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REZIME

Lokalna uprava na nasim prostorima, sa
birokratskom i hijerarhijskom strukturom, sa
nedovoljnom strucnos¢u, nedovoljnim zna-
njem i pretjeranim procedurama koje koristi
u svom radu, nije u stanju da prati stvaranje
novog drustva i njemu prilagodenog privred-
nog ambijenta. Nedostatak korisnicke i ciljne
orijentacije, nizak nivo razumijevanja i kori-
Sc¢enja principa i mehanizama dobre uprave
(korisnicka orijentacija, efikasnost, partici-
pativnost, nepristrasnost, transparentnost,
profesionalizam itd.) za posljedicu imaju slab
kvalitet usluga.

Osjeca se potreba za vecim promjenama
i stvaranjem nove lokalne uprave koja ce
izvrSavati osnovne upravne funkcije prema
rastu¢im zahtjevima gradana - korisnika i
razvijati lokalnu zajednicu koja ée biti kon-
kurentna, i kao mjesto za Zivot i kao mjesto
za poslovanje.

Kljuéne rijeci: korisnici, gradani, lokalna
uprava, procesna orijentacija, kvalitet,
zaposleni, menadZment.

uvaD

Sve $to se desilo zadnjih dvadesetak godina,
dovelo je do drasti¢nog pada kvaliteta Zivota
gradana na ovim prostorima. Lokalna uprava,
kao najbliza gradanima i koja postoji zbog
njih, zasnovana je na birokratskom konceptu,
sa krutom hijerarhijskom strukturom koju od-
likuje zatvorenost, slabe interakcije izmedu
organizacionih dijelova, odsustvo inovativnih
inicijativa 1 korisni¢ke orijentacije. I pored
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ABSTRACT

Local self-government in the region, char-
acterised by its bureaucratic and hierarchi-
cal structure, insufficient expertise, lack of
knowledge and excessive procedures used in
its operation, is simply unable to cope with
the creation of a new society and an adequate
economic environment. The lack of customer
and target orientation, low level of under-
standing and poor utilisation of the principles
and mechanisms of good governance (cus-
tomer orientation, efficiency, participation,
impartiality, transparency, professionalism,
etc.) results in poor quality of service.

1t seems necessary to conduct major alterations
and to create new local government or administra-
tion that would perform basic administrative func-
tions in line with the growing requirements of citi-
zens — users or customers and that would develop
a community that would be competitive, both as a
place to live and as a place to do business.

Keywords: users, citizens, local government,
process orientation, quality, employees,
management.

INTRODUCTION

The events that occurred throughout the last twen-
ty years, have led to a drastic decline in the quality
of life of citizens in the region. Local self-govern-
ment, as an institution which is the closest to the cit-
izens, is based on a bureaucratic concept, rigid hier-
archical structure characterized by its closed-nature
concept, poor interaction between organizational
units, i.e. its lack of innovative initiatives and user/
customer orientation. Despite several operational
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unapredenja u radu, na osnovu primjene infor-
macionih i komunikacionih tehnologija, zadr-
Zava se glomazan administrativni aparat. Za-
nemareni su posebno procesni pristup, timski
rad 1 upravljanje projektima kao fundamental-
ni koncepti na kojima se zasniva savremena,
korisnicki orijentisana organizacija, podesna
za odgovorno i proaktivno upravljanje razvo-
jem lokalne zajednice.

Gradovi i opstine su jedinice lokalne samo-
uprave nadlezne da obavljaju odredene poslo-
ve od vaznosti za lokalnu zajednicu i Sire, a
kojima se neposredno ostvaruju potrebe nji-
hovih gradana. Posebna odgovornost lokalne
uprave je lokalni ekonomski razvo;j.

Od lokalne samouprave se ocekuju promje-
ne u svim oblastima razvoja lokalne zajedni-
ce. U ekonomskoj oblasti je potreban razvoj
zasnovan na jac¢anju konkurentnosti kako bi
se jacala privreda, $to znaci nova radna mje-
sta, veCe prihode i bolje punjenje budzeta,
kvalitetnija infrastruktura i javne usluge. U
socijalnoj oblasti je potreban razvoj zasnovan
na jacanju solidarnosti kako bi se omogucile
jednake Sanse za sve gradane, u svim podruc-
jima Zivota i razvoja, obezbijedila socijalna
ravnoteza i integracija, 1 unaprijedio socijalni
kapital. U ekoloskoj oblasti je potreban odr-
ziv lokalni razvoj, da se prirodni resursi ra-
zumno koriste 1 cuvaju za buduce generacije,
obezbjeduje Cista i zdrava zivotna sredina.

Pad standarda i kvaliteta zivota ukazuje na
potrebu za sustinskim promjenama i stvara-
njem administracije koja je efikasna, transpa-
rentna i participativna u potrebnoj mjeri, u svim
svojim poslovima i podru¢jima odgovornosti.

POSLOVNA ORIJENTACIJA

Uredena i razvijena lokalna samouprava
za gradane je izvor sigurnosti i institucional-
ni oslonac u stvaranju uslova za rjeSavanje
njihovih potreba i interesa. Poseban interes
gradana vezan je za unapredivanje standarda
i kvaliteta zivota i obezbjedivanje boljih uslo-
va za poslovanje. S druge strane, logi¢no je
da lokalna samouprava sebi postavlja za cilj
ostvarivanje §to viSeg kvaliteta zivota ljudi
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improvements, primarily on the basis of applying
information and communication technologies, the
cumbersome administrative apparatus still remains.
In particular, process approach, teamwork and
project management are neglected, despite being
characterised as the fundamental concepts which
the modern, user-oriented organization, suited for
responsible and proactive management of develop-
ment of the local community, is based on.

Cities and municipalities represent local
self-government units responsible of performing
certain tasks of importance to the local commu-
nity and beyond, which directly fulfils the needs
of their citizens. Particular responsibility of local
government is local economic development.

Local governments are expected to implement
changes in all areas of the local community devel-
opment. The economics field requires development
based on strengthening competitiveness in order
to boost the economy, which includes more jobs,
higher incomes and more favourable budget fill-
ing, better infrastructure and better public service
quality. The social aspect requires strengthening of
solidarity in order to allow equal opportunities for
all citizens in all areas of life and development, to
ensure social balance and integration and to im-
prove social capital. The environmental area re-
quired sustainable local development, reasonable
utilisation of natural resources and their preserva-
tion for future generations, accompanied by pro-
viding clean and healthy environment.

Severe drop in life standard and quality of life
indicates the need for substantial changes and es-
tablishment of an administration that is efficient,
transparent and adequately participatory through-
out all of its activities and areas of responsibility.

BUSINESS ORIENTATION

Well maintained and developed local self-gov-
ernment represents a source of security and institu-
tional support in creating conditions to address the
needs and interests of its citizens. The particular in-
terest of the citizens is related to the improvement
of standards and quality of life and ensuring better
conditions for conducting business. On the other
hand, it is logical that the local government imposes
the objectives on itself to attain the highest possible
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u zajednici. Moderne lokalne samouprave u
Evropi a i §irom svijeta su svoje procese ure-
dile prema zahtjevima medunarodnog sistema
kvaliteta ISO. Sistem kvaliteta se primjenjuje
u svim fazama jedinstvenog poslovnog proce-
sa od identifikacije potreba gradana do zado-
voljavanja zahtjeva kvaliteta. Povezivanjem
aktivnosti svih poslovnih funkcija formira se
jedinstven poslovni proces u koji su ugradeni
zahtjevi kvaliteta.

Malobrojni su primjeri unapredenja rada
lokalne administracije na nasim prostorima.
Opstine poput Indije, Zrenjanina, Kikinde,
Parac¢ina i dijelovi Beograda i Novog Sada
izvrsile su pionirske reforme opStinske ad-
ministracije. Sve sluzbe su objedinjene je-
dinstvenim informacionim sistemom sa ba-
zom podataka. Svi segmenti procesa rada
se mogu softverski pratiti. Napravljeni su
one-stop-shop centri ili jedinstveni Salteri
gdje se sva dokumenta za gradane dobija-
ju po kratkom postupku na jednom mjestu.
Uvedeni su call-centri za sve informacije i
zalbe. Napravljeni su sajtovi opstina gdje se
vecina informacija i usluga moze dobiti od
kuce. Sve zajedno predstavlja osnove mo-
dernog menadzmenta u radu administraci-
je. Na taj nac¢in se mogu i mjeriti potrebe
stanovnika, usluge se modifikuju prema po-
trebama, poslovi se planiraju prema rezul-
tatima, prate se efekti rada i nagraduje se
prema ucinku. Kao i u svim oblastima, ni
reforma administracije nije postedena ne-
dostatka politicke volje da se sprovede si-
stemski i do kraja (Vasiljev, 2015).

