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. OBLUA XAPAKTEPUCTUKA HA AUCEPTALMUOHHUAT TPY/,

MaHaemnata COVID-19 npomeHn 6GAHKOBMA CEKTOP B OrpoMHa CTeneH.
TpagMUMOHHMAT noaxod Kbm HGaHKOBUTE MPOAYKTU U YCAYTU, KbM TPASULNOHHUTE
paboTHM MecTa W npouecu e MNOANOXKEH Ha CepuosHU npeau3BUKaTeNcTBa.
MpucnocobABaHeTO Kbm HOBAaTa PeasiHOCT, Cb3haAeHa OT NaHAemuATa, AoBeae A0
peguua npomeHn B busHec npouecuTe B HaHKUTE - yBeAnYeHaTa AUIMTAaAN3aLMA Ha
NPOAYKTU, YCNYTN N OPraHU3aLMOHHM B3aMMOOTHOLIEH WA, MPeaU3BUKATENCTBOTO KbM
TPAAMUMOHHOTO PaboOTHO MACTO M YOBELIKUTE pecypcu M Halh-Beye Bb3XOA Ha
NepcoHanM3npaHnTe pelleHnsa, OPUEHTUPAHM KbM KAMEHTA, KOMTO BEYE MMa MHOIO
NO-BUCOKWN M3NCKBAHWA KbM BCUYKW YCIYTU U NPOLYKTU, BKAKOUYUTENHO GUHAHCOBUTE.

BaHKOBMAT ceKkTop TpsabBalwe Aa NnpomeHU paboTHMA cu pexknm ByKBasiHO 3a
AHW - OT paboTta B odpuca Kbm pabota oT BKbwM. To3un npouec bewe cbNbTCTBAH OT
CEePUO3HM NPOMEHU, KOETO 3a TPAAULMOHHO KOHCEpPBAaTUBEH CEKTOP KaTo GaHKOBUSA
bewe HaAUCTMHA TroONsSIMA OPraHU3aUMOHHA, TEXHONIOTMYHA W MNCUXONOrMYecKa
TpaHchopmaums.

ToBa, KOETO CEKTOPBT UCKaLLe Aa HanpasBu Npes nocnefHnUTe HAKONKO rOgMHM,
OMUTBAMKW Ce Aa NPeAoCTaBU AUMUTANHU PELUEHUA U ga CTUMYINPA KINEHTUTE Aa
paboTtat aurntanHo, COVID-19 ro nocTurHa camo 3a HAKONKO meceua. 3a KINEHTUTe
Ha 6aHKUTe npomaHaTa bOewe p[gpacTMyHa - OT OaHKMpaHe B KAOHOBeTe [0
ANCTAHUMOHHO 6aHKMpaHe, NpemuMHaBaHe KbM KOMYHMKauMAa C OaHKMTe upes
OUTUTAaNHU KaHa/M WAU KOHTAKTHW LUeHTpoBe. M3Mnon3BaHeTo Ha AUruTanHuTte
6aHKoBW KaHanu ce yBenmuu ¢ Hag 20% npe3 2020 r. cnopepn HabatoaeHnaTa Ha BHB.

MpouecuTe Ha AUrMTanM3aumsa Ha baHKoBUTE yCayru Beyve baxa 3anovyHa n BbB
dMHaHCcOBaTa MHAYCTPUA, HO Ce HaNnoXu Aa 6baaT YCKOPEeHW ApacTUYHO npes
nocnegHuTe roanHU. baHkUTe 3anoYyHaxa Aa NPaBAT U3KAHYUTENHUN NO KOJIMYECTBO U
KauyecTBO TEXHO/IOTMYHN U GUHAHCOBU MHBECTULMMK, 33 Aa NPeaoKaT MHOBATUBHU U
KOHKYPEHTHW YCAyrM, C KOMTO Aa CneyenaT U 3aabpKaT BCE MNO-B3UCKATENHUTE
KANEHTU. BbBeXXAaHEeTO Ha U3KYCTBEH UHTENEKT B HaHKOBUTE yCAyrn ce NpesbpHa B
Hali-MHOBATMBHATA CTPATErnyecka Le, KoATo OCUTypsiBa KOHKYPEHTHO NPeaAnMCTBO.

KOHKypeHuMATa e ApyroTo OCHOBHO MpeAu3BUKATeNcTBo npesn 6aHKoOBUA
cekTop. baHKuTe npepnarat Bce Nnoseye MHOBATUBHU PELLUEHUA, HO OT NO3ULMATA HA
nasutenn Ha ¢UHAHcoBaTa CTAabMAHOCT, cna3BalkM peauua perynauunu, Koeto rvm
npasu no-6asHU. PUHTEX KOMMNAHUUTE Ca MHOMO MO-MbBKABW, HO TPYAHO MoraTt Aa
npeanoxat mawab n pasHoobpasne oT CUrypHU yCayrn. BaHKUTe ce KOHKYpMpaT, HO
N TbPCAT KoonepupaHe ¢ GUHTEX MHAYCTPUATA, 3a A3 MOraT Aa NpenocTaBAT Ha



KANEHTUTE CU B6bP3K, CUTYPHU U LLEHHW 33 TAX YCAYTU, HAAXBBPAALM rPaHMLUTE Ha
KOHBEHUMOHANHOTO bGaHKMpaHe. He no-manko npeaM3BUKaTeNCTBO Ce OKasBa U
npoTuyallaTa KoHcoAMAauMa B 6OaHKOBMA CEKTOp B pe3ynTaT Ha 3acu/eHaTa
KOHKYpeHLMA.

3a 0a mozam 0a omzoeopam Ha 2opernocoyeHume npeou3suKkamesncmea u
HA KAueHMCKume o4akeaHus b6aHKume npomeHAmM U ycbe8bpuwieHcmeam ceoume
6u3sHec npoyecu. bnsHec NpouechbT M NPOLECHMAT NOAXOA Ca MHOro pa3paboTBaHa
Tema B Hay4yHaTa AnMTepaTypa M B NPAKTUKaTa U 3a TOBA CBMAETE/ICTBA HEMPEKbCHATO
HapaCcTBAWMAT Hay4YeH U NPAKTUYECKM MHTEpec KbM npobnemaTuKaTta, CBbP3aHU C
6um3Hec npouecuTe. KOHKYpeHTOCNOCOBHOCTTa M peHTabuaHOCTTa Ha KOMMNAHWATA
3aBMCAT CUNIHO OT HEMHUTe BM3HeC NpoLecK, a pelaBaHeTo Ha Npobaemute c GBusHec
npouecuTe MoXe Aa AoBeAe A0 yBeMYyaBaHe Ha Y4,0BETBOPEHOCTTA HA K/IMEHTUTE U
HamanfaBaHe Ha BPeMeTo U pasxoguTe. YCbBbpPLIEHCTBAHETO Ha Bu3Hec npouecute e
Aobpa HayyHa WM npakTMYecKa OcCHoBA 3a nopobpssaHe Ha 6u3Heca Ha epHa
opraHusauma Kato uano. [lpouecute TpabeBa [a ce M3NBAHABAT ePMKACHO W
epeKTMBHO M Aa ce ynpaBnsBaT No edPeKTUBEH HauyuH. YnpaBneHMeTo Ha 6u3Hec
npouecuTe UMa LLeHTPaIHa poas B Cb34aBaHETO Ha KOHKYPEHTHO NPeauMCTBO KaTo
noaxon, 3a NOCTUraHe Ha OPraHW3auUMoOHHA LLeN Ypes YCbBbPLUEHCTBAHE, yNpaBieHne
M KOHTPON HA OCHOBHWUTE OM3HEC npouecu, a emnUPUYHUTE Un3cnenBaHus
NOTBbPXKAABaT MNOJIOKUTEIHATA BPb3Ka MEXKAY YNPaB/IEHMETO N YCbBbPLUEHCTBAHETO
Ha 6M3Hec npouecuTe 1 ycnexa Ha busHeca.

Nangemnata COVID-19 u npegmnsBnKkaHata OT HeA YCKOpPeHa AuUrMtanmsauua
3acerHaxa ApactMyHo Bu3Hec KOHTEKCTa Ha BCUYKM OM3HEC opraHu3aumm no cBeTa,
HEe3aBMCMMO OT CEKTOpPA UK pa3mepa UM. 3a ga oueneaT, opraHM3auumTe 3anoysar
Aa MUCNAT CTpaTernMyeckn 3a pesyntatute oT pabotata cu cnep nepuoauTe Ha
NaHAEeMUATA, KOETO 3a4b/IKMTENIHO BK/IIOYBA YCbBbPLUEHCTBAHE Ha TexHUTe HBU3HecC
npouecu. Mo To3n HauyuH NnaHaemuaTa, bypHaTa AUrMTaNn3auUnAa U BbBEXAAHETO Ha
N3KYCTBEH MHTENEKT HOCAT 6bp3M M HEOYAKBAHM Bb3MOXKHOCTU 33 NpepasrnexaaHe
Ha PYTUHHM ONEepaLun U CbYEeTaBAHETO MM C MHOBALMKN. 10 OTHOLWEHME Ha KU3HEHUA
LMKDbA HA KOHKpeTeH Bu3Hec npouec, 3acerHaT oT NaHAEMUATA U OUTUTANN3aLMNATA,
OpraHM3auumTe ca NPUHYAEHU 4@ MUCAAT KPeaTUBHO, KOETO BOAM A0 CbYyeTaBaHe Ha
YCTAaHOBEHMUTE NPAKTUKU U CTaHAAPTM C MHOBATUBHU N N3CNeA0BaTE/ICKU AENHOCTH.

TbKMO Ta3nM HeobxoAMMOCT OT cbY¥emasaHemo HA HOB0MO MO3HAHUE U
mpaduyuoHHume OeliHocmu npedonpedensa pasz2nexoaHemo HA eceku busHec
npoyec 8 KOHMeKCMA HA Op2aHU3AYUOHHAMa ambudekcmpus, KOATO npeanonara
efHakKBo A06po bopaBeHe C KOHBEHLMOHANHUTE OnepaLmnm n ¢ HEKOHBEHLUMOHaHNUTE
MHOBaLMKN. TO3M KOHTEKCT Npeanosiara yCbBbpLUIEHCTBAHETO Ha BM3HecC npouecuTe Aa



6'b,£|,e n3yAano HUHTErpnpaHo C MNOHATUETO 3a KOHCTPYKTUBHO WAU MNONOXKUTENHO
OTK/IOHEHME OT PYTUHHUTE onepauun. ChegosaTeNIHO NAHAEMUATA, AUTUTaAMU3aLMNATA
M HaAB/IN3aHETO Ha WU3KYCTBEHUA UHTENEKT HE CamMO NpPpUHyauxa, HO WU [Aan0Xa
Bb3MOXHOCT Ha OpraHuUsauuunTe Aa EKCNEPUMEHTUPAT 4Ype3 CbYeTaBaHE MeXAay
TPaaAnuUnMoHHUTE onepaunn N UHOBAaTUBHUTE U3CNeadBaHUA.

Ha 6azama Ha nocoyeHomo domykK e uzeedeH 0CHO8HUAM npedmem u obekm
Ha u3cnedeaHe, d UMEHHO:

Mpedmem Ha HACTOAWOTO HAYy4YHOTO M3C/eABaHE € YCbBbPLIEHCTBAHE HA
H6uM3Hec npouecuTe B KOHTEKCTA Ha OpPraHn3aLMoHHaTa aMbuaeKCTPUA B yCNOBUATA HA
AVUIUTaNHa TpaHchopmauMA W  BbBEXKAAHE HA W3KYCTBEH WHTENIEKT W Nog
Bb34ENCTBMETO Ha ¢aKTopu KaTto naHaemuAta ot COVID-19, KOHKypeHuuAaTa u
KOHCOMMAaumuATa B GaHKOBMA CEKTOP, MOArOTOBKaTa 3a B/AM3aHe Ha bbarapua B
eBpo3oHaTa, ESG (eKonornMyHu, coumanHu 1 ynpasaeHCKWU) perynauumte U peauua
APYrM KaKTO BbHLUHM, TaKa U BbTPELLHM 3a HaHKaTa ¢paKTopw.

Ob6ekm Ha HaCTOALWMAT ANCEPTALMOHEH TPYA € eAHa OT BoAewmTe 6barapcku
TbProBCKM BaHKK, KOATO Npeaaara NPoAYKTU U YCAYrM Ha BU3HEC KAUEHTU U rpaxKaaHu
— MUKPO, CPeaHM W MaNKu MpeanpuATUA, FONEMU KOPMOPATUBHU KAWEHTU W
MHCTUTYUUM KaTo ce ¢OKycupa BbBPXY AUTMTanu3MpaHe, BbBeXJaHe Ha HOBMU
TEXHONOTMU U U3KYCTBEH UHTE/IEKT U NpeasiaraHe Ha OCHOBHW BAHKOBW YC/YTU, KaKTO
N UHBECTULMOHHO BaHKMpaHe.

OcHOBHWUTE Npeau3BMKATENCTBA, Npes KOMTO e u3npaBeHa OaHKaTta, ca
MKOHOMMYECKATa CUTyauWA, 3acuUIBaHE Ha KOHKYPEHUMATA M TEXHONOTUYHUTE
NPOMEHW, BLBEXOAHETO Ha HOBWM perynauum, nosasaTa Ha Kubep 3annaxu 3a
CUTYPHOCTTa Ha BaHKOBUTE AAHHWU U aKTUBUTE Ha KAMEHTUTe , naHaemunata COVID-19
n peguua Apyru. baHkaTa pearnpa no BceobxBaTeH HauYMH KbM BAHKOBUTE HYXKAM Ha
KAMEHTUTE CU U Ce MO3ULMOHMPA KATO YacT OT MHTerpmMpaHa ¢puHaHcoBa rpyna. Tosu
WHTEerpuMpaH Mmoaen npeasiara Ha KAMeHTUTe Non3aTta oT BceobxBaTHa, NpeaoCcTaBALL
Ce Ha e4HO MACTO yCayra, KOATO UM NO3BOABA A3 U36MpPAT OT NO-LWIMPOKA, AONBb/IHEHA
M ONTUMM3MPAHA rama OT NPOAYKTU K ycayrn. MogensT npeanara rpynosuTe Noasu B
ycnoBuATa Ha amBepcMdmKauma Ha AOXO4M M PUCK, MOTEHUMan 3a AOMbAHUTENHU
npoAa*Kbu upes MHTEH3MBHO CbTPYAHMYECTBO MeXay 6aHKOoBUTE AUCTPUBYLMOHHMU
KaHaNM M 3HAYMTENIHM CNecTABAHUA Ha pa3xoau. baHKaTa ce cTpemun Aa ocurypsBsa Ha
KAMEHTUTE CU  BB3MOXKHOCTTA JAa NOAy4YaT UANOCTHM  AUTUTANU3UPAHU U
nepcoHanusmpaHn OGUHAHCOBM pelleHua, KOeTo OT CBOA CTpaHa BOAM A0
HeobxoAMMOCTTa OT YCbBbpPLIEHCTBAHe Ha 6u3Hec npouecute B 6HaHKaTa U
npeogonABaHe Ha peaumua Npeau3BUKaATeNCTBA B Ta3W HACOKa.



OcHosHama Hay4YHa me3da Ha 6ucepmauu0HHun mpyd €, Ye CbulectByBa TACHaA
BPb3Ka mexXay YCbBbpPLWEHCTBAHETO Ha b6usHec npouecuTe B €aHa TbProBCkKa 6aHKa n
NOCTUTaHETO Ha 3HA4YMM yCnex B HEeMHOTOo afanTnupaHe Kbm 6'bp30 pa3BuBallaTa ce
TEXHONOMNM4YHa KOHKYPEHTHa cCpeaa M noa HATUCKa Ha d)aKTopM Kato rnobanHa
naHAeMnA N HapacTBaln USNCKBAHNA U perysiaunn, CBbpP3aHM C yCTOﬁqMBOCTTa.

Ypes nocturaHe Ha NPOLLECHO-OPUEHTUPAHO YNPaBAEHNE U YCbBbPLUEHCTBAHE
Ha 6M3Hec npouecuTe ce NOBMULIABA HE CaMO OpraHW3auMOHHaTa M onepauMoHHa
epeKTUBHOCT Ha 6aHKaTa, HO M BbH3MOXKHOCTTa 3a pPasBUTUE Ha U3CAeABaHUATa U
MHOBaLMMUTE BbB BCEKN eINH OT busHec npouecute. MNpunaraHeTo Ha OpraHU3aLMOHHa
aMbuaeKcTpus, KOATO BKAKOUYBA eHAaKBO CMHO BopaBeHe KaKTo C onepaunnTe, Taka
M C MHOBALMWTE, Ce ABABA KNOYOB (aKTOp 3a ycrnexa Ha NpPOoLEeCHO-OPUEHTUPAHOTO
ynpasieHne Ha 6aHKaTa M 3a CMOCOBHOCTTa Ha MEHWOXMbHTA M Aa nocpellHe
rnobanHuTe npegms3BMKaTeNCTBa.

OcHosHama yen Ha ducepmayuoHHUA mpyo e fa ce m3caeasa n 0606wm
OpraHM3auMoHHaTa Teopus KaTo MEeTOAO/IONMYHA OCHOBA 33 YCbBbPLUEHCTBAHE Ha
6u3Hec npouecuTe B TbProBCcKa 6aHKa M B pe3ynTaT Ha TOBa [a Ce KOHCTPyMpa,
nscneaBa n obocHose Mooden 3a ambudeKCMbpPHO ycbBbpuwieHcmeaHe Ha busHec
npoyecume 8 6aHKoO8a Op2aHU3AYUS.

3a nocmuz2aHemo ii e Heobxo0umo 0a ce U3nvaAHAM cnedHuUme 3a0ayu:

1) pa ce HanpaBW TeopeTUYEeH npernes Ha OCHOBHUTE MOHATUA, CBbP3aHU C
yNpaBAEHNETO U YCbBBPLLIEHCTBAHETO Ha NpoLecuTe B OpraHM3aumaATa;

2) pace uscneaBa TeOpUATa Ha OpraHM3aUMOHHATa aMbUAEKCTPUA U HEMHOTO
NPUNOXKeHUe B BU3HEC NPOLLECHOTO YCbBbPLUEHCTBAHE.

3) pace 0606WAT M oNULWAT OCHOBHUTE BU3HEC nNpouecy B baHKaTa 1 TAXHOTO
ynpasieHune

4) pa ce u3cneaBaT OCHOBHUTE METOAM 33 YCbBBbPLIEHCTBAHE Ha GaHKoBUTE
6usHec npouecu

5) pa ce npeacTaBM M aHANM3MPA METOZ 3a YCbBbPLUEHCTBAHe Ha busHec
npouec B 6aHKa c ambMaeKCTbpeH aHaNU3

6) oa ce KOHCTpyupa wuscnemoBatenckm Mogen 3a ambuaeKcTbpHo
YCbBbpPLIEHCTBAHE HA 6M3Hec npouecuTe B HaHKa, KOMTO naeHTUdMUMpa
KNHOYOBUTE BbHLIHM U BbTPEWHM (aKTOPU Ha Bb3AENCTBME, MHTErpupa
EKCNI0aTaUMOHHUTE U EKCN/IOPaUMOHHMTE Mpouecn U u3cnenBa
HeobxoAMMOCTTa OT yrpaB/ieHNEe Ha HOBUTE 3HaHWUA U YyMeHUA B baHKaTa.

7) 4ype3 meToda Ha nabopaTopHMA eKCcrnepumeHT ga ce anpobupa Mogena 3a
ambUaEeKCTbPHO YCbBBLPLUEHCTBAHE Ha OM3HEC npouecuTe B TbProBCKa



6aHKa; Oa ce M3cnedBaT M PasKPUAT Bb3AEWCTBMATA Ha BbHLIHWTE 3a
6aHKaTa M BbTPEWHM GaKTOPU B KOHCTPYKLMATA 33 YCbBbPLIEHCTBAHE Ha
6u3Hec npouecuTe;

8) AJa ce noTBvpaAT WA OTXBBPAAT NETHAAECET aABTOPOBU XUNOTE3WN,

9)

dopmynmnpaHu Ha 6as3aTa Ha EKCNEPTHU OLLEHKM M Ha aHKETHO MpoyyBaHe
cpen, BUCLWUIMA MEHUAXKMDBHT B LLEHTPANHOTO ynpaBaeHue Ha baHKaTa 1 cpeg,
CNYKUTENUTE B KNOHOBATa MPEXKA;

fa Cce HanpaBAT u3BoAM, 0a3MpaHM Ha MOAyYeHUTe [AaHHW, 3a
NPUNOXMMOCTTa Ha Mogena 3a aMbUAEKCTbPHO YCbBbLPLIEHCTBAHE Ha
6usHec npouecuTe B TbProBcka HbaHKa.

3a nocTuUraHe LenmTe Ha Hay4YHOTO n3caeaBaHe e npuaoXxeHa Memodonoeun,

ype3 memoda Ha nabopamopHua ekcniepumeHm pa ce anpobupa Mopgena 3a

aM6M,CI,eKCT'prO YCbBbPLWEHCTBAHE Ha 6u3Hec npouecnuTe B TbProBCKa 68HKa; Aa ce

M3cnenBaT U PasKpPUAT Bb3AEMCTBMATA HA BbHLWHMTE 33 6aHKaTa U BbTPELHN paKTopK

B KOHCTPYKUHMNATA 3a YCBbBBbPLIEHCTBAHE HA 6usHec npouecure.

AnpobupaHa e meToauKaTa yYpes3 u3non3saHe Ha 6oraT Habop OT meToau M

MHCTPYMEHTU, KOATO 06XBalLa:

1) nposexgaHe Ha UHTEPBKOTA C eKCNepTn C Len yCtaHoBABaHE Ba/MAHOCTTA Ha

2)

3)

Mopgena 3a aM6MAEKCT'prO YCbBbpPLWEHCTBAHE HaA 6u3Hec npouecuTe,

nposexgaHe Ha pa3wnpeHn UHTEPBKOTA C eKCneptn C uen MU3ACHABAHE Ha

Bb3MOXHUTE BBIMNPOCH, HEO6XOAVIMM 3a nNpoBeXaaHe Ha aHKETHO NPOoy4YBaHeE;

nposexXgaHe Ha aHKETHO Mnpoy4yBaHe C eKCneptn OT K/AOHOBATA MpeEeXKa Ha

6aHKaTa 1 oT UEeHTPa/THNA MEHUOXKMDBHT,

4) CTaTUCTUYECKN aHA/IU3 HA NONAYYEHUTE pPE3yNTath U CbOTHACAHETO UM KbM

NOCTaBEHUTE OT aBTOPaA HAa Tpyda XUMNMOTE3N.

HactoAweTo nscnensaHe e orpaHMYeHO No Bpeme, MACTO, obxBaT u METOAUKa.

N3cnenBaHeToO BbB BPb3Ka C YCbBbPLUEHCTBAHE HA b6usHec npouecnTe B KOHTEKCTA Ha

opraHmMsauMoHHaTa ambupgekcTpua (Ha nNpumepa Ha Bogella TbproBcKa baHKa) e

nposeAeHo B npoabaxKeHue Ha 10 meceua npe3 2023 r. Ha TepuUTOPMATA Ha eaHa

Bogewa 6bArapcka TbproBcka 6aHKa. ABTOPBT Ha AWCEPTALMOHHUA Tpya, € B3en

npeasua,

B mn3cneagBaHeEToO BCUYKM BB3IMOXKHM  OrpaHn4YeHuA, CBBP3aHU C

KOHOMAEHUMANHOCTTA Ha HAKOM 6aHKOBM BbBTPELWHWM NpaBuna, nNpoueaypu,

AOKYMEHTU N U3TOYHMLM Ha MHPOpMaLmA.
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. U3NOXEHUE HA ANCEPTALUUNOHHUA TPY/

1. NDbPBA ITIABA: TeopeTMyHa pamKa Ha U3cCneABaHeTO - yripaBieHue "
YCbBbpLUEHCTBaHE HAa 6uM3Hec npouecute U TeopuAa  Ha
opraHusauMoHHaTa ambuaekcTpus

B nbpBa rnaBa Ha AMCepPTALMOHHMA TPYA € HanpaBeH nMTepaTypeH ob3op u e
oyepTaHa TeopeTUYHaTa PpamKa Ha U3cnenBaHeTo, KOeTo e pa3ae/ieHo Ha TPU OCHOBHU
yacTu.

B nbpBaTa 4acT e npeAcTaBeHa:

1) CvepemeHHama ¢hopma Ha bu3HeCc opz2aHu3ayuume u opz2aHu3ayuume
Kamo cucmema om G6u3Hec npoyecu — pasrnefaHn npes npusmarta Ha
OpraH13aLMOHHOTO pa3BuTUe

BbB BTOpaTa yacT e npeaCTaBeHo:

2) YnpaeneHuemo u ycbe8bpuweHcmeaHemo Ha 6u3Hec npoyecume Kato e
HauyepTaH XU3HEHUAT UMKbA Ha BM3HecC npoueca, aHain3npaHa e 3penocTTa Ha
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H6M3HecC npouecuTe, MOCOYEHM Ca CbCTAaBHUTE YAaCTU NPU YCbBBPLUEHCTBAHETO
Ha BU3Hec npouecuTe, a UMEHHO: CTpaTerMyeckute Lenm, MHpopmaunoHHUTe
TEXHONOIMW, YOBELKUAT KanuTaa, OpraHM3alMOHHA Ky/ATypa U mMeTogu Ha
NPOLECHOTO YCbBbPLUEHCTBAHE.
B TpeTaTa yacT e npeacTaBeHa:

3) Teopuama Ha opzaHu3ayuUoOHHaAMa ambudeKcmpus KaTo ca pasrnenaHu
6M3Hec npouecutTe U TAXHOTO YCbBBPLIEHCTBAHE B KOHTEKCTA Ha
OpraHM3auMoHHaTa ambuaekcTpums.

TeopeTMyHMAT npernes Ha OCHOBHUTE MOHATUA, CBbP3aHM C YNPaBAEHUETO U
YCbBbPLEHCTBAHETO Ha MpouecuTe B OPraHU3aumMATa, € HACOYeH KbM MaBHO
npeMuHaBaHe npe3 HAKOM CbBpemMeHHU ¢opmM Ha OM3HEC opraHMsaumaTa U
pasrnexnaHeTo M Kato cucTema oT busHec npouecn. PoKycuMpaHeTo BbpXy ABeTe
dbopmM Ha opraHmMsauMsaTa, KOUTO Ca pasrfexaaHu no-noapobHO B M3CNefBaHETO,
MMa cBouTe OocHoBaHMA. ObyyaBawaTa ce 6BU3HeC opraHM3aLmMa € MHOIo CBbp3aHa ¢
pa3rnegaHata BbB BTOpaTa YaCT Ha TasW rnaBa OpraHM3auMOHHA ambuaekcTpus
MMEHHO C or/ies, Ha Bb3MOXHOCTUTE 33 CbyeTaBaHe B eAHa TakaBa OpraHM3auuma Ha
n3cnenoBaTeICKUTE C U3NbAHUTENICKUTE Npouecn. BusHec opraHnsaumaTa B peanHo
Bpeme e pasrnegaHa no-nogpobHo nopagm gpakra, Ye CbBpeMeHHaTa TbproBcka 6aHKa
CbAbPKa BCUYKM €/1IEMEHTM HA OpraHM3aumna B peasHo BPeMe C ornes HanarauoTo ce
eNeKTPOHHO BaHKKupaHe.

Cb3aaTenat Ha TeopusaTa 3a obyyaBawaTta ce opraHmsaumsa MNutbp CeHru
onpezens, ye obyyasallaTa ce OpraHM3auma e rpyna oT Xopa, KoMTo paboTaT 3aegHo,
33 Aa nNoaobpAT KanayuMTeTa CM 3a Cb3gaBaHe HA Pe3ynTaTv, 3@ KOMTO HauCTMHa ce
nHTepecysart’. B KHurata cu ,lMeTata aucumnanHa“ Tom npeanara naeaTa 3a yyella ce
OpraHuM3auma, KoATO Ce OCHOBABa Ha MOAXOA, HAPEYeH CUCMeMHO mucneHe C yen
pewasaHe Ha npobaemu, NPy KOETO B3EMAHETO Ha peLleHMA ce OCHOBABA Ha AaHHMK,
a He Ha TBbpAEeHMA. TOBA e KOHLLeNTyaIHa paMKa, KOATO NO3B0O/IABA HA OpPraHu3auumnTe
Aa n3y4aBaT npouecuTe cu Yypes MeTos Ha MucaeHe, 6asmpaHn Ha MHPOPMaLLMOHHU
CUCTEMM, KOUTO M3MepBaT ePeKTUBHOCTTA Ha OpraHusauMata KaTo Ualo M Ha
Pas3/IMYHUTE 1 KOMMNOHEHTU. CUCTEMHOTO MUC/TIEHE M3MCKBA BCUYKU XapPaKTEPUCTUKM
Ha obydyaBalwaTta ce opraHuMsaums TpAbBa Aa ca HaMYHWU eQHOBPEMEHHO B efHa
opraHmMsauma, 3a Aa 6bae TA ydewa ce opraHulaumsa. ObyyaBawarta ce 6usHec

1 Senge, P.M. (1990). The Fifth Discipline: the art and practice of the learning organization. New York:
Doubleday/Currency
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opraHuMsauua TpsabBa HaNbAHO Aa NpUMeMe MNPeMaxBaHeTO Ha TPaaULMOHHUTE
MepapxmuHK CTPYKTYPM, KOUTO HE Ca OCHOBABaT Ha NpUA06MTO 3HaHUE U yyeHe?.

OpraHu3aumMmnTe He ce Pa3BMBAT OPraHMYHO B YYelUU ce opraHus3auum - uma
¢akmopu, cmumynupawu pazsumuemo Ha obyyasawume ce 6usHec op2aHu3ayuu.
3a Aa ocTaHaT KOHKYPEHTOCMOCOOHM, MHOFO OpraHu3auuM ce NpPecTpyKkTypupart u
OCTaBaT C NO-MaJIKo xopa. ToBa 03Ha4aBa, Ye Te3u, KOMTO OCTaBaT, TPsbBa ga paboTar
no-e$eKTUBHO. 3a Aa Cb3434aT KOHKYPEHTHO NPeaAnMCTBO, KOMNaHMuTe TpsbBa aa ce
yyaT no-6bp30 OT CBOUTE KOHKYPEHTU WU Oa Pa3BUAT KyATypa, OT3MBYMBA KbM
KnueHTute. Kpnc Aprupuc nageHtuduumpa, 4ye opraHusauumTe Tpabsa ga noaabprKat
3HaHMA 32 HOBMTE NPOAYKTM M NPOLECH, Aa PAa3bMPAT KaKBO ce C/lyYBa BbB BbHLIHATA
cpeda v Aa NpousBeXaaT KpeaTUBHU peLleHns, U3MN0N3BaNKM 3HAHUATA U YMEHUATA
Ha BCMYKM B OpraHunsaumata. ToBa M3MCKBA CbTPYAHMUECTBO MEXAY OTAENHUN NLA U
rpynu, cBOBOAHA U HaZeXKaHa KOMYHMKaLMA U KyATypa Ha aosepue’,

OcobeHo saxHO e Oa ce nodyepmae, 4ye 8 obyyasawjama ce 6u3Hec
op2aHu3ayus e 8b3MOXHO 0a 6vOe HanpaeeH 6anaHC u pasHosecue mexcoy
uscnedosamesicKume uUHUYUAMUBU U U3NbAHUMesIcKUme Oelicmeus. B epHa
0b6MKHOBEHA OpPraHn3auma, KOATO HAMa MexaHM3mK ga 6bae obyyasalua ce, nogobeH
6anaHCc He MOXKe Aa CbLLEeCTBYBA, Tb KATO 0OMKHOBEHO U3MbAHUTENCKMTE OnNepaumm
MMaT npeBec Haj M3CNenoBaTe/ICKUTE, KOUTO Ca CBbP3aHW C YyCBOABAHE Ha HOBMU
3HAHMA W NOCTOSIHHO Yy4yeHe. [pyr Ba)KeH acnekT Ha obyyaBawumTte ce OGuM3Hec
OpraHM3auum ca MHOBaLMKUTE, Tbil KAaTO MHOBALMUTE U YYEHETO Ca TACHO CBbP3aHMU.
KaTo HacbpyaBa xopaTa Aa yyaT W ce pa3BMBaT, TO3M TUM OpraHM3aLMsa reHepumpa no-
MHOBATUBHA Cpena, KOATO paxKaa nosBeye MHOBATUBHU UAEWN.

EOHa om npossume Ha MmexHos102UMHAMA pesoaAYuUA U UHosayuume 8
6u3Heca e 8b3HUKBaHemMo Ha m.Hap. ,,6u3sHec op2aHu3ayuu e peasaHo epeme”, KoUTo
dopmmMpaT BCe NO-rondma 4acT oT T.Hap. ,MKOHOMMKA B peasiHO Bpeme”, Npu KoATo
MHbOpMaLMATa MPOTMYA CKOPOCTHO 4Ype3 BepurMTe Ha TbPCEHETO W BepUruTe Ha
[OCTaBKUTE KaTo Npecuya opraHM3aLMOHHUTE rpaHmuun. Mo CblecTBo opraHn3aumsTa
B peasiHO Bpeme npencTaBisaBa HeNnpeKkbcHaTo NoaobpaBaHe Ha KAo4oBUTE BU3HEC
npouecu 1 aganTMpaHeTo MM KbM MOCTOSIHHA NPOMSAHA. 10 TO3M HauYMH MOXKeM Aa
npeaoctaBum no-gobpa CTOMHOCT Ha KAMEHTUTE M  No-rondma neyvanba 3a
KomnaHuaTa. C gpyrn aymu, npeanpuaTMeTo B peasHO BPEME HE e TO/IKOBa CBbP3aHOo

2 0'Keeffe, T. (2002), “Organizational Learning: a new perspective”, Journal of European Industrial Training,
Vol.26 (2)

3 Argyris, C. (1999), On Organizational Learning. 2nd ed. Blackwell Publishing, Oxford
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C HAKAKBaA KOHKpPEeTHa TEXHO/0TNA NN CUCTEMA, KOJIKOTO C TOBA KaK XOpaTa U3Noa3BaT
TEXHONOIMMATA, 3a Aa AO0CTAaBAT HeNPEKHCHATO I'IOLI,O6p€HMFI Ha 6u3Heca u Aa ce
afanTMpaT KbM NpomaHaTa. ToBa € MACTOTO, KbAeTo MHd)OpMaLI,MOHHMTe TEXHONOIMNU
HaNCTUHA MOTaT Aa NMNOKaXaT CBOATA CTOMHOCT 3a 6usHeca*.

