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MPB JIEJI/PART 1:

Ancrpakr (MakcumyMm 250 300poBu)

[TpeameToT Ha HCTpaXKyBambe BO OBOj TPY/I € IOBP3aH CO BaJOpU3alilja Ha 3HAYCHETO U EPCIIEKTHBATa
0]l IPOEKTHPAKETO M MMJIEMEHTAlMjaTa Ha CUCTEMOT Ha KBAJMTET, OJ] acleKT Ha UCTPaXKyBame Ha
HETOBHOT yJelT BO MaKEJOHCKUTE M LPHOTOPCKUTE KOMIIAHMM M Kpeupame MOoJIen 3a Mmoxodpo
paboTeme, IIOTTHK Ha HHOBATHBHOCTA KaKO M IOrojieMa e(hMKacHOCT M e(peKTHBHOCT Ha KOMIIAHUHMTE.
[TpoekTHpameTo M MMILIEMEHTALMjaTa Ha CHCTEM Ha KBAJIUTET BO KOMIIAHUMTE 3HA4YM IPacTHYHA
IPOMEHa BO OJJHECYBAHCTO HA BpaOOTECHHUTE, paIUKaIHU IPOMEHU BO OPraHU3alOHaTa IIOCTaBEHOCT,
jacHO meduHHpame Ha IpaBaTa, 0OBPCKUTE M OATOBOPHOCTA HA CEKOj MOEAMHEII, CO IITO Ce CO3aBa
3Ha4YajHa MOTOpHA CHJIA 32 OAP>KIIMB Pa3BOj ¥ MHOBAIIHH.

HcrpaxyBameTo Ke ce HalpaBH Kako OOHJ Jla ce COIieAa MOCTOjHaTa COCTOj0a BO MaKEJIOHCKUTE U
LPHOTOPCKUTE KOMIIAHUH BO JIOMEHOT Ha POEKTUPAkHETO, UMIUIEMEHTaNKjaTa 1 cepTuduKanujara Ha
CHCTEMOT 3a KBaJUTET. Y CIICIIHOCT Ha 11a3apoT MOXKE Jla Ce TIOCTUTHE CaMO aKo JICJIOBHUTE TIPOLIECH Ce
MPOEKTUPAaT U Ce pealn3upaaT co ONTUMAIHO HCKOPHCTYBAmhE Ha PECYPCHUTE, CO 1 paboTHTe aa ce
M3BpLIAT Hajno0po ox mpB mat, 0e3 nedexrtw, 6e3 3aryOM Ha BpeMe M Ha 3a/I0BOJICTBO Ha CHTE
KOPHUCHUIIH.

[MomaTorure moOWEeHN Ol HCTPAKyBamETO K& TH OOCIMHM MCKYCTBAaTa M PEaTHOCTa Ha 3Ha4aeH Opoj
cepTudUIMpaHn opraHu3anrcku cucteMu Bo LpHa ['opa m Makenonmja. AHanmu3ara Ha ITOJATOIUTE,
KaKo M MPUHHLMIIATE ¥ CTPATETUUTE KOU Ke MIPOM3IIe3aT O/l OBa HCTPaXKyBambe TpeOa 1a HOMOTHAT U 1a
JaJaT KOPHCHHM HAacOKM BO M3pa0OTKaTa Ha MO 3a MoJ0OpyBame Ha OpraHU3alHCKUTE
nepdopmaHcH, BO AeHUHHpamke Ha MEPKUTE 38 OCTBapyBambe Ha OAPIKIMBUTE ICIOBHH CHCTEMH, BO
TMOTTUK HAa MHOBATHBHOCTA, BO JaBabC MPUIOHEC HajaKHeH)e Ha BPCKHUTC HOMeI"y KOMIIAHUUTE, HAYYHO
UCTpaXKyBaukaTa paboTa 1 HHOBALIMUTE.

Kayunu 300poBu: CrcreM 3a KBaJUTET, HMHTEpHA CTaHAapau3alfja, cepTH(HKANUja, MO,
HMHOBATUBHOCT.

Abstract (max 250 words)

The subject of research in this paper is associated with evaluation of the meaning and future perspectives
in the design and implementation of the quality system upon the bases of the its role in both Macedonian
and Montenegrin companies, hence creating a model for better performance, innovation boost and greater
efficiency as well as effectiveness of the companies. The design and implementation of a quality system
in companies means drastic change in the behavior of employees, radical changes in the organizational
structure, defining rights, obligations and responsibilities of individuals, thus creating a significant driving
force for sustainable development and innovation.

This research will make an attempt to perceive the current situation in the Macedonian and Montenegrin
companies in the field of design, implementation and certification of quality systems. Success in the
market can only be achieved if business processes are designed and implemented with optimal
utilization of resources, in order their functionality to be the best from the very beginning, without
defects and losses of time and in accordance with consumers’ demands.

The data obtained from the research is based upon the experiences of a significant number of certified
organizational systems in Montenegro and Macedonia. The data analysis as well as the principles and
strategies that will result from this research should help provide useful guidance in model development
used for improving organizational performance, design of the measures used to achieve sustainable
business systems, encouragement of innovation, strengthening the links between companies, scientific
research and innovation.