Ostvareni rezultati u lokalnim uprava-
ma koje su uspostavile sistem upravljanja
kvalitetom u skladu sa ISO standardima,
pokazuju nam da su ucinjeni mali koraci
u pravcu obezbjedivanja kvaliteta uslu-
ga 1 unapredivanja standarda i kvaliteta
zivota gradana. Sprovedene su odredene
poslovno-tehnoloske i manje organizaci-
one promjene, a, da bi se krenulo dalje,
potrebne su odredene kulturne promjene,
koje zadiru u sustinu opredjeljenja lokal-
ne uprave prema kvalitetu, gradanima i
lokalnom razvoju.

quality of life for people in the community. Modern
local self-governments, both in Europe and around
the world have arranged their processes according to
the requirements of the international quality system
- ISO. The quality system is applied at all stages of
the unique business process, starting from identifi-
cation of the needs of citizens to fulfilling quality
requirements. By linking the activities of all busi-
ness functions, a unique business process is formed,
which incorporates such quality requirements.

There are few examples of improving the work
of local administration in our region. Municipalities
such as Indija, Zrenjanin, Kikinda, Para¢in and cer-
tain parts of Belgrade and Novi Sad have implement-
ed a pioneering reform of their municipal administra-
tions. All services have been integrated into a single
information system with a dedicated database. Every
operational segment of the system can be monitored
via dedicated software. One-stop-shop centres or
stalls have been introduced, thus providing all neces-
sary documents for citizens at a single location in an
instant. Call-centres have been established for pro-
viding relevant information and handling complaints.
Newly organised websites of such municipalities
provide most information and services remotely. All
the above represents the basis of a modern adminis-
tration management. That way, the needs of citizens
can be evaluated, thus allowing adequate services to
be adjusted according to such needs, further enabling
the activities to be planned according to the results,
and eventually the effects of such actions are moni-
tored and rewarded according to performance. Simi-
lar to all other segments of society, the administrative
reform also lacks the political will in order to have
it fully implemented in the system (Vasiljev, 2015).

The results achieved in local administra-
tions that have established a quality man-
agement system in line with ISO standards,
demonstrate that small steps have been made
towards providing quality service and im-
proving the citizen standard and quality of
life. Certain business, technological as well as
minor organizational changes have been im-
plemented, and in order to continue, it is nec-
essary to conduct extensive cultural changes
which affect the essence of local administra-
tion with respect to the quality itself, its citi-
zens and local development.
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Da bi se promjene u lokalnoj samoupra-
vi 1 desile, potrebna je veéina spremna za
to. Ta vecina treba da je koalicija stvorena
jedinstvom zaposlenih, gradana i njihovih
predstavnika, zakonodavne vlasti, i uz
pomo¢ eksperata, i da radi kao jedan tim
(Miov¢i¢, 2004).

Potrebno je uspostavljanje nove organiza-
cije lokalne uprave koja je usmjerena prema
ostvarivanju postavljenih ciljeva, korisnicki
orijentisana, zasnovana na procesnom pristu-
pu, timskom radu i upravljanju projektima sa
manjim troskovima i ve¢im efektima. Takva
uprava ukljucuje znatno manji broj zapo-
slenih, organizovanih u timove, sa intenziv-
nim interakcijama i da koristi sve prednosti i
prilike koje proisticu iz intenzivnog razvoja
elektronske uprave. Moderna lokalna uprava
je prije svega: (1) procesno orijentisana i or-
ganizovana, (2) korisnicki orijentisana 1 (3)
orijentisana na zaposlene.

Procesna orijentacija lokalne uprave

Osnovu procesne orijentacije predstavlja pro-
cesni pristup poslovanju. Prema ISO 9001:2008
primjena sistema procesa unutar organizacije,
zajedno sa identifikacijom i medusobnim djelo-
vanjem tih procesa, kao i menadzment njima da
bi se postigli zeljeni rezultati, mogu se shvatiti
kao procesni pristup (US¢umli¢ i Babi¢, 2014).

Upravljanje poslovnim procesima predstav-
lja nov nacin razmisljanja 1 poslovanja (Her-
naus i Sikavica, 2011). Prelaz na procesnu
filozofiju u lokalnoj upravi predstavlja dugo-
ro¢nu 1 potpunu promjenu paradigme poslo-
vanja. Potrebno je preoblikovanje poslovnih
procesa s ciljem poboljSanja u kriti¢énim sa-
vremenim mjerama performansi, kao Sto su
troskovi, kvalitet usluga i vrijeme.

Utvrdivanje klju¢nih procesa je pocetak
uvodenja procesne orijentacije. Procesna ori-
jentacija (shema 1) je horizontalna i multi-
funkcionalna organizacija poslovnih procesa.
To znaci da se u lokalnoj upravi:

1. procesi identifikuju, opisuju i dokumentuju,

2. utvrduju koraci i interakcije unutar procesa,
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In order to implement changes in local
self-government it is necessary to ensure the
majority of people are ready for such change.
Such majority should be a coalition of employ-
ees, citizens and their representatives, regulatory
authorities, who should operate as a team, with
the help of adequate experts (Miovcic¢, 2004).

It is necessary to newly organise user-ori-
ented local governance that is focused towards
achieving the designated goals, based on the
process approach, teamwork and project man-
agement, with lower costs and greater effects.
Such administration would include a signifi-
cantly reduced number of employees, organ-
ized in teams with intense mutual interactions,
and which would utilise all the advantages
and opportunities that arise from the inten-
sive development of electronic administration.
Modern local administration is primarily: (1)
process-oriented and organized, (2) custom-
er-oriented and (3) employee-oriented.

Process orientation of local administration

The basis of process orientation is a process ap-
proach to business. According to ISO 9001: 2008
application of a process system within an organ-
ization, together with the identification, manage-
ment and interaction of such processes required
to achieve the desired results, can be understood
as a process approach (Us¢umli¢ & Babic, 2014).

Business process management is a new meth-
od of thinking and business operation (Hernaus
& Sikavica, 2011). The transition to a process
philosophy in local administration is a long term
and a complete change in paradigm of opera-
tions. It is necessary to transform business pro-
cesses in order to have it improved with regards
to contemporary critical measures of perfor-
mance, such as cost, quality of service and time.

Determining the key processes is the beginning
of implementation of process orientation. Process
orientation (Scheme 1) is a horizontal and mul-
ti-functional organization of business processes.
This practically means that the local administration:
1. identifies, describes and documents the processes,

2. defines steps and interactions within the processes,
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3.

odreduju kriteriji 1 metode za efikasno determines the criteria and methods for an
funkcionisanje 1 upravljanje procesima, efficient operation and process management,
utvrduju pojedinacne odgovornosti za establishes individual responsibility for
procese, the processes
utvrduje nacin komunikacije 1 sistem in- defines the communication method and informa-
formisanja unutar i izmedu procesa, tion system both within and among the processes,
obezbjeduje raspolozivost resursa i infor- ensures the availability of resources and in-
macija, neophodnih za podrsku izvodenju formation necessary to support the imple-
1 praéenju procesa, mentation and monitoring of the process,
prate procesi, mjere i analiziraju njihove Monitors processes, measures and analyz-
performanse, primjenjuju potrebne mjere es their performance, applies the neces-
za ostvarivanje planiranih rezultata 1 stal- sary measures to achieve planned results
no poboljSavanje procesa, and continuous process improvement,
Sematski predstavlja mrezu procesa kao Schematically represents a network of
jedinstvenu sliku funkcionisanja lokalne processes as a unified display of the func-
uprave kao cjeline. tioning of local administration as a whole.
Aktivnost Aktivnost Aktivnost Aktivnost
[Activity] [Activity] [Activity] [Activity]
1 2 3 4
Proces je skup povezanih aktivnosti koje
pretvaraju ulazne u izlazne elemente
[Process is a set of related activities converting
input elements into output elements]
Isoprucioci Koris?if:.i .
(unutrasnji ili (unutr asnji ili
vanjski) Ulaz Proces Izlaz vanjski)
[Suppliers [Input] [Process] [Output] [Users
(internal or (internal or
external)] external)]
Proces koristi resurse
[Resources used by the Process]
Ljudi Metode Materijali Oprema
[People] [Methods] [Materials] [Equipment]
Vrijeme
[Time]

