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ABSTRACT

1. INTRODUCTION

Business Process Management (BPM) represents
a constant process in which employees of the BPM
department, constantly analyze company’s business
processes and enhance the same, improve or change
them using Business Process Improvement (BPI)
and Business Process Reengineering (BPR). The
main goal of every company is the maximization
of investment. However, other stakeholders of the
company have also become increasingly important.
Because of this, increasing business efficiency does
not only mean cost reduction and profit increase
for investors or owners of the company. Under the
term increasing business efficiency, we mean the
overall increase in the performance of business
operations, including those elements that do not
have direct connection with company’s profit.
Besides costs reduction and profits increase,
increasing business efficiency includes the
increase in the utilization of company resources,
improvement of working conditions and customer
satisfaction, as well as reduction of the negative
impact of company’s business on the environment.
This study examines the possibility of increasing the
efficiency and effectiveness of domestic companies,
the improvement of business processes through
BPM, BPI, and BPR. The research results point to
the conclusion that domestic companies do not
have enough knowledge related to this field, that
companies do not devote enough attention to BPM,
BPI, and BPR, and that there is an opportunity to
increase the competitiveness of domestic companies
by improving business processes.

Today’s ever more competitive and demanding
business environment urges all companies and
even non-profit organizations to improve their
business constantly. The key reasons which led
to an increase in demand and competitiveness
are primarily: the process of globalization,
the application of modern information and
telecommunication technology, a higher level of
education, access to a larger number of markets
(primarily online purchases/sales), and the
impact of bargaining power of users (Porter’s
Five Forces Model (Hanlon 2016)).
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Inadequate management of business processes
and the lack of systematic approach create
unnecessary processes, increase inefficiency, and
reduce competitiveness, which ultimately affects
the company’s ability for successful operating,
both in the short and in the long-term. Some of
the most significant changes in the company’s
life-cycle are business process automation and
a shift from functional organizational structure
to process oriented organizational structure.
Business process automation represents an
indispensable phase in the life cycle of a company,
which in most cases means the introduction of
certain information systems (IS) or integration
of existing information systems. The automation
of inefficient business processes increases
business inefficiency. For these reasons, before
the introduction of IS or business process
automation, it is necessary for companies
to make an improvement or optimization of
business processes. Business processes allow
all the different parts of an organization to
efficiently and effectively work together toward
their common goal of serving customers better
(IBM 2018). Only 37% of organizations have
digitized their business processes and have
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seen significant benefits (Rtinsights 2017).
Unfortunately, a significant number of companies
enter the automation process without improving
or redesigning business processes, which is
primarily a consequence of the lack of systematic
approach to business process management.

2. LITERATURE REVIEW

Business process management as a discipline
for improving business results becomes a more
important focus of CEOs worldwide. In the 1990s,
companies were focused on business process
(BP) redesign projects (using information
technology and automating business processes)
at process level. However, as of, the 2010s
focus has shifted to strategy or enterprise level
(development of business process architecture,
process standardization for customers’
satisfaction, etc.), which means that managers
have become aware that without proper BPM,
BPI or BPR it is not possible to achieve business
goals. This has led to the creation of Business
Process Management Systems (BPMS) at the
implementation level, combining processes,
employee skills and IT system in one entity
(Batenburg & Ravesteyn 2010, p. 5-10). Business
Process Management (BPM) strives for the
improvement of how companies conduct crossfunctional work and ensures that companywide capabilities are available that enable the
effective management of the entire business
process life cycle (Kerpedzhiev, König, Röglinger,
& Rosemann 2017).
A business strategy, as the main business
guideline and road to success, should be carefully
devised. Every successful company devotes
great attention to setting an effective business
strategy and determining the main business
objectives and roles and how they should be
achieved. Unfortunately, many employees
are not familiar with either the company’s
vision and mission, or with the strategic and
operational objectives and strategy. Therefore,
it is very important when devising business
strategy (both in the long and short term), to
create appropriate communication channels
with lower levels, respectively, i.e. a mechanism
to inform all employees about the company’s
objectives and vision. It is well known that
employees involved in activities, accept tasks
///
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and objectives as “personal”, causing greater
involvement and engagement and therefore
accomplishing the goals. Strategy creators need
to create a measuring mechanism for monitoring
the strategy implementation, both in the short
and in the long run, in order to correct mistakes
and achieve the desired results.