Key words: Quality system, internal standardization, certification, model, innovation.




JleTajieH onuc HA MPOEKTOT:

Bogen
Cranpapanzamijara Ha CHCTEMOT Ha MEHAIMEHT Ha KBaJIUTET CTaHyBa KITyYHa 3a/ladya Ha MCHAICpUTE
U TPHOPUTETHO Tpallarbe 3a OICTAaHOK Ha OpraHW3andjaTa BO [BacCeT W MPBUOT BeK. [lokpaj
COTICTBEHHKOT Ha OpraHM3alfjaTa Koj € TJaBHO 3aWHTEPECHpaH 3a MPOGUTOT M IITO MOOpP30
OIUIO/lyBab€ Ha HETOBHOT BJIOXKEH KalWTajl, Pa3IMuYHUTE 3aMHTEPECUPaHH CTPaHM: KyIyBauduTe,
BpaOOTEHUTE, JOCTaBYBAauYNTE M 3acJHUIATA HA OPTaHU3MpPaH HAaYMH BPIIAT IPUTHUCOK M MOCTaByBaaT
Oapama Jja opraHu3aiyjara ro ajantipa cBOjOT MEHAIMEHT CHUCTEM CIpeMa Pa3IMYHUTE CTaHAApIu
Kako Ou Oumiie CUTYpHH JeKa Ke e UCIIOJIHAT HUBHUTE OYEKyBamba.
Omnpenendata 3a UCTpaKyBamke BO 00JACTH BO KOW KOMIITAHMUTE MMaaT CEPTU(HIMPAHO CHCTEM Ha
KBaJIMTET € KJIyYHO 3aT0a LITO OBHE KOMIIAHWM Ha CBOJOT MaT KOH cepTH(UKaIMja Ha CUCTEMOT Ha
KBaJIUTET MOpaaT Jja BOBEAAT HOB MPUCTAIM KOj Oapa MHOTY aKTHBHOCTH Ha IIOJIETO HAa 00Pa30BaHUETO
Ha BpaOOTEHHTE, BOBEAYBamkEe CTAaHAApAN3AINja Ha CUTE JICJIOBHHU IPOIIECH, BOBEIYBAhE CTATHCTHIKA
MIpoIeCHA KOHTpOIIa 3apaan 0e3nedekTHo paboTeme, HOB IMPHICTAl BO aHal3aTa Ha Tpomronure. Cero
oBa 0apa e/ieH Hay4eH, METOOJIOIIKH, IUTAHCKHU IIPHICTAI, YIOPHOCT M CHCTEMAaTHIHOCT. IcTOBpeMeHo,
TOa 3HAYM JpacTUYHA IIPOMEHAa BO OIHECYBAHETO Ha BPaOOTEHHUTE, PATUKAIHHA IPOMEHH BO
OpraHM3aIMOHaTa MOCTABEHOCT, jaCHO Ne(HMHUPakhe Ha IpaBaTa, 0OBPCKHUTE U OJTOBOPHOCTA HA CEKOj
noeauHel. Ha BakoB HauMH ce rapaHTHpa JeKa ce CIpOBEAyBaaT CTABOBUTE Ha BPBHUOT MEHAIMEHT
KOHM Ce COZIpIKaT BO ITOJINTHKATa Ha KBAJIUTET U CE CO3/1aBa KiMMa U HHpOpMaIMoHa 6a3a Ha Koja MOXe
Jla ce pa3BHBa TUMCKara padora.
OBHEe aKTHBHOCTH C€ TIOTBPJCHH U O] HAjIOMUHAHTHUTE HAyYHUIM BO HAIIaTa U CBETCKA JIUTEpaTypa
KOM ce 3aHMMaBaaT CO CepTH(UIMPAaHU CHCTEMH 3a KBAIUTET, HUBHOTO BIIMjaHHE BP3 PabOTEHETO,
OJIP>KITMBHOT Pa3Boj, ePUKaCHOCTA U €(PEKTHBHOCTA.
Pesynrature mrTo ru oYeKyBaMe Of UCTPAKYBAEETO BO OBHE KOMIIAHUN MOXKEME Jla TH 3eMeMe KakKo
pemep 3a cuTe OCTaHATH OWACjKHM IMpaBHWJaTa 3a CepTHU(HKAIMjaTa Ha CHCTEMOT 3a MCHAIMEHT Ha
KBaJIUTET ce ommTH Ha HUBO Ha |SO MeryHapomHuTe cTaHIapaW, IITO HABeAyBa Ha KOHCTaTalHjaTa
JeKa TOOMEHHTE pe3yNTaTh Ce MIMPOKO IPUMEHITIBH.
Kora ce 300pyBa 3a HHOBaTHUBHOCTA KOja BO HajrOJIeM eI C€ U3ydyBa BO OBa HCTPaXyBamke, aHKCTHUOT
NpallaHUK 32 coOMpame Ha MOAATOINTE € Taka KOHIMIIUPAH LITO TH MOoJpa3dupa WHOBAIMUTE KAKO
ImpuMEHa Ha HOBU U HO)106pI/I nacu, 1moCTaIrku, HpOI/I3BOHI/I/ YCJIyru, Kako U nponccu KoOu HOCaT HOB
OeHeUT WM KBaJMTET BO MpUMeHaTa. Ml HOBanmuTe BO MOLIMPOKA CMUCIA JOHECYBaaT I10100pyBamba
BO IOJIpayjaTa Ha:

