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I. OBIIA XAPAKTEPUCTHUKA HA TUCEPTAIIUOHHUSA TPY ]

1. AKTYAJIHOCT HA TEMATA

AKTYaJIHOCTTA ¥ 3HAUMMOCTTA Ha TeMaTa Ha IUCEPTALMOHHUS TPY/I CE ONPEIeis OT AUTUTATHUS CBST
B KOHUTO >KMBEEM, 0COOEHO Mpe3 MOCIEAHUTE MECELU B CIEACTBUE HAa MaHAEMHUS, U IPOMEHUTE KOUTO BCSKa
OpraHM3alys cjiellBa J1a U3BBPIIY, 32 J1a BbBele I'bBKABH OPraHU3AIllMOHHU (POPMH, KOUTO Ja MO3BOJIABAT
Obp3U OTTOBOPHU HA MOCTOSIHHUTE U3MCKBAHUS M OYAKBAHUS HA KIMEHTH. 3aCHJICH MHTEPEC KbM TeMaTHKaTa
Ha JWCEPTAIIMOHHUS TPYJ Ce 3a0elisA3Ba aKTyallHO HE CaMO OT KOMITAHUUTE U TEXHUTE YIPABICHCKU EKHITH C
Hen noAoOpsBaHE Ha MUKPOMKOHOMHYECKHTE IIOKa3aTeld, HO U OT TEOPETUKO-METOIUYECKUTE
U3CIIeI0BATENH, 3apaid IPUII0KEHUETO U Bb3MOXKHOTO pasllIupeHre Ha HayuHaTa oousact. [Ipunoxenuero Ha
u3cje/iBaHaTa npobieMaTHKa € OTHOCUTENHO IIMPOKO U MOXKE Ja MPeICTaBiIsiBa UHTEPEC 3a KOPIOPATUBHO
pa3BuTHe Ha 0aza OW3HEC aHANM3 M IUTHTANIHA TpaHC(OpMaIus C LEeN YChBBPUICHCTBAHE MPOLECHTE Ha
yrnpaieHue. Temara Ha TUCEPTALIMOHHUS TPYA ce 00ycliaBs ole 0T ObP30TO pa3BUTHE HA HH(POPMAITHOHHUTE
TEXHOJIOTMH U Bb3MOXKHOCTTA JIa C€ MOA0OpHU YIIPABICHUETO B 3aCTPAXOBATEIHUTE KOMIIAHUU B YCJIOBHS Ha

JUTUTaJIn3allus.

2. OBEKT M IPEIMET HA U3CJIEIBAHETO

OfekT Ha Hay4yHaTa pa3paboTka ¢ OW3HEeC aHaimW3a Ha OM3HEC MNPOILIECHTE B 3acTpaxoBaTeliHa
KOMITaHUSI.
IIpeaMeT Ha HACTOSIINS TUCEPTAIIMOHEH TPY/] € YChbBBPIICHCTBAHETO HA YIIPABICHUETO B YCIIOBUS Ha

AUTUTAIU3aius 94pe€3 CUCTEMATUYHO ITPOBCIKAAHC HA OM3HEC aHAJIN3.

3. UI3CJIEJOBATEJICKA TE3A

Te3ara €, Y€ CUCTCMAaTHYHHUAT Ou3HEC aHaIu3 € e(peKTI/IBeH HHCTPYMCHT 3a OCUTYPsIBAHC HA 'bBKABOCT

" aJalITUBHOCT HA YIIPABJIICHHUCTO IIPU AUTUTAIIHA TpaHC(l)OpMaI_H/IH.

4. IEJI U 3ATAYU HA U3CJIEJIBAHETO

Ies Ha TUCepTAMOHHMS TPYI € Ja ce pa3paboTH METOIMKA 32 ONTUMHU3UpPAHE HA yIPABICHUETO B
OpraHu3aIysITa Ype3 NHCTPYMEHTUTE Ha OM3HEC aHaJM3a U JUTUTATIH3AIHATA.
OCHOBHHUTE 32/1a4H, CBBP3aHU C IOCTUTAHETO Ha 3aJI0KEHUTE 1IeIIH ca:
1. [a ce aHamu3upaT TEOPETUYHHUTE MOCTAHOBKH, MPEACTABSAIIN CHITHOCTTA U PA3BUTHUETO Ha
Ou3HEeC aHaIu3a B yIPaBJICHHUETO.
2. Jla ce pa3paboTu METOAMKA 3a ONTUMH3HpPAHE Ha YIIPABICHCKUTE TPOIIECH, Oa3npaHa Ha OU3HeC
aHaJIN3.
3. Jla ce paskpusar npobieMHH 00JIacTH M Ja C€ MPEIOCTaBST MEPCIEKTHBU U BH3MOXKHOCTH 32

YCHBBPIICHCTBAHE HA YIIPABJICHUETO B OPraHU3ALUUTE MPU AUTUTAIU3ALIMS.



4. Jla ce ycTaHOBM NPWIOKHMOCTTA Ha pa3pabOTeHAaTa METOJIWKa 3a YCHBBPIICHCTBAHE Ha

YIIPaBJIEHUETO B 3aCTpaxoBaTelIHAa KOMIIaHUS, W30paHa MO XapaKTEPUCTHKU OTpaHUYaBaIld

H3CIICABAHCTO.

5. I[a CC U3BCADBT IMPAKTUYCCKU IIPUTIOKUMHA U3BOJU U 4 CC paspa60T;1T YKa3aHH: 34 IIpUjlarane Ha

MCTOJHKATa B 3aCTpaxoBaTCIHa KOMIIaHMSI.

5. METOAOJIOI'Us1 HA U3CJIEIBAHETO

MeTogmuKaTa Cb4bpiKa geCeT eTana:

1.

© N o O

10.

JlepuHupane Ha KOHKpETHAa HEOOXOAMMOCT OT NpPOMSHA HAa YIPABJICHCKHUTE IPOIECH,
pealim3upaHa OT CUCTEeMAaTH4YeH OM3HEC aHAJIN3 Ha JIOKAJTHO HUBO.

JlocTuraHe 10 yBEpeHOCT Ha MEHUDKBPCKHUS €KHUII, Y€ MPOMSHATA IIe TIOCTUTHE PE3yJITaT €
Heobxoauma.

OOchxKIaHe HA TIPOSKTA ChC CITYKUTEIH Ha PHKOBOIHU TIO3HUIIMHA B KOMITAHUSTA.

OnpenensiHe Ha [EIUTE 32 YChbBBPIICHCTBAHE HA YIIPABICHUETO B IIPOIECa HA TUTHTATIH3AIUS
C OIJIE]] TIXHATa CbBMECTUMOCT ChC 3AJI0KCHUTE KPATKOCPOYHH U ABATOCPOYHH LIEIIH.
dopmupaHe Ha eKUI ¥ rpaduK, ¢ KOHWTO IIe C€ OCHIISCTBH MPOIeCca Ha JUTHTAIN3a3HS.
OmnpenensiHe Ha TPOIECUTE, KOUTO I1Ie OBAAT YChBHPIICHCTBAHU.

[IpoekTrpaHe Ha HOBUTE MPOIIECH.

[TpoBexnane Ha 0O0ydeHUE HA BCUYIKHU CITY>)KUTEIIH, KOUTO UMAT OTHOIIECHHUE 110 M3ITbJIHEHUE HA
JEHHOCTUTE 3a IUTUTATU3UPaHe Ha IPOIECUTE.

[Ipunarane Ha HOBHUTE MPOIECH.

HaOirotenre 1 ycTaHOBSIBaHE Ha PA3IUKUTE, KAKTO U IPOABIDKABaHE HAa YCHBBPIICHCTBAHETO

Ha JIPYTH MIPOLIECH Ype3 METOANTE 32 OM3HEC aHaIIN3.

Meroankara oOxBaiia mer MeTojia;

KOHTEHT aHaJIu3,
CHCTEMEH ITOIXO/I,

METOO HA aHKeTI/IpaHeTO,
METOJ Ha HAOJIFOEHUETO,

npujaralHe Ha CTaTUCTUYCCKU aHAJIUW3 Ha JaHHH.

]_ICJ'ITa Ha OpeajioKCHaTa METOJUKaA € HOI[O6p$IBaHC Ha YIIPABJICHCKUTC IIPOLCCH, HACOYCHA KbM

peopranusaiiys Ha MaTepuaaIHuTe, GUHAHCOBUTE U MHGOPMAIMOHHUTE OTOIM B KOMITAHUUTE 3a!

[IpeMuHaBaHe KbM MPOLIEC HA yIIpaBlIeHHE OT (QYHKIIMOHAJIEH KbM MPOIIECEH THII.



Wuterpupane Ha Ou3Hec aHanu3a B OpraHW3allMOHHATa CTPYKTypa, Taka 4e
CIIY>)KUTEJISAT/OTASNBT U3BBPILIBAIL IO Ja MMa JOCTHI OT JAaHHU 32 Pa3IMYHUTE MPOLECU U
BB3MOXHOCT JIa CHHTE3Upa KOHKPETEH MPOIIeC 32 YChbBbPIICHCTBAHE.

[Ipepasnpenenenue u U3MoI3BaHe MO Hali-e()eKTUBEH HAUWH HA HAIMYHUTE PECYPCH.
OnTummu3upaHe U ChKpalllaBaHe Ha CPOKOBETE 3a MPEOCTaBsiHE HA MPOJIYKTH U YCIYT'H Ha
KJIMEHTHUTE U 33JJ0BOJISIBAaHE HA TEXHUTE MOTPEOHOCTH.

[ToBuiaBane KauecTBOTO IO OTHOIIEHHWE Ha OOCIY)XBAaHETO Ha KIUEHTH, MOAOOpsSBaHE Ha
MIPOU3BEXKIAHUTE MPOITYKTH U YAOBIECTBOPEHOCT HA CIIY)KUTEIIUTE.

IloBumiaBane Ha KOHKprHTOCHOCO6HOCTTa Ha KOMIIaHUsATA.

Ilon3ute OT U3IIOI3BAaHE HA IMMPUIIOKCHUCTO 3a KIIMCHTHUTEC Ca:

[To-necHo opueHTHpaHe B ThpceHaTa HHPOPMaLIUS 1O OTHOIICHHUE Ha MPEIaraHUTEe IPOTYKTH
OT KOMIIaHUATA.

BB3MoXxHOCT 32 3a/1aBaHe HAa KOHKPETEH BBIIPOC M HACOUYBAHE KbM HETOBHUS OTTOBOP.
[To-6bp30 0OchmyXBaHE MOpaAM OTpaHWYaBaHE HA BPEMETO 3a M3YaKBaHE 3a Pa3rOBOP ChC
CBOOOJICH CITYXKHTEI OT OT1eN ,,O0CTy)KBaHEe Ha KIIMESHTH .

Y cKkopeH npotiec Ha Mpe0CTaBsHe Ha MHPOPMALIKs [TOPa/IX 3ara3BaHe Ha TIOCIETHOTO ThpPCEeHE

Ha MOTPEOUTENNTE U MOCIEBAIIOTO M HACOYBaHE KbM HOBA HH(OpMAITHSL.

Ilon3ute ot BBBCIKIAHC HA HHCTPYMCHTA 34 KOMIIaHUATA Ca:

Hucka mbpBoHaYaHa HHBECTUIINS.

Manbk pazxoJ Ha BpeMe 3a BHeIpsSiBaHE Ha MHCTPYMEHTA 3a JUTUTAIM3UPAaHE HA YacT OT
OU3HEC MPOIIECUTE.

JlecHO MHTerpUpaHe Ha MHCTPYMEHTa C MOMOIIA Ha OM3HEC aHAIMU3aTOP U MPEIOCTABEHHUTE
BBTPEIIHU CUCTEMU B KOMITAHUSATA.

[ToBumaBane ynoBJIeTBOPEHOCTTA HA KIIMEHTHUTE.

[TonydyaBane Ha cuHTe3MpaHa HH(GOPMAIIMS U AaHATTU3H 32 TeHICHIIMHU B ThpCceHaTa nH(opManus
OT KJIMEHTH.

Cwbupane Ha 6a3a JaHHM ¢ TOMOIIA HA YaT 0OTa U T.H. KYKHC.

[ToBumIaBane ymOBICTBOPEHOCTTA HA MEPCOHANA, ITOPAT HAMAJICHO HATOBapBaHE Ha OT/EIa
o0CITyKBalll KINEHTH.

OnTuMHu3MpaHe Ha pa3xoJUTe uUpe3 HaMallsBaHE Ha IepcoHana B OTAeN OOCTyKBaHE Ha
KIIMEHTH U TAXHOTO O0YyUYCHHE.

BB3MOXKHOCT 32 ISUIOCTHO aHATM3UPAHE HA MOTPEOUTENCKOTO TIOBEICHUE TIPU M3IOI3BaHE Ha

MHCTPYMEHTA.



e Bp3MmMoxkHOCT 3a uAeHTHUIMpaHEe HA OBJCIIM TPOIECH 3a YCHBBPIICHCTBaHE, dYpe3
UMKIMYHOTO MpUIaraHe Ha METOJMKATa, U aHAIM3UPAHUTE Pe3yaTaTH OT oOpaTHaTa Bpb3Ka C

KJIUCHTH,

6. OBXBAT HA U3CJIEABAHETO

[Ipemnokenata MeToAMKAaTa 3a YCHBBPIICHCTBAHE HA YIPABIECHHETO YCTAaHOBH BBH3MOXKHOCT 32
U3I0JI3BaHe HA TUTUTAJICH HHCTPYMEHT Yat 00T, 4pe3 KOUTO J1a ce OJ00pHU TeKYILM YIPaBICHYEKH MPooIieMm,
a IMEHHO HeJI0CTaThb4HO JOOPH BH3MOXKHOCTH 32 KOMYHHUKAIHS C KJIMEHTH, HEBb3MOXKHOCT 32 aHAIM3UPaHe
HAaBPEMEHHO TEXHUTE JKEJIAaHWS M BB3MOXKHOCT 3a IMOBHIIABAHE YIOBIETBOPEHOCTTa HA IEPCOHANA, T.C.
Hee(eKTHBHO M3MOI3BaHe Ha HH(POpMAIMOHHUTE oToIH. B 00XBara Ha M3cieIBaHETO MonanaT ome Ou3Hec
aHaim3a Kato (akTop B YCHEIIHOTO IMOAOOpSBaHE Ha YACTUYHH YIPABICHUYECKH MPOILECH Ype3 JUTUTaTHA

TpaHchopmaIus.

7. MIPUJIOKEHUE HA U3CJIEIBAHETO

AHpO6aHI/IHTa Ha MCTOAHMKATa B KOMIIAHUATA JIeB Unc IIOKa3Ba, 4€ T4 € IIPHUJIO)KKMMA B KOMIIAHUU CBC
CXOIHHU XApaKTCPUCTHUKHU OT 3aCTPaxOBaATCIHUA CCKTODP. [[0Ka3aHa c e(beKTI/IBHOCTTa Ha pa3pa60TeHaTa
MCTOJHMKA U Ca U3BCACHHU IMPAKTUUYCCKH HM3BOAMW W IMPUIIOKCHUC Ha Ou3HeC aHajau3a KaTo HHCTPYMCHT 3a
B3CMAHC Ha PCIICHHA B IMPOLCCa HA AUTHUTATIHA TpaHC(i)OpMaHI/IS{, KaKTO U 3a aJallTUPAHE Ha YIIPABJICHUCTO B

yCJIOBUS HaA JelcTBaIa uin pealin3nupaHa JUTUTAIIA3AIUA.

8. CTPYKTYPA U OBEM HA IMCEPTAITMOHHUA TPY ]

CrpykTypara Ha JucepTaMOHHUS TPY/ € JIOTUYECKU CBbP3aHa ¢ LeTa U 33Ja4uTe Ha U3CIIEIBAaHETO U
cleBa BB3MPHUETHUS OT aBTOpa M3cJenoBaTelcku monaxof. Paspaborkara obxBama 203 cTpaHuiu u e
CTPYKTYpHUpaHa 1o CJIeIHHS HauYuH: YBOJ 4 CTpaHHIM, TpU TMaBu 171 cTpanunm, 3akioueHne 4 cTpaHUIIH,

MIPUJIOXKEHUSI, U3MOI3BaHa JINTepaTypa.

CpabpiKaHUETO € CTPYKTYPUPAHO B CJE€HATA OCIIEI0BATEIHOCT:
CbABPKAHUE

YBon

I'JTABA ITBPBA. Teoperuuen 0630p Ha posdTa Ha OM3HEC aHaIU3a B YIPABICHUETO Ha MPOLECH
1. busnec aHanu3

1.1.  CeuiHoCT ¥ BUI0BE

1.2.  ®axTopu BIUseNN BbPXY OM3HEC aHAIIN3A

1.3. Etanu Ha Ou3Hec aHanmu3a

1.4. CpBpeMeHHHUTE OM3HEC aHAIM3U U IPUIIOKEHUETO UM B PaMKHUTE Ha NIPOEKT U OpraHu3aLus
2. VYnpasienue Ha OM3HEC porecu



2.1. JlmarHocTuka Ha TEKYLIOTO ChCTOSHHE

2.2. Jlumepcku cTpaTeruu 3a yrnpapjieHHE Ha OM3HEC MPOIIECUTE

2.3.  AHanM3 Ha IPOLIECUTE 3a yCTAaHOBSABAHE HA CJIa0KM MecTa U Ae(hUHUpPaHE HA IPEIIOKEHHS 3a
noao0peHus

2.4.  Buenpssane Ha MOJOOPEHUTE MPOLIECH

2.5. HaOGmoaeHue, KOHTPOJI U U3MEPBaHE Ha Pe3yJTaTUTE OT MOJ00pEeHUsITA

3. YCBbBBpIIEHCTBAHE HA YIPABICHUETO YPE3 TUTUTATU3ALUS

3.1. Jlurutanuzanusi — ChIIHOCT U MIPUIIOKEHUE

3.2. dakTopu 3a ycreurHa AUruTaau3ams

3.3. lururanHa cTpaTerusi U IbJIr0OCPOYHO OU3HEC MIaHUpaHe

3.4. TpanchopmupaHe Ha yIpaBISHCKATE U OU3HEC MPOIIECH B YCIOBUS HA JUTUTATH3AIIS

3.5. lururanuzanusaTa KaTo IpearnocTaBka KbM OpraHu3alioHHa YCTOWYMBOCT

3.6. Ponst Ha OM3HeC aHanmM3a B IIpoleca Ha JUTUTATH3AIIS

W3Boau OT r11aBa mbpBa

I''TABA BTOPA. Metorka 3a yChbBbPIIEHCTBAHE Ha YIIPABICHUETO YPE3 AUTUTAIN3ALINS

2.1. AHanu3 Ha METOIMTE ¥ CUHTE3 Ha METOJMKA 32 YChBBPIICHCTBAHE Ha YIIPABICHUETO Ype3
JUTUTATU3AMS

2.1.1. PeunxeHepuHT Ha OM3HEC TIPOLIECH

2.1.2. ToranHo ynpaBieHHE HAa KAYECTBOTO

2.1.3. Crernaro ynpasiieHHE

2.1.4. Meroauka 3a yChbBBPILEHCTBAHE HA YIPABIECHCKUTE IMPOLECH YpPE3 AUTUTAIN3ALMS C HACOUYEHOCT KbM
KITUEHTHUTE

2.2. Meronuka 3a yChbBbPUICHCTBAHE Ha YIIPaBICHUETO

2.2.1. JIuarHocTUKa Ha TEKYIIOTO ChbCTOSTHUE HA MPOLIECUTE U JCHHOCTUTE B KOMITAHUATA

2.2.2. 3BexaaHe Ha IPUOPUTETHHU 00JIACTH 32 ONTUMU3MpaHe Ha OU3HEC TPOLIECUTE

2.2.3. IlpomsiHa Ha IEHHOCTHU U TIPOLIECH

2.2.4. Ananu3 Ha pe3yaTaTUTE OT MpUJIaraHe Ha METOIMKaTa

2.3. Komnanuu, ycnemnHo npuiIoKuIa pa3IudyHUTE METOAM 3a YChbBBPIICHCTBAHE HA YIIPABJICHUETO
H3Boau oT raBa BTOpa

['JTABA TPETA. AnpoGupaHe Ha METOAMKAaTa 3a YChbBbPILIEHCTBAHE Ha YIIPABJIEHUETO B MPOLIEC HA
JUTUTAJIN3aLUs B 3aCTPaxoBaTeIHa KOMIIaHUS

3.1. Llen, mpenMer, 3afja4un U XapaKTEPUCTUKH HA U3CIIEIBAHETO

3.2. MeronoJorus

3.3. JlanHM Ha u3cnenBaHaTa KOMIIAHUSA

3.4. AHanu3 Ha Bb3MOKHOCTTA 32 YChBBPILIEHCTBAHE HAa MPOIECH U TIXHOTO JUTUTAIU3UPAHE
3.5. Bp3MOXKHOCTH 32 yCBhBBPIIEHCTBAHE HAa YIIPABICHUETO YPE3 TUTUTAIN3ALUS

3.6. [Ipunarane Ha METOIMKATA

3.7. Pe3ynratu oT IpoBENEHO NMPOYYBAHE UPE3 MpUIaraHe Ha aHKETEH METO/ CJIE]] pujlaraHe Ha
MeTOJIuKaTa

3.8. MI3B0au M 3aKIIIOYEHHS OT U3CJIE/IBAHETO

N3BoauM OT TpeTa riaBa

3akioueHue

[Tpunoxenus

[Ipunoxenne Ne 1. Ankera 3a U3MepBaHe yI0BIETBOPEHOCTTA HA KIINEHTUTE

[Tpunoxenune Ne 2. AHKeTa 3a U3MEpBaHE YAOBJIETBOPEHOCTTA HA CIYKUTEIIUTE

W3non3Bana nureparypa



II.OBOBIIEHO CBABPKAHUE HA TUCEPTAIIMOHHMUSA TPY J{

YBOJ|

B yBoma ce mpencraBsi aKTyaJIHOCTTa Ha M3CJIEABAaHATa TEMAaTHKA U Ca HM3JIOKCHH MOTUBUTE 32
pazpabotBaHe Ha Tpyaa. JleduHupar ce u3cieoBarelickaTa Te3a, 00eKTa 1 peMeTa Ha U3CJIeIBaHETO, [eTa

N IIOCTAaBCHUTC 3aJJa4H.

ITbPBA I'JIABA
Teopernuen 0630p HA PpoJIATA HA GH3HEC AHAJIN3A B YIIPABJIEHNETO HA MPOIECH

IIbpBa riaBa € TeopeTHYHA M NpPEICTaBs 0030p Ha poJisAiTa Ha OM3HEC aHaW3a KaTo (akTop 3a
OCBIIECTBSIBAHE Ha JIEHHOCTTa Ha KommaHuuTe. [10JJ00OHO HAa TepMHUHHMTE 3a OWU3HEC WHOBAIMH, OHM3HEC
HWHTCJIIMT'CHTHOCT, YIIPABJICHUC HA 3HAHUS, U3CJIICABAHUS HA OLICpallun U HeﬁHOCTH C IICJI U3BJIMYAaHC HAa JaHHU,
OuM3HEeC aHAJIM3bT PUBJIMYA BHUMAaHUETO HA MEHUDKBPH, YUEHH, 10cTaBuulIU Ha copTyep u UT koHCynTaHTH.

[IpencraBeHu ca CBHIIHOCTTa W BHJOBETE OM3HEC aHANU3, KAaKTO U CpPaBHEHHE Ha Pa3NUKUTE U
HEJOCTAaThIIUTE HA CHIECTBYBAIIUTE METOAM. TAXHOTO U3BEKIAHE U CHHTE3HPAHE € BaXKHO U IIE MOCTYXH 32
B3aIMCTBAaHE HA YaCTUIHH HJICH B pa3pa0d0TBaHeTO Ha MeToaukara. OCHOBHA 00l YepTa Ha aHATTU3UPAHUTE
METO/IM B ITbpBA IJ1aBa I 0bJe HEAOCTATHYHO JOOPE ONMMCBaHE BAKHOCTTA Ha OM3HEC aHAIM3a B pAMKUTE Ha
YCBBBPIICHCTBAHE HA YIPABICHUETO UPe3 AUTUTAITU3AIINA.

Mma pa3nuyHu NpUYMHU, TIOPaJM KOUTO OpTaHM3AIMITA JKejae J1a U3BBPIIBA TaKbB CHCTEMATHUEH
ananu3. Ennara € na ce momMorHe HUICHTU(DHUIIMPAHETO HAa MPUYMHUTE 3a 3aTPYAHEHHUS U TOBTApSIIUA CE
MpoOJIEMU C MPOU3BOIUTEITHOCTTA, KOUTO Ca HEOOXOIMMH 3a MOoJ00psBaHEeTO HA Ou3Hec mporecute. Jpyrara
€ Jla ce OCUTYpPH Ha 3aMHTEPECOBAHHUTE CTpPaHU MO-T00pOo pa3dupaHe HA cCaMHUTE MPOIECH uUpe3 TAXHATa
BU3yanu3aius. YacT oT KOMIAaHUUTE U3MOJI3BAaT OM3HEC aHANHM3 MPEIH J1a BhBEAAT HOBU TEXHOJOTHH, KaTo
HalmpuMep AuUrurain3alnud Ha BCHUYKH HIJIM HA 4YaCT OT IMPOLECUTE, KOUTO UMAT POJIA B YIIPABICHHUCTO HA
MaTepUaTHU WK HHPOPMAIIMOHHU pecypcH. be3 jeraiiiiHO aHamu3npaHe Kak TOYHO Ce CIIYYBaT MPOIECHTE,

TEXHUTE MPOMEHU LIC Ca Hee(beKTI/IBHI/I 1 HCHYXHHU.



1. Bu3zHec aHaaus

1.1. CBIIHOCT ¥ BUAOBE

busHec aHanu3bT BKIIIOYBA PA3IMYHU MPOBEPKU KAKTO HAa TEXHOJOTMHTE B KOMIIAHUUTE, Taka M Ha
TCXHUTC YIIPABJIICHCKU IMPOLECHU, CTPATCTHUM 34 Pa3BUTUC, HAYMHU 3a HNPOU3BOACTBO Ha IMPOAYKTH U
B3aMMOOTHOIICHHUSI C KIIMEHTH (ue. 1). [Topaau ToBa, 3a 1a Ob/ie yCHeNIeH OU3HeC aHAIU3BT, CIICIIUATHCTUTE,
KOHUTO I'O HU3BBPHIBAT CJICABA Oa UMaAT KOM6I/IHaI_II/I$I OT JUTIHTAJIHU YMCHMHA, ousHec IMPOHUIATCIIHOCT U
[[EJICHACOUEHHU 3HAHUS 3a IMOCTHraHe Ha Mo-100pu OM3HEC pe3yiTaTh M OCUTypsBaHE Ha YCTOWYMBHU OW3HEC

MIPOIIECH.

