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JlucepraiimoHHUAT TPyA € 0oOChIeH Ha 3acemanne Ha KarempeHws ChBET Ha KaTeapa
,,JOBEIIKK pecypcH ¥ COLMalHA 3aliuTa‘, YHHBEPCUTET 3a HAI[MOHAIHO W CBETOBHO
cromancTBO - Codust, mposeaero Ha 04.06.2021 1. u e mpeayiokeH 3a 3aluTa npea HaydHo
KypHu. ABTOPHT Ha JUCEPTANUOHHUS TPYA € OWI JOKTOPAHT Ha CAMOCTOSATETHA ITOrOTOBKA
Cpelly 3aruianiaie KbM ChIllaTa KaTeapa.

3amuTara Ha qUCepTalMOHHUS TPy 1ie ce cbeTor Ha 27.09.2021 1. ot 10 waca B 3aima 2032A
Ha YHHMBEpCHUTETa 3a HAIlMOHATHO M CBETOBHO cTomaHCTBO — Codus Ha 3aceqaHue Ha
HAay4HOTO )XypH. MaTepuanuTe 1o 3a1irara ca Ha pa3nojoKeHHe Ha HHTepeCyBaIlIUTe Ce B
CEeKTOp ,,HaydHu cpBeTH W KOHKypcu”, cekuus ,,KOHKypcH 3a 3aemMaHe Ha aKaJeMHUIHU
JUIHKHOCTH U Tipuo0uBaHe Ha Hayynu ctenenn’ (http://konkursi.unwe.bq).
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L. KpaTka xapakTepuCcTHKaA HA JUCEPTALUOHHUAT TPYA

JlucepraiinoHHUAT TPyA ce cbeTou oT 208 cTpaHuIy, B T.4.: YBOJ, TPH IJIaBH, 3aKIIOUCHUC

u oubauorpadus.

B usnoxenuero ca npejacraBenu 3 Tabmmnm U 15 ¢urypu. bubnuorpadusra ceabpxa 153
W3TOYHHKA, (BKIIOYUTEIIHO KHUTH, CTATUW, NMEPHOJUYHN W HETICPUOJAWYHU yOIUKaINH,
JOKJIaJ I, HOPMATUBHU aKTOBE M JOCTBHIIHM B HHTEPHET HM3TOYHHUIIM), OT KOUTO 12 Ha
Obiarapcku e3uk W 141 na anrwmiicku e3uk. [lo Temara Ha auCepTAllMOHHUA TPYH €

myOJIMKyBaHa HAy4yHa CTYJUS U TPU CTATUH.

II. CTpyKTypa Ha AUCepTalMOHHUA TPYA,

YBoa

IIspBa riiaBa. AHaJIM3 HA TEOPETHYHUTE KOHUENIUH 32 CHIIHOCTTA U PA3BUTHETO HA
YOBELIKHUTE pecypcu

1.1. KoHuenuuu 3a ChIIHOCTTA U POJISITA HA YOBEIIKUTE PECYPCU B OpPraHU3aLMUTE

1.2. KoHuenuuu 3a ynpaBJI€HUETO U Pa3BUTHETO HA YOBELIKUTE PECYPCH B OPTaHU3ALIMUTE
1.3. O600uieHn W3BOAM OT Mperyie/la Ha KOHUENIUU 3a poJisAiTa M YNPaBIEHUETO Ha

YOBEILIKUTE PECYPCU

Bropa rnaBa. AHanu3 Ha TeOpeTMYHHTE KOHUENIUHM 32 YNPaBJIeHHETO HA
U3IbJIHEHUETO, CTPATern4ecKuTe KapTH M 0a1aHCHPaHUTE CUCTEMH OT MOKA3aTeJIH 3a
e(peKTUBHOCT

2.1. KoHuenuuu 3a ynpasjieHHE Ha U3ITbJIHEHUETO B OPraHU3ALUNTE

2.2. CTparernyeckuTe KapTu U OalaHCHUpaHU CUCTEMH OT IIOKa3aTelH 3a €PEKTUBHOCT

2.3. O0o6meHn M3BOAM OT Mperjiefa Ha KOHIEMIIMK 3a YIpaBlIeHWE Ha W3MBJIHEHHUETO,

CTPATCTUYCCKUTEC KAPTU U 6aJ'IaHCI/IpaHI/ITe CHUCTCMHU OT ITOKA3aTcCJIu 3a e(i)eKTI/IBHOCT



Tpera rnaBa. CTpaTernyeckd KapTH M 0aJJaHCHPAaHM CHCTEMH OT NMOKa3aTeJd 3a
e¢()eKTHBHOCT KATO HHCTPYMEHT 32 Pa3BUTHETO HA YOBENIKHTE pecypcd B 0aHKOBa

HHCTHTYIHA U 3aCTpaxoBaTe/iHa KOMITAaHUS

3.1. KpaTtka xapakTepucTHKa Ha pa3BUTHE Ha OAHKOBUSA M 3aCTPAXOBATEIHUS CEKTOP B

bowarapus 3a neprona 2010 - 2020 roguna

3.1.1. KpaTka xapakTepucTHKa Ha pa3BUTHETO HAa OaHKOBUS ceKTOp B bbarapus 3a nepuoaa

2010 — 2020 roquHa

3.1.2. KpaTka xapakTepucTHKa Ha Pa3BUTHETO Ha 3aCTpaxoBaTEIHUs ceKTop B bbarapus 3a

nepuoaa 2010 — 2020 ronuna

3.2. Ctparernyecka kapTa Ha opraHu3aius OT OaHKOBUsSI CEKTOP B YacTTa Ha OaHKHpaHE HA

npeOHO ((hU3UYECKU JTUIIAa U KIIMEHTH MaJIbK OM3HEC).

3.3. BamancupaHna cucrema OT MOKa3aTeNH 3a €PEeKTUBHOCT HA OpraHu3anusi OT OAHKOBHS

CEKTOp B YacTTa Ha OaHKUpaHe Ha JPEOHO
3.4. UsrpaxaaHe Ha cTpaTernyecka KapTa Ha oOII0 3aCTpaxoBaTeIHa KOMIIAHUS

3.5. banancupana cucreMa OT TOKa3zaTeiad 3a €()EeKTUBHOCT Ha OpraHu3anus OT

0011103aCTPaxOBaTEIHUS CEKTOP

3.6. IlpeanocraBku 3a YCHENIHOTO M3MOJ3BaHE HA CTpaTerHyecka Kapra U OamaHcHpaHa

CHUCTEMa OT MOKa3aTesiu 3a €eKTUBHOCT IIPU KOMIIAHUU OT (PMHAHCOBUS CEKTOP
3akioueHnne
CnuchbK ¢ M3M0J3BaHA JIUTEPATYypPa

pnioxenus



III. KpaTKo u3/102keHue Ha AMCEePTALMOHHUSA TPYA,

YBoO

AKTYaJIHOCT HA mpolJjemMa

[IpomeneHnata conuamHO-MKOHOMUYECKA B TOCJIEIHUTE MECEeId OOCTaHOBKa JOBEIE 0
CBUTO TMOTpeOJICHHE, 3aTBapsHE Ha 1M WHIYCTPHHM W yBeJIMYeHHE Ha Oe3paboTuiiara.
[Tannemusita ce okaza MOrbll (aKTOp 3a AWTUTATU3AIMUATA HAa OW3HEC MPOILIECUTE U
JTUCTPUOYIIMOHHUTE KaHAJIM 3a Mpojiak0a Ha IIeJIN CEKTOPH B MKOHOMHUKATa, HIKOW OT KOUTO
BCE Ollle He 0sXa MOJTOTBEHHU 3a TOBAa, HO UM C€ HAJIOXKH JIa C€ aJanThpar Obp30 Cropen
HOBHUTE peasiHOCTU. HoBaTa cpeja 3a mpaBeHe Ha OM3HEC M3MCKBAIlle afieKBaTHA MPOMSHA Ha
CTpaTeTHMHTE Ha KOMITAHUUTE, OCHOBHA MPEATNIOCTaBKA 32 KOETO € HAIMYHUETO Ha IMOJATOTBEH
Y MOTUBHPAH, aJICKBaTEH Ha pealM3UPaHETO HA HOBUTE CTpaTteruu nepconan. C Te3u HOBU
CTpaTeTn KOMITAHUHUTE ca CH TTOCTaBUJIH 3a I1e]1 J]a MUHUMU3UPAT HETaTUBHOTO BIIMSHUE Ha
HSKOW HOBOTOSIBUIU c€ ()aKTOpWU W/WJIM Ja C€ BB3MOJI3BAT OT OTKPUBAIIUTE c€ OU3HEC

BB3MOXKHOCTHU.

Makap prHAHCOBUAT CEKTOP J1a HE O€eIlIe OT CEKTOPHUTE, KOUTO Osxa MPUHY/ICHH JIa 3aTBOPST
BpaTH MO TMaHJEMHYHU TPUYMHU, TPOMEHHTE Ha peryiaTropHaTa cpela B IMOCICIHUTE
TOJAWHU OsXa 3HAYMTEIIHU 10 JIMHHS Ha MPUCHEIUHIBAHE HA CTpaHAaTa HU KbM baHKOBUS
cpi03 M EBpo 3omara, 3ararane wusucksamuata Ha basen Il (Basel IIY) wu

I[Tnatesxocnoco6rocrt I (Solvency 112).

B T031 KOHTEKCT OaHKHUTE KaTO LSO CE€ CTPEMSIT J1a ONTUMHU3HUPAT Pa3XOAUTE CH, YECTO IBTU
MUHABalK{ OMNpeJeNIeHH TpaHUIM OrpaHUYaBailku IbJIrocpoyHara cu 0Oaza 3a pBCT U
pa3BUTHE, KATO OTPAaHNYABAT UHBECTUIIMUTE B YOBEIIKU pecypcH. ToBa OT CBOsS CTpaHa BOJIH

710 HaMaJIsiBaHe MPUBJIEKATETHOCTTAa Ha MPpOogecusiTa CIpsiMoO peaulia Ipyru npopecu.

https://www.ech.europa.eu/home/search/ntml/basel_iii.en.html
2 https://www.eiopa.europa.eu/browse/solvency-2_en



Ot npyra crpaHa OYaKBaHOTO NPUCHEIUHSIBAHE KbM OAaHKOBHS CBHIO3 U €BpPO 30HATA
MOCTABSIT HOBH ITO-BUCOKH M3UCKBAHUS KbM CITY)KUTEIIUTE B OaHKOBUS cexTop. M mocienHo,
HO He 10 3Ha4YeHHUe, oYepTaBaiiaTa ce Konkypenuus ot ¢unrex (Fintech®) unpycrpusra u
M3HCKBaHuATa Ha T.Hap. OTBopeno Gankupane (Open banking*) u usucksanusTa na PDS2°
JAMPEKTHBATA ITOCTABAT TOJ] PUCK TPAJUIMOHHUTE OM3HEC MOJEIU Ha OaHKHTE C TEXHUTE
KJIOHOBH MPEKH B YCIOBUS HAa 3aCHJIBaHE HAa DEryJlaTOPHUTE H3UCKBAHUSI KBM TSIX,
BKJIFOUUTEITHO M TIO JIMHHS TIPEJOTBpPATSIBAHE HM3IHUPAHETO HA IMMapH M TPEBEHIMS Ha

(bUHAHCUPAHETO HA TEPOPUSHM.

B nombiHeHue, 3acTpaxoBaTENHUAT Ta3ap € M3MpaBeH IMpela CXOAHHM MpeIn3BUKATEICTBA
KaTo BbBEXJaHe Ha exeroieH Ilpernex Ha OajmaHcUTe KAaTo MpPOMSIHA Ha peryjaTopHaTa
pamMKa, 3a KOETO JOIBJIHHUTENTHO CcrhocoOcTBa W (anmuTa KIOH Ha YYKIECTPaHEH
3acTpaxoBates onepupail Ha Hamwus naszap. KoHueHnTpauusra Ha mazapa B aBTOMOOMIIHO
3acTpaxoBaHe (0koio 70% oT nmpeMHUHUS TPUXOJ) U HAPACTBAIIMTE CYMHU IO MPETECHIUU
KbM Hallld 3acTpaxoBaTeNM 3aJ TpPaHMUIA TIOCTAaBIAT TOJ HATHCK OBJIrapcKuTe
3acTpaxoBaTenu. M IOCIenHO, HO HE IO 3HaueHHMe, KOHKypeHnuara Ha Insurtech®

KOMIIAHHUHUTEC, KOUTO IIPABAT OIIMTH 4 BJIA3aT HA 3aCTPAXOBATCIIHHUA I1a3ap.

OuepTaHuTe NpeIU3BUKATEICTBA U3UCKBAT HOB MOIX0/1, 0a3upaH Ha OCh3HABaHE KII0Y0BaTa
pOJsl Ha YOBELIKUTE pECYpPCH, KaTo OCHOBomojaran] (akTop IpU pa3BUTUETO HA

KOHKYPCHTHO MPCAUMCTBO IIPEa OCTAHAIIUTC OaHKH U 34CTpaxoOBaTCIIHU KOMITAHWH, KAKTO U

3 Cortina, Juan J., Schmukler, Sergio, No. 14 April 2018, The Fintech Revolution: A Threat to
Global Banking?, http://documentsl.worldbank.org/curated/en /516561523035869085/
pdf/125038-REVISED-A-Threat-to-Global-Banking-6-April-2018.pdf

4 https://www.accenture.com/_acnmedia/PDF-102/Accenture-Open-Banking-Real-Time-
Payments-Europe.pdf

> Mersh, Yves, 7 February 2019, Promoting innovation and integration in retail payments to
achieve tangible benefits for people and businesses,
https://www.ecbh.europa.eu/press/key/date/2019/html/ecb.sp190207~f900d9105b.en.html

® Hamilton, David, Matt, Leo, October 1, 2019, Five themes from InsureTech Connect 2019,
https://www.mckinsey.com/industries/financial-services/our-insights/insurance-blog/five-themes-
from-insuretech-connect-2019#



ot apyrure koHkypentHu (GAFA', Fintech, Insuretech) 3a wacTm or TexHms Ou3Hec.
JIMHAMHYHOTO Pa3BHTHE Ha CpeaaTa W3WCKBa pa3pabOTBAHETO Ha ajJeKBaTHA M I'bBKaBa
cropel MPOMEHHUTE CTPATETHs, HAMpeIbKa MO0 YHETO MOCTHTaHe Ja MOXeE Ja ce M3MepBa
PEIOBHO, 3a JIa CE B3eMaT HEOOXOIMMHUTE KOPEKTUBHHM MEPKH TP APACTUIHN HEU3IThITHCHHSI
U/WIK IPOMEHH B OM3HEC cpeaTa. B ciiefBaioTo n3jioKeHne CMe CH IIOCTABUITH 3aj1a4a Jia
MOKa)KEM HMMCHHO 3HAYEHHETO Ha YOBEIIKHS PEeCypc B HOBHUTE Ma3apHH YCIOBHSA, Ja
IPETOKUM MOJIEIT 33 CTPATErnYecKo IUIAHUPAHE M Ja MPEACTaBUM ITOJOKUTEIEH OIUT B
TOBa HaIlpaBJICHHE Ha HAIIWsA 1Ma3ap. MOTHBaIHMsATa 3a HACTOSIIIOTO U3CIIEIBAaHE CE CBHP3Ba
C aKyMyJIUpaHHs OT aBTOpa Mpe3 MOCICTHOTO ASCETUIICTHE MPAKTHUSCKH OMUT B 00J1aCTTa
Ha OpraHu3alMATa ¥ YIpPaBICHUETO Ha EKCIIEPTHH EKHMIM B cdepara Ha (DUHAHCOBHUTE

yciIyru B 0aHKOBHS U 3aCTPAaXOBATEIHUS CEKTOP.

LenTa Ha u3cjeqBaHeTO € Bb3 OCHOBA Ha aHAJIW3 UM 0000IEeHNE HA BOACIINUTE KOHLEIIUN
3a yNpaBJICHUETO Ha YOBEIIKUTE PECypcH U OallaHCUpaHUTE CUCTEMH OT IOKa3aTesd 3a
e(eKTUBHOCT, Ja ce pa3paboTAT MOJIEIU Ha CTPATErHuYeCcKH KapTH U OalaHCUpaHU CUCTEMU
OT MoOKa3zaTrenu 3a e(EeKTUBHOCT B OBJITapcKd OpraHU3alMUd OT (PUHAHCOBHS CEKTOP,
0a3upaHu Ha pyHIaMEHTAJIHATa POJIs HA YOBEIIKUTE PECYPCH 32 OCUTYPSIBAaHE HA YyCTOMYMBHU

KOHKYPCHTHHU MPEANMCTBA U TIOCTUTAaHC HA ABJITOCPOUYHUTC LCIIN HA OPpTaHU3aIUUTC.
3anaane, KOMTO CAa MOCTABCHU B JUCCPTAIUOHHMUSA TPy €A B HAKOJIKO HAIIPABJICHUA

1. Jla ce M3BBPIIM aHAIW3 M 0000IIEHNWE Ha OCHOBHUTE TCOPETUYHH KOHIETIIHH 32
pOJIsiTa HA YOBEIIKUTE PECYPCH U TAXHOTO YIIPAaBJIEHUE B OpraHU3aIMHUTE, KaTO CE M3BEAAT
MOJTXOM ¥ TEXHUKH, KOUTO MOTaT Jia Ce U3IOJI3BAT YCIIEIIHO B OPTaHNU3AIUU OT OBITapCKUs
(uHAHCOB CEKTOP;

2. Jla ce M3BBPIIM aHAIU3 M 0000IIEHNWE Ha OCHOBHUTE TCOPETUYHH KOHICTIIHH 32

YHOpaBJICHHUC HA H3NBJIHCHUCTO, CTPATCTUYCCKHUTC KApTU U 6anch1/IpaH1/ITe CUCTCEMHU OT

7 Patel, Kunal, 23 April 2018, GAFA in Banking. Will They or Won’t They?,
https://www.finextra.com /blogposting/15281/gafa-in-banking-will-they-or-wont-they?



HoKa3aTenau 3a e(EeKTUBHOCT, KOUTO MOIaT Ja c€ MPUJIOkKAT YCHEIIHO B OpraHU3alluyd OT
(bMHAHCOBUS CEKTOD;

3. Ja ce pa3paboTH M NPEACTaBH CTpaTerMyecka KapTa M OalaHCHUpaHa CUCTEMa OT
MOKa3aTesu 3a e(QEeKTHBHOCT, M3IOJ3BaHA IO OTHOIIEHHE AEHHOCTTa 3a OaHKHpaHE Ha
napeOHO Ha OaHKa, olepHpalia B CTpaHaTa, KaTO C€ CHUCTEMAaTH3UpAT U IMOCTHUTHATUTE
pe3yaTary;

4, na ce pa3paboTH M MPEACTaBU CTpAaTerMyecka KapTa U OallaHCHpaHa CUCTEMA OT
noKa3aTesu 3a ePeKTUBHOCT Ha ObJrapcka 3aCTpaxoBaTeIHa KOMIIaHMS;

5. Ja ce ouepTasT HPEANOCTaBKUTE 3a YCIEUIHO pealu3upaHe Ha CTPATETHYECKUTE
KapTH U OaJlaHCUpaHU CUCTEMHU OT MOKAa3aTeNH 3a €(EeKTUBHOCT B OPraHU3aLUU OT CEKTOpa

Ha (PMHAHCOBUTE YCIyru B bearapus.

OOexkT Ha M3cJeABAHETO Ca CTPATETMUECKUTE KApTH U OaJaHCUpPAHUTE CHCTEMH OT
MOKa3aTeu 3a €ePEeKTUBHOCT, KATO MHCTPYMEHTH 3a Pa3BUTHE HA YOBELIKUTE PECYPCH U 3a

IMOCTUTAaHC HA ABJITOCPOUYHUTE LECJIU HAa OPTaHU3AIUUTE.

IIpeaMer Ha M3ciaeIBaHETO € Mpoleca Ha pa3padoTBaHEe M MpHJIAraHe Ha CTPaTerHuecKu
KapTu W OajmaHCHpaHW CHUCTEMH OT IOKa3aTeldu 3a e(PEeKTHMBHOCT B OpraHU3alud OT
ObaArapckusi (UHAHCOB CEKTOpP, KAKTO M MPEANOCTaBKUTE 3a TAXHOTO YCIEIIHO

peann3upaHe.

HN3caenoBaresickata Te3a, KOSITO CE€ 3allMTaTa B JUCEPTALlMOHHUSA TpPyH €, 4e
pa3pabOTBAHETO U YCIICIIHOTO MPHJIaraHe Ha CTPATETMUECKU KapTH U OaTaHCUPaHU CUCTEMHU
OT TOKa3aTeNn 32 €PEKTUBHOCT € BH3MOXKHO B OPTraHU3AIMH OT CEKTOpa Ha ()MHAHCOBUTE
yciIyru B bbarapus, K0eTo UM OCUTYpsiBa YCTOMYMBY KOHKYPEHTHH MPEIUMCTBA, Oa3upaHu
Ha pPa3BUTHETO HA YOBEUIKUTE PECYpPCHU, KAKTO U MOCTUTAHE HA IBIATOCPOUYHUTE UM IIEJIH U

,Z[I/I(l)epeHI_II/IaJ'IHa BB3BPbIIACMOCT HA KallkTalia.

OcHoBHHUTE METOAHU, KOMTO CC U3II0JI3BAT B U3CJICABAHCTO Ca:



IIpOy4YBaHC Ha 6I/I6J'II/I01"pa(1)CKI/I HN3TOYHHUIHU, CbBAbPKAIIK TCOPCTUYHHU KOHICIIIHH,

MHCTPYMEHTapUYyM U A00PH NMPAKTUKH;

. CpPaBHEHHME Ha PA3JIMYHU TEOPETUYHHU KOHLENLUWU, MHCTPYMEHTapuyM H J100pHU

ITPaKTHUKHU,

® aHaJIn3 U CHHTC3 HAa TCOPCTUYHU KOHUICIIIHUHU, ,IIO6pI/I IMPAKTUKU U CTAaTUCTUYCCKHU

JIAaHHMU;

. WHIYKUUST U JEAYKIUS - B 3aBUCUMOCT OT KOHTEKCTa W HaJIW4YHaTa MHGPOpMAIHS,
OCHOBHUTE M3BOJIM M 0000IIEHUS Ce U3BBPIIBAT Ha Oa3aTa Ha MHAYKTUBHUS U JEyKTHBHUS

METO/T;

° METOOUTE 3a pa3pa60TBaHe Ha CTpATCTrUUCCKa KapTa U Ha GaﬂaHCHpaHa cucreéMa oT

IIOKa3aTcCJ/In 3a e(l)eKTI/IBHOCT.

