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AncTpakTt

Hanpenax y undopMannoHoj TEXHONOTH]H je oMOTYhHO N0jaBy HOBHX TEXHOJIOWIKUX pellera
KOja NpY/Kajy MOAPIIKY HOCIOBaly OpraHu3anija. JeaHo o TakBHUX pemiema jecre u CRM
TEXHOJIOTHja, kKoja omoryhaBa opranuzalnmjaMa aa NpUKYIIbajy, 4yBajy, IPHUCTYNAjy, Aelie U
aHanH3Hpajy BENHKE KONMYMHE mojaTaka o kKynguma. Crora, MOpeaMeT IOKTOPCKE
mucepranuje jecte CRM xao TeXHONIOIIKA MOJPUIKA U e)eKTH KOjU NPOU3MIA3E U3 HeroBe
HMIUIEMEHTALHjE Y OpraHu3aufjamMa. Y JucepTalHjy je yka3aHo Ha koju Hauud CRM cuctem
yTHYE Ha OpraHM3aldje Koje ra NpHMEmYjy, Ka0 M Ha KJ/bY4HE NeTepPMHHAHTE HeMepe
ynorpebe momenyre Texuonoruje. Takohe, akuenar je cTaB/beH Ha NPHMEHY I[OCTIOBHE
AHANMTHKE KA0 BAKHOT elleMEHTa CHCTEMA 3a MOJAPLIKY oAnyduBamy y CRM-y. OCHOBHH
LB JOKTOPCKE AHUCEpTalHje je Pa3Boj MOJAENa KOjH y3 MOAPILIKY caBpeMeHe HH(OPMALHOHO
KYMyHUKAL[HOHE TEXHOJIOTHje MNpyKa MOAPIIKY OJIydHBamy M omoryhasa yHampeheme
nepOPMAHCH YIIPAB/EA-A OTHOCHMA ¢4 KYITIUMA.

Y JoKTopckoj AMcepTalMju Cy CHOpPOBEAEHa TPH EMIHpPHjcKa HCTpaxkupama. [IpBuM
eMIIHPUJCKUM HCTpaKMBameM je mokazaHo Aa CRM mMa cTaTHCTHYKM 3HauajHe edpekTe Ha
opranusanuoHe nepdopmance. Y APYroM eMIHPHJCKOM HUCTPaXKMBamy j€ aHAM3a MoKa3ania
Ja KapakTepHCTHKe 3aJaTKa Hemajy, a Ja KapakTepuctuke CRM TexHoloruje umajy
CTATHCTHYKH 3HadajaH yTHULA] Ha YycarjameHocT 3agarka U CRM Ttexnonoruje. Ilopen
HaBeJEHOT, J0Ka3aHo je Ja ycarnaleHocT 3ajaTka 1 CRM TexHonoruje 3Ha4ajHO MO3UTHBHO
yTHYe Ha oYeKHBaHe NepQopmance, Kao U Ja o4eKHBaHe nepdopMaHce, JPYIITBEHH YTHIA] H
TEXHHYKH YCIIOBH 3Ha4ajHO MO3MTHBHO YTHYy Ha Hamepy ynorpebe CRM Texnonormje. Y
TpeheM eMNHMPHjCKOM HCTPAKHBAaY CY HISHTH(HMKOBAHH TMO3MTHBHH e()eKTH IOCIOBHE
aHATUTHKE Ha JOHOIIEHE OMIYKA, Ka0 M INO3HWTHBAH YTHLA] JOHOWIEHma omnyka Ha CRM
nepdopmance. [lopen HaBenenor, pa3BujeH je alIMKATHBHH co)TBEp, OJHOCHO MOJEN 3a
HNOJPLIKY O IYUHBAKY Y YIIPABJbakby 0JHOCHMA ca KYIIIUMA.

Kibyune peun: ynpasbame 0JJHOCHMA Ca KYIIIMMA, HH()OPMALMOHH CHCTEMH, allIHKaTHBHH
codreep, nepdopMaHce, MOAPIIKA OATYIHBALDY




Abstract

Advances in information technology have enabled the emergence of new technological
solutions that support the business of organizations. One such solution is CRM technology,
which enables organizations to collect, store, access, share, and analyze large amounts of
customer data. Therefore, the subject of the doctoral dissertation is CRM as technological
support and the effects resulting from its implementation in organizations. In the dissertation,
it was pointed out how the CRM system affects the organizations that apply it, as well as the
key determinants of the inappropriate use of the mentioned technology. Also, emphasis is
placed on the application of business analytics as an important element of the decision support
system in CRM. The main goal of the doctoral dissertation is the development of a model
that, with the support of modern information and communication technology, provides
decision-making support and enables the improvement of customer relationship management
performance.

Three empirical studies were conducted in the doctoral dissertation. The first empirical
research proved that CRM has statistically significant effects on organizational performance.
In another empirical study, the analysis showed that the task characteristics do not and that the
CRM technology characteristics have a statistically significant influence on the task
technology fit. In addition to the above, it has been proven that the technology fit has a
significant positive effect on expected performance, as well as that expected performance,
social impact, and facilitating conditions have a significant positive effect on the intention to
use CRM technology. In the third empirical study, the positive effects of business analytics on
decision-making were identified, as well as the positive impact of decision-making on CRM
performance. In addition to the above, application software was developed, i.e. a model for
decision support in customer relationship management.

Keywords: customer relationship management, information systems, application software,
performance, decision support
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VYBoa

Pa3Boj guruTanHe eKOHOMHje je JOBEO OO0 MpOMeHe TPaAWUIMOHATHOT TOCIOBHOI MOJENa
opranmsanuja. CIoKeHOCT HHTEPHHUX Npoliefypa YHYTap opraHusalija je JOCTHINIa HUBO J0
kojer je ynorpeba UT anata nocrana neonxoana (Reicher & Szeghegyi, 2015). Hanpenak y
MH(pOPMaNMOHO] TEXHOJOTHjH je omoryhHo TmojaBY HOBHX TEXHOJOLIKMX pellcma Koja
npyxkajy HOAPLIKY TocloBamy opranmzanyja. C Tum y Besw, 90-MX roauHa gonas Ao
yBohema TEXHOIOrHWje 3a yhpaB/baltbe oOfHOcMMa ca kynuuma (Customer Relationship
Management - CRM). CRM TexHOJOTHja npeacTaB/ba MH(OPMAIIMOHY TEXHOJIOTH]Y KOja ce
npuMembyje ¥ cnennduine cBpXe O0JBET YCHOCTaBbamba, OJpKaBamba W/HWIN IPeKHIa 0HOca
ca kymuuma. Mmmnmemenranuja mHdopMmalone TEXHOIOTHje Y YIpaBbalbe OJHOCHMA ca
KymuMa omoryhasa opranusanujaMa ga uAcHTH(UKY]Y oOpaclic MoHalIama Kymala, 3aTHM
Ja pasyMejy BUXOBO MOHAIAe, CIIPOBEY NPEAUKTHBHY aHaIH3Y, U3BpILe NepCOHATH3aLN]Y
npoH3Boda u yenyra HTA (Saha et al., 2021). 3axBamyjyhu CRM cucTemHMa, opraHHsalHje
MOTY Ja Ha jeJHOCTaBaH M edUKacaH HAYMH YIPaBibajy OOHOCHMA Ca CBOjHM KYMI[MMa, KaKo
Ou ca BUMa YCIIOCTaBMIIE MApTHEPCKE OJHOCE W AYropouHy capagmy. Llws ynorpebe CRM
CHCTEMa je OpraHu30Bam¢ HHpOpMalHja Koje ce 100ujajy U3 pa3sNMuMTHX KaHajla M BHXOBO
IIPUKa3HBalke Ha JEOMHCTBEH HAauWH, copTHpajyhm ux mo kynumuma (Reicher & Szeghegyi,
2015). TakBa KymMyn¥paHa HCTOpHja Kymnana Moxe Ja nooJbia epuKacHOCT OpraHu3aluje y
00IIacTH pa3Boja MPOM3BOJA M YNIPaRJbamka KYNIIHMA. YTIpaRbamke OJHOCHMA ca KyMIUMA ce
cMaTpa jeMHOM OJ HAjOCHOBHMjMX CTpaTeTHja 3a 3aApiKaBame Kymama, mnoce0Ho
npodutabunnux kynana. [lomaxe opranmszanmjama npupnadehn HoBe Kynue H Kpo3
ocTBapeme caTHc(pakuuje Kymana, kopucrehwm cucTeM mnoBpaTHHMX MH(oOpManuja
06e36ehyjyhu xBammTeTne npousBoe (Kamalian et al.,2013).

KoHuenT ynpassbamba OZHOCHMA Ca KYHNIHMa je NPBOOUTHO pa3BHjeH W3 MapKeTHUHIa 0JHOCA,
KOjW Harfjalaea cTajHe oJHoce Koju 0M Tpebano na moctoje n3Mel)y opranmsanuja v meHHX
kynaua (Stone et al., 2000). Jox ce koHLENT MapKeTHHTa OJHOCA 4eCTO BeoMa AyOoKO
dokycupa Ha Kkynua, CRM uje xopak Ja/be Kpo3 CTBapame HHTETpaluje ca APYTHM
MIOCTOBHUM aKTHBHOCTHMa M mosehasBajyhm nojanHocT u 3aapykaBame Kynaua (Askool &
Nakata, 2011). Jlanac mapkeTHHT HHje camo0 pa3Boj, HCHOpyka W mpojaja, seh ce kpehe ka
pa3Bojy u oapkaBamy 000CTpaHO IYyrOopo4HHX ofHoca ca Kynuuma (Kamalian et al., 2013).
CRM nmogpasymeBa kopumheme TEXHONOTHje 33 OpraHH3OBambe, ayToMaTH3alHjy Hu
CHHXPOHH3ALHjy TOCIOBHUX Ipolieca, Mpe CBera NMPOJajHAX aKTHBHOCTH, ald M OHHX 3a
MapKETHHT, KOPHCHUYKY MOJAPLIKY U TeXHHUKY noapuky (Chowhan & Saxena, 2011). CRM
HUMa pa3IMuUTO 3HAaueHe 3a pasiMuHTe McTpakuBade. Hexu McTpakuBaum cmarpajy aa je
CRM MmapKeTHHIIKa cTpaTerHja MM UCTUYY Ja je TO NPBEHCTBEHO IMOCIOBHA CTpaTeTHja, 0K
JpPYTH UCTPaXMBAYH Hariamarajy 3Hadaj HHpopMaluoHe TexHonoruje y CRM-y. V Besu ca
UM, Bull (2003) cyrepume ga CRM mpeacTaBba CI0XKEHY KOMOMHALH]Y TEXHOJOWIKHUX U
nocnoBHUX (akTopa, oaHocHo da ce CRM He oZHOCH caMO Ha YCBajamhe TEXHOJIOLIKOT
peliema y Besu ca MHpoOpMalMjamMa O Kynuuma, Beh ¥ Ja je To M noclioBHA cTpaTeruja
Iu3ajHupaHa na noOosbimia Melybyacke WHTEpakiuje W J1a W3rpaju e(eKTHBHE ITTOCIOBHE
OJHOCE Y TIOCIIOBHOM OKpPYXKEHY.




Hmnnementammja CRM-a je myroTpajHa, CKyna H yKJbydyje 3HauajaH pH3HK OJ1 HeycIexa, 4aK
65 npouenara (Rahimi, 2017). Askool n Nakata (2011) yka3yjy Ha BHCOKY CTONy Heycmexa
HIpHIHKOM ycBajama CRM cucTeMa, a Kao pasiosd ce HCTHYY TO ILITO Ce OpraHuzaluje OaBe
CRM mpojekTHMa Kao TEeXHONIOLIKMM MpPOjeKTHMa, a He Kao AYrOpodHOM CTpPAaTErHjoM, a
3HayajHa Cy U IHTamba Be3aHa 3a MOHAlllake U KyATYpY Jbyau. CTora, oBako 3Ha4ajHe CTOIE
Heycliexa 3axXTeBajy Ja/ba NpoydaBamba MMIieMeHTamje CRM cucteMa. Y3umajyhu y o03up
BAXKHOCT OJTMCKHX 0JHOCA ca KYNIUMa Y TPEHYTHOM KOHKYPEHTHOM MOCIOBHOM OKPYXEHY U
pH3MKE Of Heycnexa MMIIeMeHTauje CRM mpojexara, MIMIIEpaTHB je Ja cé CBUMeE IITO je Y
Be3n ca CRM-om mopa moctynatu nawseHBo (Mendoza et al., 2006) Ycrajame CRM-a je
CIOKEH Mpolec KOoju ce He OJHOCH camMo Ha ummnementamujy noeux MC, Beh nopen
TeXHOJOIIKHX 00yXBaTa U oApelheHe cTpaTellke, KynTypalHe U CTpyKTypalHe daxTope.

Y cknany ca HaBeleHHM, NpeJMeT HAYYHOT HCTPAaKHBaIbLa NOKTOPCKe AHcepTalHje jecTe
CRM xao TexHOIOILIKA MOAPIIKA U e()eKTH KOJU MPOU3UIA3e U3 IHETOBe MMIUIEMEHTALHje Y
opraHusaudjaMa. Y [JUCEpTaLMjM je YKazaHO Ha koju Haumn CRM cucrem yrude Ha
opraHmsalje Koje ra NpUMemyjy, kao W Ha KbydHe AeTepMHMHAHTe HeMmepe YmoTpebe
noMeHyTe TexHonoruje. Takohe, akienar je cTaBJbeH Ha MPUMEHY IOCIOBHE aHATHTHKE Kao
BaXKHOT €1eMeHTa CHCTeMA 3a MOAPLIKY odnyunBany y CRM-y. UMajyhu y Buny gedunucan
npeaIMeT HaydHOT HCTPaKHBaiba, OCHOBHH LM/ JOKTOpPCKE JHCepTalldje je pa3Boj MoJena
KOjH y3 MOAPILKY caBpeMeHe HH(POPMAIIHOHO KyMYHHKAIIHIOHE TeXHONOTH]e IpYKa MOAPIIKY
odnyquBamy H omoryhasa ynanpeheme nepdopmancu ynpasibama OJHOCHMA ca KyMIHMA.
M3penenn wmumen cy: (1) WpentndpukoBame edexkata CRM-a Ha opranusanuoHe
neppopmance, (2) Unentudukosame daxkropa Koju yTudy Ha Hamepy ynotpebe KOpHCHHKA
CRM Ttexnonoryje u (3) yrBphuBame yTHLaja NOCIOBHE aHAIUTHKE Ha AOHOLIEHE OJUIyKa U
CRM nepdopmance.

C o03upoM Ha OPETXOAHO OMpeAe/beH NpeaMeT M (opMylnHcaHe HHMbEBE HCTPaXKMUBaiba,
JedHHHCaHe Cy MCTpaKMBadKe XMIOTe3e Ha KOjHMa je OasupaHa JOKTOpcKa AMCEpTaLHja.
Xwunotese cy TecTHpaHe Kpo3 TpH MelycoOHO ToOBe3aHa EMIHpPHjCKa HCTpaxHUBamba Y
KOHTEKCTY YIIPaBJbamka 0JHOCHMA Ca KyNIIHMA.

IIpBo eMmMpHjcKO HCTpa)kKHMBamkE je NOBE3aHO ca efeKkTHMa YNpaBibamka OIHOCHMA ca
KyMHMMa Ha opranusanuoHe nepdopmance. Crora, je TecTupana cieaeha ucTpakuBauka
XHIOTE3a:

Xunoreza 1: VYiopaBpame oJHOCHMAa ca KyNuHMa HMAa 3HAYajaH YTHLA] Ha
opranmsauHoHe nepgopmance.

Jpyro eMmHMpHjcko HCTpaKHBamke je YCMepeHO Ha HASHTH(HKOBambe KJBYUHHX
JEeTepMHHAHTH HaMepa yNoTpeOe KOPHCHHMKA TEXHOJIOTHjE 3a YINpaBbalmbe OJHOCHMA ca
kymiuma (CRM Texsomnorsje). ¥ Be3M ca THM, ¥ OBOM EMIHPHJCKOM HCTPaXKHBABY je
Tectupana ciejeha xunoresa:




Xunoresa 2: IIpumena HHTEeTrpHCcaHor UTAUT-TTF  mopena omoryhasa
HAeHTH(HKOBAIE 3HA4Yaja MNojeIHHAYHHX KOMIIOHEHTH Ha HaMepy
ynorpede CRM TexHomoruje.

V' mpehem emnupujckom ucmpadcusainy axkueHaT je Ha pa3BOjy MoJena 3a MOAPLIKY
OJUTYYHBay Y YIpaBbamky 0JHOCHMA ca KyNLIMa U II0CI0BHOj aHAIHTHIIH KOja IpeAcTaB/ba
OWTaH npemfUKTOpP JOHOWIEmAa omTyka W yHamnpehema CRM mnepdopmancu. Y oBom
EMITHPHJCKOM HCTPAKUBABY je TecTHpaHa cieagha xunoresa:

Xunore3a 3: [Ipumena paseHjenor Mojes1a 3a HOAPIIKY OJIYyYHBAILY 3HAYAJHO yTHYE
Ha yHanpelene nepopmMaHcH ynpas/bal-a 0JHOCHMA ¢a KYIIHMA,

Jokropcka aucepTanuja, Mopea YBoAa M 3aK/bydKa, CAIpyKH ceIaM JTOTHYKH KOH3MCTEHTHUX
nenosa. [Ipsa Tpu gena ce 0aHOCE HA TEOPHJCKO-METOOJOUIKE ACTIEKTE, & MPe0CTana YeTHPH
Jena oOyxBaTajy TpH €MIHMpHjCKa MCTpaXKMBalkha W aHANM3y pe3ylnTara CHpOBEISHUX
HCTpaKHBAA.

Y mpBoM Jeny JAOKTOpCKe [AMcepTaldje MMoJ HacloBOM ,.YNpaB/balke OJHOCHMA ca
KyNIHMa H OpraHuianuoHe nepgopMaHce je 1aT TeOPHjCKH OCBPT HA MOjaM YIPaBJbarmba
OJHOCHMA ca KYNLHMa, HeroBy ynory M 3Hadaj. Hakon Tora, oOjamrmeHe cy TpH TJaBHe
KOMIIOHEHTE KOje YHMHE YNpaBJbalbe OJHOCHMA ca KYMIHUMa, 0JHOCHO TEXHOJOTHja, JbYIU H
npoliec. Y HacTaBKy IPBOT jefa Cy NPeAcTaBbeHH Pa3INYUTH THIIOBH YIPaBibamha OAHOCHMA
ca KymuMa. ¥3 To, YKa3aHO je ¥ Ha HOBe NPUCTYNE YIpaBJbarkba OJHOCHMA ca KyHIUMa 0
KOjUX J0NIa3H ycleq pa3Boja TexHojoruje. Ha kpajy mpBor fena cy NpeacTaB/beHH KbYYHH
MOKa3aTeJbH NMepopMaHCH YIpaB/bamka 0JHOCHMA ca KyNIHMa U NPUKa3aHu cy edeKTH Koje
yIpaBbame 0JHOCHMA ca KYMLMMa HMa Ha opraHi3alHoHe nepdopmMance.

