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REZIME

Tema ovog rada jeste proces organizova-
nja poslovnih sistema, sa posebnim osvrtom
na organizacionu strukturu koja nastaje kao
rezultat posmatranog procesa. Moze se reci
da organizovanje, kao jedna od funkcija me-
nadzmenta, predstavilja kljuc¢ uspjeha za efi-
kasno poslovanje i ostvarivanje postavljenih
ciljeva svake organizacije. Upravo iz tog ra-
zloga osnovna svrha ovog rada jeste da se
opise ova menadzerska aktivnost, kao i da se
ukaze na znacaj koji organizacione strukture
imaju za postizanje pozitivnih rezultata poslo-
vanja. S obzirom da je hodogram dokumenta-
cije i aktivnosti neophodan dokument koji se
izraduje u skladu sa dizajniranom organiza-
cionom strukturom, u ovom radu predstavljen
je i znacaj ovog dokumenta za poslovanje or-
ganizacija.

Na osnovu analize i istrazivanja koje je pro-
vedeno u svrhu izrade ovog rada, doslo se do
brojnih zakljucaka na osnovu kojih je doka-
zano da adekvatno dizajnirana organizaciona
struktura pozitivno utice na poslovanje pre-
duzeca, cime se apostrofira znacaj procesa
organizovanja, aktivnosti organizacionog di-
zajna, kao i procesa izrade hodograma doku-
mentacije i aktivnosti.

ABSTRACT

The main subject of the paper is the process of
organizing business systems, particularly em-
phasizing the organizational structure result-
ing from the process observed. A statement can
be made that organization, as one of the man-
agement functions, is the key to success for ef-
ficient business performance and accomplish-
ment of the objectives of any organization. For
that particular reason, the main purpose of the
paper is to illustrate this management activity
as well as to emphasize the significance of or-
ganizational structures for the achievement of
positive business results. Since the Flowchart
of documentation and activities represents an
essential document drafted in accordance with
the designed organizational structure, the pa-
per describes the importance of such document

for business operations of organizations.

Based on the assessment and research per-
formed for the purpose of this paper, numer-
ous results have been obtained on the basis of
which it has been proven that an adequately
designed organizational structure positively
affects business operations of a company, thus
emphasizing the importance of the organiza-
tion process, organizational design activities,
as well as the process of drafting flowchart of
documentation and activities.
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uUvoD

Osnovna karakteristika preduzeca ispolja-
va se u njegovoj primjerenosti kriterijumima
trziSnog nacina privredivanja. Iz toga proi-
sti¢e 1 neophodnost odgovaraju¢eg uredenja
svakog organizacionog sistema, ¢ije se funk-
cionisanje i razvoj zasnivaju na kapitalu kao
izrazu vrijednosti svih resursa koji se ulazu u
poslovanje 1 u kojima se iskazuju postignuti
rezultati. Da bi poslovni sistemi uspje$no po-
slovali i ostvarivali postavljene ciljeve, jedan
od osnovnih uslova je i postojanje adekvatnog
sistema rukovodenja. Tako je menadZment
neophodan u svim sistemima u kojima se tezi
efikasnom poslovanju, a posebno u oblasti
usluga gdje je izuzetno veliko ucesée krea-
tivnosti u rjeSavanju pojedinacnih situacija. S
obzirom da su usluge manje ili viSe zastuplje-
ne u svim procesima, moze se rec¢i da su svi
na neki nacin ukljuCeni u proces pruzanja
usluga. Pristup organizovanju i primjeni pro-
cesa pruzanja visoko vrednovanih usluga se
konstantno mijenja, od vremena kada je proi-
zvodnja bila posmatrana bez obzira na ulogu
potroSaca i miSljenja da je proizvodacka oso-
bina proizvoda bila dovoljna, pa sve do novog
odnosa kojim se klijent posmatra kao klju¢ni
faktor u definisanju standarda zadovoljenja
uslugom koja mu se pruza. Rije€ je o pomaku
prema interesu klijenata i posmatranju nacina
na koji potrosac shvata i dozivljava nivo uslu-
ge koju konzumira.

Savremeni uslovi privredivanja od preduze-
¢a zahtijevaju kontinuirano uvodenje promje-
na, inovacija, prilagodavanje i fleksibilnost
preduzecéa u odnosu na promjene u okruzenju.
Stavljanje klijenta u centar paznje i organizo-
vanje poslovnih sistema na nacin kako bi Sto
bolje i potpunije zadovoljili potrebe klijenata
u potpunosti aktuelizuje temu organizovanja,
upravljanja i primjene procesa kontrole pru-
7enih usluga. Cesto se postavlja pitanje da 1i i
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INTRODUCTION

The main company feature is expressed in its
adequacy to the criteria of market economy. This
results in the necessity of appropriate regulation
of each organizational system whose operation
and development are based on equity as an ex-
pression of the value of all resources invested in
business and in which the results achieved are
presented. In order for business systems to oper-
ate successfully and accomplish the set goals, one
of the basic prerequisites is the existence of an
adequate management system. Therefore, man-
agement is considered as critical for any system
aimed at reaching efficient business operations,
particularly in the area of services with the excep-
tionally high percentage of creativity in resolv-
ing individual situations. Given that the services
are more or less involved in all processes, it can
be said that every process is in a way included
in the service delivery process. The approach
to organization and implementation of provid-
ing highly valued services is constantly altered.
Starting from the period when the production
was observed regardless of the consumer role
and from the opinion that the product’s attributes
themselves would be sufficient, to the latest new
relationship which perceives the client as a key
factor in defining standards of satisfaction with
the service being provided. It is a shift towards
the interest of clients and perceiving the way the
consumer understands and experiences the level
of service being provided.

Modern economic conditions require enter-
prises to continuously introduce change, inno-
vation, adaptation and flexibility of enterprises
in relation to changes occurring in the environ-
ment. By placing the customer at the centre of
attention and by organizing business systems
in such way to better and fully meet the needs
of clients, the subject of organization, manage-
ment and application of process control of the
services provided is fully actualized. Often the
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na koji na¢in organizaciona struktura u post-
prodajnim uslugama utice na poslovni uspjeh,
Sto ujedno predstavlja i problem istrazivanja
u ovom radu. Osnovni cilj rada jeste da opise
1 objasni znacaj organizacione strukture i nje-
nog restrukturiranja za poslovanje preduzeca,
a osnovna hipoteza od koje se polazi u ovom
radu definisana je na sljede¢i nacin: adekvat-
na organizaciona struktura i hodogram do-
kumentacije 1 aktivnosti pozitivno utiCu na
uspjesnost poslovanja.