Shema 1. Procesni pristup poslovanju

Procesnu organizaciju karakteriSe horizon-
talna struktura, zaposleni su okupljeni oko
glavnih procesa, $to im omogucuje jedno-

Scheme 1. Process approach to business operations

Process organization is characterized by its
horizontal structure, with the employees gath-
ered around the core process, thus providing a
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stavan zajednicki pristup koji obezbjeduje
komunikaciju 1 koordinaciju njihovih napo-
ra na nacin da eliminiSe hijerarhiju 1 granice
izmedu organizacionih jedinica. Aktivnosti
osoblja se usmjeravaju, ne u cilju izvrSenja
naloga rukovodioca, ve¢ prema ispunjavanju
potreba korisnika.

Procesna orijentacija predstavlja razumije-
vanje toka poslovanja i tek je prvi korak ka
procesno—orijentisanoj organizacionoj struk-
turi. Ona razjasnjava prepreke i aktivnosti
koje su nepotrebne i predstavlja alat za budu-
¢e promjene i unapredenja.

Dizajniranje procesne organizacione
strukture

Organizaciona struktura lokalne uprave
predstavlja okvir ili model u kome su smje-
Steni 1 na odgovarajuéi nacin rasporedeni nje-
ni materijalni i ljudski resursi i pomocu koga
se vrsi njihova koordinacija i usmjeravanje u
pravcu ostvarivanja ciljeva poslovanja.

Pred savremenu organizacionu strukturu
se postavljaju klju¢ni zahtjevi: (1) kvalitet,
(2) efikasnost, (3) efektivnost, (4) fleksibil-
nost (Ubiparip, 2004).

Procesno upravljanje podrazumijeva proce-
snu organizacionu strukturu. Transformacija
organizacione strukture lokalne uprave za-
htijeva znacajne promjene u kulturi, dizajnu
poslova, filozofiji menadzmenta, informacio-
nom sistemu i sistemu nagradivanja. Navede-
no je posebno tesko u birokratizovanim struk-
turama s jasno podijeljenim odgovornostima,
usko definisanim poslovima i ovla$¢enjima
te sistemu zarada prema radnom mjestu, a ne
prema rezultatima.

Osnovna svrha procesne organizacije je
dizajniranje poslovnih procesa te njihovo
smjeStanje u odgovarajuce, fleksibilnije 1 pri-
lagodljivije organizacione strukture, uz isto-
vremeno uklanjanje rigidnih granica izmedu
pojedinih organizacionih jedinica u admini-
straciji, a sve u cilju nesmetanog odvijanja po-
slovnih procesa. Tradicionalne organizacione
jedinice zamjenjuju se procesnim timovima,
radni zadaci postaju fleksibilniji 1 opsezniji.
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common access that enables mutual commu-
nication and coordination of their efforts in a
way that eliminates hierarchies and boundaries
between organizational units. Employee activ-
ities are directed in such way, not to directly
comply with the orders made by the manager,
but to meet the needs of the customer.

Process orientation represents the under-
standing of the course of business and is only
the first step towards a process-oriented organ-
izational structure. It clarifies obstacles and
activities that are unnecessary and represents a
tool for future changes and improvements.

Designing a Process Organizational
Structure

Organizational structure of a local admin-
istration is a framework or a sample which
contains adequately organised material and
human resources and by which their coordi-
nation and guidance towards achieving the
business objectives is performed.

The following demands are set before a
modern organizational structure: (1) Quality,
(2) Efficiency, (3) Effectiveness, (4) Flexibil-
ity (Ubiparip, 2004).

Process management involves a process or-
ganizational structure. The transformation of
the organizational structure of local adminis-
tration requires a significant change in culture,
work design, management philosophy, infor-
mation system and reward system. The above
is particularly difficult in the bureaucratic struc-
tures featuring clearly divided responsibilities,
strictly defined tasks and authorisations as well
as in those systems where salaries are defined
by the work position, not by work results.

Primary purpose of process organization is de-
signing business processes and their placement
in suitable, more flexible and adaptable organiza-
tional structures, with simultaneous elimination
of rigid boundaries among individual organiza-
tional units in the administration in order to con-
duct smooth flowing development of business
processes. Traditional organizational units are re-
placed by process teams, thus making work tasks
more flexible and more comprehensive.



C. Jekic: PROCESS OPERATION OF LOCAL SELF-GOVERNMENT

ECONOMICS

Procesno orijentisana struktura je formirana
oko klju¢nih procesa umjesto zadataka, funk-
cija ili geografskog podrucja, tako da nestaju
granice izmedu razlicitih organizacionih jedi-
nica. Samostalni timovi a ne pojedinci osnov
su organizacionog dizajna i rada, a ¢lanovi ti-
mova su trenirani na na¢in da mogu obavljati
viSe poslova i da imaju vjestine, alate, motiva-
ciju i ovlas¢enje za donosSenje odluka vezanih
za rad tima.

Iz filozofije kvaliteta proistice strategija
kvaliteta u odnosu na procese, koja se mani-
festuje kroz procesnu organizaciju shema 2
(Arsovski, 2006).

A process-oriented structure is formed around
the core processes instead of tasks, functions or
geographical areas, causing the disappearance of
boundaries between the different organizational
units. Independent teams, rather than individuals,
are the foundation of organizational design and
operation, while the team members are trained so
that they can perform more tasks and posess the
skills, tools, motivation and authority to make de-
cisions related to the team operation.

Such quality philosophy establishes quali-
ty strategy related to the processes, which is
manifested through the process organization,
Scheme 2 (Arsovski, 2006).

FILOZOFIJA STRATEGIJA USPOSTAVLJANJE

[PHILOSOPHY] [STRATEGY] [ESTABLISHMENT]
Orijentacija na procese Procesna organizacija =  Planiranje
[Process orientation] [Process organisation]: [Planning]

= Kljuéni procesi
[Key processes]

= Model procesa
[Process model]

= Timska organizacija
[Team organisation]

=  Oblikovanje
[Modeling]

=  Povezivanje
[Connection]

= Realizacija
[Realisation]

Shema 2. Od procesne organizacije do
menadzmenta procesima

Odgovornost za svaki kljucni proces u ci-
jelosti lezi na vlasniku procesa koji koordini-
ra viSe procesnih timova od pocetka do kraja
procesa. Organizacionu kulturu karakteriSu
otvorenost, povjerenje i saradnja usmjerena
na kontinuirano poboljsanje.

Orijentacija na korisnika — usmjerenost
prema zahtjevima gradana

Uspjesne strategije u fokusu imaju kvalitet i
posmatraju ga sa stanovista korisnika (JanoSe-
vi¢, Seni¢, Stefanovié, Arsovski i Solak, 1999).

Gradani, privredne i druge organizacije, kao
korisnici, za administraciju predstavljaju cilj-
no trziSte s jasnim i prepoznatljivim potreba-

= Kontrolisanje
[Control]

Scheme 2. From process organisation to
process management

Responsibility for each key process entire-
ly lies on the process owner that coordinates
several process teams from the beginning of
the process to its end. Organizational culture is
characterized by its openness, trust and co-op-
eration focused on continuous improvement.

User orientation — Orientation towards
requests of citizens

Successful strategies are quality-focused and
perceive quality from a user perspective (Janose-
vié, Seni¢, Stefanovié, Arsovski & Solak, 1999).

Citizens, business and other organizations, as
users, are the target market to administration
with clear and distinctive needs and expecta-
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ma 1 o¢ekivanjima. Koraci koje administracija
preduzima u tom pravcu su: (1) upoznavanje
1 pracenje potreba gradana lokalne zajednice,
(2) izgradivanje i razvijanje dugoro¢nog par-
tnerstva sa gradanima, (3) mjerenje zadovolje-
nja gradana.