Y gpyrom Jeny AOKTOpCKe AUcepTaluje moj HacnosoM ., TexHoloruja 3a ympapbame
OIHOCHMA ca KyNIHMa H HaMepa ynoTpede KOPHCHHKA“ Cy IpBO IOjallbeHH HAYHHH
umniaeMmentanuuje CRM TexHolloruje y opraiusauujama, kao M Tpu KibydHe CRM
Texnonouke ¢ynkinonanHoctd. [lotoM cy mpeacTaB/beHe 1Be BeoMma 3HadajHe TeopHje
Be3aHe 3a NPUXBaTamhe TEXHONOTHje Of CTpaHe KOPUCHHKA, 0HOCHO TeopHja Y cariaiaBama
samarka W Texuonoruje (I'TF — Task Technology Fit), xao u JenuncTBena TteopHja
npuxsartama 1 ynorpede texuonoruje (UTAUT - Unified Theory of Acceptance and Use of
Technology). Ose nBe Teopuje cy crasbeHe y kouTekcT CRM Ttexuomoruje. Hajope cy
objamrmene KapaxktepucTuke CRM TexHONOrHje, KapakTepHCTHKE 3aJaTKa H YCarialleHOCT
3amatka W CRM TexHomordje, Kao KJbydke KommnoHeHTe TTF Teopuje. 3aTuMm cCy
IpeJcTaB/beHe OUeKHBaHe mepdopMaHce, OUSKHBAHHU HAMOpP, APYIITBEHH YTHIA] H TEXHHUYKH
ycnosu kao UTAUT Bapujabne koje yTuuy Ha HaMepy ynorpebe CRM TexHOIOTH]e.

Y Tpehem Jeny mdokTopcke aucepTaiuje moj HacinoBoM ,llocioBHAa aHANMTHKA H
yOpaB/bame OJHOCHMA ca KYNIHMMAa‘® Cy TPEACTaB/beHH CaBPEMEHH KOHIIENTH aHaju3e
nojaraka o Kynuuma. [Touerak oBor fdena je ycMepeH Ha IojaM, KapaKTepHUCTHKe, Kao H
IpeTpakMBamke M aHANIM3Y BelMKe KONWYMHe nojaraka. HakoH Tora je objammeH mojam
MOCIOBHE aHATMTHKE M YKa3aHO je Ha IheHe KJbyuHe JUMeH3Hje U KapakTepucTHke. Ha kpajy
Tpeher gena je mpeAcTaB/beHA NPUMEHA MOCIOBHE aHANUTHKE Y yNpar/bamky OJHOCHMA ca
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kyrmuuMma. [locsehena je maxma najuenthe kopumhenum TeXHHKaMa IMOCIOBHE aHATHTHKE Y
yIpaB/balby OJHOCHMA ca KYMIMMa, kKao ¥ e)eKTMMa MOCIOBHE aHANUTHKE Ha JOHOIIEHE
omtyka H CRM nepdopmance.

YeTBpTH €0 JOKTOpPCKE AHCepTalHje HOCH HacioB ,,EMmupHjcko nerpaxknpBame - EdexTn
yOpaB/balkha 0JHOCHMA ca KYNLHMA Ha opranusanuoHe nepgopmance”. Y oBoM Jeny je
eMIIHPHjCKH HCIHMTAaHAa TOBE3AHOCT YIPaB/balka OJHOCHMA ca KYyMIHMA H NephopMaHcH
opraHusanuja, y IUby eMIHpHjcke BepU(UKallje TEOPHJCKUX pa3MaTpama M3 MpBOT Jela
JOKTOpCcKe IucepTanuje. Ha moueTky ueTBpTOT Jena cy MpeACTaB/bEHH MpeaMeT U LHJBEBH
OBOT EMIHPHJCKOT MCTPaKUBaba. 3aTHM je MPHUKA3aH UCTPOKHMBAUKH MOJEN U (OpMYNIHCaHEe
ce MCTpaKMBauke XxunoTese. HakoH Tora ycnmeqmno je BeoMa JeTakHO OOjalimerse
KBAIMTATHBHE U KBAHTHTATHBHE METOI0JIOTHjE KOja je MpuMemheHa y UcTpakuBamby. Ha kpajy
YeTBPTOT Jela je JAaT MpPUKa3 pe3ynTaTa CIPOBEIEHOT eMIHPHjCKOT WCTPaXKHMBamka |
TeCTHpamba XUIOTE3a.

[Tern neo nokTopcke auceprauuje noj HaciaoBHOM ,,EMnupnjcko ucrpaxnsame - Edexrn
TeXHOJIOTHje 3a YIpaB/balbe 0JJHOCHMA €A KYINIHMa HA HAMepy ynoTpede KOPHCHHKA ce
OJHOCH Ha JPYro €MIMPHJCKO HCTPaXKHBAIE KOje j€ CIIPOBEACHO Y LIMJBY M3paje JOKTOPCKe
muceprandje. CBpxa OBOT eMOMPHJCKOT HCTPaXXHBamka Ce€ OMela Yy EeMITHPH]CKO]
BepHHKalMjH TCOPHjCKHX pa3MaTpama H3HCTHX y APYIOM [y AHCCPTAllHjc, BE3aHUX 3a
edexre CRM TexHonoruje Ha Hamepy ynoTpebe meHux kopucHuka. [lonazehu o npenmera u
IIWJbeBa HCTPAKHBaIba, Ha CaMOM IOYETKY OBOT JeNa je pa3sBHjeH MCTPOKHBAYKH MOJCT H
JeduHMcaHe cy NCTPAKUBAYKE XUMOTe3e. 3aTUM je 00jallheHa METOI0NI0TH]a HCTPKHUBaha,
yEByuyjyhH Merone Koje cy kopuinheHe 3a NpPHKYIUbAke W aHAIM3y NOJaTaka, Kao H
npouenypa y3opkoBama. IleTn neo je 3aBpuieH pe3ynTaTMMa CIPOBEACHOT EMIHMPHjCKOT
UCTPaKUBaa H TECTHPama XUI0Te3a.

VY 1wectoM Jely AOKTOpcke AucepTauuje moj HacnosoMm ,.EmMnmpmjcko mcTpaknsame -
MocnoBna aHaIWTHKA Y (PYHKUHjH yHanpelhema JoHOIIelma OLIYKA M NepopMaHCH
YOpapRkBalka OJHOCHMA ca KynuuMma“ (oKyc je Ha pasBojy MoJena 3a HOAPIIKY
OJUIy4HBaLy Y yIpaBbakby OJHOCHMA ca Kynuuma. Ha mouerky oBor gena cy aeMHHCAHH
npeaIMeT W IIUJbEBM HCTpaskUBamba, MCTPaKMBauke XWUMoOTese, KopuilheHa MeToAoJoTHja
BE3dHA 3d [LJIaHUPalbe, aHAIIM3Y M Pa3BOj AlUIMKATHBHOI CO(ITBEPA, KA0 M METOJ0JIOIHja KOja
je IpHMemeHa y IMbY BepH(HKalUje TeOpHjCKHX pa3MaTpama HM3HeTHX y Tpehem aemy
nucepranuje. Hakon Tora, H3BpIICHO je NPUKYIJbalkbe BEMHKE KOMHYHHE Moparaka u3 CRM
cuctema ogabpane opranusanuje. Ha TuM mogauuma cy npumemeHe oarosapajyhe TexHuke
NOCIOBHE aHAJIMTHKE Yy LMY Mpeiukudje Oyayher nonamama Kymana, Koje cy
HMHKOPIIOpHpaHe Y pa3sBUjeHH MOJEN 3a MOAPILKY O[Ty4nBamy. 3a noTpede uspaje JOKTOpCKe
JHUcepTalHje je HIBPILISHO KpeHpambe allIHKaTHBHOT co()TBepa ca HHKOPIIOPHPAaHHM MOJENIOM
3a BH3yaIM3alHMjy Kynala, y UM/bY yHanpehema JoHOIIema OANIyKa, Kao M NoOoJblIama
nepgopmaHCcH ynpaB/bamha 0JHOCHMA ¢a KyIHMa.

V cenMoM aeny JOKTOpCKke AUCEpTAlHje T01 HACTOBOM ,,AHAJIH3A Pe3y.ITaTa CIpoBeleHHX
eMIIHPHjCKHX HMCTPAKHBamA™ je JaTa MHTerpaTMBHA JUCKYCHja pe3ynTaTa, TeopHjcKe U
HpaKkTHUHE MMILTHKALHje CHPOBEJIeHHX HCTPaKHBama, Ka0 U OrpaHHuYemha u Oyayhu mpasiu
HCTpaKUBamba.




Jusajn  ucTpakuBama, OTHOCHO  CIHKOBHT  CTPYKTYPHpaHH TPHKa3  aKTHBHOCTH
peanu30BaHUX 32 OTpebe UCTpaXKUBaba y JOKTOPCKO] AUCEPTALN jH TIPUKA3aH je Ha CHLM 1.
V cxmagy ca HIeHTHDHKOBAHHM HCTPAKHBAauUKHM mHpobnemoM H  JepHHHCAHHM
HCTpaKMBAUYKUM XHIIOTE3aMa CIPOBEACHO TEOPHJCKO HCTPaKMUBAKE, Ha OCHOBY d4era cy
yTBpheHn Biajgajyhm craBoBH y JHMTEpaTypH M KpeHpaHa OCHOBa 3a crpoBoheme
EMITUPHCKUX UCTPAKUBAMbA, a YMjU CY pe3yiTaTH JOBENU J0 peanusanuje neduHUcaHHX
IIWEEBA.
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VY cimany ca geHHHCAHHM IIpeIMeTOM H LH/bEeBHMa HCTPRKHBAaIa, KA0 H MOCTABILEHHM
HCTpaXKMBAUKUM XHIIOTe3aMa, IpHMem-eHa je oJrosapajyha KBanUTaTHBHA M KBaHTMTaTHBHA
METOJ0JIOTHja IPHMepeHa 3a NoApydje APYIITBEeHHX HayKa.

Y okBHpY KBAIHTATHBHe MeTo/Jo0J0THje je xopuinheHna aHammusa cafgpxaja, 3aTHM MeTOJe
aHanM3e, CHHTe3e, HHAYKIHje U JeAyKIHje, ka0 U KOMIIapaTHBHH MeToA. AHallM3a cajpiKaja
jé ycMepeHa Ha TIpernell M aHalU3y BelHKOr Opoja pelneBaHTHHX CTYAHM|a, KAKO TEOPHCKOT,
TAKO W TIPaKTHYHOT KapakTepa. THMe je TOCTaB/beHa aJeKBATHA TEOpPHjcka OCHOBA O
MmehyzaBucHocTH u3melly CRM-a 1 opraHmn3alMoHUX nepdopMaHcH, 3aTHM u3Mel)y KibydHHX
JEeTePMHHAHTH Hamepa ynoTpebe kopucHHka CRM TexHoNOrHje, ka0 M IOBE3aHOCTH
MOCIOBHE aHANHUTHKe, JoHOLIema omntyka U CRM nepdopmancu. Auwanumuukuy memood je
ynorpebibeH Kako 61 ce HCTPaXHBaHU (JeHOMEH JeKOMIIOHOBAO Ha JeloBe Y LIMJbY noceGHOr
carieflaBala CBakOT aclekTa npobneMcke cuTyanuje. Ha Taj HauMH je wu3BplileHa
nojeTMHAYHA aHanu3a U 6oske pazymeBame CRM-a, opranuzalinoHuxX nepdopMaHCH, HaMepa
ynorpebe kopucHuka CRM TeXHONOTHje, HOCIOBHE AaHAIMTHKE U JOHOIIEHa OATyKa. 3aTHM,
kopumthen je memod cuwmese 1a OM ce TMOBE3ATH OABOjEHH AacleKTH H HCTPAKHUBAYKH
npoOneM mocMaTrpao kao uenuHa. [IpuMeHoM OBOr MeToJa je CTaB/beH aKIEHAT HA Be3e
u3Melly TOMeHYTHX MCTpakuMBaukMx Bapujadmu. [a OM ce Jommo 10 OMIITHX CTaBOBa O
edexrnma CRM-a Ha opraHusalMoHc IepdopMaHce, 3aTHM O KJBYYHHM JACTCPMHMHAHTaMa
Hamepa ynoTpebe kopucHuka CRM TexHozoruje, kao 1 0 YTHLAjy MOCIOBHE aHANUTHKE Ha
JoHomeme oanyka 1 CRM nepdopmance, IpHMEbeH je Memod undykyuje. Jlakie, mpuMeHOM
oBe MeToJe ce Ha 0a3sM MojeJHHAUHMX pe3ynTara OpPOJHHUX PeNeBAHTHHX MCTPAXHUBAILA
JONa3H 10 TeHepalTHHX 3aksbydaka. CyNpOTHO, Ha OCHOBY OBHX OIIITHX ca3sHamba Cy
Memodom O@Rykyuje U3BeJeHH MOCeOHH 3aK/bYULH 0 Mel)ycOOHHM OJHOCHMA MOCMaTPaHHUX
Bapujabnu. [lopen HaBemeHmx MeToda, xKopumiheH je W METON Koumnapauyuje, Kako O ce
HCIHUTANN U YIIOpeUTH OJHOCH OCMaTpaHuX BapHjadiM Ha HUBOY ofipeljenux cermenara.

V3 KBATUTATUBHY METOOJIOTH]Y, IPUMEbEHe Cy H 0AroBapajyhe KBaHTHTaATHBHE MeTo/le H
TeXHHKe Yy LWy chpoBohema eMIHPHjCKHX MCTpaxkuBama. Kako ©OM ce TecTupane
dopMymHcaHe HCTPAOXKUBAUKE XHUIIOTe3e, TPUMEHEH je Memod aikemie 3a TPUKYIbAbe
IpUMapHUX NojaTaka. [IpunnkoM aHKeTHpama je kopuitheH HHCTPYMEHT YIUTHHK, HMajyhu
y BUAY Ja OBaj WHCTPYMEHT oMoryhaBa mNpHKymbame MofaTaka O BelHkor Opoja
UCIIMTAaHHKA Ca pa3iIM4MTHX Teorpackux Jsokauuja. 3a notpebe cBa TpH eMIHUpHjcKa
HCTpaKMBama Cy KpeHpaHa TpH OJBOjeHa YNUTHHMKA, MMajyhn y BHIy da CBako o0
HCTpaXKMBamba 3aXTeBa Pa3lM4UTE TPYIe MCIUTAHHKA. 3a McOMTHBame eekata CRM-a Ha
opranmsalMoHe nepopmance, HEONXOJHO j€ Ja YNHMTHHK MONYHE MEHAllepH Ha BHIIHM
HHBOMMa, ¢ 003HPOM Ja OHM HMajy YBHI y OCTBapcHe mepdopMaHce opraHusaiuje. 3aTum,
IpPUIMKOM MpoydaBama JeTepMHHAHTH Hamepa ynoTpebe kopucHMka CRM TexHomoruje,
YIHTHHK Cy HONYHABAIH HCKJbYYHBO 3allOCICHH Koju kopucte CRM Texnonorujy. 3a
yTBphHBame eekara NOCIOBHE aHATHTHKE Ha JOHOMEme ofnyka 1 CRM mepdopmance cy
YOTHHHK TMONYHABAIH 3allOCICHH CY 3aAy)KeHH 33 AaHAIMTHKY MOJATAKA O KYNIHMa H
yIOpaBbalke OJHOCHMA ca KyNIMMa. YNUTHHUIHM cagpxKe KOHCTaTalMje MepeHe Ha
ceaMocTeneHo]j JInkepToBOj ckaly, ca KOjuMa Cy HCIIMTAHHUIIM HCKA3aJId CBOj CTETIEH ClIarama
(1 - ancomyTHo ce He cllakeM ca KOHCTaTalMjoM, 7 - amCONYTHO C€ CIaXeM ca




konctataunjom). [lopen rora, ynutauum oGyxsaTtajy gemorpadka mHTama, Ka0 H OCHOBHA
MTUTamka 0 OPraHH3al|jH Y KOjoj Cy 3aI0CIIeHH .

Obpaga NPUKYIUBEHHX INPHMAapHUX INOJaTaka je CIpoBeleHa NPHUMEHOM pa3MYMTHX
cmamucmuukux memoda. Ilogaiy cy na oarosapajyhu HauMH cOPTHPAHU U TPYIHCAHH KAaKO
Ou OMITH TPHIPEMIbEHH 3a pealu3allHjy CTAaTHCTHUKHX aHanu3a. Ha mouerky je m3BpiieHa
JEeCKpUNTHBHA CTaTHCTUYKa aHamM3a kako OM ce MCIMTana MOBOGHOCT M XOMOTEHOCT
CTABOBA MCITHTAHHKA IO MUTalby KOHCTATAIMja M3 YIHTHHKA. 3a TPYIHCAE MO0jeTHHAMHHX
KOHCTaTallja y (pakTope KOjH mpeicTaBbajy HCTpa)kMBauke BapHjabrie je MpHMEHmeHa
ekclopaTuBHa (pakTopcka aHamuza. Hakon Tora je ycnmeaumna mnpoBepa MOY3JaHOCTH
(hopmupanux BapHjabmy, OAHOCHO Kpo3 M3pauyHaBame KponbGaxosor koeduuujeHta anda
(Cronbach’s alpha) je yrBphena nntepHa xoH3ucTeHTHOCT Bapujabmu. [loy3manocT je moTom
JOJaTHO TecTHUpaHa crpoBohemeM XapMmaHOBOr TecTa. 3aTuUM je YCHEOUIO TecTHpame
CKIIATHOCTH HMCTPOKUBAYKOT MOJeNla NPUMEHOM KOH(OHUPMaTHBHe (akTopcke aHanmie,
oapehusamem CFI (Comparative Fit Index), IFI (Incremental Fit Index), TLI (Tucker Lewis
index), RMSEA (Root Mean Square Error of Approximation) unnekca, kao u x°/df paumja. Ha
Kpajy je MeTooM MOoJelHpama CTPYKTYPATHHX jefHA4MHA M3BPIICHO TECTHpame XUIOTE3a,
OJHOCHO HCHHTHBame edekaTa He3aBHCHMX Ha 3aBHcHe Bapujabme. [Ipummkom obpaze
nojaTaka M CIpoBOhCHa MPETXOJHO HABCACHMX CTATHCTHYKMX aHanM3a cy KopHinheHn
CTaTUCTHYKH cO()TBEpH 3a ApymTBeHe Hayke IBM SPSS 20 w IBM AMOS 23.

