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NMpodputabunHo nocnosamwe
opraHmsaumje Kao ucxop yHanpehema
KOHKYPEHTHOCTU NPUMEHOM KOHLenTa
CRM

Organization’s profitable business conduct as the outcome

of advancing competitiveness by the CRM concept

Byk MuneTtuh :
Bucoka Lwkona akagemckux ctyavja Jocutej, beorpaa

*k
Cnasomup Munetuh
YhusepauteT y Mpuwtunn, ExoHomeku chakyntet, Kococscka Mutposuua

Hukona hypuuh .
YHuBep3uTeT ,YHoH — Hukona Tecna®, beorpag

CaxeTtak: Y [aHawbem OM3HUC OKpYXery YCMOCTaBIbake AYyroTpajHo OAPXKMBOT OAHOCA C  Kynuuma
npencTasrba jefaH of 6a3vyHUX napameTapa YCrelwHOCTH NoCNoBaka opraHu3aumja. Kao ogroeop Ha 3axteBe
KynaLia Koju ce KOHCTaHTHO Metsajy 1 noBehaBajy, pa3suja ce cTpaTervja ynpaerbakba 0OaHoca ¢ MoTpoLlaynmMa,
Koja MHTerpuLLEe MpoLece M TeXHOMormje Tako Aa ce 0be3beam noysaaH, pasymrbie U HTErpUcaH npuctyn 6aau
kynaua, C UM/beM [a Ce C HlWMa M3rpafe WHTEPaKTWBHWM OAHOCW Koju he AOHeTM 0BocTpaHy KopucT W
noTpoLLaY“Ma 1 opraHusaumjama. Hanpeaak ocTBapeH y AOMeHy MHGOPMAaLMOHO-KOMYHWKALIMOHUX TeXHOOrmja
YHEO je MpOMEHE Y HauMH OCTBapuBara KOHKYPEHTHOCTW W npoduTabumHOr nocrioBaka OpraHu3auuja.
Kopuctehu caBpemeHe TexHonoruje, opraHu3amje ce cBe BuLLe Npubnuxaeajy Kynuuma, ocTeapyje ce ywrena
y TpOLUKOBMMA NOCroBakba, ckpahyje ce Bpeme ucrnopyke BpeaHocTH, noborbluaBa ce NofpLuka KOpUCHULMMA,
WTO CBe yTW4ye Ha noBehawe MnojanHocT noTpowava. McxopuwTe ycnewHor TPXWLLHOT pasBoja Halle
onpraHu3auuje Tpeba ga Tpaxe y MPELU3HWjeM Kpeuparby COMCTBEHE CTpaTervje OApXMBOr MOCNOBaHa W
YCMELHOj UMNNEMEHTALMM CCTEMA W KOHLienaTa Koju MOLp)KaBajy KOHKYPEHTHOCT.

Krby4He peun: opraHusaumja, KOHKYpPEHTHOCT, ynpaBIbakbe OAHOCUMA ca KyrnuuMa, NpodmtabunHocT

Abstract: In the contemporary business environment, the establishment of long-term sustainable customer
relations represents one of the basic parameters of an organization’s successful business conduct. As a re-
sponse to growing and changing customer demands, there originates a strategy of customer relations manage-
ment which integrates processes and technologies in such a way as to secure a reliable, understandable, and an
integrated approach to customer base, with the purpose of building interactive relations with them which will
bring about mutual benefit both to customers and to organizations. The progress in the field of information and
communication technology has introduced change in the way of achieving competitiveness and organizations’
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profitable business conduct. By applying contemporary technologies, organizations are able to approach cus-
tomers more closely, there is a reduction in business conduct expenses, value delivery time is reduced, custom-
er support is improved, and all this helps to increase customer loyalty. Our organizations should seek a success-
ful foundation of market development in a more precise creation of their own strategies of sustainable business
conduct and in the successful implementation of systems and concepts that support competitiveness.
Keywords: organization, competitiveness, customer relationship management, profitability.

YBopn

PacTyha KOMIUIEKCHOCT yciIOBa MOCIOBaEka MEHA YCIOBE HA TPXKHUINTY, IITO OTEKaBa
TOHAIIake B (PYHKIIMOHHCAE MTOCIOBHUX cyOjekaTa. [lopacT HUBoa KOHKYPEHTHOCTH
opraHm3andja Kao IOCICOUIEC H3PA3UTOT TEXHOJIONMIKOT HAIpETKa, pPEe3yiaTHpao je
MOYETKOM OBOT BeKa IMOCIOBHOM (11030(hHjOM MPOUCTEKIOM U3 Hadyella MAapKETHHILIKE
KOHIIETIIMje Ha3BaHE yIpaBJbame OgHOcHMa ¢ morpomaunma (enra. Customer Rela-
tionship Management — CRM). IIpomecom CRM-a, MapKeTHHT, MEHAaMEHT WU
caBpeMeHe HH()OPMAlMOHO-KOMYHHUKIIMOHE TEXHOJIOTHj€ WHTEIPUILYy CE y IIEOBHUT
cycrem (Chen, Popovich, 2003, ctp. 674—678), xoju 00e30elyje kpenparme KIbyUHHX
BPEIHOCTH 32 KYIIIE, IOCTU3ah¢ KOHKYPEHTCKE MPEJHOCTH M JUICPCKE TO3UIIHje Ha
TPXKUIITY, WITO MOCIECAUYHO Tpeba J1a BOJH 3alaXeHUM MOCIOBHUM pe3yJITaTHMA.

CRM o3HauaBa MOCJIOBHY CTPaTErujy OpUjEeHTUCAHY Ka KyIIUMa, YHjH je IHb
nosehame nmpuxoaa y3 nodossinamwe HHTEpakiuje ¢ buma. CRM nokpuBa KomIuieTaH
Ipollec IUIacMaHa, a HhEroBa CHara ce OYUTyje y IMOApydjy Mecta momupa usmely
MOHYJIe M WHAWBUIYaJHOT HOTpPOMIAYa M HU3rPAIE CUCTEMA HHUXOBE JIOjATHOCTH.
CRM Huje caMo cuCTeM KOjH je y (yHKIMjU yCIIOCTaBJbara M Pa3BHjara OZHOCA C
KyIIMMa, OH je OMTHA KapuhKa OINCTaHKa CaBPEeMEHUX OpraHM3aiuja, kKoje Tpeba ja
CII03HA]y ErOBY BAKHOCT U JIa Ta YBEIY y CBOj€ TOCIIOBAGE.

VYenemna npumena konnenta CRM 3HauM TeMeJbHO pa3yMeBame TPIKUIITA O
CTpaHe MapKeTapa OpraHH3allije U jadyarme HMHTEPAKTUBHHUX OJHOCA C KYyNIUMa, O
KOjuMa ce TIPUKYIUbajy HHPOpMaIrje, ali U KojuMa ce HHpopMalmje 1octasibajy. Ha
YCIIENITHOCT NMPHMEHE YIpaBJbamka OJHOCHMA ¢ KylIUMa yTUay OpojHU (haKTOpH, YHjU
3Ha4aj Tpeba Mpermo3HaT Kako O cTpaTelIka BpeIHOCT Koja he um O6utn nonyhena u
ucrnopydeHa ouna npopuraduiIHa.

[IpoduTabrinan TutacMaH BPEAHOCTH Ha IMJBHO TPXKHINTE, KOje KapaKTepHIIe
MoryhHOCT HeorpaHWdeHOTr n30opa, ykibydyje npuMeHy cucreMa CRM. KonkpetHoj
opranusanuju, GoxycupaHoj Ha yHanpeleme KOHKYPEHTOCTH, OH Tpeba aa omoryhu
M300p KBaJWTETHUX IOTpOIaua W Kpewpame 0aze Kynama 3a HeroBy e(EKTHBHY
PUMCHY.

1. MeToponoruja ucrpaxmeara

Iup ucTpaxkuBama jecTe Ja ce YyKaxe Ha BepoBaTHOhy 3a yHampeheme
KOHKYPEHTHOCTH JAoMahux oOpraHu3anyja MpUXBAaTalkEM Apyradujer pasyMeBama
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CTPATETHjCKOT YIIpaBJbakha, HHOBATUBHOCTH | TipuBpehuBama. C 003UpoM Ha KIbYUHY
yinory CRM-a u KBajuTeTa IpOU3BO/a y MO3UIHOHUPay OpraHU3alije, OBO TParame
oJiroBapa Ha 1otpedy 3a JaJblM CXBaTambeM KOHLENTa M HEeroBOI' yTHIAja Ha pa3Boj
HMBOA KOHKYPEHTHOCTH JjoMahux opraHusaiuja, pasidyuTe Iy)KHHE W HHUBOA
[OCIIOBabA.

