которые ценят принцип среди старших сотрудников. 
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3. ИЗМЕРЕНИЕ И УПРАВЛЕНИЕ ПРОГУЛЫ 

Большинство авторов считают, что большие организации в вопросе (особенно для 
крупных государственных и общественных системе), тем выше уровень прогулов, 
потому что там меньше контроля, а также в связи с отчуждением работников, что 
труднее добиться того, чтобы каждый сотрудник чувствует себя важным членом 
организации . С публичными компаниями крупных конгломератов, можно сделать вывод 
(как и представление о текущем состоянии), которые представляют меньшую степень 
контроля. Прогулы в государственном секторе в Сербии, снижает производительность 
труда и заставляет планирование человеческих ресурсов, а также мероприятия, 
запланированные по управлению человеческими ресурсами в государственных 
компаниях должна быть в среднем прогулов в развитых обществах. 
Наиболее важной мерой прогулы выражается в экономическом аспекте отсутствия на 
работе. Это выражается не только через потерю заработка по причине неявки на работу 
сотрудников, но и стоимость замены заочного новых сотрудников и внедрение их в 
бизнес. 
Отсутствие скорости рассчитывается по формуле. 

 A=(BiD/PbZxBrD)x100  (1) 

Здесь, А-отсутствие скорости в %; BiD число потерянных рабочих дней в году; PbZ-
средняя численность работников; BrD- число выходных дней. 
Среднегодовая прогулы на одного работника рассчитывается по формуле. 

 Ar=BiD/PbZ (2) 

Здесь, Ar - среднегодовая прогулы на одного работника выражается в днях на одного 
работника; BiD - число потерянных рабочих дней в году; PbZ - средняя численность 
работников. 
Упущенная выгода рассчитывается, когда число дней, потерянных в год умножается на 
средний ежедневный валовой прибыли. 
Когда дело доходит до управления прогулы, чтобы определить частоту и 
продолжительность отсутствия в данный период, в том числе упущенную выгоду, 
который на основе этих данных разработан и спроектирован Прогулы, подразделения 
или специальные рабочие группы. Это, в свою время на должности потенциальных 
воздержавшихся и организация, не будет иметь простоев в производственном процессе. 
Менеджеры должны сосредоточиться на деятельности, которая может выявить причины 
и возможности выхода сотрудников по их устранению. Повысить мотивацию для работы 
с открытой коммуникации и здоровых условий труда поможет организация, чтобы быть 
успешным, прибыльным и конкурентоспособным. 

4. ОПРЕДЕЛЕНИЕ СКОРАСТИ ПРОГУЛОВ В "СЕРБСКИЕ ПТТ“ 
ПЕРИОД С 2006. ДО 2010 Г. 

Для того, чтобы адекватно управлять прогулов в организации, необходимо рассчитать 
скорость прогулы, и продолжительность отсутствия в данный период. По имеющимся 
данным дирекции по управлению персоналом "Сербские ПTT " на прогулы сотрудников 
между 2006. дo 2010-ом приведены в Таблице 1. 
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Таблица 1. Отсутствие на работе по типу "Сербские ПTT" за период с 2006. по 2010 г.  
Год 

2006 2007 2008 2009 2010 Отсуствие по 
типу 

Отпуск 1603 1668 1672 1616 1661 
Отпуск по 
болезни 289 378 455 454 425 

Отпуск по бол. 
СИЗ 181 169 211 219 173 

Отпуск по 
беременности 293 312 304 284 298 

Повреждение на 
работе 27 35 46 51 44 

Оплачиваемый 
отпуск* 52 67 74 91 89 

В целом 2445 2629 2762 2715 2690 
 
Источник: PTT Glasnik broj 300. Mart 2007.god. str.48; PTT Glasnik broj 312. Mart 
2008.god. str.50; PTT Glasnik broj 325. April 2009.god. str.51; PTT Glasnik broj 337. April 
2010.god. str.52 i Poštanski Glasnik specijal April 2011.god. str.79 
* Оплачиваемый отпуск для всех коллективный договор, в том числе оплачиваемый 
отпуск продолжительностью 30 рабочих дней в связи с выходом на пенсию. Все цифры в 
таблице среднесуточные. 
 
Данные в прилагаемой таблице дает нам представление о движении за невыход на работу 
сроком на 5 лет. Отметим, что наиболее нуждаются в дополнительной работе в течение 
курортного сезона что вполне объяснимо. Также у нас есть, что число дней, проведенных 
на больничном отпуске увеличивается, и когда речь идет о поврежденим на работе, 
которые могут быть сигналом того, что что-то происходит в организации, а что не очень 
хорошо, и это может нанести значительный ущерб для анализа, который следует за шоу. 
Было бы интересно провести анализ, которые возникают в любой части организации и 
отсутствие этой технологии в плане повреждении на работе, так что на эти должности 
занимает больше внимание безопасности труда сотрудников. 
Если теперь рассчитать общее число дней, потерянных по всем признакам отсутствия в 
период с 2006 года к 2010 году в "Сербские ПTT " , то эта цифра составила 3495624 дней. 
Аналогично, если мы предположим, что каждый день стоит 20 € вы получаете в размере 
€ 69912480, стоимость "Сербские ПTT " отсутствующих работников. Ко всему этому 
следует добавить затраты на обучение и внедрение новых рабочих мест работников, 
занятых в замене отсутствующих работников. Это исследование ясно показывает, что 
проблема прогулов не только незначительной, если взглянуть на экономическую часть, 
где удовлетворенность сотрудников и рабочую среду, которая в конечном счете 
заключается в создании дохода. Эта проблема управления государственными 
компаниями (в силу своего размера), государственных и местных органов власти следует 
подходить с должным вниманием, достаточно просто иметь в виду экономический 
фактор и всего рассказа. 
Когда мы смотрим на Tаблицу 2. детали мы видим, что расчетная невыхода на работу в 
диапазоне от 16,07 до 17,99% не имеет значения, поскольку он включает в себя все 
отсуствие.Таким образом рассчитывается ставка неявки в диапазоне развитых странах от 
10 до 20%. За соответствующие отсуствие скорасти нужно получить данные из таблиц, 
связанных с отпуском по болезни и отпуска по болезни с СИЗ и которые будут заменены, 
когда формула для расчета отсутствие скорости 3,15 до 4,46%. Результаты находятся в 
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диапазоне от среднего до умеренно повышенный уровень невыходов на работу и от 3,0 
до 4,5%. Средняя прогулы на одного работника составляет от 42 до 47 дней, если учесть, 
что отпуск где-то в диапазоне от 26 до 30 дней и праздников от 6 до 8 дней, что мы 
должны на одного работника где-то между 10 и 15 дней средний для развитых стран. 
 

Таблица 2. Показатели прогулов в "Сербские ПTT" за период с 2006 по 2010 г. 
Год 2006 2007 2008 2009 2010 

Отсуствие скорости в % 16.07 17.24 17.97 17.99 17.95 
Соотв. отсут. скор. в  % 3.15 3.58 4.34 4.46 3.99 
Числ. дн. потерян. в год 645480 694056 729168 716760 710160 
Сред. прог. на одн. раб. 42.43 45.51 47.44 47.51 47.40 
Сред. числ. работников 15211 15249 15369 15087 14981 

 

 
График 1. Количество потерянных дней в году в отпуске по болезни и отпуска по 

болезни в СИЗ "Сербские ПTT" за период с 2006 по 2010г. 
Необходимо рассчитать финансовые последствия прогулам. Если мы посмотрим на 
График 1. мы видим, что в течение 5 лет "Сербские ПTT" только по названию 
больничных отпусков потерял 779 856 дней. Если каждый день стоит 20 €, то есть потери 
за этот период во имя прогулов в размере € 15 597 120 €, который представляет собой 
порядок около 300 квартир. 

5. ЗАКЛЮЧЕНИЕ 

Есть много последствия невыхода на работу государственного управления, местных 
органов власти и государственных предприятий в Сербии, в первую очередь финансовые, 
административные и маркетинга. В дополнение к негативным последствиям для 
деятельности организации этических и результаты, и финансовые результаты 
деятельности, умышленное прогулы приводит к добровольному текучесть кадров, или 
его незапланированных и неорганизованных движения, которое вызывает, а также 
прогулы, неудовлетворенности работой, условиям труда и управлением. Таким образом, 
департаментов или подразделений службы в государственной власти, местного 
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самоуправления и государственными предприятиями, ответственными за управление 
человеческими ресурсами, пришлось обратить особое внимание на рабочих, которые 
воздерживаются (произвольный), психологические и социологические, а также 
определить причины их невыхода на работу и свести на нет эффект от факторов, 
влияющих на прогулов и текучесть кадров, или " исцелить" организации и сотрудников. 
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Summary: The issue of bankruptcy legislation and defining the key concepts analyzed and 
observed in this regard, are particularly important for the transitional countries. Establishing 
and termination of businesses in these countries is at everyday level. It is important to say that 
contemporary approach to regulation involves reorganization of the undischarged bankrupt, 
and, thus, may lead to the continuation of its operations. Author, with this paper provides an 
overview of the key facts regarding reorganization of the undischarged bankrupt, as a modern 
system of solving company crises. 

Keywords: business, bankruptcy, reorganization, bankruptcy plan 

1. INTRODUCTION 

For a long time in the international context there is a trend that results in a significantly changed 
approach to the problem of bankruptcy. In times of strong economic growth and credit 
expansion were present belief that the overall function of bankruptcy is to be reduced to the 
cleaning of non-competitive markets and for-profit entities. Their place would soon retrieve 
new or existing actors and the system continued to function smoothly, with the strengthening of 
credit activities on the one side, and increasing indebtedness of businesses, evident in the 
growth of liabilities in the balance sheet liabilities, on the other. In such circumstances there 
was no awareness of the need to review and provide bankruptcy and other functions except 
those that serve only as an instrument of collection of receivables from the debtors unable to 
fulfill their obligations, and as a result to their liquidation. The consequences that bankruptcy 
has on the social conditions in society were not taken into account, which are certainly not 
negligible. Generally, it was not understood the need for an effective bankruptcy system, or it 
was largely ignored. Today, however, economic conditions in the world have changed 
considerably. 
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2. REORGANIZATION - A MODERN APPROACH TO BANKRUPTCY 
PROBLEMATIC 

The reorganization of the undischarged bankrupt leads to the continued operation of that entity. 
In order to successfully implement the reorganization process, it is necessary to propose a 
reorganization plan, which will include forms of reorganization, which should take the lead, and 
the settlement of claims of creditors, and to continue the activity by the debtor. The 
reorganization of the undischarged bankrupt depends on the plan, which means that it must 
make probable effectiveness and efficacy of these forms, which should lead to a continuation of 
the debtor. Implementation of the plan depends on the debtor and creditors. Its legal nature is 
based on contract, although there are elements of forced characters that come to the fore in the 
event of default.1 
First, it should be noted that the reorganization is an attempt to prevent bankruptcy or 
liquidation of a subject that falls into a state of insolvency, or in a state where he cannot meet 
his obligations. Question, when the state of insolvency is coming is not uniformly regulated in 
the world practice, criteria by which to determine insolvency, bankruptcy reasons, the existence 
and the bankruptcy proceedings, can vary from several jurisdictions.2  
Even international institutions dealing with trade law, and the bankruptcy legislation, have no 
clear view which of the indicators of insolvency is most appropriate for practical application. 
As some of them referred to, for example, balance sheet test, which takes into account the value 
of the ratio of total liabilities and mid-market values of assets, the cash flow test and the ability 
to identify the potential (prospective) insolvency.3 
In addition, when considering this question, it is taking into account obligation denominated in 
foreign currency (in case of depreciation), contingent liabilities etc. Advantages and 
disadvantages of each of the above criteria must be considered when drafting the legislation on 
bankruptcy procedure set. As an example, one can cite the fact that Germany has suspended the 
application of the balance sheet test to businesses in the former East Germany, which are owned 
by the privatization agency, until the debt equity ratio does not lead to a level that is standard in 
the Western economies. All these issues are closely related to the issue of implementation and 
the chances of success of the reorganization process. If we consider that reorganization was an 
attempt to prevent bankruptcy and financial recovery by the debtor, who should continue to 
work, pay debts (in full or reduced amount) and eventually become profitable and solvent 
business entity, then we should not ignore the moment and state that leads to formal bankruptcy 
proceedings. 
Financial position in any of the debtor at the time of the bankruptcy proceedings will directly 
affect the ultimate outcome of reorganization if it was possible then. The legal criteria that 
define the entry to insolvency and bankruptcy will largely affect only the behavior of economic 
entities, and their relationship to their own debts, and generally create a level of financial 
discipline in the economic system. The proper approach to this issue as well as other relevant 
factors may represent a good incentive to provide the basis for a successful reorganization.4 
Instead of the term the reorganization, some jurisdictions use terms such as rehabilitation, 
"reconciliation", "administration", "pre-composition", "restructuring," "remodeling" and the like, 
but they all represent what is in our legislation, called the reorganization. Common to all these 
procedures is that they want to achieve better economic effect of the bankruptcy reorganization of 
the debtor than it would be to force its liquidation and shutdown. However, this does not 
automatically mean that the debtor will continue its operations in the same manner and to the 
participants in the bankruptcy proceedings, such as for example; owners and creditors, after the 
completion of the reorganization proceedings will be in the same legal and economic position as 
                                                           
1 Baltić, M., “Načela evropskog stečajnog prava sa posebnim osvrtom na evropsku regulativu o stečajnim 
postupcima”, Revija za evropsko pravo, 1-3/2003, p.45   
2 Velimirović Mihailo, “Sadržaj i dejstvo stečajnog plana”, Pravni život br. 11/2003. godine, str. 201   
3 Čolović, V.,”Stečajno pravo”, Banja Luka, 2010, str. 85 
4 Falke M., “Insolvency Law Reform in Transition Economies”, Berlin, May 2003, str. 123   
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before the bankruptcy proceedings.5 As a result of many external and internal factors, the 
reorganization process can be very dynamic and turbulent, and thus lead to numerous changes in 
ownership and debtor-creditor relationships, location of employees and current management, the 
sphere and scope of business of the debtor, organizational structure, etc. 

3. CRITERIA OF MOVEMENT THROUGH BANKRUPTCY PROCEEDINGS 

The most important criterion for the "moving" through bankruptcy reorganization and the 
conduct of the proceedings should be maximizing value for all participants and the economic 
system as a whole. The reorganization of the undischarged bankrupt is not always possible but 
also it is not the best solution in every situation. Often you can get to a situation in which is 
unenforceable in a reasonable manner, any of the measures that would prevent the liquidation of 
the debtor. Companies that have no business prospects, as well as large-scale generator of 
insolvency, should not bail out at any cost, if not in the best interests of the majority of 
creditors. The plan of reorganization that has no objective chances for success would be merely 
an extension of the agony, and delays the decision. This situation can be seen here. Try to pile 
and huge internal debt between economic entities reduced by write-offs in a multilateral basis is 
good but if the level of debt after a certain time were returned back to the old level, you should 
consider bankruptcy as the only possible alternative,6 of course, with proper caution and 
objective review of the impact that would occur in that case. However, on the other hand, there 
are circumstances that favor greater favoring reorganization under the bankruptcy proceedings. 
If we look at the economic and financial situation of the typical country in transition, we can see 
some facts to indicate that the reorganization would be acceptable option for most cases. For 
example, what will happen in the event of the bankruptcy proceedings against a large 
commercial entity that has huge debts, but on the other hand owns the land, real estate, 
machinery, equipment, vehicles and other assets is relatively high value? Not to mention the 
huge number of economic and technological redundancy that is characteristic of transition 
economies. The big question is whether the market in these countries, due to the still low level 
of economic development (even more difficult situation would be if there is stagnation or 
decline in production and gross domestic product), is able to absorb and productively use so 
many resources occurring in sale of assets during the insolvency proceedings. Will these funds 
be utilized in a more productive way? It can occur and the situation that many creditors 
disadvantaged and without perspective. 

4. POSITIVE OUTCOMES OF REORGANIZATION 

Some claims will be charged to help overcome a number of problems, but some simply will not 
"know what to do" with these funds and it may only prolong the impasse in which they are. 
Once again, what to do with the huge number of people who lose their jobs? This scenario does 
not have to be achieved but is realistic and feasible, and the consequences may be greater in a 
system of general illiquidity and insolvency when the real threat of bankruptcy for many 
businesses. If the main goal is to maximize the total value then it will certainly not be the case 
under these circumstances. Reorganization process appears as a possible solution in such or 
similar circumstances. The reorganization is primarily planned process with final effects and 
results can be seen more clearly than the consequences of selling assets of the debtor and its 

                                                           
5 Jovanović, Zattila, M., Čolović, V.,“Stečajno pravo“, Beograd, 2007, str. 23   
6Velimirović, M., Čolović, M., Spasić, S., Miljević, N.,”Aktuelna pitanja stečajnog prava”, Udruženje 
pravnika Republike Srpske, 2008, str. 103. 
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liquidation. The implementation of the reorganization plan to the debtor primarily provides 
respite and time necessary to stabilize the business. A variety of measures of economic, 
financial, legal and organizational nature provides many more features and options to the debtor 
to emerge from the crisis and meet its creditors in an acceptable manner. During this time the 
possible reorientation of the new manufacturing and service program, the introduction of more 
modern technologies cost more rational, finding better ways of supply, creating a more efficient 
organizational structure, and many other processes whose number is limited only by the 
question, whether they are legally allowed. One must mention the possibility that during the 
reorganization process to find domestic or foreign strategic partner or owner to which 
substantial financial resources are available, modern technology, marketing systems, market, 
etc.7 This is of course just a cursory overview of some options for each particular situation 
requires a much deeper analysis and evaluation of whether the reorganization process is 
enforceable and whether there is any purpose to start it up. We should mention some cases in 
which reorganization has far greater advantages over the sale of assets and liquidation of the 
bankruptcy proceedings. 
One good example is the bankruptcy proceedings of companies that have high levels of so-
called, intangible assets (goodwill). Lately, you can often times that are sometimes very 
successful company, because of changed conditions in the global market (falling demand, rising 
costs, inability to use economies of scale), got into financial crisis and in danger of being shut 
down but still have a recognizable commodity brand and high quality of its products (Bentley, 
Rolls Royce). It is clear that in these cases a simple asset sale and liquidation were extremely 
impractical and harmful to a solution that benefits the debtor sells or re-organization as a whole 
more than the obvious. Another example of the smaller companies that deal with the new type 
of service (Internet) where most of the business potential form the expertise, knowledge, skills 
and ideas of employees while on the other side they have the basic equipment and means 
relatively small total amount of rapidly obsolete (computers and other electronic equipment). 
The question is whether the sale of these assets through the bankruptcy processes the creditors 
in general to settle the amount that would be acceptable to them. The rules governing the 
liquidation through bankruptcy proceedings (bankruptcy here), also in large measure may 
encourage the parties to the bankruptcy proceedings to start the reorganization process. When 
the liquidation is efficient, quick, certain and accessible in some way to give impetus to the 
decision, especially the debtor to prepare and propose a plan and go with the process of 
reorganization. It can be formal, in the course of the bankruptcy proceedings, or informal, 
before the bankruptcy proceedings or even before the very creation of legal conditions defining 
insolvency if it is certain that it will perform in the near future.8 In addition, the ability to easily 
transition from the regime of reorganization in bankruptcy proceedings, (called unique 
processes) prevents abuse of process of reorganization by which to gain time. In comparative 
law there are examples of the liquidation and reorganization procedures regulated separately 
(different laws) and therefore there is a possibility that the reorganization comes easily, without 
any real intention to terminate the whole process the right way.9 In this way, the entire 
management process is expensive, requires more time be, mainly inefficient and largely 
prevents the practice of showing all the advantages of the reorganization process. Lately, 
because of these reasons in the world and make regulatory changes to the whole process was 
regulated at one place and eliminate the aforementioned disadvantages. 
Earlier we have been told that the sale of the subject as a whole (going concern) during the 
bankruptcy proceedings can be seen as a form of reorganization. This is partly true, because in 
this way, at least at this point, preventing the liquidation and termination of the debtor. He 
                                                           
7Dika, M.,”Insovencijsko pravo”, Pravni fakultet Zagreb, 1998, str. 89 
8Novak, B.,”Poslovne teškoće i menadžment zaokreta trgovačkih društava”, Znastvene rasprave o 
savremenim finansijskim temama, Ekonomski fakultet Osijek, 2006. godine, str. 129 
9Velimirović, M.,”Stečajno pravo”, Stylos Novi Sad, 2004, str. 93 
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continues to work with the new owner (s) until the creditors are paid from the amount of the 
sale proceeds. However, except for legal change of ownership of this process is not applied to 
other measures specific to the process of reorganization. Whether a business reorganization 
measures will be applied later, it probably will but it is no longer a question regarding 
bankruptcy and reorganization in the formal sense. On the other hand, during the reorganization 
process may not occur until the legal changes of ownership, but there will certainly influence 
the position of the owners and shareholders in some way. Creditors are mainly those who 
acquire ownership of the debtor during the reorganization, but it depends on what the proposed 
plan of reorganization is and how the whole process is designed. Research shows that the value 
achieved by selling the debtor as a whole generally smaller than a real market value, due to lack 
of time be the deficit of information on the activities and characteristics of the entity being sold, 
but it was still higher than the value that is obtained by selling part of bankruptcy debtor. The 
management and owners tend to have more preference toward reorganization, managers 
because the sale of the debtor generally cannot maintain the existing position and the owners 
and shareholders regarding the reorganization are more likely to retain ownership of the rights 
and return the funds invested at least in the long run. Regarding the position of creditors, they 
can vary considerably with each other because the quality and type of their claims and their 
characteristics are also very different. 

5. RESUME 

If company, due to mismanagement, insolvency and other circumstances come into a situation 
of bankruptcy, it is often taken the action of reorganization. Reorganization is nothing more 
than finding opportunities to continue operating the observed society, although it is against it, 
but bankruptcy proceedings. In the reorganization is especially obvious that the bankruptcy plan 
is a document of this procedure. Thus, the bankruptcy plan of reorganization is the essence of 
the procedure set out, and of its content depends on whether the debtor will continue operations 
or the bankruptcy proceedings continue. 
There are objections that the reorganization plan distorts the market value of the debtor, because 
of the different bargaining power and position of the parties, and that because of that it should 
favor the sale of the debtor as a whole because it faithfully reflect market conditions. We saw, 
however, that practical research refuted these claims. 
In any case, the existence of all these options in the bankruptcy law provides the possibility of 
finding the most appropriate solution in this specific situation, and legislator should strike a 
balance between them, taking into account all these characteristics. 
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Аннотация: Статья посвящена описанию причин и задач продуктовой 
дифференциации, а также связанных с реализацией данной стратегии проблем 
позиционирования и выбора ассортимента выпускаемой продукции. Определены 
основные управленческие решения, принимаемые при позиционировании товаров, а 
также предложены расширенные характеристики анализа товарной номенклатуры 
предприятия. 

Ключевые слова: менеджмент, управленческое решение, продуктовая дифференциация, 
позиционирование, ассортимент 
 
 
 
Рыночные требования определяют цели организаций в области разработки товаров, а 
производственные возможности, как правило, выступают в роли ограничителя 
инновационного развития и стратегии продуктовой дифференциации. Вместе с тем, 
разнообразие ассортимента – это один из основных способов повышения прибыльности 
и увеличения продаж на этапах роста и зрелости жизненного цикла спроса. Продуктовую 
дифференциацию в рамках отрасли промышленности можно определить как 
разнообразие стандартизировано-однородной номенклатуры продукции. С рыночной 
точки зрения дифференциация позволяет отделить продукт какого-либо предприятия в 
глазах потребителей от остальных продуктов данного класса.  
Задачи менеджмента при реализации стратегии продуктовой дифференциации состоят в 
том, чтобы увидеть новые возможности в существующем производстве, снизить его 
ресурсоемкость, достичь и поддерживать определенный уровень качества, создать и 
изменять символическое содержание товара. Реализация стратегии продуктовой 
дифференциации должна обеспечивать преемственность решений и мер по 
формированию оптимального ассортимента; поддерживать конкурентоспособность 
товаров на заданном уровне; быть ориентированной на завоевание перспективных 
рыночных сегментов и ниш. Как правило, продуктовая дифференциация осуществляется 
в рамках горизонтальной товарной политики, когда новые изделия являются 
продолжением выпускаемых и рассчитаны на сформировавшийся круг покупателей. 
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Причинами дифференциации являются усиление конкурентной борьбы в отрасли и 
насыщение рынка. Различия находят свое выражение в видах, типах, стилях, марках, 
степенях качества продукта, формах упаковки, системе обслуживания. Дифференциация 
проявляется также в выпуске товаров-заменителей. Анализ литературы показал, что 
можно выделить несколько методов дифференциации: 
1) дифференциация продукта, обеспечивающая отличительные особенности на уровне 

физических, дополнительных или ожидаемых характеристик продукта; 
2) дифференциация за счет сопроводительного обслуживания, которая достигается с 

помощью льготной доставки, установки товаров, обучения потребителей, 
консультирования; 

3) дифференциация за счет квалификации сотрудников, позволяющей создать высокую 
репутацию и обеспечить требуемый уровень инноваций; 

4) дифференциация за счет имиджа, которая возможна, если конкуренция множества 
аналогов на рынке приводит к эмоциональному восприятию потребителем 
продукции предприятия. 

 
Таким образом, дифференциация достигается либо за счет изменений в самом продукте, 
либо за счет изменений условий создания и сбыта продукта. Связанные с 
дифференциацией дополнительные издержки компенсируются в долгосрочной 
перспективе увеличением спроса на продукты предприятия. Для отрасли, где имеет 
место продуктовая дифференциация, характерна монополистическая конкуренция. 
Дифференциация ведет к двум последствиям. Во-первых, продуктовое разнообразие 
создает рыночную власть предприятию, за счет приверженности продукту потребителей, 
для которых отличительное преимущество имеет важнейшее значение перед иными 
товарными характеристиками. Во-вторых, продуктовая дифференциация выгодна 
покупателям, поскольку разнообразие стандартизированных товаров расширяет 
возможности их выбора и в лучшей степени соответствует их предпочтениям. Оно также 
облегчает потребителям выбор, обеспечивая четкость восприятия тех или иных свойств. 
Дифференциация продукта продолжается до тех пор, пока потребители расценивают 
разные товарные марки в качестве несовершенных заменителей. Выделяемое 
предприятием свойство товара ложится в основу стратегии позиционирования, а значит, 
должно быть приоритетно необходимым определенному сегменту покупателей.  
Поскольку проблемы позиционирования неразрывно связаны с задачами продуктовой 
дифференциации, далее затронем основные аспекты выбора позиции товара на рынке. 
Качество является одним из основных орудий позиционирования. Как известно, качество 
товара можно определить как совокупность свойств и характеристик, которые придают 
ему способность выполнять свои функции. Качество имеет два показателя – уровень и 
постоянство. Постоянство качества достигается за счет стандартизации и сертификации 
товаров. Уровень качества зависит от следующих составляющих: точность изготовления, 
легкость в эксплуатации, соответствие нормам и стандартам, надежность, эстетичность, 
репутация, дизайн, уровень комфортности. Несмотря на то, что некоторые свойства 
товара можно измерить объективно, с точки зрения рынка, качество должно измеряться в 
терминах покупательского восприятия. Поэтому качество товара на современном рынке 
определяют такие аспекты, как: концепция товара, составляющие товара (форма его 
представления), функции товара и его характеристики, сенсорное единство (вкус, 
тактильное и зрительное восприятие, запах, звучание), составляющая его физическую 
оболочку упаковка, общее качество товарного предложения, сопутствующие услуги, 
несущая определенные ценности и имеющая символическое значение марка.  
Позиционирование товара – это специальные рыночные действия по обеспечению товару 
не вызывающего сомнений, четко отличного от других, желательного места в сознании 
целевых потребителей. Позиционирование – это действия по обеспечению 
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конкурентоспособного положения товара (марки товара) в ряду конкурирующих моделей 
в данной товарной категории. По Питеру Дойлю позиционировать – значит выбрать себе 
конкурентов и то преимущество, с помощью которого данный товар побьет их [1]. 
Согласно Э. Райсу и Дж. Трауту позиционирование – это инструмент искусственного 
перевода предпринимательской идеи, конкурентных преимуществ фирмы в мотив, 
понятный покупателю [2]. Вместе с тем, конкурентные преимущества фирмы и позиции 
ее товаров на рынке – это далеко не одно и то же. Конкурентное преимущество – это 
сильная сторона компании, в то время как позиция товара – это восприятие товара 
предполагаемым потребителем. Отдельные конкурентные преимущества могут влиять на 
позицию товара, но не быть для нее определяющими факторами. Таким образом, в 
широком смысле позиционирование использует  весь комплекс маркетинговых 
элементов. В узком смысле позиционирование концентрируется только на 
коммуникативных элементах продвижения товара и на том, как при этом воспринимается 
товар. В любом случае в позиционировании заложена концепция сообщения, поэтому 
важно с самого начала определить правильную позицию товара в информационном 
пространстве потребителя. Позиционирование должно формировать у целевой аудитории 
восприятие уникальности марки. 
В российской практике предпринимательской деятельности основным типом 
позиционирования является определение позиции товара в координатах «цена-качество». 
Помимо этого можно выделить еще несколько распространенных типов позиций товара: 
1) позиция, основанная на отличительном качестве товара; 2) позиция, основанная на 
выгодах и решении проблем; 3) позиция, основанная на особом способе использования; 
4) позиция, ориентированная на определенную категорию покупателей; 5) по отношению 
к конкурирующей марке; 6) позиция, основанная на разрыве с определенной категорией 
товаров. 
Основными управленческими решениями при позиционировании товаров в процессе 
продуктовой дифференциации являются: 
1. Определение позиции относительно других марок. Возможны три варианта к данной 

проблеме: 
•  позиционирование марки как центровой, образцовой для данной товарной 

категории. Выбор данного решения возможен, если марка, позиционируемая как 
центровая, обладает всеми основными выгодами и характеристиками данной 
товарной категории. Как правило, такими вариантами товаров становятся 
успешные марки-пионеры, либо марки-аналоги, выгоды которых объективно 
оцениваются как приемлемые, а цены – как более выгодные; 

• позиционирование марки как дифференцированной, имеющей определенное место 
внутри товарной категории. Данный выбор означает подчеркивание одной из 
важнейших характеристик продукта, а также специализацию на ней. Такой вариант 
приемлем для любых марок, не занимающих центровое место;  

• размещение нового продукта (марки) в другой товарной категории. 
2. Определение позиции продукта с точки зрения объекта акцентирования. В данном 

решении возможны варианты: 
• выбор типа позиционирования «пользователь как герой» применим, если 

подчеркивается специализация компании в конкретной сфере рынка, если 
покупательским мотивом является социальное одобрение, если позиционируется 
технический продукт, который ориентирован на целевую аудиторию «новичков»; 

• выбор типа позиционирования «продукт как герой» предполагает подчеркивание 
выгоды продукта. 
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3. Выбор мотивов, которые будут затронуты при позиционировании (главные или 
второстепенные). Товарная марка позиционируется по главному (самому сильному) 
мотиву, если другие марки категории не позиционируются по этому же мотиву, в 
противном случае она позиционируется по следующему по силе мотиву.  

4. Выбор преимуществ, используемых в определении позиции продукта. Физические 
характеристики ложатся в основу позиции, если целевую аудиторию составляют 
опытные в данной сфере потребители, либо предметом производства и сбыта 
является услуга. Помимо физических характеристик в основу позиции могут быть 
заложены выгоа,, то есть субъективно воспринимаемая польза. Фокусироваться на 
выгодах целесообразно, когда товар обладает выгодой, которую трудно скопировать, 
либо когда мотивация для его покупки является негативной (информационной). 
Третий вариант демонстрации преимуществ – акцент на эмоциях. Его используют, 
главным образом, когда товар обладает легко копируемыми выгодами, когда 
мотивация покупки является позитивной (трансформационной), либо когда 
укоренившееся отношение к товару основано на характеристике, которую 
необходимо ослабить или изменить [3].  

 
Таким образом, проводя позиционирование, фирма, прежде всего, выделяет товар из 
окружения (дифференцирует ее), для чего проверяется его соответствие текущим и 
перспективным предпочтениям потребителей. Оптимальной позицией является та, 
которая отвечает идеальным представлениям потребителей и находится как можно 
дальше от конкурентов. Вместе с тем, позиционирование может не принести 
экономического результата, если целевой сегмент малорентабелен, высококонкурентен 
или находится на этапе спада, если качества и характеристики, как предлагаемого товара, 
так и товаров конкурентов малозначимы для реальных покупателей, если издержки 
производства столь высоки, а прибыльность столь мала, что любые дополнительные 
издержки, связанные с позиционированием, скажутся на цене и дальнейшей судьбе 
товара негативно. В целом можно заключить, что позиционирование на динамичном 
российском рынке не является «стратегией номер один», так как экономического успеха 
на растущих рынках часто добиваются те, кто продает безликую продукцию анонимному 
покупателю. Вместе с тем, именно позиционирование позволяет реализовать стратегию 
продуктовой дифференциации наиболее результативно.  
Другим важным аспектом продуктовой дифференциации является решение проблемы 
управления ассортиментом и формирования производственных программ. 
Традиционными характеристиками ассортимента являются: широта, глубина и 
гармоничность. Расширяя данный перечень характеристик, можно предложить также 
такие оценочные параметры, как: 1) относительная ширина, которая отражает количество 
ассортиментных групп предприятия в сравнении со средним уровнем по отрасли; 2) 
относительная глубина, которая аналогично показывает насколько среднее количество 
ассортиментных единиц в каждой группе соответствует среднеотраслевым значениям; 3) 
полнота ассортимента, которая показывает, насколько вся номенклатура предприятия 
соответствует потребительским оценкам по количественным и качественным 
параметрам; 4) соответствие товарной структуры предприятия региональным вкусовым 
предпочтениям потребителей; 5) устойчивость ассортимента, которая позволяет судить о 
стабильности выпуска и способности предприятия внедрять долговременные 
продуктовые инновации.  
Наряду с этим в рыночных условиях производственный и рыночный ассортимент 
товаров делится на уровни (низ, середина, верх). Обычно такое деление основано на 
понятиях цены и качества. Однако низкие цены, обусловленные промышленной 
стандартизацией, эффектом масштаба, минимизацией маркетинговых затрат могут стать 
для предприятия основным конкурентным преимуществом.  
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Существует множество направлений анализа ассортимента. Если проводить анализ по 
типу товара, то считается оптимальным ассортимент того предприятия, которое 
выпускает на рынок одновременно следующие группы товаров: основную, 
поддерживающую, стратегическую, тактическую, разрабатываемую, уходящую с рынка. 
Предприятием может использоваться также метод анализа ассортимента по 
товарообороту, который основан на ранжировании товарных единиц по их доле в 
выручке фирмы, по динамике продаж. В данном методе часто используют правило 
«80/20» (принцип Парето), согласно которому 80% товарооборота обеспечивает 20% 
товаров. Анализ с помощью матрицы Бостонской консалтинговой группы также может 
рассматриваться как метод анализа ассортимента. Анализ по рентабельности основан на 
сравнении прибыльности каждой товарной единицы. На его основе можно сделать вывод 
о необходимости исключения из ассортимента тех товаров, которые длительное время 
приносят низкую или отрицательную прибыль. Еще одним вариантом анализа 
ассортимента является анализ по возрасту товаров. В его рамках можно рассчитывать 
средний возраст товаров (всех или самых значимых) и сравнивать данный возраст с 
существующими нормами или среднеотраслевыми показателями (если таковые 
имеются).  
В заключение можно отметить, что продуктовая дифференциация имеет место, благодаря 
не только рыночным процессам, но и в связи с отличиями в технологических, 
физических, химических, механических свойствах выпускаемой продукции. 
Экономическая политика предприятия, формирующая качественные характеристики 
продукции, товарный ассортимент, особенности донесения информации до потребителей 
определяет и возможности дифференциации. Продуктовая дифференциация позволяет не 
только увеличить рыночную власть предприятия и улучшить возможность выбора для 
покупателей, но и продлить жизненный цикл товарных групп, повысить 
конкурентоспособность изделий. Достигается это за счет внесения в продукт уникальных 
отличительных свойств. Вместе с тем, продуктовая дифференциация предполагает 
сохранение базовых характеристик товаров на регламентированном уровне, 
соответствующем стандартам. 
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Аннотация: В статье рассматриваются подходы к определению маркетингового 
потенциала корпорации. Показывается, что одним из наименее предсказуемых 
факторов маркетингового потенциала является покупательское поведение. 
Представлены ключевые направления анализа поведения потребителей, снижающие 
неопределенность принятия маркетинговых решений. 
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Определяющими чертами современной экономической системы является высокая 
динамичность, избирательность и нестабильность. Укрупнение поставок, рост 
разнообразия связей и организационных форм управления бизнесом и партнерскими 
отношениями увеличивает круг лиц, потребности которых необходимо учитывать. 
Территориальная консолидация и кластеризация национальной экономики приводят к 
уменьшению затрат производственных предприятий по созданию и доставке стоимости 
конечным потребителям. Технологизация и унификация процессов производства и 
доставки приводит к выравниванию «жестких» потребительских свойств продуктов. В 
результате конкуренция в сфере «мягких» параметров становится еще более сильной. 
Именно в этой сфере определяющей компетенцией компании является имеющийся 
маркетинговый потенциал. Чем значительнее рыночные преобразования, тем более 
важный вклад в повышение стоимости бизнеса вносит маркетинг, который можно 
рассматривать как систему адаптации предприятия к рыночным факторам. Именно 
маркетинг несет ответственность за сокращение неопределенности среды принятия 
решений и, следовательно, за повышение эффективности менеджмента, особенно в 
периоды роста изменчивости внешней среды компании. Категорию «маркетинговый 
потенциал» мы считаем наиболее полно отражающей имеющуюся у предприятия 
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возможность адаптироваться к новым глобальным изменениям и гарантировать 
эффективность его развития. Однако до настоящего времени проблема выявления 
сущности маркетингового потенциала, роли и значения данного явления в системе 
маркетинговой и производственно-сбытовой деятельности предприятия не получила 
надлежащего полного и всеобъемлющего научного обоснования. Анализ литературы 
позволил выявить несколько подходов к пониманию маркетингового потенциала 
организации. В рамках целевого подхода маркетинговый потенциал можно 
рассматривать как совокупность имеющихся у предприятия возможностей достигать 
поставленные маркетинговые цели. В соответствии с функциональным подходом 
маркетинговый потенциал преподносится как совокупность коммерческих и сбытовых 
навыков, позволяющих выполнять трансакции с наибольшей степенью эффективности. В 
рыночном подходе маркетинговый потенциал предстает, как рыночные возможности 
сбыта продукции. Понимание маркетингового потенциала в рыночном подходе 
пересекается с дефиницией «рыночный потенциал», которая отражает потенциальную 
емкость рынка. Вместе с тем, на наш взгляд, маркетинговый потенциал включает не 
только понимание максимальных возможностей спроса, но и потенций, связанных с 
возможностью и стоимостью приобретения конкурентных преимуществ и быстротой 
завоевания покупательских предпочтений. Поэтому точность анализа поведения 
покупателей и нахождение эффективных способов влияния на него расширяет границы 
маркетингового потенциала. В границах ресурсного подхода маркетинговый потенциал 
предприятия определяется совокупностью имеющихся маркетинговых инструментов, 
кадров подходящей квалификационной категории, технологических возможностей, 
характером и эффективностью внутренних и внешних коммуникаций, позволяющих 
осуществлять маркетинговую деятельность. В когнитивном подходе маркетинговый 
потенциал – это совокупность накопленных и потенциально возможных знаний. В 
составном подходе маркетинговый потенциал предприятия является неотъемлемой часть 
экономического потенциала предприятия, обеспечивающей его конкурентоспособность, 
экономическую и социальную востребованность товара на рынке, благодаря проведению 
эффективных маркетинговых мероприятий в области исследования спроса, товарной, 
ценовой, распределительной, сбытовой политики, организации стратегического 
планирования и контролю за поведением товара, конкурентов, потребителей и самого 
предприятия на рынке. 
Таким образом, можно сделать вывод, что в представленных подходах подчеркиваются 
различные аспекты понятия «маркетинговый потенциал». Учитывая всеобщие 
экономические тенденции, в том числе фактор углубления глобализации, представляется 
более корректным опираться на целевой подход, которому не противоречат ресурсный, 
составной и рыночный подходы. Маркетинговый потенциал корпорации, отсюда, может 
определяться тремя составляющими: 1) имеющимися возможностями макросреды 
(STEP-факторами); 2) возможностями микросреды (рыночным потенциалом, 
покупательскими предпочтениями, партнерскими отношениями с контрагентами, 
конкурентной активностью); 3) маркетинговыми компетенциями предприятия 
(пониманием руководством функций маркетинга и правильностью постановки задач, 
наличием квалифицированных кадров в области маркетинга, эффективностью системы 
внутренних коммуникаций между сбытовыми, закупочными, производственными, 
экономическими, финансовыми и маркетинговыми подразделениями, имеющимися 
техническими возможностями, эффективностью маркетингового аутсорсинга и пр.). 
Маркетинговый потенциал, являющийся частью экономического потенциала 
предприятия, единственный из всех его составляющих, в значительной степени зависит 
от состояния неконтролируемых факторов.  
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Одним из наименее предсказуемых факторов маркетингового потенциала является 
покупательское поведение потребителей, под которым мы понимаем совокупность 
признаков и показателей, характеризующих действия потребителей, включая их 
предпочтения, спрос, структуру потребления, способы использования доходов. Согласно 
известному «правилу Парето», 20% потребителей приносят 80% прибыли. Поэтому 
основной целью маркетингового анализа покупательского поведения является выделение 
и сохранение наиболее выгодной группы покупателей. Основными направлениями 
маркетингового анализа покупательского поведения являются: 1) определение основных 
составляющих модели покупательского поведения; 2) анализ типа покупательского 
поведения; 3) оценка лояльности покупателей. 
Комплексное описание поведения покупателей на рынке возможно с помощью 
построения модели «побуждение-реакция» Ф.Котлера [1]. Согласно данной модели на 
любого покупателя постоянно воздействуют различные раздражители. Маркетинговые 
стимулы состоят из элементов комплекса маркетинга, глобальные же стимулы зависят от 
среды, окружающей покупателя: экономики, политики, культуры, уровня развития НТП. 
Все стимулы являются внешними по отношению к потребителю и попадают в «черный 
ящик», где смешиваются со стимулами внутреннего характера. Предметом изучения при 
анализе покупательского поведения потребителей, в большей части, является «черный 
ящик». Основными факторами, определяющими характеристики потребителей, являются 
факторы культурного, социального, личного, психологического порядка. Активность 
потребителя на рынке выражается в процессах обретения, потребления товаров, 
избавления от них, а также предшествующих и последующих процессов, оказывающих 
влияние на эту активность. Рассмотрение этапов процесса принятия решения 
потребителем о покупке товаров позволяет выделить основные аспекты, которые 
подлежат маркетинговому анализу. Последовательность этапов процесса принятия 
решения о покупке выглядит следующим образом: осознание потребности, поиск 
информации, оценка альтернатив и выбор варианта, покупка, реакция на покупку. 
Процесс покупки выглядит как достаточно сложное психологическое действие, которое 
растянуто во времени и в которое подчас вовлечено большое количество людей, роли 
которых также подлежат маркетинговому анализу. 
Принятие потребителем решения о покупке определяется и типом покупательского 
поведения. Иногда решение о покупке принимается быстро, иногда дается нелегко. 
Быстрота решения о покупке зависит от вовлечения потребителя, которое определяется 
теми затратами и риском, которые он несет, приобретая товар. Высокая степень 
вовлечения демонстрируется, когда принимается решение о покупке дорогостоящих 
товаров с большим сроком службы, товаров необходимых для существования. Низкая 
степень вовлечения – в тех случаях, когда товары являются относительно дешевыми и 
ошибка в выборе не связана для покупателя с большим риском. Покупательское 
поведение зависит также и от характера мотивации. Так, продукт может приобретаться 
для того, чтобы жизнь стала еще более яркой, а может покупаться для избавления от 
насущной проблемы: в первом случае мотивация будет положительной, во втором – 
негативной. Опираясь на исследования в данной области, можно выделить четыре типа 
покупательского поведения в соответствии с известной матрицей ФКБ, основанных на 
степени вовлечения в процесс покупки и мотивации: 

1. сложное покупательское поведение характеризуется тем, что покупатель 
собирает всю необходимую для принятия правильного решения информацию – 
причины разницы в ценах на схожие товары, потребительские характеристики 
продукта, условия продажи товара и др. Решение о покупке приходит после 
получения информации и формирования отношения к маркам товара. Поэтому 
действия продавца должны быть направлены на обучение потенциального 
покупателя необходимости приобретения товара;  



998 

2. эмоциональное покупательское поведение предполагает, что решение о покупке 
принимается на основе ассоциативной связи товара с определенным образом, 
чувством и настроением. Сформировав отношение к маркам товара, покупатель 
воспринимает всю необходимую для покупки информацию через призму 
имиджей, поэтому зачастую поступает иррационально; 

3. привычное (рутинное) покупательское поведение демонстрируется при 
приобретении с устойчивой периодичностью товаров первой необходимости. 
Такое поведение предполагает обычно постоянный выбор одной и той же марки 
товара, но не из-за приверженности, а скорее из-за сформированного опыта 
покупок. Покупатели легко приобретают товар, качество которого проверяется в 
процессе использования. В случае удовлетворенности остается хорошее 
впечатление, в ином случае – покупатель неудовлетворен и переключится на 
использование другой марки. Рутинный тип поведения формируется скорее на 
осведомленности, чем на отношении к товару. Для изменения данного 
покупательского поведения можно с успехом использовать прием постановки 
проблемы и указания пути ее решения; 

4. покупательское поведение, основанное на пристрастии, характеризуется тем, что 
отличия между марками товара воспринимаются на уровне ощущений и эмоций. 
Потребители с легкостью приобретают разные марки товара, собирая сведения о 
них, исходя из собственных чувственных наблюдений [2]. 

 
Большую часть сбыта обычно обеспечивают постоянные клиенты. Издержки по 
привлечению нового потребителя часто в несколько раз выше, чем издержки по 
сохранению имеющихся клиентов. Поэтому накопление и расширение клиентского 
капитала компании служит гарантом развития бизнеса. Эффективное управление 
клиентским капиталом предполагает дифференцированное отношение к клиентам. По 
оценкам представителей российского бизнеса соотношение различных групп 
покупателей в современных корпорациях далеко от идеального состава (см. табл. 1). 

Таблица 1: Типы клиентов российских компании 
Прибыльность 
покупателей 

Низкая лояльность покупателей Высокая лояльность покупателей 

высокая Рискованные клиенты (45%) 
Основная задача: повышать 
уровень удовлетворенности 

Ключевые клиенты (25%) 
Основная задача: сохранять и 

укреплять сотрудничество 
низкая Клиенты-«балласт» (20%) 

Основная задача: при 
отсутствии возможности роста 

прибыльности и лояльности 
прекратить сотрудничество 

Критические клиенты (10%) 
Основная задача: снизить 
затраты сотрудничества, 

проверить обоснованность 
условий поставки 

 
Таким образом, одна из основных проблем развития маркетингового потенциала за счет 
повышения клиентоуправляемости лежит в поле «увеличения лояльности». Лояльность 
покупателей – это их стремление покупать товары конкретного производителя 
(продавца). Иными словами лояльность покупателей определяется их приверженностью 
к той или иной марке товара. Основными факторами, формирующими лояльность, 
являются удовлетворенность клиентов и барьеры на пути смены продавца. Действенным 
способом повышения лояльности клиентов является разработка баз данных покупателей 
и внедрение программ лояльности, в которых с повышением размера покупки 
увеличивается число предоставляемых услуг (бесплатная доставка, товарный кредит и 
др). Другой стороной оценки лояльности является определение типа отношений, 
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складывающихся между продавцами и покупателями. Количество преданных (лояльных) 
корпоративному бренду потребителей колеблется в зависимости от особенностей 
отрасли, а именно от прибыли на единицу продукции и количества потребителей. В связи 
с этим выделяют пять уровней отношения корпораций с партнерами (в числе которых со 
стоят и покупатели). Базовый уровень предполагает обычную продажу продукта. При 
реактивном маркетинге продавец не только продает, но и поощряет потребителя 
обращаться к продавцу в случае возникновения вопросов и жалоб. В организации, 
функционирующей на уровне ответственного маркетинга, продавец через некоторое 
время после покупки интересуется, соответствует ли качество товара ожиданиям 
потребителя, узнает его предложения по совершенствованию продукта. Уровень 
проактивного маркетинга предусматривает то, что продавцы время от времени 
обращаются к потребителям с предложениями более совершенных и полезных 
продуктов. И, наконец, при партнерском маркетинге компания работает в непрерывном 
взаимодействии с потребителем. Как видно наиболее высокий уровень маркетинга 
отношений может быть реализован в случае производства и продажи эксклюзивных 
товаров.  
Таким образом, все факторы покупательского поведения, оказывающие влияние на 
любой бизнес можно свести к нескольким основным: реакция покупателей на 
стимулирующие элементы комплекса маркетинга; степень воздействия глобальных 
стимулов на потребителя; определенность покупательских мотивов; возможность 
использования основных ценностей покупателей для продвижения интересов бизнес-
организации; число референтных групп, влияющих на покупательское поведение; 
отношение покупателей к продукту бизнес-организации; длительность процесса 
принятия решения о покупке; покупательская оценка атрибутов товара бизнес-
организации; лояльность покупателей; характер вовлечения потребителей в покупку; 
восприятие имиджа товара покупателями; степень рациональности покупательского 
поведения. 
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Summary: The author in this paper outlines the basis for the development of the CRM concept, 
which is basically a development of quality relationships with customers or service users. It is 
important to say that the customer relationship management, CRM, is process of targeting, 
attracting, transactions, services, building and maintaining long term relationships with clients. 
The purpose of CRM is to enable more effective (and efficient) implementation of the objectives 
of the company through an analytical overview of the real needs of consumers. Ii includes all 
the principles of relationship marketing founded on information about the client and provided 
with that technology. Increasingly, companies realize that if they do not retain clients - someone 
else will. 

Keywords: consumers, company, sales, management 

1. INTRODUCTION 

The general business framework of today's companies is the competition and growing 
uncertainties of future operations. In such circumstances, each company has to seek the best 
ways that will ensure its market position. Considering that the focus of today's market action 
and successful long-term business is relationship with the customer and the customer, there was 
a development of management concept aimed at customers - CMR. We have to note that local 
companies are trying to develop this and similar concepts, however, a lack of expertise, 
especially in small companies, is the main barrier for the successful application of this concept. 
Proceeding from this, on this occasion we will briefly show the CRM concept that is inevitable 
in contemporary management, especially sales management. 

2. KEY CONCEPTS OF CRM 

Like most new trends, CRM (Customer Relationship Management) originated from the need to 
increase profits, and it can be seen as a general recipe for success in business. CRM includes all 
aspects of the company's interaction with customers, regardless of whether it is selling of a 
product or a service. It is an effective management of relationship between company and its 
customers.1 
                                                           
1www.pcpress.co.yu/arhiva/tekst.asp?broj=81&tekstID   
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The idea of preserving and improving customer relationships is nothing new, though many 
companies only now discovering relationship marketing. CRM is a newer type of management 
or a new way of approaching the consumers themselves. This type of approach to consumers is 
intertwined with a variety of technologies, information resources, people, and processes all with 
the intent to improve the service that is directly related to the end user i.e. the consumer. In 
addition, CRM (Customer Relationship Management) we could define as a strategy to collect 
important data about users and acting based on these data in order to build long-term profitable 
customer relationships. 
CRM as a strategy of modern customer relationship management, gets its meaning from the 
mid-nineties, and now is considered inevitable mechanism of functioning of the company on the 
market. 
CRM strategy is built in Western economies in the world of business companies to which 
priority has become to retain existing large customer base due to the strong penetration of the 
product or service to market and strong competition. 
The concept of CRM today often involves the same technology that manages relations with the 
user, and encompasses management solutions for marketing, selling and providing services to 
the user. 
While in the nineties of the twentieth century, every article on CRM began with controversy: 
strategies or technologies, today it is clear that CRM is a business philosophy and 
corresponding strategies of advanced customer relationship management to the principle of 
respecting individual importance of each individual.2 
While aggressive selling marked the beginning of the seventies and eighties, the new time faced 
businesses organization with the need for real differentiation in the market. It was no longer a 
brand, image or aggressive promotion, or price, and particular it was not the situation secured 
with closed market. Educated user, which is between the companies in struggles against a 
saturated market, requires attention. Here is a factor of distinction - the service makes the 
difference. 
Unlike mass marketing, in the CRM business philosophy the offer is personal, adjusted to the 
needs of individual. Marketing seeks to operate under the principle of one-on-one adapting to 
market niches. 
The basic idea of CRM is, not product-orientation of firms but increased concern for the 
user/consumer, which is now even more important to a company than the product itself. The 
days of mass production and advertising in the style of an English magnate Ford, who claimed 
that customers who buy Ford cars car can buy the desired color, provided that the car they want 
is black, were gone. Products, including the services must be adapted to the personality of the 
buyer/consumer of services. This became possible with developing of databases, which allow 
storage of data on individual customers and software that enable analysis and optimal use of 
this data. 
CRM is a technology enabled, but it is a logical change because of the technical capabilities that 
service users and customers have recognized. They are becoming more demanding and 
companies that fail to reorient their business from products to the buyer will lose 
competitiveness and disappear. 

2.1. Practical use of CRM 

What, in fact, is a concept CRM? It can be illustrated by an example from business practice. 
One of the most picturesque examples, with which almost everyone we meet every day, is the 
application of CRM in retail outlets, especially in large retail chains, such exist abroad in large 
supermarket chains. 

                                                           
2 B. Foss, M. Stone, “CRM in Financial Services”, Kogan, 2003, p. 45. 
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Unlike the small shops, where customers and their habits are known, large retail chains with 
high turnover cannot achieve such interaction. Therefore, they can summon advanced 
technology for help. For them, the CRM, in addition to the mandatory smiles and courtesy of 
employees is based on the enormous amount of collected "raw" data. Almost all of these retail 
chains issue "smart" cards for personalization and customer identification, on which are 
recorded all purchases of individual customers. All these data, together with information from 
the environment, are storing in a single database from which the advanced technologies, such as 
data mining and data warehousing, extracting data, performing analysis and create a profile of 
each individual customer. Based on the profile created, to each customer is approaching in the 
personalized way. For example, if a given customer over certain period spent a lot of resources 
on the purchase of household chemicals, or diapers, and if the sale of a new line of products 
started, automated CRM system based on all this information and additional analyzes will 
inform the customer about new products, its benefits and cost, by e-mail, SMS messages or via 
Call Center. In addition, the system can inform customers about the current discounts, sales, 
promotions, hours of work or, for example the crowds at the mall. 
Contemporary information technologies allow that large systems using CRM to approach to the 
end customer as much as possible, so their relationship would be approximately to that of the 
local "neighborhood" stores, for the satisfaction of the sellers and consumers. We note that in 
our conditions big shopping malls like Mercator or Tus, use these development systems with 
customers. However, other domestic companies have not yet reached this stage of the 
development of relationships with customers and continue to use traditional methods. 

2.2. Identifying problems and implementing CRM 

Many concerns and problems are related to CRM, even in individuals and organizations who 
are deeply involved in its development as a strategy or technological support, including:3 
• What is the approach to solving i.e. developing of CRM (gradually or at once, internal 
development or purchase of "world" solutions, etc.) 

• To what extent purchasing of technology solving the implementation of CRM 
strategies; 

• What information do we need to know and collect about our customers; 
• What knowledge we have to develop within the organization; 
• How to measure the effectiveness of implementation; 
• From where to start - from the user's needs, internal processes, or technologies 
• These are all questions that are constantly imposed to all who are in any way involved 

in CRM. 
 