Januu
- - f h
Ananus Ha VYnpasnenue
TEXHOJIOTUYHO Ha OM3HEC
o0opyaBaHe IpoLecH

bu3Hec

AHamu3 Ha T AHAJIN3
nHpopma- Knuentcku
[TUOHHHTE \ OTIHT
TEXHOJOTHUHI
N p

VYnpasnenue
Ha MPOAYKTH

Crpareruu

Duzypa 1. Acnexmu na 6usnec ananusa*

Komnanusita oT cBOsI cTpaHa TpsiOBa Ja MpPeAOCTaBM HEOOXOJMMHUTE MHCTPYMEHTH 3a aHalIW3 Ha
JAHHUTE BHB BUJ Ha MHTEPAKTUBHU CUCTEMH MOJydaBallld JaHHU OT Pa3jMyYHU MPOLECH, APYTH OTIEIH U
cucteMu. OCBEH HENMPEKbCHAT MOHUTOPHHI Ha JIEHHOCTTa U CHOTBETHO CBOEBPEMEHHO DPAa3MO3HABaHE Ha
npo0JIeMH WK U3MO0I3BaHe HAa Bb3MOKHOCTUTE 3a MMO-HATATHIIHO pa3BUTHE Ha OM3HECA U B pe3yTaT Ha TOBa
OCUTYpsIBaHE Ha HMKOHOMMYECKAaTa CUTYPHOCT Ha KOMIIaHUATa, OM3HEC aHAJIM3BT IIO3BOJISBA Ja Ce
UACHTU(DUIMPAT U aHAM3UpAT PUCKOBETE U 3aIlJJaXWUTE MO OTHOIIEHUE Ha Pa3BUTHETO HAa OpPraHU3alMsITa,
KaKTO ¥ Jia ce pa3paboTAT MEpPKU 3a TAXHOTO orpaHuydaBase. [lopaau ToBa MexayHapOAHUST UHCTUTYT 3a

OusHec aHaJIu3s, ,[Ie(pI/IHI/Ipa Ou3Heca aHalM3a KaTO CHCTEMAaTH4YEeH M ITOCTOSHEH mponec, IO3BOJIABAIL]

! Continuing Evolution of Business Analysis. //International Institute of Business Analisys// [oHnai1H] https://www.iiba.org/about-
iiba/



YCTaHOBSIBAHE HA HYXJ1a OT MPOMEHU B OM3HEC MPOIIECUTE HAa KOMIIAaHUATA Bb3 OCHOBA Ha HAECHTU(dULIpaHE

Ha HYKAUTC Ha 3aMHTCPCCOBAHUTC CTPAHU U TIOCTUTAHC HA UKOHOMHYCCKA YCTOI\/JI‘II/IBOCT.

N3BecTHU ca pa3auvHU BHIOBE OM3HEC aHAIW3, BCEKH OT KOUTO CE€ M3MOJI3Ba CIIOpe CreuUIHNUTE
HY)XJIM Ha KoMImanusaTa. Haif-o61o Ou3Hec aHauM3uTe ca TpU BUA!
e OwW3HEC aHAIM3 Ha MIPOIIECHUTE;
e OwusHec aHAIKM3 HA UHOOPMAITMOHHUTE CHCTEMH;

e Ou3HEC aHaTN3, KOMOMHMPAII] AaHAIU3 HA TIPOIIECUTE U Ha HH(OPMAIIMOHHUTE CUCTEMH.
1.2. ®akrtopu BiMsAelIM BbPXY OU3HeC aHAIN3A

dakTopuTe, KOUTO BIUSAT BBPXY OWM3HEC aHAIU3a CE OMPEICISIT B 3aBUCUMOCT OT IMPHJIATAHHUTE
TEXHOJIOTHH 3a aHanu3. MiMa pa3jaudHu TEXHOJIOTHH 3a Mpujlarane Ha OM3HeC aHaJiu3, KaTO BCSIKA OT TAX CE
ompezens crnopes crneunUKUTe Ha KOHKpeTHaTa KomraHus. Hali-uecTo M3MONM3BaHM TEXHHKHU 3a OHM3HEC
aHaJIu3 ca:

e SWOT — aganus;
e PEST - ananus;
e MOST — ananus;

SWOT ananu3 uima 3a 1€ J1a OpUEHTHPA MEHUIKBPCKHUAT €KHUIT Ha KOMIAHUATA 110 OTHOLIEHUE Ha
OIIEHKA Ha HEWHOTO Pa3BUTUE U MOTEHIMAN, KAKTO U Ja TOBEJE A0 KOHKPETHH CTHIIKK U IPOMEHHU, KOUTO 111€
MoJ00PAT TEKyIaTa MO3UIMATa Ha KOMIIAHUATA B MazapHara cpena. SWOT-aHamu3bT € MUpOKO U3MOI3BaH
WHCTPYMEHT 3a CTPATErHYeCKO YIpaBJIECHUE Ype3 KOMTO MOTaT Jia Ce aHAJIM3UpaT CUJIHUTE U CJIa0u CTpaHu Ha
KOMIIaHUATa, BH3MOKHOCTUTE W 3amjaxure 3a JeiHoctTa. 3a ga Obae edextuBeH SWOT-aHanu3sT u
pe3ynTaTUTe OT HEro Jia Morar Ja JOBEeIbT M0 KOHKPETHU MPOMEHH 3a MOA0OpsBaHe Ha JIEHHOCTTA, Ce/IBa
e(eKTUBHO yIpaBJICHHE Ha MpOoIeca OT CTpaHa Ha MEHUDKbPUTE, OCUTYPsIBaHE HA HEOOXOJIMMUTE JTaHHH 3a
W3BBPIIBAHETO MY, KAKTO U Ch3JJaBAHETO Ha paOOTEIIH TJIAaHOBE U MPOTpaMu, Ha 06a3aTa MOJy4YeHUTE TaHHU
3a MOCTUTaHE HA KOPTIOPATUBHUTE 1IETTH.

MOST-ananu3bT 03BOJISIBA MO-A00PO MPOYUBAHE [[EIUTE HA KOMIIAHUATA, HEITHATA MUCHS U BU3US 32
OBJICII0 pa3BUTHE, KAKTO M TOBA KaK TE3W IIEJTM MOTaT Ja ObJaT MPUIIOKEHU Ype3 TAKTUKH U CTPATETHUU 3a
pa3BuUTHE.

PEST ananu3bT € aHanu3 Ha cpefaTa B KOSATO (YHKIIMOHUPA KOMITAHUSATA, U3ITBIHIBANKN OOMYaiiHUTE
cu neriHoctu. OT Hero mie ObJE B3aMMCTBaHA BAKHOCTTA HA TEXHOJOTMYHUTE (AaKTOpH, KATO OCHOBA 32
mpoIiieca Ha KOPIOPATHUBHO Pa3BUTHE M JAUTUTAIM3UpaHe. MaesTa, ye mpoiieca Ha TUTHUTAIHM3AIMS MOXKE J1a

ObJ1e epEeKTUBEH caMO Ype3 TEXHOJOTUYHU (DaKTOPH, i€ ObIe OTXBbpPIICHA.

1.3 ETanu Ha Ou3HeC aHAJIN3A



EtanuTe Ha Ou3Hec aHanu3a ce AeUHUPAT B 3aBUCUMOCT OT Bb3IIpHETaTa METOJOJIOT |, BKIIIOYBAILA
Ha0Op OT MPUHLIMIH 32 pa30UpaHe Ha KO TEXHUKHU, METOJIU WM Hail-1o0pH MPaKTHKH J1a ce MPUIIOKAT KbM
JlaJieHa KOMIIaHUsI UM OTJIeNIHA JeiiHocT. ToBa € uacT OT IJIaHUpaHEeTO Ha OM3HEC aHAIM3a Ype3 U3BEXaHe
Ha HE00XOAMMOCTTa OT HErOBOTO OChILECTBsABaHE. bu3Hec aHaIN3bT OOMKHOBEHO NMPEMHUHABA MIPE3 TPU eTana

— OIIUCATCJICH, IPOTHO3UPYEM U IIPCAIIUCATCIICH.

1.4 CpBpeMeHHUTe OM3HEC AHAIU3H U NMPUJIOKEHHETO UM B PAMKHUTE HA NMPOEKT U OPraHu3auus

busHec aHanM3bT ce U3MOII3BA 3a:
e BHeapsiBaHe Ha IUTHTATHUA IPOCKTH,
e udepeHIHpaHo IeHOOOpa3yBaHE M I'bBKABOCT 3a (OpMHpaHE Ha KpailHHTE IICHU KbM
KIIUCHTUTE;
e yIpaBlICHHE HA MPEANOYNUTAHUATA HA KIMCHTUTE,
® aHaIu3 Ha KPEIUTHUS PUCK;
e 3amuTa oT (PMHAHCOBH M3MaMH,
¢ [IPUBJIMYAHC HA KIIMCHTU,

® TapréTupaHc Ha pCKIaMu, 0CO00EHO 3a OHJIAMH U conraJIHM MCIHU.

2. YnpasiieHue Ha OU3Hec NMpouecH

2.1. JAMarHocTuka Ha TEKYIIOTO ChCTOSTHUE

I[I/IaFHOCTI/IKaTa Ha TCKYHIOTO CBHCTOAHUC Ha KOMIIaHUATA € YacT OT LAJTOCTHOTO YIIPABJIICHHUE U
I/136paHI/ITe JIMACPCKH CTPATCTUH 3a YIPABJICHUC HaA Ou3HeC IMpoHeCcuTe, nmopaau KOC€To MpoueChbT BKIHOYBA

opraHu3anys, IJIaHUpaHe, B3EMAHC Ha PCIICHUA, KOHTPOJI U JIWACPCTBO.

2.2.  Jlmpepcku cTpaTeruy 3a ynpapJieHHe HA OU3Hec mpolecuTe

W30panara nuaepckata CTpaTerus 3a yIpaBieHHE Ha OM3HEC MPOIECHTE Cie/Ba Ja aHaIu3upa U
KOHTpOJIMpa MPOILIECUTE B KOMMAHUATA, 3a J1a c€ HacoyaT KbM 3alOXKEeHHTe OusHec menu. TwHH KaTo
e(eKTUBHOTO ylpaBjieHHe Ha OW3HEC MpolecuTe TpsOBa HENMPEKbCHATO Ja ce Mpujara M Ja ce Cledu 3a

pe3ysiTaTuTe My, MHOIO KOMIAHUH THPCIT HAYMHU IO MPEBBbPHAT B 4aCT OT (pUpMeHaTa Cu KyaTypa.

2.3. AHaJu3 Ha MpoluecuTe 32 YCTAHOBSAIBaAHE HA cJ1a0u MecTa U Ae(PMHUPAHe HA NMPeIOKEHUs 3a

noao0peHus

[Topaay MHOKECTBOTO Bb3MOXKHU MTPUYMHU 32 Hee()eKTUBHOCT HA OM3HEC MPOLIECUTE € U3KITIOYUTEITHO
BXHO Ja C€ UACHTU(GUIIUPAT BCUUKH CJIIA0OCTH M Oapuepy BB (YHKIIMOHUPAHETO HA OW3HEC MPOIIECHUTE,

HE3aBUCUMO OT (haKTa, Y€ BCUYKH TE II€ MOXE Jla He OBbJaT pa3pelIeHH U Ja HE 3aBUCAT OT MOA0OpsIBaHE HA



I[GﬁHOCTHTC Ha KommaHuATa. KIIFOUoBM KOMIIOHEHTH Ha aHalau3 Ha Ou3HeC MMponcCruTe BKIIIOYBAT

B3aUMOJICHCTBUS C KIIMEHTH, IEHHOCTH, KOUTO J00aBAT BHUCOKA CTOMHOCT, M MECTA, KBJIETO CE OOMEHS

uHdopmanusa. Cnen Karo ce aHAIM3UpPAT BCUYKM ACIEKTU HA IPOLECUTE, U CE YCTAHOBAT cIabOCTH €

BB3MOXXHO a C€ BHCAPAT HO,Z[O6peHI/IH Ha Ou3Hec mpouccure.

2.4, BHenpsiBane Ha mo00peHnTE MPpOLIECH

3a BHEApsABAHE HA HO,Z[O6peHI/ITe IMponecy, KOMIIaHUATA MOKE da U3IOTBU ILJIaH, KOKTO Ja CJICABaA. HpHMepeH

TJIaH 3a MpOMsIHA M ToI00psIBaHE HA OTACIICH OM3HEC MPOIIEC € MpeICTaBeH B Tabauma 1.

Tabnuuya 1. I[Tnawn 3a npomsna u nodoopsasane Ha busHec npoyecu

Eram ot

npoMsiHATa

XapakTepucTuka

Crpoka Ne 1

VYcraHoBsIBaHE Ha HEIOCTAThLUUTE U Oapuepure mnpesx e(heKTUBHOTO

noo0psiBaHe Ha OM3HEC MPOIIECUTE.

Crpnka Ne 2

Onpez[eJmHe Ha OCHOBHHM HACOKH 3a HOI[O6p5{BaHC Ha OusHec

IMpoucCuTe.

Crpnka Ne 3

OmnucBane Ha HeTaﬁHHHTe IMPOMEHHU, KOUTO CJI€ABA Ja CC U3BHPUIAT BB
BCEKU OTJelieH Ou3Hec npouec. M3rores ce ot oTaeseH paboTeH eKuIl,
OPSKO aHTAKUPAT B M3BBPIIBAHE Ha KOHKPETHU JIEHHOCTH, KOUTO ca
yacT OoT OusHec mpoueca. OmpenensT ce KIOYOBU IOKa3zaTelu 3a
e(heKTUBHOCT, KOUTO J]a U3MEPBAT MOJI00OpPEHUETO Ha OU3HEC mpolieca.

HpeI[J'IO)KeHI/IHTa CC aHAIU3UPAT OT MCHUJDKBPCKUA CKHIL.

Crpnka Ne 4

YcraHoBsIBaHE Ha MMPUOPUTETHOCT 34 HO,Z[O6p$IBaHe Ha OTIACIIHUTC

HPOILIECH.

Crpnka Ne 5

OmnpenensiHe Ha KOHKPETHU MEpPKHM U JIEHHOCTH, KOUTO TpsiOBa Ja ce
npeanpuemMar 3a NoJo0psBaHe Ha OM3HEC Mpoleca M HEroBOTO
u3biiHeHne. Te3n JeiHoCTH TpsAOBa 1a KOHKPETU3UPAT U MPELU3HO Ja
OTIpeeNAT MOCOYEHUTE HACOKH 3a MOJ00psiBaHe Ha OU3HEC MPOLIECUTE,
3a Jla ce MpelOTBpaTH TsXHATa IPOMsIHA B MpoIleca Ha U3ITbIHEHHUE.

Hanpumep, ako HeeeKTUBHOCTTAa U HE3HAHHETO Ha CIYXHUTEIUTE OT
ornen ,,O0ciyxBaHe Ha KIHMEHTH® ce€ OIpeaess KaTo OCHOBEH
HEJOCTaThK 3a HaMalsiBaHe Ha Mpojaxourte, a oOyueHHETO Ha TO3U
MepCOHAJI € HAacoKa 3a Mo100psiBaHe Ha TO3M IMPOILIEC, TOraBa IUIaHbT 3a

JelcTBHE 3a HOHOGpHBaHC Ha rponeca Ha npouaxcGH Tpﬂ6Ba Ja I1oCo4Yun

2 Duridova, M. Tokar~cikova, E. Diagnostic Process of Company Productivity. //Managing Global Transitions// [oHnaiiH]
http://www.fm-kp.si/zalozba/ISSN/1581-6311/7_349-366.pdf
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KOﬁ, KbAC, KOTra M KaK IIC O6y‘-II/I TC3U CIIYKUTCIIN U KAKBO CC OYaKBa Id

ce MPOMEHH CJIe]] TOBa O0y4eHHE.

2.5. Ha6aronenne, KOHTPOJI M U3MEPBaHe HA Pe3yJITATUTE OT MOJA00peHusiTa

W3mepBaHeTo Ha pe3yilTaTHTe OT BHECEHMTE NOAOOpEeHUs B Ou3HEC NPOLECUTE MOKa3Ba Jalld
OpraHu3alUATa € COCOOHA J]a U3II'BJIHYU 3aJI0KEHUTE CU CTPATErNYEeCKH LeNU. Y CeXbT OT 0100psIBaHETO HA
OM3HEC MPOLIECUTE TapaHTUpPa, Y€ BCUYKM BIIO)KEHUM HMHBECTHLIMU Ca YCHEIM Ja Cb3/afaT KOHKYPEHTHO

nNpeaAMMCTBO Ha KOMIIAHUATA U Ca IOMOTHAJIN 3a IMOCTUTAaHCTO HAa KOPIIOPAaTUBHU KIIFOYOBU OusHec CIIn.

3. YC'bB'bplIIEHCTBaHe Ha YIIPaABJICHUETO YPE€3 TUTHUTAIN3ALIUSA

3.1. Iururanu3anms — CbIMHOCT ¥ MPUJIOKEHUE

JururanHara TpaHchopManusATa € Mpolec, IpU KOUTO OpraHM3alusATa 3amoyBa Ja paboTu c Bce
noBeye HU(POBU TEXHOJOTHH IPH €XKETHEBHO H3BBPIIBAHUTE JICHHOCTH W TIPU TNPOMU3BOJCTBOTO Ha
IPOAYKTHTE CH°. JIUruTaNu3auuaTa IPOMEHs OCHOBHUTE JIEHHOCTH B KOMIAHMHUTE B TPM OCHOBHH O0IACTH:

® TOTPEOUTEINICKO MOBEICHIE — IMTUTAIN3ALMS Ha HAYMHA Ha MpeJIaraHe Ha CTOKUTE/yCITyTUTe
Ha KIMEHTHUTE, IOCTHIaHE J0 BCE IMOBEYE KIMEHTH M OCBUIECTBSIBAHE Ha WHTEPAKTHBHA
KOMYHUKAIHS C TSX;

e Ou3HeC MpolecH — aBTOMAaTH3allMsg Ha MPOM3BOJCTBOTO, AMCTpUOYyLUATAa M pa3BoifHaTa
JeWHOCT; AUTUTAIN3alls Ha CbOMPAHEeTO Ha IaHHH, HAOMpaHeTo Ha MH(OopMaIKs U pa3BUBaHE
Ha KOMIIETEHTHOCTHUTE Ha MepCOHANa;

e OusHec MOACIN — AUTrruTaIHa MO,[[I/Iq)I/IKaI_[I/IH Ha On3Heca JUIruTajaHa FJ'IO68.J'II/138.I_II/I${.

HpOI_IeC’bT Ha JUTHUTAJIU3alua BKIKOYBA [IPOMAHATA B U3IIOJI3BAHUTC HH(bOpMaHHOHHH TCXHOJIOTHUH 3a
IMpoMsAHA Ha ChUICCTBYBAIIUTC OusHec Imponecu. HOpaﬂI/I TOBa I/IH(1)OpMaI_II/IOHHI/ITe TCXHOJIOTHMH Ca KJIIHOYO0B
Q)aKTop 3a M3I0JI3BaHe Ha HOBH OM3HEC BB3MOXKXHOCTH, UPE3 NPOMAHA HAa CHbUICCTBYBAIA OusHec mpouecu,

KaTo KOMYHUKAIIHS, pa3NpOCTPaHEHUE WIIH YIIPaBJICHUE Ha OU3HEC OTHOIICHHUSI.

3.2. ®aKTopH 32 yCHelHA JUTUTAJIN3ANNS

YopewkuaTr (GakTop HMa TOJsIMO BIMSHUE 3a YKpelnBaHEe Ha KamauuTeTa Ha mudposara
TpaHcopmaiys B KomrnaHusTa. EdekTuBHaTa KOMYHUKALMS U U3TPaIEHOTO OBEpUE CPEN CIIYKHUTEIUTE,

pa60Ta B JACJIOBOTO CBTPYAHUUCCTBO U AYyX Ha MPEAU3BUKATCIICTBO, Ca IMPAKO CBBbP3aHU C KOpIOpaTHBHATA

3 MoppaHoBa, C. CTedaHoBa, K. OCHOBHM TEXHONOMMM 1 MPUNOXHM HACOKM 3a AUTMUTaNHa TPaHCPOopMaLMa Ha BusHeca B cpesa Ha
ronemm AaHHu. //MHGopmaLMOHHU U KOMYHUKALMOHHN TexHonoruu// [oHnaiH] https://dlib.uni-
svishtov.bg/bitstream/handle/10610/4045/89670d8a73c4c3b7e92ab67d89b59b1d.pdf?sequence=1&isAllowed=y



kynrypa. [lopaau ToBa koMnanuuTe TpsaOBa J1a ce CTpeMAT Ja GopMUpaT OTBOpEHA KyJITypa 3a HachbpyaBaHe
U OCUTYpsSIBAaHE HA YOBEIIKH PECYPCH, MOJAXOSAIIM 32 JUTUTAIIHA TpaHC(HOpMAIIHS.

BropusT ocHOBeH (pakTop, OKa3Ball BIMSHUE BEPXY AUTHTAIHATA TpaHC(HOPMAIUs, € TEXHOIOTHUHHS
dakrop. Cropen peauna M3CienOBaTeNd TO3U (PAKTOpP € C MO-HUCKO BIMSHUE B CPABHEHHE C YOBEUIKHUS
dakrop. TexHomoruunure GakTopu CHIIO ca BaXHU (PAKTOPH B YIPABJICHUETO HA caMUTE UH()OPMALIMOHHU
TEXHOJIOTUH B KOMIIAHUATA, & YCHIIMATA 32 MPUI00MBaHEe HA HOBU TEXHOJIOTUH, cTparernyeckara posist Ha UT
¥ ONUTA B IPUJIATaHETO UM BIIMSAT BbPXY €(DEKTUBHOCTTA HA IIU(pOBaTa TpaHCHOpMaLIHUs.

Tperust ocHoBeH ¢akTop 3a eheKTUBHOCT HA JUTHTAIHATA TpaHchOpMalUs € JTUIEPCKUSAT CTUI Ha
ylpaBieHUe B KOMHOaHusATa. MojaepupauusaT ePekT OT JUTHTATIHOTO JUACPCTBO HA MEHHUKbpa BIHsE
MOJIOKHUTETHO BBPXY BCHYKM HE3aBUCMMH NPOMEHJIMBH M OCTaHalu (HaKTOpW, HMAaIld 3HA4YeHUE 32

JUIruTajin3anysara.

3.3. I[nrnTa.m{a cTparerud U 1bJroCpo4Ho Ou3Hec IJIaHUpPaHe

[Ipn purutanHara TpaHcdopmalys HE € JOCTaThbYHO Ja CE€ M3IO0J3BAaT KOJKOTO CE€ MOXKE IOBEYE
TEXHOJIOTHH 32 U3BBPILIBAHE HA OTACNHUTE On3Hec AeitHocTu. CTpaTerusra 3a AUTUTAIU3aIMs Ha KOMIaHUATa
TpsiOBa Na MMa sCHa BH3US 3a HEWMHOTO OBACIIO pa3BUTHE M Cle[ ToBa Ja ObJe MOAKPENEeHO OT
HEOTpaHMYEHUTE BB3MOXKHOCTH Ha TE3W TEXHOJIOTMH, KOMTO Ca HAW-MOIXOMISIIN 3a n30paHaTa CTpaTerus.
[Topanu ToBa nururanHata Tpanchopmaiys Ha OU3HEC MPOIIECUTE € Pa3IMYHAa 3a BCSIKA KOMITaHUS U € TPYIHO

Ja €€ U3BCAC CTPATCIUs, KOATO Aa € BaJIM/IHA 3a BCI/I‘IKH4.

3.4. Tpancdopmupane Ha ynpaBJIeHCKUTE H OM3HeC MPOLECH B YCIOBHSA HA JAUTHTAIU3ALHASA

TpanchopmupaHeTo Ha ynpaBlIeHCKUTE U OU3HEC MPOLIECH B YCIOBHS Ha JAUTUTAIN3AIMS BKIHOYBA
MPOMsIHA CJIETHUTE B3aUMOCBBP3aHU €JIEMEHTA!
e Ou3HEC MOJCIH;
® OpraHu3aldoOHHA CTPYKTYpa;
® IUTUTAJTHU YMECHHS Ha CIIY)KUTEIINTE,
® JUTWTATU3aIMs Ha OU3HEC MPOIECH;
e wsrpaxnane Ha UT undpactpykrypa;
e UTHTANU3allMs HA MPOAYKTH U YCIYTH,
e chb3JaBaHe Ha NU(POBU KaHAIIM 33 B3aMMOJICHCTBHE C KITUCHTH.
busnec mporiecute onucaHyd B paMKHTE Ha JUCEPTAIIMOHHMS TPYH C€ OTHACAT J0 pabOTHHU Tpoliecu

CBBbp3aHH ¢ 00paboTKa Ha ITaHHU, 32 B3UMaHe Ha PEeIIeHUs, KaKTO U 3a W3BbpIIBaHE Ha OTIEPAaTUBHU JACHHOCTH.

4 Schwertner, K. (2017). Digital transformation of business. //Trakia Journal of Sciences// [oHnaitH] http://tru.uni-
sz.bg/tsj/TIS_Suppl.1_Vol.15 2017/65.pdf



VYrpaBieHCKUTE TPOIeCH OT CBOSI CTpaHa aKIEHTHPAT MO-KOHKPETHO BBPXY YIpPa)xKHSBaHE Ha KOHTPOI,
OrpaHMYaBaHE U JIEJIETMPAHE HA PELIEHUS U OTTOBOPHOCTH, KAKTO M B3MMaHE Ha PEIICHMs 3a MPOMsIHA Ha

PabOTHU MPOLIECH, OPraHU3AMOHHA CTPYKTYpPa M IIOCOKA Ha Pa3BUTHE.

*KommaHuuTe ca HAaMaJIUITU U3II0JI3BAHETO HA XapTHsI
3a BOJICHE Ha CBOSITA JOKYMEHTALIUS U Ca Ch3/IaJIH
MOJIENHU 33 U3BbpIIBaHe Ha OU3HEC ITPOLIECUTE CH B
JUTUTaNeH Gopmar.
Mpouec Ha *CodryepHOTO yrpaBieHne Ha OU3HEC MTPOLIECUTE
undpoBm3anus MI03BOJISIBA ITBJIHATA UM IH(DPOBU3AIIHSL.

*[{udpoBuTe TeXHOIOIHHU Ce U3IONI3BAT 32 YIIPABJICHHUE
Ha OM3HEC MPOIECUTE U pa3IuIHUTE 0a3u ¢ HUppPoBU
Y TUTUTAITHY JaHHHY, C [[eJT IOBUIIABAHE HA TSIXHATA
€(EKTHBHOCT, IIPOU3BOJUTEITHOCT, PEHTAOMITHOCT U
MIPUBIICKATEIHOCT 32 KJIMEHTHUTE.
Ilupposmsamus na  *ururanusanysra ce H303Ba 3a Jja ONTHMU3MPA

TEeXHOJIOruuTe onsHec IpouecuTe, 1a ONITUMU3UPA Pa3XOAUTE U 1a
YBEJIUYHU TPUXOAUTE.

*[IpomsiHa Ha ChIECTBYBAIUS OU3HEC MOJIET 3a
Ch37laBaHE HA MHOBATUBHU M KOHKYPECHTHH
MPeIMCTBA U MOI00psIBaHe Ha MOTPeOUTENCKaTa
CTOMHOCT.

‘I/ISB’LpHIBaHe Ha KYJITYpPHHU, CTPATCTUICCKHU,

Aururanna OTMEePATHBHU U TEXHOJIOTHYHU TIPOMEHH, Upe3
Tpancg)opMaunﬂ Ha ' ysnonsBaHe HA TUTMTANIM3ANNS M ONITHMH3MPAHE HA
n3Heca

OouzHec mpouecure.

Duzypa 2. U3n0136anu noHsmusl, C6bp3anu ¢ OUSUMATHAMA MPaHchopmayus®

[Ipn nururanHara TpaHchopmanus ce OCbHIIECTBABa TpaHchopMalusg Ha Ou3HEC Mojena U
OpraHM3aI[MIOHHUTE IeHHOCTH HAa KOMITAHUATA, 32 1a ObJIe eKCIJI0aTUPaH IIBJIHUAT NOTEHLMA HAa IPOMEHHUTE
U BB3MO)KHOCTHTE HA JAUTMTAJIHUTE TEXHOJIOTUU M J1a CE YCKOPH TAXHOTO BB3ACHCTBHE BBPXY pa3iIudHU
CETMEHTH B CTPAaTErMUecKM acleKT C LeJd IOCTUraHE Ha IPOMEHUM U IIOCTUIaHE Ha 3aJI0KEHUTE

OpTraHHu3allMOHHU LCJIN 3a Pa3BUTHC.