VY nmeny mcTpakWBama IMPHUKA3aHOT Y OBOM paxy YIIaBHOM Cy KOpHIIheHH
CEKYHJapHU M3BOpU MHGOpMaIHja U 3Hama. [Ipunnkom ucTpaxuBama KopuirheHe cy
METoNe NEeNyKIHje UM WHAYKIHje, UCTOPHjCKH METOJ, JCCKPUNTHBHU METOJN, METOJ
Kay3aJHOT 3aKJby4HBarba, METOJl alCTPaKIMje W aHAJUTUYKA METomu. Y pamy ce
JOIILIO JI0 3aKJbydKa Ja je OpraHu3alyju 3a OJPXKUBY KOHKYPEHTHOCT IOTpebaH
3amnpaBo aJicKBaTaH WHOBATUBHU IOCIOBHM MOjeN. Y3 Jpyre OpojHe MoryhHOCTH,
oIroBapajyhn KOHIIENT yIpaBhbakha OTHOCHMA C KyIIHUMa CYIITHHCKH IpPEACTaBIba
OCHOBY 32 OCTBAapEH-¢ KOHKYPEHTCKE ITPEAHOCTH CBAaKe OpraHu3alfje.

2. YcnocTaBrbakhe AYyropovHux ogHoca opraHusauuje n
HBeHUX Kynaua

IIpakca motBphyje na je 3a70BOJECTBO Kymnama OWTHA OJPEIHHIIA CAaBPEMEHOT
MapkeTHHTa. KOHIENT IyropoyHHX OJHOCA OpraHM3alMje W HCHUX Kylama jecte
ommTtenpuxBahena 0aswuyna crpareruja (Buttle, 209, ctp. 1561), y kojy mpu3Hare
KOMIaHMje ynaxy 3HayajHa cpeactsa (Maggon, Chandhry, 2015, ctp. 58). 3agoBosbHH
Ky Cy HHCTPYMEHT YCHEIIHOCTH, a Kpeupame IyrOpOYHHX oOnHOca w3Mely
OpraHm3anydje W BEeHUX Kylala HeH30CTaBaH mpolec. Ha ycmemHocT oBor mporeca
yTH4Yy TNPOMEHE y OKpYXXelY, Ipe CBHUX, KOHKYpPEHIIMja, TEXHOJIOLIKE IpPOMEHeE,
robanu3anuja OW3HUCA, MO3UIUja KyMala W afanTUpamke HUXOBUM IOjeTUHAYHIM
notpedama uta. (Kotler, Keller, 2006, ctp. 13). OBu TpeHIOBU yTHUYY Ha MPOMCHY
CTaBa BE3aHOT 3a MAPKETUHT aKTUBHOCTH KOje Bojie yBehamwy BpeaHoctu dupme (Auh,
Merlo, 2012, cTp. 862).

CBe opraHM3aigje MMajy MCTH IWJb, BHCOK mpoduT onx Tpancakiuja (Hidl,
2000) u kpeupame KOHKYPEHTCKE MTPETHOCTH, a CBaKa MOHOBJbEHA KYITOBHHA OCHAXY]e
BUXOB OM3HHC. 3aTO c€ OpraHu3alyje ycMmepaBajy Ha HajmpoduTaObUiIHHje KyIIe,
NPOM3BOJIC U KaHAJIE, OIICHbY]y BPEIHOCT KyIalla, IpUiiarohasajy UM TPIKUIIHY MOHYIY
U TIeHY, TaKO JIa OCTBape MPO(PHUT TOKOM IMOHOBJHEHUX KYIOBHHA. 3a OpraHHU3aIujy je
MTOHOBJbEHA KYIIOBHHA JANICKO MOBOJbHHUja HETO MPHUBIAYCHE HOBUX KyTana, KOju MOTY
KOIIITATH 3HATHO BUIIE Hero 3aapkaBame Beh mocrojehux (Kotler, Keller, 2006, ctp.
138). JlojaHmM Kymmy TeHEpUIy Mamke TPOIIKOBA OJf OHMX KOJU TO HUCY, Te
ompenesbyjyhe yruday Ha pa3Boj KOHKypeHTcke mpernnoctd (Yeung m Ramasamy,
2007).

BpojHe opraHmzamuje HacToje Ja OCHaKE HPUBPKEHOCT KyTala MPUMEHOM
koHrenta CRM (Kabirg, Shanmugan, 2011, ctp. 287), nuzazuBamem CHaXHOT eekra n
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TUME TPHUBIAYCEHEM HOBHX Kymara. Pa3Boj mpuMepeHHuX AyrOpOYHUX OJHOCA M BE3a C
KyIIuMa 3axXTeBa YKJamambe CBUX TPaJUBHHUX €JICMEHTa y OpraHU3alWjH, Ipe CBUX
pasyMeBame TPIKUIITA M [IOTPOINAYa, aJanTallljy MOHYE, YBEPABAKE U 3apiKaBaAE
notpomrada. Konment ynampelyje pedynrare mociioBamba opraHuzanuje Ha ciejche
HaumHe (Mapuuuh, Hophesuh, 2015, ctp. 142):

— HICHTU(HUKALN]OM, Pa3yMEBamkEM U YCIIEITHUM o0pahameM Kyliuma;

— IIMJBHUM TUIACMAaHOM TOCTOjehuX MPOU3B0O/ia HOBUM U TIOCTOjehrM KyTIIMMa;

— pa3BojeM HOBHX aTPaKTUBHHX ITOHYJIAa W CTBAPAHEM JIOjaTHUX KyIara.

3a ycrex npumeHe koHrenta CRM Kiby4yHa je KOHKYypEHTCKa MPETHOCT, Koja
yIOpeno TeHepHIlle BPEAHOCT W 3a Kymia u 3a opranusanujy (Holste, Rapp, 2016).
VYcnocrasiameM crparenike Mmel)y3aBucHocTH n3Mel)y opraHusanuje 1 lbeHuX Kyrara,
Kpeupajy ce CaBpeMEHHU TPXKHUIIHU OJHOCH W HOBU OOJMIIM pa3MeHe, IITO YHHU 0a3y
MOCTH3ama BHUIIET HUBOa KoHKypeHTHocTH (Webster, 1992, ctp. 1-17).

Edukacna opranmzamnuja (Christopher et al., 2014) mHCHUCTHpa Ha KOHIICNTY
MapKeTHUHT OJIHOca Koju ce (hopMupajy He camo Jla Ou ce TpaHcakiuja Opike U JaKiie
obaBmia Beh u panu onpikaBamka KOHTAKTA ca CBAKHM I10jeIMHAYHNAM KYIIIIEM ¥ HAKOH
3aBpIIeTKa TpaHcaknuja. [IpeycmepaBame Kymama y IOKHBOTHE IapTHEPE BOIH
noBehawy mpozaaje U JOOMTH, CMambelhy TPOILKOBA, jadamy TPXKUIIHE TO3MLHUje U
KOHKYPEHTHOCTH OpraHuzaiyje. YjemHo ce mnoBehaBa mojamHOCT moTpomiada, y3
00ocTpaHy KOpUCT 011 epeKTHUBHOT mociioBama (Buckingham, 2011, ctp. 74).

N3 cTaBa MapKeTHHT OJjHOCA OMTHO je ()OPMHPATH jeTUHCTBEHY MPEKY OXHOCA
usmely opranmsanuje ¥ meHUX Kymnana. IlapTHepcTBa Mmehy muMa uHMHE CHOXKEHY
MAaTpHIly KOjOM C€ jauajy 3ajeIHUYKN PECypCH U KOMIICTEHI[H]e, YCICIIHO UCITyHhaBajy
3aXTEBU KJIMjCHATa W CTBapa KOHKYpEHTCKa mpeaHocT Ha Tpxkumry (Webster, 1992).
[TapTHepcTBa npyxajy BajbaHUjy 6a3y 3a OpojHe o0JIMKe capaibe U Be3e OpraHu3alyje
U BEHHX KyIana paau erukacHuje KOHTPOJIE U MPEABUIJBUBOCTH TPXKHUIITA.

banancupame nepdopmaHcm U mpoduTa OpraHusandje ca cartuchakiijoMm
MoTpoIadya W BpeaHOINy Koja UM Ce HCIOopydyje CBpXa je KOHIIENTa JyrOpOYHHUX
onHoca. Yckiahen ca ycnoBuma npuBpehuBama, CRM konuent je Opamus (Gold-
smith, Leisa, Ronald, 2014, ctp. 176), 1 ka0 TakaB y4ecTByje y CTBapamy TyTOPOUHHX
OITHOCA C KYTIINMa B yHaNpehuBamy KOHKYPEHTCKE MPEIHOCTH OpraHu3aIyja.