CRM is now by many companies and marketing management software companies 
misunderstood and presented. Companies were selling front office and back office solutions but 
they were omitting fundamental strategic benefits that CRM can provide. 
The problems of implementation are to identify the steps of approach for implementation, such 
as:4 

• Identification of the consumer companies, 
• Differentiation of consumers in database, 
• Interaction with customers who are identified to have long-term value for the 

organization  
• Customization of services, and other sophisticated products need to increase the share 

of consumer and to strengthen customer relationships 

                                                           
3 Ljubojević, Č.,”Marketing usluga”, Ekonomski fakultet Novi Sad, 2003. godine, str. 223   
4 Lovreta, S,”Trgovinski Menadzment”, Savremena administracija Beograd,1995. godine, str.93. 
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Data collection is a major problem and a very important component. Within an organization, it 
is possible to identify CRM inconsistencies that arise when in organization, a separate 
department deals with CRM, and there is no true saturation of CRM strategy with all processes 
and functions. Marketing department, sales and consumer services usually deals with CRM. 
Relationships with customers aren’t problematic in places in organization that are by their 
nature oriented to their needs. Problems arise in some other places. Modern organizations often 
are composed of the departments whose task is to identify and punish undisciplined consumers. 
Unfortunately, these departments often are dealing with themselves and their behavior patterns 
are drawn from the time of enjoying the benefits of monopoly. Such business processes are 
fraud management and the collections of payments, but technical department that technical 
problems doesn’t see as a customer and credit department, which is traditionally oriented to risk 
management, not the user.5 
In addition, one of the problems for the successful implementation of CRM is related to the 
transformation of the company and the way it looks and runs the business with consumers, since 
this is a strategy for achieving competitive advantage and the basic profitable component of 
financial success. 
Modern CRM organizations starts from the reason why consumer did something or why 
something happened to him, and organizations with the remains of monopolistic behavior 
starting from the assumption that they are always right, and that the user is the only sinner in the 
process of exchange. Those are very unpleasant experiences of many consumers who have been 
severely punished for their minor failures after they were extremely profitable for the 
organization that serves them for several years. 
One of the problems of CRM implementation may be people who are the last, but not the least 
important item in the implementation of CRM strategies. Only with the achievement of genuine 
focus on solving user problems in technical or credit work and in marketing or sales, it is 
possible to create a corporate culture that is the true condition for the implementation of CRM 
strategy. Courtesy, knowledge, qualifications, skills, behavior and motivation are a prerequisite 
to establish the efforts of user centric organizations so they do not fall apart at the point that for 
CRM has always been the most vulnerable - the human factor.6 
To manage relationships with a relatively small number of users we do not need support of 
advanced technological solutions. The best example is based on close daily contacts with direct 
knowledge of consumers. Except the necessity imposed to companies by economic necessity to 
survive in the market, the development of technology and reduced prices were favorable for 
CRM. 

3. RESUME 

CRM is not technology but the business concept, i.e. a business philosophy. Moreover, the 
basic introduction of CRM is not buying new computer elements (databases, software, Web 
pages), but changes in thinking primarily of the highest ranking managers, up to ordinary 
worker, the lowest in the hierarchy of the company. Today, this is the biggest problem that 
companies have chosen to introduce in this concept and to change the current business 
activities. 
It is evident that CRM assume, except the implementation of advanced technology, and 
redesign of the business model from the very top of the organization up to the last unit that 
participates in serving customers. CRM is a way of thinking embedded in all aspects of the 

                                                           
5 Group of authors, Key Issues in European Retail Banking 2003: Channel integration, Reuters Business 
Insight, 2003.p.49.   
6 A. Nederlof, Dr. J. Anton, “Customer Obsession”, Anton press, 2002.P.13 
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organization, in all its processes, including knowledge management and human resources, 
supply chain, relationships with partners, but also processes such as preventing fraud and the 
collection of past due obligations. 
We can say the future of CRM is aiming to greater implication of intelligent technology, the 
increasing influence of organizational knowledge, sophisticated data collection methods and the 
involvement of the beneficiaries, suppliers and partners in the process of building a CRM 
organization. Advanced strategy for customer relationship management (CRM) must be marked 
with a set of agreements between the most demanding user expectations, the ability of 
organizations to meet them, according to the principles of profitable business development and 
technological support. Contact centers, interactive voice machines, and “mining" of large 
amounts of data, intelligent applications, automation of IT processes, are just some of the 
attempts to simulate intimate relationship that occurs in the marketing exchange from its very 
beginnings within large customer base. Further success in this direction, will enable the creation 
of stronger relationships with their customers and increased loyalty on a profitable basis for the 
modern organizations (companies, non-profit organizations and government). 
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Аннотация: Статья отражает вопросы правового регулирования приграничного 
сотрудничества, виды и направления его развития, меры по стимулированию развития 
приграничной территории  
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1. ВВЕДЕНИЕ 

На сегодняшний день приграничное сотрудничество становится одной из важнейших 
сфер реализации современных международных отношений. Более того, развитие 
приграничного сотрудничества отвечает долгосрочным национальным интересам, 
прежде всего потому, что Российская Федерация имеет самую протяженную 
государственную границу в мире – 61 тыс. км., с 16 сопредельными государствами. 
Причем, 39 регионов России считаются приграничными, однако, эти территории, 
несмотря на очевидные плюсы географического положения, как правило, недостаточно 
развиты экономически и имеют массу проблем, которые в существующем правовом поле 
решать очень непросто.  
Поэтому, для создания благоприятных условий, а также полноценного развития 
приграничного сотрудничества необходимо четко сформулировать положения, 
определяющие инвестиционную политику в приграничье, механизмы вложения 
инвестиций в инфраструктуру этих территорий, преференции для частного бизнеса.  
Под приграничным сотрудничеством нами понимаются согласованные действия 
федеральных органов исполнительной власти, органов исполнительной власти субъектов 
Российской Федерации, органов местного самоуправления, направленные на укрепление 
взаимодействия Российской Федерации и сопредельных государств в решении вопросов 
устойчивого развития приграничных территорий Российской Федерации и сопредельных 
государств, повышения благосостояния населения приграничных территорий Российской 
Федерации и сопредельных государств, укрепления дружбы и добрососедства с этими 
государствами. 
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2. ОСОБЕННОСТИ ПРИГРАНИЧНОГО СОТРУДНИЧЕСТВА  

Приграничное сотрудничество основывается на следующих принципах: 
• взаимное уважение суверенитета и территориальной целостности других 

государств; 
• мирное разрешение приграничных споров; 
• взаимное уважение законодательства государств, осуществляющих приграничное 

сотрудничество, а также соответствующих международных договоров; 
• обеспечение интересов России в приграничном сотрудничестве; 
• ненанесение ущерба экономическим и иным интересам государств, 

осуществляющих приграничное сотрудничество; 
• учет особенностей приграничных территорий Российской Федерации и 

сопредельных государств, в том числе их разнородности, характера 
межгосударственных отношений и исторически сложившихся связей с 
сопредельными государствами, природно - ресурсных, социально - 
экономических, градостроительных, транспортных условий развития 
приграничной территории, а также характера угрозы национальной безопасности 
Российской Федерации на приграничной территории; 

• соблюдение Европейской рамочной конвенции о приграничном сотрудничестве 
территориальных сообществ и властей 1980 года. 

• Основными задачами приграничного сотрудничества в Российской Федерации 
являются: 

• создание обстановки доверия, взаимопонимания и добрососедства между 
органами власти, деловыми кругами и населением приграничной территории 
Российской Федерации и органами власти, деловыми кругами и населением 
приграничных территорий сопредельных государств; 

• развитие и укрепление хозяйственных, культурных и гуманитарных связей между 
приграничными территориями Российской Федерации и сопредельных 
государств; 

• содействие взаимопониманию и дружбе между народами, населяющими 
приграничные территории Российской Федерации и сопредельных государств; 

• упрощение взаимного общения заинтересованных органов власти, деловых 
кругов и групп населения, в том числе этнических общностей, разделенных 
государственными границами, поддержка соотечественников за рубежом, 
проживающих на приграничной территории; 

• совместное создание и эффективное развитие экономической и социальной 
инфраструктуры на приграничных территориях; 

• совместное решение экономических, транспортных, энергетических, 
коммунальных, экологических, социально - демографических, гуманитарных и 
других проблем приграничных территорий; 

• обеспечение поддержки органами государственной власти Российской Федерации 
и органами местного самоуправления российских организаций, участвующих в 
обустройстве приграничной территории и решении задач развития приграничного 
сотрудничества; 

• создание условий, способствующих прохождению экспортных и импортных 
товаров через приграничную территорию Российской Федерации, включая 
содействие обустройству пунктов пропуска через государственную границу, 
транспортной инфраструктуры, таможенных складов, терминалов и т.д.; 

• повышение эффективности использования производственной и социальной базы 
приграничной территории; 
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• осуществление согласованной градостроительной политики на приграничной 
территории; 

• создание условий для интеграции систем предупреждения и ликвидации 
чрезвычайных ситуаций сопредельных государств с целью повышения 
эффективности реагирования на чрезвычайные ситуации, имеющие 
трансграничные последствия; 

• создание условий, способствующих прекращению оттока населения из 
стратегически важной и малонаселенной приграничной территории; 

• противодействие в установленном законодательством Российской Федерации 
порядке проявлениям национализма, шовинизма, этнического и религиозного 
сепаратизма, межэтнической напряженности на приграничной территории; 

• содействие реализации российской внутренней и внешней политики, 
обеспечению национальных интересов и национальной безопасности на 
государственной границе Российской Федерации, в том числе в сфере борьбы с 
терроризмом, незаконным оборотом наркотиков и другими правонарушениями. 

 
Федеральные органы исполнительной власти, органы исполнительной власти субъектов 
Российской Федерации и органы местного самоуправления при осуществлении 
приграничного сотрудничества принимают во внимание следующие основные факторы, 
определяющие особенности приграничных территорий Российской Федерации и 
сопредельных государств: 

• общий характер межгосударственных, в том числе военно-политических 
отношений Российской Федерации с сопредельными государствами; 

• исторически сложившиеся связи с сопредельными государствами, традиции и 
обычаи населения, проживающего на приграничных территориях Российской 
Федерации и сопредельных государств; 

• природно-ресурсные, социально-экономические и градостроительные условия 
развития приграничных территорий; 

• характер влияния приграничного сотрудничества на развитие межрегиональной 
экономической кооперации с сопредельными государствами; 

• особенности режима государственной границы Российской Федерации; 
• влияние миграционного фактора на социальные процессы на приграничных 

территориях, связанное с внешней, в том числе незаконной, миграцией; 
• этнополитические факторы; 
• состояние охраны общественного порядка на приграничной территории 

Российской Федерации и особенности его поддержания; 
• особенности осуществления государственного контроля за ресурсами 

приграничной территории; 
• наличие природных и техногенных условий для возникновения чрезвычайных 

ситуаций, имеющих трансграничные последствия; 
• особенности обеспечения национальной безопасности на приграничной 

территории. 
 
Учет этих специфических факторов приграничного сотрудничества осуществляется при 
выборе видов и направлений приграничного сотрудничества, а также формы его 
регулирования и поддержки. 
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3. ВИДЫ И НАПРАВЛЕНИЯ ПРИГРАНИЧНОГО СОТРУДНИЧЕСТВА  

Приграничное сотрудничество может осуществляться в виде: 
• проведения встреч уполномоченных органов государственной власти по 

вопросам приграничного сотрудничества; 
• создания уполномоченными органами государственной власти совместных 

координирующих органов по приграничному сотрудничеству и рабочих групп 
при них; 

• заключения в установленном порядке соглашений о приграничном 
сотрудничестве Российской Федерации с иностранными государствами, 
субъектами Российской Федерации - с административно - территориальными 
образованиями иностранных государств, либо - с органами государственной 
власти иностранных государств; 

• заключения органами местного самоуправления, российскими юридическими 
лицами с зарубежными партнерами (муниципальными образованиями, 
административно - территориальными образованиями, юридическими лицами 
соответствующих иностранных государств) гражданско - правовых договоров о 
приграничном сотрудничестве; 

• создания рабочих групп по развитию приграничного сотрудничества в рамках 
межправительственных комиссий по торгово - экономическому и научно - 
техническому сотрудничеству. 

 
В Российской Федерации могут применяться и другие виды приграничного 
сотрудничества, не противоречащие законодательству Российской Федерации и 
отвечающие целям развития страны и ее приграничной территории. 
Для развития приграничного сотрудничества могут быть рекомендованы следующие 
направления деятельности: 

1. сотрудничество в приграничной торговле, которое осуществляется между 
российскими юридическими и физическими лицами, имеющими постоянное 
место нахождения (место жительства) на приграничной территории Российской 
Федерации и иностранными лицами, имеющими постоянное место нахождения 
(место жительства) на сопредельной приграничной территории, исключительно 
для удовлетворения местных нужд в товарах, производимых на 
соответствующих приграничных территориях; 

2. сотрудничество при осуществлении инвестиционных проектов и 
производственно - техническое сотрудничество, в том числе: 
• сотрудничество в сфере осуществления инвестиционных проектов, создания 

совместных предприятий; 
• взаимное обеспечение информацией по вопросам инвестиционной 

деятельности и привлечения инвестиций; 
• установление регулярных связей между хозяйствующими субъектами 

приграничных территорий, формирование совместных торгово-
промышленных палат, заключение договоров в целях привлечения 
инвестиций в сферу промышленной и сельскохозяйственной кооперации, 
строительства, финансов, обмена технологиями и в другие сферы, не 
противоречащие законодательству Российской Федерации и режимам 
приграничных территорий определенных государств; 

• совместная разработка градостроительных программ, скоординированных по 
времени, задачам и по их правовому обеспечению; 

• проведение научно - исследовательских работ по социально - 
экономическому развитию приграничных территорий; 
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3. сотрудничество в области транспорта и связи, в том числе: 
• содействие обеспечению необходимых условий для беспрепятственного 

функционирования всех видов транспорта на приграничных территориях 
при осуществлении перевозок пассажиров, багажа и грузов, включая 
транзит; 

• осуществление совместных мер по развитию транспорта на основании 
изучения общих потребностей; 

• осуществление взаимного обмена информацией по вопросам транспорта и 
совместная организация функционирования автомобильных и железных 
дорог, морских и речных портов, оптимизации работы общественного 
транспорта, согласование и взаимное участие в проектах по строительству 
инженерно - транспортной инфраструктуры; 

• совместное развитие информационных сетей, в том числе телефонных, 
телеграфных, компьютерных и создание совместных справочных бюро; 

4. сотрудничество в сфере рационального использования природных ресурсов и 
охраны окружающей природной среды, в том числе: 
• проведение политики, направленной на соблюдение интересов Российской 

Федерации при совместном решении вопросов, связанных с охраной 
окружающей среды, рациональным использованием природных ресурсов, 
оказанием взаимной помощи в чрезвычайных ситуациях, реализацией 
международных договоров и соглашений о санитарной охране 
приграничных территорий Российской Федерации и сопредельных 
государств; 

• совместное проведение профилактических и противоэпизоотических 
мероприятий, осуществление экстренных мер по ликвидации заболеваний на 
приграничных территориях; 

• совместное использование трансграничных месторождений полезных 
ископаемых и воды, а также предупреждение трансграничного переноса 
вредных отходов по земле, воздуху и водным потокам вредных отходов 
производства; 

• содействие соответствующим уполномоченным органам в осуществлении 
экологического контроля на приграничных территориях, организация 
взаимного информирования и оказания помощи в предупреждении и 
ликвидации на приграничных территориях чрезвычайных происшествий 
природного и техногенного характера, реализациях природоохранных 
программ и проектов; 

• содействие в пересечении государственной границы группами специалистов 
и транспортными средствами для совместного экологического контроля и 
для ликвидации последствий чрезвычайных ситуаций природного и 
техногенного характера; 

• совместное решение вопросов в области охраны и рационального 
использования трансграничных вод и их экосистем путем разработки и 
реализации согласованных планов, программ, проектов по использованию и 
охране вод;  

• выработка унифицированных правил рыболовства, взаимодействие при 
решении вопросов распределения национальных квот на вылов водных 
биологических ресурсов, осуществление совместных мер по сохранению и 
воспроизводству рыбных запасов и контролю за их использованием; 

• реализация согласованных проектов землепользования на приграничных 
территориях, создание особо охраняемых природных территорий и 
акваторий (национальных парков, заповедников и др.); 
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5. сотрудничество в правоохранительной деятельности, в том числе: 
• совместные действия по предупреждению и пресечению преступлений и 

административных правонарушений, осуществление взаимодействия в сфере 
охраны общественного порядка, обеспечения безопасности дорожного 
движения, пожарной безопасности, борьбы с трансграничной 
организованной преступностью и терроризмом, контрабандой, незаконным 
оборотом наркотиков; 

6. сотрудничество в сфере регулирования миграции населения и регулирования 
рынка труда, в том числе: 
• упрощение режима пересечения жителями приграничных территорий 

государственной границы и их временного пребывания; 
• разработка совместных мер по регулированию миграционных потоков, 

строительству и обустройству существующих пунктов пропуска через 
государственную границу, обмен информацией об иммиграционном 
законодательстве и порядке пересечения государственной границы 
сопредельных государств местными жителями; 

• создание равноценных условий для проживания как местного населения, так 
и всех категорий законных мигрантов; 

• размещение и строительство компактных поселений для беженцев и 
переселенцев; 

• взаимодействие в области регулирования рынка труда на приграничных 
территориях, учета особенностей рынка труда на приграничных 
территориях, а также соблюдения трудового законодательства Российской 
Федерации и сопредельных государств; 

• взаимодействие соответствующих миграционных служб при решении 
вопросов, связанных с депортацией незаконных мигрантов с приграничных 
территорий; 

• обмен информацией по вопросам оперативной обстановки и выработки 
необходимых мер борьбы с незаконной миграцией на приграничных 
территориях; 

• 7) научное и гуманитарное сотрудничество, в том числе: 
• сотрудничество в области здравоохранения, создание условий для взаимного 

предоставления медицинских услуг и признания документов медицинского 
страхования, изучение санитарно - эпидемиологической обстановки, ведение 
статистики заболеваний на приграничных территориях, осуществление 
совместных действий по предотвращению распространения эпидемий и 
особо опасных болезней, обмен медицинским персоналом, в том числе с 
целью повышения его квалификации; 

• развитие прямых партнерских связей образовательных учреждений, обмен 
учащимися и научно - педагогическими работниками, дополнение учебных 
программ факультативными предметами с учетом местной специфики, 
организация курсов повышения квалификации для преподавателей 
образовательных учреждений, разработка и реализация совместных 
исследовательских программ и проектов, поддержка и развитие всех форм 
молодежных обменов, участие в реализации международных проектов и 
программ, направленных на решение острых проблем молодежи; 

• создание благоприятных условий для духовного развития населения 
приграничных территорий, включая национальные меньшинства, издание 
книг, путеводителей и атласов, публикация статей, содействие культурному 
обмену, организация праздничных мероприятий, проведение выставок, 
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концертов, спортивных соревнований, краеведческих и исторических 
исследований; 

• взаимодействие соответствующих служб по усилению контроля за 
перемещением культурных ценностей; 

• проведение выставок и ярмарок, выпуск туристических справочников, 
проведение совместных кампаний по популяризации оздоровительного, 
экологического и других видов туризма, совместное использование объектов 
гостиничного хозяйства, физкультуры и спорта, культуры и искусства. 

4. МЕРЫ ПО СТИМУЛИРОВАНИЮ РАЗВИТИЯ ПРИГРАНИЧНОЙ 
ТЕРРИТОРИИ 

Стимулирование развития приграничной территории осуществляется с учетом интересов 
населения этой территории и всего населения Российской Федерации, а также интересов 
населения приграничных территорий сопредельных государств путем: 

• укрепления нормативной правовой базы приграничного сотрудничества; 
• последовательного завершения международно-правового оформления 

государственной границы Российской Федерации; 
• формирования нормативной правовой базы по вопросам развития приграничного 

сотрудничества; 
• достижения совместимости законодательства Российской Федерации и 

сопредельных государств по вопросам приграничного сотрудничества; 
• укрепления экономических, социальных, культурных, административных и иных 

связей Российской Федерации и субъектов Российской Федерации с 
сопредельными государствами; 

• определения порядка применения железнодорожного тарифа Российской 
Федерации; 

• регулирования ставок местных налогов; 
• финансовой поддержки органов местного самоуправления и отдельных 

организаций, участвующих в осуществлении проектов и программ приграничного 
сотрудничества; 

• разработки федеральных и региональных программ развития приграничного 
сотрудничества на ближайший период и перспективу; 

• разработки и введения мер по совершенствованию процедур пограничного, 
таможенного и иных видов контроля в отношении организаций и граждан, 
постоянно зарегистрированных на приграничной территории; 

• разработки и введения мер по установлению ограничений для определенных 
категорий граждан сопредельных государств и лиц без гражданства относительно 
срока и порядка пребывания на приграничной территории; 

• приоритетного развития системы обеспечения национальной безопасности на 
приграничной территории Российской Федерации; 

• усиления взаимодействия правоохранительных органов Российской Федерации и 
сопредельных государств; 

 
Межгосударственное приграничное сотрудничество основывается на совпадении 
интересов России и соседних с ней государств и направлено на последовательное 
углубление координации и взаимодействия по разрешению приграничных проблем. 
Однако следует отметить, что приграничное сотрудничество, являясь важной составляющей 
международных и внешнеэкономических связей современной России, тем не менее, до 
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настоящего времени не обеспечено должной нормативно-правовой базой, что не способствует 
его активному развитию и не позволяет в полной мере реализовать возможный потенциал 
связей с приграничными государствами. На сегодняшний момент существует только 
лишь проект Федерального закона «Об основах приграничного сотрудничества в 
Российской Федерации», также отсутствуют проработанные механизмы заключения 
соглашений о приграничном сотрудничестве субъектами Российской Федерации, а 
также муниципальными образованиями, что затрудняет реализацию  принятых  на  
себя  Российской  Федерацией  международных обязательств в этой сфере.  
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Аннотация: В статье рассматриваются основные характеристики систем управления 
промышленным предприятием, определяющие логическую структуру управления.  При 
этом отмечается, что наряду с основной трактовкой понятия управления, как 
целенаправленной деятельности человека, необходимо помнить о наличии в контуре 
системы управления таких воздействий, которые можно охарактеризовать как 
бессознательное или стихийное управление. На основе такого деления предлагается 
разграничить понятия субъекта отношений управления и субъекта управленческой 
деятельности.  

Ключевые слова: система управления, управление, субъект управления, объект 
управления, отношения управления. 
 
 
 
В большинстве работ, посвященных проблемам изучения систем управления, в качестве 
основных характеристик систем управления промышленным предприятием, в первую 
очередь, называют наличие  субъекта и объекта управления.  
При этом под управлением понимают процесс или совокупность процессов 
распределения и движения ресурсов, обеспечивающих поддержание системы в заданном 
состоянии или перевод ее в новое состояние по заранее определенному плану путем 
реализации целенаправленных воздействий. Следовательно, основой управляющего 
воздействия является цель [1]. Так как «управление является деятельностью 
управляющих органов по организации деятельности управляемых субъектов» [2, с.228], а 
деятельность, в свою очередь, понимается как «целенаправленная активность человека» 
[2, с. 220],  понятие субъекта управления может быть применимо только к человеку, 
общности людей. Объектом управления может быть индивидуум, общность людей, 
процессы, ресурсы.  
Однако в данном случае не берется во внимание тот факт, что объективно существующие 
нецеленаправленные воздействия (так называемое бессознательное или стихийное 
управление) в субъектно-объектных отношениях оказывают значительное влияние на 
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состояние системы, изменение ее качественного состояния, поэтому выделение субъекта 
и объекта управления является важной методологической задачей. 
В своей статье М.С. Солодкая [3]  убедительно доказывает, что одна из сторон 
отношений зачастую становится субъектом или объектом не в результате намерения 
сторон или формальных предписаний. Статус является отражением степени 
восприимчивости каждого из агентов отношений к воздействию другого, их 
коммуникативных возможностей, личностных качеств. Выделение элемента по признаку 
«субъект-объект» чаще всего происходит на основании активности, направленной на 
объект управления, которая во многом определяется тем, насколько второй агент 
позволяет собой управлять. Даже при взаимодействии человека с техническим 
устройством вопрос об определении в данной «паре» субъекта и объекта отношений 
остается открытым, несмотря на кажущуюся простоту и однозначность. Автор приводит 
такой пример: «предположим, что человек хотел подключить устройство к электросети. 
Долго пытался сделать это, покрылся потом, стал раздражительным, получил нервный 
срыв, стал неосторожен и получил удар током, но устройство осталось неподключенным. 
Обозначенное намерение оказалось невыполненным» [3]. С одной стороны, человек, 
являясь активной стороной, проявил волю и исполнил определенные намерения, которых 
не было у технического устройства. Значит, человека можно считать субъектом, а 
техническое устройство объектом отношений. С другой стороны, итоговым результатом 
такого взаимодействия стало изменение человека, которое не было запланировано, 
причем произошло это вследствие сопротивления, своего рода активности, проявленной 
техническим устройством, следовательно, человек выступает в роли объекта, а 
техническое устройство – субъекта отношений, хотя и бессознательного. «Не обладая 
достаточным знанием собственных характеристик и характеристик объекта, 
позволяющих осуществить то или иное воздействие и не будучи способным получить эти 
знания в процессе взаимодействия, человек, вне зависимости от наличия собственной 
воли, не гарантирован от роли объекта» [3].  
Кроме того, нужно учитывать, что современные системы управления обладают 
сложными, сильно разветвленными организационными структурами, в которых 
технические средства играют настолько существенную роль, что в определенных 
ситуациях их можно рассматривать в качестве субъектов управления. Оценка 
результатов управленческого воздействия (был ли результат адекватен, неадекватен или 
противоположен целям управляющего, был ли результат получен благодаря или вопреки 
воле управляющего) позволит разделить понятия субъекта и объекта [3].  
В качестве необходимых и достаточных условий для того, чтобы субъект осуществлял 
управление объектом в работе [4] называются следующие: наличие у субъекта 
управления потребности и возможности управлять объектом (в рассмотренном выше 
примере – техническое устройство имело и своего рода потребность и возможность 
нанести удар током, сформированные объективными законами физики) и наличие у 
объекта управления готовности (человек был готов получить удар током – а куда ему 
деваться? - ведь такая возможность принципиально не исключена при работе с 
электроприбором) и возможности (человек не был соответствующим образом защищен) 
выполнять команды субъекта.  
По этой причине возникает необходимость разделять понятия субъекта  отношений 
управления и субъекта управленческой деятельности. В первом случае в качестве 
субъекта отношений управления могут выступать: человек, коллектив, робот 
(техническое устройство). Тогда управление будет пониматься как воздействие 
управляющего на управляемого как по воле управляющего, так и  помимо или вопреки 
воле управляющего. Только в результате анализа сущности взаимосвязи и 
взаимозависимости между этими элементами, а также оценки результата взаимодействия 
между ними возможна конкретизация и расстановка их по признаку субъект/объект. 
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В качестве же субъектов управленческой деятельности могут рассматриваться только 
люди или группы людей: отдельный исполнитель, группа, бригада, участок, цех, отдел, 
организация, общество, институт, комитет, министерство, органы государственной 
власти по уровням иерархии, народ. Субъекты управленческой деятельности можно 
рассматривать как пирамиду иерархии уровней управленческого воздействия с 
дифференциацией как по рангу командной власти и компетенции принятия решений, так 
и по авторитету, занимаемому положению. 
Считаем, что рассмотрение таких характеристик системы управления промышленным 
предприятием как наличие субъекта и объекта управления именно с этой точки зрения 
имеет большое значение для повышения эффективности функционирования системы 
управления и соответственно, организации в целом. Такое деление позволит провести 
грань между субъективными представлениями управленческого персонала о реализации 
процесса управления и объективным результатом от управляющих воздействий.  
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Summary: In the era of over communications and hyper concurrency, people are overloaded 
with the offer of information, ideas, products and services. Information is easy and unbelievable 
prompt available all over the world. Customers, concurrency and innovators have immediate 
access to each other. Changes in technology, especially those in informatics and technology of 
communication are transforming the era of informatics to the era of knowledge. The aim of this 
paper is to make an overview of the most up-to-date novelties in technolog,y especially those 
that were enabled by ICT, as well as to direct to some of the potential of the future evolution in 
business process that is open to the innovations. 

Keywords: ICT, Economy of Knowledge, Internet Economy, Virtual Company 

1. INTRODUCTION 

The tempo of changes and evolution of technology has considerably accelerated in last decades. 
For example, just few years ago only small number of people had access to the mobile 
telephone, most of the population used fixed phone lines for communication. Today’s digital 
phones are everywhere: almost everybody has the direct access to the local, national and global 
connections. And that happened in one blink. Anambigously, that tansformation was positive 
for the society, factories and individuals. Nodays and meanwhile even intermediate enterprises 
have wellorganized system of informations accessible to the strong applications capable to 
elaborate, analyse and interprete data with no quantitative restrictions. The influence of ICT 
could be clustered in at least three different categories: economic, business and social. Those 
three are intertwined, in the sense that what happens in one is the cause and consequence of 
what is going to happen in the other. Nevertheless, it is useful to evaluate them all separetly. 
Business management contributed to the application of ICT in any organization enabling the 
access to the resources that are contributing to the improvement of efficacy. In principle, 
appropriate usage of technology maintaines two elements of improvement: efficacy and 
effectiveness. As for the efficacy, technology promotes improvements widening and evaluation 
of information at all level of organization and further lower the risk of error considerably. With 
regard to the effectiveness, technology enables application of company resources in many ways, 
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growth of eficasy of the tasks or processes, which are undertaken. Strategic technology turned 
out to be important part of business strategy and potentially competitive advantage or 
deficiency at the global trade. 

2. CRYSIS AS THE OPPORTUNITY 

The chalinge is now more important because many counties are thinking about new models of 
growth and development after global economy crysis. This is the field where technology and 
especially ICT could play key role, even if there are no sollutions to guaratie the success. One 
of the most sensibles and casting strategic responsabilities of the management team is their 
capability to precisely predict the future. In any environment, access to the information in 
correct form and in time, for the executive management team enables development of effective 
and active vision of the future. All corporative leaders, no matter to the section of their 
business, enterprises they are responsible for or the size of the trade to support, must sooner or 
later make decisions in at three fields: to define the applications most appropriate for the 
improvement of the distinctiveness of the process; to select the equipment, infrastructure and 
tools that are going to optimize and to enable contribution of ICT for the business and model 
that are the best for the management of the technology available for the different characteristics 
of organization. Key change in global economy concerns the change of the fundamental 
competitiveness’ advantage of enterprises and functions of the management. Lowered costs of 
informations course, growth of the trade, liberalization of the trade of products and labor, 
deregulation of financies courses have put at the second level traditional sources of competitive 
differentiations and pointed at the new cores as the base in creating the values. That 
fundamental core concerns the development and usage of invisible property, where the 
knowledge, competency and intellectual property rights are of the most importance. One of the 
key tasks of contemporary managers is to provide, develop allocate resources of the 
organization. Technology is the resource of the most importance for numerous organizations. 
To manage the resources to atteign, maintain and develop competitive advantage comprises 
integration of technology with the strategy of the enterprise. The second key task of the 
manager is development and usage of the capacity of the innovation in the enterprise. 
Acctivities that are enloling in the process of innovation in the company are complex and risky, 
unpredictable, expensive, and very often with the uncertain results concerning the trade success. 
Competitive advantage has relative dimension – that is the result of comparison of the activity 
of the company to the activity of the concurrency, as well as the absolute dimension, which is 
the result of the existence of the trade of the company product. 

2.1. Analysis of the old industrial and new economy 

Having in mind that in the era of digital economy (economy of knowledge) knowledge 
represents the power, ICTs that are creating fast and easily, exchanges and application of 
knowledge, faster and much more then ever, represtnts the method of using that power the best 
way. 

 

Table 1: Old industrial and new economy of knowledge 
Column 1 Column 2 Column 3 

Emission Old industrial economy New economy of 
knowledge 

Trades 
Development of economy (1) Growing, quite predictable   (2) Not stable and chaotic         (3) 
Changes in trade Slow and linear Fast and unpredictable 
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Life cycle of products and 
technology 

Long 
 

Short 
 

Key economies Large industry companies Companies based at 
knowledge 

Scope of competition Local Global 
Competition Quantity: large eats small Velocity: fast eats slow 

Company 
The tempo of business      (4) 
 

Slow down                            (5) 
 

Faster, expectation of           (6) 
customers 

Point at to the Stability Managing the changes 

Success Profit Trade capitalization (trade’s 
price of the whole company) 

Key starts up for grow Capital People, knowledge and skills 

Key sources of innovations Research System innovation, knowledge 
management 

Key technology Automation and mechanization 

Information and 
communications technologies, 
IT business, production and 
computer aided design 

Modest resources Finances’ capital Human Capital 
Processes of innovation  Periodical, linear Continual, system’s innovation 

Business model  Traditional: command and 
control 

New business model: 
redirected to people and 
knowledge, coherency 

Labor 
Top management              (7) Vertical                                 (8) Self management                 (9)  
Request for the education Skill or level Continual learning 
Management of the 
employees relationships 

Confrontation 
 

Cooperation, team work 
 

Employee seen as Expenditure Investment 
 
Data on trade, companies and labor in old industrial economy and new economy of knowledge 
are presented in Table 1. If we look to the trade of old economy i column 2, cell 2 we can see 
that they are slow, linear, and predictable and magnitude based. On the other side the 
acceptance of knowledge as the primary source of value in column 3, cell 3, brings new 
economy to the top of those that are managing the knowledge effectively, discovering and 
combining the knowledge in new products and services faster than the concurrency. Internet 
changed fundamental nature of business and concurrency. New modalities of building, delivery 
of the products and services appeared and concurrency enabled that people became the most 
precious resource that were not properly exploited in companies. The comparison of companies 
in column 2, cell 5 shows that the old economy was based at the capital and automation. We can 
see that in the new economy, as presented in column 3 cell 6, all employees are the treasury of 
knowledge and central part of the company concurrency advantage Top management can’t 
support on his own the competitiveness of the company. Only possession of skill of the 
management is not enough for the success in managing in nowdays business world. Companies 
should understand the difference between management and leading, and they should know how 
to integrate the two roles as to achieve the success in organization. In the new era of fast 
changes and knowledge-based companies, management business became more difficult task. 
Technology and innovations have key role in increasing the productivity, development of new 
products, services and in creating absolute and comparable advantages. Internet technologies 
could play that role in supporting innovations’ changes in design of the courses of business, as 
well as the requests of business and organigrams in company. If we compare cells 8 and 9 at the 
level of the labor, there is a change in the approach of the company to their employees; greater 
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attention is to the knowledge and capabilities. People become very important. System’s opinion, 
capability to accept holistic point of view, including many different types or relations among 
multiple elements in complicated system, means overcomming largest obstacles in building 
business processes and success of the company in obtaining the results higher than the sum of 
the parts of the whole system. If you intend to become a new manager, you should understand 
that your art of working with people is the most important to build up. Your capability to 
influence the other and to motivate them to acquire corporative objectives is the most important 
talent of the manager. Based at the previous analysis we can conclude that the new economy is 
characterized by the knowledge as the main component of the product and service, and that this 
is dramatically more ranked and became dominant component for the customer. Tempo of 
changes is so fast that the new companies are dominating and they completely marked the new 
era of the business that is based at knowledge, changes and globalization (Table 2). 

Table 2: Three powers of the new ecconomy order 

Knowledge 
Intellectual value or capital as the strategic factor; set of 
comprehensions that are used by people in decision making or 
undertaking actions important for the company 

Changes Continual, fast and complex; make uncertainty and lower prediction 

Globalization 
Technology, production, trade, finances, communication and 
information are resulting in opening the economy, global dependence 
and business 

Knowledge – faster transactions at the global trade, reconstruct the course of investments, 
goods and services, changes in everyday’s social and professional life of the people, growth of 
the quantity of the available information in private and public sector, as well as the 
consequences and usage of ICT are spreading faster. New ICT is the milestone of the 
development of the economy (society) of the knowledge and capability of the access to the ICT 
and their usage has the key role in the personal and social advancement. Instead of capital, 
information and knowledge became the base unit of individual and social growth. Changes – 
tempo of progress in technology is faster and ICT became more present in behavior of the 
people in social nets, business praxis and in governmental activity. Dramatic changes in 
competition, technologies, labor and values are provoking companies to search fot the new 
modalities in enlarging the production and concurrency. Possibility to access large information 
in only a few minutes, long distance communication at a lower cost, improvement of quality 
and practicality, transforms the way people communicate in companies. Globalization – Global 
Internet economy enables faster growth in developing countries, faster expansion of their 
consumer’s class and development of the wireless technology. Factors that are influencing 
especially to the spreading of Internet are: accessibility of PC and density of the existing fixed 
telephones. All over the world, technology can help to the people and to the individuals to 
realize ideas in reality and to overcome stagnation in development. Determined leaders are 
discovering coming business potentials and are strengthening employees through the inspiration 
and development of the net of possibilities. Inspired leaders create the culture in the frame of 
their organization. They create common vision and inspire people to attain more. Motivated 
people are of the key importance to the development and execution of strategies, at all levels, 
supporting all big improvements. 

2.2. Knowledge as the source of the business value 

In economy, where only certainty/uncertainty is the only certain source of the secret 
competitiveness’ knowledge is the advantage. When trades changes, technology reproduce, 
competitors multiplies and products becomes obsoletes almost over night, successful companies 
are the ones that are making new knowledge, spread the knowledge in the whole organization 
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and model the knowledge in new technologies and products. Those activities define 
“knowledge – creation” companies whose only occupation is continual innovation. Many 
companies can create solely permanent competitive advantages if they turn into knowledge 
based companies or organizations where education/learning is of the most importance. They are 
using two kinds of knowledge. One is explicit knowledge, such as data, documents and things 
written or memorized in PCs. The other kind is the concealed knowledge of the labor. This 
knowledge represents very often the most important information in organization. Long-term 
employee in company knows many things on production of the goods or offers of the services, 
as well as about the sale and how to work with the equipment. This silent knowledge is not 
documented or coded anywhere. That knowledge had the evolution in the years of experience. 
In addition, large part of this silent knowledge employees don’t share with the people in 
position that should screen them formally, as they are not enough motivated to do that, or 
simply “nobody asked them about it”. Successful knowledge management creates techniques, 
technologies and system to encourage employees to share their knowledge. Knowledge 
management is becoming one of the main strategic applications of the IT. This information 
encompasses processes, procedures, patents, reference papers, formulae „best praxis“, prognosis 
and repair. Internet and Intranet, Web sites, Groupware are designed to support fast reverse 
information in the knowledge of the employees, to initiate changes in behavior of employees 
and to improve business performance. This integration helps to the companies to become more 
innovative and faster provider of high quality products and services as well as very strong 
competitor on the trade. 

3. INTERNET ECONOMY 

That is economy based at the digital technology, including digital net of communication 
(Internet, Intranets, as well as value added private nets – VANS), PCs, software and other 
technologies of informatics. Digital connections and infrastructure of communication enabled 
global platform in which people and organization are in the position to work together, 
communicate, cooperate and search the information. Development of the Internet economy in 
the near future will have as result the numerous new applications, services and devices at 
disposal. All those will improve the quality of the people, growth of the productivity in the 
organization and provision of the foundations for the completely new business models, that 
couldn’t exist without mobile Internet. New consumer’s electronics, including smart phones, 
notebooks, tablet PCs, mobile media, video players and book readers, facilitates widening the 
activities of users in the world, far away of their desks. Velocity in delivery of mobile and good 
quality wireless nets is improving all the time and will have a big jump with new generation of 
4G net. 3G net are designed for voice and 4G net to launch data. Those innovations will be 
applied and in use of services that are location based, in order to improve the quality of the 
search, the communication tools, social nets, games, applications and intended advertizing. 
Most likely, the highest influence to the economy will come over companies and other 
organizations that are adopting mobile wideband applications. Man workers, especially those in 
sectors such as transport, trade, health care and some small sales, work far from the PCs that are 
connected to the Internet. For dozen millions of workers that ate in their business mobile (such 
as taxi drivers, pilots, postman, traders, clerks, serviceman, building workers, worker in 
agriculture, ranchers, fisherman etc), mobile Internet enables them to connect to the powerful 
technology that were accessible only to the offices employees and the result of that is that all 
those will be put in the position to work with better efficacy. Modern business models are in 
fact Web based systems, whose applications or services are available from the server and as 
such are accessible from any place over Internet service (like World Wide Web) that is 
available in Web.  
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3.1. Virtual companies 

Information technology enables to the companies to become partners with the providers, 
distributers and producers. Cooperation over Web portal that is chain based system provision, 
significantly improve their capabilities in usage of innovative business possibilities. In dynamic 
global business environment, the forming of virtual company could be one of the most 
important strategic usages of information technology. Virtual company (virtual corporation or 
virtual organization) is organization that is using information technology to connect people, 
organizations, means and ideas. In virtual companies virtual working groups are formed as well 
as the unions with the business partners that are connected over Internet, Intranet and Extranet. 
It is notorious that those companies are organized internally in the process of clusters and cross-
functional teams, connected in Intranet. They develop unions in external net of links that create 
inter enterprise information systems to the providers, customers, co-operant and concurrency. 
So, virtual companies create flexible and adaptive virtual working groups and unions that are of 
the key importance in exploiting the velocity in exchange business capabilities. Why people 
form virtual companies? That is the best way to conduct key business strategy and unions that 
offers promises for success in now day’s business turbulence? For example: company can’t 
have time or resources to develop necessary production, infrastructure of distribution, personal 
functions, and information technologies to make new trade capabilities to the full extent. 
Information technology can enable to the company to develop relationships with their clients in 
virtual communities that are helping to the company to become leading innovator. Now days, of 
course, Internet, Intranet and Extranet as well as many other Internet technologies are vital 
components in creation of those successful solutions. 

4. NEW DIMENSIONS IN BUSINESS AREA 

New values are the set of expressions to rate corporative performances in economy: speed at the 
trade, cycle period in development of new products, number of electronic connections to the 
providers, customers and partners. In this new world the focus is put at the way the nature of 
values is changing, including the new price of the goods, information and emotions. Implication 
of the new shapes of exchange is the transfer of the power from the producers to the customers. 
There are many present values: economic, informative and emotive. Companies should think 
about the offer, including linkage of goods and services and to use the knowledge in order to 
provide added value to their customers, and not only the “sale of the service”. User focused 
companies are using Internet, Intranet, Extranet, E-commerce and Web locations to offer goods, 
services and information always and in any moment, offering individual customer or user 
friendly service anywhere. The power of the punch of the technology, rise of economy, trade 
evolution, shift in customers’ taste, social changes and events in politics could widen or shorten 
business space. Potentials for innovators in technology or strategy are high, modern time 
produces great interruptions in continuity, create new industry, destroy old and accelerate 
growth in economy. Business space, technology, processes and models in business are 
becoming more complicated offering new possibilities for those that are entering new 
environment to create higher values. The power of customers has increased; the lack of goods 
and services is replaced with the abundance. The key reason for that is the fast development of 
the technology that enabled the growth of the production and productivity at lower cost. That 
enabled the entrance and spreading of industry of all kinds. At the same time, customers 
became more sophisticated and informed. Many products became virtual goods and fast 
changes in technology dramatically shortened the life cycle of products. The trade of capital 
evolved significantly. New investors are more informed, more innovative and active, and that is 
why they became the carriers of the changes demanding superior performance and corporative 
transparency. Concurrency is now more based at the capabilities than at the means. 
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Simultaneously, knowledge labor became more mobile at the trade and old style of loyalty of 
employees has died.  Due to the growing demography changes dual careers couples, family 
values and free time. From the customer point of view this process save money, increase 
pleasure and give quicker results, from the manager perspective the most important advantage 
of business is to safe expenses and time. 

5. CONCLUSION 

Based at the research that were conducted in this paper, it is possible to conclude that 
improvement of speed and quality of the wideband approach from the Web 2.0 technology and 
application, economy and social dynamics will hange dramatically all over the world, along 
with the large implications concerning productivity and new potentials for individuals. That 
concerns: creation of Internet economy, building of digital highways, guaranteed technologies, 
ICT influence to the lowering of poverty, ICT contribution to fulfill the decades’ challenge, 
localization 2.0 and ICT effective social strategy. At the scene of now days, is so called game of 
null profit that is based at competition in which everybody has his own corridor to go up and 
improve. On the other side, new concurrency of brains storming is absolutely based at the 
principle: win or loose. In trade competition not everybody is using completely the same 
strategies, but it is quite evident that all players have the very same starting point. In base the 
dominant weapon that the concurrency is going to apply in 21st century will be education and 
skills of the employees, as well as the intelligence of the management. Digital economy, 
contrary to the industrial economy from the past, doesn’t rely upon natural resources, but on 
smart ambitious individuals. 
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Summary: Modern post-industrial age has accelerated events and changes that affect 
dynamics and complexity of the environment. Managerial decisions are getting new dimension 
of social responsibility. Economical, ecological, technological and development needs are 
changing manager's responsibility from the point of profit to the point of social and 
environmental interests. Ecological accidents and limited natural resources give special 
meaning to decision-making which has to lower ecological risk to a acceptable level. Although 
costs of ecological risk management are not small, if the unwanted events occur they may be 
much greater. Environment protection problems are having global but not local impact. It is 
well known that major contaminants are: metallurgy, mining, traffic, thermoelectric plants, 
agriculture, etc., having as results “greenhouse effect”, ozone layer holes phenomena, acid 
rains etc. It should be mentioned, as well, that industrially developed countries are disposing 
their old technologies, as well as technologies that are not economic anymore. Amortization of 
those technologies is in countries that are in the process of transition. Environment 
management cannot be treated separately from quality management. It is organizational 
obligation to involve activities for environment protection control as well as control of 
implemented activities (in agreement of activities defined by ISO 14000 series of standards). 
Special part in environment protection issues is on managers; their permanent task is tracking 
development and utilization of present standards 

Keywords: Ecological management, ecological risk, accident, environment protection, 
management, manager role, ISO 14000 

1. INTRODUCTION 

Good ecological risk assessment is the basis for the prevention of environmental accidents. 
Management of environmental risk, any management decision-making process, includes 
planning, decision making and (reduction of risk to an acceptable level) implementation in the 
context of socio-economic circumstances. Due to environmental management includes 
knowledge about the impacts of anthropogenic, economic and technological factors of 
development, the role of management in the management of environmental risks, is 
indispensable. Although at the beginning of integration of environmental management and the 
introduction of environmental standards, the system of strategic enterprise management, the 
costs seem unreasonably high, the costs of environmental accidents would be much higher. 
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2. MODELING THE ENVIRONMENTAL MANAGEMENT 

Environmental management and environmental management are based on fundamentally new 
concepts for solving environmental problems at the time of frequent and numerous local and 
global environmental catastrophes. 
Environmental management in industry involves the management of industrial enterprises with 
the acceptance of environmental requirements and standards (ISO 14000). This, at the micro 
level, scope, and emphasis: 

1. Strategic planning and management 
2. Implementation of eco-control and economic control of business activities 
3. Authentic external control and evaluation of environmental performance of companies 
4. Acceptance of environmental responsibility 

Numerous definitions of environmental management, is essentially reduced to the view that the 
eco-management, with its functions, part of the overall system of governance. Environmental 
management includes organizational structure, processes, procedures, resources for the 
implementation of environmental policy and accountability in the region. The task of 
environmental management is to ensure the evaluation of environmental issues when making 
management decisions at all three levels (first-line managers, middle management and top 
management) [1]. 
General characteristics of the environmental management system, although there are specific 
features of each standard are: 

• Defining the environmental problems that may arise as the result of activities of 
enterprises; 

• Defining the responsibility for solving the economic problem identification; 
• Determination of available technical and financial resources to solve problems; 
• The content of the action plan for environmental protection; 
• The algorithm flow of environmental information, and 
• Activities are designed to be monitoring, environmental testing and reporting 

Environmental management at the micro level allows businesses strategically and in a cost-
friendly way to solve environmental problems, with emphasis on prevention. In this way, 
reduce environmental costs and reduced environmental risk and risk of incident. Without such a 
structured management, environmental costs incurred as the result of the incident, were 
significantly higher. Although at first the introduction of environmental management systems 
costs seem high, long-term measured results (increased efficiency, more efficient use of raw 
materials, energy and waste) show savings. Benefits derived by the application of 
environmental management are improving the reputation of establishing good relations with 
stakeholders (outsiders), makes it easier to obtain permits and approvals and satisfaction of 
investors (which increases the availability of capital) [2]. 
Model environmental management system (Figure 1) shows the five phases, which are 
cyclically repeated. 
Phase I: Definition of environmental policy, which includes the obligation of management to 
improve the management and aligns it with the environmental principles 
Phase II: Includes planning programs to improve environmental performance based on the 
impact of all activities and outputs to the environment 
Phase III: Implementation and maintenance of environmental management systems (usually 
aligned with ISO 14000) in normal and emergency 
Phase IV: Monitoring and internal environmental control program implementation and 
corrective action consistent with environmental policy 
Phase V: Review and analysis of the management of compliance with environmental 
requirements, and defining new goals 
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Figure 1: Sketch of implementation of environmental management model in the enterprise 

(Adapted from the source: a group of authors - Encyclopedia of Environment and Sustainable 
Development Zavod za udžbenike i nastavna sredstva Srpsko Sarajevo, Beograd 2003, 421) 

3. ECOLOGICAL RISK MANAGEMENT 

Under the management of environmental risk involves the process of planning, decision-making 
and actions to reduce risk to acceptable levels. Acceptable level of risk is considered a risk 
accepted by the majority in similar circumstances (in Europe the acceptable level of risk is 
determined on the basis of consensus of individual and social interests, taking into account the 
analysis of the risk and cost of risk reduction). 
Risk assessment, involves a certain degree of uncertainty, although it is based on extrapolations 
and scientific predictions. Quantitative risk assessment alone is not sufficient, it is necessary to 
follow a quantitative assessment of qualitative factors included an explanation, an explanation 
of assumptions and extrapolation. A number of possible accidents usually express risk in the 
year of observation range of 101 to 107 accidents per year. Risk assessment is the basis for 
establishing a system of environmental risk management. 
Based on risk assessment approach to risk management, which can be implemented in several 
ways. The choice of environmental risk management strategies, based on the following 
possibilities [3]: 

• Transfer of responsibility for the risk to the insurance company 
• Reducing the likelihood of accident 
• Protection of people and bio-diversity of the consequences 
• Limit the scale of accident 
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Respecting the above possibilities, it is necessary to take into account the technical and socio-
economic factors. Integration of environmental risk and environmental management in the 
overall business policies is also very important. Legislation (especially criminal law), should be 
strong support for the implementation of this environmental policy. 
Management strategies should be reviewed by the following possibilities: 

• Reducing the risk of toxic by substituting less toxic inputs, 
• Review of existing technology and improve their safety and reliability, 
• Review of decisions relating to the location of individual plants that have a greater risk 

to the environment 
• Harmonization of the service of occupational safety, environmental protection and fire 

protection, 
• Development of monitoring systems 
• Prepare a preventive means of personal and collective decontamination 
• Planning and management training of employees, 
• Cooperation with state institutions and professional organizations and 
• Public information and inform potentially vulnerable (which is guaranteed by the 

Aarhus Convention) 
 
Responsibility for managing environmental risks bears all who in any way participate in the 
governance process. The state is obliged to provide a legal framework, adequate urban location, 
investors, and reliable technology planners, managers, effective risk management system and 
the appropriate climate within the organization and the environment. 
The process of risk management of accidents includes the following activities: 

• The planning of measures to prevent accidents; 
• Development of a plan of protection and preparedness for implementation; 
• Response to accidents, and 
• Rehabilitation of the consequences of accidents 

 
Figure 2:  Schematic view of energy production, raw materials and auxiliary materials, and 

industrial and agro-industrial activities and environmental pollution 
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Environmental protection, as an interdisciplinary field of science and technology - a technical 
problem, originate from rapid industrial development and high population growth. According to 
estimates of substance on the planet in 2030 will live about 10 billion people. In this situation, 
there are very compelling reasons to change the present approach to industrial production and 
today's environmental philosophy, in order to preserve at least the current level of the ecological 
balance of nature for future generations. 
The functioning of technogenic systems is a strong factor of influence on the existing relations 
between the animate and inanimate world, which at any point of time in a state of delicate 
dynamic balance. The changes that occur (in most cases to the detriment of wildlife that 
inhabits the site and wider area around it) can be identified, measured, and mitigated by specific 
measures. 
Figure 2 presents the most common "by-products" resulting from the production of energy, raw 
materials and auxiliary materials, where it should be noted that the most important task is to 
provide a permanent and complete regeneration of waste and intermediate products, and 
recycling of waste gas, water and solid waste, and also re-cultivation of degraded land. 
A society in which we live is subject to environmental, technological and social risks. 
Disruption of environmental flows and destructive potential of large technical systems new 
risks exceed national boundaries (the Chernobyl accident, the ozone hole and acid rain). The 
main problems that arise are: 

1. Large and unpredictable climate changes, greenhouse effect, acid rain, 
2. Expansion of the ozone hole and its influence on the biosphere; 
3. Enormous pollution caused by over-exploitation of resources; 
4. Limited resources (mineral and energy); 
5. Lack of potable water; 
6. Destruction of forests and rainforests (especially in the Amazon) and with them 

disappear of a great number of  
7. Plant and animal species and 
8. Formation of large amounts of waste and failure to find durable solutions for 
9. This problem 

 
The ecological heritage of our country is also very difficult as the result of rapid industrial 
development in the last fifty years. This fact obliges the current generation of energetic 
approaches to solving this problem. 
In Serbia, 4000 tons of municipal garbage is taking onto dumps daily, and annually produces 
about 460 000 tons of hazardous chemical and medical waste, as illustrated in Figure 3. 
 
Certain periods of human civilization are characterized by certain discoveries, discoveries and 
achievements in various fields of human creativity. End of the last century and the beginning of 
the main characteristics of the deep knowledge of the inevitability of protecting and improving 
the environment, as an inevitable condition for the survival and further development of 
civilization. 
Faced with a drastic deterioration of the environment, especially in developed industrial centers, 
the world is in the process of finding ways to stop further degradation decided to implement the 
strategy of "sustainable development", which assumes a long-term preservation of natural 
resources in terms of environmental damages. The world is working intensively to resolve the 
waste, its deposit and neutralize the negative effects on the environment. Explore effective ways 
to process the biological recovery of landfill re-cultivation, which allows the elimination of 
negative environmental impact. 
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Figure 3: The annual production of hazardous waste in Serbia 

4. THE IMPORTANCE OF STANDARDS AS THE ELEMENT OF 
ENVIRONMENTAL MANAGEMENT 

The system of environmental quality standards contained in the International Organization for 
Standardization is an imperative of our time, a primary purpose of ISO 14000 is to promote 
effective environmental management in companies in the concept of sustainable development. 
Environmental management system includes in itself (Figure 4) five basic principles: 

1. Environment protection policy; 
2. Planning; 
3. Implementation of the system; 
4. Controlling and correction of measures, and 
5. The review of management systems 
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Figure 4:  Environmental management model in the system ISO 14000 

 
Revision of ISO 14000 is its attention focused on the clarification of the requirements of the 
previous edition (1997), as well as in connection with the standard ISO 9001:2000 in order to 
achieve their compatibility and the benefit of the community of users. There is much more than 
the previous version, which emphasizes a process approach, is the basis for both standard and 
offers a simpler implementation, individual or joint implementation in organizations. 