5> Opexos, M. CbLIHOCT Ha NPOLEca Ha AMIrMTaNn3aLmMa KaTo HOB eTan B rnobanHata MHpopmaTnsauma. //UHPopmaLMOHHN 1
KOMYHMKaLUMOHHM TexHonornn// [oHnain] https://dlib.uni-
svishtov.bg/bitstream/handle/10610/4232/b3de375611d0a9221dae05beb7bae8c0.pdf?sequence=1&isAllowed=y



3.5. lururaau3anusiTa KaTo nNpeanocTaBka KbM OPpraHu3alioHHAa YCTOMYHBOCT

3a na ObOAT KOMIIAHUUTE KOHKYPEHTOCIIOCOOHM M Ja YyCHABAaT Ja IOCTHTHAT KOHKYPEHTHO
PEeIMMCTBO, C ITOMOIITa Ha mudpoBaTa TpaHchOpMAIUs U HOBUTE CU Ch3JaJICHU OU3HEC MOJICNH, T¢ CIIe[Ba
J1a JOCTUTHAT JI0 BCE MIOBEUE KJIIMEHTH U J]a OCBIIECTBIT MHTEPAKTUBHA KOMYHHKAIIHS C TSAX; a aBTOMaTU3UpAT
MIPOU3BOJICTBOTO, AUCTPUOYIMATA M Pa3BOMHATA CHU JIEHHOCT; Ja TUTHTAIN3UpaT CbOMPAHETO Ha JAaHHU,
HaOupaHeTo HAa HHPOPMAITUS U PAa3BUTHE HA KOMIIETCHTHOCTUTE HA TIEPCOHAIIA, KOETO III€ UM MOIOMOTHE Ja

Mo uduIMpaT Ou3Heca CH.

3.6. Posist Ha OM3Hec aHAIM3a B NPoOIeCa HA TUTUTAIU3AIUA
[IpenBuT MHOBAIIMOHHOTO M3IOJI3BaHE HA TEXHOJIOTHUATA, OM3HEC aHalIM3a TPSOBaA J1a ce ChCPEIOTOYH
BBPXY IUIOCTHOTO TMOTPEOMTEICKO U3KHMBSIBAHE W JIa U3IIOJI3BAa I'bBKABM TEXHHMKH 3a aHAJIN3, 33 Jla U3BEIE
uHpOpMaLKs OTHOCHO HAIMYMETO Ha jgobOaBeHa croiHOCT. llopamu ToBa OW3HEC aHAIM3AaTOPUTE B
KOMIIAaHUUTE CJIC/[BA J1a OTTOBOPSIT €()eKTUBHO HA TIOBUIIICHUTE OYAKBAHMSI U J1a IOMOTHAT TEXHUTE KOMITAHUH

e(eKTHBHO J1a BbBEJAT JUTMTAIHATA CH TPaHCHOpMaIHs upes:
e l3yyaBaHe Ha HOBHTE TEXHOJOTHH M pa3OupaHe Ha e(EKTHBHOCTTA OT TAXHOTO MPUIIOKEHUE,

3a J1a MOK€E MOCJIEIBAIMAT OU3HEC aHAIN3 Ja ObJie OOEKTUBEH.

e AHanM3WpaHe Ha MPOMECHHUTE OT JUTHUTAIH3AIMATa BbB BPH3Ka C YIPABJICHUETO Ha OHM3HEC

MMpoOUECUTC B KOMITAHUATA.

L4 HpI/maraHe Ha I'bBBKABHW IIOAXOJH 34 aHAJIN3 Ha e(beKTI/IBHOCTTa C (I)OKy'C BBpPXY NOJTYUYaBAHETO
Ha Z[O6&B€Ha CTOMHOCT 3a KOMIIAHHATA H KIIMCHTUTEC, 3a Ja HM3BCJaT TCHACHIHMHU MW Ja CC

CTUMYJIUpAT UHBECTUIIMH 32 IUTUTATIHA TpaHCcPopMalus Ha IPyru OM3HEC MPOIIECH.

ToBa moka3Ba, 4e He € Bb3MOXKHO JIa C€ YIpaBisiBa MPOIEChT HA JUTUTATHA TpaHChOpMaIus B KOMITAHUHUTE
0e3 na ce usMmepBa edeKThT OT MoaoOpeHusTa. MiMmeHHO m3MepBaHeTo Ha €(EKTUBHOCTTA HA JUTHUTATHATA

TpaHc(hopMalys ce U3BBPIIBA Ype3 OU3HEC aHATIM3.

HN3Boam ot riiaBa nbpBa

OpPaHI/ISaHI/IOHHH IMPpOMCHU ouxa HACTBIIWJIN, KOTaTO AJaJiICHA KOMIIAaHUSA UCKa a U3BbPIIN MTPEXO0J OT
TCKYIIOTO CbCTOAHUEC, KbM HO-I[O6pO U IUIAaHUPAaHO 6’5,[[6].].[0 ChCTOSAHHC. praBJICHI/ICTO Ha OpraHu3allioOHHaTa
IMpoMsHa € MPOUECHT Ha INTaHWUPAHC U BHECAPABAHC HA OPraHU3allMOHHOTO MPECTPYKTYPUPAHE 110 TAKbB HAYUH,
Y€ pa3xoauTe 3a TCE3U JIeHCTBHSA Ja c€ CBCAaT A0 MHHHMYM, KAaTO CBUOICBPEMCHHO CE€ MaKCHUMH3Hpa
C(I)CKTI/IBHOCTTa Ha yCHJIuATa 3a IIPOMIHA.

buszHec aHanu3bBT Ce M3MOJ3BaA 3a AHAJIM3UPAHC Ha JAaJCH IPOLCC, HI[GHTPI(I)PILIHp&HC Ha 00JacTu 3a

noo0peHue U 3a no-royisiMa epeKTUBHOCT B pAMKUTE HA U3BBbPILIBAHUTE IEHHOCTH B KOMITAHUSATA.



[udposara 6usHec Tpanchopmalys € UHTETPUPAHETO HA HOBU IHU(PPOBU TEXHOJOTUH BBHB BCUUYKH

OusHec nponecu, KOCTO BOAU OO0 IMMPOMsIHA B IAJTOCTHHUA HAYUH HaA pa60Ta Ha KOMITaHUATA.



BTOPA I'JIABA

MeToauka 3a YCHLBBPIICHCTBAHE HA YIIPABJCHUETO YPE3 TUTUTAJNU3 AU

2.1. AHaau3 Ha METOAUTE U CUHTE3 HA METOAUKA 32 YCHBBPIHICHCTBAHE HAa YIIPABJCHUETO YpP€E3

JTUTHTAJIU3ALNA

C eI aganTupaHe Ha METOJU U CUMHTE3 Ha HOBAa METOAMKA CC CpaBHABAT TPH OT Hall-U3II0JI3BaHHUTE
MCTOAHN 3a HOI[O6p${BaHe Ha YIPaBJICHCKUTC IMPOLECHU B KOMIIAHHUHTE. OcHOBHHTE IIpru3Halu 110 KOHUTO CC
HU3BBpHIBa CPpaBHABAHCTO Ca aHAJIUM3HPAHC HAa KOHKPETHUTEC LECJIM Ha TPpUTEC METOMA, €TAIIMTE HA TAXHOTO
IMPpOTHUYAaHC U HCO6XOILI/IMI/IT€ pecypcu. 3a Bceku CIAUH OT METOAUTEC Ca U3BCACHU OCHOBHUTC NPCAUMCTBA U
HEAOCTAThUU OT TAXHOTO IIpHJIAraHe, KOCTO MPCACTaB/IsIBA OCHOBA 3a U3rOTBAHC HAa aBTOpPOBa MCTOAMKA 34
aHaJIu3 Ha OW3HEC Inpouecure, 4pe3 KOM6I/IHaI_[I/I$I oT Hafl-,[[06pHTe npeanMCcTBa Ha BCCKHU OT METOAUTC U
MMPpCIJIOKCHUA 3a I[O68.B5{He Ha HOBH HeﬁHOCTH, C KOUTO Jia CC U3rpaju HOB IMMOAXOJ 3a YCbBbPIICHCTBAHC HA

YIIPaBJICHUETO Ype3 BHEAPSABAaHE HA OM3HEC aHATM3a HA JIOKATHO HUBO B IPOIECA HA TUTUTAINA3ALIHS.
2.1.1. PeunsxeHepHHT Ha OM3HEC MPOIIECH

Pennxenepunr Ha 6usHec npouecure (BPR) e HacoueH kbM ch3aBaHe Ha ycTOMYMBA KOHKYpPEHIUS Upe3
LS7I0CTHA IPOMSIHA Ha [TOCJIE0BATEIHOCTTA OT U3BBPIIBAHNUTE JEHHOCTH 3a PUJIaraHe Ha U3LsUI0 HOB MPOLIEC
Ha OpraHu3alliOHHa NpPOMsSHa C OCHOBEH (POKyC NpOMsSHa Ha YAOBJIETBOPEHOCTTa Ha KJIMEHTUTE H
OCUTYPSIBAHETO Ha IMO-ToJIsIMa J100aBeHa CTOMHOCT 3a TAX. OCHOBHATa 1€/l Ha PEMH)KEHEPUHTa € Ja yJIECHU
KOMIIAHUSATA U U3IBJIHEHUETO Ha OTIEIHUTE AeHHOCTH. ONpPOCTSIBAHETO Ha IMpoLeca Ype3 TUTHTaIUu3upaHe,
HamajsgBa CJIOXKHOCTTa Ha JeHHOCTUTE, KOETO BOJAU JI0 TMOAOOpsBaHE W ONTUMHU3MpAHE Ha

MMPOU3BOAUTCIIHOCTTA U YBCIIMYABAHC HA reyvanoara.

O0600111eHO OTJICTHUTE €TaNu Ha PEMH)XCHEPUHT Ype3 AUTUTATU3AIINS ca TECTBAHE Ha CHIIECTBYBAIIN
IPOIECH U CHUCTEMH, MPOEKTHpPAaHE HAa HOBHU IMPOILIECH U CHCTEMH, BBHBEXKIAHE HAa HOBUTE MPOLECH H

ylpaBJIeHUE Ha Mpolieca Ha U3IIbJIHEHHE (Pue. 7).



Wnentudunupane
Ha npolyieMu

[Inanupane na

[Inanupane
IIPOMEHU

Wsrorssine Ha
IJ1aH 3a
JIUTUTATTU3UPAHE

BrnBexxmane Ha
MIPOMEHHTE

[IpoBepka Ha JlombiHUTETHI
pe3ynTaTuTe oJ00peHus

®uzypa 3. Emanu na peuncenepun®

3a na 6p1aT eheKTUBHO aHATM3UPAHU TEKYITUTE MPOIIECH, KOUTO CE OCHINECTBIBAT B KOMIIAHUUTE, TS
cienBa na ObJaT JETAlIHO JOKYMEHTHpPAHHM, 32 J1a MOXKE Jla Ce M3Belle MOCIEeI0BATEIIHOCTTa U BPB3KUTE
MEX1y OTACTHUTE AEHHOCTH, 3aI[0TO 1IeJITa Ha PEUH)KEHEPUHTA € HE J1a Ce MPaBAT MO00PEHUS B IPOIIECUTE
U JIEHHOCTHTE, a J]a C€ PUIIOKH U3LSII0 HOB MPOIIEC Ha OpraHu3alMoOHHa MpoMsiHa. ToBa € OCHOBHA pa3iinKa
C TpeIIoKeHaTa aBTOPOBA METOAWMKA 33 YACTUYHO WIIM IOSTAITHO YCHBBPIICHCTBAHE HA YIPABICHCKU

IIpoUECH B OpraHusalusAaTa, KOsATo IIC 6’b,[[e anpo6npaHa B ciI€aBaliara rjaBa.

2.1.2. ToTranHo ynpasJjieHHe HA KA4eCTBOTO

ToranHo ympasnenue Ha kadectBOoTo (TQM) Meron, upe3 KOHTO ce UACHTHPHUIIUPAT OCHOBHHUTE
HaIlpaBJI€HUsI Ha Pa3BUTHE U KAUECTBEHUTE MPOMEHU B HAUMHUTE HA IPOU3BOJICTBO B KOMIIAHUUTE, B YUATO
OCHOBA € 3aJI0’KEHA 1IeJITa Ja C€ OCUTYPSABAT MPOAYKTH U YCIYT'H Ha KIIMEHTUTE, KOUTO OTTOBApAT HA TEXHUTE
KOHKPETHH MMOTPEOHOCTH.

OcHoBHM (yHKIIMM Ha MeTojga TOTalHO ympaBlIeHHWE Ha KAadyecTBOTO, Ce MpHeMaT IUIaHUpaHe,
PBKOBOJICTBO, KOHTPOJI, HENMPEKBHCHATO HAONIOJCHUE U OJUT, KaTO KOMIIaHUATAa CIE/IBa Ja OCBILECTBSIBA
JeIHOCTTa CHM HE caMO C LieJ MoJ00psiBaHE KauyeCTBOTO Ha MPOAYKIHUATA, HO M KAaYeCTBOTO HAa BCUYKHU
JNEMHOCTH Ha KOMIIAHMATA, BKJIIOUYMUTEIHO M M3BBpIIBaHaTa paboTa Ha ciayxutenurte. [lo To3um HauumH
[IOCTUTaHETO Ha €ITHOBPEMEHHO YCHhBBPIICHCTBAHE HA TPUTE OCHOBHH KOMIIOHEHTA — MPOIYKTH, OpTraHU3aI1s

" IEpCOHAJI UMa 3a ICJI Ja IMMOBUIIN e(beKTHBHOCTTa Ha OCBIIECTBABAHATA OT KOMIIAHUATA JEHHOCT KaTo LISJIO0.

® CobcTBEHO M300paKeHHE Ha aBTOpA



OH@HﬂBaHeTO Ha IIOCTUI'HATOTO KAa4Y€CTBO CC€ M3BBLPIIBA HA 0aszara Ha TpU KOMIIOHCHTA IO OTHOLICHUC Ha

YIOBJIETBOPEHOCT Ha KJIMEHTH, PMHAHCOBH PE3YJTATH U JOBOJHU ciyxutenu (durypa 4)

Duzypa 4. [locmueane na kavecmso upes usnonzéame na TOM memoo’

OcHOBHHUTE IIPUHIUIIN Ha IPUIIOKCHNEC HA METOAAa Ca MPCACTaBCHU Ha CJI€ABaIlaTa epaqb. 1.

ToranHo ynpasiienue
HA Ka4eCTBOTO

YI0BIETBOPEHOCT HA
KJIUEHTUTE

I'paghuxa
1. Ocuosnu
NPUHYUNU NPU

npuioastcernue Ha

TOM memooa®
Ha 6a3a
[Tomo6psiBane Ha ITocturane HanpaBeHuAT
(bMHAHCOBHTE PE3YITATH VAOBJIETBOPEHOCT Ha
Ha KOMIIaHUATA CITY)KUTEITUTE TeopeTnyeH
CpaBHUTENEH

dHan3 yCtaHOBUX, Ye TO3N noaxon ce OT/In4aBa C aBTOPOBATA METOAMKA MO HAKOJZIKO OCHOBHU NMPUYUHMN.

MoAaxoAbT He 0TAAaBa A0CTaTbYHO 3HaUYeHMe Ha BU3HeC aHaM3a, KOMTO CbLLLO Taka He e BHeApeH KaTo npoLec

npun ynpaBneHCKnUTe peweHmna HUToO Ha NOKa/IHO HMBO, HUTO Ha HUBO PbKOBOACTBO. Cbwo TaKa, meToabT

—

KauecTBO

IlocTurane
Ha
KaueCTBO

* CBBP3aHO CBC CHYKUTEINTE,
H3UCKBA TSIXHOTO y4acTHE U
MOTHBHUPAHE BbB BCUUKH HUBA B
repapxusra.

M OpI/ICHTI/IpaHOCT KBbM KJIIMCHTUTC.

*IIpouec, cBbp3aH ¢
YCBBPILEHCTBAHE HE CaMO Ha
IPOAYKTA, HO U HAa TIPE0CTaBsHATa
ISUIOCTHA YCIIyTa.

e Cp31aBaHe Ha MTOJIUTHKH U
NpOoLELYPU OT MEHUDKBPUTE,
MMaIIX 32 [eJT TOTATHO YIpaBIeHHE
Ha Ka4yeCTBOTO.

* YyacTue B Ipolieca Ha BCUUKHU
CITy’)KUTETIM OT KOMITaHHATa, 0e3
3HAa4YCHUE OT 3aeMaTa JUThKHOCT.

M3NCKBa 06e,£|,VIHFIBaHe Ha BCUYKMN HaATMNYHU PECYPCU OT KOMMNAHUATA 3a OrpaHM4aBaHeE Ha OnpeaeseHun

HeAOCTaTbUUM NMPU NponsseX4aHETO Ha NPOAYKTUTE U NPU ONTUMU3NPaAHE Ha pPa3Xxogute, KOETO O4aKBa A4

" TotanHo ynpasneHue Ha kauectsoto TQM (Total quality management). [oHnaiiH]
http://www.tuj.asenevtsi.com/TQM2009/TQM012.htm

8 Nak Tam.



NnOoCTUTrHE yAOBNETBOPEHNETO NPEAMMHO Ha KNIMEHTA. OcseH HeAOCTAaTbKa Ha BUCOKUTE 6IOLI,)KGTHM pa3xoam,
MeToAbT OCTaBa yAOBNETBOPEHOCTTA HA CAYXUTENINTE HAa KOMMNAHUATA Ha 3a4€eH MJ1aH, KOETO benexun u

Ba)KHa TOUYKa 3a 6baeLm pa3paboTKM U Bb3MOMKHOCT 33 YCbBbPLUEHCTBAHE.

2.1.3. Crernaro ynpasJjeHue

Crernaro ynpasnenue (LM) unu Crernaro npousBoactso (LM) e MeTo]1 3a yChBBPIICHCTBAHE KAKTO
HA YIPaBICHCKUTE Taka W Ha OW3HEC JCWHOCTH B KOMIIAHHUATA, W € CBBP3aH C HEOOXOAMMOCTTAa OT
pa3paboTBaHe Ha MPOMEHH IO MPOLIECUTE CBbP3aHU C IJIaHUPAHE, IPOU3BOJICTBO U JIOTUCTUKA; OCHOBHUTE
My IL€JId ca OTCTpaHsBaHE Ha pa3Nu4HU (aKTOpW, BOJCIIM [0 HaMalsBaHe Ha MPOU3BOAUTEITHOCTTA,
HENIPOU3BOJICTBCHUTE Pa3XOJd M 3aryOu, KaKTO W yBEIMYaBaHE HA CKOPOCTTa HAa (PYHKIIMOHUpPAHE Ha
npouecuTe. 3a Ta3u 1ieJl B OCHOBHUTE €Taly Ha MpUJlaraHe Ha METOoJla C€ M3KMCKBA I'bPBOHAYAJICH aHAIU3 Ha
BPEMETO 3a MPOM3BOJACTBO HAa OTIEJIEH MPOAYKT, aHalIW3 Ha BB3MOXKHOCTTA 3a IMpEHapekIaHe Ha
MIPOU3BOJICTBEHHS MPOIIEC Ype3 HAMAIIBaHE HA TPAHCHIOPTHUTE MBTHILNA M OpraHU3WpPaHe MO0 HOB HAYMH Ha
UKIIMIHOTO BPEME 3a MPOU3BOJICTBO, KAKTO U SIMMHHHPAHE HA YCIOBUSATA 32 TPEIIKA.

KpaiinaTa men ot npuioxenuero Ha meroaa CrerHato ynpasierue (LM) e epekTHBHO pasnpeaensHe
Ha pecypcuTe MO0 HA4YMH, KOWTO TO3BOJsiBa HaMmaisBaHe Ha 3aryoute. [lo To3u HaumH ce momobpsiBa
KayeCTBOTO Ha yIpaBleHUE, Upe3 OCUTypsiBaHE HABPEMEHHA U MTbJIHA MH(OpMaIIKs HA MEHUDKBPCKUSI ChCTaB.
[TocTHraT ce mog0OpEeHHUs 10 BCUYKH TPOIICCH, CBBP3aHU C IBIMKEHUETO HA MATCPUATHUTE TTOTOITH, 3aCTHO C
(UHAHCOBUTE M CYETOBOAHM OIEpAllMM, KOETO OT CBOSI CTpaHa ChKpallaBa BPEMETO 3a MPOM3BOJACTBO U
JIOCTaBKa Ha MPOJYKTH, KAKTO U 32 00pab0TKa Ha yrpaBiIeHCKa HHPOpMAITHSI.

To3u MeTon He akIeHTHpa Ha OM3HEC aHau3a KaTo PaKkTop B MPOCIEASBAHETO HA PA3TUKUTE TIPEIU U
cien BHenpsiBaHeTo Ha CTerHaTo yIpaBlIeHUE, a U He € HUKIn4eH nporec. ChIlo Taka MeToJia peArnosara
IpU BHEAPSBAHETO CH, LISJIOCTHA MPOMSHA HAa JIOCETAIIHUTE MPOIIECH, KOETO € Jpyra OCHOBHA pa3jiuKa C
npeyioKeHaTa aBTOPOBa METOTUKA.

Jlpyra oCHOBHa KpUTHKA U Bb3MOXHOCT 32 OBJIEI0 MOA0OpEeHHE Ha TO3H MOAXO0/ € 3a1h1009aBaHETO
Ha 3aBUCHUMOCTTAa KBbM JIOCTAaBYHMIIM U CIY)KUTCIH, 3allOTO HEHABPEMEHHOTO IMPEJIOCTaBsIHE Ha
MIPOM3BOJICTBEHN MaTepHaIN U 3a0aBsiHE B MPOM3BOJICTBOTO WIJIM NOPBHYKHTE, MIOPAIA CBOCBPEMEH HEAOCTUT
Ha MEepPCOHaJ, MOKE JIa PETUCTpUpa MPOU3BOJICTBEHU 3aryou, 3apaau 3a0aBsHE HA JAPYTH MOPHUYKU, KAKTO U

CI1aZl Ha KIIMCHTCKOTO YIOBJICTBOPCHUC, TIOpA AN 3a0aBsSHE MM HEBH3MOXKHOCT Ja IoJry4dart XeJIaHud NPOAYKT.

2.1.4. MeToanka 3a yCbBbPIICHCTBAHE HA YIIPABJCHCKHUTE NMPOLECH Ype3 IUTHTAJIN3ANHA ¢ HACOYCHOCT

KBbM KJIMCHTHUTE

[IpemioskeHaTa METOAMYECKA paMKa € HacOueHa KbM MOETAIHO MPEYCTPONCTBO HA KOMITAHUATA U €
pa3paboreHa moxa ¢opmaTa Ha AITOPUTHM C TMOCJICIOBATEIHM CTHIIKH, Ha 0a3aTa, Ha KOSITO MOXE Ja ce

pasrepHe B JeTanI3upaH BU[I METOUKaA



MO3BOJISBAILlA U3IIPEBapBaHe HAa KOHKYPEHTHUTE KOMIIAHUU Ype3 IJI0CTHA MPOMsHA Ha OU3HEC MPOLECHUTe.

Ta3u paMKa 3acdara HE CaMO BBTPCIIHUTC CUCTCMU B KOMITAHUATA, HO U U3BBbH KOMIIAHUATA IO OTHOIICHUEC Ha

B3aMMOOTHOIICHHUATA U HAYMHA Ha pa60Ta C MapTHBOPU U KIIMCHTH. MCTOI[I/IKaTa BKJIFOYBa IMMPUJIAraHeToO Ha

IIOCJICA0BAaTCIIHU ,I[eleOCTI/I U CJIICMCHTHU, CBBP3aHU C YCBBLPHICHCTBAHC Ha YIIPABJIICHHETO Ha IPOLCCHU B

YCJIOBUA HA AUTUTAIIA3AIHA:

© N o o

10.

Jedpunupane Ha KOHKpeTHa HEOOXOAMMOCT OT IPOMSHA HA YIPABJICHCKUTE IPOLECH,
peanu3upaHa OT CUCTEMAaTH4eH OU3HEC aHaJIU3 Ha JIOKAJIHO HUBO.

JlocTurane 10 yBEpeHOCT Ha MEHUIDKBPCKHS €KHUII, Y€ MPOMSIHATA I1Ie IIOCTUTHE PE3yJITaT U €
Heo0XoauMa.

O6C’b)KZ[3H€ Ha IMPOCKTA CHC CIIYKHUTCIIU HAa PbKOBOAHU IMO3UIIUN B KOMIIAHUATA.

OmnpenensiHe Ha LENNUTE 32 YChbBBPIICHCTBAHE HA YNPABICHUETO B IIPOLECA HA JUTHTAIN3ALU]
C OIJIeJ] TSIXHATa CbBMECTUMOCT ChC 3aJI0KEHUTE KPATKOCPOYHH U ABITOCPOYHH LIEIH.
dopmupane Ha eKUIl ¥ rpaduK, C KOWTO MIe Ce OCHIIECTBU MPOIIeca HA AUTHUTAIN3A3USI.
OmnpenensiHe Ha IPOLECUTE, KOUTO 1€ OBbAAT YChBBPILIEHCTBAHU.

IIpoexkTpane Ha HOBUTE MPOLIECH.

[TpoBexx1aHe Ha 0OyueHUE HAa BCUUKHU CIYXHUTEIH, KOUTO UMAT OTHOIIEHHUE [0 U3IIbJIIHEHHE Ha
JNENHOCTUTE 3a JUTUTAIM3UPAHE HA IIPOLIECHUTE.

[Ipunarane Ha HOBHUTE MPOLIECH.

HaGntoneHue u ycTaHOBsIBaHE Ha Pa3iIMKUTE, KAKTO U NMPObIKaBaHE HA YChBBPIICHCTBAHETO

Ha JpYru nmpouecu 4pe3 METOAUTE 3a OM3HEC aHaJIu3.

2.2. MeToanka 3a yChbBbPIICHCTBAHE HA YIIPABJICHUETO

I_IeJ'ITa Ha OpeajioKeHaTa METOJUKaA € noz[o6p${BaHe Ha YIIPABJICHCKUTC IIPOLICCH, HACOYCHA KbM

peopranusaiys Ha MaTepuaaIHUTe, PUHAHCOBUTE U MH(OPMALIMOHHUTE MTOTOLM B KOMIIAHUUTE 3a:

[IpeMuHaBaHe KbM MpOILIEC HA yIIpaBlieHHE OT (PYHKIIMOHAJIEH KbM MPOLIECEH THII.
Wnterpupane Ha Ou3HeC aHainM3a B OpraHM3allMOHHAaTa CTPYKTypa, Taka 4e
CJ'IY)KI/ITeJ'IflT/ OTACIIBT M3BHpPIIBAII I'0 Ja MMa AOCTBII OT JaHHU 3a PA3JIMYHUTE IMPOLECHU U
BB3MOXHOCT J1a CHHTE3Upa KOHKPETEH MPOIIEC 3a YChbBBPIICHCTBAHE.

[Ipepasnpenenenue u U3MoiI3BaHe MO Hali-e()eKTUBEH HAUYMH HAa HATMYHUTE PECYPCH.
OnTummu3MpaHe M ChKpalllaBaHE HAa CPOKOBETE 3a IPENOCTABSIHE HA MPOJIYKTH U YCIYI'M Ha
KIIMEHTUTC U 3aJ0BOJISIBAHEC HA TCXHUTE HOTpe6HOCTI/I.

[loBuiraBaHe KayecTBOTO NO OTHOIIEHHE Ha OOCIIYy’KBaHETO Ha KJIMEHTH, NOJ0OpsBaHE Ha
MIPOU3BEXKIAHUTE IPOAYKTH U YJOBIETBOPEHOCT Ha CIYXKHUTEIHTE.