3a noTpebe pasBoja MOJENa 3a HOAPUIKY OAMYYHBAILY Y YIpaB/baby OAHOCHMA ca KyHLIHMa
cy kopuitheHu nojauu npeyzetd U3 Oaze nogaraka CRM cuctema (4770 kynana) usabpane
opraHusaluje, y UMby oarosapajyhe mocrmosHe anamutuke. [lopen ocHOBHMX mojaTaka o
KymuMa, y 0asM mojaTaka cy YCKIAAMIOTEHM TOJAUM O THOY MPOHM3BOJA, HHXOBO]
KOJIMYHHH, KA0 H IIeHH 110 KOjOj ¢y KYIIH KYHOBAITH IPOU3BOJE Y IPETX0IHHX JeCET TOAHHA.
3a ananu3y TNPUKYIUbEHMX TOfaTaka M MpeJukuujy Oyayher noHamiama Kymama cy
ynorpebbeHH oapeheHH MeTOM TTOCNOBHE aHAIUTHKE, OJHOCHO BH3yalH3alldja H JIHHeapHa
perpecuja. MeTon BH3yammsanuje je xopuimheH 3a TpaduyKM NIpHKa3 yKymHOT oOMMa
Ipojaje 10 TOJUHAMA, TI0 TPAJOBHMA, Ko U 3a IpHKa3 o0HMa Mpojaje 3a CBAKH MO jeqUHAYHA
npousBoj. Jluneapna perpecHja je xopuinheHa 3a NMPEeOUKIMjy YKYNHOT oOMMa Ipojaje y
onpehenom Oyayhem BpeMeHckoM mepHoy. 3aTHM je y3 MOMOh OROT METO/a je MU3BpIIEHA H
npeauknHja Oyayher oduma npojaje 3a nojequHAaYHOr Kynua, kao U Oyayher obuma nponaje
o nojemMHayHoM npomsBody. Hasegenme amanmse cy MMILIeMeHTHpaHe y IPOTPaMCKOM
jesuxy Python. Taxole, y oBom geny je xopumhemem 00jexTHO OpHjeHTHCAHOT MPHCTYNA H
SCRUM wmetononoruje 3a pa3Boj coTBepa, pa3BHjeH MOJEN 3a MOJAPIIKY OMTYYHBAbY Y
yIpaB/balkby OJHOCHMA ca KyNIMMa. 3aTuM, y LHJBY HM3pajc aluIHKaTHBHOT co(TBepa je
kopuiiheH aWjarpaM akTHBHOCTH, Ka0 M JHjarpaM ciydajeBa Kopuinhema, ynorpedbom
o0jenumeHOT jesuka 3a Mofenupame (UML — Unified Modeling Language). 3a uspagy UML
nujarpama je kopuithen Creately, ounaju anar 3a UML moaemipame. 3a rpaduuko
IpeACTaBsbaLEe Kylalla opraHusanije Ha reorpadexoj mManu je ynotpedisen Google maps.
Kpenpame rpauukor KopMcHHYKOT MHTEpdejca je cnpoBeAcHO ynoTpeboMm front-end web
OpHjeHTHCAaHUX NporpamMckux jesuxa HTML, CSS u Java Script.




TEOPUJCKO METOJOJIOIIKHU ACIIEKTH
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1. [Tojam U HMNJIEMEHTALMja YIPAB/bAKA OJIHOCHMA €A KYNIUMA

Pannje je y mocnmoBamy OpraHusalija JOMHHHPAo IPUCTYN yCMepeH Ha NPOHM3BOJE, KOjH
nojpa3syMeBa Ja ceé CBHM KyMIMMa HyAe CTaHIapAH30BaHU IPOU3BOIH, 6€3 HEKOT mocedHor
npunarohaBama. Jaka TpXKWIIHA KOHKypeHIMja je HpHMOpana OpraHu3aldje Oa HoMmepe
(oKyc CBOT MOCIOBama Ca MPOU3BOJAE HA KymIe. Y NPHUCTYNY YCMEpPEeHOM Ha Kymie LUb
rocTaje pa3Boj MPOU3BOJA U YCIYTa KOju cy npunarohenu motpebama kynana. ¥ maHanimeM
IIOCIIOBHOM CBETY, HOBE TEXHOJOTHje omoryhaBajy opraHmsanujama jJa ce (JOKycupajy Ha
nojedMHAYHe KyMLe, OJHOCHO TPKMIIHE CErMeHTe. YKOJIMKO ceé Ha aleKBaTaH HadyuH
yhnpaBjba OJHOCHMA ca Kynumma, kynuu he OmTH nojamauju m octBapuhe ce ayropoudna
npotutadbuntoct opranuzauuja (Chen & Popovich, 2003). Jlakne, ycnocTtaBibame 00JbHX
OJHOCA ca KYNIHMa JONPHHOCH NAPTHCPCKOM OAHOCY M AYTOPOYHH)Oj capaimu. BakHocT
Tora ce orfiefa y YMHmEeHHIH Ja Cy TPOLIKOBH NpHBIaydeha HOBUX Kymnana mneT nyTa sehu ox
TPOIIKOBA 3a1p:kaBama nocrojehux (Mittal & Lassar, 1998). ¥ Be3u ca THM, BeoMa je OUTHO
UAeHTH(HUKOBATH U 3aJ0BOLUTH HMXOBe NOTpebe M OUYEKMBamha, IUTO YKasyje Ha 3Hauaj
ynpaespama oJHOcHMa ca kynuuma (Customer Relationship Management - CRM) (Rafiki et
al., 2019). Ycnemno ynpasibame 0JHOCHMA ca KYIIIMMA j& jeaHa 0] [NIaBHUX KOHKYPEHTCKHX
IpPeJHOCTH KOjy OpraHM3allfje MOTY Ja HUCKOPHCTe Kako OW chopeumne Ja HHXOBH KyIIH
NocTany Kyl Apyrux opranusanuja (Kimiloglu & Zarali, 2009). bpojuu ayropy aeduHumy
CRM na pasmuunTe HauWHe. Y JMUTepaTypH ce HCTHYE HEKONHMKO MPHCTyNa y dedHHHCcAmY
CRM-a, a To cy CRM xao npouec, CRM xao ¢unozogpuja, CRM xao ctparernja 1 CRM xao
TEXHOJIOILIKO CPEICTBO.

Ynpaesbame 0JHOCHMA ca KyNIUMa IpeacTaBba Npolec Koju ce (oKycupa Ha HHULUpaibe,
OJpiKaBamke W 3a/pXKaBame JYTOPOYHHUX OJHOCA ca KyMuMa y3 mnomoh uHopmanmone
TEXHOJIOTHje paau nocTuamba 00JbMX eKOHOMCKHMX nepgopmancu (Greve & Albers, 2000).
CRM je cepuja olceXHHMX Ipolleca KOjUMa Ce YINpaBjba NMOTEHUWjaTHUM M HocTojehum
KyMIuMa ¥ no0oJbllamke NapTHEPCKHX oHoca opranuzauuje (Greenberg, 2001). Srivastava n
capagauim (1999) nedmnumy CRM kao mnpoliec Ha Makpo HHUBOY (OJHOCHO BHCOKO
arperupanu) koju oOyxBata OpojHe moOTHpolece, Kao INTO Cy HACHTH(HKALH]ja
NOTEeHIWjaTHUX Kylalna W cTBapame 3Hamba o Kynuuma. JlogaTHo, HaBeleHH ayTopu
CYTEepHIILy 1a Ce OBH IOTIPOIIECH YeCTO MOTY Jasbe Pa3ABOjHTH Ha jeHOCTaBHHje Ipoliece Ha
MHUKPOHHUBOY (Ha MpUMep NPUKYIbatbe U CKIaUILITeHhe Mo JaTaka je Mpollec Ha MUKPO HUBOY
KOjH YHHH [0 MOTIpoIieca CTBapama 3Hama o kynanuma)., Kotler u Armstrong (2004, crp.
16) nepnummy CRM kao cBeoOyxBaTaH IpoOleC M3Tpalibe U OJpiKaBama NPo(UTadHUIHHX
OJHOCA ca KYIIMMa HCIOPYKOM CYNEepHOpHe BpeAHOCTH U o0e3behemem carucdaximje
Kynana. CRM ce Moxe IocMaTpaTH M Kao Mpolec KOju Ma IIMJb Ja CTIOjH pa3iHYUTe JenoBe
undopManyja 0 KynuHMa, NPoJajH, MApKETHHIIKO] e(HMKACHOCTH, ON3MBY M TPXKHIUIHHM
TpenpoBuma (Finnegan & Currie,2010).

Kana ce nedunume xao dunosoduja, CRM ce ogHocu Ha Haejy Aa je Haje(PUKACHHjH HAYHH
3a MO CTH3ame 10jaATHOCTH KyMala IpOaKTHBHO HAacTOjambe Ja ce U3rpaje U oApiKe AyropouHn
oaHocH ca xymuma. OBo rneammrte Ha CRM cyrepuine na je 3a M3rpaamy JAYyTOPOYHHX,
npo(puTabUIHUX OJHOCA KJbYYHO Ja CBAKOJHEBHE aKTMBHOCTH opraHusanuja Oyay Bohene
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pasymeBameM pacTyhux notpeda xynaua (Zablah et al., 2004). Nguyen n Waring (2013)
cMmatpajy n1a CRM npenctaBiba (uiozodujy y OKBUPY OpTaHH3allHje KOja je MoJpiKaHa
HHPOPMAIIHOHHM CHCTEMOM 3aCHOBAHHM Ha BeNHKoj 0asu mogjataxa o kynuuMa. CRM ce
Moke JAeMHHMcaTH M Kao (umosoduja, cBeoOyxBaTHa CTpaTerHja Koja OMHUCYje NpoLec
IpHBIaYeha Kynala, 3apkaBamba Kynala 1 TapTHepeTBa ca 0JadpaHuM KyNIuMa Kako Ou ce
CTBOPHIIA CYNIEPHOPHA BPEAHOCT M 3a NOCHIOBamke U 3a Kynue (Parvatiyar & Sheth, 2001).

CRM npezcTaBba MOCNOBHY CTPAaTeTHjy KOja MMa 3a LIHJb CTHIAke JYTOPOUHe KOHKYPEHTCKe
IpeHOCTH ONTHMATHOM MCIOPYKOM BPEJHOCTH 3a KYMIle U HCTOBPEMEHHUM OCTBAapEHmEM
MOCIOBHE BPEIHOCTH. JIpyrHM pedunMa, TO je win-win CTpaTeruja y Kojoj U opraHusaiuje u
KyMiu 1o0Hjajy OHO IITO JKENe jeJHN o1 ApYyruX H uBpirhe ce nosesyjy. (Kimiloglu & Zarali,
2009). CRM je xopnopaTHBHA CTpaTeTHja 3a CTBapame M OJpKaBame TPajHHX OJHOCA ca
Kyniuma, yBohemeM Noys3gaHuX cUcTeMa, npolieca U npoueaypa (Jessup & Valacich, 2008).
Rahimi v Gunlu (2016) narone na CRM mpeiacTariba NMOCIOBHH CTPATETHJCKH TIPUCTYT 3a
CHCTEMATCKO LMjbamkbe Kynana, mnpaheme Kymaua, KOMYHHKAlHMjy ca KynouMa H
TpaHcdopMalHjy peneBaHTHMX MOJaTaka O KynuuMa y uHpOpMaluje Koje ce Mory
IPUMEHUTH 3a CTPaTerHjcko JoHOIIeme oamyka. CRM ce aehuHHmIe M Kao ycHenHa
MapKeTHHIIKAa CTpaTerHja 3a KoOjy je JO0Ka3aHo [a MoMake Yy YHampehemy TNOCIOBHHX
nepdopmancH, caTHcakuje ¥ 3anp:kaBamba Kynaua (Rahimi, 2017). CRM ce ogHocH Ha
cBeoOyXBaTHY OCIOBHY 1 MapKETHHILIKY CTPaTerHjy Koja MHTETpUIlle TEXHOIOTH]y, TIpoliece
U CBe MOCJIOBHE aKTHBHOCTH Be3aHe 3a Kynue (Reza Kamalian & Baharvand, 2013). Payne n
Frow (2005) nedunuiry CRM xao MelydyHKIHOHATHN CTpaTelIKH NPUCTYI KOjU ce DaBH
CTBapameM J0JaTHE BPEJHOCTH 3a aKI[MOHape Kpo3 pa3Boj oAarosapajyhux opgHoca ca
K/bYYHMM KyNIMMa M CcerMeHTHMa Kynama. OOMYHO yK/bydyje MICHTH(HUKALH]Y
0AroBapajyhux NmocIoBHHX cTpaTeTHja W CTpaTerHja 3a KyIlle, CTULAKE U INUPEHe 3HAKA O
KYMIIUMa, YIpaBbambe Ko-KpeupameM BpeTHOCTH 3a KyIIe, pa3Boj cTpaTertja MHTErpUCAaHUX
KdHAllA M MHTENUIeHTHY ynoTpefy nojaTaka W TEeXHONOIIKHX pellelma 33 CTBapame
CYNepHOpHUX HCKycTBa kynama. CRM je mocnoBHa cTpaTertja (okycupaHa Ha Kymnia Koja
UMa 3a HJb Ja mnoBeha 3a0BOJBCTBO M JIOjalTHOCT Kynaua Hyaehu mpumarohene ycnyre
ceakoM kynuy (Croteau & Li, 2003). Zablah n capagunun (2004) naBoje 1a ayTopH Koju
CRM nedunmmy kao cTpaTerujy cMaTpajy aa oH oMoryhasa opraHmsanujama Ja M3TpaguTH
LIpaBu’ THI OJHOCA Ca CBAKMM IHOjEAMHAYHUM KYNIEM, IOTO y HEKHM ClydajeBHMa
nojpasymeBa ofabup ga ce ogHoc yonmTe He rpagu. dokyc osor nornena Ha CRM Huje Ha
TOMe KaKko ce 0JHOCH ca KyIIIHMa pasBHjajy U oJpikaBajy, Beh Ha ToMe KaKo H3rpajma IpaBe
BpCTe 0JHOCA MOJKe HMATH 3HadajaH Mo3UTUBAH YTHIIA] HA OpraHu3alMoHy npodUTabuIHOCT.
Crora, ca oBuM rneguinteM o CRM-y je ycko moBesaHa Hgja Ja 0JHOCE ca KymiHma Tpeba
TpeTHUpaTH Kao CKyl cpejcTaBa WM MHBeCTHIIMja KojuMa Tpeba akTHBHO YIpaB/baTH Ja Ou ce
MaKCHMH3Hpana IpoUTadUIHOCT.

Ca Texnomowmkor acnexkta, CRM ce Moxe AepuHMcaTH Kao TEXHOJOTHja Koja omoryhasa
opraHusanHjamMa aa cTeapajy Ommxe ogHoce ca cBojuM kynuuma (Hsieh, 2009). Christopheret
n capaguuuu  (2013) CRM cmatpajy HMHQOpPMamMOHMM CHCTEMOM KOjU TOMaXe
opraHuzandjama na pasymejy notpebe xymaua. CRM ce nedunume 1 kao MHGOPMAIMOHH
CHCTEM Koji oMoryhaBa opranusaiyjama ga mpaTe HHTepakiije Kylala ca opraHusanujaMa u
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oMoryhaBa 3anmocinenuMa fJa gohy mo uHpopManHja o KymuMa, Kao INTO CY HPETXOAHE
npojaje, eBUASHIH]ja ycIyra, Hepenienu npobnemu U cnudHo (Nguyen et al, 2007). CRM je
TepMHH HH(OpPMAIHOHE HHIYCTPHje 3a MeTojonoruje, copreep H Hurepuer moryhnoctu
KOje OMaKy OpraHM3aliji Ja ynpaBjba OJHOCHMA Ca KYNIMMa Ha OpraHn3oBaH Ha4MH (Xu
et al., 2002). Apcoecku (2008) maBomm ma CRM mnpenctaBjba CHCTEM 3a OCBajambe H
3aapiKaBam-e Kymalla ycMepeH Ha JyropouHe Be3e ca IhHMa H [a je IeroBa OCHOBHA
IpeTIocTaBKA YCMEPEeHOCT OpraHH3alMje Ka KyNmy M OpraHu3alioHa KyATypa Koja
nojAp:xasa e()eKTMBHA MapKeTHHT, Ipojajy U mpoiece nogpmke. CRM je chenujaru3oBaHa
TEXHOJIOTHja Koja oMoryhaBa opraHM3alHjaMa Ja NPHKYIUBAjy, 4yBajy, MPUCTYNAajy, Aene H
aHajlM3upajy BEIMKE KOJAMYMHE nojataka o kynuuma (Suoniemi et al., 2022). Ilpema
Hendricks-y v capamauuuma (2007), CRM nipyxa MHQPacTPyKTYpPy KOja OJaKIlaBa H3rPaamby
JYTOPOYHMX OJHOCA ca KYINIMMa, a CMambyje U AYINHpamke NoJaTaka o KynuuMa, npyxkajyhn
LeHTpalu30Bady 0a3y nojgaTaka Ha HHUBOY opranmsauuje. CRM je TepMHH 32 METOJ0JIOTH]E,
TEXHONOTHje M MOTYhHOCTH e-TProBHHE KoOje OpraHmsalyje KOpPHCTE 3a YIpaBbambe
onHocuMa ca Kynuuma (Stone & Woodcock, 2001).