N3cnenBaneTo ce OCHOBaBa Ha CHCTEMHHUS W HMHTEPAMCHMIUIMHAPHHS TOAXON TPHU
pasriekXIaHeTO Ha MPOoOJIEeMHUTE, CBhP3aHH C pa3pabOTBAHETO HAa CTPATETUYECKH KapTh U
OalaHCUpaHW CHCTEMH OT TMOKa3aTelu 3a €(EeKTUBHOCT B OpraHU3aluud OT (UHAHCOBUS

CEKTOp.
OrpannveHus1 HA U3CJIeIBAHETO

B mporieca Ha HACTOANIOTO M3CIEIBAaHE CE BB3MPUEMAT HSIKOM OTPAHMYCHHS, KOUTO ca
CBBP3aHU C JAOCThIA [0 JAHHU B KOHTEKCTa HA JIUIICaTa Ha JOCTAThYHO MyOIM4YHA
vHpopManusl 3a TMOJUTHUKATa 1O OTHOIIEHHWE Ha YOBCIIKUTE pPECypCcH KaTo HHBa Ha
3aIulalliaHe Mo Pa3IMYHUTE MO3MIIMH, KOETO CE€ CMATA 3a CWJIHO YYBCTBUTEIHA TEMA.
Jlunicata Ha TOyHa WH(OpMaIHATA 32 3a€TUTE B OAHKOBUSI CEKTOP CBHILO € OT ChIIECTBEHO
3Ha4YCHHE, KaKTO MU (aKThT Y€ TMOJIOBMHATA OT MPOJAXOWTE B 3aCTPaxOBaHETO Ce
OCBLIECTBSABAT OT OPOKEPH, KOETO 3aTPYAHIBA IPOCIIEASIBAHETO HA PA3X0IUTE 3a 3aIIaTh B
cexkropa. [IpeaBua ropHuTE JBE OrpaHWYEHUS aHATU3BT HAa JMHAMHMKaTa Ha paboTHaTa
3ariaTta € HampaBeH ¢ MPHUOJMKEHHE KbM JIMHAMHUKA Ha Pa3xoJUTe 3a paOOTHU 3aIljiaTd B

LISITOCT.
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l'l'pra rjiaBa: AHa/IM3 Ha TEOPETHYHUTE KOHLECIIIUU 3a CbIIIHOCTTA U

Pa3BUTHETO Ha YOBELIKUTE pecypcu

1.1. KoHuenuuu 3a ChbIIHOCTTA M POJISITA HA YOBEUIKUTE PECYPCH B OPraHU3alMUTe

Pa3rne):[aHH ca TCOPCTUYHUTC KOHI_Iel'II_II/II/I8

3a CBHIIHOCTTA W PA3BUTHETO HA YOBEIIKHUTE
pecypcH, Ha 6a3aTra Ha KOUTO MOKEM Ja 3aKJII0UUM, Y€ YOBELIKUTE PECypCH IO CBOSTA
CBIIHOCT C€ Pa3IN4aBaT 3HAYUTEITHO OT OCTAHAINTE PECYpPCH HAa KOMITAHUUTE, HaH-MalIKOTO
3aI10TO HE ca HEHHO IpUTEeKaHHe, a CaMO Ce HaeMart 3a oIpejesieHo BpeMe. ToBa Bpeme
3aBUCH OT YCIIOBHATA, KOUTO CE€ MPEIOCTABST HA CIYKHUTEIUTE U MEHUKBPHUTE, OT KOUTO
3aBHCH W CTETEHTa JI0 KOSATO KOMITAHUATA II€ MaKCHMHU3Hpa CTOWHOCTTA, KOATO Te IIe i
nanat. Hukoit Beue He mojsiara Ha CbMHEHHE, Y€ BbB BUCOKO TEXHOJIOTUYHUTE KOMIIAHUH B
uHpOpMaIOHHATA €pa U AMHAMHYHA Cpesia 3a IIpaBeHe Ha OM3HEC YOBEUIKHTE PECYPCH ca
HOCUTENIAT Ha Pa3BUTHETO HAa KOMMAaHMATA. biaromapeHue Ha TIX ce MaTepUaTM3HpaT
TEXHOJIOTUYHUTE BB3MOXHOCTH Ha JBITOTPalHUTE MAaTEpHAIHU M HEMaTepUaTHU aKTUBU
BBHB (PMHAHCOBH PE3YINITATH, KaTO CE MOI00psBa OpraHU3aIusaTa Ha TPy/aa, Ch3aBaT CE€ HOBU
MPOAYKTH, HABJIN3a CE B HOBH KJIIMEHTCKH CEIMEHTH, Ype3 HOBU IUCTPUOYLIMOHHU KaHAIH U
peanu3upar HOBU nponaxOu. CrnenBaiiku Ta3W JIOTHKa C€ CTUTra A0 3aKIIOYEHHETO, 4e
YOBEUIKUTE pecypcH He ca (akTop Ha MPOU3BOICTBOTO, a MO-CKOPO JIBHMXKEIlaTa CHJIa 3a
pa3BUTHETO HA KOMIAHUATA, a MaTepUaTHUTE, (UHAHCOBHUTE U MH(DOPMAIIMOHHUTE aKTUBU
ca MHCTPYMEHTBHT J1a C€ peann3upa MoTeHIMajla Ha YOBEIIKUS pecypc B IIbiHA cTeneH. bes
aJIecKBaTHO MOa0paH, OOydYeH M MOTHUBUPAH YOBEIIKH (aKTop, KONTO J1a u3rpagu
CHOTBETHATa OpraHMU3aNus Ha padoTa, 1a pa3paboTH ChOTBETHUTE MOJUTUKU U TIPOIICAYPH,

HUKOSL (upMma He OM ycIsijga Ja peajlu3upa BB3MOXKHOCTHTE Ha 3aKyNeHH MAIIMHU U

¢ Boxal, P F, Purcell, J and Wright, P, Human resource management: scope, analysis and
significance, in (eds) P Boxal, J Purcell and P Wright, Ofxord Handbook of Human Resource
Management, Oxford, Oxford University Press, 2007, ctp. 1-16; Osterby, B and Coster, C, Human
resource development — a sticky label, Training and Development, April, 1992, ctp. 31-32; Haslinda
A, Evolving terms of Human resource management and development, The Journal of International
Social Research, Izmit, Turkey, Volume 2 /9 Fall 2009, ctp.180;
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ChOPBKEHMS WIN aJJalTHPa 3aKyIEeHO HOY-Xay 3a cien(UUHUTE HYK AU Ha MECTHHUS Ia3ap.
He cny4aiino Haxoun aBTopu® CMATAT, 4e YOBEUIKUTE PECYPCH Ca HA-TOJIEMHAT KaluTal Ha
¢upmute. KakTo 111e BUAUM U TO-HATAThK B U3JI0KEHUETO U3TPAXKAAHETO HA CTPATErHs UMa

34 OCHOBA YOBCIIIKHUA (baKTop C HCTOBOTO HATpPYyIIaHO 3HAHUC, OIMUT U YMCHMU.

[1o-KbCHO B TEMHTE, Kacaelu OU3HEC CTPATErMUTE, Pa3BUTHETO HA YCTOWYMBO KOHKYPEHTHO
IIPEAMMCTBO CE€ BHIK/IA, Y€ CAMHCTBEHUAT HAUYMH 32 HErOBOTO Pa3BUTHUE € UPE3 YOBECILIKUTE
pecypcu, KOUTO J1a ObJaT yHpaBisBaHHU 10 MPAaBWIHHUA HA4YMH, KOETO € W NpUYMHATA B

cTpaTerndeckure KapTu®

, TIOJI3BaHU KaTO MHCTPYMEHT 3a pa3paboTBaHE U NPOCIE/sIBaHE
HampeabKa B U3IMBIHEHUETO UM, T€ Ja OBbJAT MOCTABIHU B OCHOBATa Ha “Nupampjaara’ 3a
peanM3upaHe Ha olpeziesieHa cTparernuecka npomsiHa. Heiro noseue, 4oBEHIKUTE pecypeH,
neduHUPAHU KaTO CIYKUTENU, MPUTEKaBAIllK ONPE/IeJICH! 3HaHUS, YMEHUs, TPYIIaH! U OT
MUHAJIA TIO3UIMU B JIPYTY KOMIIAHWU Ca U3TOYHUKBT Ha MO3HAHUETO, KOETO ce (hopMmupa B
KOMITAHUUTE, OMMCBA 0, pa3BUBa I'0 U I'0 IIpUJjiara B 3B€Ha, KbJIETO € MPUII0KUMO U MOJE3HO
3a kommnanusTa. [1o To3u HaUMH caMo JOOpPUTE MPAKTUKU B KOMIIAHUATA M HA TIa3apa HOCAT

no0aBeHa CTOMHOCT 3a KOMIIAHUATA IO JIMHUSA Ha TOJMTHUKH, MPOLENYpH, MPOIYKTH,

MCTOJUKH U T.H., 34 14 CC HO,Z[O6p5{Ba HCIIPCKBCHATO e(beKTI/IBHOCTTa Ha KOMIIaHUATA.

1.2. KoHuenuum 3a ynpabjieHHeTO W Pa3BUTHETO HA YOBEUIKHTE pecypcu B
OpraHu3anuure
[IpejcTaBeHn ca pa3IMdHM KOHIENIHMU'! 3a yIIPaBIEHHETO M PA3BUTUETO HA YOBEIIKHMTE

pecypcu B OpraHU3allMUTE, OCHOBHUTE TEOPHUM, HAa KOUTO ca Oa3upaHd MOJAEIUTE 3a

° Haslinda A, Evolving terms of Human resource management and development, The Journal of
International Social Research, Izmit, Turkey, Volume 2 /9 Fall 2009, c¢tp.180

o Kaplan, R S and Norton, D P, The Balanced Scorecard: Translating Strategy into Action, by the
President and Fellows of Harvard College, 1996;

1 Hendry, C and Pettigrew, A, Human resource management: an agenda for the 1990°,
International Journal of Human Resource Management, Routledge, UK, 1 (1), 1990, ctp. 17-44;
Armstrong, M, Armstrong’s handbook of performance management, An evidence-based guide to
delivering high performance, 6-th Edition, Kogan Page, London, 2018; Boxal, P F and Purcell, J,
Strategy and Human Resource Management, Basingstoke, Palgrave Macmillan, 2003; Watson, T J,
Critical social science, pragmatism and the realities of HRM, The International Journal of Human
Resource Management, Routledge, UK, 21 (6), 2010, ctp. 915-31
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YIIPaBJICHHUC HA YOBCIIKUTC pecprI/I12 " pa3jiIMdH MOJCJIN 3a YIIPABJICHHC HA YOBCIOKUTC

pecypeu®®.

CpaBHsBallku TEOPETHUYHHUTE KOHIEMIIMUA 3a YIPABJICHHE Ha YOBCIIKUTE PECYpCH U
IpaKkTHKaTa Mo TeMara BbB (DMHAHCOBUS CEKTOp Ha bwirapus ce Buxkia, ue MpakTUKaTa J10
rojsiMa CTENEeH Ce€ OrpaHuyYaBa 1O pa30UMpaHETO Ha YOPABIECHHWE HA TPYIOBUTE
B3aMMOOTHOIIEHUS, 00yUYE€HUETO Ha MepCcoHaja U CUCTEMH 3a CTUMYNHpaHe. B cnensamure
TJIaBU 11I€ BUJIUM, Y€ MPU HOBHUTE YCIOBHS 3a MpaBeHE Ha OM3HEC W HEOOXOIMMOCTTa Ha
OaHKUTE U 3aCTPAXOBATEIHUTE KOMIAHUU Ja C€ MO3UIMOHUPAT B AaJCHHU Ma3apHU HUIIIH,
pa3BHBailkKi YCTOMYMBO KOHKYPEHTHO TIPEIUMCTBO, TIpearnoyiara HOB TMOAXOMA TpHU
YIOPaBJICHUETO HA YOBEUIKUTE PECYPCH, WU KAKTO C€ Hajara HOBOTO MOHSATHUE — YOBEIIKH
KalmuTajdl ¥ HEroBOTO CTparermdecko ympasienue. [loutu 20 roauHu cien 3amoyBaHe
mpolieca Ha HaBJIM3aHE Ha €BPOMNEHCKH U CBETOBHU (DMHAHCOBU MHCTUTYIIMH CTaHa SICHO, Ye
TUPEKTHHS TpaHChep U BHBEXKIAHE HA MECTHA MOYBA HAa HOY-Xay OT (UPMHTE-MaWKH €
HEBB3MOXKHO M HE JjaBa KOHKYPEHTHO MPEIUMCTBO, aKO HAMA aJIeKBaTeH YOBEIIKU (DaKTop,
KOWTO Ja J0opa3BH€ TOBa HOYy-Xay M TO Ja (YHKIHOHUpA MO HAW-TOOpUAT HAUYMH 3a

KIIMCHTUTC U KOMIIAaHHATA, HaBaﬁKH YCTOP'I‘{I/IBO KOHKYPCHTHO IIPECAUMCTBO.

12 Armstrong, M, (mak Tam)

13 Armstrong, M (max Tam); Fombrun, C J, Tichy, N M and Devanna, M A, Strategic Human
Resource Management, New York, Wiley,1984; Beer, M, Spector, B, Lawrence, P, Quinn Mills, D
and Walton, R, 1984, Managing Human Assets, New York, The Free Press; Martin-Alcazar,
F.Romero-Fernandez, P.M. and Sanchez, G, 2005, Strategic human resource maganement:
integratic universalistic, contingent, configurational and contextual perspectives, International
Journal of Human Resource Management, Routledge, UK,16 (5), ¢ 633-59; Schuler, R and
Jackson, S E Strategic Human Resource Management, Oxford, Blackwell, 2000; Storey, J, 1989,
From personal management to human resource management, in (ed) J Storey, New Perspectives
on Human Resource Management, London, Routledge, ctp. 1-18; Schuler, R S (1992) Strategic
HRM: linking people with the needs of business, Organizational Dynamics, 21, ctp.19-32;
Brewster, C, 1993, Developing a “European” model of human resource, The International Journal
of Human Resource Management, Routledge, UK, 4 (4), ctp. 765-784; Storey, J, 1989, From
personal management to human resource management, in (ed) J Storey, New Perspectives on
Human Resource Management, London, Routledge, ctp. 1-18
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B nocnenHo Bpeme M BBB BpB3Ka C NPUIIAraHETO HAa CTPATErMYECKUTE KapTH 100U
HOMYJIAPHOCT KOHIENIMATA 3a CTPATETMYECKO YIPABJIEHHE HAa YOBEIIKHTE pecypcut’.
OcHoBaTa Ha KOHLENIMATA € NOAXONBT INPU KOWTO Pa3BUTHUETO W peajau3alusAra Ha
CTpaTeTysl 3a yIPAaBJICHUE HAa YOBEUIKATE PECYPCH Clle/iBa Aa MOJAKPENH pealu3anusara Ha

CTPATCIrUYCCKUA IJIaH Ha KOMITaAHUATA.

B 060061m1enne, KOHIENIUATA 32 CTPATETUYECKOTO yIpaBICHUE Ha YOBEUIKUTE PECYPCH Ce
WHTEPECYBa JIOKOJIKO € CHUHXPOHU3HMpaHa CTpaTerusATa 3a YIPABJICHHETO Ha YOBEIIKUTE
pecypcu ¢ OU3HeC CTpaTerusTa, KakTo U JOKOJIKO MOJKpens HeHHOTO nocturane. OceH ToBa,
B YaCTHOCT € BaXXHO J]a CE€ aHAIM3UPA JOKOJIKO (PYHKIUSTA 32 YIPABICHUE HA YOBEIIKUTE
pecypcH B KOMIIAHUATA YCIISIBA J1a KOHKPETU3UPA B CBOSITA OTIEpAaTUBHA JIEUHOCT €IEMEHTUTE
OT CTPATETUYECKOTO YIIPABJICHUE HAa YOBEIIKUTE PECYPCH, 3a Ja ObJAT PHKOBOJUTEINTE HA

TOBA 3BCHO BB3IMPUCTH KATO YaCT OT YIPABJIICHCKUSA CKHUII.

[IpencTaBeHn ca HAKOM KOHLEMIMH™ 3a QUPMEHM CTPATETUH, HA KOATO 0a3a ONpeeNnsMe
HEOOXOAMMHUTE ChbCTAaBHU YACTH 3a U3TPaKJaHe Ha CTPATETHYECKUS i IJIaH - MUCHS, BU3HA,
L[EJIeBU Ma3apHU CETMEHTH, KOUTO Ca OCHOBOIIOJIArallld 32 CTpaTEerMuecKus MjiaH, B OM3Hec
IUIaHa K“Ma J100aBeHW KOHKPETHH NPOAYKTH, IUCTPUOYIIMOHHU KaHaJIH, TbPTOBCKH

KaMITaHWH, KaJICHAAp Ha IIPOMOIIMOHATTHHU CHOMTHS U ce IIpaBu rogvHa 3a rognuHa.

1 Cascio, W F, Strategic HRM: too important for an insular approach, 54, (3), 2015, ctp. 423-26;
Hendry, C and Pettigrew, A, 1986, The practice of strategic human resource management, Personnel
Review, 15, crp. 2-8; Boxal, P F and Purcell, J Strategy and Human Resource Management,
Basingstoke, Palgrave Macmillan, 2003; Kanter, R M The Change Masters, London, Allen &
Unwin, 1984.

sChandler, A D, Strategy and Structure, Boston, MA, MIT Press, 1962; Armstrong, M, Armstrong’s
handbook of performance management, An evidence-based guide to delivering high performance,
6-th Edition, Kogan Page, London, 2018; Hambrisk, D C and Fredericson, J W, 2001, Are you sure
you have a strategy? Academy of Management Executive, 15 (4), ctp. 48-59
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Hpe,Z[CTaBeHI/I Cca CbCTAaBHUTC YaCTH Ha 06111aTa CTpﬁTGFHHlG

U CBIIHOCTTAa M 4YacTUTE Ha
CTpATerusTa 10 YIpaBJIeHHE Ha YOBEMKUTE PECYPCHL’ B YACTHOCT, KOETO JaBa Bb3MOKHOCT
na ce neuHUpaT B NOCIEACTBUE PANINYHU MPAKTUYECKH OJXOAU MPU N3pabOTBAHETO Ha
CTpaTEeru4yecky KapTH 3a KOMIIAHWU B Pa3JIMYHU CEKTOPU HA MKOHOMHUKATa U B Pa3InYHU
(¢a3u Ha pa3BHUTHE, KaKTO Ja CE€ MPOydYaT MO-3aJbJI00YEHO pa3IMYHUTE MPEANOCTaBKH 3a

yCIEIIHO pa3pabOTBaHE Ha MEpPKH 3a YIpaBICHHE Ha YOBELIKUTE PECYPCH, KaTo

MPEINOCTaBKa Ha YCIEIIHOTO pealu3upaHe Ha (PUPMEHA CTPATETHs.

Pasrnenanu ca ponsita Ha nuaepuTe, KaTo B Ipolieca Ha GopMupaHe, GyHKIMOHUPAHE U
MOTHBHpAaHE Ha EKUIIUTE B ChbBpPEMEHHAaTa JMHAMHM4YHA OM3HEC cpella, 3a€JHO C HSAKOU

18 KbM TX. Ha Ta3m 6a3a MoxkeM Aa 3aKJIII04YUM, Y€ B CbBpCMCHHATA JUHAMHWYHA

MPENOPBKU
Ou3HEC cpejia poJiATa Ha JIJepa 3a MOCTUTAHEeTO Ha LIEJTUTe Ha OpraHU3alusITa € OT KITFOYOBO
3Ha4YE€HHE — TO € OCHOBOIIOJIATAIIO 32 peaau3alusiTa Ha CTpaTerusaTa Ha ONIEPaTUBHO HUBO.
[IpenBua Bce Mo-CIOXHUTE OM3HEC MOJIENIM HAa KOMITAHUUTE, POJIATA Ha JIHAepa B O-TOJIsIMa
CTEMNeH Mpearnoara Tol 1a MMa eKCIEPTHU 3HaHMS 3a MO3UIIMITA, KOSTO 3a€Ma, KOETO Ce
SIBSIBA KJIFOUOBA TMPEANOCTaBKa 3a M3TPaKJaHe Ha JIOBEPUE CPEJl WICHOBETE HAa €KHIa KaTo
nojarnomMara MnpoQEecUOHATHO CBOUTE KOJETrW, KOraTo KMMa HYXJa, TUIaHHpa MO0-700pe
JIEWHOCTTa Ha 3BEHOTO, pasmpesers 3aJauuTe MEXAy OTJACIHUTE 4YJICHOBE Ha ekumna. B
JOMTBIIHEHHE, JIUJIEPHT UMa HapacTBallla HyX/1a Ja MpUI001Ba U IpuUiiara B €XKeJIHeBHATA CU
paboTta T.Hap. MEKH yMEHUSI — TUITMYHUTE KaueCcTBa KaTO KOMYHHUKAIWS, PUOPUTH3ALINS,

YIPpaBJIEHWE HA HAKOJIKO 33J1a4d, HO M CIIOCOOHOCT Ja M3rpakJa J0BEpHE, 1a MOTHBHpA

KOJICTUTEC CH, 1a IIPOsBsABA pa36HpaHe KbM TEXHUTEC HpO6H€MI/I H T.H.

'® aynos, M, Jlanaunosa, U, CTpateruu Ha Gu3Heca M CTPATErMuecko yIpaBieHUe Ha YOBEIIKHTE
pecypeu, Uznarencku kommieke Ha YHCC, Codwust,2017.

17 Aramacopa, M, MeHHIXMBHT Ha YOBENIKHTE PECYPCH, TeOpus U IpakTuka, M3marencrso
»ABaarapa [lpuma”, Codus, 2015, ctp.10; Credanos, JI u [leitueBa, M, YpaBneHrue Ha YOBEITKHUTE
pecypcu, Uznarencku kommieke YHCC, Codus, 2018, ctp. 13-14;

18 Kremer, H., Villamor, 1., Aguinis, H., Innovation leadership: Best-practice recommendations for
promoting employee creativity, voice, and knowledge sharing, 2019, School of Business, George
Washington University, 2019
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B ocnoBara Ha YCIICHIHOTO YIIPABJICHUC Ha pa60THI/ITe SKHIIM € CITOCOOHOCTTA Ha Jquacpa na
nu3rpaxaa JOBCPUC KAaTO B OPraHHU3allMUTC CC aKICHTHPA Bprylgz MO-roJIAMO Y4aCTHUC Ha
YICHOBCTC Ha CKHUIIA B IIPOHOCCAa HAa B3WMMAHC Ha PCIICHHA, KAKTO M Ja BOIAAT HAKOH
OpTraHU3alMOHHU IPOLUCCH; OKYpaXaBaHC M3KAa3BAHCTO Ha aJITCPHATHBHO MHCHHUC, YPC3
JaBaHC Bb3MOXXHOCT 3a I[C6aTI/IpaHC 110 BA’KHU 3a CKHIIa TCMHU W ITPU B3UMAHC Ha PCIICHU,
06yqu1/Ie Ha JIMACPUTC B e(i)eKTI/IBHO CIylIaHe, ¢ KOCTO a IMOKaKaT CBOATAa 'OTOBHOCT Ja

A0IMyCHAT, Y€ MHCHUCTO HA APYIUTC MOKEC a € IMOJIC3HO.

BbB Bpb3Ka ¢ T€3M OPraHM3allMOHHM NPAKTUKK ce akieHTupa Bepxy ABCD? moxen Ha
JI0BEpHE, KONTO BKIIIOYBA YETUPU U3UCKBAHUS KbM JIMJEPA, KOUTO Ca Pa3BUTU U 00OraTeHU

c onuTa B bearapus B cektopa Ha GUHAHCOBUTE YCIYTHU.

IIpescTaBeHo e u3cneaBane?! 3a cUCTEMHUTE 3a yIpaBJIeHUE HA YOBEIIKUTE PECYPCH, KOHTO
OCHOBHO aBTOpPHUTE pa3JeisaT Ha OpPraHW3alMOHHHW (BAJMIHU 3a IsUIaTa KOMIIAHUSA) M
MEHUDKBPCKU (crielinUYHU 32 OTIACITHO 3BeHO). [IpenBua nuHamuyHaTa OM3HEC cpena u
HEOOXOIUMOCTTa Jia ce Haarpaxaa (upmeHaTa cTpaTrerus 4YecTO IIbTH KOMITAHHHTE
MJIaHUpaT HaBJIM3aHE B HOBU Ta3apy W/WIK MpearaHe Ha HoBu mpoaykTu. [loHskora ToBa
HOY-Xay JIUIICBA B KOMIIAHUATA U MOKE J1a C€ MPUBJIEKAT CICIUAIIUCTHU OT JPYTH KOMITAaHUH,
JIOpU OT JAPYTH CEKTOPHU, KBJETO TO MMa TOBa 3HaHHWE. B TakuBa ciiydan € BB3MOXKHO
MEHUDKBPCKUTE CHUCTEMH 3a YIpaBJeHHWE Ha YOBEIIKUTE PECypCH B TE€3W 3BEHA Jla ce
3aMMCTBAT OT T€3U CEKTOPH, KaTo AOKa3alu ce B MpakThkara. OCBEH TOBa, IPU ONpPEICIIIHE
Ha TOJIUTUKUTE MO YMPABJICHUE HA TIPEACTABIHETO HAIPUMEDP, KOMITAHUUTE B 00JIacTTa Ha
(UHAHCOBUTE YCIYrd OMXa MOTJIH Jla TIOCTAaBSIT KOMOWHUpAHHW IeNd Tpel 3BeHaTra OT
pa3IUYHUTE pa3IMYHUTE (YHKIIMOHATHU OO0JAcTH, 3a Ja CIIOMOTHAT B3aWMOJICHCTBUETO

MCXKY pa3jiIndHu 3BC€HA, KOUTO UMAT (I)YHKI_[I/II/I KOHWTO Ha IIPBB NOTJICA TY IPOTUBOIIOCTABAT.

1 Kremer, H., Villamor, 1., Aguinis, H., (mak Tam)

20 Ken Blanchard: ABCDs of Leading with Trust —  BusinessBalls.com
https://www.businessballs.com/leadership-philosophies/abcds-of-leading-with-trust/

21 Corine Boon, Deanne N. Den Hartog, David P. Lepak, 2019, A Systematic Review of Human
Resource Management Systems and Their Measurement, Journal of Management, Vol. 45 No. 6,
July 2019 2498-2537, DOI: 10.1177/0149206318818718
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1.3. O6001meHn U3BOAH OT MperJieJa HA KOHUENIUMN 32 POJIATA U yNPABJIEHHETO HA
YOBeLIKUTE pecypcu

YoBewmkuTe pecypcu MO CBOsSITA CHIIHOCT C€ pas3iinyaBaT 3HAYUTEITHO OT OCTaHAIHUTE
pecypcu Ha KOMIAaHUUTE, 3alll0TO HE ca HEWHO NpPUTEKAHHE, a caMO C€ HaeMar 3a
ompeneneHo Bpeme. ToBa BpeMe 3aBUCH OT YCIOBUATA, KOUTO CE€ MPEIOCTaBAT Ha
CILY’)KUTEIIUTE ¥ MEHUDKBPUTE, OT KOUTO 3aBUCH U CTEMEHTA O KOATO KOMIIAHMITA IIE
MAaKCHMU3HUpa CTOMHOCTTA, KOSITO T€ IIe i AaaaT. BUIHO €, 4e BbB BUCOKO TEXHOJIOTUYHHUTE
KOMIIaHWU B MHGOpMaIIMOHHATA epa ¥ IMHAMUYHA cpefla 3a MPaBeHe Ha OM3HEC YOBEIIKUTE
pecypcu ca HOCHUTENSAT Ha pa3BUTHUETO Ha KommaHusita. bmarogapenwe Ha TAX ce
MaTepHaU3UpaT TEXHOJOTMYHUTE BH3MOXKHOCTH HA JIBJITOTPAWHUTE MATEPUATHH U
HEMaTepualHu aKTHUBU BbB (DMHAHCOBHU PE3YJITATH, KATO C€ MOA0OpsSBa OpraHu3alyaTa Ha
TpyJa, Ch3/laBaT C€ HOBU MPOJYKTH, HABIIM3a CE€ B HOBU KIIMEHTCKU CETMEHTH, Upe3 HOBHU
TUCTPUOYIIMOHHU KaHAIM U peau3upaT HOBH Mpoaxou. CienBaiiku Ta3u JOTHUKA Ce MPaBu
3aKJII0OYEHUETO, Y€ YOBCIIKUTE pecypcu (KamuTai) He ca (hakTop Ha MPOU3BOJICTBOTO, a TO-
CKOpO JIBIDKEIaTa CUJjia 32 Pa3BUTHETO Ha KOMITAHUATA, 4 MaTepHAIHUTE, (MHAHCOBHUTE U
WH(POPMAIIMOHHUTE aKTUBU Ca MHCTPYMEHTHT Jia C€ peaiu3upa MOTEHIINAIa Ha YOBEIIKUS
pecypc B IbliHA cTerneH. be3 anekBaTHO moa0paH, 00y4eH U MOTUBUPAH YOBEIIKHA (aKTop,
KOWTO Jla M3rpaju ChOTBETHATa OpraHu3aius Ha pabora, Ja pa3paboTH CHOTBETHUTE
MOJIUTUKUA U TPONEAYypH, HUKOA (upMa He Ou ycmsiia Ja peaau3upa Bb3MOKHOCTHTE Ha
3aKyMEeHW MAIMHU U CHhOPBKEHUS WU aJanThpa 3aKylNeHO HOy-Xay 3a CHeHHu(PUIHHUTE
HY)XIM Ha MECTHHS Ma3ap. He ciydaitHO HAKOM aBTOPH CMSTAT, Y€ YOBEIIKUTE PECYPCH ca
Hal-ToNneMusIT KanuTtan Ha ¢upmure. KakTo me BHIM W MO-HATATHK B HM3JI0KEHHUETO,
W3TPaXJaHETO Ha CTpaTerusi MMa 3a OCHOBA YOBEMIKHS (PAKTOp C HErOBOTO HATPYIAHO

3HAaHUC, OIMUT U YMCHMUS.