Bve ¢puHaHcosusa cekmop Kamo yano, u ocobeHo 8 6aHKumMe, onepayuume 8
peanHo epeme ca ocobeHO eaxcHU U ca 4Yacm om OHaaliH 6aHKupaHemo,
unu uHmMepHem 6aHKUPAHe, HAPUYAHO U C M0-06wuA mMepMUH eneKmMpPOHHO
6aHKUpaHe (BKNOYBALLO NOM3BAHE HA €NEKTPOHHU KpeauTHU/aebutHn Kapt u np.),
KOEeTO e CcpeACcTBO 3a AOCTbN B PeasHO Bpeme A0 ycayrnte Ha 6aHKa ¢ BUCOKA cTeneH
Ha CUTYPHOCT, MHTEFPUPAHO B MHTEPHET cpeaaTa. TbKMO C ories Ha Ta3u OCHOBHA
TeHAeHUMA B BaHKMpPAHEeTO, pas3rneXgaHeTo Ha opraHu3auuuTe B peanHo Bpeme U
TEXHUTE XapPaKTePUCTUKM e BaKHO. CbBpemMeHHaTa TbproBcKa HaHKa CbAbprKa BCUYKM
eleMeHTN Ha OPraHn3aumnaA B peasHo Bpeme.

Bve smopama 4yacm HA meopemu4yHaMd PpPAMKA Ha u3csedeaHemo
asmopvm pasznexoa 8 demalinu busHec npoyecume U nNPoyecHuUs nooxo0 Kato
egHa MHoro paspaboTtBaHa Tema B HayyHaTa AuTepaTypa WM B NPAKTMKATA.
KoHKypeHTOCnoCcobHOCTTa M PeHTabMNHOCTTa Ha KOMMAHMATA 3aBUCU CUIHO OT
HelHUTe BM3HeC NpoLecu, a pewaBaHeTo Ha NpobaemuTe ¢ BU3HEC NpoLLeCcUTE MOXKe
Aa ooBeAe A0 yBe/NMYaBaHe HA YAOBNETBOPEHOCTTA HA KNMEHTUTE M HaManABaHe Ha
BPemMeTo 1 pasxoanuTe’. YCbBbPLIEHCTBAHETO Ha bu3Hec npouecuTe e Aobpa HayyHa U
npakTUyecka OcHOBa 3a nogobpsaAsBaHe Ha 6u3Heca®. YnpasneHveto Ha 6u3Hec
npouecuTe UMa LLeHTpasIHa Po/s B Cb34aBaHETO Ha KOHKYPEHTHO NPeauMCTBO KaTo
noaxon, 3a NOoCTUraHe Ha OpraHM3aunoHHa LLes Ypes3 YCbBbPLUEHCTBAHE, YNpaB/ieHne
M KOHTPON HA OCHOBHWUTE OM3HEC npouecu, a emMnUPUYHUTE U3CcNeaBaHUA
NOTBbPXKAABAT MNOJIOKUTEIHATA BPb3KA MEXKAY YNPaBIEHMETO N YCbBbPLUEHCTBAHETO
Ha BM3Hec npolecuTe 1 ycnexa Ha busHeca’.

Tb KaTO UENOKYNHMAT Bu3Hec npouec Ha egHa OM3HeC opraHu3aums e
CpPeAcTBOTO 3a NpefoCcTaBsAHE Ha CTOMHOCT Ha NOTpPebuTenuTe, ynpasaeHuemo 4ype3s
6usHec npoyecu e hokycbm, enuyeHMovpbm Ha busHec opzaHu3ayuume 6 peasiHo

4 Hugos, M. (2005), Building the real-time enterprise: an executive briefing. John Wiley & Sons

5 Madison, D. (2005), Process Mapping, Process Improvement and Process Management. Paton Press LLC,
Chico

6Siha, S., Saad G. (2008), “Business Process Improvement: empirical assessment and extensions”, Business
Process Management Journal, Vol.14

7 McCormack, K., Johnson, W. (2010), Business process orientation: gaining the e-business competitive
advantage. CRC Press
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epeme. Cb3aBaHETO Ha CTOMHOCT BbB BCAKa KOMMAHMA € OCHOBAaHO Ha bu3Hec
npouecute, NPoTUYaLLM B HeA. PaumoHanHaTa UM opraHnsauma e pelasally, GakTop 3a
NPeBpPbLIAHETO MM B KOHKYPEHTHO NpeaMMCTBO 3a KOomnaHuata. 3a ga 6bae
nocTMrHata Takasa obaye, e Heobxogumo npouecute ga 6baaT AeTalnHo
aHaNM3MPaHM M NOCTOAHHO YCbBbLPLIEHCTBAHM, T.e. YNPaBAEHMETO Ha npolecuTe B
opraHusaumaATa He Tpabsa Aa 6bae efHOKpaTHa MHULMATMBA, a Aa Ce OCbLLECTBABA
HenpekbcHaTo®.

Tomac [JeisbHnopt® gedrHUpa NOHATMETO BU3HEC NPOLLEC KaTo ,,CbBKYMNHOCT
OT NOTMYECKM CBBbP3aHM 33434M, KOUTO Ce U3Mb/IHABAT, 33 Aa Ce NOCTUTHe onpeaeneH
6u3Hec pe3ynTtat” n otbensssa, ye npouyecmte chopmmupaT BU3HEC CUCTEMA — HAYUHDBT,
No KOWTO gageHa 6UsHec egMHULA UAM CbBKYMHOCT OT €4MHULN, U3BBPLLBA CBOATA
AEeNHOCT. Bb3 OCHOBa Ha AeduUHMUMUTE MOXKe Aa naeHTUdUUMpaT OCHOBHUME
XxapaKkmepucmuku Ha 6u3sHec npoyeca:

® nocnenoBaTe/IHOCT OT AEMHOCTY;

® CTPYKTYPUPAHOCT, B3aMMOCBbP3aHOCT MeXKAY AeAHOCTUTE;

® OpMEHTALMA KbM K/NEHTa;

e pob6aBsiHe Ha CTOMHOCT;

e BXOAALLM NOTOLM, KOUTO ce TpaHcHOopPMMpPaT B U3XOAALLM NOTOLM;
e cpeAacTBa 3a TpaHCPOpPMMpPaHe Ha BXOZa B U3X0AM;

® HACO4YeHOCT KbM NOCTUTraHe uesnTe Ha OpraHmM3auunAaTa.

BusHec npouecute MMaT KAMEHTU, T.e. Cb3AaBaT ce pe3ynTaT, 3a KOMTO e
M3BECTHO Ha KOro Ca HYXHMW. KaneHtuTe morat ga 6b4aT BbTPELWHN AN BbHLLHM 33
opraHuMsaumaTta 1 Te gedbMHUpPaT CBOUTE U3UCKBAHUA KbM pesynTtatute. KNneHT moxe
fa 6bAe CAYKUTeN WAW OPraHM3aUMOHHO 3BEHO, KaKTO M BbHLUEH A0CTaBYMK,
perynatopeH opraH Wan KpaeH notpebuten. 3a cpaBHeHWe, Npu GYHKUMOHANHUA
noAaxo4 KAMEHTHT Ha NPOLLeca He y4acTBa HENPEMEHHO KaTo M3TOUYHUK Ha U3UCKBAHUSA
KbM pe3ynTaTa. Cbllo Taka, Npouecute npecuyaT opraHM3aLUMOHHUTE 3BEHa U KaTo
LANO Ca He3aBUCUMMM OT popManHaTa opraHusaumoHHa cTpyktypal®. Mo cbuiectso
TOBa O3HA4aBa, Ye OpraHM3aUMOHHATA CTPYKTypa ce agantupa, 3a Aa ce obesneun
epeKTUBHOTO M3Nb/IHEHME Ha BuM3Hec npouecute, a He obpaTHoTo. lMpoyecHama

8 Bopucos, b. n ap. (2017), YnpasneHue Ha 6usHec npouecu B nybanuHaTa agMuHucTpaumsa, MUsg. LerHos
npu CTonaHcka akagemus ,Anmutbp LleHos”

% Davenport, T., Short, J. (1990), “The New Industrial Engineering: Information Technology and Business
Process Redesign”, Sloan Management Review, Vol.31

10 pavenport, T., Short, J. (1990), “The New Industrial Engineering: Information Technology and Business
Process Redesign”, Sloan Management Review, Vol.31
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opueHmayus e dunocodma Ha NPOLLECHO-OPUEHTUPAHO NPOEKTUPAHE Ha AeHOCTUTE
B OpraHusaumaTa, KOeTo BoAM A0 TpaHchopmauma OT ynpasneHue, 6asmpaHo Ha
dYHKUMOHANHA Napaanrma, Kbm ynpasaeHune, 6asupaHo Ha nNpouecHa napagurmal,

YnpaBneHneTo Ha OM3HEC npouecutTe NpuUTeXKaBa CBOW COOCTBEH MKU3HEH
UMKbA, BKOYBALL, HAKOJIKO OCHOBHM €Tana — MNAaHUpaHe, MoAenupaHe,
peanusMpaHe, KOHTPO/IMpPAHE M YCbBbPLIEHCTBaHE. YcbBbpuleHcmedaHemo e
nocneaHuaA etan B KU3HEHMA LUMKbA Ha ynpaBieHneTo Ha b6usHec npouecute. Mpu
Hero ce B3emaT pe3ynTaTuTe OT MOHMUTOPMHra (noNyyeHUTe AaHHWU), KOUTO ce
M3MOA3BAT 3@ NO-HATATBHLWHO ONTUMM3NPAHE Ha BU3Hec npouecuTe.

durypa 1. }KusHeH UMKbA Ha NPOLECHOTO ynpaBaeHue

1. NnaHupaHe
(avsaiin)

5.

2. MopenupaHe
YcbBbpLIEHCTBaHe AEMP

4. KoHTponupaHe 3. Peanunsumpatre
(MOHUTOPUHT) (BHeapaBaHe)

é_/

U3zmouHuk: Aemopbm Ha ducepmayuoHHUA mpyod

YCbBbPLIEHCTBAHETO HA 6Ou3Hec npouecute ce pasrnexaa oOT MHOro
nscnenoBaTenu KaTo Hal-BarKHaTa 4yacT OT ynpaB/ieHMeTo Ha 6u3Hec npouecute,
nopaam KoeTo ce Hanara Heob6xo4MMOCTTa OT pa3paboTBaHe Ha CUCTEMEH NOAXOA KbM
BHEeAPABAHETO Ha MPOLLECHOTO YCbBLPLIEHCTBAHE, 33 Aa Ce Y/EeCHM YCMexbT.
YCbBbPLIEHCTBAHETO HA OW3HEC npouecute BKAOYBA [ABE BaKHM 3a343uum:
NPUOPUTM3NPAHE Ha npouecuTe, KOUTo Tpabea Aa 6baaT nogobpeHn?; n nsbop Ha

1 Kumar, U. et al. (2011), “Champions in transition: the role of process orientation”, The TQM Journal

12 Bandara, W. et al. (2015), “Prioritizing process improvement: an example from the Australian financial
services sector”. In Handbook on Business Process Management 2 (pp. 289-307), Springer, Berlin Heidelberg
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noaxo4Ala MeTo4o/10rMA 3a YCbBbpLEHCTBAHE HA 6wusHec npouecute. [lpes
nocnegHuTe HAKONKO TOAMHWU MHOrFO OpraHM3auuMm ca BHEAPWUAU  PA3SAUYHMU
MeTO40/10TMM 33 YCbBBPLUEHCTBAHETO Ha BM3HeC npouecuTe, KOMTO MoraTt ga 6bvaat
CUCTEMATM3NPAHN KAaTO PEUH)KEHEPUHT Ha npoueca, NpenpoekTupaHe Ha npoueca
MW HENPEKBCHATO YCbBbPLUEHCTBAHE Ha Npoueca (KaTo Hall-M3BeCTHUTE NPUMeEpPU 3a
MHUUMATMBKM 3a nopobpaBaHe Ha npoueca ca JiunH, Wect Curma, Teopua Ha
OrpaHUYEHUATA U T.H.).

HayuyHaTa nuTepatypa B o065acTTa Ha YCbBbPLIEHCTBAaHETO Ha 6U3Hec
npouecuTe OTKpoABa peauua ¢akTopu, KOUTO ca OT pellaBawo 3Ha4deHue 3a
YCbBbPLIEHCTBAHETO Ha  6Bu3Hec npouecute. OCHOBHU  ¢hakmopu ca:
cmpameau4yecKomo  cbomeemcmeue;  UHGOPMAYUOHHUME  MmexHos02uu;
YogewKume pecypcu; Op2aHU3AUUOHHAMA Kyamypa u memodume 3a
ycbebpuwieHcmeaHe 3. BCcekn OT Te3n OCHOBHU eNleMEeHTU NpPeAcTaBAABa KPUTHYEH
daKkTop 3a ycnexa Ha YyCbBbPLUIEHCTBAHETO Ha 6u3Hec npouecute. CneaoBaTenHo
BCEKM eAUH OT Te3n enemeHTU TpabBa Aa 6bae B3eT Npeasua OT opraHu3auuuTe,
KOUTO Ce CTPEMAT KbM yCMneXx C YCbBbPLUEHCTBAHETO Ha bM3Hec npouecuTe.

OpzaHu3ayuoHHama ambudeKcmpus e KOoHyenuyus, Koamo ce cmpemu 0a
KoMmbuHupa egpeKmueHocmma u uHoeayuume. EnHa opraHusauma ce cymta 3a
ambuaeKcTbpHa, KoraTo MMa 6anaHC U OTHOCUTENIHO e4HAKbB aKLUEHT KaKTO BbpXY
nscnepoBaTeNckuTe, npoyysatenHu (exploration), Taka 1 BbpXy €KCN0ATaLNOHHUTE,
onepauuoHHuTe (exploitation) npouecn'®. W3cneposaTtenckute npouecu, KoOuTo
BK/1OYBAT HOBO 3HaHMe, MHOBALMM, TEXHONOTUU, U T.H., 0b6aye ca KOPEHHO PA3/INYHU
OT  PYTUMHHUTE onepauMoHHW npouecu. CnepoBaTeNHO eAHOBPEMEHHOTO
OCblUEeCTBAABaHe Ha ABaTa BMAA MpOLECUM ce NpeBpbllia B Npeav3BMKATENCTBO 3a
opraHusaumaTta®.

OpraHu3auMoHHaTa aMbuaeKCTpuUa € KOoHUenuusa, KOATO ce OTHaca Ao
cnocobHoCTTa Ha eaHa oOpraHu3aumMsa f[a WHTerpyMpa  eKCnnoaTauMoHHU U
eKCN/IOPaLMOHHM AEMHOCTM 3a NOCTMraHe Ha MHoBauMa M ycnex. EkcnnoaTtaumaTta ce
OTHacA OO0 YCbBbPLUIEHCTBAHE Ha HacToAWMTE npouecn M 6GusHec moaenn Ha
opraHmMsaumata. ToBa BK/KOYBa YyKpensBaHe Ha edeKTUBHOCTTA, noaobpaBaHe Ha

13 de Bruin, T., Rosemann, M. (2007), “Using the Delphi technique to identify BPM capability areas”, In:
Proceedings of the 18th Australasian conference on information systems

1 O'Reilly, C., Tushman, M. (2011), “Organizational ambidexterity in action: How managers explore and
exploit”, California Management Review, Vol.53(4)

15 He, Z., Wong, P. (2004), “Exploration and Exploitation: An Empirical Test of the Ambidexterity
Hypothesis”, Organization Science, Vol.15
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NPoOAYKTUTE WUNU YChyrute wun yBe/Ind4aBaHE Ha Na3apHmA AAn 4pe3 NnOCTOAHHO
I'IOA06pFIBaHe Ha TeKyLWMTe onepaummn. EkcnnopauymaATta, OT Apyra CTpaHa, ce OTHacAa 4o
npoy4YBaHeTO Ha HOBU BbB3IMOXHOCTM, MAEM W UMHOBauMW. ToBa BK/IKOYBA
eKcnepmnmeHTnpaHe, n3cnegBaHe Ha HOBM Na3apn U TEXHONOTUN U pa3pa60TBaHe Ha
HOBM NPOAYKTU wunn ycnyrn. EKcnnopaumAta e CcBbp3aHa CbC Cb3gaBaHe Ha
CTpaTern4eckn npoekTn n HOBATOPCTBO.

OpraHusaumMmtTe, KOMTO Ca  YyCNewHM BbB  Bb3NpPUMEeMaHeTOo  Ha
opraHuM3auMoHHaTa ambuaeKcTpus, ca B CbCTOAHME Aa YCUAAT U noaobpasaT cBouTe
6U3HEeC NpouecM M PYTUHHU onepaumnun, AO0KATO CblUEBPEMEHHO pPa3BMBaT HOBM
Bb3MOXHOCTU U MHOBauuMK. ToBa NO3BO/NABA Ha Te3W OpraHusauMM Aa CbyeTaBaT
ctabunHocT M 3aBnagsBal, pactex. OnucBakum  M3CNe4OBaTe/NCKUTE U
€KCN/I0aTaLuMOHHMTE AEeMHOCTU KaTo AMXOTOMEH M3bop, HAKOU TBBPAAT, Ye KoraTo
ejHa opraHM3auma MHBECTUPA B NPEAOCTaBAHETO Ha Bb3MOMKHOCT Ha CBOsiTa paboTHa
CuUNa Aa uscneaBa HOBM 3HaHMA, TA TpABBa Aa NpMeme, Ye e N0-MaKo BEPOATHO Te Aa
M3M0/13BaT HAaMb/IHO CbLLECTBYBALLUTE 3HAHUS.

Konmekcmvm Ha ambudekcmpusa ce eb3npuema Kamo KombuHayusa om
chakmopu, Koumo ynecHaeam nosoxcumesnHomo noeedeHue Ha pabomHama cuna,
Kamo omeopeHOCMm KbM meopYecKu udeu, OLEHABAHe Ha 34paBOCNOBHATA
KOMYHWKaUMA C KONernte M pbKOBOACTBOTO M CTUA Ha YyNpaBiAeHWEe, KOUTO LEeHU
BCUYKM CNYKUTENN U TeXHUA NPUHOC®. To31 KOHTEKCT No3B0/IABa Ha OpraHu3aLmuTe
[la W3MON3BaT €4HAKBO KAKTO NpoLuecuTe Ha MNpoyyBaHe, Taka M npouecute Ha
eKcnaoataums.

CbLiecTByBa KOHCEHCYC OTHOCHO Ba*KHOCTTA Ha NOAAbPXKAHETO Ha NoAaxoasLy,
6anaHC Mexay HOBUTE MU3C/NefBaHUATA W MHOBaUMUTE OT edHa CTpaHa WU
TPAANUMOHHUTE PYHKLUMOHANHOCTM M onepauuuTe OT Jpyra, 3a ga morat
opraHuM3auumTe Aa NOCTUraT ycnexu B HaCTOALLMS COLMANTHO-MKOHOMMYECKMN KOHTEKCT.

B ycnosuATa Ha gurutanusauma u bypHa tpaHchopmaumsa Ha 6aHKoBUTE yCayru
M NPOAYKTM ce noABABa HeobXOAMMOCTTa OT CbyeTaBaHe Ha W3NbJHEHMETO Ha
TPaANUMOHHUTE BAaHKOBKM onepauum C Bb3NPMEeMaHEeTo Ha rosiam ob6em HOBM 3HaHWUS,
6e3 KoUTo BaHKOBWUTE CAYKWUTENN Ha MOYTM BCUYKM HMBA He bBuxa morium paa
NpoAb/KaT Aa U3NbAHABAT CBOMTE PABOTHU aHraXXMMeHTU. BbB BCeKM eanH BaHKOB
H6u3Hec npouec ce NosaBaBa HEOBXOAMMOCT A3 Ce TbPCU Bb3MOXKHOCT HOBUTE 3HAHUSA,

16 O’Reilly, C, Tushman, M. (2008), “Ambidexterity as a dynamic capability: Resolving the innovator’s
dilemma”, Research in Organizational Behavior, Vol.28
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nscnenBaHMA U MHOBaL MK Aa 6bAAT B CbOTBETCTBUE U HanaHC C NPOTUYAHETO Ha CaMUs
pyTMHEH 6aHKOB npouec.

OpzaHu3ayuoHHama ambudekcmpusa 8 eOHa baHKa moxce 0a ce nNpossuU no
pasnuUYHU HaYUHU, BKAKOYUMENHO 6 chepamad Ha :

1) UHoeayuoHHOCM U MeKywu onepayuu u npoyecu, KOeTo ce U3pasnBa oT eAHa
CTpaHa B pa3BMBaHe Ha HOBU GUHAHCOBM NPOAYKTU U YCYTU, KOUTO OTrOBaPAT
Ha HYXOUTE Ha KAMEHTUTE M ca KOHKYPEHTHM Ha nasapa, a OT Apyra B
YCbBbPLUEHCTBAHE Ha TeKywuTe H6aHKOBM onepaumm M npouecu, 3a Aa ce
NOCTUrHe No-ePEeKTUBHOCT MU HAMANIEHME Ha pa3xoaunTe.

2) Cv30asaHe Ha 2bBKABU U Aa0anmueHU CMpyKmypu - Ha KPoc-GyHKLMOHANHK
eKunu n paboTHa cpeaa, KbAEeTo Ce HaCcbpyaBa CbTPYAHMYECTBOTO U OOMEHBT
Ha 3HaHMA 1 naewn. NpeBpbllaHe Ha baHKaTa B OT3NBYMBA OpPraHU3aLmA, KOATO
MOXe Qna ce 6bp3o npucnocobsaBa KbmM MNPOMEHALWMTE Ce YC/I0BUA M
N3UCKBAHMUSA.

3) Puckoeo ynpaeneHue u eKcnepumMeHmMupaHe, KOeTo 03Ha4yaBa M3cneBaHe U
M3MNON3BaHE Ha HOBM TEXHONOTMWU M MeToaM B 6aHKOBMA CEKTOP, KaTo
HanpMmep U3NON3BaHETO Ha U3KYCTBEH MHTENEKT UnM B60KYenH TexHoorma,
KaKTO M NpoBeXAaHe Ha KOHTPO/IMPAHU eKCNepMMEHTH, 3a Aa Ce U3mMepBaT U
OLEHABAT HOBUTE MAEMN N NPAKTUKM.

4) Jludepcmeo, oby4yeHue v HacbpyaBaHe Ha WMHOBALMMUTE 4ype3 Cb3AaBaHe Ha
KyATypa Ha MHOBALMK, MPU KOETO C/AYKUTENNUTE Ce HacbpyasaT Aa npeanaraT
naen n cobctBeH MHOBATMBEH NPUHOC. MIHBECTMpaHe B 0byyeHue 1 pasBuTue
Ha nepcoHana, 3a Aa 6bAAaT OCUTypPeEHU HEeobXoaAMMUTE YMEHMA U 3HAHUA 33
MHOBATMBHa paborTa.

BCcMUKM Te3M acneKTn Ha OpraHu3aLMoHHaTa ambuaeKkcTpua B 6aHKKM moraT Aa
NMOMOrHaT 3a noaobpsABaHe Ha KOHKYPEHTOCNOCOOHOCTTa, MHOBATUMBHOCTTA MU
ePeKTUBHOCTTA HAa MHCTUTYLMATA, KAaKTO M 3a CNpaBsHe C NpeaM3BMKATENCTBATA Ha
6BbP30 NPoMeHALLMNA ce BAHKOB CEKTOP.

B KOHTEeKcTa Ha TbproscKa 6aHKa, Hanpumep, wmlcnegBaHETO Ha 3HaAHWUA
NnOoTEHLUMNANHO NpeaocCtaBA Ha CAYyXUTENINTE B KIOHOBATA MpeiKa HOBU Bb3MOXXHOCTMH,
KOUTO Ca I/Iﬂ,eHTI/I(I)VILI,MpaHI/I B pe3yntat Ha CnoAeNAHETO Ha I/IHCI)OpMaLI,I/IFI 3a
KAneHTuTe. OCBEH TOBA MHOXECTBOTO YC/Yru, npegniaraHu ot 6aHKMTe, B CbyeTaHUNe C
ronAMoTo pa3Hoo6pa3me OT HYXAUTE Ha TEXHUTE KAUNEHTU, NMPABAT nNpouecuTe Ha
npoyysaHe, Ha nscnenBaHe M Ha OTKPMUBaHE Ha HOBU 3HAHUA BaXKeH MEXaHU3bM 3a
noanomaraHe Ha M,EI,EHTM(I)MLI,MpaHETO M nNpunemaHeTo Ha noaxoaAuiun CI)I/IHaHCOBM
NPOAYKTU U anNTepHATUBHU pPeELIEHUA, 3a Aa 3a40BOJIAT UBUCKBAHUATA Ha TEXHUTE
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KAnMeHTW. ToBa npegnonara, 4e opraHusauuute cC aM6MAeKCTpMﬂ Ca KomMmnaHuwy,
cnocobHu eaAHOBpeMEHHO J[da M3MN0oaA3BaT CblWecTByBalWUTE PYTUHHU nNpouecn u“
KOMMNEeTeHUUN N Aa u3cnenBat HOBU Bb3MOXKHOCTU. OT apyra CTpaHa KOHTEKCTLT Ha
aM6MAeKCTpMﬂTa Ha OpPraHM3auMOHHO HMUBO Ce€ OTHACA A0 KYATYPHU (I)aKTOpVI, KOUTO
Nno3BO1IABAT HA CI)MpMVITe Aa 6anchmpaT noTeHUunanHUTE NpoTnBopevymnsn N3MCKBaHUA
Ha eaHOoBpemMeHHUTE NpoLuecn Ha n3cnengBaHe N U3NoJsi3BaHe Ha 3HAHUETO.

OpzaHu3zayuoHHama ambudeKcmpus moxce 0a 6v0Oe uU3M0A38aAHA KAMO
mMemo0dos02usA 3d ycb8bpweHCMaeaHe Ha busHec npoyecu 8be8 8CAKA op2aHuU3ayus,
8KM0MUMenHo U 8 6aHKu. B 6aHKOBMA CEKTOp, KbAETO Ce M3UCKBA Aa Ce Crasear
Pa3/IMYHM HOPMATMBHM M 3aKOHOZATE/NIHWU W3UCKBAHMA, € BaXHO [a Ce M3BbPLUBA
pyTMHHa paboTa 1 aa ce nocTura epeKTUBHOCT. B CbLLOTO Bpeme, baHKUTE ce Hy»KAaAT
OT MHOBaLUMM M NpucnocobaBaHe KbM NPOMEHUTE B Na3apa, KOETO M3MCKBA MBKABOCT
M Cb34aBaHETO Ha HOBU MAEMN.

Ypes BHegpsABaHETO Ha OpraHM3auMoHHaTa ambuaekcTpms, 6aHkaTa 61 morna
[la NOCTUrHe To3n b6anaHc. Ta MoXKe Aa Cb343Ae MEXAaHU3MU U CTPYKTYpU, KOMTO Aa
noaKkpenaT epeKTUBHOTO W3MbAHEHWE Ha PYTUHHWUTE 334ayM U CblLUEBPEMEHHO
Cb34aBaT KOHKPETHWM MHOBAUMOHHM MHUUMATMBM W pPa3BMBAT bBKABOCT 3a
npucnocobaBaHe KbM MPOMeHAMBUTE ycioBuA. BaxkHo e pa ce otbenexu, ye
npuaaraHeTo Ha opraHM3auMoHHa ambuaekcTpua B 6aHKaTa M3MCKBA NogKpena ot
PHbKOBOACTBOTO M aHTa*KMPAHOCT OT CTPaHa Ha uAnaTa opraHusauma. ToBa BK/IOYBA
Cb34aBaHETO Ha KyATypa Ha WHOBAUMUTE M NPUEMAHETO Ha [bBKaBU U
eKCnepMmeHTaIHM NoAxoamM KbM paboTarTa.

Mpuao)KeHa KbM ynpaBneHWeTo Ha Ou3Hec npouecuTe TeopusATa 3a
ambugpekctpuatal’ noctynupa, ue opeaHusayusma mpabsea Oa 6anaHcupa
uscnedosamesickume U u3nvaHuUmMesickume 6u3sHec npoyecu, Kamo 08oUHUAM
nooxo0 eodu 0o nosuuweHa busHec egpekmusHocm. VI3chepoBaTencKUTE Npouecu
BK/IIOYBAT Hewa, 06XxBaHaTM OT TEPMMHM KaTo TbpPCEHE, BapmnaLma, MOEMAHE Ha PUCK,
eKCNepuMMeHTMpaHe, Wrpa, bBKABOCT, OTKPUTME, MHOBAUMA. M3NbAHEHMETO Ha
NPOLEeCcMTE BK/IOYBA HELWA KaTo YCbBbPLIEHCTBAHe, M360p, NPOU3BOACTBO,
edpeKTMBHOCT, noabop, nsnbvaHeHme. CnegoBaTenHo, ambuaeKkcTpmaTa ce oyepTasa
KaTo AMHAaMWYHA CMOCOBHOCT Ha OpraHM3auMATa 3a YCbBbPLUEHCTBaAHE Ha GU3Hec
NPOLLeCUTE, KOATO BbNAbLLABA CNOMKEH HAabOP OT PYTUHHU AEUCTBUA, BKAOYUTENHO
AeueHTpanusauma, andpepeHumayma, LeneHacodeHa nHTerpayma u cnocobHocTTa Ha
BMCLIETO PbKOBOACTBO Aa OPraHM3Mpa CAOXHUTE  KOMMPOMMUCM, KOWUTO

7 Tushman, M., O’Reilly, C. (1996), “Ambidextrous Organizations: Managing Evolutionary and
Revolutionary Change”, California Management Review, Vol.38(4)
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€4HOBPEMEHHUTE CTPEMEXM KbM W3CNeA0BATENCKU M U3NBAHUTENCKM Ou3Hec
npouecu M3NCKBaT. BbNpekun Ye Tasu Teopus e npunaraHa B pasinyHM obnactu Kato
Hanpumep CbBMECTMMOCT Ha MHGOPMALMOHHUTE TEXHONOTUU AN aMbuaeKCTePHOCT
Ha 3HaHMEeTO, 3a LUEeNnTe Ha HacToAWOTO u3cneaBaHe QOKYCbT € BbpXy
ambuaeKkcTpuAaTa B ynpaBAeHMETO U YCbBbPLIEHCTBAHETO Ha OM3HecC npouecuTe.
banaHcupaHemo Ha u3caeds8aHemMo U U3nosn3eaHemMo Ha 3HAHUemo e OT peLlaBaLlo
3HaYeHuMe 33 aMbuaeKCTpUATa B YNpaBAeHUETO Ha BM3HEC NPoLECUTE, KOETO CbLUO
MOXe Aa AoBese A0 HanpeXeHne Uan KoOHGANKTM No OTHOWEHWE Ha KOHBEPTreHTHOTO
N ANBEPreHTHOTO mucaeHe. Hanpumep, ycunuaTa 3a 6anaHcupaHe ca Heobxoammu,
KOraTo ce NpeBb3X0XKA4aT Pas/IMYHKN LeNn KaTo CTaHAapTU3aLma CNpAMO MbBKABOCT,
cnefBaHe Ha Pas/IMYHU BU3HEC TEHAEHUNN MU UHTETPUPAHE Ha Pa3IMYHN BapUaHTH
Ha NPOLLECU W Pa3NnyHK TexHonornm'é,

durypa 2. AmMbugekcTpmua n 6U3HeC NPOLLECHO YCbBbPLUEHCTBaHe

PDCA UuKkbn Ha emMuHr Ycunua sa 6anaHcupane

s[naHupaii
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*[lpoBepu
sKopurupai

YnpaBaeHUe Ha NpoLgecuTe

*CbOTBETCTBME CbC CTPATErMATa
*Ponata Ha cobcTBEHMKA Ha Npoueca

*YMeHUWe Ha cobeTBEeHMKa Ha Npoleca w

*¥YMeHWA Ha yYacTHULUMTE B NpoLeca g
M3NbAHWUTENCKM M3cnepoBaTenckm
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e[logKkpena oT Ton MEHUOKMBHTA
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*[poLecHO OpMeHTUPaHa OpraHM3aUMoHHa
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*CneumdUYHO PHKBOAHO TANO Ha NPoLUecUTe

UzmouHuk: aemopom Ha ducepmayuoHHus mpyod no Van Looy®

18 yvom Brocke, J. et al (2020), Class notes: Teaching the five-diamond method for explorative BPM.
BPTrends, LLC

1% Van Looy, (2021), How the COVID-19 pandemic can stimulate more radical business process
improvements: Using the metaphor of a tree. Knowl Process Manag. 2021;1-10.
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MoraT ga 6baaTt pasriefaHn U aHaNM3MPaHU HAKOU CbLLECTBEHU PA3/IMKN B
YCbBbPLUIEHCTBAHETO Ha PYTUHHUTE BU3HEC NPOUEcU U Ha MHOBATMBHUTE MpPOLECHU.
YCbBbPLUEHCTBAHETO HA PYTUHHMTE BM3HEC NPOLEeCcH ce OCHOBaBa Ha ONTUMM3aLMA U
noaobpeHne Ha Beye CblLECTBYBaWMTE npouecu. ToBa BK/IOYBA M3MON3BAHETO Ha
epeKTUBHN MeToaM WU TEXHONOMMW, C LUeN HamanAaBaHe Ha BPEMETO U PecypcuTe,
M3UCKBAHW 33 M3Nb/HEHMEe Ha npouecute. Llenta e onTMmusMpaHe Ha TeKywuTe
onepaumu U nocTuraHe Ha nNo-aobpu pesyntaTn ypes no-epekTmeHa pabota. OT gpyra
CTpaHa, MHOBALMUTE Ca CBBP3aHWU CbC Cb3AABAHETO HAa HOBM M YHUKANHWU MPOLLECH,
NPoAyKTN uau ycnyrun. Te nogpasbupaT BHeApABaHE HA HOBAaTOPCKMU UAEN U NOAXOAM,
KOUTO Npeaun3BMKBAT CTaTyKBOTO M NpeasiaraT HelLLo HOBO M pPa3/IMYyHO Ha nasapa.

EOHa om Knwouyoeume pasnuku mexcdy ycb8bpuWEeHCMEaHemo Ha pymuHHU
6usHec npouyecu u uHoeauyuume e 8 cmerneHMd HA TNPOMAHA U PUCKA.
YCbBbPLUIEHCTBAHETO Ha PYTUHHUTE Mpouecu OBMKHOBEHO Ce OCblLecTBsABa 4pes
MasIKu NPOMEHMU M NOCTENEHHN NOA0OPEHNSA, KOMUTO Ca CBbP3aHM C MO-MabK PUCK 3a
opraHusaumata. MHoBaumuuTe, OT Apyra cTpaHa, 0buMYaiHO M3UCKBAT pPaAMKaHU
NPOMEHU M AeNHOCTM, KOUTO moraT ga b6baaT CBbp3aHW C MNO-TOAM PUCK U
HeonpeaeneHocT. Te YecTo BKNOYBAT U3M0/13BaHE Ha HOBU TEXHOJIOTMU UAM NPOMAHA
B BU3HEC moAena Ha opraHusaumsaTa. U aseTe 061acTM Ca BaXKHW 3a YCMELWHOTO
OYHKUMOHMpPAHe Ha 6OM3Heca, KaTo YCbBBPLIEHCTBAHETO Ha PYTUHHUTE NpOLEecH
noAroTeBa MnoysaTa 3a WMHOBAUMMUTE, KAaToO ocurypsBa edeKTUBHA OCHOBA 33 TAXHO
pa3BUTUE U BHEAPABAHE.