5. RESUME 

The ideal eco-system in which the use of raw materials and energy optimized, which are waste 
materials and pollution are minimized and where there are economically viable use of any 
product to the manufacturing process, there will be soon established. Today's technology often 
does not live up to this task. We should not kid ourselves that it is possible to solve the problem 
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of contamination and production, and interwoven ecological - economic relations. Measures 
taken to ensure the protection of the environment must contain the basis of such laws and 
regulations, which will be both technologically feasible, and economically rational. 
Of particular importance is the role of managers in the overall resolution of environmental 
issues. With its own independent control and product quality and environmental manager 
provides all repair and eventually caused disruption in the workplace in order to maintain 
product quality and human health. In addition, his constant task is to monitor the development 
and implementation of existing standards, to the effects of their use came to the right of 
expression. 
The modern environment of the organization, forcing management to make their decisions not 
only in accordance with the interests of shareholders and owners, but also the broader social 
interests of external stakeholders. Problems of limited natural inputs, storage of all forms of 
recurrence of the production process (waste) are just some of the environmental risks. The role 
of environmental management is that such problems to a minimum, and risk management, 
environmental risk cannot grow in an environmentally accident. Ecological risk assessment, 
benefits realized everyone from individuals to the entire community. On the one hand, thus 
ensures the social security and other business entities to become more competitive. The 
introduction of environmental standards, the problems are "systematized" and offered different 
solutions for specific situations, which are (in) voluntariness of solving environmental problems 
legally regulated. Leave a sufficient amount of natural resources, clean environment and 
unmodified bio-diversity, are not only ethical principles but also our generational commitment. 
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Summary: An integral part of strategic enterprise management system now is eco-auditing. 
Organizations that seek to operate environmentally responsible planning and implementing 
their own business processes with respect to setting sustainable development, with their 
environmental audit is an instrument of control, whereby there is a comparison with the 
planned objectives realized. Based on the results of environmental audits, organizations can 
identify the improvements achieved and identify deficiencies, and on that basis, they could plan 
future steps. Application of ecological audit contributes to efficient methods of managing; 
reducing costs and risks of the consequences of environmentally irresponsible business is 
significantly reduced. One of the basic requirements, which, must be met under the protection 
of the environment and the collection, treatment and disposal of waste from industry, household 
and medical facilities, among others. The paper presents the basic characteristics of an 
effective waste management, which include range of activities and measures for improving the 
process of preventing waste at source, separate collection, recycling or other methods of 
recovering materials from waste, and environmentally sound waste disposal. 

Keywords: eco-management, eco-audit, quality management, waste management, 
environmental protection system 

1. INTRODUCTION 

Based on all the more pronounced the requirements of the environment in terms of improving 
environmental quality and quality of human life, modern enterprises are forced to harmonize 
their own business operations with the requirements of sustainable development. 
Environmentally responsible business today does not mean simply compliance with applicable 
legislation; it becomes imperative for businesses in all segments [1]. Organizations that seek to 
maintain and improve their own position on the market recognize the ecological requirements 
and integrate them to your business functions at all levels. Today, the development of modern 
enterprises in developed countries cannot be imagined without the recognition of the concept of 
sustainable development that can be realized by applying appropriate eco-management 
strategies. 
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2. ENVIRONMENTAL AUDIT 

Strategic planning is a set of enterprise management decisions and activities that define and 
direct the long-term business enterprise. After analyzing the environment, strategy formulation 
and determination of desired objectives, following the implementation of required activities and 
the ongoing implementation of control activities that contribute to the achievement of the 
objectives [2]. 
In European Union, strategic planning involves the use of a specific environmental audit, which 
has a special place in the governance process. Eco-management and audit scheme (Eco-
Management and Audit Scheme – EURO - EMAS) currently is conducting a voluntary review 
of how environmentally responsible business in the European Union, although it is expected 
that its use will become mandatory for all current and future member states. 
The main objective of the established system of environmental audits is to promote the 
improvement of environmental performance by establishing and implementing environmental 
protection schemes, concerns about the systematic and objective evaluation of the 
environmental performance of the system and public reporting on the extent and characteristics 
of the established environmental performance. The team conducting the environmental audit 
process should make economists, engineers, scientists, environmentalists and lawyers from the 
activity of industry, government and appropriate consulting firms. 
Environmental audit is used to assess the performance of the organization's environmental 
impact, and effect of the applied management system [3]. In its essence, the environmental 
audit is a systematic, independent, objective and documented process of monitoring the 
environmental performance of organizations, where the underlying conduct audit system, audit 
procedure and audit products [4]. The main objectives of the environmental audits consist of the 
following: 

• Determine the type of eco-management system that results in environmentally 
appropriate indicators, 

• Verification of the achievements of local, national and European regulations, 
• Compliance with environmental policy achievements of the organization, 
• Developing internal procedures necessary for achieving the environmental objectives 

of the organization, 
• Minimizing of the human exposure to risks from the environment and ensuring 

adequate health and safety, 
• Identifying and assessing risks from environmental failures, 
• Continuous advertising of environmental advocacy  

 
Organizations that implement environmental audit achieved a number of advantages. First of 
all, they are sure to satisfy the applicable legal regulations in the field of environmental 
protection, creating a positive public image of an environmentally responsible company. In 
addition, the organization is achieving significant cost savings (especially when it comes to 
saving energy and raw materials). On the other hand, there are potential problems that may 
occur during the planning phase of environmental audits, in which is primarily the high initial 
costs. 

3. PHASES OF ENVIRONMENTAL AUDIT 

The process includes environmental audits of activities on gathering the necessary information, 
its analysis, objective assessment based on records and knowledge of the respective technology, 
and applicable laws and environmental standards. It is also necessary to expose the results of 
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environmental audits top management of companies with recommendations on possible 
strategies that will lead to improvement. In general, the environmental audit process includes 
three stages [5]: 
1. Pre-audit phase, as a preliminary stage aims to conduct all necessary preliminary activities 
that will create conditions for the effective performance of the environmental audit. At this 
stage, the following main activities are performing: 

• Planning the type and scope of audit, creating conditions for achieving goals, 
developing appropriate strategies for achieving goals, providing the necessary 
resources and production schedule of activities, 

• Selecting team members for conducting environmental audits, and allocation of 
resources necessary to achieve the objectives outlined in the previous step. It is not 
necessary that people who are part of the team be experts in the field of environmental 
protection, but also features industry experts. Duties and responsibilities of each team 
member will be determined just depending on his expertise and experience, 

• Learning organization with the purpose and methods of conducting environmental 
audits, which is often conducted by taking interviews, interviews, pilot-studies on the 
management of companies, with the aim for audit team members to meet with the 
organization and vice versa. In this way, the company management meets with what is 
expected of them during the audit phase, 

• Questionnaires can be sent to a representative sample of employees, thus creating the 
image of communication, planning, health, and safety and working conditions 

 
2. Stages of the audit, involves the performance of environmental audits in the field and 
includes the following: 

• Review of existing documentation, certificates, permits, prohibitions, etc., 
• Review of business policy and planning their activities for the case of environmental 

incidents, checking methods of monitoring and control of operations and procedures 
with untoward that may arise in case of failure of control equipment, 

• Establishing of the management and accountability hierarchy, and staff competence. In 
this way, insight is gained into the effectiveness of the established management 
systems, 

• Confidential testing of selected personnel at all levels of activity for the collection of 
information, 

• Physical inspection of the terrain, jobs, environment, safety equipment check, methods 
of monitoring, management mode, taking samples of waste, liquids, soil, air and noise 
measurement. 

 
3. Post-audit phase is the last stage, which generally includes the following: 

• Processing of information obtained and observations, 
• drawing up of a written report and presentation of top management of companies. If 

environmental improvement is seen as organizational goals, reviewing reports from 
audit team will be easily and without controversy. Management of the company 
decides what information is important and that will be improvement activities in 
relation to that conduct, 

• developing of an action plan, which includes the determination of responsibility for the 
implementation of corrective action, assuming the possible solutions and determine a 
schedule. Also, it is possible to make recommendations for future environmental audit. 
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4. EFFECTIVE ENVIRONMENTAL AUDIT 

Regardless of the benefits identified and defined the necessary activities, the environmental 
audit process may not be always successful. The main factors affecting the efficient 
performance of the environmental audit process are: 

• Full support from top management. 
• Acceptance of the audit process as a means of improving management methods, and 

not as a tool for assessing individual performance, 
• Acceptance and consideration of information coming from an area not subject to 

specific audits, 
• Ensuring the prerequisites for the implementation of the action after the announcement 

of the results of audits, 
• Identifying the audit process as an integral part of strategic management in the 

enterprise 
 
Today there are appropriate recommendations for the implementation of environmental audits, 
which vary slightly in different countries, with a tendency to standardization activities in the 
near future. 

5. WASTE - DEFINITION, CLASSIFICATION AND TREATMENT 

As part of the treatment of waste, the waste materials are considered "materials produced in the 
performance of manufacturing, service or other activities, items excluded from use, and waste 
materials resulting from the consumption of, and may be directly or with the appropriate 
processing and processing as a raw material used in manufacturing or as the semi-finished 
products." 
Waste is generated due to aging or due to late life cycle of products through various 
technogenic activities, generating hundreds of types of waste. Figure 1 gives a schematic view 
of the emergence of different types of waste. 

 
Figure 1: Schematic view of the emergence of different types of waste 
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The waste is generally divided into controlled - waste from household, commercial and 
industrial waste, and uncontrolled waste - waste and agricultural waste from mining and 
quarries. In this classification, special attention should be given to industrial waste, which is 
generally divided into: 

• Metal waste, 
• Wood waste,  
• Plastics and other materials waste, 
• Mineral dust and organic matter from wastewater treatment, and 
• Industrial waste, hazardous waste, and any waste that is flammable, corrosive, reactive, 

or toxic. According to EU waste management policy, following is set aside: 
• Household, commercial and non-hazardous industrial waste, 
• Packaging waste, 
• Used batteries and accumulators, 
• Inoperable vehicles, 
• Old tires, 
• Oil waste, 
• PCB waste, 
• Hazardous waste, 
• Electronic equipment, and 
• Sludge from wastewater treatment plants 

 
Only several types of waste is used for recycling - primarily metal, plastics, paper and glass, 
which allows resolution of many issues in the field of environmental protection, reducing the 
need for primary raw materials, reducing water pollution and land,  labor resources, freeing up 
the process processing of raw materials. Review of methods of processing and utilization of 
waste is given in Table 1. 

Table 1. Review of methods of processing and utilization of waste 
Type of waste Processing methods 

Metal waste Sorting, removing non-metallic parts, mechanical processing, 
liquefaction, storage, removal 

Wood waste Crimping, cutting, processing of building materials, incineration, 
storage 

Plastic waste Crimping, cutting, processing of building materials, incineration, 
storage 

Highly toxic waste Packaging in special containers, removing 
Organic flammable 
materials 

Crushing, pressing, burning, removal 

Defective lamps Demercuration, utilization of mercury 
Petroleum products 
polluted sand, earth for 
molds 

Quenching, removal 

Defective cans with the 
remains of the gas 

Blowing in the air in special chambers, removing 

Radioactive waste Packaging in special containers and "burial" in the layer of 
zeolite 
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6. KEY PRINCIPLES OF WASTE MANAGEMENT 

Waste management include collecting, sorting, transport and waste treatment, storage and 
disposal at or below ground, transportation, treatment and operations necessary for its reuse, 
recycling and regeneration. 
The specific objectives of waste management are: rational use of raw materials, energy and 
alternative fuels from waste, reducing the risk of disposed waste for future generations; 
involvement of local expertise and local economic potential in establishing a waste management 
system, establishing standards for the treatment of waste reduction, re- use, recycling and 
regeneration of waste, reducing the risk of waste using the best available techniques and the 
substitution of chemicals that pose a risk to the environment and human health, sustainable 
waste management, and raising public awareness. 

• These objectives of waste management within the environmental protection system, 
based on fundamental principles, namely: 

• The principle of sustainable development, 
• The proximity principle and regional approach to waste management, 
• The precautionary principle, 
• Polluter pays principle 
• The principle of waste management hierarchy, 
• The principle of applying the most practical option for the environment, and 
• The principle of producer responsibility 

 
In addition to these principles, for development and implementation of this strategy, it is 
necessary to take into account to achieve and maintain an effective balance between economic 
development and environmental protection, creating an open and flexible markets for waste 
management services, ensuring the implementation of the strategy, the use of economic 
instruments, rather than legal, to initiate and encourage change in accordance with the stated 
strategic goals. 
In the area of waste, the Agency for the protection of the environment in the Republic of Serbia 
has a special place, which should give an opinion on the plans for waste management in the 
process of obtaining environmental permits, to establish, develop and maintain a database on 
waste in the territory of the Republic, to perform the classification of waste in the appropriate 
category in accordance with the lists of wastes and performs other tasks is foreseen by the 
regulations. At the local level, municipalities have their own decisions about the utility line 
(which may accrue or be supplemented by considerations beyond the Local Environmental 
Action Plan, which governs, provides, organizes and implements solid waste management in 
the municipality. 

7. CURRENT SITUATION REGARDING WASTE MANAGEMENT 
IN SERBIA 

The ecological heritage in Serbia is unenviable and difficult, especially evident problem of 
waste disposal, as existing landfills disorganized and without any associated structures and 
protection measures.Existing waste in Serbia is difficult to assess, the reason being the lack of 
data on the analysis of waste through continuous records of the quantities, composition, 
characteristics, and waste categorization. According to some sources, the total amount of waste, 
which collects 90% of utility companies in Serbia, estimated at 2.2 million t/year, and was 
adopted and the mean weight of generated waste by 0.8 kg/capita/day, which is somewhat lower 
than in the Central and Eastern Europe. In Serbia, for example, about 4,000 tons of municipal 



1037 

garbage is transferred daily to dumps, and annually produces about 460 000 tons of various 
waste types, as shown in Table 2. 

Table 2. The annual production of some types of waste in Serbia 

Type of the waste Quantities/
tons 

Wastes from the production and use of paper, wood, leather and plastic 8560 
The residues from  working  with industrial waste 35000 
Wastes from surface treatment of metals and plastics 21000 
Wastes from manufacturing and using of photographic chemicals and 
processing materials 

15 

Explosive nature wastes that are not regulated by other laws 120 
Wastes from manufacturing and using of resins, latex, plasticizers, adhesives 1100 
Wastes from manufacturing and using of paints, inks, pigments and varnish 
coatings 

4500 

Waste tar residues originating from refining, distillation and any pyrolytic 
treatment forms 

150 

Waste substances and articles containing or contaminated by chlorinated 
biphenyls multiply  (PCB), or multiply chlorinated triphenyls (PCT), i.e., 
multiply brominated biphenyls (PBB) 

88.6 

Waste oils/water, hydrocarbons/water mixtures, emulsions 258000 
Clinical wastes from medical care in hospitals, health centers and clinics 9700 
Wastes from the production and preparation of pharmaceutical products 250 
Pharmaceutical waste, drugs and preparations 120 
Wastes from manufacturing and using of biocides and phytopharmaceuticals 
products 

230 

Wastes from manufacturing and using chemicals for protecting wood 1500 
Wastes from manufacturing and use of organic solvents 13400 
Heat treatment waste  and pollution operations that use cyanides 546 
Waste mineral oils that are not suitable for using for the original purpose 106000 

 
Based on available data for Serbia, it can be concluded that: 

• Organized collection of municipal solid waste covers approximately 60-70% of the 
population, and rural areas not covered by organized waste collection and treatment is 
the only method of disposal (mainly outside the EU standards),• State hazardous waste 
is a problem - there are no facilities for treatment or disposal of such a system of 
separate collection, as no permanent storage of hazardous waste, 

• There are no facilities for treatment of unused vehicles and other types of specific 
waste types, 

• There is no database or the characterization and classification of waste, 
• There is an effective technical and administrative organization, and 
• There is the education of the waste, the treatment and recycling obligation 

8. RESUME 

Environmental audit with time becomes more accepted way of determining the environmental 
performance of companies on the basis that an important source of information on possible 
environmental improvements. To be effective, environmental audit must be integrated into the 
management system, based on the results to set goals and define the steps to reach them. In 
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most cases, environmental audit conducted by a team consisting of people from the companies 
and external consultants. During the preparatory phase of the planning required to perform audit 
activities followed by their concretization in the field. In the final stage, after processing the 
received information is acquired by a real picture of the environmental performance of 
companies and thus gains access to the necessary improvements. An effective environmental 
audit reduces costs, enables the company to operate in an environmentally acceptable manner, 
and thus acquires the image desired by the public. 
The serious situation in the field of environment protection, related to the treatment and 
management of waste is the result of rapid industrial development in the last fifty years. It 
further commits the current generation of energetic approaches to adequately resolve this 
problem through a system of environmental protection and take the following actions: an action 
plan for waste management in line with EU principles and standards, prevention of waste 
generation by implementing cleaner technologies and encouraging recycling, landfill and 
construction of regional facilities for waste treatment, and the establishment of an integrated 
information system for waste management. 
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Summary: In making decisions regarding appropriate choice of leasing as a financing model, 
it is necessary to meet all of the advantages and disadvantages of this model and make a 
comparative analysis of leasing with other modalities of funding. In practice, the economic 
effects of leasing alternatives are usually compared with credit. In doing so, the basis for the 
decision may be to minimize the present net value of providing cash. Of course, the choice 
depends on the specific needs and abilities of a particular user. 

Keywords: leasing, credit, economic effects 

1. INTRODUCTION 

Leasing is a complete, comprehensive economic and legal business made up of many different 
legal and economic, especially financial, operations (jobs) based on their financing of complex 
equipment and complex systems.1 This work is realized through leasing agreement that is a 
mixture of several legal transactions - leasing, buying and selling with the right to retain 
property rights, credit contracts, part, and provision of services. 
An important reason for the development of the leasing business is its expansion in the field of 
technology in industrialized countries, which favors the development of highly complex 
products they sell in the market. Competition and very high commodity prices make it difficult 
to sell them and leasing appears as a convenient means of investments in relation to the sale 
agreement. On the other hand, to the development of less developed countries through the 
leasing comes to contemporary, modern and expensive equipment.2 
In addition to benefits related to the leasing, there are certain disadvantages, from the standpoint 
of the lessee. For example, the obligation to pay the leasing installments at once at the 
beginning of the fiscal year may be a significant financial burden. On the other hand, 
amortization of debt may be provided as alternative, by agreement on the return of the debt in 
equal semiannual installments, or to calculate and pay interest semiannually, and principal debt 
at the end of the period of its maturity. 
                                                           
1 Law on financial leasing, Article 1, paragraph 2 

2 Tesanovic Branko, Leasing-a Serbian development chance, p. 152 

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 

mailto:ivana.tesanovic@fpsp.edu.rs
mailto:arsic.slavisa@gmail.com


1040 

2. RELEVANT ELEMENTS OF LEASING AGREEMENT 

When deciding on the choice of financing, it is necessary to consider the following elements of 
financial leasing contracts:3 
• Gross cost of leasing dassets - varies in depending on the supplier and the requirement 

that the lessor has with the supplier. The lessee is interested that this value is more 
favorable to him because its obligations towared the lessor depend on that amount. 

• • The remaining i.e. redemption value of the leasing - if it is higher the amount of 
individual rate is reducing, but it creates a liability to the lessee to pay a higher fee at the 
end of the term of the concluded leasing contract if he want to move the leasing property  
to its own name. 

• Insurance costs - borne by the lessee, but the lessor can take that commitment to himself 
by the contract. Damages are paid to the lessor, so that the lessee should pay attention to 
whether and under what conditions is entitled to a share of the compensation paid by the 
insurance company. Higher insurance costs may also occur if the lessor determines the 
insurance company with which the object should be secured, because then the lessee loses 
the ability to choose the company with the most favorable terms of insurance. Insurance 
costs are not included in the effective leasing fee rate (ELIN). 

• Other costs made by concluding a financial leasing contract - once the low interest rates 
offset by higher other expenses charged by the lessor. The effect these costs have on the 
nominal interest rate (only the part that is paid on the account of the lessor) will be 
reflected through the ELIN. 

• Currency clause – contracted by the lessor, to protect against foreign exchange risk in the 
event its obligations (funding sources) are denominated in that currency. Taking over the 
obligation whose amount is indexed in foreign currency, the lessee assumes a substantial 
foreign exchange risk, except in cases when there is a steady cash inflow in the same 
currency. You should also take into account the exchange rate at which is recalculated 
amount of leasing fee - middle exchange rate, the exchange rate at maturity rate of leasing 
fee or the payment date. 

• Option right – right to purchase leasing object after the leasing period is over. The lessor 
may to restrict this right with payment of certain fees, so-called price options. 

• Terms of prepayment - early redemption may occur before the expiration of two years, 
and during this period, bigger part of the interest is paid off. The lessor calculates the cost 
of early repayment whose amount is not negligible. 

• Effective rate of leasing fee - this rate shows the relative cost of financing which the lessor 
grants to the recipient (gross purchase price minus share), in a manner that ensures the 
comparability of requirements of different funding lessors, and lessors and banks. The level 
of nominal interest rate, other costs of concluding a financial leasing, but also a moment of 
cash flows, and leasing payments determine the amount of the rates.4 

• The amount and time of cash outflows - the user should assess the level and time of cash 
outflows in terms of opportunities to settle them, i.e. expected cash inflows in the given 
period. 

• The possibility of changing the nominal interest rate - the reason why lessors agree to 
this provision is to protect themselves of the exchange rate risk. Usually the interest rate 
depends on the EURIBOR or other benchmark interest rates. For the lessee is important to 
know that increasing the benchmark interest rate causes an increase in the amount of its 

                                                           
3 http://www.nbs.rs/export/internet/latinica/57/57_4/index.html 
4 Assuming equal conditions of funding, taking into account the time value of the money, ELIN will be 
bigger if the total amount of other costs is paid immediately after the signing of the contract in relation to 
the case when the same amount is paid in period of one year from the date of signing the contract. 



1041 

future monthly obligations to the lessor and the increase in total interest paid. The contract 
should specify how to adjust the leasing fee of changing the interest rates and the dates on 
which the change is registered. 

• Terms of the delivery - the lessee approves the terms of the delivery relating to his 
interests: 

• The subject matter - whether the desired item in the contract is unambiguously identified; 
• The place, date and method of delivery - it is desirable to be precisely defined and 

specified in the contract of financial leasing. If the delivery fails to meet the defined 
conditions, the lessee has the right to refuse to accept delivery or terminate the leasing 
contract and is entitled to compensation. The lessee has the right to suspend payment of the 
agreed fee to the lessor until meeting the delivery obligation in accordance with the agreed 
terms. The precise determination of time of delivery is particularly important when the 
lessor charged of the recipient compound interest for the period from the time of payment 
the subject to the supplier to leasing  to the  moment of delivery of the item or the first 
installment due date of the leasing  fee. This additional cost of the lessee can be limited by 
specifying the deadline by which the supplier is obliged to deliver the object; 

• The cost of leasing subject – to roughly determine whether the price you pay to the lessee 
in case of procurement of leasing subject for granted and whether the lessor provides 
discounts granted by the supplier to the recipient. 

• Tax treatment for different ways of obtaining items - legal entities through the selection 
of financing procurement items, in particular should take into account the impact of that 
choice on their tax obligations. 

3. COMPARATIVE ANALYSIS OF LOAN AND LEASING MODELS 

Leasing of fixed assets is often compared to purchasing them on credit. The choice of suitable 
alternatives depending on the case. The manner of decision-making is given by the hypothetical 
example5. It is assumed that a decision on purchasing machines, necessary to resume a normal 
flow of production, was made. 
Since the company does not have adequate financial resources, and has a good credit rating, can 
finance the purchase of long-term engagement of the loan in the amount of the cost of funds, i.e. 
900,000 RSD. It is assumed that the interest rate is 11% per annum, and economic life of an 
asset is estimated to be 6 years. Additional investment or liquidation balance is not expected, 
and maintenance costs amount to 40,000 RSD. The amortization of the machine is characterized 
by straight-time write-off method. Debt is amortized in equal annual installments, payable at the 
end of the year. The annual income tax rate is 30%. 
Another possibility is the acquisition of assets of the leasing if the company could single out 
annually 200,000 RSD with the possibility that after the leasing  period of 6 years, buy a 
machine at a cost of 120,000 din. In order to simplify the example, the assumption is that the 
leasing fee instead of the beginning, as is usually the case, could be paid at the end of the year. 
The analysis begins by establishing a debt amortization plan for the first alternative - buying 
assets on the credit. Because the debt is amortized in equal annual installments, the value of 
annuity is the same from the first to sixth year – 212,740RSD. (900,000 /4.2305 while the 
denominator is the discount factor for interest rate of 11% per annum and the period of 6 years). 
The value of interest for each year is separately obtained by applying the interest rate of 11% to 
the outstanding debt. At the end of sixth year, the debt will be repaid in full, including interest 
of 376,440RSD and principal payments of 900,000RSD. Calculation of cash net flow after tax 
i.e. net issuance of cash that will arise in the case of accepting the first alternative (Table 1). 
                                                           
5 Ivаnisevic, M., Business Finance, Faculty of Economics, Belgrade, 2008, p. 340 
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End 
of the 
year 

Annuity Maintenanc
e costs Amortization Interest 

Total 
deductions 

(2+3+4) 

Tax 
savings 
(5*0.30) 

Net cash 
flow 

after tax 
(1+2-6) 

1 2 3 4 5 6 7 
1 212.740 40.000 150.000 99.000 289.000 86.700 166.040 
2 212.740 40.000 150.000 86.490 276.490 82.950 169.790 
3 212.740 40.000 150.000 72.600 262.600 78.780 173.960 
4 212.740 40.000 150.000 57.190 247.190 74.160 178.580 
5 212.740 40.000 150.000 40.080 230.080 69.020 183.720 
6 212.740 40.000 150.000 21.080 211.080 63.320 189.420 

Source: adapted by the authors based on Ivanisevic M., Business Finance, Faculty of 
Economics, Belgrade 2008, p. 341 

 
The annual cash issuance based on interest and repayment of debt principal is shown 
collectively in the form of an annuity in the first column. Annual maintenance costs are shown 
in the second column, also an issue of cash for the company. Since the maintenance costs, 
interest and depreciation are excluded from the tax base, there is the tax savings accrued in the 
sixth column, which represents a decrease of issuing cash. Finally, subtracting tax savings from 
the sum of annuity and maintenance, we gain the costs of issuing net cash (column 7). 
Net cash flow – for purchasing equipment or leasing, is obtained when from the amount of the 
annual leasing fee, a tax saving is subtracted on the same basis. Specifically, the value of net 
cash after taxes amount to 14.000 per year (20000-20000 * 0.30) or 26.000 for the last year 
(14,000 +12,000, where 12.000 represents the amount of cash needed to purchase the machine 
at the end of the leasing term). 
To choose the better alternative of funding, it is necessary to compare the present value of net 
cash flow (Table 2). 

Table 2: Present value of net cash flow 

End of 
the year 

Leasing Credit 
Net cash 
flow after 

tax 

Discount 
factor 

The current 
value of net 
cash flow 

(1*2) 

Cash 
issuing 
after tax 

Discount 
factor 

The current 
value of net 
cash flow 

(4*5) 
1 2 3 4 5 6 

1 140.000 0,926 129.640 166.040 0,926 153.750 
2 140.000 0,857 119.980 169.790 0,857 145.510 
3 140.000 0,794 111.160 173.960 0,794 138.120 
4 140.000 0,735 102.900 178.580 0,735 131.260 
5 140.000 0,681 95.340 183.720 0,681 125.110 
6 260.000 0,630 163.800 189.420 0,630 119.330 

TOTAL 722.820  813.080 

Source: Adapted by the authors based on, Ivanisevic M., Business Finance, Faculty of 
Economics, Belgrade 2008, p. 343 
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Present value of net cash flow is obtained by multiplying the issuance of cash after taxes with 
discount factor (Financial Table II) at a discount rate of 8%6 and a corresponding number of 
years. Since the net present value of cash flow regarding the leasing (722.820) is less than the 
present value of net issuance of cash for the purchase financed by a loan, choosing the first 
alternative is more suitable. 

4. PROS AND CONS OF LEASING IN RELATION TO LOAN 

The advantages of this method of funding are following: 
• Leasing of fixed assets, people lease their total value, if a purchase of these assets is 

financed by long-term loans, it is hard to get credit in the amount of the purchase cost of 
funds, and often is require a participation of own cash; 

• Lack of working capital and problem of illiquidity can be solved by selling and reversible 
leasing of fixed assets; 

• The advantage of leasing over loan is evident in the reorganization of enterprises 
(consolidation, merger, etc.) - a company continues to use fixed assets in accordance with 
the leasing agreement regardless of the reorganization, while the choice of alternative credit 
would allow lenders to demand repayment of remaining debt in full; 

• avoiding the cost of obsolescence is another advantage of the leasing  in relation to the loan 
but only when it comes to operating leasing - the company upon the expiration of leasing 
returns the  instrument to the lessor and, if desired, may take more sophisticated instrument 
of leasing;7 

• Leasing is a very convenient solution for the use of certain equipment that is not available 
to users at its price, and cannot be given on the credit (e.g. construction equipment) and 
equipment required by user only for a limited time; 

• The advantages of leasing compared to the loan come into play regarding small, medium 
and start-ups that lack adequate collateral for bank loans; 

• Banks tend to lend to customers who already use another loan while purchasing equipment 
leasing does not diminish the creditworthiness of companies, nor impose additional 
restrictions, such as maintaining a certain level of net working capital, as is the case with 
the loan;8 

• Decision on the conclusion of the leasing contract is primarily based on the ability of users 
to generate cash flows sufficient to pay leasing installments, not based on credit history; 

• Payments schedule according to leasing arrangement shall be in accordance with the 
business cycle and projected cash flows, so if the user of leased equipment is newly 
established company that needs a longer period to activate the equipment, the payment 
schedule can be adjusted so the initial period of the payment amount is less but with a 
tendency to increase allowing the user to timely meet its obligations; 

• in case of the need to ensure a small amount of additional funds for equipment, banks are 
often not interested in such arrangements and avoid the high costs of processing loans in 
relation to the amount requested. On the other hand, leasing companies are willing to enter 
into all types of leasing arrangements.9 

                                                           
6 Discount rate should correspond to the price of long-term debt after tax, (1-tax rate/100), i.e. 7.7% but 
with the assumption that the cost of debt amounted to 0.3%,while the total cost of debt is fixed at the 
level of 8% 
7 Ivanisevic M., Business Finance, Faculty of Economics, Belgrade 2008, p. 344 
8Stojiljkovic, S., "Leasing Activities in the VAT system," Review, no. 10, 2005, p. 7  
9Matijasevic, N., Rakic, D., "Leasing or loan financing?" Finrar: finance, accounting, auditing, vol. 7,  
no. 3, 2006, p. 49 
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• Disadvantages of leasing model that must be taken into account when selecting the method 
of funding are: 

• a significant disadvantage, from the standpoint of the lessee, is the obligation to pay the 
leasing  rate at the same time, at the beginning of the fiscal year, and it can be a significant 
financial strain. On the other hand, debt amortization may be contained in different ways, 
for example, it is possible to conclude repaying the debt in equal semiannual installments, 
or to calculate and pay interest semiannually and to pay principal at the end of its maturity. 

• It is often indicated that leasing is expensive way of financing, since practice has shown 
that the total financial compensation or leasing of business assets is up to 30% greater than 
its purchase cost.10 However, the positive is the fact that financial benefit is allocated from 
revenue generated from the leasing of equipment use, although this depends on the 
profitability of the business. 

• We must not forget the fact that, in the case of financial leasing, the lessor transfers the risk 
of limitation of resources to user. Given the length of the contract of financial leasing and 
the speed of technical and technological changes, the lessee thereof may suffer 
considerable damage. He has an obligation to pay leasing installments even though if the 
funds expired, and even when they are out of use. In practice, on the basis of appropriate 
contractual clauses, the possibility that the lessee may earlier, before the expiry of the basic 
period of the contract, cancel the contract is available, provided that the lessor take 
responsibility to compensate all the damages that might occur.11 It is not difficult to 
conclude that in this situation, the lessee shall bear the consequences of increased risk of 
obsolescence of the means. 

5. RESUME  

The expansion of leasing activities at the international level has caused the need for 
standardization of procedures and the balance of international practices in this area. As a result 
of this, Convention on International Financial Leasing was formed. It became the basis for 
drafting national legislation in many countries, even in our country. After passing the Law on 
Financial Leasing in 2003, a number of leasing companies was established, creating a favorable 
institutional and regulatory framework for the development of leasing activities. 
The flexibility of the leasing in relation to credit comes into play when potential customers do 
not own adequate collateral to obtain bank loans, then when the asset is required for a limited 
period of time, providing a smaller amount of additional funds for equipment and in a number 
of other situations. However, one should not overlook the disadvantages of leasing such as the 
risk of means expiration of resources in terms of finance lease and paying leasing rate at once, 
at the beginning of the year. 
In considering the possibility of signing the lease arrangement, potential lessee should be 
informed about all aspects relevant for the decision, namely, gross purchase value of the lease, 
the purchase price, insurance costs, currency clause, option right, the effective rate of the lease 
fee, and others. In addition, the lease should be compared with other modes of financing. 
  

                                                           
10 Stevanovic, R., "Leasing as a financing development method," The new store, year 57, no. 7-8, p. 31 
11 Kljajic, D., Legal relations in  relation to international financial leasing, Master's thesis, Faculty of 
Law, Novi Sad 2003, p. 30 
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Аннотация: Система бюджетирования, вводимая на предприятии или же уже 
существующая, является интегрированным методом управления, позволяющим 
управленцу своевременно реагировать как на изменения внутренней, так и внешних сред.  

Ключевые слова: сбалансированная система показателей, бюджетное управление 

1. ВВЕДЕНИЕ: БЮДЖЕТНОЕ УПРАВЛЕНИЕ НА ОСНОВЕ 
СБАЛАНСИРОВАННОЙ СИСТЕМЫ ПОКАЗАТЕЛЕЙ 

При рассмотрении бюджетного управления на практике, можно с уверенностью сказать, 
что механизм бюджетирования очень сложный и включает в себя множество 
инструментов, реализуя которые достигаются поставленные цели. В качестве одного из 
таких инструментов можно выделить систему сбалансированных показателей (далее – 
ССП). Она, безусловно, включается в систему сбора и обработки информации 
управленческой, бухгалтерской, статистической и т.д. Главной экономической целью 
каждого создаваемого предприятия является получение прибыли, в долгосрочном 
периоде добиться положительного значения данного показателя можно при условии 
поддержания ликвидности финансовых показателей. ССП позволяет представить все 
процессы на предприятии в виде расчетов результата и ликвидности и их связи с рынком 
в процессе планирования и реализации плана. При помощи информации, системы 
планово-контрольных расчетов можно формировать «вход», «преобразование» и 
«выход» системы материальных благ (материалы, производственные процессы, товары и 
услуги), а также «вход» и «выход» системы номинальных благ (денежной системы) и 
управлять ими. 
В бюджетном управлении на основе ССП наиболее часто используются абсолютные 
показатели. Наиболее полная их классификация дана Брянцевой Л.В., которая делит их 
на [1] 
  

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 

mailto:tkachenkogrisha@mail.ru


1047 

Mонетарные:  
• результатные (величина продаж, издержек, непокрытый убыток, совокупные 

расходы на оплату труда персонала и т.д.);  
• имущественные (стоимость основных средств, нематериальных активов и т.д.);  
• финансовообеспечивающие (величина уставного капитала, собственного и 

заемного капитала и т.д.);  
 
Hемонетарные:  

• трудовые (численность персонала, трудоемкость производимой продукции и 
т.д.);  

• натуральные (количество произведенной продукции, количество 
переработанного сырья). 

2. ПОЭТАПНОЕ ВНЕДРЕНИЕ СБАЛАНСИРОВАННОЙ СИСТЕМЫ 
ПОКАЗАТЕЛЕЙ 

Проецирование сбалансированной системы показателей: на бюджетное управление 
осуществляется посредством последовательного выполнения следующих этапов: 
1. Проецирование сбалансированной системы показателей на организационную 

структуру компании: 
1.1. Выбор подхода к проецированию ССП на организационную структуру 

компании; 
1.2. Выполнение проецирования сбалансированной системы показателей на 

организационную структуру компании согласно выбранному подходу; 
1.3. Документирование результатов проецирования сбалансированной системы 

показателей на организационную структуру компании; 
2. Проецирование сбалансированной системы показателей на бюджетное управление: 

2.1. Разработка бюджетов и соответствии со сбалансированной системой 
показателей; 

2.2. Подготовка перечня требований к программному обеспечению бюджетного 
управления на основании ССП. 

 
Для определения нужного набора бюджетных показателей необходимо формализовать 
описание деятельности предприятия. Необходимо разделить процессы на дискретные 
блоки, определить задачи этих блоков, описать входную и выходную информацию. 

3. ЗАКЛЮЧЕНИЕ: ЗАВИСИМОСТЬ И СИСТЕМНОСТЬ КАК 
НЕОТЪЕМЛЕМЫЕ ХАРАКТЕРИСТИКИ 

Набор показателей только тогда становится системой, когда мы выявим связи и 
зависимости между этими показателями. Например, увеличение складских помещений 
может привести к увеличению объема продаж, только если в целом наблюдается высокая 
оборачиваемость товаров. Экономия затрат может привести к уменьшению прибыли и 
т.п. 
Система показателей превратится в сбалансированную систему (ССП) только тогда, 
когда определены нормы динамического развития показателей, сбалансированные между 
собой. Например, норма страхового запаса должна быть сбалансирована по временным 
периодам с покупательским спросом и временем доставки соответствующих товаров. 
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Финансовые показатели балансируются на уровне планового балансового бюджета, в 
разрезе статей активов и пассивов предприятия. 
Высокие показатели финансовой устойчивости имеют предприятия, стратегия которых 
предполагает использование собственных ресурсов для целей развития. Однако 
большинство отечественных компаний в последние годы предпочитало использовать для 
развития кредитные ресурсы. Поэтому предприятия, не уделявшие должного внимания 
контролю показателей финансовой устойчивости, сегодня оказались в сложной 
финансовой ситуации. 
Бюджетирование без обратной связи, без исполнения процедур контроля и анализа — в 
пустую потраченное время. Любая система, в том числе и предприятие, жизнеспособна, 
если имеет в своем составе элементы обратной связи, предусматривающие анализ 
сделанного и текущую корректировку поведения системы по мере поступления сигналов 
о ее состоянии. Роль обратной связи в бюджетировании играет контроль исполнения 
бюджета, который, на основании рассмотренных методов анализа, поможет представить 
картину состояния бизнеса по итогам выполнения бюджета. 
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Резюме: В статье рассмотрена составляющая корпоративной системы управления – 
управление бухгалтерским риском. Своевременный контроль бухгалтерского риска 
обусловит качество бухгалтерской информации и выявит факторы повышения 
экономических выгод. 

Ключевые слова: теория рисков, бухгалтерский риск, риск экономического окружения, 
налоговый риск, корпоративная система управления. 

1. ВВЕДЕНИЕ 

В современном российском экономическом сообществе управление рисками достаточно 
актуальная и объемная проблема исследования. В международной практике теории 
рисков - риск рассматривается как глобальный фактор развития экономических 
сообществ, а особенно на уровне конкретной фирмы или корпорации. 
В России развитие и понимание концепции теории развития рисков нарастает по степени 
их возникновения в экономических ситуациях. Отметим что, исходя из постепенного 
становления российской экономики, финансовые риски также постепенно находят свою 
нишу в экономической жизни.  
Некоторые российские ученые отмечают, что развитие российской теории понимания и 
управления рисками не прекращалось, а лишь изменялось параллельно соответствующим 
экономическим тенденциям. 
Управление рисками в современной России, не просто наука, но и направление, 
постоянно совершенствующееся и имеющая практическое основание и определенный 
эффект.  
Отметим что, в первую очередь, развитие теории и практики управления рисками 
фиксируется в тех областях и секторах экономики, где их появление может вызвать 
максимальный негативный финансовый эффект. К примеру, остановимся на внутренних 
возможных рисках, т.е. обусловленные деятельностью самой фирмы и ее контактной 
аудиторией. В данном случае на их уровень влияет деловая активность руководства 
предприятия, выбор оптимальной маркетинговой стратегии, политики и тактики и др. 
факторы (производственный потенциал, техническое оснащение, уровень специализации, 
уровень производительности труда, техники безопасности).  
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Отсюда мы можем определить, что вся совокупность указанных рисков влияет, в целом, 
на количественную характеристику одного весомого показателя деятельности фирмы, а 
именно на размер полученной прибыли. Этим можно обосновать, что управление такими 
внутренними рисками либо минимизирует, либо существенно увеличивает прибыль.  
Но как же оценить степень рисков, которые в некоторых российских фирмах не входят в 
систему корпоративного управления? 

2. ПОНЯТИЕ И ПРИЧИНЫ ВОЗНИКНОВЕНИЯ БУХГАЛТЕРСКОГО 
РИСКА 

В последнее время российскими экономистами и бухгалтерами поднимается вопрос о 
том, что самым важным риском следует считать риски ненадлежащей организации 
внутреннего контроля и недостоверное ведение учета фактов хозяйственной жизни, 
отсутствие эффективного текущего и стратегического анализа могут иметь место в 
любой компании, где учетные и контрольные вопросы не являются элементом 
корпоративного управления.  
Отметим, данное направление управления этими рисками фиксируется как управление 
бухгалтерскими рисками. Причем в понятие бухгалтерского риска российскими учеными 
вкладывается более глубокое осмысление.  
В международной практике в данной ситуации отмечается, что «бухгалтерский риск - это 
не что иное, как риск отчетный, бумажный».  
Он возникает в силу того, что изменения валютного курса могут негативно отразиться на 
нетто-стоимости фирмы при трансляции финансовой отчетности по 
внешнеэкономическим операциям из иностранной валюты в национальную 
(трансляционный риск). Это действительно достаточно узкое понятие, а в силу такого 
суженного определения бухгалтерский риск не заслуживал должного внимания и 
изучения. 
Современное российское законодательство дает фирмам определенную свободу выбора 
способов учета в соответствии со спецификой деятельности. В результате на бухгалтера 
предприятия ложится ответственность не только за правильность ведения бухгалтерского 
учета в соответствии с нормативными актами, но и за результаты принятых решений, 
поэтому проблема риска в бухгалтерском учете становится в данных условиях наиболее 
актуальной. При этом проблема рисков в бухгалтерском учете остается до сих пор 
неизученной в достаточной степени для того, чтобы минимизировать их размер. 
Основными задачами российского бухгалтерского учета, как известно, являются 
контроль активов и обязательств, контроль за вещными правами, дебиторской 
задолженностью и расчетами. А это не что иное, как обязательное условие стабильности 
и эффективности ведения любого бизнеса. Эти функции также продуктивно может и 
обеспечивать система внутреннего контроля. 
Сама система внутреннего контроля не может быть эффективной без реализации 
следующих требований: полноты отражения бухгалтерской информации; 
своевременности отражения и осмотрительности в оценке фактов хозяйственной жизни; 
непротиворечивости данных аналитического и синтетического учета. 
Проведенные исследования показали, что появление категории риска в бухгалтерском 
учете и необходимость представления информации о рисках обусловлены следующими 
основными моментами:  

• стандартами бухгалтерского учета, предоставляющими право выбора способов 
учета и оценок; 

• форматом представления бухгалтерской информации и отчетности, а он, в свою 
очередь, обусловлен выбором показателей, которые, по мнению фирмы, 



1051 

наиболее достоверно отразят результаты ее деятельности и финансовое 
состояние. 

Не секрет, что бухгалтеры, ведущие учет на предприятии, несут сегодня большие риски, 
связанные со своей профессиональной деятельностью. Так заместитель главного 
редактора профессионального журнала «Бухгалтерский учет» Цыпленков В.В. отмечает, 
что «под профессиональным риском бухгалтера понимает возникновение вероятностного 
события, связанного с его профессиональной деятельностью, которое приведет или 
может привести к имущественным, финансовым и репутационным потерям компании из-
за неправомерных действий или ненадлежащего выполнения бухгалтером своих 
функциональных обязанностей». 
В российском законодательстве существуют разные виды ответственности. Больше всего 
бухгалтера компании может интересовать административная, налоговая и уголовная. 
Административные штрафы в области финансов налагают на должностных лиц 
организации, то есть на руководителя и главного бухгалтера. Ведь именно они 
осуществляют «организационно-распорядительные или административно-хозяйственные 
функции» в компании (ст. 2.4 Кодекса об административных правонарушениях). 
Главный бухгалтер отвечает за создание учетной политики, ведение бухгалтерского 
учета и за то, чтобы отчетность была полной и подавалась в срок (п. 2 ст. 7 Закона о 
бухгалтерском учете).  
Бухгалтерский учет – это всегда работа достаточно сложная и кропотливая, требующая 
большой внимательности, осторожности и ответственности.  
Недостоверное ведение учета фактов хозяйственной жизни связано с нарушением как 
норм, установленных национальными стандартами учета, а также других нормативных 
актов, которые регулируют правила ведения бухгалтерского учета и составления 
отчетности. Несоответствие экономического содержания операций их юридической 
форме, переквалификация фактов хозяйственной жизни приводит к снижению налоговых 
обязательств и соответственно налоговых платежей. Отступление или нарушение 
принятой учетной политики организации, ненадлежащая организация документооборота 
так же приводят к возникновению бухгалтерского риска.  

3. ОЦЕНКА БУХГАЛТЕРСКОГО РИСКА 

Следует отметить, что бухгалтерский риск можно оценить по совокупности влияния 
следующих факторов, таких как: 

1. Условия и методы ведения производства; 
2. Географическое местоположение; 
3. Штат и организация бизнеса; 
4. Доходы и планы деятельности; 
5. Качественные и количественные характеристики имущества; 
6. Ликвидность и финансирование; 
7. Неожиданные убытки; 
8. Отдельные счета учета, данные которых чаще всего оказываются непреднамеренно 

и преднамеренно искаженными; 
9. Сложность учитываемых фактов хозяйственной жизни, которая требует для их 

правильного оформления высокой квалификации исполнителей; 
10. Наличие фактов хозяйственной жизни, бухгалтерское оформление которых 

может быть основано полностью или частично на субъективном мнении 
исполнителей; 
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11. Наличие фактов хозяйственной жизни, порядок правильного оформления 
которых неоднозначно трактуется действующим законодательством; 

12. Наличие редких, необычных, нестандартных фактов хозяйственной жизни, 
которые носят несистематический, разовый характер, требуют особого 
внимания и соответствующих знаний и устанавливаются во время краткого 
анализа бухгалтерской отчетности. 

Кроме рассмотренных внутренних факторов риска необходимо отметить составляющие 
бухгалтерского риска, имеющие внешнее влияние.  
Среди них выделим следующие: риск экономического окружения, гражданско-правовой 
риск и налоговый риск. 
Для снижения риска экономического окружения бухгалтер фирмы должен обеспечивать 
реальное отражение фактов хозяйственной жизни, представлять руководству результаты 
факторного анализа, расчеты экономических результатов и возможных потерь с 
обоснованием выводов, базирующихся на достоверных показателях бухгалтерского 
учета. 
Гражданско-правовой риск связан со степенью исполнения фирмой действующего 
российского законодательства. Несоответствие или нарушения приводят к уплате 
штрафов и прочих платежей.  
Налоговый риск определяется степенью соблюдения фирмой законодательства по 
налогам и сборам. Как следствие не выполнения данных норм так же уплата фирмой 
штрафов и др. 

4. ЗАКЛЮЧЕНИЕ 

В заключение отметим, что бухгалтерский риск по нашему мнению, возникает в тех 
ситуациях, когда руководство фирмы может прямо или косвенно оказать меры по его 
снижению. Бухгалтерский риск становится неотъемлемой частью деятельности фирмы и, 
судя по всему, будет возрастать. Управление бухгалтерским риском является новой 
составляющей корпоративной системы управления. 
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Summary: In the time of fast changes, tough competition and entering the global market, 
leader has a big role and even biggest responsibility. It is expected of him to develop the 
capacities of the organization and the employees, think strategically, and to achieve competitive 
advantage on the market for the organization. In order to meet these expectations, it is 
necessary to be prepared, develop new abilities and new skills, use modern methods in business 
and develop quality relationships with the co-workers. In addition, the role of the leader is to 
develop employees, and the role of employees is to develop organization and the leader, and 
this is why Henry Glimo says: ‘Often look back to see how many people are following you’. 
Introduction of the organization culture is a process that can last up to few years. That is why 
the leader has to become a role model in behaviour, for there are new values, symbols and 
storylines created within the organization. Also, they have to pick, support and promote the 
workforce as carriers of those values. 

Keywords: Leadership, organization, organizational culture, performance 

1. INTRODUCTION 

Organization can be defined as association of two or more people to perform any task, whereby 
they define the goal of the association, allocate tasks, secure resources and lead certain business 
processes, perform certain functions for realization of the goals. Since organizations do business 
in environment in which more dynamic, radical, unpredictable changes arise ever so faster, 
leadership became the main factor of survival and competitive advantage of the corporation. 
This is why the number of authors from the field of management that say that leadership 
presents the most significant factor which decides performance of the organizations is going 
significantly up. Leaders create vision, they use their abilities to affect the employees to accept 
it, to which they are going to strive during performing business activities, motivate employees 
to perform better and give greater effect in achievement of the organizational goals. Also, they 
affect the corporate culture, by placing moral codes and introducing ethics in doing business, 
that are respected by all the employees, developing new attitudes and values among employees. 
Leaders, using their knowledge, abilities, experience and intuition, make decisions about 
introducing changes in internal and external environment of the organization. Ability of 
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leadership, however, is not exclusive right of those who are “born” with it; skills for leadership 
can be learned. Therefore, ability of leadership is studied and developed, even though there are 
always going to be those who are “born” to be leaders. Theory about this has different 
approaches, but regardless, everybody agrees that the significance of leaders in any 
organization, public, government or politic is very important. 

2. THE LEADER SIGNIFICANCE FOR ORGANIZATIONAL COULTURE 

The objective of the leader is to get organization to find itself [1] and leader should be mirrored, 
he should be the person who encourages and helps the processes, who provides that people 
understand their abilities and limits, respectively, to recognize in which activities they want or 
can engage with the lowest risk. 
One of the most famous executive directors in the world Jack Welch, the president of the 
company General Electric said “Leader has to define their vision, transfer it to his employees 
and follow them, and simultaneously constantly improve the business.” [2] Effective leaders, 
therefore, not only influence the financial indicators, but also determine the character of the 
relations within the workforce in the organization, as well as employee’s satisfaction with their 
job and the working climate. This is why it is crucial for leaders to set the attitude style which 
contributes the most in creating that kind of climate. Furthermore, they are expected to possess 
latent dissatisfaction with the existing state, respectively aspire to make changes, initiative and 
readiness to take responsibility. Some authors were, also, dealing with functions of leaders 
within the organization, so the famous theorist Shane identified that the importance of leaders in 
an organization is derived from performing the following functions: [3]  

• animators, the leader creates an organization in the initial phase of work and provides 
overcoming crisis, that occurs in development phase of activities and the occurrence of 
poor results, 

• creators of the culture, the leader creates a culture of quality in the corporation, 
indoctrinating and socializing employees to the managerial pattern, imposing their own 
behaviour styles, thereby encouraging employees to identify with the corporation and 
internalize system of values and beliefs, 

• custodians of culture, the leader who maintains the accepted model of organization 
culture, he himself is being achieved in the third stage of organizational development, 
which is called institutionalization. 

• agent of change is changing the culture of the organization. Leader has the skills 
through which he observes the gap between age and size of the corporation, new 
conditions and cultural heritage of the corporation.  

 
Eminent authors consider that the business transformation is the central and the primary 
challenge for a leader, therefore the key competitive advantage in the future will be their ability 
to create and generate organizational capital.  
In the modern economy, the leaders are the specific assets of the organization, elected or self-
selected, and they determine its fate. Organizations that do not have leadership have fewer 
chances to deal with increasing problems of the modern era. But the success of modern 
organizations depends not only on the leaders themselves, but also on their followers. Thus the 
organization needs a leader who knows how to lead his or hers followers, and followers who 
know how to follow the leader. 
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3. PERSONAL CAPACITY OF THE LEADER IN COORELATION WITH 
ORGANIZATIONAL PERFORMANSES AND THE CULTURE OF THE 
ORGANIZATION 

Personal capacity is knowledge and skills that a leader should possess, and those are, in addition 
to technical knowledge and knowledge about products/services, the following: skills of 
analyzing and problem solving, professional skills, innovative knowledge, initiative and 
effective use of information. It is important that leaders focus on the results, which means they 
must set flexible goals, taking personal responsibility for results, provide constant feedback and 
an example of conduct, initiate new programs, projects, processes, technologies, new 
relationships with customers, etc. 
Interpersonal skills are those that give the leader a big advantage in working with people. They, 
above all, by communicating inspire others to achieve high performance, build positive 
relationships with employees, develop an atmosphere of community, be open to new ideas, 
effectively solve conflicts, positively influence colleagues and subordinates, build self-esteem 
of others, teach others, etc.  
The leader, while leading organizational change, must have the ability to be a champion of 
change in the organization, run programs and projects with the support and cooperation of 
others, be the inspirer and promoter in the change program. Moreover, he or she has to have a 
strategic perspective, know how to incorporate his own work into the business strategy, 
translate the vision of the organization’s goals into challenging tasks for others and has a long 
term vision. Yet between all of these aspirations the leader needs to reconcile them with the 
short-term goals, connecting an external world with stakeholders, represent the work of the 
team inside and outside the organization, and help people to understand that the meeting 
consumer needs is a mission in its own right, and the goal of the organization. These 
characteristics are established by the practice based on the most extensive research: a base of 
25,000 leaders who were evaluated by 200,000 of their co-workers. [4] They came to 
conclusion, that the leaders who were found to have a strong focus on the results and a strong 
focus on interpersonal characteristics, have the best combination (from 10 % of the top leaders 
as many as 66 % of them were found to be strong in these two characteristics). 

3.1. Key principles and characteristics of the leader 

Leaders, whose task is to implement and adapt the organization to the change, should adhere to 
the following principles: [5, p. 171-197] 

• should have a strong sense of reality and to contemplate the situation as being “on the 
balcony”, 

• when an organization cannot quickly adapt to changes, it probably faces dying; leaders 
quickly need to identify the changes that businesses should be adapted to, 

• leaders need to regulate stressful situations, in the sense that it reduces stress; they 
need to create the so-called sustainable situation, by analogy using “pressure cooking”- 
the pressure should be constant, not too high or too low, 

• they are responsible for the direction, orientation, setting norms and conflict 
management,  

• must have a sense of balance, 
• need to maintain discipline - no one is able to be a leader if not open to different 

perspectives; when instead of sterility one introduces a practice of conflict of opinions, 
the leader should withdraw, in order for team to come up with an acceptable solution, 
and then to reappear in order to quickly establish equilibrium, 

• should return the work among the people, because people who have a sense of early 
changes are often on the periphery of events; changes require special knowledge and if 
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all the team members are not included in this process, the organization can be lacking 
the view of those who see the early changes, as well as those who have expert 
knowledge and thus lead to self-destruction, 

• empowerment of people is the foundation of the organization that wants to experiment, 
to learn and to adapt to changes, and the task of leaders is to support the voices “from 
below”, but also to stifle or eradicate deviant voices of those who do not fit within the 
values and norms of the organization, and thereby generate a negative bias in the 
organization. 

 
The following model explains what makes personal capacity of a successful leader, as seen in 
Figure 1 [4, page 55] 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 1: The foundations of successful leadership 
 
The character is, therefore, the central part of the main pillar of the leader and everything is 
based on it, and derives from it. For the leader to make a decision in favour of the organization 
based on his personal attitudes and influences, fill given commitments and pledges, he needs to 
work on himself constantly, to learn and to evolve, treat every associate in the same manner, 
without exception, trust people, work in teams, and more. 
In a study about the impact of leaders to accept changes in organizational culture in public 
institutions which we conducted, the question ''What is in your service / organization / 
institution the most essential,’ expected, 52 % said that in their institution the most important is 
the effective and professional job performance, 13 % opted for strict compliance with the 
decisions of the officials, 7 % for the development of interpersonal relationships and career 
development and 28 % for formal compliance with rules and regulations. 
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Chart 1: In your service / organization / institution the most important is? 
 
When we asked to evaluate the sequence of most important traits of successful managers, we 
got the following results: 

 
Chart 2: The most important characteristics of successful managers? 

 
When we asked "if there is resistance to change among employee's, it is because ..." we got the 
following responses: 33 % have no confidence in those who carry out the changes, 32 % have a 
fear of losing a job / position, 29 % consider that it is not their job and only 6 % think that there 
is insufficient information on whether and why changes are necessary. 
 
Research suggests that efforts must focus on creating adaptive organizational culture in public 
organizations, being able to respond to changes in the environment and overcome the resistance 
of employees through incentives that favour creativity, openness, flexibility... That can be 
achieved, among other things, with the appointment of officials who have the characteristics of 
leaders.  
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Chart 3: If you are at resistance to change, it is because? 
 

