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NASLOV RADA

ANALIZA ULOGE REINZENJERINGA U PROCESU UNAPREDENJA
KVALITETA POSLOVANJA PREDUZECA

APSTRAKT

Doktorska disertacija istrazuje ulogu reinzenjeringa poslovnih procesa u
unapredenju kvaliteta poslovanja preduzeéa, sa posebnim osvrtom na
specificnosti domaceg trzista Bosne i Hercegovine i privreda u tranziciji. Polazna
osnova rada jeste cinjenica da savremeno poslovno okruZenje, obiljeZeno
globalizacijom, digitalizacijom, razvojem vjestacke inteligencije, rastom
konkurencije i sve ve¢im zahtjevima korisnika, od preduzeca zahtijeva dublje i
sistemske promjene, a ne samo parcijalna i kratkorocna poboljsanja. U tom
kontekstu reinZenjering se posmatra kao strateski i metodoloski okvir za
fundamentalno preispitivanje i radikalno redizajniranje poslovnih procesa radi
ostvarivanja znacajnih unapredenja u pogledu troskova, efikasnosti, kvaliteta,
brzine, fleksibilnosti i zadovoljstva korisnika.

Cilj disertacije je da se teorijski i empirijski analizira u kojoj mjeri
reinZenjering moze doprinijeti unapredenju kvaliteta poslovanja domacih
preduzeca, kao i identifikacija faktora koji uslovljavaju njegovu uspjesnu
primjenu. U radu su analizirani savremeni ekonomski tokovi, pojam organizacije,
nova menadzment paradigma, bencmarking, osnovne dimenzije reinzenjeringa,
ciljevi, nosioci promjena, modeli primjene i kriticni faktori uspjeha. Empirijski dio
istrazivanja sproveden je na uzorku od 50 preduzec¢a u Bosni i Hercegovini, uz
primjenu anketnog upitnika i polustrukturisanih intervjua sa menadzerima.
Podaci su obradeni kombinacijom kvantitativnih i kvalitativnih metoda,
ukljucujuci deskriptivnu statistiku, analizu frekvencija, procenata i analizu
sadrzaja.

Rezultati istrazivanja pokazuju da svijest o znacaju reinZenjeringa medu
domacim menadzerima postoji, ali da je njegova primjena jos uvijek parcijalna i
neravnomjerno razvijenda.



Od ukupnog broja ispitanih menadzera, 62% je upoznato sa osnovama
reinzenjeringa, dok je 36% preduzeca sprovelo odredeni oblik reinzenjeringa u
periodu 2020-2024. godine. Medu preduzecima koja su primjenjivala
reinzenjering, 70% je prijavilo smanjenje troSkova, 55% skracenje vremena
realizacije kljucnih procesa, 48% unapredenje kvaliteta proizvoda ili usluga, a
32% povecanje zadovoljstva korisnika. Istovremeno, kao kljucne prepreke
identifikovani su nedostatak finansijskih resursa, otpor zaposlenih prema
promjenama, nedostatak znanja i iskustva, nizak nivo digitalne zrelosti i sloZen
regulatorni okvir.

Poseban doprinos disertacije ogleda se u povezivanju klasicnog koncepta
reinZenjeringa sa savremenim izazovima digitalne transformacije i vjeStacke
inteligencije. Rad pokazuje da reinZenjering u domacem kontekstu ne moze biti
uspjesan ukoliko se svede samo na smanjenje troskova ili tehnicku reorganizaciju,
ve¢ mora ukljuciti strategiju, procese, tehnologiju, organizacionu kulturu,
zaposlene i mjerljive pokazatelje ucinka. Na osnovu teorijske i empirijske analize
predlozZen je integrisani model primjene reinzenjeringa prilagoden domacim
preduzecima, posebno malim i srednjim preduzeéima, koji kombinuje faznu
implementaciju, fokus na kljucne procese, ukljucivanje zaposlenih, digitalne alate
i viestacku inteligenciju.