3. ¥YTMuaj npumeHe KoOHUenTa ynpasrbatba oOgHOCMMa ca
KynuMMma Ha KOHKYPEHTHOCT u npocdurabunHocr

Opn opraHm3amyje ce odeKyje Ja C BPEeMEHOM YCIIOCTaBJba HOBE YMHHOIE ycIexa U
MOJIMKEe KPUTEpUjyMe 3a BpPEIHOBAIE YCIENIHOCTH Ja OW cadyBaja KOHTHHYUTET
nocnoBaba (Muneruh, JoBanosuh, Jepemwuh, 2017, ctp. 36). YV oBOoM cieny
aKTHBHOCTH, eHKacHa NpuUMeHa U yHampeheme konnenta CRM Boxme pa3mukoBamy
Mel)y KoHKypeHTuMa 1 noBehamy NpogpuTadUITHOCTH OpraHu3alyje.
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[To3uTHBaH yTHIAj TPUMEHE KOHIIENTA yIIpaBjbarmha OJAHOCHMA Ca KylmnuMa Ha
KOHKYPEHTHOCT ¥ TPO(UTAOMIHOCT MOTBPIWIIE Cy OpOjHE CTyIHje y MapKETHHTY
(Deshpande, Farley, Webster, ctp. 23-37; Narver, Slater, 1990, ctp. 20-35), a
Bepu(dukoBasa uX je OusHuUC mpakca. IberoBom mnpumenom ysehaBajy ce
KOHKYPEHTHOCT W TeppopMaHCe OpraHu3aldje, a PHU3UK YCICITHOCTH CBOTU Ha
MUHEMYM. WM mopen HecmopHOr 3Havaja, ynotpeba U IpUMEHa OBOT KOHIENTa Y
HaIllMM OpraHM3alrjaMa joll YBeK HHUje aJIeKBaTHO yBak€Ha, MAKO Ce KOHKYpCHIIH]ja
U3IBOjUIIA Kao OWrTaH Qakrop TpXKUIIHE TNpuBpeae. Hu y3podHO-IOCIeTUIHIM
penanujama usmeh)y CRM cucrema ¥ HallMOHAIHE KOHKYPEHTHOCTH HE IMOKJIAMkha CE
norpebHa maxma. JlomaTHo, JOCTH3amEe OAPKUBE pPaBHU NPO(YUTAOHIHOCTH
OpraHM3alyje KOMIUIMKYjY jadame KOHKYPEHIMje M pacT HHBOa HH(POpMHUCAba
norpomaua (Mwunetuh, 2009, ctp. 114).

HNuoarmono ymehe M eKCIIEIMTHBHOCT CaKyIubara MH(pOpMaIja 0 Kynuuma
oTpesiesbyjy KOHKYPEHTHOCT M eduKacHOCT OusHHMca opramsanmje. Ilpodurabmmno
MOCIIOBATH 3HA4M PEalTn30BaTH OBE aKTMBHOCTH IIPe HETO IUTO TO ypaje puBaiu (So-
finti, Suryadi, Govindaraju, Budhi, 2009). C o03upoM Ha TO Ja MoAalU O
MOTPOIIAYNMA CHaajy y KaTeropHjy KJbYYHHX CTPATETHjCKHUX pecypca OpraHu3alyje
(Bacwmbes, Wnmh, 2010), dpopmuparme (GreKkCHOMIHUX MapKETHHT WH(GOPMAIIHOHUX
cHCTeMa M BUX0Ba eeKTHa yrnoTpeda yKasyjy Ha yopeauBy CTPyYHOCT MEHAIMEHTa
opranuzanyje (Prahalad, Ramaswamy, 2004, ctp. 36). HUHTerpamujoM momataka o
KyTIIMa, TPUKYIUBEHUX M3 PAa3IHINTHX H3BOPA, MEHAIIMEHT OpTaHHW3allHje je Tpes
CTaJIHMM M3a30BOM Jia Kpenpa HOBa pellema, yckiaheHa ¢ moTpebaMa M 3axTeBHMa
NPUBPKEHUX MOTpOIlada, Nuibajyhn Bumm HUBO KoHKypeHTHocTH (Charlie, Reben-
tisch, 2003, ctp. 1180-1195).

Jagame KOHKYpEHTHOCTH CPIICKE TPHUBPEIE M3HUCKYje KpeHparme KBaJTUTCTHUX
CTpaTerrja W HWHOBATUBHOI OKpy)Xema. Hama apkaBa Tpeba ma OCHAXH TpPEHI
MHOBAaTUBHOCTH JoMahux opraHu3anuja cienehu npakcy pa3BHjeHUX €KOHOMHja, TaKO
mro he moacrahm Kpeupame HPOCHEPUTETHOT IOCIOBHOT aMOMjEHTa, CaKyIJbame
MoJjaTaka O HHOBAIMjaMa, lbUXOBO UyBabE U CTABJBAE HA PACIIONATAHE IPUBPEIH.

V HaBeneHoMm koHTekcty, Global Competitiveness Raport 3a 2017. roauHy He
Jlaje pasiore 3a 3a/10BOJbCTBO paHrom CpoOuje Ha 78. MO3ULKjU Ha JIUCTU KOja 00yXBaTa
137 3emasma. Bpemnoct Mupekca rinobamHe konkypentHoctH (MI'K) msnocu 4,14
(Teopmjcka BpemHOCT MHTepBaia je on 1 mo 7). Y omHOCy Ha MPETXOIHY TOAMHY,
CpOuja je nosehana Bpeanoct UI'K 3a 0,17, mto je yTunano Ha nobosblIame MO3UIH]je
3a 12 mecta (y peTxoHoj roanHu 3ay3umaina je 90. mecto). JIBe o meT 3emasba Koje
Cy WCKJby4YeHe M3 oBorojuimer ussemraja (bapbagoc nu BJP Makenonuja) Ouie cy
iacupane Ha 72. u 68. MO3MLMjU, WITO je TeXHUYKH YTHLAJIO Ha TO Ja C€ CBUM
3eMJpaMa C JIOMIHjUM IutacMaHoM (ykipyudyjyhu n CpOujy) 6e3 mpomeHe BpeIHOCTH
UI'K no6Gosema panr Ha aucty 3a nBa Mecta. [loBehame Bpennoctnn UI'K 3a CpOujy
JeIoM je Tmociequna ImpomeHe Meronoioruje on crpaHe CEd-a, omnHOCcHO
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YKJBYUMBAaK-M II0 MpBM IIyT W TPEACTaBHUKA MHKpompeayseha (ucmony 10
3aI0CIeHUX ), Ka0 M HaIyIITame mpakce 1a 10 50% mpemyseha npeacraBibajy oHa Koja
Cy W npeTtxonHe ronuHe Omna anketupana (OPEH, 2017).

Kopucrehu nonataxe u3 Tabene 1 kao unnyT, ['padpukonom 1 mpeacraBibeHo je
kperame UI'K 3a Cpbujy n 3eMmibe U3 BEHOT OKpyXkema 3a nepuos 2007-2017. roxune.