TeopusaTa 3a opraHM3auUMOHHATa ambuaekcTpua U 3a ambuaekcTpuAaTa Ha
6uU3HeC npouecuTe MOXKe Aa HaMepu  CbLIECTBEHO  MPUIOMKeHMe B
YCbBbPLUEHCTBAHETO Ha BM3HecC npouecuTe C ories Ha ToBa, Ye Npu NnogobpaBaHeTo
Ha BCEKM eauH 6BU3HecC npouec ce noABABa HEO6XOAMMOCT OT HOBM 3HaHMA,
nscneagBaHMAa U MHOBAUWMKM, KOMTO Aa 6baat B 6anaHC C NPOTMYAHETO Ha caMus
PYTMHEH, TPAANLMOHEH U3MbAHUTENCKN NpoLLec.

MpunaraHeTo Ha TeopuATa Ha aMbOMAEKCTPUATA 33 LLeAUTe Ha HacToALLETO
nscnenBaHe 3a YCbBbPLUEHCTBAHETO Ha OM3HeC npouecute B GAHKOBMA CEKTOP ce
ABABA CbLLECTBEH aBTOPCKM MPUHOC, KAKTO M MO OTHOLWEHWE W3MNOA3BAHETO Ha
Bb3MOXKHOCTUTE 33 aMOUAEKCTbPEH aHANM3 B METOA0/10TUATA 3@ YCbBbPLUEHCTBAHE
Ha 6aHKoBUTE BU3HeC npouecu.

OcobeHa aKTyanHOCT 1 3HAYMMOCT NpuaobunBa NPUNOKEHMETO Ha TeOpUATa Ha
OpraHM3auMoHHaTa ambuaeKcTpua 3a yCbBbPLUEHCTBAHe Ha GW3Hec npouecuTe B
ycnosmATa Ha naHgemuata ot COVID-19 u pactawm npegmsBuKaTenctsa npes,
H6aHKOBWA CEKTOP OT HaN-pa3/INYEH XapaKTep.
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2. BTOPA T/IABA: busHec npouecute B TbproBcka 6aHKa — metoau U
MeTOAMKa 3a YCbBbpPLUEHCTBAHE Ype3 amMbuaeKcTbpeH aHanus

Bbe BTOpa rnaBa aBTOpbT nNpeacrtaBa  MetoauM UM MeToAMKa 33
YCbBBbPLIEHCTBAHETO Ha busHec npouecnuTe B TbpProBCKa 6aHKa B KOHTEKCTa Ha
OpraHM3auyMnMoOHHaTa aM6M,£I,EKCTpMFI.

OnucaHn ca 6u3Hec npouecute B TbProBcKa 6aHKa KaTo e npeacTaBeHa
aBTOpOBa KnacudumKaLmMa Ha OCHOBHUTE BAHKOBK BU3HEC NPOLLECH, KaKTO U GparmMeHT
OT AbPBO Ha BM3Hec npouecuTe B baHKaTa.

®durypa 3. OcHoBHM 6aHKOBM BU3HEC npouecu

HPIIE.'I HYaHe Ha ETOT0OEBETe

HPE,Z[CI CTAEAHE HA KPETHT H

HHEECT HI[HH B Pa3NTHYHH aKTHEH 33 CMETKa Ha Pamxara

‘ Yueru }(\ Ilo KYIOEd Ha MeHHT e THHIH H 3alHCH Hd 3al0Be]

DaHKOBH IIPOLIECH TlppeMaHe Ha MEHHOCT H Ha JE0 3uT

HPE,Z[CI CTaeAHe Ha DaHKOBH rapaHuH

HMznaeaHe H yOpasTeHre Ha DaHKOBH KapTH

Toxynro-npogaxda Ha BIaropoSHE MeTanH

T’T:P TOBHA, CEXPAaHeHHE H YIDAETeHHEe Ha MeHHH KHIDK 3

DaxT OPDHHT H TH3HHT
‘ D uHAHCOBH }0

o~ KoHCYITAaHT CKHE VCIVTH
DaHKOBH IpoLecH = = =

OC-HOBHI/I JloBepHT eTHH Y CAYTH

3acTpaxoEaT elHE VCIVTH

baHKOBH mponecHu

Ioxynko-npoaxia HA BaTyTa

p HPIIE,).IEHE, Ha COecTOEHH EIOTOEE
DaHKOBH OpoLecH

CKOH’THP&HE Ha ThProOBCKH OOTHIH
| ‘ TpanuuHoHHH }0

IIo KYIKa HA TEPXKABHH O brEramuEn

HPE,IO CTaEAHE Ha rlo'rpeﬁm ENCKH KpeJHT H

HOHCYITaHT CKH VCIYTH

$HHAHCOE THIHHET
L ‘ Monepau }0

~ PaxT OpHHET
DAHKOBH MPOLECH —

3acTpaxoBaTelHE VCIYTH

IIo CpedHHIeCKH 3JaCIVIH

UN3zmoyHuk: Aemopbm Ha ducepmayuoHHUA mpyo

MNpeactaBeHo e B'b3,£l,€ﬁCTBVI€TO BbpXy YCbBBLPLWEHCTBAHETO HaA 6aHKoBUTE
6u3Hec npouecn Ha HAKOU aKTya/lHU BBHWHWU NpPean3BmMKaTeENICTBa Mpes KaTo
perynaunmte Ha EKONOrMYHOTO, COLMANHO U KOPMNOPATUBHO ynNpaBaeHWe, U3BeCTHO
KaTto ESG, nogrotoBKkata Ha 6aHKuTe 3a BbBEXOAHE HA €BpPOTO, HAB/IN3AHETO Ha
M3KYCTBEHNA UHTENEKT.
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B KOHTEKCTa Ha OpraHWsauMOHHaTa ambuAEeKCTpUA, aBTOPDBT pasriexsna
eKCnioaTaunoHHM 6u3Hec npouecn B 6aHKATa, CBbP3aHM C PYTUHHM Onepauun, u
eKCNopaunoHHM BU3Hec npouecu, CBbp3aHM C BbBEXAAHETO HA AUTMTaAU3aLMA U
MHOBAUMK. BbBeXAAaHETO HA MHOBALMM B BaHKUTE MOXKe Aa YCbBbpPLUEHCTBA BU3HeC
npouecuTe 4Ypes ynecHABAHE Ha onepauuuTe, NOBULWABAHE HA e(pEeKTUBHOCTTA U
HamanaBaHe Ha pucKa. MHoBaLmnTe moraTt aa noaobpaT 6usHec npouecuTe B 6aHKUTe
Ha MNbpPBO MACTO 4Ype3 asmomamu3ayusa Ha npoyecume. V3N0N3BaHETO Ha
TEXHONOTMM KATO pPobOTU3MpPaAH npouec asBTomaTtmsauma (RPA) M maWMHHO
camooby4yeHune (machine learning) moxe ga nomorHe 3a aBTOMaTM3MpPaHe Ha PYTUHHMU
M MNOBTapAWM Ce 3a4ayMu, KOeTO HaManABa Hy)XKAaTa OT pPbYyHA MHTEPBEHUMUA U
nopobpsasa edekTnBHOCTTa. MHOBaumuTe ca CBbp3aHM C duaumanusayuama Ha
ycnyaume. MNpeanaraHeTo Ha OHAANH U MOBUAHM YCNYTM NO3BONABA HA KAMEHTUTE Aa
AOCTbNBAT 6aHKOBMTE NPOAYKTU WM YCAYyrM Mo-AecHO U no-yaobHo. ToBa He camo
ynecHABa npoueca Ha o6CAy)XBaHe Ha KAMEHTUTE, HO M HaManABa BPEMETO W
pasxoauTte 3a 6aHKUTe.

[pyra obnact Ha MHOBATUBHW NPOMEHU B BaHKOBMA CEKTOP € 8HedpAsaHemo
Ha 6710KYeliH mexHosno2uu. Bnok4yelH TexHonornuTe npeanarat 6e3onaceH HayuH 3a
3anncBaHe M NPOBEpPKa Ha TPaH3aKLUMKU, KOETO MOXe A3 HaMa/iM PUCKa OT U3MaMMU.
ToBa moxe ga nogobpu 6usHec npouecute B 6aHKUTE, ocobeHO B o0bnactu Kato
npexsbpasaHe Ha Cpe/cTBa M YyAOCTOBEpPABAHE Ha CamMoJIMYHOCTTa. MHoBauuuTe B
H6aHKUTe ca CBbP3aHU U C U3nona3eaHe Ha Big Data v aHannTUKa. AHaNN3bT Ha roIeMu
obeMun gaHHM MOXKe ga nomorHe Ha H6aHKUTe ga nosay4yaTt ueHHa MHbopmauma 3a
NnoBeAeHMETO Ha K/IUEHTUTE, TeHAEHUMM Ha nasapa U puckose. ToBa MOXKe [a
NMOMOTHe 33 YCbBbpLIEHCTBaHE Ha BU3Hec npouecuTe KaTo ce A0CTUrHe A0 no-aobpa
nepcoHanM3aums Ha ycayrute 1 no-Aobpo ynpasaeHne Ha pUckKa.

BbB BTOpaTa 4acT Ha BTOpa [N1aBa Ca pasr/iefaHn HAKOM MeToaM 3a
YyCbBbpLIEHCTBAHE Ha Bu3Hec npouecute B 6aHKuUTE.

Memodvm JluiliH e cuctemaTU4eH NOAX0 3a YCbBbPLUEHCTBAHE HAa NpoLecuTe
B e/lHa OpraHu3aLma, KaTo ce CTPeMM Aa yBennym epeKTMBHOCTTA M Hamanu 3arybuTe.
B 6aHKuUTe J/INMH MOXKe Aa ce npunara Ha pas3/IM4HM HMBA Ha Bu3sHec npouecuTe, Han-
BeYe B TAXHOTO YCbBbpLIEHCTBAHe. To3u memod ce npusnaz2a OCHOBHO 3a
ycb8bpwieHcmeaHemo Ha eKcnao0amayuoHHUme, u3snvaHUmMesckume 6usHec
npoyecu, cevbp3aHuU ¢ nodobpseaHe Ha onepayuume u egpekmusHocmma om
npoyecume. MeTtoabT J/InitH ce GOKycupa BbPXY UAEHTUPULMPAHETO HA M3ULIHU
CTbMKM, 3arybeHun Bpeme 1 Apyrn U3NULWHN AeAHOCTU B BM3Hec npouecuTe B HaHKaTa.
ToBa MoOXe f[a ce MOCTUIHE Ype3 aHaM3 Ha [AaHHWUTE, y4yacTUe Ha EeKunu B
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onTMMnN3aumnATa U BHEAPABAHETO Ha I'IOAO6peHM npouecu. JTMNH moxke Aa ce npunnara
B Npon3soAacCcTBOTO Ha yCnyrum B 6aHKaTa. ToBa BKAOYBA HaMansBaHe HA U3NULLIHUTE
3a4auu, nsbareaHe Ha MWHUMU3UNPAHE Ha TPELLKUTE, ONTUMN3aUNA Ha U3MNO/13BAHETO
Ha pecypcute n aBTomaTtmn3salunAa Ha npouecuTe.

MeToabT J/IniiH HacbpyaBa H6aHKMTe Aa ce GOKycupaT BbPXy NpPeaoCcTaBaHETO
Ha KauyecCTBEHM YCAYrn Ha KAMeHTUTe cu. ToBa MOXe Aa ce HanpaBu Ype3 no-gobpo
obyyeHMe Ha CAYKUTenuTe, YCTaHOBABAHE Ha KOHTPONIHM TOYKM Mnpes3 npoueca u
BHEeAPsBaHE Ha CUCTEMM 3a 0bpaTHa BpPb3Ka OT KAMEHTU. ToBa MOXe Aa BKAO4YBA
pauMoOHaNM3aUmMs Ha W3MNON3BAaHETO Ha MaTepuann U pPecypcu, HamansBaHe Ha
BpemeTo 3a 06paboTka Ha 3aaBaeHuA U T.H. O606waBalikmM, meToabT J/IMMH MOXKe Aa
ce npunara B 6aHKNTE KaTo METO/, 33 YCbBbPLLUEHCTBaHE Ha BM3HeC npouecute, KaTto
MO ONUCAHUA HAUYUH Ce CTPEMM Aa Ce HaManAT 3arybuTe, Aa ce oNnTUMU3UPAT 3a434UTe,
[la Ce NOBULLWN KaYecTBOTO Ha YC/IYTUTe U Aa Ce paLMoHaNn3npaT pasxoguTe.

Memodvm Llecm Cuzma e MeToA40N10rUsA 33 YNPaBJeHNe Ha KayecTBOTO, KOATO
ce GoKycMpa BbpXy HaMansABaHETO Ha BapuaumnTte n gedektute B BU3Hec npouecuTe,
C UeN NocTuraHe Ha BMCOKa epeKTUBHOCT M HamasisiBaHe Ha rpewkuTe. To3u memod e
¢oKycupaH Hali-eeye 8bPXY YyCbBLPUWEHCMBAHEMO HA eKcnaoamayuoHHume,
u3snvaHumesnckume 6usHec npoyecu. Npumepn 3a npunoxkeHme Ha Wect Curma B
6aHKOBMA CEKTOp MoraT Aa 6baaT nogobpsiBaHe Ha npouecuTe 3a ob6paboTka Ha
KpeauUTHU 3aABKMU, pPexabunmtaumsa Ha 3aab/KeHusa, noaobpsaBaHe Ha KAMEHTCKOTO
obcnykBaHe n mHoro gpyru. LWect Curma moxke Aa MOMOrHe 3a HamasisABaHe Ha
rpeLwwKnTe, YyCKOopsiBaHe Ha BpeMeTo 3a 06paboTKka 1 nogobpaBaHe Ha KayecTBOTO Ha
ycnyrute B baHKara.

Mekasu memodu — memodvbm A0dxaiin 3a yCbBbpPLIEHCTBAHE Ha 6u3Hec
NpouecM KoOMBOWMHMPa MbBKABM MPUHLMNM U NPAKTUKU C yNpaB/ieHMeTo Ha GusHec
npoeKktu. Toi ce n3non3sa 3a 6bp3a M MBKaBa aganTauusa Ha NPOLLECUTE B OTFTOBOP Ha
npomMeHALmnTe ce 6M3HeC M3UCKBaHWUA. To3u memood ce u3nos3ea Hali-eeye 3a
yCbB8bpWEHCMB8aHe HA EeKCN/A0payuoHHU 6usHec npoyecu — TaKMBA, KOUTO Ca
CBbP3aHW C BbBE)AAHE Ha WHOBAUWM, HOBW TEXHOJIOTMKM, W3KYCTBEH WHTENEKT,
CNOXHM onepauun, CBbP3aHU C WU3CNEeA0BATE/ICKM, @ HEe CaMO C M3MbJHUTENCKU
AEeNHOCTH.

MeTtoabT ApxKaiin, 3aeaHo € TexHuMKkMTe CKpbm M KaHbaH, nbpBOHa4YanHoO
M3Non3BaHM B pa3paboTkaTa Ha codTyep, ce pa3npoCTpaHsBa B Apyrn obnactuy,
BKItOYMTENHO HaHKOBUTE yCyru. Toi ce OCHOBaBa Ha UTEPATUBHO N MHKPEMEHTANIHO
pa3BMTME, KOETO N03BONABA Ha BaHKaTa ga 6bae no-rbBKaBa M Aa 6bp30 NpomeHA
cTpaTternata u npegnaraHuUTe ycnyrm CNpAMo NPOMEHALLUTE Ce HYXKAM HA KAUEHTUTe.
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Ap,maﬁn € NTepaTmnBEH npoLec, KOWTO ce OCHOBaBa Ha HeNnpeKbCHATO I'IOAO6pFIBaHe n
agantmpaHe. [lo Bpeme Ha BCAKa wUTepauuAa, Ce aHanAM3MpaT pesyntatute m ce
BbBEXAAT HOBU I'IOLI,O6p€HMFI. Ype3 n3nonseaHe Ha TO3N MeETOA, 6aHKaTa Moxe Aa
NOCTUTHE NO-roJIAMa NMNBKABOCT U eq)eKTMBHOCT B 6M3Hec npouecute cu. ToBa MoXKe aa
gosene Ao ﬂ0-6'bp30 M NO-KayeCTtBeHO o6cny>«BaHe Ha K/IMEHTUTE, HaMa/1ABaHE Ha
BpeMETO 3a U3NbJ/IHEHWE Ha NPOoL,ECNTE N NOBUNLLIABAHE HAa ONEPATUBHATA e¢e|-(TMBHOCT
ypes yCbBbpLWEHCTBAHE HA EKCNNTIOPALLUOHHU busHec npouecwu.

ABTOPDBT pasrnexaa nogpobHo u Memod 3a ycvebpwieHcmeaHe Ha 6u3Hec
npoyecu ¢ ambudeKcmvpeH aHAAU3, KOUTO KOMOWHMpPA YyHMBEPCA/NHU CTbMKKM 3a
nofobpeHne ¢ ApyrM MHCTPYMEHTU HA aHanus, HabaoaeHue n uscneaBaHe U Halt-
BEYEe C BK/OYBAHETO Ha aMbBWMAEKCTbPHMA aHanu3. Ypes pasriexgaHeTo Ha To3u
MeTOZ, OpraHusauuuTe MoraT no-gobpe pa pasbepat M U3MBAHAT CTbMNKUTE,
HeobxoguMMn 3a nogobpaBaHe Ha TexHUTe OGM3HeC npouecu nNo ambuaekcTbpeH
HauuH. KaTo uano, npeanaraHUAT meTog, Lenu Aa 6bae necHa n rboBkaBa 3a 6U3Heca,
3a [la MO)e Ce W3MOoN3Ba; Aa OTpasABa Hal-[ob6puTe NPaKTUKKM; [Aa Cb3Aasa
Bb3MOXHOCTU 33 yMpaB/ieHMe Ha PUCKA Ha BCEKM eTan Mo Bpeme Ha Mnpoueca Ha
YCbBbPLUEHCTBAHE.

Memoodvm 3a ycvebpweHcmeaHe Ha 6u3Hec npoyecu ¢ ambudeKcmvpeH
aHanu3 ce cbcmou om cedemM cmbrKu. TOM CAyXKM KaTo MbTHA KapTa 3a NpuaBUKBaHe
Ha OafeH npouec OT HEroBOTO TEKYLLOTO CbCTOSHWE MO HanpasaABaH NMbT KbM MoO-
A06p0o M3NbAHEHME. 3a BCAKA CTbMKA MMa HAKOW KOYOBKU AecTBUA. TO3U MeToA ce
CbCTOM OT OLLEHKA Ha OpraHM3aLMOHHATa FOTOBHOCT 3a NPOMSAHA, OnpeaensaHe Ha
obxBaTa Ha rpaHMuUuMTe Ha BM3Hec npouecuTe, cbbupaHe Ha AaHHU, MOAENMNPAHE Ha
6u3Hec npoueca, MNpPenpoekTMpaHe Ha 6Ou3Hec npoueca, BHeapABaHe Ha
YCbBbPLUIEHCTBAaHMA OU3HEC npouec M nperned Ha cbrnacyBaH Habop ot H6u3Hec
npouecu.

AMBUAEKCTBPHUAT aHaNN3 NPUCHCTBA B NET OT ceAemTe CTbMKU. HerosoTo
n3non3eaHe e 060CHOBaHO M 06ACHEHO. Bcsika CTbNKa MMa Len, 4eNCTBUA, y4acTBaLLM
/MUa, pe3ynTaT M Hacoku M cbBeTu. Llenta gaBa npegHasHaYeHMETO M 3a4adaTta Ha
BCAKA CTbMKa; AeWCTBMATA ONUCBAT NpeanpueToTo BbB BCAKA CTbMKA; Pe3ynTaTbT
OMMCBa KaKBO € NOCTUTHATO; M HaKpan ca AaAeHU HAKOM HAaCOKKN M 0bwm cbBeTn. OcBeH
TOBa METOAbT MPEAOCTaBA Ha NPaAKTUKyBawuTe OMOBAMOTEKA OT MHCTPYMEHTU 3a
aHanM3 Ha Npouecu M TEeXHWKM 33 MOoAennpaHe, KOUTO Aa ce W3MNoAN3eBaT npu
npunaraHeTo. BcekKM MHCTPYMEHT M TeXHMKa ca CTPYKTYpPUpPaHM MO CNegHUA HaAuWH:
KaKBO, KaK, KOra, CUIHU U C1labu CTpaHu.
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®urypa 4. MeTog 3a ycbBbpLUEHCTBaHe HA 6M3Hec npouecu
C ambuaeKkcTbpeH aHanus

METOA40J10TMA HA HAYYHOTO
M3CJNIEABAHE

] 1- MbPBA CTbITKA
OUEHKA HATOTOBHOCTTA

| 2- BTOPA CTbIIKA
OYEPTABAHE HA BU3HEC NPOLECA 3A YCbBbPLWLIEHCTBAHE

3. TPETA CTbIIKA
CbBMPAHE HA NMOAPOBHW AAHHUA

| 4- YETBbPTA CTbIKA
POPMUPAHE HA MOAEN HA TEKYLLLMA BU3HEC MNMPOLLEC

5. META CTbIKA
MPEMNPOEKTPAHE HA BU3HEC NMPOLLECA

6. LLECTA CTBbIKA
— MPWJIATAHE HA YCbBbPLIEHCTBAHUSA BU3HEC
MPOLLEC

7. CEAMA CTbIIKA
3AK/IIOUYNTENNEH NPEMEA HA BU3HEC MPOLIECA

UNzmoyHuk: Aemopbm Ha ducepmayuoHHUa mpyo

Llenta Ha meToda e Aa ce MOCTUrHe No-gobbp MPOAYKT MAM ycayra 4ypes
edeKTMBEH MexaHM3bMm 3a nogobpeHne. OCHoBHATa LLes1 € Aa CTPYKTYpupa ycunuaTta
33 YCbBbPLUIEHCTBAHE Ha AageH 6M3Hec npouec Kato eAHOBPEMEHHO C ToBa ce
nscneaBat 6anaHca Mexay M3cnegoBaTesickaTa, Mpoy4yBaTesiHaTa YacT  oT
YCbBbPLIEHCTBAHETO Ha Mpoueca W U3NbAHWUTENCKaTa 4acT. MeTogonormsaTta e
pa3paboTeHa KaTo ce Mma npeasua, Ye 7a TpabBa Aa NpeaocTaBu Ha NoTpebutennte
CTPYKTYPMpPaH NOAX0A 33 TOBA KAaKBO Aa NPaBAT M KaK Aa yCbBbPLUEHCTBAT NpoLeca no
HaM-MafIko C/IOEH HauMH B KOHTEKCTa Ha 6anaHca meXay eKCn/oaTauMOHHM U
€KCNA0PALMOHHN AEeMHOCTM NOJ Bb3AENCTBMETO HA BbHLUHWU U BbTPELHM GaKTopM.

B oTtroBop Ha HeobxoguMmocTTa OT MoANOMaraHe Ha oOpraHusauuute B
NOEHTUOUUMPAHETO U UHTErPUPAHETO HA HOBM Bb3MOMKHOCTU B BU3HEC npouecu e
pa3spaboteH meToabT Ha ,leTTe AMamaHTa” 3a eKCN/AoOpPaLMOHHO ynpaB/ieHWe Ha
6usHec npouecute?®. MetoabT e pa3paboTeH MbpBOHaYanHO OT AH BOM BpoK u

20 yom Brocke, J. et al (2020), Class notes: Teaching the five-diamond method for explorative BPM.
BPTrends, LLC.
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KOJIeKTMB, a BNOCNeACTBME A0Pa3BUT U C ydyacTueTo Ha M. PosemaH. Toi cbyeTaBa
ynpaB/ieHNeTo Ha bU3Hec npouecuTe ¢ ynpaBieHUETO Ha MHOBaUMUTe (NpPeauMHO
AVBEPTreHTHOTO U KOHBEPrEeHTHO MUC/IEHE), NPEeAO0CTaBA HAYNHU 33 AeHTUdMUMpPaHe
Ha HOBW Bb3MOXHOCTU, NPOU3TUYALLM OT UMPPOBUTE TEXHONOTUN U NPOMEHSLLUTE Ce
HY)XOM Ha KNMEHTUTE, KaKTO U UHTErpMpaHe Ha Te3n Bb3MOXKHOCTU B HOBM BU3HEC
npouecn. MetoabT Ha ,,lleTTe AMaMaHTa“ BKAKOUYBA Pa3/IMYHM AENHOCTU, U306pas3eHmn
KaTo eAuH BceobxBaTeH ANMaMaHT M YETUPU OCHOBHM AMaMaHTa. YeTupuTte AnamaHTa
ce OTHacAT A0 uen, bUsHec, TEXHONOIMA U UHTerpaums. lnamaHteHata ¢popma Ha Tesu
[EeNHOCTU OTpasfBa W3MNON3BAaHETO Ha AMBEPreHTHO M KOHBEPreHTHO MUCAEHEe Mo
Bpeme Ha npoueca, KOUTO Ca MHOFO BaXHW CbCTBAHW YaCTU B YNpaBAEHUETO Ha
MHOBaUUUTE. BCUYKKN AEMHOCTH, T.Hap. ,AnamaHTU” oT Bom BpoK, ce ocHOBaBaT Ha
CbLUECTBYBALLNTE 3HAHUA OT YNpPaBAeHNETO Ha BU3HeC NpouecuTe U ynpaBaeHUEeTo Ha
MHOBaLUuuUTe. ,,BceobXBaTHUAT AMaMaHT" CBbP3Ba BCUUYKM OCHOBHU ANAaMaHTU U AaBa
HACOKM Kak Te Aa 6bAaT U3Nb/IHEHM Ype3 CUCTEMATMYEH NoAxoa,

@uzypa 5. Memoo Ha ,,lTlemme duamaHma“ 3a eKcrnao0payuUoHHO ynpassaeHue
Ha bu3Hec npoyecume no vom Brocke et al
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U3moyHuK: aemopbm Ha ducepmayuoHHUA mpyo no vom Brocke et al
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y2ANamanTbT uen” (nAB  AMamaHT) ce oOTHacs Ao HeobxoguMmocTtta oOT
npunaobuBaHe Ha OCBEAOMEHOCT 3a LLe/iITa Ha OpraHM3aLmaTa, KakTo M 3a gageHun
KOHTEKCT B HA4a/I0OTO HAa MHOBAUMOHHMA npouec. Mo Bpeme Ha auBepreHTHaTa ¢asa
Ha Tasn AEMHOCT ce U3MCKBA AedUHMpPaAHEe Ha LLeNTa M KOHTEKCTa, B KOMUTO paboTu
opraHusaumaTa. OcBeH TOBa OopraHM3aumaTa TpabBa Aa HavyepTae 6baelwa cTpaTerus,
KaTo B3eme NpeaBug KOHTEKCTa Ha CBOATA UHAYCTPMA U KAUEHTUTE, KbM KOWUTO Ce
obpbla. KoHBepreHTHaTa ¢asa CAy)KM 3a onpegensHe Ha uUenta u obxeata Ha
npuaaraHeTo Ha metoaa Ha ,,lMeTTe AgMamaHTa” (TexHMKa). O6XBATHLT HA NpUAaraHe Ha
MeToANTe Ce OTHacA A0 UAnaTa OpraHu3aumna uam Ao oTaenHu 3seHa. CboTBETHO ce
onpeAenATt rpaHUYHUTE YCA0BUA 33 CbOTBETHUTE AEMHOCTM (pe3ynTar).

,BU3HeC AnamaHTbLT” (ropeH AuamaHT) MmMa 3a uen ga uaeHtuduumpa
Bb3MOXHOCTU, CBbP3aHM C HOBM HAYMHM 33 reHepupaHe Ha CTOMHOCT, NPou3TUYaLm
oT 6wu3sHec cpepata. [enHocTTa 3amoyBa C AuBepreHTHata ¢asa, Kato ce
naeHTMdmumpaT meraTeHAeHUMUTe, NocaeaBaHU OT TeHAEHUUUTE B CbOTBETHUA
CeKTOp Ha wuHAycTpuAata (TexHuka). o Bpeme Ha KOHBepreHTHata ¢a3a
naeHTUMUMpPaHNTe MeraTeHAeHUMN U OTPACNIOBM TEHAEHUMM Ce OUEHABAT, KaTo ce
B3eMa npeasupg LenTa, onpegeneHa B NbpBaTa AeMHOCT (TexHMKA). Bb3 ocHOBa Ha
Ta3n oueHKa ce M3bupaT peneBaHTHUTE TEHAEHUMM 33 CbOTBETHATa OpraHuM3aLus
(pesynTar).

, TEXHO/IOTUYHMAT AnamaHT” (J0NeH AMaMaHT) MMa 3a uen aa naeHtudunumpa
Bb3MOXHOCTUTE, MpPOM3TMYAWM OT uudpoBute TexHosormn. [lo Bpeme Ha
AuBepreHTHaTa ¢as3a Ta3n [AeMHOCT e CBbp3aHa C WMAEHTUPUMUMPAHETO Ha
HOBOBB3HMKBALLUY TEXHOJIOTMYHU TEHAEHLMN U CbLLECTBYBALLM LMPOBU TEXHONOTUN,
KOMTO 6Mxa Moraun ga 6bvAaT OT 3HaYeHMe 3a opraHusaumnnaTa (TexHuka). Mo speme Ha
KOHBepreHTHaTa ¢asa TEeXHONOTMYHUTE TEeHAEHUMU U LUPPOBUTE TEXHONOTUU Ce
06CBHKAAT BbB BPb3Ka C NPUIOKMMOCTTA UM 33 OpraHusaumnsTa (TexHuka). U36opsT Ha
TexHonorum Tpabea ga 6bae cbobpaseH c uenTa. Bb3 ocHoBa Ha Ta3n OuUEHKa ce
n36MpaT CbOTBETHUTE AUIUTANIHU TEXHO/IOTUK 32 OpraHu3aumsTa (pesynTar).

»2AMaMaHTbT Ha WHTerpauuatTa” (meceH AmamaHT) cbyeTaBa UeNTa Ha
opraHmM3aumMaATa C Bb3HMKBALWMTE Bb3MOXHOCTU 3a pa3paboTBaHe Ha HOBU BU3Hec
NPOLLecH C reHepupaHe Ha HOBa CTOMHOCT. Mo Bpeme Ha AuBepreHTHaTa ¢asa Tasu
AEeAHOCT MMa 3a Len Aa UHTerpupa HoBUTE BUKAAHUSA, NPUAOOUTM Npu NpeanullHuTe
TPU AeWHOCTU. B pe3ynTaT Ha TOBa ce Cb3AaBaT eAuH UM HAKONKO BAYynpuMHTC Ha
npouecu, 3a 4a ce Cb3gage HOB MPOLEC, KAaTo CblLLEBPEMEHHO Ce reHepupa HoBa
CTOMHOCT 3a KAneHTuTe (pesynTtar). CnegoBaTteniHo ,[JMaMaHTbT Ha UHTerpaumaTa’” ce
Bb3MN0/13Ba OT CUIHUTE CTPAHW, KOUTO Ca HAaTPYNaHW B pamMKuUTe Ha meToza Ha ,lMeTTe
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AMamaHTa“, KaTto obACHABa Kak HOBUTE maen moraT Aa 6baaT opraHu3MpaHu U
ynpasnasaHu upes npouecun?l.

,BceobxBaTHMAT aAnamaHT” cnopes MeTtoaa, pa3paboTeH oT Bom bBpok u
KONEKTUB, CBbP3Ba BCMYKM OCHOBHM AMaMaHTM W [aBa HACOKM Kak gda bbaar
M3MbAHEHU. B 3aBUCMMOCT OT KOHKPETHUTE HY)KAM OpraHusaumnsaTa Moxe aga nsbepe
Pa3/IM4HM OTNPABHM TOYKM W gOa NPONycHe AENHOCTU WAM WM3MNON3BAHETO Ha
onpeaeneHn TexHUKU. Tbih KaTo MeToabT MMA 3a Len Aa Hacbpyu TBOPYECTBOTO M
WHOBaLWUUTe, NpunaraHeTo My cnegBa ga 6bae CUAHO UTepaTMBHO. ToBa e
n3obpaseHo 4pe3 ABYNOCOYHUTE CTPENKU MexKAy BCUYKM ABOMKM pombose.
Hanpumep, opraHM3aumnaTa MoXKe Aa 3anoYHe C TEXHON0TMYHUA ANaMaHT U cied ToBa
A3 NpemMnHe KbM busHec AnMamaHTa. Taka ce rapaHTMpa, Ye MHOBATUBHUTE MAOEMN Ce
peannsmpaT Ypes3 HoOBM HM3HEC NpoLecu C HOBM NPeasIOXKEHNSA 33 CTOMHOCT.

AnpobupaHeTto Ha MeToaa Ha ,leTTe AMamaHTa" B 6bArapcka Tbproscka 6aHkKa
61 flO0Ka3an He0bX0AMMOCTTA M PE3YNTATHOCTTA Ha NPAKTUYECKM NOAX04, KOUTO MOXKe
[la HTerp1pa u CUHTE3Npa eIeMeHTHU OT yNpas/ieHUe Ha MHOBALUUTE C €/IeMEHTU OT
ynpaBneHneto Ha 6Ou3Hec npouecute Ha 6asata Ha OpraHWsaLMOHHaTa
ambuaeKkctpus. B npoueca Ha usnpobsaHe Ha meToaa H6uxa Bb3HWMKHANM BbMNPOCK
OTHOCHO HEeroBaTa NPUIOXKMUMOCT M B PaMKUTE Ha eTana Ha peau3anH Ha XKU3HEeHUs
UMKDBA Ha YBM. Mo oTHOWeHMe Ha U3MEePEHMETO Ha KOHTEKCTa MeToAbT e ocobeHo
NPWUIIOKMM 32 OCHOBHMTE BU3HEC NpouecK 3a Cb3gaBaHe Ha HOBO NpeasoXKeHue 3a
CTOMHOCT. B npoueca Ha npunaraHe Ha MeTOAa MOXe Aa Ce YCTaHOBM CbLUO TaKa, vye
TOW NO3BO/NABA MBKaBa KOHOMUrypauusa Ha BCUYKKU AnamaHTU. CnesoBaTeIHO HAKOM
opraHuMsauMm morat ga B3emaT npeasua BCUYKU AMaMaHTK, A0oKaTo Apyrn moraT aa
NOCTaBAT NO-FO/IAM aKLEHT BbPXY €4UH AMAaMaHT B CPaBHEHWE C APYT.

OcBeH TOBa B PaMKWUTE Ha BCEKWU AMAMaHT OpraHM3aunuTe morat ga mlbepar
NoAXo4ALL0 HUBO Ha AETalHOCT, KaTo ce poKycupaT camo Bbpxy A0b6pe no3HaTK unm
BbPXY HOBOBb3HUKBALLMN AUTUTANIHN TEXHONOTMN U MHOBALLMOHHM AeMHOCTU. BaxKHO e
fa ce otbenexu, ye MeToabT Npegnonara pPas/IMYHM 3aMHTEPECOBAHM CTPAHU U
HaCbpyaBa y4acTMETO HA MHOXECTBO PO/IM, KOUTO BHACAT PA3/INYHU TNIeAHN TOYKM 33
Bb3HMKBALLMTE Bb3MOXKHOCTU. [10 TO3M HaUMH Ce Cb34,aBaT YCN0BMA 3a M3NONA3BAHE Ha
eKcnepTnsaTa U NOTeHLMaNa Ha Pa3IMYHN MEHULKDPU U EKCNEepPTH B OPraHU3aLmaATa,
KOMTO 0beAnHABAT YyCMAMA MO KOHKPETHU npobnemu. Cb3gasaT ce yc/ioBMA M 3a

21 Mendling, J. et al (2020). Building a Complementary Agenda for Business Process Management
and Digital Innovation. Eur. J. Inf. Systems
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Pa3BUTHUETO Ha 6aHKaTa KaTo yyella ce opraHn3aumna, Kakto 1 3a pas3inyHun d)OpMVI Ha
npunaraHe Ha ynpasaeHmne Ha 3HaHUETO.