S najve¢im brojem problema gradani se su-
sre¢u na nivou zajednice u kojoj zive i realizu-
junajznacajniji dio svojih poslovnih i privatnih
aktivnosti. Njihov interes vezan je za unapre-
denje standarda i kvaliteta Zivota: ekonomski
status, kultura, okruzenje, obrazovanje, drus-
tvena kohezija i ukljucivanje, domacinstvo,
druStvena bezbjednost, transport i pristup,
zdravlje 1 socijalna zastita, ljudi i prostor itd.

Aktivno ukljuceni u procese implementaci-
je, pracenja 1 vrednovanja aktivnosti lokalnih
vlasti gradani odreduju smjer opsSteg razvoja
lokalne zajednice. Mehanizmi uces$¢a gradana
u skladu sa savremenim evropskim rjesenjima
koji stoje na raspolaganju lokalnim organima
su: mjesne zajednice, javne rasprave, tematski
sastanci, ankete, knjige utisaka, mehanizmi po-
vratnih informacija, “sati gradana”, otvorena
vrata opstine, zbor gradana, web stranica, ne-
posredni kontakti funkcionera i zaposlenih sa
gradanima i dr. Praksa pokazuje da se u radu
lokalnih uprava navedeni mehanizmi nedo-
voljno koriste.

U procesu izgradnje dugoro¢nih odno-
sa identifikovano je pet faza kroz koje treba
da produ organizacija i korisnici: postojanje
komplementarnih potreba, interakcije, rezul-
tati, ulaganje (investicije), privrzenost partnera
(Milisavljevi¢, 2006). Korisnicki orijentisana
administracija ohrabruje gradane da ucestvuju
u rjeSavanju pitanja od znacaja za zajednicu i
Salje snaznu poruku gradanima da je njihovo
prisustvo pozeljno i svrsishodno. Gradani do-
laze do mogucénosti da aktivno ucestvuju u rje-
Savanju svojih problema, a lokalna vlast dolazi
do korisnih saznanja i ideja. Partnersko djelo-
vanje dovodi do koncentracije kvaliteta i stvara
¢vrstu medusobnu vezu.

Da bi bila izvrsna, organizacija treba da
ostvari odrzivo uvazavanje od strane korisni-
ka (Rakovi¢, 2006). Besprijekorno uredena i
infrastrukturno opremljena lokalna zajednica,
koja postaje privlacna i tolerantna sredina, u
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tions. The steps that the administration takes
in that regard are as follows: (1) familiarising
with and monitoring needs of the citizens from
the local community, (2) building and devel-
oping long-term partnerships with citizens, (3)
measuring citizen satisfaction.

The majority of problems that the citizens
encounter relates to the community which they
live in and perform the most important aspects
of their business and private activities. Their in-
terest is related to the improvement of standards
and quality of life: economic status, culture,
environment, education, social cohesion and
inclusion, household matters, social security,
transport and accessibility, health and welfare
protection, people and property, etc.

Through active involvement in the implemen-
tation, monitoring and evaluation of activities of
local authorities, the citizens determine the general
direction of the overall development of the local
community. The mechanisms of citizen partic-
ipation in line with modern European solutions
available to local authorities are: local communi-
ties, public hearings, thematic meetings, surveys,
book of impressions, feedback mechanisms,
“citizen hours”, municipality open doors, citizen
gatherings, website, direct contacts of officials
and employees with other citizens, etc. Practice
shows that in practice the above mechanisms are
underutilized by the local administrations.

Five stages through which both organizations
and users are required to undertake have been
identified: existence of complementary needs,
interactions, results, investment, commitment to
partners (Milisavljevi¢, 2006). User-oriented ad-
ministration encourages citizens to participate in
solving the issues of importance to the commu-
nity and sends a strong message to citizens that
their presence is desirable and practical. Citizens
are enabled to actively participate in solving their
own problems, and local authorities obtain use-
ful knowledge and ideas. Partnership action leads
to a concentration of quality and creates a strong
mutual relationship.

In order to be characterised as excellent, the or-
ganization should achieve sustainable appreciation
by its users (Rakovi¢, 2006). An impeccably deco-
rated and infrastructurally equipped local commu-
nity becomes an attractive and tolerant environ-
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kojoj mladi ostaju i gdje ljudi dolaze da stvara-
ju svoju zivotnu i poslovnu buducnost, stvara
visoku lojalnost i privrzenost gradana svojoj
lokalnoj upravi.

Unapredenje funkcionisanja lokalne samou-
prave se mjeri stepenom zadovoljavanja gra-
dana pruzenim uslugama. Uspostavljanjem
razmjene informacija sa gradanima se dolazi
do vaznih podataka, kao §to su: Sta im je po-
trebno, Sta ocekuju, u kojoj mjeri su zadovolj-
ni sa lokalnom vlas¢u i uslugama. Istrazivanje
Svjetske banke o zadovoljstvu gradana BiH
uslugama lokalne administracije je prikazano
na grafikonu 1.
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Grafikon 1. Povratne informacije od gradana
(Kalantzopoulos 1 Armitage, 2009)

Orijentacija na zaposlene

Postojeca transformacija lokalne uprave u
pravcu prihvatanja trziSnih elemenata poslova-
nja i ispunjavanja novih zadataka koji se pred
nju stavljaju, zahtijeva novi pristup ljudskim
potencijalima. Iskustva razvijenih sredina po-
kazuju da je kvalitetno upravljanje ljudskim
potencijalima u lokalnoj samoupravi pretpo-
stavka odgovornog i proaktivnog upravljanja
razvojem lokalne zajednice.

Savremeni koncept upravljanja ljudskim po-
tencijalima, podrazumijeva istovremeno podi-
zanje kompetentnosti i motivisanosti osoblja,
ali 1 uslova u kojima oni rade (Baktijarevi¢ -

[Sewerage] F

ment, where youngsters come to stay and where
people come to create their own life and business,
and as such creates a high level of loyalty and com-
mitment of citizens to their local administration.

Improving the functioning of local self-gov-
ernment is measured by the degree of citizen
satisfaction with the services provided. The in-
formation exchange with the citizens provides
important data, such as: citizens’ requirements,
expectations, to what extent they are satisfied
with local government and services. The World
Bank’s Survey on Satisfaction of BiH citizen
with their local administration is shown in
Graph 1.

Problemi gradana nisu rijeseni
[Citizen problems not solved]

Problemi gradana su rijeSeni
[Citizen problems solved]

Graph 1. Citizen feedback (Kalantzopoulos,
Armitage, 2009)

Employee-based orientation

The current transformation of local administra-
tion with respect to accepting the market elements
of business operations and fulfiling new tasks that
are put before it, requires a new approach to hu-
man resources (HR) management. The experience
from developed regions shows that the proper HR
management in local administration is an assump-
tion of a responsible and proactive management
of the local community development.

The modern concept of HR management in-
volves both raising the competence and moti-
vation of staff, but also of the conditions which
they operate in (Baktijarevi¢ - Siber, 1999).
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Siber, 1999). Taj zahtjev eksciplitno sadrZi i
Evropska povelja o lokalnoj samoupravi u ko-
joj stoji: “Uslovi rada zaposlenih u lokalnim
organima vlasti bice takvi da omoguée zapo-
Sljavanje visokokvalitetnog osoblja, sposob-
nog i kompetentnog.*

Upravljanje ljudskim potencijalima u opsti-
nama RS i BiH u cjelini je prilicno zanemareno
1 uglavnom se svodi na kadrovsku evidenciju,
odnosno nadgledanje zaposlenih. Mnoge vaz-
ne oblasti upravljanja su zapostavljene. Kao
rezultat loSeg upravljanja u vecini lokalnih za-
jednica se javlja slab kvalitet usluga, a admini-
stracija je glomazna, neefikasna i1 skupa.

Lokalna uprava je servis svojih gradana i
poreskih obveznika, njen osnovni proizvod je
usluga, a ljudi zaposleni u opstinskoj upravi su
glavni i najvazniji resurs u pruzanju kvalitetnih
usluga. Zbog toga se podrazumijeva da opStin-
ska uprava, da bi bila uspjesna, mora u svakom
trenutku posjedovati kompetentne, sposobne
i dobro motivisane rukovodioce i sluzbenike
(Zlokapa 1 Miov¢i¢, 2008).