Tabena 1. Unoexc enobanne konkypenmuocmu (2007-2017)

Upoicase 2007 2008 | 2009 | 2010 | 2011 | 2012 | 2013 | 2014 | 2015 | 2016 | 2017

Anbanuja 348 3,55 [3,72 1394 |406 |39 |38 |3.84 |393 |406 |418
buX 3,55 3,56 3,53 [ 3,70 | 3,83 [ 393 | 4,02 | na* | 371 | 3,80 | 3,87
byrapcka 393 14,03 [4,02 | 413 | 416 | 427 | 431 | 437 | 432 | 444 | 446

XpBaTcka 420 [422 | 4,03 | 404 | 408 | 404 | 413 | 4,13 | 407 | 415 | 419

Mabapcka | 4,35 | 422 | 422 | 433 | 436 | 430 | 425 | 428 | 425 | 420 | 433

bIP . 3,73 | 3,87 | 3,95 | 4,02 | 4,05 | 4,04 | 4,14 | 426 | 425 | 423 | 4,23
Makenonuja

IIpna 'opa 3,91 4,11 | 4,16 | 436 | 427 | 4,14 | 420 | 423 | 420 | 4,05 | 4,15

PymyHuja 397 | 4,10 | 4,11 | 4,16 | 4,08 | 4,07 | 4,13 | 43 | 432 | 430 | 4,28

CioBennja 4,48 4,50 | 4,55 | 442 | 430 | 434 | 425 | 422 | 428 | 439 | 448

Cponja 3,78 |39 |3,77 | 3,84 | 3,88 | 3,87 | 3,77 | 3,9 3,89 | 3,97 | 4,14

Hszeop: DPEH, 2017.

I'paduxonom je mokazano kpetame MI'K 3a CpOujy u mpoceka mocMaTpaHuX
3eMajba, U3 KOjer ce MOXKE 3aKJbYy4YHTH Ja, MaKO IOCTOjH TPSHI pacTa, y CiIydajy
CpOuje mpucyTHa je HeCcTaOWIIHOCT, KOja ce orjie[a y 3Ha4ajHUM OCIuIaIujama y
KpPaTKOM BPEMEHCKOM IIEpHONY y OJHOCY Ha TPOCCK IOCMAaTpaHHX 3eMasba. Hakon
criopor ornopageka, y 2013. rouHu je TOHOBO YCIICAMO T1aJl Ha JIUCTH, KOjU je OMO jelnaH
on BehMx y mocMmaTpaHoj TPyINHU 3emajba. Y mocieme Tpu rogaune Cpbuja Oenexu
Hemro Opxu pact UK y oHOCY Ha mpocek mocMaTpaHuX 3eMJba, YCIIE Yera ce MOXKe
YOUHUTH CMambCHe 3a0CTajamba, OTHOCHO NMPUCYCTBO KoHBeprennuje (PPEH, 2017).

I'papuron 1. Kpemare Unoexca enobanne konxypenmuocmu 3a Cpoujy u npocexa 00adpanux 3emana
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H3zeop: WEF, 2017
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MpodurtabunHo nocnoBawe opraHmsauuje kao mcxop yHanpehemwa
KOHKYPEHTHOCTW NpumMeHOoM KoHuenta CRM

[TnaBa nmuuja Ha ['padukony 1 mpukasyje kperame BpemHoct WMIK 3a
Cp6ujy y mepuoay 2007-2017. rogune, TOK IpBeHa JMHHU]a MpHuKa3yje kpetama MI'K
3a 3eMJbe U3 peruona 6e3 Cpouje. M3Bemraj ykynHe koukypentnoctu WEF-a 3a 2017.
rouHy nokasyje na je Cpouja miacupana 60Jbe jenuHo ol bocHe u XepieroBune, Koja
3ay3uMma 103. mosunmjy. Y oarocy Ha 2016, buX je HanpenoBasia 3a YeTUPH MO3HUIH]E,
nok BJP Makenonuja Huje ykJbydeHa y OBOTOAMIIBLU H3BemTaj. Of ocTamux
oOyxBaheHnx 3emaspa, cBe cy moOoseimane BpeaHocT WI'K y omnocy Ha mpommuty
TOJIMHY, a TUME W CBOjy IO3WIUjy Ha PaHr-JIMCTH, ceM PyMmyHHje, Koja je mopen
MUHHMAJHOT cMamema BpeaHoctn MIK, 3abenexuna maa mosuuuje ca 62. Ha 68.
MecTo. XpBaTcKa je W IOpe] He3HaTHOr mobospmmama BpeaHoctn MIK 3ampikana
MPOIIUTOTOTUIITEGY TTO3HIIH]Y.

Panr CpOuje je HEMOBOJbAH M MMa HAJHW)KH WHJIUKATOP KOHKYPEHTHOCTH Y
nopehemy ca 3emibama peruona, ceM buX. OBo yka3yje Ha TO Ja je MOCIOBHA
akTHBHOCT Tpeny3eha y CpOuju HeanekBaTHa, a HUXOBAa OM3HUC OpHjCHTAIMja HUjE
yckinalleHa ¢ MpoMeHama y OKpYKemy, Ja ce cIopo mpwmiarohaBajy HacTaimm
IpOMEHaMa, IITO WX YMHU HEKOHKYPESHTHUM HA WHOTPHINTY.

Crpykrypa UI'K no Hocehum cTyGoBHMa KOHKYPEHTHOCTH 3aCITy’KHUX 3a PacT
3a mepuoa 2015-2017. npukazana je y Tabenu 2, U3 Koje ce BUAM Ja je KOJI CBUX
cTy0OBa KOHKYPEHTHOCTH 3a0elie:keHO MoBehame BpeIHOCTH WHJEKCA y OJHOCY Ha
MPOIILTY TOAMHY, TPH YeMy CY IIOjeIUHH CTyOOBH OCTBApIUIM allCONyTHO TOBchame
uHjeKkca y uatepsany ox 0,2 mo 0,5 moeHa (IPEeTXOAHH HUBO KOPECIIOHIUPA PACTY O
4-12%), O ce cMaTpa TMHAMHUYHUM HAIIPETKOM.

Tabena 2. Bpeonocm Hnoekca enobanne konkypenmuocmu no cmybosuma (2015-2017)

2015 Tpomvene 2016 Tpomene 2017
1. Uncruryuuje 3,24 bl 3,31 A 342
2. Uudppactpykrypa 3,87 Dl 3,94 X 409 | '\ so
3. MakpoeKoHOMCKO OKpY Keme 3,61 4,12 4,61
4. 31paBCTBO M OCHOBHO 00pa30Bame 5,87 X 5,97 A 6,02
5. Bucoko obpasoBame u 00yka 4427 4,40 Rl 4,45
6. Euxacuoct TpammTa 106apa 3,74 A 3,78 ad 3,96
7. EdukacHocT TpKkuIITa paja 3312 ol 3,84 Rl 3,96 50%
8. P@BHjeHoCT PMHAHCH]CKOr TPIKUILITA 3,23 %l 3,41 Rl 3,56
9. Texnonomka ocrnoco0beHOCT 4,47 I 4,05 ol 4,19
10. Bemmyuna TpkuimTa 3,70 4 3,63 A 3,72
1 1. Coductnumpanoct nocnosama 3,14 Pl 3,15 3,52
12. NroBauuje 2,9 A 2,9 A 3,11 } 10%

Uzeop: WEF, 2017

Ananu ExoHomckor cpakynTeta y CyGotuum, Vol. 54, 6poj 40/2018, ctp. 033-048

39



40 Byk Munetuh, CnaBomup Munetuh, Hukona hypuuh

Melhy cry0oBuMa KOHKYPEHTHOCTH KOJ KOjUX je 3a0eneskeHo HajBehe
noBehame BpeTHOCTH MHICKCA UCTHYE ce CTY0 MakpOeKOHOMCKO OKpYyKeme (pacT o1
11,89%), mro je HacTaBak Temma MoOoJblIama OBOI cTyDa, KOjU je M NPETXOAHE
TOJIMHE W3Pa3uTo JONpHHOCHO pacty BpeaHoctu UI'K. Mehyrtum, kama ce ynopenu
BpPEIHOCT WHJCKCa Kojy je CpOmja ocTBapuia Ha HUBOY OBOT cTy0a y OJHOCY Ha
MIPOCEYHY BPEIHOCT MCTOT HHACKCA 32 3eMJBE M3 OKPY)KEHha, YOWBHHBO je 11a j¢ U TIOpex
3HAYajHOT HANpeTKa, cTy0 MaKpOeKOHOMCKO OKpYKEHE jelaH OJ1 YeTUPU C HajBehum
320CTaTKOM Yy OJTHOCY Ha TipeameTHo okpyxeme (PPEH, 2017).