OpueHTUpaHMUTE KbM NpoLECcUTe opraHusaumm Tpabsa ga moraT Aa pa3BuBaT
HOBM CNOCOBHOCTU U KOMMETEHLMMN, 33 A3 OTKPUBAT Bb3HMKBALWMTE Bb3MOXKHOCTM NO
OTHOLWLEHWE Ha HOBWUTE TEXHONOrMK U BusHec mogenn. B cBeTnMHaTa Ha AHellHaTa
BMCOKOAMHAaMM4YHa BM3HeC cpena ToBa Ce CYMTa 3a CbLLECTBEHO, 33 Aa Ce rapaHTUpa
YAOBNETBOPEHOCTTA HA KAMEHTUTE M A3 Ce HACbpPyM MEXKAYOpPraHM3auMOHHOTO U
BbTPELHOOPraHM3aLUMOHHOTO CbTpyAHMYecTBO. Makap MmeToabT Ha ,lMeTtTe
AnamMaHTa“, pa3paboTteH oT Bom Bpok 1 gopa3sBuT oT Po3emaH, Aa MoXe Aa ce npunara
B Pa3/IMYHU OPraHM3aLMOHHN KOHTEKCTU, TOW npeanonara, Ye opraHuMsaumsaTa MmMa
fobpe pasBuTa OpPMEHTAUMS KbM OM3HEC npouecute, KOETO ro npaBu 0CO6EeHOo
noaxoAsl, 3a CpeaHu U rTonemmn opraHmnsaunu.

3. TPETA T[IN1ABA: Metogonorua 3a wuscnepasaHe Mopena 3a
aMmbuaeKCTbpPHO YCbBbpLIEHCTBAHe Ha 6u3sHec npouecu (MAVYBIM) B
TbpProscKa 6aHKa

B TpeTa rnaBa aBTOP®LT Ha AUCEPTALMOHHUA TPy A M3cneaBa vypes nabopatopeH
eKCMNePUMEHT MOAEN 33 aMBMAEKCTbPHO YCbBBPLUEHCTBAHE HAa Bu3Hec npouecute
(MAYB) B Tbproscka 6aHKa. Ha 6a3aTta Ha pa3rnegaHuTe BbB BTOpa rN1aBa MeToam 3a
YCbBbpPLIEHCTBAHE HAa BU3HEC npouecn ¢ ambnaeKCTbpPeH aHaIN3 U METOZ, Ha NeTTe
AMAaMaHTa 33 EeKCNI0PauMOHHO YMpaBAeHME Ha MpoLecuTe, KaKTo U C orneg
NAeHTUPUUMPAHUTE BBHLWHW M BBTPEWHW 33 OaHKaTa ¢aKTop, € npeasoXKeHa
Bb3MOXHOCTTa 3a Cb3ZaBaHe Ha Mogen 3a aMbUOEKCTbPHO YCbBBLPLUEHCTBAHE HA
6u3Hec npouecute (MAYEI) B Tbproscka 6aHKa. Llenta Ha To3n moaen e aa ce cbyeTae
HeobxoAMMOCTTa OT nNpuaaraHe Ha WHOBAUMM W CbLLEBPEMEHHO 3ana3BaHe
CUTYPHOCTTA Ha PYTUHHUTE Onepaummn Npu yCbBbPLUEHCTBAHETO HA Bu3Hec npouecuTe
B 6aHKaTa.

Kakto 6ewe nocoyeHo B [MbpBa rnaBa, opraHu3aumoHHaTa ambuaeKkctpua
MOXKe Aa 6bAe M3M0/3BaHA KaTo MEeTO40/0rMA 33 YCbBbpLIEHCTBaHE Ha BusHec
npouecu BbB BCAKA OpraHM3aumaA, BKAOYMTENHO M B 6aHKW. KaTto obobueHue
CTbMKMUTE 33 YCbBbPLUEHCTBAHE Ha 6aHKOB BU3HecC npoLec Ypes ambuaeKcTpuaTa KaTo
MeToA0/10rnA Morat ga 6baat cnegHute:

1) NpeHTudumumpaHe Ha TeKywuTe BbHLIHW U BbTPELIHU NpeaAn3BMKATENCTBA U
npob6nemn B 6aHKOBMA BU3HEC MPOLLEC, KOETO BK/OYBA aHA/IN3 HA AAHHUTE,
MHTEPBIOTA CbC 3aMHTEPECOBAHM CTPaHW, HabatogeHme Ha paboTHUA nNpouec n
ApYyrn metoam 3a cbbupaHe Ha MHGopmaumA.
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2) PaspaboTtBaHe Ha ambuaeKkcTbpHa CTpaTervsa, KoATo TpAbBa Aa NpeanoXu
6anaHc mexAay eKcnnoaTaunmoHHa 1 M3caeaoBaTtesncka AenHocT. Tpabsa aa ce
onpeaenu ganu e no-epeKTMBHO Aa Ce MHOBMPAT TEKYLLMUTE NPOLECU UM A3 Ce
Cb34aaaT HOBM.

3) U3nbaHeEHME Ha cTpaTernaTa, KOETO BK/OYBA OCHLLECTBABAHETO Ha AEMHOCTH,
KouTo nogobpsasat busHec npoueca. ToBa MOKe A3 BKNOYBA M3NONA3BAHETO HA
MHOBATMBHM TeXHONOrMKM, pa3paboTKa Ha HOBM ycayrn, nogobpssBaHe Ha
KOMYHMKaLUMATa 1 4p.

4) OueHKa Ha NOCTUrHaTUTE pPe3ynTaTh OT M3MbJHEHAaTa CTpaTerus, KOeTo MoKe
la Ce HanpaBM Ype3 CpaBHEHME Ha MNpeaullHUTEe MoKasaTenn Ha
NPOU3BOAUTENHOCT C HOBUTE, aHa/U3 Ha KAMEHTCKUTE OT3MBM, OLEHKAa Ha
Bb3BPbLLAEMOCTTa Ha UHBECTULIMUTE U Ap.

5) AmbuaeKkcTpuaTa  npeanonara  HenpekbCcHaTo  npucnocobssaHe U
nogobpssaHe Ha cTpaTernaTa M U3NbAHEHMETO 1 Bb3 OCHOBA Ha MOJyYeHUTe
pes3ynTaTM U HOBU Npean3BMKaTeNCcTBa. TOBa BK/OUYBA UTEPATUBEH NPOLEC Ha
npucnocobABaHe U ONTMMU3UPAHE Ha NpoLecuTe.

BakHO e Aa ce otbenexu, ye ambuaeKCcTpMATa He e CTaHZAaPTHA MeTo40/10rnA,
a no-ckopo nogxon wanm ¢unocodms, KoOATO CbyeTaBa eKcnaoatauma u
nscnepoBaTesncKa gerHocT. Mpu npunaraHeTo 1, baHKkKTe TpsbBa Aa B3emaT npeasus,
cneundpuyHnTe cnu H6M3HecC uenn n ycnosua, TpAOGBa Aa ce M3cneaBa KOHKPETHOTO
B/IMAHME HA BbHLWHUTE U BbTpelwHUTe GaKTopM, KaKTo U cneumduyHnuTe metoam 3a
YCbBbPLUEHCTBAHe Ha BU3Hec npouecuTe.

M3non3sBaHaTa MeToA0/10rMa e cbobpaseHa cbe cneyndmKaTa Ha U3cneaBaHUsA
npobsem, KaTo aBTOPBLT € CTUTHAN 40 U3BOAA, Y€ MOXKE [1a Ce NPUNOKM cneunudruuHns
MHCTPYMEHTAPUYM Ha EeKCNepuMMEeHTaNHUA AM3alH Npu u3cneaBaHe Ha 6GuU3Hec
npouecuTe. MNMpu TO3M NPUIOKEH NOAXOA YpPe3 U3MON3BAHUTE METOA Ha MHTEPBIO U
aHKeTHO Npoy4yBaHe ce NOoCTUraT yAOBAETBOPABALLM aBTOPa HayyHW pe3ynTaTu 3a
NPWUIOXKEHUETO Ha OpraHM3aLMoHHaTa aMbuUaeKCTpMUA B NpoLeca Ha ynpas/eHue U
yCbBbPLUEHCTBaHe Ha busHec npouecuTe.

Ypes meToza Ha NabopaToOpHUA aHaNM3 aBTOPBT Ha ANCEPTALMOHHUA TPyL, €
M3BbPLINA aHKETHO NPOYyYBaHE cpes TPUAECET U LECT eKcnepTa OT LLeHTPasHOTO
ynpaB/fieHMe M OT KJ/IOHOBaTa Mpe)Ka Ha TbproBckata 6aHKa. B npoueca Ha
npoBeXAaHe Ha eKcnepMmeHTa ca 06xBaHaTM M OBCTOMHO MPOYYeHU MHEHUATa U
aHa/M3uTe Ha AeceT eKcrnepTa No TeMaTa 3a YCbBbPLUEHCTBaHe Ha Bu3Hec npouecute.
LlAanoTo Hay4yHo M3cneaBaHe 0bxBalla ocem eTana, KOUTo NO3BONSABAT 43 CE U3BbPLUM
AOCTaTb4yHO NoAPO6HO M 3a4b1604EHO U3CneaBaHe.
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KOHTPONNPAHMAT eKCcnepuMeHT, Man NabopaTopHMAT EeKCNepUMEHT, € BUA
Hay4YeH eKCNepUMEHT, KOUTO Ce NPOBENXKAA B KOHTPOIMPAHU YCNOBUA B 1abopaTopHa
cpena. Ton npeactaBnaABa M3c/ieaBaHe, NPU KOETO M3CNeAO0BaTeNAT MaHUNyAupa
onpeaeneHn NPoOMeH/IMBU U KOHTPOIMPA YCNOBMATA HA U3c/eaBaHe C Len Aa u3onmpa
Bb34ENCTBMETO HAa KOHKPETHU GpaKTOpU BbPXY pesyatatuTe.

Etanure Ha eKcnepumeHTanHo  nabopaTopHo uscnepBaHe Ha
YCbBbpPLUEHCTBAHETO Ha 6u3Hec npouecute B TbproBcKa 6aHKa upes
OpraHM3auMoHHA ambupeKcTpusa, N3N0N3BaHO OT aBTOPA Ha AMCEPTALMOHHUA TPyA,
BK/1IOYBAT C/Ie4HUTE OCHOBHM CTbMKMU:

1) Ob6ocHOBKa Ha eKcrnepumeHTa: dpopmynmpaHe Ha npobnema, KoiTo TpsbBa Aa
6bvae pasrnenaH, U naeHTMOMUMpPaHe Ha KAKYOBUTE BbNPOCKM HA HasaTa Ha
TEeOpPEeTUYHUA MaTepunan U Npernega Ha amtepartypara.

2) ®opmynupaHe Ha W3CAeAOBATE/NICKMTE XMMOTE3W: Ha MNbPBO MACTO Ce
dbopmynunpat xmnotesn, KOUTO NpeanonaraT Bpb3Ka MexXay ABE UAM noseye
npomeHAnBu. Tean xmnotesn Tpabea Aa 6baaT TECTBAHWU Ype3 eKCNepPUMEHT.
O6UKHOBEHO Ce aHaM3MPa HYNEeBA U anTepHaTMBHA XMNoTesa.

3) [Au3aiH Ha ekcnepumeHTa: M3bupa ce noaxoasaw, AnM3anH U MHCTPYMEHTapUym
Ha eKCNepPMMEHTA, Ype3 KOMTO M3C/1IeA0BaTeNAT MMa Bb3MOXKHOCT Aa yNpaBaABa
He3aBMCMMaTa NPOMEH/IMBA U Aa perncTpmpa 3aBMcumara

4) N3bop HaA y4yacTHUUM B ekcnepumeHTta: Onpeaenat ce y4acTHUUUTE B
eKcnepMmeHTa unm obeKkTUTe Ha M3cneaBaHe, KOMTO Le 6baaT U3N0XKEHU Ha
MaHUNyNauMATa Ha He3aBUCUMUTE NPOMEH/TUBMU.

5) MpoBexgaHe Ha eKkcrnepumeHTa: EKcnepumeHTHT ce npoBexaa B
KOHTPO/IMPaHK ycnoBua B nabopaTopHa cpeaa. YYacTHUUMTE UAKM 0BEeKTUTE Ha
n3cnenBaHe ce nognaraT HAa MaHUNYNAUMATA Ha HE3aBUCUMUTE NMPOMEHINBMN,
KaTo ce cnegm BHMMATE/IHO TEXHUTE peaKLum u OTrOBOPM.

6) M3BbpluBaHE Ha CTAaTUCTMYECKM aHanu3: B To3m eTtan ce cbbupaT AaHHM 3a
peakuMnTe Nan OTrOBOPUTE Ha Y4aCTHULMTE UM 0BEKTUTE Ha n3cneBaHe cneq,
M3BbPLUBAHETO Ha MaHuUnynauuata. JaHHUTe moraTt Aa 6baat cbbpaHm ypes
HabnoaeHWe, aHKETU, U3MepBaHMA U apyrn metoan. CbbpaHuUTe OaHHM ce
aHaNM3MpaT C uen Aa ce NpoBepu xmnortesaTa U Aa Ce HaNpPaBAT 3aKJKYeHUA
OTHOCHO B/MAHMETO HA HEe3aBUCMMUTE TMPOMEH/IMBU BbBPXY 3aBUCUMUTE
npomeHAMBKU. B TO3M eTan ce M3NON3BAT CTAaTUCTUYECKN MEeTOAM 33 aHa/Iu3 U
WHTepnpeTauma Ha JaHHUTe.

7) NoTeBbprKAaBaHe AWM OTXBbPAsAHE Ha xunoTe3uTe: MpaBAT ce M3BOAM CbINacHO
NnoslyYyeHUTe CTAaTUCTUYECKM JaHHWM npe3 npu3mata Ha ¢opmynmpaHaTa
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Xunotesa B eTan ase. ChegosaTenHO ce NpUemMa UM OTXBbPAA HyneBaTa Uan
adNTEPHATUBHATA XNNOTE3a.

8) AHanNn3 U MHTEpNpeTaLuA Ha pe3ynTaTuTe: B KOHTEKCTA Ha XMNoTe3aTa U uenute
Ha wu3cnegsaHeTo. CbCTaBA ce 3aKAOYEHME OTHOCHO Ba/MAHOCTTA Ha
Xxmnorte3arta N SHAYMMOCTTa Ha OTKPUTUATA.

durypa 6. ETanu Ha npoBeXXAaHe Ha eKCnepMMeHTa

1. ObocHOBKa Ha
eKcnepumeHTa
2. opmynupaHe Ha
13cnepoBaTesICkKUTe XMNoTesmn
3. [In3aiiH Ha eKCcnepuMmeHTa
4. 360p Ha y4acTHWULM B
eKkcnepMmeHTa

5. MposexaaHe Ha
eKkcnepumeHTa
6. M3BbpLuBaHe Ha
CTAaTUCTUYECKMN aHaNn3
7. MNoTBbpXKAaBaHe UAn
OTXBbP/IAHE Ha XMnoTesnTe
8. AHanu3 1 nHTepnpetauma
Ha pesyatatute

N3moYHuK: asmopbvm Ha ducepmauUOHHUﬂ mpyd

Te3n ocem eTana ca M3noi3BaHM OT aBTOPA KaTo arOPUTbM Ha MPOBEAEHOTO
Hay4HO M3cneaBaHe.

ABTOPBT Ha AMCEPTALMOHHMA aHaIM3 € NOCTaBWU/ NeTHAaAECET XMMNOTE3U, KOUTO
ca pasrneAaHu No OTHOLWIEHWE Ha HyNeBa M anTepHaTUBHA XMnoTesa.

UN360pvm Ha uscnedsaHume auya e cbobpaseH cbe cneunduKkaTa Ha BUsHec
npouecuTe B TbProBcka 6aHKa. HanpaBeHW ca NbpBOHA4YaIHU UHTEPBIOTA C YEeTUPMMA
eKcnepTa, KakTo M npoy4ysaHe nog, popmaTta Ha PasLWMPEHO MHTEPBIO C OLe WecTUma
eKkcnepTa. B TpeTua eTan - aHKETHOTO MPOYy4YBaHE € HanpPaBeHO C NpeaBapUTENHO
noAroTBeH OT aBTOpPa BbMPOCHUK CbObBPaA3HO pesynTaTuTe OT MeToAa Ha UHTEPBIOTO.
B aHKeTHOTO Npoy4yBaHe ca y4yacTBanM 36 eKcnepTta, KOUTo dopmupaT Helenesa
Hecny4YaliHa M3BaZKa Ha NPUHLMMNA Ha OT30BanTE Ce.

Kpumepuu 3a OonycKaHe HaA eKkcnepmume 6 eKcrnepumeHmasaHomo
npoy4eaHe ca:
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e [IpodecrmoHaneH onut B 6aHKOBUA CEKTOP MUHUMYM 3 rOAUHN;
e 3aBbplieHO Bucwe obpasoBaHMe C MMHMMANHA  obpa3oBaTesiHoO-

KBannPUKaLUMOHHA cTeneH ,6akanasbp”;

e [lo3HaBaHe Ha busHec npouecuTe B 6aHKaTa, B KOUTO y4acTBaT;
e [lo3HaBaHe AeMHOCTTa Ha 6aHKaTa KaTo us/o.

ABTOPbBT Ha AUCEPTALMOHHUA TPyA € B3en npeasus, 4e 3a u3cneaBaHe Ha
YCbBbPLIEHCTBAHETO Ha OM3Hec npouecute B 6OaHKaTa 4ypes OpraHM3aLMOHHA
ambuaekcTpua  pecnoHAeHTUTe c/ieABa Aa Cca C eKCnepTeH OnUT Kakmo 6
UeHmpanHuUa MeHUOMMbHM Ha BaHKama, maKka u e K/10Ho8ama Mpexcd, ¢ 02a1e0
nocmuzaHe Ha nNo-pernpe3eHMamusHU pe3yamamu om u3scaedsaHemo.

U3cnedosamesncKuam uHCMpymeHmMapuym BKIOYBA MOC/AEeA0BaATE/NHOTO
METO/AMYECKO opraHusupaHe Ha eKcnepTHO Hay4YHOTO nscneaBaHe.
EKCcnepumeHTanHOTO wu3cneaBaHe BK/AOYBA METOoAa Ha WMHTEPBIOTO M aHKETHO
npoyusaHe. Llenta Ha mMemoda Ha uHmepeoMo e aa ce U3BbPLIM NOTBBLPNKAEHWNE HA
Bb3MOXKHOCTUTE 33 YCbBBbPLUEHCTBAHE Ha BU3HeC npoL.ecuTe NocpeacTBoM METoAa Ha
OpraHM3auUMOHHATa aMbUaEeKCTPUA KaTo ce MpoyyaT U aHaNAu3MpaT npenBapuTesHo
BbHIIHUTE W BbTPEWHM (GaKTopu, KOUTO BbB3AEWNCTBAT Ha TO3M NpPoOLECc, camaTa
CbWHOCT Ha amMbUAEKCTbpHUTE OM3HEC Npouecu, KakTo M HeobxoaMmocTTa OT
npuaobmnBaHe Ha AOMbAHUTENHU 3HAHUA M YMEHWs NpPU NPomMsAHa Ha 6usHec
NnpoLecuTe c ornes BbBexKaaHe Ha AUInTanmn3aumna U MHOBaLUUN.

Ypes npoBexaaHe Ha aHKeMHOMOo npoy4YedaHe, Hay4YHUAT U3Cnea0BaTeN MMA
3a 334a4a Aa YCTaHOBM Bb3MOXKHOCTTA 33 NPpMEMaHE UAM OTXBbPAAHE Ha NOCTaBeHUTE
neTHaZeceT XMnoTesn OT aBTOpa Ha Tpyaa. M3serkaaT ce 0606LEeHNA Ha eMNUPUYHMU
AAHHW. 3a uenuTe Ha aHanM3a 1 0606LLaBaHETO HA MONYYEHUTE AaHHM OT NPOBeAEHUS
EeKCMEepPMMEHT, aBTOPBT Ha HAyyHMA Tpyn W3N0A3Ba AECKPUNTUBEH aHanus
(onucaTeneH).

MposexkaaHe Ha eKcnepuMmeHTa

N3cnepBaHeTo e nposegeHo oT 1 mapT o 30 toHu 2023 r. [TbpBOHAYaANHO €
HanNpaBeHO MHTEPBIO C YETUPMMA EKCNEPTU N B NOCNEACTBME UHTEPBIO C OLe LWeCcTMMa
ekcnepTa. MbpBUTE MHTEPBIOTA 0O6XBALLAT BbNPOCK OT NO-06LL, XapaKTep, CBbP3aHU C
6anaHCMpPaHO BK/IHOYBAHE HA EKCMNI0PAaUMOHHM (MHOBAUWMOHHU) M EeKCNIOTaLMOHHM
(onepauMoHHK) enemeHTU B YCbBbPLUEHCTBAHETO Ha busHec npouecute. Btopute
LIECT pasWMpPEHN MHTEPBIOTA BKAOYBAT peamua BbMNPOCH M MOACHEHUA MO OTHOLEHME
Ha YCbBbpPLUEHCTBAHETO Ha Bu3Hec npouecuTe B HaHKaTa 1 AaBaT MOTMBMPALLLA MOCOKaA
32 BbB3MOXHOCTTAa 33 Wu3CNeABaHe Ha METoAO0/IorMATa Ha OpraHW3auMOHHATa
ambunpgekcTpua.
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EKcnepTuTe, C KOMTO Ca MPOBEAEHU WHTEpBIOTa, ca NoabpaHu CbobpasHo
KOHKPETHU KpUTEPUM W MMaT cneunduuHn u 3aabN60YEHN TEOPETUYHU U
NPaKTUYECKU MO3HAHWUA B YNPaBNEHNETO M YCbBBbPLUEHCTBAHETO Ha BU3HEC Npouecute
B 6aHKaTa. 3a UenuTe Ha AMCEePTALNOHHMA TPYA Ca BKAKOYEHU Pa3NYHUTE CNeUnPUKM
Ha 6aHKoBUTe BU3HeC nNpouecu, NocoyeHn B rasa Age. Llenta npen aBTopa e ga ce
NOTBBLPAAT UM OTXBBLPAAT XMNOTE3UTE 33 YCbBbPLIEHCTBAHE Ha BM3Hec npouecuTe B
TbproBcKaTta 6aHKa.

MeTogMKaTa Ha eKCNepuMMeEHTa ce CbCTOM OT ceZieM eTana. ABTOPbBT Ha Tpyaa e
Bb3MnpMen HeobxoANMMOCTTa OT NPOBEKAAHE Ha YETUPU MbPBOHAYANHU UHTEPBIOTA. Te
MMaT 3a uen ga uscneaBaT HA/IMYMETO M CTeneHTa Ha MHOBATMBHOCT CbyeTaHa C
PYTUHHUTE onepauun B BU3HEC NPOLLECUTE U TAXHOTO YCbBbPLUEHCTBAHE.

Cnepn ToBa aBTOPbLT MPOBEXKAA AETal/IHU MHTEPBIOTA C OWE LeCT eKcnepTa,
KOMTO Ca MpPAKO CBbP3aHWU CcbC crneumdukutTe Ha BusHec npouecute B HaHKaTa M
TAXHOTO aMBUAEKCTbPHO YCbBbPLLUEHCTBAHE.

TpeTtaTta yacT obxBalwa NPoBeXAaHe Ha aHKETHO MPOyYBaHe, KaTo aBTOPLT €
aHanAnsMpan u o0606wnn npegocTaBeHaTa MHPoOpPMaLMA OT MNpoBeaeHUTe aeceT
MHTepBIOTa U Ha 6a3a Ha TAX e CbCTaBU/ BbMNPOCHUK CbC CeAeMHaLeceT Bbrnpoca.

MeTogonorMata 3a wu3Cne4BaHEe Ha YCbBbPLIEHCTBAHETO HA 6usHec
npouecute obxBaLua:

1) MpoBexaaHe Ha NbPBOHAYA/NHO UHTEPBIO C YETUPUMA EKCMEPTU 33 U3BEXKAAHE
Ha OCHOBOMOJAraln KpUTEPUN 338 MHOBALMM N aMBUAEKCTbPHA METOA40N0MUSA
3a BU3HeC npouecuTe; MHTEPBIOTO ce ABSABAa aHOHMMEH GOPYM C y4acTMeTo Ha
eKCrnepTn — CAYXUTeNM Ha 6aHKaTa OT ynpaBAeHWUA, KOUTO MMaT Hal-
HenocpeacTBEHO yyacTMe Mo ropenocoyeHnte obnacry;

2) BsemaHe Ha npeasua Ha MoOAyYeHUA PesynTaT, aHan3npaHe U NOoCTaBAHE Ha
BbNpocKM B no-npeumsHa ¢opma npeg olle LWeCcTMMa eKcrnepTu, upes
M3Mon3BaHe Ha MeToAa Ha NoApPO6HOTO MHTEPBID;

3) CbcTaBsHe Ha maTepuan B CbKpaTeHa ¢opma Mo OTHOLIEeHMe cneunduyHuTe
CTBbMKM B YCbBbPLUEHCTBAHETO Ha BU3HEC npouecuTe;

4) duntpupaHe Ha MHeHUATa, cbobpasHO MaeATa Ha aBTopa 3a aMbUAEKCTbPHO
yCbBbpLUEHCTBaHE Ha 6u3Hec npouecMTe U B3emaHe B npeasug Ha
NOACHEHMATA, KOUTO Ca AaNM EKCepTUTe;

5) CemaHTUYeH aHaNM3 — OCHOBHaA LLe/1 € U3BEMKAAHEe Ha BCUYKM NPEa/IOKEeHMA BbB
BM/ Ha TBbPAEHMUS;

6) JlorMyecku aHanus Ha NOyYEHUTE PE3YNTATU OT EKCNEPTUTE, T.H. U3B/IMYAHE Ha
eKCMepTHN MHEHMUE;

7) OKoHuYaTeneH 1M3BOA OT 3a43aZeHMTE BbMNPOCH;
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8) CbcTaBAHe Ha BbLMPOCUTE B aHKETHATa KapTa 3a MpoBeXAaHe Ha aHKeTHO
npoyyBaHe.

AHKEeTHOTO Npoy4BaHe e NpoBeAeHO Ha 6a3a aHKeTHa KapTa cnopes, MoAen Ha
NnkepTt oT 1932 r. OCHOBHATa UeN Ha NpoBeXKAaHe Ha aHKeTHOTO Npoy4YBaHe e aa ce
NOTBLPAAT XMNOTE3UTE HA aBTOPA Ha ANCEPTALMOHHMA TPyA,. TaKa aBTOPBT Ha Tpyaa e
aHanusupan Hynesata Ho Kbm antepHatmBHatTa xunotesa H1. BkawouyeHute 17
BbMNPOCA € Bb3MOXKHO Aa 6baaT NOTBbPAEHN UM OTXBBPEHN CbObBPa3HO CKanaTta Ha
JlnkepT OT egHO A0 nerT.

MU3BbpluBaHe Ha CTAaTUCTUYECKU aHaNU3

Cnepn oTroBapsAHETO HA BbMPOCUTE OT EKCNEPTUTE, aBTOPBT HA TPyAa U34YUCAABA
¢ MS Excel KakBM ca Bb3MOXHOCTUTE 3a Cb3[aBaHe HA Mogena 3a aMbUAEeKCTbPHO
YCbBbpLUIEHCTBaHe HaA 6busHec npouecute B 6aHKA. [pecmeTHATO € NpPOLEHTHO
Bb3MOXKHOCTTA 3a peasnsnmpaHe Ha BCEKM eAWMH BBMNPOC, KAaTO € MOCOYEHO B
0606LuleHNE KAaKBM Ca pe3ynTaTuTe OT eMNUPUYHOTO M3CNeABaHe 3a Cb3jaBaHe Ha
Mogena. ABTOPbT € HanpaBuA CPaBHUTENIEH aHANU3 Ha NOJyYyeHUTe pesynTatn oT
OCEMHaZeceTTe eKcrnepTa OT KAOHOBaTa MpeXa M OT OCeMHazeceTTe eKkcrnepTta oT
LEHTPaNHMA MEHUAKMDBHT. AHanM3bT 06XxBalla CTeneHTa Ha peanusaumsa Ha
NOCOYEHUTE €IEMEHTU OT M3TParKAAHETO Ha Moaena 3a ambuaeKcTbpHo YBI, KakTo
cnefBa: M3cneBaHe Ha BbHWHUTE W BbTpelwHUTe ¢(aKTopM 33 aMbUAEKCTbPHO
YCbBbPLUEHCTBaHE Ha BM3HeC NpouecuTe; 3cneaBaHe Ha B3aMMOAENCTBMETO MeXKAY
n3cneaoBaTesicku (MHOBAaTUBHM) U U3MBAHUTENICKU (PYTUHHM onepauuun), KouTo ce
YNpPa)KHABAT; M3cNeBaHe Ha MeToAMTe 33 YCbBbPLUEHCTBaHE Ha BuU3Hec npouecuTe u
TAXHaTa 06BBHP3aHOCT C BbBEXKAAHETO HA MHOBALMU U ANTUTANN3ALMA; U3CNe[BaHE Ha
HeobxoaAuMMoCTTa OT npuaobusBaHe Ha HOBM 3HAHUA W YMEHUSA BbB BPb3Ka C
BbBE)/AAHETO Ha HOBUTE TEXHO/1I0TMM B BM3HeEC npouecuTe.

MN3rparkaaHeTo Ha moesa 3a aMbuAeKCTbPHO YCbBBbPLUEHCTBAHE HA HBUM3Hec
npouecute B baHKaTa NpuTeXKaBa CBOSATA YHMKA/IHOCT, 3alL0OTO Cb34aBa YCN0BUA 3a
6anaHcMpaHe Ha KOHPANKTA MeXAY AUTUTANN3aLNATA U PYTUHHUTE onepauymm, KOUTO
Ce cpella KaKTo MpU CAYXUTENUTE B KJAOHOBATa MpPEXKa, Taka M B LLEeHTpanaTa Ha
6aHKarTa.

Kbm eKkcnepTuTe B aHKETHUTE KapTu Bsxa NOCTaBeHU cegemHageceT Bbhpoca.
Bcekn eauH OT BbNPOCUTE € CbC CTEeNeH Ha BEPOATHOCT NOCTaBEHA OLLEHKA OT e4HO A0
neT B 3aBMCUMMOCT OT CTEMNEHTa Ha BepoATHOCT. O6paboTKaTa Ha A@aHHMUTE € U3BbPLUEHA
¢ MS Excel. ABTOpbT Ha TpyAa € AOMycHan Bb3MOXKHOCT 33 B1M3KM BUXKAAHWUA HA
CNYKUTENUTE OT KJIOHOBETE W OT UeHTpasnata Ha 6aHKata. Taka ce oO4yaKBa W
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pe3yntatute OoT NpoBeaeHOTO aHKETHO Npoy4BaHe Cpea NHavye A0CTa Pa3/INYHUTE NO
cBoA AEMHOCT CNyXXutenum aa ce ,CI,O6I'IM)-KaBaT.

OT nNpoBeAeHOTO aHKETHO NpoyyYBaHe e HanpaBeH 0606LWeH CTaTUCTUYECKM
aHanu3, cnopes KOMTO BEpPOATHOCTTA 3a NpuaaraHe MeToAmMKaTa 3a YCbBbpLUEHCTBaHe
Ha BU3Hec npouecuTe B TbProBcka 6aHKa € OTHOCUTENHO BUCOKaA. MNonyyeHns cpeaeH
pe3ynTaT OT aHKEeTHOTO MPOY4YBaHe Cpes CAYKUTENUTE Ha KJOHOBaTa MpeXKa U cies
MEHUAKDbPUTE OT UEHTpanata Ha 6aHKaTa NOTBbP)KAaBa HaAAMYMETO Ha
€KCNNOPALMOHHN M Ha eKcnioaTauMoHHM BU3HeC npouecu B LAnaTa CTPYKTypa Ha
6aHKaTa. MonyyeHuTe 0606LEHM pe3ynTaTM OT NPOBEAEHOTO aHKETHO NPOYyYBaHe Ha
CNyXKUTenuTe B KIOHOBETe Ha HaHKaTa NOTBbpKAaBaT ¢ 98,33% nocTtaBeHMTE BbNPOCH
OT aBTOpPa Ha AMCEPTALUMOHHUSA TPyA, AOKATO MOJlyYEHUTE PE3ynTaTu OT LEeHTPaNHUS
MEHUOXMDBHT noTBbpPXKAaBaT ¢ 95,42% Bb3MOXKHOCTTA 33 aMOMAEKCTbPHO
ynpaB/ieHWe 1 yCbBbpLIEHCTBaHE Ha bu3Hec npouecuTe.

durypa 7. NoTBbprKAaBaHe Ha NOCTaBEHUTE BbMNPOCU OT
CAyXXUTenuTe B KIOHOBaTa MpeXa

lpaduka-aHanus
KnoHoBe Ha 6aHKa

UzmouHuk: duaypa 3.25., nonyyeHa cned obpabomka Ha daHHume 8 MS Excel
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durypa 8. MoTBbpKAaBaHE HA NOCTaBEHUTE BbMPOCU OT MEHUAXKMDBHTA B LLIEHTPANHUA
odpuc

rpPaduka-aHanus
LeHTpanHo ynpaBaeHue Ha 6aHKa

I  01,11%
I  01,11%
I  02,22%

S 93,33%

Y . 00,22 %

S — 96,67%
S 95,56%
® 95,56%

- — $3,59%
O — 37,73%

N

© 96,67%

<

S 97,78%

4

S — 94,44%
I 37,78%

<

C  —— 94,44%

‘o
N
JV
s

UzmoyHuk: duzypa 8., nonyyeHa cned obpabomka Ha daHHUMe e MS Excel

durypa 9. 0606wWweHN AaHHU HA NONYYEHU Pe3yNTaTU OT aHKETHO NPOoyuYBaHe cpea
eKCnepTy OT KNOHOBATa MpeXa U OT LLeHTPA/IHOTO ynpasneHue Ha 6aHKaTa

lPaduKka-aHanus 06o06weHn AgaHHKU
LleHTpaneH opuc U KNoHOBE

X
<
<
<

)
“
< < < < O(J < < < <

¢ S 04, 44%
IS 83,39%
I 93,39%

g

° 95,00%

7 s 97,22%
°  —— 03 89%
¢ ——— 01,67%
Y — 90,56%
0,
6 I 05 00%
O —— 90,00%
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N

U3mouHuK: duaypa 9., nony4yeHa cned obpabomka Ha daHHume e MS Excel
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3a uennTe Ha CTaTUCTUYECKUS aHANU3, PE3YNTATUTE OT NPOBEAEHOTO aHKETHO
npoy4YBaHe cpep, CAYXUTeNnTe B KAOHOBATa MpeXKa M B LeHTpanata Ha baHKaTta ca
o0606uieHun. MocoyeHa e cpeaHa CTOMHOCT 33 BCEKW eAMH OTroBOpP, KaTo obwuAaT
pe3ynTaT OT NPOBeAEeHOTO aHKETHO Npoy4YBaHe cpes BCMUYKUTe 36 eKcnepTa Bb3/1M3a
Ha 92,75%.