Da bi zaposleni mogli ostvarivati kvalitet,
mora da posjeduju znanje, vjestine, moc i Zelju
(Ubiparip, 2004). Komponente aspekta ostvari-
vanja kvaliteta ljudskih potencijala (Shema 4).

Such request is contained in the European
Charter of Local Self-Government, stating the
following: “The conditions of service of local
government employees shall be such as to per-
mit the recruitment of high-quality staff on the
basis of merit and competence.”

HR Management in Municipalities of the Repub-
lic of Srpska (RS) and BiH is in general rather ne-
glected and is mainly limited to personnel records,
1.e. supervising the employees. Numerous important
areas of management have been neglected. Poor
quality of services, alongside with cumbersome, in-
efficient and costly administration are the result of
such poor management in most local communities.

Local administration is in the service of its citizens
and taxpayers, its core (main) product is its service,
and the people employed in the municipal admin-
istration are the main and most important resource
in the provision of such quality services. Therefore,
it is understood that the municipal administration
shall at all times possess competent, capable and
well-motivated managers and employees, in order
to be successful, (Zlokapa & Miovc¢ic, 2008).

In order for an employee to reach the required level
of quality, he or she must possess the knowledge, skills,
power and willingness to do so (Ubiparip, 2004). Com-
ponents of achieving human potential (Scheme 4).

Moé

[Power]

Slika 4. Komponente

Zelja
[Willingness]

Motivisanje, mobilizacija,
pojacavanje
[Motivation, Mobilisation
Intensification]

[
- .
2.8 2
S = =
S s . . . =
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2 S \[Human resources]|] E
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Trening, rotacija
[Training, rotation]

afioewoyur ‘afueaozeiqQ

Vjestine
[Skills]

[a8pajmouy]
slueuy

ljudskog aspekta

ostvarivanja kvaliteta (Ubiparip, 2004)

184

Scheme 4. Components of achieving human
potential (Ubiparip, 2004)
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Informacije i znanje sve vise postaju odlu-
cujuci element za uspjeh organizacija na trzi-
Stu (Rakovi¢, 2006). Zaposlenima je potrebno
da imaju sva neophodna znanja i vjestine, da
razumiju veze i razloge zaSto se nesto radi,
da budu motivisani za inovativno razmislja-
nje 1 kontinuirano unapredenje kvaliteta po-
slovanja. Obrazovanje i obuka treba da budu
stalni proces a zaposleni da se osposobljavaju
ne samo za rad i vjesStine ve¢ i za misljenje,
rjeSavanje problema, saradnju, prihvatanje
odgovornosti itd.

Dodatnu edukaciju zaposlenih u lokalnoj
upravi je potrebno organizovati iz sljedecih
oblasti: strateSko planiranje u zajednici, pri-
vreda, ekonomija 1 finansije, informaticke
tehnologije, efikasnost administracije, odnosi
sa javnoS$c¢u, pruzanje pravne pomoci, uloga
1 razvoj lokalne samouprave i dr. (Pundero-
vi¢, 2003). MenadZzment i, u okviru njega,
menadzment kvalitetom, liderstvo, procesni
pristup, marketing, upravljanje ljudskim re-
sursima 1 upravljanje finansijama treba da su
prioriteti kada su u pitanju edukativni progra-
mi. U budZetu opstina neophodno je obez-
bijediti veca finansijska sredstva za ovu na-
mjenu, koja Ce se tretirati kao investicija, a ne
kao troSak.

Savremena psihologija nudi set tehnika uz po-
moc¢ kojih lokalna samouprava moze unaprijedi-
ti efikasnost kao 1 osjecaj zadovoljstva osoblja:
nagrada, kazna, saradnja i takmicenje, poznava-
nje vlastitih rezultata, moguénost participacije u
odlucivanju, meduljudski odnosi, stil rukovode-
nja, porodic¢ne prilike (Punderovi¢, 2004).

Prije rada na motivaciji, nuzno je po-
boljsati nivo komunikacije zaposlenih (in-
terne, hijerarhijske), unaprijediti socijalne
vjestine, povecati nivo svjesnosti o utica-
ju sopstvenog ponaSanja na druge, potom
raditi na ,team bonding-u“, tj. povecati
koheziju zaposlenih, pa se tek na kraju,
posvetiti motivaciji zaposlenih (Vukovi¢,
2008). Osoblje zeli punu integraciju u Zi-
votu lokalne samouprave, a ne samo platu
za svoj rad. Stalni zadatak rukovodstva je
da informise osoblje i objasnjava Zeljene
ciljeve, istiCuéi pri tom znacaj zadovolja-
vanja zahtjeva gradana, partnera i drustva.

Information and knowledge are increasingly be-
coming the decisive element for the success of or-
ganizations at the market (Rakovi¢, 2006). Employ-
ees require not just being provided with the necessary
knowledge and skills, but also with understading
of the connections and the reasons why something
is being done, as well as motivation for innovative
thinking and continuous improvement of quality of
business operation. Education and training should be
a continuous process, while the employees should be
trained not only to work, but also to think, resolve
problems, cooperate, accept responsibility, etc.

Additional education of local administration
staff should be organized in the following areas:
strategic planning in the community, the econo-
my, economy and finance, information technol-
ogy, administrative efficiency, public relations,
provision of legal aid, the role and development
of local self-government and others. (Punderovic,
2003). Management and its related aspects, such
as the quality management, leadership, process ap-
proach, marketing, human resource management
and financial management should have priority
when reffering to educational programs. Consider-
able funds should be allocated from the municipal-
ity budget for such purpose, while being treated as
an investment, rather than an expense.

Modern psychology provides a set of tech-
niques by which a local self-government can
improve both the efficiency and the satisfac-
tion of its personnel: rewards, penalties, co-
operation and competition, familiarisation of
their own results, decision-making participa-
tion, interpersonal relations, leadership style,
family situation (Punderovi¢, 2004).

Prior to addressing motivation, it is necessary to
improve the level of employee communication (in-
ternal, hierarchical), social skills, increase the level
of awareness regarding interpersonal employee be-
havious and its impact onto others, enforce “team
bonding”, i.e. increase the employee cohesion, and,
once the above matters are dealt with, only then
one should refer to employee motivation (Vukovic,
2008). The staff urges for full integration into the
life of the local self-government, not just a salary for
their work. The permanent task of management is to
inform the staff and explain the required objectives,
emphasizing the importance of meeting the demands
of citizens, partners and the society itself. By con-
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Vezivanje osoblja za sudbinu lokalne sa-
mouprave i zajednice je najjac¢i motivator i
neka vrsta garancije da ¢e se angazovati za
njenu dobrobit.

Lokalne samouprave moraju pokazati stvar-
ni interes za ljudske potencijale, smatrajuéi ih
najvrijednijom imovinom. Permanentno obra-
zovanje, strucni i kreativni ljudi, visoka mo-
tivisanost, ovlas¢ivanje i participacija, timski
rad i kultura kvaliteta predstavljaju prave vri-
jednosti za unapredivanje kvaliteta zivota gra-
dana u lokalnoj zajednici.

MENADZMENT PROCESIMA

Sve aktivnosti menadZment procesima sli-
jede iz orijentacije na procese, zaposlene 1
korisnike, koji su ukljuceni u principe uprav-
ljanja kvalitetom (Arsovski, 2006).

Vodenje 1 upravljanje procesima prema za-
datom cilju obuhvata aktivnosti planiranja,
organizovanja 1 kontrolisanja, kojima se pro-
cesi standardizuju 1 ponavljaju a rezultati su
efikasnost 1 stalna poboljSanja.

Sve pocinje sa korisnicima. Procesi su
usmjereni na korisnike. Korisnici lokalne
uprave su gradani, potencijalni investitori i
zaposleni u lokalnoj upravi.

necting the staff to the fate of the local self-govern-
ment and the community is the strongest motivator
possible, and a guarantee that the staff shall actively
participate to ensure its prosperity.

Local self-governments must demonstrate a
real interest in human resources, considering
them the most valuable asset. Permanent educa-
tion, professional and creative personnel, high
level of motivation, accreditation and participa-
tion, teamwork and a culture of quality repre-
sent true values for improving the quality of life
of citizens in the local community.