Recent studies have shown that combining BPM
techniques with some of the IS proves to be an
effective solution. The reason is the basic need
of companies to perform their job effectively
and efficiently, company can only be as flexible,
efficient and agile as its business processes
interacting with each other (Rubens 2017). In
order to do that, companies need to determine
their business objectives, map their business
processes in alignment with business strategy, and
most importantly to execute their business plans in
a desired way. The most important business drivers
for adopting BPM and Enterprise Resource Planning
(ERP), as stated in the research, were the following:
Lack of innovation and outdated business processes
(45%); Improvement of quality and consistency of
products and services (41%); Simplification and
removal of risks from business processes (33%);
Maximization of return on assets (28%) (Castellina
2013, p. 5). BPM is a way to capture a model of how
an organisation works (the AS-IS). Once this is in
place, improvements can be modelled (the TO-BE
options) and once the best one is determined, the
improvements can be made (Harris 2017). The
three areas in which businesses anticipate BPM
and in which it could have the greatest impact are:
maximizing cost-efficiency (55.8%), optimizing
time-to-market (38.8%), and facilitating customer
self-service (29.7%) (Capgemini 2012). According
to BPM industry research, 94% of the firms
surveyed have already implemented BPM or
have plans to implement BPM initiatives within
the next three to five years. Only 6% of the firms
interviewed had neither implemented nor planned
to implement BPM initiatives (Thakral 2011, p. 4).
New information technology keeps on emerging
and new concepts and algorithms are developed to
work with process-related data. These will shape
the way how business processes are managed in
the future in a smarter way as we know it today
(Mendlinga, Baesens, Bernstein, & Fellmann 2012,
p. 9).
BPM becomes even more important for
companies in their day-to-day operations that
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large companies, primarily due to the focus of some knowledge of Business Process Management
research on BPM, BPR and BPI. The research and limited practical experience of it (28.3%), I
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companies in BiH, which have a certain number matches the description of BPM in their company.
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obtaining depends on the mapped and clearly & Wolf 2014, p. 11, Harmon 2016, p. 11): A
defined business processes. A detailed analysis top-down methodology designed to organize,
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a part of the survey results, which, unfortunately,

Chart 4.5. To what extent company’s employees
participate in BPM, BPI, and BPR

Source: Authors’ analysis.
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The largest companies in the world build companies point to the fact that managers do not
their business on innovation and improving devote enough attention to business processes,
products or services. At the same time, the most which means that there is much room for
successful companies have “an army” of highly improving the efficiency of business processes
educated employees, whose skills and abilities and company’s efficiency through greater
are used for improving operations to increase involvement of managers in BPM.
The research
related to the responsibility of managers/chiefs in the s
profitability as well as efficiency,
whichresults
in
processes,
showresearch
that theresults
most related
of the to
respondents
recent times, especially inbusiness
the conditions
of The
the use ofstated that ma
globalization and extremelyresponsible
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performance
indicators
in organization
the management
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of processes
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to the fact for
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order
realize
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who
are
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the
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to
know
what
and responsibilities. Also, the survey results related to the small
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educated, have no or very that
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active role
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KPIs
mean
and
how
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management and improvement
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theOnly
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the use ofThere
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research
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of the management board/managers of the and their gradual improvement within the
company. However, the survey results indicate departments/functions. However, the key
that a third of the respondents stated that obstacles refer to the fact that most companies
there are additional causes and barriers for do not have a systematic approach, do not
the employees to suggest improvements at perform continuous process improvement or
their workplace and company in general. The use BPM techniques. Hence, they are not aware
study did not include whether the process of the negative effects, such as bottlenecks,
methodology is incorporated into the corporate black box syndrome, the problem of interculture of the company, but on the basis of the functional processes, and the lack of clearly
research results we can conclude that it is not defined process owners and responsibilities.
the case. The methodology of business process
improvement is not integrated into company’s The largest and most successful companies in
business and improvements rather occur the world have “bounty hunters” departments
sporadically in most cases. Most improvements or hire external companies, whose aim is to find
represent some major changes in the company, above-average employees whose creativity will
and very few companies perform constant “step be directed towards innovation and business
by step” improvement. The positive research improvement. Unfortunately, a significant
results (50% yes, 24% no, 26% partially) are number of companies in BiH does not use
in the field of implementation of some of the employees’ full potential, primarily as a result
business standards (or in the implementation of under-developed HR (human resources),
issue for another
kind of research.
phase). Companies that export their products which is an 35,6
36,7
40
must have standardized
business processes However, the majority of the respondents
agree with the fact that innovation and
as a pre-requisite of their business quality. 18,9
20 research results, most
5,6
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of
the
3,3
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1
4
5
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35,6