CoucTHIIMPaHOCT MOCIOBamka MpeacTaBba 11. cTy®0 KOHKYPEHTHOCTH W
o0yxBaTa (hakTope KOjH yTHYy Ha MOOOJbIIAEmE MPOAYKTHBHOCTH M KOHKYPEHTHOCTH
HalMOHAIHUX eKoHomuja. [locmoBame W crparerwje upenyseha, mpeBacxoaHO
MapKeTHHIIKAa CTpaTeTHja W W3 e H3BEJCHEe CTpaTeTHje Kpewpama U yIpaBbama
OJJHOCHMMA C KyIIMMa, MPOAYKIHja jeANHCTBEHUX M COQHUCTHIMPAHUX IMPOHM3BOJA U
ciuyHe OM3HHC aKTHBHOCTH, BOJE MoBehamy cOpUCTHLHMPAHOCTH U MHOBATUBHOCTU
nocioBHUX npoueca (Munernh, boxxnnosuh, 2015, ctp. 262). Ha npyrum ctyboBuMa,
KOjH HHUCY HaBeJICHH, IPOMEHE C€ MOTY CMaTpaTH 3aHEMapJbUBHM, KaKaB je M HHXOB
yTHUIIa] Ha TpoMeny ykymHe Bpeanoctu UI'K y 2017. roaunm.

VY KoHTeKcTy yHarpelerma HalnoHaIHe KOHKYPEHTHOCTH, aKO C€ HCTOBPEMEHO
C MHOBAIlMjaMa MPOU3BOIHOT MPOIEca U KOHKPETHOT NMPOU3BOa €(hUKACHO CIIPOBELY
MHOBAIMje Y MapKeTHHTY, BHJbNUBE U Kpo3 npuMeHny CRM koHIenTa, caMo Kpeupame
CYNEpUOpPHE BPEJHOCTH 3a KYIIE M OCTaje Y4YECHUKE Y JIaHIly BpeaHocTu Ouhe
edexTuBHUje. PesynraTu HCTpakMBama peann3oBaHOr y goMahmM opraHusanujama
pasnuuuTe JAyXKUHE U HHUBOA rociioBama (Muneruh, 2016, ctp. 174—175), 6e3 o63upa
Ha YOWBMB HAmpelak, yKadyjy Ha HeaJeKBaTHY IIPUMEHY MapKEeTHHI KOHIeNTa
(I'padukon 2), ka0 ¥ Ha TO Ja je HUBO Pa3BHjCHOCTH IH-MXOBOT MAapKETHHI CEKTOPA
HH33K.

I'paguxon 2. Headexeammna npumena mapkemune KOHYenma Kao npenpexd pazeojy KOHKYPEeHmHOCU

HeajexkBaTHa NpHMEeHA MAPKETHHI' KOHIeNTa
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H3zeop: Munemuh, 2016, cmp. 175
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MpodurtabunHo nocnoBawe opraHmsauuje kao mcxop yHanpehemwa
KOHKYPEHTHOCTW NpumMeHOoM KoHuenta CRM

I'padukoH TOKa3yje [a HealeKBaTHa MNPUMEHA MAapKETHHT KOHIICNTa
OpeCTaB/ba  3HAYajHY HOPEIpPeKy  yHampehewy — KOHKYpEeHTHOCTH — JoMahunx
opraHuzanyja pasnuunte Benuunne. M3 Tadene 3 ce Buaum aa je Sig. = 0,000 < 0,05, Ha
0a3u yera ce MOXe 3aK/bYYUTH Jia BEIMYMHA OpraHM3alldje UMa 3HA4YajHy yJIory y
OllcHaMa HeaJICKBaTHOCTU MPUMEHE MapKETHHT KOHIICTA.

Tabena 3. Paznuxe oyena neadekeammue npumene Mapkemuie KOHYenma Kao npenpeke pazeojy KOHKypeHmmuocmu

Bpennoct df Sig.
33.524 6 .000

Pearson Chi-Square
(> Xu kBajpar)

H3zeop: Munemuh, 2016, cmp. 175
YowsnBa je 3HauajHa pa3UKa y OIGHAMa KOHKYPEHTCKE CIIOCOOHOCTH
OpraHu3zaliyja pa3IuuuTHX Mepa UCTpakuBama U pa3poja (Tabena 4).

Tabena 4. Paznuxe y oyenama Hu80a KOHKYPEHNCKe CHOCOOHOCIU OP2AHU3AYU]A PAZTUYUMUX
Mepa ucmpadicusarsa u paseoja

Hueo konkypenmcke cnocobnocmu

opeanuzayuje Cpenma Cranza- 3_Haqa- 95% wHTepBan
BPEIHOCT jHOCT HOBEpeHa
(I) Mepa ucrpaxu- | (J) Mepa ncrpaxu- pasiuke P eﬂ:lia rpeuike
Barba U Pa3Boja y Bamba U Pa3Boja y an | P (Sig.) Jloma Topma
OpraHH3aIMju OpraHH3aIMju rpanuia | rpaHuia
VYuanpelyjy WuBennuja 257 497 955 -1.04 1.55
ce Beh mocrojehn HWnosanmja -314 173 272 -77 .14
HIpOU3BOAH Hucy npucyTan
HUCTPaKUBABE U 157 412 .260 -31 1.83
pasBoj
Hnserja Yuanpebyjy ceseh | 555 | 497 955 155 1.04
noctojehu mpounsBoan
Huosauuja -.571 501 .665 -1.87 73
Hucy npucytan
UCTPaXKUBAKE U .500 .625 .854 -1.13 2.13
pa3Boj
Yuanpebyjy ceseh | 5y, 173 27 14 77
nocrtojehin mpousBoan
HuBennuja 571 .501 .665 -73 1.87
Hnosauuja Hucy npucytau
HCTPAKUBAE U 1.071(*%) | 416 .050 -.01 2.15
pasBoj
Hucy npucytau Vuamnpeljyjy ce Beh 757 412 260 183 3
HCTPaKUBAE nocrojehu npoussoau | - ) ) ) )
U pa3Boj WuBenuuja -.500 .625 .854 -2.13 1.13
HuoBanuja -1.071(*) | 416 .050 -2.15 .01

Uzeop: Munemuh, 2016, cmp. 253
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42 Byk Munetuh, CnaBomup Munetuh, Hukona hypuuh

Tabena ykasyje Ha 3HaA4ajHy pa3iMKy KOHKYPEHTOCTH KOJ OpraHu3anuja Koj
KOJUX Cy TIPUCYTHE WHOBaIMje, Ka0 M KOJ OpraHu3alja Koj KOjuX HHCY NPHUCYTHH
HCTPAKUBAKE U Pa3Boj. Y HAIMOHAIHOM ITOCIOBHOM aMOHUjEHTY OCTBApEHE HHOBAIH]C
ce yIJIaBHOM OJIHOCE Ha U3MeHe JAM3ajHa mpou3Boja. Takohe, BenmudnHa opraHu3aiuje
M JIENIaTHOCT KOjy 00aBJba, T€ CTABOBH MEHAlepa pasinuyiTOr HUBOA, KA0 M 3all0C/ICHH
y OpraHusaiuju, OUTHO ONpeiebyjy CTPYKTYpY TUIIOBA HHOBAIIH]A.

IIpumena xonmenta CRM y HamieM MOCIOBHOM aMOMjEHTY jOII YBEK je
HeaJIeKBaTHa, 0e3 003upa Ha TO WITO Mpakca IMokasyje Jia AyropoyHa YCMEpEeHOCT Ka
KyniMa TpUAOHOCH TioBehamy KOHKypeHTHOCTH. Pasznore tpeba TpaxkuTH y
YUCHUIM Jla OpraHu3alyje OJycTajy O INPUMEHE KOHIENTa YIJaBHOM 300T:
HeoJroBapajyhe WHPOPMHCAHOCTH O TEXHOJOTHjaMa W TPXKHINTY; HEJI0CTaTKa
HOBUAHUX CpEJCTaBa M CTPYYHaka, HEWU3BECHE TPAXHE 3a HHOBATHBHUM
MPOU3BO/IMMA; BHUCOKHX TpPOIIKOBAa yJacka Ha HOBO TPIXKHUINTE;, BHCOKOT HHBOA
KOHKYPEHTHOCTH Ha LWJbAHOM TPXHIUTY M JIOMHHAIMje I[I03HAaTHX OpeHIoBa
(MycypoBuh-Pyxwmunh, Kyrtmawga, 2015, ctp. 245-262) uta. OBakBo cTame ce
HETaTHBHO OJipakaBa Ha KOHKYPEHTHOCT W pe3yJiTaTe MOCIOBama OpraHu3aiuja, a
TUME U HA HAI[MOHAJIHY KOHKYPCHTHOCT.