PROCESS MANAGEMENT

All process management activities are de-
rived from the orientation onto processes, em-
ployees and users involved in the principles
of quality management (Arsovski, 2006).

Process implementation and management towards
a preset objective includes planning, organizing and
controlling activities, through which the processes
are standardized and repeated, with the results being
efficiency and continuous improvements.

It all starts with the users. The processes are
user-oriented. Members of local administra-
tion are the citizens, potential investors and
local administration staff.

Definisanje i povezivanje
procesa
[Defining and linking
of the process]

Unapredivanje procesa
[Process improvement]

Izvodenje procesa
[Process execution]

Pracenje i mjerenje
procesa
[Process monitoring
and measurement]

Shema 5. Faze upravljanja procesima.
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Primjena nacela procesne orijentacije 1
procesnog menadZmenta: usmjerenost na ko-
risnika, medufunkcionalni pristup, timski rad,
kontinuirano unapredenje, jasne kompeten-
cije 1 odgovornosti, operacionalizovani cilje-
vi, sistem nagradivanja zasnovan na ucinku
i preduzetnistvo (Vuksi¢, Hernaus, Kovaci¢,
2008) omogucava da procesi budu efikasni,
efektivni, transparentni i adaptibilni.

Definisanje i povezivanje procesa

Identifikacijom kriti¢nih faktora uspjeha 1
odgovaraju¢ih procesa nastaje spisak kljuc-
nih procesa koji se veZu sa procesima po-
drske. Klju¢ni poslovni procesi se direktno
odnose na rad samouprave u vezi sa obez-
bjedenjem usluga. Obi¢no zahtijevaju najve-
¢i dio resursa i zaposljavaju vecinu osoblja u
lokalnoj upravi.

Procesi imaju vise karakteristika. U prvom
redu mora da postoji odredena odgovornost
za njihovu implementaciju — mora se znati
vlasnik procesa, granice, kapacitet, mjerlji-
vost, kontrolne tacke, dokumentovanost, efi-
kasnost, efektivnost, prilagodljivost i korek-
tivna akcija (Ubiparip, 2004).

Poslovni procesi se definiSu na nacin da
zaposleni bolje razumiju svoje uloge, odgo-
vornosti, zavisnost 1 na¢in obavljanja posla
(Vuksi¢, Hernaus, Kovaci¢, 2008). Na osno-
vu svoje nadleznosti lokalna uprava Kragu-
jevca je definisala svoje procese. Upravljacki
1 glavni procesi su prikazani u tabeli 1.

Tabela 1.
Procesi u integrisanom sistemu menadzmenta
kvalitetom (Joveti¢, Purié¢, Jankovi¢, 2014)

Applying the principles of process orientation
and process management: user-orientation,
inter-functional approach, teamwork, contin-
uous improvement, clear competencies and
responsibilities, operationalized objectives,
performance-based reward system and en-
trepreneurship (Vuksi¢, Hernaus, Kovacic,
2008) allows the processes to be efficient, ef-
fective, transparent and adaptable.

Process definition and linking

The list of key processes associated with the sup-
porting processes is formed through identification
of critical success factors and the corresponding
process. Key business processes are directly relat-
ed to the self-government operation with respect to
the provision of services. Both the largest share of
resources and the majority of staff from local ad-
ministration are commonly allocated to the above.

The processes are characterised by several fea-
tures. Primarily, a certain responsibility for their
implementation is to exist - the owner of the pro-
cess, limitations, capacity, measurability, check-
points, registration through documents, efficien-
cy, effectiveness, flexibility and corrective action
are to be designated (Ubiparip, 2004).

Business processes are defined in such a way
that employees should understand their roles,
responsibilities, dependence and work methods -
better (Vuksi¢, Hernaus, Kovaci¢, 2008). Local
administration of Kragujevac has defined its pro-
cesses on the basis of its own competence. Con-
trol and major processes are presented in Table 1.

Table 1.
Processes inanintegrated Quality Management
System (Joveti¢, Puric, Jankovié, 2014)

Upravljacki procesi
[Control processes]

Glavni procesi - Proces pruzZanja usluga javnog
servisa
[Core processes — Process of providing public
services|]

Analiza potreba 1 o¢ekivanja korisnika - gradana
[Analysis of the needs and expectations of users - citizens]

Upravljanje integrisan sistemom men. kv.
[Integrated QMS Management.]

Napomena: Tabela 1 se nastavlja na sljedecoj strani

Upravljanje imovinom grada
[City asset management]

Zdravstvo, socijalna zastita i briga o djeci
[Health care, social welfare and child care]

Note: Table 1 continued on next page
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Upravljanje zakonskom, podz. i normat. regul.
[Legal management, management of bylaw and nor-
mative regulations]

Kom. sa grad. i njihova particip. u procesima
[Communication with citizens and their involvement
in processes|

Transparentni i antikorupcijski proces
[Transparency and anti-corruption processes|
Komunikacija sa drugim LU/vladama i zaint. str.
[Communication with other local self-governments/
governments and interested parties]
Organizacija prostornog uredenja
[Physical planning organisation]

Procesi poreza, finansija, unutra$nje kontr. i rev.
[Tax, finance, internal control and auditing processes]

Obrazovanje, kultura, informisanje
[Education, culture, information]

Uredenje naselja i stanovanja
[Organisation of settlements and housing]

Privreda, sport i sportska infrastr.
[Economy, sports and sport infrastructure]

Civilna zastita i javna sigurnost
[Civil protection and public safety]

Investicije i razvoj imovine grada
[Investment and city asset development]

Razvoj civilnog drustva i potreba mladih
[Development of civil society and the needs of youth]
Upravljanje zastitom okoline i rac. Koris¢enje prirod-

nih resursa LU
[Environmental protection management and rational
utilisation of natural resources]

Procesi podrske su: upravljanje ljudskim
potencijalima, odgovornost za pribavlja-
nje ekonomskih resursa, upravljanje radnim
okruzenjem, upravljanje infrastrukturom,
proces nabavke resursa i informacioni sistem
(Joveti¢, Puri¢ 1 Jankovi¢, 2014).

Vlasnici procesa su, prirodno, ljudi iz or-
ganizacionih cjelina koje realizuju najveci
broj aktivnosti ukljucenih u proces. Timo-
vi za poboljSanje i inovacije su odredeni a
procesi su razumljivi svima u administraciji
jer su u odluc¢ivanje ukljuc€eni svi ucesnici
procesa.

Procesi se dokumentuju u obliku procedura
koje sadrze nosioce aktivnosti, autpute 1 ma-
terijalne izlaze (zapise, dokumente, usluge).
One opisuju procese, potprocese, kljucne ak-
tivnosti 1 daju informacije o tome kako se oni
dosljedno obavljaju.

|zvodenje procesa

Najvaznija aktiva jedne organizacije, drza-
ve, naroda jeste ono S$to JESTE, a ne ono S$to
IMA. To $to jeste naziva se KULTURA SI-
STEMA (Adizes, 2008).

Da bi procesi ostvarili ciljeve, potrebno
je definisati 1 urediti kompetencije, odgo-
vornosti 1 zadatke, tako da se ostvari ori-
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Support Processes are as follows: HR man-
agement, responsibility for provision of eco-
nomic resources, work environment manage-
ment, infrastructure management, resource
procurement process and information system
(Joveti¢, PBuri¢ & Jankovi¢, 2014).

Process owners are, naturally, people from or-
ganizational units that implement the largest num-
ber of activities involved in the process. Teams
for improvement and innovation have been de-
fined while the processes are fully understood by
the administration staff since all the participants
are involved in the decision-making process.

The processes are documented in the form of
procedures that include project managers, general
outputs and physical outputs (records, documents,
services). The above procedures specify processes,
sub-processes, key activities and provide informa-
tion on how such actions are consistently performed.

Process performance

The most important asset of an organiza-
tion, country or a nation is what it actually IS,
not what it OWNS. This is called CULTURE
SYSTEM (Adizes, 2008).