4. INSTEAD OF CONCLUSION  

Organizational culture is one of those things in business that provides exceptional results when 
practiced good, while it is not ''tangible'' and you cannot always see it. While the organizational 
chart represents a ''skeleton'' of the organization, culture makes her heart, her soul. Every 
organization has values and norms that are inherent within. If there are questions that refer to 
organizational culture, then they are: how employees view the organization and what the 
organization means to them? Of course, it depends on the mind frame of the people, national 
culture, philosophy and structure of the employees, as well as many other factors. The 
importance of organizational culture stems from its impact on business and operating results of 
the organization. There is a strong belief that for the successful operation of the organization, 
organizational cultures of certain features and content is necessary. This belief was spread by 
the researchers who have studied the practice of ''excellent'' organizations (excellent practices). 
They found that all successful organizations have a strong culture with certain values and 
beliefs, and one of the most important factors in those processes is the leader. The leader 
represents and significantly influences the performance and the culture of the organization and 
it is a mediator for initiating and implementing organizational changes, depending on the 
adopted value system which is based on the organizational culture, on ideas, concepts and 
attitudes which he promotes. 
For a successful business organization it is important to maintain the harmony between leaders 
and their organizational culture. If this harmony exists, organizational culture can be a powerful 
social support in achieving business goals, ''tail wind'', to business success. However, if these 
principles are in direct contrast to the organizational culture, it will represent an additional 
resistance to the organizational efforts. If this happens, you have to change the leader or access 
the complex task of changing the culture, all depending on what is possible in a given 
environment. 
It can be concluded that as there is no perfect leader, the hero or heroine, there is no ideal model 
of organizational culture either. The efforts of many researchers and authors to create and 
define them, in fact, are only attempts to give them certain characteristics, the tone and course 
of action. Knowledge, effective result, systematic planning, ethics, creativity, risk preferences, 
motivation, invention, and many other are just some of the characteristic of successful leader. 
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You have no confidence in one set 
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Therefore, the problem is not in one grandiose individual who resembles Churchill or Lincoln, 
if he has followers, ''parrots'', observers, controllers. On the other hand, the organization is a 
group of people working together for themselves and the common good, but who are 
individuals with their own beliefs and behaviours. Each organization has its own culture and set 
of values. Most organizations do not try consciously to create their own culture, but it develops 
unconsciously and it is based on the values of the leader. What the organization aims for, and 
values it hopes to achieve, may differ from values, beliefs and norms expressed in current 
practice and behaviour. 
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Summary: Ecologysts from 90-th years of XX century were facing major environmental 
problem: many new, important issues and problems in the field of environmental protection 
constantly were appearing, but Our base of knowledge on these issues was not enough 
developed to effectively monitor its progresion. However, when it comes to the area of research 
and  protection of environmental systems We now have an opportunity to increase Our 
knowledge base by using advanced information technologies (such as, for example, by  sensors 
and the Geographic Information System, which resulted by  research performed by using 
models that have spatial and temporal dimension). Due to technical and technological 
innovations and new scientific approaches to environmental systems We now have conditions 
for a comprehensive system of pollution controle through an integrated monitoring. 

Keywords: environmental protection, monitoring, integrated monitoring, the information 
system 

1. INTRODUCTION 

Integrated monitoring  emerged as a product of the growing awareness that the problems arising 
from the pollution could be efficiently solved using the “Triadology conception” to reduce the 
uncertainty in the decision making process by  joining three components: systematic project 
planning, dynamic and strategic plans for work and technology for real time measuring .In this 
way reliability of decisions related to risk is improved by, using real-time measurements, and 
instruments that are made to measure, combined with rigorous planning processes in order to 
understand and control the source of risk. 
Problems that occur during the using of conventional monitoring can be overcomed through 
integration and coordination of informations between organizations, which carry out both 
monitoring functions. This is a key solution that could be used for solving some environmental 
problems. By establishing such a system, informations could be easily shared, it is easier to 
reach available data identified in system, to identify errors, recognize opportunities for 
cooperation, and develop new indicators and monitoring programs when there is a need. 
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2. TERM „INTEGRATED MONITORING“ 

The traditional approach to monitoring of environment  was based on the interaction between 
the scientists who have studied a phenomenon, scientists that were processing data and the 
governing body that deals with quality management of the environment. Interaction between the 
governing body and statisticians was minimal. Mr.P.Patil said: "Many of us are witnesses of the 
limitations of this approach when it comes to speed and the necessity of obtaining useful 
information. We feel that the Triadology approach, simultaneous operation and interaction 
between all three parties, ie. between scientists who study a particular phenomenon, statisticians 
and governing body, is a path to optain useful information which usefullnes will be visible in 
the days ahead. As chair with three legs, the whole functionality depends on the support of all 
three legs, in every other case, a chair will collapse. " [1] 
This "Triadology approach" which refers to linking researchers investigating a particular 
phenomenon in the environment with researchers that process the data and social structures 
involved in the management of environmental quality is the primary base of "Total Quality 
Management" concept in the environment.That is a reason way monitoring trends in the 
environment include some unusual concepts and methodological issues related to the 
researcher, the researched phenomena and processes of research[2]. Traditional statistical 
theory and practice are mainly occupied by statistic methods such as randomization and 
replication. However, for  ecology and the environment, this approach in scientific research was 
not so good. After appirience of GIS (Geographical Information System) spatial data could be 
used to display the spatial distribution [3]. Such systems usually consist of digitized maps and 
remote sensors  as a source for data, and because of their use, We have now an opportunity to  
decide on the quality of information received, to decide about other areas outside the 
investigated field in a broader context and to decide on the need for further research. That led us 
to an improvement in terms of economy, ie. selecting the field that needs to  be monitored using 
techniques for supervising and so on.  
Visualization of the collected data has serious potential for research in the environment. 
Research in the environment and other analyzes related to decision making and quality 
management have greatly improved the visual comparison of the characteristics of complex 
variables during the different periods of time, space and / or scales, with the possibility of 
interactive manipulation of visually presented parameters. This approach allowed us to access 
the results that have meaning and value to decision makers in terms of quality management in 
the environment. 
Decision making regarding the environment requires the existence of appropriate categorization 
of measuring systems used to collect basic data. The risks, policies, planning and evaluation 
have become an important part of research in the environmental science [4]. 
Adaptive Ecosystem Management creates monitoring system wich constantly improve the 
knowledge base and help to redefine and improve management plans. This approach enabled 
that the initial action could be changed depending on the available information, in the case of 
ecosystem management, particularly when the plan include the management of complex 
environmental factors and processes in the wider area over a long period of time. For a system 
of environmental management  organization information system on the environment (EIS) and 
its use that is adapted to the studied phenomenon is particularly important [5].To fulfill its 
purpose, (timely decision on taking measures for the protection and management of the 
environment), the information system must meet the following requirements: 1) the adequacy 
and correspondence with the real environment, 2) the easy availability of information by all 
stakeholders in the management system, 3) rapid statistical analysis of the obtained data, 4) a 
simple display of information in multimedia form and 5) spatial and content  completeness of 
subject of the management. 
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For these reasons, information system design must be an integral part of designing and 
programming of environmental management system, on a defined territory [6]. There are many 
challenges when it comes to the use of classical monitoring forms, such as: 

• insufficient financial resources, 
• the complexity, uncertainty and lack of understanding of  environmental research, 
• lack of adequate skills, technical expertise and knowledge, 
• institutional factors-culture, organizational structure, etc.., 
• the gap between management, planning and monitoring, 
• misunderstandings and difficulties in establishing the general objectives, the holders of 

monitoring and quality management, 
• focus on processes, results and cost efficency rather than the results achieved in the 

environmental protection,  
• ineffective and often duplicated monitoring systems, 
• lack of standardized methodology, parameters and indicators, monitoring frequency, 

mode of presentation, analysis and presentation of monitoring results. 
o Integrated monitoring has emerged as a product of the growing awareness that the 

problems arising in regarding the pollution can be efficiently solved using 
theTriadology concept to reduce the uncertainty in the decision making process and in 
the way that the joining of three components: systematic project planning, dynamic 
and strategic plans of work and technology for measurement in real time. Using real - 
time measurements, ie. using instruments that are made to measure, combined with 
rigorous planning processes in order to understand and control the source of risk could 
improve the reliability of decisions regarding the risks [7]. 

o Problems that occur when using conventional monitoring is in question could be 
overcomed through integration and coordination of informations between 
organizations, which carry both monitoring functions. This is a key way that could be 
used for problem solving. By establishing such a system, information can be easily 
shared, data will be easily available, errors could be identified, recognizion of 
opportunities for cooperation and developing of new indicators and monitoring 
programs could be identified when the need arises [8]. 

3. REQUIREMENTS FOR THE ESTABLISHMENT OF INTEGRATED 
MONITORING 

As part of an integrated environment, special attention is given to the introduction of economic 
istruments to establish a more efficient system of resource allocation. One of the most difficult 
aspects of designing a monitoring program is the integration of monitoring projects so that the 
entire monitoring program could give more information about state in environment to the 
community, not just an individual group that conducts monitoring. For this reason, it is 
neccesarry to exchange  information between teams that carry out monitoring outside of a 
borders of one country. Although the goal is to integrate the  basis of monitoring  it is difficult 
to find a real program that could be used to identify progress, We can identify several 
characteristics of the integrated monitoring that serve as the strategic goals for the design and 
development of monitoring programs [9]. In order to establish an effective system of integrated 
monitoring it is necessary to understand that this is a very dynamic process. First, it is necessary 
to establish the goals and structure of an integrated monitoring project, then, to identify problem 
that should be investigated, to develop indicators, to design and implement a monitoring 
program, and then to establish a management structure and reporting structure to decision 
makers.  
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This system includes the engagement of participants from both side: ininstitutions that perform 
the monitoring process, and other institutions engaged in the activities related to the results of 
that monitoring and nstitutions dealing with quality management. Involvement of all institutions 
- participants in the process of integrated monitoring,in which each step is performed during the 
monitoring (and then the data processing and forwarding them), is crucial for the acceptance, 
development and success of integrated monitoring. The purpose is, in fact, to achieve a high 
level of cooperation and responsibility within the institution as a participant. The goal is to 
create a team structure at higher, level - the institutional level. 
Project planning and project design are critical points of any form of monitoring over the long 
term, particularly regarding support, commitment of staff and provision of adequate financial 
resources. For the success of integrated monitoring it should be emphasized that the key thing is 
to conduct a good selection and training of staff,  because a project of integrated monitoring 
depends on the expertise of individuals who participate in it. It is necessary to designate a 
person (or staff) that will be crucial in the handling of the project, which will then establish an 
information network among the institutions participating in the process. In the development of 
this network there are two important tasks: to establish a network within the individual 
institutions and between all institutions involved in the integrated system. The “field staff” – 
staff that collect data and process them, as well as experts who later processed those data in the 
form of presenting information to decision makers, need to know how the information obtained 
from the integrated monitoring and monitoring that is focused on a specific area are used for 
improving quality management and decision-making process. After that they can improve the 
results in the field of environmental protection.1 
If integrated monitoring system envolves two or more institutions that there is a need to create 
an obligation to all institutions that participate in the exchange of information. Secondly, it is 
necessary to raise awareness of staff involved in counseling, management and monitoring, 
through education and training, because there is a strong need that they should become aware of 
their responsibilities and benefits of monitoring and those internal and external integrations. In 
order to have functional and effective integrated monitoring it is necessary to form teams that 
will participate in an integrated monitoring, those who will deal with monitoring in the field and 
process data and those who will be in the forum of joint institutions which will consist of 
representatives of all institutions interested in improving quality management of environment. 
Experts from different fields are the vital link with decision-making structures and they provide 
a mechanism for information flow between staff who collect and process data and decision 
makers. This kind of relationship ensures that the project is focused on the problem, as practical 
and realistic, and this place monitoring as an important part in the process of quality 
management, raising the chance of success. In order to have integrated monitoring as a solid 
base for data collection and processing it is vary important to include representatives from 
government agencies, institutions engaged in research in the area which is subject to 
monitoring, interest groups, industries and businesses, as well as interested NGO groups. 
Project planning and project design are critical steps in any form of monitoring over the long 
term, particularly in providing support, commitment of staff and provision of adequate financial 
resources. For the success of integrated  monitoring should be emphasized that the key for 
success is to do a good selection and training of staff, because project of integrated monitoring 
depends on the expertise of individuals who participate in it. Identification of a problem is 
emerging as a key factor in the integrated monitoring. It is important to emphasize that it is not 
necessary to monitor all the factors, but only those for which there are priority requirements. 
The purpose is to identify and select priority areas for developing indicators and monitoring 
programs. Identification and selection  of a problem helps in defining of the desired outcomes in 
                                                           
1 It is necessary to establish and make an agreement about all roles and responsibilities of team members, 
their institutions and responsible persons. It is also necessary to make an agreement about the process of 
collecting, processing and exchanging data, and the administration of the project. It is desirable to make an 
agreement to formalize the structures, relationships, goals and responsibilities of the Board of integrated 
institutions. 
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the protection of the environment and realizing of the responsibility of the institutions involved 
in the process [8]. The key issue is to identify  major factors that indicate problems such as the 
proposed documents and operational plans of national, regional and local authorities, and then 
the issues they are dealing with in more than one institution. There is a need to conclude an 
agreement on the criteria that will be used to identify priority issues. Proposed criteria should 
include: threats to the environment that are real and are currently being reported as a problem, 
the potential to eliminate or reduce risk to the environment and the need for an integrated 
approach, ie. by linking the institutions.  
It is necessary to establish responsibility for monitoring in terms of selected areas for 
monitoring if there is a discrepancy in the regulations concerning the work of the participating 
institutions. After determining the responsibility of the participating institutions in the 
Monitoring Plan must be entered who, when, and how will conduct monitoring. To avoid the 
shortcomings of existing forms of non-integrated monitoring in terms of data collection, 
information used in the integrated monitoring must be directly related to the priority themes, as 
well as goals that shoud be achieved. That could be achieved by analyzing of available data and 
information and its use for the development of indicators that are essential for achieving those 
goals. For the successful use of indicators there is a need for approval by all member 
institutions and adoption of common concepts, definitions, applications and limitations, all 
definitions. It is necessary to understand the parameters and indicators used and the reasons 
why they are used and to understand that the indicators are used together in combination, rather 
than as individual indicators [10]. Implementation of monitoring program involves the 
development of inter-institutional monitoring program, and / or fully integrated intra-
institutional monitoring program.  
The program should provide the implementation of each topic in coordinating and integrated 
manner. Over time, improvement of programs, with increased accessibility to data and 
information will also include the extension of the considered issues and increase the number of 
indicators. Monitoring the information systems is a critical component of environmental 
monitoring, and reporting data. Without operational and useful system for structuring and 
analyzing the data, the transformation of monitoring results into useful information is very 
problematic. The key issue for the institutions that deals with this issue is do thay have the 
necessary information system which will provide cost effective storage, selection of data from a 
database, transfer and analyzing the data and the development and presentation of information 
in an acceptable and understandable format. The existence of good, standardized and high 
quality databases and systems for receiving, storage, selection, analysis and creation of 
information will save time and make more efficient data access and information sharing. It is 
important that the directory data in the database contains information including the moment 
when they arrive in the database, data type, and location where data is collected. This directory 
will provide fast creation of information, duplication will be avoided and will indicate the 
problems and mistakes made during the process of monitoring. This will allow successful 
integration of past and current monitoring results, and it will help in creation of future strategies 
for monitoring [11]. 

4. CONCLUSION 

Environmental quality management, could be improved by establishing an integrated 
monitoring system. The monitoring system established in such a way leads to a complete 
picture of environmental pollution of all parts of environmental system: land, water and air. Its 
structure allows faster flow of information relating to their quality. Speed of informations that 
arrives in an integrated information system leads to time savings in terms of quality 
management.  The structure of integrated monitoring includes technical components (sensor 
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networks, computer networks, database systems and database management), the methodology 
of quality management and environmental decision-making by social actors in this area, 
legislation,standards and norms, and knowledge base in the area of environmental quality. It 
also includes connection of abiotic, biotic, and socio-economic components, understanding the 
causes of pollution and its effects and the need for database adoptabile quality management. It 
links monitoring programs in all areas. This form of monitoring improves the timeliness, 
completeness and quality of information on pollution and its causes. Integrated monitoring 
results are achieved efficiently and they give usefull results such as: 

• avoiding of data duplication,  
• faster and better exchange of data, information and knowledge, 
• improved understanding of problems by the participants, leading to constant 

improvement of quality, 
• increasing the usefulness of the information, its quality and relevance of the further 

application of the policy of quality management, 
• improve decision making, and then threw analysis gives better results in environmental 

quality.  
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Summary: In this work, the author indicates the key concepts and steps that The Civil Service 
Agency in B&H should undertake in the field of human potentials of this sector. Whenever, the 
public sector had different questions and problems, especially, the questions about human 
resources, their education and development.  The Agency works on the use of modern concepts 
of management, but it is insufficient. It is important to notice that the Agency has different 
political challenges that are connected with the question of corruption. Those problems should 
be resolved by the modern organizational concepts of work in the Agency and, also, with the 
use of the modern concept of human resources. 

Keywords: human resources, employment, public administration, The Civil Service Agency 

1. INTRODUCTION 

The public administration is the domain that refers to local, republical and governant 
administration, but it refers also to the work of the public organizations, and public concerns. 
Nowadays, the administration possesses significant professional knowledge and experience and 
with their use in the practice. A lot of people are employed in the public service in Bosnia and 
Herzegovina. So, here is a question about the success of the management of this very important 
potential. The main institution which is responsible for all human resources’ works of  all 
employed people in the public service is The Civil Service Agency in B&H. Starting from a 
such responsible task, it is clear that this institution must constantly work to improve the system 
of managing all human resources’ activities.  

2. HUMAN RESOURCE MANAGEMENT PRACTISES IN THE CIVIL 
SERVICE AGENCIES OF BOSNIA AND HERZEGOVINA 

The commitment of the employees to the job, their diligence, practical and neat work are just 
some of the few important things for successul and effective work of the employees in the 
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public service. The complexity of the political and state regulation in B&H complicates this 
work. It is necessary to provide professional cadre at all levels. It is important that human 
resources management system in public administration requires the principles of merit and 
professionalism and affirmation and rewarding in work. In accordance with the current situation 
in Bosnia and Herzegovina, employment issues (especially in the state institutions) get 
significant extent with political connotation. In fact, employment is based on the political basis 
and, therefore, it causes  political disagreements. It became a serious problem, especially 
because of the rise in unemployment in the country,and because of the fact that transparency of 
the Agency work is questionable. Actually, we can hear different accusations of improper 
admittance of employees in the service or receipt of, or no contest, rigged competitions.  

2.1. Access to the modern human resource practice 

Reform of the public administration in B&H can’t be efficient and comprehensive without an 
harmonized practice of the human resorces management at different levels. The aim is to avoid 
initation of the different systems or individual access to each level of administration and to 
rationalize and coordinate regulations practically. For example, the magnitude of the public 
administration is regulated differently at all individual levels of authority. The long- term goal 
of public administration reform strategy is to establish the definition of <<state clerk>> at all 
levels in order to ensure consistency in B&H.The harmonization process of regulations has a 
continuous character. This process should not be limited only to the existing regulations and 
practice,but it should give an opportunity to the all administrations to review and revise policies 
aimed at achieving a common approach to modern human resources management. New policies 
need to be continuously created in a coordinated way, introducing new work practices and 
promotion of the application of international experience within the country. Three Agencies in 
B&H (and responsible authority in Brcko district) and responsible ministries should identify 
common plan and aims both on the short-term and long-term plans. In this sense, it is necessary 
to develop systems of coordination of human resource management within the Civil Service 
Agency in Federation of B&H. Nevertheless, it is important for the Agency to cooperate with 
other institutions, primarily with the Agency at state level. Important issues for coordination 
and cooperation include, for example, harmonization of regulations and practices, enabling 
mobility of the state clerks,determining the magnitude of the civil service, the unification of the 
methodology of planning, the strenghtening of compatible capacities of the human resources 
management in individual institutions (ministries, main offices,agencies).1 Nevertheless, the 
important aspect of coordination is identification and development of the projects, that will be 
implemented at different levels of authority. The cooperation between civil service/ 
administration is of particular importance and this can be accomplished with the Service 
Coordinator for Public Administration Reform and the Agency itself, which without forming a 
separate coordination should establish formal cooperation in respect of their dutiesand functions 
and share responsibility for preparation of meetings and plans. Officers from all agencies should 
cooperate closely.  

2.2. Strengthening the civil service agencies as policy makers 

Civil Service Agency of B&H must be developed in accordance with the circumstances in 
which it operates. It is essential that the Agency assumes certain legal responsibilities for the 
creation and implementation of policies in the field of human resources, mostly through the 
development of their potentials and capacities, but also through provision of technical 

                                                           
 
1 Djelmo.Z “Regulation of Public Administration”, Faculty of Public Administration, Sarajevo, 2009. 93.p 
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assistance and general development of human resources management in the ministries and other 
institutions. Shortly, the Agency should accept the responsibility and key role in 2: 

• development and monitoring policies and principles of human resources  
• establishing standards and monitoring 
• giving advice and directives 
• coordination, communication and the use of the best practice in B&H 
• responsibilities of the Ministries for effective implementation 
• reporting to Government/ Parliament 

 
Numerous activities will be complemented by the technical activities that include conducting 
recruitment, data collection and analysis, audit appointments (which will soon be completed, if 
they are not already) and the organization of training (this is also an area that needs to be further 
strengthened).  

2.2.1. Development of the capacities in individual institutions 

None of the Civil Service Agencies can be successful in work without the well- developed 
function of management of human resources in individual institutions. This function, in 
individual Ministries and other institutions is extremely administrative and there is not evidence 
of active management or a strategic approach to the human resources management. Capacity 
development of human resources management, as opposed to the purely personnel technical 
services must be achieved in parallel with strengthening the role of Civil Service Agency. The 
introduction of unit management of human resources rather than staffing services include 
fundamental changes in the management of staff. There wiil be the need for introducing a 
special unit for human resources management in larger organizations or by developing 
knowledge and skills of key individuals who would assume responsibility for smaller 
institutions. Equally important is the need for all managers to be actively involved in 
developing and motivating staff. It takes both time and resources to strengthen individual 
capacity and ensure a correct understanding of modern human resources management.  

2.2.2. Human resource planning 

Effective and timely human resource planning is a key aspect of modern human resource 
management and without that is impossible to have successful developing of either individual 
or organizational resources. The issue of human resource planning is to agree a common 
approach to the basic techiniques of human resource planning support. On the one hand, they 
are job evaluation and classification – related activities, but on the other hand there are 
workload assessment techniques to determine occupancy, replacement needs due to retirement, 
etc. A common approach will support not only the quality of human resource planning but also 
comparable structures and stuffing levels in public administration and to allow flexible 
movement of staff in all departments in B&H.  
Activities in this area should be run in parallel on three directions3: 

• continue and finalize the review of job classification based on common criteria for 
evaluation of tasks 

• to evaluate at all levels, using the same standards, the current needs and situation; this 
will help institutions to understand whether the current number of performers match 
the amount and complexity of the tasks performed; and 

                                                           
 
2 Kunic, P. , “Administrative Law”, Faculty of Law Banja Luka, 2001. 337 p. 
3 Source: http://www.adsfbih.gov.ba/index.php?lang=ba&sel=510 
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• to do regular and human resource planning in order to provide the staff necessary to 
perform adequately at all times. Nevertheless, right planning of human resources will 
enable more effectve and efficient operation of public administration in the medium-
term plan.  

 
One of the most important decisions that should be adopted at an early stage to agree on a 
common methodology, techniques and criteria for the evaluation of jobs, jobs classiffication 
and evaluation of workload and standards for personnel planning at the central part of personnel 
management ( agencies and sub – division of human resources in Brcko ), which would give a 
strong contribution to the process of harmonization of practices in this area in B&H. 

2.2.3. The employment policy 

Current practice of employment based on open competiions for civil clerks, has succesfuly 
improved the quality of public administration at all levels of government in B&H. However, 
analysis of existing works as well as defining the knowledge and skills necessary to perform 
these tasks, require further development. This will enable better planning of human resources. 
The current practice of employment is too reliant on formal qualifications and work experience 
of the individual, but at the same time little attention is paid to matters such as technical skills, 
motivation, attitude to work and potential for development. This significantly limits the ability 
of managers to identify and retain candidates who have high development potential and quality 
to be true leaders in the future.  
Agencies and relevant individuals from the civil service should make efforts to identify key 
competencies and skills that would be paid by special attention in the selection process. 
Improving existing policies in employment which should provide greater flexibility and 
alternative methods for the evaluation of candidates, to a wider range of candidates, especially 
the young people to apply for a job in civil service. The officers working on recruitment and 
selection of candidates must be familiar with the regulations in this area and they must be able 
to gain knowledge and skills to professional conduct job interviews, in order to be able to give 
an objective judgment on the candidates in the process of open competition. Policy in the sphere 
of employment should also take into account the obligation to give everyone the same chances, 
whether it is a criterion of belonging  ( ethnic, religious, gender, etc... ) or the criterion of 
physical disability. It is of great importance to the country  such as B&H to affirm and to 
implement the principle of nondiscrimination.  

2.2.4. The increased mobility of staff  

The current regulations relating to the possibility of transferring civil clerks from one organ to 
another ( the same or different levels of government in B&H) does not offer a satisfactory 
solution. It is necessary to correct the conditions under which transfers can be performed and to 
be represented by the following principles4: 

• active planning of human resources at all levels and institutions; 
• a defined classification of works and precisely defined tasks and responsibilities; 
• a defined structure of compenzation and advancement; 
• harmonized conditions of work in the service, primarily salaries and other benefits; 

and 
• employment and performance management. 

                                                           
 
4 Source: http://www.parco.gov.ba/latn/?page=110 
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Further, there is a number of technical processes required to support fulmobility, for example5:  
• an unique way of keepnig personnel files; 
• mutual recognition of diplomas; 
• the same principles of the process of applying for a job; and 
• sharing of data ( common data sets ). 

2.3. The priorities in the area of human resources 
Based on the above objectives, short- term priorities in human resource management are 
numerous. They include: 

• identification of areas where is necessary to harmonize regulations and/ or practice and 
continue to modernize the various functions in the short and long-term period, 
including defining the area of the civil service in order to meet the specific needs of 
each individual structure of public administration in B&H; 

• start activities on the development of capacities within the agencies for civil service / 
administration in the areas of policy making; strengthen the capacities of individual 
institutions in performing tasks in the area of Human Resource Management; 

• conduction of a comprehensive job analysis for individual authorities to determine the 
actual character and workload; take steps to establish a unique classification and 
gradation of jobs and competency of profiles to match the menitioned gradation for 
each individual job. The priority is to review actual work requirements to the 
employment process could have been placed on the flexible base and to determine the 
precise criteria for employment that would be included in future, in addition to 
professional education, they should have previous work experience, competence, skills 
and personality of the individual; 

• continuing efforts to reduce costs and reduce the time needed to apply for a job, and, in 
general, make more efficient  review process of application and process of selection; 

• beginning of preparations for the establishment of Institute for the Public 
Administration for the whole B&H; 

• establishment of working groups at the level of B&H that would start activities on the 
reform of salary system- to conduct a thorough analysis of all factors affecting the 
salary system and that based on the analytical assessment tasks ( relying on a revised 
job descriptions ) and the market value of individual transactions, they should create 
preconditions for implementation of this necessary reform.  

Regarding the medium-term priorities in the are of human resource management: 
• adopt and develop new regulations to the ongoing development; 
• to agree a new work grading and salary structure; 
• to transform the agencies into the right centres of the best practice and moder 

management of human resources, competent managers and staff in institutions who 
will provide expert advice and guidance; 

• specialists and managers in the agencies/ institutions should develop the idea of 
modern action policies in the area of Human Resource Management in order to ensure 
effective management of human resources at all levels of public administration; 

• to introduce adequate and timely human resource planning in all agencies/ institutions; 
to promote the term „ competency ˝ in developing new job descriptions and for the 
implementation of the employment process and performance management; 

• modernized procedures will be applied to identify needs for employment in accordance 
with established staffing plans. 

                                                           
 
5 Source: : http://www.parco.gov.ba/latn/?page=110 
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• to harmonize policies at different structure levels of administration in B&H in order to 
enable and advance the mechanism of transfer; 

• all institutions will undertake a training needs analysis of employees, trainings shoud 
be based on individual needs which must be in accordance with the needs of the 
institution; 

• on the one hand, Institute of Public Administration should be completely operational 
and able to fulfill the role of training providers and, on the other hand, to be the right 
curriculum designer  

• Agencies / institutions should implement and develop a common policy in 
establishment of a national balance and to adopt and implement EU standards in the 
area of non-discrimination and equal opportunities for all of the employment process. 

3. SUMMARY 

Based on the foregoing facts and opinions, the current problems of the Civil Service Agency 
could be defined and,also, they should be resolved in the future. Key problems and barriers in 
the Agency are: 

• rejection of reforms and insufficient promotion of the reform process 
• insufficiently developed position of the central parts (CSA /U) in terms of impact on 

the process of depoliticization and professionalization of the civil service 
• the state agencies and institutions have not taken responsibility for implementing the 

civil service law 
• practical application of principles of public service and ethical standards in their daily 

work ( mandatory application ) 
• the limited resources for training, professional training and professional development 

of civil clerks (orientation of donors) 
• insufficient coordination in the area of cooperation between the CSA/U in the 

development of mutual projects and exchange of good practice  
• inconsistency in the reform efforts to reform the institution, the Office of the State 

Coordinator and individual donors  
• capacities and resources for the reform are often limited, but often unused 

(insufficiency of coordination and active partnership) 
 
The main reform goal of the Agencies is to develop a professional, politically impartial, 
nationally balanced, ethical, stable and responsive public service that will be respected and able 
to deliver effective services to both governments and citizens.  
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Summary: The life experiences and scientific research clearly point that success of conscious 
activity primarily depends on the introduction of the problems and methods chosen for its 
mastery. These findings suggest that prior to any conscious activity, it is necessary to be fully 
informed about the problem and possible ways for its mastering. Modern science has built a 
variety of methods and techniques for discovering and exploring the unknown. Every man in his 
own way to make a play on the manifest problems and accordingly built a successful method for 
achieving stated objectives must be respected. 

The aim of this paper is to clearly indicate some of the rules, which are essential for revealing 
the secrets of the natural and social order. 

Keywords: secret, rules, organizations 

RULES FOR REVEALING THE SECRETS OF FUNCTIONING OF THE 
ORGANIZATION 

In everyday practice more general and specific rules was created by which it can be 
successfully conceived a personal approach to discovering and learning, and the successful use 
of certain general and special rules. This indicates to the usefulness of presenting the most 
important rules to be followed in the design and research and discovery, understanding and 
using the rules in a concise and clear manner. Here the rules are considered as a quality tool 
whose effectiveness is increased through deliberate action or achievement of stated objectives. 
The first rule: For every successful performance of conscious activity, especially in the 
processes of governance and management, it is necessary to take full control of the subject or 
problem that we want to master. It is generally known that the principle of conscious action is 
only known to be successfully mastered. In the above must be taken into account that man is 
capable to direct its attention to an object, phenomenon or process, which is natural in one time 
dimension, since it is not possible to think of two or more subjects or issues. 
It is important that while determining the problem, to use holistic methods of exploration and 
discovery of a secret in its dimensions, because each case is considered in connection with the 
environment to which it belongs. It is shown that in the real world there is no object, which is 
self-sufficient, because everything in the universe is in direct relation and mutual 
interdependence. 

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 



1073 

General systems theory constructed a multitude of modalities for showing and explaining the 
objects always belong to an organized structure and which has characteristics of high-quality 
parts. It is shown that this whole is a part of a wider whole and that every part shows features of 
a whole and a lower order of complexity. 
The second rule: The primary objective is to define the objective to be achieved 
It is generally known that only one person or social organization that knows what they want can 
be successful. Defining goals is always the starting point for their achievement. 
Each goal can be accomplished in several different ways, so each goal achieving is a process of 
transformation that takes place in a specific algorithm and trajectory. This is due to the fact that 
every process always takes place in a temporal and spatial dimension. This very fact leads to the 
necessity of making management decisions defining the goal, and then the way of its achieving. 
Thus, every conscious activity begins by establishing the goal and that impose the need that the 
primary objective of the human is to determine the goal. 
The third rule: To collect information on the subject of interest 
In today's communication, the common assertion is that each target has so many dimensions 
and aspects that tend to infinity. However, it indicates that the process of diagnosis is crucial for 
making management decisions. If we obtain more reliable information on the research it will 
create a more complete representation of the object, which improves visualization as well as the 
most important thought structure. The importance of visualization shows the most complete 
statement of N.Tesla that each device was exactly as he imagined in his head before his creation 
and that the deviation was not specified. This further means that knowledge is the best tool 
made by human. 
It is important to identify and express the dynamism in the construction of artificial memory, 
which are more reliable and long lasting regarding retention of knowledge. It is enough to 
emphasize the development of computers and robots that complemented the significance of 
artificial intelligence. 
For the successful realization of the process of governance and management, it is useful to point 
out that in reality a wider variety of secrets, as specific values based on which mastery develops 
as a professional activity. 
The fourth rule: To process functionally and to use collected information  
Collected information can be used in many ways and for different purposes. In the process of 
diagnosing attention is directed to obtain certain types of information and their classification 
according to certain criteria. Certainly, among the most important information is those relating 
to the detection of pathogen emergence and functioning of the research topic. This for the 
simple reason that the scientific assertion that every effect must have its cause, i.e. that any 
cause becomes the source of creation, existence and functioning. While sorting information of 
particular relevance, it is important to sort them by the similarity criteria. It is common that 
people who deal with the management and leadership conceive their own ways of processing 
and using information. Hence the need for revealing secrets, i.e. information, which lead to the 
spread of espionage as a separate professional service. 
The fifth rule: To construct possible solutions 
Describing and meeting objects can be achieved in several ways. It is especially important to 
determine in which ways the set goal can be achieved. This is a more complex way of thinking 
and acting, which means a higher degree of objectification in making management decisions. 
For the realization of any kind of goal achievement, it is necessary to spend a certain amount of 
work and other expenditures. Every possible way of realization of the goal provides different 
results. The quality of decisions is evaluated by its efficiency and effectiveness of different 
solutions. Therefore, the choice of alternative or optional solutions in certain circumstances is a 
decisive factor in achieving greater competitiveness and profitability. 
The sixth rule: To check the selected option in achieving the goal 
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The above-mentioned uses familiar folk wisdom, "Measure thrice and cut once." Life 
experiences often warns that in the process of decision-making express an emotion that leads to 
subjectivity, as a major problem in today's decision. 
Optimal case should be based on quantitative and qualitative analysis. In the classical system of 
governance the quantitative side of analysis dominates, while the contemporary condition gives 
more importance to qualitative, because the relations between individuals, organizations and 
parts of the environment cannot be quantified, or it is too difficult. Especially if it comes to 
intellectual organizations in which creativity is impossible or very difficult for quantifying. 
Nevertheless, this indicates that in reality there is no general single way of checking selected 
variants. Attempts to express it using mathematical expressions remained only at the level of 
probability. This is natural, because in each variant there is a man who cannot be programmed, 
but that seems isolated, in accordance with their interests. 
The seventh rule: Following the analysis of alternative solutions, the final decision is made 
Adopted management decision should be communicated to the participants who will be directly 
or indirectly involved in its implementation. It is important to communicate the basic 
components of the decision and the goal to be achieved, or manner of achieving the goal. In this 
way, management decisions are formalized, and it is important to eliminate or reduce the level 
of subjectivity. For effective implementation of decisions, it is necessary to anticipate incentives 
and sanctions, so each participant will know what to expect if successfully or unsuccessfully 
implement the decision, or its part. 
The eighth rule: To provide the necessary resources and conditions for implementation of 
decisions 
For the implementation of decisions taken, it is necessary to provide adequate conditions and 
resources, while defining the phase, the algorithm and the trajectories, especially people and 
other resources. Practice shows there are good decisions, but the necessary conditions for its 
realization have not been created. That is why the quality of decisions should be viewed 
holistically, i.e. from its concept up to its completion and realization. 
The ninth rule: In the decision, it is necessary to provide instructions, manuals and other 
documentation for the implementation of decisions. 
For the successful achievement of the goal, before the transformation process it is necessary to 
define the manner of handling and response when the decision is not implemented by the 
designed concept. In this context, it is necessary to provide the necessary resources to realize 
the goal, which is in practice realized through the work order. 
In the phase of the decision, it is necessary to provide appropriate technical and technological 
regime i.e. discipline, especially when it comes to deadlines to perform certain activities and 
tasks, as well as additional knowledge and skills. 
The tenth rule: Allocation of jobs and tasks 
The only indispensable carriers of technological functions are the people. This statement is 
valid for the family, business system, the state, and the international community. For the 
scheduling of functions, knowledge and its use for practical purposes are vital and crucial. The 
principle of hierarchical complexity of the technologies determines the analog complexity of 
hierarchical functions. It is important that organizations develop the classical hierarchy of 
superiority and inferiority among people.  
The eleventh rule: Distribution of functions implies their connection 
Each work process takes place in a certain space and time. According to this, workplaces 
constitute in the business systems. This requires that positions to be functionally connected in 
the organized structure of a whole. In this way, the seamless flow of technological process 
without delay or other disorders is provided. This requires the establishment of communication 
channels between the individual elements of the organization and the environment in which the 
organization operates. 
The twelfth rule: To establish coordination and control 
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People tend to introduce subjectivity while performing their job functions. This requires that in 
carrying out of joint work it is necessary to establish coordination and guidance. If the 
complexity of work is greater, the coordination and direction of work has to be increased. It 
requires a higher level of competence of those performing the functions of coordination and 
control.  
The thirteenth rule: To establish a comprehensive monitoring and measurement of the 
transformation process 
Monitoring consumptions allows timely intervention, if there is a deviation from the 
programmed settings. In this context, special techniques for monitoring the consumption of a 
particular importance for the calculation of annual planned effectively monitors the 
transformation process are constructed. 
The fourteenth rule: Working process, applications, and required correction 
Different personal and common interests lead to conflicts of interest and then the arbitration 
must be completed and adjustments in the exercise of certain interests. 
The fifteenth rule: Initiation and development of innovative processes. 
Innovations are the most important component in increasing the effectiveness of business 
systems. This is the most important functions of leadership, because innovations are the basis 
for establishing dominance in the middle. 
The sixteenth rule: Determining the contributions of individual resources to achieve goals 
Since ancient times, the aim is to determine who and how contributes to achieving the goal, 
because that determines participation in the distribution and development of the authority in the 
group. 
The seventeenth rule: It is necessary to establish proper placement effects on participants in 
the distribution.  
In the practice, a variety of methods and techniques for determining the actual deployment of 
the effects of working together was built. 
The eighteenth rule: To learn by analyzing the achieved results 
Analyzing is one of the most effective way of acquiring skills and mastery. 
The nineteenth rule: To gradually introduce innovations 
The principle of gradualism is one of the most important components of learning and skills in 
developing professionalism. This is particularly evident in terms of developed markets. 
The twentieth rule: Never be satisfied with the achieved. The reality demonstrated that the 
champions are never satisfied with the achieved results, as they starts from the fact that always 
is possible more and better. Hence the need to develop a champion spirit. 
The twenty-first rule: To develop a community of people in achieving the goal. 
Common acting develops synergy that does not require financial resources and power plants, 
but only reasonable behavior and use of acquired knowledge and skills. 

RESUME 

From this, we can conclude that the man largely developed certain principles of disclosure of 
secrets, and they are a prerequisite for successful mastery of the unknown. The principles are 
dynamic and subject to change, and their use is conditioned by the ability of people and 
organizations with knowledge and skills of the leading people of the company. However, any 
man, or the manager will use the aforementioned rules in a unique way, i.e., some will be 
observed, the other marginalized, and the third will be eliminated. It is thus concluded that 
compliance with the rules preventing the failure rather that contributes to success. For the 
practice of business and personal success, it is not matter if "the cat is black or white, if 
successfully hunt mice." Finally, we should recall the words of A. Einstein, "If you want to be 
successful, you must learn the rules of the game, and then play better than anyone else."  
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Summary: The main argument states that science is all there is in the cosmos, and 
consequently in human society arises, grows and disappears in the process of organizing, as a 
kind of motion of matter, energy and information. Organization is the kind of movement in 
which the particles of matter and other elements are approaching each other and connects to 
an organized structure, they assume the quality variables, which cannot be inferred from the 
quality of the parts is made. It shows and proves that the organization is an essential and 
irreplaceable in the process of economic and social order. This paper tries to point out the 
place and the role of mentality in the organization, as the most complex activity that one can 
deal with. 

Keywords: mentality, organization, sense 

MENTALITY AS A FACTOR OF SUCCESS  

3000 year ago old Chinese sages wrote the book "Yi Jing" or book of changes in which they 
have emphasized that universe is of dynamic character and all its component are in constant 
motion and change, and still retain its basic pattern of behavior.  The ancient Chinese sages 
have stated two basic forms of movement that they present as the action of Yin and Jing, in the 
modern conception of communication is presented as actions and repulsions, i.e. the approach 
and the removal of particles of matter, thus build up, and break down organizational structures. 
Modern scientific knowledge to point out two basic types of movement origins and become the 
basis for two forms of organization such as natural and artificial. Clearly, the natural 
organization operates based on natural law and it is the basis for the functioning of flora and 
fauna i.e. cosmos. Artificial organizing is in the exclusive jurisdiction of the people, as 
conscious and reasonable beings, and as the perfect forms of self-organization. Therefore, 
people like living beings are the only naturally gifted with the ability of thinking and making 
opinions and choices. Natural talents allow people to connect natural and other elements 
together in an unnatural way of the unnatural organized groups that take on specific quality 
characteristics, which are usually presented as organizations and the mechanisms whit which 
human increase its power. 
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Modern scientific research point out that for the starting point for understanding the process of 
organization and presentation must be taken into account the existence of universal dynamic 
principle of life, as a primary and irreplaceable natural law and social order. The life itself is 
created in the process of natural self-organization. The law of life is embedded in everything 
that exists on Earth and manifested in various forms. Internal weight and power of life is the 
mind, although no one knows what the mind really is. This powerful force is available to 
everyone, and it is realized as a result of efforts. 
Though people to this day have not revealed what the mind really is, though they have tried for 
ages to discover and learn about the rules, principles of operation of the mind, to use this 
knowledge to increase performance. Even in ancient times, Persian and Chinese priests discover 
and introduce certain rules and principles of operation of the mind and the knowledge was used 
to create miracles, especially in healing the disease. This kind of activity of the priests was 
presented as a mental magic. 
Modern science confirms the creation of mental magic as a reality, because it came to the 
realization that the dynamic law of life fills the whole universe, and thus emphasizes that the 
ether is of mental character. It turns out that people can use their reason, all things they were 
using, although it was not known. Let us cite an example that people were organizing joint 
hunting based on watching events in nature, as the joint hunting was more successful than the 
individual one. When the law of physics established that simultaneously acting of more forces 
is creating a new form of energy, that led to the phenomenon of synergy, as an instrument that 
is able to generate new energy for which the production separate power plants aren’t necessary, 
but only the rational use of already acquired knowledge and the rules and principles of mind 
action. 
It turns out that the acquisition of knowledge and its use of power always means increasing the 
power of human, i.e. the knowledge of rules and principles of mind operation is the best tool, 
especially when used for practical purposes. It is shown that the quality of the highest quality 
tools is expressed in directing mental energy in the process of mastering and spreading 
domination of men in the middle where they belong, and as its component parts. 
Particularly important is the modern scientific knowledge, that mental energy is similar to 
electricity, because the mental energy has two poles: the emotional and motivational pole. 
Emotional pole is analogous to Jun as the female gender, as the ancient Chinese sage said, while 
the motivation pole is analogous to Jung as the male gender. It is important to emphasize that 
the emotional pole for its final product has a constitution and desire expressing, while 
motivation pole will produce a will to fulfill that desire. Based on the above, we may conclude 
that those two poles of mental energy become the source of thought, i.e. rational action. 
Nevertheless, this indicates that the interplay of desire and will become a source of 
development of visualization, as a primary component for inducing innovation processes. 
It is important to emphasize that mental energy is infinite and eternal energy, which usage 
depends directly on the acquired knowledge of the rules and principles of operation of the mind. 
People can learn to use mental energy. Those who master the skills of mental energy come into 
a situation to expand domination and to use all the privileges that belong to the winner. 
In the research process in general, especially discovering and learning about the principles of 
mind action, it was determined that every consequence must have its cause. According to the 
above, in theory and practice of organizing the classical theory, the practice was not guided by 
the causes of some phenomenon or process, because it had no basis for its mechanism and 
determinism. Due to this approach and the concept, it was not possible to explain natural 
organization, especially self-organization, and thus life as a fundamental law of nature and 
social order. 
In order to objectively explain the origin of natural organization, and especially self-
organization, environment and holistic approach to research was found based on the natural 
features of seeds as an open entity that establishes connections and relationships with elements 
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of its environment and thus ensure its growth and development into a new whole that is capable 
of producing seeds and thus ensure the continuation of its kind. It turns out that the man himself 
comes from a small seed that cannot be seen with the naked eye and growing develops into a 
man. A new scientific revolution begins on these findings. 
The main sources for the performance of a reasonable organization are imitation of partially 
open and familiar rules and principles of natural self-organization of the ancestral life 
experiences that are usually formalized in folk proverbs. The reality of the truth of proverbs is 
the best and most realistic textbook for personal and business success. It turns out that the folk 
proverbs are the product of the human mind and that as such represent the best tool built by the 
human species in its relatively long genesis. 
Life experiences of people and scientific research studies show that mental energy directs 
motion of matter particles and other elements, resulting in the organized structure of the whole, 
but also their degradation, as a precondition for the re-organization but at a higher level of 
quality. 
The reality that mental energy performs the basic forms of movement direction also provides 
for centuries sought the answer to the question what is the cause of the formation process of 
organizing in the natural and social order. This new information represents a new component 
for highest quality and organizational development. So, the human talent to think has been the 
basis for the visualization of contemporary scientific research suggests that relatively few 
people use their natural talents, or an average of about 10%, while most of the potential 
opportunities remain unexploited. This finding emphasizes that the basic and primary task of 
the organization is to increase the use of humans as the primary and indispensable element of 
any success. All this shows that mental energy cannot replace the most perfect mechanism, such 
as computers, robots, etc. 
Some mechanism cannot function without direct or indirect relationship with a man. Of course, 
a man constructs mechanisms just because it is naturally gifted to reasonably use its mental 
energy. This was vividly demonstrated by N.Tesla statement, “Each device that he built was 
exactly as he imagined, before its development”. This is the most obvious evidence that 
visualization, as a product of the human mind, is the primary element of any self-organization. 
That this is true emphasizes the scientific assertion that the primary goal of the organization is 
to establish reasonable goal to be achieved. 
In the above should be borne in mind that any goal can be achieved in different ways and that 
each organization process must be of mental character. This statement also indicates the 
necessity of abandoning the classical theory of organization based on the principles of 
mechanism and determinism. Accordingly, it is necessary to introduce and develop a holistic 
system concept, based on the principles of self-organization. Therefore, one must conclude that 
only the mentality of organization provides a reasonable increase in performance of human 
labor. 

RESUME 

The paper stresses the importance of mental energy in achieving business and personal success. 
This issue is largely neglected in the theory of organization, so the emphasis is on technology, 
especially information technology, robotization, and so on. We forget that these modern 
techniques are the result of consciousness and the mind of man and that increased usage of 
mental energy in people can produce a significant effect, especially since it shows that the 
human brain is used for about 10%. The future will require working smarter, not more, and the 
condition for that is to use more mental energy in performing the conscious activities. 
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Summary: The state creates a systemic environment to guarantee the rights of the company 
owners to get registered and to invest. Companies engage in business activity and earn profit, 
thus affecting the environment around them. However, through the institute of corporate 
management the society demands from the companies to act in a collective manner that will 
serve its interests in the best way. This is achieved by creating an environment conducive to 
investments and competition, encourages development, productivity and motivates managers 
and employees, while the use of formal and informal rules limits the abuse of authority.    

Keywords: corporate governance, systemic environment 

1. INTRODUCTION 

Corporate governance creates the structure, in which the company objectives are defined, tools 
for their achievement and supervision by the owner over the operations of the company. If the 
corporate governance system is sound, it will give effective incentives to achieve the objectives 
in the best interest of the company and the shareholders. This will contribute to the more 
efficient supervision over operations, with direct impact on the effective use of resources in the 
company.   
In a market economy, corporate governance encourages economic development, ensures 
economic growth and allows companies to get involved in long-term projects.  
Corporate governance can be defined in a usual manner, “corporate governance is a system 
through which companies are managed and supervised”1. In this way, corporate governance is 
defined as a set of mechanisms through which the company operates when ownership is 
separated from management.  
The commonly seen issues with corporate governance do not arise in all types of companies, 
but can arise only in the ones where there are several owners and where ownership and 
management are two separate areas.  
There are two central issues regarding corporate management, and their existence and solution 
depend on the ownership structure in the company. On one hand, in the shareholding companies 
with dispersed ownership, the basic difficulty is how the external shareholders can control 

                                                           
1 Report of the Committee on the Financial Aspects of Corporate Governance (Cadbury Report), 1992  
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performance of the managers if they do not have enough power to influence them. On the other 
hand, in the companies with a small number of owners, managers are usually controlled by the 
biggest owner/s, so the main issue when it comes to good corporate governance is how the 
minority shareholders can prevent the controlling owner/s from achieving excessive benefits 
through actions that are harmful for minority owners.      

2. FUNDAMENTS OF CORPORATE GOVERNANCE 

Corporate governance deals with relations between various stakeholders in the limited liability 
company; it is the manner in which the shareholders, directors, managers and suppliers, 
employees, main clients and communities mutually interact. Formal and informal rules of 
corporate governance can be found in the legal, institutional and regulatory framework of every 
country.    
Corporate governance represents a key element in improving economic efficiency and growth, 
as well as increased trust of the investors. Corporate governance also ensures structure, through 
which company goals are set, as well as ways to achieve those goals and monitoring of results. 
Good corporate governance should ensure adequate incentives to the Board of Directors and the 
management in the achievement of goals that are in the interest of the company and its 
shareholders, as well as ensure easier and more efficient monitoring.     
Corporate governance depends on a reliable and functional legal system and institutional 
environment that enable establishment of corporations and their proper operations. However, 
such an environment can be created through positive development that will prevent abuse of 
authority, and investments will not be made until the companies feel certain that the risk of the 
project and the risk of the “state” are bearable.   

3. IMPORTANCE OF CORPORATE GOVERNANCE 

Corporate governance contributes to growth and development of the corporation itself, the 
related activities and the state in general. For a long time now the role of the company is not 
only to produce or provide services and make profits in this way. Companies take responsibility 
for development of the social environment. It is not possible to ensure development of the 
company relying only upon the interest of the company, while neglecting the overall 
development of the community.    
Corporate governance contributes to improved efficiency and effectiveness of the economic 
system. The existence of an efficient system of corporate governance within a company or the 
economy as a whole helps to reach the level of trust necessary for proper operations of a market 
economy. As a result, we have lower cost of capital; companies are encouraged to efficiently 
use resources, thus supporting growth.   

4. PRINCIPLES OF CORPORATE GOVERNANCE (OECD) 

Existence of a good system of corporate governance ensures transparency, fairness and 
accountability to the shareholders and other stakeholders in the company. Key role of corporate 
governance is to introduce the instruments for supervision of managers’ behavior, to ensure 
corporate responsibility and cost-effective protection of interests of investors and the society 
with regard to the insiders.  
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Recognizing the importance of corporate governance, OECD requested (1998) definition of 
corporate governance standards and guidelines for the national governments of the member 
states, other relevant international organizations, including the World Bank and the private 
sector. The principles represent a general basis that the countries find important for 
development of good governance practice. They are supposed to be concise, understandable and 
accessible to the international community and they focus on the following2: 

I. Creating basis for efficient corporate governance framework 
II. Rights of shareholders and key ownership functions 

III. Equal treatment of shareholders 
IV. Role of stakeholders in corporate governance 
V. Data disclosure and transparency 

VI. Responsibility of the Board 
 
By observing these principles corporate governance can ensure strategic management of the 
company, efficient supervision of the management and responsibility to the company and the 
shareholders.  

5. ROLE OF THE STATE IN CORPORATE GOVERNANCE  

Role of the state in corporate governance consists of improving and encouraging development 
of companies and ensuring responsibility in the exercise of power, as well as protection. Local 
entrepreneurs in the markets of the developing countries need political initiative to convince 
local and foreign sources of finance to enter the market. The state is obliged to give guidelines 
and to: 
• Ensure incentives and sanctions for companies  
• Balance gap between wages in the public sector and private companies  
• Protect the interests of persons who have an interest in the company. 
 
Lessons to be learned from successful market economies are that the state policy should strive 
to create an environment that leads to the following: 
• Easing the initiation of business activity  
• Reducing the obstacles for business arrangements 
• Friendly and fair tax environment  
• Service oriented state administration 
• Provision of export incentives 
• Incentives for job creation and regional objectives 
• Protection of persons having an interest in the company (suppliers, clients and employees) 
• Protection of rights of shareholders 
 
The state should support the stock market as one of the important sources of capital 
investments, but also the capital providers, such as the market of bonds and other securities and 
the commercial banking sector.    

                                                           
2 OECD Principles of Corporate Governance - 2004 Edition, OECD Mission to Serbia and Montenegro 
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6. CORPORATE GOVERNANCE INSTITUTIONS  

Corporate governance institutions consist of the key actors and formal and informal rules that 
the system is comprised of. Key actors in corporate governance are: government, corporations, 
business managers, stock exchange and securities commission, market agents, business 
associations, judicial system and other actors, including the pension funds, the media that report 
on financial issues and institutional investors. 
Formal rules that apply to the aforementioned institutions are as follows: regulations based on 
which the corporation is granted the status of a legal entity, regulations that define the business 
regulatory framework, regulations regarding the stock exchange, stock exchange listing 
requirements. 
Informal rules involve the following: licensing of professional associations, provision of 
information and exerting pressure on members that contribute to the observance of professional 
standards, business associations affect the behavior of actors regarding the generally accepted 
practice. 

7. CORPORATE GOVERNANCE AND DEVELOPMENT 

Corporate governance is important for economic development and its important role is to 
encourage local and foreign investments in the economy. However, there will be no inflow of 
investments until the investors are convinced that the risk is reduced and until they get tangible 
evidence that the government activities do not involve mere rhetoric. It is possible to present 
huge investment possibilities to the investors, but they will not come if the government and the 
local businessmen do not observe the rule of law.     
In the developing countries, the role of the government is to pave the way. Consistency, 
transparency, and honest government will be necessary for support to corporate governance 
reform. Business community would like to be given the opportunity to participate in planning 
the stages of reform, thus contributing to the reduced resistance to change and encouraging 
adoption of principles of good governance. In other countries, the stakeholders, such as business 
community leaders and professional bodies have accepted the opportunity to contribute to 
debate. Having in mind the investment opportunities in Montenegro, foreign and local 
investment communities with long-term interests in the country, should prove their readiness to 
cooperate in improving the good corporate governance.    
To summarize, there is no standard package of measures that can be applied. Good corporate 
governance requires good political governance. 

8. CONCLUSION 

Corporate governance contributes to growth and development of the corporation itself, the 
community around it and the state in general. For long now the role of the company is not only 
to produce or provide services, thus acquiring profit. Companies now take the responsibility for 
development of the social surroundings. 
Corporate governance represents a key element in improving economic efficiency and growth 
and increasing the trust of investors. 
Corporate governance is important for economic development and its important role is to 
encourage local and foreign investments in the economy. However, there will be no inflow of 
investments until the investors are convinced that the risk is reduced and until they get tangible 
evidence that the government activities do not involve mere rhetoric. 
Existence of a good corporate governance system ensures transparency, fairness and 
responsibility to shareholders and other stakeholders in the company. 
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It is not sufficient to adopt the laws with the aim to improve corporate governance. Global 
financial and economic crisis demonstrated that even in the developed countries, there are 
weaknesses in the overall corporate governance system, especially in the corporations dealing 
with financial affairs. The US example shows that this is not so simple, not even in the 
countries with big experience in implementation of market principles, thus, it is necessary to 
continuously upgrade the overall system.    
In the modern times of business operations, the strategic path of the top management should 
focus on how to implement socially responsible activities in the company operations. Top 
management must find the ways in which corporate responsibility can be effectively 
incorporated into the company strategy, as a necessary and sufficient prerequisite for 
achievement and maintenance of competitive advantages in a turbulent environment.      
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Summary: With this paper, the author wants to show the parole as a significant criminal 
justice, correctional and criminal - political institution. It analysis the conditions for its 
application, the authority that approves it, the revocation of parole and the problems associated 
with this institution in the Republic of Srpska. 