MoTebpKAaBaAHE UM OTXBbPAAHE HA XUNoTe3urte

B Haya/NoTO Ha MPOBEXAAHETO Ha eKCrnepuMMeHTa ca M3aurHaTv netHagecet
HyNeBM M MeTHaZeceT anTepHaTMBHU xunotesn. C uU3guraHeTo Ha BCAKA eAHa oOT
XMnotesuTe ce UeAn MNOTBbpXKAaBaHe Ha [ABe NPOTUBOMONOXKHN TBbPAEHUA.
Bb3MOXKHOCTTa OT MNOTBbPXKAABaHE Ha BCUMYKUTE MeTHadeceT XWnoTesn naBa
[LOCTOBEPHOCT Ha M3C/iefoBaTens, Ye MeToAMKaTa 3a YCbBbPLIEHCTBaHE Ha BusHec
npouecuTe B 6aHKaTa Ypes opraHM3aLMOHHA aMbUAEKCTPUA e BanuaHa U HadeKaHa.
Cnep, HanpaBeHOTO aHKETHO MPOoy4YBaHe e U3rpageH aHanusa Ha xunotesute. MNpueTo
e, Ye 3a egHa XMNnoTesa e Bb3MOXKHO A3 6bAaT BaANAHWU NoBedye OT eauH MOoaydeH
pe3ynTaT oT 3a43aAeH BbMPOC OT aHKETHOTO NPOYyYBaHe.

Xunortesa 1:

HO: NManpemunata COVID-19, HoBUTe TexHoAOrMU, AUrUTanmM3aymaTa W
BbBEXAAHETO HAa M3KYCTBEH MHTENEKT He ca NpeanoCTaBKM M He Ca CBbP3aHU C
aMmbunaeKCTbPHO YCbBBLPLUEHCTBAHE Ha BU3Hec npouecute B HaHKaTa.

H1: Manpemnata COVID-19, HoBUTE TEXHONOIMW, AUTUTANM3aAUUATA W
BbBEKAAHETO HAa U3KYCTBEH MHTENEKT ca GaKTOpPU, KOUTO HanaraT ambuaeKCTbpPHOTO
YyCbBbpLUEHCTBaHe Ha busHec npouecuTe B HaHKaTa.

AHanus Ha gaHHuTe: Pesyntatute ot Bbnpoc 1 nokpusat B pasmep Ha 97,22%
npMeMaHeTo Ha aiTepHATUBHATa XMNoTesa.

Xunortesa 2:

HO: KoHconnpaumata B 6aHKOBUA CEKTOP U KOHKYPEHLMATA C ApyruTe BaHKK U1
OUHTEX WMHAYCTPUATA He OKa3BaT Bb3AEWNCTBME BbPXY HeobxoauMmocTTa OT
ambunaeKCTbpPHO YCbBbPLUEHCTBAHE Ha BU3Hec npouecuTe B HaHKaTa.

H1: KoHconnaaumnaTa B 6aHKOBUA CEKTOP U KOHKYPEHLMATA C ApYrnTe 6aHKuU U1
OUHTEX  MHAYCTPUATA  OKasBaT Bb3AENCTBME BbPXy Heobxogmmoctta OT
ambunaeKCTbPHO YCbBBbPLUEHCTBAHE Ha BU3Hec npouecuTe B 6aHKaTa.

AHanun3 Ha gaHHuTe: Pesyntatute oT Bbnpoc 2 n Benpoc 3 nokpueaT B pasmep
Ha 92.78% npuMemMaHeTo Ha aATepHaTMBHATA XMNoTe3a.
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XunoTtesa 3:

HO: MpeacTtoAwoTo BAM3aHe Ha bbarapua B eBpo30HaATa M BbBeXgaHeTo Ha ESG
(eKonornyHM, coumanHn U ynpaBaeHCKN) CTaHAAPTU He OKa3BaT Bb3AENCTBUE BbPXY
ambunaeKCTbPHOTO YCbBBbPLLUEHCTBAHE Ha BU3HeC npouecuTe.

H1: MpeacrtoAwoTo BAM3aHe Ha bbarapua B eBpo30oHaTa U BbBeXgaHeTo Ha ESG
CTaHAAPTU (€KOIOrMYHM, COLMANHMN U YyNPaBAEHCKM) CTaHA4APTM OKa3BaT Bb3AencTBue
BbPXY aMbUAEKCTbPHOTO YCbBBbPLLUEHCTBAHE Ha BU3HeC NpouecuTe.

AHanus Ha gaHHuTe: Pesyntatute ot Bbnpoc 4 nokpusat B pasmep Ha 90,56%
npMemMaHeTo Ha a/iTepHATUBHATa XMnoTesa.

Xunortesa 4:

HO: AMBUAEKCTbPHOTO YCbBbLPLUEHCTBAHE Ha 6u3Hec npouecute He ce
M3BbPLUBA 3apaan KopnopaTuBHaTa cTpaTerna Ha baHkaTa.

H1: AMBMAEKCTBPHOTO YCbBbPLLUEHCTBAHE Ha BM3HEC MPOLECUTE € B CUHXPOH U
B M3Mb/IHEHME Ha KOprnopaTMBHaTa cTpaTernaTa Ha baHKaTta, HacoYeHa KbM MHOBALMUM
N AnurntTannsaums.

AHanus Ha gaHHuTe: Pesyntatute oT Bbnpoc 5 nokpueat B pasmep Ha 94,4%
npMemaHeTo Ha afiTepHATUBHATa XMnoTesa.

XunoTtesa 5:

HO: AMOWAEKCTbPHOTO YCbBbBPLIEHCTBAHE Ha OW3HeC npouecute He ce
M3BbPLIBA, 33 JAa Ce CbKpaTAT pasxoau, Bpeme U pecypcn Ha 6aHkaTa U
CblLLEBPEMEHHO Aa Ce BbBeAaT MHOBALUMK.

H1: Mpn ambMAEKCTbPHOTO YCbBbPLIEHCTBAHe Ha busHec npouecute ce
CbKpallaBaT pa3xo4u, Bpeme 1 pecypcu Ha baHKaTa 1 napanesiHo C TOBa Ce BbBexKaaT
MHOBaLMMW.

AHanu3 Ha paHHuTe: Pesyntatute oT Bbnpoc 6 nokpmeaT B pasmep Ha 95,00%
npUemMaHeTo Ha anTepHaTMBHaTa xmMnoTesa.

XunoTte3a 6:

HO: AMbBMAEKCTbPHOTO YCbBBLPLUEHCTBAHE Ha OM3HEC npouecute He ce
M3BbPLLUBA 3apagM MHTErpaumaTa 1 MUrpaLmaTa Ha UHGOPMaALLMOHHUTE CUCTEMU U He
e CBbP3aHO C BHeAPABAHETO Ha HOBM BbTPELHOOAHKOBM NPOLECHN CUCTEMM.

H1: AMBMAOEKCTbPHOTO YCbBbPLUEHCTBAaHE Ha BU3HeC NpoLecnTe ce U3BbPLLBA
3apaAn  MHTerpaumMaTa M MUrpaumaTa Ha MHPOPMAUMOHHUTE CUCTEMM U €
NPOAMKTYBAHO OT BHEAPABAHETO HA HOBM BbTPELHOHOAHKOBM NPOLLECHM CUCTEMMU.
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AHanus Ha gaHHuTe: Pesyntatute ot Bbvnpoc 7 nokpueaT B pasmep Ha 90,56%
npMemaHeTo Ha aNTepHATUBHATa XMnoTesa.

Xunotesa 7:

HO: AMBMAEKCTbPHOTO YCbBbPLUEHCTBaHE Ha BU3HEC NpoLEecuTe He e CBbP3aHo
c nogobpaBaHe Ha 0B6CNYKBAHETO M YAOBNETBOPEHOCTTA Ha BbHLIHUTE U BbTPELLHU
KNWEHTN Ha BaHKaTa M NoBMLWAaBaHe CUIYPHOCTTA Ha TeXHUTE aKTUBM U 3alimMTaTa oT
KnbepaTakm.

H1: AMBUAEKCTbPHOTO YCHbBBHPLLIEHCTBAHE HAa BU3HEC NPOLLECUTE Ce U3BBPLLBA,
33 Aa ce nogobpun 0b6CNyKBAHETO U YAOBNETBOPEHOCTTA HA BbHLWHUTE U BbTPELLHU
KAMEHTN Ha BaHKaTa M NoBMLWABAHE CUIYPHOCTTA Ha TEXHUTE aKTUBW M 3alumMTaTa OT
KnbepaTtakm.

AHanus Ha gaHHuTe: Pesyntatute ot Bbnpoc 8 nokpusat B pasmep Ha 94,44%
npMemaHeTo Ha anTepHaTMBHATa XMnoTtesa.

XunoTtes3a 8:

HO: YcbBbplieHcTBaHeTO Ha BusHec npouecuTte B 6aHKaTa ce M3BbpLIBA CaMo
3apagm nogobpasaHe Ha PYTUHHUTE ONepauum 1 Ypes TPaauLMOHHN METoAM.

H1: YcbBbplleHCTBAHETO Ha 6u3Hec npouecuTe B 6aHKaTa ce M3BbpLIBa HE
CaMo 3apagun I'IO,EI,OGpﬂBaHe Ha PYTUHHUTE onepaunn n4ypes TpaguumnoHHN MmeToaun.

AHanus Ha gaHHuTe: Pesyntatute ot Bvnpoc 9 noKkpmeat B paamep Ha 90,00 %
npMemMaHeTo Ha aiTepHATUBHATa XMnoTesa.

XunoTte3a 9:

HO: YcbBbpLlUEeHCTBAHETO Ha BM3Hec npouecuTe B 6aHKaTa ce M3BbpPLUBA CamMo
3apaau BbBeEXKAAHE HA HOBM TEXHOIOTUN, AUTUTANN3ALMA U MHOBAaTUBHN ONepaLun.

H1: YcbBbplIeHCTBAHETO Ha HBM3Hec npouecuTe B HaHKaTa ce M3BbPLUBA He
CaMO 3apaau BbBeEXKAAHE HA MHOBAaTUBHM ONepaLum.

AHanus Ha gaHHuTe: Pesyntatute ot Bbnpoc 10 nokpusaT B pa3mep Ha 88,89 %
npUemMaHeTo Ha anTepHaTMBHaTa xmMnoTesa.

Xunote3a 10:

HO: YcbBbplueHCTBaHETO Ha B6usHec npouecute B HaHKaTa ce M3BbPLIBA UM
3apaan nopobpsBaHe Ha PYTUHHMTE oONepauMM WAM 3apadM BbBeEXOaHe Ha
WMHOBATUBHU OMepaLuu.
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H1: YcbBbplIeHCTBAHETO Ha BusHec npouecuTe B 6aHKaTa ce M3BbpLUBA 3apagm
CbyeTaHMe Mexay nogobpsABaHe Ha PYTUHHUTE OMepauuu W BbBEXKOAHE Ha
MHOBATMBHM OMepaLUmM Ype3 MeToa Ha opraHM3auMoHHaTa ambuaeKkcTpus.

AHanuns Ha gaHHuTe: PesyntatuTe oT Bbnpoc 11 nokpusat B pa3mep Ha 93,89%
npMemaHeTo Ha aNTepHATUBHATa XMnoTesa.

Xunortesa 11:

HO: Mpwn ycbBbpLUIEHCTBAHETO Ha BM3Hec npouecuTe B 6aHKaTa He ce U3non3Bat
JINH meToaM, HUTO MbBKABM METOAM 3a YNPaB/EHUE Ha MPOEKTUN MO CKPbM M KaHbaH.

H1: Mpu ycbBbpLIEHCTBAHETO Ha 6M3Hec npouecuTe B HaHKaTa ce M3nNo/n3Ba
rnaBHO J/IMMH MeToAM M IbBKaBM MEeToAM 33 YynpasB/ieHUe Ha MPOEKTUM MO CKPbM U
KaHbaH.

AHanu3 Ha paHHuTe: Pesyntatute ot Bbnpoc 12 u Bbnpoc 13 nokpusat B
pasmep Ha 95,00% npremaHeTo Ha anTepHaTUBHATA XMNoTe3a.

XunoTte3a 12:

HO: NMpy ambMAEKCTbPHOTO YCbBBbPLLIEHCTBAHE Ha BM3HeC npouecuTe B 6aHKaTa
He ce M3non3BaT APYrn MeToAM U UHCTPYMEHTM ocBeH JIMMH MeToauTe U MbBKaBuTe
MEeTOAM 3a ynpaBaeHne Ha NPOEKTU NO CKPbM M KaHbaH.

H1: MNpu ambuaeKCTbPHOTO YCbBBPLUEHCTBAHETO Ha OW3Hec npouecuTe B
H6aHKaTa ce M3MNoN3BaT Hal-Pa3/INYHU METOAMN N UHCTPYMEHTW.

AHanus Ha gaHHuTe: Pe3yntatute oT Bbnpoc 14 nokpmeat B pasmep Ha 91,67%
npMemMaHeTo Ha aiTepHATUBHATa XMnoTesa.

Xunorte3a 13:

HO: Mpwu BbBEXAAHETO Ha MHOBALIMKN N Ha U3KYCTBEH MHTE/IEKT He ce Hanara Aa
ce CTUra o U3uUAN0 HOBM BU3HEC NPOLLECH, @ CAMO 10 YCbBbPLUEHCTBAHETO UM.

H1: MNpu BbBEXOAHETO HAa MHOBAUMM U HA U3KYCTBEH WMHTEJIeKT MOHAKOra ce
Ha/lara BMeCTO YCbBbpPLUEHCTBAHE Aa Ce CTUrHe A0 M3LAN0 HOBM BU3HecC npouecu.

AHanus Ha paHHuTe: Pe3yntatuTe oT Bbnpoc 15 nokpueat B pa3mep Ha 93,33%
npUemMaHeTo Ha anNTepHaTMBHaTa xmMnoTesa.

Xunoresa 14:

HO: Mpun ambnaeKcTbPHOTO YCbBBbPLLUEHCTBAHE Ha BusHec npouecuTe B 6aHKaTa
CNYXUTENUTE He TpsAbBa Aa NpMAOOMBAT HOBU 3HAHWUA U YMEHUA U He ce HacbpyaBaT
KbM MHOBATUBHO MUC/IEHE.
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H1: Mpu ambnaeKkcTbpHOTO YCbBbPLLUEHCTBAHE Ha bM3Hec npouecuTe B 6aHKaTa
CNYKUTENUTE NPUA0O6MBAT HOBU 3HAHUA U YMEHUA U Ce OTAENA TONAMO BHUMAHME Ha
TAXHATa MOTMBALMA 32 UHOBALMUM.

AHanuns Ha gaHHuTe: PesynTtatuTe oT Bbnpoc 16 nokpusat B pasmep Ha 88,33%
npMemaHeTo Ha aNTepHATUBHATa XMnoTesa.

Xunotesa 15:

HO: Mpn amMbrAeKCTbPHOTO YCbBBbPLUEHCTBaHE Ha bM3Hec npouecuTe B 6aHKaTa
He ce HacbpyaBa CbTPYAHUYECTBOTO M OBMEHBT Ha 3HAHUA U MAEN Ype3 Cb3AaBaHe Ha
Kpoc-pyHKLMOHANHU eknnu 1 paboTHa cpeaa.

H1: Mpn ambunaeKkcTbpHOTO YCbBBbPLUEHCTBAHE Ha BU3Hec npouecute B 6aHKaTa
Ce Hanara cb3faBaHe Ha Kpoc-GyHKUMOHANHM eKunu u paboTHa cpega, KbaeTo ce
HacbpyaBa CbTPYAHUYECTBOTO M OOMEHBT HA 3HAHUA U UAEWN.

AHanus Ha gaHHuTe: Pe3yntatute oT Bbnpoc 17 nokpueat B pasmep Ha 92,78%
NPUEeMaHEeTO Ha aNTepHaTMBHaTa xMnoTesa.

Ha cnepBawarta ¢urypa, aBTOpbT Ha TpyAa € HanpaBun obobuieHwe oT
M3BbPLUEHMA aHA/IM3 HA MOCTaBEHUTE XMNOTe3n. BCMUKUTE NeTHaaeceT XMNnoTesu ca
aHaNN3UPaHW, KaTo ca NPUETU anTePHATUBHUTE XUMOTE3N.

®durypa 10. NMoTBbpKAaBaHE HA aNAITEPHATUBHUTE XMNOTE3U

XWUMNOTE3A 15 92,78%
XWUMOTE3A 14 88,33%
XWUMOTE3A 13 CEEER
XWUMOTE3A 12 91,67%
XWUMOTE3A 11 95,00%
XWUMOTE3A 10 93,89%
XWUMOTE3A 9 88,89%
XWUMOTE3A 8 90,00%
XWUMOTE3A 7 94,44%
XWUMOTE3A 6 90,56%
XWUMNOTE3A 5 95,00%
XWUMNOTE3A 4 94,40%
XWMOTE3A 3 | ~90,56%
XWUMOTE3A 2 | | | | 22,78%

| | | |
XUMNOTE3A 1 97,22%

82,00% 84,00% 86,00% 88,00% 90,00% 92,00% 94,00% 96,00% 98,00%

UzmoyHuk: ®uaypa 10., nony4yeHa caed obpabomka Ha daHHume e MS Excel

43



AHann3bT e 06xBaHaN HanNbAHO BPb3KaTa MeXay PE3YNTAaTUTE OT MOCTABEHUTE
BBbMPOCKN B aHKETHOTO Npoy4BaHe C TpnaeceT U LUECTTE EKCNEPTA OT KNIOHOBATA MpPEeXKa
M OT UEHTPaAaNHOTO YynpaBsieHUne Ha 6aHKaTa M M3N0XKEHUTE XMMOTE3n 3a
aM6MAeKCT'prOTO YCbBbpPLIEHCTBAHE Ha b6usHec npouecure.

OTHOWEHNETO MeXAy NONYyYEeHUTe pPe3ynTaTM OT AHKETHOTO MNpoyyBaHe WU
Bb3MOXXHOCTTA 32 NPUEeMaHe Ha anTepHaTUBHUTE XMNOTE3N B HAYyYHOTO M3CAenBaHe
Bb3/M3a Ha 96,97%. MNonyvyeHuna pe3ynTtat gasa NbaHa 4OCTOBEPHOCT 32 NPUEMAHE Ha
HaIMYMETO HA eKCNN0aATaUMOHEH U eKCNI0PaLNOHEH CerMeHT B YCbBbPLUEHCTBAHETO
Ha 6u3Hec npouecMTe M BbB Ba/MGHOCTTA Ha MeTOgA Ha OpPraHM3auMoHHaTa
ambunaeKcTpms 3a YCbBbPLLIEHCTBAHETO Ha BusHec npouecuTe B HaHKUTE.

MHTepnpeTauuna Ha NONYYEHUTE pe3ynTaTu

M3xoxOanKkM OT nosiydeHata u obobuieHa uMHPopmaums OT NPOBEAEHOTO
aHKeTHO npoy4YyBaHe W HanpaBeHaTa KOpenauuoHHa 3aBUCMMOCT C MOCOYeHuTe
neTHaAeceT XMMoTe3n ce CTUra A0 Bb3MOMKHOCTTA 3a MOTBbP)KAaBaHe modena Ha
OopraHu3auuoHHaTa ambuaeKcTpma 3a YCbBbPLIEHCTBAHETO Ha BM3HecC npouecute B
b6aHKuTE.

MonyyeHuTe pesyntaTn Ha ¢urypa 9. NnocoyBaT Bpb3KaTa MeXKAY HariacuTe Ha
UEHTPAZIHMA MEHUAKMDBHT M Ha CAyXUTeNuTe B K/AOHOBeTe Ha b6aHKaTa Kbm
YCbBbPLUEHCTBAHETO Ha BM3HEC npouecuTe U KbM GaKTOpPUTE, KOUTO Hanarat 6Hbp3uTe
NMPOMEHN Ha BCUYKU HMBA Ha MPOLLECHOTO ynpaBneHwe B baHKaTa. [lonyyeHuTe
pe3ynTaTi NOTBbPMKAABAT HEOHXOAMMOCTTA OT M3NON3BaAHE Ha AOCerawHUTe MeToam
33 YCbBbPLUEHCTBAHE Ha OM3HeC npouecuTe 3aeAHO C HOBW IbBKaBM MeToau U
WHCTPYMEHTU, KOWUTO MOraT Aa OCUTYPsAT GanaHC Mmexay PYTUHHUTE onepauuu,
CUTYpHOCTTa M WHOBauuuTe B baHKata. OT Agpyra CTpaHa, ce NOTBbPXKAaBa
HeobXxoAMMOCTTa OT CTPaHa Ha pecnoHAeHTUTe 3a NpuaobuBaHe Ha HOBU 3HAHMA U
YMEHMA, KOUTO Oa Y/NeCHAT CNpaBAHETO MM C HaTUCKAa Ha HOBUTE TEXHOJIOTUKN W
AUTUTANM3aLMATa, KaKTO M OT Cb3ZaBaHe Ha HOBa Kpoc-QyHUMOHaNHa cpeda npu
NPOLECHOTO pa3BMUTHE Ha BaHKaTa.

®urypa 10. uma 3a uen ga 0606wm Bpb3KaTa MeXay NOCTaBEHUTE BbNPOCK OT
aBTopa Ha Tpyaa n GopmynmpaHuTe neTHageceT xunotesn. PnekcMbUNHOCTTA, KOATO €
NpPMAOXKEHa B MOKPMBAHE HA edHA xMnoTesa C noBevye OT e4AuH BbMNPOC, BOAWU A0
NoTBbPXKAAaBaHe Ha  33aBUCMMOCTMTE  MeXAy  MNOCTaBeHUTe  BbMpocu WU
NOTBbP)KAABAHETO HA BCUYKM aNTepHATUBHKU xunote3n. OOWMAT pe3ynTat oOT
NpoBeAEHOTO aHKETHO NPOoy4YBaHe cpea BCUYKNTe 36 eKcnepTta Bb3nmsa Ha 92,75% u
HaNpPaBeHMAT aHaM3 Ha XMNoTe3uTe B pasmep Ha 92,59% noTebpKAaBa BaAMAHOCTTA
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OT Cb3aaBaHeTo Ha Mogena Ha ambMAEKCTbPHO YCbBbLPLUIEHCTBAHE Ha 6usHec
npouecute — MAYBI B 6aHKOBMA CEKTOP.

Bb3MOXHO MNMPUNOXEHMUE HA MOAENA MAYBN NPU AUTUTANEH Al BAHKOB
ACUCTEHT

MoaenbT 3a ambUAEKCTbPHO YCbBBLPLIEHCTBAHE HA OM3HeC npouecute
(MAYEIN) B TbproBcka 6HaHKa Moxke Aa 6bae NpuAoXKeH npu paspaboTBaHe U
BHegpABaHe Ha pgurutaneH Al acucteHT. PaspaboTrBaHeTo M BHeApsABaHETO Ha
nepcoHaneH AUrnTaseH acuCcTeHT B MOOUIHOTO NPUNOXKEHNE HA TbproBcKaTa HaHKa
npomeHA 13uano moaena Ha 6aHKOBO 0b6cnyKBaHe Ha KanMeHTUTe. PaspabomeH upe3
Hall-cb8peMeHHU mexHOosa02UU 30 B8HeOpABaHe Ha u3KycmeeH uHmesnekm (Al),
ANTUTANHUAT aCUCTEHT NpeaocTass 24/7 nepcoHannsnpaHo obcay>KBaHe B AUrUTaNHA
cpefa 4pes NoCTOAHHO camo-oby4yaBall, Ce M3KYCTBEH MHTENEKT M U3MNO0JI3BAHE Ha
AaHHW. MpK NoaroToBKaTa Ha KOMMJIEKCHMA NPOEKT 3a pa3paboTKa M BHeApABaHE Ha
6aHKoB anrmtaneH Al aCUCTEHT ca OTYETEHM Bb3AENCTBMATA HA BbHLLHUTE GaKTOPM 3a
ambudekcmbpHO ycb8bpuwieHcmeaHe Ha busHec npoyecume, KOUMO €A CbCMABHA
yacm Ha Modena MAYBII, pazpabomeH om aemopa Ha ducepmayuoHHUa mpyad. Ha
NbpBO MACTO - nocneguumte oT naHgemuata oT COVID-19, KOATO Hanoxu
HeobXxoaMMOCTTa OT AUTUTAaAN3MpPaHN BaHKOBM ycayrn. B ronama 4acT oT cueHapuuTe
KIMEHTBHT MOXKe A3 NOJyYM }KenaHata ycayra usuano B pamMKuTe Ha eanH pasroBop ¢
AMrnTanHma Al acMCcTeHT B MOBUAHOTO NpunoXKeHue, 6e3 ga oCcbLLECTBABA NOCELLEHME
B K/IOH Ha 6aHKaTa nnu pasroBop ¢ KOHTAKTEH LEHTHLP.

M3non3BaHeTo 1 BHeAPABAHETO Ha NOCAeAHUTE TEXHO/IOTMUYHUN PeLLeHMA KaTo
M3KYCTBEH WHTENEKT U obnayHa TexHONOorus B KAYOBM 6M3HEeC npouecu U B
KOMYHMKAUMATA C KAWEHTUTE Wrpae CblecTBeHa pPoAns npu Cb34aBaHETO Ha
anrutantua Al acucteHT. [lpyr BaxkeH paKktop, naeHtuouumpaH B Moaena, a MMeHHO
KOHKYpPeHLMATa C ApYyrnte 6aHKU U C PUHTEX MHAYCTPUATA, CbLLO Urpae CblLLeCcTBEHA
PO/IA NPY B3EMAHETO Ha YNPaBAEHCKOTO pelleHne 3a CTapTUPaHe Ha NPOEKTa.

BbTpewHo-b6aHKoBnTEe pakTopn B Moaena, naeHTMGMUMpPaHn 1 NOTBbPAEHM
ypes xuMnoTesuTe Ha aBTopa, CbWO HaMUPAT CBOETO MNOTBbPXKAEHUE B
0b6CTOATENCTBOTO, Y€ M3MNO/J3BaHE WM BHeApABaHE Ha MOCAeAHUTE TEeXHONIOTMYHU
peweHna ypes Al acUCTEHT e 3a/nerHano B cTpaTernATa Ha 6aHKaTa Kato egHa oT
BaXKHUTe CTpaTernyeckn uenu. Cmpamezauvyeckama yen Ha  oOuaumanHusa Al
acucmeHm e pa 06egMHN BCUYKM KaHANU B € 4MH, 334aBalKM BU3UATA HA AUTUTANHOTO
H6aHKMpaHe Ha 6bAeLeTo - HOB Cynep KaHan, KOMTo KomMbuHMpa B cebe cn AUPEKTHU
M UANOCTHM OM3HEC npouecu no ocCblecTBABAaHE HaA Npoaarkbu, KAMEHTCKO
obcnykBaHe M KOHCYNTUPaHE B Pa3/IMYHUTE MOMEHTA Ha NOTpebuTenckaTa NbTeKa.

45



B oTroBOp Ha BCe No-WMpPOKaTa AUrMTaNN3aLnA U He0bXoA4MMOCT OT NnepdeKTHO
KNMEHTCKO M3XKMBABAHE, ANTUTANHMAT Al aCMCTEHT AaBa Bb3MOMKHOCT Ha KIMEHTUTE 33
nepcoHanu3upaH, He3aeucum U camocmosimesieH HA4YUH 34 U38bpuiedHe HaA
OCHOBHU baHKoBU onepayuu v NOKYMKa Ha HAKOM OaHKOBWM MPOAYKTM M3LANO B
AnrnTanHa cpega. ColieBpeMeHHO ToM MoXKe Aa ob6LLyBa CbC CAYKUTENN Ha BaHKaTa
npe3 onepatuBHMA CRM, OTHOBO M3M0/A3BallKM MoAenu Ha 6asata Ha machine
learning, AaBalikM CbBETU 33 KAMEHTCKO obcnyrKBaHe M odpepTn 3a HaNn-NnoaxoAALMS
H6aHKOB NPOAYKT.

Pa3paboTBaHeTO Ha NepcoHaNn3npPaH ANTMTaNeH aCUCTEHT OT HOBO NOKOJIEHUE
CTbNBa M3UANO Ha T.Hap. STP (Straight-through) npouecn, 6e3 HeobxoaumocT oT
HMKaKBa u4oBellKa Hameca. o TO3M HauMH B oOpraHMsauuMsTa ce BHeapsABaT
nocneAHUTe TEXHONOTMYHU NOCTUNKEHUSA, BOAELLM A0 d8MOMamu3ayus u rno-sucoKka
ehekKmusHOCM 8 onepamusHUmMe - eKcnaoamayuoHHUmMe 6usHec npoyecu.

BucoKkaTta gobaBeHa CTOMHOCT U YHUKA/IHOCT Ha AUTUTANHUAT Al acucCTeHT ce
Ob/mKU Ha NocnedHU MexHO/02UYHU peuwleHusa 6 cpepama HaA uHosayuume -
HEroBUAT U3KYCTBEH WUHTENEKT U3M0A3Ba a/IfOPUTMU, 3aXPaHBAHW OT AaHHM Ha basa
KNUEHTCKUTE MHTEPaKuMM B KOMOWHAuUMA ¢ MHbOpMaUMA OT pasIMYeH XapaKkTtep,
CbXpaHABaHa B OaHKaTa CNpAMO PeryiaTopHUTE M3UCKBAHMA Ha OBATapCKOTO U
€BPONEenCcKOTO 3aKOHOAATE/NCTBO. 33 OCbLLECTBABAHE Ha MPOEKTA Ca WM3MO0J3BaHM
nocnegHu pa3paboTkm Ha BoAELLM TEXHONOTUYHUN TUTaHTH.

MpoeKTbT No paspaboTBaHe M BHeApsABaHe Ha baHKoB gurntaneH Al acucteHT
NOTBbPXKAaBa He CaMO U3BEAEHUTE OT aBTOpa Ha AMCEPTALMOHHUA TPYA BbHLUHU U
BbTPElWHM 3a OaHKaTa ¢$aKTopu, KOUTO OKa3BaT pellaBallo Bb3AeNCTBME BbPXY
ambnaeKCTbPHOTO YCbBbPLIEHCTBaHE Ha busHec npouecute. [oTBbPAEHM ca U
XMMNOTE3UTE OTHOCHO amMbUAEeKCTbpHUTE BU3HEC NPOLLECH KAaTo MPWU U3NMbJIHEHME Ha
NnpoekTa ca 0b6XxBaHaTW, MPOMEHEHU U YCbBBPLIEHCTBAHM W EKCMI0ATAUMOHHU U
€KCNI0PaLMOHHN NPOLECH KaTo Hanpumep:

e [lpegoctaBAHe Ha nepcoHanusupaHa 6aHKkoBa WHPopmMauus B AUrMTa/IHA
cpeaa;
e [lpomakba Ha HAKOM 6GAHKOBM, 3aCTPAxoBaTE€/IHU, WHBECTULMOHHU U

HedMHAHCOBU NPOAYKTU B MOOMAHATA an/nKaums Ha 6aHKaTa;

e Cnep npoparkbeHo obcnyBaHe Ha UHAMBUAYANHU KAMEHTU Ha BaHKaTa;
e VYnpaBneHMe Ha KOHTAKTU C KAMEHTU B AUTUTa/IHA CPeAa, KaKTO B KJOHOBaTa

MpeXKa, Taka 1 B TenedOHHMA LEHTBbP 3a 06CNYKBaAHE HA KNMEHTU Ha BaHKaTa;

e ABTOMaTU3MpaHe Ha BbTPELHN BaHKOBKU NpouecH ¢ PoKyC BbPXy ynpas/ieHne

Ha KOMYHUKaLMATa 1 NpogaxkbeHn opeptu.
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MoTBbpKAaBa ce U 3an0xeHama 6 Moodena MAYBIT Heobxodumocm om
cb30aeaHe HA KpPOC-(PyHKUYUOHA/AHU eKunu Kato B PaA3/IMYHMTE eTann Ha
pa3paboTBaHe M BHeapaBaHe Ha 6aHKOBMA aurntaneH Al aCUCTEHT Ca aHraXKMpaHu
eKCnepTy B OpraHn3aumaTa ¢ pa3sHOCTPAHEH npodun:

e TexHW4YyecKo pa3BUTUE - MPOAYKTOBM COOCTBEHWULM, CKbpM MacCTepw,
nporpamuctn, UT apXUTEKTU, UHKEHEPU MO U3KYCTBEH UHTeNeKT, Tectepu, IT
eKcnepTn, KOHCYNTaHTW;

e bu3Hec pa3BuTMe - NPOAYKTOBM U NPOAAKOEHU MEHUANKDPU, MEHULKDPU
H6u13Hec pa3BUTNE, EKCNEPTU MAPKETUHT U KOMYHUKALMK;

e AQMMHUCTPATUBHO M NPaBHO 0bCAyXKBaHe - IOPUCTU, eKcnepTn B ob6aacTTa Ha
HOpMaTUBHOTO cboTBeTcTBUE, GDPR 1 oueHKa Ha pUcKa;

e YnpasneHue Ha NpomsaHaTa - eKcnepTn obcnyKBaHe HAa KAMEHTM B KNOHOBA
MPEXa U KOHTAKTEH LeHTbp.

3anoxeHute B Mogena roBKaBm MeToaum 3a YCbBbPLUEHCTBAHE HA NPOLECH,
KOUTO M03B0O/IABAT aMOUAEKCTbPHO YCbBHPLUEHCTBAHE HAa NPOLLECH, Ca NPUIOKEHMU
npu paspaboTBaHETO M BHeAPABAHETO Ha AurutanHua Al acucteHT. MNoaxoabT npwm
opraHmMsauuAaTa Ha paboTtaTa cTbnBa Ha MmeToda AaXKann - ACHO AedUHMPaAHUN 3a4a4n
M OYaKBaHM pe3yNTaTh, KOHKPETHWM CPOKOBE W OTrOBOPHUUM 3a peanunsauumA,
Bb3MOXXHOCTU 33 ynpaB/ieHMe U pellaBaHe Ha Bb3HMKHANKW Npeykun. B pesyntat Ha
TOBa oTaenHuTe ¢a3n Ha NPOEeKTa Ce U3MbJAHABAT Cnopes 3a/0XKeHaTa pamKa U ce
NMOCTUra rbBKaBO yrNpaBAeHME Ha e A NPOEKT N0 aMbUAEKCTbPHO YCbBBbPLLIEHCTBAHE
Ha busHec npouecuTe.

NocTurHata e yAo0BAETBOPEHOCT HA KAMEHTUTE, KOATO aBTOPDBT 3asara KaTto
HepasgenHa 4yact oT Mogena 3a ambuAEKCTbPHO YCbBbpLUEHCTaBe Ha 6u3sHec
nouecute (MAYBI). Te moraT Aa nony4yaTt CbAeNnCcTBUE OT AUrnTanHUA Al acUCTEHT He
camo 3a 6aHKOBM, 3aCTpPaxoBaTe/IHW, MEHCUMOHHU MPOAYKTU U WHBECTULMOHHMU
pelleHns, pasnaawaHns U U3Noi3BaHe Ha KapTu, HO M Aa ocbluecTBsABaT HaHKOBM
onepauun Ypes Hero.