CTpaTCFI/II/ITe 3a YHOpaBJICHUC Ha YOBCHIKUTC PECYpCH IMPCAMMHO CC 3aKjrodaBaT g0
nponecure CBbBP3aHU C HACMAHCTO, 06yqu1/IeT0, MOTUBAOUATA W 3aAbpPKAHCTO Ha
CIYXUTCIIUTC B KOMIIAHUUTC, KaTO PA3JIMYHUTC aBTOPHU AaKICHTHUPAT HA Ppa3JIMIHU CIICMCHTU

or mnpoueca. IlpencraBenn ca Hail-oOM0O M OCHOBHHMTE €IEMEHTH Ha CHCTEMaTra 3a
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yIpaBJIeHHE Ha YOBEIKUTE pecypcu criopes JIirooomup Credanos (2018:13-14)22

C KOETO B
MOCTIEICTBUE TI0-JIECHO Ja c€ OOSCHSABAa MSCTOTO HAa PA3IMYHUTE MEPKH 3a pealu3aius Ha
CTpaTerusTa Ha GUPMUTE, KaTO YacT OT O0IIaTa i CTpaTeTus B pa3IMYHUTE HAIPABICHUS.
[TomxomsT 3a yNpaBIEHUETO HA YOBCUIKUTE PECYPCH IMOAYMHEH Ha pPeaTu3NpaHeTO Ha
o0mrara i cTpaTerusi ce OnpeeNs KaTo CTPATeTHIECKO YIIpaBIeHHE HAa YOBEIIKUTE PECYPCH,
a MEHTPATHOTO MSCTO OT KOETO 3aBHCH TPAHC(POPMHUPAHETO HA CTPATETUATA B €KCITHEBHU
OTIEpaTUBHU 3aJ1a4¥ MIPUHAIJIC)KH Ha OTIEPATUBHUS MCHUKMBHT. Peinita aBTopu uszcieaBat
KOM Ca MPEIIOCTaBKUTE 3a YCIICUTHHS JIUJCP, KOUTO JBHKU Pa3BUTHUETO Ha KOMIIAHUUTE B
TUHAMHUYHATA U CUJTHO KOHKYpeHTHa OusHec cpena. [IpencraBeno e pazdupaneTo Ha rpymna
aBTOPHZ, KOUTO CHCTEMATH3UPAT HAKOIKO OCHOBHU IPYIIU IIPENOPHKM KbM A€HHOCTTA Ha
JTUACpUTE B ChBPEMEHHATA JWHAMHUYHA OW3HEC cpena. Beska eqHa OT NUTHpaHUTE TPYIH
MIPETIOPBKHU € Pa3BUTA JOIBIHATEIHO C JaJICHU HACOKH 3a MPWJIAraHeTO Ha BCAKA €HA OT
TsX. M mocienHo, HO HE MO 3HAYCHHE Ce IMpejiara U3cjeIBaHe 32 BHIOBETE CHCTEMU 3a
yIpaBleHHe Ha YOBEHIKMTE Pecypcu?* B 3aBUCMMOCT OT TOBA [all¥ Cca MpeIHAa3HAYCHH 3a
sIaTa KOMIAHUS WM caMo 3a OTJIEJTHO HEeWHO 3BeHO. B cirydan Ha 3amo4yBaHe Ha HOB BUJT
JICHHOCT B JaJicHa KOMIIaHMS, KbJIETO HOY-XayTO CE 3aMMCTBa OT JAPYT CEKTOP € BB3MOXKHO,
JOpU TIPENOPBHUYUTENTHO, B Ta3u 00JIACT KOMIAHUUTE Ja IOJI3BAT pa3linyHa CHUCTEMa 3a
yIpaBJeHUE HA YOBEIIKUTE PECYPCH HAMO00sBaIa Te3H B CEKTOPUTE, OT KOUTO CE B3eMat
cyxuTenute ¢ onuT. ChIUs MOAXO0/ C MPHJIATaHETO Ha PAa3IMUHA CTPATETUS TI0 YOBEIITKUTE
pECypcu MOXe Jia C€ TOJ3Ba W 1O OTHOIICHHE Ha CTPATETHYECKUTE 3BEHA/TIO3UIUU B

KOMITIaHHuATa, OT KOUTO 3aBUCH B HaM-rojsMa CTeIeH paimn3anusaTa Ha CTpaTCrusTa.

B cq)epaTa Ha (bl/lHaHCOBI/ITe YCIyru, KbACTO IMEPCOHAIBT € CHC CPABHUTCIHO BHCOKO

00pa30BaTeIHO HUBO, NMPAKTUKUTE U CHUCTEMHUTE 3a YIPABICHHE HA YOBEIIKUTE PECYpCH

22 Credanos, JI u IleitueBa, M., YnpaBieHue Ha YOBEIIKUTE pecypcH, M3marencku KOMILIEKC
YHCC, Codus, 2018, ctp. 13-14

23 Kremer, H., Villamor, I., Aguinis, H., Innovation leadership: Best-practice recommendations for
promoting employee creativity, voice, and knowledge sharing,), School of Business, George
Washington University, 2019

24 Corine Boon, Deanne N. Den Hartog, David P. Lepak, 2019, A Systematic Review of Human
Resource Management Systems and Their Measurement, Journal of Management, Vol. 45 No. 6,
July 2019 2498-2537, DOI: 10.1177/0149206318818718
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cienBa a ObJIaT MHOT'O BHUMATEIHO aIallTUPAHU CTIOPE]T CIIY>)KUTEITUTE B KOMITAHUATA (UITU
OT/IEJTHY HEWHM 3BEHA), HeHAaTa CTpaTerus U KOpIopaTuBHATA KyJITypa, KOUTO CE LEIu Ja
ce BpBenaT. CiayxxuTtenure Ha Te3u (UPMHU Ca OCHOBEH aKTUB U U3TOYHUK Ha KOHKYPEHTHO
MIPEIUMCTBO, KOETO Hajlara 0COOEH aKIeHT MPU (POPMUPAHETO HA CTPATETMUTE IO HAEMaHE,
oOydyeHue, MOTUBALIMS U 3aJbpXKaHE HA [ICHHUTE 32 KOMIIAHUSTA CIIYKUTEITU/MEHUIKbPU
KaTo OCHOBHa MpEJNOCTaBKa 3a pa3paboTBaHE W pealu3alus Ha CTpaTerus, KOsTO 1a

MOCTUTHE AU(EpEeHIInaTIHa HOpMa Ha Bb3BPBIIAEMOCT Ha KalmuTaa.

BTopa rjiaBa. AHa/Iu3 Ha TEOPETUYHUTE KOHLCIIIUH 3a YIIPABJICHHUETO HA
U3II'BJIHCHUETO, CTPATEI'NYECCKUTEC KAPTHU A 6aJ1chnpaHnTe CUCTEMH

NoKa3aTeJsM 3a epeKTUBHOCT
2.1. Konuenuuu 3a ynpasJjieHHe Ha M3TbJIHEHHETO B OPraHu3anunTe

Tyk ca aHaTM3MpPaHM KOHIENLIUMUTE 3a YIPaBIEHHE HA M3IMBIHEHUETO?, HEropara pois B
KOMIIAHMUTE U C€ MOCTaBs HA JUCKYCHS KAKBO TOYHO MPECTABIISBA M3IIBIHEHUETO® —
pesynrarute, mpoiieca wind u asetre. [Ipeasua MHOTOOpOHUTE TpUMeEpPU Ha CHIEIUATHICTH,

KOWTO IOCTUTratr MHoeamTe Chu, HO C ICHaTa Ha HApYWCHU MCEKAYINYHOCTHH

% Armstrong, M, Armstrong’s handbook of performance management, An evidence-based guide to
delivering high performance, 6-th Edition, Kogan Page, London, 2018; Aguinis, H Performance
Management, Pearson Education, Upper Saddle River, NJ, 2005; Briscoe, D B and Claus, L M
(2008) Employee performance management: policies and practices in multinational enterprises, in
Performance management systems: A global perspective, eds P W Budwah and A DeNisi,
Routledge, Abingdon; DeNisi, A S and Prichard, R D, Performance appraisal, performance
management and improving individual performance: a motivation framework, Management and
Organization Review, 2 (2), 2006, ctp. 253-77; Pulakos, E D, Performance management: a new
approach of driving business results, Wiley-Blackwell, Malden, MA,2009; Shields, J, Managing
Employee Performance and Reward, Cambridge University Press, Port Melbourne, 2007

26 Kane, J S, The conceptualization and representation of total performance effectiveness, Human
Resource Management Review, Summer, 1996 ctp. 123 — 45; Campbel, J P, Modeling the
performance prediction problem in industrial and organizational psychology, in Handbook of
Industrial and Organizational Psychology, eds M P Dunnette and L M Hugh, Blackwell, Cambridge
MA, 1990; Brumbach, G B, Some ideas, issues and predictions about performance management,
Public Personnel Management, 17 (4), 1988, ctp. 387- 402
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B3aMMOOTHOIICHHUA B CKHIIA, BJIOIICHA (bI/IpMeHa KyjaTypa HWIH JOPH HCTATHUBHU B
ABJIITOCPOUYCH ILIaH PE3yJITaTh, CC CHOACIIAI MHCHUCTO, YC MPCACTABAHCTO 06x13au1a n
PE3YIATATUTC, HO M IIPOHCCAa HA IIOCTUIAaHCTO HM. HpHnaraHeTo Ha TOBa pa361/1paHe Ha
IMpaKTUKa ¢ MUHUMHU3HUPA HCTaTUBHUA C(i)CKT 34 KOMIIaHUsTA, KOMUTO MOHSIKOra € MO-TOJISIM

oT epekTa Ha JTOOPOTO MOCTUTAHE HA LIEeJITa OT €ANH WIIM HSIKOJIKO CITYKUTEJIS.

VYrpaBineHueTo Ha MPEeACTaBIHETO MOJANOMara Haii-Bede (yHKIMOHAIHUTE MEHUKBPHU 32
peanu3upaHe Ha LIEJIUTE HAa OTACIHHUTE YJICHOBE HAa €KUIIUTE UM, KAKTO M Ha LEJNHs EKHIl,
KOUTO LEIM ca dYacT OT CTpaTernyeckuTe Nenu Ha opranuzanusata. OcBeH ToOBa
YIPaBIEHUETO Ha MPEACTAaBSIHETO cliefBa Ja ObJe WHTErpaliHa 4acT OT (PYHKIMUTE Ha
CHELUAIMCTUTE IO YIIpaBJIEHUE Ha MEepCOHaNa, Hapel ¢ HAEMAaHETO Ha MOJXOIAIIN KaJpH,
00y4eHHETO U MOTHBALIMATA UM, KAKTO M TIXHOTO Pa3BUTHE, MOAKPEISUKUA METOAUYECCKU
(GYHKIIMOHAIHUTE MEHUKBPH B T€3U UM JIEHHOCTH. 3a J]a U3IIBJIHABAT Ta3U POJIS YCIEIIHO,
T€ MMaT HYyXJa Ja T[O3HaBaT JOCTaThyHO J00pe OM3HEC Mojena Ha KOMIIAHUATA,
(GYHKIIMOHAIHUTE XapaKTEPUCTUKH HA OT/ICTTHUTE 3BEHA, OCHOBHUTE OM3HEC MPOIIECH, KAKTO
Y pa3nuuHUTE (HAKTOPU, KOUTO BIUSSIT Ha HETHUTE MPUXOH, KOUTO T€HEpUPAT OTACITHUTE
3BeHa. [lo3naBaiiku 100pe BcHuku Te3u (HaKTOPH, CHECIHAIUCTUTE 10 YOBEIIKUTE PECYPCU
e MOTaT Ja MOJANOMOTHAT (PYHKIIMOHATHUTE MEHHDKBPU TpHU MOAOOpa Ha MOIXOASIIN
CHEIMAIUCTH, IEJICTIOIaraHeT0 W HM3MEpBaHE Ha IMpPEACTAaBIHETO Ha BCSKO 3BEHO B

KOMIIaHUATA U YIIPABJICHUCTO HAa 3HAHUCTO.

Crest ToBa ce IMpaBy Mperyie Ha (paKTOPUTE, BIAMSEIIM Ha IIPEACTaBIHETO?! CrIope/] HAKOH
aBTOpH, KaTo ca J0OaBeHH U JOMBJIHUTEITHU TaKUBa, KOUTO CHUIO BIMSAT BbPXY HETr0 KaTto
HaJIMYMETO, KayeCTBOTO M aHTaXMPAHOCTTA HA MEHTOpA Ha HOBHUS CIyxuTen (3a
KOMITAHHUATA W/UITU [P BHTPEIIHA POTALNs ), KAKTO M HUBOTO HA (DYHKIIMATA 32 YIIPABJICHUE

Ha YOBCIIKUTEC PECYPCH. HGHlO IMMOBCUC, BIUAHNUCTO HAa BbHIIHATA CPCaa JaBa CBOA 3HAUYUM

27 Harrison, R, Employee Development, IPM, London, 1997; Vroom, V, Work and Motivation,
Wiley, New York, 1964; Blumberg, M and Pringle, C, 1982, The missing opportunity of
organizational research: some implications for theory of work performance, Academy of
Management Review, 7 (4), ctp. 560-69;
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OTIEYaThK CIOPEN peaula APYyrH aBTopu?. B mojgkpena Ha Te3d aBTOPYM MMa MHOTO
MIPUMEPH 32 CIYXKHUTENIH C JOCTAThbUHO KAauyecTBa, MOJIaralid HEMMOBEPHHU YCWIIHS, HO MPU
e/1Ha BpakJeOHa cpesla He MoraT Jia [oJlydaT aJeKBaTHHU pe3yJITaTH, KOUTO ca M0JIy4aBaju
B IpYTY OpTaHMU3aLUU C Apyra KOpIopaTuBHA KyJlITypa, OpUEHTHpaHa KbM B3aumoromoii. B
TOJIKOBA JMHAMHUYHATA [Ta3apHa cpeia U KOMIUIEKCHOCT Ha 3a/1a4yuTe, KOUTO OpPraHU3alUNUTe
pelaBaT € HEBB3MOXKHO HOBEK Ja pabortu, O6e3 aa ObAe B royiiMa CTENEH 3aBUCUM OT
MOJIKpENnaTa Ha CBOMTE KOJETH, KOETO € HaIbJIHO B CHJA 3a CEKTOpa Ha (DMHAHCOBHUTE
ycayrd. B Tasm Bpb3ka HAKOM OpraHM3allMd IPH OLEHKaTa Ha IPEICTaBSHETO WU
YIPABIIEHUETO Ype3 IIeJIeNoIaraHe MocTaBsAT conuaaper gaxkrop ¢ nmone 20% Tterio, KOUTO
€ 0OBBP3aH C IOCTUTaHEeTO Ha I1eJITa Ha BUIIECTOSIIIOTO 3BEHO, 3a /1a CE CTUMYJIMpA EKUITHATA
paboTa ¥ B3aUMOIIOMOL] MEKIY KOJEeruTe U 3BeHaTa. KakTto Moxe na ce 3a0enexu BCUUKH
Te3U (aKkTOpu ca €JEeMEHTM Ha BbTpelIHaTa 3a (upmata cpena, KOUTO UIpasT

HCIIOCPCACTBCHA POJIA IIPpU MPECACTABAHCTO Ha CKUIIUTC U OTACIIHUTC UM YJICHOBC.

B mHoro cmyuyam ob6ade, KOMmaHWU, KOUTO B HSAKAKbB Mepuo]; (QYHKIIMOHHPAT T00pe,
pa3BuBaT ce, o0ydaBar ce U TPYIaT 3HaHMs HE ca TOJIKOBA YCIEIIHU B CJEABAIIN MEPUOAU
MPOTUBHO Ha TOJI00pEeHHETo Ha npeobiagaBaliaTa 4acT Ha BCUYKH BHTPEIIHU (PaKTOPH.
Pa3znukara yecto maBa OT JpacTHYHa MPOMSHA Ha BBHIIHUTE (akTopu (cpeaa), KOUTO
OKa3BaT CBOETO BIMSHHUE HA OpraHu3anusaTa u ekunure. Karo BbHIIHMY 3a €1Ha OpraHu3anus
dakTopy MOXe Ja ce OIpeneisT KOHKYpPeHTHaTa cpejaa, MapTHbOPUTE, KIMEHTHTE,
MaKpOMKOHOMMYECKATa CPeNa, KAKTO U peryjaropHaTa paMKa B KOSTO ONEpHUpa AajieHa

opraHu3any. BrnomaBaneTo Ha HIKOM OT T€3U BHHILIHU (baKTOpI/I urpasaT CbIICCTBCHA POJIA

22 Deming, W E, Out of the Crisis, Massachusetts Institute of Technology Centre for Advanced
Engineering Studies, Cambridge, MA, 1986; Gladwell, M, Outliers: the story of success, Allen Lane,
London, 2008; Coens, T and Jankins, M, Abolishing Performance Appraisal: Why they backfire and
what to do instead, Berrett-Koehler, San Francisco, 2002; Harrison, R, Employee Development,
IPM, London, 1997; Coens, T and Jankins, M, Abolishing Performance Appraisal: Why they
backfire and what to do instead, Berrett-Koehler, San Francisco, 2002; Nadler, D A and Tushman,
M, 1980, A congruence model for diagnosing organizational behavior’, in Resource Book in Macro-
Organizational Behavior, ed R H Miles, Goodyear Publishing, Santa Monica, CA; Armstrong, M,
Armstrong’s handbook of performance management, An evidence-based guide to delivering high
performance, 6-th Edition, Kogan Page, London, 2018
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OpU TPEACTaBAHETO HA EKUIHUTEe M OTAEIHUTE 4JeHoBe. ToBa € MpUYMHATA IpU
CTPaTErMuecKUTEe KapTHU M OLEHKATa Ha MPEACTABSIHETO Ja C€ AbPKM CMETKa Kora JaJIeH!
pe3yaTaTu ca Mmo-go0pv WM IO-JIOMIM OT 33JaJ€HUTE LEIH B PE3ylTaT Ha IMPOMEHEHU
BBHUIHM (aKTOpH, HE3aBHCHUMO OT IMOJIOKEHUTEe ycwius. [IpaBu ce aHanu3 KakBo €
BB3/ICHCTBUETO HA HEraTMBHATa NMPOMSHA NPU BBHIIHWUTE (PAKTOpPHU, OKa3aja HETaTUBEH
eeKT U JoBesa J0 rojsMa CTENEeH /10 HEeMOCTHUIraHeTO Ha 3aJaJeHUTE LEeIH. AKO Ta3u
HeraThBHa IPOMSHA Ha CPe/aTa He C€ OTYETE KAaTO BHHIIIEH 00EKTUBEH (DAaKTOP, MOXKE Aa/IeH
eKun Ja ObJe 00e3Kypa)keH, BBIPEKU Y€ € HaIlpaBWJ BCUYKO IO CHJIUTE CH, HO HE €
MIOCTUTHAJ IOCTAaBEHUTE Lesd. B oOpaTHaTa mocoka, He Ou Urpajia MOTUBHpALLA POJIS €AHA
Harpasja 3a OCTUTHATH Pe3yJTaTH B clIy4yail Ha U3MbIHEHU LENH MPEAUMHO OJaroiapeHus
Ha OJaronpusATHOTO pa3BUTHE Ha BBHIIHUTE (akrtopu. M B nBara ciydas cieisa jaa ce
MO/IXO/IM I'bBKABO IPU OTYUTAHE U3ITBIHEHUETO HA 3aJaJICHUTE LIEJIH, KaTO B ITbPBUS clydai
MOJKE J1a c€ MOOUIPAT EKUIIUTE C HAKaKbB OOHYC, HE3aBUCHUMO OT HEMOCTUTHATUTE LIENH, a
BBB BTOPHS ClIy4ail MOke OOHYCBHT J1a HE € ITbJIEH pa3Mep MpeaABua 00eKTUBHUTE (pakTOpH,
JOTIPUHECIIM TOCTUraHeTo Ha unenurte. M B naBara ciydas cieaBa Ja €€ M3TOTBU
,,HOpMaJM3upaH~’ OTUET HAa U3IbJIHEHUE HA IEJUTE. T.€. J1a CE MPEU3YUCIAT MOCTUTHATUTE
pe3yaTaTH KaTo ce MpeMaxHe BIMSHUETO Ha BBHIIIHATA CPE/a U3BBH INIAaHUpaHuTe hakTopu

WK eexTa OT €AHOKPATHU ChbOUTHS.

AHanu3bT Ha OCHOBHU TCOpHH, BbPXY KOUTO MOYHBA YIIPABJICHUCTO HaA HpGI[CTaBHHCTOZQ,

IIe HU TMO3BOJIM Ja paszdepeM Mmo-go0pe KOHTEKCTa Ha pa3paboTBaHe OalaHCHpaHHUTE

2 Latham, G P and Locke, E A, Goal Setting — a motivation technique that works, Organizational
Dynamics, Autumn, 1979, ctp. 442 — 447; Vroom, V, Work and Motivation, Wiley, New York,
1964; DeNisi, A S and Prichard, R D, 2006, Performance appraisal, performance management and
improving individual performance: a motivation framework, Management and Organization
Review, 2 (2), ctp. 253-77; Hull, C, Essentials of Behavior, Yale University Press, New Haven,
CT,1951; Bandura, A, Social Learning Theory, Prentice Hall, Englewood Cliffs NJ, 1977,
VerWeire, K and Van Den Berghe, L, Integrated performance management: new hype or new
paradigm? In Integrated performance Management, eds K VerWire and Van Den Bergh, Sage
Publications, Thousand islands, CA, 2004, ctp. 1-14; Lee, C D, Rethinking the goal of your
performance management system, Employment Relations Today, 32 (3), 2005, ctp. 53 — 60;
Credanos, JI u IleitueBa, M, Ynpasienue Ha yoBemkure pecypcu, Mznarencku komruieke YHCC,
Codus, 2018, ctp. 257
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CHUCTCMHU OT IIOKa3aTcJIk 3a e(i)eKTI/IBHOCT B 4aCTTa HAa YOBCHIKUTC PCCYPCHU, MOTUBAITUHUTC
UM, KaKTO U I[eﬁHOCTPITC B HANpaBJICHUCTO Ha IMMO3HAHWC WU PA3BUTHUC B CTPATCTUUCCKUTC

KapTH.