[ToBumaBane Ha KOHKYPEHTOCTIOCOOHOCTTA HAa KOMITAHUSTA.



MCTOILI/IKaTa MOXE Ia 6’1),[[6 pasric€aada KaTo HUKINYCH IMPOLEC, HACOUCH KbM ITPOMAHA HA OCHOBHUTC
3a BCsKa KOMITaHHA POLECHU — YIIPABJICHCKH U TCXHOJOTMYHU 3a IPOMsAHA HA JIEMHOCTUTE M HaMaJIsBaHE Ha

IIOEMaHHUs PUCK IIPU OCHUIECTBSIBAHE HA JIEHHOCTTA.

Ananus Ha Eranute 3a
pesyirTaTiTe Jnarnoctuka
U3BBPIIBAHE  HA
OW3HeC aHaIu3 ca

00110 MeT, KOUTO

ca
B3alMOCBBP3aHU
[Tpunarane Ha [Tpuopuren .
METOIuKaTa u obnactu (pueypa 5):
@Duzypa 5.

[Ipomsina Ha Emanu na 6usnec

JCHUHOCTH U ananusa sa
mpouccu

YCb8bPULEHCMBAHE HA ousnec npoyecume 4pes dueumaﬂumuuﬂg

CJ'IG]I InpujiaraHe Ha METoJJUKaTa U aHaAJIM3WUPaHC Ha PE3YJITATUTC OTHOCHO n0)106p$[BaHe Ha 1mponecuTe,
CJICABA CUCTEMATUYHO [Jia CC ITpujiara Ou3Hec aHaJIn3, 3a 1a CC€ NMPCAJIOKAT CIICABAIIN IICPCIICKTUBU 3a 6’[»)161].[0

ONTUMU3HPAHE HA Ou3HeC MPOLECUTE UPEC3 NUTUTAIIN3ALIUA.

2.2.1. I[uarﬂocnma Ha TEKYII0TO CbCTOSAHUE HA IIPOLUECUTE U JeHHOCTUTE B KOMIIAHUATA

I[I/IaFHOCTI/IKaTa Ha TCKYHIOTO CBHCTOSAHUC BKIIKHOYUBA HeTaﬁHHO AHAJIM3UPAHC Ha OpraHnu3allMOHHATa
CTPYKTYpa, Bb3MOKHOCTTA 3a YH4aCTHC B IIPOLUCCUTE Ha BCCKU CIIYKUTCII, YCTAHOBABAHC HA CUJIHUTC U ciaabute
CTpaHU IO OTHOLICHUC Ha YIPABJICHHUCTO HA KOMIIAHUATA W H3BBPHIBAHCTO Ha OTACIHHUTC IMPOLECH U

JNIEUHOCTH.

2.2.2. U3BexnaHe HA IPHOPUTETHH 00JIACTH 32 ONTHUMHU3HPAHE HA OM3HeC NpolecuTe

Hopam/l CHCI_II/I(I)I/IKaTa Ha OCBILECTBABaHE Ha JOEHHOCTITAa Ha BCsIKa KOMIIaHHsA, KOMIIJIICKCHOTO
peuiaBaHC Ha YCTAHOBCHHUTC HpO6HCMI/I B IMMPOLCCUTC U JIEMHOCTUTE M3HCKBa OnpeAC/IIHC Ha MPUOPUTCTHU

00JIaCTH IO OTHOIIIEHHUE HA:

% CobcTBEHO M306pakeHue Ha aBTopa



e CTpaTerusra 3a pa3BUTUE U pEeAM3UPAHE HA I1a3apa;

e [IPOMsHA B IIPOU3BOJACTBOTO WIM CH31aBAHETO HA HOBU IIPONYKTH U YCIIYTH;

® PpAa3BUTHE U ONTUMHU3HMPAHE HA BETPEIIHUTE 32 KOMIIAHUATA CTPYKTYPH;

e Cb3JaBaHE HAa MHTErPUPAHA CUCTEMA 3a YIIPABICHUE UM IPOMSHA HA ChLUICCTBYBAIATA,

e BbBEKJaHe Ha CucTeMa 3a ylpaBJIcHHE Ha Ka4eCTBOTO;

® U3M0JI3BAHE HAa PEUMH)KEHEPUHI IO OTHOLICHHE HAa (PMHAHCOBUTE IOTOLU C LEJ TIXHOTO

yIpaBJcHHE.

BcnencrBue Ha W3BeXAaHETO HA MPUOPUTETHUTE 00JIACTU U OCHILIECTBSIBAHE HA YChBBPIICHCTBAHE HA
YIPaBJICHUETO B YCIOBHS HAa JUTHTATN3AIUS CE OYaKBa!
e non00psBaHe 0OCITYKBAHETO HA KIMECHTH;
® HamasIBaHE BPEMETO 32 M3BBPIIBAHE HA OOMYAMHUTE 3a ACHHOCTTA Ha KOMITAHUSTA MPOIECH;
e HamajsBaHe Opos HA MEPCOHANA U B3MOXKHOCTTA Ha CIYKHUTEIHUTE 2 00padOTBaT MO-TOJIEMHU
110 00eM JJaHHU 3a M0-KpPaTKO BpeMeE;

* HamasIBaHE Ha pa3Mepa Ha ISUIOCTHUTE Pa3XO0/M 3a KOMIIAHUATA.
2.2.3. IIlpoMsiHa HA 1eHHOCTHU U MPOLECH

[Ipenn mpoMsiHa Ha JEWHOCTUTE W TPOIECHTE CJIEJBA Ja CE€ WU3TOTBU ILIaH, ChIBPIKAI JIETAHIHO
OTHMCaHUe Ha BCSKA €/IHA OYaKBaHa MPOMsIHA C KOHKPETEH OTTOBOPHUK M omucaHue Ha AeitHocture. C ories
BB3MOXKHOCTTA 32 Bb3HUKBAHE Ha MPOTUBOPEUMS MEXKY OTIACITHUTE CIYXKUTEIH WIA MEXKIYy MEHHUIKBPH U
CIIYKUTEJIH MO OTHOILIEHHUE Ha I0J13aTa OT U3BBPILIBAHE HA KOHKPETHA IEUHOCT € yJaYHO B KOMIIAHUsATA Ja Ce
Ch37aJie €KHII, KOUTO J1a B3eMa PEIICHHs], CBbP3aHHU C TUTHTATU3aIMs U MPOMsiHA HA OM3HEC MPOIECUTE U
nerinoctute. Cren WM3rOTBSHE Ha ITUIaHa, CiielBa Ja ce€ WH(QOpMUpAT CIY>KUTETUTE IO OTHOIIECHHWE Ha
OYaKBAaHUTE OT TAX JEHHOCTH, KaKTO M HEOOXOIMMOCTTa OT W3BBPIIBAHE HA JUTUTAIU3UPAHE, KAKTO 3a
KOMIaHUATA KaTo ILIU10. 3a Ja ce BKIIIOYAT aKTUBHO CIY)XUTETUTE T€ cile/Ba Ja ObJaT MOTUBHPAHU Ja TO
HanpaBsIT. MOTHBHpAaHETO Ha CIYKUTEIWTE HW3HMCKBA TPEJOCTaBIHE Ha HHQOpMAIMs, CBbp3aHa CbC
CTpaTerusaTa 3a pa3BUTHE HA KOMITAHHUATA M MOCTABEHUTE IBJITOCPOYHH U KPATKOCPOYHH IETH, KAKTO TIO
OTHOIIIEHWE Ha YCHBBPIICHCTBAHE MPOILIECUTE HA YIpaBJEHWE, Taka W MO OTHOIICHHWE HA TOBWIICHHUE HA

Ka4€CTBOTO.

2.2.4. AHa;1u3 Ha pe3yJTaTUuTe OT NPUJIAraHe Ha MeTOAUKATA

[Topanu ¢akra, ye OCHOBHATa MPUOPUTETHA OOJACT HAa METOAMKATa € 3a/JI0BOJIIBAaHE HYXKIUTE Ha
KJIMEHTHTE, 3a J1a MOXE Te Ja ca YJOBJIETBOPEHU U Jia MPOJIBJIKAT Ja ThPCAT NPOAYKTUTE U YCIYTUTE Ha

KOMIIaHUATA, AHAJIU3BT HA PCIYJITATUTC CC U3BBPIIBA HA baza npeaocraBCHaTa 06paTHa BpPb3Ka.



JlururanuzamusaTa He 3aBbpIIBa C €IHOKpaTHA MPOMsIHA MU NoJ00peHre Ha yacTHueH mpouec. Ts
clleZiBa HENPEKbCHATHTE Ma3apHU MPOMEHH, DPa3BUTHE Ha KOHKYPEHIMATA, KAaKTO M OYaKBaHMUATA Ha
KJIMEHTUTE M3MCKBAT HEMPEKbCHATO MOo00peHus. Upe3 cucreMeH OM3HEC aHaIn3, KOMIIAHUATA CIIEABA J1a Ce

azalrTupa Io-rbBKaBo CIIpsAMO IMa3apHUTE ITPOMEHU M LECJIWTE 3a Pa3BUTHUEC HaA HeﬁHOCTTa.

2.3. KoMnanum, ycnemHo NpUJIOKWIN pa3JMdYHUTEe MeTOAH 32 YChBbPIIEHCTBAHE HA YIIPABJIEHHETO

Jururaau3anusaTa Moxe J1a npoMeHu Qokyca Ha pa3BUTHE Ha KoMnaHuuTe. B cdepara Ha mpous3BoACTBOTO,
kommanusaTa Ilpomer Crtumn EAJl agantupa cBoWTe mpollecH Ha pabora upe3 PewHkeHepwHT Ha
MPOM3BOJICTBEHATA CHCTEMAa 4YpEe3 BHEIPSIBAaHE HA aBTOMATH3WPAHE B MPOHM3BOACTBOTO. [lo TO3M HaywmH
YCIISIBAT JIa peaIM3UPaT MPorpaMa 3a HeMpPeKbCHATH OTICPAIMOHHH MTO00PEHHs, HACOUSHU KbM HaMaJISIBAaHE
Ha Pa3XxoJWTe W MOBHIIABaHE €(EeKTUBHOCTTa Ha MPOU3BOACTBO. B cdepara Ha ycmyrure HalmrogaBame
coTyepHH pelIeHHs, KOUTO HaMalIgBaT Pa3XOAUTE 3a MEPCOHAl, CBHP3aH ¢ O0CIYKBAaHETO HA KIMEHTU U
nonoOpsBane Ha nporecute. CopTyepHUTE KOMIAHUU OT CBOSI CTPaHA CE CHENHAIM3UPAT B PA3BUTHETO HA
obnaunute ycnuru. MICrosoft ycemia 3acuiieHa KOHKYpPEHIIMS, KOETO IOBEXIa 10 HPEOCMHCISHE Ha
CTpaTerusTa 3a pa3BUTHE Upe3 Ch3/laBaHe Ha MPOAYKTH, KOUTO MOTaT Jja Ob1aT U3MOI3BaHU U310 B 00Ia4Ha
MpexxoBa cuctema. DISNEY ce npeBbpHa B €IMH OT OTJIMYHUTE NTPUMEPH 3a udpoBa TpaHchopmanus npe3
nocneaanTe roauHu. [loTpedburenuTe Ha Ch3ganeHaTa OT KOMITAHHUATA TuTaTGopmMa WMaT JOCTHII J0 Haii-
HOBHTE MPOAYKTH Ha KoMmmanusTa. [lmatgopmara ce mpeBpbiia B Henpsika kKoukypennus Ha Netflix. Tosa e
npuMep 3a Ch3/laBaHe Ha JOMBIHUTEIHA JUTUTATHA yCIyra, KOATO MMa 3a IIeJ MOoJMoMaraHe Ha OCHOBHATa

IMPOAYKTOBA JIMHUSA, a B IIOCJIICACTBHUEC U IPEMHUHABAHEC B TaKaBa.

H3Boau ot riiaBa BTOpa

Karo pemeHneTro 3a OCBIIECTBBAaHE HAa PEUMH)KEHEPUHI CE€ M3BBPIIBA M3LSJIO OT CTpaHa Ha
MEHMUKBPCKHSI €KMIT Ha KOMIaHuATa. Te TpsOBa Aa MPUIIOkKAT PELIMTETHOCT M HOBATOPCKU HJEU IO
OTHOILIEHHE Ha OOCIY’KBAaHETO Ha CBOMTE KIMEHTH C LIl TAXHOTO 3amas3BaHe. LlsnocTHara mpomsiHa Ha
CTpaTerusiTa Ha KOMIIaHUSATA U3MCKBA TOJIIMa OTTOBOPHOCT, 32 KOSITO PBHKOBOJCTBOTO MOYKE Ja MOAXOAU C
HEYXO0Ta, ¥ TOBa Jla JIOBEJIE IO MPEKAJICHO IBJT0 OTJIaraHe Ha PeCTPYKTYPUPAHETO MIIM KPUTHYHU 3a0aBSHUS,
BOJCIIM J0 IOETAlIHOTO H30CTaBaHE Ha KOMIIAHMATA CIPSMO HeWHaTa KOHKypeHuus. [Ipyr ocHOBEH
HEJIOCTaThK, HAa KOWTO TpsA0Ba Ja ce 00ObpHE BHUMaHME U IPEJCTABIABA IOJIE€ 3a OBbACHIM Pa3pabOTKU U
YCBBBPUIEHCTBAHE, € Pa3BUTUETO Ha KYJITypa Ha CTPax 3a pabOTHOTO MSCTO, MOpaau (pakTa, ue LeIH 3BeHa U
OTJIeNTM Morar Jia ObAaT NPeCTPYKTYpUpaHHU MM HaMaJeHU. 3aCHIIBa C€ PUCKA, Y€ Bb3MOXKHUTE M0100peHUS
Morar Jia TOBeIbT O KpaTKocpouHu edekTH. [Ipu mpunarane Ha TO3M MOJIXOJ € TPYIHO Ja ce€ aHaIu3Mpa
KpaiHus pe3ynTaT oT 00CiIyKBaHETO Ha KIHeHTH. [IpeqiokeHaTa aBTopoBa METOJUKA ce choOpa3siBa ¢ Ta3u

np06neMaTnKa, KaKTO 1 C€ OIIMTBA Aa 51 OTpaHU4YH.



Toranno ynpasienne Ha kadecTBOTO (TQM) u ce xapakTepusnpa ¢ mpeI0CTaBsIHEe Ha BUCOKO KaueCTBO
Ha MIPOAYKTHUTE U ISUIOCTHO BHEAPSBAHE HA Ta3H KyJITypa Ha KOMIIAHUATA, Y€ KAaKTO paOOTHUTE MPOLIECH, TaKa
U MIPOU3BEJCHUTE MPOIYKTH HOCEIIM MMETO Ha KOMIIAHMATA Ca CUMBOJI Ha MOBEJCHHE U YCHIIEHa paboTa
1)1 TOBHIIIABAHE YIOBJICTBOPEHOCTTA HA KIIMEHTH UpPe3 IMMO-Ka4eCTBEHH IMPOYKTH OT KOHKypeHIusaTa. Ha 6a3a
HANpPaBEHHUIT TEOPETHUYCH CPABHUTEJCH aHAIM3 YCTAaHOBUX, Y€ TO3M IOJXOJ CE OTJIMYaBa C aBTOpOBATa
METOMKA MO HIKOJIKO OCHOBHM NpW4MHU. [IoIX0ABT HE OT/AaBa 1OCTaTHYHO 3HAUCHHE Ha OM3HEC aHajH3a,
KOMTO CHIIO Taka HE € BHEAPEH KaTo MPOIEC MPH YIPABICHCKUTE PEIICHUs] HUTO Ha JIOKAJTHO HUBO, HUTO Ha
HUBO PBKOBOJICTBO. CBIIIO TaKa, METOABT U3UCKBA OOCIMHIBAHE HA BCUYKH HAJTMYHU PECYPCH OT KOMITAHUSITA
3a OrpaHMYaBaHe HA ONPEICIICHH HEJIOCTATHIM MPHU MPOU3BEKIAHETO HA MPOAYKTHUTE M NIPU ONTHMHU3HPAHE
Ha pa3xoAuTe, KOETO OYAKBa J1a IIOCTUTHE YIOBJIETBOPECHUETO MPEIUMHO Ha KireHTa. OCBEH HeJJ0CTaThKa Ha
BUCOKHUTC 6IOI[)K€THI/I pasxoar, MCTOABT OCTaBa YHAOBJICTBOPCHOCTTA HA CIYXUTCIIMTC HAa KOMIIAHHATA Ha
3aJIeH IJIaH, KOeTO OCJIeKH U BasKHA TOYKA 33 OBJCIIN pa3pabOTKH U Bb3MOXKHOCT 332 YChBBPIICHCTBAHE.

Kpaiinara men ot npuioxenuero Ha merona CterHaro ynpasienue (LM) e epekTuBHO pasmpenernsHe
Ha pecypcuTe MO HAa4YMH, KOHTO MO3BOJsIBA HaMausBaHe Ha 3aryourte. Ilo To3m HaumH ce momoOpsiBa
Ka4uCCTBOTO HA YIIPABJICHUC, YPEC3 OCUTYPSABAHC HABPEMCHHA U IIbJIHA I/IH(bOpMaIII/ISI Ha MCHU/PKBPCKUA CbCTAB.
[Tocturat ce mog00peHus 0 BCUYKH MTPOIIECH, CBBP3aHU C JBM)KCHUETO Ha MAaTePUATHUTE MOTOIIH, 3a€/THO C
(MHAHCOBHUTE W CUCTOBOJHHU OIEPAllU, KOETO OT CBOSI CTpaHa ChKpallaBa BPEMETO 3a MPOU3BOJCTBO U
JIOCTaBKa Ha MPOAYKTH, KaKTO U 3a 00paboTKa Ha ynpasieHcka nHpopMmaus. To3um MeToa He akIeHTHpa Ha
Om3Hec aHaM3a KaTto (PaKTOp B MPOCIEISIBAHETO HA PA3JIMKUTE TPEAH W ciell BHenpsiBaneTo Ha CTerHarto
yIpaBJIeHUE, a U HE € HUKIMYeH nporec. ChIo Taka METo/1a MpeArnoiara Npyu BHEAPSIBAHETO CH, IISTIOCTHA
IPOMsIHA Ha JIOCETallIHUTE MPOLIECH, KOETO € JApyra OCHOBHA pa3jMKa C IPEeJIoKeHaTa aBTOpOBa METOAMKA.
Jlpyra ocHOBHa KpUTHKa M BB3MOXHOCT 3a ObJeHI0 MOJ0OpeHHe Ha TO3HM IMOAXOJ € 3aJbJI00YaBaHETO Ha
3aBUCUMOCTTAa KbM JOCTABUUIH U CIIYKHUTCIIH, 3allIOTO HCHABPEMEHHOTO IMMPEA0CTABAHC HA IIPOU3BOJCTBCHHA
MaTepHaiy 1 3a0aBsiHe B TPOU3BOICTBOTO WM MTOPHUKUTE, TIOPATH CBOEBPEMEH HEJOCTHT Ha IEPCOHAT, MOXKE
Jla perucTpupa Npou3BOJICTBEHU 3aryoH, 3apau 3a0aBsHe HA JPYTU MOPBUYKHU, KAKTO U CIIaJ HAa KIMEHTCKOTO
yJIOBJIETBOPEHHE, TOPAIH 3a0aBsHE MM HEBB3MOXKHOCT J1a TIOJTYy4aT JKeTaHUs IPOIYKT.

W TpuTe aHamM3MpaHW METO/Ja WMAT CBOWTE TPEAUMCTBA, KAaKTO W HEAOCTaThIM. [IpemnoxkeHara
aBTOPOBA METOJIMKA 32 YCHBBPIICHCTBAHE HA YIIPABJICHUETO, TOCPEICTBOM MHTETPUPAHE Ha OM3HEC aHAIN3 |
JUTUTATU3a1Hs], € TIOATOTBEH Ype3 CPABHUTENIECH aHAJIN3 Ha METOUTE 3a OJ00psiBaHE Ha MPOLIECUTE, TEXHUTE
OCHOBHHM MPEJMMCTBA M HEAOCTATHIM U M3BEKJIaHE HAa METOJMKA 3a MPOMSIHA Ha YIPABICHCKUTE MPOLIECH.
SIcCHOTO MM pa3rpaHHyYaBaHe € B)KHO 32 HAMUPAHETO Ha MMOTEHIIMAIHU Bh3MOKHOCTH 32 mogoopenue. Criopen
aBTOpOBaTa METO/AMKA, YACTUYHH TTOAOOPEHHSI MOTaT Jla ce TOIyYar, Ype3 U3MOI3BaHe Ha OM3HEC aHau3 3a
noo0psiBaHe Ha MPOLIECUTE B OpraHMU3alusATa ¢ el nudpoBo TpaHchopMUpaHe, HaMassiBaHEe Ha Pa3XoauTe,
noo0psiBaHe 00CTyBaHETO Ha KIIMEHTH U YAOBJIETBOPEHOCTTA Ha ciykuTenu. [Ipemioxkenara Mmetoanka He
€ eIHOKpATeH IMPOIIEC, a U3UCKBA CUCTeMaTHUeH OM3HEC aHaJIu3 M MMa 3a IIeJT JBJITOCPOYHO OJ00psiBaHe Ha

IMPOLECUTEC YPE3 TUTUTAIIU3UPAHC HA HeﬁHOCTH, ITO3BOJIABAIHN ITIOCTUT'AHE HA KCJIaHWUA PE3YITAT U 3aJI0KCHUTC



KpaTKOCPOYHH M OBJTOCPOYHH LCJIM HAa PbKOBOAHHA C€KHUII KAKTO M CJIICABAHC CTpaTETrHiATa 3a pa3BUTHC HaA

KOMITIaHUATA.

I''/TABA TPETA

AnpoOupaHe HA MeTOAUKATA 32 YCbBBPUIEHCTBAHE HA YIIPABJIE€HHETO B NPOLEC HA IUTUTAIN3ALNS B

3acTpaxoBaTe/iHa KOMIIaHUA

3.1. Ilexa, mpeaMeT, 3a1a4M U XapaKTEePUCTUKH HA U3CJIeIBAHETO

[{er Ha eMIUPHYHOTO U3CIIC/IBAHE € alpoOrpaHe Ha METOIMKATA 32 YChBBHPIICHCTBAHE HA MTPOILIECUTE
B PBKOBOJICTBOTO UpE3 TUTMTATU3AIMSA, Pa3KpUBaHE Ha MPOOIEMHH 00J1aCTH M IIPEOCTABSIHE HA IIEPCIICKTUBH
1 BB3MOYKHOCTH 3a MOJ00pEHHEe Ha MPOIECUTE Ype3 JUTHTAIM3AIMsA U IMpuiarane Ha omsHec aHaim3. OT
HpI/IJIaFaHe Ha MCTOIHMKATa C€ O4YaKBa HpOBe)KIIaHC Ha HpOMHHa Ha TeKyHII/ITe YHpaBJIeHCKI/I HpOHeCI/I,
HAaCOUY€Ha KbM peopraHmauI/m Ha MaTepI/IaJIHI/ITe, (bI/IHaHCOBI/ITC nu HH(bOpMaIII/IOHHI/ITe IIoTOIOMN B
3acTpaxoBaTeIHa KOMITAHHU.
[IpenMeTr Ha u3cneABaHE € MOTBHPKIABAHETO Ha Te3aTa, a UMEHHO JUTUTATHATa aJIallTUBHOCT Ha
KOMITaHUATA BOOU 0 YCT)B’BpIHGHCTBaHC HpOHGCI/ITe Ha praBJ'IeHI/IC.
3agaun Ha U3CIEABAHETO Ca:
e Jla ce ycTaHOBU TEKYIIOTO ChCTOSIHUE.
e Jla ce u3Benar mpHOPUTETHU 00JaCTH 3a MOAOOPEHNE Ha YIPABIEHCKUTE TPOIIECH.
e Jla ce ompeaensT NPUOPUTETHU JEHHOCTH U 00JaCTH Ype3 KOUTO IIe C€ OCHIIECTBU MIPOMSHA,
B 3aBHCHMOCT OT IIEJIUTE 32 pa3BUTHE Ha KOMIAHUATA U TEKYIIOTO CHCTOSHUE.
e Jla ce mpuiioxxu 1 anpodupa METOANKATA.

L4 I[a CC aHAJIM3UPAT PE3YJITATUTC U Aa CC U3BCADBT 3aKJIFOUCHUA OT IMPUITIAraHCTO HA MCTOJHUKATA.

3.2. MeroaoJiorust

H3non3Banu ca METOH Ha AHKCTUPAHCTO, MCTOH Ha Ha6J'IIOI[eHI/ICTO, KOHTCHT M JIOTMYCCKH aHaJIM3 Ha
PE3YyITaTUTC. H3noa13BaHUAT HHCTPYMCHTAPUYM CC XapaKTCpU3npa CbC 38.I[’LJ]60‘-ICH AHAJIN3 Ha CbABbPIKAHUCTO

)51 BSaﬁMOBpBSKHTC B aHKETarTa.

3.3. /lanHmM Ha M3cJIeABAHATA KOMIIAHUS



N3cnenBanara puHaHcoBa Kommanus ,,JIeB HC' € equH OT TujepuTe B 3aCTpaxoBaTEIHUs CEKTOP B CTpaHaTa,
C OCHOBHA JICHHOCT IpeJiarane Ha OYTH LEJHsI CIIEKThP OT 3aCTPAXOBATEIHU MPOAYKTH U YCIYTH B 00JacTTa
Ha 00IIIOTO 3aCTpaxoBaHe. Y CTOMYMBOTO pa3BUTHE HA KOMITAHUSATA CE IBJDKH Ha CTa0MIIEH PBCT, MOA00psBaHE
Ha opTdOIMOTO U yrpaBieHue Ha pucka. Kommanusrta Oemre n3dpana 3a aHajlu3 U POyYBaHe, 3aI10TO UMa
no0pa IpakTHKa BbB BB3IPHUEMAHETO HAa TEXHOJOTMYHHM NPOMEHHM C Lied MoJo0psiBaHE Ha MPOILECUTE U
yIIOBJICTBOPEHOCTTA HA CIYXHUTENU U KiueHTH. Kommanusra ,,JleB UHCc* e HacoueHa KbM OBp30 aganTupaHe

B OTTrOBOP Ha KJIIMCHTCKHUTC OYaKBaHHA 3a NIO-AOCTHITHU U MMO-KAYCCTBCHU YCIIYT'U B JUTUTAJIU3UPAHUA CBAT.