ORGANIZACIJA 1 ORGANIZACIONE
STRUKTURE

Rije¢ organizacija poti¢e od gréke rijeci
ergon (rad, djelo, ¢in) 1 iz nje izvedene ri-
jeci organon (naprava, orude, alatka, spra-
va). Kao porijeklo rije¢i takode se moze
uzeti 1 latinska rije¢ organizatio (spajanje
pojedinih dijelova u cjelinu, ustrojstvo ili
organizovanje). Fenomen organizovanja
identifikovan je u prvim periodima razvoja
ljudskog drustva. Iako su od tada dozivjele
veliki napredak 1 pretrpjele radikalne pro-
mjene, prvobitne / najprimitivnije organi-
zacije imaju skoro iste ciljeve i namjene
kao 1 savremene organizacije. Organizaci-
ja kao naucna disciplina dala je poseban
doprinos, omogucavajuc¢i da se ljudske ak-
tivnosti obave na efikasan i racionalan na-
¢in. Rad ili posao bez organizacije ne znaci
nista, pa, sa razvojem ljudske civilizacije,
organizacija dobija sve veci znacaj. Za-
dovoljavanje sve veceg broja ljudskih po-
treba sa ograni¢enim resursima, u izrazito
dinami¢nom okruzenju, otvara nove izazo-
ve za organizaciju, a evolutivne promjene
koje sve vise zahvataju privredu i drustvo
zahtijevaju nova organizaciona rjeSenja.
Organizacija predstavlja jednu od najsta-
rijih 1 najvaznijih tvorevina ¢ovjeka. Ona
postoji koliko i1 svrsishodan ljudski rad.
Moze se re¢i da potreba za organizacijom
postoji gdje god dva ili viSe lica obavljaju
neki posao.

Kao rezultat slozenosti fenomena orga-
nizacije 1 razli¢itih pristupa njenom prou-

question is whether and how the organization-
al structure in the post-sale services affects the
business success, which also represents one of
research problems in the paper. The main ob-
jective of the paper is to describe and illustrate
the importance of organizational structure and
its restructuring for the company’s operations.
The basic hypothesis of the paper is defined as
follows: adequate organizational structure and
flowchart of documents and activities have a
positive effect onto business performance.

ORGANIZATION AND ORGANIZATIONAL
STRUCTURES

The word organization is derived from the
Greek word ergon (work, act) and from the pre-
viously derived word Organon (gadget, tool, de-
vice) of the same origin. In terms of the origin of
the word, the Latin word organizatio (connecting
individual parts into a whole; structure or organi-
zation) can also be used. The phenomenon of the
organization had been identified in the early stag-
es of development of human society. Although
experiencing great progress and undergoing
through radical changes since their establish-
ment, original/primitive organizations have re-
tained almost the same goals and purposes which
characterize today’s modern organizations. As a
scientific discipline, organization has provided
a particular contribution by enabling to perform
human activities in an efficient and rational man-
ner. Mere work or an activity is worthless without
organization, causing the increasing importance
of organization alongside with the development
of human civilization. Meeting the increasing
human requirements for limited resources in a
highly dynamic environment creates new or-
ganizational challenges, while the evolutionary
changes that increasingly affect the economy and
the society require new organizational options.
Organization is one of the oldest and most impor-
tant creations of man, since it is as old as human
meaningful work. It can be said that the need for
organization exists wherever two or more people
perform a type of work.

As a result of the complexity of the organi-
zation phenomenon and different approaches to
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cavanju, pojam organizacija jo§ uvijek nije
precizno odreden pa tako postoje brojne de-
finicije organizacije. Organizacija je Sema
(mreza) veza 1 odnosa putem koje ljudi
prema uputstvima menadZera ostvaruju za-
jednicke ciljeve (Stoner, Freman & Gilbert,
2001, str. 290). Na formiranje i razvoj shva-
tanja organizacije najvise je uticao americki
inZenjer Taylor koji smatra da je organiza-
cija unaprijed osmisljena forma odnosa gdje
rukovodstvo misli, a radnici samo izvrSavaju
naredenja (Babi¢ 1 Luki¢, 2008). Mnogi au-
tori organizaciju smatraju kao trajno djelo-
vanje, trajan rad odredene vrste sa odrede-
nim ciljem, a, nasuprot njima, drugi autori
organizaciju definiSu kao svjesno koordini-
sani socijalni entitet sa relativno definisa-
nim granicama koji funkcioniSe na relativno
kontinuiranoj osnovi, da bi se postigao cilj
ili grupa cilja. Organizaciju moZzemo posma-
trati kao menadzersku funkciju strateskog
karaktera posredstvom koje organizacijski
top menadzment stvara pretpostavke za rea-
lizaciju oblikovane poslovne strategije. Ona
je 1 svako ljudsko udruzivanje u svrhu posti-
zanja zajednickog cilja, takode organizaci-
ja, kao opsta kategorija, predstavlja svjesno
udruzivanje ljudi kojima je cilj da odgovara-
jucim sredstvima ispune odredene zadatke sa
najmanjim mogué¢im naporom na bilo kojem
podrucju drustvenog zivota.

Jedna od bitnih odrednica funkcionisanja
1 razvoja preduzeca jeste njihova organiza-
ciona struktura jer uslovljava njegovu efi-
kasnost u koristenju raspolozivih ljudskih i
materijalnih resursa, kao i efikasnost zado-
voljavanja zahtjeva potrosaca, izrazenih u
vidu trziS$ne traznje. Jednom uspostavljena
organizaciona struktura preduze¢a ne moze
biti zadovoljavaju¢a na duze vrijeme, a po-
sebno ne trajno. Stalne promjene u trziSnom
i ukupnom okruzenju name¢u menadzmentu
da stalno usavrsava organizacionu strukturu
kompanije kako bi stekao, ocuvao i unapre-
divao njenu poziciju na trzistu i time dopri-
nosio ocuvanju i unapredenju trziSne pozi-
cije. Struktura (lat.: structura = kombinacija
po pravilima, odn. lat.: struere = uslojavanje
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its assessment, the concept of organization has
not yet been precisely defined, thus generating
numerous definitions of the organization. Or-
ganization is a pattern of relationships through
which people under the direction of managers
pursue their common goals (Stoner, Freeman &
Gilbert, 2001, p. 290). The establishment and
development of perceiving the term ““organiza-
tion” was mainly influenced by an American en-
gineer Taylor. He believed that the organization
was a predefined form of a relationship where
the management does the thinking, and the
employees only carry out the orders (Babi¢ &
Luki¢, 2008). Many authors observe organiza-
tion as a permanent action, lasting operation of
a certain type and of a specific purpose.In con-
trast, other authors define organization as a con-
sciously coordinated social entity with relatively
defined boundaries functioning on a relatively
continuous basis for the purpose of achieving an
objective or a target group. Organizations can
be regarded as a managerial function of strate-
gic character through which organizational top
management creates the preconditions for im-
plementing a premade business strategy. Organ-
ization also represents each human collaboration
for the purpose of achieving a common goal, i.e.
as a general category, it represents a conscious
collaboration of people whose goal is to utilise
the funds available to meet certain tasks with the
least effort in any area of social life.