OCHOBHO OeJITa Ha YIPABJICHHUCTO HaA IPCACTABAHCTO € la CC IMOBUIIW HMHAWBUIYAIHOTO
npeACTaBAHC, KAKTO U TOBA HA CKUIIUTEC, B pC3YJITAT HA KOCTO Jia CC HOZ[O6pI/I MMpeaACTaBAHCTO
1 Ha [IJ1aTa OpraHru3anus. CTpaTeFI/I‘leCKI/IHT IMOAXO IIpH YIIPABJICHUCTO HA IIPEACTABAHCTO
IIpcacraBlisiBa IIOCTABAHC Ha OCIUTC 110 HAYHWH, KOWUTO 06CILHH5{B3 yYCuiiATa Ha CKUIIUTC U
YICHOBETC MM B IOCTHUTaHC CTPATCITHMYCCKUTC MCJIM Ha OpraHu3anuvsaTa. OCHOBHOTO
MIPCAU3BUKATCIICTBO IIpU q)OpMy.III/IpaHeTO € CBDBP3BAHC Ha CTPATCIrHYCCKUA INIAH CbC
CUCTEMaATa 3a OICHKATa Ha MPCACTABAHCTO € ONPCACIIIHC HAa OCHOBHUTC (1)YHKI_[I/II/I Ha BCAKO
CAHO 3BCHO, KOHUTO Ja Ca 06B’bp?>aHI/I c OusHec (baKTopI/ITe, KOHUTO OT CBOA CTpaHa Ja
AOMPUHACAT 3a MOCTUTAHC Ha HaOeJsI3aHaTa CTpaTcrus. B JOIBJIHCHUEC, B 3aBUCUMOCT OT
TAXHAaTa CTCIICH Ha BaXXHOCT CC OIPCACIIAT M TCXHUTC TCIJIa IIPpU HU3IpaKIaHC Ha

ChOTBETHATA KapTa 3a OlLIEHKa Ha MPEJACTaBSIHETO.
2.2. CTpaTernyecKuTe KapTU 1 0aJIaHCUPAHU CUCTEMU OT NMOKA3aTe/ 4 32 e(eKTUBHOCT

Pa3zpaboTBaHeTo Ha ycmemrHa CTpaTerus € TpyJAeH Npoliec, HO HEHOTO OCHIIECTBSIBAHE €
olle no-TpyaeH. ToBa ce OTHacs B OLIE MO-TOJsSIMA CTEMeH 3a cdepara Ha YCIyrure, B
9acTHOCT (PUHAHCOBUTE, KBJACTO OCHOBHATA PA3NIMKAa MEXKIY Pa3IMYHUTE KOMIIAHUHM ca
pa3paboreHusi OM3HEC MO, MPOLUEAYPH U MPAKTHKH, KOUTO UM JaBa BB3MOXKHOCT Ja
ObaaT Mo-e()EeKTUBHU W/WJIM TPUBIEKATEIIHA OT KOHKYPEHTUTE CH B PAa3IUYHHUTE IICTICBU
nazapHu cerMeHTH. Ta3u crenuduka Ha (UHAHCOBUTE YCIyrM Hajara u3pabOTBaHETO,
CIIE/IBAHETO M M3MEPBAHETO Ha Mporpeca Ha CTpaTerus, KosTo Ja Obae cieiBaHa oOT
¢uHaHCOBA MHCTUTYLMS, KOATO HMMa >KEJaHHWE Ja Ce pa3BUBa U JIOCTaBI CTOMHOCT Ha

KIIMCHTUTC, aKHUOHCPUTEC U CIIYKUTCIUTC CU.
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Po6spt Kamnan u Jleiisun Hoprsu®® naBar e1Ho OT pelieHnsaTa Ha TOBa MPeIU3BUKATEICTBO
ype3 METOAMKATa, KOSITO ca U3paboTUIHU, KbJIEeTO (PMHAHCOBUTE IMOKAa3aTeH ca €IUH OT
KOMITOHEHTUTE Ha CTpaTerusTa, HO TpeAu TOoBa cjelBa Ja ce€ HM30pOAT ChOTBETHUTE
MPEANOCTaBKH, KOUTO CJIE/IBA Jla ca HaJIMIIE, 33 J]a C€ MOCTUTHAT ChbOTBETHUTE (PUHAHCOBU
nokaszatenu. Kakto aBropute npu3HaBaT, ue GUHAHCOBUTE MOKA3aTEeIN ca MHOTO TOYHH, HO
3a ChXKaJICHHE HM3MepBaT KakKBO C€ € CIy4WIo Beue, T.C. ,,JieAaT Ha3ajl, a He Hampes.
Hanpumep B 0OaHKOBHS CEKTOp, 3a J1a C€ IMOCTUTHAT HSAKAKBU (DMHAHCOBHU IOKA3aTENH
(BB3BpPBIIAEMOCT Ha KallMTajla) c€ M3UCKBA Jla CE MOCTUTHAT OINpeeeHN 00eMH KPEIUTH,
(bUHAHCUpPAHU OT OMpENIENICHNU CPEJICTBA, T€HEPUPAIX OMPEACICHN HETEH JINXBEH JOXO,
KaKTO M J]a C€ OTPEICIIN KaKbB HETEH MPUXO0J] OT TAKCH M KOMUCHOHU CJIE/IBa J1a C€ MOCTUTHE.
Beuuku Te3nm obeMu KpenuTu/ NETO3UTH, JIMXBEHH MPOIEHTH, MPUXOAW OT TaKCHU U
KOMHCHOHHM Ca CBBbP3aHU C pealu3UpaHe Ha ONMPE/EICHU BbTPEIIHA OpraHU3aIii, KaKTo 1
THPTOBCKY KaMmaHuH. 1 He Ha MOCIeTHO MSACTO, BCHYKH TE3W OM3HEC MOKA3aTelId U3UCKBAT
OTIpENIeTICHN Pa3XOoJu 3a TIXHOTO pealn3upaHe, KaKTO M Pa3XOAUTE 3a MPOBU3HH 10

OTIIYCHATUTC KPCAUTHU.

B meronukara cu Karmman u HOpThH pasgensar cTpaTeruure Ha KOMIIAHUUTE B YETHUPH
HaIlpaBJICHUsI, KATO MEPKUTE BBB BCSAKO CIEIBAILO Ca MPEANOCTABKY 3a peaau3alusaTa Ha
pe3ysTaTh KakTo cieiBa — (PMHAHCOBO, OTHOIICHUS C KIMEHTHTE, BBTPEUIHU OU3HEC

MMpOoUECHU U TIO3HAHUA U pa3BUTHC.

Ot enHa cTpaHa, CTPaTErMUYECKUTE KapTH Cca UHCTPYMEHT, KOMTO YyCIsiBa /1a CbBMECTH Ha
NpBB IMOTJIE] MPOTUBOPEYAIM CH AKIEHTH B CTPATETHUECKUTE IeNW Ha (pUpPMHUTE KaTo
HapaCTBaHE HA MPUXOAUTE M OrpaHUYaBaHE Ha Pa3XOAUTE WIM KPATKOCPOYHU U
IBJITOCPOYHU aKLEHTH B cTpaTerusra. OT apyra cTpaHa, CTpaTErMYECKUTE KapTH yCIsBaT
Ia OOBBpXKAT pa3MTUYHUTE AacleKTH Ha CTpaTerusita Karo (UHAHCH, MAapKETHHT,
OpraHu3alus, YOBEIIKM PECYpCH 4Ype3 MEpPKH, KOUTO CE€ B3€MaT BBB BCSIKO €JIHO

HaITpaBJICHUC, 3a Ha CC€ IOCTUrar HaOeJII3aHUTE nejm B CICABAIIOTO YpPE3 NPUYUMHHO-

% Kaplan, R S and Norton, D P, Strategy Maps: Converting Intangible Assets into Tangible
Outcomes, Harvard Business School Publishing Corporation, 2004, ctp. 5 — 331
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CJIEJICTBEHU BPB3KU MEXy TsAX. Hampumep obnactra Ha 0aHKOBOTO AENIO MOCTUTAHETO Ha
ONpeleseHa Bb3BPBIIAEMOCT HAa KalMWTalda IPEeArojiara IMOCTUTAaHETO Ha OINpEleIeHU
npofaxxOu (KpeauTH, JIEMO3UTH, YCIYyTH), KOUTO CE€ OCBIIECTBSIBAT B OINpPE/ACICHU 1EICBU
Ma3apHU CErMEHTH, KbJETO KIMEHTUTE UMAT ONpe/iejieHn 0a30BU OYaKBaHUs, HO U3UCKBAT
u ompeneneHo audepeHnrpane Ha ¢upmaTa oT KOHKypeHTuTe H. Peanuszanusra Ha Taszu
maszapHa cTpaTerus, OT CBOSI CTpaHa, M3UCKBA MPOMEHH/M3rpaKJaHe HAa HOBU BBHTPEIIHU
MOJUTHUKU U TPOLEAYPH, BbBEKAAHE HA HOBH TEXHOJOTHMYHM PELICHUS, Pa3BUTHE HA HOB
TUCTpuOynroHeH KaHail. [locTuraneTo Ha BCHYKUTE TE€3M BBTPEIIHH MPOMEHHU, 3a Ja Ce
HaBJie3¢ B HOBM CETMEHTH M Jla CE peaju3upar HOBUTE MPOJAaKOH, KOUTO Jla TeHepupat
ompeJieNeHa TOXOJHOCT, B KpailHa CMETKa, PEIoJIaraT HAaeMaHEeTO Ha HOBU CIIYKUTEIH ChC
CHOTBETHUTE 3HAHUS U YMEHHUs, OOYYCHHETO Ha CBHIICCTBYBAILIUTE CIY>KUTEIH, KaKTO U
HaTpyMBaHE HA 3HAHUS U OMUT B KOMIAHUATA, KOUTO J1a C€ MOJI3BAaT BbB BCUUKU 00JIaCTH Ha
oTrepupaHe, KbJETO € MPWIOKUMO. BcUuku Te3u MepKH B UETUPUTE acliekTa Ha (upMeHaTa
cTparerusi cienBa jAa ObaaT oOBBpP3aHU C NPUUMHHO-CIEACTBEHHM BPB3KH, 3a Ja Ce
rapaHTupa, 4Ye pealln3UpaHeT0 Ha JaJieHa MspKa B OlpejaelieHa o0iact 1e
MOJNOMOTHE/TapaHTHpa yclexa Ha MApKaTa B cie/BaiaTa o0JacT, 10KaTo ce JOCTUTHE 10
(bMHAHCOBOTO M3PAKEHUE, KATO KpaeH U3MEPHUTEN Ha ycrexa . He cirydaifHo B ocHOBaTa Ha

31 ca MOCTaBUIM YOBEIIKHS

ctparernueckata kapta [eriBun HoptbH u PoObpT Kamman
(hakTOp U 3HAHMETO U YMEHUATA, KOUTO TOM HOCU. TOBa € OCHOBATa, BbPXY KOSITO CE Tpaju
BCSKAa €HA CTpaTerusi, 0COOCHO BHB (DMHAHCOBHSI CEKTOp, KBJETO UYOBEHIKUS (hakTop e
OCHOBHHMSAT T'€HEpPATOpP HAa YCTOMYMBO KOHKYPEHTHO NPEAMMCTBO, MPEABHJ JIMICaTa Ha
TOJIEMH WHBECTUIIMY B MAaTEPUATHU aKTUBU M 3HAHHETO U TMPAKTHKATA Ca OCHOBEH (pakTop
3a audepeHnUanusITa MEXIy KommaHuuTe. Tasu crneruduka Ha (UHAHCOBUS CEKTOD,
3a€/IHO C TOJsIMaTa My JUHAMHKa (HaBJIM3aHETO HAa HOBU YYAaCTHUIU OT JIPYTU CEKTOPU U
naszapu) MpaBU CTPATErMYECKUTE KApTH OCOOEHO MOAXOASIIM 3a MpujaraHe, 3a Ja ce

OTI'OBOPH Ha HOTpe6HOCTI/ITe 3a JUHAMHUYHO CTPATCru4YCcCKO IIJIaHUPAHC, C’I:>06pa3eHO necC

Obp30 mpomeHnsmara ce cpena. Crparernueckara Kapra Ha KOMITAaHUSTA ciieBa 1a Oble

81 Kannan, P C u Hoprsh, I1 /I, Banancupana cucTema oT TokasaTenu 3a edektuHocT. Kak na
npeBbpHEM cTparerusita B neiicteue, Kimacuka u Ctun, Codus, ISBN 954-9964-89-2, 2005
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JIEKOMIIO3UPaHa Ha KapTH Ha OTAEITHUTE HEHHU CTPYKTYPH, CIOPE TEXHUTE (PYHKIIMOHATTHU

XapaKTCPUCTUKU U HGO6XOI[I/IM IMPHUHOC KbM M3IIBJIHCHUC HA I[AJI0CTHATA CTPATCTHA.

JIpyr IIpUHOC Ha ABaMara aBTOPHM 2 KbM CTPATErMYeCKOTO IUTAHUPAHE € MPEACTaBeHaTa oT
TAX METOJUKA 3a H3MEpBaHE pealu3alusATa Ha CTpaTerusiTa 4pe3 BBbBEXKJIAHETO Ha
OalaHCUpaHU CUCTEMHU OT MOKa3aTeiu 3a e(peKTUBHOCT. KbM TpaJMIIMOHHUTE UHAUKATOPH,
KOMTO C€ MOoJ3BaT B oOnacTtra Ha (UHAHCUTE, TyK HMaMme J00aBeH JONbIHHUTEICH
MHCTPYMEHTAapUyM OT I[IOKa3aTeiad, KOUTO C€ pa3AeisiT Ha TPU OCHOBHM TUNA -
U3IpeBapBalll HMHIUKATOPH 3a IPOLEC, IOCIEABAIlld HWHAWKATOPU 3a pe3yiTar u
MOCJIeIBAIY UHIMKATOPH 3a Bh3eiicTBue. HoBaTa KOHLENIUS TYK € Ype3 HaOIIr01aBaHEeTo
JAHHUTE 33 W3MPEBapBALIUTE WHIUKATOPU Ja MMa Bb3MOXKHOCT Ja C€ B3eMaT KOPEKTHUBHU
MEpPKH IPEeIH Ja ce u34aka ChbOUTHUATA J]a C€ MaTepUaIN3UPaT B HEMIbJICH CIPSIMO OYaKBaHUS

pazmep.

Bcsiko 3BeHO B KOMIaHMATA CJIe/IBa J1a ©Ma OMpe/esieH Opoil moka3aTenu 3a e(heKTUBHOCT,
KOUTO Jia ca (yHKIMS OT HeroBaTa polisd B opraHuzanusara. Kakto Bede Oerie crioMeHaTo,
MOKa3aTeIUTe cie/iBa Jda ObJaT HAKOJIKO Ha Opoif, Ja 0OXBamiat B AbI00YMHA OCHOBHUTE
GyHKIIMKM Ha 3BEHOTO, Jla ca JIECHO M3MEPUMH, Ja ca OOBBP3aHU C OTTOBOPHOCTTA 3a
U3ITBJTHEHUETO UM C KOHKPETHOTO 3BEHO/KOHKPETEH MEHHUIKB], J1a CE€ JOMBIBAT B3AaMMHO C
TE3W Ha APYTUTE 3BEHA U JIa Ca B €JHAKBA [TOCOKA M HE CH MPEYaT C [1eJI IOCTUraHe Ha o0riara

OcJa Ha KOMITaHUATA.

B 06001menune, pa3nuyHUTE HHANKATOPH 3a €()eKTUBHOCT HAa YOBEIIIKUTE PECYPCH CIIE/BA J1a
Obaar sicHo AeUHUPAHHU, JIECHO U3MEPUMU, KAKTO U TTOBUIIIABAHETO/TIOHM)KABAaHETO UM JIa
MMa SICHO TTO3UTUBHO WJIM HETATUBHO BIUSHUE BHPXY JCHHOCTTA HA KOMITAHUSATA, 32 J1a MOXKE
ompeeneHa JUHAMUKA B CTOMHOCTTa Ha WHAMKATOpa Ja JaBa mHpopmalusa, Ha 6a3a Ha
KOSITO MEHHDKMBHTA CJIE/[BAa J]a B3€ME€ MEPKH /WU Ja CE OPHEHTHpA JOKOJIKO HeroBaTa
CTOMHOCT OTroBaps Ha IIJJaHUpPAHUTE IO CTpaTerhyeckata KapTa U3MbJIHEHHE Ha

CTpaTcerusara. I/IHIII/IKaTOpI/ITe cJIcaBa Ja 6’bI[aT TaKa pa3pa60TeHI/I, 4C Ja UMa KOM6I/IHaHI/I}I

32 Kamnan, P C u Hoprsa, I1 J (ak Tam)
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OT TPUTE OCHOBHM BHJa - BOJICHIM HMHAMKATOPH 3a IMPOIEC, KAKTO M IOCJEABAIIU
WHJMKATOPU 3a pE3yJITaT U TaKWBa 3a BB3JCHCTBHE, 3a Ja C€ JaJe BH3MOXKHOCT Ha
MEHHUKMBHTA J]a B3eME KOPSKTUBHHU MEPKH IIPH 3a0esI3BaHe Ha OTKJIOHECHHS OT )KEJTaHUTE
CTOMHOCTH TIPU BOJCUIUTE UHAUKATOPH, T.€. Aa JEHCTBA MPOAKTUBHO, & HE PEAKTUBHO IMpHU

3a0ems3BaHe OTKIOHEHHE MOCT(PAKTYM B pe3yJITaTHUTE.

2.3. O0001meHH U3BOM OT MperJiea HA KOHLENINHU 32 yIpaBJeHHe HA N3IbJIHEHHETO,

CTPATEIrMYECCKUTE KapTH U 6aJ1chnpaHHTe CHUCTECMH OT ITOKAa3aTeJIa 3a e(l)eKTl/IBHOCT

[Ipe3 mocneaHUTE MECETHIETHS YCIOBHTA 3a TIpaBEeHE HAa OM3HEC Ce MTPOMEHHXA IPACTUIHO
C IUTHTAJM3AIMATA U TEXHOJIOTUYHHUTE TpoouBH. [IpoMeHuTe ca exenHeBue 3a GUPMHUTE U
OCHOBHHUTE M3BOJAM MPU KOHKYPEHIUATA B MHOTO CEKTOPH, BKIIOUUTEIIHO (PMHAHCOBHS Ca,
4e nmevessaT Obp30 aJanTUBHUTE, a HE TOJIKOBA TOJICMHUTE YYaCTHHUIM Ha nasapa. [ paHunmre
3a MpaBeHe Ha OM3HEC OT reorpad)Cko M CEKTOPHO €CTECTBO CE pa3MUBAT JOCTAaTHYHO HE
camMo TOpajy TEXHOJIOTMYHUTE MPOMEHH, HO M OT IJIeIHa TOYKa Ha Tiolanu3anusra Ha
JICJIOBUTE B3aMMOOTHOIIICHUs. JIMHaMIKaTa B KOHKypeHTHaTa cpejia - MHGOPMUPAHOCTTA U
cBoOofaTa Ha KIMCHTHTE Ja wu30upaT QupMa, KOSATO Ja YAOBICTBOPSBA TEXHUTE
noTpedHOocTH B cdepara Ha (PUHAHCOBUTE YCIYrM HajiaraT NpOMsSHAa Ha HayuHA Ha
(YHKIIMOHMPAHETO HA BCHUYKH (UPMH, KOUTO MMAT MPETCHIMUTE Ja OBJAT YCICIIHU.
[IpomsiHata Ha cTparerusitTa Ha Te3W (PUPMHU HM3UCKBA MHOTO TO-TOJISIMa T'bBKABOCT H
QJIANITUBHOCT, KOETO IIOCTaBs Ha JHEBEH peJ HEeOOXOJMMOCTTa OT HHCTPYMEHT 3a
CTpaTeru4ecKo MIaHUPaHe, aKTyaIn3aIusaTa CIpsMO TPOMEHHUTE B Cpe/iaTa U HEMPEeKbCHATO
U3MEpBaHE Ha Hampenbka [0 pealn3alusATa, KOeTO Hajara HeoOXOAMMOCTTa OT
MPAKTUYCCKU WHCTPYMEHT, KOMTO Ja ToJAIoMara KOMIIAHWHMTE B M3IBIHCHHE HAa TE3HU

3aJIa4u.

JeiiBun Hopreh 1 Po6bpt Kannan®® usriesxa, ue HaMupaT NOAXOAAMIOTO PEIEHNE Ha Ta3H

3ajJada paBpa6OTBaﬁKH IMPAKTUYICCKH MCTOJ 3a CTPATCTHUYCCKO INUIAHUPAHC WM HU3MCPBAHC

33 Karutan, P C u Hopreh, I1 /I, banancupana cuctema ot mnokasatenu 3a epexktuBHocT. Kak ma
npeBbpHEM cTparerusita B neiicteue, Kimacuka u Ctun, Codus, ISBN 954-9964-89-2, 2005
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HampeabKa 10 peaju3alusaTa Ha CTpaTerusITa ype3 CTpaTernyecky KapTu U OalaHCUpaHU
CUCTEMHM OT IOKa3aTeNId 3a €()eKTUBHOCT, KOUTO ca anpoOupanu BbB (PUPMU OT pa3InyHU
CEeKTOpPH Ha MKOHOMMKATa, MpUjaraiy pa3jiuyHu CTpAaTeruyd U HaMHpAIlX ce B pa3nyHa

(aza oT CBOETO pa3BUTHE.

CrpaTternyeckure KapTH ca MHCTPYMEHT, KOWTO yCIsBa Ja KOMOWHHMpA Ha MPbBB IMOIJIE]
NPOTUBOPEYAIN CH aKUEHTH B CTPATErMUECKUTE EeJIM Ha (pUPMUTE KaTO HapacTBaHE Ha
IIPUXOANTE U OTPAaHMYABAHE HA PA3XOAUTE WM KPATKOCPOYHM U IABJITOCPOUYHU AKLIEHTU B
ctparerusTa. OT Apyra cTpaHa, CTpaTerH4ecKUTe KapTu 0OBbP3BAT PA3IMYHUTE ACIIEKTH Ha
CTpaTerusita Karo (PUMHAHCH, MApKETUHT, OpraHU3alus, YOBEUIKH PECYpPCH 4Ype3 MEpKH,
KOHUTO CE€ B3eMaT BbB BCAKO €IHO HAINPAaBJICHUE, 3a J1a CE ITOCTUraT HaOENsI3aHUTE LIeJU B
CJIEZIBAIIOTO Ype3 INPUUYMHHO-CIEICTBEHU BpPB3KM Mexay TAX. KomOuHupanero Ha
CTpaTernyeckara Kapra ¢ OaJlaHCHpaHUTE CHCTEMHU IOKa3aTeld 3a €(PEKTHUBHOCT JaBa
ISUTOCTHO PEIIeHHE He caMo 3a pa3paboTBaHETO Ha HOBA CTpaTerus, HO U Ha U3MEPBaHEe Ha
HalpebKa 10 peanu3alusaTa i, 3a Aa c€ B3eMaT KOPEKTUBHHM MEPKH NPU OTKIOHEHHUS OT

HU3IIBJIHCHUCTO.

Pa3pabGoTrBaneTo Ha cTparermuecka kapra W OajaHCHpaHa cHCTeMa OT TOKa3aTelnH 3a
e(eKTUBHOCT € MOIIHO OpBXKHE B KOHKYpEHTHATa HaJIpeBapa B JHENIHO Bpeme. B
pa3pabOTBaHETO ¥ Clie/IBa J1a Y4acTBAT BCUUKHU CIY>KUTEIN U MEHUDKBPU Ha KOMIIAHUSTA C
1IeJ1 OCh3HABAHE Ha CBOSITA POJIA U MPUHOC KbM U3MbIIHEHHE Ha cTparerudara. [loakpenara
Ha IeUs MEHUKMBHT 3a pa3paO0TBAHETO M MPHUJIAraHETO Ha CTpaTernyeckara Kapra e
3aIBJDKUTETHO YCIIOBHS 3a HeuHus ycnex. Cucremara 3a OIEHKa Ha MEpCOHAla U
CTUMYJHUpPAHE HA NPEJICTAaBIHETO clie/[Ba Aa Obe 00Bbp3aHa ¢ HAMpeabKa M0 peann3anusara
Ha CTPATETHsITA, 32 1a Oh/IaT BCUYKHU CIY>)KHTEITN M MEHUHKBbPU B KOMIIAHUATA 0OCIMHEHU B

YCUITUSITA, YCTICUTHO TPaHC(HOPMUPAUKH CTPATETHTA B ©KETHEBHHU ONEPATUBHU 3a/1a4H.
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Tpeta rs1aBa. CTpaTern4eckd KapTy 4 6a/laHCMPaHU CUCTEMH OT NOKa3aTeJsIM 3a
e$eKTUBHOCT KaTO HHCTPYMEHT 3a Pa3BUTHETO HA YOBEULIKUTE PeCcypcu B

0aHKOBa HHCTUTYIOHUA U 3dCTPAX0OBATE/IHA KOMIIAHUA

3.1. KpaTka xapakTepHCTHKA HA Pa3BUTHETO HA 0AHKOBHS M 3aCTPAX0BATETHUS

cexTop B buarapus 3a nepuoga 2010 - 2020 roguna

3.1.1. KpaTka xapakTepucTHKA HA pa3BUTHETO HA OaHKOBUsI ceKkTOp B bbharapus 3a

nepuoaa 2010 - 2020 roquna

[IpencraBen e ananu3 Ha OaHKOBaTa cucTeMa 3a nocieqaute 10 ronuHu, KbJETO ce BUKAAT
OTUETJIMBO HAMaJICHWE JEIbT HAa HETHUTE JIMXBeHHU mpuxomu ¢ 15% (ot 75% na 64%) 3a
CMETKa Ha YBEITMYCHHUS JIsUT Ha MPUXOUTE OT Takcu U komucuonu ¢ 20% (ot 21% Ha 25%)).
Te3u mpomeHu ca sCEH MHAMKATOP 3a MpOMsHA Ha OM3HEC cpeaara, KOSITO M3BEXKIa Ha
MPEJICH TUIaH Ba)XKHOCTTA HA PAa3BUTHETO HA OM3HEC B3aMMOOTHOIICHUETO C KIMEHTUTE U
MpejJiaraHe Ha MoBeYe M MO-100pU MPOAYKTH YAOBICTBOPSABAIIM HYXIUTE UM. ToBa Ou
MOTIJIO Jla C€ CIy4yd camMoO akKo OaHKUTE WHBECTUpPAT B CBOUTE CIYXKUTEIU, KOUTO [a
MOJIy4aBaT aJeKBAaTHW HAa HOBUTE YCIIOBUS OOydYeHHs, N1a pa3paboTBar Mo-eeKTUBHU
MPOLICAYPU U TIPUBJIEKATEIHU MPOJYKTH, HOBU AUCTPUOYIIMOHHU KaHAIIM, 32 Ja MOraT Jia
HaBJIA3aT B HOBUTE HUIIK. CHOTBETHO B pa3XxoJHaTa 4acT MOJXKE Ja C€ BUJU YBEIMUYEHUE C
29% B aOCOMIOTEH pa3Mep Ha pa3XxoJuTe 3a pabOTHU 3amiaTu (B OTHOCUTEITHO U3MEpEHUe
ce yBenuuaBa aenbT UM ¢ 27% ot 37% Ha 46%). Tyk cnensa aa oT4eTeM HaMaJ€HUETO
OpoiikaTa Ha CIY)XUTEJIHUTE CIlieJ] MHOTOKPATHUTE CIWBAHHUS M ONTHUMH3AIUH, KOETO Ce
BIDKJAa OT HAMAJICHUETO HA aJIMUHUCTPATUBHUTE pa3xou ¢ 23% 3a pasriexaaHusi NEpuo.
B 006006menne MoxxeM J1a 3aKIIFOYUM, Y€ TIPEJIBU]I IPOMEHETE B OU3HEC YCIOBUS, OAaHKUTE
MIPOMEHST CBOsI OM3HEC MOJICIT U 3aCHJIBAT 3HAYCHUETO HAa YOBEIIKHUS (PAKTOP KaTO OCHOBEH

JBATATEJ HA Pa3BUTUETO U F€HEPATOP HA KOHKYPEHTHO IIPEAUMCTBO.
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3.1.2. KpaTrka XapakTepHMCTHKAa Ha Pa3BUTHETO HAa 3aCTPAXOBATEJHHUS CEKTOP B

buarapus 3a nepuoaa 2010 - 2020 roguna

Oowo3actpaxoBaTenHus nasap B beiarapus e foMuHMpaH OT aBTOMOOMIIHOTO 3aCTPAaXOBAaHE,
YUITO AU B IPEMUITHUS Npuxo] € okojo 70% M KOHKYpEeHIUATa MEXAY KOMIAaHUUTE Ce
BOAM MPEJUMHO Ha 1IeHOBa 0a3a. ToBa orpaHnyaBa JI0XOAHOCTTA HA KOMIIAHUUTE, OCOOEHO
Ha Te3U, KOUTO aKLUEHTHpAT Ha 3acTpaxoBKa ,,I'pakaaHcka orroBopHocT Ha MIIC*, yusaro
3aJIBJDKATEIHOCT MpEArosara onpeieiaeH colfalleH eleMeHT Ha LeHara . ToBa oT cBos
CTpaHa OrpaHMYaBa Bb3MOKHOCTTA 3a [1a3apHO LIEHOOOpa3yBaHe, KOeTO Ja BKIIOUYM BCUUKU
KOMIIOHEHTH Ha cebecToitHocTTa . Ta3u ce0ecTOMHOCT HapacTBa MOMBIHUTEIHO Mpe3
MOCJIEIHUTE HAKOJIKO TOAMHHU MOPaJiy YBEIMYAaBAaHETO HA Pa3XO0AUTE 3a U3IUIAIAHe Ha IIETH
M0 3acCTpPaxoBKU ,,I'paxknaHcka oTroBopHocT Ha MIIC* Ha aBTOMOOWIM, KOMTO ce€
YIOpaBIABaT B APYTU IbP’KABU CE€ YBEIMYMIU C€ JPACTUYHO, BKIIOYUTEIHO M OMUTHUTE 32

3aCTPaxoOBaTC/IHU U3MAaMU.