3.4. AHa/1U3 HA Bb3MOKHOCTTA 32 YChbBbPIIEHCTBAHE HA MPOLECH U TAXHOTO JIUTUTAIU3HPaHe

busnec aHanu3bT B 00671aCTTa HAa 3aCTPAXOBATEIHUS CEKTOP MPEIOCTaBsI MHOTO HOBH Bb3MOXKHOCTH, HO
U TMIOCTaBsl KOMIaHUATA MIPE]l peaulia NpeAn3BUKATEICTBA, KaTO YBEIMUaBaHe Ha HYKIUTE OT ClIelUaIn3upan
NepCoOHAI, KOUTO MOXKE Ja M3BeXaa IeHHaTa wmH(popmamus oT 6a3uTe OaHHW W 1O TO3W HAYMH CIioMara
B3MMAHCTO HA IMPABUJIHA YIIPABJICHUYCCKH PCIICHUA CBbpP3aHU C AUTUTAJTHUTC TCXHOJIOTUH.
Jlururanu3upaHeTo Ha BCHUKY MPOIECH U IEWHOCTH B KOMIIAHUATA € IEPUOAUYHO CIIOpEe]] HYKIUTeE 3a OBp30

O6CJ'Iy>KBaH€ Ha KIMCHTUTC

3.5. Bb3MOKHOCTH 32 YCBBbPIICHCTBAHE HA YIIPABJIEHUETO Ype3 IMTUTAJIN3ANHA
B cunHO KOHKypeHTHaTa 3acTpaxoBaTesiHa Cpella ChIIECTBYBAa OTPOMEH HATHCK 3a MOBHUIIABaHE Ha
e(EeKTUBHOCTTA U pallMOHATIM3UPAHE HA ONEpAIMUTE, 3al0TO KIMEHTUTE MOTaT JIECHO Ja Ce MOJBEABT MO/
MapKETUHTOBUS HATHCK. Y CIIEIIEH BapUaHT 332 YaCTHYHO YCHBBPIIEHCTBaHE Ha IMpolieca 3a 00CIyXBaHe Ha
KJIMEHTH € BBBEXKJAHETO Ha T. Hap. 4ar-00T Ha cailTa Ha kommnaHusta. YaT-00THT € OHJaliH Oa3zupaHa
KOMIIIOThPHA Iporpama 3a aBTOMaTU3upaHa KOMYHHUKALUS C KIIMEHTH, IPU KOSITO KIIMEHTHT 33aBa KOHKPETEH
BBIIPOC, @ yaT O0THT OTTOBAPSL.
W3non3BaHeTo Ha 4aT-00T ©Ma MHOXKECTBO MTpeIMMCTBA. BHepsiBaHeTO Ha 4aT-00T HA CTpaHUIATa Ha
Jles MHC me no3pomnu:
® [I0Jy4YaBaHETO Ha IIEHHA MH(OpPMAIUS 32 HOTPEOUTEICKOTO ThPCEHE Ha OTAETBT 10 MPOJakOH
Y MapKETHHIOBUS OT/EJNl B KOMIIAHUSTA;
e 100pa MHGOPMHUPAHOCT Ha KIIMEHTHUTE, Ype3 JeTalIHO HACOUBAHE KbM ThpceHaTa HH(OpMAIHs
Y Bb3MOXKHOCT 3a CpaBHSIBaHE HA MPEAMMCTBA M HEJIOCTAThLU Ha Pa3jINYHU 3aCTPaXxOBaTEIHU
MIPOJYKTH, MIpejaraHu OT KOMIIAaHUSATA;
® OKa3BaHE Ha MOMOIII TP 00pabOTKa Ha NCKOBE M ILIAIIAHMS,
® HaMaJIeHO HaTOBapBaHE Ha CIY)KUTEIUTE OT OTJIesIa 00CITy>KBaIll KIIUEHTH;
® OCUTYpsIBaHE Ha JCHOHOIIHO MEPCOHAIN3UPAHO 00CITYKBaHE;
e HaMaJsHE Ha Pa3XOoJUTe Ype3 HaMassiBaHE Ha NepCcoHalIa B OT/EN 00CIyKBaHE;

® CpPaBHHUTCIHO HUCKA MHBECCTHULIUATA 10 BHECAPSABAHC HA HHCTPYMCHTA,



L] JICCHO I/IHTeI‘pI/IpaHe CbC B’prCH_IHI/I CHUCTEMU,
3.6. IIpunarane Ha MeTOAUKATA

Heo6xoauMoctra 0T mpoMsiHa B OusHec mnporecute Ha JleB MHc e HacoueHa KbM IonoOpsiBaHe
BpPEMETO 3a 00CITyBaHE Ha KJIIMEHTH, KOUTO BBIIPEKU MHO>KECTBOTO M3I0J3BaHU KaHAIM 32 KOMyHMKalUs, Ce
HaJlara 4ecTo Jia M34aKBaT 3a CBbP3BaHE C ONEpaTop WM M3YaKkBaHEe B O(uCHTE Ha KoMnaHusTa. ToBa Hamara
10J00PSBaHETO Ha MPOLIECUTE, CBbP3aHH C 00CITYKBaHE Ha KIIMEHTH Ype3 TAXHOTO AUTHTAIM3UPAHE, a HE Upe3
HaeMaHe Ha JOI'BJIHUTENCH IEepCOHal. AHAIM3UPaHETO Ha HAauMHa, MO0 KOHTO KbM MOMEHTa C€ B3UMaT
yIpaBJIEHYECKU PEIEHHs] CBbP3aHH C MPOMsHA Ha MPOLECH YCTAHOBH, Y€ KOHKpPETHaTa HEOOXOAMMOCT OT
mpoMsiHa HC HM3HMCKBA LAJIOCTCH PCUHIKXCHCPHUHI HAa CTATYKBOTO B KOMIIAHHATA, a adallTUpPpAHC HaA 4aCT OT
JeHOCTTa, CBBbpP3aHa C MO-e()EeKTUBHO AUTUTATU3UPAHE Ype3 CUCTEMATH4YEeH OM3HEC aHAJIM3 M OJ00psBaHe
00cCITy’)KBaHETO Ha KJIMeHTH. KbM MOMEHTa KauecTBOTO Ha 00CIIy’)KBaHE Ha KJIMEHTUTE € OTHOCUTEIIHO J00po,
HO 4pe3 YChbBBbPUICHCTBAHE YIPABICHUETO U CUCTEMHOTO JTUTUTAIIM3UPAHE HAa YacT OT OU3HEC MPOLECUTe, TO
MOYKE 3HAYUTEIHO J1a c€ MOAO0OpH LSIIOCTHO WM moetanHo. HeoOXoauMo € phbKOBOAHHAT €KHI Aa Oble
yOeneH ¢ MeroauTe Ha OWM3HEC aHAJM3, Y€ YCHBBPIICHCTBAHE HA YIPABICHHUETO Ype3 TUTHUTAIN3ALUS IIIe
o00pHU TEKYIIUTE MIPOLIECH Ha KOMYHHKAIHs U 0OpaTHa Bpb3ka. TakaBa ajantanus Moxe Ja JOHece MPeKH,
HO U HEIIPEKH I10J131 Ha KOMIIAHUATA U OTJIeJ1a, KOWTO I11e BHEAPHU IPOMEHEHHUS IPOILIeC.

Crnen moTBBp)KIaBaHE Ha HEOOXOAMMOCTTa OT YCHBBPIICHCTBaHE, MH(OpMAIHs 3a MpPOMSHATa B
IPOIIECUTE € CBEJCHA 10 3HAHHUETO Ha OCTAHAINTE CIY)KUTEIM OT KOMITaHHUATAa, C Ie] Te Aa pazdepar
CTpaTerusiTa Ha KOMIAHHUATA 32 OBJIEIIETO Pa3BUTHE, 3alI0 € HEOOXOANMa MPOMSHA, TSXHATA POJIS B HEsl U
HOJI3UTE OT TOBA, KAaKTO 3a KOMIIAHHMATA, Taka M 3a TAX O OTHOUICHHWE HAa HaMallsiBaHE Ha pbyHATa U
€/IH000pa3HO MOBTapsIIA Ce AEHHOCT.

I/ISBCI[CH&T& BB3MOKXHOCT 34 YCHbBBPIICHCTBAHC HA YIIPABJIICHHUCTO YPEC3 NUTHUTATIU3ALUA, BCICICTBUC
Ha II'bpBOHAYaIHATA JHArHOCTHMKAa Ha TCKYIIOTO CBCTOAHHUEC HaA JUIHTAaIW3aludTa B H3CJICABaHaTa
3aCcTpaxoBaTesIHAa KOMIIAaHUS YCTAaHOBSIBA HEOOXOIUMOCT OT M3BEX/aHEe HA IPUOPUTETHU 00JIACTH 3a OBEII0
pa3BUTHE Upe3 HHTETpUpaHe Ha OM3HEC aHAIM3 KaTO CUCTEMEH MOAXO0/ 3a 00padOTKa Ha IaHHH U BHEAPSIBaHE
Ha MOeTanH! NMoA00peHus B polecuTe Ha qururanusupane. B Jles MHc ToBa ca:

e aHANU3BT Ha JIaHHM 32 KIMEHTUTE JOBEXJa J0 MO-J00pU pelieHHs B YNpaBIE€HHUETO U
1mo100psiBaHe B 00CITYKBaHETO;

® HamaJsBaHE Ha BPEMETO Ha M3BBPIIBAaHE HA PA3IMYHH MTPOIECH, CBhP3aHH C 00CITY)KBaHETO Ha
KIIMEHTH;

e HaMaisiBaHe Oposl Ha MepCOHaNa U Bb3MOKHOCTTA Ha CIIYKUTENIUTE 1a 00paboTBaT Mo-rojieMu
o 00eM JTaHHH 3a MO-KPaTKo BpeMe;

® [IOCTHTaHE Ha ChUIMS WU MO-A00bp Pe3yiTaT ¢ HaMaJleH! Pa3XOaH.



CnenBamiara cThIIKa € (opMHpaHe Ha €KW W W3TOTBSHE Ha MPOEKT IUIaH, KOHTO M€ OCHIIECTBU
YCBBBPIUICHCTBAHETO B YINPABJICHUETO Ha MPOLECH 4pe3 AWrHTaiau3anus. B cimyuyas ToBa Moxke aa Obaar
npeacTaBuTend ot otaen ,JHpopmannonHun TexHoioruu“ u otaen ,,O0ciyxkBaHe Ha kiaueHTH . Cren
W3rOTBSHE Ha TUIaHa, PHKOBOIHHST CKHIT HA KOMITAHHSITA CJIe/[Ba ]a HAMEepH €(EKTUBEH HAUYUH 32 MOTHBHPAHE
Ha BCUYKH CIIY)KUTEIIM Jla MOJIOMOTHAT Mpolleca Ha JIUTHTAIM3AlUsS W ONTHMH3UpaHE Ha JCHHOCTHUTE.
EdexTrBHaTa KOMYHHUKAIMS € BaXHO M3MCKBAHE 32 M3SCHSABAHE HA LIEJHWTE M CHITHOCTTA HA MPOMSIHATA B
JNeMHOCTUTE Ha CIyXuTenuTe. Upe3 Hes KOMIAHWATA M YIPABUTEITHHS CHBET LI MPEOAONIEAT BBH3MOXKHA
CBIIPOTUBA OT HSAKOW CIIY)KUTEIIM, KOUTO TPYIHO BB3IPHUEMAT MPOMEHHWTE WM T'M MPUTECHSBA CTpax 3a
pabOTHOTO UM MSICTO.

[TponiechT, KOWTO 1Ie OBbIE YCHBBPIICHCTBAH Ype3 JAUTHTAIM3ALMS B 3aCTPAXOBaTEIHA KOMITAHUS €
4acT OT JIEHHOCTHTE, CBBpP3aHU C OOCIY)KBAaHETO Ha KJIMEHTH. Te3d, KakTo M OBACUI BB3MOXHOCTH 3a
pa3BuTHe TpsiOBa J1a ObAaT UHACHTU(ULIMPAHH OT BHEAPEHUS OU3HEC aHAIM3ATOP Ha JIOKATHO HUBO. CHIUAT,
4pe3 CUCTeMHO 0000IIIeHNE Ha peieBaHTHA HH(pOpMaIHs 33 ACWHOCTTA U TIPEJIOCTABEH HHCTPYMEHTAPUYM OT
KOMITaHUsATa 0] opMa Ha B3aHMHOCBBP3aHU CUCTEMH, ITPOrpamMu Win 0a3u TaHHH, MOXKE /1a M3BElE Mpej
PBKOBOJHUSAT €KHUIT KOHKPETHO MPEJIOKEHHE 32 HeIOCTaThuHO eeKTHBeH nporec. KpaiiHoTo pemenue 3a
n300p Ha MPOIIeC 3a YChBBPIICHCTBAHE CE B3MMa OT yIPaBUTEIHUS ChBeT. [lopaau kpaTkaTa BpeMeBa pamka,
Ta3u CTHIIKA € ChKpPaTeHa B PAMKHUTE Ha TUCEPTALIMOHHUS TPY/I.

3a mpoeKTHpaHe Ha HOBHTE IPOILECH, CH3AANCHUAT CKHUII MPOCKTHpa HOBHTE JEHHOCTH Ha 0Oa3za
npezocTaBeHa HHGOpMAIHs OT MPETOPHKU U OTUTAKBAHUS Ha KIIMEHTH, Ype3 METOIUTe Ha OM3HEC aHaAIU3, C
IeJT J1a TTOJIyYd KOJIKOTO Ce MOXKe MoBeue MH(popMalus, ¢ KOSITO J]a C€ YCTAHOBHM KaK KOMITAHHUATAa MOXeE J1a
noJ00pH TEKYIIUTE MPOLIECH Ha YIIpaBJIEHHUE, 32 Ja € M0- KOHKYpeHTHocrocoOHa. Ch3/1aICHUAT €KHII ClIeBa
Jla poBezie 00yYeHHe Ha OCTAHAINUTE CIYKUTENH, C 11T BCHYKH CIY)KUTENH Ja TPUIOOHST 3HAHUS U yMEHHSI
3a mpuJIaraHe Ha HOBUTE W3UCKBAHUS M €(DEKTUBHO yIpPaBIICHHE HA MPOLIECUTE.

HoBusat mpomec TpsiOBa nga ObJe LAJIOCTEH B CBOsATA (DPYHKIIMOHAIHOCT M CHCTEMHO-TEXHHYECKA
3aBBPIIECHOCT. BHepsiBaHeTO HA MOA0OPEHUS MPOLIEC OT CBOSI CTPaHa € 4acT OT aJjalTUPAHETO Ha CTpaTerusiTa
Ha KOMIIaHUATA 3a JUTUTadHa TpaHchopmarus. U ciex BHeIpsBaHETO HA TO3M Ipolec, OM3HEC aHATU3bT
MOXe Ja uaeHTH(HUIMpa Apyra BB3MOXKHOCT, 3a Jia TOKaKEe NUKIUYHUAT XapakTep Ha METOJUKaTa.
[lpunaranero Ha HOBUTE MPOIECH C€ OCHIIECTBSIBA C TOMOIIA Ha OW3HEC aHAIM3aTOPUTE W TIPOEKT
MEeHHMUKbpHUTE. Te MoXke J1a ydacTBaT B ChCAABAHETO HA HOBATa CHCTEMa WJIM Iporpama, a ChLIO Taka U B
npoiieca Ha MbPBOHAYAIHO TecTBaHe OT nmoTpedurenute (UAT).

B meprox ot euH Mecell ciell BhBEXKIaHETO Ha MHCTPYMEHTA Ha CaiTa, Ch3AaICHHUST CKHIT aHATH3Upa
peaKInuTe Ha KIMEHTHTE W TIPOMSIHA B TSXHATA YIOBJICTBOPEHOCT. bU3HEC aHanM3aTopuTe OT CBOS CTpaHa,
Morar Jla TOMOTHAT CbC CPAaBHUTEJIEH aHalU3 Ha JIOKAIHO HUBO U Jia MPOCHEIAT CIEACTBUATA OT
YCBBBPIUICHCTBAHUS MPOLIEC, 3aI[0TO T€ MHOTO J0OpEe MO3HABAT JAHHUTE OT MPEIN Ch3/1aBaHETO Ha MPOEKTA.
C momoria Ha IPEAOCTaBEHUAT OT KOMIIAHUATAa HHCTPYMEHTPHYM, aHATH3aTOPHT III€ UMa JIOCTHII 10 HOBUTE

reHepupanu 0a3u JaHHU W Bb3MOXKHOCT J1a U3BEABT APYTH IEHHOCTH 3a Obemnio pa3sutue. [lopanu dakra, ue



MCETOJUKATa MOXE 1a C€ MPUIIOKKU €IHOKPATHO WM HHUKJIWYHO, a AUTUTa TpaHC(bOpMaHI/Iﬂ HC € CIHOKPATCH
mnmponec, Cb3AaACHUAT CKUII CJICAN 3a HCIPCKBbCHATHUTC Ma3apHU NPOMCHH, PAa3BUTUCTO Ha KOHKYPCHIHATA,

KaKTO 1 O4YaKBaHUATA HA KIIMCHTUTC U U3BBPIIBA IPOMCHU B JUTUTAJIU3UPAHCTO HA HOBHU ITPOLICCH.

3.7. Pe3yJaraTu oT pOBeJAeHO NPOYYBaHe Ype3 NPUJaraHe Ha aHKeTeH MeTO/I cJie]l MPpUJIaraHe Ha
MeTOAHuKaTa

C men u3mMepBaHe Ha OIEHsABaHE Ha eeKTa OT YChBBPIICHCTBAHE HA YIIPABICHUETO B KOMIIAHUATA Ca
M3IBJIHEHU CIIENHUTE NEHHOCTH:

Jlormdeckn W KOHTEHT aHAIU3 Ha aHKeTaTa Ype3 MojydeHa oOpaTHa BPH3Ka OT KIMEHTUTE OTHOCHO
edekTuBHOCTTA Ha oOciyxBaHe. [IpeocTaBeHaTa Ha KIIMEHTUTE aHKETa C€ ChbCTOM OT 14 BBIpOCa, OT KOUTO
13 ca ot 3arBopeH Tun U 1 € oT oTBOpeH Tull. [lonydeHuTe OTroBOpU Ha aHKETATa OT KJIMEHTHU ca 86. AHKeTaTa
€ OTHOCHUTENHO 00110 (hopMylupaHa ¢ Led BbIIPOCUTE JOTHYECKH Ja ObJaT 0OOCHOBaHM M Ja C€ MOIY4H
norjiena W pa30MpaHeTO OT CTpaHa Ha KIMEHTHUTE BBPXY TEKYIIH MpoOiieMH B oOpaTHaTa BpB3Ka U
BB3MOXKHOCTH 3a nojioopenue. [IpoaykTure Ha KOMIAHUATA Ca HACOYEHU KbM IIUPOK KPBI' OT OTPEOUTEINH,
TaKMBa Cca U PUCIOHJCHTUTE B aHKETATa, MPEACTABUTEIIM Ha MBXKE U KEHHU OT IIUPOK BH3PACTOB JUAIA30H,
0e3 OorpaHUYEHUS B TAXHOTO HUBO Ha 00pa3oBaHue U 10X01. OTrOBOPUTE HA PUCIIOHICHTUTE, TI0 OTHOIIICHHUE
Ha TbpBaTa MPHOPUTETHA O0JIACT OT Meroamkara ,,IlogoOpsiBaHe OOCITY)KBaHETO Ha KIMEHTH', IOKa3BaT
e(heKTUBHOCTTA HA METO/IUKATA.

Jlpyrusat NpuopUTET B eMIIUPUIHATA allpoOaIlvsi HA METOIMKATa € U3MEepPBaHe yIOBIETBOPEHOCTTA Ha
CIIYXKUTEIUTE B Mpolieca Ha Aurutanu3anus. [1o oTHOIIEHe Ha aHKeTaTa ChC CIYKUTEIN Ha KOMIIAHUSTA Ce
YCTaHOBSIBA, Y€ MO-ToJIsIMaTa 4acT oT nepcoHana Ha Jle MHc, paboTu B KOMIIaHUATA CPETHO OT OKOJIO JIBE U
MOJIOBUHA TOAMHH, KOETO MOKa3Ba CPAaBHUTEIHO OaBEH KPBHrOBpAT HA MEpPCOHANA, a TOBAa € BaXXHO, 3aIOTO
CIIy’)KUTETUTe pa3dupar AeTailTHO pabOTHATa CH AEWHOCT M MPOIECH, U MOTaT Ja AaIbT pelieBaHTHA OLIEHKa
Ha nmojoOpeHusTa. Pesynratute oT aHanmu3a MokasBar, ue MpolechT Ha YChBBPIICHCTBAHE HA YIPABICHUETO
B YCIIOBHUS HA JUTUTATN3aAIUA, e Ob/I€ BB3MPUEMaH KaTO MHOTO MO-YCHEIIEH OT CIY>KUTEITUTE aKo OMU3HeEC
aHAJTM3BT € MPSKO MHTETPUPAH B WHACHTU(UIIMPAHETO HA MPOOJIEMHHU 00JIaCTH M MPOIECH. AHATU3BT Ha
JAaHHU KbM KOHKPETEH IMPOLeC WK OT/Ae] OU JOTPUHECHI CIOPE CAYKUTEINUTE 3HAYUTEITHO MPU B3E€MaHETO
HA PBKOBOJAHHM pelIeHUs. ToBa TMpaBu IIeIEHACOYEHUSAT OW3HEC aHanu3 Hepa3jelHa dYacT oT
YCHBBPIICHCTBAHETO HA TPOIECUTE upe3 auruTanm3aius. Kato HemocTtaTh4HO IOOBp MpoIec M ToJie 3a
Opaemu moaoOpeHus, Oelre W3BeIEHA OIe HEOOXOIMMOCTTa OT MO-sCHA KOMYHHMKAIlMS OT CTpaHaTa Ha
MEHUDKBPUTE 32 MOTHBHPAHE HA BCEKH CIYXKUTENl U MOKa3BaHE HAa HEropara JIMYHa poJis 3a MOCTUTAHE Ha
MHCHSITa Ha KOMIIAHHUATA.

Upes ananu3upaHe pe3yaTaTUTe OT aHKETaTa C TIoMoIIa Ha Ou3Hec aHanu3, 6elre MOTBBPACH HEUHHSIT
[UKJIMYEH XapakTep, a UMEHHO, Y€ METOJMKAaTa MOXE Ja JOBEJAE J0 CIIeJBalld MPOMEHHU, Oa3upaHd Ha

c1abocTuTe OTKpUTHU OT OusHec AHAJIU3aTOopHU. IIo TO3M HAYMH € BBH3MOXKHO MN3BCKIAAHETO Ha CIICABaAIlH



IpOLECH 3a MoJ00peHne, KOeTo BOJIM MO MOeTanHa aJanTallys Ha CTpaTerusiTa U yMpaBICHCKHUTE MPOLEeCcH

Yype3 AUTUTATIHA TpaHChOopMalus.

3.8. U3Boau M 3aK/II0YEHHUS OT H3CJIEABAHETO

W3cnenBanara u3Bajka € MpeicTaBUTEIHA, HO TOPAJX FOJIEMUTE OrPAaHHYEHHS CIIPSIMO CIIeUU(DUKUATE
Ha anpoOupaHaTa KOMIaHUsA, pE3yATaTUTE OT IPUIIATAHETO i, MOTaT Ja Ce OTHECAT CaMo JI0 3aCTPaxoBaTeIHH
KOMIIAHUU C TOJOOHM XapaKTepPUCTHUKU IO OTHOILIEHHE Ha ToJeMHHa, Opod CIIy)KUTENM, CTENeH Ha
MH(POPMALIMOHHA alalTUPAHOCT U Na3zapeH (OKyC BbPXY YAaCTHM KIMEHTU. AnpoOHupaHaTa METOAMKA HsAMa
IPETEHLNHU 32 YHUBEPCAIHA ITPUIIOKUMOCT.

B pesynrar Ha npuiaraHe Ha METOJUKATa € YCTAHOBEHA Bb3MOXHOCT 32 M3IOJI3BaHE HAa JUTHMTAJIECH
UHCTPYMEHT 4aT 00T, Ype3 KOUTO Jia ce 1o100pH TEeKYILHU yIpaBlieHYeKH Mpo0iieM, a MIMEHHO HEJOCTaThYHO
J00pU BB3MOXKHOCTH 33 KOMYHHMKAIMsl C KIMEHTH, HEBb3MOXHOCT 33 aHAJU3UPaHE HABPEMEHHO TEXHUTE
KeJaHWsI ¥ Bb3MOKHOCT 3a TOBHUIIIABaHE YIOBJIECTBOPEHOCTTA HA MEPCOHANA, T.€. Hee(hEeKTUBHO M3IOJI3BaHE
Ha nH(popMaMoOHHUTE TIOoTOLH. [lom3uTe OT U3MOI3BaHE HA MPUIIOKEHUETO 32 KIIMEHTUTE ca:

e [lo-ecHo opueHTHpaHe B ThpceHaTa HH(pOpMalMs IO OTHOIIEHHUE Ha IIpeIaraHuTe MPOIyKTH
OT KOMITaHUSATA.

e [lo-0bp30 oOciyXBaHE MOpaaAM OTPAaHWYABAHE HA BPEMETO 3a M3YaKBAaHE 32 Pa3rOBOpP ChC
CBOOOJIEH CITYKMTEN OT 0TJel ,,O0cTyXKBaHe Ha KIIMEHTH .

e VYCKOpeH npoliec Ha pefocTaBsHe Ha HH(OpMaIKs TOopaiv 3ara3BaHe Ha OCIEAHOTO ThPCEHE

Ha HOTpe6I/ITeJ'II/ITe W HaCOYBaHC KbM HOBa I/IH(I)OpMaI_II/ISI.

[Tonm3uTe OT BEBEXK/IaHE HA MHCTPYMEHTA 32 KOMITAaHUSTA Ca:

e ManbK pa3xoJ Ha BpeMe 3a BHEJApsIBaHE HAa MHCTPYMEHTA 3a JAMTUTAIU3UpPaHE HA YacT OT
ousHec MMpOoHECCUTEC U NO-HUCKA IbPBOHAYAIHA WHBCCTULHUA.

e JlecHO WHTErpupaHe Ha MHCTPYMEHTa C MOMOINA Ha OM3HEC aHAJIM3aTOp M TPEIOCTABEHUTE
BBTPCIIHU CUCTCMHU B KOMITaHHUATA.

e [loBumanaHe YAOBJICTBOPCHOCTTA HA KIIMCHTUTE.

e [lony4yaBaHe Ha cUHTE3MpaHa HH(OPMAIUS U aHATIM3H 32 TEH/ICHIIMH B ThpceHaTa MH(opMarus
OT KJIMCHTH.

e [loBumaBaHe yJOBIETBOPEHOCTTA HA MIEPCOHANA, TIOPAI HAMAJICHO HATOBAapBaHE Ha OTJENa
oOcITy>KBall KIIHSHTH.

e (CnOupane Ha 6a3a JaHHM C TTOMOIIA HA YaT 00Ta U T.H. KYKHC ¥ Bb3MOXKHOCT 3a aHAJIN3HpPaHE
Ha MOTPEOUTEIICKOTO MMOBEICHUE.

e Bw3MoxHocT 3a wuaeHTH(UIMpaHe Ha OBJCHIM MPOIECH 3a YCHBBPIICHCTBaHE, YpeE3
[IUKJIMYHOTO MPHUJIaraHe Ha METOAMKATa, U aHATM3UPAHNTE Pe3yITaTH OT 0OpaTHATa Bpb3Ka C

KJIUEHTH;



[Ipennoxxenata MeTOAMKa BKJIIOYBA HU3BBPIIBAHETO Ha Hai-manko 10 CBbp3aHU TOMEXKIY CH
neitHoctu. Ilpunaranero i € NUKIMYEH MPOLEC, HACOYEH KbM IPOMSIHA Ha OCHOBHUTE 3a BCAKA KOMITAHMS
IIPOLIECH — YIIPABJIEHCKHU U TEXHOJIOIMYHH, 3 IPOMSIHA Ha IEHHOCTUTE U HAMAJISIBaHE Ha IOEMaHUs PUCK IIPU
ochbllecTBsiBaHE Ha JedHocTTa. [lopagum ToBa mpuiaraHeTo W 1€ OrpaHUYM OCBHIIECTBSIBAHETO Ha
CaMOCTOSITENIHU JEHHOCTU OT OTACTHUTE CTPYKTYpPHU 3BEHA M YCHIIMATA IIIE CE HAaco4aT KbM U3BBPILIBAHE HA
ISUIOCTEH IIPOLIEC Ha YOpPaBJIEHHWE, HACOYEH KbM JEMHOCTTAa Ha CIY)XXUTEIUTE B KOMIIAHMSTA,
UH(POPMALIMOHHUTE TEXHOJIOTUHU U TTOJ00psBaHE 00CITY>KBAaHETO HA KIIMEHTH.