PasnuuuTu npuctynu y gedunucamy CRM-a, ykasyjy Ha HEroBY MYITHIHCLMIUIHHApPHY
OpUpoIy Koja YKJbydyje KOMOMHALMjy MaHAlIMEHTa, MapKeTHHra W HH(MOPMAILMOHHX
TexHonoruja. Rababah w capamunim (2011) naBopae ase xomuctnuke acpuuunnjec CRM-a,
KOje MHTeTpuily HaBedeHe mnepcrnektuBe. CRM oOyxsata ¢unosodujy, TOIUTHKY H
CTpaTerHjy HOCpeIOBaHE CKyNoM HH(OPMAIMOHHX TeXHOIOrHja, ¢okycupajyhn ce Ha
KpeHpame JBOCMEpHe KOMYHHKAIHje ca KyNuuMa, Tako jJa OpTaHU3alije MMajy 3Hambe O
IBUXOBUM MOTpebama, jxembama U oOpaciuMa KynosuHe. Jpyra gedHHHLUja cyrepHile aa ce
CRM oaHocH Ha M3rpaiily KyNType OpHjeHTHcaHe Ha Kymue nomohy koje ce Kpeupa
CTpaTersja 3a ocBajame Kynaua, nosehame npoUTabHMIHOCTH U 3a/ipKaBamke Kymnaia, ITo je
omoryheno MT annukarnujoM, kako OM ce MocTHIA obocTpaHa KOPUCT H 3a OpraHH3auujy u
3a kynue. Buttle (2009) Ttaxohe naje wmHTerparuBHy aeduHuIMjy npema kojoj CRM
IpeAcTaB/ba OCHOBHY MOCTOBHY CTPATETHjy KOja HHTErpUIlle HHTEpHE Tipoliece U (PYHKIHje U
eKcTepHe Mpexke, Kako OM ce CTBOpWIA M MCTOPYYMIa BPEIHOCT KYMIMMa M OCTBapHO
npo¢ut. CRM je 3acHOBaH Ha BUCOKOKBAIMTETHUM NOJallMa BE3aHUM 3a KyILe 1 oMoTyhen
je nH(OpPMaTHIKOM TEXHOJIOTHjOM.

Peanmuzanuja cTpaTerdje ympasjbalha OJHOCHMAa ca KyNIMMa 3axTeBa yBoheme
OpraHu3alMoHe KYITYpe YCMepeHe Ha Kynia ¥ OWTHO je Ja Ce TpPOLEeC CTPaTerHjcKor
IUIAHUPAsa TIPHIATO M noTpedaMa TakBe KyAType, LITO ¢e CIPOBOAM KPO3 JABE IaBHE (ase
(Gurau et al., 2003):

1. WUmnnementanmja amata CRM cucremMa y OKBHpPY OTIEpaTHBHE CTPYKTYpe
OpraHu3zanuje;
2. Ilpumena nporneca cTpaTeTHjcKOT NIAHUPamka Ha MPOLEAype YCMEpeHe Ha Kyma.

HmnnemenTauuja anata CRM cucteMa ce cipoBOAH KPO3 HEKOIHKO KOpaka:

e [Ipukymbame nojaraka M HHpOpManHja O KynouMa — HabaBKa IOJaTaka o
Ky[UMa O] CHENHjaln30BaHUX areHlMja 3a WCTPaXKHMBame TPXKMUINTA HIH
KopHIlheme ayToMaTH30BaHHX CHCTEMA 3a PErHCTPOBAILE UCTOpPHje HHTEpaKIHja
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Kymnan-opranusanuja. OBH noJalu ce 4ypajy y Oazama nojaTaka, oJakiie HM ce
KacHHje IpHUCTyna paau o0pase;

e HspauynaBame BpeiHOCTH KMBOTHOT Beka Kynua (Customer Lifetime Value -
CLV) — pasnuka NpHUxoJa H TPOLIKOBA OJ KYIIa TOKOM KETOBOr LEN0r JKHBOTHOT
BEKa MOCIOBHOT OJHOCA €A OPraHu3aIujoM;

¢ CerMeHTHpame Kynal@a npeMa HX0BO0j BpeIHOCTH, OJHOCHO NPOGUTAOMIHOCTH U
Jeduaucambe IPHOPHTETHHX CerMeHaTa.

Hakon cermentMpama kynana M ofpehuBama NPHOPUTETHHX cermeHata, Moryhe je
npunarohaBame npoleca CTPATCTHCKOT IUIaHHpamka MPUCTYNY YCMEpeHOCTH Ha Kymma. Ha
OCHOBY Je()MHHMCAHMX pasMUUUTHX NOpoduiaa Kymana, MyITHQYHKIHOHATHH THMOBH Y
opranmzanuji he mnpHcTynHTH ofpehuBamy cHneuH(HYHHX IHJBEBA 33 CBAaKH ILIHIBAHA
CEerMEHT, a OHJa M OCMHIIbaBaly OAroBapajyhux cTpaTeruja 3a MOCTU3AE MOCTABIHEHMX
IH/bEBA. 3a PasNHUKy OJ Ipolieca CTPATErHjCKOr IUIaHHpama y OpraHH3aljaMa y KOjHMa
BIaja KynTypa yCMepeHOCTH Ha mpousBoie, CRM OKpykKeme je 3aCHOBAaHO Ha OUyBamby
¢dnekcHOMNIHOCTH M mpunarohaBamy 3axXTeBMMa II0jeIMHAaYHMX CerMeHara Kymara.
Wmnnementammja CRM cuctema he mnosehatm edukacHOCT MHTepakuMja usmehy
opraHuzalMje M Kymana, MTo TocleMYHO J0BOAM f0 Behe caTucdakiivje W J0jaTHOCTA
Kymnana, Kao 1 10 yBehama npourabuiHoCTH opraHu3anmje.

Lius CRM-a jecte ma ce pazymejy U npeaBuie notpede TPEHYTHUX M MOTEHIHJATHUX KyNana,
noeehame IHUXOBOT 3ajpiKaBalba M JIOjaTHOCTH, Y3 ONTHMHM3AlMjy HauMHAa Ha KOjU ce
NpOU3BON U ycnyre npomajy (Stair et al., 2008). Kimiloglu w Zarali (2009) naBone na ce
rnasHy b CRM-a MO3Ke jeJHOCTaBHO M3pa3sUTH Kao pasyMmeBame H 00JbH TPeTMaH KymHala
pamu Behe nojanHoctu u npoduta. CRM ce ogHOCH Ha cBeoOYXBaTHY CTpaTerHjy M Mpolec
Koju omoryhasa opraHuzanMji na MICHTH(UKYje, CTCKHE, 3aApKH M Heryje npodutabunne
KyIIle, M3TPaamkoM W OJp)KaBamkeM JyropovHUX oJHoca ca wmuMa (Sin et al., 2005).
Texunonomka HHPPACTPYKTypa UTpa 3HAYajHY yIOTY, KAO OCHOBHH TOKPETad CTpPaTeruje, jep
uHTErpaiuja 6a3a nogaraka, UCTpaxkuBame nojaraka 1 Murepuer Texnonoruja omoryhasajy
opraHH3alHjaMa Aa NPHKYIIbajy U CKIAIUIITe OTPOMHE KOJIHYHHE MOjaTaKka O KyNiHMa, Kao
W Ja Tpaje AyropoudHe ogHoce ca wuMa (Garrido-Moreno et al., 2014). Panyje cy nogauu o
KymuMa OMIH HeCHCTeMaTH30BAaHH M pacyTH mo OpojHuM Tabenama, Gazama mojaTaka H
MNamUpHUM JOKYMEHTHMa KOJU cy OHIIM CMEIITeHH Yy H30J0BAHMM CHCTEMHMa Yy pPasHUM
(YHKIIMOHAITHMM LienuHaMa y opranusamujn. CRM Texnonoruja omoryhaBa msrpanmy base
nojaTaka 0 KyluMMa, Tako IITO MPUKYIJba TMOJaTKe O CBAKOM KOHTAKTY OpraHH3aluje ca
KYMIMMa M cKIaguiuTi ux y CRM cuctemy (Stair et al., 2008). C 063upoM 1a ce cBH HoAalu
0 KynIMMa Halase y jeAMHCcTBeHOj Oasu mopartaka, cBe CRM akTuBHOCTH cy MeljycoOHO
nose3ane (Kroenke, 2011). Ctora, CRM cuctem omoryhaBa ayToMaTH3yjy ¥ HHTETpaiujy
(yHKuMja npojaje, MapKeTHHIra W yciyra y opranusaumju (Wang & Feng, 2012). CRM
OpUKyNJba MHpOpMalHje M3 CBMX H3BOpa YHYTap M H3BaH OpraHusalije, cBe Yy LMIbY
IpyKamba jeJHHCTBEHE CIMKE O CBakOM MOjeHHAYHOM KYyIIY Yy PEaTHOM BpEMEHY.
[lpenHoctu koje mpywxkajy CRM pemema jecy: eekTHHja cerMeHTanuja Kymnamna, 0osbe
npeaBubjame pasBoja TPHKHMINTA, aHANH3a MPO(HTAOHIHOCTH CBAKOT MOjeAHHAYHOT KyTIIa,
KOHCTaHTHO ToBehame nojanmHocTH Kymnana, mosehame KBaqMTeTa ycuyra Kymily, NojadaHe
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MoryhHocTH mpofaje, kpahH mpojajHH IHKIYyC, CHHXPOHH3O0Bame HH(pOpPMaIMja H3 BHILIE
U3BOpa, Kao U Opika peaknuja Ha poMeHe Ha TpxkumTy (banaban u capaguuum, 2014).

2. KomnoneHnre yYiipaB/bakba 0JHOCHMA ¢a KYyIILIHMAa

CRM mnpencraBba MehydyHKIMOHANHY WHTerpauMjy mpolieca, JbYAH, ONEpalHja H
MapKeTMHIIKMX MOTyhHOCTH, Koja je oMoryheHa myTem HH(opMaluja, TEXHOIOTHjE H
anmukammja (Payne & Frow, 2005). Abdullateef n capagnmn (2010) CRM nocMatpajy kao
CNIOCOOHOCT oOpraHusanuje Ja e(UKacHO MHTETpulle Jbyde, Mpolece M TeXHOJOTH)Y Y3
MAaKCHMH3HpPamke TO3UTHBHHX OJHOCA €A TPEHYTHHM M TOTEHIHjalTHUM Kynuuma. M MHoTH
JpyrH ayTopu cMmatpajy ga CRM npefcTaBba KoMOMHAIMjy TpH BaxkHE KOMIOHEHTE,
OTHOCHO TeXHOJOTHje, Jbyau u mpoueca (Chen & Popovich, 2003; Mendoza et al., 2007;
Rahimi & Gunlu, 2016). Al-Homery n capaganuu (2019) cy Ha ocHOBY Iperfiena THTepaType
YTBpAMIM Ja MOCTOjM Mo3uTHBHA Beza m3mehy CRM KkoMNoHeHTH M mpoduTaduaHOCTH
opranmsanuje. Crora, 3a ycrnemHy uMIuieMeHTanujy CRM-a je HeomxojaH WHTETpHCaH M
XOJIMCTHYKH TIPUCTYN u3Mel)y oBe Tpu xommnoHente (Bull, 2003; Chen & Popovich, 2003;
Zablah, et al., 2004; Mendoza et al., 2007, Rahimi & Gunlu, 2016; Baksi, 2013;
Rahimi, 2017).

21. Texno.nornja Ka0o KOMIOHEHTa ynpaB/bama 0JHOCHMA Ca KylniHMa

Hndopmaryona TexHoNlOTHja MpeAcTaBba CPEACTBO 3a PAaAMKAIHO peau3ajHHparbe
MOCIOBHHX TIpolleca y IMJbY OCTBapeiba 3Ha4ajHUX yHanpeljema nepdopmancu opranusaija
U IpyKa MHOBaTHBHE METOJE 3a MOBE3WBale OpraHusalMje ca KynuuMa, gobaBibaiuma u
uHTepHUM cTejkxonaepuma (Chen & Popovich, 2003). Texnonornja mpeacraBba jegaH of
KPUTHYHHMX M BOXHHUX pecypca y CBakoj] opraHM3allljH, a meHa yrnoTpeba je HeomXojaHa 3a
MOCTH3abe OJp:KHBE KOHKYpeHTcKe npennoctd (Dubey & Sangle, 2019). Hudopmanuona
TEXHOJIOTH]a KOja C& NMpHMEYje Yy cneuu(uyue cBpxe OO/bET yCNOCTaB/bamka, OJpKaBamba
/UMK TIpekHaa ogHoca ca  KynnuMma npeacraBlka CRM  texunonormjy.  Pasmoj
co(UCTHLIMpAaHHUX ajlaTa 3a YINpaBbame HH(OpMallHjaMa, Kao IITO Cy MapKeTHHr Oa3a
nojaraka, CKIaguIITe NojaTaka, MCTpaKUBaike Mojaraka, je omoryhno opranmmanujama ga
yrpaje HajHOBHja TEXHOJOLIKA pemema y cBoje CRM cucteme (Yim et al., 2004).

VY mpolunocty ¢y HCTpaskuBauM U npakTudapu CRM nocmarpanu kao ynarame y coTBepcky
TexHonorujy. Mehyrum, CRM TexHosoruja npeacTasba caMo jeAHy o1 KoMnoHeHTH CRM-a
W Mo¥e ce JepMHUcaTH Kao WHQOopPMaIMOHA TEXHOJIOTHjA KOja ce TIpUMerbyje y crenuaHe
CBpX€ ynpaBjbama 0AHOCHMA ca Kynuuma (Chang et al., 2010). Reinartz n capaguunu (2004)
Takohe cmaTpajy ma je CRM TexHONOTHja 4YecTo morpeniHo u3jeqHadasana ca CRM-owm.
Hapenenn ayropu ucrudy ga CRM TexHoloruja ¥Ma KbY4HY YIOTY Yy pealdsalldjH
aKTHBHOCTH Be3aHux 3a CRM, Te Ha Taj HaunH JonpuHocH BeheM ycrexy opranusanmja Ha
TpkuTy. CRM texnonoruja omoryhasa octBapeme nnwbea CRM-a 1 BaskHa je KOMITOHCHTA
3a MPUKYIUbake, KIacH QUKALHjy W dyBame TojaaTaka o Kynuuma (Al-Homery et al., 2019).
Eduxacno ympasmame undopmammjama uMa BaxHy ymory y CRM-y, a ynpaso CRM
TEXHOJOTH]ja aKyMylupa, 4yBa, OJpXaBa M JUCTpHOyHpa 3HAmE O KYNIHMMa Yy LENoj
opranmsauuju. CRM TexHoNoruHja y MOTHYHOCTH KOPHCTH NPEJHOCTH TEXHONOMIKHX
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HHOBAIIHja 33 TIPHKYIUbabe U aHAIH3Y MOoJaTaka O KyMIIHMa, TyMademe MOHallama Kylala,
pa3BUjalbe NPEJUKTHBHUX Mojena, OnaroppeMeHy H edukacHy KOMYHHKAIHjy, Kao H
HCIIOPYKY [POH3BO/A H yciyra nojenuHaduuM kynuuma (Chen & Popovich, 2003).

Al-Homery u capagnunu (2019) uctuay na je Ha nodetky CRM Texnonoruja kopuinhena y
orpaHH4eHOM O0HMMY H CIY:KHIA je 3a crenHdHUHe 3ajaTke BezaHe 3a KyIlle, YIpaB/barbe
KyMIIUMa 1 Mepeme HBUX0BOT 3a10BosbcTBa. Cama ce codrepcku naketd CRM TexHonoruje
Mory knacH(pHkoBaTH y OpojHe co(TBepcke KaTeropuje, Kao IITO Cy: MO3HBHH IEHTPH,
YIIpaBJbake MOTEHIHjATHAM KYILHMA, YIIpaB/bakhe NpoLecuMa, IpoLec Npoaaje il IMpoLec
ayToMaTH3alHje Npojaje, ynpaBbamke yCIIyraMa, CHCTEMH 3a MOAPIIKY, YIIPaB/balhe 3HALEM,
KOPHCHMYKA NOAPIIKA M YCIYTe, YINpaBJbalke TEPEHCKHUM YycayramMa H IpeJHKTHBHA
anamuTuka. HaBenenu ayropu y cBoM HcTpakuBamy HaBoje oko 250 CRM codrBepckux
NaKeTa U IporpaMa MAEHTH(HKOBAHHUX IPErIeIoM BeDa.

Butno je ucrahu na CRM Texnonoruja 3nadajHo oapehyje yenex CRM-a (Kim et al., 2003;
Soltani, 2018). YTepheno je ma rexnonoruja nobosbiaBa Jyropo4yHe 0JHOCE ca KyINIHMa aKo
ce mojany o kynmuma eguracHo xopucte (Algershi et al., 2020). CRM Texnonoruja nomaxe
Ja ce OCTBapH YCIeX Kpo3 pa3Boj BeNMKHMX 0asa mojaTaka Koje 4yBajy HOJAaTKe O
TpaHcaKIHjama, a OCHM Tora ode3beljyje W ananmuTHuKke anate koju omoryhasajy obOpamy u
aHanM3y MPUKYMJBEHHX MOJaTaka M CerMeHTalMjy Kynama. Ilopen wnasenenor, CRM
TexXHoJ0THja MobojblIaBa capaimby 1 KOMYHHKAL[Mjy ca Kolerama, MapTHepHMa M KyMIHMa.
MHora ncTpaxuBama ¢y ykasana Ha To ga CRM TexHonoruja mMa Imo3uTHBHe edpekTe Ha
opranuzaunone nepdopmance (Christy, 1996; Kasim & Minai, 2009; Abdullateef, 2010,
Akroush et al., 2011; Algershi et al., 2020). Mchytum, Reinartz n capagaunu (2004) nonase
JI0 casHama Ja Cy MHOTa HCTpakMBama Jokasana Ja ynarama y CRM TeXHonorujy Mory Outn
MOBE3aHA U ca HHXHM eKOHOMCKHM nepdopmancama. [lo Tora gonasH yKOJNHKO Cy TPOIIKOBH
ynarama y CRM TexHonorujy suim of noschama nmpuxoaa Koje mpousninasy 300r yBohema
CRM TtexHonoruje. Y3pok NOMMX pe3ynrara MOTY ONTH HeTOBOJLHO H00po AedHHHCAHU
IIWBEBH, Kao M HeJoCTaTak oAroBapajyhux mpouenypa odyke (Reinartz & Chugh, 2002).
Love n capaguniu (2009) nHaBome na ce pasior 3alITO MOCTOBHE allIMKalHje Kao IUTO je
CRM TpaauIMOHANHO HE YCIeBajy JAa JoHecY KOPHUCTH Oriiefa y TOMe LITO ce OpraHusanuje
KOHIIEHTPHUIIY Ha Mpollece KOHTAaKTa ca Kymuiuma 6e3 oarosapajyhHx mpomeHa MHTEpHHMX
CTpYKTypa u cucrema. Panuje je MoTuBanuja opranmsanuja 3a uMmeMmenTanujy CRM—a 6una
OaBibee CBOJHM IpobieMKMa, a He ToHYyAa o0oJsbliane BpeiHocTH kyniuMa. Hnak, 6utno
je uctahm ma ymarama y CRM TEXHOJOTHjy TpPeACTaB/bajy KpaTKOPOUHY (PHMHAHCH|CKY
MHBECTHUIHjY KOja HEraTHBHO YTHYe HAa €KOHOMCKM YYMHAK y KpaTKOM pPOKYy M Ja je Beha
BepoBarHoha 1a he cc 0Ba MHBECTHIIMja HCIIIATHTH Y AYXKEM BPEMCHCKOM IICPHOY.