One of the major determinants of functioning
and development of a company is its organiza-
tional structure as it conditions its efficiency in
the use of available human and material resourc-
es, as well as the efficiency of satisfying consumer
demands, expressed in terms of market demand.
Once established, a company’s organizational
structure may not be satisfactory in a long-term,
and particularly not in permanent terms. Constant
changes on the market and in the overall environ-
ment impose a task onto the management to con-
stantly improve and upgrade the organizational
structure of the company in order to acquire,
preserve, and promote its position in the mar-
ket, thereby contributing to the preservation and
improvement of its market position. Structure
(lat.: structura = a combination according to the
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= spajanje) je temeljni pojam koji obuhvata
sistem elemenata i1 njihovog aktivnog medu-
sobnog odnosa te prepoznavanje, posmatra-
nje 1 stabilnost uzoraka. Svaka organizacija
ima svoju strukturu, koja se ogleda u siste-
mu unutrasnjih odnosa i1 veza. Da bi orga-
nizacija ostvarila svoje ciljeve, zahtijeva se
koordinisano djelovanje u pravcu ostvarenja
cilja, tj. da se svi ¢inioci usklade i povezu u
kompaktnu cjelinu. Struktura, prema tome,
predstavlja sastavni i, u isto vrijeme, naj-
vazniji dio svake organizacije (Ibidem, str.
117). Njena vaznost je tolika da je mnogi
autori poistovjecuju sa organizacijom, te ona
ne predstavlja samo srz organizacije nego i
svu problematiku, aspekte ispoljavanja i dje-
lovanja organizacije. Autori, kad govore o
strukturi, to najc¢esc¢e Cine tako da govore i
0 organizaciji i, obrnuto, te ih najces¢e mije-
Saju i tretiraju kao sinonime. Organizacijska
struktura je sveukupnost veza i odnosa svih
Cinilaca proizvodnje, kao i sveukupnost veza
1 odnosa unutar svakog pojedinog ¢inioca
proizvodnje, odnosno poslovanja.

Utvrdivanje organizacione strukture koja
je najprikladnija za strategiju, ljude, tehno-
logiju i zadatke organizacije naziva se diza-
jniranje organizacije. Vaznost organizacio-
ne strukture toliko je velika za preduzecée da
se ona Cesto poistovjecuje sa oranizacijom.
Organizacija je Siri pojam od organizacio-
ne strukture, ona je samo jedan, najvazniji,
element organizacije. Struktura predstavlja
sastavni dio svakog organizma, svake or-
ganizacije. Ona je ujedno i najvazniji dio
svake organizacije. Svaka organizacija, pa
tako i1 preduzece ima svoju odredenu struk-
turu, odnosno neki svoj sistem unutrasnjih
veza i odnosa. Vaznost strukture za predu-
zecée jednaka je vaznosti anatomije za ljud-
ski ili neki drugi zivi organizam, pa se ona
¢esto naziva anatomijom preduzeca. Bez
prave organizacione strukture i najbolji
uc¢inak u svim podrucjima rukovodenja ¢e
ostati neefikasan (Babi¢ i Stavri¢, 2003, str.
113). Organizacijska struktura predstavlja
dinamican element organizacije — mijenja
se u zavisnosti od uticajnih faktora organi-

rules, i.e. Lat.: struere = layering = connection)
is a fundamental concept comprising a system
of elements and their active mutual relationship
and recognition, observation and sample stability.
Each organization has its own structure, which is
reflected in the system of internal relations and
communications. In order for an organization to
fulfill its goals, a coordinated action is required
towards achieving the goal, i.e. to align all factors
and connect them into a compact whole. There-
fore, the structure is integral and the most impor-
tant part of any organization (Ibidem, p. 117). It
is so significant that many authors identify struc-
ture with the organization. Thus, it represents not
only the core, but also all the problems, aspects of
manifestation and activities of the organization.
The authors, when referring to the structure, usu-
ally do so by discussing the organization as well,
and vice versa, usually mixing both terms and
treating them as synonyms. Organizational struc-
ture is the sum of relations and relationships of all
production factors, as well as the totality of rela-
tions and relationships within each production or
business operation factor.

Establishing an organizational structure that is
best suited for strategy, people, technology and
tasks of the organization is called Organization
design. The importance of organizational struc-
ture is so great for the company that it is often
equalised with organization itself. Organization
is a broader term than the organizational struc-
ture, which is the only and the most important
element of an organization. The structure is an
integral part of any Organism or organization.
It is also the most important part of any organi-
zation. Each organization, including companies,
has its own particular structure or a system of
internal relations and connections. The impor-
tance of the structure of the company is equal
to the importance of the anatomy to humans or
other living Organisms, which is also the rea-
son it is often called the anatomy of a company.
Without proper organizational structure, even
the best performance in all areas of management
will remain inefficient (Babi¢ & Stavri¢, 2003,
p. 113). Organizational structure is a dynamic
element of an organization - it changes based on
the influencing factors of the organization that
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zacije, koji izazivaju potrebu za promjena-
ma u organizacijskoj strukuri preduzeca. O
stati¢nosti strukture se moze govoriti samo
uslovno, tj. samo kada se ona posmatra u
jednom momentu. Ali, ako se ona posmatra
1 analizira u duZzem vremenskom periodu,
ona gubi karakter statiCnosti i pretvara se
u dinami¢nu kategoriju. Ono §to je stati¢no
nije struktura, ve¢ Sema ili graficki prikaz
organizacije. U preduzecu se kao zivom or-
ganizmu stalno deSavaju promjene pa se i
organizaciona struktura preduzeca mijenja
u zavisnosti od uticaja faktora organizacije,
koji izazivaju potrebu za promjenama orga-
nizacione strukture. Organizaciona struktu-
ra preduzeca slijedi ciljeve preduzeca, a oni
proizilaze iz strategije razvoja preduzeca.
Organizaciona struktura je rezultat procesa
organizovanja, a to je proces koji nepre-
kidno traje. Organizacionom strukturom se
ureduju odnosi izmedu dijelova organizaci-
je 1 odgovarajucih nadleZnosti.

Kada je rije¢ o podjeli organizacionih struk-
tura, moze se re¢i da postoji formalna i ne-
formalna struktura. Formalna organizacijska
struktura uspostavlja se u procesu organiza-
cijske izgradnje (rezultat procesa organiza-
cijske izgradnje). Formalna organizacijska
struktura predstavlja kicmu, odnosno kostur
svake organizacije. To je ona struktura koja
je propisana i sluzbeno utvrdena (prikazuje se
grafikonima kompanije s pozicije opisa poslo-
vai ciljeva). Za razliku od formalne organiza-
cione strukture u svakom preduzecu djeluje i
stvarna (objektivno postojeca) organizaciona
struktura. Stvarna struktura nastaje u procesu
funkcionisanja formalne organizacione struk-
ture preduzeca. U trenutku uspostavljanja
(izgradnje) organizacione strukture preduze-
¢a stvarna organizaciona struktura odgovara
formalnoj, ali viemenom dolazi do raskoraka.
Raskorak izmedu formalne i stvarne organi-
zacione strukture se deSava usljed promjena
svakog elementa organizacione strutkture.
Neformalna organizacija (informal organiza-
tion) se vezuje za ljude i1 njihovo djelovanje
u organizaciji (teSko je prepoznati u svim
njenim aspektima). Neformalna organizacij-
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cause the need for changes in the organizational
structure of a company. The static nature of the
structure can be discussed only on a conditional
basis, i.e. only when it is perceived in a single
moment. However, if it is viewed and analyz-
ed over a longer period, it loses the character
of inactivity and is transformed into a dynamic
category. Static aspects are not a structure, but a
chart or a graphic representation of the organiza-
tion. The company is similar to a living Organ-
ism, where changes occur constantly, causing
the organizational structure of the company to
change depending on the influence of organiza-
tional factors which initiate the need for chang-
es in the organizational structure. The organ-
izational structure of the company follows the
corporate objectives which arise from the devel-
opment strategy of the company. The organiza-
tional structure is the result of the organization
process, which is a continuous mechanism. The
structure defines the relationships between parts
of the organization and the relevant jurisdiction.