OT cBOA cTpaHa Ta3u crHeuM@uKka Ha IMazapa HU HMa CBOSI OTHEYaThbK BBPXY
BB3BPBIIIAEMOCTTA Ha KamuTaja Ha ollio3acTpaxoBaTesiHus cekTop 3a nepuoaa 2010-2020
rofiMHa, KaTo CpeaHuaT pasmep € 8.2% roaumHo>*, HO MMa TroJMHa ¢ OTPHUIATENHA
BB3BPBIAEMOCT U TaKuBa ¢ 1o 5%, KOETO MOKa3Ba TOJIIMa BOJIATHITHOCT HA IOXOIHOCTTA

Ha CEKTopa.

3.2. Crparermyecka KapTa Ha OpraHu3anusi OoT 0OaHKOBUSI CEKTOP B 4YacTTa Ha

O0aHkupaHe Ha Ape0HO (PU3HYECKH JIMLA U KIHEHTH MATbK OM3Hec).

[IpoMsHaTa Ha ma3apHUTE YCJIOBUS C HACTBhIBAaHETO Ha Kpusarta oT 2008 roxnHa HalIoXu
MHOTO JIpPaCTUYHU [TPOMEHU Ha CTPATETUUTE HA Pa3IUYHUTE OaHKH, 0COOCHO Ha T€3U KOUTO
0s1xa MIaHupaIy aKTUBHA €KCTIaH3Ms KaTo HaBJIM3aHE B MACOBHUS CETMEHT Ype3 pasrphlllaHe
Ha AUCTpuOynHOHHHUTE KaHaiau. OuYakBaHOTO BIIOIIABaHE KAa4eCTBOTO HA KPEAUTUTE B

CCIrMCHTA 621HKI/IpaHe Ha z:pe6Ho HAJIOKM HACOUYBAHC KbM IIO-CUI'YpHH IIPOAYKTH,

34 https:/lwww.fsc.bg/bg/pazari/zastrahovatelen-pazar/statistika/obshto-zastrahovane/
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IpeylaraHd Ha KIUMEHTH C [0-YCTOMYMBM Ha Kpu3aTa HpoQpecuH, T.e. I0-BHCOK
oOpaszoBarenen craryc. CHOTBETHO HOBaTa CTpaTeTHsi M CTpaTermyeckara KapTa Ha
opranu3zanus oT 0aHKOBUS CEKTOP B YacTTa OaHKMpaHe Ha ApeOHO Mperonara pa3BUTue Ha
pa3IMYHU MPOAYKTH, C PA3NUYHH XapaKTEPHCTUKH, pa3paboTBaHETO M TIpoaaxbdara Ha
KOUTO H3HMCKBAaT HOBM 3HAHUS M YMEHUS Yy CIYXUTEIUTE B IEHTPAJIHO YIPABIECHUE U
KJIoHOBaTa Mpexka. [lonbopbr, 00ydeHHMETO, 3aqbpKAHETO U MOTHBALMITa CHOTBETHO

cJcaBalic ga CC MpoOMCHAT, 3a 1a CC OCUT'YpH Oasara 3a pcain3anysa Ha HOBAaTa CTPATCTUA.

MNmMenno Ta3u HoBa CTpaTerus HaMupa u3pas B IpCACTaBCHATA I10-A0JYy CTPATCTUUCCKA KapTa

U HEelHaTa IIeTaﬁJIPBaI.[HiI B PAa3JIMYHUTC HAIIPpABJICHUA.

CrparermMyecka KapTta Ha 6aHKa — 6usHec AimMHuA baHKkupaHe Ha apebHo
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CrpaTternuyecka Kaprta — HanpasneHue BbrpewHn 6uMsHec npouecu

[ 1. Dm0 ane 153 MOJLEN A Basinmpane wa ApeGeo, {
PaspalGorsnse DOOUSAYPS M UfaK 33 pedeprpans na
ChmRpnimn Mesly Duamec N 2008 KopnopaTwano
|_mmymare memmmeﬂusmcmn )
{ 2 RSBEIARIE M KAWENCTC | PaspaBortuaie wa HOOK PO B KAOHOSETE Ha Gankata |
‘k OpnekTHpaH 2010 Opranwsaw, b : 33 NPEAOCTANNIAE IThAEH uado:::: Npoay«Ts =3 J
& > - ' b ORSAROVtrlS At Y .
{ { P €, %ar1o ce habmoaies |
‘ 3, Kanuépona:: " 2009 Bl Opraksaaimns ’ P nps
¢ - - i) V) > \. MORAWTH, KANTO 1 M3BBOUIBIHE Hd TRAHCHAIA 4
N & TIPOEXTRHT @ NOA NPRRO HAGTIOAEHNE 13 DPIMLHA W
1 CAMILD 3 OCHORH TS 2010/2011 M1, 64 FMEHOC IDEHATA YHACTRAT I IM3ARHA 153 KODMTE J
xcurnuaA - 5 TIDAYKT. IROULCH ¥ TRCTRIHETO M3 CHETOMATE
[ 5. Brsempane i moso l ( [ Busewpakero Tpating A3 crase wa Ga3a Ha wonaTa ]
| NPRAOMERIE 33 OM-NaRN | 2010/2011 W1, 64 ocuonia W cacTema J
™ { _' Mecesaio na Ma
6. THRrOBCHN MOKMTOPHMT 2009 (31} & € " Man
G A A TS 5 = > ngze_c.;wzocmmmwouwe durienocm
7. BHeAQaBane Wa MOARN 33 Braewgane va uoo MOAEN ¥A PABoTa C KAMeHTATE 33 |
YOPARASHAD HA DPLINM 201042011 Opraviedaan, BJL $ M3 HPBETOCNM N et
> MIATHTHTE € HOBSTA WT C-Ma . [ np AHE Ha HONOPATIERW KAMEHTH, $OMTO I3 1
B CT3pTHRAHN NPOTPIMS 33 2011 , BJL Kopnopamnka NPEAOCTANAT ONPEAR ARSI TLRISOCKA DTCTINNA 33
Sankmpanie, U | npuresarens uawapruuabamara
( NOATOP HA ADCTABNMI 33 IPOAARHA HA A0DSIMAHM
2010 BV ROCTREMMN, Ea ' 1IPOAYKTM, KINTO K TE A3 1f Ha TEX i |
- DaNMTE < ) | Sauuonmn racna
[ 10. Byaw! an | { .
'lmmo mu::am umn; 2010 y Pricw, B Paspaorsane wi CHCTEMATa Ha Ga3a wa Gpos gum J
B HOA. ot | &Wu.mumvaum_
[ 11, BUBRMAAHE 13 CROPMMT IN 031 N Puck, B, MT ‘ " “apraa Ha Hp
" i A
1 [ YeTanon 1 D B
Meép_l e ) oA e g oin i hiahid
( (i
- Bhsemmare Ha L 2010 I &2, Prex lnu S0eH0 15 b n

. mmawuuo W3 Oﬂ-ﬂi 3 “ ka)l(l Wi HapTwTe 3a

14 NOAOGEABIHE KAPTOBRTE ‘ 2010

(ry e LM Ond 3 N1 C T

6L WT, Kaprom ataen

DELHABANC MOSA S S

Crparernyecka kKapra — HanpasneHue lNo3HaHuA U pa3suTue

N3 CTap
npwmm QOYNEHNSA, KANTO uomﬂmﬁnm TaNMBa,

TRseacceig HP. 6 J A AR CF NOCTIATHE WACOMA CTENRH HA WANSSTCHA J
- YAOUMTBOPEHOCT W IDOLawdn
1. IPOAYRTORO 1 RAREMTICKK —
OPHEHTMPAND oy, mow ; Obyuenne 8 ynpa 1w
n PO Ha cy [mw ] [""m J[ " A m-umm J
Uy ua & "
nmmmmmmmﬂmmn
e e, AL K e B HORMT PONN ¥ APOLDTH 1
\ / nmemwm:—
. . o
FBBERINE S CTMNTY AR TP DOCTHEEHE bea Doty ITTate,
2. TIPABSIWERIHE W S3ALPRGEHE 33 Or 2009 J e, 6a1 J t
X DPHEDEH THT, KaKTO W oy Bowmo npussame 1a
ICOND KBRNMSMUMPIIN Kaapn OCTORRMD ) ’ -
\ Y\ W pew .
g ( " ropmuma amcrawmua.._ v "
3. BUDEMAAHO Ha CHCTEMS 23 O 2010 9P THS Wany.
CTYMY ngrina MOCTORRMY -8R unmmmmmnmmo
o 7\ J npeactapnme
N\
AL CTHAY NIAHE M EXAONITA ARSI Ha COMMATPN DARTOP NpM FAZARAHE 14
palora UEARTE, AN O M HPLCTOCENM e AN MERULY S8eHITS
5. Ye Ty nys 43 noc peay ia
IYDTYPO. OPRMINENS m-r.aymm

Craprapane i cay € 80% OF cpeaMaTa 3a

1 @, MATO DM 1IN, i "
100% e nosmysasar ouwe 205, & 0pst npedsithimenne o1
120% ce nonyvasar ole 20% 20 12006 o1 cpeamoTo Ha

33

6. Buemm A PRENER CHCTEMS

Ha 3AMAANe C Duncrpani BOY or
MASIPHHTE Wi W owe a0 A0% nps
ROCTRIANE 13 1205 07 aimre

33



3.3. Baﬂaﬂcnpaﬂa CUCTEeMa OT NoKa3aTejiln 3a e(l)eKTI/IBHOCT Ha opraHmsaunusi oT

0AaHKOBHUS CEKTOP B YACTTa HA OaHKHUPaHe HA IPe0HO

Cucremara ot 6aﬂaHCI/IpaHI/I IIOKa3aTCJIn 3a e(beKTI/IBHOCT cC C’BO6p33}IBa C HOBATa CTpPATCrusia
IO OTHOIMICHUC U3MCPBAHCTO HAIIPCABKA 11O pCajin3auunsara B Pa3IMIHUTC HAITPABJIICHUA —
(1)I/IHaHCOBO, OTHOHICHUC C KIIMCHTUTC, BbTPCIITHU Ous3Hec MpouecCHu U MO3HAHUA U PA3BUTHUC.
B yacrtra Ha YoBEIIKUTE pecypcH € BaXXHO Ja C€ NPOMCHH MNOBCIACHHUCTO Ha CIIY)KHUTCIINTE,
KOUTO Ca€aBa Ja 6’BI[aT AKTUBHU B THbPCCHCTO HA KIIMCHTH, a4 [da HC Pa3dynuTaT HAa MaCUpPaHU

PCKIIaMHHU KaMIIaHWH, KOUTO Aa KapaT KIMCHTUTC CaMU J1d BJIM3AaT B KIIOHOBCTC.

[TocTurHAaTH pPE3yATaTH OT pean3alusaTa Ha cTpaTeruuecka KapTa u OaJlaHCUpaHe CUCTeMa
OT TIOKa3aTenu 3a e(pEeKTUBHOCT B HANpaBJeHHE OaHKMpaHE Ha APeOHO B OpraHU3aIUs OT
OaHKOBUS CEKTOpP MOKa3BaT €()eKTUBHOCTTA HA BHBEXKIAHETO UM 3a TPH T'OJUIICH TTEPHO.T
MIPY TTOCTHTHATH YBEJIWYCHHUE HA MAa3apHUTE JSUIOBE HAa PA3IUYHUTE KPSAUTHH TOPTHEHIN
MEX/Iy JIBa U YETUPH ITbTH, TIPU BUCOKO KAYECTBO 32 KOETO MOXKE JIa C€ MOTBBP/IU OT PaKTa,
4ye BCUYKU KPEAUTHU MOPTQEIM ce mpojiaaoxa HajJl HOMUHAIHATA UM CTOWHOCT 4 TOJIUHU
MO-KbCHO Ha Tpu JApyru Oanku. OCBEH TOBA, JIETBT HA KPEAUTHTE OAaHKUpaHE HA APEOHO B
oOmrus nmoptdeiin Ha 6aHkaTta ce yBenuuu oT 16% 1o 46%, a GaHkupaHe Ha APeOHO crieuenu

JIBE€ Harpaau 3a NpoaykT Ha roauHata npex 2011 u 2012.

W3BonuTe, KOMTO ca HAIIPaBEHHU OT BHBEXKIAHETO HA KapTaTa M OajlaHCUPAaHUTE CUCTEMH OT
mokazaTend MoraT Ja ce OOOOMIAT, 4Ye OIpeNelIeHO TO3M MOJAET € MHOTO e(eKTUBEH
MHCTPYMEHT 3a CTPaTErMyecKo IUIaHUpaHE MPU KOMIIAHUM B MPEX0J], ako Ob/e BbBEICH
METOJMYECKH MIPABUIIHO U BCUUKH JCHHOCTH B Pa3IMYHUTE HAIPaBJICHHUsS OMBAT OOBbpP3aHU
C NMPUYUHHO-CJIEICTBEHH BPB3KH, a MPU OTUYWTAHE HEHM3I'BJIHEHHE Ha TOKa3aTelIHuTe 3a
e(peKTUBHOCT ce HaOeNsI3BaT U MpHUJIaraT CBOEBPEMEHHO KOMIIeHcHupamuy Mepku. CreniBa na
0TOENEKHUM ChIIO0, Y€ BBBEKIAHETO HA CTpaTerMyecka Kapra M OajaHCUpaHa CHCTEMA OT
NIOKa3aTesu 3a €PEeKTUBHOCT B €/1HAa OTPAHNYEHA YacT Ha KOMIIAHUATA, 0e3 ]a UMa II'bJIHATa
MOJIKpEeTa Ha LEJIUsl BUCII MEHHJKMBHT HE /1aBa Bb3MOXKHOCT 3a Pa3rpblaHe Ha LEIUs

NoTeHuMaa Ha Moaena. Hemo IMOBCYC, IIpHU I10ABATA HA CTPATCTUYCCKHU LCJIN OT II0-BHUCOK
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TOPSITBK, HIKOW OT IPHOPUTETUTE, 3a/1aJICHH B KapTaTa OTUBAT Ha I10-3aJICH IJIaH, KAKbBTO
€ ciIy4asT ¢ BbBeXJaHeTo Ha HoBa ocHOBHa WMT cucrtema, korato € MpOEKT Ha HHUBO
OankoBarta rpyna B ciy4das. M mocienHo, HO He TI0 3HAYCHHE, MOTHUBAIIMSTA HA CITYKUTEITUTE
OT BCUYKM 3BEHa B OaHKaTa clie/ia Ja ObJaT OOBBbpP3aHU C U3MBIHEHHETO Ha LIEIUTE,
3aJI0KEHU B CTpAaTEruyecKaTa Kapra, 3a Jia Ce MOJy4Yd CUHEPTUYHUAT €(eKT OT 00eTMHSIBAHE

Ha YCUJIHATA UM.

3.4. U3rpaxnaHe Ha CTpaTernyecka KapTa Ha 00110 3aCTPAX0OBAaTeTHA KOMIAHHUS

Crpaternyeckara KapTa, KOSTO € IIPEICTaBEHA € TOYHO HA TaKbB THII KOMITAaHUS, KOSITO CU €
MOCTaBMJIA 32 IEJI Ja YBEJIUYH Jesia Ha JOOPOBOJIHUTE 3aCTPaxoBKU (M3BBH ,,I paxknaHcka
orroopHocT Ha MIIC*), Koero OT cBOsA CTpaHa Npearnoyiara 3acWIBaHE Ha JPYTruTe
IOPOAYKTH KAaTO CTOMHOCT M HU3KUBSBAaHE 3a KIMEHTA, MPOMSHA Ha MPOLEAypUTE U
TUCTPUOYLIMOHHUTE KaHaJIM, KATO BCUYKO TOBA 3aBUCH IPEIMMHO OT HATPYIIBaHE HA HOBU
3HAHMS U YMEHHs, B TOJsIMA CTENEH 4Ype3 €KCIEPTU OTBBH, 3a J]a C€ HKOHOMHCA BpEME OT
MOCTETIEHHOTO U 0aBHOTO My TpyIlaHe B KoMNaHUsATa. EfHaTa oT HacoOKUTE 3a MPOMSIHA € U
HaBJIM3aHE B HOBM Ma3apH, KbJAETO THPCEHETO Ha NPOAYKTH H3BbH aBTOMOOUIIHOTO
3acTpaxoBaHe € MOo-TojasAMo. Ta3u MHUIMAaTUBA U3UCKBA CHILO HAEMAHE U TPYNAaHE Ha OMUT
Ha MEXAYHapOJHHU Ma3apu, Ha 0Oaza Ha NpPELU3EH aHAIU3 Ha KOHKPETHUS Mas3ap IO
pa3IMYHUTE NPOAYKTH KAaTO MPEMHUEH NPUXO0J, KBOTA HA IIETUMOCT, CUCTEMH 3a OLIEHKA U
ylpaBjieHuEe Ha PUCKA, MECTHU CTpATerHyecKd MapTHHOPU U T.H. TBHPCEHUAT NMPOIYKTOB
MHUKC U3HUCKBa OT CBOSI CTpaHa M34epIaTeIHO U3YMCIEHNE HAa JOXOJHOCTTA Ha BCEKU €UH
MPOAYKT (MPUXOAN MUHYC AUPEKTHU U MHAMPEKTHU Pa3XxoJH), 3a J1a ce KAJIKYJIUpa KaKbB
MPOYKTOB MHKC, peaju3upaH npe3 KakBa JUCTpUOYIIMOHHA MpeXa I11e OCUTYpHU ThpceHaTa

BB3BPHIIACMOCT HAa KalluTaJla CJIC/ 5 T'OAWHH.

Hosara ctparerns HamMmpa wu3pa3 B CTpaTeryyeckara Kapra M JAeTaliin3aunusara U B

OTACIHUTC HAIIPABJICHUA IIPCACTABCHU I10-A0JIY:
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Crparernyecka Kapra Ha 3acTpaxoBaTtesiHa KOMNaHuA — 06I.l.l, nperneg
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Crparteruyecka Kapra — HanpasneHue BbTpewHn 6usHec npouecu
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3.5. Baﬂaﬂcnpaﬂa CHCTEeMa OT INoKa3aTe/JIl 3a e(l)eKTl/IBHOCT Ha opraHu3anms oOT

00111032CTPAXOBATETHHUSI CEKTOP

banancupanara cucreMa OT oKa3aTeiu 3a e(peKTUBHOCT cie/lBa pa3paboTeHaTa CTpaTerus,
KaTO OCHOBHUTE 1 U3MEPUTEIHU B YACTTa HA (PUHAHCUTE Ca BB3BPBIIAEMOCT Ha KanuTasia, B
yacTTa Ha B3aMMOOTHOIIEHHME C KJIMEHTHTE ca MPOAYKTOB M JIUCTPUOYIMOHEH MHKC,
KOE(UIIMEHTH Ha KPBbCTOCAHU MPOJAXKHU U [Jp., @ BbB BBTPELIHM OWU3HEC MPOLECU
pa3paboTBaHEe Ha HOBM MPOJIYKTH, [IpaBuja U MOJIUTHKH, KOUTO Ja MO3BOJISIT HA KOMITAHUATA
Jla peajusupa IJIaHUpaHUTe Npoaaxou. B HanpaBineHne no3HaHUs U pa3BUTHE ce HAOJsAra
Ha OCUTYpsIBaHE Ha EKCIEepTH, KOMTO MMAaT 3HAHHATa W ONUTA Ja Peau3UpaT BCHUUKH
BBTPEIIHN IPOMEHU 32 HABJIM3aHE B HOBUTE Ma3apHU CEIMEHTU. AKLEHTHT OT OllepaTHBHA
e(eKTUBHOCT MpH NpoAax0aTa U yNpaBJIEHUETO Ha PUCKA B aBTOMOOMIHOTO 3aCTpaxoBaHe
Ce Haco4Ba B IIOCOKA aKyMyJIMpAaHE M NpWIaraHe Ha HOBOTO 3HAHUE, a IIPH areHTUTE OT
oOciy’)kBaHE Ha €IHO 3aKOHOBO Je(UHHPAHO TBPCEHE Ha OIpENIeNeH MPOIYKT
(,,I'paxxnancka orroBopHoct Ha MIIC*) Bns3no mpe3 Bparata Ha oduca KbM MO3HaBaHE
HY)KIUTE Ha KIWEHTUTE U IpeAJIaraHe Ha LSJIOCTHU pEUIeHMs 3a TIX, KaTo KIMEHTHUTE
aKTUBHO C€ ThPCAT U3BbH oducure. Mnu kazaHo mo Apyr HauMH, CIYKUTEIUTE CIE/Ba Aa
U3BBPBAT BT OT (PYHKIMOHATIHO OPHUEHTUPaHU (0OCIYKBaT KIMEHTUTE, BIIE3IH B oduca
UM), Tpe3 NpoAaKOEHO OPUEHTHpPAHU (AaKTUBHO HAMUPAT KIMEHTH 32 MPOIYKTUTE, KOUTO
MMaT) 70 KJIMEHTCKU OPUEHTUPAHU (MACHTUPUIUPAT HYKAUTE Ha KIMEHTUTE U MpejJiaraT

MOIXOIAIIA KOMOMHAIIHS OT POAYKTH 32 THX).

3.6. IlpeamocTaBKH 3a YCHENIHOTO M3MOJ3BaHE HA CTpaTernyecka KapTa M
0aJJaHCHpPaHa CHCTeMA OT NOKAa3aTeJM 32 ePeKTHBHOCT IPU KOMIIAHUM OT GUHAHCOBUS

CEKTOp

OCHOBHUTE TPEANOCTaBKH 3a BBBEXKIAHETO Ha CTpPATETMYECKH KapTH W OalaHCUPaHU
CHUCTEMHU OT TOKa3zaTesn 32 €(EeKTUBHOCT Clie[IBa Ja C€ UMaT MPEABUJ HSIKOJIKO OCHOBHU

MOMCHTA IIpH IIpHUJIaraneTo UM B OPraHu3aluuTeC OT (bHHaHCOBaTa cq)epa:
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1. Teopusita u npakTUKaTa B Ta3U HACOKA HE ca OCOOCHO MOMYJISPHU Ha HAIIMS Ta3ap,
KaKTO W JIOpHM B HSIKOU eBporeiicku cTpykrypu. CienBa ga Obae AoOpe oOsicHEeHa
METOJIMKATa, OrpaHUYECHUSITA, OYaKBaHUTE €()EeKTH U HEOOXOAMMHTE NPEINOCTaBKU 3a
ycriexa MpH BbBEKIAHETO i B IPAKTHKATA.

2. BwBexmaneTo Ha KapTa Ha OTIEITHO 3BEHO B €JHA KOMITaHUs, 0€3 Ja UMa TBbpAaTa u
peayiHa MoJIKperna Ha OcTaHajaTa 4acT U MEHU)KMbHTA OU JoBena Ja yacTHueH edekrt. B
nafeHus cliydail ¢ OaHKupaHe Ha JpeOHO Ha OpraHu3anus OT OAHKOBHS CEKTOp HellaTa ca
CpabOTHIIM TTOPaJ MOJYMHEHOCTTA Ha €IMH MEHUKbp OaHKMpaHe Ha IpeOHO U orepauu
u O0ex odpuc ¢QyHKIMH, KaTo BTOpara Ipyla CIYKHUTEIU MpUeMaT Te3u HPUOPHUTETH
aJIMUHHCTPATUBHO.

3. [TocTposiBaHeTO Ha cTpaTernueckaTa KaprTa clie[Ba Ja BKIII0OYBA YCHIIHATA M TPHHOCA
Ha IETHUs BHUCII M CPEIeH MEHUIKMBHT, KaKTO M HIESITa 3a TOJE3HOCTTa W Ja Oble
,IIPOJIajieHa” Ha OCTaHAJIUTE YWICHOBE HA €KUIIUTE KaTO UM ObJie TTOKa3aHa POJIsiTa Ha BCSIKO
3BEHO B TIOCTUTAHETO Ha 00IIaTa e, KAKTO ¥ Ha HHIANBUAYTHUTE TakuBa. OCOOEHO BaXKHO
€ Tpell WICHOBETE Ha eKUIUTE Ja ObJe MOKa3aHa OCBEH OCHOBHATA I1€J HAa KOMIIAHUSTA,
MSCTOTO/TIPUHOCA Ha BCEKU €KHII, Jla Ce TI0OKa3Ba Ha peloBHa 0a3a (3 meceria) HampebKa 1o
W3IBJTHEHUETO HA CTPATETHsITa, KOETO JaBa YCEIIAHETO Y CIIYXHUTEIUTE, Y€ BUCIIUAT
MEHH/DKMBHT 3Hae KaKBO CJIE/Ba Jla CE€ HANpaBU M CIEBa HEOTKIOHHO IIENTa, KOSTO €
3a/lajieHa.