®  KOHCTPYKIIMja Ha MPOM3BOJOT (TEXHOJOIIKN HHOBAIMH);

®  IM3ajHOT Ha MPOIIECOT;

e opraHm3anujaTa Ha paborara;

®  MapKeTHHIOT;

e  HHOBANWHUTE HA YCIyTaTa ! CII.
Ha BakoB HauWH IIpeKy MPEeaMETOT Ha HCTpaxKyBame, Tpeba na ce modmjar 30Hp MOAaTONH KOU TH
MPETCTaByBaaT CHCIHMUIHOCTHTE U 00eNexkjaTa Ha OpPraHU3aUCKUTE JCIIOBHA CHCTEMH OJ ACTIEKT Ha
ceprudukanmjata u ”HOBaTHBHOCTAa. OBa € 0OCHOBATa Ha TPYIOT U MIPEAMET 3a Cropeada co perep.
Kora cranyBa 300p 3a BTOPOTO HMBO IOJATOLM, OJHOCHO pEIiep 3a CHOPEAyBame, MpPEeAMET Ha
HCTPaXXyBame ce KOMIIAHHHM KOW JOOWIe HAI[MOHAIHA HArpaja 3a JenoBHa coBpimeHocT (Business
Excellence). OBaa narpaza Bo roJieM JejI Ce COBIara Co eBPOICKMOT MOJIEN 3a JIeJIOBHA COBPIIEHOCT, U
€O CaMOoTO TOA M IOOMEHHTE Pe3yJITaTh MOXKAT Ja OUAaT IHUPOKO MPUMEHIIMBY.
[Tomaromnure xou ke Ouaatr M0OMEHW W HAa MPBOTO U HA BTOPOTO HUBO CE€ €IMHCTBEHH M KAaKO TaKBU
MPUIOHECYBaaT 3a YHAlpeIyBame Ha KBAIMTCTOT M HA BaXHOCTa W 3HAYCHETO HA JOOMEHUTE
pesyntartu. [logaTomnmre ce ogHECyBaaT HAa OpraHU3AIlUHN KOj UACHTUTET € CKPUCH U € IPETCTaBEeH BO
KOAMpPaH OOJIHK, a HICTUTE CE KOPHCTAT BO MPaBell Ha HAoTame Ha CIEI(pUIHOCTHTE.
Temenot Ha HCTpakyBamara 3a BTOPOTO HUBO TIOAATOIH CE peai3nupa CO UCTHOT aHKETEH MpallIaHHK.
Ha T0j HaunH ce 1o0O6MBa OCHOBa 3a criopeada MoMery IMOAaTONUTE O MIPBOTO HUBO CO ITOJATOLUTE O
BTOPOTO HUBO HJIM CO PEHEPOT.
CHpoBeZICHOTO HCTPaXKyBamke Ke TI'M OOCIUHM WCKyCTBaTa M pealHOCTa Ha 3Ha4yaeH Opoj
cepruduMpanu opranusaiucku cuctemMu Bo llpua ['opa u Makemonuja, ce co 1€ Ja ce u3padboTu
MoOJIeNl 3a T0A00pyBale Ha OpraHu3aluckure nepdopMaHcH, Ja ce JeduHHpaaT 3akiIydoLHTe U
MEPKHUTE 32 OCTBApYBambhe Ha OJIPKIMBH JICJIOBHH CUCTEMH, JIa C€ MOTTUKHE HHOBATUBHOCTA, 14 CE JIaJle
IPHUIOHEC Ha jaKHEHE Ha BPCKHUTE IOMEl'y KOMIIAaHMHMTE, HAyYHO HCTpakyBaukara paboTa u
MHOBALMUTE.
I'maBHaTa npuumHa 3a N3paboOTKa Ha OBOj MPOEKT Tpeba aa ce modapa Bo (GaKkTOT JAeKa BAKOB IPUCTAI
Ha UCTpaXXyBambe Ha IocMaTpaH 00jeKT, 0 CO3HaHUjaTa Ha aBTOPUTE, HE € MPUCYTEH BO JIOMAIllHATa U
CTpaHCKaTa JINTEPATypa, HO U BO IPAKTHKATA.
[MpeameroT Ha KoOj ce 6azupa 0Ba HCTPaKyBamE € ONIIT M SIUHCTBEH M € Ha HUBO KOE TO IOKpUBaat
ISO unTEpHAIMOHAIHUTE CTaHAAP/IH, CO ITO CJIeM KOHCTAaTalljaTa IeKa Pe3yITaTHTE KO ce OUeKyBa
Jia ce 100MjaT MOKaT BO OJ(pe/ieHa Mepa Jia ce IPUMEHAT U BO mpeTnpujatija Hajasop on Lpua opa u
Makenonuja.