4. KoHkypeHTCKa no3uuuja opraHusauuje v 6ase noparaka —
OCHOB 3a ynpasrbarbe OAHOCUMMA C Kynuuma

VY nopehemwy ¢ puBanuma, npopuTabUIHOCT U KOHKYPEHTCKA MTO3UIIMja OpraHu3aluje y
JUPEKTHO] Cy BE3M C OIICEroM MojaTaka o Kyniuma koje nocenyje. a 6m CRM cucrem
O0uo mpoduTabWIIaH W TPHU3HAT, HEONXOJHO je Jia ce opraHusandja (OKycupa Ha
omabup mpaBUX KyIamna, Kao W Ja OCUTypa 3aXTCBaHU HHUBO 3HAama, TEXHOJIOTHjE H
kibyuHux nporueca (Chen, Popovich, 2003). Cunepruja HaBeIeHUX eJeMeHaTa Tpedaso
Ou &1a TIpOW3BeJe BPEIHOCT 3a CBAKOT MOjeIMHAYHOI KyIIa, Kpewpajyhu mputom
IYTOPOYHE OJTHOCE U KOHKYPEHTCKY MPEIHOCT.

PazymeBame BakHOCTH crmajamba koHnenTa CRM u MOCTOBHUX MOIyXBara y
OKBHPY OpraHu3allyje 3HauM Jia Ce YCHEIIHO yIpaBiba OAHOCHMA ¢ KynmuMma. Ha oBaj
Ha4YMH ce moTpede Kyrmama CTaBihajy y IIEHTap OW3HHCA, Kpeupajy ce TyropodYHH
OHOCH C BUMa W OCTBapyje KOHKypeHTCKa mpenmHocT. Ilpormec pas3Boja omHOca ¢
KyNnIyMa He 3Ha4M caMo pa3yMeTH KOju Cy IoTpomadn npodurabmiHu raHac Beh n
MPEIBUICTH KalaluTeT OHUX KOjU OM MOriIM OuTH NpoduUTaOWIHHM y HapeIHOM
nepuony. Ilogamu o HaBUKama, OYCKMBAKUMa M MCKYCTBUMA KyIalla Cy HajBaKHUJH
yrunajuu  akrop, koju o0e3belyje TpajaH NPUCTYHN KOPUCHUIIMA M TIOCTU3AE
BPXYHCKHUX TOCIOBHHUX pe3ynrata (Mumeruh, 2010, ctp. 328-331). [Ipakca mo3naje
pa3nuunTe KaTeropmje Kyrara, IpH 9eMy Ce 3a CBaKy CKYyIHHY MOTpoIIada Kpewmpa
pasnuura CTpaTeryja, y 3aBUCHOCTH OJf OYEKHMBaHE MPO(UTAOMIHOCTH U (OopMUpaHE
nojamaoct CRM-a (Kotler, Wong, Saunders, Armstrong, 2006, ctp. 367).
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KOHKYPEHTHOCTW NpumMeHOoM KoHuenta CRM

[TocenoBame mTo Behe, 3HaYajHUje M KBAIMTETHUjE 0a3e Kymara, Koja Caapku
JaJieKO BHIIC TOJaTaKka HEero JIKCTe MOTpollaya Koje ce OJHOoce Ha uHpopmarmje
npubaBibeHEe MOCPEACTBOM TPAHCAKIMja U MPUMEHOM Ipyrux GOopMH KOMYHHIIUPAHa
u koHtakata (Mwuneruh, 2010, ctp. 100), ycioB je OApPKHBOT TOCIOBama CBaKe
opranmzanyje. KpamuteTHoj 0a3u Kymana Tpeba JOJAaTH pa3BOj TEXHOJIOTHja Kao
KPUTHUYHOT yCIIoBa 3a npuMeny koHienta CRM-a.

WHTepHeT TeXHOIOrHja cBe yOeIJbUBHje yTUYE Ha IPOMEHE KOje Pe3ynTupajy
M3MEHOM IMO3UIIMje KYIa Yy JaHIly BpeaHOCTH, mTo Hamehe morpely carienaBama
0a3anx mumensnja CRM-a — uneHTH(UKaIje, celekiyje, MpuBIadcka, 3aapiKaBarma,
pacrta 1 oap:kaBama qyropouHux onHoca (Crojkosuh, 2008, ctp. 17). 3a oBe cBpxe Ha
TPXKHUIITY C€ HYJIE Pa3IMYUTH MPOTPAMCKHU MMaKeTH Koju mojapxkaBajy CRM crparerujy
(Aaker, Kumar, Day, 2008, ctp. 217). IlonyheHu mporpaMcku mMakeTH MOMaxy Ja
CRM cucrem (Bergeron, 2002, ctp. 81) mocraHe y BeNHMKOj MEpH ayTOMaTU30BaH
mpoliec, ca 3alaTKOM Jia Jaje He camo uH(popmMaiuje o Kyniuuma Beh u 1a ciayxu Kao
Ba)KHA TIO/IPIIKA TOHOMICHY OJUTYKa U aHAIN3U TP)KUIIHE CUTYAllHje YOIIIITe.

Kontunyupano yHanpehuBame kopucHuuke 6ase (Pride, Ferrel, 2014)
OJIAKIIIABA TUIAHUPAHE MOCIOBHUX aKTHBHOCTH OpPTraHH3alldje, TOMPUHOCH CHHKABAbY
TPOLIKOBa IPOMOTHUBHUX akiMja, a KOPHCHO je W W3 BHIIC OINUIJBMBUX U
HEOINUIIJBUBUX pasniora. MHpopmanmje Koje KOHKpPETHa OpraHu3aluja Moceayje o
KylIuMa ¥ Hamopu KOje YMHU Yy CMepy MPHKYIUbala MOJaTaka W yNpaBlbamba Ha
OCHOBY HUX, CTaBJbajy je Yy 00Jby MO3UNN]Yy HA TPXKUIITY y OJHOCY Ha KOHKYPEHTE.

5. YBohemwe u pesynratu cuctrema CRM-a

[Ipahemwe mporieca mocnoBama ¢ KyMIUMa IIOMaXXe OPraHU3aUjH Ja YOUH IPSIHOCTH
W HEJOCTAaTKe y capajmH, Te Ja NOTOM IMPWIAroJd TOHyay aa Ou mpodutabuiHo
nocnoBana. OBjie ce He paay O aNTepPHATHBHOM MNPHUCTYIy, Beli 0 OCHOBU Cy30ujama
koHKypeHiuje. Y npakcu ce CRM mokazao kao Bpio edukacan CHCTEM 3a IPUBIAYCHE
HOBHX Kymala u 3aJpkaBame ctapux (Mwumosuh, 2012, ctp. 258). Opranuzanmje ra
yIIIAaBHOM YBOJIE y CHUTyalldjaMa KaJia UCIIOPYUYjy BPEIHOCT KOja 3aXTeBa BHCOK HUBO
UHTEpaKLHUje ¢ KyMIIMa, UMajy BUCOK MOTEHIIMjAN MIPojaje, Te Kajaa yodue PU3UK O]
Ha3aj0Bama OM3HHUCA yCIIe]] [T0jaBe KOHKypeHaTa.

MeHaIMeHT opraHu3alije uMa TJIaBHy poiy y yBohemwy U NPUMEHH KOHIIENTa
yIpaB/bakba OJHOCHMAa C KyIIMMa, TIPH 4eMy CBakd HUBO ojpaljyje cBOjy CyIITHHY
(Holste, Rapp, 2016). IIpouec TpebGa oTmoyeTH AETa/bHOM aHAJIM30M OpPTraHU3ALOHE
cTpareruje pupMe M 3aBPIINTH MEPECHEM BPETHOCTH 32 CTEjKXOIAEPE.