4, duHAHCOBUTE 1IETH CJIe/BA J1a ObJIaT PEATMCTUYHH MPEIBU] CPETHUTE CTOMHOCTH U
TE3W Ha BOJCIIMTE KOMITAHUH Ha Ia3zapa, KaTo IEIUTE 3a CJe] 5 TOMUHH CiieBa a ObaaT
Cbh0oOpa3eHu ¢ OUAKBAHMUTE MOKA3aTeNu 3a e 5 TOAUHN Ha KOHKYPEHTHUTE, a HE C Te3H OT
0a3oBara roguHa. Te3u mokasaTenu Hal-00II0 MOTaT Jia Ce€ ONMUIIAT KAaTO BBH3BPBIIAEMOCT
Ha KamnuTaja, KOsATO Jla ce JEeKOMIIO3UpaT Ha TOJIENH 3a MOCTUraHe Ha 00eMu, CIIpe1oBe
(HeTeH A0X0/1) U pa3xo/aHa YacT (ChOTHOIICHHUE Pa3XOu/TIPUXOIN).

5. Hampasrienue oTHOIIEHUS ¢ KJIMEHTUTE CJe/Ba Ja ce ChboOpa3u ¢ MOTEHIMala Ha
CHOTBETHATA Ma3apHa HUIIA KaTo 00eM M JOXOM, KaTO C€ MMa MPEABH] KOU CHIIHU CTPaHU
KJIMEHTHUTE OT T€3U CErMEHTH ThPCHT, 3a J]a CE MPELIEHN JOKOJIKO TE€3H CUIIHU CTPAHU MOXKE

na ObaaT u3paboTeHH/ IIOCTUTHATH HA Pa3yMHA / HKOHOMUYECKH IIeJiechoOpa3Ha IeHa.
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6. B HampaBieHue BBTpEIIHUTE OM3HEC MPOIECH € BaXKHO Ja CE OIICHU KOS CTpaHa Ha
00cCIyBaHETO / MPO1ayKOEHUs MPOILIEC KAKBH pEOPraHU3alUU U3UCKBA, CIIPSMO CETallTHOTO
CBCTOSIHHE Ha HeIlaTa | Ja Ce M3MUIIe KOPEKTHO KaTo IIeJT 3a TI0JJ00peHne

7. [Tpu HampaBieHHETO MO3HAHMS U Pa3BUTHE CJENBA J1a c€ OOOCHOBE MPENEITHO SICHO
KaKBH YOBEIIKH PECYPCH ca HEOOXOIMMH HE CaMO B KPaTKOCPOYEH, HO U B ABITOCPOUCH
TUIaH, 3a JIa Ce MOCTUTHAT BCUYKH IIEITU M PeaTU3UPAT PEOPTaHU3aAIMOHHN MEPOTIPUSITHSL.

8. MoTuBanmoHHaTa CTpaHa Ha CTPATETHATA € OT M3KIIOYUTENHA Ba)KHOCT, HE CaMoO
KaTo (PMHAHCH, HO ¥ KaTO KaPHEPHO Pa3BUTHE, YECTHO TPETHUPAHE, CTUMYJIUPAHE 3a TOCMaHe
Ha OTrOBOPHOCT, WyBCTBO Ha OIICHSBAaHE HAa WHIWBUAYAIHUS MPHUHOC, M3TPAKIAHE HA
YyBCTBO Ha IPUHAJICKHOCT U UACHTU(DUITUPAHE C KOMITAHUSATA.

0. [TpruuHHO - CIeACTBEHUTE BPBH3KH HE OMXa MOTIIH Ja ce MapaMeTpU3upar ¢ rojasma
TOYHOCT, aKO BBHOOIIE € BH3MOKHO TOBA Jla CTaHE M YECTO CE€ MPABIT BPB3KH, KOUTO Ha
0asara Ha 37paBara JOTHKa ce Ioka3BaT. He € Bb3MOXKHO J1a CE MOJI3Ba BB BCUYKH CITy4an
MHOTO(AKTOPEH PETPEeCHOHEH aHaNM3, 3a Jla CE OMpeAeisaT (pakTopwTe, TSIXHATA CHIA U
M30CTaBaHE BbB BPEMETO Ha TSAXHOTO BB3JACHCTBHE MOPAIU JHIICA HA JIOCTaTHUHO JBJITU
YHCIIOBH PEITUIIH.

10.  OcobeHo BaxHO € Jla ce aHAIM3Upa JA00pe HarjacaTa Ha KIMEHTHTE OT ICJICBHUTE
Ma3apHd CETMEHTH KaKBO IICHST HAi-MHOTO — TMPOJIYKTOBO pa3HOOOpas3me, CKOpPOCT Ha
oOciyxBaHe, IieHa, MpodecnoHamHa KOHCYNTAluUs, yI0OCTBO, KIMEHTCKO HW3KMBSBAHE,
creanponax0OeHa moapbrKKa, THOBATUBHOCT Ha pemieHusTa u T.H. Ha ta3u 6a3a ce mpasu
CTIHCHK C OCHOBHH XapaKTEPUCTUKH, HAa KOUTO JIa OTTOBAps KIIMEHTCKaTa odepra, 3a 1a Ob1e
MOHE TOJIKOBA J100pa, KOJIKOTO Ta3u Ha KOHKypeHTHTE. BTOpHUAT ciMChK 1aBa MPaBUIIHOTO
MO3UIMOHUpaHe (audepeHmanms) ChpsMoO KOHKypeHTuTe. W gBara cmnmcbhka C
XapaKTEPUCTUKHU CleBa Aa ObJaT NPUOPUTU3UPAHU U MIPECTICIBAHN METOJUYECKH, KaTo ce
pa3paboTBaT MEPKH 3a TAXHOTO MOCTUTAHE.

11.  IIpaBHIHOTO CETMEHTHpaHE Ha KIUEHTHUTE CIOpPE JOXOAHOCTTA, KOATO BCEKU CIUH
CerMEHT HOCH Ha KOMITAHHUATA clieiBa ObJie HAMpaBEeHO MOAPOOHO M M3UEPIIATEIHO, 33 Ja
KaJIKyaupa (UHAHCOBUS €(PEKT, MPH IMOCTHTaHEe Ha IICJUTE, 3aJOKEHH B KIMEHTCKOTO

Hanpasieane. OCHOBEH HHCTPYMEHT 3a ToBa Moxke a 0b1e ABC ananu3za, B KOWTO OCBEH
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TUPEKTHUTE Pa3XOAH CJIENBA Jla c€ alIOKUpaAT U UHIUPEKTHUTE TaKMBa Ha 06a3a Ha U30paHu
cost drivers. [IpaBuiiHOTO UM M30MpaHe rapaHTUPa U MPABUIIHOTO U3YUCIIIBAHE HA HETHUS
edeKT OT BCEKH €IMH KIUEHT/CETMEHT, KOETO I€ C€ IOCTUTHE CcJeJ MpOoMsHa Ha
CTpPaTeTMUECKOTO YINpaBJICHHE Ha YOBCIIKUTE pPECYpCH, HalpaBeHaTa MpPOMsSHA Ha
BBTPEIIHUTE MPOLIECH U PECIIEKTUBHOTO YBEJIMYABAHE HA MIEHETPALIUATA B TO3U CETMEHT I11€
ce IMOCTHUTa U MOCTUTraHe Ha GUHAHCOBOTO HanpasieHue. HenpaBuiaHoTo nogdupane Ha COSt
drivers wiau Ha MO/IEN 3a U3YUCIIABaHE HA HETHATA JOXOAHOCT OT KJIUCHT/CErMEHT MOJXKE Ja
JIOBe/ie /10 HaMajsiBaHEe Ha HETHUS JI0XOJ Ha KOMITAHMSATA C Hampeabka IO IMOCTHUTaHe
HaIpebK MO CTPATETUSTA.

12. bamancupanaTta cucTeMa OT IOKa3aTelu clefBa na Obae A0Ope U3rpajeHa Karo
KOMOUMHAIIMS HAa W3MpEeBapBalld WHIAUKATOPU W TOCIEIBAllM TakuBa. BaxkHo € ma ce
OpraHu3upa MOTOKBT OT MH(pOpMaIKs, Taka Y€ MPOIECHT Ja HE W3MCKBA 3HAYUTEITHU
pa3xo/ii Ha PEeCypCH U BpeMe.

13. Ot wuBKIOUMTENHA BAXHOCT € Jla C€ aHalu3upa KakbB € TMepuoAdbT Ha
M3MIpeBapBalIUTe MOKa3aTeNH, 3a J1a C€ KOMIIEHCHPA BCSIKO €IHO OYaKBAHO M30CTABAHE OT

MIpEABAPUTEITHO 3a4aICHUTE TIEJIH, OIIE TIPEIU J1a Ce € CIYUUIIO.

B 1031 KOHTEKCT ca popmMynupaHu peauia NPakKTUUYECKH ChBETH 3a MOJA00p, 00ydeHue u
MOTHBHpaHE Ha JHUJIEPUTE B YCIOBUATA HA ChbBpeMEHHaTa Ou3Hec cpena. CucremMaTu3upar
Ce KJIIYOBHU MNPENOPBKA KbM KOMYHHUKAIMATAa Ha JUAEPUTE C BUCLIETO YIPABICHCKO
KOPIIOPaTUBHO  HMBO, BKIIOYHTEIHO  HAJ30pHUS  CHhBET/aKIMOHEpHUTE, C el
CUHXPOHHM3UPAHE Ha MO3UIMUTE UM 10 OTHOILIEHHE Ha padoTaTa Ha ChbOTBETHUTE PabOTHU
eKuIu 1 nuaepckute GyHkuuu. [locTuraneTo Ha eIHOMOCOYHA MPEleHKa 3a MOTeHI[Mala Ha
cpenara aBa Bb3MOXKHOCT 3a IOCTaBsIHE Ha HAIPETHATH, HO PEATMCTUYHM LIEIU, OKOJIO
KOUTO Ja ce OO0eIMHST BCUYKM 3BeHa B KommaHusTa. [lon3Bailku Te3um NpakTUYECKU
MOJIXOH, TUAepuTe Orxa MOTJIH Aa hopMupat paboTHA cpefia B €KUIa, KOSITO J1a JOTIPHHECE
3a U34Ba JIMYHOCTHUTE KAYECTBA, 3HAHUS, YMEHHUS U TAIAHTHU HA CIIY)KUTEJIUTE KATO OCHOBA

Ha yCTOMYHMBOTO KOHKYPEHTHO IIPEAUMCTBO HAa OPraHU3aLUATA.
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Ocsen CHCI_[I/I(bI/ILIHI/ITC MMpCAIIOCTAaBKM 3a YCIICIIHOTO pa3pa60TBaHe Ha CTPATCTUUCCKU KapTH
u 6aJIaHCI/IpaHI/I CHUCTCMH OT ITOKa3aTCJIk 3a C(beKTI/IBHOCT, KOUTO Ca AaaACHU B CBbOTBCTHUTC
pasaciiv U ABCTC IMIPAKTUYCCKH KapTHU, MOKCM d ,Z[O6aBI/IM 1 HAKOJIKO 06H_II/I IMpCAIIOCTaBKHU

3a YCIICHIHOTO UM IIpHJIaranc¢ B KOMIIaHHUU OT CI)I/IHaHCOBI/IH CCKTOp Ha B"bJIFapI/IHZ

1. B wu3paboTBaHeTO Ha CTpaTerMuecKUTe KapTh M OaJaHCUPAHUTE CUCTEMH OT
MIOKa3aTesH CIe/iBa J]a y4acTBAaT BCUUKH CIYKHUTEIU U MEHUKbPU Ha KOMITAHUSTA

2. Benuku MeHHDKBpH 00€IUHSBAT YCHIIMATA CH 3a pealu3alusaTa Ha CTpaTerusra,
BKJIIOYBAT YICHOBETE HAa EKUIIMTE CU, KaTO CIEAAT CTPUKTHO U3II'BIHEHUETO Ha 3aa/ICHUTE
WHAUKATOpY, AHAJIM3UPAT OTKIOHEHHATa M IpPH APACTUYHO DPA3MHHABAHE C IEJIIEBUTE
CTOHHOCTH B3UMaT KOPEKTUBHU MEPKH.

3. MaxkcumaiHo 100pH pe3yiTaTu AaBaT KapTUTe, KOUTO BKJIIOYBAT LisjaTa KOMIIAHUS,
HE caMo YacTH OT Hesl, 3aI10TO OTAEIHUTE 3BEHA Ca B3aMMOCBbP3aHU.

4, Cucremara 3a OlleHKa Ha TIPEJICTABSIHETO cleBa J1a Obie 00Bbp3aHa B HAOEISI3aHUTE
LEeJIH B CTpaTernyeckara KapTa U MOCTUTAHETO LIEJTUTE 32 MHIAUKATOPUTE B OajlaHCHpaHUTE
CUCTEMH OT IOKa3aTesu 3a €(heKTUBHOCT.

S. Besiko enHO 3BeHO cieBa Jla HaMe€pu CBOETO MSCTO B OpraHU3aluATa 4pe3
U3IbJIHEHUE HA CBOUTE (DYHKILMU J1a 1ajie CBOS IPUHOC, KAaTO B HErOBaTa KapTa U MoKa3aTesu
3a MPEe/ICTaBSHETO CJe/Ba Jja Ce 3aJI0KAaT WHAMKATOPH 3a M3IIBJIHEHUE Ha KIIOUOBUTE MY
(GyHKIMU B CTPYKTYpaTa 3a MOCTUTaHe Ha 0011aTa CTpaTerus.

6. IlenuTe B KapTUTe Ha OTACTHUTE 3BEHA ClE€/Ba Ja OOXBAallaT BCHYKA OCHOBHH
3aJI0’)KEHU MEPKH 3a pealli3alusiTa Ha CTPAaTerusiTa, KaTo BCsKa KOHKpETHAa MspKa CH MMa
CBOE€ 3BEHO, OTTOBOPHO 32 MOCTUTAHETO i, KaKTO M ChOTBETEH MHAMKATOP 3a HAaOII0JCHHUE
HalpebKa 3a IIOCTUTaHETO 1.

7. banancupanurte cuctemMu OT MOKazaTeiau 3a €peKTUBHOCT Ha BCAKO 3BEHO CJe/iBa Jia
ObIaT HAKOJIKO M Ja MOAOpaHM Taka, uye Jja MMa M3IpeBapBalll MHIWKATOPH 3a MPOIIEC,
HocJeBally UHIMKATOPH 3a pe3yJsITaT U MOCIeBalld UHAUKATOPU 33 Bb3JIEHCTBHE, KATO

MMPEBCC CJICABA Ja CC JaBa B 3aBUCUMOCT OT pOJIsITa HAa 3BCHOTO B OpraHn3aluAaTa.
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8. OTyeT W3MBIHEHHWETO Ha TPYNOBUTE W (UpPMEHATa KapTH W OalaHCHPAHHUTE UM
MmoKasarenu 3a e(EeKTHBHOCT Cje/Ba J1a C€ NpaBM HAa peloBHA 0aza MpU CHOTBETHATA
MOJTOTOBKA U NP BKJIIOYBAHE YJICHOBETE HA €KHIIA.

0. VYcnemnara crpaTermyecka kapra € OasupaHa Ha pa3paboTeHa cuCTeMa 3a
yrpaBlieHCKa WHMOpMaIMs, ChAbpXKAIIAa THJIHA JOXOJHOCT OT OTACITHUTE NPOMAYKTH
(TMpeKTHU W WHAMPEKTHH pPa3XoJ), KAKTO W Pa3IMKUTE KOUTO C€ IoJydaBaT IIpH
nmpojakbara UM Tpe3 pa3IuvHA TUCTPUOYIIMOHHHM KaHAIIM, 33 J1a ce KaJKy/lIhpa KakBa Ou
Owia BB3BPBHIIAEMOCTTa HAa KalWTajla MPU Pa3IMYHUA MPOAYKTOBH WU JIHUCTPUOYITMOHHHU
MHMKCOBE.

10. CoOupanero Ha wuHGOpMAIMA 3a CIEICHE Ha IOKa3aTeluTe clielBa Ja Obiae
aBTOMATH3UPAHO MAaKCUMAJTHO, 32 JIa He ce TYOU MpeKajieHO MHOTO BPEME B OTUUTAHETO UM,
a TO0-CKOpO yCHWIIMATA Jla C€ Haco4yaT KbM aHaJIM3a Ha OTKJIOHCHHUATA W pa3paboTBaHEe Ha
KOPEKTHBHU MEPKH.

11. Tlokazatenu cneaBa Aa ObAAT OOCKTUBHH, KaTO TEXHUTE MPOMEHHM Aa ObAaT
MPEACTAaBUTEIIHN 32 TIPOMEHHUTE B CHCTOSHHUETO HAa W3MEPBAHUTE IPOIECH, T.C. Ja OBbJe
n30erHaT BapuaHTa 3a HETHpPaHE HM3MCHEHUETO Ha IOKa3aTelia 4pe3 OCPEIHsSBaHE Ha
moJo0peHne B CErMEHT, KOMTO HE HM MHTEPECYBa C BJIONIABAHE B CETMEHT, KOMTO € KITFOYOB
3a IMOCTUTaHEe Ha HOBATa CTPATETHSI.

12.  Tlpwm oTtuuTaHe M3IBJIIHEHHUE Ha MspPKa, KOATO € CPAaBHUTEIIHO CJIIOKHA M BpeMeeMKa
cle/lBa J1a ce 3aJoKaT MEXIMHHHU I M CPOKOBe, 3a Jla ce HabmogaBa TEKYyIIOTO

HU3I'BJIHCHUC Ha CJIOKHATa MApKa U HC C€ NOITYCHE 3a0aBsHE B 06HIOTO 1 U3ITbJIHCHUE.

3aK/iloueHue

B ycrnoBusTa Ha 3acuieHa KOHKYpEHILIMsS Ha OAHKOBHS M 3aCTpaxoBaTeJieH Ma3zapH, KaKTo
BBTPE B CHOTBETHHUS CEKTOP, Taka M OT (UPMHU OTBBH CE€ 3aCHJIBa HEOOXOIUMOCTTA OT
pa3paboTBaHETO U MOJIbPKAHETO HA YCTOWYMBO KOHKYPEHTHO MpeaAuMcTBO. [Ipuiaranero
mperyiesia KauecTBOTO Ha aKTHBUTE Ha OaHKUTE, KaKTO M Tperjieaa Ha OalaHCHTE Ha
3acTpaxoBaTeIHUTE KOMIIAHUM MOCTaBSAT HOBU MPEIU3BUKATEIICTBA 32 MpPaBeHE HA OU3HEC
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npea KOMIaHuuTe oT (puHaHcoBUs cekrop. OT Apyra cTpaHa Te3W NpeIu3BHKATEICTBA,
KaKTO ¥ HeOOXOMMOCTTa OT pa3paboTBaHe HA HOBH CTpAaTErny Oa3MpaHu Ha YCTAHOBSIBAHE
Ha YCTOMYMBO KOHKYPEHTHO MPEIUMCTBO, KAKTO M HEJOCTHT'BT Ha J00pe KBamuHUIHUpaH
YOBEIIKM KalHTal, aJeKBaTCH Ha HY)XIUTE HA KOMIIAHUHUTE, U3AUTaT HAa Ka4eCTBEHO HOBO
HUBO POJIsiTA HA YOBEIIKHS KanmuTal. EMWH OT Hajaramure ce B OCIEAHO BPEME B Pa3BUTUTE
MKOHOMUKHA HMHCTPYMEHT 3a CTpaTeTHUECKO IUIaHMpaHEe € CcTpaTernyecka Kapra H
OaaHcHpaHa cUCTeMa OT MOoKa3aTeNu 3a eeKTUBHOCT. Pa3paboTBaHETO U YCHENTHOTO UM
npuIaraHe ca BB3MOXKHH B OBJIrapcKUTE YCIOBHS NpU KOMIIAHMM B oO0JlacTTa Ha
(UHAHCOBUTE YCIYTH KaTO WHCTPYMEHTH 3a CTPATETHMUECKO YIpaBICHUE M TOCTHUTAaHE Ha
nudepeHanTHa HopMa Ha BB3BPBINAEMOCT Ha KamuTajga Ha 0a3a M3rpaleHO YCTOHYMBO
KOHKYPEHTHO MPEINMCTBO Ype3 OCh3HABaHE Ha KIFOYOBATa POJIS HA YOBEIIKHUS KaUTa IPH
peanu3upaHe Ha BHTPEIIHUTE PEOPTaHU3allMU Ha TPOIIECUTE, NaBalll BH3MOXKHOCT Ja Ce
HaBlie3¢ B IICTICBUTE IMa3apHM CETMEHTH M Ha Ta3u 0a3a Ja ce TMOCTHIHAT 3a]aJICHUTE

(hMHAHCOBH IICJIH.

IV. CipaBKa c npyuHOCHTE Ha U3CJIeJBAHETO

[IpuHOocHTe Ha U3ciIeIBaHETO MOTaT Aa ce 0000IIAT KaKTO CJe/Ba:

1. Hanpagen e o6cToen ananu3 n 0600111eHHe Ha OCHOBHUTE TEOPETUYHHU KOHIICTIIINH 32
pOJIsiTa Ha YOBEIIKUTE PECYPCH U TAXHOTO YIPABJICHUE B OPraHU3ALMUTE, KATO CA U3BEIECHU
MOJIXO/IM ¥ TEXHUKH, KOUTO MOTAT J1a Ce M3MOJ3BAT YCIEIIHO B OpraHU3alluy OT OBJIrapcKus
(UHAHCOB CEKTOP, KAKTO U B IPYT'H CEKTOPU HAa MKOHOMHMKATA;

2. HampaBen e ananu3 u ca 0O0OOLIEHM OCHOBHUTE TEOPETUYHU KOHIICTIIMU 32
yIpaBieHHE Ha W3MBIHEHUETO, CTPATETMUYECKUTE KapTh M OallaHCUPAaHUTE CUCTEMH OT
Hokas3aTenau 3a e(eKTHUBHOCT, KOUTO MOrar Jia ce IMPUJIOXKAT YCHEIIHO B OpraHu3aluu OT
(uHAHCOBUS CEKTOP, MIPEIBU]] HETOBATA CHICN(PHKA;

3. IIpencraBena e crpaTernyecka KapTa, U3I0JI3BaHa B OM3HEC JIMHUATA 32 OaHKUpaHE

Ha I[pe6HO Ha 6aHKa, orcpupania B CTpaHaTa M C€a CHCTCMAaTHU3WPAHU INIOCTUTHATHUTC
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pe3yaTaTd OT HEHHOTO BBBEXKIAaHE, 3a¢JHO C aHAIM3 HAa OTPAHMUYCHUATA, HEYCIEXUTE B
mporeca;

4. Pa3zpaboTena e crpatermuecka kapra W OaJaHCHpaHa CHCTEMa OT IOKa3aTeld 3a
e(eKTUBHOCT Ha OBJITapCKa 3aCTpaxoBaTelIHa KOMIIaHUS;

5. N3Benenn ca MpeAnoCTaBKUTE 3a YCIIENTHO PEATM3UPAHE HAa CTPATETUIECKUTE KapTH
U OaJlaHCHpaHU CHUCTEMH OT IMOKa3aTeNH 3a e(EeKTHBHOCT B OpraHU3allii OT CEKTOpa Ha

¢uHaHcoBUTE yciayru B bearapus.

[IpencraBenuTe pe3ynTaTH OT MPHJIATAaHETO Ha CTpaTerMyecka M KapTa M OalaHCHpaHa
cHCTeMa 3a IoKa3aTelu 3a epeKTHBHOCT B OBbJITapcka OaHka, pa3paboTeHara cTpaTernyecka
Kapta W OajlaHcuMpaHa CcHCTeMa OT TOKa3zaTreau 3a e(eKTUBHOCT Ha Objarapcka
3acTpaxoBaTelHa KOMIIaHUs, KakTO W pa3pabOTEeHHTE NPEANOCTaBKA 32 YCIHEIIHOTO
npujaraHe Ha Te3W WHCTPYMEHTH B OpraHHW3aIlMH OT CEKTOpa Ha ()MHAHCOBUTE YCIYTH B
bearapus, noka3BaT OCHOBHATa Te3a, 3alllUTaBaHa B JUCEPTAL[MOHHUS TPYyA, a UMEHHO:
pa3pabOTBaHETO M YCIEIIHOTO MpUJIaraHe Ha CTPATeTHYECKH KapTh U OalaHCUPaHU CUCTEMHU
OT MOKa3aTenu 3a e()eKTUBHOCT € Bh3MOXKHO B OPTaHM3AIMU OT CEKTOpa Ha (PMHAHCOBUTE
ycayrd B bbarapusi, KoeTo UM OCUrypsiBa yCTOMYMBU KOHKYPEHTHU IPEIUMCTBA, Oa3upaHu
Ha Pa3BUTHETO HA YOBEIIKUTE PECYPCH, KAKTO M TIOCTUTAHE HA TBJITOCPOYHHUTE UM IIETH U

nudepeHIraiHa Bb3BphIIaeMOCT Ha KaruTania.
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I. Short characteristics of Disertation
The dissertation work consists of 208 pages including: introduction, three chapters,

conclusion and bibliography. The disetration presents 3 tables and 15 figures. The
bibliography contains 153 sources (including books, articles, periodical and non-periodical
publications, reports, regulations and sources available on the Internet), of which 12 in
Bulgarian and 141 in English. On the subject of the dissertation work, scientific studia and

three articles were published.
II. Structure of the dissertation work
Introduction

Chapter 1. Analysis of theoretical concepts for the essence and development of human

resources
1.1. Concepts of the nature and role of human resources in organisations
1.2. Concepts for the management and development of human resources in organisations

1.3. Summary conclusions of the review of concepts on the role and management of human

resources

Chapter I1. Analysis of theoretical concepts for performance management, strategic

maps and balanced systems of performance indicators
2.1. Performance management concepts in organisations
2.2. Strategic maps and balanced scorecards

2.3. Summary conclusions of the review of performance management concepts, strategy

maps and balanced scorecrds

Chapter I11. Strategy maps and balanced scorecards as a tool for the development of

human resources in a banking institution and an insurance company
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3.1. Short characteriscs of the banking and insurance sector development in Bulgaria for
the period 2010 - 2020

3.1.1. Short characteristics of banking sector development in Bulgaria for the period 2010 -
2020

3.1.2. Short characteristics of insurance sector development in Bulgaria for the period 2010
— 2020

3.2. Strategy map of a banking sector organisation in the retail banking part (individuals

and small business customers).