IIpensoxkenn ncrpakyBama

I. Ilesin Ha UCTPaKYBaAKH-ETO

I'maBHa men Ha MPOEKTOT € Ja Jaje MPHJOHEC BO Pa3BOjOT Ha COBPEMEHHMTE HAy4HHU IMPUCTAIN U
HUBHATa NPUMEHa BO KOHKPETHHU JICJIOBHU cpeluHU. Ha BakoB HauMH ce HAcTojyBa Ja ce BiHjae Ha
nojo0pyBame Ha nephopMaHCHTE Ha JEIOBHUTE MPOLECH IMOCEOHO BO JIENIOT Ha MOTTHK W pa3Boj Ha
WHOBATUBHOCTA ¥ MPETIPHUEMHHUIITBOTO KaKO BO KOMITAHMM KOW MMaaT CepTH(UIMPAHO CHCTEMH 3a
KBAJIUTET, Taka X BO OHUE KOM TOa CeylITe I'o HeMaaT HampaBeHo. Co UCTpakyBame Ha U3BOPUTE BO
JIOMAIlIHA ¥ CTPAHCKa JINTEepaTypa ce KOHCTaThpa JeKa BAKBH HCTPaKyBara, CO BAKOB ITPUCTAII, Kaj Hac
1 BO CBETOT HE CE MPUCYTHH.

3aT03., MPEAI0KECHOTO UCTPAKYBAKE T'M UMA CIICIHUTE LCTIH.

1. CornenyBame Ha MOCTOjHATa cOCTOj0a BO KOMITAHMHTE BO JOMEHOT Ha NPOEKTHPAIHETO H

HMILJIEMEHTAIMjaTa Ha CUCTEMOT 38 KBAJIUTET.

Co3naBame 0a3za Ha MOJATOIM HA CEPTH(GHUINPAHUTE KOMITAHIH.

3. Cobwupame moIaToIy 3a HIBOTO Ha KOMIIAHWU KOH JOOMIIE Harpaja 3a JeIOBHAa COBPIICHOCT,
KaKo ¥ n3paboTKa Ha eJMHCTBEHA 0a3a IMOaTOH KOja ke TOCIY)KH KakKo perep 3a cnopenoa.

4. MW 3pabotka Ha MOJAE] TEMEJCH Ha MPUCTANOT HAa MYITHKPUTEPHYMCKO M EKCIIEPTCKO
OJITy4yBambe KOj Ke MOCITYXKH 3a MOTPEOUTE OJl BOCIIOCTABYBAKkhE BPCKA MOME'Y OCHOBHOTO
HHUBO U HUBOTO Ha JICJIOBHA COBPIICHOCT.

5. AmHanu3a Ha mojgaToITe J00MEHH 011 0a3aTa IMOJATOIM, HUBHO OIICHYBamke Ha 0a3a Ha MOJICI,
criopenda u nehuHUpambe Ha 3aKITYYOIIHTE.

6. Jebunupame Ha mojapavjaTa KO ce MOCEOHO MHTEPECHHU O aCIEKT Ha MOXKHH I10JJ00pYBarba
BO IpaBell Ha yHaNpeyBamba Ha BKYITHUTE KOMIIAHUCKH TIeppopMaHCH.

7. JHebunupame Mepku 3a moao0OpyBarme U IOAUrakbe HA HUBOTO Ha mep(OopMaHCUTE Ha
KOMIIaHHUHUTE.

N

II. MeToau kou ke ce KOPUCTAT

3a ga ce JojAe MO CO3HAaHWja Janu, KOJKY M Ha KOj HaYMH CE€ HMHOBAaTHBHM IPHOTOPCKUTE U
MaKeJIOHCKHTEe TpeTnpujaTtuja, € MOTpeOHO Ha aJeKBaTeH HAuWMH Ja ce Jo0HMjaT MOJATOLUTE BO
HCTPaXKyBambETO.

A. Meroj Ha HCIUTYBAbE CO AaHKETAa — NPEKY AHKETEH MPAIlaJHUK
[lpBuyHaTa Wuaeja € Oa moJaToluTe ce cobepaT CO MeToJa Ha HCTPaXyBame Koja BO
NpaKTUKaTa 4eCTO ¢e KOPHCTH W TOa HAjYeCTO BO MAapKETHHI HCTPAXYBAaHETO, a TOa €
METOJATA 3A UCIITUTYBAE CO AHKETA - IIPEKY AHKETEH ITPAILIAJIHUK.
U3060p Ha mpuMepok: Ox 30MpOT Ha CUTE LIPHOTOPCKH ¥ MaKeJIOHCKH MPETIIPHjaTHja HAIIUOT
MIPUMEPOK € NMo30Mp O IPETHpHUjaThja KO Beke nMaaT cepTU(HUINPAHO CUCTEM 32 KBAIUTET.
BTopoTo HMBO Ha OATOIM, OJHOCHO YTBP/yBalke Ha HUBOTO Ha JIEJIOBHA COBPILEHOCT € IO
0[BOjyBama Ha IpallamaTa KOM C€ aJeKBaTHH 3a OBa HUCTpaKyBame, a CJIEAU 110
BOCIIOCTaBYBaHe€ KOHTAKTH CO KOMIIAHUHUTE OJ1 OKPY)KYBambETO PEKy cOOMpare 1 aHalin3a Ha
HUBHH UCKYCTBA.
Buec u oOpaborka Ha momaroum: Co Ilel KBaJHTETHO IPETCTaByBamke Ha Pe3yITaTUTE
JOOMEHH NPEeKy aHKETHUTE HCIUTYBamkba, € HEONXOIHO JOOHEHHUTE OJIrOBOPH Aa Ce KOIUPAaT
Ha aJieKBaTeH HauuH. KogupameTo Ha MOIATOLHUTE € CO KOPUCTeHhe HyMepHuH U anpabeTcku
3HAIM Ha O/ITOBOPHTE Ha MpallamaTa oOJl MPAATHUKOT. 32 aHaJIi3a Ha [pallambaTa € KOPHCHO
na ce ynotpebu mporpamor EZAnalyze Features, koj ce uncramupa Bo Microsoft Excel.
Pesynrarure MoXxaT &a ce mpuKakat TabesapHO M rpadMYKH KOPHCTEJKH M AUCKPHIITHBHA
METO/Ia Ha ONHUIIYBAbE.