EKCNEPUMEHT 3A EKCNZIOPALUMOHHO YCbBBLPLUEHCTBAHE HA BWU3HEC
NMPOLECUTE

MeTtoabT Ha ,leTTe AnMamaHTa“, pa3paboreH oT BOmM Bpok M Aopas3BUT OT
Po3emaH, KOWTO e npeacTaBeH BbB BTopa rnaBa, cbyeTasa ynpasieHUETO Ha busHec
npouecuTe C YyNpaBieHMETO Ha MWHoBauuute (NPeaAVMHO OUBEPreHTHOTO U
KOHBEPreHTHO MWC/EeHe), NpefoCTaBA HaYMHU 33 UAeHTUPUUMpPAHE Ha HOBMU
Bb3MOMKHOCTW, NPOM3TUYALLM OT UMPPOBUTE TEXHONOTUN U MPOMEHSALLUTE CE HYXKAM
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Ha K/IMEHTUTE, KaKTO M 332 UHTErpmpaHe Ha Te3n Bb3MOXKHOCTM B YCbBbPLUEHCTBAHM
UNnM HOoBM BM3Hec npouecn. KaTo Npoab/rKeHUE U B KOHTEKCTA Ha Cb34afeHunsa oT
aBTopa Moaen Ha ambnaeKcTbpHO yCbBbPLUIEHCTBAHE Ha bBu3Hec npouecute — MAYB(,
Ceé M3BbPLIM EKCNepMMeHTaNHO TecTBaHe Ha MeTtoaa Ha ,[lleTre guamaHTa“ B
6barapcka TbproBcka 6aHkKa.

AnpobupaHeTo 4ype3 ekcnepMmeHT Ha MeToga Ha ,leTte amamaHTa” ce
n3Bbpwun B nepmoga mexay 15 centemspu n 30 oktomepu 2023 r. To ce U3BbPLIN B
pPaMKUTE Ha 4YeTUpu BPenHCTOPMUHT (MO3BYHM aTakM) CecMMm, B KOWUTO y4yacTBaxa
ABaMa eKcrnepTu Nno OoNTMMM3aUMA Ha npouecute U eguH BU3HEC apXUTEKT, ABamMa
eKcnepTu No nHosauuuTe, aeama UT ekcnepTu 1 pa3pabotynun, ABama MEHUAXKDbPU
Ha NpPOEKTW, eKcnepT MO CTpaTerMyecko ynpasneHue, OGU3HeEC aHanM3aTop MU
MApPKETMHIOB €KCNepT, KaTO NOBeYeTo OT y4acTHULUUTE MMaXa Hag, 5 roguMHu onuTt B
H6aHKOBMA ceKTop. MoabopBT HA yY4acTHUUMTE B TECTBAHETO Ha METoAa Ce OKasa oT
KNOYOBO 3HAyeHWe C ornef Ha pe3ynTaTHOCTTa Ha noaxoaa. 3a BCAKA efHa oOT
AEeNHOCTUTe-AMaMaHTU NpeaBapuTeNHo b6axa MAeHTUPUUMPAHU 3aUHTEpPecoBaHUTE
CTpaHKW B 6aHKaTa N TEXHUTE PONN.

B anpobupaHeto Ha ,[duamaHTa Uen“ yuyactBaxa npeactasutenn Ha
3aMHTEpPEeCcoBaHM CTPaHW, CBbP3aHM C yNpaBaeHUeTo Ha busHec npouecute - BU3Hec
apPXUTEKT W eKcnepT Mo ONTUMM3ALMA HA MNPOLEeCUTe, KAKTO M eKcnepT no
CTpaTernyecko ynpasiaeHue, 3ano3HaTh C NJaHMPaAHETO Ha cTpaTernyeckuTe uenu. B
OpenHCTOPMUHT cecusTa no ,busHec amamaHTa” 6sxa BKAKOYEHU PaA3/IUYHU
3aMHTEPEeCcOBaHM CTPaHM, KaKTo CBbp3aHu ¢ YBI (busHec apxuTeKT, ekcnept no
npouecuTe), Taka U HecBbp3aHu ¢ YBI1 - 6BU3Hec aHaIM3aTop U MAPKETUHIOB eKcnepT.

B cecmaTa no ,, TeXHONONMYHUA AMAMAHT” yyacTBaxa rnaBHO 3aUHTEPECOBAHM
CTpaHW, CBbP3aHM C AUrMTaNM3auMATa U HOBWUTE TexHonorum — UT ekcnepty wu
pa3paboTumLn, KaKTO M ekcnepTh No busHec npouecuTe. B TectBaHeTo Ha ,[AnamaHTa
Ha MHTerpaumnATa“ yyactsaxa ekcneptu no 6usHec npouecu 1 No MHOBALUMUTE 3ae4HO0
C T ekcnepTn 1 MeHUZXbPU Ha NPOEKTW.

MoTuBaumaTa 3a NpuaaraHeTo Ha metoga Ha ,lMeTTe gMamaHTa” bewe ga ce
HamMepAT MHOBATMBHM OTroBOpWM Ha naHgemuata Kosua-19 nog dopmaTta Ha HOBMU
npouecu 3a AMrntannsaumnsa Ha 6aHKoBUTE YCAYIU C LeN reHepupaHe Ha HoBA CTOMHOCT
33 KAneHTuTe. POKYyCbT Ha cecumute belle HacoYeH KbM HOBWUTE Bb3MOMKHOCTU, Tbi
KaTo 6aHKaTa MMalle 3a uen Aa MHTerpmpa busHec U TEXHONOTMYHU BH3MOXKHOCTU B
HoBWM Bu3Hec npouecu. MNMpean nposexAaHETO Ha OPEMHCTOPMUHI cecumTe bsxa
CcbbpaHu naen n obwmpHa MHGopmauma BbB BPb3Ka C NbpBUTE TPU AMaMaHTa (uen,
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6usHec u TeXHOJ'IOFMﬂ) Ha 6a3aTta Ha CTpaTterm4eCkn AOKYMEHTHU Ha 6aHKarTa, roanwHun
OTYETU, MHTEPHET NPOY4YBaAHUA.

Mpu oTaenHUTE AENHOCTU - AMaMaHTK BAaxa NnpuaaraHM onucaHuTe B moaena
TEXHUKW. [pn TecTBaHeTO Ha ,[AnamaHTta uen” bewe ycTaHOBEHO, Ye NO OTHOLWEHME
Ha KOHKPETHOTO M3C/neABaHe LenTa Ha TbproBckaTta b6aHKa e aga ocurypm “Hoswm
AVTUTANHW YCNYTU Hapes, CbC CUIYPHOCT 3a NapuTe Ha KaneHTute”. PascbxaaBaHeTo
BbPXY LLeNTa Ha OpraHn3aumaTa U KOHTEKCTa HacbpYyaBalle y4aCTHUUMTE A3 Pa3KpuUAT
M 0b6CbOAT OCHOBHWUTE CTpATErMyeckM LEHHOCTM M ga M aeduMHMpAT KaTo ce
abcTpaxmpaTt oT KOHKPeTHUTE BaHKOBM NPOAYKTU U yCAyrn (MHCTpyMeHT). KaTto ob6xBaT
Ha NPUIOXKEHMETO cnel 6penHCTOPMMHIa 6axa onpeaeneHn puTenn 6aHKMpaHeTo 1
KNOHOBaTa MperKa. Mo oTHoweHMe Ha busHec TeHAeHUuUTe 6Axa pasrnepaHu
Bb3MOXHUTE CLEHApMM HA OOLWEeCcTBEHUTE MeraTeHAEeHUUM, NpomusTMyalWm ot
naHgemuaTa Koena-19, Kakto n peauua HoBU TeHAeHUUM B 6GaHKOBMA ceKkTop. 3a aa
ce ob6xBaHe MO-WMPOK CNEeKTbp OT TeHAeHUuM 6axa M3N0oN3BaHM MHOXKECTBO
M3TOYHULN, Cpes KOUTO aHAIN3KN OT MAapPKETUHIOBM NPOYYBaAHMA (MHCTPYMEHT).

Tabauua 1. Pesyntatu oT npuaaraHeTo Ha metoga Ha ,,leTre AMamaHTa” Ha Bom bpok
B TbproBcKa 6aHKa

JleiiHocTH TexHHKH Pesynratu

Juamant | J{HBepreHTHO MICICHE! Jl1BeprenTHO MIICTICHE:!

Ien 1. OnpegensHe O4ITa Ha OpraHA3aHATa 1., JAururamasanns 1 OHIAHH CHTYPHOCT™
2. OnpejensHe Ha OpPTaHM3AMHOHHASL KOHTeKeT | 2. ThproBeka OaHKa
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B 6penHCcTOpMMHIa no , TeXHONOrMYHMA AMamaHT” bewe obcbaeHa OrpomHa
nHpopmauma mn ce cbbpaxa HaWM-MHOroO npensioXeHna Wu uaen, Kouto bOsxa
KaHanM3npaHM OT HeobxoAMMOCTTa Aa Ce OTFOBOPM Ha OYAKBAHWUATA Ha KAMEHTUTE,
CBbP3aHU C gUrMTanmsaumsaTa. Hai-npoabakuTenHa M ¢ Hali-MHOTO y4acTHMUM Belue
cecusTta no ,[JAuamaHTa Ha UHTerpaumaTa“ Kato 6axa o6CcbXKAaHN NAEN 32 MHOBATUBHU
npouecu Bb3 OCHOBA Ha NpeaULLHUTE TPWU Cecum no uenta, busHeca U TEXHONOTUYHUA
ANAMAHTM U HE3aBUMCMMO OT CblLLEeCTBYBAWMTE OPraHU3aLMOHHWU OrpaHUYeHus.
FeHepupaHeTo Ha naeun belwe ynecHeHO OT M3MNOA3BAHE HA TEXHUKM 33 KPeaTUBHOCT
(MHCTPYMEHT) n 6axa cb3gaaeHu 6aynpuHTC Ha npouecu (AeTannHO AOKYMEHTUPaHe
Ha pe3yAnTaTuTe OT Npoueca U M3NCKBaHMATA Ha BusHec npouecute). Mo Bpeme Ha
KOHBepreHTHaTa ¢as3a reHepupaHuTe BAYNPUHTC Ha npouecu H6Axa OueHABAHU Bb3
OCHOBA Ha npeABapuTeNHO M3b6paHM KPUTEPUM, KAaTO Hamnpumep OCbLLECTBMMOCT,
pa3xoAm, o4akBaHa CTOMHOCT M CTpaTerMyecko CbOTBETCTBME. Bb3 OCHOBa Ha Tasu
oueHKa 6Axa mM3bpaHuM aBe naen, Kouto ga 6baaT pasBUMTU B Cb3AaBaHe Ha HOBU
npouecu. Peayntatute oT npuaaraHeTo Ha meToAa Ha ,leTTe guamaHTa” Ha Bom Bpok
B TbproBcKa 6aHKa ca HarnegHo onucaHu B Tabanua 1.

AnpobupaHeto Ha MeTtoga Ha ,lleTte aAnamaHTa“ Ha BOmM bBpok 3a
YCbBbPLUEHCTBAaHE Ha 6M3Hec npouecute B ObArapcka TbproBcKa 6aHKa [o0Kasa
HeobXoAMMOCTTa M pPe3ynTaTHOCTTA Ha MNPaAKTUMYEeCKM MNoaxod, KOMTO MoXKe [Aa
WHTErpupa u CMHTE3Mpa €NeMEHTM OT YNpaB/ieHUe Ha MHOBaLMUUTE C €1EMEHTU OT
ynpaBneHneto Ha 6u3Hec npouecute Ha 6Gasata Ha OpraHWsaLMOHHaTa
ambuaeKkcTpus. B npoueca Ha M3npobBaHe Ha MeToAa Bb3HWKHAXa BbMPOCKM OTHOCHO
HerosaTa NPUIOXMMOCT U B paMKUTE Ha eTana Ha pean3aiH Ha KU3HEHUA LMK Ha
ynpaBaeHneTo Ha busHec npouecute. Mo OTHOWEHME HA U3MEPEHNETO HA KOHTEKCTa
MeToAbT € 0COHEHO NPUNOMKNM 33 OCHOBHUTE BU3HEC NPOLLECH 3a Cb3aBaHe Ha HOBO
npeasioXKeHue 3a CTOMHOCT. B npoueca Ha npuaaraHe Ha MeToAa Ce YCTaHOBM CbLO
TaKa, Ye TOM N03B0/IABA MBKaBa KOHPUIypaLMa Ha BCUUYKM gMamaHTU. ChefoBaTenHo
HAKOM OpraHu3auMm morat Aa B3emaT npeaBua BCUUYKM AMAMAHTM, AOKATO ApYyru
MoOraT Aa NOCTaBAT NO-rONAM aKLEHT BbPXY €ANH AMAaMaHT B CPaBHEHWE C APYTr.

OcBeH TOBa B PaMKWUTE Ha BCEKWU AMAMaHT OpraHM3aunuTe morat ga mlbepar
NoAXo4ALL0 HUBO Ha AETalHOCT, KaTo ce poKycupaT camo Bbpxy A0b6pe no3HaTK unm
BbPXY HOBOBb3HUKBALLMN AUTUTANIHN TEXHONOTMN U MHOBALLMOHHM AeMHOCTU. BaxKHO e
fa ce otbenexu, ye MeToabT npegnonara pas/MYHM 3aMHTEPECOBaHM CTPAHU U
HaCbpyaBa y4acTMETO HA MHOXECTBO PO/, KOUTO BHACAT PA3/INYHU T1eAHN TOYKM 33
Bb3HMKBALLMTE Bb3MOXKHOCTU. [10 TO3M HauMH ce Cb34,aBaT YCI0BMA 3a M3NONA3BAHE Ha
eKcnepTnsaTa 1 NOTeHLMaNa Ha Pa3IMYHN MEHUOKDBPU U eKCNepTH B OpraHU3aLmaATa,
KouTo 0beAnHABAT yCMAMA MO KOHKPETHU npobnemu. Cb3gasaT ce yc/ioBMA M 3a
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Pa3BUTHUETO Ha 6aHKaTa KaTo yyella ce opraHn3aumna, Kakto 1 3a pas3inyHun d)OpMVI Ha
npunaraHe Ha ynpasaeHmne Ha 3HaHUETO.

PESY/ITATU

Hay4yHOTO M3cnenBaHe Ha KOHCTPYMpPaHMA OT aBTOpa Ha ANCEPTALLUMOHHUA TPYA,
Mogen 3a ambuaeKCTbpPHO YCbBBPLUEHCTBAHE Ha OM3HEeC npouecuTe B TbProBCKa
6aHKa (MAYBI), u3sbplieHo B rnasa TpeTa, NocTura chegHuTe pesyntaTu:

1) Ype3 meToga Ha NabopaTopHUA eKcnepuMeHT e anpobupaH Mopgenbt 3a
amMbUMAEKCTbPHO YCbBbPLLEHCTBaHE Ha BU3HEC NPOLECUTE B TbProBcKka 6aHKa;

2) U3cnegBaHu ca M ce [0OKa3BaT Bb3AEWCTBMATA HA BbHLWHWUTE 3a BaHKata u
BbTPEWHM (AKTOPU B KOHCTPYKLUMATA 33 YCbBbPLIEHCTBAHE Ha 6U3Hec
npouecuTe;

3) MoTBbpAeHM ca NeTHageceT aBTOPOBU xunoTesun, popmyanpaHn Ha 6asaTta Ha
€KCMepPTHN OLEHKM M Ha aHKETHO MpOoy4YyBaHe cpen BUCLIMA MEHUAMKMbBHT B
LEHTPANHOTO ynpaB/ieHMe Ha 6aHKaTa M cpen CAyXKUTeAuTe B K/JAOHOBaTa
MpexKa;

4) HanpaBeHM ca u3Boau, 6asMpaHU Ha NOAYyHEeHUTE AaHHW, 33 NPUAOKMMOCTTA
Ha Mopgena 3a ambuaeKCTbpHO YCbBbBPLUEHCTBaHE Ha BU3Hec npouecuTe B
TbproBcka 6aHKa. B pesynTtaT Ha nonyyeHata n obobuweHa MHdopmauus ot
NPOBEAEHOTO aHKETHO NMPOy4YBaHe M HanpaBeHaTa 3aBMCMMOCT C NMOCOYEHUTE
neTHaZeceT XMNnoTesun ce CTUra A0 Bb3MOXKHOCTTA 33 NOTBbPKAABaHE MoAena
Ha OpraHusauMOHHaTa ambMAEKCTPUS 33 YCbBBLPLUEHCTBAHETO Ha bu3Hec
npouecute B 6aHKUTE.

NonyyeHmnTe pe3ynTaTM NOCOYBAT BPb3KaTa MeXAy Harnacute Ha LeHTpaaHuA
MEHUAXKMDBHT U HA CNYXKUTENIUTE B KJIOHOBETE Ha 6aHKaTa KbM YCbBBbPLWEHCTBAHETO
Ha BusHec npouecnuTe U Kbm d)aKTOpVITe, KOUTO Hanarart 6'bp3VITe NPOMEHUN Ha BCUYKU
HMBaA Ha NPOUECHOTO ynpaBaeHne B b6aHKaTa.

MonyyeHUTe pesyntaTv NOTBBLPKAABAT HEOOXOAMMOCTTA OT M3MO/I3BaHE Ha
[lOCEeralHNTe MeToAM 33 YCbBbPLUEHCTBAHE Ha HGU3Hec nmpouecuTe 3aeAHO C HOBU
rbBKaBM METOAM U MHCTPYMEHTU, KOUTO MOFaT Aa OCUTYpPAT 6anaHC Mexay PYyTUHHUTE
onepauun, CUrypHocTTa U nHosaumuTe B baHkaTa. OT Apyra CTpaHa, ce NoTBbpKAaBa
HeobXoAMMOCTTa OT CTPaHa Ha PecnoHAeHTUTE 3a NPUA0OMBAHE HA HOBM 3HAHUA U
YMEHMWA, KOUTO A3 YNEeCHAT CNpaBAHETO MM C HaTUCKa Ha HOBUTE TEXHO/OTMU M
AUTUTaNN3aLMATa, KaKTo U OT Cb3gaBaHe Ha HOBA Kpoc-QyHKUMOHANHa cpeaa npu
NPOLECcHOTO pa3BUTUE Ha BaHKaTa.
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ObwmaT pe3yntat OT NPOBEAEHOTO aHKETHO MPOy4YBaHe cpen BCcU4YKMTE 36
eKkcnepTta Bb3nm3a Ha 92,75% n HanpaBeHUAT aHANM3 Ha XMNOTE3UTe B pa3mep Ha
92,59% noTBbprKAaBa BaAMAHOCTTA OT Cb3aaBaHeTo Ha Moaena Ha ambuaeKCTbPHO
YyCbBbpLUEHCTBaHe Ha busHec npouecute — MAYEIN B 6aHKOBUA CEKTOP.

n3Bo04uN U ObOBLLUEHUA

MogenbT 3a amMbUAEKCTbPHO YCbBLPLIEHCTBAaHE Ha 6OW3Hec npouecute B
TbproBckaTa 6aHKa e NPOoAMKTYBaH OT HEOHXOAMMOCTTa Aa Ce MPUIOXKN U NOCTUTHE
CTpaTerMyecknm M opraHuMsaumoHeH 6anaHc M NpeaBuMAMMOCT B YMNpPaBAEHUETO U
YCbBbPLIEHCTBAHETO Ha 6M3HEeC npouecute B CbOTBETCTBME C HACTbMNEHWUETO Ha
HOBMTE TEXHO/IOTUWU, AUTUTANN3AUUATE U M3KYCTBEHUA WHTENeKT. HaBan3aHeTo Ha
ropenocoyeHuTe B eaHa TPagMLMOHHO KOHCEpPBaTUBHA M 06BbP3aHa CbC CUTYPHOCTTA
N MUHUMANN3UPAHETO Ha PUCKa CUCTEMA KaTo BaHKOBaTa Mopakaa U3KAUYUTENHO
CEePUO3HN NPeAN3BMKATENCTBA KaKTO Npean MeHUAXKMbHTa Ha BaHKaTa, Taka 1 npea,
BCUYKWN CAYXKUTENMN.

N3cneaBaHeTo Ha Te3u Npeam3BMKaTeNCTBa BOAM A0 NOABATA Ha KOHUEeNUMATa
33 opraHM3auMoHHaTa ambuaeKkCTpuA, KOATo npeanonara cbobpassBaHe BbB BCEKU
eauH eTan W UMKbA OT YynpaBieHWe Ha Ou3Hec npouecute C WHOBATUBHUTE
(ekcnnopauMoHHN) N PYTUHHUTE (eKcnoaTauMOHHKM) CbCTaBHW eNeMeHTU Ha ToBa
B3aumoJencreme.

MNarparkgaHeto M anpobupaHeTo Ha oOpraHuMsaumMoHeH Mogen 3a
aMbnaEeKCTbPHO YCbBBbPLUEHCTBAHE Ha OUM3HEC npouecuTe B TbproBcKaTa HaHKa e
NPOAMKTYBAaHO OT HeobxogMMOCTTa Aa Ce npoydyaT M OonpefenAT BbHWHUTE U
BbTPELHN PaKTOPK, OT KOMTO 3aBUCAT NpoLecuTe Ha TpaHcPopMaLMA, KaKTo U aa ce
nscneasat B Ab160YMHA camnTe BU3HEC NPOoLECU U TAXHOTO YrpaB/eHUE.

MoTBbpKAABAHETO Ha Bb3MOXKHOCTTA Aa Ce MOCTUrHe usnocteH Mogen 3a
YCbBbPLIEHCTBAHETO Ha 6W3HecC npouecute B TbpProBcka 6aHKa, KOWTO OTYMTa
BbHLUHWUTE U BbTPELHM GaKTOpU M Npegnara HauMHM 32 HAMMUpPaHe Ha BanaHc mexay
WHOBATMBHUTE W PYTUHHUTE oOMNepauuM B MPOLECMTe HA AUrUTAAM3auUMA, e
onpeaeneHo HayyHo MNOCTMXKEHME Ha aBTopa M BOAW [0 YAOBNETBOPEHME OT
NOCTUTHATUA pes3ynTar.

Ypes meToza Ha NabopaToOpHUA aHaNM3 aBTOPBT Ha ANCEPTALMOHHUA TPyL, €
M3BBPLINA aHKETHO MPOYyYBaHE cpes TPUAECeT U LEeCT eKcnepTta OT LLeHTPAsHOTO
ynpaB/iieHMe W OT K/IOHOBaTa MpeXa Ha TbproBckata 6aHKa. B npoueca Ha
npoBeXAaHe Ha eKcnepMmeHTa ca 06xBaHaTM M OBCTOMHO MPOYYEeHU MHEHUATa U
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dHan3nTe Ha EeKCNeEPTHU MO TeéMaATa 3a YCbBbpPLIEHCTBAHE Ha b6usHec npouecure.
LlAnoTo Hay4yHO uU3cneaBaHe 06x3au.|,a ocem eTana, KOUTO NOo3BONABAT Aa Ce U3BDBPLLUN
AOCTaTb4yHO I'IOApO6HO “n 3a,£I,'bl'I60‘-IeHO ni3cneaBaHe.

ABTOpPBT Ha TpyAa € NpoBeN TeOpeTUKO-eKCNepMMEHTANIHO TecTBaHe Ha
Mogaena 3a AYEI, KoeTo AaBa BUCOKA A03a YBEPEHOCT 3a YCNewWwHOTO My NpuaaraHe.
BkntoyeHUTe BBNPOCKM B QAHKETHOTO MpOyYBaHe Ca CBbp3aHM U 0bycnoBeHM oOT
U3BbPLUEHMA NpPeaBapUTENEH LWIMPOKO OOXBAaTEH TEOPETMYEH M eKCnepTeH aHanu3
KaKTO Ha BusHec npouecuTe B 6aHKaTa, Taka M Ha MEXAaHU3MUTE Ha OPraHM3aLUMOHHaTa
ambunpgekcTpua.

KaKTo ce noTBbp»KAaBa OT HAay4YHOTO M3cC/ieABaHe, aBTOPbT Npuaara ycrnewHo
TeopuATa Ha  OpraHM3auMoOHHaTa  amMbuaeKkCcTpMs  KbM  MpaKTUKata  Ha
YyCbBbpLIEHCTBaHe Ha bM3Hec npouecute B H6b/rapcka TbprosBcka 6aHka. HayyHoTo
n3cnefBaHe Nokassa, Ye ambUAEKCTbPHUA NOAX0OA MOXKe Aa Ce npuaara ycnewHo u
KaTo MeTof 3a YCbBbplIEHCTBaHe Ha 6usHec npouecute, ocobeHO B CbyeTaHue C
rbBKaBUTE MmeToam Ha YBI, KOUTO ca MHOIO aKTya/lHU He camo B 6aHKOBMA CEKTOP.

MNoTBbpXKAABAHETO HA BCUMYKM NeTHajeceT XMNOTe3n Ha aBTopa AaBaT BMCOKaA
[,033 HaJeXaHOCT OTHOCHO Bb3MOXHOCTTA 3a npunaraHe Ha Mogena. MscheggaHeTo
[laBa ACHa NpeAcTaBa OTHOCHO ¢paKTopUTe, KOUTO NpeaonpenenatT ambuagekcTbpHaTta
MOCOKA Ha ynpasB/eHMe M YCbBbpLeHCTBaHe Ha 6BusHec npouecute. MNonyyeHute
pe3ynTatm oT NPOBeAEeHOTO aHKeTHO NpoyyYyBaHe NOTBbpXKA4aBaT Ha 92% xmunoTtesuTe,
KOeTO yA0BAETBOPABA aBTOPA HAa Hay4yHWA Tpya. ToBa BOAM M A0 Y40B/NETBOPEHOCT
BbB BMCOKA CTEMeH OT YHMKA/IHOCTTA Ha NPeJIOKEeHUA MOLEN M OT yCNewHOoCTTa Ha
onuTa Aga 6bae BbBeAeHa B 6barapcka TbproBcka HaHKa TeopuATa M NPaKTMKaTa Ha
OpraHM3auMOHHATa aMmbUaEKCTPUA, KOATO Ce HAJIOXKM KAaTo e4Ha OT Hal-aKTya/IHUTE B
CBETOBHATa AMTEpaTypa Mo ynpasBaeHue npes nocnefHoOTo AeceTuneTue.

MorKem ga Kaxem, e e peasin3npaHo NPaKTUYECKOTO OCbLLEeCTBABAHE Ha BCAKA
€dHa OT NOCTaBEHUTE 3a4a4MN B HAY4a/10TO Ha ANCEPTALUNOHHUNAT Tpya, a UMEHHO!

1. HanpaBeH e TeopeTWdyeH npernes Ha OCHOBHUTE TMOHATMA, CBbP3aHM C
YyNpaB/IEHNETO U YCbBBLPLLUEHCTBAHETO HA NPOLLECUTE B OPraHM3aLmaATa;

2. N3cnepBaHa e TeopuATa Ha OpraHM3aUMOHHATA aM6VI,D,EKCTpVIﬂ N HEWHOTO
npunoxeHme B 6usHec NnpouecHOTO YCbBbPLIEHCTBAHE,

3. 0606LWeHM N ONMCaAHM Ca OCHOBHUTE BU3Hec npouecn B HaHKATa M TAXHOTO
ynpaBfieHue;
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4. W3cnepnBaHM ca OCHOBHUTE METOAM 33 YCbBbPLIEHCTBAHE HA 6aHKoBMUTE BU3HEC
npouecwu,

5. MNpeacTtaBeH M aHaM3MpPaH € MeTo/, 33 YCbBbpPLUEHCTBaHE Ha BU3Hec npouec B
6aHKa c ambnaeKCTbPeH aHaNns;

6. KoHcTpyupaH e n3cnenoBaTesICKu Mogen 3a ambungeKkcTbpHOo
yCbBbpLEHCTBaHe Ha 6usHec npouecute B 6aHKa, KOMTO wnaeHtTubumumpa
KNHOYOBUTE BDBHWHKM W BbTpewHM GAKTOpM Ha Bb3AEWUCTBUE, WHTErpmpa
eKCnNoaTauuMoHHUTE U EeKCMNJIoOpPauMoHHUTE  npouecn U u3cnedsa
HeobxoAMMOCTTa OT ynpas/ieHMe Ha HOBUTE 3HaHWUA U yMeHUA B BaHKaTa;

7. Ype3s metoga Ha nabopaTopHMA EKCnepumeHT e anpobupaH MoaensbT 3a
amMmbUAEKCTbPHO YCbBbPLIEHCTBaHE HAa BU3HEC NpouecuTe B TbProBcka 6aHKa;

8. U3cneaBaHn ca M pasKpUTU Bb3OAEUCTBUATA Ha BbHLWHUTE 3a HaHKaTa M
BbTPEWHN GAKTOPU B KOHCTPYKUMATA 3a YCbBbPLIEHCTBaHE Ha 6u3Hec
npouecute;

9. lMoTBbPAEHM Ca NeTHaAeceT aBTOPOBM Xxmnotesn, GopmyanpaHu Ha 6asaTa Ha
eKCMepTHWN OLeHKM Ha aHKETHO NpoyYBaHe cped MeHUAKMbHTA B LLeHTPaIHOTO
yrnpaBneHue Ha baHKaTa M cpes CNyXUTenuTe B KNIOHOBATa MPEXKa;

10.HanpaBeHu ca u3Boamn, 6a3nMpaHu Ha NoaydeHUTe AAHHU, 33 NPUAOKMMOCTTA
Ha Mogena 3a aMbMOEeKCTbPHO YCbBbPLIEHCTBAHE Ha Bu3Hec npouecute B
TbproBcka baHKa.

B no-wWnpokK KOHTEKCT 6anaHcbT mexay n3cneanoBaTenCkKnTe n
U3MNBAHUTENCKUTE AEVIHOCTM BbB BCAKa €4Ha OpraHm3auumAa we npegonpegena
HeMHaTa KOHKypeHTOCI'IOCO6HOCT M Bb3MOXKHOCT Aad YAOBNAETBOPU OYaAKBaAHWUATA Ha
CBOUTE KNMEeHTU. BbB BCEKN eaunH 6aHKoB bU3Hec npouec ce noAasABa HeOGXO,CI,I/IMOCT
Aa Ce TbpPCU BB3IMOXKHOCT 3a HOBUTE 3HAHWUA, n3cnegsaHna n MHOBaunn, KOUTO Aa
6'bﬂ,aT B 6anaHc ¢ NPOTUYAHETO Ha CaMMnA PYyTUHEH 6aHKoB npouec.

TeopuAaTta 3a OpraHM3auMOHHATa aM6VI,D,eKCTpMﬂ M 3a aM6MAeKCTpMﬂTa Ha
6usHec npouecute MoXe Aa Hamepu CbUleCTBEHO npunnoxeHume B
YCbBBbPLIEHCTBAHETO Ha 6usHec npouecuTe C orned Ha T1oBa, 4e npu I'IOﬂ,O6pﬂBaH9TO
Ha BCeKU eauH 6u3Hec npouec ce noAsABa HEO6XO,£I,VIMOCT OT HOBW 3HAHMUA,
ni3cneaBaHnAa U UMHOBauun, KOUTO Ada 6'b,D,aT B 6anaHc ¢ NPOTUY4AaHETO Ha CamumA
PYTUHEH, TPAANULNOHEH U3NDBJHUTENCKN NpoLecC.
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MpunaraHeTo Ha TeopuATa Ha aMbUAEKCTPMATA 33 LENINTE Ha HACTOALLETO
n3cneaBaHe 3a YCbBbPLIEHCTBAHETO Ha OU3Hec npouecute B HBaHKOBUA CEKTOP ce
ABABA CbLUECTBEH aBTOPCKM MPUHOC, KAaKTO M NO OTHOLWIEHME W3MON3BAHETO Ha
Bb3MOXKHOCTUTE 338 aMOMAEKCTbPEH aHaNM3 B METOA0N0IMMATA 32 YCbBbPLUEHCTBAHE
Ha 6aHKoBUTEe BM3Hec npouecu.

OT vycnexa pa 6bge nocTUrHaTO paBHoBecMe W BanaHcuMpaHe Ha
n3cnenoBaTeNCKUTE U U3MBAHUTENCKMTE BU3HEC NpoLEecH Npu YCbBbPLLIEHCTBAHETO
Ha bu3Hec npouecuTe, 3aBMUCK B FOIAMa CTENEH yCcnexbT Ha camoTo nogobpeHune Ha
npouecuTe U B KpaMHA CMeTKa MOCTMraHeTo Ha nosuleHa H6u3Hec edeKTUBHOCT,
KauyecTBO M yA0BNETBOPEHOCT Ha NoTpebutenute.

IV. OCHOBHU HAYYHO-NPUNOXHU NPUHOCU B AUCEPTALLMOHHUA TPY/,

1. OcbulecTBeH € KPUTUMYEH aHaZin3 Ha CbllecTByBalLaTa TeopuA 3a
YCbBbPLWEHCTBAHE HaA 6u3sHec npouecuTe B TbProBCKa 6aHKa.

2. MpeanoxeH e aBTOPCKM MOAeN 33 YCbBbpLUEHCTBaHE Ha 6usHec
npouecuTe B TbproBcka 6aHKa.

3. MpeanoxkeHa e OpuUrMHasHa aBTOPCKA METOAMKA 3a M3c/edBaHe W
npunaraHe Ha Mogen 3a aMbUAEKCTbPHO YCbBbPLUEHCTBAHE Ha BM3HeC npouecuTe B
TbproBcka 6aHKa, KOMTO BK/OYBA MPOY4YBAHE Ha Bb3AENUCTBMETO Ha BbHLUHM WU
BbTPEWHN GaKTOpU U M3cnenBaHE Ha EeKCNI0aTauMOHHUTE U eKCMJIOPaLUOHHUTE
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I. GENERAL CHARACTERISTICS OF DISSERTATION

The COVID-19 pandemic has changed the banking sector to a huge extent. The
traditional approach to banking products and services, to traditional jobs and
processes is subjected to serious challenges. The adaptation to the new reality created
by the pandemic has led to a number of changes in business processes in banks - the
increased digitalization of products, services and organizational relationships, the
challenge to the traditional workplace and human resources, and most of all the rise
of customer-oriented personalized solutions, which already has much higher
requirements for all services and products, including financial ones.

The banking sector had to change its working regime literally in days - from
work in the office to work from home. This process was accompanied by serious
changes, which for a traditionally conservative sector like banking was indeed a great
organizational, technological and psychological transformation.

What the sector has wanted to do over the past few years, trying to provide
digital solutions and stimulate customers to work digitally, COVID-19 has achieved it
in just a few months. For bank customers, the change was drastic - from branch
banking to remote banking, switching to communication with banks through digital
channels or contact centres. The use of digital banking channels increased by over 20%
in 2020, according to BNB observations.