36,7

Chart 4.9: 40
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Source: Authors’ analysis.
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management
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performance, the presented results prove the fact that employees are aware of the role and
(1 – very low, 5 – very high)
importance
(1 – very low,of5 managing
– very high)business processes, their improvement and innovation. The results
Chart 4.9. To what extent do you believe innovation and improvement in business processes can contribute
of the research can be used by strategic decision-makers in companies in order to improve
increase
business
efficiency
over
the competition?
Chart 4.9: to
Todifferentiation
what extent and
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believe
innovation
and
improvement
in business processes
business,analysis.
primarily through the change of a corporate culture and the creation of a system of
Source: Authors’
can contribute to differentiation and increase business efficiency over the competition?
motivating employees and their active role in the process of proposing improvements and
their
implementation.
Source:
Authors’ analysis.

Referring to the importance of the business process management for the company's
performance,
employees 42,2
are aware of the role and
60 the presented results prove the fact that 37,8
importance of managing business processes, their improvement and innovation. The results
40
13,3
of the research can be used by 4,4
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in companies in order to improve
2,2
20
business, primarily through the change of a corporate culture and the creation of a system of
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their implementation.
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company?
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Improving the business system should include three parallel processes: improving of
information systems in the company, changing the corporate culture of the company, and
increasing employees’ awareness. Employees who daily perform a specific part of the
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Chart 4.12. To what extent do you believe the improvement of information systems
and business processes (main and cross-functional) is necessary in your company, in order to
increase efficiency and effectiveness of the company?

Source: Authors’ analysis.

processes, or timely improvement, is the size of the
Referring to the importance of the business process 12
management for the company’s performance, the companies in BiH. This indicates that there is a very
presented results prove the fact that employees large number of small companies in BiH, whose
are aware of the role and importance of managing employees perform different tasks and functions,
business processes, their improvement and which do not have ways or time for systematic
innovation. The results of the research can be solutions in the context of improving and managing
used by strategic decision-makers in companies in business processes. However, based on the
order to improve business, primarily through the interviews with the respondents, it is evident that
change of a corporate culture and the creation of large companies with a higher number of employees
a system of motivating employees and their active (over 100) lack an adequate system for continuous
role in the process of proposing improvements improvement of business processes across all
departments and functions. The companies also do
and their implementation.
not have developed corporate culture to implement
Improving the business system should innovations in their business processes as well as the
include three parallel processes: improving of systems in which employees can actively improve
information systems in the company, changing their business processes. Another problem is the
the corporate culture of the company, and economic and political situation in the country,
increasing employees’ awareness. Employees which is primarily the result of the war, and the
who daily perform a specific part of the business government organizational structure (state-owned
process are aware of the ways of improving those companies), which is not viable and efficient.
operations and increasing company’s efficiency.
The research results revealed that a significant
Based on the research results that are presented, number of the respondents possess specific
the majority of the respondents believe that it is knowledge related to business process
not necessary to redesign company’s business, management, improvement and redesign, but the
which involves changing the method of company’s knowledge they possess is not sufficient for the
operations. Business process redesign basically proper implementation in their companies.
happens when a company completely changes the
way it operates, during a rapid expansion, or when A significant number of the respondents stated that
it merges with other companies. Based on the the companies in which they are employed do not
results of the survey, almost 70% of the respondents have systematic solutions as a part of corporate
believe that continuous improvement is necessary culture (regarding business process management,
for the successful performance of the company and improvement and redesign) as well as the
mechanisms that motivate employees to play an
the effective realization of business strategy.
active role in making proposals for the improvement
of business processes in the company.
5. DISCUSSION
The interviews with the respondents who work
One of the reasons why companies do not have in large companies revealed that the largest
developed management systems of business source of improvement is buying ready-made
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solutions from other companies, mainly foreign,
and very few companies allow their employees to
actively participate in proposing improvements in
business processes, and in implementing changes.
A significant number of large companies have
complex and slow decision-making systems,
which ultimately prevent significant changes
and improvements at the operational level of
business (Haračić 2012, 84). A significant number
of employees at the operational level do not
have the authority or the incentive to carry out
improvements, while managers at higher levels, in
fact, do not have the information or knowledge on
how to perform the improvements.