CRM texnonoruja omoryhasa peanusauujy cnenehux akrusnoctu (Chaffey, 2007):

1. AyroMaTHsaumja MpojajHUX aKTHBHOCTH — [IpencTaBHMuM TIpomaje HMajy
NOJPIIKY Yy YHpaBjhalkby Halo3MMa M IIpoJajd IMpeko TenedoHa Kpo3 anaTe 3a
OpPraHH30BabE H CHUMALE YIIUTA U [I0CETa KYNLUMA;

2. Vmpasmame ycnyrama Kynuuma - [IpeactaBHuMIM y KOHTakT LeHTpUMa
oJroBapajy Ha 3axTeBe Kymaua 3a uHQopmanujama kopucrtehu HMHTpaHeT 3a
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npHeTyn 6asama mojaraka Koje cagpike HH(OpMalHje O KyIIIHMa, IPOH3BOAHMA H
IPETX0JHUM YIHTHMA;

3. Vmnpasmame npouecoM npoaaje — OBo ce Moxe noctuhu myrem cajroBa 3a e-
TProBHHY, UK Y B2B KOHTEKCTY IpYKambeM MOJpIIKe NpeIcTaBHUIMMA Npojaje
CHMMAIeM Mpolieca Ipojaje;

4. ¥Ynpapibambe KAMIAkOM - YTIpaBJbame OrNIacoM, TUPEKTHOM TIOMITOM, e-IOIITOM H
JpYrUM KaMIamaMa;

5. Amammsa — MoryhHoeT anHanM3upama KapakTepHCTMKa Kymala, HHXOBOT
MOHAIIaka TPUIMKOM KYIOBHHE H KaMIIame, Kako OM ce ONTHMH30BA0 MapKeTHHT
MHKC.

Algershi n capamannu (2020) wuctmuy ma CRM Texuonormja ykibyuyje front-office
arInKanyje Koje MoTy Ja MOAp:Ke MapKeTHHT, Mpojajy, YCayre U cKIaguIITemhe MoJaTaka,
Kao W hack-office annukanyje Koje MOTY J]a HHTETPUITY W aHAM3HPAjy MOAATKE O KYMIHMA.
[Mpernenom Opojuux crynuja, Keramati u capagunum (2010) otkpusajy Tpu acnexkta CRM
TexHonoruje: 1) TexHoNOTHje Koje ce KOPHCTE Y HHTEPHOM MOCNIOBamy (IPBEHCTBEHO
MapKeTHHT, Tpojaja W yCIyre Kynmuma) Y LHJbY ayTOMaTH3alHje M OllaKlIaBamba
aKTHBHOCTH; 2) TeXHONOTHje KOjeé ce KOpHCTe Yy EKCTepPHOM MOCIO0Bamy ca KyNIUMa U
ONIAKIIaBajy J[ABOCMCPHY KOMYHHKalHjy wu3Mcl)y opranmsanpje M HCHHX Kymama; 3)
TEXHOJIOTH|e Koje omoryhaBajy opraHnsanyjama Ja aHallu3nupajy nojatke ¥ WHpopMaiuje 1
KOje y LeJioj opraHu3alfjH IIHpe 3Hame KOje je TeHepHCAHO YNOTpeOOM Te TeXHOJOoTHje.
Hasenenu acnexktu ce 3acuuBajy Ha cermenTtauuju META rpyme (2001), xoja nemu CRM
TEXHOJIOTH]y Ha OIEePaTUBHY, KONaOOPaTHBHY H AHAITHTHUKY KATETOPH]Y.

2.2. Jbyan ka0 KOMIIOHEHTA YNPAB/balka 0THOCHMA €a KyNIIHMA

Rahimi (2017) narnamasa Aa je TEXHOJIOrHja HEONXOaH, alll HE U J0BOJbaH (PAKTOp 3a ycnex
CRM-a. TloTeHuujanHum Kyniu BHUIIEe Bole Ja KOHTakTHpajy ca JbyguMa HEro ca
HH(OpMaHOHHM CHCTEMHMa, IITO YKa3yje Ha BaXKHOCT Jbyackux CRM pecypca (Reinartz et
al., 2004). Jbyon kao kommoHeHta CRM-a oOyxBaTajy oOpraHu3alOHY CIPEMHOCT 3a
yBoheme CRM-a, kao M capaimy ca 3alocieHHMa, IITO MpeacTaB/ba BaKHe AeTepMHHAHTe
yenemne ummneMmentannje CRM-a. Dubey n Sangle (2019) HaBoae Ja KOMIIOHEHTA JbYIH
03HAYaBa 3HAI€ M BEIITHHE OpraHusauudje koje ce oxnoce na CRM ununujatuse. [Ipema
NOMEHYTHM ayTOpHMa, OBa KOMIIOHEHTA C€ CcacTOjH of o0yke, HCKYCTBa, cTaBa M OAHOCA
3amocneHux. 3anpaso, HajTesku deo npuMmene CRM—-a Huje TexHonoruja, Beh Jbyau, 0JHOCHO
3anocnenu (Krauss, 2002). Keramati n capaguunu (2010) yka3zyjy Ha aBa acneKkTa JbYACKHX
CRM pecypca. [IpBu acnekT ykibydyje TeXHHUKE BEIITHHE, KOje C€ CacToje 0J COCOOHOCTH
3anocieHux ja kopuere CRM TexHOJIOTHjE, K0 M Ol BEWITHHA M MCKYCTBA 3alIOCIEHHX Ja
nojaTke O Kynuuma TpaHcopMHIly y 3Hame. J[pyrH acmekT cy CTaBOBH 3alOCIEHUX M
OJHOCH C€ Ha CTABOBE 3alOCIICHUX YCMEPEHHX IpeMa KyNiumMa.

IIpecynan 3nHauaj 3a ycrmemmy U edekTHBHY ummnemeHTaunjy CRM-a uMajy MeHalIMeHT H
3anocneHH y opranusanuju. Chen u Popovich (2003) cmarpajy Ja Hako cy M TEXHOJIOTHja H
MOCIOBHU NPOLECH KbYYHH 3a ycrnemHe CRM WHUIMJaTHBE, MOjeJHHAYHH 3aMIOCTEHH CY TH
KOjH Cy TIpaguBHH ONOKOBH oJHOca ca Kynuuma. Beoma Ourtan ¢axTop 3a ycmemmy
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uMnnemenTtauujy CRM-a npeactaBiba nocBeheHoCcT HajBumIer HUBoa MeHalMeHTa. I[IpHTOM,
HHUje JOBOJBHO J1a ce caMmo 0J00pu yBohewe CRM-a, seh je morpebHa mompuika, yuemhe u
nocseheHOCT HAjBUIIIMX HHBOA MEHAIMEHTAa TOKOM LIeNOT Tpolieca UMIuieMenTanuje CRM—a.
buxosa ynora ce ornefa y ToMe jga ydene noapehene y npenHoctu u pesyntare CRM-a.
Heonxoano je na ce MeHaMeHT aHTakyje y cHpoBohemy mporpama oOyke W eayKanHje
3amocieHHX, Kako OM ce yHampeguna IHXOBa 3Hama U BewrtuHe. [lopen Tora, oOyka n
elykalija TNOJCTHYY MOTHBALHjy M TocBeheHOCT 3amocneHHX W CMamyjy HBHXOB OTIOP
npema yBohewy CRM—a. LliTo ce 3amocnenn gysxe ocehajy MOTHBHCAHO M 3a10BOJLHO, TO he
outn Behu BHUXOR HUBO OcBReheHOCTH opranu3anyju, kao ¥ cnporohemy CRM wHHIIMjaTHRA.

Jeman on majsehnx wm3asoBa y cnposohemy CRM-a je ycknahuBame JbyaHm ca HOBHM
cTparerujama ¥ mnpounecuma. CRM mnoapasymeBa HOBE NpPOLECE, 4YHJy BpeIHOCT ILefa
OpTaHx3alMja MOpa pa3yMeTH H LICHATH, a 3all0CIEHH MOpajy OUTH YKJbYHEHH Y CTPaTeTHjy U
OWTH MOTHBHCAHU Aa MOCTHTHY UWheBe (Mendoza et al., 2007). 3a ycnemno cnpoBohemme
CRM wuHHIjaTHBA HEOMXOAHE CY NPOMEHE Y KOPNOPATHBHO] KyATYpH. Sin ¥ capagHHLH
(2005) uctnuy ma CRM 3axTeBa Ja CBH y OpraHH3alMjU pa3zyMmejy W Jielie 3ajeJHHYKH LWb
H3TpaMibe M OJpiKaBama OJHOCA ca KymiuMa. MHOrH JenapTMaHH H MOJEAHHIIH BHOE
YIpaB/bake OAHOCHMMA ca KyNLIKMMa Kao NpoJajHy MM MapKETHHIIKY (PYHKIU]Y U cMaTpajy
Ja Ie/bee U 00jaB/bMBaLe CBOJUX MOJATAKA APYTHM JAENapTMaHHMa MpPeIcTaB/ha I'yOHMTaK
mohu. YcMepeHOCT opraHuzalije Ha Kymdle 3axTeBa pa3MeHy [ojaTaka Yy Lenoj
OpTaHM3ALM]H, IITO O 3AMOCIEHHX 3aXTEBA IPOMEHY Y KyATYpPH KOja ce 0JHOCH Ha pasMeHy
3Hama W HHpopMmanuja. Ynarame y CRM TexHolorujy 0e3 KyIaTYpOJOIIKOT pasMHILbama
OpHjEHTHCAHOT Ha KYTIle MpeacTaB/ha y3amyaHo Tpolieme HoBra. Ilpenmasak ca mpucTyma
YCMEPEHOT Ha IPOH3BO/JE HA IPUCTYI OPUjEHTHCAH HA KYILE 3aXTeBa IPOMEHY CTaBa yHyTap
opranmanuja. DokycHpaHOCT 3amOCNEHMX Ha Kylle IpeacTaBba je3rpo YCHElHOT
MapKeTHHTa, MoBehaHoT 3aJ0BOJBCTBA Kymama, Kao MW YKYIHHX OpTaHH3alHOHHX
nephopmancu (Dowling, 1975). King & Burgess (2008) HaBofe 1a ycMepeHOCT 3amoclieHHX
Ha KyMie MpeactaB/ba Gutan ¢akTop 3a ycnemny umineMmentanujy CRM-a. Mendoza n
capagauim (2007) nmonase A0 ca3Hama fAa ce jeJaH O MOTHBA Kymala Ja HamycTe
OpraHu3alMjy oaHocH Ha mpobneme ca ycmyrom. Kao pasnosu 3a nour KBalXHTET yCIoyre ce
HABOJIE: HeJOCTaTaTaK NPUCTYNA IPAaBUM 3al0CcIeHUMa, HeaK/bUBH 3all0ClIeHH, Helby0asHH
3al0CNIeHH, Kao U cmopH oarosopu. Ca Ipyre cTpaHe, ako Cy 3alocJIeHH MOTHBHCAHH Ja
npykajy kBanuTeTHe ycayre, nohnhe 1o Behe caTucakiuje u 10janHoCTH Kymnana, a THME U
no nosehama npodura opranusanuja. Keramati n capagaunu (2010) cy yrBpaunn na
HeJoCTaTaK KBanM(UKOBAaHHX W OOY4EHHMX JbYACKHX pecypca JOBOIM 10 HeaJeKBaTHUX
pesyaTara npuiHkoM umnneMentandje CRM-a. Umajyhu y Buay HaBeeHO, MOXKE Ce yKa3aTH
HA BEJIMKY 3Hadaj JbYACKOr (pakTopa 3a yernewHo ciuposohemwe CRM unuuujaTHBa.

2.3. [Ipouec ka0 KOMIOHEHTA YIPAaB/balka 0JHOCHMA €A KYyNIHMA

CRM wuuje camo TexHomordja, Beh ce oJHOCH M Ha CTpaTELIKO AM3AjHHpPaH IPOLEC KOjH
YKJbYUYj€ yIpaBbamke 0JHOCHMA ca Kynuuma (Al-Homery et al., 2019). lopen Texnonomxke
ONPEMJBEHOCTH, HEONXOAHE ¢y M oarosapajyhe onepatusne nponenype (Ku, 2010). Ilpema
ayropuma Shang u Fen (2006), CRM acumMuiupa TEXHOJOTH]Y ca MOCIOBHHM IPOLECOM,
Kako OM 3ajeqHO (QYHKIIHOHHCIH paju M3rpagmbe AYTOPOYHHX NmpoduTabMIHMX OgHOCA ca
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kymiuMa. Ilpomec mnpencraBba HAuMH Ha KOjH C€ AaKTHBHOCTH CIIPOBOJE YHYTap
opraumsanuje. [Ipouecu tpeba na 6yay AnsajHupaHd B UMIUIEMEHTHPAHHU Tako Ja ce OJaKia
CTBapame BpeJHOCTH 3a Kymnue ¥ noctuszamwe CRM mumesa (Lo et al., 2010). Ox naunna
peansajHHpamba opraHu3alHone CTPYKTYpe U Mpolleca 3aBHCH ycleX UMIuieMeHTanuje CRM-
a (Mohammad et al., 2013). Moutot n Bascoul (2008) nedunuumry CRM mnpouece kao
aKTHBHOCTH Koje 00aBJba OpraHu3alija y Be3H ca ynpasibambeM 0JHOCHMA ca Kynmuuma. Llum
CRM mpoueca jecte (opMupame TNeplLeNiyje Kymala O OpPraHM3alujd H  HBeHUM
IpoM3BOJMMA Kpo3 MACHTH(HKAUM)y Kylala, Kpeupame 3Hamba O KYMIUMa H HU3Tpajmby
onHoca ca kynuuma (Rababah et al., 2011)

Jeman o KbY4HHMX (akTopa 3a cTBapame IYTOPOYHHX OJHOCA ca KYMIUMa jecTe aHanu3a
OHHX TIpolleca KOjH Ha OWII0 KOjH HAauYWH YKJbYUYjy HHTepakidjy ca Kymuuma. [nmaBHH

NIOCTOBHM NpoLecH KojuMa ce Tpeba 0aBUTH TokoM MMILIeMeHTauuje CRM-a cy (Mendoza et
al., 2007):

1. Mapremunz. Aytop Barnes (2001) npefnaxke HOBe KOMIOHEHTE MapKETHHT MHUKCa, a
TO0 cy: npousBoj (product), npouecu (processes), nepgopmance (performance) n
bynu (people). OBaj U3MEmLEH TIPUCTYN TIONA3H O] KapaKTepPUCTHKA TPaaIUMOHATHOT
MapKeTHHTa, Koje Hajgorpalyje ¢okycomM Ha oIHOCE ca KynuuMma Kao jefaH off
KJbYUHHX acTiekaTa. Maxo je ¥ panuje MapKeTHHIIKH Ipotiec 6Mo ycMepeH Ha NOTpede
Kymnaua, cTpaterdja CRM-a je yTulana Ha HA4MH YKJbYYHBama 0BOT IPOIEca Y OCTale
JIeNOBE OpraHu3anuje.

2. Ilpodaja. ¥V npouecy nponaje, oaHoc usmely Kynua 1 npojasia nocraje CylTHHCKH
BaxkaH y okeHpy CRM-a. KomynukauujoMm m3Mel)y kynua um npojasna (opmupa ce
OyropouHo napTHepcTBo. bes 063upa Ha To 1ITO je ympaBibamhe 0JHOCOM Ca KYyMLeM
yBeK 0MO MojpasymMeBaHM acleKT mpoueca npojaje, CRM cTpaTernja Mma 3HadajaH
YTHIIa] HA Ha4YMH Ha KOJH Cceé TO pajaW, KPO3 HCTHLAIE acleKkTa KOjH Yy MpOLLIOCTH
HHUCY OMIH TOBOJEHO peneBaHTHH. Kao mpuMepH 3a To ce ucTHYy npaheme npojaje u
NPHKYIUBahe KBYUHHX HH(pOpMalHja Koje MOMaXy Yy pa3Bojy MapKeTHHIIKHUX
NIIAHOBA.

3. Yewvee. C ob3upoM 1a je ojHOC ca KyTMIEM OCHOBHHM acnekT y okBupy CRM
cTpareruje, cBa NuTama Be3aHa 3a YCIyre KyNuMMma NocTajy 3Hadajua. Kynmuma je
BEOMa CTANo J0 TOra Kako Ceé ONXOAM NpeMa HHMa, KONHKO ce Op30o pelnasajy
npobnemu u ci1. KBamuteT yenmyre xoju ocobsbe opranusanyje npyxka 3HadajHO YTHUE
Ha HUBO caTuc(akiuje Kymana, mTo ynyhyje Ha BaKHOCT JHYHOT OJHOCA KOJH Ce
ycrocTaBJba u3Mel)y KyTia 1 opraHusanuje, NpeKo 3anocaeHHX Y OpraHH3aLHjH.

Aytop Buttle (2004) xateropmue CRM mpoliece y BepTHKalIHe M XOPH3OHTAIHE Mpollece,
front-office (npouecu npyxama yciyra kyniuma) u back-office npotece (pouecH nojpiike),
Te pUMapHe U ceKyHaapHe mpolece. BepTukannu npouecu obyxBaTajy mpoliece Kojy cy y
HOTIYHOCTH CMELITEHH y OKBHPY MOCIOBHe (yHKIHje (HIp. Ipollec NpHBIademha Kymala),
JOK CE XOpPH30HTAIHM MmpolecH omHoce Ha MehydyHkumonanne mporece (Hmp. mIpoliec
pasBoja npouseoaa). Front-office mpouecH moapa3yMeBajy akTHBHOCTH ca KojHMa ce cycpehy
KyIu (HIp. mpolLec yhnpasjbama jxandama), a back-office nponecn odyxBaTajy CKpHBEHE
mpoliece ca KOjUMa ce He cyouaBajy KymuH (HOp. mpouec Habaske). [Ipumapuu mpouecn
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HMajy BellMKe HMMILUIHKallije Ha NpPHXOJe HIH TPOIIKOBe OpraHH3auHje. Y KypHPCKHM
opraHmsalujaMa TNpPUMapHH TIpollec jecTe TpoLec JIOTHCTHKe, a Y OcHTypaBajyhuMm
opraHuzalMjaMa je TO mpolec HacTaHka mTera. C Apyre cTpaHe, CeKyHAAapHH MpPOLECH
HeMajy 3HauajHe e(peKTe Ha IPUXOAE MM TPOLIKOBE OpraHu3aluje.