When it comes to dividing organizational
structures, it can be said that there are formal
and informal structures. A formal organiza-
tional structure is established in the process of
organizational building (result of a process of
organizational building). A formal organiza-
tional structure is the backbone or skeleton of
any organization. It is this structure that is pre-
scribed and officially established (demonstrated
by the company’s graphs from the perspective
of job descriptions and objectives). In contrast
to the formal organizational structure, the actual
organizational structure acts in each company
(existing objectively). The actual structure is
formed in the functioning process of a formal
organizational structure. At the time of estab-
lishing (building) organizational structure of a
company, the structure corresponds to the actual
formal one, but the discrepancy occurs even-
tually. The gap between formal and actual or-
ganizational structure occurs due to the changes
of each element of organizational structure. In-
formal Organization is connected to the people
and their activities in the organization (such or-
ganization is difficult to recognize in all of its
aspects). The informal organizational structure
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ska struktura je skup relativno trajnih odnosa
medu ljudima u organizaciji koji su se razvili
tokom njihovog zajedni¢kog rada, a djeluju
na formalne ciljeve organizacije.

Svako preduzece koje je formalizovalo
svoj sistem organizacije, bez obzira na veli-
¢inu, ima svoj prikaz koji definiSe i prezen-
tuje uspostavljenu organizacionu strukturu.
Najcesée su organizaciona struktura i njeni
elementi opisani u priru¢niku za organizaciju
koji se kasnije koristi u svakodnevnoj praksi.
Priru¢nici sluze kao dopuna ili dodatak orga-
nizacionim Semama i ¢ine sa njima komple-
mantarna organizaciona pomagala. Organi-
zacione karte predstavljaju Sematske prikaze
organizacionih struktura. One prikazuju or-
ganizacione jedinice, horizontalni i vertikal-
ni raspored jedinica, nivoe u organizaciji,
segmente i slicno. Tako Seme predstavljaju
mrezu linija kojima su rasporedeni poslovi
i rukovodna mjesta u organizaciji. Organi-
zacione Seme se u praksi koriste za davanje
sazetog prikaza organizacione strukture i
njenih dijelova, za oznacavanje formalnog
sistema vlasti u organizaciji, odnosno duz-
nosti, nadleznosti i odgovornosti u njoj, ka-
nala komunikacije, itd., kao i za pokazivanje
sustine organizacije, odnosno organizacione
strukture u smislu njenog klasifikovanja kao
funkcionalne, predmetne ili neke druge po-
znate forme modelovanja organizacije. One
se takode koriste za popis, opis, analizu i
procjenu poslova u organizaciji, itd. (Babi¢
i Luki¢, 2008, str. 196).

NajcesSce koriStene organizacione Seme su
piramidalne, horizontalne i kruzne. Najzna-
podjela organizacionih Sema na: (1) uprav-
no-rukovodnu i (2) Semu unutrasnje organi-
zacije.

Upravno rukovodna Sema je ona na kojoj
prikazujemo model upravljanja jednim po-
slovnim sistemom sa svim hijerarhijskim od-
nosima, skalarnim lancem rukovodenja i me-
dusobnim odnosima.

Na sljedecoj Semi je predstavljen sistem
upravljanja i rukovodenja.

is a set of relatively permanent relationships be-
tween people in the organization that developed
during their work together, and they act onto the
formal goals of the organization.

Any company that has formalized its organ-
izational system, regardless of its size, has its
own display that defines and presents the es-
tablished organizational structure. Organiza-
tional structure and its elements are usually
described in the organizational manual which
is later used in everyday practice. Manuals
serve as a complement or a supplement to
organizational schemes thus making com-
plement organizational aids. Organizational
maps are schematic representations of organi-
zational structures. They depict organization-
al units, their horizontal and vertical distri-
bution, organization levels, segments and the
like. Therefore, schemes represent grid lines
by which jobs and managerial positions in the
organization are distributed. Organization-
al charts are used in practice for providing a
summary of the organizational structure and
its parts, to mark the formal system of au-
thority or duties in the organization, powers
and responsibilities therein, communication
channels, etc. as well as to demonstrate the
essence of the organization or organization-
al structure in terms of its classification as a
functional, subject or some other known form
of organization modelling. They are also used
to list, describe, analyze and evaluate activi-
ties in the organization, etc. (Babi¢ & Lukié¢,
2008, p. 196).

The most commonly used organizational charts
are pyramidal, horizontal and circular. The most
important from the practical problem solving
perspective is a division of organizational charts
onto the following: (1) administrative and mana-
gerial chart, and (2) chart of internal organization.

Administrative and managerial chart is the
one containing a model of managing a busi-
ness system with all hierarchical relation-
ships, scalar chain management and interper-
sonal relationships.

The following diagram contains a system of
management and leadership.
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Skupstina Drustva
[General Assembly]

Predsjednik
Nadzornog odbora
[Chairman of
Supervisory Board]

Direkcija zajednicke
sluzbe korporacije
[Directorate of corporate
common affairs]

Izvrs$ni direktor
sektoraza komercijalne
poslove
[Executive director
of Commercial
Affairs Dept.]

Menadzment
GENERALNI
DIREKTOR
[Managment
MANAGING
DIRECTOR]

Zamjenik direktora
[Assistant director]

Izvr$ni direktor
Proizvodnog sektora
[Executive director

Izvr$ni direktor
Sektora za finansije i
racunovodstvo
[Executive director

Izvr$ni direktor
Sektora za pravne i
opste poslove
[Executive director

of production Dept.] of Finance and of Legal and Common
Accounting Dept.] Affairs Dept.]
|
| |
Direktor Diviziona 1 Direktor Diviziona 2 Direktor Diviziona 3
[Director of Division 1] [Director of Division 2] [Director of Division 3]
| Profitni centar 1 Direktor Profitni centar 1 Direktor Profitni centar 1 Direktor

Shema 1. Sistem upravljanja i rukovodenja

[Profit Centre 1 Director]

| Profitni centar 2 Direktor
[Profit Centre 2 Director]

| [Profit Centre 1 Director]

| Profitni centar 2 Direktor
[Profit Centre 2 Director]

[Profit Centre 1 Director]

Profitni centar 2 Direktor
[Profit Centre 2 Director]

Scheme 1. System of governance and manage-

korporacije organizovane po divizionalnom ment of a corporation organized under the divi-

(teritorijalnom) principu (Ilustracija autora)
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Shema unutrasnje organizacije predstavlja-
na je pomocu sljedece slike.