B. Meroan ko npou3iaerysaar o OeHUMapKUHT cTpaTerujara

OnBojyBame Ha TpaliamaTa KOW C€ aJleKBaTHH 3a CIIOpPeIyBamke Ha HUBOTO Ha JIEJIOBHA
COBPILIEHOCT: BO OBOj JIeJI, BP3 OCHOBA Ha €KCIIEPTCKUTE OIEHKHA U MOYKHOCTH 32 MOBP3yBakHE
Ha OCHOBHOTO HHMBO CO HHBOTO Ha MOAATOIM Of OOJacTa Ha [EIOBHATa COBPIICHOCT
(moBp3yBame Ha TMpallamara Cco KpUTEpUYMHTE 3a J00MBame Harpaja 3a JeJOBHA
COBpIIIEHOCT) Tpeba [1a ce HAllpaBH OJ[BOjyBamk¢ HAa CaMO OHHE Ipamama (M COOJABETHUTE
MTOJIATOIM ) KOM MOJKAT J]a a/laT aJICKBaTHHA U CEON(ATHU OATOBOPH OJTHOCHO PE3YJITaTH.

beHuMapKkuHIOT Kako MeTo/ia 32 KOHTUHYMPAHO W OJPXKIJIMBO YHAIpeIyBambe Ha MPOLECUTE,
MIPOU3BOJIUTE M YCIYTUTE HOCH BO ceOe ToJieM MOTEHIHMjall 3a pa3Boj Ha KPEaTHBHOCTA, 3a
pasiuka oJ TpaJuLMOHAHUTE METOIU 3a YHaIlpelyBamke Ha KBanuTeToT. Co mprMeHa Ha oBaa




cTparervja ce HaJIMMHYBa YyBCTBOTO Ha I'yIIEH-E Ha KPEaTHBHOCTA BO CO3/1aBambe Ha J10/1aieHa
BPEJHOCT WM OA00pyBame Ha nepGoMaHCHTE Ha TPOU3BOAOT/ yCiIyrara.

AKo ce pasriielyBa MapKeTHHIIKY U 1a3apHO, OEHYMApKHUHIOT € CTpaTeruja 3a OCTBapyBambe
Ha: BU3MjaTa W LeJIMTEe Ha OpraHM3alMjaTa, TAKTUYKO - OTIIEPaTHBHUTE IUIAHOBH, criopenda co
Hajao0Opara JeoBHa MPaKTHUKa Ha Ma3apoT, U Toa ¢¢ BO Mpasell Ja, OpraHu3alyjara He caMo
r0 TOCTUTHE HajaoOpHOT, TyKy To HaaIMHUHE (na ce Ouae momgodap M o1 HajaoOpHoT). AKo ce
pasriieqyBa ynpaByBauKH, OCHUMAPKHHIOT € KOPHCHA CTpaTerdja Ha MEHAIMCHTOT Ha
KBaJIUTET, ITOCEOHO 3a COTIEeAyBamke M KOHTHHYHPAHO MEPEHE Ha ja3oT IMoMery WHTepHaTa
(comcTBeHaTa) MpaKTHKa M HajmoOpara eKCTepHa MPaKTHKA, CO BOCIIOCTAaBYBAKkE HA MEPIIUBU
JMHAMUYKH CTaHIAPIH.