Ilponec xao kommoHeHnta CRM-a ce dokycupa Ha TOjeIHHAYHE KYyTIIe H Y Te CBPXe KOPHCTH
Ce PEUHKEHEPUHT TOCIOBHUX mpoueca (business process reengineering - BPR) na ce
npeycMepn (pokyc mpolieca OpraHH3allHje ca YCMEPeHOCTH Ha NPOM3BOJ Ka YCMEPeHOCTH
npema kynumma (Rahimi, 2017). Hoffman n Kashmeri (2000) Takohe yka3yjy Ha To ma
npumena CRM-a [oBOAW 0 3HAYajHUX NPOMEHa Y HAUHHY CIpOBohema MOCIOBHHX Mpolleca
y opranusaimujama. Keramati v capaguunu (2019) nonase g0 casHama Ja OpHjeHTalHja
yIpaBjbama IMpolecHMa 3HadajHo yrude Ha ycnex CRM-a, jep doxycupajyhu ce na CRM
npoliece, MeHallepu Mory aa obesbefe eeKTHBHO pacnopeljiBame opraHmu3alMOHUX pecypca
Kd CTRApamy JKEJhEHUX pe3ynTara. YcMepaBame BpeMeHa M pecypca Ka OTKPHBamy |
3aJ0BoJbaBaby MOTpeda Kymala JONPHHOCH YCHEIIHHjEM MpHUBIa4eby M 3aApKaBamby
kyrmaua (Nykamp, 2001). Chen n Popovich (2003) npeanaxy neT Kopaka y IU3ajHUpaby
opraHH3alMje OpHjeHTHCAHe Ha KYILA:

1. Onakumatd KynouMa KynoBHHY;
dokycupaTi ce Ha Kpajiber Kymma;

3. Pemmzajumpatu front-office u ncnmtarn TokoBe HH(popMarmja usmely front-office-a u
back-office-a;

4. HeroBaTH nojaTHOCT Kynala Kpo3 MPOAKTHBHOCT ¢a KYMILHMMa H KOPHCTHTH MepibHBe
HHANKaTope nep(opMaHCcH y HHJbY CTATHUX N0 00/bLIaA.

3. TunoBH yNpaB/baiba 0J{HOCHMA €A KYHIIHMA

V nmureparypu (Buttle, 2004; Kumar & Reinartz, 2018) ce ucruuy tpu tina CRM-a, 0HOCHO
crparerujcku  CRM, onepatuBHu CRM wu anamutmukn CRM. llopen HaBeacHe
knacuukanuje, onpehenn ayropu (Jessup & Valacich, 2008; Keramati, 2010; Dalla Pozza et
al., 2018; Al-Homery et al., 2019) nasoge nogeny CRM cuctema nHa onepaTuBHH CRM,
anamaTHaku CRM u xonabopatuean CRM.

3.1. Ctpaterujckn CRM

Ca crpaterujkor acnexra, Kumar u Reinartz (2018) nedunnmy CRM kao cTpaTerujcku
npouec ojabupa Kymaua Koje opraHM3alMja MoxKe Hajnpo(uTabMIHHjE OINCHYKHUBaTH U
obnmukoBama uWHTepakudje u3Mmehy opraHuzanMje H oBMX Kynanma. Kpajmsu 1mum je
ONTHMH3aLHja TpeHyTHE U Oyayhe BpeaHocTH Kynana 3a opranusausjy. Buttle (2004) cmatpa
na ctpaterujckn CRM npencrariba Hajrumny nepenekTiey CRM-a, koja mocmaTtpa CRM kao
OCHOBHY IOCJIOBHY CTpaTerjy ycpeacpelleHy Ha Kymle Koja MMa 3a LWb NpuioOHjame H
3anpxkaBame npoduradunnnx kynana. Ctpaterujcku CRM o0yxBara U cHCTEMATCKY aHaU3y
u kopumhemne uHdopManuja o kKynuumMa kao 6asy 3a ynpassbambe MapketHHroM (Kampani &
Jhamb, 2020). Ctpaterujckn CRM ce 0JJHOCH Ha CTpaTerHjy KOjy KOPHCTH OpraHu3aimja aa
UAeHTH(PHKY]e cBoje npoduTadHIHE KYNIE U Ja UX Y4uHU JojanHuM (Almohaimmeed, 2021).

20




CRM uma najehn moTeHinMjan 3a ycrnex Kaja je OpHjeHTallHja OpraHH3alyje Ha Ipolec
yIpaB/bara 0JHOCHMA ca KYNIMMa cTpaTerujcka M Buile (hoKycHpaHa Ha CTpaTeTHjy Hero Ha
coreep (Frow & Payne, 2009). Ctparerujcku CRM je mupoxo npuxsahen M ycrocTaBibeH
K40 CYIITMHCKHM €NeMEHT MapKeTMHILIKE cTpaTeruje, a cBe Behu Opoj MalmuX M CpeImux
opraHusanija y CBOM IOCJIOBAKY YCBaja 0Baj KOHLENT H HETOBE 0AroBapajyhe TeXHONOTHje.
Hasenenu Tun CRM-a GaBu ce cTBapameM MOCIOBHE KynType (JOKycHpaHe Ha KYTIa, KOjoM
ce cTBapa 00Jba BPEJHOCT y OJHOCY Ha KOHKYPEHTe Kpo3 JOHOLIeH:Ee O[IyKa O TOMe The je
HajOo/be YIOKHUTH pecypce opranmzaumje (Rababah et al., 2011). Y kyarypu koja je
ycMepeHa Ha KyTIa pecypcH ce amolupajy Tamo rae OM Ha Hajboseu HauuH mnorehamu
BpPEAHOCT 3a KyIIa, CHCTeMH HarpaljuBama cy TAaKBH Ja IPOMOBHIY NOHAMIAE 3aOCIEHHX
koje nosehaBa carucdakuujy U 3aipxkaBame Kymaua, a ¥ MHdoOpMalMje o KyHmuuMa ce
NPUKYIJBAjy, AN B NpUMEY]y ¥ uenoj opranmsaunju (Buttle, 2009). Ctora, Al-Homery u
capagnui (2019) ykasyjy Ha TO Ja je 3a YCHOCTaB/bame KYIATYpe YCMEpEeHe Ha Kymia
HCOTIXOJHO H3BPLIMTH PCAM3ajHHparbe MOCTOBHUX Mpolieca, Kao M HACHTH()HKOBATH KJbYYHC
reHepHuuKe npouece penesantHe 3a CRM.

Wahlberg n capamanuu (2009) ncruay ga CRM 3axTeBa HMHTErpanyjy akKTHBHOCTH H
MHTErpUCaHH MOTNe Ha Leny opranusanujy. [Ipouecn y nemnoj opranmsamuju Mopajy aa oyny
WHTCTPHCAHH, a MH(pOpManHjc MOpajy Ja ce pasMemyjy, kako Oum cc Oosbe yCKIamuiIu
IpOLIECH YNpaBJbalba, KA0 M YCKIAAWIO ITIOCIOBamke ca MHGOPMAIHOHHM TEXHONOTHjaMma.
Hako cBaku mpolec aje BpeIHOCT Kajia ce peannsyje MojeInHauyHo, ToTpedaH je XOMHCTHYKH
npucTyn ga Ou ce nocturna Hajseha xopuct (Leligdon et al., 2015). Ctpaterujcku CRM
HofpasyMeBa UHI-GHHIY Ja TO HHje caMo CTpaTerHja orpaHHYeHa Ha MapkeTHHr, Beh ce
3aCHMBa Ha MHTeTpalMju CBHUX pecypca M crHocodHocTH opranmsanmja. CTora, y
cTparerdjckoM koHuenty CRM-a, cTpaTteruja, TeXHONOTHja, TPOLIECH M 3allOCIEHH MOpajy
OMTH TOBE3aHM MHTETPHCAHHMM TIPUCTYNIOM KOjU TIOYMBa Ha MocTojehoj cTpaTeTuju
OpHjeHTHCAaHO] Ha KOPHCHHUKA Y KOjO] Ce MPUBJIa4e IPaBH KYyIIU H pa3yMe]y BHUX0Be noTpede
(Mack et al.,2005). OBy unTerpanujy Takohe tpeda cipoBecTH ca cBeoOyXBaTHUM IMJbEM Ja
ce CTBOpHM BpemHocT 3a kKynua. [riana w Buttle (2006) cmarpajy na je BaxaH LHJb Y
crparerujckom CRM-y 1a ce ycK/Iay IIMpa MOCJIOBHA CTpaTerHja ca CTPaTErHjoM BE3aHOM 3a

KYIILE.

Crpaternja npeacrasiba Kibyd yenewHor CRM-a (Boulding et al., 2005). Frow n Payne
(2009) cmarpajy na opraHu3ailidja TMpe HEro WITO OTHOYHE ca uUMmieMeHTauujom CRM-a,
Tpeba na aHanmuM3upa KakBe Cy MOTyNHOCTH pacTa JOCTYHHE Yy MOCIOBHOM OKPYKEHY H
JIOHECE OJUTYKEe O MPHPOIH OJHOCA ca KYyNIHMa Koje cy MpHKiaHe 3a ogabpaHe cerMeHTe
kymana. OBjae Mopa OMTH NpEMO3HAT H CHTHAIH3HPAH NPHMAT KYILA Y LEI0j OpraHH3arliijH.
Kymma e Tpeba mocmarpatu camo kao ,,[IMJbaHO TPKHUIITE™, Beh ka0 BaHOT akTepa KOjH je
BeoMa OHTan 3a ycmex opraHuzaudje y Oyayhnoctd. JyropodHH OZHOCH ca KYyMLIHMa H
CTBapame BPEeAHOCTH, 3ajeHO ca (oKycOoM Ha 0JHOC ca MOjeJMHAYHUM KYIIeM, YUHe TTaBHe
nenose CRM napanurme (Sin et al., 2005).
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3.2. Onepatusun CRM

Beoma je BaxHO Ja ce CBM MOJalLlM O KYNIUMa eBUAEHTHPAjy Ha MecTy TJe ¢y HacTalu M jaa
Oyay JocTynHy Kafga M riae cy nmoTpedbuu (Reicher & Szeghegyi, 2015). Crora, ncruue ce
3Ha4ajHa ynora onepatuBHOr CRM-a. OnepatuBan CRM (,,front-office” CRM) ce GaBu
YHOCOM MoJaTaka y HH(OPMALHOHH CHCTEM IpeKO alIMKalWja 32 MOHHTOPHHT, OJHOCHO
npaheme kynana (Vasiljev, 2010). Oneparusan CRM mojpany ce cactoje 0] TpaHCAKITAOHHX
HojaTaKa M3 Tayaka KOHTAKTa ca KymiiMa, Kao IITO cy Ipojaja, aHKeTe, YIUTH KymHana H
Ipyre HHTepakuuje ca Kymuuma (Chan, 2005). Omnepatusan CRM  omoryhasa
ayToMaTH3aI1jy U M0jeJHOCTAB/bHBAKE MOCIIOBHAX aKTUBHOCTH Ha front-office-y U yKIbyuyje
NpUKYIJbalhe ToaTaka, o0paly MmojaTaka ¥ KOHTPOIY TOKa Noca y NPofAajH, MapKeTHHTY 1
yenyrama (Rababah et al., 2011). Ilpema nedunnimjn META rpyne (2001), onepatueHH
CRM oOyxBaTa TOCIOBHE TNpOLIECE M TEXHONOTHje Koje Mory momohm y ynanpehemy
eHKacHOCTH ¥ TAYHOCTH CBAKOIHEBHUX OIepaiuja ca kojuma ce cycpehy xynuu. OBaj Tun
CRM-a obyxsata front-office annkauuje 3a ayromaTtusauujy (yHKUMja npojaje, yciyra u
mapkeTuHra (Keramati, 2010). Kao pesyntar Tora, onepatuBan CRM ce cMmaTpa euKacHUM
npuctynoM y CRM-y jep ce cBe HHTepakluje, MPOLIECH U MPoLeIype KOHCOMUIYjy momohy
HUHTEPHUX TMPOLIEca OpraHu3alje.

Oneparusun CRM ce decto momctosehyje ca annukanujama 3a ayTomMaTH3alMjy Npojaje,
MapKeTHHTa M YCIyTa, jep Cy OHE IEroB ,BHABHB Aeo”. Peu je o anmukaumjama Koje
3amociIeHHMa MpyxkKajy yBUA y Npodun Kymala OPHIMKOM ITpYyXKamba YCIyre, Koje clyxke
KpeHpamy MapKeTHHIIKMX KaMrama, W3pagd TMOHyJa M YIOpaBkalkby INIPOJajHUM
aKTHBHOCTHMA.  AYTOMAaTH3allMja TNPOJAJHHX AKTHBHOCTH TPHMCHYje TCXHOJOTHjY 3a
yIOpaBbalke TPOAAJHMM aKTUBHOCTMMa pagd ONTHUMH3AIUje NPOIYKTUBHOCTH Mpojaje
nobosmameM Op3HHE W KBANIHTETA NMPOTOKa HH(OpManHja y HHJBY yHampelema HHTepHe
KoMyHHKaumje u3Mmehy mnpogajHor ocobssa m meHapmenta ([riana & Buttle, 2006).
AyToMaTH3allija MapKeTHHTa NpHMekYje TeXHOIOTH|y Ha MapKeTHHIIKe Mpolece Kako Ou
MOMOTJIa OpraHM3alljaMa Ja YOpaBibajy CBOJUM MapKeTMHIIKHMM mporpamuma (Tan et al.,
2002). CnuaHo TOMe, ayTOMaTH3alHja yclyra oMoryhasa opranmsaiujama Ja ayroMaTH3Yjy
CBOje yclyxHe omepanuje, 4ecTo ca IMJ/beM NoBehama 3aJ0BOJbCTBA Kymala yOp3aBameM
mpolleca YNHTa W TMOBPaTHUX WHQOpManuja Mpexo BHIIECTPYKUX KaHama KOMYHHKalMje
(Iriana & Buttle, 20006).

Onmry mws oneparusHor CRM-a je ynanpeheme edHkacHOCTH M e)eKTHBHOCTH Ipolieca
yhopaBbama KyNIUMa, [EPCOHATM30BameM O0JHOCa ca  Kylniouma, [oOoJblIameM
OpraHM3alMOHOT OAITOBOpa Ha NMoTpebe Kynaua ¥ mosehameM Op3MHe M KBalUTETa TOKOBA
undopMalja y opraHusaluju, xao 1 u3mel)y opranusanmje 1 BeHHX eKCTEPHHX 3aMOCIEHHX
u mnaptHepa (Iriana & Buttle, 2006). Kopuctn xoje onepatusan CRM moHocH
opraHusalMjaMa jecy cMamemhe TPOIIKoBa, noBehame NpHX0Ja, Npykame epHKaCHHX
pemema npoodnema, kao u 00e30ehuBame cBeoOyXBaTHE CIIHKE 0 KyniMa opranuzanuje (Al-
Homery et al., 2019). Keramati (2010) unctuye pga oneparusHun CRM oOyxsara
uHdopMaIOHE CHCTEME KOjU JeNyjy Ha akTHBHOCTH Kao IITO CY YNpaBibaibe NopyldHHaMa,
Harara, KOpHCHHUKa ciryxk0a u cn. Oneparueun CRM ykibyuyje noJpydje TAS ce 0CTBapyjy
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JUPEeKTHH KOHTaKkTH ca Kynnuma. Ta HHTepakuuja ce AeHHHINE Kao Tadyka J0aHpa
(touchpoint) xynua u opranuzandje. [Ipumenom oneparusnor CRM-a je cam mpoiec
ayToMaTH30BaH W ONTHMH3HpaH, a JOOHjeHH IOoJalH ce MpeKo oAroBapajyhux animmkanHja
yHOCE Yy HH(OpPMALMOHU cHcTeM 0e3 gomarHe anammse (Jessup & Valacich, 2008). 3a namy
aHalM3y 10JaTaKka ce KOPUCTH aHaNHTHUKH CRM.

3.3. Anaaurnuxku CRM

Beoma OuTaH acmekT ynpaBibambha OAHOCHMA €A KYNLNMA jecTe MHTCTpalHja aHATHTHYKHX
CRM pemena ca onepatiBHUM CRM pememsuma (Reicher & Szeghegyi, 2015). AHanuTHYKH
CRM, takohe mosmar kao ,kaHuemapuja 3a noapuky” (back-office), moapxasa npouece
aHamMse M TyMmaudema [MoJaTaka O AaKTUBHOCTHMA Kymala KOje CYy perucTpoBaHe y
oneparuBHOM CRM-y. Tako ce no6Hja edukacaH anaT KojH HOMaXe Y IPHIPEMH, TOAPIIIH H
ONTHMH3ALHjU Tpolieca JoHouewma oanyka (Jessup & Valacich, 2008). Buitle (2004) je
ngebunucao aHamuTHyk CRM kao mepcreKTHBY OJ0370 NpeMa Tope, Koja ce oKycHpa Ha
HHTEIUTEHTHO HCTpPaKMBalbe TOJaTaka O KYyMIUMa Y CTpaTelllke MIM TAaKTHYKe CBpXe.
Anamutnukn CRM omoryhaBa aHanmu3y nojartaka koja he monpuneTH yHanpelermy TpXKHIIIHE
epuKacHOCTH Ha pa3muuuTe Haunne (Kampani & Jhamb, 2020). Anammtiaxu CRM je npouec
CHHTE3e M TyMauema OIepaTHBHMUX IoJaTaka Kako OH ce ocTBapuia ONTUMM3alHja
UHTEpaKMja ca KyNouMa, HAeHTH(HKalMja MOTYhHOCTM U yOpaB/baleé MHOCIOBHHM
nepdopmancama (Ayyagari, 2021).