Keywords: parole, commission for parole, convicted person, institution for the execution of 
criminal sanctions 

1. INTRODUCTION 

The institute consists in the fact that persons who are in prison, for which it is reasonable to 
expect that there will not do the crimes and the punishment achieve the purpose of punishment, 
turned loose before the sentence served. The essence of parole is that the only place reversing 
the sentence, and not deleted, nor forgives the penalty. The nature of this institution requires 
that some issues such as conditions for its application, the authority that granted it, and the 
requirements for revocation of parole be regulated in the Criminal Code. Because the parole 
decision during the execution of imprisonment, it is necessary that the Law on Execution of 
Criminal Sanctions regulate certain issues, especially in the legislation under which the parolee 
decides administrative authority (the Commission for parole). In those jurisdictions for which 
the probation court decides, the procedure for release by the parole prescribed by the Law on 
Criminal Procedure. 
The question of application of this institution in the EU member states, the issue that is 
extensively dealt with the Council of Europe in 2002, and 2003, and resulted in the adoption of 
specific recommendations on parole.1 Recommendation 22 of 2003, the definition sets out the 
basic principles and application of parole as one of the most effective and najkonstruktivnijih 
resources to prevent recidivism and promote re-socialization, based on which the prisoner 
provides planned reintegration into the community with the help and supervision. 
When the current issue of redundancy in prison analyze then a matter of applying the Institute 
of parole is even more important. 

                                                           
1 Recommendation of Council of Europe R (2003) on parole 
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2. PAROLE IN THE REPUBLIC OF SRPSKA 

In the Republic of Srpska, the Penal Code and2 Law on Execution of Criminal Sanctions3 
regulate Institute of parole. In Article 108 Criminal Code provides that a convicted person who 
has served half his sentence may be released from serving the sentence on condition that the 
expiration of his sentence has not committed any crime. A convicted person who is sentenced to 
imprisonment may be released on parole after they endure three-fifths of the condition and not 
to perpetrate a crime. In deciding whether the prisoner released on parole, it shall be taken of 
his conduct while serving the sentence, the execution of duties due to his working ability and 
other circumstances indicate that the purpose punished. 
The analysis of the above statutory provisions, the requirements for conditional release, which 
must be cumulatively fulfilled, can be divided into objective (length of sentence) and subjective 
(related to the conduct of the convicted person while serving a sentence, or his own contribution 
to the re-socialization). Fulfillment of objective conditions is difficult to determine, while the 
subjective conditions more difficult to determine. Are there, the subjective conditions for 
conditional release, the Commission shall report on the institutions for the execution of criminal 
sanctions, because there is no direct contact of the convicted person with the Commission. It 
should be noted that good governance of the sentenced person in a correctional institution is not 
a complete guarantee for good behavior at large. Great importance to the behavior of a prisoner 
on parole has external factors. This means that we should meticulously studied and displayed in 
the report whether the milieu of the early life of convicts kept unchanged, positive or negative 
circumstances developed, which have previously encouraged to deviant behavior, or have 
contributed to such behavior, whether it is socially healthy environment in the narrowest where 
he lived would parole, whether he is in that environment is desirable, what is the position of the 
victim, the position of the environment to him as the perpetrator of the crime has taken, whether 
in the middle of the conditions to work on and to engage in a positive way come to the fore of 
his abilities and preferences, etc.4 
Revocation of parole is the court (Article 109 of the Criminal Code), if convicted while on 
parole, commits one or more offenses for which a sentence of imprisonment exceeding one 
year. The court may revoke probation if the parole commits one or more criminal offenses for 
which a sentence of imprisonment exceeding one year. In deciding whether to revoke parole, 
the court shall take into account the similarity of the crimes committed, their significance, the 
motives from which they were committed and other circumstances indicating the reasons for 
revocation of parole. If the court revokes parole, a new punishment considering the earlier 
sentence as an already fixed will be ordered. Part of the sentence the convicted person has 
served the previous sentence shall be credited to the new sentence, and the time the convicted 
person spent on parole shall not be counted. If parole is sentenced to imprisonment not 
exceeding one year, a court does not revoke probation, extend the probation, during which the 
convicted person has spent in prison. As noted above, the remaining provisions of probation 
prescribed by the Law on Execution of Criminal Sanctions. The purpose of probation is that the 
convicted person who, during the imprisonment has been achieved some degree of social 
reintegration in the community to be released before it is fully served his sentence. 

                                                           
2 The Criminal Code of the Republic of Srpska („Službeni glasnik Republike Srpske“, br. 49/03, 108/04, 
37/06, 70/06) 
3 The Law on Execution of Criminal Sanctions of the Republic of Srpska („Službeni glasnik Republike 
Srpske“, br. 12/10) 
4 Gojko Lazarov: Probation and the new Code of Criminal Procedure, JPKK No. 2-3, 2002, p. 264 
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3. COMMISSION FOR PAROLE 

On the parole, decision makes Parole Commission appointed by the Minister of Justice. 
Commission for parole consists of five members, which includes a representative of the 
Ministry of Justice, Supreme Court of the Republic of Srpska or district court judge, and three 
independent members from the relevant professional field (criminal justice, social welfare, 
criminal sanctions, Psychology). One of the members of the Commission's chairman, a quorum 
for a decision of three members. The Commission is appointed for a term of four years and 
brings its own rules on the manner of operation, the calling and holding meetings, consideration 
of applications and proposals for the head of conditional release, decision-making and decision 
making, and other issues that are relevant to the work. 
On the parole is decided upon the proposal of the head of the institution or at the request of the 
prisoner. Convicted persons applying for parole, which are submitted to the Commission, 
submitted the correctional institution in which he is serving a prison sentence. Correctional 
institutions with a request of the sentenced person or the head of the institution submits a 
proposal report should include: personal information about a convicted person (the name of one 
of the parents, date and place of birth, place of residence, marital status, education level, data on 
military service ), information on previous convictions, and being convicted, the sentence which 
carry a prison sentence (of the judgment, the date of its enactment, by any court of decision, 
which is the length of prison sentences and for which the person convicted of a criminal 
offense, whether the convicted person committed several offenses and is made a single sentence 
for all offenses, et.), data on the amnesty and pardon, the content of the judgment from which to 
see the exact description of the crime, doing the same manner, the information if the convicted 
person was an accomplice, mitigating and aggravating circumstances, and others, the 
calculation of the sentence (a period during which the person resided in custody, as to the date 
of writing endured imprisonment, and the rest of the time it takes to carry a person serving a 
sentence), the data that if the person began to serve the sentence by the transferred from 
detention or at liberty, whether voluntarily contacted to serve his sentence or is apprehended, 
and others., data on the possible escape from the institution where he was serving a sentence, 
and the time in which these flight was made, the behavior and conduct of the convicted person 
while serving a sentence (here the behavior of states required convicted persons in all 
correctional facilities in which the Republic of Srpska serving its sentence, monitored from 
receipt to the institution until the day of writing. In this section, which is the most 
comprehensive, is the qualifying group which has been placed, his intellectual level, etc.), 
disciplinary measures, if any person had been convicted while serving a sentence, type and 
duration of disciplinary actions, work engagement of convicted persons, as and its involvement 
in sporting, cultural and other activities, the health of a prisoner, his attitude towards crime, and 
its relationship to other prisoners and to workers employed in the institution, family status, its 
contact with its family and neighbors, using non-institutional and other benefits earned by their 
appropriate behavior and work engagement, during which the convicted person spent serving a 
sentence of suspension and the reasons for termination of alimony is granted, the opinion on the 
conduct of re-socialization process, and the successes in the implementation of the planned re-
education program with the convicted person, report concludes with the presentation of 
opinions on the reasons for the institution to grant parole or not approve. 
When the Parole Commission decides on the proposed manager of the institution or the petition 
of the convicted person, the decision by the institution and the convicted person, and submitted 
to the court that the person is sent to serve his prison sentence, the court which rendered the 
final judgment, law enforcement authorities and social care authorized by place of residence or 
domicile conditionally discharged. Against the decision of the Commission for parole may not 
be filed or instituted administrative proceedings. In case of rejection of the proposal or 
application for parole, a new proposal or request can be filed before the expiration of four 
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months, in the case of imprisonment not exceeding two years or six months, if the penalty of 
imprisonment of two years or more, excluding from the date of final decision. 
In addition to the Parole Commission, on parole decide the leaders of the institution in which a 
person is sentenced. This is a parole that is no longer than three months, and convicted persons 
who have endured at least 4/5 sentence and its behavior, dedication to work, the relation to a 
criminal offense and others deserve to be released to end of the sentence of imprisonment can 
get it. 

4. THE RELEASE OF THE CONVICTED 

The sentenced person is released from the institution of the day to read the decision on 
conditional release. A convicted person shall be relieved of any engagement of at least three 
working days prior to release, and be sure to inspect it and the prison doctor. Prisoners are 
entitled to a paid service to the residence or dwelling place, and if a stranger comes to the 
border crossing. 
If the convicted person at the time of release is seriously ill or incapacitated due to illness for 
the trip, the institution will be placed at the nearest medical facility for treatment. 
When released from the institution, the prisoner shall be issued in the discharge list that states 
among other data released from the institution during the time in which the convicted person 
must contact the competent authority of the Interior in place of residence or temporary 
residence. Convicted person to surrender the release of all things and objects that have been in 
care on admission to the institution, the fact that in the meantime received or purchased, the 
savings and the money received by him during his prison term. If he has no clothes and no 
shoes means to procure them, the institution provides them, if necessary, provide financial 
assistance. This in turn has a preventive function convicted after leaving the institution would 
not be tempted to these things and the necessary means for the first time is illicit, illegal 
behavior. 
Convicted person is liable to dismissal from the institution; indicate the place in which to stay 
during the conditional release. In the event of a change of residence or temporary residence for 
the duration of parole, was convicted of the change required within seven days notify the 
competent authority in charge of internal affairs and social care body. 
Convicted person who is granted parole is mandatory to apply for the duration of parole, every 
15 days appears to the competent police station in the place of residence or temporary residence 
of the accused, which must in case of failure to report at a specified time notify the Institution. 
During probation, the convicted person was not allowed to leave the territory of the Republic of 
Srpska and B&H, except when it comes to foreign nationals or stateless persons who do not 
have a permanent place of residence in the Republic of Srpska and B&H. The institution in 
which the convicted person, the date released on parole, served a prison sentence is mandatory 
in cooperation with the Social Welfare and Home Affairs monitor the implementation and 
realization of the purpose of conditional release. 
The revocation of parole, but it was the word, but it should be noted that certain provisions 
regarding the revocation of parole, in addition to the Criminal Code prescribed by the Law on 
Execution of Criminal Sanctions. This primarily relates to the revocation of parole when 
convicted person, the day of the parole until the day of leaving the institution, commits a serious 
disciplinary offense. In this case, if the decision on conditional release brought the head of the 
institution on the decision on revocation of mandatory parole, and if the Commission on a 
proposal issues the decision from the head of the institution, the Minister of Justice shall issue a 
decision on revocation of parole. 
However, the Minister of Justice may revoke the parole decision on the motion of the head of 
the institution if the convicted person, while on parole, does not occur every 15 days the local 
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police station and body care or leave the territory of the Republic of Srpska and B&H, if it 
violations of public order with elements of violence and other cases when it deems it justified. 
The decision on revocation of parole shall be convicted person and his organs that were 
submitted and a decision on parole. In this decision on the revocation of a convicted person 
may, within three days from receipt of the decision, appeal to the Minister of Justice, but the 
appeal does not stay the execution. If the convicted person fails to report to the Institution to 
serve the rest of the sentence not served by the revocation decision, the institution shall issue a 
warrant to call. 

5. RESUME 

The purpose of parole is that the convicted person, with whom he achieved a degree of re-
education, released before it is fully served his sentence. Hence, the conditional release of a 
prisoner is a strong psychological motivation to actively participate in the process of re-
education because of their adoption of desirable and undesirable constraint on behavior can 
greatly affect the length of time you will spend in prison. Conditional release its potential value 
can realize only if the convicted person is familiar with the criteria for its adoption. Although 
the specific issues of supervision on parole introduced in legislation of the Republic of Srpska, 
parole should also be accompanied by supervision that consists of measures to help. 
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Summary: In the Republic of Srpska since 01. 01. 2012, a new law on entrepreneurial activities is 
applying. With this work, the author wants to present conditions, the start, and how termination of 
crafts and entrepreneurial activities, organization of entrepreneurs and the register of 
entrepreneurs. The objective of this law is the development and promotion of entrepreneurship, 
the protection of old arts and crafts and handicrafts. The author also commented on the changes 
that are introduced by this law, as well as the expectations of the Act. 

Keywords: crafts, entrepreneurial activity, entrepreneur, partners, act, register of 
entrepreneurs 

1. INTRODUCTION 

In the Republic of Srpska economic activities, determined by a valid classification of economic 
activities, they could deal with companies and entrepreneurs. The manner of performing 
activities of companies regulated by the Law on Enterprises, and the conditions, the start, and 
how termination of crafts and activities of entrepreneurs in the Law on Handicraft 
entrepreneurial activity.1 Craft-entrepreneur sector is of great importance. To begin this activity 
did not require great resources and employment opportunities in entrepreneurial activity are 
high. Currently in the Republic of Srpska operates about 27,000 of shops that employ over 
45,000 people. Trend of closuring shops is caused by the economic crisis, unfair competition, 
numerous administrative barriers present in the Republic of Srpska. The new Law on crafts and 
entrepreneurial activities are simplified procedure of registration of entrepreneurs, created the 
conditions for closer monitoring of these areas are open opportunities for better training of 
entrepreneurs and persons employed by entrepreneurs for vocational and independent 
performance of activities, enabled active participation of entrepreneurs in creating business 
environment with respect to the positive European practices in this area. 
Crafts and entrepreneurial activity is any economic activity, determined by a valid classification 
of economic activities by natural persons-entrepreneurs in production, trade and services on the 

                                                           
1 “Official Gazette of the Republic of Srpska”, no. 117/11 
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market for profit, and whose conduct is prohibited or regulated by special law. Entrepreneur for 
all liabilities incurred by performing entrepreneurial activities corresponds with all of its assets. 
A special form of entrepreneurial activity is a craft activity, including craft production, the 
provision of vocational services, and old trades and crafts. 
The entrepreneur may perform one or more of the activities of which is predominantly, if the 
conditions for their performance. When applying for the performance of the entrepreneur 
himself determines prevailing activity. Entrepreneurial activity is determined by code and name 
of the activity, the lowest hierarchical level of the current classification. Such an innovation of 
the services and the aim is primarily to facilitate the competent authorities of local self-
government licensing process and the uniqueness of treatment in all local authorities in the 
Republic of Srpska. In addition, more individuals (partners) can jointly carry out entrepreneurial 
activities. Entrepreneurial activity is carried out in the form of activities, workshops, offices, 
bureaus, agencies, studios, guesthouses, studios, lounges, laboratories, etc., if the business 
activity is needed office space. Some entrepreneurial activities can be performed in the home 
(e.g. textile weaving, toy making, accounting and bookkeeping services, etc.) or without 
premises (collection of fruits, etc.). 

2. METHOD OF PERFORMING ENTREPRENEURIAL ACTIVITY 

Entrepreneurial activity can be performed as a primary, supplemental and additional interest. 
Engaged in entrepreneurial activity is a natural person who is not employed. If another 
employer on a full-time employment employs the individual, entrepreneurial activity may be 
performed solely by personal work, no longer than half the weekly full-time as an additional 
source of income. A natural person who is employed at another job or a retiree can register as 
an additional occupation and conduct entrepreneurial activities, hiring a person who meets the 
requirements to perform the required activities. Compared to the previous legal provisions has 
been expanded ability to conduct entrepreneurial activities. 
Entrepreneurial activity can be performed seasonally, but not to exceed six months during the 
calendar year. The introduction of the seasonal performance of entrepreneurial activity allows 
the entrepreneur to carry out registration activities for the period for which it performs. In this 
way, an entrepreneur cannot sign in and out its activities each year, and during the time does not 
work does not pay taxes. 
Maximum of ten individuals can jointly perform entrepreneurial activities. Those persons 
performing activities of partners and their mutual relations are governed by the contract. The 
joint performance of entrepreneurial activity stops if the number of partners is reduced to one, 
but the joint execution of activities can be pre-registered in the independent performance of 
activities. This principle of pre-registration is valid and if an independent contractor wants to 
get partners. 

3. CONDITIONS FOR PERFORMING ACTIVITIES 

To a natural person engaged in entrepreneurial activity must meet certain requirements: be of 
legal age, that his final decision of the competent authority is not banned from carrying out 
these activities, the general health capacity and special health requirements if requested to 
undertake an activity that is appropriate qualifications or to hire a person with appropriate 
qualifications if required to perform certain activities and to have the equipment and labor 
resources, personnel and office space, unless the nature of work to do requests. 
An entrepreneur can start doing business after obtaining approval from the competent authority 
of local governments in whose territory is to have a seat, and no later than 30 days. The request 
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to carry out entrepreneurial activities entrepreneur submits evidence that it meets the 
requirements for performing the required activities. Compared to the previous legal decision 
made easier by the conditions and reduced the number of necessary documents (proof of 
citizenship), a statement of eligibility shall be filed only in cases prescribed by special law. The 
request is not submitted any evidence of an employee or a use permit for office space. The 
competent body of the entrepreneur is obliged to grant authorization for work within five days 
of the request. Compliance with the conditions for carrying out checks by the competent 
inspection authority within 45 days from the date the contractor received approval. 
Entrepreneurial activity may be engaged and if the foreign national meets the conditions 
necessary to perform required activities, can start its operations from obtaining a work permit. 
After issuance of the performance of entrepreneurial activities authorized body of the 
entrepreneur entered in the register of entrepreneurs. The new law reduced the limit for issuance 
of license to practice from 8 to 5 days, and inspection period was extended from 15 to 45 days. 
A natural person who intends to take steps to address the entrepreneurial activity, and has no 
office space or the means of production, the competent authority of local government may issue 
a decision on approval of the preparatory activities for work but not over one year. This solution 
is also entered in the register of entrepreneurs. Before the commencement of the activity, the 
individual is required to address the competent authority for approval to carry out 
entrepreneurial activities. 

4. NAME AND HEADQUARTERS, FEATURED OFFICE SPACE AND 
DUTIES OF ENTREPRENEURS 

Entrepreneur has a business name and seat. Office is the place where the entrepreneur carries 
out the activity, and if not for the performance of required office space is considered to be based 
in a place where the entrepreneur resides. Entrepreneur, during the activity, may change its 
registered office in the territory of the same local government unit, so it can feed into another 
unit of local government. When the entrepreneur is changing from one office to another local 
authority, then the request for the performance of the one submitted to the local authority in 
whose territory will be the new headquarters, a competent authority for issuing the decision 
(within five days of receipt of the request) is entered in the Register of Entrepreneurs and 
inform other agencies and local government unit in which the entrepreneur had previously to 
the seat was eliminated from the records of entrepreneurs. 
The business name is name under which the entrepreneur performs the activity and as such is 
registered in the register of entrepreneurs. Business name must contain the name entered in the 
register, name of the entrepreneur, a description of activities, marked sp (Independent 
contractor) and seat. Business name may contain certain images and drawings that detail the 
activity performed. Business name cannot contain the name and insignia that are inconsistent 
with applicable international rules and regulations, or may cause confusion about the identity of 
another entrepreneur or an activity carried out. Business name must be posted at the entrance of 
the headquarters building and a separate business premises or at the entrance of the apartment 
building, if the activity is performed in a residential area. 
Entrepreneur can carry out the activity registered in one or more isolated offices. Performing of 
registered business in an isolated area must be reported to the competent authority of local 
governments to bring about a solution, also entered in the register of entrepreneurs, and informs 
the local government unit in which the contractor has a registered office and other authorities 
who monitor the work of entrepreneurs. The entrepreneur is required to separate the premises to 
hire workers. An entrepreneur can also entrust the conduct of the written authorization of 
operations manager who is employed by him. The manager leads the work in behalf of the 
entrepreneur. 



1094 

The entrepreneur is obliged to perform registered business in high quality manner in accordance 
with regulations, best practices and business ethics. The obligation to entrepreneurs in the 
business area has highlighted the prices of their products and services, working hours, to 
guarantee the quality of products or services, keep proper records, observe the prescribed safety 
measures and protection of the environment and report all changes related to a registered 
business. 

5. TERMINATION OF BUSINESS 

An entrepreneurial ceases its entrepreneurial activity logging out or by operation of law. An 
entrepreneur can also temporarily stop performing the activity to a total of six months for two 
years. 
As for the temporary cessation of the activity, contractor shall submit to the competent authority 
of local governments in which the reasons for temporary cessation and duration of temporary 
cessation. The contractor shall submit a request before it stops working and no later than eight 
days after the cessation of the activity. Temporary cessation of activities may be granted 
exceptionally and for more than six months as follows: a period of two consecutive years due to 
illness, training or force and maternity leave until the child reaches three years of a child. A 
temporary cessation of the activity as well as the beginning of re-performing entrepreneurial 
activities of the competent body of the solution that delivers the register of entrepreneurs. The 
entrepreneur is obliged to report the continuation of the activity no later than eight days after the 
expiration of the period of temporary cessation of activities. Compared to the previous legal 
solution, precisely is defined duration of temporary cessation of activities. 
When the contractor ceases to its operations by signing out, the request for cancellation is 
submitted to the competent authority of the local government prior to the cessation of activities 
shall be issued on the solution and removes the entrepreneur from the register of entrepreneurs. 
If on the request for cancellation is not listed date of termination, the date of application will be 
taken. 
Competent local authorities on the basis of findings of fact and after the state makes a decision 
on the termination of entrepreneurial activities and deleted from the register of entrepreneurs in 
the following cases: the death of the entrepreneur, if within 90 days is not an application for 
continuation of the activity, if the probate proceedings are not completed within two years and 
if the period of three months cannot be the address of the employer made a written submission 
of the two bodies of local self-government and administrative bodies and the same points were 
made 15 days on the bulletin board of the local self-government if the entrepreneur final act 
prohibited from doing business, if a natural person who had the approval of the preparatory 
work within one year to submit an application to carry out entrepreneurial activities, if the 
entrepreneur does not report the continued operation within eight days after the date on which 
the approval Temporary cessation of activities; at entry to serve his sentence if he is sentenced 
to imprisonment for more than six months, the loss of legal capacity, if no request for 
continuation of the activity, if a foreign national cannot submit a work permit within 30 days 
from the date of the decision on its operations, if the entrepreneur to the beginning of 2013, 
does not align its operations with the provisions of the crafts and entrepreneurial activity, if the 
competent authority determines that the entrepreneur issued a decision to carry out activities on 
the basis of forged documents relating to the terms of the activity. This broad set of termination 
of entrepreneurial activities under the law was aimed at creating conditions for maintaining up 
to date register of entrepreneurs and entrepreneurs’ malpractice. 
Competent local authorities shall issue a decision on the termination of the activity, the 
entrepreneur is deleted from the register and informs the other competent authorities, if the 
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competent court of honor at the Chamber of entrepreneurs propose to the entrepreneurs make a 
decision on the termination of the activity. 
The Law on handicraft entrepreneurial activity, in the event of death of the entrepreneur, given 
the possibility of member of the family or heirs can continue to do business in person or 
through an employee-interim manager. This request shall be filed within 90 days of the death of 
the entrepreneur. A continuation of the activity of the local competent authorities shall issue a 
decision that lasts until the end of the probate process, a maximum of two years. The same 
possibility for the continuation of the activity is in the case if the entrepreneur has lost the 
capacity to act. Then an entrepreneur named guardian submits a request within 30 days from the 
date of the decision determining the loss of business skills of entrepreneurs. 

6. ENTREPRENEURS ORGANIZATION 

Registering in the register of entrepreneurs, entrepreneurs are becoming members of Chamber 
of Crafts and Entrepreneurship of the Republic of Srpska. The novelty of this law is the 
principle of compulsory membership. Chamber members may be other organizations, 
associations and professional associations of entrepreneurs. The Chamber is an independent, 
professional, business, non-profit association that represents and coordinates common interests 
of entrepreneurs in the Republic of Srpska. The Chamber organizes its work in one or more 
local government units that are linked through the territorial associations of entrepreneurs as the 
basic organizational unit of the single chamber system. 
Tasks entrepreneurial chambers are numerous and the most important are: the representation of 
members' interests before the relevant bodies and organizations of the Republic of Srpska, 
initiatives, proposals and opinions of the competent authorities in connection with the issuance 
of regulations and measures relating to entrepreneurship and entrepreneurs, providing business 
consulting services, professional and advisory assistance in the establishment and business 
activities, promoting products and services of the Chamber members at home and abroad, 
analysis of market conditions and the possibility of entrepreneurship, informing members and 
the competent ministries, protection and promotion of craft activities, old crafts and cottage 
industry, managing a single register of entrepreneurs, etc. The law detail deals with the bodies 
of the Chamber and their responsibilities. 
It is necessary to mention the Court of Honor as an independent body. Court of Honor takes 
actions and makes decisions on violations of business practices, contracts, market rules and 
regulations, failure to perform and non-compliance to decisions of the Chamber. 
At the end, it is necessary to mention the provisions relating to master levels, and that the 
previous law did not know. The aim of these provisions is to further sustainable development of 
the craft activities that is not possible without constant improvement of knowledge and skills 
and transfer the same to the younger generation. In this regard, the Act prescribes the manner of 
acquiring the title of master, taking the master's exam, the possibility of organizing training for 
the examination of theoretical and practical, the register of entrepreneurs who are masters of its 
trade. 

7. RESUME 

Law on entrepreneurial activities is made in a modern way with partial takeover of European 
directives in this field. The law allows all individuals who wish to engage in entrepreneurial 
activity, to a very quick and easy way to begin performing the desired activity. The law is also 
built to date long-standing practice in the field of entrepreneurship in the region. Planned to 
adopt a number of by-laws that will more precisely define the old and artistic crafts and cottage 
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industry, the performance of entrepreneurial activities that do not require office space and that 
can be done in housing, as well as defining the activities that can be perform seasonal. 
Furthermore, production of a single form to apply for vocational-performing entrepreneurial 
activity, the data changes and the cessation of activities as a way of keeping the register of 
entrepreneurs will allow all businesses the same treatment as all units of local government 
equivalent treatment in this area. 
The law was left for one year for entrepreneurs, which is carrying out activities authorized 
under previously existing law, to coordinate their activities with the provisions of this Act. This 
alignment will cause some entrepreneurs in the cost of issuing new solutions, development of 
new seals, etc., but it will certainly lead to unique entrepreneurs carrying out activities on the 
entire territory of the Republic of Srpska. 
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Summary: The paper presents the concept of Customer Relationship Management - CRM), 
from the aspect of using appropriate software. The first section provides a brief overview of 
CRM as an integral part of business processes. The second part deals with the characteristics 
and structure of CRM software, as well as a brief overview of the CRM software market. The 
third part deals with relevant case studies. 

Keywords: Customer Relationship Management - CRM, integrated business processes, CRM 
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1. INTRODUCTION 

It is believed that one of the most significant feature of business in this century could be a 
diversion of negotiating power in the value chain from producers to consumers. They are the 
ones who dictate the success or failure of products or services. According to some, it is 
considered that the XXI century will be the century before the consumer, but for century of 
technology. Customers are the main source of profits of the company and they are the focus of 
the company. Therefore, the increasing importance is given to the concept of customer 
relationship management - CRM. It is known that the CRM is one of the most popular business 
terms on the internet search engines, and if the organization wants its site to be visited, it must 
put this abbreviation somewhere. 
The development of digital technology caused rapid development of the concept and 
importance of CRM in companies. Today numerous software solutions seem to support the 
implementation of CRM in companies. Technology is an essential factor in the success of this 
concept. Given the fact, that current market has new requirements and that the customer is the 
most important, companies need to integrate all the processes that take place in conjunction 
with customers, and increase the degree of interaction with customers. It is emphasized that 
information technology has to respond with the new generation of CRM architecture in the 
company - an integrated corporate process of servicing customers. 
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2. PROCESSES THAT CREATE VALUE IN AN INTEGRATED 
ENVIRONMENT 

The processes taking place in companies can no longer be seen in isolation. Starting from the 
nineties, these processes have changed, mostly due to globalization and connecting companies 
with foreign partners. Since the processes in companies are taking place in complex and 
unstable environment, there is a need for new software solution that will support all of these 
operative processes. 
The current trend is moving towards the development of integrated solutions, which represent a 
combination of specialized management software such as: 

• CRM - Customer relationship management, 
• SRM - Supplier Relationship, 
• PRM - Partner Relationship Management, 
• ERM - Employee Relationship Management 

 
These solutions, combined with the ERP (Enterprise Resource Planning) and SCM systems 
(Supply Chan Management), allow that optimization values, which make the business processes 
between companies, business partners and employees, is located in the centre of company 
business strategy. [1]. The only continuous link between, for example, CRM systems and data 
available in real time from the ERP and SCM systems (inventory levels, production capacity, 
the payment habits of consumers, suppliers ability for timely delivery, etc.), provide  
overcoming operational problems related to everyday business services that are in direct contact 
with consumers. 

3. FEATURES OF CRM SOFTWARE SOLUTION 

Not long ago, CRM software was designed as a general application for direct contact with 
customers, and has not been able to meet the requirements of the company. The development 
work required, a technology development permit, the CRM software to meet the needs of 
customers and companies, and at the same time, provide links to other processes company. It is 
known that the CRM solution must be based on a scale that takes into account the following 
requirements [1]: 

• Integration with other applications in the enterprise, such as ERM, SCM and the like, 
• Focus on customer needs, 
• Support for cooperation among enterprises, 
• Alignment to specific needs of certain industries 
• The four primary carriers of CRM software solutions are also known as: 
• Connected CRM, which implies that all organizational units and all communication 

channels need to work together to provide customers a unique view of the company, in 
this sense it is necessary to establish a single CRM information system in an 
enterprise, so all information can be available, which would allow each customer to 
approach in a unique way; 

• People Centric CRM, which includes a user interface that is easy to master, and allows 
end users (employees and customers) to operate more efficiently, many CRM software 
implementation have collapsed due to neglecting real significance to this request; 

• Collaborative CRM, which involves integration not only within the company, but also 
with the environment (partners and vendors); sharing information about customers to 
provide efficient functioning of business processes; 
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• Industry Specific CRM, which implies recognition of specific features of each industry 
(differences in the way of production, distribution channels, etc.). 

 
CRM software solution must cover all stages of relationships with customers, from generating 
interest for shopping to after-sales service. The basic structure of CRM software solutions can 
be distinguished as: 

• Operational CRM, 
• Analytical CRM, 
• Collaborative CRM 

 
Operational CRM covers marketing, sales, after sales service and management areas. Marketing 
applications allow easier and efficient access to marketing activities, planning and 
implementation of marketing activities. These applications need to identify customer 
requirements, and thus help in creating a customer-oriented marketing. Sale applications 
facilitate sales activities, managing prices, and similar orders. Applications for post-sales 
service can process requests for after-sale services such as installation, training, complaints, 
repairs, etc. Management applications use data from all business functions, which ultimately 
aims to make good business decisions. 
Analytical CRM has as main goal to achieve customer satisfaction and understanding of their 
future behavior, as well as providing a solid basis for making decisions about sales and 
marketing. Analytical CRM is a tool for employees who are involved in processes oriented to 
customers. Key indicators that allow application of analytical CRM are market share, customer 
number, a list of the most profitable customers, customer satisfaction index, loyalty index, 
customers rate fluctuations, etc. These and many other indicators provide the basis for planning 
and measurement of all business processes focused on the customer. 
Collaborative CRM, or inter-company CRM allows companies, business partners and customers 
to cooperate in marketing, sales and after-sales service. It is understood that this kind of 
cooperation includes internet and electronic commerce. These are e-marketing processes, e-
commerce and e-services and management of sales channels and distribution [Buck-Emden 
2004]. 
The first CRM software was designed to support employees in sales. At that time, the syntagm 
"sales force automation" originated - SFA. Siebel Company was the pioneer. Then the 
producers realized the importance of CRM solutions for call centers - centers for interaction 
with consumers. Then producers of e-commerce solutions, using the internet to sell their 
products, decided to improve their products with CRM software solutions. Practice has shown 
that pure e-commerce solutions, which have included the integration of CRM, often failing. 
Producers of software such as Oracle, PeopleSoft and SAP have improved their systems of 
business application with CRM functions, and offer integrated solutions for all aspects of 
business data processing. 
CRM software market could be divided into: 

• CRM Point Solutions - specialized producers who make applications for specific 
business areas or for specific industries: the most popular representatives of this group 
are Onyx and Pivotal; 

• CRM Suites - producers of extensive software solutions with support for business 
processes involving relationships with customers; the most popular representatives are 
Siebel and SugarCRM; 

• Enterprise Application Suites - software companies that produce products for 
enterprise information systems, and within that include CRM software, the best-known 
representatives are SAP, Oracle, PeopleSoft and Microsoft. 
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Since the buying of CMR software is long-term investment, companies should be careful and to 
buy the software from proven manufacturers, who can guarantee the maintenance and further 
development of the software. Smaller producers often cannot meet these requirements, and 
predicts that in future large CRM software companies will increasingly produce it. On the CRM 
software market for now Siebel is undisputed leader with a share of about 50% of the CRM 
software market, followed by SAP, PeopleSoft and Oracle. Considering that Microsoft entered 
the CRM applications market the latest, it is expected that the company would win a small share 
of the market. 

4. AFTER INTRODUCING CRM SOLUTIONS, COMPANY ANNUAL 
PROFIT INCREASED FOR 20% 

EnelPS Company was founded in 1994. It deals with design, installation and servicing of 
systems and devices for uninterruptible power supply, as well as designing and building an 
infrastructure for data centers. There are over 80 employees, including 25 in the service 
department. The company is a leader in the area of UPS devices. In 2009, the company 
achieved a turnover of nearly six million. Among its clients are telecommunications and energy 
companies, financial institutions and other companies in the country and region (U.S. Steel 
Serbia, Telenor, SBB, T Com, Alpha Bank, ProCredit Bank, Hemofarm, and many others). 
With over 700 installed large UPS systems, 1100 rectifier systems and 70 maintenance 
contracts, timely monitoring of EnelPS business and relationships with customers has been very 
difficult, both for management and for employees. Record of failures, service interventions, 
tender, contact lists and other data were taken to separate excel spreadsheets, precluding 
searching and analysis of data from these documents. Cooperation among sectors was difficult, 
and it was difficult to track individual business processes. The existing system of following 
clients and business processes could not support the growth of company business. 
After analyzing the supply market, Microsoft Dynamics CRM was selected. The aim of the 
introduction was to increase the efficiency of business processes and improve the quality and 
availability of information. The process of introducing a CRM solution lasted three months. It 
was necessary to consolidate data from eight separated records that would be imported into a 
centralized CRM. 
In EnelPS say, "Now the sales opportunities are recorded in one place and reports for managers 
on each client and situation are easy to generate. Sales department got improved tracking of 
sales opportunities and thanks to the first month of application, the number of opportunities in 
sales of services increased by 10% over the same period a year earlier. "Customer service has 
got the ability to track customer requests, while the centralization of data provided creating a 
knowledge base, a standardization process contributed to the quality of the entire service sector.  
Capacity of the service sector was increased, and the time required to service the whole 
integrated system is significantly reduced. There was a significant increase in customer 
satisfaction. In EnelPS say, "The introduction of CRM has helped us to easily track sales 
opportunities and their implementation, improving existing customer satisfaction, and to 
achieve higher profit company, which has increased by 20% compared to last year". [2] 

5. RESUME 

Thinking of CRM as a purely technological phenomenon is a big mistake. CRM should be 
understood as a process that gets a lot of information about customers, sales, marketing 
effectiveness, market trends, etc. The idea is that CRM using technology help to create value 
and increase customer satisfaction. The orientation of the customers as a result of market 
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conditions, imposed the need for CRM software. The Internet has enabled communication and 
collaboration in real time and thus more efficient adaptation to the needs and demands of the 
customer. Today, the adoption of CRM solutions is a need, not a luxury. Companies that do not 
accept the reality of today’s business and do not adopt the CMR software are doomed to failure. 
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ULOGA, ZAKONITOSTI I UTICAJI IT NA BIZNIS 
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Informacione tehnologije su danas moderan instrument u upravljanju korporativnim 
organizacijama. Korporativna efikasnost je uslovljena njenim kvalitetnim dizajniranjem i 
sposobnošću da prikuplja, sortira, analizira podatke i vrši njihovu transformaciju u informacije, 
odnosno znanje kao najvažnijeg resursa i potencijala u svakoj organizaciji. Dakako, navedeno 
predstavlja i osnovu, za sticanje mudrosti kao najvišeg nivoa ljudske vrednosti. 
 
Pokazuje se da informacioni procesi imaju svoje logične i tehničko funkckionalne aspekte, 
odnosno faze, od ideentifikovanje izvora informacije, utvrđivanje kvaliteta sa stanovišta 
vremena i pouzdanosti, te transformacije u znanje kao verifikovane i potvrđene informacije, 
koje predstavljaju i uslov za sticanje mudrosti, kao najvišeg nivoa čovekovih sposobnosti, koji 
se nadograđuje na znanje. Time se otklanja zabluda da mudar može biti čovek bez znanja. 
Pokazuje se da se mudrost ne uči na visoko obrazovnim institucijama, već kroz život. Međutim, 
univerzitetsko obrazovnje stvara uslove za brže sticanje mudrosti, odnosno da čovek brže i 
uspešnije uskladi osećaje i ideje, kao i pretvaranje ideja u znanje, znanje kako je i konstatovano 
u mudrost, a mudrost u akciju i delovanje. Izostanak makar i jedne karike u navedenom nizsu 
stvara diskontinuitet i onemogućav akompanijsku uspešnost. 

1. MESTO I ULOGA IT U SAVREMENIM USLOVIMA 

U navedenom konteksu, postavlja se pitanje mesta i ranga informacione tehnologije, odnosno 
interneta kao tehnološke inovacije u dosadšnjim tehnološkim inovacijama koje su se 
pojavljivale u poslednja dva veka, kao i na karakteristike koje ima Internet u odnosu na druge 
revolucionarne inovacije. Pored niza zajedničkih, Internet je pokazao i niz posebnih 
specifičnosti u odnosu na druge tehnologije. On je deset puta brže obezbedio 50 miliona 
korisnika od radija, a četiri puta brže od televizije. Dok su se prethodne tehnološke inovcije 
uglavnom primenjivale u proizvodnim procesima, informacione tehnologije su počele prvo da 
se primenjuju u: marketingu, administraciji, projektovanju, finansijama i računovodstvu. 
Njegovu intenzivniju primenu treba očekivati u uslužnom (profitnom i neprofitnom) sektoru. 
 
Internet je ispoljio takav uticaj da se danas govori o internet društvu, internet ekonomiji, 
internet menadžmentu, marketingu, itd. dok se to nije dešavalo sa nastankom strategijskih 
tehnoloških inovacija kao što su: železnice, para, električne energije, itd. Kvalitet Interneta kao 
informacione tehnologije je posebno došao do izražaja u stvaranju veće pristupačnosti i 
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transparentnosti za pojedince i organizacije, dok to nije bio slučaj , ili je postojalo u daleko 
manjoj meri sa prethodnim strategijskim inovcijama. Dakako, on pretstavlja fleksibilniju 
tehnologiju koja dozvoljava modifikacije, tehnološka i funkcionalna  poboljšanja, što se 
manifestuje u nastanku novih generacija kompjutera i softverskih rešenja, ali i organizaciona 
poboljšanja. Zahvaljujući navedenom, Internet je pojačao snagu čovekovog mozga na isti način 
kao što su prethodne tehnologije povećavale snagu mišića, odnosno stvara veći potencijal za 
kreiranje ideja koje su svojstvene samo čoveku, kao jedinom razumnom živom biću. 
 
Komparacijom Interneta sa prethodnim tehnološkim inovacijama dolazi se do zaključka da su 
prethodne strategijske inovcije predstavljale revolucionarne promene, ali da nisu donosile 
značajnu ekonomsku korist mereno profitom. Ispostavlja se da Internet nije u rangu 
revolucionarnih promena, ali se istim ostvaruje daleko veća ekonomska korist. Razloge treba 
tražiti upravo u većoj pristupačnosti, širem krugu korisnika i masovnijem korišćenju od 
pojedinaca i organizacija, čak i različitih starosnih doba. 
 
Evidentno je da su implikacije primene Interneta često i suprotna na okruženje i druge segmente 
privrede i društva, u odnosu na ranije strategijske tehnologje. Naime, parna mašina i električna 
energija su zatvarale kućne radionosti i manufakturene radionice, pretvarajući ih u industrijske 
pogone i konglomeratna postrojenja. Internet ispoljava suprotan uticaj, tj. ima mogućnost da 
zatovori industrijske konglomerate i pogone i ponovo iz vrati u domove ili manje radonice koje 
će imati web i druge servise, stvarajući uslove da svaki stan, ili kutak može biti preduzeće 
ukoliko ima sajt i da virtualne kompanije sa nekoliko zaposlenih mogu imati veći promet od 
korporacija koje imaju upošljeno više hiljade radnika. Dakle, dok su ranije strategijske 
tehnologije omogućavale centralizaciju i koncetraciju kao karakteristike klasične organizacije, 
Internet stvara uslove za decentralizaciju, kao moderan način dizajniranja korporativnih 
organizacija. Ovo je posebno značajno za uslužni sekor, koji funkconiše na drugačijim 
osnovama od tradcionanog industreijskog sektora. 
 
Problem informatičkog paradoksa po pitanju produktivnosti je interesantan i nedovoljno tretiran 
u korporativnom menadžmentu koji egzistira u internet ekonomiji. Uprkos uvreženom 
shvatanju da informaciona tehnologija po pravilu povećava produktivnost, statistika pokazuje 
da informacione tehnologije smanjuju produktivnost, ili da je nedovoljno povećavaju. Analize 
pokazuju da se povećanje kompanijske produktivnosti putem uvođenja informacione 
tehnologije može očekivati u drugoj polovini životnog doba. Ovo su istraživanja u SAD u 
periodu 1975 do 1995 i od 1996 do 2000. godine i kasnije potvrdila. Ipak, problem nije u 
informacionim tehnologijama, već u statistici koja je nastala u industrijskom dobu i koja se nije 
transformisala da odgovori na nove izazove koje nameće informaciona tehnologja, globalizacija 
i ukidanje nacionalnih, carinskih, poreskih i drugih barijera. Već i pojedinačna posmatranja 
uticaja interneta na obavljanje pojedinih radnih aktivnosti i obavljanje radnih zadataka, kao i 
svakodnevna praksa pokazuju da se uvođenjem informacionih tehnologija produktivnost rada 
povećava, te da je u posebnom padu produktivnost statistike kao nauke i delatnost. 
 
Praksa pokazuje da se strategijska konkurentska prednost ne može ostvariti bez primene 
informacionih tehnologija. Kupci su već danas postali svesni funkcionalnih prednosti koje ima 
Internet. Zbog toga, kupci manje tolerišu greške duplih rezervacija, pogrešnog plaćanja, itd. u 
odnosu na raniji period kada su se poslovi obavljali manuelno. Klijenti ne žele da koriste usluge 
kod kompanija koje ne koriste internet. Primeri primene interneta u zdravstveno socijalnim, 
obrazovnim, trgovinskim, bankarskim, turističkim i drugim sistemima to na najbolji način 
potvrđuju. 
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2. ZAKONTOSTI U RAZVOJU INFORMACIONIH TEHNOLOGIJA 

Povezano sa prethodnim je i istraživnje zakonitosti u uvođenju informacionih tehnologija, 
odnosno Interneta, kao revolucionarne tehnološke inovacije u sferi komunikacija. Ove 
zakonitsti su posmatrane sa stanovišta opštih, odnosno posebnih zakonitosti. 
 
U razvoju interneta se pokazuje zakonitost da se Internet razvija od visoko razvijenih ka manje 
razvijenim i nerazvijenim zemljama. U ovoj zakonitosti je značajno to što je raskorak između 
lidera i sledbenika u informatičkoj eri znatno veći nego u industrijskoj, a posebno u odnosu na 
agrarnu civilizaciju. Stoga najrazvijenije zemlje sveta imaju najveći nivo razvijenosti i najveću 
stopu penetracije korisnika interneta, ali i primenu interneta u oblastima koje daju najveći 
benefit. 
 
Istraživanja i analize u ovom poglavlju pokazuju na širenje interneta od razvijenijih ka manje 
razvijenijim delovima zemlje, od urbanih ka ruralnim sredinama, od uspešnijih ka manje 
uspešnim uslužnim organizacijama. Navedena zakonitost nameće potrebu koncipiranja 
posebnih strategija za implementaciju interneta u uslovima manjeg, ili većeg stepena 
razvijenosti. 
 
Kada je u pitanju širenje interneta po dubini i širini korporacije, evidentno je da je njegov smer 
kretanja bio od dna prema vrhu hijerarhijske piramide. Donošenje odluke o uvođenju Interneta 
je bilo i danas se dešava na najvišem korporativnom nivou, dok se njegovo korišćenje sprovodi 
na nižim nivoima. Međutim, donošenje odluke o uvođenju Interneta se projektuje na najvišem 
hijerarhijskom nivou, odnosno na nivou top menadžmenta. Pokazuje se da dobro dizajnirana 
tehnološko organizaciona strana može dovesti do liderstva, koje po pravilu dovodi i do veće 
korporativne uspešnosti.  
 
Najrazvijenije zemlje ispoljavaju i najviši nivo demokratije, posebno kada se imaju u vidu 
ekonomske slobode. Demokratija povoljno utiče na razvoj interneta, koji po prirodi stvari ne 
trpi nacionalne, ili druge birokratske barijere. Navedeno se pretvara u zakonitost, ali i na 
reverzibilnost u kojoj razvijenost interneta proširuje ljudske slobode, što je i prirodno, jer se 
internetom ne može „komandovati”, ne mogu se stvoriti granice i prepreke u komuniciranju, itd. 
Razvojem interneta, odnosno i pored nastojanja čoveka da pronađe „neuronske mreže” u 
informatičkoj eri se mesto i uloga čoveka nije smanjila. Naprotiv, njegova uloga se bitno 
poboljšala, ali u smeru kreiranja savršenijih informacionih tehnologija i njenim boljim 
iskorišćvanjem. Na taj način, čoveku ostaje više vremena za kreiranje ideja, koje su u isto 
vreme jedino svojsvene čoveku kao mislećem biću. 
 
Internet je doprineo razvoju novih tehnologija, ali je mnoge i uništio, sa tendencijom daljeg 
uništvanja. Klasična tehnologija, poput telefona, teleprintera, telegrafa, faksa, televizije i 
organizacije koje su poslovala na njihovim osnovama su marginalizovane, sa perspektivom da 
budu uništene1. 
 
Razvijene zemlje nisu homogene i uravnotežene u korišćenju i razvijanju Interneta. Svim 
razvijenim zemljama je zajedničko to da je Internet, poput drugih tehnologija uveden radi 
širenja dominacije i ostvarivanje veće poslovne uspešnosti. Otkrivanje informacije, kao treće 
obavezne komponente organizacije, nametalo je potrebu da se informacione tehnologije u svom 
nastanku, usmere upravo na njenom pronalaženju, jer je informacija postojala uslov uspešnosti i 
ostvarivanje liderskih pozicija od strane korporacija, odnosno najznačajniji potencijal u svakoj 

                                                           
1 Relativno dobar prikaz prodora IT u zdravstvu, može se videti u HBR, januar-februar 2010. p. 45-46 
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organizaciji. Međutim, informacione tehnologije će zahvaljujući svom usavršavanju, 
informaciju učiniti mnogo jeftinijom, nego što je to bilo u uslovima korišćenja klasične 
tehnologije. Navedeno je i prirodno, jer se danas i ekskluzivne informacije dobijaju relativno 
brzo sa bilo koje tačke zemaljske kugle, a da je novinar ili subjekat njenog otkrivanja često 
nepoznat, pa i nevažan. Komunikacija putem interneta, kao način sporazumevanja i prenošenja 
informacija je sve jeftiniji, sa tendencijom da u bliskoj budućnosti imamo besplatnu 
komunikaciju između Evrope i Amerike.  

3. ISPOLJENI UTICAJI IT   

Analize pokazuju da je razvijanjem informacione tehnologije olakšano prikupljanje, selekcija, 
testiranje i transformisanje podataka u informacije. Međutim, sve ukazuje da je danas najveći 
problem zaštita informacije i da je to mnogo teže nego njeno otkrivanje. Zbog toga u 
savremenim uslovima na značaju dobija čuvanje i zaštita informacija, odnosno iznalaženje 
tehnologija koje će informaciju učiniti što više i duže tajanstvenijom i nedostupnom većem 
broju subjekata, a u cilju ostvarivanja što je moguće većih efekata. U ovom delu se pokazuje i 
najveća slabost informacionih tehnologija, što se može videti iz podataka o porastu sajber 
kriminala, krađi identiteta, itd. 
 
Istraživanja pokazuju da se informaciona tehnologija u razvijenim zemljama sve manje koristi 
za komunikacije, a sve više za kreiranje, transfer, skladištenje i korišćenje informacija i znanja. 
Pored operativnih i izvršnih poslova, Internet i informacione tehnologije u ovim zemljama su 
sve više primenjene u menadžment procesu, odnosno u planiranju i programiranju, 
organizovanju i reorganizovanju, rukovođenju, koordinaciji i korporativnoj kontroli, odnosno u 
pojedinim funkcionalnim područjima, kao što su kadrovski potencijali, razvoj, itd. 
 
Internet je ispoljio radikalan uticaj na tradicionalne oblike života i rada u razvijenim tržišnim 
zemljama. Iako je Internet ispoljio širok i raznovrstan uticaj na sve segmente privrede i društva, 
ipak je poseban uticaj ispoljio na: cene akcija, produktivnosti i konkurentnosti, na zaposlenost, 
plate, državnu administraciju i vojno organizovanje. Pokazuje se da su ovo dosta nerasvetljena 
područja uticaja interneta i drugih tehnoloških inovacija, sa brojnim dilemama i kontraverzama. 
 
Internet je povećao korporativnu i društvenu produktivnost rada, što je očigledno i vidljivo u 
brojnim oblastima života i rada. Stereotip je da je internet povećao produktivnost, smanjivanjem 
ili eliminisanjem živoga rada i da on na taj način stvara tehnološke viškove i nezaposlenost. 
Podaci iz informatički razvijenih zemalja pokazuju da je nezaposlenost u razvijenim zemljama 
na najnižem nivou u poslednjih 30 godina. Dakle, internet je ukinuo veliki broj tehnologija, 
zanimanja i organizacija ali je stvorio nova zanimanja i veći broj radnih mesta i na taj način 
amortizovao nezaposlenost, kao veliki nacionalni, ali i globalni problem. 
 
Internet je povećao plate u visoko razvijenim zemljama. Ova promena je očekivana, jer internet 
tehnologija spada u grupu visokih tehnologija koje zahtevaju visok nvo obrazovanja, veštine i 
sposobnosti u njenoj primeni. Ali i ova promena je i logična, jer se ispostavlja da visoko 
obrazovani, odnosno informatički radnici imaju veće plate u odnosu na plate „plavih mantila“. 
U informatičkoj eri su na dobitku obrazovani i specijalizovani kadrovi. U isto vreme, gubitnici 
su neobrazovani i oni koji nisu spremni da permanentno uče, stariji, odnosno oni koji nisu 
spremni da se menjaju. 
 
Interneta je poseban uticaj ispoljio na mala i porodična preduzeća. On suštinski pruža veće 
šanse malim, pre svega organizacijama iz sektora usluga, nego velikim kompanijama. 
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Zahvaljujući internetu, mali mogu postati veliki, odnosno izaći na internacionalno tržište i sa 
nekoliko zaposlenih ostvarivati veći promet od kompanija koje imaju hiljade zaposlenih. 
Zahvaljujući internetu, smanjeno je učešće 500 najvećih svetskih kompanija na svetu u ukupnoj 
ekonomiji SAD sa 20% 1970. godine na 10% u 2000. godini. Procena je da će to učešće u 2010. 
godini iznositi oko 5%, što znači da je isto smanjeno u poslednjih četiri decenije za četiri puta. 
 
Iako je iza uvođenja revlucionarnih promena tradicionalno stajala država (železnica, električna 
energija, itd), pokazuje se da internet nije ispoljio snažan uticaj u radu države, odnosno njenih 
organa i podsistema. Država je zbog svojih monoploskih i birokratskih pozicija, nepovoljno tlo 
za razvoj interneta, iako on pruža veliki potencija u podizanju državne ekonomije poslovanja, 
odnosno u racionalizaciji poslovanja najglomaznije i najsloženije administracije. Ipak, 
kriterijumi po kojima se ceni uspešnost nacionalnih vlada se manje više svode na elektronsko 
poslovanje, kao što su: postojanje i korišćenje elektronskog registra stanovnika, javne finansije, 
elektronizacija poreskog sistema, carinske administracije, sistema komunikacije, sistemi e-
demokratije, sudski sistem, elektronski registar, itd. 
 
Makro uticaji interneta se neminovno odražavaju i na nivoe korporativnih organizacija. 
Istraživanja pokazuju da je Internet „razorio“ klasičnu organizaciju i od visoko centralizovane i 
koncetrisane stvorio decentralizovane organizacije koje su ponovno integrisane. Nema sumnje 
da su ovo pliće, dinamičnije i fleksibilnije organizacije, posebno u uslužnom sektoru. Dok su 
prethodne revolucionarne tehnologje povećavale obim organizacija, kako bi se smanjili 
troškovi, dotle je internet revidirao kriterijume veličine i smanjio veličnu korporacije, svodeći ih 
na sajt i eventualno jednog čoveka.Tako je integrisana decentralizacija postala sinonim za 
internet. Korporativne organizacije koje ne raspolažu nternetom se često smatraju 
tradicionalnim i zaostalim sa tendencijom da ih klijenti zaobilaze, čime se dovodi u pitanje 
njihova konkurentnost i šansa za opstanak. 
 
Pored navedenog, internet je u visoko razvijenim zemljama promenio korporativni dizajn, 
posebno u uslužnim organizacijama, odnosno smanjio „raspon organizacije“ i korporativne 
uslužne organizacije učinio „plitkim“. Ukidanjem hijerahijskih pozicija koje su se zasnivale na 
vlasti i moći, stvoreni su veći kapaciteti u teritorijalnoj i predmetnoj decentralizaciji, kao 
kvalitetnijim oblicima uslužnog organizovanja. U navedenim okolnostima, internet je centar 
izmestio na periferiju, a centralna osa svih zbivanja je Kupac. U mrežnoj, odnosno internet 
ekonomiji, svako se mora osećati kao da je u centru. Time se dolazi do situacije u kojoj svetom 
neće dominirati SAD, Kina, ili neka druga zemlja, već Internet. 