Sektor za komercijalne
poslove
[Commercial
Affairs Dept.]

Diagram of internal organization is present-
ed in the following figure.

Skupstina Drustva
[General Assembly]

Odbor za reviziju
Odjeljenje interne revizije
i un kontrola
[Auditing Board
Internal Audit and
Control Dept.]

Nadzorni odbor
[Supervisory Board]

Direkcija zajednickih
poslova korporacije
[Directorate of corporate
common affairs]

MenadZzment
GENERALNI
DIREKTOR
[Managment
MANAGING
DIRECTOR]

Proizvodni sektor
Divizioni
[Produstion Department
Divisions]

Sektor za finansije i
racunovodstvo
[Finance and
Accounting Dept.]

|
Divizion 1
[Division 1]

Divizion 2
[Division 2]

Profitni centar 1
[Profit Centre 1]

Profitni centar 2
[Profit Centre 2]

Shema 2. Unutrasnja organizacija korporacije
organizovane po divizionalnom (teritorijal-

nom) principu (Ilustracija autora)

Profitni centar 1
[Profit Centre 1]

Profitni centar 2
[Profit Centre 2]

|
Divizion 3
[Division 3]

Sektor za pravne i
opste poslove
[Legal and Common
Affairs Dept.]

Profitni centar 1
[Profit Centre 1]

Profitni centar 2
[Profit Centre 2]

Scheme 2. Internal organization of a corporation
organized on the basis of divisional (territorial)
principle (Illustration of autor)
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ORGANIZACIONE STRUKTURE |
HODOGRAM DOKUMENTACIJE U
POSTPRODAJNIM USLUGAMA

Kada su u pitanju usluge, postoji veliki broj
definicija 1 one se razlikuju u mjeri u kojoj
na razli¢ite na¢ine autori posmatraju znacaj i
ulogu usluga u ekonomiji uopste, ali i posma-
trano sa aspekta ucesnika u trziSnoj utakmi-
ci. Ukoliko se pode od definicije proizvoda u
smislu rezultata poslovne aktivnosti kompa-
nije orijentisane ka trziStu, moze se re¢i da
proizvod predstavlja nacin na koji preduzece
uskladuje svoje mogucénosti sa potrebama i
zahtjevima kupaca. U tom smislu je Kotler 1
definisao proizvod kao ,,...sve ono $to moze
biti ponudeno trzistu da zadovolji potrebe 1 Ze-
lje kupaca“ (Kotler & Keller, 2006, str. 372).
Ova definicija nije neta¢na ni za usluge kao
proizvod poslovne aktivnosti, ali ipak ne uka-
zuje na specifi¢nu prirodu usluga u dovoljnoj
mijeri. Sta su onda usluge i kako ih moZemo
definisati? Najjednostavnije receno, usluge
predstavljaju djela, procese i1 performanse.
Usluga, dakle, ukljucuje i sve ekonomske ak-
tivnosti ¢iji je rezultat, generalno posmatrano,
neopipljiva forma koja se uglavnom tro$i na
mjestu gdje se 1 proizvodi i pruza korist za
osobu koja tu uslugu kupuje. Usluga je svaka
aktivnost ili korist koju jedna strana nudi dru-
goj 1 koja je sustinski neopipljiva i ne rezultira
u vlasnistvu nad bilo ¢im. Njena proizvodnja
moze, ali ne mora biti povezana sa fizicki opi-
pljivim dobrom.

v

Sematski plan usluznog procesa predstavlja
sliku ili mapu koja prikazuje sistem isporuke us-
luge na nacin da razli¢iti ljudi (zaposleni) uklju-
¢eni u proces isporuke usluge (u frontstejdzu ili
bekstejdzu) mogu da ga shvate i djeluju na od-
govarajuci nacin u skladu sa ulogom koju imaju
u procesu usluzivanja ili u skladu sa licnim po-
gledima na stvari. Na osnovu dobro razradenog
Sematskog plana procesa usluzivanja u postpro-
daji mora se dizajnirati i organizaciona struktura
u postprodaji koja ¢e na adekvatan nacin obez-
bijediti da se proces pruzanja usluga obavi na
zadovoljavaju¢i nacin sa ciljem zadovoljenja
klijenata pruZzenom postprodajnom uslugom, a,
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ORGANIZATIONAL STRUCTURES AND
FLOWCHART OF DOCUMENTATION IN
AFTER-SALES SERVICES

When referring to services, there are a num-
ber of definitions which differ in the extent to
which the various ways the authors perceive the
importance and role of services in the economy
in general, but also from the aspect of market
players. If we start from the definition of the
product in terms of the business activity results
of'a market-oriented company, it can be said that
the product is the way in which the company
harmonizes its capabilities with the needs and
requirements of customers. In that sense, Kot-
ler defined the product as “...anything that can
be offered to a market to satisfy a desire or a
need of a customer” (Kotler & Keller, 2006,
p. 372). This definition could be even partial-
ly applied for services as a product of business
activities, but still does not sufficiently indicate
the specific nature of services. What are the ser-
vices then and how could they be defined? Sim-
ply put, the services are actions, processes, and
performance. The service, therefore, includes all
economic activities that result, in general, in an
intangible form, which is mainly spent at the site
where it is produced and provides a benefit to
the person buying the service. A service is any
activity or a benefit that one party provides to
the other and that is essentially intangible and
does not result in the ownership of anything. Its
production may or may not be associated with
physically tangible goods.

A schematic plan of the service process repre-
sents an image or a map showing a service de-
livery system in such a way that different people
(employees) involved in the delivery of services
(front- or backstage) can understand it and act
appropriately in accordance with the role they
play in the service delivery process or in accord-
ance with personal perception of things. Based
on a well developed schematic plan of an after
sales service process, an organizational structure
is to be designed in the aftermarket that would
adequately ensure that the process of providing
services is performed in a satisfactory manner
with the aim of satisfying the customer by the af-
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takode, 1 da obezbijedi postizanje ciljeva koji su
postavljeni za poslovni sistem. Organizaciona
struktura u postprodaji moze da bude neka od
navedenih organizacionih struktura, ali najce-
$¢e se primjenjuje funkcionalna organizaciona
struktura sa sistemom rukovodenja koji je kom-
binacija linijskog i funkcionalnog rukovodenja.
Pored dizajnirane organizacione strukture po-
zeljno je da u svakoj organizaciji postoji 1 hodo-
gram dokumentacije 1 aktivnosti. Medutim, da
bi se izradio adekvatan hodogram, prvo je po-
trebno snimiti postojece stanje organizacije. Pod
snimanjem postojeceg stanja podrazumijeva se
precizan opis (korak po korak) svih postupaka
koji se obavljaju u jednom procesu rada, bez ob-
zira koliko izvrSilaca ucestvuje u njemu. Pocetni
korak u snimanju stanja je pracenje organizaci-
one Seme, jer je ve¢ iz nje jasno koliko ¢e biti
razli¢itih procesa, odnosno postupaka u jednoj
organizaciji. Takode, na osnovu organizacione
Seme moguce je odrediti prioritete u standardi-
zaciji (koji ¢e se poslovi prvi standardizovati),
ali 1 veze medu procesima (odnosno, koje po-
slove potom treba standardizovati). Kada se na
osnovu organizacione Seme utvrdi koji ¢e se
poslovi standardizovati, rukovodiocu organi-
zacione jedinice daje se zadatak da organizuje
snimanje stanja u svom dijelu posla. Snimanje
stanja otpocinje kada rukovodilac da zadatak
svim zaposlenima u tom dijelu posla, a koji tre-
ba tacno da opisu, korak po korak, kako obav-
ljaju svoj posao. Postojece stanje u odredenom
procesu rada opisuje se tako Sto se odgovara na
sljede¢ih 10 pitanja.