Anamutnukn CRM 06e36elyje noapuiky oneparusHom CRM-y, 3axBasbyjyhH J0CTYINHOCTH
npaBux HHGOpPMAalMja y NpaBo BpeMe areHTUMa ¥ KaHamiMa Koju KOMyHHIIMpPajy ca KynuuMa
(Iriana & Buttle, 2006). Y 1miby HMINIEMEHTAlMje MHTEIUIEHTHE IMepcoHANM3AIN]E,
anamutnakn CRM mosxke momohu mpyxkameM yBHJa y MOHaIIame Kynala Koje ce MOCTHKe
HNPUKYIUbalkbeM, CKIaJuINTeEmeM, o0pagoM TojaTaka, TyMadelmeM pesyiTaTa H
u3BemTaBambeM o kymuuMa (Goel, 2014). Jlanammsu Kynud TOCTajy CcBe  BHINE
couCTHIIHpAaHH M MHGOPMHCAHH, Ia ce CTOTa OJ OpraHH3allHja TPaXkH Ja MOHYAE CBOje
MpOM3BOAE M YCAyre y ckmagy ca noTpebama kymaua. Opranuszanuje Mopajy ga 4dyBajy
eBHISHIHjY O TpaHcaKIHjaMa Kylala y OHJIajH CHCTeMYy KOjH Takohe Moxxe nomohu y
Ipelu3HO] ¥ JOCIeNHO] HHTepaKIMju ca KynuuMma. [Ipukynsame gemorpa)ckux nojgaraka u
nojaTaka 0 MOHalIamky Kymala oMoryhaea na ce o0e30emy NpelM3HO LMIbAKE TPIKHITHHX
cerMeHara, IITO je MPUMapHH 1MJb aHanuTuakor CRM —a (Ayvagari, 2021).

Ananmutnukn M CRM-a ce 3acHuBa Ha onepatuBHoM CRM-y M ananusupa nojaTke o
KyMuMa Kkako OM kpeupao MH(oOpMalMje 0 CerMeHTalMju KyMala, MoHallamy Kymama u
BpEIHOCTH KyTala 3a OpraHu3alHjy, kopucteh anate 3a CTATHCTHUKY aHAIIU3Y, 2 HAPOUUTO
UCTpakuBame nojgataka (Rababah et al., 2011). Ha ocHOBY MHTENIUTEHTHE aHATHU3E MOaTaKa
MOTY ce J0OUTH OJrOBOpH Ha MHUTama kao mTo cy: Ko cy Hamm Hajpenuuju kyniu? Koju
Kynuu Ou HajseposaTHHje oArosopuiM Ha oapeheny nonyay? Koj xojux kynaua noctoju
Hajseha BepoBaTnoha 3a npena3sak ko1 konkypenata? (Buttle, 2009) U3 ananutnukor CRM-a
ce Mory JoOMTH cBe BaskHe M OMTHe HMH(oOpMalMje Be3aHe 3a MPOLECE OJHOCA Ca KyIIHMa,
MapKETHHIIKE TOTeHIWjasle W akTuBHOCTH (Limayem, 2006). Wudopmanuje o Kymimma
MOMa’XKy OpraHM3aluju aa 6oJbe pazyme NOHaIabEe Kynana, 1a CpoBee NpaBy TPaHCaKLIHjy
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Y IpaBo BpeMe H Aa Oyne y cTamy 1a euKkacHO cerMeHTHpa cBoje Tpskuwre (Iriana & Buttle,
2006). Anamutuukun CRM je HajKOMIUIEKCHHjH M HajcKymubH cermeHT CRM-a, koju Ha
OCHOBY E€KCIIePTCKHX 3Hama H JeTaj/bHe aHalH3e OrpOMHe KONHYHHE MojaTaka (hopMHpa
CIMKY O CBAKOM IIOjEIHHAYHOM KNIy, l-eTOBHM K€/baMa U NoTpedama, ca LIMJbeM pa3Boja
jakux ayropouynux ogHoca (Vasiljev, 2010). Anam3a NpUKYyIUbeHHX nojaraka oMmoryhasa
opraHusauMjaMa Ja MAeHTH(UKY]y oOpacue Kynaua, pasyMejy HBbHXOBO NOHAIIAlke, H3BpPLIE
IpeAUKTUBHY aHAIH3Y, IPHJIAroie NPOM3BOJE H YCayre, ¥ cIudHo. Saha n capaguuiy (2021)
cMaTpajy Ja Ha OCHOBY MH(OpMallMja U3 MHTEpaKLHUja ca KylLUMa, OpraHu3aluja MOXe Ja
Jo0Mje ommTH Morien Ha noTpebe Kymala ¥ NpeIBUIM KaKBY BPCTY MPOHM3BOJA W YCIyTe
Tpeba nonyauru kynuuma. Hakie, goxye ananntnakor CRM-a je nHTENMIreHTHO KopHiuhebe
MoJaTaka o Kymuuma Yy TakTH4Yke W/ crtpatemke cBpxe. Crora je wuHTerpanuja
ONEpaTUBHUX M aHAMUTHYKHX CRM pemema Kbyd NocTH3ama ycrexa u epextusHoct CRM
CHCTEMA.

Anamutnukn CRM npyxa OpojHe npennoctu opranmsamujama. Osaj Tun CRM-a moxe aa
MOMOTHE MEHalIMEHTY OpraHM3alija Ja ceé cMambU He3aloBOJLCTBO Kymaua, ¢ 003HpOM Ja
HACHTH(HKY]e KyNIe KOjH BHIIE HUCY JI0jaJIHH OpraHu3anuji. 3aTHM, MyTeM KIacH(pHKalMje
Kynana koja ce Bpum y ananutuukom CRM-y moryhe je na ce moseha odum mpomaje kpo3
npunarohasame npucTyna npogaju.  Anamutmukn  CRM  mobosplnaBa  ynpaBibarbe
LIeNOKYITHHM JlaHLleM cHabjeBama jep KOHTpoiMile Tpoukose U nosehaa npuxone. [lopen
HaBeJeHOT, ToMohy ananuTHakor CRM-a Moryhe je Ja ce ucTpake cnabocTH cHCTeMa U 1a ce
MOTOM Te cnadocTu mpeTBope y MoryhHoct W npenHoctu (Al-Homery et al., 2019).
HWndopmanuje o xynuuMa M HBHXOBUM mnpodunnma, TUCTpUOyHpaHe yHyTap M H3Mehy
(pynkumonanuux obOnactH, omoryhaBajy NpoakTHBaH NPUCTYNI MapKeTHMHTY M Tpojaju
(Keramati, 2010). 3a ananutnakn CRM ce moxxe pehu 1a npeacTasiba MOAPIIKY TEXHOIOMIKH
notnomoruyroj CRM cTpaTeTHju, Koja ceé OfABHMja KPO3 MpPHKYNJbame, CHCTEMaTH3alujy,
obpamy u TpaHchopMalHjy nojataka y WHpopMalHje BaKHE 3a YIpaBbamkbe OJHOCHMA ca
KynuuMma (Reicher & Szeghegyi, 2015).

Kumar n Reinartz (2018) majy npernen KBYYHHX METPHKa Kynala KoOjeé ce KOpHCTe Y
anamMTHIKOoM CRM-y. Kao HajBaykHMje METPUKE ¢€ MOTY M3BOjJUTH: TPKUIIHO ydyeuthe, pacT
npojaje, cTONa AKBHM3UIMje Kymala, TPOUIKOBM aKBM3MIIMje, CTOTA 3a[apXkaBama U CTOMA
ojUlacka, CTONAa NpeXHBJbaBama, yuewhe y kynosuuu (Share of Wallet), RFM Bpeanocrt,
BpeIHOCT KHUBOTHOT Beka kymia (CLV) u kanutan kynaua. [Tlopen HaBegeHnx MeTpHKa, MOsKe
ce M3BJIOJUTH H unoexc camucgharyuje xynana (Customer Satisfaction Index — CSI), na unju
3Ha4aj ykaszyje ayrop Best (2009). CBe mnomeHyTe MeETpPHKE Ce€ MOTY MOJEIHTH Ha
TpaJHIMHAIHC U CaBpEMCHE.

3.3.1. TpaagnunonaaHe MeTpHKe Kynaua y anaauruakom CRM-y

Tpacuwno yvewthe je jenna oj Hajuewrhe kopuimheHHX METPHKA M MOXKE C€ Ae(PMHHCATH Kao
yleo npojaje opraHM3aluje y 0JHOCY Ha IpoJajy CBHUX opraHmsanuja, mMehy cBUM KynuuMa
Ha fgatom TpxumTy. OBa MeTpuka He TNpyXa HH(OPMaIHUje O TOME KaKo je Hpojaja
muctpubyupana Mely kynimma, Beh ykasyje camo Ha arperatie nepdopmMancHue KaTeropmje.
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Pacm npoodaje nponssoaa, Openna WIH opraHU3alHdje je jeAHOCTaBHA METPHKa KOje TOpeaH
nosehame WIH cMamelme 00MMa Tpofaje MM BPEIHOCTH Npojaje y AAaTOM HepHoay ca
obuMoM umH BpeaHomhy mpojaje y NpeTXogHoM mepuony. Jlakme, ykasyje Ha cTemeH
nobommama OpojajHux nepdopmancH usMmelly [Ba MIM BHILE BpeMEHCKa MEpHOAA.
HeratuBan pacT npojaje WIH pacT mpojaje HIKH Of OCTaTKa TPXKHIITAa 00GHYHO MpeacTaBiba
paszor 3a 3adpunyrocT. PacT mpopaje je Op3M MHAMKATOp TPEHYTHOT CTama OpraHusalyje.
Moxe mnpeicTaBbaTH peNaTHBHY Mepy MepopMaHCH Kaja ce NOpeAH ca APYTHM
opraHusanMjamMa Ha TPXKHIITY. MehyTuMm, oBa MeTpHKa He NOKa3zyje KO KOJUX Kynana je
JIOIIUIO JI0 pacTa, a KoJ KOjuX HHje.

Cmona axksusuyuje Kynaya TPEACTaBba KbYYHY METPUKY NPHIMKOM YTBphUBama ycnexa
AKBH3UIIMOHE KaMIIalke W MPeacTaB/ba yAeo IOTEHIHjATHUX KyMala KOjH Cy NMPeTBOPeHH Y
Kymie. M3pauynaBa ce Ae/bemeM yaena MPUBYHYEHHMX NMOTEHIMjaTHUX KyMala ca YKYITHUM
OpojeM TMBaHWUX mMoOTeHIWjamHUX Kymana. CTona akBWU3WIMjE O3HA4YaRa TMPOCEYHY
BepoBaTHOhy TNpHBIIadera Kynama K3 IOMylalyje U YBeK ce H3pauyHaBa 3a Ipyly Kymnaua, a
He 3a nojeauHadHor kKyma. CTona akBM3MIMje 3a IOjeIHHA4HOT KymNia He mocToju, Beh
eKBHBAJICHTHA METPHKA 3a N10jeIMHIIA je BepoBaTHOhA MPHUBIaYeha KymIia.

Tpowkosu axsusuyuje TPeACTaB/bajy MOTPOLIBY Ha KaMIamy aKBH3HLMje MOJE/beHY ca
OpojeM NpHUBYYEHHX MOTEHIHUjATHUX KyNama. 3a pasfinKy O] CTONE aKBM3HMIMJE KOja MEpH
0JTOBOp HA KaMIamby, 0Ba METPHKa yKa3yje Ha e(UKacHOCT KaMName. TPOIIKOBH aKBU3HLIHjE
MOKa3yjy IMpocedyHe TPOIIKOBE MNpPHBIAYEHAa HOBOT IOjeAUHAYHOr KyHHa 3a ojpeheny
KaMMamy.

Cmona 3adpycasarsa y Iepuoay t ce JepHHHUIIE Kao MpocedyHa BeposaTHoha 1a Kynam Kynyje
OJl OpraHu3aluje y nepuoay f, ¢ 003UpoM Ja je oBaj Kymnain Takohe KyrnoBao y MPeTXOIHOM
nepuoay (t-1). Cmona odracka ce neduumme kKao npocedHa seposaTHoha ma he kyman
IpecTaTH ca KyNOoBHHaMa KOJ OpraHH3alje Y MepHomy £, ¢ 063UpoM Ja je Kymall KyrmoBao jo
nepuoaa t-1. Crona sagpikaBamba ce OJHOCH Ha IPOCEYHY CTOMY 3aApiKaBama Ipyne HIH
cerMeHTa Kymaua. TeopeTcku, cToma 3ajpiKaBamba Ce pas3iMKyje 3a CBAKOr MOjeIMHAYHOT
KYIMIa, &TH jé aIpOKCHMHpPaHa IPOCeYHOM CTOIOM 3apiKaBamba Ipyre WIH cerMeHTa Kymnara.
Ilpoceuna cToma 3adpskaBalba M IpoceyHa CTOMa OJNacka Cy AMPeKTHO MOBe3aHe, ¢
003pupoM 1a mBHX0B 30up u3HocH 100.

Cmona npedicug.bagarba TI0Ka3yje yAe0 Kynaua KojH Cy NpeKHBEIH, 0JHOCHO HACTABUIHU Ja
Oyay Kynnu mo mepHofa f of MoueTKa nocMaTpama oBHX Kynana. CToma NpexHBibaBamka ce
MEpPH 3a TPyIE Kylnala Koju cy NIpUBy4eHH Yy oapehenoM BpemeHckoM nepuoay. Mako croma
3ajJpiKaBamba W CTOMA ojjacka Mpyxajy WHpopMauuje 3a JaTH BPEeMEHCKH NepHoj, cToma
NPEeKUBbABAKA NPEACTaB/ba 30UPHY Mepy O TOME KOIHMKO je Kynala NpekHBeno uimely
nodyeTka opMupama Tpyle Kynana W OMIIO Koje Tadke y BpeMeHy HakoH Tora. Croma
IPEKUB/bABALA Y TPEHYTKY 1 je jeJHaKa IPOM3BOAY CTONE 3a1pikKaBatba Y BpEMEHY [ | CTOIlE
IpexKUBbABaka TOKOM MPETXOJHOT mepHoa (t-1). Mepeme cTone npexuBibaBamba je BEOMa
3HAYAjHO, jep e MO3KE JaKO M3padyHaTH ancolyTHH Opoj NPEexKHUBENHX Y JaTOM NEpHOY !,
Tako IITO CE CTOMNA MPEXKHMBIbABAKA MHOKH €A BEIMYHHOM IPYIE Kylala Ha NOYETKY.
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Vueuthe y kynosunu (Share of Wallet) ce ognocn na HoBUaHH H3HOC KOJH KyTal] H3[Baja 3a
KynoBuHy oapelenor Openpga, y omnocy Ha Apyre OpeHIOBe y OKBHPY JaTe KaTeropuje
IIPOHM3BOJA, YHME ce yKasyje Ha mpedepeHnujy Openga. Yuemhe y xynoBuHH je nobap
NpeJUKTOp npe(epeHlHja Kylnana M MoXKe OMTH BakKaH IOKa3aTelb JIOJATHOCTH Kynana
(Kumar, 2007). Mose ce padyyHaTH HA HMBOY HHIHBHIYaTHOT KYIIa MJIH Ha arperarHOM
HHMBOY, OJHOCHO HHBOY CErMEHTa MIM lele Oase Kynaua. Yuemhe y KyNoOBHHH Ha
HHIUBHIYaTHOM HHBOY yKa3yje Ha TO KOJIMKO je OpraHM3alldja BaKHA 3a MOjeIHHA4YHOT
KYIIIA ¥ CMUCIY HeTOBHX YJEeNa TPOIIKOBa y oapelenoj kaTeropuju. Yuemhe y KynoBHHH Ha
arperaTHOM HMBOY IOKa3yje KOJIHKO je oApeljeHa opranmsanuja BakHa 3a meHy 6a3y Kynama
Yy CMHCIY BMXOBUX TpollkoBa Yy Kareropuju. Mehyrum, ydewhe y kynosuHu Huje y
moryhHocTH nga mpykH jacHy MHAMKanwjy Oyayhux mpuxona u mpoduTa KOjU C& MOTY
OYEKHMBATH O KyIaLa.

3.3.2. CaBpemene MeTpuKke Kynana y anaautuuxkom CRM-y

RFM je TexHHMKa KOja ce 4ecTO KOPHCTH Y HpaKCH 3a NpOLEHY TOHAllama W BPEeJHOCTH
kymana. RFM oMoryhara 1a ce OCHOBY aHalM3e NMPETXHOJHOT MOHAIIamka npeasuae oyayhe
peakuuje ¥ MoHAaIIamke KyMana, Kao U Ja ce HIeHTH(UKYjY Npo (PUTaOUIHA CErMEHTH KyTana.
Osa TexHuKa caJp:Ku TPU OCHOBHe KOMIOHeHTe: R, F 1 M koje IpeacTaBsbajy NO4eTHA CI0Ba
pedn recency (HemaBHOCT), frequency (ydecTalocT) U monetary value (HOB4aHa BpPEIHOCT).
HenmaBHoCcT MepH KONHKO je BpeMéHa NpoLINO 01 Kada je Kymall NOcHelmM MyT MOocIao
HOPYOMHY OpraHM3alMju. YdecTalocT MepH KOJNMKO HecTO Kymall Hapydyje of
opranmsanuje y oapehenom medunmcanom nepuoxny. HoBuana BpegHocT ce oJHOCH Ha
IpoccdyaH M3HOC HOBLA KOjH KyTal H3ABaja 3a KyNOBHHY. 3a mpuMcny RFM TexHHKe jo
HEONXOJHO Ja OpraHu3aluja mocefyje 0asy mogaTaka o KymiMMma Koja Tpeba Ja caapiku
JaTyMe peanH3allHje CBHX KYNOBMHA, Ka0 M HOBYAHH H3HOC KOjH je CBAKH II0jeIHMHATHH
KyMall MOTPOLIHO 3a cBaky Kynosuny. [Ipumenom RFM-a xynuu ce KiacuHKyjy yV Tpyme
KOje Cy MOBe3aHe ca lBUXOBHM TIOHAIIAKEM NIPH KYIOBHHH, a CBaKa of TPH KOMIoHeHTe RFM
TeXHHUKE MpeicTaBba KpPUTepHjyM cermeHTauuje. [Ilopex Tora mrTo omoryhasa
opraHuzalHjaMa Ja UAeHTH(HUKYjY U 1Mbajy BpeAHe KyIIle ca BeoMa BEIIMKHUM IIaHcaMa 3a
KyNoBHHY, RFM TexHuka nomazxe M y u3deraBamy CKyNHX KaMIamba 1 KOMYHHUKalHja mpeMa
KYMIAMa 3a Koje TIOCTOjH Mama BeporaTHoha kymoruHe. 3axBaskyjyhu OB0j TexHMITH,
opraHusaluje Mory Aa HASHTH(HKYjy caMo OHE KyTILe Ca BEIMKOM BEpPOBAaTHONOM KyNOBHHE
U a y CKIagy ¢ THM ycMepe MapKeTHHIIKe CTpaTeruje U KoMyHHKaiuje. OrpaHudemne je To
mwTo ce RFM TexHMKa MOXKE OPHMEHHTH CaMO Ha PaclOJIOKHBE MOJATKE O KyNLUMa M3
IPeTXOHOT MepHO/a, a He Ha ojaTke o Oyayhuwm cuenapujuma. RFM omoryhasa ananmusy u
npeaBuljame ToHamama ofpcheHOr cerMeHTa Kymama, ald HC M CBAKOT MHIMBHIYalHOT

KVIIa.