The processes of digitalization of banking services had already begun in the
financial industry, but had to be accelerated dramatically in recent years. Banks have
begun to make exceptional quantity and quality technological and financial
investments to offer innovative and competitive services to win and retain increasingly
demanding customers. The introduction of artificial intelligence in banking services
has become the most innovative strategic goal that provides a competitive advantage.

Competition is another major challenge facing the banking sector. Banks offer
more and more innovative solutions, but from the position of guardians of financial
stability, observing a number of regulations, which makes them slower. Fintech
companies are much more flexible, but they can hardly offer scale and variety of
secure services. Banks are competing, but are also looking for cooperation with the
fintech industry in order to be able to provide customers with fast, secure and valuable
services, beyond the boundaries of conventional banking. No less challenging is the
ongoing consolidation in the banking sector as a result of increased competition.

In order to meet the above challenges and customer expectations, banks are
changing and improving their business processes. The business process and the
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process approach are a much-developed topic in the scientific literature and in
practice, as evidenced by the ever-growing scientific and practical interest in business
process issues. The competitiveness and profitability of a company depend heavily on
its business processes, and solving business process problems can lead to increased
customer satisfaction and reduced time and costs. Improvement of business Processes
is a good scientific and practical basis for improving the business of an organization as
a whole. Processes must be implemented efficiently and effectively and managed in
an effective manner. Business process management has a central role in creating
competitive advantage as an approach to achieving an organizational goal by refining,
managing and controlling core business processes, and empirical research confirms
the positive relationship between business process management and improvement
and business success.

The COVID-19 pandemic and the accelerated digitalisation caused by it have
drastically affected the business context of all business organizations around the
world, regardless of sector or size. In order to survive, organizations begin to think
strategically about the results of their work after the periods of the pandemic, which
necessarily involves improving their business processes. Thus, the pandemic, the rapid
digitalization and the introduction of artificial intelligence bring fast and unexpected
opportunities to revise routine operations and combine them with innovation. In
terms of the lifecycle of a specific business process affected by the pandemic and
digitalization, organizations are forced to think creatively, resulting in a combination
of established practices and standards with innovative and research activities.

It is this need to combine new knowledge and traditional activities that
predetermines the consideration of each business process in the context of
organizational ambidexterity, which implies equally good handling of conventional
operations and unconventional innovations. This context implies that the
improvement of business processes is fully integrated with the concept of constructive
or positive deviation from routine operations. Therefore, the pandemic, digitalization
and the advent of artificial intelligence have not only forced but also enabled the
organisations to experiment by combining traditional operations and innovative
research.

On the basis of the above, the main subject and object of research is outlined,
namely:

The subject of this research is the improvement of business processes in the
context of organizational ambition in the context of digital transformation and the
introduction of artificial intelligence and under the influence of factors such as the



COVID-19 pandemic, competition and consolidation in the banking sector, the
preparation for Bulgaria's entry into the euro area, ESG (environmental, social and
governance) regulations and many others external and internal factors to the bank.

The object of this dissertation is one of the leading Bulgarian commercial banks,
which offers products and services to business clients and citizens — micro, medium
and small enterprises, large corporate clients and institutions, focusing on
digitalization, introduction of new technologies and artificial intelligence and offering
basic banking services, as well as investment banking.

The main challenges facing the bank are the economic situation, increasing
competition and technological change, the introduction of new regulations, the
emergence of cyber threats to the security of bank data and customer assets, the
COVID-19 pandemic and many others. The bank responds in a comprehensive way to
the banking needs of its customers and positions itself as part of an integrated financial
group. This integrated model offers customers the benefit of a comprehensive, one-
stop service that allows them to choose from a wider, complemented and optimized
range of products and services. The model offers group benefits in the face of income
and risk diversification, the potential for additional sales through intensive
cooperation between banking distribution channels and significant cost savings. The
Bank strives to provide its clients with the opportunity to receive complete digitized
and personalized financial solutions, which in turn leads to the need to improve the
business processes in the bank and overcome a number of challenges in this direction.

The main scientific thesis of the dissertation is that there is a close connection
between the improvement of business processes in a commercial bank and the
achievement of significant success in its adaptation to the rapidly developing
technological competitive environment and under the pressure of factors such as a
global pandemic and increasing requirements and regulations related to sustainability.

By achieving process-oriented management and improvement of business
processes, not only the efficiency of the bank is increased, but also the opportunity to
develop research and innovation in each of the business processes. The application of
an organisational ambidexterity that includes an equally strong handling of both
operations and innovation appears to be a key success factor for process-oriented
management of the bank and the ability of its management to meet global challenges.

The main objective of the dissertation is to study and summarize
organizational theory as a methodological basis for improving business processes in a
commercial bank and, as a result, to construct, study and justify a Model for
ambidextrous improvement of business processes in a banking organization.



1)

2)

3)

4)
5)

6)

7)

9)

To achieve it, it is necessary to perform the following tasks:

to make a theoretical overview of the basic concepts related to the
management and improvement of processes in the organization;

to explore the theory of organizational ambidexterity and its application in
business process improvement;

to summarize and describe the main business processes in the bank and their
management;

to explore the main methods for improving banking business processes;

to present and analyze a method for improving the business process in a bank
with ambidextrous analysis;

to construct a research Model for ambidextrous improvement of business
processes in a bank that identifies key external and internal impact factors,
integrates operational and operational processes and explores the need to
manage new knowledge and skills in the bank;

through the method of the laboratory experiment to test the Model for
ambidextrous improvement of business processes in a commercial bank;

to study and reveal the impacts of external to the bank and internal factors in
the construction of business processes;

to confirm or reject fifteen author's hypotheses, formulated on the basis of
expert assessments and a survey among the senior management at the head
office of the bank and among the employees of the branch network;

10) to draw conclusions, based on the data obtained, about the applicability of the

Model for ambidextrous improvement of business processes in a commercial
bank.

In order to achieve the objectives of the scientific research, a Methodology has

been applied through the method of laboratory experiment to test the Model for

ambidextrous improvement of business processes in a commercial bank; To study and

reveal the impacts of external to the bank and internal factors in the construction for

improvement of business processes.

The methodology using a wide range of methods and tools is approbated, which

covers:

1)

2)

conducting interviews with experts in order to establish the validity of the
Model for ambitious improvement of business processes;

conducting extended interviews with experts in order to clarify possible
questions necessary for conducting a survey;



3) conducting a survey with experts from the branch network of the bank and the
central management;

4) statistical analysis of the results obtained and their correlation to the
hypotheses put forward by the author of the work.

The present study is limited in time, place, scope and methodology. The study
on the improvement of business processes in the context of organizational ambition
(on the example of a leading commercial bank) was conducted for 10 months in 2023
on the territory of one leading Bulgarian commercial bank. The author of the
dissertation took into account in the study all possible restrictions related to the
confidentiality of some banking internal rules, procedures, documents and sources of
information.

1. STRUCTURE AND CONTENT OF THE DISSERTATION
1. Structure

The dissertation has a total volume of 230 standard pages, including:
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lll. STATEMENT OF THE DISSERTATION

1. CHAPTER ONE: Theoretical framework of the study

In the first chapter of the dissertation, a literature review is made and the
theoretical framework of the study is outlined, which is divided into three main parts.

In the first part is presented:

e The modern form of business organizations and organizations as a system of
business processes — viewed through the prism of organizational development

In the second part is presented:

e Management and improvement of business processes by drawing the life cycle
of the business process, analyzing the maturity of the business processes
identified are the components in the improvement of business processes,
namely: strategic goals, information technology, human capital, organizational
culture and methods of process improvement.

In the third part is presented:

e The theory of organizational ambidexterity as it examines business processes
and their improvement in the context of organizational ambidexterity.

The theoretical overview of the basic concepts related to the management and
improvement of processes in the organization is aimed at smoothly passing through
some modern forms of business organization and considering it as a system of business
processes. Focusing on the two forms of the organization, which are discussed in more
detail in the study, has its reasons. The learning business organization is very much
related to the organizational ambidexterity discussed in the second part of this
chapter. precisely in view of the possibilities of combining in one such organization the
research with the executive processes. The real-time business organization is
discussed in more detail due to the fact that the modern commercial bank contains all
the elements of a real-time organization in view of the necessary e-banking.

The creator of the learning organization theory, Peter Senge, defines that a
learning organization is a group of people who work together to improve their capacity
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to create outcomes that they are genuinely interested inl. In his book The Fifth
Discipline, he proposes the idea of a learning organization that is based on an approach
called systems thinking for the purpose of solving problems, in which decision-making
is based on data rather than assertions. It is a conceptual framework that allows
organizations to study their processes through an information-based thinking method.
which measure the effectiveness of the organization as a whole and its various
components. Systems thinking requires that all the characteristics of a learning
organisation must be present simultaneously in an organisation for it to be a learning
organisation. The learning business organisation must fully accept the abolition of
traditional hierarchical structures which are not based on acquired knowledge and
learning?.

Organisations do not develop organically in learning organisations - there are
factors stimulating the development of learning business organisations. To remain
competitive, many organisations restructure and are left with fewer people. This
means that those who remain need to work more efficiently. To create a competitive
advantage, companies need to learn faster than their competitors and develop a
culture responsive to customers. Chris Argiris identified that organisations need to
maintain knowledge about new products and processes, understand what is
happening in the external environment and produce creative solutions using the
knowledge and skills of everyone in the organization. This requires cooperation
between individuals and groups, free and reliable communication and a culture of
trust3.

It is particularly important to stress that in the learning business organisation
it is possible to strike a balance and equilibrium between research initiatives and
implementing actions. In an ordinary organisation that does not have the mechanisms
to be a learner, such a balance cannot exist, as executive operations usually take
precedence over research operations, which are associated with the assimilation of
new knowledge and constant learning. Another important aspect of learning business
organizations is innovation, as innovation and learning are closely linked. By

1 Senge, P.M. (1990). The Fifth Discipline: the art and practice of the learning organization. New York:
Doubleday/Currency

20'Keeffe, T. (2002), “Organizational Learning: a new perspective”, Journal of European Industrial Training,
Vol.26 (2)

3Argyris, C. (1999), On Organizational Learning. 2nd ed. Blackwell Publishing, Oxford
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encouraging people to learn and develop. This type of organization generates a more
innovative environment that gives birth to more innovative ideas.

One of the manifestations of the technological revolution and innovation in
business is the emergence of the so-called. 'real-time business organisations’, which
form an increasing part of the so-called 'Real-Time Business' "real-time economy" in
which information flows rapidly through demand chains and supply chains crossing
organizational boundaries. Essentially, a real-time organization is a continuous
improvement of key business processes and their adaptation to constant change. In
this way, we can provide better value to customers and greater profit for the company.
In other words, the real-time enterprise is not so much related to any particular
technology or system as to how people use the technology, to continually deliver
business improvements and adapt to change. This is where information technology
can really show its value to business*.

In the financial sector in general, and in banks in particular, real-time
operations are particularly important and are part of online banking, or internet
banking, also referred to by the more general term e-banking (involving the use of
electronic credit/debit cards, etc.), which is a means of real-time access to the services
of a bank with a high level of security, integrated into the Internet environment. It is
in view of this fundamental trend in banking that viewing organizations in real time
and their characteristics is important. The modern commercial bank contains all the
elements of a real-time organization.

In the second part of the theoretical framework of the study, the author
examines in detail the business processes and the process approach as a much-
developed topic in the scientific literature and in practice. The competitiveness and
profitability of the company depends strongly on its business processes, and solving
business process problems can lead to increased customer satisfaction and reduced
time and cost’. Business process improvement is a good scientific and practical basis
for business improvement®. Business process management has a central role in
creating competitive advantage as an approach to achieving an organizational goal by
refining, managing and controlling core business processes, and empirical research

“Hugos, M. (2005), Building the real-time enterprise: an executive briefing. John Wiley & Sons

SMadison, D. (2005), Process Mapping, Process Improvement and Process Management. Paton Press LLC,
Chico

8Siha, S., Saad G. (2008), “Business Process Improvement: empirical assessment and extensions”, Business
Process Management Journal, Vol.14
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confirms the positive relationship between the management and improvement of
business processes and business success’.

Since the total business process of a business organization is the means of
delivering value to consumers, management through business processes is the focus,
the epicentre of business organizations in real time. Value creation in any company is
based on the business processes occurring in it. Their rational organization is a decisive
factor in turning them into a competitive advantage for the company. However, in
order to achieve such, it is necessary that the processes be analysed in detail and
constantly improved, i.e. the management of the processes in the organization should
not be a one-time initiative but to be carried out continuously?.

Thomas Davenport® defines the concept of a business process as "a set of
logically related tasks that are performed to achieve a certain business result" and
notes that processes form a business system — the way in which a business unit or a
set of units carries out its activities. Based on the definitions, we can identify the main
characteristics of the business process:

e sequence of activities;

e structuring, interconnection between activities;
e customer orientation;

e adding value;

¢ inflows that are transformed into outflows;

e means of transforming the input into outlets;

e focus on achieving the goals of the organization.

Business processes have customers, i.e. results are created for which it is known
to whom they are needed. Customers can be internal or external to the organization
and they define their requirements for the results. A customer can be an employee or
organizational unit, as well as an external supplier, regulatory body or end user. In
comparison, in the functional approach, the process client does not necessarily
participate as a source of outcome requirements. Also, processes cross organisational

’McCormack, K., Johnson, W. (2010), Business process orientation: gaining the e-business competitive
advantage. CRC Press

8Borisov, B. et al. (2017), Business Process Management in Public Administration, Ed. Tsenov at Dimitar
Tsenov Academy of Economics

Davenport, T., Short, J. (1990), “The New Industrial Engineering: Information Technology and Business
Process Redesign”, Sloan Management Review, Vol.31
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units and as are independent of the formal organizational structure®®. In essence, this
means that the organizational structure adapts to ensure the effective
implementation of business processes, and not vice versa. Process orientation is a
philosophy of process-oriented design of activities in an organization, which leads to a
transformation from management based on functional paradigm to management
based on a process paradigm®.

Business process management has its own life cycle, including several main
stages — planning, modelling, implementing, controlling and improving. Improvement
is the final stage in the life cycle of business process management. It takes the
monitoring results (data obtained), which are used to further optimize business
processes.

Figure 1. Process Management Life Cycle

1. Planning (design)

N

5. Refinement 2. Modeling

4. 3. Realization
Controlling(monitoring) (implementation)

é_/

Source: The author of the dissertation

Business process improvement is seen by many researchers as the most
important part of business process management, which is why there is a need to

©Dpavenport, T., Short, J. (1990), “The New Industrial Engineering: Information Technology and Business
Process Redesign”, Sloan Management Review, Vol.31

Kumar, U. et al. (2011), “Champions in transition: the role of process orientation”, The TQM Journal
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develop a systems approach to the implementation of process improvement to
facilitate success. Business process improvement involves two important tasks:

e prioritizing processes that need to be improved!?;
e and choosing the appropriate methodology for improving business processes.

Over the past few years, many organizations have implemented various
methodologies for the improvement of business processes, which can be systematized
such as process reengineering, process redesign, or continuous process improvement
(with the best-known examples of process improvement initiatives being Lean, Six
Sigma, Constraint Theory, etc.).

The scientific literature in the field of business process improvement highlights
a number of factors that are crucial for the improvement of business processes. The
main factors are: strategic compliance; information technology; human resources;
organizational culture and improvement methods 3. Each of these core elements
represents a critical factor in the success of business process improvement. Therefore,
each of these elements must be taken into account by organizations striving for
success with the improvement of business processes.

Organizational ambidexterity is a concept that seeks to combine efficiency
and innovation. An organization is considered ambidextrous when it has a balance and
relatively equal emphasis on both exploration and exploitation.* However, research
processes that involve new knowledge, innovation, technology, etc. are fundamentally
different from routine operating processes. Therefore, the simultaneous
implementation of both types of processes becomes a challenge for the organization®.

Organizational ambidexterity is a concept that refers to an organization's ability
to integrate operational and operational activities to achieve innovation and success.
Exploitation refers to the improvement of the current processes and business models
of the organization. This includes strengthening efficiency, improving products or
services and increasing market share by constantly improving ongoing operations.

12Bandara, W. et al. (2015), “Prioritizing process improvement: an example from the Australian financial
services sector”. In Handbook on Business Process Management 2 (pp. 289-307), Springer, Berlin Heidelberg

13de Bruin, T., Rosemann, M. (2007), “Using the Delphi technique to identify BPM capability areas”, In:
Proceedings of the 18th Australasian conference on information systems

¥0'Reilly, C., Tushman, M. (2011), “Organizational ambidexterity in action: How managers explore and
exploit”, California Management Review, Vol.53(4)

BHe, Z., Wong, P. (2004), “Exploration and Exploitation: An Empirical Test of the Ambidexterity
Hypothesis”, Organization Science, Vol.15
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Exploration, on the other hand, refers to exploring new opportunities, ideas and
innovations. This includes experimentation, research into new markets and
technologies, and the development of new products or services. Exploration is about
creating strategic projects and innovation.

Organizations that are successful in embracing organizational ambidexterity are
able to strengthen and improve their business processes and routine operations, while
developing new opportunities and innovations. This allows these organizations to
combine stability and compelling growth. Describing research and exploitation
activities as dichotomous choices, some argue that when an organisation invests in
enabling its workforce to explore new knowledge, it must accept that it is less likely to
make full use of existing knowledge.

The ambidexterity context is perceived as a combination of factors that
facilitate positive workforce behavior, such as openness to creative ideas,
appreciation of healthy communication with colleagues and management, and a
management style that values all employees and their!® contributions. This context
allows organizations to use both exploration and exploitation processes equally.

There is a consensus on the importance of maintaining an appropriate balance
between new research and innovation on the one hand and traditional functionalities
and operations on the other in order for organizations to succeed in the current socio-
economic context.

In the context of digitalization and rapid transformation of banking services and
products, there is a need to combine the implementation of traditional banking
operations with the adoption of a large amount of new knowledge, without which
bank employees at almost all levels would not be able to continue to fulfil their work
commitments. In every banking business process, there is a need to look for an
opportunity for new knowledge, research and innovation to be in line and balance with
the routine banking process itself.

Organizational ambidexterity in a bank can manifest itself in various ways,
including:

e Innovation and current operations and processes, which is expressed, on the
one hand, in the development of new financial products and services that meet

160’Reilly, C, Tushman, M. (2008), “Ambidexterity as a dynamic capability: Resolving the innovator’s
dilemma”, Research in Organizational Behavior, Vol.28
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the needs of customers and are competitive on the market, and on the other in
improving current banking operations and processes in order to achieve more
efficiency and cost reduction.

e Creating flexible and adaptable structures - cross-functional teams and
working environments where collaboration and exchange of knowledge and
ideas are encouraged. Turning the bank into a responsive organization that can
quickly adapt to changing conditions and requirements.

e Risky management and experimentation, which means researching and using
new technologies and methods in the banking sector, such as the use of
artificial intelligence or blockchain technology, as well as conducting controlled
experiments to measure and evaluate new ideas and practices.

e Leadership, training and promotion of innovation by creating a culture of
innovation in which employees are encouraged to offer ideas and their own
innovative contributions. Investing in staff training and development to provide
the necessary skills and knowledge for innovative work.

All these aspects of organisational ambidexterity in banks can help to improve
the competitiveness, innovation and efficiency of the institution, as well as to address
the challenges of a rapidly changing banking sector.

In the context of a commercial bank, for example, knowledge research
potentially provides employees in the branch network with new opportunities that are
identified as a result of sharing customer information. In addition, the many services
offered by banks, combined with the wide variety of their clients' needs, make
research, research and discovery processes an important mechanism for supporting
the identification and adoption of appropriate financial products and alternative
solutions to meet their customers' requirements.

This suggests that organisations with ambidexterity are companies capable of
simultaneously exploiting existing routines and competencies and exploring new
opportunities. On the other hand, the ambidextrous context at the organizational level
refers to cultural factors that allow firms to balance the potential conflicting demands
of concurrent processes of research and use of knowledge.

Organizational ambidexterity can be used as a methodology for improving
business processes in any organization, including banks. In the banking sector, where
it is required to comply with various regulatory and legislative requirements, it is
important to carry out routine work and achieve efficiency. At the same time, banks
need innovation and adaptation to changes in the market, which requires flexibility
and the creation of new ideas.
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By implementing the organizational ambidexterity, the bank could achieve this
balance. It can establish mechanisms and structures to support the effective
performance of routine tasks while creating concrete innovation initiatives and
developing flexibility to adapt to changing conditions. It is important to note that the
implementation of organizational ambidexterity in the bank requires management
support and commitment from the entire organization. This includes the creation of a
culture of innovation and the adoption of flexible and experimental approaches to
work.

Applied to business process management, ambidexterity theory!’ postulates
that an organization must balance research and executive business processes, with
a dual approach leading to increased business efficiency. Research processes include
things covered by terms such as search, variation, risk taking, experimentation, play,
flexibility, discovery, innovation. Process execution includes things like improvement,
choice, production, efficiency, selection, implementation. Hence, ambidexterity
emerges as an organization's dynamic ability to advance business processes that
embodies a complex set of routines, including decentralization, differentiation,
targeted integration, and the ability of senior management to organize the complex
trade-offs that concurrent pursuit of research and executive business processes
requires.

Although this theory has been applied in various fields such as compatibility of
information technology or ambidexterity of knowledge, for the purposes of this study
the focus is on ambidexterity in the management and improvement of business
processes. Balancing research and knowledge use is crucial for ambidexterity in
business process management, which can also lead to tensions or conflicts over
convergent and divergent thinking. For example, balancing efforts are needed when
different goals such as standardization versus flexibility, following different business
trends are outweighed, or integrating different process options and different
technologies?.

7Tushman, M., O’Reilly, C. (1996), “Ambidextrous Organizations: Managing Evolutionary and
Revolutionary Change”, California Management Review, Vol.38(4)

Byom Brocke, J. et al (2020), Class notes: Teaching the five-diamond method for explorative BPM.
BPTrends, LLC

18



Figure 2. Ambidexterity and Business Process Improvement
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Some significant differences in the improvement of routine business processes
and innovative processes can be considered and analyzed. The improvement of
routine business processes is based on optimization and improvement of existing
processes. This includes the use of effective methods and technologies to reduce the
time and resources required to run processes. The goal is to optimize current
operations and achieve better results through more efficient operation. On the other
hand, innovation is about creating new and unique processes, products or services.
They imply the implementation of innovative ideas and approaches that challenge the
status quo and offer something new and different to the market.

®Van Looy, (2021), How the COVID-19 pandemic can stimulate more radical business process
improvements: Using the metaphor of a tree. Knowl Process Manag. 2021; 1-10.
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One of the key differences between refining routine business processes and
innovation is in the degree of change and risk. The improvement of routine processes
is usually accomplished through small changes and incremental improvements that
involve less risk to the organization. Innovation, on the other hand, typically requires
radical changes and activities that can be associated with greater risk and uncertainty.
These often involve the use of new technologies or a change in the organization's
business model. Both areas are important for the successful operation of the business,
by refining routine processes, it prepares the ground for innovation by providing an
effective basis for its development and implementation.

The theory of organizational ambition and business process ambidexterity can
find significant application in the improvement of business processes in view of the
fact that in the improvement of any business process there is a need for new
knowledge, research and innovation that will be in balance with the routine and
traditional performing process itself.

The application of the theory of ambidexterity for the purposes of this study on
the improvement of business processes in the banking sector is a significant author's
contribution, as well as in terms of the use of opportunities for ambidextrous analysis
in the methodology for improvement of banking business processes.

The application of the theory of organizational ambidexterity for improving
business processes in the conditions of the COVID-19 pandemic and growing
challenges to the banking sector of various nature acquire particular relevance and
importance.

2. CHAPTER TWO: Business Processes in a Commercial Bank — Methods and
Methodology for Improvement through Ambidextrous Analysis

In the second chapter the author presents methods and methodology for the
improvement of business processes in a commercial bank in the context of
organizational ambidexterity.

The business processes in a commercial bank are described, as an author's
classification of the main banking business processes is presented, as well as a
fragment of a business process tree in the bank.
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Figure 3. Basic banking business processes
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It presents the impact on the improvement of banking business processes of
some current external challenges to such as the regulations of Environmental, Social
and Corporate Governance, known as ESG, the preparation of banks for the
introduction of the euro, the advent of artificial intelligence.

In the context of organizational ambidexterity, the author examines operational
business processes in the bank, related to routine operations, and operational
business processes related to the introduction of digitalization and innovation.
Introducing innovation in banks can improve business processes by facilitating
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operations, increasing efficiency and reducing risk. Innovation can improve business
processes in banks primarily through process automation. Using technologies such as
robotic process automation (RPA) and machine learning can help automate routine
and repetitive tasks, which reduces the need for manual intervention and improves
efficiency. Innovation is related to the digitalization of services. Offering online and
mobile services allows customers to access banking products and services more easily
and conveniently. This not only facilitates the customer service process, but also
reduces time and costs for banks.

Another area of innovative changes in the banking sector is the deployment of
blockchain technologies. Blockchain technologies offer a safe way to record and verify
transactions, which can reduce the risk of fraud. This can improve business processes
in banks, especially in areas such as funds transfer and identity verification. Innovation
in banks is also associated with the use of Big Data and analytics. Analysing large
amounts of data can help banks gain valuable insights into customer behaviour,
market trends and risks. This can help improve business processes by achieving better
personalization of services and better risk management.

The second part of the second chapter discusses some methods for improving
business processes in banks.

The Lean method is a systematic approach to improving processes in an
organization, seeking to increase efficiency and reduce losses. In banks, Lean can be
applied at different levels of business processes, especially in their improvement. This
method is mainly applied to the improvement of operational, executive business
processes related to improving operations and process efficiency. The Lean method
focuses on identifying redundant steps, lost time and other redundant activities in the
bank's business processes. This can be achieved through data analysis, team
involvement in optimization and the implementation of improved processes. Lean can
be applied in the production of services in the bank. This includes reducing
unnecessary tasks, avoiding error minimization, optimization of resource use and
automation of processes.

The Lean method encourages banks to focus on providing quality services to
their customers. This can be done through better employee training, establishing
checkpoints through the process, and implementing customer feedback systems. This
may include rationalization of the use of materials and resources, reduction of
application processing time, etc. Summing up, the Lean method can be applied in
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banks as a method of improving business processes, in the described way seeks to
reduce losses, optimize tasks, increase the quality of services and streamline costs.

The Six Sigma method is a quality management methodology that focuses on
reducing variations and defects in business processes in order to achieve high
efficiency and reduce errors. This method is mostly focused on the improvement of
operational, executive business processes. Examples of application of Six Sigma in the
banking sector can be improving credit processing processes, debt rehabilitation,
improving customer service and much more. Six Sigma can help reduce errors, speed
up processing time and improve the quality of services in the bank.

The Agile method for improving business processes combines flexible principles
and practices with the management of business projects. It is used for fast and flexible
adaptation of processes in response to changing business requirements. This method
is mostly used to improve operational business processes — those that are related to
the introduction of innovations, new technologies, artificial intelligence, complex
operations related to research, not just executive activities.

The Agile method, along with the Scrum and Kanban techniques, originally used
in software development, is spreading to other areas, including banking services. It is
based on iterative and incremental development, which allows the bank to be more
flexible and quickly change the strategy and services offered to the changing needs of
customers. Agile is an iterative process that is based on continuous improvement and
adaptation. During each iteration, the results are analysed and new improvements are
introduced. By using this method, the bank can achieve greater flexibility and
efficiency in its business processes. This can lead to faster and better customer service,
reduced process lead times and increased operational efficiencies by refining
operational business processes.

The author also discusses in detail the Business Process Improvement Method
with ambidextrous analysis, which combines universal improvement steps with other
tools of analysis, observation and research, especially with the inclusion of
ambidextrous analysis. By considering this method, organizations can better
understand and implement the steps needed to improve their business processes in
an ambidextrous way. In general, the proposed method aims to be easy and flexible
for the business to be usable; reflect best practices; create risk management
capabilities at every stage during the improvement process.

The method of improving business processes with ambidextrous analysis
consists of seven steps. It serves as a roadmap for moving a process from its current
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state on a guided path to better execution. For each step, there are some key actions.
This method consists of assessing organizational readiness for change, defining the
scope of business process boundaries, collecting data, modelling the business process,
redesigning the business process, implementing the advanced business process and
reviewing a coherent set of business processes.

Ambidextrous analysis is present in five of the seven steps. Its use is justified
and explained. Each step has a goal, actions, persons involved, a result and guidance
and advice. The goal gives the purpose and the task of each step; the actions describe
what has been taken in each step; the result describes what has been achieved; and
finally, some guidance and general advice are given. In addition, the method provides
practitioners with a library of process analysis tools and modelling techniques to be
used in implementation. Each tool and technique are structured as follows: what, how,
when, strengths and weaknesses.

Figure 4. Business process improvement method with ambidextrous analysis
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The goal of the method is to achieve a better product or service through an
effective improvement mechanism. The main goal is to structure the efforts to
improve a business process while simultaneously exploring the balance between the
research, exploration part of the process improvement and the executive part. The
methodology was developed taking into account that it should provide users with a
structured approach on what to do and how to refine the process in the least complex
way in the context of the balance between operational and operational activities
under the influence of external and internal factors.

In response to the need to assist organizations in identifying and integrating
new opportunities into business processes, the Five Diamonds method for
operational business process management has been developed®’. The method was
developed initially by Jan vom Brocke et al. and subsequently further developed with
the participation of M. Rozemann. It combines business process management with
innovation management (primarily divergent and convergent thinking), provides ways
to identify new opportunities arising from digital technologies and changing customer
needs, and integrate these opportunities into new business processes.

The Five Diamonds method involves various activities depicted as one all-
encompassing diamond and four major diamonds. The four diamonds refer to
purpose, business, technology and integration. The diamond form of these activities
reflects the use of divergent and convergent thinking during the process, which are
very important parts of innovation management. All activities, the so-called
"diamonds" by vom Brocke build on existing knowledge from business process
management and innovation management. The "all-encompassing diamond"
connects all major diamonds and provides guidance on how to implement them
through a systematic approach.

2yom Brocke, J. et al (2020), Class notes: Teaching the five-diamond method for explorative BPM.
BPTrends, LLC.
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Figure 5. The Five Diamonds method for operational business process management
by vom Brocke et al
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The "Purpose diamond" (left diamond) refers to the need to gain awareness of
the purpose of the organization, as well as the given context at the beginning of the
innovation process. During the divergent phase of this activity, a definition of the
purpose and context in which the organization operates is required. In addition, the
organization must outline a future strategy, taking into account the context of its
industry and the customers it addresses. The convergence phase serves to determine
the purpose and scope of the application of the Five Diamonds method (technique).
The scope of application of the methods refers to the whole organization or to
individual units. Accordingly, the boundary conditions for the respective activities
(result) are defined.

The "Business Diamond" (Upper Diamond) aims to identify opportunities
related to new ways of generating value arising from the business environment. The
activity starts with the divergent phase, identifying megatrends followed by trends in
the relevant sector of industry (technique). During the convergence phase, the
identified megatrends and industry trends are evaluated taking into account the target
defined in the first activity (technique). On the basis of this assessment, the relevant
trends for the organisation concerned (result) are selected.
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The "Technology Diamond" (lower diamond) aims to identify opportunities
arising from digital technologies. During the divergent phase, this activity is related to
the identification of emerging technological trends and existing digital technologies
that could be relevant to the organization (technique). During the convergence phase,
technological trends and digital technologies are discussed in relation to their
applicability to the organisation (technique). The choice of technologies must be
tailored to the goal. Based on this assessment, the relevant digital technologies for the
organization (result) are selected.

The "Diamond of Integration" (right diamond) combines the purpose of the
organization with the emerging opportunities to develop new business processes with
the generation of new value. During the divergent phase, this activity aims to integrate
the new views gained in the previous three activities. As a result, one or several
blueprints of processes are created to create a new process, while generating new
value for customers (result). The Integration Diamond therefore takes advantage of
the strengths that have been accumulated within the Five Diamonds method by
explaining how new ideas can be organised and managed through processes?..

The "all-encompassing diamond" connects all major diamonds and provides
guidance on how to implement them. Depending on the specific needs, the
organization can choose different starting points and skip activities or the use of
certain techniques. As the method aims to encourage creativity and innovation, its
application should be highly iterative. This is depicted by the two-way arrows between
all pairs of rhombuses. For example, the organization can start with the technology
diamond and then move on to the business diamond. This ensures that innovative
ideas are implemented through new business processes with new value propositions.

The approbation of the Five Diamonds Method developed by vom Brocke and
Rozemann in Bulgarian commercial bank would prove the necessity and effectiveness
of a practical approach that can integrate and synthesize elements of innovation
management with elements of business process management based on organizational
ambidexterity. In the process of testing the method, questions would arise about its
applicability and within the lifecycle redesign stage of the business process
management. With regard to the context dimension, the method is particularly
applicable to core business processes to create a new proposal for value. In the process
of applying the method, it can also be established that it allows a flexible configuration

ZIMendling, J. et al (2020). Building a Complementary Agenda for Business Process Management
and Digital Innovation. Eur. J. Inf. Systems
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of all diamonds. Some organisations may therefore take all diamonds into account,
while others may place more emphasis on one diamond than another.

In addition, within each diamond, organizations can choose an appropriate
level of detail, focusing only on well-known or emerging digital technologies and
innovation activities. It is important to note that the method assumes different
stakeholders and encourages the participation of multiple roles that bring different
perspectives on emerging opportunities. In this way, conditions are created for the use
of the expertise and potential of various managers and experts in the organization who
join forces on specific problems. Conditions are also created for the development of
the bank as a learning organization, as well as for various forms of application of
knowledge management.

Process-oriented organisations need to be able to develop new capabilities and
competences to identify emerging opportunities in relation to new technologies and
business models. In the light of today's highly dynamic business environment, this is
considered essential to ensure customer satisfaction and promote inter-organizational
and intra-organizational cooperation. Although the Five Diamonds method created by
vom Brocke can be applied in a variety of organizational contexts, it suggests that the
organization has a well-developed business process orientation, making it particularly
suitable for medium and large organizations.

3. CHAPTER THREE: Methodology for Research - The Model for
Ambidextrous Business Processes Improvement (MABPI) in a
Commercial Bank

In the third chapter the author of the dissertation explores through a laboratory
experiment a model for ambidextrous improvement of business processes (MABPI) in
a commercial bank. On the basis of the methods for improving business processes with
ambidextrous analysis and method of the five diamonds for operational process
management, as well as in view of the identified external and internal factors for the
bank, the possibility of creating a Model for Ambidextrous Business Process
Improvement (MABPI) in a commercial bank is proposed. The purpose of this model is
to combine the need to implement innovations while maintaining the security of
routine operations in improving business processes in the bank.
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As stated in Chapter One, organizational ambition can be used as a
methodology for improving business processes in any organization, including banks.
As a summary, the steps to improve a banking business process through ambidexterity
as a methodology can be as follows:

1) Identify current external and internal challenges and issues in the banking
business process, which includes data analysis, stakeholder interviews,
workflow monitoring and other methods of gathering information.

2) Develop an ambidextrous strategy that should offer a balance between
operational and research activity. It needs to be determined whether it is more
effective to innovate current processes or create new ones.

3) Implementation of the strategy, which includes the implementation of activities
that improve the business process. This may include the use of innovative
technologies, the development of new services, improved communication, etc.