Zakljucuje se da reinZenjering predstavlja znacajan, ali jos uvijek
nedovoljno iskoriscen instrument unapredenja kvaliteta poslovanja domacih
preduzeca. Njegova pravilna primjena moze doprinijeti vecoj efikasnosti, boljem
kvalitetu proizvoda i usluga, visem nivou zadovoljstva korisnika, jacanju digitalne
zrelosti i dugorocnoj konkurentnosti preduzeca u Bosni i Hercegovini i regionu.

Kljucne rijeci: reinzenjering, poslovni procesi, kvalitet poslovanja,
digitalizacija, vjestacka inteligencija, konkurentnost, domaca preduzeca, Bosna i
Hercegovina.



DISSERTATION TITLE

ANALYSIS OF THE ROLE OF REENGINEERING IN IMPROVING THE
QUALITY OF ENTERPRISE OPERATIONS

ABSTRACT

This doctoral dissertation examines the role of business process
reengineering in improving the quality of enterprise operations, with particular
reference to the specific characteristics of the domestic market of Bosnia and
Herzegovina and transition economies. The starting point of the dissertation is the
fact that the contemporary business environment, characterised by globalisation,
digitalisation, the development of artificial intelligence, increasing competition and
growing customer requirements, demands deeper and systemic changes from
enterprises, rather than merely partial and short-term improvements. In this context,
reengineering is viewed as a strategic and methodological framework for the
fundamental reconsideration and radical redesign of business processes, aimed at
achieving significant improvements in terms of costs, efficiency, quality, speed,
flexibility and customer satisfaction.

The aim of the dissertation is to analyse, both theoretically and empirically,
the extent to which reengineering can contribute to improving the quality of
operations of domestic enterprises, as well as to identify the factors that determine
its successful implementation. The dissertation analyses contemporary economic
trends, the concept of organisation, the new management paradigm, benchmarking,
the basic dimensions of reengineering, its objectives, the key agents of change,
implementation models and critical success factors. The empirical part of the
research was conducted on a sample of 50 enterprises in Bosnia and Herzegovina,
using a survey questionnaire and semi-structured interviews with managers. The
data were processed through a combination of quantitative and qualitative methods,
including descriptive statistics, frequency analysis, percentage analysis and content
analysis.

The research results show that awareness of the importance of reengineering
exists among domestic managers, but that its application is still partial and unevenly
developed.



Of the total number of surveyed managers, 62% are familiar with the basic
principles of reengineering, while 36% of enterprises implemented some form of
reengineering in the period from 2020 to 2024. Among the enterprises that applied
reengineering, 70% reported cost reduction, 55% reported a shorter time required
to complete key processes, 48% reported an improvement in the quality of products
or services, and 32% reported an increase in customer satisfaction. At the same
time, the main obstacles identified were the lack of financial resources, employee
resistance to change, lack of knowledge and experience, a low level of digital
maturity and a complex regulatory framework.

A particular contribution of the dissertation lies in linking the classical
concept of reengineering with the contemporary challenges of digital transformation
and artificial intelligence. The dissertation shows that reengineering in the domestic
context cannot be successful if it is reduced merely to cost reduction or technical
reorganisation. Instead, it must include strategy, processes, technology,
organisational culture, employees and measurable performance indicators. Based
on theoretical and empirical analysis, an integrated model for the application of
reengineering has been proposed, adapted to domestic enterprises, particularly
small and medium-sized enterprises. This model combines phased implementation,
a focus on key processes, employee involvement, digital tools and artificial
intelligence.

It is concluded that reengineering represents a significant, but still
insufficiently utilised, instrument for improving the quality of operations of domestic
enterprises. Its proper application can contribute to greater efficiency, improved
quality of products and services, a higher level of customer satisfaction, stronger
digital maturity and the long-term competitiveness of enterprises in Bosnia and
Herzegovina and the wider region.

Keywords: reengineering, business processes, quality of operations,
digitalisation, artificial intelligence, competitiveness, domestic enterprises, Bosnia
and Herzegovina.
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