1. Koja ulazna dokumenta i informacije se
koriste, odnosno u kom momentu otpoci-
nje odredeni proces rada? (Ulazni doku-
ment ili informacija je sve ono $§to inicira
novi proces rada, odnosno postupak).

2. 0Od koga, kada 1 na koji nacin se dobijaju
ulazne informacije i dokumenta?

3. Sta se potom konkretno radi sa informaci-
jama i dokumentima i kako se obraduju?

Gdje se evidentiraju i koji se podaci biljeze?
5. Sta se potom radi sa informacijama i do-
kumentima?

ter-sales service provided, but also to ensure the
accomplishment of the objectives set for the busi-
ness system. The organizational structure of the
post sales can be any of the above organizational
structures, but the most commonly used is a func-
tional organizational structure with the manage-
ment system which is a combination of line and
functional management. In addition to a designed
organizational structure, it is desirable that each
organization contains a flowchart of documenta-
tion and activities. However, in order to prepare
a proper flowchart, it is necessary to first register
the current state of the organization. It implies a
precise description (step by step) of all operations
performed in a single operation process, regard-
less of how many perpetrators are involved. The
initial step in recording the situation is monitor-
ing of the organizational chart, because it solely
indicates how many different processes or pro-
cedures in an organization there would be. Also,
based on the organizational chart, it is possible to
determine standardization priorities (which tasks
would be standardized first), but also the links
between processes (i.e., what jobs should stand-
ardized thereafter). Once it is determined which
jobs should be standardized on the basis of organ-
izational chart, Head of the organizational unit
(business sector) is given the task to organize the
recording of a situation in their operational seg-
ment. Recording begins when the head requests
of all the employees to describe accurately, step
by step, the method of performing their job. Cur-
rent situation in a particular work process is de-
scribed by answering the following ten questions.

1. What are the input documents and infor-
mation used, i.e. when does a certain work
process work commence? (Input document
or information is anything that initiates a
new work, process or a procedure).

2. From whom, when and how are the input
information and documents received?

3. What are the documents and information spe-
cifically used for, and how are they handled?

Which data are recorded and where?

5. What is done to the information and doc-
uments subsequently?
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6. Da li ima grananja u procesu rada? (Pod
grananjem se podrazumijeva donoSenje od-
luka, komunikacija sa drugim ucesnikom u
procesu, na primjer, radnim kolegom, pret-
postavljenim, korisnikom 1 sli¢no).

Sta se desava u sluaju grananja?

8. Kako se postupak zavrsava?

Kome, kada i kako se predaju izlazna do-
kumenta?

10. Gdje 1 kako se evidentira predavanje do-
kumenata?

Prilikom opisivanja od zaposlenog se moze
traziti da navede prosjecno vrijeme potrebno
za pojedinu operaciju. Ovaj podatak bi se mo-
gao koristiti prilikom normiranja rada i nije
vezan za samu standardizaciju. Medutim, on
bi mogao biti od koristi u kasnijem planira-
nju posla, naro€ito, u pruzanju usluga u tako-
zvanim ,,Spicevima”. Ovako opisan postupak
prikazuje se graficki u obliku hodograma sa
ustaljenim simbolima. Primjer hodograma
pruzanja usluga prikazan je na sljedecoj slici.
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6. Is there branching in a work process?
(branching implies decision-making,
communication with other participants
in the process, for example, work col-
leagues, superiors, users, etc.).

What occurs in the case of such branching?
8. How does the process end?

To whom, when and how are the output
documents handed over?

10. Where and how is the document handover
registered?

In the description, the employee may be re-
quested to indicate the average time required
for each operation. This information could be
used in standardizing work and is not related
to standardization itself. However, it could be
useful in later work planning, especially in the
provision of services in the so-called “rush-
hours”. Such procedure is shown graphically
in the form of a flowchart with the usual sym-
bols. An example service provision flowchart
is shown in the following figure.
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Pocetak
[Start]

Dokumenti i informacije
[Documents and
information]

A

Preuzmi ulazne elemnte
[Input elements takeover]

|
1. IzvrSilac [Operat
zvrsilac [ Operator) Dokumenti
Opis posla po koracima > [Documents]
[Work description in steps]
\_/—
Y
Grananje? 3. Izvrsilac [ Operator|

Y

[Branching] Opis posla po koracima

[Work description in steps]

2. Izvrsilac [ Operator]

Opis posla po koracima
[Work description in steps]

4. Izvrsilac [ Operator]

Opis posla po koracima
[Work description in steps]

Gotovo?
[Done?]

5. Izvrsilac [Operator)

Odlaganje i predaja dalje
[Postponement and handover]

A 4

Predaja izlaznih dokumenata > [g Okuglle;l: l]
[Handover of output documents] OCHMENE

Y \-/—
Pocetak
[ [Start] ]

Shema 3. Hodogram pruzanja usluge Scheme 3. Service provision Flowchart

Preporucljivo je da se prvo izradi hodogram, a tek Itis recommended to make a flowchart first, followed
onda da se krene u opis pojedinanog posla, jer se tako by a description of individual work because it ensures a
postize veca preglednost u snimanju. Svaki izviSilac  greater transparency in the registration/recording. Each
treba da nacrta hodogram za svoj posao, a potom da  operator should draft a flowchart for their job, and then
opisuje sve potprocese, tj. simbole, jer svaki taj simbol  to describe all sub-processes or symbols, since each
predstavlja jedan segment posla koji se obavlja. symbol represents a segment of the work performed.
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ORGANIZACIONA STRUKTURA
POSMATRANOG POSLOVNOG
SISTEMA

Posmatrani poslovni sistem je preduze-
¢e koje je oficijelni koncesionar renomira-
nog proizvodaca automobila, a koje posluje
u prodajno servisnoj mrezi koncesionara na
teritoriji Bosne 1 Hercegovine. Preduzece je
organizovano 1 registrovano kao drusStvo sa
organi¢enom odgovornoS¢u i po osnivackoj
dokumentaciji ovlasteno lice za zastupanje i
upravljanje je direktor preduzeca, koji odgo-
vara 1 radi po instrukcijama skupstine predu-
zec¢a. Skupstinu preduzeca €ine osnivaci 1 to
predstavnici pravnog lica i fizicko lice. Or-
ganizacija posmatranog poslovnog sistema sa
upravno-rukovodnog aspekta se moze pred-
staviti sljedeCom organizacionom Semom.