3.3. Balanced scorecrd of a banking sector organisation in the retail banking sector
3.4. Building a strategy map of a non-life insurance company

3.5. Balanced scorecrd of an organisation in the non-life insurance sector

3.6. Prerequisites for the successful use of a strategy map and a balanced scorecard for

financial sector companies
Conclusion

List of literature used

III. Summary of the dissertation work

Introduction
Topicality of the problem

The changing socio-economic situation in recent months has led to shrinking consumption,
the closure of entire industries and an increase in unemployment. The pandemic proved to
be a powerful factor in the digitization of business processes and distribution channels for

the sale of entire sectors in the economy, some of which were not yet prepared for this, but
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they had to adapt quickly to new realities. The new business environment required an
adequate change of companies' strategies, a basic prerequisite for which is the availability of
prepared and motivated, adequate to the implementation of the new staff strategies. With
these new strategies, companies have set themselves the goal of minimizing the negative
impact of certain emerging factors and/or taking advantage of the opening business

opportunities.

While the financial sector was not one of the sectors that was forced to close its doors for
pandemic reasons, the changes in the regulatory environment in recent years have been
significant as our country is on its way to join the Banking Union and the Euro Zone,

tightening the requirements of Basel 111% and Solvency 1136,

In this context, banks as a rule seek to optimise their costs, often passing certain boundaries
limiting their long-term growth and development base by economizing investment in human
resources. This in turn reduces the attractiveness of the profession to a number of other

professions.

On the other hand, the expected accession to the Banking Union and the Euro area place new
higher requirements on employees in the banking sector. Last but not least, the emerging
competition from Fintech®’ sector and the requirements of so called Open banking® and
PDS2 Directive® put at risk the traditional business models of banks with their branch
networks in an environment of strengthening regulatory requirements for them, including

through the prevention of money laundering and terrorist financing.

3 https://www.ecb.europa.eu/home/search/html/basel_iii.en.html

3 https://www.eiopa.europa.eu/browse/solvency-2_en

37 Cortina, Juan J., Schmukler, Sergio, No. 14 April 2018, The Fintech Revolution: A Threat to
Global Banking?, http://documentsl.worldbank.org/curated/en /516561523035869085/
pdf/125038-REVISED-A-Threat-to-Global-Banking-6-April-2018.pdf

38 https://www.accenture.com/_acnmedia/PDF-102/Accenture-Open-Banking-Real-Time-
Payments-Europe.pdf

3 Mersh, Yves, 7 February 2019, Promoting innovation and integration in retail payments to
achieve tangible benefits for people and businesses,
https://www.ecbh.europa.eu/press/key/date/2019/html/ecb.sp190207~f900d9105b.en.html

52



In addition, the insurance market faces similar challenges, such as introducing an annual
Balance Sheet Review as a change in the regulatory framework, which further facilitated by
the bankruptcy of a branch of a foreign insurer operating in Bulgarian market. The
concentration of the market in motor insurance (about 70% of premium income) and the
increasing amounts of claims to our insurers abroad put pressure on Bulgarian insurers. Last
but not least, the competition of Insurtech*® companies that attempt to enter the insurance

market present additional chanlange.

The challenges outlined require a new approach based on awareness of the key role of human
resources as a fundamental factor in developing a competitive advantage over other banks
and insurance companies, as well as from other competing (GAFA*, Fintech, Insuretech)
for parts of their business. Dynamic development of the environment requires the
development of an adequate and flexible strategy, the progress of which can be measured
regularly in order to take the necessary corrective measures in case of drastic delays and/or
changes in the business environment. In the next exhibition we have set ourselves the task
of showing precisely the importance of human resources in new market conditions, to offer
a model for strategic planning and to present a positive experience in this area in our market.
The motivation for this research is associated with the practical experience of the
organization and management of expert teams in the field of financial services in the banking

and insurance sectors over the last decade.

The aim of the study is to develop models of strategy maps and balanced scorecards in
Bulgarian financial sector organizations based on the fundamental role of human resources
in ensuring sustainable competitive advantages and achieving the long-term goals of the

organizations.

% Hamilton, David, Matt, Leo, October 1, 2019, Five themes from InsureTech Connect 2019,
https://www.mckinsey.com/industries/financial-services/our-insights/insurance-blog/five-themes-
from-insuretech-connect-2019#

41 Patel, Kunal, 23 April 2018, GAFA in Banking. Will They or Won’t They?,
https://www.finextra.com /blogposting/15281/gafa-in-banking-will-they-or-wont-they?
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The tasks that are set in the dissertation work are in several directions:

1. to carry out an analysis and a summary of the main theoretical concepts for the role
of human resources and their management in the organizations, by bringing out
approaches and techniques that can be successfully used in organizations from the
Bulgarian financial sector;

2. to carry out an analysis and a summary of the main theoretical concepts for
performance management, strategic maps and balanced systems of performance
indicators that can be successfully implemented in financial sector organisations;

3. todevelop and present a strategy map and a balanced scorecard used in retail banking
activity of a bank operating in the country, systematizing and the results achieved,;

4. to develop and present a strategy map and a balanced scorecard of a Bulgarian
insurance company;

5. to outline the prerequisites for successful implementation of strategy maps and

balanced scorecards in organizations in the financial services sector in Bulgaria.

The object of the study are strategy maps and balanced scorecards as tools for human

resources development and for achieving the long-term goals of organizations.

The subject of the study is the process of developing and implementing strategy maps and
balanced scorecards in organizations from the Bulgarian financial sector, as well as the

prerequisites for their successful realization.

The research thesis that is defended in the dissertation work is that the development and
successful implementation of strategy maps and balanced scorecrds is possible in
organizations in the financial services sector in Bulgaria, which gives them sustainable
competitive advantages based on the development of human resources, as well as achieving

their long-term goals and differential return on capital.

The main methods used in the study are:
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e study of bibliographical sources containing theoretical concepts, toolkit and good
practices;

e comparison of different theoretical concepts, tools and good practices;

e analysis and synthesis of theoretical concepts, good practices and statistics;

¢ induction and deduction - depending on the context and information available, the main
conclusions and summaries are carried out on the basis of the inductive and deductive
method:;

e methods for developing a strategy map and a balanced scorecard.

The study is based on a systematic and interdisciplinary approach in addressing the issues
related to the development of strategy maps and balanced scorecards in financial sector

organizations.
Limitations of the study

In the process of the present study, some limitations are perceived, which are related to access
to data in the context of the lack of sufficient public information on human resources policy
as pay levels in various positions, which is considered a very sensitive topic. The lack of
accurate information on employees in the banking sector is also significant, as is the fact that
half of insurance sales are made by brokers, which makes it difficult to track wage costs in
the sector. Given the above two limitations, the analysis of wage dynamics is made with an

approximation to the dynamics of wage costs as a whole.

Chapter I: Analysis of Theoretical Concepts of the Nature and Development of
Human Resources
1.1. Concepts of the nature and role of human resources in organizations

The theoretical concepts*? of the nature and development of human resources are considered,

on the basis of which we can conclude that human resources are inherently different from

%2 Boxal, P F, Purcell, J and Wright, P, Human resource management: scope, analysis and
significance, in (eds) P Boxal, J Purcell and P Wright, Ofxord Handbook of Human Resource
Management, Oxford, Oxford University Press, 2007, pp. 1-16; Osterby, B and Coster, C, Human
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other resources of companies, at least because they are not its property, but only hired for a
certain time. This time depends on the conditions provided to the employees and managers
on whom it depends and the extent to which the company will maximize the value they will
give it. No one doubts that in high-tech companies in the information age and dynamic
business environment, human resources are the bearer of the company's development.
Thanks to them, the technological possibilities of the long-term tangible and intangible assets
are materialized in financial results, as the organization of labor is improved, new products
are created, new customer segments are penetrated, through new distribution channels and
new sales are realized. Following this logic, it is concluded that human resources are not a
factor of production, but rather the driving force for the development of the organization,
and material, financial and information assets are the tool to realize the full potential of
human resources. Without an adequately selected, trained and motivated human factor to
build the relevant work organization, develop appropriate policies and procedures, no
company would be able to realize the capabilities of purchased machinery and equipment or
adapt purchased know-how to the specific needs of the local market. It is no coincidence that
some authors*® believe that human resources are the greatest asset of companies. As we will
see later in the presentation, the construction of a strategy is based on the human factor with

its accumulated knowledge, experience and skills.

Later in the topics related to business strategies, the development of a sustainable competitive
advantage, it is seen that the only way to develop it is through human resources to be
managed properly, which is the reason in the strategic cards** used as a tool for development

and tracking the progress in their implementation, to be placed at the base of the “pyramid"

resource development — a sticky label, Training and Development, April, 1992, pp. 31-32; Haslinda
A, Evolving terms of Human resource management and development, The Journal of International
Social Research, Izmit, Turkey, Volume 2 /9 Fall 2009, p.180;

% Haslinda A, Evolving terms of Human resource management and development, The Journal of
International Social Research, Izmit, Turkey, Volume 2 /9 Fall 2009, p.180

“ Kaplan, R S and Norton, D P, The Balanced Scorecard: Translating Strategy into Action, by the
President and Fellows of Harvard College, 1996;
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for the implementation of a certain strategic change. Moreover, human resources, defined as
employees with certain knowledge, skills, accumulated and from past positions in other
companies are the source of knowledge that is formed in companies, describes, develops and
applies it in units where applicable and useful for the organization. In this way, only good
practices in the company and in the market bring added value to the organization through
policies, procedures, products, methodologies, etc., in order to continuously improve the

company's efficiency.

1.2. Concepts for the management and development of human resources in

organizations

Different concepts* for the management and development of human resources in
organizations are presented, the basic theories on which the models for human resources

management*® are based and different models for human resources management*’.

* Hendry, C and Pettigrew, A, Human resource management: an agenda for the 1990°,
International Journal of Human Resource Management, Routledge, UK, 1 (1), 1990, pp. 17-44;
Armstrong, M, Armstrong’s handbook of performance management, An evidence-based guide to
delivering high performance, 6-th Edition, Kogan Page, London, 2018; Boxal, P F and Purcell, J,
Strategy and Human Resource Management, Basingstoke, Palgrave Macmillan, 2003; Watson, T J,
Critical social science, pragmatism and the realities of HRM, The International Journal of Human
Resource Management, Routledge, UK, 21 (6), 2010, pp. 915-31

% Armstrong, M, Armstrong’s handbook of performance management, An evidence-based guide to
delivering high performance, 6-th Edition, Kogan Page, London, 2018;

4 Armstrong, M (mak tam); Fombrun, C J, Tichy, N M and Devanna, M A, Strategic Human
Resource Management, New York, Wiley,1984; Beer, M, Spector, B, Lawrence, P, Quinn Mills, D
and Walton, R, 1984, Managing Human Assets, New York, The Free Press; Martin-Alcazar,
F.Romero-Fernandez, P.M. and Sanchez, G, 2005, Strategic human resource maganement:
integratic universalistic, contingent, configurational and contextual perspectives, International
Journal of Human Resource Management, Routledge, UK,16 (5), pp. 633-59; Schuler, R and
Jackson, S E Strategic Human Resource Management, Oxford, Blackwell, 2000; Storey, J, 1989,
From personal management to human resource management, in (ed) J Storey, New Perspectives
on Human Resource Management, London, Routledge, pp. 1-18; Schuler, R S (1992) Strategic
HRM: linking people with the needs of business, Organizational Dynamics, 21, pp.19-32;
Brewster, C, 1993, Developing a “European” model of human resource, The International Journal
of Human Resource Management, Routledge, UK, 4 (4), pp. 765-784; Storey, J, 1989, From
personal management to human resource management, in (ed) J Storey, New Perspectives on
Human Resource Management, London, Routledge, pp. 1-18
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Comparing the theoretical concepts of human resources management and the practice on the
area of the financial sector of Bulgaria, it can be seen that the practice is largely limited to
understanding the management of labor relations, staff training and incentive systems. In the
following chapters we will see that under the new conditions for doing business and the need
for banks and insurance companies to position themselves in certain market niches,
developing a sustainable competitive advantage, implies a new approach to human resource
management, or as the new concept requires - human capital and its strategic management.
Almost 20 years after the start of the process of entry of European and global financial
institutions, it became clear that the direct transfer and introduction of local know-how by
parent companies is impossible and does not give a competitive advantage if there is no
adequate human factor to further develop this know-how and to function in the best way for
the customers and the company, giving a sustainable competitive advantage. Recently, in
connection with the implementation of strategy maps, the concept of strategic human
resource management*® has gained popularity. The basis of the concept is the approach in
which the development and implementation of a human resources management strategy

should support the implementation of the company's strategic plan.

In summary, the concept of strategic human resource management is interested in the extent
to which the human resources management strategy is synchronized with the business
strategy, as well as the extent to which it supports its achievement. In addition, it is important
to analyze the extent to which the human resources management function in the company
manages to specify in its operations the elements of strategic human resource management,

so that the leaders of this unit are perceived as part of the management team.

%8 Cascio, W F, Strategic HRM: too important for an insular approach, 54, (3), 2015, pp. 423-26;
Hendry, C and Pettigrew, A, 1986, The practice of strategic human resource management, Personnel
Review, 15, pp. 2-8; Boxal, P F and Purcell, J Strategy and Human Resource Management,
Basingstoke, Palgrave Macmillan, 2003; Kanter, R M The Change Masters, London, Allen &
Unwin, 1984,
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Some concepts for company strategies*® are presented, on the basis of which we determine
the necessary components for building its strategic plan - mission, vision, target market
segments, which are fundamental for the strategic plan, the business plan has added specific
products, distribution channels, trade campaigns, a calendar of promotional events and is

made year after year.

The components of the general strategy®® and the essence and the parts of the strategy for
human resources management® in particular are presented, which makes it possible to
subsequently define different practical approaches in developing strategic maps for
companies in different sectors of the economy and in different stages of development, as
well as to study in more depth the various prerequisites for successful development of
measures for human resources management, as a prerequisite for the successful

implementation of company strategy.

The role of leaders is considered, as in the process of forming, functioning and motivating
the teams in the modern dynamic business environment, together with some
recommendations®? to them. On this basis, we can conclude that in today's dynamic business
environment, the role of the leader in achieving the goals of the organization is key - it is
fundamental for the implementation of the strategy at the operational level. Given the
increasingly complex business models of companies, the role of the leader increasingly
presupposes that he has expert knowledge of the position he holds, which is a key

prerequisite for building trust among team members by professionally supporting his/her

» Chandler, A D, Strategy and Structure, Boston, MA, MIT Press, 1962; Armstrong, M,
Armstrong’s handbook of performance management, An evidence-based guide to delivering high
performance, 6-th Edition, Kogan Page, London, 2018; Hambrisk, D C and Fredericson, J W,
2001, Are you sure you have a strategy? Academy of Management Executive, 15 (4), pp. 48-59

o Paunov, M, Danailova, I, Business strategies and strategic human resource management,
Publising complex UNWE, Sofia, 2017.

st Atanasova, M, Human resource management, theory and practice, Publishing ,,Avanguard
Prima”, Sofia, 2015, p.10; Stefanov, L. and Peycheva, M, Human resource management,
Publishing complex UNWE, Sofia, 2018, pp. 13-14;

s2 Kremer, H., Villamor, 1., Aguinis, H., Innovation leadership: Best-practice recommendations for
promoting employee creativity, voice, and knowledge sharing, 2019, School of Business, George
Washington University, 2019
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colleagues when there is a need, better plans the activities of the unit, distributes the tasks
among the individual members of the team. In addition, the leader has a growing need to
acquire and apply in his daily work the so-called soft skills - the typical qualities such as
communication, prioritization, management of several tasks, but also the ability to build

trust, motivate colleagues, show understanding of their problems, etc.

The basis of successful management of work teams is the ability of the leader to build trust
by emphasizing®® in organizations: greater participation of team members in the decision-
making process, as well as to lead some organizational processes; encouraging the
expression of alternative opinions by giving the opportunity to debate on important topics
for the team and in decision-making; training leaders in effective listening to show their

willingness to assume that the opinions of others can be helpful.

In connection with these organizational practices, the emphasis is on the ABCD®>* model of
trust, which includes four requirements for the leader, which are developed and enriched

with the experience in Bulgaria in the financial services sector.

A study is presented® for the systems of human resources management, which are mainly
divided by the authors into organizational (valid for the whole company) and managerial
(specific for a separate unit). Given the dynamic business environment and the need to
upgrade the company's strategy, companies often plan to enter new markets and / or offer
new products. Sometimes this know-how is lacking in the company and specialists from
other companies can be attracted, even from other sectors where this knowledge is available.
In such cases, it is possible that the management systems for human resources management

in these units can be borrowed from these sectors, as proven in practice. In addition, in setting

3 Kremer, H., Villamor, 1., Aguinis, H., Innovation leadership: Best-practice recommendations for
promoting employee creativity, voice, and knowledge sharing, 2019, School of Business, George
Washington University, 2019

*Ken Blanchard: ABCDs of Leading with Trust — BusinessBalls.com
https://www.businessballs.com/leadership-philosophies/abcds-of-leading-with-trust/

ss Corine Boon, Deanne N. Den Hartog, David P. Lepak, 2019, A Systematic Review of Human
Resource Management Systems and Their Measurement, Journal of Management, Vol. 45 No. 6,
July 2019 2498-2537, DOI: 10.1177/0149206318818718
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performance management policies, for example, financial services companies could set
combined goals for units from different different functional areas to facilitate interaction

between different units that have functions that seem to oppose them.

1.3. Summarized conclusions from the review of concepts on the role and

management of human resources

Human resources are inherently different from other company resources because they are
not owned by them, but only hired for a certain period of time. This time depends on the
conditions provided to the employees and managers on whom it depends and the extent to
which the company will maximize the value they will give. It is obvious that in high-tech
companies in the information age and a dynamic environment for doing business, human
resources are the bearer of the company's development. Thanks to them, the technological
possibilities of the long-term tangible and intangible assets are materialized in financial
results, as the organization of labor is improved, new products are created, new customer
segments are penetrated, through new distribution channels and new sales are realized.
Without an adequately selected, trained and motivated human factor to build the relevant
work organization, develop appropriate policies and procedures, no company would be able
to realize the capabilities of purchased machinery and equipment or adapt purchased know-
how to the specific needs of the local market. It is no coincidence that some authors believe
that human resources are the greatest asset of companies. As we will see later in the
presentation, the construction of a strategy is based on the human factor with its accumulated

knowledge, experience and skills.

Human resource management strategies mainly focus on the processes related to hiring,
training, motivating and retaining employees in companies, with different authors
emphasizing different elements of the process. According to Lyubomir Stefanov (2018: 13-

14)°%, the main elements of the human resources management system are also presented in

s¢ Stefanov, L. and Peycheva, M, Human resource management, Publishing complex UNWE,
Sofia, 2018, pp. 13-14
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general, which subsequently makes it easier to explain the place of the various measures for
the implementation of the companies' strategy, as part of the overall its strategy in various
directions. The approach to human resource management subordinated to the
implementation of its overall strategy is defined as strategic human resource management,
and the central place on which depends the transformation of the strategy into daily
operational tasks belongs to operational management. A number of authors® explore the
prerequisites for a successful leader who drives the development of companies in a dynamic
and highly competitive business environment. The understanding of a group of authors is
presented, who systematize several main groups of recommendations for the activity of the
leaders in the modern dynamic business environment. Each of the cited groups of
recommendations is further developed with given guidelines for the implementation of each
of them. Last but not least, research is offered on the types of human resource management
systems®8, depending on whether they are designed for the whole company or only for a
separate unit. In cases of starting a new type of activity in a company, where the know-how
Is borrowed from another sector, it is possible, even advisable, in this area for companies to
use a different human resources management system similar to those in the sectors from
which employees with experience are hired. The same approach with the application of a
different human resources strategy can be used with regard to the strategic units / positions

in the company, on which the implementation of the strategy depends to the greatest extent.

In the field of financial services, where the staff has a relatively high level of education,
human resources management practices and systems should be very carefully adapted
according to the employees of the company (or its individual units), its strategy and corporate
culture, which aims to are introduced. The employees of these companies are a major asset

and a source of competitive advantage, which places special emphasis on the formation of

s7 Kremer, H., Villamor, I., Aguinis, H., Innovation leadership: Best-practice recommendations for
promoting employee creativity, voice, and knowledge sharing,), School of Business, George
Washington University, 2019

s Corine Boon, Deanne N. Den Hartog, David P. Lepak, 2019, A Systematic Review of Human
Resource Management Systems and Their Measurement, Journal of Management, Vol. 45 No. 6,
July 2019 2498-2537, DOI: 10.1177/0149206318818718
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strategies for hiring, training, motivating and retaining valuable employees / managers as a
key prerequisite for developing and implementing a strategy to achieve differential rate of

return on capital.

Chapter Il. Analysis of theoretical concepts for performance management,
strategic maps and balanced scorecards
2.1. Concepts for performance management in organizations

Here are analyzed the concepts of performance management®, its role in companies and
discusses what exactly is performance® - the results, the process or both. Given the numerous
examples of professionals who achieve their goals, but at the cost of disrupted interpersonal
relationships in the team, deteriorating corporate culture or even negative long-term results,
the opinion is shared that the performance covers the results and the process of achieving
them. Applying this understanding in practice will minimize the negative effect on the
company, which is sometimes greater than the effect of the good achievement of the goal by

one or more employees.

Performance management mostly helps functional managers to achieve the goals of

individual members of their teams, as well as the whole team, which goals are part of the

% Armstrong, M, Armstrong’s handbook of performance management, An evidence-based guide to
delivering high performance, 6-th Edition, Kogan Page, London, 2018; Aguinis, H Performance
Management, Pearson Education, Upper Saddle River, NJ, 2005; Briscoe, D B and Claus, L M
(2008) Employee performance management: policies and practices in multinational enterprises, in
Performance management systems: A global perspective, eds P W Budwah and A DeNisi,
Routledge, Abingdon; DeNisi, A S and Prichard, R D, Performance appraisal, performance
management and improving individual performance: a motivation framework, Management and
Organization Review, 2 (2), 2006, pp. 253-77; Pulakos, E D, Performance management: a new
approach of driving business results, Wiley-Blackwell, Malden, MA,2009; Shields, J, Managing
Employee Performance and Reward, Cambridge University Press, Port Melbourne, 2007

% Kane, J S, The conceptualization and representation of total performance effectiveness, Human
Resource Management Review, Summer, 1996 pp. 123 — 45; Campbel, J P, Modeling the
performance prediction problem in industrial and organizational psychology, in Handbook of
Industrial and Organizational Psychology, eds M P Dunnette and L M Hugh, Blackwell, Cambridge
MA, 1990; Brumbach, G B, Some ideas, issues and predictions about performance management,
Public Personnel Management, 17 (4), 1988, pp. 387- 402
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strategic goals of the organization. In addition, performance management should be an
integral part of the functions of HR professionals, along with the recruitment of appropriate
staff, their training and motivation, as well as their development, methodologically
supporting functional managers in these activities. To perform this role successfully, they
need to know well enough the business model of the company, the functional characteristics
of the individual units, the main business processes, as well as the various factors that affect
the net revenues generated by the individual units. Knowing all these factors, human
resources specialists will be able to assist functional managers in selecting appropriate
specialists, goal setting and measuring the performance of each unit in the company and

knowledge management.

Then, the factors influencing the performance according to some authors®! are reviewed, and
additional ones are added, which also influence it, such as the presence, quality and
commitment of the new employee's mentor (for the company and / or internal rotation), as
well as and the level of the human resources management function. Moreover, the influence
of the external environment gives its significant imprint according to a number of other
authors®. In support of these authors, there are many examples of employees with sufficient
qualities, making incredible efforts, but in a hostile environment can’t achieve adequate
results, which they achieved in other organizations with a different corporate culture,

oriented to mutual support. In such a dynamic market environment and the complexity of the

1 Harrison, R, Employee Development, IPM, London, 1997; Vroom, V, Work and Motivation,
Wiley, New York, 1964; Blumberg, M and Pringle, C, 1982, The missing opportunity of
organizational research: some implications for theory of work performance, Academy of
Management Review, 7 (4), pp. 560-69;

& Deming, W E, Out of the Crisis, Massachusetts Institute of Technology Centre for Advanced
Engineering Studies, Cambridge, MA, 1986; Gladwell, M, Outliers: the story of success, Allen
Lane, London, 2008; Coens, T and Jankins, M, Abolishing Performance Appraisal: Why they
backfire and what to do instead, Berrett-Koehler, San Francisco, 2002; Harrison, R, Employee
Development, IPM, London, 1997; Coens, T and Jankins, M, Abolishing Performance Appraisal:
Why they backfire and what to do instead, Berrett-Koehler, San Francisco, 2002; Nadler, D A and
Tushman, M,1980, A congruence model for diagnosing organizational behavior’, in Resource
Book in Macro-Organizational Behavior, ed R H Miles, Goodyear Publishing, Santa Monica, CA;
Armstrong, M, Armstrong’s handbook of performance management, An evidence-based guide to
delivering high performance, 6-th Edition, Kogan Page, London, 2018
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tasks that organizations solve, it is impossible for a person to work without being highly
dependent on the support of his colleagues, which is fully valid for the financial services
sector. In this regard, some organizations in the assessment of performance or management
through goal setting put a solidarity factor with at least 20% weight, which is tied to the
achievement of the goal of the higher unit to stimulate teamwork and mutual cooperation
between colleagues and units. As can be seen, all these factors are elements of the internal
environment of the company, which play an immediate role in the representation of teams

and their individual members.