In order to achieve the objectives of processes,
it is necessary to define and regulate the compe-
tencies, responsibilities and tasks in such manner
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jentisanost prema gradanima, sopstvena
odgovornost svakog zaposlenog, timski
rad 1 uklju€ivanje osoblja. Nova organiza-
ciona kultura koja daje teziSte poslovnim
procesima, podrazumijeva da se osoblje
ukljucuje u kreiranje poslovnih procesa,
da su dio njih, da ih razumiju i kreativno
unapreduju.

Treba zadovoljiti kupca, a ne direktora
ili neposrednog rukovodioca (Rakovi¢,
2006). Da bi se zadovoljili zahtjevi gra-
dana, koji se, uz to, neprekidno mijenja-
ju, usluge lokalne uprave se isporucuju u
multifunkcionalnom lancu, koji povezu-
je interne isporucioce i korisnike unutar
uprave. Duznost svakog zaposlenog koji
se nalazi u ulozi internog isporucioca je da
zadovolji zahtjeve svog korisnika - slje-
deceg u procesu, pri ¢emu je zadovoljenje
gradana prioritet za sve u procesu. To zna-
¢i da svako u lancu treba da zna zahtjeve
gradana i nacin kako se oni prenose u in-
terne procesne specifikacije.

Osoblje lokalne uprave zeli punu inte-
graciju u zivotu organizacije a ne samo
platu za svoj rad. Stalni zadatak rukovod-
stva je da informiSe osoblje i objasnjava
zeljene ciljeve, isticu¢i pritom znacaj za-
dovoljavanja zahtjeva gradana, partnera
i drustva. Vezivanje osoblja za sudbinu
lokalne samouprave i zajednice je najjaci
motivator i neka vrsta garancije da ¢e se
angazovati za njenu dobrobit. Svrsishod-
no oblikovani procesi sa stanovista obima,
dinamike, troSkova i redoslijeda aktivnosti
¢e smanyjiti potrebu za korektivnim akcija-
ma 1 olakSati pracenje.

Pracenje i mjerenje procesa

Stvarno stanje odvijanja procesa u lokal-
noj samoupravi najé¢esée se opisuje pomo-
¢u dijagrama toka i kontrolne (procesne)
karte. Tim za proces analizira stanje pro-
cesa u smislu: ko, Sta, kada, gdje, mjesto,
zaSto 1 kako radi. Analizom se dolazi do
odredenih karakteristika procesa: koliko
su znacajni, neophodni i njihov doprinos

to obtain orientation towards citizens, personal
responsibility of every employee, teamwork and
staff involvement. The new organizational cul-
ture that focuses onto business processes implies
that the personnel are involved in creating busi-
ness processes, that they are a constituent part of
such processes, and that they should understand
and creatively improve them.

The customers’ needs are to be met, not those of
a manager or an immediate supervisor (Rakovi¢,
2006). In order to meet the citizens requirements,
which, in addition, are constantly changing, local
administration or self-government services are de-
livered through a multifunctional chain, which con-
nects the internal suppliers and customers within the
administration. The duty of every employee acting
as an internal supplier is to meet the requirements
of its customer - the following user in the process,
while the citizen satisfaction is to be a priority for
everyone in the process. This basically means that
everyone in the chain should be familiar with the
citizens’ demands and how they are transmitted
onto the internal process specifications.

The local administration staff strives towards full in-
tegration into the life of the organization without sim-
ply requiring only their salary for the work performed.
The permanent task of the management is to inform
the staff and to explain the desired objectives, simul-
taneously emphasizing the importance of fulfilling the
demands of citizens, partners and the society in gener-
al. By relating staff to the fate of the local self-govern-
ment and the community represents the strongest mo-
tivator and a kind of a guarantee that the staff shall be
fully engaged in the community well-being. Rational-
ly modeled processes with respect to scope, dynamics,
costs and the activity sequence will reduce the need for
corrective actions and facilitate monitoring.

Process monitoring and measurement

The real process development in local self-gov-
ernment is usually described using the flowchart
and control (process) chart. They enable process
team to analyze the state of the process in terms of:
who/what performs the process and when, where,
why and how is the process being performed. The
analysis provides certain characteristics of the
process: how important and necessary the pro-
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kvalitetu, jesu li to procesi koji stvara-
ju vrijednost ili procesi podrSke. Analiza
obuhvata 1 interfejs procesa i analizu po-
vecanja kvaliteta 1 usluge u samoupravi,
odnosno percipiranu vrijednost od strane
gradana, njihova ocekivanja, zadovoljstvo
1 buduce potrebe.

Lokalna uprava grada Kragujevca svakih
Sest mjeseci sprovodi internu provjeru siste-
ma, procesa i kljucnih aktivnosti. Internu pro-
vjeru sprovodi prethodno formiran tim za ovu
namjenu. Cilj je utvrditi da li sistem i procesi
ispunjavaju ocekivane, specificirane rezulta-
te, kao i statutarnu i1 zakonsku regulativu (Jo-
veti¢ i sar., 2014).

Pokazivanje sposobnosti znaci da, bilo po-
smatranjem ili putem validnih zapisa, treba
da bude na raspolaganju dokaz koji pokazuje
da je proces sposoban da ostvari planirane re-
zultate. Onaj koji rukovodi procesom, uvijek
treba da zna:

1. da li se proces odvija u skladu sa pla-
nom?

2. koliko ostvareni rezultati doprinose ostva-
rivanju ciljeva lokalne samouprave?

3. dali proces ostvaruje rezultate na najbolji
nacin?
4. postoje 1i moguénosti za poboljSanje?

Dobro provedeno strukturisanje procesa
¢e omoguciti pracenje njihovog odvijanja i
analizu u cilju otkrivanja svih slabih mjesta
(petlje, preklapanja, duplirani poslovi, nedo-
voljne kompetencije, viSak osoblja, rasipanje
resursa i sl.).

Kako bi procijenila nivo zrelosti lokalne
uprave i unaprijedila efikasnost, efektivnost i
transparentnost procesa, lokalna uprava gra-
da Kragujevca je razvila sistem samovred-
novanja koji obuhvata Cetiri kategorije: in-
dikatore institucionalnog razvoja za dobru
lokalnu upravu, indikatore odrzivog eko-
nomskog razvoja, indikatore inkluzivnog
socijalnog razvoja i indikatore odrzivog ra-
zvoja zaStite Zivotnog okruzenja. Navedene
Cetiri kategorije sadrze 39 indikatora, koji
taéno mogu da odrede nivo zrelosti lokal-
ne uprave (Joveti¢, Puri¢ i Jankovi¢, 2014).
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cesses are and what their contribution to quality
is; whether they are value-creating processes or
support processes. The analysis includes a process
interface and analysis of the increase in quality
and services provided by self-government, i.e. the
value of the service perceived by the citizens, their
expectations, satisfaction and future needs.

The local administration of the city of Kragu-
jevac conducts an internal audit of its systems
and key activities every six months. The inter-
nal audits are conducted by a team specifically
formed for that purpose. The aim is to deter-
mine whether the system and processes meet
the expected, preset results, as well as statutory
and legal framework (Joveti¢ et al., 2014).

Demonstration of capability means that ei-
ther through observation or through valid re-
cords, an evidence indicating that the process
is able to achieve the planned results should
be available. The process manager should
alyaws be familiar of the following:

1. whether the process is being performed
according to plan?

2. how the results achieved contribute to achiev-
ing the goals of the local self-government?

3. whether the process performs in the best
manner possible?

4. Are there any possibilities for improvement?

Well spent process structuring would al-
low for monitoring of their development
and analysis in order to identify any weak
points (loops, overlappings, duplicat-
ed jobs, lack of competence, excess staff,
waste of resources, etc.).

In order to assess the level of maturity of local
administration and to improve the efficiency, ef-
fectiveness and transparency of the process, the
local administration of the city of Kragujevac
has developed a system of self-evaluation which
includes four categories: indicators of institu-
tional development for proper local governance,
indicators of sustainable economic growth, indi-
cators of inclusive social development and indi-
cators of sustainable development of Environ-
ment Protection. The four categories include 39
indicators that can accurately determine the level
of maturity of the local administration (Jovetic,
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U tu svrhu sprovodi se anketa rukovodilaca
iz svih sektora.