ORGANIZATIONAL STRUCTURE OF
THE OBSERVED
BUSINESS SYSTEM

The observed business system is acompany that is
the official concessionaire of a renowned car manu-
facturer, operating in the sales and service network
of concessionaires in Bosnia and Herzegovina. The
company is organized and registered as a limited
liability company. On the basis of its Act of Con-
stitution, an authorized person for representation
and management is the company’s manager, who
is responsible to and operates under the instructions
of the company’s assembly. The Assembly consists
of the founders of the company - representatives of
legal entities and natural persons. Organization of
the observed business system can be represented
from the administrative managerial aspect by the
following organizational chart.

Skupstina
[Assembly]

Eksterna revizija

[External revision]

Nadzorni odbor
[Supervisory board]

Direktor
[Director]

Interna revizija

[Internal revision]

Racunovodstveno-finansijski

Sektor postprodaje

Sektor prodaje sektor Zamjenik direktora
[Sales department] [Accounting and Financial [Post Sales
Departmen] Assistant Director|

Shema 4. Organizacija preduzeca sa upravno-
rukovodnog aspekta (Ilustracija autora)

U preduzecu je uspostavljena funkcional-
na organizaciona struktura. Organizacionu
strukturu, odnosno unutraS$nju organizaciju
preduzec¢a mozemo predstaviti piramidalnom
organizacionom Semom.
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Scheme 4. Company organization from administra-
tive and managerial aspects (Illustration of autor)

The company has established a function-
al organizational structure. Organizational
structure, or internal organization of the com-
pany can be represented by a pyramidal or-
ganizational chart.
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Direktor
[Director]

Interna revizija

[Internal revision]

Racunovodstveno-finansijski

Sektor postprodaje

Sektor prodaje sektor Zamjenik direktora
[Sales department] [Accounting and Financial [Post Sales
Departmen] Assistant Director]
Administracija Servis
Prodaja novih vozila i skutera [Administration] [Repair Service]

| [Sales of new cars & scooters]

Prodaja polovnih vozila
[Sales of used cars]

L Marketing

Shema 5. UnutraSnja organizacija posmatra-
nog poslovnog sistema (Ilustracija autora)

Sistem rukovodenja preduzecem je kom-
binacija linijskog i funkcionalnog rukovode-
nja. Podjela poslova je adekvatno uradena i
striktno definisana. Hijerarhijski lanac i lanac
delegiranja je takode odreden nedvosmisleno.
Direktor preduze¢a odgovara Skupstini pre-
duzeca. Direktor svoje rukovodenje sprovodi
putem svojih najblizih saradnika: rukovodi-
oca finansijsko-rac¢unovodstvenog sektora,
rukovodioca sektora marketinga, rukovodio-
ca prodaje i1 rukovodioca postprodaje koji je
ujedno i zamjenik direktora. Svaki od rukovo-
dilaca sektora je odgovoran direktoru za svoje
poslovanje, a svoje rukovodenje sprovodi na
nize hijerarhijske nivoe unutar svog sektora.
Lanac hijerahije sa rukovodioca prodaje u
sektoru prodaje se spusta na prodavce novih
vozila, prodavce polovnih vozila, logisti¢are,
prodavce motocikala, a u ra¢unovodstveno—
finansijskom sektoru se granaju ovlasti nanize
ka administrativnim radnicima i pomo¢nim
radnicima. Sektor marketinga je kohezioni

Rezervni dijelovi
[Spare parts]

Scheme 5. Internal organization of the ob-
served business system (Illustration of autor)

Company management system is a combina-
tion of line and functional management. Divi-
sion of tasks is performed properly and is strict-
ly defined. The hierarchical chain and chain of
delegation is also unambiguously determined.
Director of the company submits reports to the
Assembly of the company. His closest associates
conduct the Director’s management: Head of
Financial and Accounting Department, Head of
Marketing Department, Head of Sales and Head
of After-sales who is also the Assistant Direc-
tor. Each of the Department Managers (Heads)
submits reports to the Director for their business
performance with their management being con-
ducted towards lower hierarchical levels within
their department. Hierarchy chain descends from
the Head of Sales in the Sales Department onto
Dealers of new cars, Dealers of used cars, Logis-
tic staff, Motorcycle Dealers, with the division
in the Accounting and Financial sector branch-
ing towards the administrative and support staff.
Marketing Department is a cohesive factor in the
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faktor u posmatranom poslovnom sistemu i
usko saradjuje sa svim sektorima, a odgovara
direktoru. Posto se posmatra sektor postpro-
daje, taj hijerarhijski lanac se sa rukovodioca
sektora postprodaje prenosi na Sefa servisa,
rukovodioca limarsko-lakirerskog odjeljenja i
sluZbe rezervnih dijelova. Dalje se taj hijerar-
hijski lanac spusta sa Sefa servisa na prijemno
odjeljenje, brzi servis i tehni¢ku sluzbu pa sve
do izvrSioca, u ovom slucaju su to: automeha-
nicari, autoelektricari, peraci vozila, pomo¢ni
radnici, dijagnostic¢ari, a u limarsko-lakire-
skom odjeljenju se hijerarhijski lanac spusta
na: Sefa smjene, limare, lakirere, pripremace i
pomoc¢ne radnike. U sektoru rezervnih dijelo-
va hijerarhijski lanac se grana na veleproda-
ju, maloprodaju i magacionera.

U skladu sa dizajniranom organizacionom
strukturom u preduzecu je izraden i adekva-
tan hodogram dokumentacije i aktivnosti.

PRIJEDLOG NOVOG MODELA
ORGANIZACIONE STRUKTURE |
NOVOG HODOGRAMA

Osnovni razlog nepostizanja potrebnog
zadovoljstva klijenata pruzenom postproda;j-
nom uslugom je neadekvatna organizaciona
struktura i podjela poslova. Postojeca orga-
nizaciona struktura i obucenost kadrova nije
adekvatna za unapredenje poslovanja, pa je
neophodno restrukturirati posmatrani poslov-
ni sistem, odnosno redizajnirati njegove struk-
ture. Uz napomenu da je upravno-rukovodna
organizaciona struktura ostala nepromijenje-
na, prijedlog nove organizacine strukture je
prikazan pomocu sljedece slike.
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observed business system and works closely with
all departments while submitting reports to the
Director. Since the Post sales Department is ob-
served, the hierarchical chain starts from the Post
Sales Department Manager transferring further to
the Head of Repair Service, Head Paint & Body
Shop, and Spare Part Service. Further down, the
hierarchical chain is linked to the Head of Repair
Service, Rapid Repairs and Technical Service to
the perpetrator. Here, the perpetrators are: me-
chanics, electricians, car washers, support staff,
diagnosticians; while the Paint & Body Depart-
ment is hierarchically comprised as follows: shift
supervisor, car body specialists, spray painters,
car body preparers and support staff. Hierarchical
chain of Spare Parts Department includes whole-
sale, retail and warehouse staff.