4. REZIME 

Informaciona tehnologija, odnosno internet su danas postali snažana alatka u povećanju 
korporativne uspešnosti. On je radikalno izmenio i korporativna funkcionlna područja i 
omogućio korporativnom menadžmentu da živi sa permanentnim promenama. Njegove 
mogućnosti nisu ni izdaleka iskorišćene, pre svega u upravljačkim procesima i u uslužnim 
organizacijama, iako je razvoj informatičke tehnologije višestruko nadmašio sve druge 
tehnološke inovacije. To potvrđuje i Robert Gringlsley konstatacijom „Da su se automobili 
razvijali kao kompjuteri, danas bi ROLLS-ROYCE koštao 100 dolara, trošio bi 10 litara na 
milion kilometara, eksplodirao bi jednom godišnje i ubio sve unutra“. 
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1. UVOD 

Ljudi katkad miješaju korupciju s nesposobnošću i sporošću državne uprave. Građani u 
Hrvatskoj pokušavaju objasniti različite probleme s kojima se susreću u korištenju usluga 
državne uprave, pa je tako jedno od mogućih objašnjenja i pretpostavka da je netko negdje 
korumpiran. Zbog toga se previše stvari naziva ‘korupcijom’.  
Organizacije i društva mogu funkcionirati samo uz određeni stupanj depersonaliziranog, 
implicitnog povjerenja. Oslanjamo se na to da će se drugi ponašati u skladu s pravilima – 
imamo povjerenje u njih. Međutim, neki članovi društva – ili organizacije – mogu se ponašati 
oportunistički i odlučiti da to povjerenje iskoriste u vlastitom interesu. Oni zloupotrebljavaju 
moć koja im je dodijeljena, s ciljem da zadovolje svoje vlastite interese. To je korupcija. 
Cilj ovog rada je sistematizirati i obraditi nacionalne dokumente koji reguliraju područje 
suzbijanje korupcije u Republici Hrvatskoj. 
Svrha rada je ocijeniti značaj i rezultate primjene nacionalnih dokumenata na percepciju o 
korupciji u Republici Hrvatskoj. 
Polazna hipoteza rada je: „korupciju je moguće smanjiti uz afirmaciju nulte tolerancije na 
korupciju“. 
Prilikom izrade rada korištene su deskriptivna (opisna)  analitička, genetička, komparativna, 
matematička, sinteza analiziranih rezultata i grafička metoda. Rad je podijeljen u pet osnovnih 
poglavlja. U prvom je uvod u rad gdje su definirani cilj, svrha i hipoteza rada, zatim su 
navedene korištene metode i tehnike i struktura rada. U drugom poglavlju pod naslovom 
Korupcija, obrađene su četiri tematske jedinice: definiranje pojma, vrste, uzroci i posljedice te 
mjerenje korupcije. U trećem poglavlju kojemu je naslov Nacionalne mjere suzbijanja 
korupcije, obrađuju se Strategije suzbijanja korupcije, Akcijski planovi uz strategiju suzbijanja 
korupcije, Nacionalne strategije stvaranja poticajnog okruženja za razvoj civilnog društva, 
Antikorupcijski program za trgovačka društva u većinskom državnom vlasništvu te Institucije 
zadužene za suzbijanje korupcije na nacionalnoj i lokalnoj razini. Četvrto poglavlje ima naslov 
Suzbijanje korupcije u Republici Hrvatskoj, iza kojeg slijedi, prije popisa literature, zaključak 
koji čini peto poglavlje. Iza zaključka i popisa literature nalazi se i popis slika. 

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 

Student Works 
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2. KORUPCIJA 

Korupcija postoji otkako postoji i državno organiziranje ljudske zajednice, a njezina prisutnost 
kroz povijest sve do današnjih dana potvrđuje da je korupcija svojstvena svim državnim 
uređenjima bez obzira na politički ustroj, regionalnu ili vjersku pripadnost. Korupciju je 
nemoguće u potpunosti iskorijeniti, ali je se može suzbiti političkom voljom, pravnim normama 
i promicanjem antikorupcijskog svjetonazora. Korupcija je prikrivena pojava te se stoga 
prisutnost korupcije ne može precizno izmjeriti, niti postoji jedinstveno poimanje što su 
korupcijska djela. Dodatni problem predstavlja nejednaki tretman pojave korupcije i legalnosti 
njezinih pojedinih oblika u kaznenom pravu u svijetu. 

 
 
 
 
 
 
 
 
 

Slika 1 - Edukacija javnosti  

3. NACIONALNE STRATEGIJE SUZBIJANJA KORUPCIJE 

Za učinkovitu borbu protiv korupcije nije dovoljna samo represija. Suvremeni trendovi 
suzbijanja korupcije sve više se okreću prevenciji na način da se prepoznaju rizici nastanka 
korupcije te ih se preventivnim mjerama nastoji ukloniti, odnosno pravovremenim usvajanjem 
zakona, izgradnjom institucija i osvješćivanjem građana i medija nastoji se preduhitriti i 
spriječiti korupciju prije nego do nje uopće i dođe. 
Republika Hrvatska je u ožujku 2002. godine počela strateški promišljati o borbi protiv 
korupcije donošenjem Nacionalnog  programa za borbu protiv korupcije s Akcijskim planom. 
Budući da ovaj prvi Nacionalni program nije bio proveden u zadovoljavajućoj mjeri, 2006. 
godine je donesen novi Nacionalni program suzbijanja korupcije 2006.-2008. Tijekom provedbe 
ovog Nacionalnog programa započeta je izgradnja institucionalnog okvira u tijelima državne 
uprave sa zadaćom da se specijaliziraju u borbi protiv različitih pojavnih oblika korupcije. 
U tijeku završne godine provedbe Nacionalnog programa za suzbijanje korupcije 2006.-2008. 
Vlada RH je odlučila pristupiti izradi višegodišnje Strategije i pripadajućeg akcijskog plana.  
 
Strateški dokumenti u Republici Hrvatskoj: 

1. Strategija suzbijanja korupcije, usvojena od Hrvatskog Sabora 19.06.2008.g., NN br. 
75/08.  

2. Akcijski plan uz Strategiju suzbijanja korupcije, usvojen od Vlade RH 26.06.2008.g. 
3. Revidirani Akcijski plan uz Strategiju suzbijanja korupcije, usvojen od Vlade RH 

18.03.2010. g. 
4. Nacionalna strategija stvaranja poticajnog okruženja za razvoj civilnog društva 2006.- 

2011. g. 
5. Antikorupcijski program za trgovačka društva u većinskom državnom vlasništvu za 

razdoblje 2010.- 2012.g., usvojen od Vlade RH 26.11.2009.g. 

http://www.antikorupcija.hr/lgs.axd?t=16&id=91
http://www.antikorupcija.hr/lgs.axd?t=16&id=92
http://www.antikorupcija.hr/lgs.axd?t=16&id=537
http://www.antikorupcija.hr/lgs.axd?t=16&id=490
http://www.antikorupcija.hr/lgs.axd?t=16&id=490
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Slika 2 - Shematski prikaz sustava za suzbijanje korupcije 

 

 
Slika 3 - Preventiva protiv korupcije – osobe i tijela unutar i van trgovačkih društava 
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4. SUZBIJANJE KORUPCIJE U REPUBLICI HRVATSKOJ 

Tri pitanja su presudna za ocjenu sposobnosti hrvatskog društva da se odupre korupciji, a 
najgori je stav koji polazi od pretpostavke da su svi korumpirani i da nema smisla boriti se. 
Prvo pitanje je Postoji li korupcija i kako se na nju gleda, a  drugo – koliko je  korupcija 
raširena i u kojim područjima je najprisutnija i najštetnija? Kada su poznati odgovori na prva 
dva pitanja može se zaključiti sa trećim, a to je i temelj svih aktivnosti koje čekaju hrvatsko 
društvo – Što sve još treba  učiniti u borbi sa korupcijom?  
Upravo kroz odgovore na ta tri pitanja možemo pratiti i odnos hrvatskog društva prema 
korupciji u  proteklih 20 godina hrvatske samostalnosti. 
 

 
Slika 4 - IPK – Indeks percepcije korupcije – Hrvatska kroz godine 

 

5. ZAKLJUČAK 

Hrvatska danas još uvijek nije zemlja znanja, dovoljne pravednosti i odgovorne vlasti. 
Korupcija, kriminal i neprovedba zakona građanima ne omogućavaju jednake šanse. U uvjetima 
recesije, nelikvidnosti i porasta nezaposlenosti  rastu i korupcijski rizici pa je neophodno još 
jače iskazati  snažnu političku volju i to djelima, i pojačati  sve aktivnosti svih nositelja 
Strategije i Akcijskog plana u cilju prevencije, ranog otkrivanja i brzog procesuiranja svakog 
koruptivnog ponašanja.  
Kretanje ka decentralizaciji, javnoj odgovornosti i demokratskim oblicima vladavine na 
lokalnom nivou dobiva sve veći zamah. U tom kontekstu, jasno se prepoznaju ogromni gubici 
uzrokovani korupcijom, na što posebno upozorava Svjetska banka, kao i hitna potreba da se 
stane na put zloupotrebama od strane lokalnih vlasti. U RH potrebno je hitno poduzimanje 
akcija, mjera i formiranje tijela koje bi bilo zaduženo za donašanje Strategije o suzbijanju 
korupcije u lokalnoj i regionalnoj samoupravi. 
 Hrvatski put u suzbijanju korupcije, iako je bio primarno iniciran i motiviran 
potrebama pripreme za ulazak u EU, je dobar ali spor, te ga je sad potrebno usmjeriti i na 
lokalnu razinu. Zato predlažemo kao moguću smjernicu i temu za nastavak obrade ovog 
seminarskog rada „Prevencija i suzbijanju korupcije u lokalnoj i regionalnoj samoupravi u RH“. 
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Аннотация: статья посвящена исследованию особенностей внедрения принципов 
корпоративной социальной ответственности в практику деятельности украинских 
компаний; авторы предлагают систему показателей для оценки результативности и 
эффективности мероприятий в этой сфере. 

Ключевые слова: корпоративное управление, корпоративная социальная 
ответственность, оценивание КСО, КСО-зрелость потребителей. 

1. ВВЕДЕНИЕ 

На протяжении последних нескольких лет в Украине одним из наиболее проблемных и 
часто дискутируемых вопросов стала интеграция в Европейское экономическое 
сообщество. Возможные пути устранения существующих барьеров на пути такой 
интеграции активно обсуждаются на государственном уровне. Однако многие 
существующие проблемные вопросы в этой сфере необходимо решать на уровне 
предприятий, которые должны гармонизировать стандарты своей деятельности с 
мировыми. Одним из таких вопросов является внедрение в практику управления 
крупными компаниями в Украине мировых стандартов корпоративного управления и 
корпоративной социальной ответственности (КСО), в частности, стандарта ISO 
26000:2010. Промедление в этом вопросе негативно влияет на инвестиционную 
привлекательность отечественных корпораций, увеличивает стоимость привлечения 
инвестиций, в том числе для реализации целей устойчивого развития. Одним из 
объективных сдерживающих факторов является неготовность, а иногда, и нежелание 
отечественных предприятий инвестировать в КСО, интегрировать принципы КСО в 
систему корпоративного управления. Хотя в современном мире корпорации, 
действующие в сфере массового производства на глобальных рынках, активно внедряют 
КСО, формируя, таким образом, уникальные конкурентные преимущества, которые 
помогают осуществлять наступательные и защитные конкурентные стратегии. Частично, 
низкий уровень внедрения принципов КСО в практику корпоративного управления 
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объясняется несовершенством методических подходов к оценке уровня КСО, 
результативности и эффективности целевых программ корпораций в сфере КСО. Этот и 
обусловило актуальность нашего исследования. 

2. РЕЗУЛЬТАТЫ ИССЛЕДОВАНИЯ 

Корпоративная социальная ответственность - это система обязательств корпорации перед 
субъектами среды, на реализацию интересов которых она влияет, и поведение которых 
является источником дополнительных рисков в процессе достижения стратегических 
целей ее деятельности. Одновременно КСО – это философия и концепция ведения 
бизнеса, призывающая к ответственному поведению корпорации в вопросах построения 
системы отношений со своими стейкхолдерами, которые должны быть 
взаимовыгодными и способствовать реализации целей устойчивого развития. Внедрение 
КСО позволяет снизить риски ухудшения взаимоотношения с ключевыми группами 
стейкхолдеров, гармонизировать процессы реализации их интересов и целей развития 
корпорации. Поэтому КСО – это, фактически, система страхования рисков 
корпоративного управления: к социально-ответственным компаниям более лояльны  
инвесторы (акционеры), персонал, клиенты, партнеры.   
Однако, внедрение КСО по формам и направлениям, оговоренным в стандарте ISO 
26000:2010, ставит вопрос о степени готовности предприятий к тем или иным 
мероприятиям в сфере социальной ответственности,  их целесообразности для бизнеса. К 
сожалению, к такой низкой оценке необходимости КСО руководителей предприятий 
подталкивает невысокий уровень развития в стране институтов гражданского общества, 
отсутствие доверия во взаимоотношениях бизнеса и государства, а также низкий уровень 
КСО-зрелости украинского потребителя. В результате ни государство, ни общество, ни 
потребители не мотивируют корпорации задумываться над необходимостью широкого 
внедрения принципов КСО в свою деятельность, а те немногочисленные примеры 
компаний, которые активно внедряют такие принципы, скорее можно отнести к удачным 
примерам заимствования зарубежных технологий управления. Многие социально-
ответственные компании – это подразделения транснациональных корпораций, которые 
работают в Украине, и которые материнские компании фактически заставляют внедрять 
КСО.  
По нашему мнению, решение о целесообразности внедрения компанией принципов КСО 
должно приниматься с учетом степени восприятия потребителями КСО-мероприятий 
корпораций и влияния реализации и структуры таких мероприятий на лояльность 
потребителей. Иными словами, КСО-зрелости потребителя. Если на принятие 
потребителем решения о покупке не влияет уровень социальной ответственности 
компании, то компании и не целесообразно заниматься такими вопросами. В Украине, 
степень КСО-зрелости потребителей является низкой. В глазах потребителей КСО 
ассоциируется, в первую очередь, с благотворительностью, и поэтому 
наличие/отсутствие у компании политики в сфере КСО практически не влияет на уровень 
лояльности к ней потребителей. Отчеты по корпоративной социальной ответственности 
(нефинансовую отчетность) рассматривают только специалисты, широкого интереса к 
ним со стороны стейкхолдеров не наблюдается. Законодательство не требует от 
корпораций готовить такие отчеты. Нередко КСО-мероприятия корпораций 
ориентированы даже не на привлечение новых потребителей, а на увеличение лояльности 
граждан к политикам, которые владеют крупными корпорациями [1]. 
По нашему мнению, различия в уровне КСО-зрелости потребителей в разных странах 
обусловлены степенью удовлетворения первичных потребностей потребителей, и, 
соответственно, степенью социально-экономического развития страны, уровнем жизни 
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ее граждан, который, в конечном счете, определяет и их потребности, и видение, какую 
ответственность должны нести корпорации по отношению к обществу и его гражданам. 
В Украине уровень удовлетворения первичных потребностей населения является низким: 
заработные платы намного ниже европейских, уровень доходов большинства граждан 
позволяет им покупать только самое необходимое (таблица 1), уровень фактической 
безработицы также высокий. 
 

Таблица 1: Динамика среднемесячной заработной платы в Украине  
(по видам экономической деятельности) в 2006-2011 годах [2] 

на одного штатного работника, в евро 
Вид деятельности 2006 2007 2008 2009 2010 2011 

Всего 156,65 181,52 166,37 166,48 211,76 255,68 
Сельское хозяйство, охота  83,22 98,49 99,12 105,34 135,25 174,79 
Лесное хозяйство  128,06 147,80 120,77 117,13 169,01 223,34 
Рыболовство, рыбоводство  91,34 96,87 84,11 89,79 112,64 132,94 
Промышленность 182,38 208,80 185,81 184,91 244,01 302,97 
Строительство 171,55 199,66 168,76 131,98 165,89 218,59 
Ремонт автомобилей, бытовых 
изделий и предметов личного 
потребления 135,13 153,84 139,47 136,69 177,24 227,13 
Гостиницы и рестораны 110,60 126,84 112,48 110,67 137,61 172,56 
Транспорт и связь 199,84 224,38 203,31 210,41 257,82 304,72 

наземный транспорт 184,64 210,00 187,56 185,69 222,73 262,09 
водный транспорт 164,48 189,72 177,24 211,46 282,51 332,88 
авиационный транспорт 308,94 363,31 374,10 445,98 640,68 848,90 
дополнительные 
транспортные услуги и 
вспомогательные операции 227,68 251,52 226,34 230,33 281,47 333,27 
почта и связь 179,22 199,52 179,63 195,65 230,30 263,06 

Финансовая деятельность 308,49 372,18 345,17 352,70 435,16 518,54 
Операции с недвижимым 
имуществом, аренда, инжиниринг 
и предоставление услуг 
предпринимателям 179,53 214,30 192,07 194,87 230,40 285,01 

из них исследования и 
разработки 199,09 233,92 215,19 223,25 271,82 317,54 

Государственное управление 237,46 248,83 237,76 219,50 259,81 296,46 
Образование 121,29 142,42 133,39 140,71 178,66 202,08 
Здравоохранение и 
предоставление социальной 
помощи 99,02 117,03 108,42 114,16 154,26 172,65 
Предоставление коммунальных и 
индивидуальных услуг, 
деятельность в сфере культуры и 
спорта 124,60 146,45 139,19 155,74 195,31 231,11 

 из них деятельность в 
сфере культуры и спорта, 
отдыха и развлечений 126,71 149,01 142,88 163,33 207,51 242,76 

Примечание: заработная плата пересчитана в евро по официальному курсу 
Национального банка Украины 
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Кроме того, отличительными особенностями социальной культуры украинцев является 
патернализм, фрирайдерство; поэтому от крупных корпораций большинство граждан 
ожидает, в первую очередь, благотворительности, другими словами - дополнительных 
трансфертов, которые должны компенсировать недополученную часть средств от 
государства. В свою очередь, руководители многих предприятий также считают, что 
платят в бюджет достаточно денег, чтобы социально-ориентированные программы 
осуществлялись только за государственные средства (например, экологические проекты 
только за счет уплаченного предприятиями в бюджет экологического налога). Даже свои 
безусловные обязательства по своевременной выплате заработной платы руководители 
многих предприятий в Украине не спешат выполнять, часто мотивируя такие действия 
сложной экономической ситуацией в государстве, а не собственным неэффективным 
управлением, что полностью противоречит духу корпоративной социальной 
ответственности. В частности, по данным Госкомстата Украины по состоянию на 
01.01.2012 г. задолженность по заработной плате предприятий всех форм собственности 
в Украине составляла 95 млн. евро [3]. Такая ситуация обусловливает преобладание 
финансовой составляющей в структуре КСО-мероприятий корпораций, которые, 
главным образом, предполагают благотворительность и предоставлением финансовой 
помощи наиболее социально-незащищенным слоям населения. В такой системе 
работники компаний скорее оценят небольшую премию от руководства, чем установку 
на заводе новых очистных сооружений или внедрение инновационных продуктов, 
которые улучшают качество жизни людей. 
В странах Европы уровень средней заработной платы большинства граждан является 
вполне достаточным для удовлетворения своих первичных потребностей, поэтому 
гораздо большее значение в системе ценностей людей занимают вопросы этики ведения 
бизнеса, уважения прав человека, соответствия технических условий производства 
стандартам качества, охраны природы. Такая система ценностей влияет на поведение 
потребителей и поэтому компании мотивированы больше внимания уделять 
формированию и реализации политики в  сфере КСО. Таким образом, уровень КСО-
зрелости потребителя становится определяющим фактором при определении 
оптимальной структуры КСО-мероприятий корпорации. КСО зрелость потребителя 
должна определяться как интегральный показатель, учитывающий структуру 
потребления, доходов и расходов населения в стране,  уровень сбережений, уровень 
удовлетворения базовых потребностей людей. Если базовые потребности членов 
общества недостаточно удовлетворены, то корпорациям будет достаточно 
сконцентрироваться на вопросах благотворительности, обеспечения своевременной 
выплаты заработной платы и уплаты налогов, формировании социально-
ориентированной ценовой политики, так как дополнительные инвестиции корпорации в, 
например, обеспечение экологической ответственности, потребители не оценят (не 
станут покупать больше продуктов компании) [1]. Ориентация на показатель КСО-
зрелости потребителей при планировании структуры КСО - мероприятий компании 
позволит менеджменту вариативно подходить к построению политики в сфере КСО на 
рынках разных стран, оптимизировать бюджеты на цели КСО и одновременно увеличить 
лояльность потребителей, повысить конкурентоспособность компании. 
Важным этапом формирования планов КСО-мероприятий является определение 
составляющих взаимовыгодного сотрудничества корпорации и ее стейкхолдеров в 
рамках реализации КСО-программ. Для этого необходимо определить стейкхолдеров 
корпораций, на которых будут направлены мероприятия КСО-программ, а также 
оценить, какие дополнительные выгоды получит корпорация от реализации таких 
программ в отношении каждого стейкхолдера. Фактически, можно говорить о том, что 
посредством КСО-программ корпорация связывает себя со стейкхолдерами отношениями 
взаимовыгодного сотрудничества: инвестируя в такие программы корпорация ожидает 
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адекватной обратной связи, стимулов. Поэтому, такие отношения со стейкхолдерами 
строятся по принципу «взносов – стимулов»: корпорация инвестирует в улучшение 
отношений с конкретной группой стейкхолдеров (взнос), и ожидает от стейкхолдера 
обратной связи (стимул), форма которой может быть различной (например, увеличения 
доходов от реализации продукции как следствие увеличения лояльности потребителей). 
На рис.1 представлен пример такого построения взаимоотношений между корпорацией и 
ее стейкхолдерами в рамках формирования и реализации КСО-программ.  Как видим, 
объектами влияния программ корпораций в сфере КСО могут быть организации разных 
уровней, целевые группы потребителей, персонал, партнеры по бизнесу. Все КСО-
мероприятия компаний имеют целью получение определенного результата и отдачи, 
которая будет соответствовать целям и стратегии развития конкретного бизнеса. Не 
обязательно мероприятия компании в сфере КСО будут направлены на всех 
стейкхолдеров: в украинской практике чаще всего - это 2-3 объекта. При этом, к 
внутренней сфере социальной ответственности бизнеса можно отнести: безопасность 
труда, стабильность оплаты труда, поддержку достойного уровня заработной платы, 
дополнительное медицинское и социальное страхование работников, развитие 
творческого потенциала работников через обучающие программы и программы 
повышения квалификации, оказание помощи в кризисных ситуациях. Внешняя сфера 
социальной ответственности бизнеса требует: спонсорства и благотворительности, 
заботы об охране окружающей среды, построения эффективного взаимодействия с 
обществом, государством, местной властью, ответственности перед потребителями 
товаров и услуг.  

  
Рисунок 1: Основа построения взаимоотношений между корпорацией и ее  

стейкхолдерами в рамках формирования и реализации КСО-программ  
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Формирование конкретных направлений деятельности в рамках КСО-программ должно 
осуществляться в соответствии с целями и приоритетами развития организации. Важной 
составляющей этого процесса является оценка результативности мероприятий компании 
в сфере КСО. С этой целью можно использовать разные подходы, в частности, 
заимствованные за рубежом. Однако, изучив адаптированные к реалиям экономики 
Украины подходы к оценке результативности мероприятий компаний в сфере КСО [5], 
[6], [7], мы пришли к выводу, что они, все же, не в полной мере учитывают 
отечественную посткризисную специфику целей и мотивации корпораций к внедрению 
КСО. Поэтому, на основании обобщения имеющихся подходов, изучения особенностей 
формирования и реализации программ в сфере КСО на отечественных промышленных 
предприятиях, нами предложены следующие направления исследования 
результативности КСО- мероприятий компаний: 
 
1. Сфера внутренней ответственности корпорации перед персоналом предприятия: 

• социальная структура персонала; 
• уровень образования персонала (доля персонала с высшим образованием в 

общей численности); 
• структура компенсационного пакета, предлагаемого работникам; 
• количество работающих, имеющих медицинскую страховку; 
• уровень лояльности работников к работодателю; 
• действенность системы мотивации (степень удовлетворения персонала 

существующей системой мотивации); 
• текучесть кадров; 
• соответствие условий труда технической и нормативной документации, 

стандартам и международным требованиям; 
• финансирование мероприятий, направленных на профилактику и 

предотвращение несчастных случаев на производстве; количество несчастных 
случаев на производстве; 

• количество работников, прошедших переподготовку и переквалификацию в 
высших учебных заведениях за счет предприятия; 

• зафиксированные факты нарушения трудовой дисциплины. 
 
2. Сфера экономической ответственности корпорации перед инвесторами и 
государством: 

• имущественная ответственность (коэффициент износа основных средств, 
коэффициент обновления основных средств); 

• ликвидность, платежеспособность и кредитоспособность предприятия (текущий 
коэффициент покрытия, коэффициент быстрой и абсолютной ликвидности); 

• обеспеченность оборотными средствами (коэффициент оборачиваемости 
активов, коэффициенты оборачиваемости дебиторской и кредиторской 
задолженности, товарно-материальных запасов, показатели длины финансового 
и операционного циклов); 

• доходность (рентабельность основной деятельности, объем дохода от 
реализации продукции, объем чистого дохода); 

• структура расходов предприятия (объем совокупных расходов в структуре 
доходов, общий объем налоговых отчислений (включая НДС), отчисления на 
оплату труда и социальные отчисления в общей структуре расходов; объемы 
финансирования объектов социально-культурного назначения и участия в 
финансировании строительства местной инфраструктуры). 
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3. Сфера экологической ответственности корпорации перед обществом и 
государством: 

• экономия потребления природных ресурсов (%); 
• повторное использование и утилизация отходов (%); 
• экологическая безопасность производства и продукции (количество наложенных 

штрафов); 
• количество выбросов СО2 (т СО2/ТДж или %); 
• финансирование общегосударственных или местных целевых программ 

экологической направленности; 
• сумма отчислений на природоохранные мероприятия (уплаченные налоги в 

государственный и местный бюджет, дополнительные отчисления на 
природоохранные мероприятия). 

 
4. Сфера ответственности перед обществом: 

• участие в поддержке и развитии инфраструктуры региона (тыс. грн.); 
• участие в привлечении инвестиций в страну (тыс. грн.); 
• инновационная активность, внедрение инноваций; 
• финансирование программ благотворительности (тыс. грн.); 
• финансовая поддержка малоимущих слоев населения (количество льготников и 

сумма, на которую предоставлена материальная помощь); 
• уровень соответствия товаров и услуг корпорации международным стандартам 

качества. 
 
Безусловно, приведенный выше перечень направлений исследования результативности 
КСО-программ предприятий не может рассматриваться, как исчерпывающий. В то же 
время он отображает реальные потребности предприятий и их собственников к оценке 
таких программ на нынешнем уровне развития концепции корпоративной социальной 
ответственности бизнеса в Украине. 

3. ЗАКЛЮЧЕНИЕ 

Таким образом, можно сделать вывод, что на сегодня темпы внедрения принципов  
корпоративной социальной ответственности в практику ведения бизнеса в Украине 
являются недостаточными. Это обусловлено социально-экономическими условиями, 
непониманием руководителями предприятий и их собственниками важности учета 
рисков возможного ухудшения отношений с ключевыми группами стейкхолдеров. 
Инвестирование в КСО требует усовершенствования методики оценки отдачи таких 
инвестиций. Определенные методические разработки в этой сфере, учитывающие 
специфику отечественной бизнес-среды, предложены авторами в данной публикации.   
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Rezime: Novi globalni trendovi i zahtevi tržišta doprineli su razvoju novih oblika putovanja, a 
naročito u vazdušnom saobraćaju. Nastanak prvih low cost avio-kompanija se vezuje za kraj 
prošlog veka sa ciljem da se omogući velikom broju ljudi da koriste usluge vazdušnog 
saobraćaja, odnosno da se predstavi novi model poslovanja koji je suprotan onom modelu da je 
putovanje avionom veliki luksuz. Novi koncept low cost avio-kompanija postaje sve popularniji 
zbog smanjenja troškova radi ostvarivanja većeg profita. U osnovi, ove kompanije pružaju 
manje propratnih usluga (najosnovnija je prevoz putnika ,,od tačke do tačke“), što smanjuje 
njihove troškove i povećava mogućnost da ostvare profit ili da opstanu u uslovima globalne 
finansijske krize, odnosno u situaciji kada se mnoge tradicionalne avio-kompanije nalaze u 
velikim problemima i pred mnogim izazovima. Da li je jedini način opstanka na tržištu primena 
biznis modela low cost avio-kompanija? 
Primena novih tehnologija zauvek je izmenila avio-industriju, ali na koji način? Koliki je značaj interneta 
i kako on utiče na poslovanje low cost kompanija? Koje su dalje tendencije tehnološkog razvoja avio-
industrije? 

Ključne reči: low cost avio-kompanije, biznis model, troškovi, internet, nove tehnologije 

1. ŠTA SU LOW COST AVIO-KOMPANIJE? 

Nisko-tarifne ili low cost avio-kompanije su kompanije koje u svom poslovanju imaju za 
primarni cilj da bezbedno i jeftino prevezu veliki broj putnika do njihovog planiranog odredišta. 
Strategija ovih kompanija je smanjenje što većeg broja troškova. Za razliku od komercijalnih 
avio-kompanija, ove kompanije pružaju manji broj propratnih usluga što se odražava i na same 
cene karata. Drugim rečima, one pružaju ograničene usluge u vidu limitirane količine prtljaga, 
hrana i piće se dodatno plaćaju, kartu je moguće kupiti samo on-line i dr. Ciljno tržište su 
putnici, mahom mlada populacija, kojima je najbitnije da jeftino stignu na svoje odredište. Da 
bi smanjile troškove poslovanja i transporta putnika, low cost kompanije lete na manje i 
udaljene aerodrome, jer su cene taksi na njima daleko manje (što se odražava i na niže cene 
karata), a često su i oslobođene njihovog plaćanja, jer mali i nerazvijeni aerodromi vide njihov 
dolazak kao šansu za sopstveni razvoj.  
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Sa porastom obima vazdušnog saobraćaja, raste i broj low cost avio-kompanija. One su danas 
globalno rasprostranjene i posluju u svim regionima sveta. Najveće su Northwest, Ryanair, 
Easy jet, Air Asia, Kingfisher Red, Jetstar Airways, Wizzair i dr. 
 
Regionalni razvoj low cost avio-kompanija u Evropi 
Na tržištu Evrope, koje beleži stalan rast, vodeće tri low cost avio-kompanije su Ryanair, 
Wizzair i Air Berlin. Između njih vlada velika konkurencija i manje kompanije teško da mogu 
da ih prate. Zbog toga one često pribegavaju strategiji udruživanja. Drugim rečima, veće low 
cost kompanije preuzimaju manje, najčešće konkurentske. Zemlje koje su u poslednjoj deceniji 
zabeležile najveći rast broja putnika su uglavnom nove članice EU. U njima su najveće low cost 
avio-kompanije Evrope otvorile svoje baze, doprinele razvitku regionalnih i manjih aerodroma, 
a samim tim došlo je i do rasta broja putnika. No, povećanju broja putnika doprineli su mnogi 
faktori. Došlo je do veće mobilnosti kretanja stanovništva, bolji uslovi poslovanja za same 
kompanije, ekonomski rast novih članica EU, više slobodnog vremena, kao i psihološki faktori. 
Manje cene prevoza dovele su do povećanja želje i realne mogućnosti da stanovnici Evrope 
putuju do mnogih destinacija, upravo low cost kompanijama. Da bi odgovorile novom trendu i 
rastu konkurencije, komercijalne avio-kompanije su počele da snižavaju cene svojih karata. 
Mnoge komercijalne avio-kompanije su takođe započele da preuzimaju model i strategije 
(suočene sa velikim troškovima i gubicima) low cost kompanija, što je veoma značajno u 
savremenim uslovima koje diktira nova finansijska kriza. Jedan od primera je SAS koji je počeo 
da naplaćuje hranu i piće na svim svojim letovima i da ograničava svoje usluge.  
Pored tržišta Zapadne Evrope koje je veoma razvijeno, veliki rast beleži tržište Istočne Evrope. 
Njegovom rastu doprinose povećanje migracije stanovništva (studiranje, privremeni rad, 
turizam), zatim nove tendencije biznis ulaganja, otvorenije ,,granice“ Zapadne Evrope (mahom 
olakšan ili ukinut vizni režim), a neke zemlje ovog regiona su postale i članice EU.  
Infrastruktura zemalja Istočne Evrope, posebno saobraćajna, je počela da se razvija, što 
poboljšava uslove poslovanja, a samim tim ove zemlje postaju atraktivnije za inostrana ulaganja 
i razvoj mnogih privrednih grana, a naročito turizma. Zbog toga su low cost kompanije 
(naročito Wizzair) otvorile mnoge linije koje povezuju ova dva regiona i beleže konstantan rast 
u broju prevezenih putnika. 
Kada govorimo o Srbiji, zabeležen je rast broja putnika u vazdušnom saobraćaju (2011. 
prevezeno je 3 124 633 putnika, što je rast od 15,8% u odnosu na 2010.)1. Jedan od faktora rasta 
broja putnika je i dolazak novih low cost kompanija na tržište Srbije. Wizzair je otvorio veliki 
broj linija sa beogradskog aerodroma i učinio ga jednom od svojih baza.  

2. BIZNIS MODEL LOW COST AVIO-KOMPANIJA  
Glavna strategija ovih kompanija je smanjenje troškova i pružanje mogućnosti da veliki broj 
ljudi putuje uz povoljne cene karata. Njihov cilj je da sprovedu uspešnu strategiju i obezbede 
konkurentnost na tržištu, kao i ostvarivanje profita uz povećanje broja putnika. Smanjenje 
troškova se obezbeđuje smanjenjem usluga u svim segmentima osim kada je reč o bezbednosti.  
Bezbednost kao jedan od segmenata biznis modela je važna u avio-industriji i podleže brojnim 
zakonima i regulativama. Ipak, neki ljudi su skeptični po pitanju bezbednosti low cost avio-
kompanija, jer smatraju da smanjenje troškova utiče i na samu bezbednost aviona. Ali, ako 
pogledamo prosečnu starost letelica low cost kompanija, ona je u većini slučajeva manja od 
ostalih (tradicionalnih) avio-kompanija. Sa druge strane, politika low cost kompanija je ,,držati 
avion u vazduhu što duže“, dovodi do veće eksploatacije aviona. Prema istraživanjima ECA-a 
(European Cockpit Association)2, piloti low cost kompanija provode 25% više vremena u 

                                                           
1 Podaci preuzeti sa sajta www.beg.aero 
2 Swen Groß i Alexander Schröder, Handbook of Low Cost Airines, ESV GmbH, 2007. str. 33 
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vazduhu, a zarađuju 25% manje u odnosu na svoje kolege iz komercijalnih avio-kompanija. 
Dakle, možemo zaključiti da low cost kompanije posluju na granicama regulativa i zakona koje 
propisuju vazduhoplovne vlasti. I pored toga, prema istraživanjima3, 90% ljudi veruje u visok 
kvalitet bezbednosti low cost avio-kompanija. U prilogu tome, nisu zabeleženi veći incidenti sa 
njihovim avionima u novije vreme.  
Ako uporedimo troškove između low cost i komercijalnih avio-kompanija, jedina dva segmenta 
gde ne postoji ušteda su gorivo i kontrola vazdušnog saobraćaja. U svim ostalim segmentima 
troškova jedne avio-kompanije (posada, takse, zemaljske usluge, distribucija, ketering itd.), low 
cost kompanije ostvaruju veće uštede od komercijalnih. Efikasno upravljanje kvalitetom 
doprinosi smanjenju troškova i povećanju profita kao i sam biznis model koji je nastao iz više 
modela različitih low cost avio-kompanija na različitim stupnjevima razvoja. 
Prema Svenu Grosu i Aleksandru Šrederu, biznis model low cost kompanija sa sastoji iz 
nabavke i dobavljača (obuhvata avione, aerodrome, ketering, gorivo,usluge čišćenja i 
održavanja aviona i dr.), zatim procesa upravljanja (strategija planiranja letova i politika prema 
zaposlenima) i marketinga (politika cena, politike distribucije i komunikacije). Većina low cost 
kompanija iznajmljuje ili kupuje avione na lizing od dva najveća svetska proizvođača Airbus-a i 
Boeing-a. Impozantan je broj novih naručenih letelica od strane najvećih kompanija 
(Norwegian ima u planu da naruči oko 222 novih aviona kao deo ambicije da postane jedna od 
vodećih avio-kompanija)4. Prisutna je i borba između proizvođača o tome ko će kome više 
aviona da proda i zbog toga low cost kompanije dobijaju velike popuste i povoljne uslove za 
nabavku istih. Da bi uštedele na obuci osoblja, ove kompanije uglavnom nabavljaju avione 
istog tipa uz rizik da postanu zavisne od usluga jednog proizvođača kada govorimo o 
održavanju. Izbor aerodroma je od velikog značaja za uštedu troškova. U većini slučajeva low 
cost avio-kompanije biraju manje i regionalne aerodrome zbog nižih taksi što utiče i na niže 
cene karata. Sama usluga na aerodromima je minimalna što doprinosi manjim troškovima. 
Usluge čišćenja ne iziskuju mnogo troškova, jer uglavnom samo osoblje čisti avione. Cene 
goriva na svetskom tržištu direktno pogađaju low cost kompanije. Zbog toga one pribegavaju 
specijalnim ugovorima sa dobavljačima koji su najčešće na 5 godina. Za razliku od 
komercijalnih avio-kompanija koje imaju mrežnu strukturu svojih ruta, low cost kompanije 
imaju strukturu od ,,tačke do tačke“ i to između najznačajnijih ekonomskih i regionalnih 
centara. Pri tome, one uglavnom koriste sekundarne aerodrome ili aerodrome u gradovima koji 
su najbliži nekom ekonomskom centru. Pri odabiru ruta avio-kompanije moraju da sagledaju 
više aspekata: postojanje konkurencije, ponuda aerodroma, frekventnost putnika, slobodni 
slotovi (vreme sletanja i poletanja) i zakonske odredbe. Low cost avio-kompanije su 
frekventnije od komercijalnlih, jer imaju kraća zadržavanja na aerodromima između dva leta 
(oko 25 minuta u odnosu na 40 minuta kod komercijalnih) i zbog toga nemaju najčešće problem 
sa dobijanjem slotova na sekundarnim aerodromima. Zbog velike količine ruta one imaju i više 
baza, odnosno aerodroma na kojima drže svoje letelice. Strategija od ,,tačke do tačke“ čuva low 
cost kompanije od gubitka u slučaju kašnjenja, jer ne postoji rizik od putnika koji putuju u 
transferu (preko nekog aerodroma). Politika low cost kompanija prema zaposlenima je predmet 
mnogobrojnih kritika. Manjak beneficija, velika eksploatacija, nedovoljno zaposlenih (prema 
obimu posla), manje plate od komercijalnih avio-kompanija, izostajanje transfera zaposlenih i 
dr. utiču na dalje smanjivanje troškova. Drugim rečima, letačko osoblje radi mnogo više, a 
prima manju platu od onih koji su zaposleni u komercijalnim avio-kompanijama. U prilog tome, 
govore podaci da npr. u Ryanair-u na jednog zaposlenog dolazi 6000 putnika što je daleko veće 
od evropskog proseka od 850 putnika po zaposlenom5. O samom marketingu kao trećem 
segmentu biznis modela low cost kompanija biće reči u narednom poglavlju.  

                                                           
3 Swen Groß i Alexander Schröder, Handbook of Low Cost Airines, ESV GmbH, 2007. str. 33 
4 http://www.ft.com/cms/s/0/8da94a54-4741-11e1-b847-00144feabdc0.html#axzz1opBFJ7zZ 
5 Swen Groß i Alexander Schröder, Handbook of Low Cost Airines, ESV GmbH, 2007. str. 40 
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3. MARKETING MIX LOW COST AVIO-KOMPANIJA  

Marketing miks je ekvivalentan obrascu 4 P (Product, Price, Place, Promotion), sa novim 
tendecijama da se proširi na 7 P (4 P + People, Process, Physical Enviroment). Drugim rečima 
marketing miks čine proizvod (u ovom slučaju usluga), cena, distribucija i promocija. Low cost 
avio-kompanije su razvile specifičan marketing miks uz primenu novih tehnologija koje ću 
razmatrati u posebnom poglavlju.  
Usluga. Kao što sam već i spomenuo u prethodnim poglavljima, usluga ovih kompanija je 
skromna u odnosu na komericijalne avio-kompanije, a odlikuje se prevozom od ,,tačke do 
tačke“ uz što je moguće manje troškove sa niskim cenama karata. Low cost avio-kompanije 
imaju samo ekonomsku klasu, hrana i piće se kupuju, prtljag je limitiran (svako prekoračenje se 
dodatno plaća) što doprinosi većoj zaradi od prodaje. Dodatni prihodi se ostvaraju od ponude 
hotela i rent-a car usluga koji se mogu rezervisati uz kupljenu kartu. Jedna od karakteristika je 
da se svaka dodatna usluga plaća (npr. prioritet pri ukrcavanju, jer biznis klasa ne postoji, zatim 
upotreba kreditnih i platnih kartica, kao i mogućnost dobijanja posebnog sedišta u avionu – 
mesta nisu numerisana). Low cost avio-kompanije ne pružaju usluge standardne check-in 
procedure (moguće je, ali uz doplatu), kao komercijalne i check-in (prijavljivanje za let) je 
isključivo putem interneta. To znači da neiskusni putnici mogu platiti mnogo više za dodatne 
usluge nego što su platili samu kartu. Dakle, ove kompanije pružaju samo osnovnu uslugu 
prevoza. 
Cena. Predstavlja najvažniji deo marketing miksa jedne low cost avio-kompanije, jer one 
upravo njom i privlače putnike. Na nju najviše utiču tržište, cena goriva i aerodromske i druge 
takse. Po pravilu, cene low cost kompanija su niže u odnosu na komercijalne avio-kompanije, 
jer su i troškovi niži. Da li je to uvek slučaj i u praksi? Vreme igra važnu ulogu. Što se ranije 
kupi karta i njena cena će biti niža. Kako se bliži datum putovanja i cena karte raste. Ryanair6 
prodaje 70% karata po dve najniže tarife, dok preostalih 30% po višim tarifama (poslednjih 6% 
po najvišoj). Problem nastaje kada ponuđena cena ne odgovara realnoj (usled naplate 
,,dodatnih“ usluga), a to se često i dešava. Zbog toga cene karata komercijalnih i low cost avio-
kompanija mogu biti približno iste, a ponekad cene low cost kompanija mogu biti i više. 
Strategija što manjeg držanja aviona na zemlji i njegova što veća upotreba je takođe važan deo 
slagalice kojom se formira cena. 
Distribucija. Tržište low cost avio-kompanija je veliko. U svom poslovanju ne koriste putničke 
agencije, agente ili posrednike, već direktno prodaju karte putem interneta. Dakle, internet je 
jedino mesto gde se karte mogu kupiti. To dovodi do manjih troškova. Kupovina karte je veoma 
jednostavna što omogućuje jednostavan softver. Prevoze putnike sa manjih aerodroma od 
,,tačke do tačke“, ali da li je to uvek jeftinije? Ponekad cena prevoza sa i do udaljenih 
aerodroma je veća od same karte. Na primer, ako je cena karte Ryanair-a između Hana (prodaju 
ga kao Frankfurt) i Bergama (prodaju ga kao Milano) 40 evra, a želimo da putujemo npr. iz 
Manhajma, cena autobuskog prevoza sa i do oba aerodroma iznosi ukupno oko 60 evra što je 
veće od same cene avionske karte.  
Promocija. Politika njihovog poslovanja je da se što manje izdvaja za skupe promocije i 
reklame. Na primer, Ryanair ne zapošljava marketinške agencije i konslutantske kuće, već sve 
rade sami pod veštim okom Majkla O Lirija. Koriste jeftine i jasne reklame koje uvek ističu ono 
najvažnije, a to je niska cena. Internet, odnosno sajt je glavni izvor promocije i na njemu su 
uvek istaknute promotivne cene za određene destinacije. Retko koriste pisane medije ili 
televizijske reklame, ali često koriste bilborde i sve to u cilju svoje biznis strategije smanjenja 
troškova. Na svim avionima low cost avio-kompanija je istaknut sajt na kome se karte mogu 

                                                           
6 Najveća low cost kompanija u Evropi, osnovana 1985. sa prevezenih oko 70 miliona putnika i 292 
aviona. Sedište joj je u Irskoj, ali ima više od 50 baza širom Evrope. Generalni direktor je Majkl O Liri, 
jedan od začetnika novog biznis modela low cost kompanija. (podaci sa www.wikipedia.org) 
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kupiti. Dodatni prihod ostvaruju reklamiranjem drugih (hoteli, rent-a car kompanije itd.), a neki 
od aviona su obojeni u boje nekih kompanija koje plaćaju za tu uslugu. Dakle, odlika njihove 
promocije je jednostavnost i jasna poruka.  

4. PRIMENA INTERNETA U POSLOVANJU LOW COST AVIO-KOMPANIJA 

Širom sveta, potrošači nastavljaju da se okreću internetu u zadovoljavanju svojih potreba 
putovanja. Od pretrage letova, hotela, upoređivanja cena, a zatim i kupovine karata, potrošači 
smatraju upotrebu interneta od vitalnog značaja u njihovom privatnom i poslovnom životu. 
Drugim rečima, internet je postao sastavni deo života ljudi. Danas, je nemoguće zamisliti 
poslovanje bez upotrebe interneta i različitih računarskih softvera i platformi. Prema 
istraživanjima7, globalno posmatrano, u februaru 2011. je oko 446 miliona jedinstvenih 
posetilaca starijih od 15 godina posetilo sajtove za putovanja kako sa ličnog, tako i sa 
poslovnog računara. To je u odnosu na isti mesec 2010. porast od oko 18%. Najveći broj 
putnika koji su posetili ove sajtove dolazi iz Evrope i Severne Amerike (63%) koji zajedno čine 
oko 42% svetskih internet korisnika. Poseta sajtova low cost avio-kompanija je u porastu. U 
Azijsko-pacifičkom regionu, Air Asia je februara 2011. zabeležila porast od 51% posetilica8 
njihovog sajta u odnosu na februar 2010, dok je Tiger Airways zabeležio najveći rast od čak 
226% za isti posmatrani period. Ovo istraživanje je pokazalo da je najveći broj posetilaca mlađe 
generacije.  
Suštinski, razvoj interneta i novih tehnologija obezbedio je biznis model i poslovanje low cost 
avio-kompanija mogućim. Osnova njihovog poslovanja su IT tehnologije. Jedino mesto na 
kome se karte mogu kupiti su sajtovi samih low cost kompanija i različiti sistemi online 
rezervacija. To znači da su usluge ovih kompanija dostupne svakom stanovniku planete bez 
obzira gde se on nalazio. Osim toga, internet je postao glavni oblik komunikacije (između low 
cost kompanija i putnika), mesto prodaje karata, marketinga i promocije i zamenio je 
tradicionalne načine kupovine karata u poslovnicama i različitim agencijama. On je učinio 
poslovanje low cost (ali i komercijalnih) avio-kompanija bržim, jednostavnijim, efikasnijim, a 
što je najvažnije smanjio je njihove troškove. Kao što je prethodno račeno, low cost kompanije 
nemaju svoje poslovnice i ne koriste usluge agencija i agenata. Zbog toga su troškovi 
poslovanja manji. One su razvile posebne softvere koji omogućavaju jednostavnu kupovinu 
karata primenom savremenog oblika plaćanja (elektronski novac) putem kreditne ili debitne 
kartice. Pri tome, troškove transakcija i plaćanja snose sami putnici što povećava cenu karte. 
Prema pisanju ,,Guardian-a“9, Easy jet naplaćuje 8 funti za troškove kupovine karticom osim u 
slučaju upotrebe Visa Electron kartice, dok Ryanair naplaćuje 6 funti po karti u jednom pravcu, 
a to znači da bi četvoročlana porodica za povratnu kartu morala da izdvoji iznos od 48 funti. 
Realni troškovi su mnogo manji. Oni iznosi između 0,88% i 1,8% ukupne transakcije izvršene 
kreditnom karticom. Drugim rečima, ako je cena prosečne povratne karte 136,09 funti, onda bi 
putnici trebali da plate minimalno 1,20 funti , a maksimano 2,45 funti na ime troškova 
transakcije. Zbog toga je pokrenuta inicijativa u Velikoj Britaniji da se donese zakon zabrane 
dodatne naplate (od one osnovne) upotrebe kreditnih kartica prilikom kupovine karata. U tom 
slučaju da li bi tradicionalne načine plaćanja trebalo potpuno zameniti novim oblicima ili bi pak 
trebalo putniku ostaviti slobodu izbora? 

                                                           
7 http://www.pata.org/press/low-cost-airlines-the-changing-demographics-of-travel 
8 Stanovništvo starije od 15 godina. 
9 http://www.guardian.co.uk/money/2011/dec/23/credit-card-crackdown-hidden-fees 

http://www.pata.org/press/low-cost-airlines-the-changing-demographics-of-travel
http://www.guardian.co.uk/money/2011/dec/23/credit-card-crackdown-hidden-fees
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5. ZNAČAJ I PRIMENA NOVIH TEHNOLOGIJA U AVIO-INDUSTRIJI 

Kriza koja je zahvatila avio-industriju nastala je usled ekonomske krize koja je zahvatila čitav 
svet. Zbog toga bi trebalo izgraditi jaku i novu strukturu industrije. Nova tehnologija će 
zasigurno igrati značajnu ulogu u podršci izgradnje ,,zdrave“ industrije, odnosno uticaće na 
smanjenje troškova, unaprediće kvalitet usluga što će rezultirati ostvarivanjem dobitka. Ona 
mora biti jasno fokusirana na prioritete same industrije kako bi se obezbedila finansijska 
sigurnost. Zato je neophodan nastavak investiranja u novu tehnologiju kojima će se postići 
održivost i smanjiti troškovi, jer avio-industrija ne može da priušti dalja rasipanja. Ako se 
nastavi sa starim modelima poslovanja i zastarelom tehnologijom, kriza će se produbiti, a to 
znači da će mnoge avio- kompanije bankrotirati. Ali kako će se obezbediti sklad između avio-
kompanija i tehnoloških dobavljača? Prema Đovaniju Bisinjiniju10, generalnom direktoru 
IATA-e11, neophodan je rad sa industrijom i razvijanje alatki koje će se uklopiti sa globalnim 
standardima. 
Tehnološke inovacije promenile su izgled same avio-industrije i avio-kompanija. Postepeno se 
raskida sa tradicionalnim načinima poslovanja i starom tehnologijom, a implementiraju se novi 
biznis modeli i nova tehnologija. U praksi, došlo je do velikog unapređenja tehnologije samih 
aviona koji se sada prave od drugačijih materijala, manje zagađuju prirodnu sredinu i donose 
uštedu troškova zbog svoje ekonomičnosti. To su avioni ,,nove generacije“. 
Zbog uštede i zaštite životne sredine, koja postaje sve aktuelnija, razvijen je i koncept novog 
biogoriva.  
,,Evropska komisija, kompanija Erbas i vodeće svetske avio-kompanije i proizvođači biogoriva 
pokrenuli su inicijativu za povećanje upotrebe tog goriva u avio-industriji Evrope, sa ciljem da 
se do 2020. godine dođe do godišnje proizvodnje od dva miliona tone biogoriva za avio-
industriju“.12 Avio-industrija predstavlja jedan od najvećih uzročnika globalnog zagrevanja i 
ovaj koncept uliva dodatni optimizam, jer se svet suočava sa velikim problemom zaštite životne 
sredine, odnosno ublažavanja posledica globalnog zagrevanja.  
IATA-in program StB (Simplifying the Business) ima za inicijativu da omogući ,,brzo 
putovanje“. To znači primena novih tehnologija koje će olakšati putovanje. Ovaj program ima 
za cilj implementiranje barkodiranih karata za ukrcavanje, usluge na internetu (online check-in), 
sistem samousluživanja (npr. samostalno prijavljivanje prtljaga) i nova i veća primena 
prijavljivanja putnika putem mobilnog telefona. Primenom ove nove tehnologije putnik će 
skratiti vreme i procedure prilikom putovanja, a same avio-kompanije će uštedeti na osoblju, jer 
ono neće morati da bude prisutno na ,,terenu“. Primena elektronskih karata i samostalnog 
prijavljivanja uz pomoć specijalnih automata na aerodromima, postala je standardna praksa 
prilikom putovanja u današnje vreme. Za same aerodrome ovaj novi način putovanja predstavlja 
uštedu prostora, bolju organizaciju i veći komfort za same putnike.  
Avio-kompanije se sve više oslanjaju na internet i postaju sve više kompjuterizovane. Upotreba 
interneta i same IT tehnologije doprinosi širenju tržišta i većoj dostupnosti usluga za putnike, 
zatim jednostavniju komunikaciju i uštedu vremema (sve se odvija veoma brzo elektronskim 
putem), kao i novca, potom bolje praćenje potrošača, merodavnija marketinška istraživanja i 
mogućnost dodatnog profita (reklamiranje hotela, rent-a car i druge usluge).  

                                                           
10 http://www.iata.org/pressroom/airlines-international/june-2010/Documents/technology-trends-ai-
june2010.pdf 
11 International Air Transport Association – Međunarodna asocijacija za vazdušni prevoz 
12 http://www.balkanmagazin.net/energetske-vesti/cid161-18357/dva-miliona-tona-biogoriva-za-avio-
industriju-do-2020 

http://www.iata.org/pressroom/airlines-international/june-2010/Documents/technology-trends-ai-june2010.pdf
http://www.iata.org/pressroom/airlines-international/june-2010/Documents/technology-trends-ai-june2010.pdf
http://www.balkanmagazin.net/energetske-vesti/cid161-18357/dva-miliona-tona-biogoriva-za-avio-industriju-do-2020
http://www.balkanmagazin.net/energetske-vesti/cid161-18357/dva-miliona-tona-biogoriva-za-avio-industriju-do-2020
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6. ZAKLJUČAK 

Početak 21. veka obeležio je razvoj novog biznis modela, odnosno modela uštede troškova, tj. 
sve veći broj low cost kompanija koje posluju po njegovom principu. Ovaj model je veoma 
jednostavan: manji troškovi - ušteda novca - manje cene karata – veća pristupačnost usluga – 
veći broj putnika - ostvarivanje profita. Mnogi stručnjaci vide ovaj biznis model kao jedini izlaz 
iz krize koja je zahvatila avio-industriju. Zbog toga su mnoge tradicionalne avio-kompanije 
počele da ga implementiraju u svoje poslovanje, jer u suprotnom ne bi ni opstale. Činjenica je 
da će na kraju opstati same najjače avio-kompanije (preko međusobnog udruživanja u alijanse) i 
low cost kompanije.  
Low cost avio-kompanije su izmenile tržište i učinile letenje avionom skoro svima dostupnim. 
One imaju veliku perspektivu daljeg razvoja (globalnog i regionalnog) uz primenu novih 
tehnologija. Nasuprot njima, iako primenjuju nove tehnologije, komercijalne avio-kompanije 
posluju sa velikim troškovima, jer pružaju više usluga koje stvaraju sve veći deficit. Iako su pod 
pritiskom low cost kompanija koje zauzimaju sve veći deo tržišta, ove kompanije i dalje 
privlače putnike koji za svoj novac žele da dobiju što bolju uslugu. Zato bi one trebalo da se 
preorjentišu na interkontinentalni prevoz putnika, jer očigledno je da gube primat u 
regionalnom saobraćaju (najbolji primer je sve veći broj prevezenih putnika najveće low cost 
avio-kompanije u Evropi, tj. Ryanair-a u odnosu na Lufthanzu).  
Razvoj tehnologije i njena primena omogućili su biznis model low cost kompanija ostvarivim 
što se manifestuje njihovim konstantnim rastom. Naime, one koriste internet i sve prednosti 
koje on donosi: npr. on line kupovina i ušteda vremena, jeftina promocija i nove marketinške 
tendencije. Danas, kada se čitav svet oslanja na tehnologiju, low cost kompanije su pronašle 
način da unaprede svoje poslovanje i da iskoriste prednosti interneta i da omoguće putovanje 
avionom gotovo svima dostupnim. Razvoj tehnologije samih aviona će omogućiti low cost 
kompanijama da održe i unaprede svoj model uštede troškova. Dakle, dalji razvoj tehnologija 
doprineće daljem razvoju low cost avio-kompanija.  
Nove tehnologije uticale su na promenu izgleda avio-industrije, jer se polako raskida sa starim 
oblicima poslovanja. Nove tehnološke inovacije, uz postojeću tehnologiju, omogućiće 
putovanje bržim, jednostavnijim i komfornijim uz manje troškove i veliku uštedu vremena, a za 
neke kulture ,,Vreme je novac“.  
Na kraju, i tradicionalne i low cost avio-kompanije imaju svoje prednosti i mane, a na samim 
putnicima je da odluče na koji način žele da putuju, uz naravno postojanje konkurentnosti 
između ove dve grupe avio-kompanija na tržištu. Drugim rečima, pravična ,,borba“ na tržištu 
doprineće većoj mogućnosti izbora. Da li je to i realno? 
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Apstrakt: Jutros sam popila brazisku kafu, u radnoj sobi sam uključila kompjuter koji je 
napravljen u Japanu, koristila sam tajvanski monitor. Za ručak sam jela meksičku hranu, sa 
kineskim kupusom i pila francusko vino. Zvala me je ruskinja i pričale smo na engleskom, preko 
japanskog telefona. Do centra sam otišla italijanskim kolima i na televizoru napravljenom u 
Nemačkoj sam odgledala američku seriju. Globalizacija menadžmenta je životna činjenica. Ceo 
svet je postao globalno selo. Menadžment više nije ograničen granicama. Nije neobično da 
velika kompanija sa sedištem u Sjedinjenim državama otvori svoj ogranak u Indiji i da prodaje 
svoje proizvode na više kontinenata i da se tu susreće sa konkurentima iz celog sveta. Velike 
promene svih oblika tehnologije omogućavaju pristup komunikacijama, uz niske troškove, što 
vodi otvaranju tržišta potrošačima širom sveta. Globalizacija ima uticaja i na plate i na radne 
uslove zaposlenih. Raspoloživost informacija kao i određivanje globalnih marki proizvoda i 
usluga postaje fenomen globalnog tržišta.  