C. Meroau KoM Tpou3neryBaaT OJi €KCIIEPTCKO MYJITHKPUTEPUYMCKO ojutydyBame n AHP
(Analytic Hierarchy Process)
Excnieprcko MynTukputepuyMcko omrydyBame u AHP (Analytic Hierarchy Process): ce
NIPUMEHYBa BO JICJIOT Ha JJOOMBAMmE EKCIIEPTCKHU OIIEHKU HA BPEJIHOCHUTE KOS(ULUEHTH CE CO
LIeJ /1a CE OATOBOPH Ha MOTPEOUTE 0] BOCIIOCTBABYBAaHE MOJIEI 32 HOA0OPYBame Ha IEIOBHUTE
npouecu Bo koMmnanuure. OBHE OLIEHKH ce T0OMBaaT Bp3 OCHOBA HA EKCIIEPTCKa aHajIu3a Ha
CUTE aKTHBHOCTH IITO CE OJBHMBAaT BO KOMIIAHWU KOHM HMMaaT CEpTH(HUIMPAH CHCTEM 3a
KBaJINTET U CE OJHECYBAAT CIIOPE] KPUTEPHYMHTE 3a HarpaaTa 3a JeJ0BHA COBPIICHOCT.
OBue ToNKyBama 1 OIEHKHU Ke OMIaT NaZeH! TI0 CeKOoe Ipallamke 3aBUCHO O KiIacH(uKaIyja
Ha 3HaYECHETO Ha MOHYICHUTE alITEPHATHBH, a CE CO LIeJI IOCTUTHYBamkeE AETI0BHA COBPIICHOCT.
TonkyBameTo Ha pe3yiTaTHTe ke Ouje HampaBeHO OJ CTpaHa Ha 3Ha4YacH Opoj JOKaKaHU H
MIPU3HATH EKCIIEPTH 01 IpeaMeTHuTe obmactu. Co 1en Jo0HBambe BPSAHOCHH KOSHUITUCHTH 1
ajzlekBaTHa 00paboTKa Ha eKCIIEPTCKUTE CO3HAaHM]ja, ce MPUMEHYBa cooiBeTeH copTBep EXpert
Choice, KOj Bp3 OCHOBa Ha IOHYICHHUTE aNTePHATUBU W KPUTCPUYMHU JaBa BPEIHOCCH
Koe(UIIMEHT Ha BIIMjaHWja Ha OSIMHEYHNTE CTAaBKU BO MPaBell Ha IIOCTUTHYBAahE Ha 11eNTa, a
BO OBOj CJIy4aj TOa € JIeJIOBHATA COBPIIECHOCT.

[ToceOHa men ke Ouzie pa3BUBaEmE HOB MOZEN 33 MOAOOpYBame Ha OpraHU3alMCKUTE nepdopMaHCH,
neuHUpame Ha 3aKIYYOLUTe H MEPKUTE 32 OCTBAPYBAaHE HA OJPIXKIIMBHU JICJIOBHU CHCTEMH, KaKO H
NPeIUIOr MEePKHU 3a MOTTUK Ha MHOBaTHUBHOCTA. Ha TakoB HauyuH ke ce Jaje NPHIOHEC Ha jaKHEHE Ha
BPCKHUTE OMel'y KOMIIAHUHTE, HAy9HO HCTpaXkKyBauKaTa paboTa M HHOBAIIMKTE.

II1. MeTtopoJioruja

Cekoj WiIeH Ha HCTPaXYBAauKHOT THM Ke HWMa CBOj MpoOJieM 3a peraBamke BOo (yHKIHMja Ha
peanu3anyjaTa Ha IIOCTABEHHUTE LeIH U JOOMBabe Ha OUYCKYBaHUTE pe3ynTaTd. [loceGHO BHIMaHUE ke
OuJIc MOCBETCHO Ha MOCTUTHYBame Hajno0pa MoXHA pacmpezenda Ha MpoOIEMUTE BO COTVIACHOCT CO
MOTECHATa CIELHjaJHOCT Ha WICHOBHUTE OJ] THMOBUTE KaKO M MPEHOC Ha THE 3HaeHha Ha JIPYTUTe dje-
HOBHU 0J1 TUMOBHUTE. Bo HcTpaxkyBamara ke ce KOpUCTAT M KOMIIjyTEPCKH MaKeTH, NOCeOHO IU3ajHHU-
paHu 3a OTpeOuUTEe Ha MPOEKTOT, a 3a BepudUKalija Ha HACOKATa U TEKOT Ha UCTpaxyBameTo. CeKoj
JOOWEH pe3ynTaT, BO HEroBaTa 3aBplLIHa (opma, ke Ouzae myOJIMKyBaH BO PEHOMHpPaH Mel'yHa-pOJIeH
YaCcOIMC 0J] COOJBETHATA 00JacT (110 MOXKHOCT cO UMIIAKT (akTop wim Oapem ox SCIs nucrara) n/umm
ke Omje Mpe3eHTHpaH Ha Me'yHapoJHa KOH(EpeHIIrja co 1Iel a ce Jo0re HeroBa BepuuKaImja.

IV. Ilnan Ha ucTpaxkyBamwara

(aza 1: neraneH npersies Ha JUTepaTypaTa oJ] 00J1acTa Ha UCTPaXKyBabe;

(a3za 2: onpeneseHa MOMEHTaIHATA CUTYaIlMja BO 00JacTa;

¢daza 3: neranHo neduHUpame HAa NpoOIEMHUTE KOU Ke OMIaT pelllaBaHd U HUBHA pachpejienda moMe-
'y WICHOBHUTE HA TUMOT;

(aza 4: pa3Boj Ha KOMIIjyTEPCKHU IPOrPamu;

(da3a 5: pemaBame Ha IPOOIEMHTE;

(aza 6: npe3eHTUpPAbE HA PE3YNITATUTE HA MEI'YHAPOJAHU KOH(EpeHIIHY;

(aza 7: moAroTOBKA HA PE3yATATHTE U HUBHO MOJHECYBAILE 32 MIEYATEHHE BO MEI'YHAPOIHH CIIHCAHU]a.