In accordance with the designed organi-
zational structure, an adequate Flowchart of
documentation and activities has been made.

PROPOSAL FOR ANEW MODEL OF
ORGANIZATIONAL STRUCTURE AND A
NEW FLOWCHART

The main reason for being unable to satisfy
the customers with the provision of post-sales
service is an inadequate organizational struc-
ture and division of labour. The existing organ-
izational structure and training of personnel is
inadequate for business improvement, mean-
ing that it is, therefore, necessary to restructure
the given operating system, i.e. to redesign its
structure. The new proposal of organizational
structure is shown in the following figure, with
the note that the administrative and managerial
organizational structure remained unchanged.
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Direktor
[Director]

Interna revizija

[Internal revision]

Marketing

Sektor prodaje
[Sales department]

Racunovodstveno-finansijski
sektor
[Accounting and Financial
Departmen]

Prodaja novih vozila i skutera
[Sales of new cars & scooters]

Prodaja polovnih vozila
[Sales of used cars]

Shema 6. Prijedlog nove
strukture (Ilustracija autora)

organizacine

Na osnovu prethodne slike moze se vidjeti
da je novo dizajniranje organizacione struk-
ture uradeno grupisanjem poslova na nacin
kojim ¢e se na najlakse povecati zadovoljstvo
klijenata postprodajnom uslugom. Naravno
da je to nuzno dovelo do povecanja broja rad-
nika 1 njihove stru¢nosti. Uveden je novi dio
koji se bavi jednostavnim popravkama vozila
ito je ,,brzi servis“. Takode su uvedena jos tri
nova odjeljenja: (1) autopraonica, (2) limar-
sko-lakirersko odjeljenje i (3) Slep sluzba.

Sluzba marketinga je odvojena od sektora
prodaje vozila i hijerarhijski je postavljena
kao funkcinalna cjelina koja se bavi marke-

Administracija
[Administration]

Sektor postprodaje
Zamjenik direktora
[Post Sales
Assistant Director]

Servis
[Repair Service]

| Brziservis ,,RAPIDE*
[Rapid repairs ,,RAPIDE*]

Autopraonica
[Car wash]

Rezervni dijelovi
[Spare parts]

Slep sluzba
[Towing service]

Limarsko-lakirersko
— odjeljenje
[Paint & Body shop]

Scheme 6. Proposal for a new organizational
structure (Illustration of autor)

Based on the previous figure, it can be seen
that the new design of organization structure
was performed by grouping tasks in a manner
that will easily increase customer satisfaction
with Post Sales service. Of course, it leads to an
increase in the number of employees and their
expertise. A new section has been introduced,
dealing with simple vehicle repairs, called Rap-
id Repairs. Additional three new departments
have also been introduced: (1) Car Wash, (2)
Paint & Body Shop and (3) Towing Service.

Marketing department has been separated
from Car Sales Department and has been hi-
erarchically set as a functional unit dealing
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tinSkim aktivnostima prodaje 1 postprodaje
uklju€ujudi i korporativni marketing. Novom
organizacionom strukturom je definisan i
novi lanac delegiranja i hijerarhijskih pozici-
ja. Sistem rukovodenja preduzecem je zadr-
7an, tj. kombinacija linijskog i funkcionalnog
rukovodenja. Nova organizaciona struktura
zahtijeva 1 izradu novih hodograma procesa
pruzanja postprodajne usluge.

ZAKLJUCAK

MenadZzment 1 organizovanje procesa pru-
zanja usluga 1 njegove kontrole poznati su kao
vazan faktor u teoriji 1 praksi menadzmenta
tokom posljednjih nekoliko decenija, a zasni-
va se na brojnim idejama u ¢ijim je osnovama
orijentacija na nivo pruzene usluge, koji na-
staje u poslovnom sistemu kao razultat proce-
sa poslovanja.

Na osnovu istrazivanja koje je provede-
no u svrhu izrade ovog rada, moze se izvesti
nekoliko zakljucaka. Svaki poslovni sistem
mora neprekidno inovirati svoju organizaci-
ju 1 nacin pruzanja usluga ili prodaje svojih
proizvoda. Postojeca organizaciona struktura
i nacin rada je pod uticajem mnostva internih
i eksternih faktora. Specificnost poslovanja
posmatranog preduzeca je u tome $to se u
neposrednoj komunikaciji sa kupcima proi-
zvoda 1 korisnicima usluga dobijaju direktne
informacije o njthovom zadovoljstvu . Posto-
jec¢i model pruzanja usluga imao je odgova-
raju¢e nedostatke kao $to su: duzina trajanja
procesa, losa komunikacija sa klijentima, ne-
adekvatni hodogrami procesa pruzanja uslu-
ga, losa ponuda usluga iako je postojala vidna
potreba klijenata, nedovoljna obucenost ka-
drova i sli¢no, §to je uzrokovalo angazovanje
viSe sredstava i smanjenje poslovnih rezul-
tata. PoboljSavanjem organizacije rada uvo-
denjem novog modela eliminisana je veéina
uocenih nedostataka i unaprijeden je proces
pruzanja postprodajnih usluga, a uvodenjem
novih usluga direktno se uticalo na poveca-
nje konkurentnosti i zadovoljstva klijenata. U
procesu pruzanja usluga neizostavan dio je i
uspostavljanje i primjena hodograma aktivno-
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with marketing activities including sales, post
sales, and corporate marketing. The new or-
ganizational structure defined a new chain of
delegation and hierarchical positioning. The
company management system remained, i.e.
a combination of line and functional man-
agement. The new organizational structure
requires the creation of new flowcharts of af-
ter-sales services provision process.

CONCLUSION

The management and organization of service
delivery processes and its control are known as
an important factor in the theory and practice
of management during the past few decades. It
is based on a number of ideas whose grounds
contain an orientation to the level of service
provided, occurring in the business system as
a result of a business process.

On the basis of the research conducted for the
purposes of the paper, several conclusions may
be derived. Each operating system should contin-
uously innovate its organization and provision of
services or the sale of their products. The existing
organizational structure and mode of operation
is influenced by numerous internal and external
factors. The business operation specificity of the
observed enterprise is in direct communication
with buyers and customers which provides di-
rect feedback on their satisfaction. The current
service delivery model had certain shortcomings
such as the length of the process, poor communi-
cation with customers, inadequate flowcharts of
service delivery processes, poor service portfolio,
etc. Even with notable requirements and needs
of the clients, insufficient training of personnel
and the like, caused the involvement of addition-
al resources and reduction in operating results.
Improvement of the work organization by intro-
ducing a new model has eliminated most of the
deficiencies found and managed to promote the
process of providing post sales services. The in-
crease of competitiveness and customer satisfac-
tion were directly influenced by the introduction
of the new services. In the process of providing
services, an essential part is the establishment and
application of flowchart of activities and docu-
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sti 1 dokumentacije. Inovirani hodogram do-
kumentacije 1 aktivnosti stvorio je mogucnost
da se utice na poboljSavanje poslovanja.
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mentation. The updated flowchart of documen-
tation and activities made it possible to affect the
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