Unapredivanje procesa

Preklapanje 1 dupliranje poslova, viSestruko
obavljanje istih poslova, neprecizno utvrdene
odgovornosti, viSak zaposlenih i nepotrebna
pojedina radna mjesta, neracionalno raspola-
ganje resursima su vidljivi elementi koje treba
eliminisati 1 unaprijediti procese i poslovanje
u vecini lokalnih uprava na ovim prostorima.
Nekompetentnost za promjene i otpori pro-
mjenama su razlog $to se ovi uocljivi elemen-
ti ne koriste.

Lokalna uprava mora redovno da sakuplja
1 analizira informacije o zapazanju gradana,
odnosno korisnika usluga o tome u kojoj je
mjeri ispunila njihove zahtjeve. lzvori in-
formacija i mjerila zadovoljstva korisnika
su: reklamacije/zalbe, podaci dobijeni direk-
tnom ili indirektnom komunikacijom sa kori-
snicima usluga, ankete, izvjestaji o realizaciji,
izvjestaji razli¢itih medija, knjiga utisaka i dr.

Dobar primjer unapredenja procesa je upo-
treba informacionih i komunikacionih teh-
nologija. u svrhu unapredenja efikasnosti i
kvaliteta javnih usluga prema gradanima i
poslovnim subjektma, te u svrhu unaprede-
nja radnih procesa i toka informacija unu-
tar 1 izmedu institucija. Razvoj elektronske
uprave ukljucuje cjelokupni reinzenjering
poslovnih procesa i reformu upravljanja u
pravcu ne samo poboljSanja administrativnih
funkcija vec 1 participativne komunikacije s
gradanima.

Kultura, odnosno vrijednosti, vjerovanja,
stavovi 1 sklonosti osoblja da budu predu-
zimljivi 1 spremni da prihvate rizik i neizvi-
jesnost su dobri elementi za izvodenje pro-
mjena. Upravo kvalitativni elementi poput
promjena u politikama, administrativnim
procesima (usvajanje novih vjestina i organi-
zacione promjene u pravcu transformacije od
hijerarhijskih organizacija ka mrezama i flek-
sibilnijim strukturama, laksi pristup informa-
cijama, veéa odgovornost prema gradanima
itd.), u participaciji gradana i nacinima inte-

DPuri¢ i Jankovi¢, 2014). For this purpose, a sur-
vey of managers from all sectors is conducted.

Process Improvement

Overlap and duplication of operations, multi-
ple performance of the same jobs, imprecisely
defined responsibilities, employee redundancy
and unnecessary individual jobs, unreasonable
expenditure of resources are visible elements
that should be eliminated while improving pro-
cesses and business operations in most local
administrations in the region. Incompetence
of change and resistance to change are the rea-
sons why such visible elements are not used.

Local administration is to regularly collect
and analyze information on perception of cit-
izens or service users with respect to what
extent were their requirements fulfilled. Infor-
mation sources and customer satisfaction crite-
rions are: complaints / appeals, data obtained
through direct or indirect communication with
service users, surveys, reports on implementa-
tion, various media reports, guestbooks, etc.

A good example of how to improve pro-
cesses is the use of information and com-
munication technologies in order to improve
the efficiency and quality of public services
to citizens and business entities, and in order
to improve work processes and information
flow within and among institutions. The de-
velopment of e-governance includes the en-
tire reengineering of business processes and
reform of governance in terms of not only im-
proving the administrative functions but also
participatory communication with citizens.

The culture, i.e. values, beliefs, attitudes
and preferences of staff to be entrepreneurial
and willing to accept any risks and uncertain-
ties are preferable elements for performing
changes. The qualitative elements such as
changes in policies, administrative process-
es (acquisition of new skills, organizational
changes regarding transformation of the hi-
erarchical organization to networks and more
flexible structures, easier access to informa-
tion, greater responsibility towards citizens,
etc..), participation of citizens and modes of
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rakcije, u kontrolisanju budZeta itd. oprinose
kvalitetu lokalne uprave.

ZAKLJUCAK

Za izgradnju dobre lokalne uprave potrebne
su poslovno-tehnoloske i organizacione pro-
mjene, a, najvise, odredene kulturne promje-
ne, koje zadiru u sustinu opredjeljenja lokalne
uprave prema kvalitetu, gradanima 1 lokal-
nom razvoju. Pozicija lokalne samouprave
zasnovana na filozofiji ukupnog kvaliteta i na
potrebi obezbjedivanja zadovoljstva gradana i
drugih interesnih grupa predstavlja pravi stra-
teski izbor 1 izazov za sve.

1z filozofije kvaliteta proistic¢e procesna ori-
jentacija koja se manifestuje u procesnoj or-
ganizaciji 1 procesnom upravljanju. Kako bi
lokalna uprava unaprijedila svoje poslovanje i
ostvarila poboljsanja u kriti¢nim savremenim
mjerama performansi, kao Sto su troskovi,
kvalitet usluga i vrijeme, treba da je procesno
orijentisana i organizovana.

Lokalnoj upravi su potrebne znacajne pro-
mjene u kulturi, dizajnu poslova, filozofiji
menadZzmenta, informacionom sistemu i siste-
mu nagradivanja. Osnova procesnog pristupa
je usmjerenost na korisnika. Korisnici lokal-
ne uprave su gradani, potencijalni investitori
1 zaposleni u lokalnoj upravi. MenadZment
lokalne uprave treba da ohrabruje gradane da
ucestvuju u rjeSavanju pitanja od znacaja za
zajednicu 1 $alje snaznu poruku gradanima da
je njihovo prisustvo pozeljno i svrsishodno.
Potrebno je dizajniranje poslovnih procesa te
njihovo smjesStanje u odgovarajuce, fleksibil-
nije 1 prilagodljivije organizacione strukture,
uz istovremeno uklanjanje rigidnih granica
izmedu pojedinih organizacionih jedinica.

Za procesno upravljanje potrebni su obu-
¢eni 1 motivisani zaposleni, organizovani
u timove sa intenzivnim interakcijama, i da
koriste sve prednosti i prilike koje proisticu
iz intenzivnog razvoja elektronske uprave.
Primjenom savremenog koncepta upravljanja
ljudskim potencijalima i procesnom orijenta-
cijom i organizacijom obezbjeduje se interni
kvalitet. Internim kvalitetom se dolazi do ek-
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interaction, budget control, etc., contribute to
the quality of local governance.

CONCLUSION

Good governance requires business, tech-
nological and organizational changes, and pri-
marily certain cultural changes which affect
the core commitments of local administration
with respect to the quality, citizens and local
development. Position of local government
based on the philosophy of total quality and
the need to ensure the satisfaction of citizens
and other interest groups is the right strategic
choice and challenge to all.

The philosophy of quality enables process
orientation which is manifested in the process
organization and process management. In order
for local administration to improve its business
operation and to perform improvements in crit-
ical contemporary measures of performance,
such as cost, time and quality of service, it
should be process-oriented and organized.

The local administration requires significant
changes in the culture, job design, management
philosophy, information system and reward sys-
tem. The basis of the process approach is the
user-focus. Members of local administration are
citizens, potential investors and local administra-
tion staff. The management of local administra-
tion should encourage citizens to participate in
resolving the issues of importance to the com-
munity thus sending a strong message to citizens
that their presence is desirable and practical. It is
necessary to implement redesign of business pro-
cesses and place them in suitable, more flexible
and adaptable organizational structures, while
simultaneously eliminating rigid boundaries be-
tween individual organizational units.

The process management requires trained
and motivated employees, organized in teams
with intense interactions, able and willing to
use all the advantages and opportunities aris-
ing from the intensive development of elec-
tronic administration. By applying the mod-
ern concept of human resource management
and process orientation or organization, the
internal quality is provided. Internal quality
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sternog kvaliteta a to je zadovoljstvo gradana
- korisnika.

Primjena nacela procesne orijentacije i pro-
cesnog menadzmenta: usmjerenost na kori-
snika, medufunkcionalni pristup, timski rad,
kontinuirano unapredenje, jasne kompeten-
cije 1 odgovornosti, operacionalizovani cilje-
vi, sistem nagradivanja zasnovan na ucinku i
preduzetni§tvo omogucava da procesi budu
efikasni, efektivni, transparentni i adaptibilni
a lokalna uprava obezbjeduje kvalitetnije us-
luge gradanima.
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