V. O4yexkyBaHH pe3yJTATH
CrHpoBeJICHOTO HCTpaKyBambe ke TI'M 00eAMHM HCKycTBaTa W peajHoCTa Ha 3Ha4daeH Opoj
cepTudUIMpaH opraHuzanucku cucremu Bo LipHa ['opa n Makenonuja. [IpeameToT Ha Koj ce 6azupa
OBa HCTpaXKyBarmbe € OINUT M EJUHCTBEH M € Ha HMBO Koe W nokpuBa |SO mHTEpHanmoHalHHUTE
CTaHAap/H, CO IITO CIEeIU KOHCTaTalKjaTa AeKa pPe3yJaTaTHTe KOU ce 0YeKyBa Ja ce o0ujaT MOXaT BO
oJlpeieHa Mepa Jia ce MpUMEHaAT U BO IpeTnpujaTija Haasop of Lpna ['opa u Makenonuja.
OBOj TIPOEKT ke pe3yaTHpa Co:

e HajManky 12 cTaTum MOAHECEHH WM MPHU(ATSHH 32 MIeYaTEHhe BO PEHOMHUPAHN MeTyHApOTHH

crcaHuja (HEKOM OJ1 HUB O UMMAKT ¢akTop w/mim Ha SCI nucrara); u
e  HajMaNKy 5 Mpe3eHTAIluu Ha Mel'yHApOJHU KOH(EpEHITUH.




Details of the proposal:

Introduction
The standardization of the system of quality-management becomes a key task of managers and priority
issue for the survival of the organization in the twenty-first century. Alongside the shareholders which
are mainly interested in increasing the revenue as well as the profit based operations on its invested
capital, the various stakeholders such as customers, employees, suppliers and the community pressure
pose requests on the organization to adapt its management system according to the different standards,
so that the organization is to meet their needs.
The commitment to research in areas where companies have certified quality systems is crucial because
these companies due to certification of their quality systems must introduce new approaches, which in
its own turn means a lot of activities in the area of employee education, standardization of business
processes, statistical-process-control on defectless functioning, and a new approach in the cost analysis.
Further, all this necessitates a scientific, methodical, planned approach, persistence and systemativeness.
Simultaneously, it means a drastic change in employee’s behavior, radical changes in the organizational
structure, defining rights, obligations and responsibility of each individual. Indeed, this ensures that the
conduct of the top management is to be subdued to strict policy of quality which is to create a
surrounding for teamwork.
Additionally, the international and domestic research literature in the field of certified quality systems,
their impact on performance, sustainable development, efficiency and effectiveness, confirm many of
the basic hypotheses that we are using and analyzing in this paper.
The expected results are to be in accordance with already developed benchmarks elsewhere, because
the system-management certification rules relay on ISO international standards.
When researching innovation as a foundation of our study we use a questionnaire for data collection
conceived on the notion that the innovation involves new and better ideas, procedures, products/services
and processes which bring new quality of application. Innovation in the broadest sense brings
improvements in the areas such as:

* product construction (technological innovation);

* the process design;

* organization of work;

* marketing;

* service innovation, etc.
Through our research, we develop data and conclusions which present the specific features of the
organizational and business systems in terms of certification and innovation.
At the second-level data or benchmark used for comparison, we use the companies that have received a
national award for ‘business excellence’. This award largely coincides with the European model for
business excellence. Hence, the results are broadly applicable.
The data obtained, as well as the first and second level, are unique and as such contribute to the
improvement the quality and the importance of our final results. Data refer to organizations which
identity is concealed i.e. presented in coded form, hence as such are used to find certain specifics.
We use the same questionnaire as a foundation of our research of the second-level data. Hence, we get
base for solid comparison between the data on the first-level with the data on the second-level i.e. the
benchmark.
The research brings together the experience and the reality of a significant number of certified
organizational systems in Montenegro and Macedonia, in order to develop a model for improving
organizational performance, to define conclusions and measures to achieve sustainable business
systems, to encourage innovation, and also to contribute to stronger links between companies, scientific
research and innovations.
The main reason for making of this project should be sought in the fact that such approach towards an
object of study, according to authors’ knowledge, has not been present, not only in domestic and foreign
literature, but also in practice.
The subject, which is the basis of this study, is of general and unique character and it is on a level
embraced by the ISO international standards, which implies that the results which are expected to be
obtained may be applied to a certain extent to enterprises outside Montenegro and Macedonia.




Research Project

I. Aims and research activities

The main objective is to contribute to the development of modern scientific approaches and application
in business environments. Thus the tendency to affect the performance improvement of business
processes, especially in the field of encouragement and development of innovation and entrepreneurship
in companies that have certified quality systems, as well as in companies that haven’t been certified yet.
By exploring domestic and foreign literature resources, we have come to conclusion that such research,
involving the approach we propose, hasn’t been noticed yet.