Ključne reči: globalizacija, sistem, međunarodna konkurencija, komunikacijske tehnologije, 
moć na tržištu. 
 

U ekonomiji zasnovanoj na znanju, novi novčić tog kraljevstva je učenje 

(Robert Reich) 

Organizacija je jasna, lako razumljiva objašnjiva. Sve postaje jednostavnije. To je jedna od 
mojih mantri - usmerenost i jednostavnost. 

(Stiv Džobs) 

1. PRIMENA TEHNOLOGIJA U MENADŽMENTU I EKONOMIJI 

Težnja ljudi za višim standardom življenja, izaziva stalni rast želja i potreba ljudi za sticanjem i 
korišćenjem što raznovrsnijih materjalnih i drugih dobara.1 Potreba za stalnim promenama je 
pitanje opstanka u novom poslovnom svetu. Sa kontinuiranim porastom investicija 

                                                           
1 Marković A. Vučenović V. Izvorišta majstorstva menadžera, Beograd 2002, str: 13. 
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multinacionalnih kompanija (MK) i porastom u udelu svetske trgovine, globalizacija suočava 
ljude s globalnom ekonomijom preko njihovih radnih mesta. Kompanije u svetu, vode bitke za 
prvo mesto i još veću dobit, a Srbija je još uvek na dnu. Pretrpela je rat, tranziciju, svetsku 
krizu, ali kao zemlja mora još mnogo da radi da bi bila tehnološki naprednija. “Menadžeri” ili 
lideri u staroj Jugoslaviji nisu bili školovani za upravljenje poslovnim sistemima. Oni su bili 
priučeni za birokratsko upravljanje sa ljudima.2 Kao jedan od ključnih uslova za ostvarivanje 
efikasnog tržišnog privređivanja mora se posvetiti posebna pažnja razvoju malih i srednjih 
preduzeća. 
Savremeno poslovanje karakterišu promene koje se dešavaju u organizacionoj sredini i u 
okruženju. Upravljanje tim promenama uslovljava implementaciju informacionih tehnologija 
(IT) u svim oblastima poslovanja i prelazak rada ''sa papirima'' na virtuelnu stvarnost. 
Elektronskim poslovanjem se ostvaruje brža, i efikasnija razmena podataka, lakše delenje 
informacija, tj. efektivnija komunikacija između svih učesnika u E-lancu. Vreme koje je 
potrebno za transmisiju poruka sa jednog kraja sveta na drugi, sada se meri sekundama.  
Brze promene u tehnologiji, povećanja konkurencije, rastuća globalizacija tržišta i usluga je 
trend današnjeg poslovanja (od automobila, avio-prevoznika do brze hrane i bankarstva, od 
kompjutera do pelena za bebe, od elektronike, sokova do softvera). Kompanije ostvaruju sve 
veći deo prodaje na međunarodnim tržištima. Usmeravanje kompanija svih vrsta u pravcu 
internacionalnih tržišta rezultiralo je nastankom većeg broja tržišta proizvoda, koja su po 
dometu više globalna ili regionalna nego domaća.  

2. GLOBALIZACIJA I TEHNOLOŠKE PROMENE 

Izraz globalizacija počeo se koristiti pre 20-ak i više godina za objašnjenje novog talasa 
promena u čovečanstvu, tehnologiji i društvu.3 Globalizacija širi univerzalne vrednosti i većina 
želi oponašati zapadnjački način života. Uopšteno, ljudima su glavna kulturna obeležja 
zapadnih zemalja sve bliža. Niski ekonomski standard i političke nesigurnosti u zemljama u 
razvoju deluju kao “faktor pritiska” za povećanje emigracije u razvijene zemlje. I dok 
useljavanje postaje privlačnije i kulturno prihvatljivije i lakše, nova komunikacijska tehnologija 
deluje usporavajuće na proces asimilacije.  
Komunikacija s domovinom postaje veća nego pre (Internet, jeftinije aviovnske karte), a nekada 
je useljavanje značilo potpuni prekid s domovinom. Useljenici sada i dalje ostaju “jednom 
nogom” u domovini. Uporedo s privrednim rastom i razvojem, povećava se jaz u platama 
između bogatih i siromašnih. Razlika između zemalja OECD-a i siromašnih zemalja u razvoju 
postaje sve veći i veći. Pad potražnje za nekvalifikovanim radnicima rezultat je tehnološkog 
razvoja. Sa daljim otvaranjem i tehnološkim razvojem, potreba za nekvalifikovanom radnom 
snagom postaje sve manja, a ishod će biti veće razlike u primanjima. Umesto mišića i snage u 
prednosti su tehnologija i znanje, pa se višak mišića treba rešiti povećanjem znanja.4 
Razvoj nauke i tehnike u svakoj organizaciji zahteva stalne promene. Danas je jednostavno 
nemoguće živeti bez promena. Korak sa konkurencijom se mora odražavati i svaka pasivnost 
može biti žestoko sankcionisana. Poznati američki analitičar upravljanja je u vezi sa tim dao 
sledeći komentar: “Od ponedeljka do petka radim da bih održao korak sa konkurencijom. 
Subotom i nedeljom radim da bih pretekao konkurenciju.” 
Da bi se dostignuća menadžmenta, nauke i tehnike koristila potrebno je raditi na stalnom 
usavršavanju poslovnih sistema i ljudi koji su u njima zaposleni.5 

                                                           
2 Radosavljević Ž. Savremeni menadžment, Beograd 1994, str: 64 
3 http://www.akademac.info – datum pristupa 20.03.2012. 
4 http://www.doiserbia.nb.rs/ft.aspx?id=0013-32640565185I – datum pristupa 21.03.2012. 
5 Radosavljević Ž., Tomić R., Menadžment u modernom biznisu, Novi Sad, 2007. str.383  
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3. GLOBALNO PLASIRANJE INFORMACIJA POMOĆU 
INFORMACIONIH TEHNOLOGIJA 

Poslednjih tridesetak godina dramatično su intenzivirane transnacionalne interakcije, od 
globalizacije proizvodnih sistema i finansijskih transfera do medijskog rasprostiranja 
informacija i slika širom sveta i masovnih pokreta ljudi, bilo da su oni turisti, radnici-imigranti 
ili izbeglice. Transformacija svetske ekonomije i globalizacija je čvrsto povezana sa 
informacionim tehnologijama i novom ekonomijom koja nastaje upravo iz njih. Informacione 
tehnologije ne mogu same po sebi da stimulišu razvoj i da osnaže ekonomiju, već predstavljaju 
jedan medij i naravno tehnološku prednost koja se koristi za razvoj tržišta. Ove tehnologije su 
ključne u celoj ideji o transparentnim tržištima jer omogućavaju brzu raspodelu, odnosno 
objavljivanje informacija i njihovu asimilaciju, odnosno informisanje investitora i šire javnosti 
(budućih investitora ili povezanih lica).6  
Znanje je danas ključni resurs. Ono je mnogo vrednije od bilo kog drugog resursa, jer se za 
njega može kupiti bilo koji drugi resurs. Zbog toga razvijeni svet prodaje znanje i po tom 
osnovu ostvaruje daleko veći profit, dok zemlje u razvoju prodaju sirovine i po tom osnovu su 
još više siromašne.7 

4. ŠIRENJE MULTINACIONALNIH KOMPANIJA U SVETU I KOD NAS 

Multinacionalne kompanije su više nacionalna preduzeća koja ujedinjuju proizvodnju I ponudu 
velikih količina roba u više država. U njima je koncentrisan kapital, znanje i veliki broj 
zaposlenih, a razlog njihovog nastanka treba tražiti u zakonitostima tržišne privrede. U trenutku 
kada se kapital u matičnoj zemlji ne može povećati novim ulaganjem, traže se nova, povoljnija 
tržišta i sredstva prebacuju izvan državnih granica. Tako nastaju multinacionalne kompanije 
koje kontrolišu proizvodnju nekog proizvoda u više zemalja, pa kao takve postaju važan činioc 
globalnog povezivanja. 8 
Najviše multinacionalnih kompanija ima svoje sedište u trima najrazvijenijim regijama: u SAD-
u i Kanadi, Japanu i u Zapadnoj i Severnoj Evropi. 
Budući da posluju van granica matične zemlje, zapošljavaju i veliki procenat stranih radnika. 
Tako je npr. u holandskoj kompaniji Philips zaposleno čak 79%, a u Fordu 58%, u ITT-u 53%, 
u IBM 43%, u General Motorsu 31% stranih radnika itd.9 Jeftine radne snage ima ne samo u 
Kini, Indiji, SAD, nego i u Srbiji. Podaci pokazuju da jeftina radna snaga i atraktivna poreska 
politika su samo neki od razloga, zašto pojedini biznismeni iz regiona, radije ulažu u Srbiju 
nego u zemlje gde su rođeni i gde su stekli svoj kapital. Koliko je srpska radna snaga jeftina, 
govori i činjenica da su plate radnika “Gorenja” u Sloveniji oko tri puta veće od primanja 
radnika u Valjevu, koji rade za istog poslodavca.  

5. KAKO SU KINEZI OSVOJILI "EPL" 

Nešto više od mesec dana, 2007. godine pre zakazanog pojavljivanja prvog "ajfona" u 
prodavnicama, Stiv Džobs je okupio najviše oficire "Epla", jer je testirao probni model i nije 

                                                           
6 http://todorovic.biz/2010/11/uloga-informacionih-tehnologija-u-globalizaciji-trzista-kapitala/ -datum 

pristupa 21.03.2012. 
7 Radosavljević Ž., Menadžment znanja, Beograd, 2008.  
8http://www.paragraf.rs/propisi/zakon_o_trzistu_kapitala.html - datum pristupa 21.03.2012. 
9 http://www.cpi.hr/download/links/hr/10877.pdf- datum pristupa 21.03.2012. 
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bio zadovoljan. Džobs je držao svoj test model "ajfona" kako bi svi mogli da vide mnoštvo 
tankih ogrebotina na plastičnom ekranu. Zatim je izvadio svežanj ključeva iz džepa farmerki.  
- Ljudi će nositi ovaj telefon u džepu sa svojim ključevima. Ne mogu da prodam proizvod koji 
se izgrebe! Želim stakleni ekran i želim da bude savršen za šest nedelja - naredio je Džobs.  
U to vreme, stakleni ekrani za mobilne telefone nisu bili uobičajeni kao danas, bili su 
izbegavani, jer je bilo teško ostvariti neophodno visoki stepen preciznosti u obradi stakla. "Epl" 
je već bio izabrao američku filmu "Korning" za proizvodnju velikih panela od ojačanog stakla, 
ali je sečenje tih panela u milione ekrana za "ajfon" zahtevalo praznu fabriku, na stotine komada 
stakla za eksperimentisanje i armiju inženjera. I sve to za samo šest nedelja? A onda je stigla 
ponuda iz jedne fabrike u Kini, zemlje "jeftine radne snage".  
Kada je "Eplova" delegacija stigla u posetu fabrici u gradu Šendženu, vlasnici su već sagradili 
novo proizvodno krilo.  
- To je za svaki slučaj, ako nam date ovaj posao - priseća se jedan od bivših direktora "Epla" 
objašnjenja koje mu je dao kineski menadžer.  
Skladište je već bilo krcato staklenim uzorcima za eksperimente. Armija kineskih inženjera je 
čekala u niskom startu. Sagrađena je spavaonica za radnike, kako bi bili dostupni 24 sata 
dnevno.   
- Ceo lanac snabdevanja sada je u Kini. Treba vam hiljadu gumenih zaptivača? To radi farbika 
u komšiluku. Milion šrafova? Ta fabrika je u susednom bloku. Ali, šrafovi treba da budu malo 
drugačiji? Biće gotovi za tri sata - rekao je "Njujork tajmsu" drugi bivši visoki funkcioner 
"Epla".   
Na osam sati od fabrike firme Foxconn, koja je dobila posao od "Epla", nalazi se kompleks, 
poznat pod nadimkom Fokskon Siti. Tu se "ajfon" sastavlja. Kompleks ima 230.000 zaposlenih. 
Mnogi rade šest dana u nedelji, često do 12 sati dnevno. Skoro četvrtina od ukupnog broja 
zaposlenih živi u firminim spavaonicama, a većina običnih radnika zarađuje manje od 17 dolara 
na dan.   
Još jedna od prednosti Kine bila je što može da obezbedi inženjersku podršku kakvu čak ni 
Sjedinjene Države ne mogu. Direktori "Epla" su procenili da im treba 8.700 industrijskih 
inženjera za upravljanje proizvodnom trakom od 200.000 radnika pri sastavljanju "ajfona". 
Analitičari "Epla" su izračunali da bi im trebalo devet meseci da okupe taj broj kvalifikovanih 
ljudi u SAD. U Kini, trebalo im je 15 dana. 10  Novi rekord prodaje i profita u poslednjem 
kvartalu 2011. je profit od 13 milijardi dolara od ukupne prodaje od 46 milijardi dolara. 
Kompanija Epl je do danas prodala preko 183 miliona "pametnih" telefona nakon što je izbacila 
na tržište prvi model 2007.11 

6. ARAPSKO PROLEĆE I SVET OKOLO 

Protesti u arapskom svetu ili „arapsko proleće“ je naziv koji se koristi za niz masovnih 
protesnih akcija koji su izbili u pretežno arapskim zemljama Bliskog Istoka i Severne Afrike u 
decembru 2010. i koji su se završili krajem decembra 2011. Arapsko proleće se proširilo i na ne 
arapski svet i inspirisalo je nekoliko manjih protesta, od kojih je najveći protest u SAD 
„Okupirajmo Volstrit“.12 Američki pokret “Okupirajmo Volstrit” i njegovo globalno širenje po 
zemljama zapadne Evrope kao i ponovni nemiri na Bliskom istoku ukazuju da će svet narednih 
godina potresati protesti mladih i nezadovoljnih ljudi, odnosno “ogorčenih” kako ih mediji 
nazivaju. Stotine hiljada ljudi širom sveta zaposeli su ulice u 868 gradova u 78 zemalja na svim 

                                                           
10 http://www.nytimes.com/2012/01/22/business/apple-america-and-a-squeezed-middle-

class.html?_r=1&pagewanted=1 datum pristupa 22.03.2012. 
11 http://business.benchmark.rs/biznis_vesti/apple_rekordan_profit - datum pristupa 22.03.2012. 
12 http://sr.wikipedia.org/sr/- datum pristupa 21.03.2012. 
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kontinentima “okupirajući” simbolična mesta finansijske moći. Oni su upozorili vlasti svojih 
zemalja “da neće dopustiti da se ekonomska kriza prevazilazi preko njihovih leđa”. Najžečće je 
bilo u Rimu, gde se odvijao pravi rat između demonstranata i policije, a čak su se palile 
italijanske i zastave Evropske unije. Što se jugoistočne Evrope tiče, najmasovniji skup je održan 
u Zagrebu gde se okupilo oko tri hiljade ljudi, kao i u Sarajevu, dok su u Beogradu u Podgorici 
održani simbolični skupovi sa stotinak okupljenih. 
Razlozi koji su doveli do stvaranja pokreta "Okupirajmo Volstrit" su raznoliki, ali većina 
učesnika je nezadovoljna finansijskim sistemom, pohlepom investitora i korporacija, kao i 
legalnim mahinacijama za mešetarenje na berzi.13 Sve se svodi na stav da je sadašnji sistem 
kreiran tako da bogati postaju bogatiji, a siromašni siromašniji i da bogati nikako nisu spremni 
da uvide nepravdu koju nameću svetu i da se promene. Privreda, bilo nacionalna, bilo svetska, 
je komplikovan i osetljiv mehanizam koji treba dobro razumeti i jasno urediti da bi 
funkcionisao.  
Svetska ekonomska kriza nije zaobišla Srbiju, čiji su ionako siromašni građani postali još 
siromašniji. Ali, rastuće siromaštvo očigledno nije dovoljno da bi se stanovništvo motivisalo na 
socijalni bunt. Dok prosečan stanovnik Srbije sanja o tome kako da se zaposli u nekoj državnoj 
službi ili kompaniji koja živi od budžetskih para i da tamo prima relativno malo novca za 
veoma malo rada, ljudi u razvijenim zemljama traže od vlasti da manje troši i da obezbedi 
razvoj ekonomije, nove poslove i nova radna mesta.14 

7. ZAKLJUČAK 

Menadžeri u savremenom svetu kroz globalizaciju tržišta rada pokušavaju da snize troškove 
svojih kompanija i budu konkurentniji na tržištu. S jedne strane, to deluje pozitivno na zemlje u 
razvoju, pokreću se ekonomije nerazvijenog sveta, ali s druge strane, stvara se velika 
nezaposlenost u razvijenim ekonomijama. Kada bi Afrika, Istočna Azija, Južna Azija i Latinska 
Amerika povećale svoj udeo u svetskom izvozu za samo 1%, povećanje prihoda ostvareno na 
taj način izvuklo bi iz bede oko 128 miliona ljudi.  
Usled globalne konkurencije drastično se skraćuju životni ciklusi proizvoda i vreme razvoja 
novog proizvoda, pa su kompanije primorane da kontinuirano inoviraju, što zahteva 
odgovarajući stepen organizacionog znanja. Želeći da u novim uslovima dominiraju globalnim 
svetskim tržištem, kompanije se sve više okreću ka ljudskom znanju, inovaciji i mašti, 
pokušavajući da u njima pronađu nove izvore ekonomskog bogatstva i dugoročne 
konkurentnosti na tržištu.  
Raniji trend je bio da se u nerazvijenim zemljama otvaraju proizvodni pogoni, zapošljava 
niskokvalifikovana radna snaga, dok je centrala kompanije sa svom administracijom, pravnim 
službama, dizajnerskim i tehničkim timom poslovala u nekoj razvijenoj zemlji, dok se u 
poslednje vreme i određeni deo poslova " belih okovratnika" preselio u zemlje trećeg sveta. 
Poslodavci su uvideli višestruku korist od zapošljavanja mladih i obrazovanih ljudi u zemljama 
u razvoju, željni dokazivanja na profesionalnom planu, uz višestruko manju zaradu nego 
njihove kolege u razvijenim zemljama. 
  

                                                           
13 http://www.icp-co.com/analize.php?prikaz=jedna&id=170&lang=sr- datum pristupa 22.03.2012. 
14 http://www.novimagazin.rs/nasa-tema/okupacija-vol-strita-i-srbija- datum pristupa 22.03.2012. 
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Аннотация: В настоящей статье освещаются вопросы сущности и содержания 
ресурсного потенциала предприятия, анализа и методов ресурсного потенциала 
промышленного предприятия. Приведены современные западные методики оценки 
внутренних возможностей предприятия базируются на системе ценностей, более 
подробно рассмотрена цепочка ценностей М. Портера. Предложена методологическая 
база исследования анализа потенциала предприятия, которую предлагается проводить 
по следующей схеме: оценка ресурсов и эффективности предприятия, финансовый анализ 
деятельности предприятия, сравнительный анализ, организация процедуры оценки 
ресурсного потенциала предприятия. С точки зрения оценки ресурсного потенциала 
предприятия приведена система контроля. Представлена и обоснована принципиальная 
схема стратегического анализа, основанная на цепочке ценностей М. Портера и широко 
применяемая западными менеджерами и учеными. Рассмотрена подробно процедура 
стратегического анализа ресурсного потенциала промышленного предприятия, полностью 
адаптированная к современным отечественным условиям хозяйствования и апробированная 
в течение ряда лет на конкретных российских предприятиях. 
 
 
 
Анализ ресурсного потенциала (внутренних возможностей) предприятия является 
вторым ключевым этапом стратегического анализа. Исследуя факторы производства как в 
совокупности, так и изолированно, определяется возможность предприятия к 
эффективному функционированию, т. е. дается ответ на ключевой вопрос развития: можно 
ли предприятию наращивать объемы выпуска в будущем, или оно недалеко от периода 
возникновения трудностей функционирования и необходимо принимать меры по его 
стабилизации и выживанию? 
Современные западные методики оценки внутренних возможностей предприятия базируются 
на системе ценностей (цепочка ценностей М. Портера). 
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В своей книге «Конкурентные преимущества» М. Портер установил, что на каждом этапе 
хозяйственной деятельности создаются свои ценности, которые признаются и оплачиваются 
потребителями. 
М. Портер обосновал принципы создания конкурентных преимуществ предприятия. Они 
формируются путем создания на каждом этапе своих ценностей. По сути, речь идет о 
сравнительном анализе потребительских свойств продукта, создаваемых на разных этапах его 
разработки, производства, маркетинга, сбыта, в соизмерении с затратами на достижение этих 
ценностей. 
Прежде всего, выделяются пять основных этапов хозяйственной деятельности, создающие 
главные ценности (М. Портер иногда проводит аналогию с созданием стоимости) товара: 

1)  материально-техническое обеспечение (логистика); 
2)  изготовление продукции; 
3)  складирование, доставка и распределение продукции; 
4)  маркетинг (включая продажу); 
5)  обслуживание товара у потребителя. 

Другая часть составляющих включает в себя общие вспомогательные виды деятельности: 
- управленческую структуру; 
- управление персоналом; 
- технологическое обеспечение производства; 
- обеспечение материалами внутри предприятия. 

 
Основные и вспомогательные виды деятельности объединены в единую систему (рис. 1), 
которая стремится к повышению потребительской стоимости товара и одновременно к 
снижению собственных затрат за счет лучшей организации всех процессов и внутренней дея-
тельности на предприятии. 
По утверждению М. Портера, указанный виды деятельности являются всего лишь звеньями 
стандартной цепочки создания ценностей. Каждую стандартную (или типовую) категорию 
можно и должно расчленить на уникальные, свойственные только данной конкретной 
компании действия. Например, маркетинг и продажи, составляющие вид первичной 
деятельности, подразделяются на управление маркетингом, рекламирование, управление 
продавцами, деятельность отдела продаж, подготовку технической литературы и 
продвижение товара на рынке. В свою очередь, эти отдельно взятые действия можно 
разделить на еще более частные действия. Цель такого расчленения (или, как говорит М. 
Портер, «дисагрегации») состоит в том, чтобы оказать помощь компаниям в выборе 
одной из трех типовых стратегий. 
Для этого нужно выделить те зоны потенциальных преимуществ в конкуренции, которые 
может обрести фирма, противодействуя пяти конкурентным силам, уникальным для 
каждой отрасли и конкретной фирмы. Так «... в зависимости от отрасли каждая из кате-
горий может оказаться жизненно необходимой для обретения преимуществ в конкуренции. Для 
дистрибьютора представляет исключительную важность материально-техническое 
обеспечение производства и сбыта. Для банка, участвующего в кредитовании компаний, 
ключевое значение имеет маркетинг и сбыт, т. е. эффективная работа служащих, 
определяющих... способ предоставления кредитов и условия их предоставления... В 
шоколадной промышленности закупка бобов какао, а на электростанциях... закупка 
топлива являются самыми важными детерминантами уровня издержек и 
соответствующей стратегии... В сталелитейной промышленности производственные 
технологии - единственный самый важный фактор, обеспечивающий преимущества в 
конкурентной борьбе». 
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В соответствии с предложенной методологической базой исследования анализ потенциала 
предприятия предлагается проводить по следующей схеме. 

 Оценка ресурсов и эффективности предприятия. 
 Финансовый анализ деятельности предприятия. 
 Сравнительный анализ. 
 Организация процедуры оценки ресурсного потенциала предприятия. 

 

 

 
Рис. 1. Цепочка ценностей по М. Портеру 

 
При оценке ресурсов предприятия по каждому из основных и вспомогательных видов 
деятельности определяются используемые ресурсы, которые группируются следующим 
образом: 

- физические ресурсы; при этом важными являются их качественные 
характеристики, например оценивается не просто число станков, а возраст, 
мощность, степень изношенности» цикличность работы, взаимозаменяемость и 
т. д.; 

- человеческие ресурсы; учитывается квалификация, стаж работы, половозрастная 
структура занятых, скорость передвижения по «служебной лестнице» и т. д.; 

- финансовые ресурсы; 
- нематериальные активы (управленческая культура, организационные 

возможности, репутация в деловом мире, контроль над сбытовой сетью, патенты, 
лицензии, «ноу-хау» и т. д.). 
 

При оценке использования ресурсов предприятия исходят из того, что стратегический 
потенциал первичного хозяйственного звена есть не просто набор перечисленных ресурсов, 
а их система, в которой эти ресурсы взаимодействуют друг с другом, иными словами, 
происходит их использование. 
Использование ресурсов наиболее целесообразно характеризовать при помощи таких 
понятий, как продуктивность и эффективность. Продуктивность обеспечивает деятельность 
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каждого ресурса конкретным показателем, а эффективность представляет его ценность с точки 
зрения гармоничного, системного использования. 
Возможный вариант оценки использования ресурсов предприятия с учетом характеристик 
продуктивности включает: 
Финансовый анализ деятельности предприятия - это определение финансовых 
возможностей по созданию основных фондов, повышение прибыльности, проведение 
политики приобретения и ликвидации убыточных производств, участие в рынке ценных бумаг и 
т. д. При этом он представляет собой расчет некоторых коэффициентов и их исследование с 
точки зрения поставленных целей. 
Сравнительный анализ ресурсного потенциала предприятия, который может 
проводиться в нескольких разрезах. Остановимся на основных из них. 
Во-первых, это исторический анализ предприятия, В этом случае анализу подвергаются все 
основные и вспомогательные виды деятельности, ресурсы, их обеспечивающие, а также их 
сочетание. Особое внимание уделяется изучению причин, приведших к бурному росту 
предприятия или, напротив, резкому спаду эффективности его деятельности. Исторический 
опыт позволяет более точно выявить сложившийся имидж предприятия в «деловом мире», а 
также стиль его поведения, принятый в сферах управления и производства. Наиболее часто 
применяемыми методами здесь могут служить тренды, диаграммы, аналитические записки и 
т. д. 
Во-вторых, это сравнение с отраслевыми нормативами. Несмотря на то что отраслевое 
выделение в условиях рыночной экономики не происходит столь явно, как в 
административно-командной экономике, сравнение данного предприятия с аналогичными 
организациями как в данной стране, так и функционирующих в рамках мирового 
хозяйства позволяет получить дополнительную информацию для принятия стратегических 
решений. Чаще всего рассчитываются такие элементы рыночной инфраструктуры, как 
нормативы собственных оборотных средств, инвестиционных усилий (капиталовложений), 
норма прибыли, выработка на одного работающего и др. При этом важно не забывать о 
возможных негативных моментах, которые могут возникнуть. Если отрасль в рамках 
национальной экономики функционирует недостаточно эффективно (что, например, 
характерно для нынешней ситуации в нашей стране), то это может вызвать ненужный 
оптимизм у высшего руководства предприятия и, следовательно, привести к понижению 
конкурентоспособности продукции предприятия на рынке. 
Организация процедуры оценки ресурсного потенциала предприятия должна быть 
рассмотрена как система. С одной стороны, она должна быть комплексной, т. е. обеспечивать 
полный сбор и обработку информации по всем выделенным ресурсам и их сочетаниям, с 
другой стороны, в целях экономии затрат лучше всего сочетать данную функцию с функциями 
системы контроля. 
Теоретическая схема системы контроля представлена на рис. 2. 
При этом обычно все характеристики измеряются по пяти параметрам: количество, качество, 
время, затраты и направление действия. 
С точки зрения оценки ресурсного потенциала предприятия, система контроля включает в 
себя следующие компоненты: 

- контроль персонала (соответствие занимаемой должности по квалификации и 
психологическим факторам, внутренний микроклимат, соотношение отделов 
(эффективность организационной структуры управления), квалификационная и 
половозрастная структура работников и т. д.; 

- контроль затрат (издержек производства), который хорошо разработан как в 
методическом, так и практическом плане на зарубежных и отечественных 
предприятиях, при этом жестко контролируются непроизводственные затраты;  
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Рис. 2. Теоретическая схема системы контроля 
 

- контроль качества, в процессе которого особое внимание уделяется входному 
контролю сырья, полуфабрикатов и комплектующих изделий; 

- контроль результативности маркетинга (оценка эффективности условий в области 
изучения рынка, разработки и продвижения товара до потребителя). Конкретные 
действия в этом направлении очень затруднены, так как маркетинг чаще всего 
является системным результатом очень многих функционально разделенных 
видов деятельности; 

- контроль производства и запасов (производится по видам ресурсов в соответствии 
с выделенными основными и вспомогательными видами деятельности). При этом 
важным становится не просто количественная констатация факта, но, прежде 
всего, оценка и выявление причин, приводящих к потерям и, следовательно, к 
снижению эффективности функционирования предприятия; 

- контроль нематериальных активов (включает обычно имидж в «деловом мире», 
коммерческую тайну, поддержание «культуры организации, командного духа»). 
Следует подчеркнуть, что практически очень сложно формализовать данный 
процесс, поэтому при создании данного элемента системы контроля могут 
возникнуть большие сложности. 

 
Такова принципиальная схема стратегического анализа, основанная на цепочке ценностей 
М. Портера и широко применяемая западными менеджерами и учеными. Рассмотрим более 
подробно процедуру стратегического анализа ресурсного потенциала промышленного 
предприятия, полностью адаптированную к современным отечественным условиям 
хозяйствования и апробированную в течение ряда лет на конкретных российских 
предприятиях. 
В настоящее время существуют два общепринятых подхода к анализу ресурсного 
потенциала предприятия. Первый основан на так называемой цепочке ценностей М. 
Портера и включает в себя оценку собственно ресурсов и эффективности их 
использования, финансовый анализ и сравнительный анализ. Второй подход 
представляет собой традиционный анализ хозяйственной деятельности, часто выра-
жающийся в простом финансовом анализе. Ни первый, ни второй подходы не могут быть 
признаны эффективными в современных условиях хозяйствования, поскольку, с одной 
стороны, ориентированы на другие методологические принципы и информационную 
базу, а с другой - больше отвечают целям тактического, а не стратегического. Авторами 
предложена и апробирована на практике процедура оценки ресурсного потенциала 
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предприятия, которая во многом использует приемы и принципы вышеперечисленных 
подходов. 
Нам представляется, что анализ ресурсного потенциала российских предприятий может 
включать следующие основные аспекты: 

- Анализ производственно-хозяйственной деятельности и эффективности 
использования ресурсов. 

- Анализ имущественного комплекса предприятия. 
- Финансовый анализ. 

 
В рамках стратегического анализа предприятия анализ производственно-хозяйственной 
деятельности необходим для определения эффективности использования ресурсов 
предприятия, его прибыльности и прогнозирования ресурсных возможностей. Анализ 
производственно-хозяйственной деятельности выполняется в следующей последо-
вательности: 

- анализ основных технико-экономических показателей; 
- анализ производственной программы и ее рентабельности; 
- анализ расходов; 
- анализ финансовых результатов. 

 
Состав показателей, по которым выполняется анализ основных технико-экономических 
показателей, может варьироваться в зависимости от социальной приоритетности данного 
предприятия в регионе и принятой системы организации его финансово-хозяйственной дея-
тельности. Поскольку наиболее значимые показатели инвариантны по отношению к отрасли 
или другим предприятиям региона, постольку их можно идентифицировать и оценить 
через соотношение между темпами их изменения. Целесообразно отслеживать общие 
тенденции развития предприятия, соответствие темпов изменения показателей развития 
предприятия средним темпам изменения аналогичных показателей в среднем по отрасли, 
региону или среди предприятий конкретной зоны стратегического хозяйствования. 
Определение темпов изменения показателей позволяет оценить текущее состояние 
предприятия и его развитие за отчетный период. При анализе необходимо учитывать 
влияние инфляции, которая может существенно исказить динамику основных показателей. 
Устранение влияния инфляции может осуществляться с использованием различных методик, 
основанных на применении индекса цен. Заметим, что для сравнения динамики развития 
одного предприятия с динамикой развития других необходимо применять не абсолютные 
значения основных показателей, а темповые их изменения. Чем выше темпы роста, тем 
динамичнее развивается предприятие, тем привлекательнее оно для инвесторов. При 
выполнении анализа технико-экономических показателей следует выделять ряд аспектов. 
Динамика объема производства продукции в натуральном выражении показывает изменение 
структуры производства по видам деятельности. Ее анализ может осуществляется 
посредством сравнения индексов изменений, выраженных в процентах. Последние 
рассчитываются делением выпуска продукции текущего периода по номенклатуре на 
значение аналогичного показателя предшествующего периода. Изменение структуры 
выпуска должно следовать из необходимости рациональной загрузки оборудования и 
повышения доходности производства в целом.  Допускается неэффективное изменение 
структуры выпуска или объемов производства, если это вызвано стратегическими целями. 
Например, уменьшение выпуска в связи с переходом на диверсифицированную продукцию, 
завоеванием рынка по определенной номенклатуре выпускаемой продукции и т. д. 
Объем товарной продукции в действующих ценах зависит от динамики изменения выпуска в 
натуральном измерении и от уровня цен. При достаточно высоком уровне инфляции для 
приведения данного показателя к сопоставимому виду применяется показатель выпуска 
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товарной продукции в сопоставимых ценах определенного года. На объем товарной продукции в 
действующих ценах влияют следующие факторы: 

- структура ассортимента выпускаемой продукции. Если предприятие увеличило 
объем производства продукции с более низкими ценами, то при увеличении 
объемов в натуральном исчислении объем товарной продукции будет расти более 
медленными темпами и наоборот; 

- уровень цен на выпускаемую продукцию. При неизменных объемах производства 
товарная продукция вырастет за счет роста цен, вызванного инфляцией. 

В процессе анализа выпуска товарной продукции обязательным является сравнение темпов 
изменения товарной продукции с темпами изменений аналогичных предприятий отрасли 
или региона. 
Анализ объема реализации наиболее достоверно определяет эффективность работы 
предприятия. Рост объема реализации является основным показателем планирования 
увеличения конкурентного преимущества предприятия. Взаимосвязь увеличения объема 
реализации и прибыльности предприятия может быть положительной и отрицательной. 
Ради увеличения темпов роста продукции предприятия могут жертвовать размером 
прибыли, однако в большинстве случаев именно прибыль подталкивает предприятие к 
желанию наращивать объемы. Наращивание темпов роста объемов реализации в большин-
стве случаев является положительной тенденцией при условии сохранения на том же уровне 
или росте показателя рентабельности. 
На размер объема реализации влияют: 

- объем выпуска товарной продукции; 
- наличие остатков продукции на складе готовой продукции; 
- состояние расчетов с дебиторами и кредиторами (в частности, размер 

отгруженной и неоплаченной продукции и размер полученных и не освоенных, 
авансов); 

- уровень цен. 
 
Динамика себестоимости реализованной продукции показывает на снижение или 
увеличение возможностей предприятия по повышению доходности. Анализ изменений 
расходов проводится с целью выявления возможностей повышения эффективности 
использования материальных, трудовых и финансовых ресурсов предприятия в процессе под-
готовки производства, процесса производства, обращения и реализации продукции. 
Наилучшим образом динамика расходов может быть проанализирована на основе метода 
сравнения показателей снижения расходов на производство продукции по отношению к 
изменению объемов ее производства. Следует обратить внимание на тот факт, что зависи-
мость между объемом производства и затратами имеет нелинейный характер. Взаимосвязь 
показателей себестоимости, объема продаж и прибыли по отдельным видам продукции 
позволяет уточнять данные маркетингового анализа: продавать ли небольшое количество 
продукции, но по более высокой цене, с ориентацией на состоятельного покупателя с 
индивидуальными запросами, или продавать много продукции, ориентированной на массового 
покупателя по относительно низкой цене. Второй путь решения проблемы снижения расходов и 
себестоимости продукции требует дополнительного анализа расходов. 
Динамика изменений балансовой прибыли предприятия характеризует эффективность 
бизнеса. Максимизация прибыли является одной из основных стратегических целей 
большинства предпринимателей. При исследовании вопроса о связи между прибыльно-
стью и рыночной структурой необходимо учитывать следующие факторы: 

- производственные издержки, связанные с применяемыми технологиями в 
отрасли; 

- взаимоотношения между продавцами и потенциальными конкурентами при 
однородном дифференцированном продукте. 
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Все эти моменты будут более эффективными при условии работы предприятий в 
условиях стабильной рыночной экономики. К сожалению, современные условия 
хозяйствования российских предприятий в условиях нестабильной внешней среды не 
позволяют раскрыть полностью потенциал предприятия, его реальные возможности. 
Предприятия вынуждены адаптироваться к условиям неопределенностей экономики 
России. 
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1. UVOD 

Svaka društvena zajednica u zavisnosti od raspoloživih resursa, razvija sebi svojstvenu privredu 
i druge društvene delatnosti. Ta zakonitost važi i za Srbiju, kao po mnogo čemu specifičnu 
društveno političku zajednicu, u kojoj se objedinjavaju kako različiti prirodni resursi, tako isto i 
različite društvene i privredne organizacije. Ona ima svojih posebnosti, po pitanju prirodnih 
resursa, demografije, kao i različitost po pitanju kulturološko socioloških elemenata i 
komponenata, tako da ona predstavlja zaokruženu oblast, kako na nivou države kojoj pripada, 
tako i sa globalnog stanovišta. 
Ne ulazeći u dalju analizu geografsko topografskih i drugih karakteristika, najveća vrednost 
Srbije je u ljudskim potencijalima. Može se konstatovati da ono što čini posebnost Srbije je 
njeno stanovništvo, koje čine različite nacionalne, kulturne, religijske i druge zajednice. 
Njihovo povezivanje, a posebno interesno povezivanje u skladnu društvenu zajednicu, 
predstavlja najveću vrednost, ali i izazov za sve relevantne društvene i privredne subjekte 
Srbije. 
Naučne i istorijske činjenice kroz brojne primere dokazuju da različitosti ljudi u pojedinim 
društvenim zajednicama, predstavljaju značajan faktor u postizanju uspešnosti u celokupnom 
društvenom razvoju. Različitost dovodi do toga da ljudi uče jedni od drugih i upravo ta 
činjenica doprinosi različitosti ideja koje potiču iz različitih kultura i običaja. Time i zajednice 
sa različitim kulturama, po pravilu imaju prednost u razvoju društva i privrede u celini. 
Navedene činjenice jasno dokazuju da Srbija ima značajne prirodne potencijale, bilo da se radi 
o prirodnim resursima, ili ljudskim resursima koji su i najvažniji za privredni razvoj svake 
zemlje. Srpska teorija, posebno praksa menadžmenta moraju učiniti značajne preokrete. Tu 
postoje različiti pristupi, pri čemu je neophodno utvrditi stanje srpskog menadžmenta u 
sadašnjoj situaciji. 
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2. SRPSKI MENADŽMENT 
Srbija je jedna od retkih zemlja u svetu na čijim prostorima menadžment nije baš mnogo 
zaživeo i pored značajnih promena koje su se desile u svetu. Još se može reći i da Srbija ne čini 
dovoljno da on bude na nivou savremenosti.  
Ni srpski menadžment nije školovan za upravljanje poslovnim sistemima, da deluje u 
preduzetničkoj organizaciji kakve postoje u savremenom svetu. Dok u celom svetu vlada stav 
da je menadžment profesija u Srbiji i dalje postoji mišljenje da je to funkcija. Srbija takođe 
nema ni dovoljno menadžerskih visokih škola za upravljanje. Razvijene zemlje Zapada imaju 
poznate poslovne škole sa visokim rejtingom.  
Analize pokazuju da srpski menadžment zaostaje po brojnim kvalitetima iza menadžmenta 
razvijenih  tržišnih zemalja. Postoji nekoliko karakteristika srpskih menadžera, a to su: 
nepoznavanje finansija, knjigovodstva i troškova, kompjuterska nepismenost, nedostatak 
veštine komuniciranja, nepoznavanje stranih jezika, neadekvatan nivo opšte kulture, često 
koriste “ JA’’a retko “MI’’ i sl. 
Srbija je retka zemlja u svetu u kojoj se smatra da se menadžerskim poslom može baviti bilo ko 
od nekvalifikovanih radnika do doktora nauka i zato je  menadžment u Srbiji 
neprofesionalizovan, odnosno postavljen na amaterskim osnovama. 
Da bi se stanje menadžmenta kao profesije u Srbiji popravilo potrebno je poraditi na 
usavršavanju i informisanju sadašnjih direktora. Još uvek nemamo dovoljno kvalitetnu 
menadžersku literaturu i biznis časopise kakve poseduju razvijene zemlje. Poznato je da se 
menadžersko znanje ne nalazi u knjigama, već u časopisima. Knjige su uglavnom zastareli 
izvori znanja. Menadžerski časopisi najčešće govore šta je bilo juče i šta treba preuzeti već 
danas i sutra.1 Zato su oni najvredniji izvor znanja i bez njih se menadžment nauka ne može 
razvijati. 
S obzirom na to da trenutno stanje mendžmenta i nije na zavidnom nivou kao primer se može 
navesti kompanija Metalac Holding koja ostvaruje dobre rezultate u svom poslovanju i koja 
treba da da primer drugim organizacijama kako bi unapredili rad u svim sektorima. 
Metalac je proizvođač emajliranog, inox i tefloniziranog posuđa u širokom spektru formi, boja i 
dekora. Korporativne vrednosti Metalca su:  

1. Jasna vizija i strategija 
2. Rad, red, sloga i poverenje 
3. Posvećeni kadrovi 
4. Stalno inoviranje znaja 
5. Poštovanje partnera 

 
U Holdingu Metalac zaposleno je 1700 ljudi. Od toga, oko 40 % čine žene. Ljudi iz širokog 
spektra poslova su ključni resurs u realizaciji poslova: tehnologije proizvodnje, proizvodnog 
rada, kontrole kvaliteta, nabavke, prodaje, finansija, administrativnih usluga, poslova 
menadžmenta. Svaki deseti zaposleni ima univerzitetsko obrazovanje. Pritom se neprestano 
ulaže u stalnu edukaciju u cilju osavremenjivanja znanja u svim oblastima. Veliki broj mladih 
našao je svoju poslovnu perspektivu baš u Metalcu i njegovom iskusnom menadžerskom timu. 
Prosečna starost zaposlenih je 42 godine.    
Već desetak godina zaredom, zaposleni Metalca usavršavaju nove metode i tehnike 
komunikacije, prodajne veštine, upravljanja projektima i procesima, kreiranja strategija, 
timskog rada... Inhouse seminare i treninge, o najrazličitijim temama držali su renomirani 
domaći stručnjaci i inostrani predavači, ali, i Metalčevi zaposleni. Kursevi stranih jezika, 
redovne posete stručnim seminarima, domaćim i inostranim sajmovima deo su kontinuirane 
edukacije i unapređenja znanja i veština zaposlenih.  
                                                           
1 Ž. Radosavljević i R. Tomić, Menadžment u modernom biznisu, Privredna akademija, Novi Sad, 2007. 
str. 386 
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Starosno doba ima velikog značaja za uspešnost menadžera. Kada je u pitanju Srbija, ne postoje 
statistički podaci o starosti srpskih rukovodioca. Do 1989. godine, statistika je pratila direktore 
do 28 godina starosti, odnosno one koji su bili u doba mladosi i preko tih godina, da bi se posle 
ovih godina prestao pratiti ovaj kvalitet.2 
Za menadžment Srbije je takođe značajna i analiza polne strukture menadžera. Na osnovu 
dosadašnjih istraživanja može se zaključiti da žene sve više zauzimaju menadžerska mesta. One 
imaju bolji stil upravljanja, bolju komunikaciju i bolji odnos prema finansijama. 
Najvažnija potreba Srbije je da se menadžment profesionalizuje. Ova potreba je prioritetna i 
najvažnija, jer se pokazuje da ništa ne vredi, ni prirodni i ljudski potencijali, ukoliko se ne 
razvija menadžment kao nauka, veština, profesija i praksa. Profesionalizacija menadžmenta 
Srbije deluje na upravljanje i iskorišćavanje resursa kojim ona raspolaže. 

3. ZAKLJUČAK  

Sve navedeno ukazuje na to da menadžment predstavlja razvojnu fazu rukovođenja i da je svaki 
menadžer kao i svaki rukovodilac specijalno obučeni radnik kome se dodeljuju funkcije da 
organizuje i obezbeđuje uspešno ostvarivanje upravljačkih odluka. 
Činjenica je da Srbija raspolaže značajnim prirodnim bogatstvom koje bi moglo da se svrsta u 
red razvijenijih zemalja Evrope. Međutim, kvalitet menadžmenta Srbije je loš, jer je praćen 
visokim prisustvom ideologizacije i politizacije na jednoj strani, a na drugoj nekompetentnošću, 
jer ne poseduju adekvatna znanja iz oblasti menadžmenta koja se stiču na menadžerskim 
školama i institucijama. 
Profesionalizacija menadžmenta bi pozitivno uticala na sve segmente privrede i društva na 
globalnom nivou. Mogućnosti za sprovođenje profesionalizacije u Srbiji postoje, ali ne i 
politička volja da se to i učini. To potvrđuje i postojanje nekoliko hiljada diplomiranih 
menadžera, stručnjaka koji su završili ekonomske fakultete iz oblasti organizacije i 
menadžmenta, fakultete poslovnih studija iz različitih oblasti, do magistra iz poslovnog 
menadžmenta, koji se ne nalaze na najvišim nivoima upravljanja poslovnim i drugim sistemima, 
već su na ta mesta imenovani ljudi po kriterijumu političke pripadnosti, a školovani ljudi za 
upravljanje se nalaze na marginalnim poslovima. 
Bez profesionalizacije nema boljeg životnog standarda, bolje zdravstvene zaštite, a time ni 
dužeg života. 
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Аннотация: Рассмотрены финно-угорские молодежные общественные организации как 
кадровый резерв для органов государственной власти регионов. Обозначена роль 
молодежных организаций в процессах формирования этнической элиты. Выдвинута 
проблема системного управления молодежными финно-угорскими сообществами.  

Ключевые слова: элита, этническая элита, финно-угорская молодежь, общественные 
организации.  
 
 
 
В любом развитом государстве молодежь признается значительным социальным 
стратегическим ресурсом общества. Это тот потенциал, от которого будет зависеть 
социально-политическое и культурное развитие страны. Молодежь – это надежда на 
благополучный выход к стабильности и процветанию. В этой связи возникает 
необходимость в непрерывном и тщательном изучении молодежного лидерства и 
особенностей его адаптации и формирования в изменяющемся обществе. Именно лидеры 
общественных организаций и движений выступают в качестве резерва на должности 
государственной и муниципальной службы, специалистов социальных учреждений.  
Для молодого человека работа в общественной организации – это работа на свое 
будущее. В данных организациях лидер рассматривается как личность способная не 
просто приспосабливаться к окружающей действительности, но и преобразовывать ее в 
соответствии со своими потребностями  
Сегодня, пытаясь реализовать демократическую основу воспитания молодежной элиты, 
мы считаем, что по своей сути и содержанию общественное молодежное движение, 
социально-полезная общественная деятельность - сферы, благоприятные для 
осуществления этих целей. Отсюда и вытекает та важная роль, которую могут играть 
общественные организации в становлении лидерских качеств молодежи.  
Цель данного доклада – исследование формирования финно-угорской молодежной элиты 
на базе молодежных организаций. 
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При различных вариациях в определении элиты, согласимся с тем, что элита – это 
необходимая составная часть любой социальной структуры, представляющая собой 
высший, привилегированный слой (или слои), осуществляющий функции управления, 
развития науки и культуры (т.е. творческие функции) в отличие от остальной массы 
населения, выполняющией нетворческие, репродуктивные функции. Что кается 
этнической элиты, то это наиболее влиятельная, активная и творческая часть этнической 
общности на конкурентной этнической арене, представители которой своим примером 
могут поддерживать в народе высокий уровень духовных, культурных, социально-
политических, экономических потребностей [2, с.97].  
Этнические элиты формируются в среде сообществ, которым в качестве категориальных 
свойств, присущи: стремление к сохранению этнокультурной самобытности и 
этнической дистанции; чувство внутриэтнической солидарности и социальные 
механизмы для саморазвития и др. [1, с.224].  
Этноориентированные организации и движения финно-угорских народов были созданы 
представителями национальной интеллигенции с целью повышения значения этнических 
ценностей и одновременно обеспечения повышения своего статуса и социальной 
значимости. Карьерные устремления лидеров движений предопределили постепенный 
отказ от лозунгов этнического возрождения, приводящих к конфронтации с 
республиканскими политическими элитами. Согласие с властями республик было 
достигнуто на основе принятия идеологии финно-угорского единства. 
Финно-угорские народы с целью сохранения своих традиций и обычаев создают в том 
числе и молодежные общественные организации. На сегодня количество официально 
зарегистрированных организаций в разных странах и регионах Российской Федерации 
около 33:  

• Финляндия: Комитет родственных народов Студенческого союза Хельсинкского 
университета (Helsinginyliopiston Ylioppilaskunnan Sukukansavaliokunta); 
Общество «Друзья родственных народов»; 

• Эстония: «U-poore»; Эстонская академия художеств; 
• Венгрия: FIFUN – молодежная ассоциация финно-угорских народов Венгрии; 
• Республика Коми: Коми региональная общественная организация Союз коми 

молодежи «МИ»; Сыктывкарская молодежная общественная организация 
«Живая педагогика»; Национально-культурный центр Сыктывкарского 
гуманитарно-педагогического колледжа им. И.А. Куратова; Редакция 
молодежной газеты «Йöлöга» («Эхо»);  

• Республика Марий Эл: «Союз молодых авторов и исполнителей Марий Эл – 
«Югорно»; Студенческое представительство МОО «Марий ушем»; Марийская 
региональная общественная организация «Союз марийской молодежи «У вий»; 
Молодежная газета «Кугарня»; Общество «Вий Ар»; 

• Республика Карелия: Ингерманландский союз финнов Карелии; 
Республиканская молодежная Общественная организация «Nuori Karjala» 
(«Молодая Карелия»); Союз вепсской молодежи «Vepsän vezad»  

• Удмуртская Республика: Удмуртская молодежная общественная организация 
«Шунды»; Гуманитарный лицей, г. Ижевск; 

• Республика Мордовия:  Молодежное общественное движение мордовского 
народа Республики Мордовия; Автономная некоммерческая организация 
«Эрзион» 

• Республика Башкортостан: Ассоциация финно-угорских народов Республики 
Башкортостан  

• Ханты-Мансийский автономный округ – Югра: Молодежная организация обско-
угорских народов; 
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• Ямало-ненецкий автономный округ:  Молодежное отделение Ассоциации «Ямал 
- потомкам!»; 

• Коми-Пермяцкий округ Пермского края: Пермская региональная общественная 
организация «Роза ветров»; Общественная организация «Доживем до 
понедельника» 

• Тверская область: Молодежное отделение национально-культурной автономии 
тверских карел  

• г. Москва: Союз финно-угорской молодежи г. Москвы; Молодежное отделение 
мордовского землячества г. Москвы и Московской области; 

• г. Санкт-Петербург: Общество марийской культуры «Илем»  
• Саратовская область: Молодежное отделение Саратовского объединения финно-

угорских народов (СОФУН); 
• Пензенская область: Региональный фонд поддержки и развития финно-угорских 

народов Пензенской области.  
 