ArnpoOanusita Ha METO/IMKATa JI0Ka3Ba Ype3 KOHTEHT aHallu3 Ha IPOBEIeHAaTa aHKETa, Y€ CIY>KUTEIUTE
Ouxa OWJIM MO-YyIOBJIETBOPEHH, aKO KOMIIaHUATA BB3IPHEME IMpeAsio’KeHaTa aBTOpoBa MeToaukaTa. Upes
BHE/IPSIBAHETO Ha OM3HEC aHAJIM3aTOPU B OTACIHUTE Ha JIOKAJTHO HUBO, T€ MOTAT Ja JONPHUHECAT C pPeIeBaHTHH
UH(POPMAMOHHN 0000IICHNS, aHATTN3W U KOHKPETHHU NPEIIOKEHHS 32 YChBBPIICHCTBAHE HA YIPABICHUETO
npe3 aurutanHa Tpanchopmanus. B mporeca Ha paboTa cnyKuUTenUTe HAMAT BpeMeBaTa Bb3MOXKHOCT U
3HAHUS CAMOCTOSATEITHO J1a aHaJIM3UPAT Ype3 pa3inuyHi HKOHOMHYECKHU M CTATUCTUYECKH METOJU TOJIEMH IO
ob0em nmanHH. Te3m cimyXuTenu TpsiOBa na pasmojaraT ¢ T.H. OM3HEC MHTEIMTCHTHOCT. ToBa ca HE caMo
TOPETOCOYCHUTE CIIeIU(PUUHN OU3HEC MO3HAHUS, HO U MPEAOCTaBeH OT KOMIAHHUATA HHCTPYMEHTApPHYM 3a
aHayu3 Ha JaHHU. ToBa MoraT Aa ObAaT pa3NIuyHU MPOTrpaMH 3a aHAIHN3 Ha TOJISIMU 110 00eM JaHHH, CUMYJIallUs
HAa CIIEHApUH, IIpaBeHe Ha TCH/ICHIIUH, aHAIU3UPaHE HA aKTYyaJIHU PE3YJITaTH C TAKUBA OT MPEAXOIHU MEPUOIH.
Cnyxwurenure Ouxa HM3BBpPIIBAIM pabOTHATa CHU JNEHHOCT MO-€(PEeKTHBHO 3HACHKM, Y€ KOMIIAHHUATA Ce
MHTEpPECyBa OT TSIXHOTO HUBO Ha yJOBJIETBOPEHOCT U, Y€ PHKOBOPHUST €KUI ThPCU HAUMHHU TSIXHATa paboTa
Jla € To-JIecHa U e(eKTUBHA. ABTOMATH3aLMATa HA €THOTUITHU M YECTO MOBTAPSIIHU ce JeHHOCTH Ou JoBena
JI0 TOYHO TaKbB €(eKT.

AHalM3upaHeTO Ha pe3ylTaTUTe OT IMpHJIAaraHeTo Ha METOAMKAaTa 3a YChBBPIIEHCTBAHE Ha
ynpasieHckuTe mpouecu B JIeB MHc moka3Ba, ye mocraBeHara 1€l € U3MbJIHEHa, a UMEHHO MOJ00PEHO € KaKTOo

06CJ'Iy>KBaHCTO Ha KJIMCHTH, TaKa 1 € MOBUIIICHA YAOBJICTBOPCHOCTTA HA CITYXKUTCIUTC B KOMIIAHUATA.

HN3Boau ot Tpera riasa

Pa3pa6OTCHI/I U HU3CJICABAHU Ca MPAKTUYCCKH CTBIIKKU 3a PCAJIU3UPAHC HAa MCETOJUKATA KAaTO Ca
MMpEaACTaBCHU HAYMHUTC 3a aHAJIIN3 U UHTCPIIPCTALIUA HA PE3YJITATUTC HA BCCKU CTall. HpOBCI[CHO € CMIIMPHUYIHO
H3CJICABAHC CBBpP3aHO C BJIUAHUCTO Ha Ou3HeC aHalH3a B AUTUTAIU3anusATa U YCBBBPUICHCTBAHC Ha
YIIpaBJICHUETO B KOMITAHHUA OT 3aCTPaxOBaTCIHHA CCKTOP. Ha 6a3a MMPUIIOKCHUE U anpo6au1/151 Ha MCTOAHUKATa,
KaKTO U KOHTCHT aHaJIu3 Ha TCOPCTUYHATA PAMKa U PE3YJITAaTU OT MCTOAUTC HA aHKCTUPAHC U Ha6J'IIO)IeHI/Ie Ha

KOHKPCTHO IMPEANPUATHUC MOKE Ja CC NOCTUTHE OO0 CIICAHUTC U3BOAN:



Jle HC e HacoueHa KbM JUTMTAIM3UPAaHE Ha IMPOLECHTE CH C LEed OBbp30 ajanTHpaHe B
OTTOBOp HAa KIMEHTCKMTE OYaKBaHUSA 3a MO-JAOCTBIIHM M I0-Ka4eCTBEHH YCIYIH B
JOUTUTATU3UPAHUS CBSAT.

B mnpoueca Ha mnpuiaraHe Ha METOAMKAaTa € YCTAaHOBEHO, 4Y€ BBIIPEKU BbBBEJCHUTE
aBTOMATHU3HPAHU MIPOLECH 32 HSIKOM OT KOMYHUKAI[MOHHUTE KaHAJM, 4acT OT KOMYHUKaLMATa
C KJIMEHTH OCTaBa JI0 ToJIsiMa CTETIeH JIMYHA WK OCTaBaT ChC 3a0aBEH OTrOBOP, KOETO Ch3/1aBa
OrpPOMEH HATHCK 3a IOBHIIABaHE HAa €(PEKTHMBHOCTTa U PALMOHAIM3MPAHE HA ONEpalUuTe.

IMopamu ToBa ycrellieH BapHaHT 3a CIpaBsHe ¢ MpoOiieMa CBBbp3aH C OOCIyXKBaHE Ha KIHCHTH ¢

BBBCIKIAHETO HaA T. HAp. yaT-00T Ha caliTa Ha KOMITAHHUATA.
N3Benenata BB3MOXKHOCT 32 YCHBBPIICHCTBAHE HAa YIPABJICHUETO B YCIOBUA Ha
JMTATATU3AIMS, BCJICJACTBUE HA MIbPBOHAYAIHATA JMArHOCTUKA HA TEKYIIOTO ChCTOSHHUE Ha
JIUruTaTHa ¥ WHQOPMAIIMOHHA MPUEMCTBEHOCT B U3CJIC/BAHATA 3aCTPaxoBaTelIHA KOMITAHUS
YCTaHOBSIBA HEOOXOIMMOCT OT M3BEXKIaHE Ha PUOPUTETHHU 00IaCTH 32 OBCIIO Pa3BUTHE YPE3
JMTUTaHA aJalTHBHOCT KbM MOJIEPHA KOMITaHHUS, KOSATO C€ pa3BHBa C KpPak BbB BPEMETO, a
UMEHHO:
O TOJ00psiBaHE 0OCITYKBAHETO HA KJIMCHTH;
O HaMaJsIBAaHE HA BPEMETO Ha M3BBHPIIBAHE HA PA3IMYHU OINEPAIMH, CBHP3aHU C
00CITy’»KBaHETO Ha KJIIMCHTH;
O perynupaHe Oposi Ha TepcOHAJla W BB3MOXKHOCTTA Ha CIYXHUTEIUTE Ja
00paboTBaT Mo-ToJIeMu Mo 00eM JaHHU;
O HaMaJsHE Ha Pa3XxOHTe,
Cren u3roTBsiHE Ha IJIaHA, MEHU/DKBPHT HA KOMIIAHHSITA CJIE/IBA Ja HaMepH e(heKTUBEH HAYMH
3a MOTHBHpAHE Ha BCHYKH CIY)KHTEIH Ja ITOJAIMOMOTHAT IMpolleca HA JIUTUTAIA3AINS.
EdexTrBHaTa KOMYHHKAIMSI € Ba)KHO M3MCKBAHE 3a WU3SCHSABAHE HA IIEJUTE U CBHIIHOCTTA Ha
npomsiHata. Upe3 Hesh KOMIIaHUSTA M YIPABUTEIHUS CHBET IE MPEOAOJICAT BBH3MOXKHA
CBIIPOTUBA OT HAKOHU CIYXXHTEJIH, KOUTO TPYJAHO BB3IPUEMAT IIPOMEHUTE.
Ha 6a3a mpuiaraHe Ha METOJMKAaTa ca ONPEICICHH HOBU JCHHOCTH ca JAWTUTAIM3UpPAHE, a
HMEHHO:
o BwbBexnane Ha HTHCTpyMEHTa 4aT-00T.
o CBbp3BaHe HA MHCTPYMEHTA C KIIMCHTCKaTa 0a3a TaHHM HAa KOMITAaHUSTA.
o Amnanusupane Ha ojy4deHaTa HH(OOpPMAIIHs OT MOTPEOUTEIIUTE.
o ABTomMaTH3MpaHe Ha Mpolieca Ha 00CTy)XKBaHE Ha KIIMEHTH.
AHanu3upaHeTo Ha €(QEKTHMBHOCTTa HA MPOMSHATa Ha MPOIECUTE IO OTHOIICHUE

YAOBJICTBOPCHOCTTA HAa KIIMCHTUTC YCTaHOBABA:



O YeCTO TOJI3BaHE Ha TMPOMYKTUTE, BHCOKA YIOBIECTBOPEHOCT OT KAauyeCTBOTO |
MOJIOKUTETHM MHEHHE [0 OTHOILIEHHWE HAa OYaKBaHUS OT MHPOAYKTUTE U PEATHO
MOJTYYCHUTE;

o 54% oT aHKeTHpaHWTE KJIUEHTH Ca YJIOBJICTBOPEHH OT JUTHTAIM3UPAHETO Ha
MPOIIECUTE B KOMITAHHATA [0 OTHOIICHHWE Ha OOCITYy)KBaHETO Ha KJIMEHTH Ype3
BBBEXJIaHE HA 4aT-00T B Pa3IMYHUTE KaHAIU 32 KOMYHUKALIHS.

e VaosnerBopeHocTTa Ha paborentute B JleB MHC € Bucoka. 42% OT CIOy)KUTEIUTE ca JOBOJHU
oT paboTara cu, a 24% ca MHOro 10BOJHU. [IpeaioxkeHneTo Ha aBTOpa Ha HAYYHUS TPY/ € Ja
Ce MOTHBHPA M OCTAHAJIATA YACT OT CIIY)KUTEIUTE B KOMITAHHSITA 32 MO-€()EKTUBHO U3ITBITHCHHE
Ha MIPOMEHEHUTE OM3HEC MPOIIECH.

e Kommnanusara uMa KeJaHue JUTUTATU3UPAHETO HA MPOLECUTE M JEHHOCTUTE Ja MPOIBIIKH,
KaTo MPOABDKU Ja Mpejasiara Bce MoBeue MPOAYKTH U U3LSIIO OH-JMaiH oOciyxBaHe. KbMm
MOMEHTa 4YacT OT AUTUTAIU3AIMATA U € BB3IMPENATCTBAHA MOPAAN 3aKOHOBH M3MCKBAaHUS 32
MOATOTOBKA HA YaCT OT JIOKYMEHTUTE 3a CKIIFOUBAHE HA 3aCTPaXOBATEIIHU MOJUIM HA XapTUEH
HOCHUTEN U 3aJbJDKUTEIIHOTO MU3MOJI3BaHE Ha cTHKepHu. Ilpu oTnmagaHe Ha Ta3w HOpMATHBHA

peryilanud, TpoueChbT Ha JUTUTATIU3UPAHE IIC CC YCKOPHU.

3akjaoueHue

[udposara Tpanchopmanys U MPOU3THYAIIUTE OT HEsl MHOBAlMM Ha OM3HEC MOJENUTE KOPEHHO
IMPOMCHAT OYaKBaHUATA MW TIMOBCACHHUCTO Ha HOTpC6I/IT€J'II/ITe, OKa3Baillkn OI'pOMCH HATHCK BbBPXY
TpaguoHHUTE (opMH Ha (UPMEHO yrpaBiieHHe. bu3Hec aHAIM3BT € HepaslellHa YacT OT MPABUIIHOTO
U3I10J13BaHe Ha MH(POPMALMOHHUTE TeXHOJOruu. Tol e KIo4YoB (PaKTOp M M3MCKBaHE 3a Bb3NpUEMaHEe Ha
OTPOMHHMSI 00€M OT JaHHU, KOMTO KOMITAHUATA UMa U CE U3I10JI3Ba 3a Ch3/1aBaHe HA HOBU OM3HEC BB3MOYKHOCTH
Ype€3 YCBBBPIICHCTBAHE HA CHIICCTBYBAIIUTE YIIPABJICHYCCKHU IMMPOLCCH, KaTO KOHTPOJI, BBUMAaHC Ha PCIICHUA
WIN yIpaBieHne Ha Om3Hec oTHomeHHA. CBINO Taka CIYXKM 3a CHHTE3UpaHEe HAa WIEH 3a MojoOpeHue Ha
KJIIOYOBU 00JacTU B ympasieHHeTo. Upe3 nururanuzanusata GUpMUTe npuiaraT MUQpPOBU TEXHOIOTHUU 3a
YCBBBPUICHCTBAHE Ha CHIIECTBYBALIUTE BPB3KU, KOMTO MO3BOJSABAT MO-€(PEKTHBHA KOOPAMHAIMS MEXKIY
JEHHOCTHUTE U CHh3/1aBaT JOIBIHUTEIHA CTOMHOCT 3a KIMEHTUTE Ype3 MoA00psBaHe Ha TAXHOTO 0OCITyKBaHE.
CrnenoBareHO MPOLECHT HA TUTHTATU3alUs B KOMIIAHUATA HE MOXKe Ja ObJe ePeKTUBHO peanu3upaH 0e3
CHUCTEMaTHYeH aHalIM3 Ha JaHHUTE U pabOTHHUTE mpolecd. busHec aHamM3bT HE € (OKYCHUpPaH caMO BBPXY
CIECTSBAaHETO HAa Pa3XOJW WIM Jla C€ W3I0J3Ba CaMO B YAaCTHOCT Ha JAWTHTaiIM3anuAra. ToBa € MoIIeH
MHCTPYMEHT, KOWTO BKJIIOUBA MTOI00PEHUS B YIIPABICHUETO, MTOJI3UTE HA KJIMEHTH U CIIYKUTEIH.

AHanM3bT Ha TPOLECHTE HA YNpaBICHHWE € MpOydBaHe, 000OIIaBaHE W M3BEXAAaHE HA Pa3InYHU

KOPIIOPAaTHBHU OMNEpPAlUM U JEHHOCTH, KIACH(PHULIMPAHU B MOpEIUIla OT CBbP3aHM 3a7aydl WU CHOUTHS C



olpeziesieHa KpaliHa 11e1. AHAJIN3bT Ha PHKOBOIHHUTE MPOLIECH M3IIO3BA PA3IMYHA HHCTPYMEHTH M METO/IH,
3a Oa pas3riciaa TE3u MpouecCu 10 Haﬁ-paBJ’IH‘IHH HAa4YuMHU U [a Ha6n}011aBa TAXHATa e(beKTI/IBHOCT u
Npou3BOIUTENHOCT. Pesynrature oT OM3HEC aHaiM3a, MPEJOCTaBAIIM HMHPOpPMALUs 3a TOBEACHUETO Ha
KJIMEHTHUTE MO3BOJISIBA HA KOMITAHUATA Jla B3EME CIIOKHH PEHICHUs Bb3 OCHOBA HAa aHKETHH IPOYYBAHWS,
JIOTUYECKH aHAJIN3 U METO]] Ha HaOII0JeHNEeTo. ABTOMATH3aLUATa Ha ITPOIIECUTE ITPEMaxBa IMOBTAPSIIUTE Ce
JEMHOCTH U M3IIOJI3BA AaHAJTUTUYHU JAHHHU OT OM3HEC aHallM3a, KOMOWHUPANKU T'H C pa3IMYHU UHCTPYMEHTH
3a YCHBBPIIEHCTBAHE Ha ymHpaBieHueTo. [IpenBu WHOBAIMOHHOTO M3IMOJI3BAaHE HA TEXHOJOTHATA, OM3HEC
aHaIM3a TPAOBa J1a ce ChbCPEAOTOUN BBPXY ISJIOCTHOTO MOTPEOUTEICKO M3KUBSIBAHE U J1a M3II0JI3BA I'bBKABU
TEXHHUKH 32 aHAIM3, 3a J1a u3Bele MH(POPMAIUs OTHOCHO HAJIMYMETO Ha jobaBeHa croiHocT. [lopamu ToBa
OM3HEC aHANM3aTOPUTE B KOMIIAHUHUTE CIIE/IBA J1a OTTOBOPAT aJC€KBATHO HA IMOBHIICHUTE OYaKBAHUS U Ja
IIOMOT'HAT TCXHUTC KOMIIaHUH eq)eKTHBHO Ja BbBCAAT JUTUTAJIHATa TpaHC(l)OpMaHI/IFL

B 3axiouenue, mbpBOHAYAIHO 3aJI0’KEHATa Te3a € MOTBbPACHA, a IMEHHO Y€ CHCTEMaTHYHHAT OM3HEC
aHaJIM3 € BUCOKO €(EeKTHBEH YIPABICHCKM HWHCTPYMEHT 3a IOCTUTaHE Ha I'bBKABOCT M aJANTHBHOCT B
3aCTPaxOBaTEIHU KOMIIAHUY C XapaKTEPUCTHKH, TOJ00HN Ha u3ciieBaHaTa. Upe3 MeToia Ha aHKETHPAHETO,
MeTo/1a Ha HaOJII0IeHUETO, KOHTEHT M JIOTUYECKH aHaIu3 051Xxa 0000IIeH! TPaKTUYECKH N3BOIN U TIPETIOPBKH
3a MpUJIOKeHUe Ha OM3HEC aHaiW3a KaTo MHCTPYMEHT 3a B3€MaHE Ha peIIeHHs B Ipolieca Ha TUTHUTaHA
TpaHcopMmanys, KaKTo M 3a aJanTUpaHe Ha YIPaBICHHETO B YCIOBHS Ha JCWCTBAlla WM pealu3upaHa
JUIrnuTalnu3anus. CDaKTOpI/ITe, AOIpUHACAIIM 3a YCIOCHIHAa JUIhuTaIu3alus, ousHec IJIaHUPAHE U
TpaHcopmalusTa Ha OU3HeC NpolecuTe, 0g9xa U3BEACHU, KaKTO U €TaluTe Ha OM3HEC aHallu3a B 3aBUCUMOCT
OT BB3IPUETaTa METOA0JIOTHs, BKIIFOUBAIlla HA0Op OT MPUHIUIHU 32 pa30upaHe Ha KOM METOH UM MPAKTUKH
Jla ce MPUIIOXKAT KbM YChBBPIICHCTBAHETO HA ISUIOCTEH WJIM YaCTHUYEH MPOLIEC.

BB3MOXXHOCTTA Ha KOMIAHUATA 3a YCBBBPIICHCTBAHE Ha YHPABJICHUCTO YpE€3 AUTUTAIIM3alNA €
nmpejcTaBeHa Ha 0a3a OCHOBHM OOJIAaCTH 3a YCHBBHPIICHCTBAHE, & UMEHHO — TMOTPEOUTEIICKO TMOBEICHUE,
YIIOBJIETBOPEHOCT Ha CIy)KUTENUTe W OusHec mpouecute. OCHOBHHUTE (aKTOPH, ABIDKEIINM HYXKIaTa OT
udpoBa TpaHchopMalus ca U3BEIEHU U Upe3 OM3HEC aHaIu3 ce aJalTUpaT KbM LEJIUTE Ha OpraHu3alusaTa.
Tpancpopmupanero Ha OU3HEC MPOLIECUTE Upe3 AUTHTAIM3alMsg € IMpeJCTaBeHO Ha 0a3za MpoMsHa Ha
B3aMOCBBP3aHHUTE €IEMEHTH OW3HEC MOJeN, OpPraHMW3allMOHHA CTPYKTypa, AWTHTATHH YMEHHUS Ha
CITY’)KUTEITUTE, TUTUTATN3AIMS Ha ON3HEC MPOIIECH U Ch3/1aBaHe Ha IM(POBH KaHAIH 33 B3aUMO/ICHCTBHE.

B nHemHus TeXHOJIOTHYEH CBAT, MpoOIeMaTHKaTa 3a yChBBPIICHCTBAHE HA (PUPMEHOTO YIpaBJIeHUE
€ M3KJIIOUMTENIHO aKTyaJ Ha TeMa, KaKTo 3a HayyHaTa ayJUToOpus, TaKa U 32 MHO)KECTBOTO KOMITAaHUH LIEJISIIIN
CTaOMITHOCT, KOHKYPEHTHOCITOCOOHOCT M BUCOKO KadecTBO. [loBHIIIEHaTa YAOBIETBOPEHOCT Ha CITY)KUTEIH H
KIIMCHTH, KOraTo ChBIajJa C OCJIUTE HA OpraHusanudaTa, BOAW A0 AOMBIHHUTCIHH MPEAMMCTA, KaKTO Ha
MaTepHaJHHU Taka U Ha HeMaTepUaJIHU aKTHBH 32 KOMIIAHUATA.

[TpoBe1eHOTO TEOPETUKO-EMITUPUYHO POYYBAHE 11I€ IOMBIHM aKTyalHa HHPOPMaIUs KbM HAyYHUTE
Cpenu U IIe yBeIMYM XOpU30HTa Ha H3cieIBaHaTa mpooyiemMaruka. [lopaan 3HaunTeTHUS Hay4eH HHTEPEC, T0-

HeTaﬁHHOTO AHAJINM3WpaHC Ha TEMaTHKaTa MpeaACTaBIsIBa 6’[:,[[6]].[3 BB3MOKHOCT 3a IIO-HATAaThYHO PAa3BUTHUC HA



HAay4YHOTO IIOJIE€ Ha MCHHUPKMBHTA YpPE3 YCTAHOBABAHC HAa HOBH BPB3KHM M 3aBUCUMOCTH C (baKTO];)I/I oT

JUTruTaaIn3anuara, OM3HEC aHaIM3a U B3EMAHETO Ha peIICHUH.

111 CIHPABKA 3A OCHOBHUTE HAYYHU U HAYUYHO-ITPUJIO)KHU ITPUHOCH B
JUCEPTAIMOHHUA TPY [

Jucepranusita cbbpiKa HIKOJIKO OCHOBHU HAYYHH MPUHOCHU:

[ILpBUAT npUHOC € pa3paboTeHa OT aBTOpa METOJAMKA 32 YCHBBPIICHCTBAHE Ha YIPABICHUETO B
yCIIOBHS Ha JAUTHTAIM3alMA Ha Ou3Hec mporecute. Ype3 CpaBHUTENEH aHAINW3 Ha METOAMTE 3a MOJ00peHue
Ha [IPOLIECUTE Ha B3UMAHE HAa PbKOBOHU PELLEHUS, TEXHUTE OCHOBHU IIPEIMMCTBA U HEJJOCTAThIIM CE U3BEXK/1a
METOJMKA 3a MPOMSHA Ha YNPaBICHCKUTE MPOLIECH M M3MOJI3BaHE Ha OM3HEC aHauu3 3a MoJoOpsiBaHe Ha
MPOLECUTEe B OpraHu3alusiTa ¢ 1en udpoBo TpaHcPopMUpaHe, HaMaIsBaHE Ha pa3XoAWTe, MOJ00psIBaHE
00CIyBaHETO Ha KJIMEHTU U yJOBJIETBOPEHOCTTA HA CIIY)KUTEIIUTE.

[IpennoxeHnata METOJMKa BKJIKOYBA H3BBPIIBAHETO Ha Haili-manko 10 cBbp3aHM NOMEXAY CcHU
neitHoctu. Ilpunaranero ¥ € MUKIMYEH MPOLEC, HACOYEH KbM MPOMSIHA Ha OCHOBHUTE 32 BCAKA KOMITAHUS
MPOLIECH — YIIPABICHCKU U TEXHOJIOTUYHH 32 MPOMsSHA Ha IEHHOCTUTE U HaMaJsiBaHE Ha TIOEMaHUsl PUCK MpU
ochlIECTBsIBAaHE Ha JelHocTTa. [lopamu TOBa mpu mpuilaraHeTo ¥ 1€ OrpaHUyYd OCBHLIECTBSIBAHETO Ha
CaMOCTOSITENIHU JIEHHOCTU OT OTJEIHUTE CTPYKTYpPHHU 3BE€HA B KOMIIAHUATA U YCHJIMSTA 1€ C€ HAacoyaT KbM
M3BBPILIBAHE HA ISJIOCTEH MPOLEC HA YIPABJICHUE, HACOUEH KbM JIEMHOCTTA HA CIY>)KUTEJIUTE B KOMIIAaHUSTA,
UH(GOPMAIIMOHHUTE TEXHOJIIOTHH U TI0I00psiBaHEe 00CITY>)KBAaHETO Ha KIIMEHTH.

[lenta Ha mpenokeHaTa METOJMKA € IPOBEXAAHE Ha IPOMSHA Ha OU3HEC MPOLECUTE, HACOUEHA KbM
peopranusaius Ha MaTepuaaIHUTe, GUHAHCOBUTE U MHPOPMAITMOHHUTE OTOIM B KOMITAHUUTE 3a:

e [IpemuHaBaHe npoiieca Ha yrpaBjieHHE OT (PYHKIMOHAJIEH KbM IPOLECEH THIIL.

e OrmnpocTsaBaHe WK MOAOOPEHNE Ha OPraHU3allMOHHATa CTPYKTYpA.

e [IpepasnpeneneHue 1 U3MOI3BaHE MO Hail-e(h)eKTUBEH HAYMH PECYpPCUTE.

e (CpKpalaBaHe Ha CPOKOBETE 3a MPEIOCTaBIHE Ha MPOJYKTH U YCIYTH Ha KIHUEHTUTE U
3aJI0BOJIIBAHE HA TEXHUTE MOTPEOHOCTH.

e [loBummaBaHe Ka4yecTBOTO MO OTHOIIECHHWE Ha OOCITY)KBAaHETO HAa KIWEHTH, MPOAYKTH H
YIIOBJIETBOPEHOCT Ha CIIYKUTEIINTE.

e [loBumaBaHe Ha KOHKprHTOCHOCO6HOCTTa Ha KOMIIaHUsATA.

BTOpI/IﬂT NpUHOC € pa3pa60TBaHe U HU3CJICABAHC HaA IMPAKTHYCCKU CTBHIIKKU 3a PCAIM3UPAHC Ha
MCTOJHKATAa KAaTO Ca NPCACTABCHU HAUYMHHUTC 3a dAHAJIM3 U UHTCPHIPCTAIHUA Ha PE3YJITATUTC HAa BCCKHU CTall.
HpOBeI[eHO € EMIIMPUYHO HU3CJICABAHEC CBBHP3aHO C BIUMAHUCTO HaA Ou3HeC aHaM3a B JUIuTaJIn3anusaTa u
YCBBBPIUICHCTBAHE HA YIIPABJICHHUCTO B KOMIIAHUA OT 3aCTPaxOBaTCIHUA CCKTOP. I/ISBCILGHI/I Ca Bb3MOXHOCTH

" TCPCIICKTHUBU 3a OUTUTAJIW3ALUA Ha OTACIHUTC MNPOUCCHU B OPraHU3AlUUTC, KAKTO W MNPCIJIOKCHHA 3a



M3MOJ3BaHe Ha OM3HEC aHalu3a 3a W3BJIMYAHE HA JJAHHU, HEOOXOIMMH 3a OCHIIECTBSIBAHE HA MOJOOPCHUS.
WNnentudunmpanu ca KIIOYOBUTE (GaKTOpU 3a YCIENIHO YIpaBiICHHE HAa CHBPEMEHHA OpPTaHHM3AIUS C
M3II0JI3BaHE HA OM3HEC aHaAIU3 M JUTUTAIN3alKs, 0COOCHO HEOOX0JUMH 3a KOMIIAHUNUTE, KOUTO MCKAT J1a ca C
KpaK BBbB BPEMETO, /1a Ca QJalNTUBHU KbM MPOMEHUTE Ha JECETWJIETHETO W KOUTO HCKAT Ja 3amassT

KOHKYPCHTHO NPEAUMCTBO IIPEA OCTaHAJIUTE.