Thus, proposed project has the following objectives:

1. Review of current state of companies in the field of design and implementation of quality

system.

Development of the database of certified companies.

3. Collecting data on the level of companies that have received award for business excellence, as
well as making a single database that will serve as a benchmark for comparison.

4. Development of a model based on approach to multi-criteria and expertise decision-making
that will serve the needs of establishing a connection between the basic level and business
excellence level.

5. Analysis of data obtained from the database, their assessment on model basis, comparison and
definition of conclusions.

6. Defining areas of particular interest in terms of possible improvements directed towards
improvement of total company performance.

7. Defining improvement measures and measures for raising the level of performance of
companies.

N

I1. Methods to be used

In order to obtain information about Montenegrin and Macedonian enterprises in terms of whether they
are innovative, how much and in which manner they are innovative, the research requires such data to
be obtained in an adequate way.

A. Survey by questionnaire method
The initial idea is to gather data using a research method which in practice is of most common
usage, i.e. SURVEY BY QUESTIONNAIRE METHOD.
Sampling: Out of the sum of all Montenegrin and Macedonian companies, our sample is subset
of enterprises that already have certified quality system.
The second level of data or determining the level of business excellence is by separating the
issues that are adequate for this research, following the establishment of contacts with
companies from surrounding environment by collecting and analyzing their experiences.
Entry and data processing: To perform quality results obtained through survey research, it is
necessary to encode the answers in an adequate way. Data encoding is performed using
numerical and alphabetical symbols for responses to the questionnaire. For issue analysis, it is
useful to apply the EZAnalyze Features program, which may be installed within Microsoft
Excel. The results may be presented in tabular and graphic display also using a descriptive
method.

B. Methods arising from Benchmarking strategy

Separation of issues, adequate for business excellence level comparison. In this section, based
on expert assessments and opportunities for linking the baseline with the level of data in the
field of business excellence (linking questions with criteria issues for the business excellence
award), a separation should be performed only of those questions (and related data) that can
provide adequate and comprehensive answers, i.e. results.

Benchmarking as a method for continuous and sustainable improvement of processes, products
and services brings great potential for development of creativity, unlike traditional methods for
quality improvement. The appliance of this strategy exceeds the feeling of suffocation of
creativity in creating added value or enhancing the performance of the product / service is
exceeded. Considered from the point of view of marketing and trade, benchmarking is a
strategy achieving organization’s vision and goals, tactical - operational plans, comparison
with best business practice in the market, everything aiming towards the organization’s goal to
reach not only for the best, but to surpass it (to be better than the best).

Considered from a management point of view, benchmarking is a useful strategy for the
management of quality, especially for assessment and continuous measurement of the gap




between internal (own) practice and best external practice, by establishing measurable dynamic
standards.

C. Methods arising from expert multi-criteria decision-making and AHP (Analytic Hierarchy
Process)
Expert multi-criteria decision-making and AHP (Analytic Hierarchy Process) applied in terms
of obtaining expert assessments of value ratios in order to meet the needs of establishing a
model for improving business processes in companies. Such values are obtained upon the basis
of expert analysis of all activities taking place in companies that have certified quality system
and apply to the business excellence award criteria. Such interpretations and assessments shall
be given after each question, depending on the classification of the meaning of offered
alternatives, aimed towards achieving business excellence.
The interpretation of the results shall be made by a significant number of competent experts in
the areas of study. In order to obtain value ratios and adequate processing of expert knowledge,
the appropriate Expert Choice software shall be applied, which, based on the offered
alternatives and criteria, provides value ratio of influences of individual items in terms of
achieving the goal. In this case it is business excellence.

Our special goal will be to develop new model for improving organizational performance, to define
conclusions and measures to achieve sustainable business systems, to encourage innovation, and also to
contribute to stronger links between companies, scientific research and innovations.

111. Methodology

Each member of the team will have her/his problem for studying that will be in function of realization
of the objectives and receiving of expected results. Special attention will be putted on achieving most
appropriate distribution of the problems according to the specialty of the researchers and on sharing
experiences among them. Computer software, specially developed for the needs of the project, will be
used in the research for verifying the results. Each result, in its final form, will be published in a well
known journal from the area (preferably with an impact factor or at least from the SCI list) and/or will
be presented on an international conference aiming its evaluation.

V. Research work plan

phase 1: detailed survey of the literature from the area;

phase 2: stating the present achievements in field;

phase 3: stating in details the problems that will be solved and distributing them among the researchers;
phase 4: developing software;

phase 5: solving the problems;

phase 6: presenting the results on an international conferences;

phase 7: preparing and submitting the results for publication in an international journals.

V. Expected results

The research brings together the experience and the reality of a significant number of certified
organizational systems in Montenegro and Macedonia. The subject, which is the basis of this study, is
of general and unique character and it is on a level embraced by the ISO international standards, which
implies that the results which are expected to be obtained may be applied to a certain extent to enterprises
outside Montenegro and Macedonia.
This project will result with:

e at least 12 papers submitted or accepted for publication in well known international

mathematical journals (some of them with Impact factor and/or on the SCI list); and
e atleast 5 talks on international mathematical conferences.