4) Evaluation of the results achieved by the implemented strategy, which can be
done by comparing the previous performance indicators with the new ones,
analysing customer reviews, assessing the return on investment, etc.

5) Ambition implies continuous adaptation and improvement of the strategy and
its implementation based on the results obtained and new challenges. This
involves an iterative process of tailoring and optimising processes.

It is important to note that ambidexterity is not a standard methodology, but
rather an approach or philosophy that combines exploitation and research. When
implementing it, banks should take into account their specific business objectives and
conditions, the specific influence of external and internal factors should be studied, as
well as specific methods for improving business processes.

The methodology used is consistent with the specifics of the problem under
study, and the author has come to the conclusion that the specific tools of
experimental design can be applied in the study of business processes. In this applied
approach, through the method of interview and questionnaire research, scientific
results satisfactory to the author are achieved for the application of organizational
ambidexterity in the process of management and improvement of business processes.

Through the method of laboratory analysis, the author of the dissertation has
carried out a survey among thirty-six experts from the head office and the branch
network of the commercial bank. In the process of conducting the experiment, the
opinions and analyses of ten experts on the topic of improving business processes are
covered and thoroughly studied. The entire scientific study covers eight stages, which
allow a sufficiently detailed and thorough study to be carried out.
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A controlled experiment, or laboratory experiment, is a type of scientific

experiment that is conducted under controlled conditions in a laboratory environment.

It is a study in which the investigator manipulates certain variables and controls the

conditions of a study in order to isolate the impact of specific factors on the results.

The stages of experimental laboratory study of the improvement of business

processes in a commercial bank through organizational ambidexterity, used by the

author of the dissertation, include the following main steps:

1) Justification of the experiment: formulation of the problem to be addressed and

2)

3)

4)

5)

6)

7)

8)

identification of key issues based on theoretical material and literature review.
Formulation of the research hypotheses: in the first-place hypotheses are
formulated which imply a relationship between two or more variables. These
hypotheses should be tested by experiment. Usually, a null and an alternative
hypothesis are analysed.

Experiment design: An appropriate design and toolkit of the experiment is
chosen, by which the researcher has the possibility to manage the independent
variable and register the dependent

Selection of participants in the experiment: Identify the participants in the
experiment or the objects of study who will be exposed to the manipulation of
the independent variables.

Conduct of the experiment: The experiment is conducted under controlled
conditions in a laboratory environment. Participants or subjects of study shall
be subjected to the manipulation of independent variables, closely monitoring
their reactions and responses.

Performing statistical analysis: At this stage, data are collected about the
reactions or responses of participants or objects of research after the
manipulation has been performed. Data can be collected through observation,
surveys, measurements and other methods. The collected data are analysed in
order to test the hypothesis and to draw conclusions regarding the influence of
independent variables on the dependent variables. At this stage, statistical
methods are used to analyse and interpret the data.

Confirmation or rejection of hypotheses: Conclusions are drawn according to
the statistical data obtained through the prism of the formulated hypothesis in
stage two. Therefore, the null or alternative hypothesis is accepted or rejected.
Analysis and interpretation of the results: in the context of the hypothesis and
objectives of the study. A conclusion shall be drawn on the validity of the
hypothesis and the significance of the findings.
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Figure 6. Stages of the experiment
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Source: the author of the dissertation

These eight stages are used by the author as an algorithm of the conducted
scientific research.

The author of the dissertation analysis has put fifteen hypotheses that are
considered with respect to a null and an alternative hypothesis.

The choice of the surveyed persons is consistent with the specifics of the
business processes in a commercial bank. Initial interviews were made with four
experts, as well as a survey in the form of an extended interview with six other experts.
In the third stage - the questionnaire was made with a questionnaire prepared in
advance by the author according to the results of the interview method. The survey
involved 36 experts, which form a non-target non-random sample on the principle of
responders.

Admission criteria for the experts in the experimental study are:

e Professional experience in the banking sector at least 3 years;

e Completed higher education with a minimum educational and qualification
degree "Bachelor";

e Knowledge of the business processes in the bank in which they participate;

e Knowledge of the activities of the bank as a whole.

The author of the dissertation took into account that in order to study the
improvement of business processes in the bank through organizational ambidexterity,
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respondents should have expertise in both the central management of the bank and
the branch network in order to achieve more representative results of the survey.

The research toolkit includes the consistent methodological organization of
expert research. The experimental research includes the interview method and a
survey study. The purpose of the interview method is to confirm the possibilities for
improving business processes through the method of organizational ambition by
studying and analysing in advance the external and internal factors that affect this
process, the very essence of ambidextrous business processes, as well as the need to
acquire additional knowledge and skills in changing business processes with a view to
introducing digitalization and innovation.

By conducting the survey, the scientific researcher has the task of establishing
the possibility of acceptance or rejection of the fifteen hypotheses put forward by the
author of the work. Generalizations of empirical data are derived. For the purpose of
analysing and summarizing the data obtained from the experiment, the author of the
scientific paper uses descriptive analysis (descriptive).

Conduct of the experiment

The survey was conducted from March 1% to June 30%, 2023, initially an
interview with four experts and subsequently an interview with six other experts. The
first interviews cover issues of a more general nature related to the balanced inclusion
of operational (innovative) and operational (operational) elements in the
improvement of business processes. The second six extended interviews include a
number of questions and clarifications regarding the improvement of the business
processes in the bank and provide a motivating direction for the possibility of exploring
the methodology of organizational ambidexterity.

The experts with whom interviews were conducted were selected according to
a specific criterion and have specific and in-depth theoretical and practical knowledge
in the management and improvement of business processes in the bank. For the
purposes of the dissertation, the various specifics of banking business processes
referred to in Chapter two are included. The aim before the author is to confirm or
reject the hypotheses for the improvement of business processes in the commercial
bank.

The methodology of the experiment consists of seven stages. The author of the
work has perceived the need to conduct four initial interviews. They aim to explore the
presence and degree of innovation combined with routine operations in business
processes and their improvement.
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Then the author conducts detailed interviews with six other experts, which are
directly related to the specifics of the business processes in the bank and their
ambidextrous improvement.

The third part covers conducting a questionnaire, as the author has analysed
and summarized the information provided by the ten interviews and on the basis of
them has compiled a questionnaire with seventeen questions.

The methodology for research on the improvement of business processes
covers:

1) Conducting an initial interview with four experts to derive fundamental criteria
for innovation and ambidextrous methodology for business processes; The
interview is an anonymous forum with the participation of experts — employees
of the Bank from departments that have the most direct participation in the
above areas;

2) Takinginto account the result, analysing and putting questions in a more precise
form to six other experts using the detailed interview method,;

3) Compiling material in abbreviated form regarding the specific steps in the
improvement of business processes;

4) Filtering of opinions according to the author's idea of ambidextrous
improvement of business processes and taking into account the explanations
given by the experts;

5) Semantic analysis — the main goal is to derive all proposals in the form of
statements;

6) Logical analysis of the results obtained by the experts, the so-called elicitation
of expert opinion;

7) Final conclusion from the questions asked;

8) Compiling the questions in the questionnaire for conducting a questionnaire.

The survey was conducted on the basis of a Likert scale questionnaire. The main
purpose of conducting the survey is to confirm the hypotheses of the author of the
dissertation. Thus, the author of the work has analysed the zero Ho hypothesis to the
alternative hypothesis H1. The 17 questions involved can be confirmed or rejected
according to the Likert scale of one to five.

Performing statistical analysis

After answering the questions by the experts, the author of the work calculates
with MS Excel what are the possibilities for creating the model for ambidextrous
improvement of business processes in a bank. The percentage possibility of realizing
each question is calculated, as it is indicated in a summary what are the results of the

33



empirical study for the creation of the model. The author has made a comparative
analysis of the results obtained by the eighteen experts from the branch network and
by the eighteen experts from the central management. The analysis covers the degree
of implementation of these elements of the construction of the ambidextrous BPI
model, as follows:

e study of external and internal factors for ambidextrous improvement of
business processes;

e research into the interaction between research (innovative) and
executive (routine operations) being exercised;

e study of the methods for improvement of business processes and their
connection with the introduction of innovations and digitalization;

e research on the need to acquire new knowledge and skills in relation to
the introduction of new technologies in business processes.

Building the model for ambidextrous improvement of business processes in the
bank has its uniqueness because it creates conditions for balancing the conflict
between digitalization and routine operations, which occurs both in the employees in
the branch network and in the bank's headquarters.

Seventeen questions were asked to the experts in the questionnaires. Each of
the questions has a probability rating of one to five depending on the degree of
probability. The data processing was carried out with MS Excel. The author of the work
has admitted the opportunity for close views of the employees from the branches and
the headquarters of the bank. Thus, the results of the conducted survey among
otherwise quite different employees in their activity are expected to approach.

A summarized statistical analysis was made from the conducted survey,
according to which the probability of applying the methodology for improving business
processes in a commercial bank is relatively high. The average result of the survey
among the employees of the branch network and after the managers from the bank's
headquarters confirms the existence of operational and operational business
processes throughout the bank's structure. The summarized results of the conducted
survey of the employees in the branches of the bank confirm by 98.33% the questions
posed by the author of the dissertation, while the results obtained by the central
management confirm by 95.42% the possibility of ambidextrous management and
improvement of business processes.
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Figure 7. Confirmation of questions posed to
employees in the branch network

Graph-analysis Bank branches

100,00%
98,00%
96,00%
94,00%
92,00%
90,00%
88,00%
86,00%
84,00%
82,00%
80,00%

M Series1

Source: Figure 7., obtained after processing the data in MS Excel

Figure 8. Confirmation of questions posed to management at head office
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Figure 9. Summarized data of the results of a survey among experts from the branch
network and the head office of the bank
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Source: Figure 9., obtained after processing the data in MS Excel

For the purposes of the statistical analysis, the results of the conducted survey
among the employees in the branch network and at the headquarters of the bank are
summarized. An average value for each answer is indicated, with the total result of the
conducted survey among all 36 experts amounting to 92.75%.

Confirmation or rejection of hypotheses

At the beginning of the experiment, fifteen null and fifteen alternative
hypotheses were erected. With the advancement of each of the hypotheses, the aim
is to confirm two opposing statements. The possibility of confirming all fifteen
hypotheses gives credence to the researcher that the methodology for improving the
business processes in the bank through organizational ambitions is valid and reliable.
After the survey, the analysis of the hypotheses was built. It is accepted that for one
hypothesis it is possible to validate more than one result obtained from a question
asked by the questionnaire.
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Hypothesis 1:

NO: The COVID-19 pandemic, new technologies, digitalization and the
introduction of artificial intelligence are not prerequisites and are not related to
ambidextrous improvement of business processes in the bank.

H1: The COVID-19 pandemic, new technologies, digitalization and the
introduction of artificial intelligence are factors that require the ambidextrous
improvement of business processes in the bank.

Data analysis: The results of Question 1 cover to the extent of 97.22% the
acceptance of the alternative hypothesis.

Hypothesis 2:

NO: Consolidation in the banking sector and competition with other banks and
fintech industry have no impact on the need for ambidextrous improvement of the
business processes in the bank.

H1: Consolidation in the banking sector and competition with other banks and
fintech industry have an impact on the need for ambidextrous improvement of
business processes in the bank.

Data analysis: The results of Question 2 and Question 3 cover at the rate of
92.78% the acceptance of the alternative hypothesis.

Hypothesis 3:

NO: Bulgaria's forthcoming entry into the euro area and the introduction of ESG
(environmental, social and governance) standards have no impact on the
ambidextrous improvement of business processes.

H1: Bulgaria's forthcoming entry into the euro area and the introduction of ESG
standards (environmental, social and governance) standards have an impact on the
ambidextrous improvement of business processes.

Data analysis: The results of Question 4 cover at the rate of 90.56% the
acceptance of the alternative hypothesis.

Hypothesis 4:

NO: The ambidextrous improvement of business processes is not carried out
because of the corporate strategy of the bank.

H1: The ambidextrous improvement of business processes is in line with the
bank's corporate strategy aimed at innovation and digitalization.
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Data analysis: The results of Question 5 cover to the extent of 94.4% the
acceptance of the alternative hypothesis.

Hypothesis 5:

NO: The ambidextrous improvement of business processes is not carried out in
order to reduce the bank's costs, time and resources while introducing innovations.

N1: The ambidextrous improvement of business processes reduces the costs,
time and resources of the bank and introduces innovations at the same time.

Data analysis: The results of Question 6 cover at the rate of 95.00% the
acceptance of the alternative hypothesis.

Hypothesis 6:

NO: The ambidextrous improvement of business processes is not carried out
due to the integration and migration of information systems and is not related to the
implementation of new intrabank process systems.

H1: The ambidextrous improvement of business processes is carried out due to
the integration and migration of information systems and is dictated by the
implementation of new intrabank process systems.

Data analysis: The results of Question 7 cover at the rate of 90.56% the
acceptance of the alternative hypothesis.

Hypothesis 7:

NO: Ambidextrous improvement of business processes is not related to
improving the service and satisfaction of external and internal customers of the bank
and increasing the security of their assets and protection from cyberattacks.

N1: Ambidextrous improvement of business processes is carried out to improve
the service and satisfaction of external and internal customers of the bank and
increase the security of their assets and protection from cyberattacks.

Data analysis: The results of Question 8 cover at the rate of 94.44% the
acceptance of the alternative hypothesis.

Hypothesis 8:

NO: The improvement of business processes in the bank is carried out only for
the sake of improving routine operations and through traditional methods.

N1: The improvement of business processes in the bank is carried out not only
for the sake of improving routine operations and through traditional methods.
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Data analysis: The results of Question 9 cover at the rate of 90.00 % the
acceptance of the alternative hypothesis.

Hypothesis 9:

NO: The improvement of the business processes in the bank is carried out only
because of the introduction of new technologies, digitalization and innovative
operations.

H1: The improvement of the business processes in the bank is carried out not
only because of the introduction of innovative operations.

Data analysis: The results of Question 10 cover at the rate of 88.89 % the
acceptance of the alternative hypothesis.

Hypothesis 10:

NO: The improvement of business processes in the bank is carried out either to
improve routine operations or to introduce innovative operations.

H1: The improvement of the business processes in the bank is carried out by a
combination of improving routine operations and introducing innovative operations
through the method of organizational ambidexter.

Data analysis: The results of Question 11 cover to the extent of 93.89% the
acceptance of the alternative hypothesis.

Hypothesis 11:

NO: In the improvement of business processes in the bank are not used Lean
methods, nor flexible methods for project management in scrum and kanban.

N1: In the improvement of business processes in the bank are used mainly Lean
methods and flexible methods for project management in scrum and kanban.

Data analysis: The results of Question 12 and Question 13 cover at the rate of
95.00% the acceptance of the alternative hypothesis.

Hypothesis 12:

NO: In the ambidextrous improvement of business processes in the bank are
used only Lean methods and flexible methods for project management in scrum and
kanban.

N1: In the ambidextrous improvement of business processes in the bank, a
variety of methods and tools are used.

Data analysis: The results of Question 14 covered at the rate of 91.67% the
acceptance of the alternative hypothesis.
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Hypothesis 13:

NO: When introducing innovations and artificial intelligence, it is not necessary
to lead to entirely new business processes, but only to improve them.

H1: In the introduction of innovation and artificial intelligence, it is sometimes
necessary to lead to entirely new business processes instead of improvement.

Data analysis: The results of Question 15 cover to the extent of 93.33% the
acceptance of the alternative hypothesis.

Hypothesis 14:

NO: In the ambidextrous improvement of business processes in the bank,
employees should not acquire new knowledge and skills and are not encouraged to
innovate.

H1: In the ambidextrous improvement of business processes in the bank,
employees acquire new knowledge and skills and their motivation for innovation is
encouraged.

Data analysis: The results of Question 16 cover to the extent of 88.33% the
acceptance of the alternative hypothesis.

Hypothesis 15:

NO: The ambidextrous improvement of business processes in the bank does not
encourage cooperation and exchange of knowledge and ideas by creating cross-
functional teams.

N1: The ambidextrous improvement of business processes in the bank requires
the creation of cross-functional teams and a working environment where cooperation
and exchange of knowledge and ideas are encouraged.

Data analysis: The results of Question 17 cover at the rate of 92.78% the
acceptance of the alternative hypothesis.

In the following figure, the author of the work has made a summary of the
performed analysis of the hypotheses put. All fifteen hypotheses were analysed
assuming the alternative hypotheses.

40



Figure 10. Confirmation of alternative hypotheses

Confirmation of the alternative hypotheses
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Source: Figure 10., obtained after processing the data in MS Excel

The analysis fully covered the relationship between the results of the questions
asked in the survey with the thirty-six experts from the branch network and the head
office of the bank and the hypotheses for the ambidextrous improvement of business
processes.

The relationship between the results of the questionnaire survey and the
possibility of accepting alternative hypotheses in the scientific study amounted to
96.97%. The result obtained gives full confidence in accepting the presence of an
operational and operational segment in the improvement of business processes and in
the validity of the method of organizational ambidexterity for the improvement of
business processes in banks.

Interpretation of the results obtained

Proceeding from the information obtained and summarized from the conducted
survey and the correlation with these fifteen hypotheses, it is possible to confirm the
model of organizational ambidexterity for the improvement of business processes in
banks.

41



The results obtained in Figure 9. They point out the relationship between the
attitudes of the central management and the employees in the branches of the bank
to the improvement of business processes and to the factors that require rapid changes
at all levels of process management in the bank. The results obtained confirm the need
to use the current methods to improve business processes together with new flexible
methods and tools that can ensure a balance between routine operations, security and
innovation in the bank. On the other hand, the need of respondents to acquire new
knowledge and skills to facilitate their coping with the pressure of new technologies
and digitalization, as well as to create a new cross-functional environment in the
process development of the bank, is confirmed.

Figure 10. aims to summarize the relationship between the questions posed by
the author of the work and the formulated fifteen hypotheses. The flexibility, which
has been applied in covering one hypothesis with more than one question, leads to the
confirmation of the dependencies between the questions posed and the confirmation
of all alternative hypotheses. The total result of the conducted survey among all 36
experts amounted to 92.75% and the analysis of the hypotheses made amounting to
92.59% confirms the validity of the Model for Ambidextrous Business Process
Improvement — MABPI in the banking sector.

POSSIBLE APPLICATION OF THE MABPI MODEL IN DIGITAL Al BANK ASSISTANT

The Model for Ambidextrous Business Process Improvement (MABPI) in a
commercial bank can be applied in the development and implementation of a digital
Al assistant. The development and implementation of a personal digital assistant in
the commercial bank's mobile application completely changes the model of bank
customer service. The digital assistant is developed using state-of-the-art artificial
intelligence (Al) technologies, and provides 24/7 personalized service in a digital
environment through constantly self-learning artificial intelligence and data use. In the
preparation of the complex project for development and implementation of a banking
digital Al assistant, the effects of external factors for ambidextrous improvement of
business processes, which are an integral part of the Model for Ambidextrous
Business Process Improvement, developed by the author of the dissertation, were
taken into account. First of all, the consequences of the COVID-19 pandemic, which
imposed the need for digitalized banking services. In most of the scenarios, the client
can receive the desired service entirely within one conversation with the digital Al
assistant in the mobile application, without visiting a bank branch or talking to a
Contact Centre.

The use and implementation of the latest technological solutions such as
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artificial intelligence and cloud technology in key business processes and in
communication with customers plays an essential role in the creation of the digital Al
assistant. Another important factor identified in the Model, namely competition with
the other banks and with the fintech industry, also plays an essential role in the
management decision to launch the project.

The intra-banking factors in the Model, identified and confirmed by the author's
hypotheses, also find their confirmation in the fact that the use and implementation
of the latest technological solutions through an Al assistant is enshrined in the bank's
strategy as one of the important strategic goals. The strategic goal of the digital Al
assistant is to unite all channels into one, setting the vision of digital banking of the
future - a new super channel that combines direct and complete business processes
of sales, customer service and consulting at different points of the customer path.

In response to the ever-increasing digitalization and the need for a perfect
customer experience, the digital Al assistant enables customers to personalized,
independent and independent way to perform basic banking operations and purchase
some banking products entirely in a digital environment. At the same time, he can
communicate with bank employees through the operational CRM, again using models
based on machine learning, giving advice on customer service and offers on the most
suitable banking product.

The development of a new generation personalized digital assistant is based
entirely on the so-called. STP (Straight-through) processes without the need for any
human intervention. In this way, the latest technological advances are implemented
in the organization, leading to automation and higher efficiency in operational
business processes.

The high added value and uniqueness of the digital Al assistant is due to the
latest technological solutions in the field of innovation - its artificial intelligence uses
algorithms powered by data based on customer interactions in combination with
information of different nature, stored in the bank in accordance with the regulatory
requirements of Bulgarian and European legislation. tech giants.

The project for the development and implementation of a banking digital Al
assistant confirms not only the external and internal factors for the bank that have a
decisive impact on the ambidextrous improvement of business processes. The
hypotheses regarding ambidextrous business processes have also been confirmed, as
in the implementation of the project are covered, changed and improved and
operational and operational processes such as:

e Providing personalized banking information in a digital environment;
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e Sale of some banking, insurance, investment and non-financial products in the
mobile application of the bank;

e After sales service to individual clients of the bank;

e Managing customer contacts in a digital environment, both in the branch
network and in the bank's call centre for customer service;

e Automation of internal banking processes with a focus on communication
management and sales offers.

The need to create cross-functional teams set out in the MABPI Model is also
confirmed, and in the different stages of development and implementation of the
banking digital Al assistant experts in the organization with a diverse profile are
engaged:

e Technical development - product owners, scrum masters, programmers, IT
architects, artificial intelligence engineers, testers, IT experts, consultants;

e Business development - product and sales managers, business development
managers, marketing and communications experts;

e Administrative and legal services - lawyers, experts in the field of regulatory
compliance, GDPR and risk assessment;

e Change management - experts customer service in a branch network and
contact centre.

The flexible process improvement methods set out in the Model, which allow
ambidextrous process improvement, have been applied in the development and
implementation of the digital Al assistant. The approach to the organization of the
work is based on the Agil method - clearly defined tasks and expected results, specific
deadlines and responsible for implementation, opportunities for management and
solving obstacles. As a result, the different phases of the project are implemented
according to the set framework and flexible management of the entire project is
achieved for ambitious improvement of business processes.

Customer satisfaction has been achieved, which the author relies on as an
integral part of the Model for Ambidextrous Business Prosses Improvement (MABPI).
They can get assistance from the digital Al assistant not only for banking, insurance,
pension products and investment decisions, payments and use of cards, but also to
conduct banking operations through it.

AN EXPERIMENT FOR OPERATIONAL IMPROVEMENT OF BUSINESS PROCESSES

The Five Diamonds method developed by vom Brocke and Rozemann,
presented in Chapter Two combines business process management with innovation
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management (primarily divergent and convergent thinking), provides ways to identify
new opportunities arising from digital technologies and changing customer needs, and
to integrate these opportunities into advanced or new business processes. As a
continuation and in the context of the Model for Ambidextrous Business Prosses
Improvement (MABPI), created by the author, experimental testing of the Five
Diamonds Method was carried out at a Bulgarian commercial bank.

The approbation of the Five Diamonds Method was carried out between
September 15" and October 30™", 2023. It was carried out within four brainstorming
sessions, which involved two process optimization experts and a business architect,
two innovation experts, two IT experts and developers, two project managers,
Strategic Management Expert, Business Analyst and Marketing Expert, most of the
participants had over 5 years of experience in the banking sector. The selection of
participants in the testing of the method proved to be of key importance in view of the
effectiveness of the approach. For each of the diamond activities, the stakeholders in
the bank and their roles were identified in advance.

The approbation of "Purpose Diamond" was attended by representatives of
stakeholders related to business process management - a business architect and
process optimization expert, as well as a strategic management expert familiar with
the planning of strategic goals. The brainstorming session on the "Business Diamond"
included various stakeholders, both related to BPM (business architect, process
expert) and not related to the BPM - business analyst and marketing expert.

The Technology Diamond session was attended mainly by stakeholders related
to digitalization and new technologies — IT experts and developers, as well as business
process experts. Business process and innovation experts together with IT experts and
project managers participated in the testing of the Diamond of Integration.

The motivation for applying the Five Diamonds method was to find innovative
responses to the Covid-19 pandemic in the form of new processes for the digitalization
of banking services in order to generate new value for customers. The focus of the
sessions was focused on the new opportunities as the bank aimed to integrate
business and technology opportunities into new business processes. Before the
brainstorming sessions, ideas and extensive information were collected in relation to
the first three diamonds (target, business and technology) based on strategic
documents of the bank, annual reports, internet research.

In the individual activities - diamonds were applied the techniques described in
the model. In testing the Purpose Diamond, it was found that, in terms of concrete
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research, the commercial bank's goal was to provide "new digital services alongside

security for customers' money." Reflecting on the purpose of the organization and the

context encouraged participants to reveal and discuss the main strategic values and to

define them by abstracting from the specific banking products and services

(instrument). Retail banking and branch network were defined as the scope of the

application after brainstorming. With regard to business trends, possible scenarios of

public megatrends resulting from the Covid-19 pandemic were examined, as well as a
number of new trends in the banking sector. To cover a wider range of trends, multiple
sources were used, including analyses from market research (tool).

Table 1. Results of the application of the "Five Diamonds" method in a commercial bank

Activities Techniques Results
Diamond Divergent thinking:1. Determining the Divergent thinking:1." Digitalization and
Target whole of the organization Accessibility"
2. Defining the organizational context 2. Commercial Bank
Convergent Thinking:3. Determination of | Convergent thinking — identifying :3. New
the purpose of the method applied processes and opportunities after Covid-19
4. Operation of the scope of the 4. Corporate Banking
application
Diamond Divergent thinking:1. Identification of Divergent thinking:1. Sharing economy,
Business megatrends pandemic
2. ldentifying trends in the sector 2. Digitalization, personalization, mergers
Convergent Thinking:3. Assessment of Convergent Thinking:3. Necessity and
mega and sectoral trends urgency
4. Selection of mega and sectoral trends 4. Covid-19, digitization
Diamond Divergent thinking - identifying the:1. Divergent thinking:1. Internet of Things,
Technology | Technological trends mobile applications, chatbots, CRM system
2. Emerging digital technologies 2. Artificial Intelligence, Blockchain
Convergent Thinking:3. Assessment of Convergent Thinking:3. Need and
the above in accordance with the expectation from customers
objective 4. Artificial intelligence, mobile
4. Choosing the right technological trends | applications
and new digital technologies
Diamond Divergent thinking:1. Generating ideas Divergent thinking:1. A few ideas for new
Integration | from the 3 diamonds processes and services
2. Creating blueprints of processes 2. Blueprints process for any idea
Convergent Thinking:3. Evaluation of Convergent Thinking:3. Evaluation based
blueprints of processes on survey, agile method, cost
4. Choosing the right ones 4. Selection of 2 ideas, under modeling

Source: the author of the dissertation upon vom Brocke

In the brainstorming on the "Technology Diamond" was discussed huge

information and gathered the most suggestions and ideas that were channelled by the

need to meet customer expectations related to digitalization. The longest and most

participants was the Diamond of Integration session and ideas for innovative
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processes were discussed based on the previous three sessions on purpose, business
and technology diamonds and regardless of existing organizational constraints. The
generation of ideas was facilitated by the use of creativity techniques (a tool) and
process blueprints were created (detailed documentation of process results and
business process requirements). During the convergence phase, the generated
process blueprints were evaluated on the basis of pre-selected criteria, such as
feasibility, cost, expected value and strategic compliance. On the basis of this
assessment, two ideas were selected to be developed in creating new processes. The
results of the application of the Five Diamonds method in a commercial bank are
graphically described in Table 1.

The approbation of the Five Diamonds Method of vom Brocke and Rozemann
in Bulgarian Commercial Bank proved the necessity and effectiveness of a practical
approach that can integrate and synthesize elements of innovation management with
elements of business process management based on organizational ambidexterity. In
the process of testing the method, questions arose about its applicability and within
the business process management lifecycle redesign stage. In terms of context
dimension, the method is particularly applicable to core business processes to create
a new value proposition. In the process of applying the method, it was also found that
it allows flexible configuration of all diamonds. Some organisations may therefore take
all diamonds into account, while others may place more emphasis on one diamond
than another.

It is important to note that the method assumes different stakeholders and
encourages the involvement of multiple roles that bring different perspectives to
emerging opportunities. In this way, the expertise and potential of different managers
and experts in the organization are harnessed to join forces on specific issues.
Conditions are also created for the development of the Bank as a learning organization
and for different forms of knowledge management application.

RESULTS

The scientific study of the Model for Ambidextrous Business Process
Improvement in commercial bank (MABPI), constructed by the author of the
dissertation, carried out in Chapter Three, achieves the following results:

e The Model for Ambidextrous Business Process Improvement was tested in a
commercial bank through the method of the laboratory experiment;
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e The effects of external to the bank and internal factors in the construction of
business processes are studied and proven;

e Fifteen author's hypotheses have been confirmed, formulated on the basis of
expert assessments and a survey among the senior management at the head
office of the bank and among the employees of the branch network;

e Conclusions based on the data obtained are drawn about the applicability of the
Model for Ambidextrous Business Process Improvement in a commercial bank.
As a result of the received and summarized information from the conducted
survey and the dependence made with these fifteen hypotheses, it is possible
to confirm the model of the organizational ambition for the improvement of
business processes in banks.

The results obtained indicate the relationship between the attitudes of the
central management and the employees in the branches of the bank to the
improvement of business processes and to the factors that require rapid changes at all
levels of process management in the bank.

The results obtained confirm the need to use the current methods to improve
business processes together with new flexible methods and tools that can ensure a
balance between routine operations, security and innovation in the bank. On the other
hand, the need on the part of respondents to acquire new knowledge and skills to
facilitate their coping with the pressure of new technologies and digitalization, as well
as to create a new cross-functional environment in the process development of the
bank, is confirmed.

The total result of the conducted survey among all 36 experts amounts to
92.75% and the analysis of the hypotheses amounting to 92.59% confirms the validity
of the creation of the Model for Ambidextrous Business Process Improvement — MABPI
in the banking sector.

CONCLUSIONS

The Model for Ambidextrous Business Process Improvement tested in a
commercial bank is dictated by the need to implement and achieve strategic and
organizational balance and predictability in the management and improvement of
business processes in accordance with the onslaught of new technologies,
digitalization and artificial intelligence. The entry of the above into a traditionally
conservative and related to security and minimization of risk system such as banking
poses extremely serious challenges both before the management of the bank and for
all employees.
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The study of these challenges leads to the emergence of the concept of
organizational ambidexterity, which implies compliance in each stage and cycle of
business process management with the innovative and routine (operational)
components of this interaction.

The building and approbation of an organizational Model for Ambidextrous
Business Process Improvement in a commercial bank is dictated by the need to study
and determine the external and internal factors on which the transformation
processes depend, as well as to explore in depth the business processes themselves
and their management.

Confirming the possibility to achieve a comprehensive Model for Ambidextrous
Business Process Improvement in a commercial bank, which takes into account
external and internal factors and offers ways to find a balance between innovative and
routine operations in digitization processes, is a definite scientific achievement of the
author and leads to satisfaction with the achieved result.

Through the method of laboratory analysis, the author of the dissertation has
carried out a survey among thirty-six experts from the head office and the branch
network of the commercial bank. In the process of conducting the experiment, the
opinions and analyses of experts on the topic of improving business processes are
covered and thoroughly studied. The entire scientific study covers eight stages, which
allow a sufficiently detailed and thorough study to be carried out.

The author of the work has conducted theoretical-experimental testing of the
Model, which gives a high dose of confidence for its successful implementation. The
qguestions included in the survey are related and determined by the extensive
theoretical and expert analysis of both the business processes in the bank and the
mechanisms of the organizational ambidexterity.

As confirmed by the scientific research, the author successfully applies the
theory of organizational ambition to the practice of improving business processes in a
Bulgarian commercial bank. The scientific study shows that the ambidextrous
approach can also be successfully applied as a method for improving business
processes, especially in combination with the flexible methods for BPI, which are very
relevant not only in the banking sector.

The confirmation of all fifteen hypotheses of the author gives a high dose of
reliability regarding the possibility of applying the Model. The study provides a clear
idea of the factors that predetermine the ambidextrous direction of management and
improvement of business processes. The results of the conducted survey confirm 92%
of the hypotheses, which satisfies the author of the scientific work. This leads to a high
degree of satisfaction with the uniqueness of the proposed model and the success of
the attempt to introduce in a Bulgarian commercial bank the theory and practice of
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organizational ambidexterity, which has established itself as one of the most up-to-

date in the world management literature in the last decade.

We can say that the practical implementation of each of the tasks set at the

beginning of the dissertation work has been realized, namely:

1)

2)

3)

4)
5)

6)

7)

8)

9)

A theoretical overview of the basic concepts related to the management and
improvement of processes in the organization is made;

The theory of organizational ambidexterity and its application in business
process improvement is studied;

The main business processes in the bank and their management are
summarized and described;

The main methods for improving banking business processes are studied;

A method for improving a business process in a bank with ambidextrous
analysis is presented and analysed;

A research Model for Ambidextrous Business Processes Improvement in a bank
has been constructed, which identifies key external and internal impact factors,
integrates operational and operational processes and examines the need to
manage new knowledge and skills in the bank;

The Model for Ambidextrous Business Processes Improvement was tested in a
commercial bank through the method of the laboratory experiment;

The effects of external to the bank and internal factors in the construction of
business processes are studied and revealed;

Fifteen author's hypotheses, formulated on the basis of expert assessments of
a survey among the management at the head office of the bank and among the
employees of the branch network, have been confirmed;

10)Conclusions based on the data obtained are drawn about the applicability of

the Model for Ambidextrous Business Processes Improvement in a commercial
bank.

In a broader context, the balance between research and implementation

activities in each organization will determine its competitiveness and ability to meet

the expectations of its customers. In every banking business process, there is a need

to look for an opportunity for new knowledge, research and innovation to be in

balance with the routine banking process itself.

The theory of organizational ambidexterity can find significant application in

the improvement of business processes in view of the fact that in the improvement of

any business process there is a need for new knowledge, research and innovation that

will be in balance with the routine and traditional performing process itself.
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The application of the theory of ambidexterity for the purposes of this study on

the improvement of business processes in the banking sector is a significant author's

contribution, as well as in terms of the use of opportunities for ambidextrous analysis

in the methodology for improvement of banking business processes.

On the success of achieving equilibrium and balancing between innovation and

routine in the improvement of business processes depends to a large extent the

success of the process improvement itself and ultimately the achievement of

increased business efficiency, quality and user satisfaction.

1)

2)

3)

4)

5)

IV. MAIN SCIENTIFIC AND APPLIED CONTRIBUTIONS OF THE DISSERTATION

A critical analysis of the existing theory of improving business processes in a
commercial bank is carried out.

An author's model for improving business processes in a commercial bank is
proposed.

An original author's methodology for research and application of a Model for
Ambidextrous Business Process Improvement is proposed, which includes a
study of the impact of external and internal factors and a study of operational
and operational business processes.

The author's methodology is approbated in the conditions of a Bulgarian
commercial bank.

An innovative Model for Ambidextrous Business Process Improvement in a
commercial bank has been developed and tested, which includes research on
innovative business processes and the impact of external factors such as new
technologies, digitalization and the introduction of artificial intelligence.
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