Another problem is the inadequate communication
channel between operational and middle
management levels, which causes the appearance
of “communication errors” in the information flow,
resulting in the adoption of insufficiently effective
decisions about improving business processes
where the problem is observed. However, there are
some positive examples of the companies which
improve their business processes with the help of
their employees or with the assistance of external
experts, usually the academic community through
specific projects. It is also noted that employee’s
capacity in large companies is very little used, in
terms of employees’ level of education and active
participation, especially for those employees who
do not perform tasks related to business process
management and improvement.
The application of BPM, BPI, and BPR in
companies should be initiated through the
establishment of a system within the company,
primarily through higher management’s decisions,
which would incorporate managing and improving
business processes in the strategic part of company’s
business and create the basic prerequisites for their
implementation. Without the active management
role, implementation of BPM in domestic
companies is not possible, especially considering
the fact that most employees create “resistance”
to change, especially in large systems such as the
companies with a large number of employees and
state-owned companies, particularly those which
lost the monopoly positions.
Implementing BPM requires financial resources
which have to be included in company’s budget
and it requires a change of certain aspects
of company’s business and the parts of its

///

organizational and hierarchical structure. For this
reason, companies can implement certain elements
that do not require any financial investment, but
the positive effects can be obtained only after the
complete implementation of BPM.
For successful business performance (depending
on market and business) companies need to
constantly improve their operations, finding new
ways, mostly through information technology, to
simplify and speed up business processes, and
to increase the quality of products/services with
the same or lower costs. In order to achieve the
aforementioned, companies need to have an
active role in the management and improvement
of business processes. That is why one of the
proposals is to analyze the existing business
processes, organizational structure and structure
of employees to create a plan of improvement of
company’s business. However, the improvement of
the company should not be based on sporadic one
time improvement. In order to achieve customer
satisfaction, shorter start-up times, cost savings,
satisfied staff, it is necessary to continuously
improve business processes and constantly finetune IT and business operations (Nathe, 2017).
We believe that, based on the survey results,
theoretical aspects presented in the work, as
well as world trends, BPM is no longer a luxury
for companies, but rather a means of survival
in the market. The key role in implementing
and continuous monitoring of BPM is given to
managers who will have to accept their new roles
and tasks, if not due to internal changes, then
due to the external requirements. It is extremely
important to apply systematic solutions, which
enable continuous improvement and one of these
systematic approaches is BPM.
6. CONCLUSION

It has been clearly presented that business processes
create the business of the company. The goal of any
management is to achieve the planned values that
are defined and approved by the top management.
Due to constant internal and external changes, it is
necessary to view a company as a living organism
that is constantly changing. In order to control the
changes, and harmonize business processes with the
new situations, it is necessary to create a systematic
solution to improve business process management.
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BPM is an increasingly important trend in
the future. The question is whether this trend
will be recognized in educational institutions.
Increasing efficiency through the implementation
of BPM is not possible without adequate experts,
management support and financial resources.
For that reason, additional research is necessary
that would focus on monitoring the trend of
BPM implementation in domestic companies.
The results of the survey point to the fact that a
significant number of companies do not have
adequate KPIs and their analysis can be the subject
of future research. Improving business processes
will surely be necessary when implementing
information systems in domestic companies. The
only question is whether the improvement will be
sporadic or implemented through BPM.
Based on the presented research results, it can
be concluded that domestic companies have
plenty of room for improving the efficiency and
effectiveness of companies’ operations. The
question is whether the company managers will
recognize the opportunities presented in the paper
and whether they will define in the business
strategy the creation of a systematic approach to
managing and improving business processes.
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