Tpern npunoc. HampaBeHu ca BaKHHM 3a MpakTHKaTa M3BOJM M IMPETOPHKU 32 MPUIOKEHHE HAa OH3HEC
aHaJIM3a KaTO MHCTPYMEHT 3a B3e€MaHe Ha pElICHMs 3a AUTUTAIM3alMs Ha OU3HEC MPOLecH, KakTo U 3a
aJlanTHpaHe Ha YIPaBJIEHUETO B YCJIOBUS Ha JIEHCTBAllla WIM peaju3upaHa AuruTtanusauus. M3Benenu ca
¢daxTopuTe, BIUSCIIM BHPXY yCIHEIIHATa AUTUTAIU3alMs, OW3HEC IUIAaHWPAHETO W TpaHchopMmalnusTa Ha
OM3HEC MpoLEecHTe, KaKTO M €TAamuTe Ha OW3HEC aHalM3a B 3aBUCHUMOCT OT BB3IpPUETaTa METOJOJIOTHS,
BKJIIOYBaIla HA0Op OT MPUHIUINM 32 pa3OupaHe Ha KOM METOAU WJIM MPAKTUKU Jla Ce MPUIOKAT KbM
YCHBBPIICHCTBAHETO HA LISITOCTEH MJIM YaCTHYEH mpoiiec. VM3sCHEeHO € MPHIoKeHHeTo Ha OM3HeC aHajiu3a B
ChBPEMEHHUTE KOMITAHUH B PAMKUTE HA TIPOEKT WA OpraHu3aIlusl.

BB3MOXXHOCTHTE Ha KOMITAHUHUTE 3a JUTHTAIM3MpAHE ca MpeICTaBeHH Ha 0a3a TpUTe o0nacTh Ha
OCHOBHH JICITHOCTH, 8 HIMEHHO — IOTPEOUTENICKO MOBEAeHHE, OU3HeC Mpolecu U ousHec Mmojenu. OCHOBHUTE
dakTopu, ABMKEL HYX1aTa oT udpoBa TpaHchopMallys ca U3BEACHU U Ype3 OM3HEC aHalu3 Ce alalTupar
KbM LIEJIUTE HA OPTaHU3aLUATA.

TpanchopmupaneTo Ha OU3HEC MPOIECUTE Upe3 AUTUTAIM3ALMS € [IPEeICTaBeHO Ha 06a3a mpoMsiHa Ha
B3aMMOCBBP3aHUTE €IEMEHTH OW3HEC MOJeN, OpraHU3allMOHHA CTPYKTypa, IUTHTATHH YMEHHUs Ha
CIIY’)KUTETUTEe, JUTUTATH3AIMSI Ha OM3HEC MPOIIECH U Ch3/1aBaHe Ha NU(POBU KaHAIU 33 B3aMMOJCHCTBHE C

KIIMCHTH.
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|. GENERAL CHARACTERISTICS OF THE DISSERTATION THESIS

1. TOPICALITY OF THE DISSERTATION THEIS

The topicality and significance of the topic of the dissertation thesis is determined by the digital
world in which we live, especially in the recent months as a result of the pandemic, and the changes that
each organization should undergo in order to introduce flexible organizational forms that allow rapid
responses to the ongoing requirements and customer expectations alike. Recently, there has been an
increased interest in regards to the dissertation topic, not only by companies and their management
teams in order to improve the macroeconomic indicators, but also by the theoretical and methodological
researchers due to the application and the possible development in the scientific field. The application
of the researched scientific problems is relatively wide and might be of interest for corporate
development based on business analysis and digital transformation aiming to improve the management
processes. Furthermore, the topic of the dissertation is determined by the rapid development of
information technology and the ability to improve the management in the insurance companies in a

digital environment.

2. OBJECT AND SUBJECT OF THE RESEARCH

The object of the scientific research is business analysis of the business processes in an
insurance company.
The subject of this dissertation is the improvement of management in terms of digitalization

through systematic business analysis.

3. RESEARCH THESIS

The thesis states that the systematic business analysis is an effective tool for ensuring
flexibility and adaptability of management in digital transformation.
4. AIMS AND OBJECTIVES OF THE RESEARCH

The aim of the dissertation is to develop a methodology for optimizing the management in the

organization via the tools of business analysis and digitalization.

The main objectives related to the achievement of the aims set are as follows:



To analyze the theoretical principles presenting the nature and development of
the business analysis in management.

To develop a methodology for optimizing the management processes based on
business analysis.

To identify problem areas and provide perspectives and opportunities for
improving the management in the organizations at digitalization.

To establish the applicability of the developed methodology for improving the
management in an insurance company, selected in accordance with the
characteristics limiting the research.

To draw practically applicable conclusions and develop guidelines for application

of the methodology in an insurance company.

5. RESEARCH METHODOLOGY

The methodology covers ten stages:

1.

Defining a specific need for change in the management processes, realized by
systematic business analysis at local level.

Reaching the confidence by the management team as owing to the change,
there will be results achieved and not least it is necessary.

Discussing the project with employees at managerial positions in the company.
Defining the objectives for improving the management in the process of
digitalization in view of their compatibility with the short-term and long-term
goals set.

Forming a team and schedule by which the process of digitalization will take
place.

Identifying the processes that will be improved.

Designing the new processes.

Conducting training of all employees involved in the implementation of the
activities for the digitization of processes.

Implementation of the new processes.

10. Monitoring and identifying differences, as well as continuing to improve other

processes through business analysis methods.



The methodology comprises four methods:

content analysis,
systematic approach,
survey method,
observation method

application of statistical data analysis.

The aim of the methodology proposed is to improve the management processes focused on

reorganizing the material, financial and information flows in companies for:

Transition to a management process from functional to process type.
Integrating the business analysis into the organizational structure so that to
enable the employee/department performing it to access the data on the
various processes and to have the ability to synthesize a specific process for
improvement.

Redistribution and use of the available resources in the most efficient way.
Optimizing and shortening the deadlines for providing products and services to
customers and meeting their needs.

Improving the quality in terms of customer service, as well as the products
offered and the employee satisfaction.

Increasing the competitiveness of the company.

The benefits of using the application for customers are:

Easier orientation when searching the required information regarding the
products offered by the company.
Option for asking a specific question and directing its response.

Providing faster service due to the limited waiting time for a call with an

available employee from the Customer Service Department.

Accelerated process of providing information due to saving the last search the

users have made and their subsequent referral to new information.

The benefits of introducing the tool for the company are as follows:

Low initial investment.

Low cost of time for implementation of the tool for digitalization in part of the

business processes.



e Easy integration of the tool with the assistance of a business analyst and the
provided internal systems in the company.

e Increasing customer satisfaction.

e Obtaining synthesized information and trends analysis of the information
searched by the customer.

e Collection of a database by means of a chatbot, cookies, etc.

e Increasing the employee satisfaction due to reduced workload of the customer
service department.

o Cost optimization by reducing the employees in the customer service
department and their training.

e Possibility to fully analyze the user behaviour when applying the tool.

e Possibility for identifying future improvement processes through the cyclical

methodology and the analyzed results of the customer feedback;

6. SCOPE OF THE RESEARCH

The methodology proposed for improving the management established the possibility of using a
digital chatbot tool in order to find solution to current management problems, namely insufficient
opportunities for communication with clients, the inability to analyze their desires in a timely manner
and the ability to increase employee satisfaction, i. e. inefficient use of the information flows. The scope
of the research also comprises business analysis as a factor in the successful improvement of partial

management processes via digital transformation.

7. APPLICATION OF THE RESEARCH

The approbation of the methodology held in the company Lev Ins shows that it is applicable in
companies with similar characteristics in the insurance sector. The effectiveness of thus developed
methodology has been proved and practical conclusions have been drawn in terms of application of
business analysis as a tool for decision making in the process of digital transformation, as well as for

adapting management in terms of existing or implemented digitalization.

8. STRUCTURE AND VOLUME OF THE DISSERTATION THESIS



The structure of the dissertation thesis is logically related to the aims and the objectives of the
research and follows the research approach adopted by the author thereof. The thesis covers 203 pages
and has been structured as follows: Introduction 4 pages, three chapters 171 pages, conclusion 4 pages,
appendices, references and bibliography.

The content has been structured in the following sequence:
CONTENTS

Introduction

CHAPTER ONE. Theoretical overview of the role of business analysis in the process
management

1. Business analysis

1.1.  Nature and types

1.2.  Factors having impact on the business analysis

1.3. Stages of the business analysis

1.4. The modern business analyzes and their application within a project and
organization

2. Business process management

2.1.  Diagnosing the current state and condition

2.2.  Leadership strategies for business process management

2.3.  Analysis of the processes for identifying weaknesses and outlining
proposals for improvements

2.4. Implementation of the improved processes

2.5.  Monitoring, control and measurement of the results of the improvements
3. Improving management by means of digitalization

3.1. Digitalization-nature and application
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3.5. Digitalization as a prerequisite for organizational sustainability
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Conclusions and findings derived from Chapter One
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SUMMARY CONTENT OF THE DISSERTATION

INTRODUCTION

The introduction presents the topicality of the research and sets out the motives for the
development of the dissertation. What have been defined are the research thesis, the object and the

subject of the research, the aims and the objectives set forth.

CHAPTER ONE

Theoretical overview of the role of business analysis in the process management.

Chapter One is theoretical and presents an overview of the role of business analysis as
a factor in performing the activity of the companies. Similarly to the terms for business innovation,
business intelligence, knowledge management, operations research and data mining activities, the
business analysis attracts the attention of managers, scientists, software vendors and IT consultants.

The nature and types of business analysis have been presented, along with a comparison of the
differences and shortcomings of the existing methods thereto. What is more, their derivation and
synthesis is important and will serve to borrow partially ideas in the development of the methodology.
The main common feature of the methods analyzed in Chapter One will be insufficient when describing
the importance of business analysis in the framework of improving management by means of
digitalization.

There are a number of reasons why the organization is willing to perform such a systematic
analysis. One of the said reasons is to provide for the identification of the causes of difficulties and
recurring performance issues that are needed to improve the business processes. The other reason is to
provide stakeholders with a better understanding of the processes themselves via their visualization.
Some companies use business analysis before the introduction of new technologies, such as digitization
of all or part of the processes, which have a role in the management of material or information resources.
Without a detailed analysis of exactly how the processes occur, their changes will be ineffective and

unnecessary, whatsoever.



1. Business analysis

1.1.  Nature and types

The business analysis comprises various checks of the technologies in the companies, as well
as of their management processes, development strategies, ways of product performance and customer
relations (Fig. 1). Therefore, in order for the business analysis to be successful, the professionals who
perform it must have a combination of digital skills, business acumen and specific knowledge for

achieving better business results and ensuring sustainable business processes.

Figure 1. Aspects of business analysis!
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Hence, the company, in turn, must provide the necessary tools for data analysis in the form of
interactive systems receiving data from various processes, other departments and systems. In addition
to the continuous monitoring of the activity and, respectively, the timely identification of problems or

the use of opportunities for further business development and resulting in the provision of the economic

1 Continuing Evolution of Business Analysis. //International Institute of Business Analisys// [online]
https://www.iiba.org/about-iiba/
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security of the company, the business analysis allows to identify and analyze the risks and threats to the
development of the organization, as well as to outline measures to limit them. That is why the
International Institute of Business Analysis defines the business analysis as a systematic and continuous
process that allows for identifying the need for changes in the company business processes based on

identifying the needs of stakeholders and achieving economic sustainability.

There are different types of business analysis known, each of which is used according to the

specific needs of the company. In general, business analysis can be of three types:
e business process analysis;
e business analysis of the information systems;

e business analysis, combining analysis of processes and information systems.
1.2.  Factors having impact on the business analysis

The factors which have impact on the business analysis are determined depending on the applied
technology analysis. There are different technologies for applying business analysis, each of which is
determined according to the specifics of the particular company. The most commonly used business
analysis techniques are:

e SWOT analysis,
e PEST analysis,

e MOST analysis,

The SWOT analysis aims to guide the company management team in terms of assessing its
development and potential, as well as to lead to concrete steps and changes that will improve the
company current position in the market environment. The SWOT analysis is a widely used tool for
strategic management by means of which it is possible to analyze the strengths and weaknesses of the
company, the opportunities and threats to the activity performed. Hence, in order for the SWOT analysis
to be effective and the results to lead to concrete changes for the improvement of the activity, there
should be effective management of the process by the managers, provision of the necessary data for its
implementation, as well as creation of working plans and programs, based on the data obtained for the

ultimate achievement of the corporate goals.



The MOST analysis allows a better study of the company goals, its mission and vision for the
future development, as well as how these goals can be implemented via tactics and development
strategies.

The PEST analysis is an analysis of the environment in which the company operates,
performing its usual activities. The importance of the technological factors as a basis for the process of
corporate development and digitalization shall be borrowed therefrom. The notion that the digitalization

process can only be effective through technological factors will be rejected.
1.3 Stages of the business analysis

The stages of business analysis are defined depending on the adopted methodology, comprising
a set of principles for understanding which techniques, methods or best practices to apply to a company
or individual activity. This is part of planning the business analysis by defining the need for its
implementation. The business analysis usually goes through three stages - descriptive, predictive and
prescriptive.

1.4 The modern business analyses and their application within a project and
organization
The business analysis finds application in:

e implementation of digital projects;

o differential and flexible pricing for the formation of end prices to customers;

e customer preference management;

e credit risk analysis;

e protection against financial fraud;

e attracting customers;

e targeted advertising, especially for the online and social media.
2. Business process management
2.1. Diagnosing the current state and condition

The diagnostics of the current state of the company is part of the overall management and
selected leadership strategies for business process management, owing to which the process includes

organization, planning, decision making, control and leadership.

2.2. Leadership strategies for business process management



The leadership strategy chosen for the business process management should analyze and control
the processes in the company in order to focus on the business goals set. Since the effective business
process management must be constantly applied and respectively its results must be monitored, a lot of
companies are looking for ways to make it part of their corporate culture.

2.3.  Analysis of the processes for identifying weaknesses and outlining proposals for

improvements

Due to a plurality of possible reasons for the inefficiency of the business processes, it is crucially
important to identify all weaknesses and barriers in the functioning of business processes, despite the
fact that all of them might not be resolved and do not depend on the improving of the company activities.
The key components of business process analysis include interactions with customers high value-added
activities, and places for exchange of information. Once all aspects of the processes have been analyzed

and weaknesses have been identified, it is possible to implement the business process improvements.

2.4. Implementation of the improved processes

As for the implementation of the improved processes, the company can prepare a plan to follow.
An example of a plan for changing and improving an individual business process is presented in
Table 1.

Table 1. Plan for change and improvement of business processes?

Stage o
Characteristics
of the
change
Step Ne 1 Identifying the shortcomings and barriers to the effective improvement
of the business processes.

2DuriSova, M. Tokar"cikova, E. Diagnostic Process of Company Productivity. //Managing Global Transitions//
[oHnaitH] http://www.fm-kp.si/zalozba/ISSN/1581-6311/7_349-366.pdf


http://www.fm-kp.si/zalozba/ISSN/1581-6311/7_349-366.pdf

Step Ne 2 Defining basic guidelines for improving the business processes.

Step Ne 3 Description of the detailed changes that should be made in each
individual business process. A separate working team is formed, as it is
directly engaged in performing specific activities that are part of the
business process. Key performance indicators are defined to measure the

improvement of the business process. The proposals are analyzed by the

management team.
Step Ne 4 Establishing priority for the improvement of the individual processes.
Step Ne 5 Identifying specific measures and activities that need to be taken to

improve the business process and its implementation. The said activities
must specify and precisely define the guidelines for improving the
business processes in order to prevent their change in the
implementation process. For instance, if the inefficiency and lack of
knowledge of the Customer Service employees is identified as a major
shortcoming in reducing sales, and the training of these employees is a
guideline for improving this process, hence the action plan to improve
the sales process should indicate who, where, when and how will train
these employees and what is expected to be changed after the training.

2.5. Monitoring, control and measurement of the results of the improvements

The measuring of the results of the improvements in business processes shows whether the
organization is able to meet its strategic goals. The success of improving business processes ensures
that all investments have been able to create a competitive advantage for the company and have served

to achieve the key corporate business goals.



3. Improving management by means of digitalization

3.1. Digitalization-nature and application

The digital transformation is a process in which the organization begins to work with more and
more digital technologies in daily activities and in the performance of the products®. The digitalization

changes the main activities of companies into three main areas:

e consumer behaviour - digitalization of the way of offering goods/services to
customers, reaching more and more customers and conducting interactive
communication with them;

e business processes - automation of production, distribution and development;
digitalization of data collection, information gathering and competence
development of the employees;

e business models - digital modification of business and digital globalization.

The process of digitalization includes the change in the information technologies used in order
to change the existing business processes. Therefore, the information technology appears to be a key
factor in using new business opportunities by changing the existing business processes, such as

communication, dissemination or business relationship management.

3.2. Factors in successful digitalization

The human factor has a great impact on strengthening the capacity of the digital transformation
in the company. The effective communication and the trust built amongst employees, working in
business cooperation and the spirit of challenge are directly related to the corporate culture.
Consequently, the companies must strive to form an open culture to promote and provide human
resources eligible for digital transformation.

The second major factor, which has an impact on the digital transformation is the technological
factor. According to a number of researchers, this factor has a lower impact compared to the human
factor. The technological factors are also important in the management of the information technologies
in the company, and the efforts to acquire new technologies, the strategic role of IT and the experience

in their implementation reflect the effectiveness of the digital transformation.

3 Yordanova, S. Stefanova, K. Basic technologies and applied guidelines for digital business transformation in a
big data environment. //Information and communication technologies // [online] https://dlib.uni-
svishtov.bg/bitstream/handle/10610/4045/89670d8a73c4c3b7e92ab67d89b59b1d.pdf?sequence=1&isAllowe
d=



The third major factor for the effectiveness of the digital transformation is the leadership style
of management in the company. The moderating effect of the manager digital leadership has a positive

impact on all the independent variables and other factors relevant to the digitalization.

3.3. Digital strategy and long-term business planning

In the digital transformation, it is not enough to use as many technologies as possible to perform
individual business activities. The company digitalization strategy must have a clear vision for its future
development and afterwards to be supported by the unlimited possibilities of these technologies, which
are most suitable for the chosen strategy. Therefore, the digital transformation of the business processes

is different for each company and it is difficult to derive a strategy that is valid for all*.

3.4. Transformation of management and business processes in conditions of

digitalization

The transformation of management and business processes in the context of digitalization

involves change in the following interrelated elements:
e business model;
e organizational structure
o digital skills of employees;
o digitalization of business processes;
e building IT infrastructure;
e digitalization of products and services;

e creating digital channels for interaction with customers.

4 Schwertner, K. (2017). Digital transformation of business. //Trakia Journal of Sciences// [online]
http://tru.uni-sz.bg/tsj/TJS_Suppl.1_Vol.15 2017/65.pdf
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The business processes described in the dissertation thesis refer to work processes related to
data processing, decision making, and performing operational activities. The management processes,
however, focus particularly on exercising control, limiting and delegating decisions and responsibilities,
as well as making decisions to change the work processes, organizational structure and the direction of

development.

*The companies have reduced the use of paper to
keep their records and have created models for
conducting their business processes in digital

format.
Digitization « The software management of business
process processes allows their full digitalization.

The digital technologies are used to manage the
business processes and various digital databases, in
order to increase their efficiency, productivity,
profitability and attractiveness to customers.

The digitalization is used to optimize the business

Digitization of processes and costs alike and increase revenue
technologies further on.

- Changing the existing business model in order
to create innovative and competitive
advantages and improve the consumer value.

»Making cultural, strategic, operational and

Digital business technological changes by the use of digitalization
transformation and optimization of the business processes.

Figure 2. Concepts used related to digital transformation®

5 Orehov, M. The essence of the process of digitalization as a new stage in global informatization.
//Information and communication technologies // [online] https://dlib.uni-
svishtov.bg/bitstream/handle/10610/4232/b3de375611d0a9221dae05beb7bae8c0.pdf?sequence=1&isAl
lowed=y



The digital transformation actually transforms the business model and the organizational
activities of the company in order to exploit the full potential of change and the capabilities of digital
technologies and to accelerate their impact on various segments in a strategic aspect aiming to achieve

change and fulfil the organizational development goals which have been set.

3.5. Digitalization as a prerequisite for organizational sustainability

In order for the companies to be competitive and to achieve a competitive advantage, by means
of the digital transformation and their newly created business models, they should therefore reach more
and more customers and communicate interactively with them; automate their production, distribution
and development; and digitize the data collection, information gathering and the development of
employee competence, which will assist them in modifying their business.

3.6. The role of business analysis in the process of digitalization

Given the innovative use of technology, the business analysis must focus on the overall user
experience and use flexible analysis techniques to derive information on the availability of the value
added. Consequently, the business analysts in companies should respond effectively to the increased

expectations and help their companies effectively implement their digital transformation by:
e Acquainting with the new technologies and understanding the effectiveness of
their application so that the subsequent business analysis can be objective.
e Analyzing the changes arising out of the digitalization in regards to the
management of business processes in the company.
e Applying flexible approaches to performance analysis with a focus on gaining
value added for the company and customers so as to identify trends and

stimulate investment for digital transformation of other business processes.

The above shows that it is not possible to manage the process of digital transformation in the companies
without measuring the effect of improvements. It is namely the measurement of the effectiveness of

digital transformation that is done through business analysis.



Conclusions and findings derived from Chapter One

The organizational changes would occur when a company is willing to make a transition from
the current state to a better, planned future state. The organizational change management is the process
of planning and implementing organizational restructuring in such a way that the costs of the latter
actions are minimized while maximizing the effectiveness of change efforts.

The business analysis is used to analyze a given process, identify areas for improvement and
greater efficiency within the activities performed in the company.

The digital business transformation is the integration of new digital technologies in all business

processes, which leads to a change in the overall way of the company working process.



CHAPTER TWO

Methodology for improving management by means of digitalization

2.1. Analysis of the methods and synthesis of a methodology for improving the

management by means of digitalization

In order to adapt methods and synthesize a new methodology, three of the most commonly used
methods for improving management processes in companies have been compared therein. The main
features of the comparison comprise the analysis of the specific objectives of the three methods, the
stages of their course and the necessary resources. The main advantages and disadvantages of their
application are presented for each of the methods, which is the basis for preparing an author
methodology for business process analysis, through a combination of the best advantages of each of the
methods and suggestions for adding new activities to build up a new approach, and to improve

management by implementing business analysis at local level in the digitalization process.

2.1.1. Business process reengineering

The Business Process Reengineering (BPR) aims to create sustainable competition by completely
changing the sequence of activities for implementing a completely new process of organizational
change with a main focus on changing customer satisfaction and providing greater value added for them.
The main purpose of reengineering is to facilitate the company and the implementation of the individual
activities. Simplifying the process by means of digitalization reduces the complexity of activities, which

leads to improved and optimized productivity and increased profits.

To sum up, the individual stages of reengineering through digitalization are testing of the
existing processes and systems, designing new processes and systems, introduction of new processes

and management of the implementation process (Fig. 3).
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Figure 3. Stages of reengineering®

In order to effectively analyze the current processes that take place in companies, they should
be recorded in detail so that the sequence and relationships between the individual activities can be
deduced, because the purpose of the reengineering is not to make improvements in the processes and
activities, but to implement an entirely new process of organizational change. This is the main difference
with the proposed author methodology for partial or gradual improvement of management processes in

the organization, which will be subject to approbation in the next chapter.

2.1.2. Total quality management

The total quality management (TQM) is a method by which the main directions of development
are identified as well as the qualitative changes in the ways of production in the companies, based on
the purpose of providing their customers the products and services that meet their individual needs.

The main features of the Total quality management method are thus accepted planning,
management, control, continuous monitoring and audit, as the company should perform its activities
not only to improve the product quality but also the quality of all activities of the company, including
the work performed by the employees. Thus, the achievement of simultaneous improvement of the
three main components - products, organization and employees is aimed at increasing the efficiency of
the company activities as a whole.

6 Source: author



The assessment of the achieved quality is performed on the basis of three components in terms of

customer satisfaction, financial results and satisfied employees (Figure 4).

Total quality

management
Improving Achieving
C:S;CCOT_er the financial results employee
satistraction of the company satisfaction

Figure 4. Achieving quality using the TQM method ”

The main principles of application of the method are shown in the following graph 1.

Graph 1 Basic principles when applying the TQM method &

*Related to the employees, it
requires their participation
and motivation at all levels
in the hierarchy.

Q u a-l I ty « Customer orientation.

* A process related not only
/ to the improvement of the
product, but also to the
overall service provided.

*Policy making and
achieving procedures by
managers, aiming at total

AC h I eVI n g quality management
quality e e

company regardless of their
position.

7TQM (Total quality management). [online]
http://www.tuj.asenevtsi.com/TQM2009/TQM012.htm

8 Ibid.
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Based on the theoretical comparative analysis, | hereby found that this approach differs from
the methodology applied by the author for several main reasons. The approach does not give sufficient
importance to the business analysis, which in turn is not implemented as a process in the management
decisions either at local or management level. In addition, the method requires pooling all available
resources of the company to limit certain shortcomings in the manufacturing of products and in
optimizing costs, which is expected to achieve mainly the customer satisfaction. Besides the
disadvantage of high budget costs, the method leaves the satisfaction of the company employees in the
background, which is an important point for future developments and opportunities for improvement.

2.1.3. Lean management

Lean Management (LM) or Lean Manufacturing (LM) is a method for improving both
management and business activities in the company, and is related to the need to develop changes in
the processes in regards to planning, production and logistics; Its main objectives are to eliminate
various factors leading to reduced productivity, non-production costs and losses, as well as to an
increase of the speed of processes. That is why, in the main stages of application of the method, there
is a requirement for an initial analysis of the time for production of a single product; analysis of the
possibility for rearrangement of the production process by reducing the transport routes and organizing
in a new way the cyclic production time, as well as elimination of the occurrence of errors.

The ultimate goal of applying the Lean Management (LM) method is to efficiently allocate
resources in a way that reduces losses. In this way the quality of management is improved by providing
timely and complete information to the management body. There are improvements made in all
processes related to the movement of material flows, along with the financial and accounting operations,
which in turn reduces the time for manufacturing and delivery of products, as well as for processing
management information.

This method, however, does not emphasize the business analysis as a factor in tracking
differences before and after the implementation of Lean Management, and what is more, it is not a

cyclic process.



In addition to that, the method assumes in its implementation, a complete change of the previous
processes, which makes another major difference with the proposed author methodology.

Another major criticism and possibility for future improvement of this approach is the
deepening of dependence on suppliers and employees, because the untimely provision of production
materials and delays in production or orders due to sufficient employee team can register production
losses owing to delays in other orders, as well as a decrease in customer satisfaction because of delay
or inability to obtain the desired product.

2.1.4. Methodology for improving the management processes by means of

digitalization focusing on customers

The proposed methodological framework is aimed at the gradual restructuring of the company
and has been developed in the form of an algorithm with successive steps, on the basis of which it is
possible to develop methodology in a detailed form, which allows for going ahead of the competing
companies by means of a complete change of the business processes. This framework has effects not
only on the internal systems in the company, but also outside the company in terms of relationships and
the manner of work with partners and customers. The methodology comprises the application of
successive activities and elements related to the improvement of process management under the

conditions of digitalization:

1. Defining a specific need for change in the management processes, realized by
systematic business analysis at local level.