[la 61 Hamra opraHu3aiyja mocrajia CUCTeM KOjU Ue YKOpak ¢ morpedbama cBe
3aXTEBHH]jET TPXKUINTA, Beh caja ce Mopa aHTHIMITUPATH IITa CBe Tpeba J1a ce MPOMECHU
U npuMeHH. Y3 TpxumHo ymehe, 3Hamwe u npyre pecypce (Olavarrieta, Friedmann,
2009), mpomeHe Cy Hy>KHE Ha CBUM HHBOMMA, YKJbYUyjyhH M KOMIAHU]CKY MOJIUTHKY,
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4 Byk Munetuh, CnaBomup Munetuh, Hukona hypuuh

TPEHUHTE 3aMOCIECHUX, MApKETHHI CHCTeMe, WH(POPMAIMOHM MEHAIMEHT U cl. To
3HaYM Ja CE CBM AacCIEKTH IMOCIOBHOT MOJENia MOpajy YOOIWYHTH y CKIamy c
npunuunuma CRM-a. Peu je o unBectupamwy y 0yayhHoct nomahux ¢pupmu.

VYBohewe u mnpumena CRM cucrema je ayrorpajaH, KOMIUIEKCaH U
(MHAHCH]CKM 3aXTEBaH MpOLEC, KOju Tpaxu cTpyumake (Prasongsukarn, 2009, ctp.
17-35). Behnna Hamumx opraHu3ainyja Hema JIOBOJbHO 0Opa3oBaH Kajap Ja Ou Morie
Jla ce CaMOCTaJlHO YIIycTe y OBakaB HauuH mpomeHe. OpraHuzanujama je 300r Tora
noTpedaH KOHCYATAHT 33y KCH 3a IPUIPEMY ITOCTaBJbamka CTPaTeruje, leHy IPUMEHY
u Hamsop. [lpumukom wu36opa wHpopmanmoHux TexHosordja (CRM xapmasepu u
copTBepH), aHraXOBaHU CTpyumanu Tpeba ma capalyjy ca HT cekropom y
OpraHu3alllj1, KaKo O WX YCKJIAJMIIU C TOCTIOBHUM CHCTEMOM (hUpME.

CRM cucreM ce HE MOXE IOCTaBUTH jJEAHOCTABHOM MHCTANALMjOM H
MHTETPHCAakeM MporpaMcKor makera. Opranms3anuja Tpebda Ta BOIM padyHa O CBHM
poMEHaMa | Jia TOK UMILIEMEHTAIMje MapKeTHHT OJHOCA C TIOTpoIIaynMa yckiahyje
C OYeKMBamUMa Kako IMOTpOIIaya, TAKO M 3aroCieHHX. YcIleX NpUMeHe HHUje oaMax
YOUJHHB M TpeOa BpeMeHa Jia OM ce TIOKa3alli MPBHU Pe3yJITaTH.

Paspujer xonment CRM (Muneruh, 2016, ctp. 122) mompuHOCH TOME Ja
opraHuzaiyja Opke pacTe HEro KOHKypeHIMja Koja HeMa pa3BUjeH CHUCTEM, Ja JaKiie
MIMPH TPXKHUIITE, CIIOPHje TyOU KiIHjeHTe UTA. YBoleme KOHIIeNTa MEHAIMEHTa OHOCA
C KyniuMa JOHOCH OpraHM3anuju OcHeduTe KOju ce orienajy y caruchakimju
MoTpoLIaya, ’UXO0BO] JIOJATHOCTH U Behoj mpoduTabUIHOCTH OpraHu3anuje.

3akrby4yak

[IpoduTabunHo mocioBame 3HAUM CUCTEMATCKy ajalTaiujy OW3HHCAa OpraHu3aluje
ycII0BUMa Koje Ie(HUHHUIITY TEXHOIOIIKE HHOBAIHM]E M OJHOCH KOje KpeHpa CaBpEMEHO
tpkumire. HempodurabuimHo mocioBame Hajuenihe je yY3pOKOBaHO 3acTapesioMm
IOPEeTXOJHOM CTpaTerujoM, Koja ce HHje IOKaszalna CBPCUCXOJHOM, INTO 3axTeBa
IPOMEHE y OpHjEHTAIMjH OpraHu3aiyje. MapKeTHHI HPUCTYN Yy 4HjeM cy (oxycy
OYTOpPOYHH OJHOCH C KyNIMMa H3[Baja Ce Kao TOJNa3HH MOAYC UYHja NpPHMEHa
OpraHu3anuju Moxke 00€30€IUTH PAlMOHAIHO, TPKUIITHO MOTHBHCAHO U €KOHOMCKH
OIIPaBJIaHO MOCIIOBAE.

PearoBame MeHalIMEHTa OpraHM3aIljé Ha aKTyelIHE IMPOMEHE Yy OKPYXKEHY
0a3mpa ce Ha 00aBJpaby W IUIACHPAKY jEAMHCTBEHE BPEIHOCTH MOTPOMIAYNMA, Kao H
Ha yBohewy CRM cucrema nocnoBama. Ped je o OuzHuC Mozeny y uujeM je Gokycy
NPOW3BO/Iiba TPeMa areHAM 3axXTeBa Kyliana, yHanpeheme KOHKYPEHTCKe MPEAHOCTH,
MPOXYKTUBHOCTH U HHOBATUBHOCTH TIOCIIOBama. YBOhEHE OBOT MOJIeNla He 3HAYH CaMO
JEIHOCTAaBHO MPEOOJINKOBAKE MOCIOBama Beh je y MUTamy CI0XKEH KOHLENT, KOjH
3axTeBa CIlajabe PETKUX M BPEJHUX pecypca M CIOCOOHOCTH M yMpEKaBambe
OpraHM3allvja Tako Jia ce KOMyHHKanuja Mehy muma oiBrja Ha npodutadbuiaH HaYHH.
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MpodurtabunHo nocnoBawe opraHmsauuje kao mcxop yHanpehemwa
KOHKYPEHTHOCTW NpumMeHOoM KoHuenta CRM

Jauamem (rexcuOniHe 0ase mojaTaka 3a M3TPajlkby WIH CHAXKEHE OIHOCA C
KyIIuMa, OpraHu3alnje OCTBapyjy KOHKYPEHTCKY mpeanoctT. Kao Hu Omito Koju apyru
cucreM, Hu CRM He MoXe [a rapaHTyje CUTYpHO OCTBapuBame IUJbEBa, jep je
cneruduuan y cBakoj opranmzanuju. C 003upoM Ha TO Jia je MapKETHHT YIIPaBJbarba
OITHOCHIMA C ITOTpOIIaynMa Oa3upaH Ha 3HAKY, OHJA Y IBE XETePOreHe OpraHu3almje y
KpeHpamy 3Hama YUeCTBYjy U JBa PA3IHUUTa CHCTEMA MPUKYIUbatha M0JaTaka KOjU Cy
y (DyHKIMjHM TeHeprcama 3Hamba 0 KyIily. 300T AudepeHInpaHoCTH OMIHja JI0JIaXKeHha
Io uHpOpManmja, ca CUrypHOIINY ce MOXKe 3aKJbydHTH Oa Ce HCTE METOle U
cTpaTeruje MMIUIEMEHTanuje M ekcmoatanuje CRM-a He Mory ymorpedutu y
Pa3IMYUTUM 00JacTHMA MOCIIOBHUX aKTHBHOCTH.

Pesynratu uctpakuBama ykasyjy Ha TO Ja HeaJleKBaTHAa MPUMEHA MapKETHHT
KOHIICNITA y OpraHu3alyjaMa pa3jinduTe BEJIUYUHE, HHBOA M JYXKHHE IIOCIOBamba,
HpeJCTaB/ba 3HAYajHY MperpeKy yHarpeljerwby HalMOHaIHE KOHKYPEHTHOCTH. Y O4eHO
je W 1a, y Be3W ¢ MHOBaIlMjaMa, MIOCTOjU 3HAYajHA pa3liMKa y OIlcHaMa KOHKYPEHTCKE
CIIOCOOHOCTH OpraHu3allyja, pa3InIuTHX Mepa UCTPaKuBama U pa3Boja. CBe ykaszyje
Ha TO JIa Hallle OpraHu3alyje OYeKyje 030MIbHO PeIM3ajHUPAE CTPATEIIKMX MTPaBarla,
y3 yBa)kaBarbe aKTyeJIHHX MapKETHHI TPEHIOBA y IIMpeM OKpykewy. HoBu KoHIenT
[OCIIOBakha CaJPKH IMOTIYHO pa3syMEBame BAXKHOCTH pelnanuje cartuchakimja—
J0jaTHOCT-NPO(UTAOMIHOCT OJf CTpaHE CBUX Yy OpraHM3alUju, a YIPaBJbakbe
moTpebaMa Kyrmara IMoCcTaje eCeHIIMjaIHA KOHIICTT ITOCIOBHOT yCIieXa y CaBPeMEHOM
OKPYKEHY.