Представители данных молодежных организаций – это и есть будущая финно-угорская 
молодежная элита. 
Какова роль данных организаций в жизни финно-угорских народов?  
Во-первых, финно-угорское сообщество обеспечивает процесс формирования этнической 
элиты, разделяющей идеологию финно-угорского единства и стоящей на позициях 
неприятия позитивных оценок исторической и политической роли российского 
государства в отношении народов России.  
Во-вторых, параллельно через участие в программах научного обмена и деятельности в 
структурах решается задача привлечения к сотрудничеству национальной молодежи и 
подготовки нового поколения национальных лидеров, ориентированных на дальнейшее 
расширение финно-угорских связей. 
В-третьих, осознание своей национальной принадлежности позволяет личности 
почувствовать себя интегрированной в национальное сообщество и вместе с тем ощутить 
свою индивидуальность. Ощутив свою индивидуальность, молодой человек может 
выступать в качестве инициатора и выдвиженца своих идей для реализации в рамках 
молодежных организаций.  
Таким образом, мы приходим к выводу о том, что формирование финно-угорской 
молодежной элиты – это процесс, который требует осознанного подхода, а также 
грамотного управления. Поэтому необходимо создавать определенные условия и 
мероприятия, которые бы помогали молодежным организациям не только проявлять 
свою индивидуальность, сохранять свои национальные особенности, но и возможность 
стать кадровым резервом в будущем для более эффективного управления регионом.  
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PERSPEKTIVE RAZVOJA TURIZMA  
NA GLOBALNOM NIVOU 
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Imajući u vidu visoku dinamiku promena i turbulencija, koje utiču na sve aspekte života, svaki 
pokušaj da se naprave prognoze razvoja turizma za bliži i dalji period je veoma riskantan. Alvin 
Tofler kaže: "Nisam prorok da predviđam šta će se u budućnosti desiti. Ali na osnovu onoga što 
se do sada dešavalo i procena, može se predvideti šta će se desiti u narednom periodu". 
Navedena konstatacija se odnosi na svaku oblast, pa i na turizam, kao važnu privrednu granu 
svake zemlje i kao potencijalni zamajac u unapređenju svih političkih, društveni, privrednih i 
drugih tokova. 
Na razvoj turizma utiču brojni faktori i uticajne sile. Procenjuje se da će u budućnosti na 
unapređenje turizma uticati: političke slobode i demokratije, bezbednost turističke klijentele od 
izvornog regiona, odakle turisti dolaze do turističke destinacije, gde turisti žele da pr ne samo u 
pojedinim zemljama, već i na globalnom nivou. On može biti i limitirajući faktor razvoja 
turizma, bez obzira što postoje drugi potrebni uslovi za razvoj turizma1.  
Tipičan primer za navedene konstatacije su ograničeni ekonomski i drugi odnosi između SAD i 
Kube, ili problemi koji su praćeni u turizmu SR Jugoslavije, krajem prošlog veka, uvođenjem 
sankcija od strane OUN. U narednom periodu političke slobode će u velikoj meri zavisiti od 
međunarodnih političkih i ekonomskih odnosa, nivoa demilitarizacije pojedinih zemalja i 
regiona, smanjenja ratnih i drugih sukoba i pretnji, smanjenje rizika od terorizma, itd. 
Suzbijanje terorizma i terorističkih dejstava na međunarodnom nivou, će doprineti većim 
slobodama kretanja, što će povoljno uticati na razvoj i unapređenje turizma. Treba istaći da će u 
budućnosti ovo verovatno biti jedan od najtežih prepeka za razvoj turizma, što je i logično, jer 
je bezbednost primarna potreba svakog čoveka. 
Promenom političkih sistema u zemljama real-socijalizma, značilo je povećanje turističkog 
tržišta za dodatnih 400 miliona ljudi, koji imaju veće političke slobode, ali i ekonomske 
slobode. U kojoj meri ove zemlje budu povećavale kupovnu moć, u toj meri treba očekivati i 
razvoj turizma u ovim zemljama, ali i na međunarodnom nivou.  
Može se pouzdano predvideti da će tehnologija nastaviti da bitno menja turističku industriju, da 
postavlja nove izazove turističkim menadžerima i da redizajnira turističke sisteme na svim 

                                                           
1 Do 90-ih godina prošlog veka, putovanja u inostranstvo kineskih građana bila je retka privilegija svedena 
na odabranu grupu biznismena, birokrata, političara, studenata i sportista. Šta više, svetska turistička 
organizacija sada predviđa da će Kina do 2020 postati četvrta zemlja po broju turista u inostranstvu, kada 
se očekuje da 100 miliona turista godišnje ode iz Kine u druge zemlje, ali biti i spremna da primi veliki 
broj turista u svoju zemlju. 
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nivoima. Međutim, specifična priroda i vreme radikalnih inovacija, ili njihove tačne 
implikacije, ne mogu se precizno odrediti. Broj zemalja koji žive u postindustrijskoj eri se 
stalno povećava, što je i prirodno, jer industrija i proizvodnja se sve više transformišu u uslužni 
sektor. Analize pokazuju da se u savremenim uslovima daleko brže prelazi u sferu punog 
ekonomskog razvoja, dok je to u prošlosti bilo sporo i na duži rok. Primera radi, vremenski 
period za prelazak Velike Britanije u visoko razvijenu zemlju sveta bio je oko 200 godina 
(1750-1950), Japan je taj prelazak napravio dva puta brže, odnosno za 60 godina (1940 - 2000), 
dok je Južnoj Koreji trebalo oko 40 godina (1960-2000)2. 
Jedan od razloga za ovakvo ubrzanje jeste sposobnost društava u tranziciji da iskoriste 
tehnologije i iskustva koje su nastajale tokom ranijih stadijuma procesa industralizacije. Dok je 
Engleska morala da se bavi inoviranjem i iznalaženjem nove tehnologije, kako bi pristupila 
eksploataciji svojih kolonija, dotle su druge zemlje koristile ova iskustva i tehnologije i po tom 
osnovu skraćivale vreme svoje tranzicije. 
Danas manje razvijene zemlje, kao što je Indija, mogu podstaknuti svoj ekonomski i društveni 
razvoj pomoću pristupačnih tehnologija i provereneih načina razvoja. Moguće je da će Kina sa 
svojom krajnje visokom stopom ekonomskog razvitka 2020. godine postati postindustrijsko 
društvo. Ako se ovo ostvari, onda će međunarodne turističke organizacije i organi, kao i 
menadžeri morati da uzmu u obzir dodatnih 1,3 milijarde potencijalnog turističkog tržišta. 
Današnja niska stopa rasta i razvoja u svetskoj privredi, recesija i rastuća nezaposlenost u nekim 
zemljama, kao i smanjenje sopstvenog ličnog i porodičnog budžeta, ispoljavaju negativan uticaj 
na turizam. U kojoj meri se ovaj trend bude transformisao u pozitivne tokove i ekonomski 
properitet, treba očekivati i ekspanziju turizma. 
U narednom periodu treba procenjivati i uticaj terorističkih i drugih organizacija na korišćenje 
pojedinih turističkih destinacija. Međutim, zabrinutost za ličnu sigurnost u savremenom turizmu 
nije novi trend. On se posebno odnosi na bezbednost u prevozu putnika putem avionskog, iako 
je prisutan i u suvozemnom saobraćaja i na dužim relacijama. Vazdušni saobraćaj u saradnji sa 
nacionalnim i međunarodnim turističkim organizacijama, ali i sa drugim strukturama država i 
međunarodne zajednice, nastavlja da se uspešno prilagođava ovim pretnjama. Ipak pretnje koje 
dolaze po osnovu ugrožavanja bezbednosti putnika i turista će s vremena na vreme ispoljavati 
svoje negativne uticaje na određene turističke destinacije. 
U budućnosti treba očekivati još jači uticaj informatičke tehnologije na ukupan razvoj turizma. 
Tradicionalno određenje tržišta, u kome je ono definisano kao uređeni prostor na kome se sreće 
turistička ponuda i tražnja, prelazi na telekomunikacijsku mrežu. Ona omogućava približavanje 
ponude i tražnje i dobijanje relevantnih parametara za menadžment turističke destinacije u 
kreiranju turističkog proizvoda. Turistički menadžment mora da koristi svetsku turističku 
marketing bazu podataka uz poštovanje marketing koncepta, gde je čovek, tj. turista, osnovni 
subjekt i polazna osnova pri donošenju upravljačkih odluka.  
Budući turizam postaje zavistan od tehničko-tehnoloških dostignuća, naročito u informacionim 
tehnologijama, ukupnog izgleda turističke industrije. Obzirom da internet omogućava brz, 
otvoren, jeftin i neograničen pristup bilo kojoj vrsti informacija bilo gde u svetu, putovanje i 
turistička industrija važe za primarne korisnike informacione tehnike. U stvari, putovanje i 
turizam se smatraju jednim od najznačajnijih sektora koji koriste internet. 
Internet je značajno promenio način na koji kupci i prodavci turističkih usluga međusobno utiču 
jedni na druge, na taj način menjajući odnose sa tradicionalnim "proizvođačima" turističkih 
usluga. Posebnost je što su kupci turističkih usluga u poziciji da rezervišu letove, hotelske sobe 
i iznajme automobile direktno putem interneta. Procene i istraživanja iz SAD-a naglašavaju 
rapidni rast ovih prodajnih metoda. Procene su da će se u narednom periodu preko 50% svih 
hotelskih rezervacija ostvariti putem interneta, u poređenju sa 9% ostvarenih u 2002. god. Ovi 
trendovi su evidentni i u Evropi, odnosno na drugim kontinetima, tako da se primena interneta i 

                                                           
2 Ž. Radosavljević: Osnovni trendovi u razvoju turizma), Obrazovni informator, Beograd, 2007 
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informatičke tehnologije u turizmu i njegovim podsistemima razvija brže, nego što su 
predviđali i najveći optimisti. Stvaranje virtualnih turističkih regija će doprineti da svaka kuća u 
perspektivi postane atraktivna turistička destinacija, ukoliko raspolaže informatičkom 
tehnologijom (PS) i pripadajućim priborom, kao što su web sajtovi, CD, itd. 
Integrisanjem u globalni svetski turistički sistem, tržište će sve više imati značajniju ulogu u 
preraspodeli turističke aktivnosti u informacionom, prirodno - antropološkom, demografskom i 
ekološkom pogledu, sa osnovnim ciljem stvaranja što većeg zadovoljstva turista i ostvarenja 
zadovoljavajućeg profita.  
Tendencije koje su se ispoljile poslednjih nekoliko godina dvadesetog veka, nastaviće se i u 
budućnosti. Turisti će sve više težiti češćim i kraćim odmorima, umesto ranije tradicionalnog 
godišnjeg odmora od dve ili više nedelja. Ova tendencija će se posebno proširiti na manje 
obrazovnu i srednje bogatu klijentelu.  
Kraće radno vreme u Ujedinjenoj Evropi, uvođenje četvorodnevne radne sedmice, ranija 
penzionisanja i veći raspoloživi prihod, podstiču korišćenje češćih, ali kraćih odmora. Ovaj 
trend se pokazuje posebno značajnim u korišćenju interneta za rezervciju putnih karata za 
hotelske sobe, ili za avionski, odnosno suvozemni prevoz.  
U budućnosti će se u značajnijoj meri ispoljiti trend većih zahteva turista pri konzumiranju 
turističkog proizvoda. U pitanju su sve performanse turističkog proizvoda i svi elementi 
turističke usluge. Raspoloživost prirodnih lepota i bogatstvo eko prirode, odnosno "sunca, mora 
i peska", mada još uvek od značaja, nije više i automatski garancija uspešne sezone, obzirom da 
su turisti sve manje i manje voljni da prihvate standardne univerzalne ponude u paketu.  
Masovni turizam sve više gubi na značaju i zamenjuje se individualnim turizmom. Zahvaljujući 
razvijenoj tehnologiji i u ovoj sferi treba očekivati da se usluži, ili zadovolji masovan broj 
turista, po principima pojedinačnog pružanja turističke usluge. Sunčani odmor, odmor od 
urbanog buma, sada čine skoro 70% međunarodnih odmora Evropljana.  
Sklop savremenih promena svetskog društveno ekonomskog sistema sa tendencijama 
globalizacije, regionalizacije i ubrzane tranzicije, obuhvata i novu fizionomiju budućeg razvoja 
turizma. Ta fizionomija zasniva se na brzim reakcijama i odgovorima na novo nastale izazove. 
Zato svetski turizam u budućem periodu mora da izvrši transformaciju starog načina 
funkcionisanja i uključivanje u nove oblike razvoja. To znači usavršavanje transportnih usluga, 
uvođenje u ponudu novih nekorišćenih prostora, oplemenjivanje starih destinacija, 
rekonstrukcija i zaštita svih antropoloških vrednosti i dopunjavanje turističko-ugostiteljske infra 
i supra strukture novim sadržajima. Rečju, svi podsistemi turističkog sistema moraju imati u 
vidu pre svega "Gosta", njegove potrebe, interese, želje i probleme. 
Sve navedeno se ne može zamisliti bez povećanja ekonomskih sloboda i eleminisanja brojnih 
ograničenja koje postoje kod pojedinih zemalja po pitanju uvođenja carinskih, poreskih, i 
drugih ograničenja i viznih režima. Tome treba dodati još jedno alfa plus, a to je kvalitetno 
vođena ekonomska politika koja će podsticati razvoj turizma, kroz: povoljnije turističke 
investicione poduhvate, finansijsko podsticanje ili olakšavanje stranim turistima da koriste 
turističke kapacitete pojedinih zemalja, itd. 
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Краткое содержание: В статье рассматриваются актуальные вопросы обеспечения 
финансовой безопасности как важнейшей подсистемы экономической безопасности 
Российской Федерации. Дается описание современных методов разработки стратегии 
обеспечения финансовой безопасности и критериев финансовой безопасности, 
характеризующих макроэкономическое состояние страны. Основное внимание 
уделяется индикаторам и пороговым значениям финансовой безопасности за 2000–2011 
гг. Индикаторы сгруппированы в таблице. Проанализированы диспропорции в системе 
индикаторов. Рассматриваются потенциальные угрозы экономической безопасности 
России, связанные с вступлением страны во Всемирную Торговую Организацию.  

Ключевые слова: финансовая безопасность, индикаторы финансовой безопасности, 
золотовалютные резервы, фонды, Всемирная Торговая Организация 

1. ВВЕДЕНИЕ 

Россия преодолела последствия системного политического и социально-экономического 
кризиса конца XX в. Решены первоочередные задачи в экономической сфере, выросла 
инвестиционная привлекательность национальной экономики. Стратегическими целями 
обеспечения национальной безопасности являются вхождение России в среднесрочной 
перспективе в число пяти стран-лидеров по объему валового внутреннего продукта, а 
также достижение необходимого уровня национальной безопасности в экономической 
сфере. Состояние национальной безопасности Российской Федерации, т.е. «состояние 
защищенности жизненно важных интересов личности, общества и государства от 
внутренних и внешних угроз» [1] напрямую зависит от экономического потенциала 
страны и, в частности, от эффективности функционирования системы обеспечения 
экономической безопасности. При этом состояние экономики страны в первую очередь 
определяет состояние финансов. Исходя из изложенного, в Стратегии национальной 
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безопасности Российской Федерации до 2020 г. совершенно обоснованно в числе 
главных стратегических рисков и угроз национальной безопасности в экономической 
сфере на долгосрочную перспективу названы низкая устойчивость и защищенность 
национальной финансовой системы (особенно остро это может проявляться в период 
кризисов мировой и региональных финансово-банковских систем). Президент РФ Д.А. 
Медведев 4 марта 2011 г. на совещании по вопросу формирования в России 
международного финансового центра отметил, что «целью государств является 
обеспечение собственной финансовой безопасности, экономической стабильности». [2]  

2. ФИНАНСОВАЯ БЕЗОПАСНОСТЬ РФ НА СОВРЕМЕННОМ ЭТАПЕ 

2.1. Место финансовой безопасности в системе экономической безопасности России 

Экономическая безопасность в современном мире – это основа экономически 
эффективного государства, т.е. государства, которое способно отстаивать свои 
национальные интересы и обеспечивать свою национальную безопасность. 
Финансовая безопасность Российской Федерации —неотъемлемая часть экономической 
безопасности в целом, что обусловлено угрозами финансово-кредитной сфере страны и 
принятием новой «Концепции национальной безопасности Российской Федерации», 
утвержденной Указом Президента Российской Федерации № 24 от 10 января 2000 г. [3] 
Уровень финансовой безопасности следует оценивать содействием финансовой сферы в 
повышении экономической безопасности. 
Финансовая безопасность – это организация финансовых потоков бюджетной и 
внебюджетной сферы, банковской сферы, фондового и валютного рынков, других 
денежных фондов, при которой все сегменты финансов страны достаточны в своих 
размерах, в определенных пропорциях сбалансированы и соразмерны между собой, 
максимально возможно защищены от внутренних и внешних неблагоприятных 
воздействий и способствуют устойчивому социально-экономическому развитию. 
Соразмерность финансовых потоков – это определенное пропорциональное соотношение 
государственного бюджета и внебюджетных фондов. Например, при наличии профицита 
бюджета существует дефицит Пенсионного фонда, что является аномалией, равно как и 
дефицит бюджета при значительных размерах Резервного фонда. Размеры бюджета и 
ссудного фонда также должны быть сбалансированы. Если бюджет сбалансируется за 
счет чрезмерных налогов, то будет угнетена сфера предпринимательства и экономика 
страны в целом. Ориентация курса национальной валюты на обеспечение профицита 
внешнеторговых операций и трансграничных потоков капитала в целом создает 
дополнительную нагрузку на банковскую систему и приводит к периодически 
возникающим дефицитам ликвидности в платежном балансе страны. [4]  

2.2. Индикаторы и показатели финансовой безопасности России 

Основными структурными элементами системы финансовой безопасности России 
являются обеспечение бездефицитности федерального бюджета, бюджетов регионов, 
консолидированного бюджета, устойчивости функционирования финансового рынка, 
поддержание комфортного уровня государственного долга, позволяющего поддерживать 
его без увеличения нагрузки на бюджет, платежный баланс страны, исключение 
чрезмерной закредитованности корпораций и домашних хозяйств. Главная задача 
обеспечения финансовой безопасности государства - повышение эффективности 
государственной политики в области финансов и устойчивости финансовой системы.  
Исследования Всемирного экономического форума (ВЭФ) показали, что 
конкурентоспособность страны в мировой экономике в существенной мере зависит от 
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эффективности государственной финансовой системы. Чем выше сводные индексы стран 
по индикаторам, характеризующим состояние финансов государства, тем выше их 
конкурентоспособность.  
Финансовая безопасность страны измеряется системой индикаторов и их пороговых 
значений. В связи с финансовым кризисом их число в индикативной системе 
экономической безопасности, разработанной в Институте экономики РАН, расширено.  
В таблице 1 приведены пороговые значения некоторых индикаторов за 2000 и 2009 г. и 
фактические данные за 2011 г. Они сгруппированы по четырем сферам экономики: 
реальная экономика, социальная сфера, денежно-финансовая сфера, 
внешнеэкономическая сфера. Пороговые значения индикаторов определены на основе 
экспертных оценок и индикаторов стран Еврозоны с учетом поставленной в Стратегии 
национальной безопасности до 2020 г. задачи вхождения России в пятерку наиболее 
развитых стран. 
Величины многих показателей в 2011г. не соответствовали пороговым значениям. Это 
доля инновационной продукции во всей отгруженной продукции, средняя 
продолжительность жизни населения, уровень безработицы, уровень монетизации, объем 
невозвратов по кредитам, доля импортного продовольствия. Уровень инфляции 
незначительно больше значения порогового значения.  
Объем золотовалютных резервов многократно превысил пределы порогового значения. 
Если бы уровень монетизации соответствовал предельной величине индикатора, можно 
было бы сделать вывод об улучшении финансового положения. Однако он на 10% ниже, 
что свидетельствует о недостаточной развитости банковского сектора, низкой 
склонности населения к организованным формам сбережения, о наличии некоторого 
недоверия инвесторов к банкам. Также это указывает на недостаточность денежной 
массы для обслуживания процессов производства, обмена, распределения, потребления и 
формирования ВВП.  
Основная причина сложившейся ситуации заключается в том, что экономические и 
политические риски в инвестировании по-прежнему очень высоки. Увеличение 
финансово-банковских резервов происходит за счет ограничения финансовых 
возможностей реального сектора экономики, инновационной и социальной сфер.  
Уязвимость национальной банковской системы объясняется следующими 
обстоятельствами: 

• чрезмерной ее зависимостью от движения иностранного капитала; 
• экспансией банков с иностранным капиталом; 
• валютной моделью денежной эмиссии, в результате чего сохраняется 

зависимость российской экономики от мировой экономической, ценовой и 
политической конъюнктуры; 

• недостатками в регулировании и надзоре за банковской системой, поскольку 
Банк России, очевидно, не полностью справляется с ролью главного регулятора 
банковского сектора и частично фондового рынка; 

• высокой распыленностью банковского капитала, наличием значительного 
количества кредитных организаций с капиталом менее 5 млн. евро 
(приблизительно 1/3 из 1112 банков); 

• ориентацией многих коммерческих банков на получение спекулятивных 
сверхдоходов, а не на стратегическое сбалансированное развитие. 

 
О стабильности финансовой системы свидетельствует следующее: при превышении в 
2011 г. размера золотовалютных резервов почти в 2 раза по сравнению с пороговым 
значением профицит бюджета (0,8%) превышает пороговое значение в размере 3% к 
ВВП.  
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В то же время о недостаточной устойчивости отечественной финансовой сферы от 
внешних воздействий мирового финансового кризиса свидетельствует значительная 
девальвация рубля – на 55% (с 23,5 рублей за доллар до наивысшей ее точки 37 рублей и 
последующего достаточно быстрого снижения до 31 рубля), а также отток капитала во 
второй половине 2008 г. в размере 130 млрд. долл., 33,6 млрд. долл. в 2010 г. и 84,2 
млрд.долл. в 2011 г. [7] 
Каналом ухода капитала из России за рубеж в разных формах являются оффшорные 
операции российских фирм. По разным оценкам от 90 до 95% крупных промышленных 
фирм либо сами зарегистрированы в оффшорах, либо имеют там дочерние организации 
или финансовых партнеров. По оценкам, в оффшорные зоны уходит ежегодно не менее 
50 млрд. долларов. Если учитывать не только крупные компании, а весь частный бизнес 
страны, то примерно 35–40% частных активов россиян хранится в оффшорных 
юрисдикциях. Для США эта доля не превышает 2%, для Европы – 10%.  
На протяжении девяти лет финансовая безопасность, если о ней судить по 
золотовалютным резервам и состоянию бюджетной сферы, в которой обеспечивался 
профицит бюджета, находилась в лучшем положении, чем другие сферы экономической 
безопасности. В результате кризиса уровень финансовой безопасности снизился почти по 
всем индикаторам, но больше всего пострадала реальная экономика. Однако в 2010-2011 
г.г. наблюдается положительная динамика экономического развития: валовой 
внутренний продукт России вырос более, чем в других странах – на 4,5%, тогда как в 
Японии на 1,4%, в Еврозоне около 3%.  
Международные резервы России в 2011г. выросли до 498,649 млрд. долл., и по этому 
показателю наша страна третья в мире после Китая (3,18 трлн.долл.) и Японии (1,22 
трлн.долл.). В десятку лидеров также входят Тайвань, Сингапур, Гонконг, Германия. [8] 
Минфин предлагает восстанавливать механизм прямых отчислений нефтегазовых 
доходов в специальных фондах: в Резервном фонде и в Фонде национального 
благосостояния, которые не применялись в 2009–2010 годах. Для того, чтобы сократить 
дефицит ненефтегазового бюджета, который составляет 10–11% ВВП, Минфин 
предлагает сократить бюджетные расходы на 6–8%, что, по мнению Минэкономразвития, 
«может спровоцировать такой спад экономики, по сравнению с которым кризис 2008 г. 
покажется мягким». [9] 

3. УГРОЗЫ ФИНАНСОВОЙ БЕЗОПАСНОСТИ РОССИИ В СВЯЗИ С 
ВСТУПЛЕНИЕМ В ВТО 

В декабре 2011 года Восьмая министерская конференция Всемирной торговой 
организации (ВТО) одобрила решение о присоединении России к ВТО, членами которой 
в настоящее время уже являются более 150 стран мира. По истечении шести месяцев 
данное соглашение будет ратифицировано, а еще через месяц вступит в силу. 
Вступление в ВТО имеет как положительные, так и отрицательные стороны. 
Положительной стороной следует, прежде всего, назвать активизацию конкуренции, 
являющейся не только основой всего товарного производства, но и рыночной экономики. 
Конкуренция побуждает настраивать производство на удовлетворение спроса, высокий 
уровень качества продукции, создание новых конкурентоспособных продуктов и услуг, 
использование современных технологий, снижение затрат. Ее отсутствие ведет к 
снижению технического уровня продукции и производства, росту цен и другим 
негативным явлениям, угрожая экономической безопасности. 
Снятие многих ограничений по торговле и тарифам, имевшихся ранее, после вступления 
России в ВТО вызовет приток импортных товаров на отечественный рынок. Снижение 
средневзвешенной ставки импортного тарифа на товары с 10% в 2011 году до 7,8%, 
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среднего сельскохозяйственного тарифа с 13,2% до 10,8%, средневзвешенной импортной 
пошлины на промышленные товары с 9,5% до 7,3% приведет к поступлению на 
российский рынок, прежде всего, сельскохозяйственной продукции, продукции легкой 
промышленности, автомобилестроения, фармацевтической промышленности, 
технических средств, станков и механизмов. [10] 
В качестве внутренних угроз экономической безопасности отечественной экономической 
системе «предприятие – отрасль – государство», следует отметить: 

1. изношенные основные фонды, в том числе физически и морально устаревший 
станочный парк и другое производственное оборудование; 

2. использование устаревших технологий; 
3. высокая трудоемкость производства; 
4. высокая энергоемкость производства; 

Таблица 1: Параметры пороговых значений, разработанные в 2000 г. и в 2009 г., и 
фактические данные за 2011 г. [4], [5], [6] 

 

Наименование Пороговые  
значения 

Фактические 
данные 

 2000 г. 2009 г. 2011 г. 
Сфера реальной экономики    
– объем ВВП , млрд/ руб. 6000* 48905* 54369 
– среднегодовые темпы прироста ВВП, % – 6-7 4,3 

– ежегодная доля ВВП, выделяемая на национальную 
оборону, % 3 3 3 

– расходы на гражданскую науку, % к ВВП 2 2 0,4 
– объем инвестиций в основной капитал, в % к ВВП 25 25-35 22 
– сбор зерна, млн тонн 70 100-110 93,9 
– доля инновационной продукции во всей отгруженной 
продукции, % 15 ≥ 30 15 

Социальная сфера    
– средняя продолжительность жизни, лет    

у мужчин – ≥77 64,3 
у женщин – ≥85 76,1 

– среднее расчетное количество рождаемости на одну 
женщину – ≥2,2 1,5 

– соотношение численности людей пенсионного и 
трудоспособного возраста, % – ≤40 78 

– средства на здравоохранение, образование и культуру, 
% к ВВП – ≥15 10 

– доля населения с доходами ниже величины 
прожиточного минимума во всем населении, % 7 ≤6 15 

– отношение средней пенсии к средней заработной 
плате, % – ≥40 36 

– коэффициент фондов (соотношение доходов 10% 
высокодоходного и 10% населения с низкими доходами), 
раз 

8 4-7 23 

– отношение среднедушевых денежных доходов 
населения к прожиточному минимуму, раз 3,5  –  3,3 

– уровень безработицы по методологии МОТ, % 5 ≤4 6,3 
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Наименование Пороговые  
значения 

Фактические 
данные 

 2000 г. 2009 г. 2011 г. 
Денежно-финансовая сфера    
– общий размер золотовалютных резервов, млрд/ долл. 40 ≥250 498 
– годовой уровень инфляции, % 125 ≤106 106,1 
– уровень монетизации экономики: М2 на конец года, в 
% к ВВП 50 ≥50 45 

– объем кредитов, % к ВВП – ≥40 56 
– невозвраты кредита в общем объеме потребительсеого 
и ипотечного кредитов, %  – ≤10 15 

– нерезиденты в совокупных активах банковской 
системы, % – ≤25 30 

– сальдо федерального бюджета, % к ВВП    
Дефицит 3 3 –  
Профицит ≤ 3 ≤4 0,8 

Внешнеэкономическая сфера    
– доля импортного продовольствия, % 25 ≤20 35 
– сальдо внешнеторгового баланса, %    

Дефицит – ≤4 - 
Профицит – ≤8 11 

* Объем ВВП в ценах 1998 г. На последующие годы этот индикатор пересчитывался по 
индексу-дефлятору. Так, на 2009 г. пороговые значения по этому индикатору были 
определены с учетом индексов-дефляторов за 1999–2009 гг. в размере 48905 млрд. руб.  
 
Фактически объем ВВП составил в 2009 г. 39016 млрд. руб. 

5. применение неквалифицированного труда; 
6. неразвитость малого бизнеса; 
7. недостаточная государственная поддержка предпринимательства. 

 
Однако главной угрозой экономической безопасности России при вступлении в ВТО 
является резкое увеличение потоков импортной продукции на внутренний рынок, что 
может привести к свертыванию многих крайне нужных для страны производств из-за их 
неконкурентоспособности. Очевидно, что сейчас эта опасность в известной мере 
преодолевается осуществлением протекционистских мер: количественным ограничением 
импорта, высокими импортными пошлинами и др. При вступлении в ВТО Россия должна 
будет отказаться от большинства этих мер. Безусловно, что и их применение в 
неразумных пределах приводит к негативным результатам. Так, избыточно активное и не 
всегда продуманное применение протекционистских мер ко многим производствам 
законсервировало их неконкурентоспособность по сравнению с иностранными 
производствами. 
Поэтому для поддержания жизненно важных отраслей и производств объективно 
необходимы разумные меры поддержки отечественных производителей, не приводящие 
в то же время к простому покрытию безхозяйственности и безынициативности в 
инновационной деятельности. Без этого Россия может надолго закрепиться как сырьевой 
придаток развитых стран.  
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4. ЗАКЛЮЧЕНИЕ 

Экономическая безопасность – состояние защищенности и устойчивости 
производственно-экономической системы от внутренних и внешних угроз, 
обеспечивающее развитие экономики и достижение жизненно важных целей личности, 
общества и государства. 
Финансовая безопасность России – это составная часть экономической безопасности 
страны, основанная на независимости, эффективности и конкурентоспособности 
финансово-кредитной сферы России, выраженной через систему критериев и показателей 
ее состояния, характеризующих сбалансированность финансов, достаточную 
ликвидность активов и наличие необходимых золотовалютных и других резервов. [11] 
При определении критериев финансовой безопасности, прежде всего выделяют систему 
показателей, характеризующих макроэкономическое состояние страновой экономики: 
измеритель результатов экономической деятельности государства – ВВП, темпы 
инфляции, величина государственного долга, состояние золотовалютных резервов, 
показатель средней продолжительности жизни населения, показатель занятости 
населения – уровень безработицы, состояние государственного бюджета и т.д.  
Для внешних угроз, если считать основным критерием финансовой безопасности 
индикатор дефицита (профицита) бюджета, уровень финансовой безопасности в 2011 г. 
повысился. Но по такому показателю финансовой безопасности, как достаточность 
финансирования решения приоритетных социально-экономических задач, уровень 
финансовой безопасности явно недостаточный. 
Наибольшее снижение уровня экономической безопасности в 2011 г. в реальной 
экономике именно по индикаторам, отражающим возможности модернизационно-
инновационных процессов, а в социальной сфере – по уровню бедности и 
имущественному расслоению общества (табл. 1). 
Присоединение России к ВТО затрагивает наиболее актуальные вопросы экономической 
и финансовой безопасности государства, определяющие развитие страны на перспективу.  
Вступление России в ВТО безусловно будет способствовать повышению 
конкурентоспособности национальных производителей, однако может негативно 
отразиться на обеспечении экономической безопасности предприятий и государства, на 
возможность развития отдельных отраслей национального хозяйства и осуществление 
хозяйственной деятельности отечественными предпринимателями. 
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Аннотация: Эффективное управление затратами организации важный фактор ее 
устойчивого развития. Процесс управления затратами организации включает  
планирование, учет, анализ, контроль и регулирование или принятие управленческих 
решений. Важнейшей задачей данного процесса является распределение функциональных 
обязанностей   между работниками финансово-экономической службы организации. 

Ключевые слова: управление затратами, планирование, учет,  анализ, контроль затрат, 
положение об управлении затратами в организации, функциональные обязанности 
работников финансово- экономической службы в рамках управления затраьтами. 

 

 

Особое внимание в рамках деятельности любой организации уделяется внимание 
процессу управления затратами. Процесс управления затратами включает в себя  
следующие этапы: планирование, учет, анализ, контроль и принятие управленческих 
решений. 
Планированию себестоимости должен предшествовать тщательный и всесторонний 
анализ сложившегося уровня затрат предпланового периода; выявление величин и 
причины возникновения затрат, не обусловленных нормальной организацией 
производственного процесса: сверхнормативного расхода сырья, материалов, энергии, 
доплат рабочим за отступление от нормальных условий труда и сверхурочные работы, 
потерь от простоев и аварий, брака, нарушений трудовой и технологической дисциплины 
и т.п. 
Одновременно с анализом затрат необходимо обратить особое внимание на изменения в 
структуре спроса на продукцию, предлагаемую к реализации в планируемом периоде, на 
предложения ресурсов, которые в свою очередь окажут значительное влияние на 
организацию производства и труда, использование производственных мощностей, 
структуру и качество продукции и т.п. 

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 
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Только после тщательного анализа следует приступать к первичному планированию 
затрат на первый плановый период. На данном этапе планирование затрат будет 
опираться в основном на прогнозируемый объём продаж. Затем следует ввести 
необходимые изменения в методику учёта затрат на производство. Следующий шаг – 
контроль. В первый плановый период контроль будет осуществляться только в 
направлении проверки правильности бухгалтерского учёта затрат, т.к. никаких 
мероприятий по снижению затрат ещё не разработано. Далее по истечении планового 
периода необходимо провести экономический анализ затрат по разработанной методике 
для выявления отклонений и причин этих несоответствий. По итогам анализа должны 
быть разработаны мероприятия по снижению уровня затрат. И после этого экономисты 
организации могут начинать работу по планированию затрат на производство на новый 
плановый период. Алгоритм действий по использованию системы управления затратами 
на производство представлен на схеме 1. 
 

 
Схема 1. Алгоритм использования системы управления затратами  

 
В последующие периоды непрерывного использования данной системы для управления 
затратами на производство порядок действий постоянен и имеет алгоритм, 
представленный  на схеме 2. Алгоритм использования системы управления затратами 
имеет цикличную структуру. 

Анализ уровня затрат предпланового 
периода; анализ внешних условий 
функционирования организации  в 

отрасли и на рынке сбыта 

Планирование уровня затрат на 
плановый период исходя из 

прогнозируемого объёма продаж 

Контроль бухгалтерского учёта затрат 
на производство 

Анализ затрат по результатам 
деятельности организации за отчётный 

период по разработанной методике   

Разработка мероприятий по снижению 
затрат на производство на основе 

проведённого экономического анализа 
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Схема 2. Алгоритм использования системы управления затратами на производство  

 

Важным вопросом является информационное обеспечение процесса управления 
затратами. С этой целью на любом предприятии необходимо определить регламент 
сбора, регистрации, хранения и представления всей информации, необходимой для 
принятия управленческих решений. В результате  для любого предприятия должны быть 
разработаны:  

• альбом унифицированных форм документов для каждого подразделения 
предприятия (сметы, калькуляции т др.);  

• реестр управленческих отчётов (которые должны составляться:  
подразделениями, чтобы использовать их данные при анализе; менеджерами, 
чтобы на основе этих отчётов принимать управленческие решения; 
руководителем системы управления затратами, чтобы доводить до руководства 
организации результаты деятельности, осуществлять их оценку и утверждать 
мероприятия по снижению затрат);  

• методику планирования затрат;  
• методику экономического анализа затрат на производство с подробным 

описанием необходимых экономических показателей и характеристик; 
• порядок осуществления контроля затрат на производство; 
• порядок обоснования принимаемых управленческих решений, направленных на 

оптимизацию затрат. 
 

Учёт затрат на производство  

Контроль затрат: 
1. Контроль системы бухгалтерского 
учёта затрат; 
2. Контроль за выполнением 
мероприятий по снижению затрат 

Анализ затрат по результатам 
деятельности организации за отчётный 

период по разработанной методике   

Разработка мероприятий по снижению 
затрат на производство на основе 

проведённого экономического анализа 

Планирование затрат на производство 
на плановый период (с учётом ранее 

предложенных мероприятий по 
снижению затрат) 
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Эти документы целесообразно объединить в общее Положение о системе управления 
затратами. 
При разработке системы управления затратами должны быть разграничены функции 
управления затратами между отдельными сотрудниками финансово- экономической 
службы. Это необходимо делать исходя из масштабов деятельности и структуры 
управления, Например, целесообразно распределить функции управления затратами 
между несколькими работниками бухгалтерии и  работником планово- экономического 
отдела (экономистом), таким образом, создав планово-аналитическую подсистему 
финансово-экономической службы. Функциональные обязанности работников 
финансово-экономической службы в рамках управления затратами представлены в 
таблице 1. 
 
Таблица 1: Функциональные обязанности работников финансово-экономической 
службы в рамках управления затратами  

Должность Функции 
Главный бухгалтер 1.Организация управления затрат; 

2.Разработка мероприятий по снижению затрат на 
производство; 
3.Подготовка отчёта об исполнении мер по снижению затрат. 

Заместитель главного 
бухгалтера по учёту 
затрат на производство 

1.Сбор и подготовка информации для анализа; 
2.Согласование с руководителями центров затрат 
мероприятий по их снижению. 

Экономист 1.Анализ затрат на производство; 
2.Планирование затрат на последующие периоды; 
3.Подготовка отчёта об использовании мер по снижению 
затрат. 

Финансовый директор 1.Рассмотрение отчётов об уровне затрат на предприятии; 
2.Рассмотрение предлагаемых мероприятий по снижению 
затрат, результатов их использования; 
3.Принятие управленческих решений. 

Ревизионная комиссия 1.Контроль работы бухгалтерии в части учёта затрат; 
2.Контроль подразделений, осуществляющих расходы, в 
части исполнения мер по снижению затрат. 

Начальники 
подразделений 
(центров 
осуществления затрат) 

1.Подготовка информации о произведённых затратах для 
экономического анализа; 
2.Подготовка отчётов о выполнении  бюджетных назначений 
по затратам и реализации мер по снижению затрат. 

 
Особое внимание при внедрении системы управления затратами следует уделить 
повышению квалификации кадров. Это связано с тем, что управление затратами на 
производство требует специальных знаний  и прежде всего по управленческому учёту. 
Поэтому перед  руководителем организации, а также службой  управления персоналом  
стоит задача организовать повышение квалификации работников предприятия, которые 
осуществляют систему управления затратами.  Это позволит повысить эффективность 
системы управления затратами. 
Предлагаемый подход к построению системы управления затратами позволит 
существенно повысить финансовую эффективность деятельности организации, 
прогнозируемость ее финансовых результатов и  финансовую устойчивость на рынке. 
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LEISURE AND HEALTH AS THE RESULT OF ADVANCED 
(NEW) TECHNOLOGY AND ECONOMY 

Vrbanac Desa 
Politehnika Pula - University of Applied Sciences, Pula, Croatia 

 

Summary: For purposes of this paper anonymous survey that was conducted on a sample of 
151 first-year students of the Faculty of Pula was designed, in order to display the ways of 
spending leisure time. These results illustrate the need for more hours per week of teaching 
physical education to young people from early childhood, taught and used to the quality, 
content and management of free time, so they can distinguish well from bad ways. Insufficient 
physical exercise can develop qualities and abilities as the main health indicators. Due to the 
irregular lifestyle, unhealthy diet and sedentary lifestyle, young population is getting worse and 
worse, and the pointer on the scale show a continuous increase in body weight. 

Keywords: the way of spending leisure time, the choice of kinesiology contents, health 
improving 
 

“If I knew I was going to live this long, I'd have taken better care of myself“ 
G. BURNS 

1. INTRODUCTION 

Twentieth century will remain recorded, among other things, "innovation", and the drastic 
reduction of all forms of movement, and it is expected that this "phenomenon" occur in any 
student population. Technology assumed operation or sitting, or (even worse) standing. Due to 
the increased distances, while going to work and coming home from work public or personal 
transportations is used. Children are driven or transported to school at distances shorter than a 
kilometer (for security reasons or too heavy school bags). 
World Health Organization (WHO) has recently invested great efforts in seeking and deploying 
resources that are not "a result of advanced technology, all-powerful and therefore quite 
inaccessible to the majority population of this planet", with the aim of preserving and improving 
health. 
Finally, it is worth reminding ourselves - there is no improvement and no self to preserve 
health. There is a simpler and more accessible resource of their walking ability. 
WHO says that 60% of the adult population is moving less than protective levels of health 
preservation and prevention of a number of diseases, mainly those of the heart and blood 
vessels and organs of movement. 

3rd International Conference 
″Application of New Technologies in 

Management″, ANTiM 2012 
19 - 21 April 2012, Belgrade, Serbia 

Student Works 
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What about the young and healthy growing up? 

Who is to blame for their bad and unsaved habits? 

Especially when it comes to young people, planning, programming, implementation and control 
of the effect of exercise in their spare time, probably will soon become an inevitable 
phenomenon of our time, and an essential factor for the integration of the individual in society. 
Creating awareness about the habit and the need for lifelong physical exercise of young people 
can be a space of developing features and capabilities, and to protect and improve health, but 
also promote a new style of life of young people, especially the female population. Leisure 
becomes their needs, and impose some questions, how to spend, what to do or "how to kill it." 
Therefore, for purposes of this paper, special anonymous survey that was conducted on a 
sample of 151 students of the first year of faculties in Pula is designed, in order to display ways 
of spending leisure time and to propose measures to change the existing situation. 

2. METHODS OF WORK 

The sample consisted of 151 subjects, female students of different departments of first year 
study at the University of Pula. Selected participants may be defined as an appropriate sample 
of non-selected population, and were selected by the criterion of sex and a fulltime studying at 
the University of Pula. 
Data were collected using a specially constructed questionnaire. 
The questionnaire consisted of questions pertaining to frequency and use of leisure time. 
The aim of this study was to show the actual state of ways of spending leisure time and suggest 
some guidelines for rational, effective and efficient way of managing free time in order to 
improve health and promote a new style of student life. 
In accordance with the aim of this investigation, following hypotheses were set: 
H1: Leisure time of young people is unorganized territory 
H2: Participation of young people in sports clubs is inadequate and negligible 
H3: The local government does not find a way to financially support them and ensure their 
physical working conditions 
For data collecting was used a 5.0 software system. 
Analyzing the obtained frequencies were calculated percentages for each response offered. 

3. POLL RESULTS  

The results shown in Table 1 indicate to the conclusion that about 80% of the students involved 
in research, have a large amount of free time daily. It is worrying that students have daily 
amount of free time 3, 4 or more hours. In Table 2, the structure of the daily use of leisure time 
is shown. 

Table 1: Self-assessment of its own free time on a daily basis 
N-151 Frequency % 

Less than one hour 3 1,99 
1 hour 6 3,97 
2 hours 20 13,25 
3 hours 55 36,42 
4 hours and more 69 44,37 
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Table 2: The structure of the daily use of leisure time 
N=1
51 

Activitie
s 

Up to 
1h            % 

 
2hrs             % 

 
3hrs           % 

 
4hrs         % 

More than 
5hrs        % 

1. Learning 
54 35.76 62 41.06 26 17.22 7 4.64 1 0,66 

2. Reading 
113 74.83 23 15.23 13 8.61 1 0.66 1 0.66 

3. Watching 
TV 37 24.50 48 37.79 52 34.44 4 7.84 1 0.66 

4. Sitting in 
the cafe  86 56.95 43 28.48 16 10.60 5 3.31 1 0.66 

5.  
 

Other 
 
 

13                8.63 
Sport, Internet, 

drawing, 
cooking, 

straighten up a 
room 

21               13.95 
 

Sport, Walking, 
Dancing 

6              3.97 
 

Internet, job, 
Hanging out 

5             3.31 
 

Hanging out 

1          0.66 
Hanging out, 

sleeping, 
Associating, 

Job 

Table 3: Illustration of the frequency of practicing kinesiology activities 

TOTAL 151 YES NO 

1. The frequency of dealing with an 
kinesiology activity 73 48.04% 78 51.96% 

A new generation is too busy with "sitting activities" shown in Table 3. 
 
A great number of students, around 51.96% were not involved in any sports and recreational 
facilities. 
(For some students the only way of rehearsing is to continue the practice of physical education, 
which is required for the students of first and second academic year. Teaching physical 
education is conducted twice a week for 45 minutes or once a week for 90 minutes. Reasons not 
involved in training programs, students see in the lack of time, indifference, lack of information 
and lack of money (Table 5). One possible way of changing the current situation indicates that 
the student population provides a cheaper or free access to meetings and sporting facilities. 
Young people are not available sports facilities without payment of the lease term or gyms. 
Also, be a need for creation of kinesiology training program that could be applied in a variety of 
sports facilities, which would include a set of different activities, so spent free time would be 
meaningful and well. 

Table 4 Interest in kinesiology activities (per week) 
N-73 FREQUENCY % 

Jogging 18 24.65 

Walking 13 19.27 

Cycling 10 14.29 

Roller skating 7 8.21 

Aerobic 7 8.21 

Pilates 7 8.21 

Fitness 5 5.47 

Dancing 5 5.47 
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Interest in kinesiology activities in Table 4, shows that the choice of kinetic activity is 
dominated by individual sports, water sports, which in teaching physical education were not 
included. Whether physical education facilities have been offered, lack of adequate material 
conditions from the available space to the necessary facilities and equipment, are not attractive 
enough to interested and to retain students. 

Table 5: The reasons for not doing kinesiology activities 
N-151 FREQUENCY % 

DO NOT EXERCISE 78 51,69 

1. Lack of time 58 45,28 

2. Lack of interest 31 24,53 

3. Lack of information 31 24,53 

4. Lack of money 7 5,66 

4. RESUME 

Students represent a specific population, which is determined by the growing up time, and a 
wealth of activities, which this population then begins to deal with, is increasingly expanding. 
This fact has a double meaning, free time can be a space of development of interests and habits 
for kinesiology activities that contribute to quality of life, but also a risk factor for the 
emergence of socially unacceptable behavior. The current situation highlights the need to get 
through school physical education, sports and student societies, universities, information and 
resources from the community young people far more informed and educated about the 
planning, programming, implementation, and process control training. The adoption of new 
habits and content of physical activity in young could differ according to quality and healthy 
programs and leisure activities, to develop the need for protection and improvement of personal 
health. Changes are necessary and possible, but require more tangible and financial investments 
in the education of young people so that they know themselves to distinguish well from bad 
way of managing free time. 
According to the recommendations of the World Health Organization (2006), children aged 7-
18 years should have at least 60 minutes of daily physical activity. 

 
Professor, since you have assured me, I decided to live healthy, and because of that, I’ll immediately cross 

out the stress factor called school and physical education.  
I'm going to relax at a nearby café! 
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NEOPHODNOST NAPUŠTANJA KLASIČNOG I UVOĐENJA 
HOLISTIČKOG KONCEPTA  

 
Student: Zdravković Dragana 
Mentor: Radosavljević Milan 
 
 
Ajnštajn je svojevremeno rekao da se sadašnji problemi ne mogu rešavati sadašnjim načinom 
razmišljanja, jer sadašnji problemi i jesu rezultat tog načina razmišljanja. Oni se moraju rešavati 
sutrašnjim načinom razmišljanja. Uzimajuću u obzir ovu konstataciju, može se zaključiti da 
pokušaj organizacija korporativnog tipa da savremene poslovne probleme rešavaju starim i 
prevaziđenim konceptima neće dovesti do poslovne uspešnosti. To neće biti moguće ni 
kozmetičkim doterivanjima prethodnih koncepata. Klasične organizacije su u prošlosti dale 
značajan doprinos u ostvarivanju poslovne uspešnosti, ali su se u savremenim uslovima 
pokazale kao zastarele i neprihvatljive.  
 
Klasična organizacija se uglavnom zasnivala na konceptu mehanističke uređenosti organizacije 
sa jasnim hijerarhijskim nivoima nadređenosti i podređenosti, u kojima je svaki viši 
hijerarhijski stratum imao više moći u odnosu na niže nivoe. Ovaj koncept polazi od 
determinizma kao osnovnog alata u koncipiranju organizacije, odnosno od satnog mehanzma u 
uređivanju odnosa koji postoje među ljudima. Ovakvo projektovane organizacije su shvatanje 
kao večite i nepromenljive, odnosno da se u njima ništa ne menja i da konstituisane na jedan 
način, ostaju nepromenljive u svom životnom veku. 
 
Jasno je da statističko-mehanističko uređivanje organizacionih sistema po principu 
determinizma, protivreći osnovnim zakonitostima prirodnog poretka i da ne može objektivno 
biti polazna osnova za koncipiranje organizacija na naučnim osnovama. Ovo posebno, kada se 
ima u vidu davna metafizička tvrdnja da jedino što je stalno to su kretanja koja izazivaju 
promene. Dakle, sve što postoji u prirodnom i društvenom poretku se nalazi u nekom obliku 
kretanju koja izazivaju promene, odnosno problem, pa se može tvrditi da su promene zakon 
života. Shodno navedenom ništa nije večno, niti samo sebi dovoljnom, već se sve nalazi u 
nekom obliku međuzavisnosti, odnosno u uzročno posledičnim vezama i odnosima. To znači da 
sve ima svoj početak, tačku zenita i kraj. Jedina razlika u navedenom se odnosi na dužinu 
životnog veka. Zvezde žive nekoliko miliona godina, čovek ima prosečan životni vek od oko 80 
godina, leptir živi jedan dan, itd1. 

                                                           
1 Detaljnija analiza navedenog data je u Ž. Radosavljević: „Organizacija usluga“, Centar za edukaciju 
rukovodećih kadrova i konsalting, Beograd, 2009. 
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Imajući u vidu navedeno, nameće se potreba napuštanja klasičnih i uvođenja savremenih 
koncepata i tehnologija menadžmenta i organizacija. U navedenom konteksu, uvođenje 
holističko sistemskog koncepta je najznačajniji za povećanje poslovne uspešnosti. Njegova 
polazna osnova je celovitost, odnosno međusobno povezivanje različitih naučnih discipina u 
celovit sistem nauka, ali i shvatanje da je „deo važan, ali da je celina mnogo važnija“ i da se 
zarad celine mogu žrtvovati interesi delova, posebno ukoliko se tim žrtvovanjem proizvode veći 
efekti na nivou celine. Time se potvrđuje tvrdnja na koju su svojevremeno ukazali i grčki 
filozofi, a pre svega Aristotel, da se kvalitet celine ne može izvesti iz kvaliteta delova, odnosno 
da je efekat celine uvek veći od prostog zbira parcijalnih efekata. Ovo se u modernoj nauci 
naziva sinergija, a to je fenomen u kome je jedan plus jedan, uvek nešto više od dva. Imajući u 
vidu navedenu zakonitost ima smisla da se ljudi međusobno udružuju i zajednički deluju, jer je 
efekat dvojice uvek veći od zbira njihovog pojedinačnog delovanja. 
 
Potreba napuštanja klasičnog načina organizovanja i prihvatanje sistemskog koncepta je 
posebno došlo do izražaja u uslovima decentralizovane organizacije, odnosno koncepta koji se 
zasniva na principu ingtegrisane decentralizacije. Ovaj koncept je negacija centralizovane, ali i 
decentralizovane organizacije i zastupa stav da su najefikasnije one kompanije koje su 
decentralizovale poslovne funkcije, a integrisale funkcije razvoja, kadrova i finansija. Dakle, 
svaka decentralizacija po principima profitnih centara, ekonomskih jedinica, itd. mora biti 
praćena objedinjavanjem decentralizovanih delova i artikulisanjem njihovih pojedinačnih 
interesa kroz zajednički organ. Veliki broj savremenih kompanija uspeo je da odgovornost za 
poslovne rezultate prepusti nižim nivoima upravljanja, a da se na nivou top menadžmenta 
obavljaju kadrovski, finansijski i razvojni poslovi. Time se pored integrisane decentralizacije u 
modernoj praksi uvodi i fenomen finansijsko razvojna i kadrovska koncetracija i poslovna 
decentralizacija. 
 
Drugi razlog za brže uvođenje holizma u savremenu nauku je sve veća zastupljenost usluga u 
privredama razvijenih zemalja i sve veća robotizacija i informatizacija uslužne industrije. 
Statistika pokazuje da preko 80% poslovnog biznisa u visoko razvijenih zemjalja čini sektor 
usluga i da učešće primarnog, odnosno sekundarnog sektora ima tendenciju smanjenja.  
Pokazuje se da usluge imaju neke zajedničke karakteristike sa proizvodima, ali i niz posebnosti 
i specifičnosti. Uslužne organizacije se izgrađuju na principima decentralizacije, kao 
savremenom obliku dizajniranja organizacije. Međutim, decentralizacija po prirodi stvari 
dovodi do povećanja entropije u donošenju upravljačkih odluka, što je i prirodno, jer čim se 
odluke donose na različitim mestima, postoji mogućnost njihovog konflikta, kako zbog 
nedovoljne informisanosti delova, tako i zbog nastojanja da svaki deo maksimizira svoju 
uspešnost, što po pravilu ne dovodi i do povećane uspešnosti na nivou celine. U navedenim 
okolnostima, informacione tehnologije, odnosno internet delimično rešavaju navedeni problem, 
jer omogućava svim decentralizovanim ili disperzovanim delovima da budu međusobno 
povezani, da razmenjuju informacije i budu informisani o stanjima, pojavama i procesima koji 
se dešavaju na nivou celine korporacije. Shodno navedenom, uvođenjem informatičke tehnike i 
tehnologije smanjuje se entropija parcijalnog donošenja odluka, odnosno povećava korporativna 
uspešnost. 
 
Holističko sistemski pristup je kompatibilan sa informacionom tehnologijom i uslugama i čini 
se danikada nisu postojali povoljniji uslovi za uvođenje ove moderne tehnike u savremene 
organizacije i menadžment. Naime, internet kao mreža-mreža prevazilazi feudalizaciju i 
parcijalizaciju, odnosno sekvencijalnost  i funkconiše na principima celovitosti, što je jedana od 
najvažnijih principa za uspostavljanje holstičko sistemske tehnike u biznisu. Isto se odnosi i na 
usluge u kojima je, poput interneta, teško utvrditi gde uslužni proces počinje, gde se i kada 
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završava, zbog čega i uslugu treba posmatrati kao celinu. Na taj način nestaje tradicionalan 
centar, jer su svi učesnici u mreži podjednako važni. 
 
Međutim, detaljnija analiza pokazuje se primenom holistike mogu sprečiti ili otkloniti mnogi 
poslovni problemi, ali da holistika nije lek za sve bolesti.  Internet je omogućio, ili podstakao 
decentralizaciju i doveo u pitanje direktnu komunikaciju čoveka sa čovekom, koja je efikasnija, 
jer u komunikacijama je pored reči važan govor tela, očiju, ponašanje, itd što se ne može videti 
internet komunikacijom. Teškoće u implementaciji interneta postoje kad su u pitanju velike 
multi organizacije zbog obimnosti i složenosti poslovanja, te nemogućnosti da se rasprava vodi 
na nivou celine. Treba imati u vidu da i kulturološke, religijske i običajne osobenosti mogu 
pospešivati, ili otežavati primenu holisitke, jer je evidentno da japanska kultura funkconiše na 
principima grupe i kolektiviteta, odnosno celine, dok je sekvencijalnost, odnosno individualnost 
karakteristika američke civilizacije. 
 
Ipak, sistemsko razmišljanje i holistika kao filozofija  u poslovnim organizacijama omogućava 
da kolektivna pamet, prolazi kroz sistem kao celinu, po principu ragbija. Internet, kroz 
elektronsko informisanje omogućava da odabrani timovi rade zajedno od početka ideje do 
njenog efektiranja i da kroz sinergetsko delovanje ostvaruju veću uspešnost. To omogućava da 
ekspertsko znanje ustupi mesto kolektivnom, ili organizacionom znanju i da u rešavanju 
problema učestvuju neretko i nestručnjaci, odnosno oni koji nisu opterećeni problemom i koji 
mogu neopterećeno da daju ideje2. 
 
Napuštanjem klasične organizacije i menadžmenta, potrebno je prostor upotpuniti sa novim 
konceptima i tehnikama. Internet ima mogućnost da marginalizuje čoveka kao jedinog mislećeg 
faktora organizacije i da ga vrati u prošla vremena. Međutim, razvijene zemlje upravo u internet 
eri, posvećuju posebnu pažnju ljudskim potencijalima, preusmeravajući ih ka kreiranju ideja, a 
manje u izvršne i operativne poslove. Dakle, informacione tehnologije i internet će preuzeti 
mnoge rutinske i manuelene poslove, ali će na taj način stvoriti više prostora da čovek, kao 
jedino razumno biće, kreira ideje, kao najvažniji potencijal svake poslovne organizacije. 
 
Pokazuje se da je pored uspostavljanja fleksibilne organizacije potrebno eliminisati „paukovu 
mrežu“ kao modalitet autorkatskog i diktatorskog ponašanja menadžmenta  i uvođenje 
transformacijskog upravljanja čiju osnovu čini podsticanje zaposlenih i stvaranje korporativnih 
sistema. U ovom modalitetu vođe podstiču zaposlene, ali i zaposleni postaju lojalniji i spremniji 
su da se žrtvuju za ideje menadžmenta.  
Time je dovedena u pitanje i klasična apsolutna kontrola i umesto kontrole ljudi i ljudskog 
ponašanja, uvedena kontrola rezultata. Ova transformacija nije izvedena iz samiosti 
menadžmenta, već iz promenjene strukture zaposlenih. Isposavlja se da savremene uslužne 
organizacije funkcionišu na bazi privremene i(li) povremene radne snage, koja, zahvajujući 
internet tehnologiji, može obavljati poslove bez dolaska u organizaciju, ili korišćenje 
specijalizovanih radnika koji nisu zaposleni u kompaniji, a obavljaju poslove za kompaniju 
putem usluge. Shodno navedenom, ove strukture se ne mogu kontrolisati. 
 
Imajući u vidu navedeno, nužno je uspostaviti novi tip menadžmenta koji će biti orijentisan na 
upravljanje celinom poslovnih sistema. Da bi do togla došlo, potrebno je redizajnirati 
dosadašnji sistem razmišljanja i radikalno promeniti nastavne planove na visokim poslovnim 
školama i uvesti holističko sistemsku organizaciju. U navedenom konteksu potrebno je smanjiti 
determinističke nauke i nauke koje se zasnivaju na determinizmu i uvesti bitno drugačiji 

                                                           
2 Holistički koncept i njegova primena u organizaciji je relativno dobro prikazana u studiji: V. Vučenović: 
Menadžment, filozofija i tehnologija“, Želnid, Beograd, 1998. 
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koncept, ali i filozofiju školovanja budućih menadžera. Vodeći ljudi kompanija, moraju imati 
sposobnost da misle kako nešto da urade, a ne samo da uradi, odnosno da razmišljaju kako da 
rade manje, a pametnije. Pametnije. U postizanju navedenog cilja internet može dati značajan 
doprinos.  
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