2. Reaching the confidence by the management team that owing to the change,
there will be results achieved and not least it is necessary.

3. Discussing the project with employees at managerial positions in the company.

4. Defining the objectives for improving the management in the process of
digitalization in view of their compatibility with the short-term and long-term
goals set.

5. Forming a team and schedule by which the process of digitalization will take
place.

6. ldentifying the processes that will be improved.

7. Designing the new processes.



10.

Conducting training of all employees involved in the implementation of the
activities for the digitization of processes.

Implementation of the new processes.

Monitoring and identifying differences, as well as continuing to improve

other processes through business analysis methods.

2.2.Methodology for improving management

The aim of the methodology proposed is to improve the management processes focused on

reorganizing the material, financial and information flows in companies for:

Transition to a management process from functional to process type.

Integrating the business analysis into the organizational structure so that to
enable the employee / department performing it to access the data on the
various processes and to have the ability to synthesize a specific process for

improvement.
Redistribution and use of the available resources in the most efficient way.

Optimizing and shortening the deadlines for providing products and services to

customers and meeting their needs.

Improving the quality in terms of customer service, as well as the products

offered and the employee satisfaction.

Increasing the competitiveness of the company.

The methodology can be considered a cyclical process aimed at changing the main processes

for each company - management and technology to change activities and reduce the risk taken in

performance of the activity.



There are a total of five interrelated business analysis stages (Figure 5):

Analysis ﬁ

Diagnostics
of the results g
Appllfﬁélon of Priorities
and areas

methodology

Changing
activities
and
processes

Figure 5. Stages of business analysis to improve the business processes

by means of digitalization®

Upon applying the methodology and analyzing the results on process improvement, business
analysis should be systematically applied in order to offer further perspectives for future optimization

of the business processes by means of digitalization.

2.2.1. Diagnostics of the current state of processes and activities in the company

The diagnostics of the current state includes a detailed analysis of the organizational structure,
the option of each employee to participate in the processes, identifying the strengths and weaknesses in

terms of company management and the implementation of the individual processes and activities.

% Source: author



2.2.2. Deriving priority areas for optimization of the business processes

Due to the specifics of the activity of each company, the complex solution of the identified

problems in the processes and activities requires the definition of priority areas in terms of:

Development strategy and realization on the market;

change in the manufacturing or creation of new products and services;
development and optimization of the company internal structures;
developing an integrated management system or change of the existing one;
introduction of a Quality Management System;

reengineering in relation to financial flows for the purpose of their

management.

As a result of the identification of the priority areas and the improvement of the management in the

conditions of digitalization what is expected is:

improving the customer service;

reducing the time for performing the usual processes in the company activity;
reducing the number of staff and the ability of employees to process larger
volumes of data in a shorter period of time;

reducing the amount of overall costs for the company.

2.2.3. Changing activities and processes

Before changing the activities and processes, there should be a prepared plan, containing a

detailed description of each expected change with a specific person in charge and a description of the

activities. In view of the possibility of contradictions between the individual employees or between

managers and employees, regarding the benefits of performing a particular activity, it is appropriate to

create a team within the company to make decisions related to the digitalization and change of business

processes and activities. Upon preparing the plan, the employees should be informed about the activities

they expect, as well as about the need for digitalization, and further for the company as a whole. In order

for the employees to be actively involved, they should be motivated to do so. Motivating employees

requires the provision of information related to the company development strategy and the long-term

and short-term goals which have been set, both in terms of improving management processes and in

terms of improving quality.

2.2.4. Analysis of the results from the application of the methodology

Due to the fact that the main priority area of the methodology is to meet the needs of customers



so that they can be satisfied and continue to seek the products and services of the company, the analysis
of the results is based on the feedback provided.

The digitization does not end with a one-time change or improvement of a partial process.
However, it follows the constant market changes, the development of competition, and the customer
expectations as all of the aforementioned require continuous improvement. The company should
therefore adapt more flexibly to the market changes and business development goals by the use of

systematic business analysis.

2.3.Companies which have successfully implemented the various methods to

improve management

The digitalization can change the focus of development of the companies. In the field of production, the
company Promet Steel EAD adapts its work processes through reengineering of the production system
by implementing automation in production. Thus, they managed to implement a program of continuous
operational improvements aimed at reducing costs and increasing production efficiency. In the field of
services, we observe software solutions that reduce employee costs related to customer service and
process improvement. The software companies, in turn, specialize in the development of cloud services.
Microsoft is experiencing increased competition, leading to reconsideration of the development strategy
by creating products which can be used entirely in the cloud network system. DISNEY has become one
of the excellent examples of digital transformation in recent years. The users of the company platform
have access to its latest products. The platform is becoming an indirect competitor to Netflix. This is an
example of creating an additional digital service, which aims to support the main product line, and

subsequently transforming into such.



Conclusions and findings derived from Chapter Two

As the decision to implement reengineering is made entirely by the management team of the
company, they should apply determination and innovative ideas to serve their customers in order to
retain them. The complete change in the company strategy requires a great deal of responsibility, which
the management body might be reluctant to take, as the latter leading to quite a long delay in
restructuring or critical delays, leading to the company gradual lag behind its competition. Another
major disadvantage to be taken into account and which is a field for future development and
improvement is the development of a workplace culture of fear, due to the fact that entire units and
departments can be restructured or reduced. There is a growing risk that the possible improvements
could lead to short-term effects. When applying this approach, it is difficult to analyze the end result of
the customer service. The proposed author methodology takes into account this issue, as further attempts
to limit it.

Additionally, the Total Quality Management (TQM) is characterized by providing high quality
products and complete implementation of this company culture in a way that both work processes and
the manufactured products bearing the company brand and name are a symbol of behaviour and hard
work aiming to increase the customer satisfaction offering better quality products than the competition.
Based on the theoretical comparative analysis, | hereby found that this approach differs from the author
methodology for several main reasons. The approach does not give sufficient importance to the business
analysis, which in turn is not implemented as a process in the management decisions either at local or
management level. In addition, the method requires pooling all available resources of the company to
limit certain shortcomings in the manufacturing of products and in optimizing costs, which is expected
to achieve mainly the customer satisfaction. Besides the disadvantage of high budget costs, the method
leaves the satisfaction of the company employees in the background, which is an important point for
future developments and opportunities for improvement.

The ultimate goal of applying the Lean Management (LM) method is to efficiently allocate
resources in a way that reduces losses. In this way the quality of management is improved by providing
timely and complete information to the management body. There have been improvements made in all
processes related to the movement of material flows, along with the financial and accounting operations,
which in turn reduces the time for manufacturing and delivery of products, as well as for processing
management information. This method, however, does not emphasize the business analysis as a factor
in tracking differences before and after the implementation of Lean Management, and what is more, it
is not a cyclical process. In addition to that, the method assumes in its implementation, a complete
change of the previous processes, which makes another major difference with the proposed author
methodology. Another major criticism and possibility for future improvement of this approach is the
deepening of dependence on suppliers and employees, because the untimely provision of production
materials and delays in production or orders due to sufficient employee team can register production

losses owing to to delays in other orders, as well as a decrease in customer satisfaction because of delay



or inability to obtain the desired product.

The three methods which have been analyzed, however, have their advantages and
disadvantages. The proposed author methodology for improving management, by integration of
business analysis and digitalization, has been developed through a comparative analysis of the methods
for improving processes, their main advantages and disadvantages and deriving a methodology for
change in the management processes. It is necessary to make clear distinction between them so as to
find potential opportunities for improvement. According to the author methodology, there are partial
improvements that can be obtained by using business analysis to improve processes in the organization
in order to digitally transform, reduce costs, improve customer service and employee satisfaction. The
proposed methodology is not a one-time process, but requires systematic business analysis and aims to
improve the long-term processes by digitizing activities to achieve the desired result and the short-term

and long-term goals of the management team as well as following the company development strategy.



CHAPTER THREE

Approbation of the methodology for improving the management in the process of

digitalization in an insurance company.

3.1. Aims, subject, objectives and characteristics of the research

The aim of the empirical research is to approbate the methodology for improving the processes
in management by means of digitalization, revealing problematic areas and providing perspectives and
opportunities for improving the processes via digitalization and application of business analysis. When
applying the methodology, it is expected to conduct a change in the current management processes,
aimed at reorganization of the material, financial and information flows in an insurance company.

The subject of research is the confirmation of the thesis, namely that the digital adaptability of
the company leads to the improvement of the management processes.

The objectives of the research are:

e Establishing the current state.

Identifying the priority areas for improving management processes.

e Determining priority activities and areas through which the change will take
place, depending on the development goals of the company and the current
situation as set forth.

e Applying and approbation of the methodology.

e Analyzing the results and drawing conclusions from the application of the

methodology.

3.2. Methodology

A survey method, an observation method, content and logical analysis of the results have been applied.
The toolbox for the research is characterized by an in-depth analysis of the content and correlations in

the survey.



3.3. Data about the studied company

The studied financial company Lev Ins is one of the leaders in the insurance sector in the country, with
main activity offering almost the whole spectrum of insurance products and services in the field of non-
life insurance. The sustainable development of the company is due to stable growth, portfolio
improvement and risk management. The company was chosen for analysis and research because it has
good practice in the perception of technological changes in order to improve processes and employee
and customer satisfaction. Lev Ins is focused on adapting rapidly to customer expectations for more
affordable and better quality services in the digital world.

3.4. Analysis of the possibility for improvement of processes and their digitalization

The business analysis in the field of insurance sector provides more new opportunities, but also
poses a number of challenges to the company, such as increasing the need for specialized team of
employees, who can extract the valuable information from the databases and thus help make the right
management decisions related to digital technologies.

The digitalization of all processes and activities in the company is periodic according to the needs for

fast customer service

3.5. Possibilities for improving management by means of digitalization

In a highly competitive insurance environment, there is enormous pressure to increase
efficiency and streamline operations because customers can easily be put under marketing pressure.
One successful option for partial improvement of the customer service process is the introduction of the
so-called chatbot on the company website. The chatbot is an online-based computer program for
automated communication with customers, whereby the customer asks a specific question and the
chatbot answers back.

There are many benefits to using a chatbot. The implementation of a chatbot on the Lev Ins

website will allow:



e to obtain valuable information about the consumer demand of the sales
department and the marketing department in the company;

e increased awareness of the clients through detailed directing to the
information requested and further possibility for comparison of advantages
and disadvantages of the different insurance products, offered by the
company;

e providing assistance in processing claims and payments;

e reduced workload of employees in the customer service department;

e providing round-the-clock personalized service;

e cost reduction by reducing the employee team in the service department;

o relatively low investment in the implementation of the tool;

e easy integration with internal systems;

3.6. Application of the methodology

The need for a change in Lev Ins business processes is aimed at improving customer service
time, which, despite the numerous communication channels used, one often has to wait to contact an
operator or wait in the company offices. This requires the improvement of customer service processes
by means of digitization, rather than by hiring more employees. The analysis of the way in which the
management decisions, which are currently made in relation to the process change, has established that
the specific need for change does not require complete reengineering of the status quo in the company,
but rather adaptation of part of the activity related to more effective digitalization through systematic
business analysis and improvement of the customer service. As of the current situation, the quality of
customer service is relatively good, however by improving the management and systematic digitization
of some business processes, it can be significantly improved completely or in stages. The management
team needs to be convinced with the methods of business analysis accounting that improving
management by means of digitalization will enhance the ongoing processes of communication and
feedback. Such adaptation can bring not only direct, but also indirect benefits to the company and the
department that will implement the changed process.

Upon confirming the need for improvement, the information about the change in the processes
has been brought to the attention of the other employees of the company, in order for them to understand
the company strategy for future development, the reasoning why such change is needed, their role in it
and the benefits arising out of this, both for the company and for them in terms of reducing the manual

and repetitive activity.

The defined opportunity for improvement of management via digitalization, as a result of the



initial diagnostics of the current state of digitalization in the studied insurance company establishes the
need to identify priority areas for future development by integrating business analysis as a systematic
approach to data processing and implementation of phased improvements in the digitization processes.
In Lev Ins these are the following:

e customer data analysis leads to better management solutions and improved
service;

e reducing the time of performing various processes related to customer
service;

e reducing the number of employees and the ability of the latter to process
larger volumes of data in a shorter period of time;

e achieving the same or better result with reduced costs.

The next step is to form a team and prepare a draft plan, which will improve the management of
processes by digitalization. In this case, these may be representatives of the Information Technology
Department and the Customer Service Department. Once the plan has been prepared, the company
management team should therefore find an effective way to motivate all employees to support the
process of digitalization and optimization of the activities. The effective communication is an important
requirement for clarifying the goals and nature of the change in the activities of employees. This is the
means by which, the company and the board of directors will overcome the possible resistance from
some employees who find it difficult to accept the changes or are worried about their workplace.

The process, which will be improved by digitalization in an insurance company is part of the
activities related to customer service. The above mentioned, as well as future development
opportunities, must be identified by the business analyst working at local level. Furthermore, the said
analyst, as using a systematic summary of relevant information about the activity and tools provided by
the company in the form of interrelated systems, programs or databases, can present to the management
team a specific proposal for an inefficient process. The final decision for the choice of the improvement
process is taken by the management board. Due to the short time frame, this step is shortened within
the dissertation thesis.

As for designing the new processes, the team thus formed designs the new activities based on
the information provided by recommendations and complaints by customers, using the methods of
business analysis, in order to obtain as much information as possible and thus determine how the
company can improve the current processes of management so as to make it more competitive. The

already established team should conduct training of the other

employees aimed at acquiring knowledge and skills to apply the new requirements and to manage
processes in the most efficient way.

The new process must be thorough in its functionality and system-technical completeness. The



implementation of the improved process, in turn, is part of the adaptation of the company strategy for
digital transformation. Even after the implementation of this process, the business analysis can identify
another possibility to show the cyclical nature of the methodology. The implementation of the new
processes is conducted with the support of the business analysts and project managers. They can
participate in the creation of the new system or program, as well as in the process of the User Acceptance
Testing (UAT).

In a period of one month upon the introduction of the tool on the site, the so established team
analyzes the reactions of customers and the changes in their satisfaction. The business analysts, on the
other hand, can help with benchmarking at local level and track the consequences of the improved
process, since they are very much aware of the data before the project. Using the toolbox provided by
the company, the analyst will have access to the newly generated databases and the opportunity to
identify other activities for future development Owing to the fact that the methodology can be applied
once or cyclically, and the digital transformation is not a one-time process, the created team monitors
the continuous market changes, competition and customer expectations and makes changes in the

digitalization of new processes.

3.7.Results of the study conducted by applying a survey method upon

application of the methodology

In order to measure the evaluation of the effect of management improvement in the company,

the following activities have been performed:

Logical and content analysis of the survey through feedback received from customers on the
effectiveness of service. The survey provided to the customers consists of 14 questions, 13 of which are
of closed-end type and 1 is of an open-end type. The customer answers received from survey are 86 in
total. The survey has been relatively general in formulation so as to logically substantiate the questions
and to get the view and understanding of customers on current issues resulting in feedback and
opportunities for improvement. The company products are targeted at a wide range of consumers, such
as the respondents in the survey, representatives of men and women of a wide age range, with no
restrictions on their level of education and income, whatsoever. The answers of the respondents
regarding the first priority area of the methodology “Improving customer service”, prove the

effectiveness of the latter.

The other priority in the empirical approbation of the methodology is measuring the satisfaction
of the employees in the process of digitalization. Regarding the survey with employees of the company,
it was found that the majority of Lev Ins employee team has been working in the company for an average
of about two and a half years, which shows a relatively slow turnover of staff, which is important
because the employees know their work activities and processes in detail, and respectively can give a

relevant assessment of the improvements made. The results of the analysis show that the process of



improving management in digital conditions will be perceived as much more successful by employees
provided that the business analysis is directly integrated in the identification of problematic areas and
processes. According to the employees, analyzing the data to a specific process or department would,
contribute significantly to the management decisions. This makes the target business analysis an integral
part of improving processes by means of digitalization. The need for clearer communication on the part
of managers to motivate each employee and appreciate their personal role in achieving the company
mission was also highlighted as insufficient process and a field for future improvements.

By analyzing the results of the survey with the aid of business analysis, it was confirmed that it
has cyclical nature, namely that the methodology may lead to further changes based on the weaknesses
identified by business analysts. In this way, it is possible to define further processes for improvement,
which leads to a gradual adaptation of the strategy and management processes by digital transformation.

3.8.Findings and conclusions of the study

The researched sample is representative, however due to the large limitations on the specifics
of the company under approbation, the results of its implementation can only apply to insurance
companies with similar characteristics in terms of size, number of employees, degree of information,
adaptability and market focus on private customers. The approbated methodology does not claim
universal applicability.

As a result of applying the methodology there is the established possibility of using a digital
chatbot tool in order to find solution to current management problems, namely insufficient opportunities
for communication with customers, the inability to analyze their desires in a timely manner and the
ability to increase employee satisfaction, i. e. inefficient use of the information flows. The benefits of

using the application for customers are:
e Easier orientation when searching the required information regarding the

products offered by the company.

e Providing faster service due to the limited waiting time for a call with an
available employee from the Customer Service Department.
e Accelerated process of providing information due to saving the last search the

users have made and their referral to new information.

The benefits of introducing the tool for the company are as follows:
e Low cost of time for implementation of the tool for digitalization in part of
the business processes and low initial investment.
e FEasy integration of the tool with the assistance of a business analyst and the
provided internal systems in the company.

e Increasing customer satisfaction.



e Obtaining synthesized information and trends analysis of the information
searched by the customer.

e Increasing the employee satisfaction due to reduced workload of the
customer service department.

e Collection of a database by means of a chat bot, cookies, etc. and possibility

for analyzing the customer behaviour.

e Possibility for identifying future improvement processes through the cyclical

methodology and the analyzed results of the customer feedback;

The proposed methodology includes the performance of at least 10 interrelated activities. The
application of the methodology as a cyclical process aimed at changing the main processes for each
company - management and technology to change activities and reduce the risk taken in performance
of the activity. Therefore, its application will limit the implementation of independent activities by the
individual structural units and the efforts will be focused on a comprehensive management process
aimed at the activities of employees, information technologies and improving customer service.

The approbation of the methodology proves by means of content analysis of the conducted
survey that the employees would be more satisfied if the company accepted the methodology proposed
by the author. By deploying business analysts in the departments at local level, they can contribute with
relevant information summaries, analyzes, and specific suggestions for improving management by
digital transformation. During the working process, the employees do not have the time and knowledge
to independently analyze large volumes of data through various economic and statistical methods. These

employees must have the so-called business intelligence.

These are not only the above mentioned specific business skills, but also the data analysis tools
provided by the company. For instance, they be various programs for analysis of large volumes of data,
designing simulation of scenarios and trends, analyzing current results comparing them with previous
periods. The employees would perform their work duties more effectively knowing that the company
is interested in their level of satisfaction and that the management team is looking for ways to make
their work easier and more efficient. The automation of the same and often repetitive activities would
lead exactly to such an effect.

The analysis of the results from the application of the methodology for improvement of the
management processes in Lev Ins shows that the goal set has been fulfilled, namely both the customer

service and the satisfaction of the employees in the company have been increased.



Conclusions and findings derived from Chapter Three

Practical steps for realization of the methodology have been developed and researched,

presenting the ways for analysis and interpretation of the results at each stage. An empirical research

has been conducted in regards to the impact of the business analysis in digitalization and improvement

of management in an insurance company. Based on the application and approbation of the methodology,

as well as content analysis of the theoretical framework and results of the survey methods and

monitoring of a particular enterprise, the following conclusions can be reached:

Lev Ins is focused on digitalizing its processes in order to adapt rapidly to the
customer expectations for more affordable and better quality services in the
digital world.
In the process of applying the methodology it was found that despite the
introduced automated processes for some of the communication channels,
part of the communication with customers remains to a large degree personal
or with a delayed response, which creates huge pressure for increasing the
efficiency and streamline operations. Therefore, a successful option to find
solution to the problem of customer service is the introduction of the so-called
chatbot on the company website.
The identified opportunity for improving the management in digital conditions,
as a result of the initial diagnostics of the current state of digital and
information continuity in the studied insurance company further establishes
the need to identify priority areas for future development via digital
adaptability of a modern company keeping up with the current trends, that is
to say:

o improving the customer service;

o reducing the time of performing various operations related to

customer service;
o reducing the number of employees and the ability of the latter
to process larger volumes of data;

o cost reduction;
Once the plan has been prepared, the manager of the company should
therefore find an effective way to motivate all employees to support the
process of digitalization. The effective communication is an important

requirement for clarifying the goals and nature of the change. This is the means by



which, the company and the board of directors will overcome the possible resistance

from some employees who find it difficult to accept the changes.
Based on the application of the methodology, new digitalization activities have
been identified as follows:

o Introduction of the chat-bot tool.

o Connecting the tool to the company customer database.

o Analyzing the information received from users.

o Automating the customer service process.

The analysis of the effectiveness of the change of the processes in terms of
customer satisfaction shows the following:

o frequent use of the products, high satisfaction with the quality and
positive opinion regarding the expectations from the products and the
ones actually received;

o 54% of the respondent customers in the survey are satisfied with the
digitalization of the processes in the company in terms of customer
service by introducing a chatbot in the various communication
channels.

The satisfaction of Lev Ins employees is high. 42% of employees are satisfied
with their work and 24% are completely satisfied. The proposal of the author
of this scientific work is to motivate the rest of the employees in the company
for more efficient implementation of the changed business processes.

The company is willing to continue the digitalization of processes and activities,
working in the direction to offer more and more products and a full online
service. As of the current situation, part of the digitalization is hindered due to
legal requirements for preparation of some of the documents necessary for
concluding insurance policies on paper and the mandatory use of stickers.
Provided that this regulation is no longer in effect, the digitalization process

will be accelerated.



Conclusion

The digital transformation and the resulting innovations of the business models radically change
the expectations and behaviour of consumers, putting enormous pressure on the traditional forms of
corporate management. The business analysis is an integral part of the proper use of information
technology. It is a key factor and requirement for the perception of the large volume of data that the
company has and is consequently used to create new business opportunities by improving the existing
management processes, such as control, decision making or business relationship management. In
addition to the above, it serves to synthesize ideas for improving key areas in management. By means
of digitalization, the companies apply digital technologies to improve the existing relationships, which
allow more effective coordination between activities and create additional value for customers by
improving the service offered. Hence, the digitalization process in the company cannot be effectively
implemented without systematic analysis of data and work processes. The business analysis is not
focused only on cost savings or used solely in digitalization. It is a powerful tool that comprises
management improvements, customer and employee benefits.

The analysis of management process is the study, summarizing and deriving various corporate
operations and activities, classified into a series of interrelated tasks or events with a specific end goal.
The analysis of management process uses a number of tools and methods to examine these processes in
a variety of ways and to monitor their effectiveness and performance. The results of the business
analysis, providing information about the customer behaviour, allows the company to make complex
decisions based on surveys, logical analysis and method of observation. The automation of processes
eliminates the repetitive activities and uses analytical data from the business analysis, combining them
with different tools to improve management. Given the innovative use of technology, the business
analysis must focus on the overall user experience and use flexible analysis techniques to derive
information on the availability of the value added. Consequently, the business analysts in companies
should respond in an adequate manner to the increased expectations and help their companies effectively

implement their digital transformation.

In conclusion, the original thesis has been confirmed, namely that the systematic business
analysis is a highly efficient management tool for achieving flexibility and adaptability in insurance
companies with characteristics similar to the one studied hereto. By using the survey method, the
observation method, the content and logical analysis there have been practical conclusions and
recommendations summarized and related to the application of business analysis as a tool for decision
making in the process of digital transformation, as well as for adapting management in terms of existing
or implemented digitalization. The factors contributing to successful digitalization, business planning
and transformation of business processes have been identified, as well as the stages of business analysis
depending on the adopted methodology, including a set of principles for understanding which methods
or practices to apply to the improvement of a complete or partial process.

The ability of the company to improve management by digitalization is presented on the basis



of key areas for improvement - consumer behaviour, employee satisfaction and business processes. The
major factors driving the need for digital transformation are also derived through business analysis and
are adapted to the goals of the organization. The transformation of the business processes by means of
digitalization is presented on the basis of changing the interrelated elements of a business model,
organizational structure, digital skills of the employees, digitalization of business processes and the
creation of digital channels for interaction.

In the contemporary technological world, the issue of improving corporate management is an
extremely topical issue, both for the Academia and for the majority of companies aiming at stability,
competitiveness and high quality. The increased satisfaction of employees and customers, when
coinciding with the goals of the organization, leads to additional advantages of both tangible and
intangible assets for the company.

The conducted theoretical and empirical research will contribute to the current information and
the scientific community and will increase the horizon of the issues researched. Due to the significant
scientific interest, a more detailed analysis of the topic is a future opportunity for further development
of the scientific field of management by establishing new relationships and dependencies with factors

in digitalization, business analysis and decision making.



[l REFERENCE ON THE MAIN SCIENTIFIC AND APPLIED SCIENCE CONTRIBUTIONS IN THE
DISSERTATION THESIS

The dissertation contains several main scientific contributions:

The first contribution is a methodology developed by the author to improve management in
terms of digitalization of business processes. By the use of a comparative analysis of the methods for
improving management decision-making processes, their main advantages and disadvantages, there is
a developed methodology for changing the management processes and using business analysis to
improve the processes in the organization to digitally transform, reduce costs, improve service of
customers and employee satisfaction.

The proposed methodology includes the performance of at least 10 interrelated activities. The
application of the methodology is a cyclical process aimed at changing the main processes for each
company - management and technology to change activities and reduce the risk taken in performance
of the activity. Therefore, its application will limit the implementation of independent activities by the
individual structural units in the company and the efforts will be focused on a comprehensive
management process aimed at the activities of employees, information technologies and improving
customer service.

The aim of the methodology proposed is to conduct a change in the business processes focused

on reorganizing the material, financial and information flows in companies for:

e Transition to a management process from functional to process type.

e Simplifying or improvement of the organizational structure.

e Redistribution and use of the available resources in the most efficient way.

e Shortening the deadlines for providing products and services to customers
and meeting their needs.

e Increasing quality in terms of customer service, as well as the products
offered and the employee satisfaction.

e Increasing the competitiveness of the company.

The second contribution is related to the development and research of practical steps for
realization of the methodology, presenting the ways for analysis and interpretation of the results at each
stage. An empirical research has been conducted in regards to the impact of the business analysis in
digitalization and improvement of management in an insurance company. Opportunities and
perspectives for digitalization of the individual processes in the organizations are presented, as well as
proposals for using the business analysis for data extraction, necessary for the realization of

improvements.

The key factors for successful management of a modern organization using business analysis



and digitalization have been identified, extremely necessary for the companies that are willing to keep
up with the new trends and be adaptable to the changes of the decade and not least would like to retain
a competitive advantage over the others.

Third contribution. There have been practical conclusions and recommendations made in
terms of the application of business analysis as a tool for decision making for digitalization of business
processes, as well as for adaptation of the management in conditions of a current or already realized
digitalization. The factors having an impact on the successful digitalization, business planning and
transformation of the business processes have been identified, as well as the stages of business analysis
depending on the adopted methodology, including a set of principles for understanding which methods
or practices to apply to the improvement of a complete or partial process. What has been clarified is the
application of business analysis in modern companies within a project or organization.

The opportunities for digitalization of the companies are presented on the basis of the three
areas of main activities - consumer behaviour, business processes and business models. The major
factors driving the need for digital transformation are also derived through business analysis and are
adapted to the goals of the organization.

The transformation of the business processes by means of digitalization is presented on the
basis of changing the interrelated elements of a business model, organizational structure, digital skills

of the employees, digitalization of business processes and the creation of digital channels for interaction.
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