JNiutepartypa

Aaker, D., Kumar, V., Day, S. (2008). Marketinsko istrazivanje. Beograd: Ekonomski
fakultet.

Auh, S., Merlo, O. (2012). The ITower of Marketing Within the Firm: Its Contribution
to Business Performance and the Effect of Power Asymmetry. Industrial Marketing
Management, 41(5), 861-887.

Bergeron, B. (2002). Essentials of CRM - a Guide to Customer Relationship
Management. New York: Wiley.

Buckingham, R. (2011). Customer Once, Client Forever. Washington: Kiplinger
Books.

Buttle, F. (2009). Customer Relationship Management Concept and Technologies.
Oxford: Elsevier Butterworth Heinemann.

Budhi, P., Govindaraju, R., Sofinti, T. D., Suryadi, K. (2009). Customer Knowledge
Management in New Product Development. APIEMS, Proceedings of the scientific
conference. Kitakyushu: APIEMS, 1268—1279.

Ananu ExoHomckor cpakynTeta y CyGotuum, Vol. 54, 6poj 40/2018, ctp. 033-048

45



46 Byk Munetuh, CnaBomup Munetuh, Hukona hypuuh

Bacusses, C., Unuh, M. H. (2010). Ynpasmpame ogHocuma ca norpomadnma (CRM) u3
MEPCIIEKTUBE MAPKETHHTA M HMHPOPMATHUKUX TeXHoJIoTHja, Ceapoe, 1, bama Jlyka.

Goldsmith, R. E., Leisa R. F., Clark, R. A. (2014). The Etiology of the Frugal
Consumer. Journal of Retailing and Consumer Services, 21, 175-184.

Deshpande, R., Farley, J., Webster, F. (1993). Corporate Culture, Customer
Orientation, and Innovativeness in Japanese Firms: A Quadrad Analysis. Journal of
Marketing, 57(1), 23-37.

Kabirg, S., Shanmugan, J. (2011). Development of a Conceptual Framework for Brand
Loyalty: A Euro - Mediterranean Perspective. Brand Management, 18(4/5), 285-299.

Kotler, Ph., Keller, K. (2006). Marketing menadzment. Beograd: Data status.

Kotler, Ph., Wong, V., Saunders, J., Armstrong, G. (2006). Osnove marketinga.
Zagreb: Mate.

Mapuunh, b., Bophesuh, A. (2015). Kpeupare u ucnopyuusarse spednocmu
nompowayuma. beorpan: EkoHOMCKH (aKynTeT.

Munetuh, B., bBoxxunosuh, C. (2015). Analysis of Possibilities for Improving Serbian
Companies’ Business Activity. Facta Universitatis, Series: Economics and
Organization, 12(4), 259-268.

Mutetuh, B. (2016). Jluoepcku konyenm nociosara — pyHKyuja Kpeuparea
opeanuzayuje gucoxux neppopmarncu. Jlokropcka aucepranuja. beorpan:
YHuusepaurer ,,YHuoH — Huxona Tecna®.

Munetuh, B., Joanosuh, 3., Jepemuh, Jb. (2017). Progresive Managament System - a
Development and Organization Manager to Succes. Exonomuxa Huu, 3, 35—43.

Munetuh, C. (2009). Acnexmu mpocuwne Koukypenmuocmu npedyseha. Humur:
Exonomuxka.

Munosuh, b. (2012). KommutekcHocT ummiemenTtanuje konnenta CRM. Infoteh
Jahorina, 11/2012.

Mocyposuh-Pyxuunh, M. I1., Kytnaua, I'. B. (2015). Opranuzaiuona quMeHsmja
OlLICHE MHOBAIMOHOT KamaruTeTa mpexy3eha — gpakropu 3Hama. [locioena exkonomuja,
9(1), 245-262.

Narver, J. C., Slater S. F. (1990). The Effects of Market Orientation on Business
Profitability. Journal of Marketing, 54(4), 20-35.

Olavarrieta, S., Friedmann, R. (2009). Market Orientation, Knowledge - related
Resources and Firm Performance. Journal of Business Research, 61, 623—-630.

Ananu ExoHomckor dpakynteta y CyGotuup, Vol. 54, 6poj 40/2018, cp. 033-048



MpodurtabunHo nocnoBawe opraHmsauuje kao mcxop yHanpehemwa

KOHKYPEHTHOCTW NMpUMeHOM kKoHuenTa CRM 4

Payne, A., Frow, P. (2013). Strategic Customer Management: Integrating Relationship
Marketing and Customer Relationship Management (CRM). Cambridge: Cambridge
University Press.

Prahalad, C. K., Ramaswamy, V. (2004). Co-Creation Experiences: The Next Practice
In Value Creation. Journal Of Interactive Marketing, 18(3), 30-36.

Prasongsukarn, K. (2009). Customer Relationship Management from Theory to
Practice: Implementation Steps. AU-GSB e-Journal, 2(1).

Pride, W., Ferrel, O. (2014). Marketing. Mason: South-Western Cengage Learning.

CrojkoBuh, /1. (2008). Temersna Hauena CRM poslovne strategije. International
Journal Total Quality Management & Excellence, 1-2.

Hidl, T. (2006). Menayumenm-nojmosnux. Hopu Can: Ammxec.

Holste A., Rapp, R. (2016). Leadership as a Bottleneck Factor in CRM. Or: What
Could be Learned from Alinghi, 13(7).

Christopher, G., et al. (2014). The Agility Factor: Building Adaptable Organizations
for Superior Performance. Jossey-Bass.

Charlie, P. R., Rebentisch, E. S. (2003). Into the Black Box: The Knowledge
Transformation Cycle. Management Science, 49(9), 1180-1195.

Chen I. J., Popovich, K. (2003). Understanding Customer Relationship Management
(CRM): People, Process, Technology. Business Process Management Journal, 9(5),
672—688.

Webster, F. E. Jr. (1992). The Changing Role of Marketing in Corporation. Journal of
Marketing, 64(4), 1-17.

Yeung, M., Ramasamy, B. (2007). Brand Value and Firm Performance Nexus: Further
Empirical Evidence. Journal of Brand Management, 15(5), 322-335.

Summary

Profitable business conduct means a systematic adjustment of an organization’s
business to the conditions that are defined by technological innovations and relations
created by the contemporary market. Most commonly, unprofitable business conduct is
caused by an outdated, earlier strategy that has not proven practical, and this
necessitates a change in an organization’s orientation. A marketing approach that
focuses on long-term customer relations stands out as the starting modus whose
application can provide an organization with a rational, market-motivated and
economically justified business conduct.
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An organization’s management’s reaction to current changes in the environment
is based on performing and placing a unique value to consumers and on introducing the
CRM system of business conduct. More precisely, it is a business model that focuses
on production according to the consumer demands agenda, the advancement of
competitive advantage, productivity and business conduct innovativeness. The
introduction of this model means not only a simple reshaping of business conduct, but
also a complex concept that requires a merge of rare and valuable resources and
abilities and the networking of organizations in such a way that enables profitable
communication among them.

By solidifying a flexible construction database or strengthening customer
relations, organizations obtain a competitive advantage. Like any other system, the
CRM cannot guarantee definite goal achievement since it is organization-specific.
Considering the fact that customer relations marketing management is based on
knowledge, it follows that two different systems of data collection that generate
customer knowledge participate in the generation of knowledge for two heterogeneous
organizations. Because of the diversity of information gathering options, it is safe to
conclude that the same methods and strategies of implementing and exploiting the
CRM cannot be used in different areas of business activities.

The results shown in the research area indicates that an inadequate application or
the marketing concept represents a very significant obstacle to improvement of national
competitiveness. Also, it is evident that there is a significant difference in the
evaluation of competitive ability of organizations that have different research and
development measures related to innovation. Thus, our organizations are expected to
seriously redesign strategic directions while respecting contemporary marketing trends
in the broader environment. A new concept of business conduct means a complete
understanding of the importance of the satisfaction — loyalty — profitability relation by
all members of an organization, and customer needs management becomes an essential
concept of business success in the contemporary environment.
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