In many cases, however, companies that at some point function well, develop, train and
accumulate knowledge are not so successful in subsequent periods, contrary to the
improvement of the majority of all internal factors. The difference often comes from a drastic
change in external factors (environment) that affect the organization and teams. Competitive
environment, partners, customers, macroeconomic environment, as well as the regulatory
framework in which an organization operates can be defined as external factors for an
organization. The deterioration of any of these external factors plays a significant role in the
performance of teams and individual members. This is the reason why strategy maps and
performance evaluation take into account when certain results are better or worse than the
set goals as a result of changed external factors, regardless of the efforts made. An analysis
Is made of the impact of the negative change in the external factors, which had a negative
effect and led to a large extent to the failure to achieve the set goals. If this negative change
in the environment is not taken into account as an external objective factor, a team may be
discouraged, even though it has done everything in its power, but has not achieved the set
goals. In the opposite direction, a reward for the achieved results would not play a motivating
role in case of fulfilled goals, mainly due to the favorable development of external factors.
In both cases, a flexible approach should be taken into account the fulfillment of the set goals,
in the first case the teams can be encouraged with some bonus, regardless of the goals not
achieved, and in the second case the bonus may not be full due to the objective factors that

contributed to achieving the goals. In both cases, a "normalized" report on the
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implementation of the objectives should be prepared. i.e. to recalculate the achieved results
by eliminating the influence of the external environment outside the planned factors or the

effect of one-off events.

The analysis of basic theories on which performance management® is based will allow us to
better understand the context of developing balanced systems of indicators of efficiency in
terms of human resources, their motivations, as well as activities in the direction of

knowledge and development in strategic maps.

The main purpose of performance management is to increase the individual performance, as
well as that of the teams, as a result of which to improve the performance of the whole
organization. The strategic approach to performance management is to set goals in a way
that combines the efforts of teams and their members to achieve the strategic goals of the
organization. The main challenge in the formulation is to connect the strategic plan with the
performance evaluation system is to determine the main functions of each unit, which are
related to the business factors, which in turn contribute to achieving the intended strategy. In
addition, depending on their degree of importance, their weights are determined when

building the relevant performance evaluation map.
2.2. Strategy maps and balanced scorecards

Developing a successful strategy is a difficult process, but implementing it is even more

difficult. This applies even more to the field of services, in particular financial, where the

& Latham, G P and Locke, E A, Goal Setting — a motivation technique that works, Organizational
Dynamics, Autumn, 1979, pp. 442 — 447; VVroom, V, Work and Motivation, Wiley, New York,
1964; DeNisi, A S and Prichard, R D, 2006, Performance appraisal, performance management
and improving individual performance: a motivation framework, Management and Organization
Review, 2 (2), pp. 253-77; Hull, C, Essentials of Behavior, Yale University Press, New Haven,
CT,1951; Bandura, A, Social Learning Theory, Prentice Hall, Englewood Cliffs NJ, 1977;
VerWeire, K and Van Den Berghe, L, Integrated performance management: new hype or new
paradigm? In Integrated performance Management, eds K VerWire and VVan Den Bergh, Sage
Publications, Thousand islands, CA, 2004, pp. 1-14; Lee, C D, Rethinking the goal of your
performance management system, Employment Relations Today, 32 (3), 2005, pp. 53 — 60;
Stefanov, L. and Peycheva, M, Human resource management, Publishing complex UNWE, Sofia,
2018, p. 257
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main difference between the different companies is the developed business model,
procedures and practices that enable them to be more efficient and / or attractive than their
competitors in different target market segments. This specificity of financial services
requires the development, follow-up and measurement of the progress of a strategy to be
followed by a financial institution that is willing to develop and deliver value to its

customers, shareholders and employees.

Robert Kaplan and David Norton® provide one of the solutions to this challenge through the
methodology they have developed, where financial indicators are one of the components of
the strategy, but before that the relevant prerequisites should be listed in order to achieve the
respective financial indicators. As the authors admit, the financial indicators are very
accurate, but unfortunately they measure what has already happened, ie. they "look" back,
not forward. For example, in the banking sector, in order to achieve some financial indicators
(return on capital) it is required to achieve certain volumes of loans financed by certain funds
generating certain net interest income, as well as to determine what fee and commission
income should be achieved. All these volumes of loans/deposits, interest rates, revenues from
fees and commissions are related to the implementation of certain internal organizations, as
well as trade campaigns. Last but not least, all these business indicators require certain costs

for their realization, as well as the costs for provisions on the granted loans.

In their methodology, Kaplan and Norton divide the strategies of the companies into four
directions, and the measures in each subsequent one are prerequisites for the realization of
results as follows - financially, customer relations, internal business processes and

knowledge and development.

On the one hand, strategy maps are a tool that suceefully combines seemingly contradictory
accents in the strategic goals of companies such as increasing revenues and limiting costs or

short-term and long-term accents in the strategy. On the other hand, strategy maps manage

# Kaplan, R S and Norton, D P, Strategy Maps: Converting Intangible Assets into Tangible
Outcomes, Harvard Business School Publishing Corporation, 2004, ctp. 5 — 331
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to link the various aspects of the strategy such as finance, marketing, organization, human
resources through measures that are taken in each direction to achieve the goals in the next
through cause-effect links between them. For example, in the field of banking, achieving a
certain return on capital implies achieving certain sales (loans, deposits, services), which
take place in certain target market segments, where customers have certain basic
expectations, but also require a certain differentiation of the company from its competitors.
The implementation of this market strategy, in turn, requires changes / construction of new
internal policies and procedures, introduction of new technological solutions, development
of a new distribution channel. Achieving all these internal changes in order to enter new
segments and realize new sales that will generate a certain profitability, ultimately, involves
hiring new employees with the relevant knowledge and skills, training of existing employees,
and accumulation of knowledge and experience in the company to be used in all areas of
operation, where applicable. All these measures in the four aspects of the company's strategy
should be linked to causation in order to ensure that the implementation of a measure in a
certain area will support / guarantee the success of the measure in the next area until the
financial expression is reached, as an ultimate measure of its success. It is no coincidence
that David Norton and Robert Kaplan®® have placed the human factor and the knowledge and
skills it carries at the foundation of the strategic map. This is the basis on which any strategy
is built, especially in the financial sector, where the human factor is the main generator of
sustainable competitive advantage, given the lack of large investments in tangible assets and
knowledge and practice are a major factor in differentiation between companies. This
specificity of the financial sector, together with its great dynamics (the entry of new entrants
from other sectors and markets) makes strategic maps particularly suitable for
implementation to meet the needs for dynamic strategic planning, in line with the rapidly

changing environment. The strategy map of the company should be decomposed into maps

& Kaplan, R S, Norton, D P, Balanced Scorecard. Translating strategy into action, Classics and style,
Sofia, ISBN 954-9964-89-2, 2005
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of its individual structures, according to their functional characteristics and the necessary

contribution to the implementation of the overall strategy.

Another contribution of the two authors®® to the strategic planning is the methodology
presented by them for measuring the implementation of the strategy through the introduction
of balanced scorecard. To the traditional indicators used in the field of finance, here we have
added an additional toolkit of indicators, which are divided into three main types - leading
indicators for process, follow-up performance indicators and follow-up impact indicators.
The new concept here is to be able to take corrective action by observing the data on the

leading indicators before waiting for the events to materialize incompletely than expected.

Each unit in the company should have a number of performance indicators that are a function
of its role in the organization. As already mentioned, the indicators should be several in
number, cover in depth the main functions of the unit, be easily measurable, be linked to the
responsibility for their implementation with the specific unit / specific manager, complement
each other with those of others units and be in the same direction and do not interfere in order

to achieve the overall goal of the company.

In summary, the various indicators of human resource efficiency should be clearly defined,
easily measurable, and their increase / decrease should have a clear positive or negative
impact on the company's activities, so that certain dynamics in the value of the indicator can
provide information, on the basis of which the management should take measures and / or
find out to what extent its value corresponds to the planned implementation of the strategy
on the strategic map. The indicators should be designed to have a combination of the three
main types - leading process indicators, as well as follow-up result indicators and impact
indicators, in order to enable the management to take corrective measures in case of
deviations from the desired values in the leading indicators, ie to act proactively and not

reactively when a deviation is observed post factum in the results.

& Kaplan, R S, Norton, D P, Balanced Scorecard. Translating strategy into action, Classics and
style, Sofia, ISBN 954-9964-89-2, 2005
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2.3. Summarized conclusions from the review of performance management concepts,

strategy maps and balanced scorecards

In recent decades, the conditions for doing business have changed dramatically with
digitalization and technological breakthroughs. The changes are everyday for the companies
and the main conclusions of the competition in many sectors, including the financial one, are
that the adaptive, not so big market participants gain quickly. The boundaries for doing
business of a geographical and sectoral nature are blurred enough not only due to
technological changes, but also in terms of the globalization of business relationships. The
dynamics in the competitive environment - awareness and freedom of customers to choose
a company that meets their needs in the field of financial services require a change in the
functioning of all companies that claim to be successful. Changing the strategy of these
companies requires much more flexibility and adaptability, which puts on the agenda the
need for a strategic planning tool, updating to changes in the environment and continuous
measurement of implementation progress, which necessitates a practical tool to support

companies in performing these tasks.

David Norton and Robert Kaplan®” seems to find the right solution to this problem by
developing a practical method for strategic planning and measuring progress in strategy
implementation through strategy maps and balanced scorecard systems that they have tested
in companies from different sectors of the economy applying different strategies and at

different stages of their development.

Strategy maps are a tool that manages to combine seemingly contradictory accents in the
strategic goals of companies such as increasing revenues and limiting costs or short-term and
long-term accents in the strategy. On the other hand, strategy maps link the various aspects
of the strategy such as finance, marketing, organization, human resources through measures

that are taken in each direction to achieve the goals in the next through cause-effect link

¢ Kaplan, R S, Norton, D P, Balanced Scorecard. Translating strategy into action, Classics and
style, Sofia, ISBN 954-9964-89-2, 2005
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between them. The combination of the strategy map with the balanced scorecrd provides a
complete solution not only for the development of a new strategy, but also for measuring the
progress of its implementation in order to take corrective measures in case of deviations from
the implementation. Developing a strategy map and a balanced scorecrd is a powerful
weapon in today's competitive race. All employees and managers of the company should be
involved in its development in order to realize their role and contribution to the
implementation of the strategy. The support of the entire management for the development
and implementation of the strategiy map is a prerequisite for its success. The system of
personnel evaluation and performance incentives should be linked to the progress in the
implementation of the strategy, so that all employees and managers in the company are

united in their efforts, successfully transforming the strategy into daily operational tasks.

Chapter III. Strategic maps and balanced systems of performance indicators as a
tool for human resources development in a banking institution and insurance
company

3.1. Brief description of the development of the banking and insurance sector in

Bulgaria for the period 2010 - 2020

3.1.1. Brief description of the development of the banking sector in Bulgaria for the
period 2010 - 2020

An analysis of the banking system for the last 10 years is presented, where a clear decrease
in the share of net interest income by 15% (from 75% to 64%) is seen at the expense of the
increased share of fee and commission income by 20% (from 21% to 25%). These changes
are a clear indicator of a change in the business environment, which brings new level of
importance of developing business relationships with customers and offering more and better
products that meet their needs. This could only happen if banks invest in their employees to
receive training adequate to the new conditions, to develop more efficient procedures and
attractive products, new distribution channels to be able to penetrate new niches.
Accordingly, in the expense part can be seen an increase of 29% in absolute terms of HR

costs (in relative terms, their share increases by 27% from 37% to 46%). Here we should
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take into account the decrease in the number of employees after the multiple mergers and
optimizations, which can be seen from the reduction of administrative costs by 23% for the
period under review. In summary, we can conclude that given the change in business
conditions, banks are changing their business model and increasing the importance of the

human factor as a major driver of development and a generator of competitive advantage.

3.1.2. Brief description of the development of the insurance sector in Bulgaria for the
period 2010 - 2020

The non-life insurance market in Bulgaria is dominated by car insurance, whose share in
premium income is about 70% and competition between companies is mainly based on price.
This limits the profitability of companies, especially those that focus on Motor Third Party
Liability (MTPL) insurance, the obligation of which presupposes a certain social element of
its price. This in turn limits the possibility of market pricing to include all components of its
cost. This cost has increased further in the last few years due to the increase in the cost of
damages under MTPL insurance for cars driven in other countries has increased

dramatically, including attempts at insurance fraud.

In turn, this specificity of our market has its imprint on the return on capital of the non-life
insurance sector for the period 2010-2020, with an average of 8.2% per year®, but there is a
year with a negative return and those with less than 5%, which shows high volatility of the

sector's profitability.

3.2. Strategy map of an organization in the banking sector in the field of retail banking

(individuals and small business customers).

The change in market conditions with the onset of the crisis of 2008 necessitated very drastic
changes in the strategies of various banks, especially those that had planned active expansion

such as entering the mass segment by deploying distribution channels. The expected

s https://www.fsc.bg/bg/pazari/zastrahovatelen-pazar/statistika/obshto-zastrahovane/
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deterioration in the quality of loans in the retail banking segment necessitated a shift to lower

risk products offered to customers with more crisis-resistant occupations,

ie. higher

educational status. Accordingly, the new strategy and strategy map of an organization in the

banking sector in the retail banking sector implies the development of different products with

different characteristics, the development and sale of which require new knowledge and

skills of employees in head office and branch network. Selection, training, retention and

motivation should have changed accordingly to provide the basis for implementing the new

strategy.

It is this new strategy that finds expression in the strategy map presented below and its

detailing in the various directions.

Bank strategy map — Retail banking business line
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Bank strategy map — Financial prospective
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Bank strategy map — Customers relations prospective
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Bank strategy map — Internal business processes prospective
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3.3. Balanced scorecrd of an organization from the banking sector in the part of retail

banking

The balanced scorecard complies with the new strategy in terms of measuring the progress
of its implementation in various areas - financial, customer relations, internal business
processes and knowledge and development. In terms of human resources, it is important to
change the behavior of employees, who should be active in finding customers, rather than
relying on massive advertising campaigns that make customers enter the branches
themselves. Achieved results from the implementation of a strategy map and balanced
scorecard in the field of retail banking in an organization of the banking sector show the
effectiveness of their introduction for a three-year period with an increase in market shares
of various loan portfolios between two and four times. The high quality of which can be
confirmed by the fact that all loan portfolios were sold above their face value 4 years later to
three other banks. In addition, the share of retail banking loans in the total portfolio of the
bank increased from 16% to 46%, and retail banking won two product awards of the years
2011 and 2012.

The conclusions drawn from the introduction of the map and balanced scorecard systems can
be summarized that this model is definitely a very effective tool for strategic planning in
companies in transition, if introduced methodically correctly and all activities in different
areas are tied to cause-result relationsip, and in case of reporting non-fulfiliment of the

efficiency indicators, compensatory measures are identified and applied in a timely manner.

It should also be noted that the introduction of a strategy map and a balanced scorecrd in a
limited part of the company, without the full support of all senior management does not allow
to unleash the full potential of the model. Moreover, with the emergence of higher-priority
goals, some of the priorities set on the map take are delayed, as is the case with the
introduction of a new core IT system when it is a banking group-level project in this case.

Last but not least, the motivation of the employees from all units in the bank should be linked
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to the fulfillment of the goals set in the strategy map in order to obtain the synergistic effect

of uniting their efforts.
3.4. Building a strategic map of a general insurance company

The strategy map that is presented is exactly the type of company that has set itself the goal
of increasing the share of voluntary insurance (outside of MTPL), which in turn implies
strengthening other products such as value and experience for the customer, change of
procedures and distribution channels, all of which depend mainly on the accumulation of
new knowledge and skills, largely through experts from outside, in order to save time from
its gradual and slow accumulation in the company. One of the directions for change is to
penetrate new markets, where the demand for products outside of car insurance is higher.
This initiative also requires hiring and gaining experience in international markets, based on
a precise analysis of the specific market for various products such as premium income,
claims ratio, risk assessment and management systems, local strategic partners, etc. The
required product mix, in turn, requires a comprehensive calculation of the profitability of
each product (revenue minus direct and indirect costs) in order to calculate which product
mix realized through which distribution network will provide the required return on capital

in 5 years.

The new strategy is reflected in the strategy map and its detail in the individual areas
presented below:
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Strategy map of general insurance company
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Strategy map — Internal business processes prospective
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3.5. Balanced scorecard of an organization from the general insurance sector

The balanced scorecard follows the developed strategy, as its main measures in terms of
finance are return on capital, in terms of customer relations are product and distribution mix,
cross-selling ratios, etc., and in internal business processes development of new products,
rules and policies to enable the company to realize the planned sales. In the field of
knowledge and development, the emphasis is on providing experts who have the knowledge
and experience to implement all internal changes to enter new market segments. The
emphasis on operational efficiency in the sale and risk management of motor insurance is
directed towards the accumulation and application of new knowledge, and in the case of
agents from servicing a legally defined demand for a certain product (MTPL) entered the
office door to know the needs of the clients and offer complete solutions for them, as the
clients are actively sought outside the offices. In other words, employees should go from
functionally oriented (serving customers entering their office), through sales-oriented
(actively finding customers for the products they have) to customer-oriented (identifying

customer needs and offering an appropriate combination of products for them).

3.6. Prerequisites for the successful use of a strategic map and a balanced system of

performance indicators for companies in the financial sector

The main prerequisites for the introduction of strategy maps and balanced scorecards include

several key points in their application in financial organizations:

1. The theory and practice in this area are not very popular in our market, as well as even
in some European structures. The methodology, the limitations, the expected effects
and the necessary prerequisites for its success in its implementation in practice should
be well explained.

2. The introduction of a card of a separate business unit in a company, without the firm
card and real support of the rest and the management would lead to a partial effect. In
this case, with retail banking of an organization in the banking sector, things worked

because of the subordination to one manager of retail and operations and back office
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functions, with the second group of employees accepting these priorities
administratively.

. The construction of the strategy map should include the efforts and contributions of
all senior and middle management, as well as the idea of its usefulness to be "sold" to
other team members by showing them the role of each unit in achieving the common
goal, as well as the individual ones. It is particulary important to show the team
members, in addition to the main goal of the company, the place / contribution of each
team, to show on a regular basis (3 months) the progress of the strategy, which gives
employees the feeling that senior management knows what is the goal that has been
set should be done and followed steadily.

. The financial targets should be realistic given the average values and those of the
leading companies on the market, and the targets for 5 years should be in line with
the expected indicators for 5 years of competitors, and not with those of the base year.
These indicators can generally be described as return on equity, which should be
decomposed into sub-objectives to achieve volumes, spreads (net income) and
expenditure (cost / income ratio).

. Customer relations should take into account the potential of the relevant market niche
in terms of volume and income, taking into account what strengths customers in these
segments are looking for, in order to assess the extent to which these strengths can be
developed / achieved in a reasonable way at economically reasonable price.

. In the direction of internal business processes, it is important to assess which side of
the service / sales process requires what reorganizations, compared to the current
organization and to write correctly as a goal for improvement.

. In the field of knowledge and development it should be justified very clearly what
human resources are needed not only in the short term but also in the long term in
order to achieve all goals and implement reorganization measures.

. The motivational side of the strategy is extremely important, not only as finances, but

also as career development, fair treatment, incentives to take responsibility, a sense
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10.

11.

12.

of appreciation of individual contribution, building a sense of belonging and
identification with the company.

Cause — result relationship could not be parameterized with great accuracy, if at all
possible, and connections are often made that are proven on the basis of sound logic.
It is not possible to use multifactor regression analysis in all cases to determine the
factors, their strength and lag in the time of their impact due to the lack of sufficiently
long data series.

It is especially important to analyze well the attitude of customers from the target
market segments what they value most - product diversity, speed of service, price,
professional advice, convenience, customer experience, after-sales support,
innovative solutions, etc. On this basis, a list is made of the main characteristics that
the customer offer should meet in order to be at least as good as that of the
competitors. The second list gives the correct positioning (differentiation) from
competitors. Both lists of characteristics should be prioritized and pursued
methodically, and measures to achieve them should be developed.

The correct segmentation of the clients according to the profitability that each
segment brings to the company should be done in detail and comprehensively in order
to calculate the financial effect, while achieving the goals set in the client direction.
The main tool for this can be the ABC analysis, in which in addition to direct costs,
indirect ones should be allocated on the basis of selected cost drivers. The correct
choice guarantees the correct calculation of the net effect of each client / segment,
which will be achieved after a change in the strategic management of human
resources, a change in internal processes and a corresponding increase in penetration
in this segment will be achieved and achieve financial goal. Improper selection of cost
drivers or a model for calculating the net return per customer / segment can lead to a
reduction in the company's net income as the strategy progresses.

A balanced system of indicators should be well established as a combination of
leading and follow-up indicators. It is important to organize the flow of information

so that the process does not require significant resources and time.
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13. It is crucial to analyze the period of the lead indicators in order to compensate for any

expected lag from the pre-set targets, even before it has occurred.

In this context, a number of practical tips for selecting, training and motivating leaders in
today's business environment are formulated. Key recommendations for the communication
of the leaders with the top management corporate level, including the supervisory board /
shareholders, are systematized, in order to synchronize their positions regarding the work of
the respective work teams and the leadership functions. Achieving a one-way assessment of
the potential of the environment makes it possible to set stretched but realistic goals around
which to unite all units in the company. Using these practical approaches, leaders could
create a work environment in the team that would contribute to the expression of personal
qualities, knowledge, skills and talents of employees as a basis for the sustainable

competitive advantage of the organization.

In addition to the specific prerequisites for the successful development of strategy maps and
balanced scorecards, which are given in the relevant sections of both practical maps, we can
add several general prerequisites for their successful implementation in companies in the

financial sector of Bulgaria:

1. All employees and managers of the company should participate in the development of

strategy maps and balanced scorecards.

2. All managers unite their efforts for the implementation of the strategy, include the
members of their teams, strictly monitoring the implementation of the set indicators, analyze
the deviations and in case of drastic discrepancy with the target values take corrective

measures.

3. The best results are given by the cards, which include the whole company, not only parts

of it, because the individual units are interconnected.

4. The performance appraisal system should be linked to the objectives set out in the strategy

map and the achievement of the performance targets in the balanced scorecard systems.
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5. Each unit should find its place in the organization through the performance of its functions
to contribute, and in its map and performance indicators should be set indicators for the

implementation of its key functions in the structure for achieving the overall strategy.

6. The objectives in the maps of the individual units should cover all the main measures set
for the implementation of the strategy, as each specific measure has its own unit responsible
for its achievement, as well as an appropriate indicator for monitoring the progress for its

achievement.

7. Balanced scorecard indicators for each unit should be several and selected so that there
are leading process indicators, follow-up performance indicators and follow-up impact

indicators, with priority given to the role of the unit in the organization.

8. A report on the implementation of the group and company cards and their balanced
scorecard indicators should be made on a regular basis in the relevant training and with the

involvement of team members.

9. The successful strategy map is based on a developed system of management information,
containing the full profitability of individual products (direct and indirect costs), as well as
the differences that occur when selling them through different distribution channels, in order

to calculate the return on capital in various product and distribution mixes.

10. The collection of information for monitoring the indicators should be automated as much
as possible, so as not to waste too much time in their reporting, but rather to focus efforts on

the analysis of deviations and the development of corrective measures.

11. Indicators should be objective, and their changes should be representative of the changes
in the state of the measured processes, ie. to avoid the option of netting the effect of the
change in the indicator by averaging improvement in a segment that we are not interested in

deteriorating in a segment that is key to achieving the new strategy.

12. When reporting on the implementation of a measure that is relatively complex and time-

consuming, intermediate objectives and deadlines should be set in order to monitor the
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current implementation of the complex measure and to avoid delays in its overall

implementation.

Conclusion
In the conditions of intensified competition on the banking and insurance markets, both

within the respective sector and by companies from outside, the need to develop and maintain
a sustainable competitive advantage increases. The implementation of the review of the
quality of banks' assets, as well as the review of the balance sheets of insurance companies
pose new challenges for doing business to companies in the financial sector. On the other
hand, these challenges, as well as the need to develop new strategies based on establishing a
sustainable competitive advantage, as well as the lack of well-qualified human capital,
adequate to the needs of companies, raise the role of human capital to a qualitatively new
level. One of the recently emerging tools for strategic planning in developed economies is a
strategy map and a balanced scoracard. Their development and successful implementation
are possible in Bulgaria for companies in the field of financial services as tools for strategic
management and achieving a differential rate of return on capital based on established
sustainable competitive advantage by recognizing the key role of human capital in
implementing internal reorganizations of the processes, enabling to penetrate the target

market segments and on this basis to achieve the set financial goals.

IV. Reference to the contributions of the research
The contributions of the study can be summarized as follows:

1. A thorough analysis and summary of the main theoretical concepts of the role of human
resources and their management in organizations, and approaches and techniques that can be
used successfully in organizations of the Bulgarian financial sector and in other sectors of

the economy;

2. An analysis is made and the main theoretical concepts for performance management,
strategic maps and balanced systems of performance indicators are summarized, which can

be successfully applied in organizations in the financial sector, given its specifics;
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3. A strategic map used in the business line for retail banking of a bank operating in the
country is presented and the results achieved from its introduction are systematized, together

with an analysis of the limitations, the failures in the process;

4. A strategy map and a balanced scorecard of a Bulgarian insurance company have been

developed,;

5. The prerequisites for successful implementation of strategy maps and balanced scoracard

In organizations in the financial services sector in Bulgaria are presented.

The presented results from the application of strategy map and balanced scorecard in a
Bulgarian bank, the developed strategy map and balanced scorecard of a Bulgarian insurance
company, as well as the developed prerequisites for the successful application of these
instruments in organizations in the financial sector services in Bulgaria, prove the main thesis
defended in the dissertation, namely: the development and successful implementation of
strategy maps and balanced scorecards is possible in organizations in the financial services
sector in Bulgaria, which provides them with sustainable competitive advantages based on
human resources development, as well as achieving their long-term goals and differential

return. of capital.
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