Bpeonocm aicusomnoe eexa xyvnya (customer lifetime value - CLV) n3pauynasa ce kao 30Hp
KyMyIHpaHHX HOBYaHMX TOKOBAa KOjeé OpraHusaluji JoHOcH oApeheHu Kymai,
JHCKOHTOBAHHX KOpHIIhemeM MOHJEpPUCAaHe NpOocedHe IeHe KamuTana Kynna, TOKOM
IeTOBOT MJIH HeHOT KHMBOTHOT Beka capalibe ca opranusauujom. CLV je mpolieHa BpeAHOCTH
KyIMIa 332 OPraHH3alyjy y BHILE NepHoaa U MOMaXke MeHAIIMEeHTY Ja ONTHMAIHO pacHopenu
pecypce M pa3BHje MapKETHHILKE CTpaTervje Ha HUBOY kynua. Kotler u Keller (2009) naBone
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ga CLV mpeicTaBiba HeTO cafallliby BpefHOCT Toka Oyayhux mpodura koju ce Mory
O4EKMBaTH 0] AYTOPOYHMX KYMOBHHA KyMala TOKOM ILHXOBE capaibeé ca OpraHu3alHjoM.
CLV npeBa3zunas3u HepocTatke RFM TexHuke, ¢ 003HPOM J1a c&é OCHM HCTOPHjCKHX IOJaTaKa
3a u3pauyHaBame CLV-a xopucre nponene OynyhHx npHxoga M TpOIIKOBA, KAo W CTOMNA
3aap:kaBama Kynana. [lopen Tora, CLV ce Moxke H3padyHaTH KaKko HA arperaTHOM, Tako M Ha
MHIUBUAYaTHOM HUBOy. CLV je 3a pasnuky on RFM-a Bume okpeHyT ka OyayhHoctn u
oMoryhaBa MeHalIMeHTy AOHOIIEH:e AYropodHHMX oianyka. CBakM MOjeJUMHAYHM KyMall ce
NpoLEmYje HA OCHOBY HUXOBOT OYEKHBAHOT JONPHHOCA MPO(HUTY OpraHU3aluje, Ha OCHOBY
yera ce OHM Mory panrupard. OBo Moxke OUTH OCHOBa 3a (oOpMyIHcame M MPHMEHY
crpareruja crenu(pUuHUX 3a Kylua, Kako OM JOLLI0 J0 MAKCUMHU3HPaba JKUBOTHOI 1poduta
CBAKOT KyIllla ¥ moBehama Tpajama KMBOTHOT Beka cBakor kynna (Kumar, 2007). dpyrum
peunma, CLV momake opraHisaldju Ja TpPeTHpa CBaKOr KyIlla Apyraddje Ha OCHOBY
ILETOBOT JIOTNPHHOCA, a HE 1A CBE KYILE TPETHPa Ha HCTH HAYHH.

Arperanjom CLV BpemHOCTH CBHX Kymua mo0uja ce xanuman kynaya. Kanurtan xynana
npeacTaB/ba 30Mp NOjeJUMHAYHHMX JKMBOTHHX BpeIHOCTH 0a3e Kynaua y HETO Calalliboj
BpeaHocTH. OBa MeTpHKa je TIoKa3aTesb KOJMKO opraHusaluja BpeaH y oapeheHoM TpeHyTKy
Kao pesynTaT Hamopa OpraHu3aldja 3a yIpaB/balke KynuuMma. Y OBOM Cllydajy, KalHTal
Kylana faje eKOHOMCKY BpeIHOCT Liele Ipyle HIHM cerMeHTa Kynaua. Kamuran kymana
IpeacTaB/ba BPEIHOCT CBUX Kylala 3a opraHusanyjy. OBa MeTpHKa € MOXKe [IoCMaTpaTH Kao
Beza ca akOuoHapckoM BpeaHomthy opranusanuje. Ilponoprmja mnpoduTabumuux
HenpoHTaOUIHUX Kynala NpejcTaB/ba BakaH (DaKTOp KOjU yTHYe Ha KanuTtan Kynaoa. [la
6u ce moehao kanuTan Kymnara HamopHu MeHaliMeHTa Tpeba Ja Oyay ycmepenu Ha noBehame
Opoja Bucoxonpo(puTabuIHNX KynaLa y3 cMambelne Opoja HenpogurabuiHux Kynaua.

Huoexc camucgparyuje xynaua (Customer Satisfaction Index — CSI) ce KOpUCTH 3a Mepeme
3a0BOJBCTBA Kymama Ha OCHOBY ofpehenmx arpubyra. Kynmmm mpBo Ha JeceTOCTCHOHO]
JlukepToBoj ckanu ouemYjy BaxHOCT oapeljeHHX aTpnOyTa MPUIMKOM KyIOBHHE IPOU3BOA,
a 3aTHM HCKasyjy CTemeH 3af0BOJbCTBA JaTHM aTpHOYTHMa 3a KOHKPETHY OpraHH3alHjy.
Hakon Tora, 1o0HjeHe olleHe BAKHOCTH ce MpeTBapajy y MpoleHTe Y 3aBUCHOCTH O IHXO0BE
TeXKHHE, Te Ce Ha Taj HAYHUH yTBphyje TexknHa cBakor aTpuOyTa. 3aTHM ce OlieHe 3aJ0BOJLCTBA
nojefMHAYHUM aTpuOyTHUMa MOHAepHLLY oAroBapajyhuM TexxuHama Jatux arpudyra. Tako ce
nobHuja yKynHa NOHIEpUcaHa BPeJHOCT Koja ce MHOXH Opojem 10, umme ce u3padyHaBa
BPEIHOCT MHIeKca caTHcdaklje kynaua (Pordevic & Marinkovié, 2019).

3.4. Koxadopatusuu CRM

Capamma pasaHYHTHX 0JEJbeHa OpraHusaurje je kbyuna 3a ycnex CRM-a Komabopatnsau
CRM mnoapasymeBa pasmeny HHQOpManpja o KyniuMa ca pasiHiUTHM ojebemhbUMa YHyTap
opraHusanMje kKako OM ce MaxcHMH3Hpana mnpoguradHiHOCT, noBehalo 3aT0BOJECTBO H
nojamHoct kynaua (Lebdaoui & Chetioui, 2020). Konabopatueau umi komyHukaiuonu CRM
objemnmyje HHpOpPMaAIHje W3 pasTHYHTHX [e10Ba OpraHu3alnHje H/HIH O eKCTEPHHX
nmapTHepa ca LMJ/BEM Ja MX HCKOPHCTH pagu mobosbllama yciyra kymiuma (Jessup &
Valacich, 2008). Reinhold n Alt (2009) ncruay na xonaboparusan CRM npecraBiba capaamy
u3Mel)y jeTHOT MM BHILlE aKTepa y MaHIly BpeIHOCTH (HIp. JoOaBsbaua, MapTHepa U APYTHX
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eKCTepPHHX aKTepa, Kao IITO Cy e-TPHKUINTA) KaKo O ce MOCTHIJIO BHILE KOPHCTH 3a KyNLe 1
nobosb1any ogHocH ca kynuuma. Pokyc je Ha oJpkaBamy OJHOCA ca MapTHepUMa Kako Ou
ce OJIAKIIANA KOOPAMHAIH]a ¥ TIOCIOBAkY OpraHH3alHje, paad yclellnHje HIeHTH(PHKaIHje,
IpHUBIavelba, 3aipiKaBamka M pasBoja Kymana. Komabopatusau CRM omoryhaBa Jeberbe
BpeIHHX HH(popManuja myx naHoa cHabaeBama. Ctora cy Heku jgobaBmaun CRM
TeXHOJOTHje pa3BHIM aIUIMKallje 3a ynpaBibaibe OJHOCHMAa ca mapTHepuma (PRM) xoje
oMoryhaBajy opraHMzandjaMa fAa YOpaBibajy NapTHEpHMa HIIM eKOCHCTEMHMa KaHama o
CMamyjy TPOLIKOBE YIpaBjbamka MapTHEpUMa UiIu Kananuma (Al-Homery et al., 2019).

[Topen xomyHHKalMje H capaimbe ca IpyruM (yHKIHMjaMa y OKBUPY OpraHu3anuje, Kao U ca
eKCTepHUM HapTHepHMa, konabopatusun CRM obyxsaTa M mHTepakiuje ca kKynuuma. Dyche
(2002) nedunume komaboparusH CRM kao cnenuduuHy QYHKIMOHAIHOCT Koja oMoryhasa
JBOCMEpHY KOMYHHKauujy m3Mehy opranmsanvje M meHHX Kymala Kpo3 pa3lIM4HTe KaHale
Kako OM ce onaxkmao ¥ nobospIao kBamuTeT uHTepakiuje ca kyniuuma. META rpyna (2001)
HaBoau Ja komaboparueun CRM oOyxBata KOMIIOHEHTe M npolece koju omoryhasajy
opraHM3alvju Ja KOMyHHLHMpa U capaljyje ca cBojuM Kynuuma. OBO YKJbYy4yje TTacOBHe
TEXHOJIOTHje, BeO-IpoJaBHHLIE, e-TIOIITY, aluIHKallHje, KOH(pepeHIHje U HHTepaKIHje JTHLEeM
y nuue. Komabopatusau CRM ce 0HOCH Ha capa/iby pasTMYUTHX KOMYHHKAIIHOHUX KaHana,
Ka0 WTO cy Bed cajTOBW, e-MOILITa, CaMONOCHy)XHBalke, KOjH Cy KopHuiheHH Kao
KOMyHHKalMoHna ctpateruja (Kampani & Jhamb, 2020). Keramati mnctnde pga (2010)
konmaboparusuu CRM noapazymesa kopuitheme KoIabopaTHBHHX YCIyra H HHQPaCTpPyKType
Koja omoryhaBa ycHocTaBbalke MHTEpakuMje M3Mehy Kymama M opraHusanyje.
Konaboparuean CRM ce KOPHCTH y eKCTEpHHM oOmepaldjaMa ca KyNIuMa W OJIaKIIaRa
JBOCMEPHH MHTEPaKTHBHHM Aujanor u3melyy opranmsanuje u menux kynaua (Dalla Pozza et
al., 2018). KonaGopatusun CRM wma Benukd 3Hadaj jep omoryhasa na ce moboswiua
KOPUCHHUYKO HCKYCTBO, a PaslHYUTH JOCTYIHH KaHAMH (YIIIaBHOM €NEKTPOHCKH KaHAIH)
npeAcTaBsbajy 3HAUAjHY MPUIHNKY 3a OpraHu3aluje jJa yHampene oOMM M cHary ojHoca ca
KYMIHUMA.

Kako xomabopatmeuum CRM ¢yHKUMOHHMIIE Ha oONepaTMBHOM HHBOY CRM-a, MHOTH
UCTpaKUBA4YH Tra CMaTpajy mojackyrnom oneparuBHor CRM-a. Osaj tun CRM-a 3nadajHO
OllaKIlaBa KOMYHHKALIMjy OpraHusaldje ca KynuuMa M yOp3aBa IpHKYIUbame CBHX
HEOIIXOIHUX NojaTaka U uHdopMmandja o kymiuma. CBa KOMyHHKAIUja MpeMa KyInnouMma Hie
npexo konaboparusuor CRM-a, a BHXOBH OJrOBOPH Y MH(OPMALIHOHH CHCTEM NPUCTHKY
nyrem oneparusior CRM-a (Vasiljev, 2010). Kynan npuinukoM KOMyHHKanMje ca
OpraHu3alMjoM MoOke ,BHAETH camo KomabopatuBHH CRM, [OK ce ONEpaTUBHH U
anamutnakn CRM oanoce Ha yHYTpalllky CHOCOOHOCT OpraHM3alMje Ja OATOBOPH Ha
notpede Kymnana.

4. Yupas/bame 0JHOCHMA €A KYNIUMA Y JIMTHTAIHOM OKPYIKeIbY

Texuonomkn Hampegak W pa3soj MuTepHeTa cy MMmanu 3HauajaH YTHIA] Ha YOpPaBbambe
oaHocuMa ca kynuuma. Kapaktepuctuke MHTepHeTa, kKao ITO Cy HBeroBa BelHKa Op3HHa,
HCIIAaTUBOCT, CTalHa AOCTynHOCT MHTepHeTa, MoryhHOCTH TepcoHaNmM3allje CcaapiKaja,
JIOCTYITHOCT TEXHOJNOITKe HMH(PACTYKTYpEe 3a TNPHKYIJbAhe W CKIAIMIITERe N0aTaKa,
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nonpuHoce epukacHoctH CRM-a (Kimiloglu & Zarali, 2009). Moryhnoctu koje nmpyxajy
Hurepner u caBpeMeHe HH(OOPMALTHOHO KOMYHHKALIHOHE TEXHOIOTHjE JOBOJE J0 HHOBALIHja
y o0nacTH ympapibama OfAHOCHMA ca kynuuma. Hamme, npeo nonasu mo esonynuje E-CRM
peluema, a 3aTUM U 10 pas3Boja CRM-a 3acHoBaHoT Ha obnaky. Winer (2001) TBpau na y Bed
OKpYykKelby MocToju MoryhHOCTH 1a ce u3rpaie 60JbH OJHOCH ca KyNIIMMA.

4.1.E-CRM

HutepaxtuBHa npupoaa Beda y KOMOMHALN]H ca KOMYHHKAL[MjOM IyTeM ¢-nomre obe30chyje
HJeaTHO OKPYKEmE Y KOjeM ce pa3BHjajy OJHOCH ca Kymuuma, a 0a3ze mojaTaka mpyxajy
OCHOBY 3a WyBame IM0JaTaka 0 0JHOCHMA ca KYyMLHMa H Ipyxamke HHPOpMalHja 3a jadame
THX OojHOca nomMohy mnoOosplaHMX, yHanpen nepcoHamm3oBaHux ycnyra (Chaffey, 2007).
OBaj onnajn mpuctyn CRM-y ce nasuBa E-CRM (Electronic Customer Relatinship
Management). Konnent E-CRM-a ce nojasuo cpeauHoM 90-MX roamHa npouulor Beka. E-
CRM unTeTpHllle U NOjeIHOCTaBIbYje CBE Ipollece Y Be3H ca kynuuma nyreM HMuTtepnera n
noMake Ja ce MCKOpHCTe MHTEerpHcaHe MHOpMalHje O KyNUMa Kako OM ce MoDO0JbIIANO
MpPHUBNAYEHHE, 3aIIKABALE U IHpemke 0ase Kymara ynpaBibamkeM TyOOKHM M IYTOTPajHAM
onnHocuma (Chang et al., 2005). Opranusauuje Mory jJa pasymejy IHOHallalme Kynaua M
npeABuae NoTpede Kymala MHOTO JlaKlle HEro paHuje, kpo3 npaheme M aHanu3y OHNAjH
akTuBHOCTH. Lee-Kelley wm capaguuu (2003) cmarpajy ma ce E-CRM opnHocn Ha
MapKeTHHIIKE aKTHBHOCTH, anaTeé M TeXHHKe, AocTynHe npeko Hurepuera (kopuctehn
TEXHOJOTHje ka0 ITO Ccy Bed cajTOBM M eNeKTPOHCKA MOIITA, NPHKYIbalbe TofaTaka,
CKIIAIMIITEhE U HCTPAXKUBAILE TI0JaTaka) ca cHelu(pUUHEM LIHJbeM Aa ce JOoLUpajy, H3rpaje
U 1000 JbIIajy TyrOpOYHH OJHOCH Ca KYNIIHMa, Kako OH ce YHAIPeIHO BUXOB HHIHBHIYATHH
noteHujan. E-CRM je cTpaTerHjcKU-TEXHONOIIKO OpHjeHTHCAH MOCIOBHH MoOJeN
MapKeTHHTa OJHOCA, KOjH KOMOHHyje TpaguunoHanHd CRM ca annukanMjaMa e-mocluoBama
(Krizanova et al., 2018). Kotorov (2002) nepnnume E-CRM kao npuMeHy HHPOPMaLMOHHX
U KOMYHHMKAIIHOHHX TEXHOJOTHja Yy LWby mnoBehama obuma yemyra kynuuma. Ilopenm
HaBeJEHOT, ayTop HaBOAM Ja MH(OpPMAlLMOHO KOMYHHKAllMOHE TEXHOIOTHje omoryhasajy
OCTBapem-¢ eKOHOMHje 0OMMa y OJHOCHMA ca KyNIMMa, 300r cMamerma TPaHCAKIHMOHUX
TPOIIKOBA, OJHOCHO TPOILIKOBA YCHOCTaB/barba KOHTAKTa, KOMyHHKalMje, Iperosapama ca
KYIIIMMa, Ka0o U TPOLIKOBA peanu3oBama yrosopa. Toyese (2014) nepunume E-CRM xao neo
TpaguauonanHor CRM cucTeMa KoMe ce IpHCTya KopHinhermheM HHTePHET TeXHOIOTHje.

E-CRM w CRM He npefcTarbajy MCKJBYYHRO TeXHOJNOTHje, Oase rojaraka, mpollece HITH
HA4YMH peanusaldje akTUBHOCTH, Beh moapasyMeBajy KynTypy ycMepeHocTH Ha kynue. Oa
IBa KOHIEINTa HUCY OJBOjeHa jedaH oX apyror u Tpeba ma Oyny uHTerpucana (Smith &
Chaffey, 2005). Unax, noxes/bHO je pasTpaHM4HMTH OBa ABa koHuenTa. Pasnuky msmehy E-
CRM-a u CRM-a cy y cBojoj cryanju oGjacuunu Pan u Lee (2003). Haume, nmomenytu
ayropu HcTHuy Ja je CRM npucTyn mim nocloBHa cTpaTeruja koja 06e3deljyje Oecnipexopny
UHTETpalMjy cBake oONacTH MOCIOBama Koja ceé THYe Kymalma — MapKeTHHT, Tpojaja,
KOPHCHHYKH CEpBHC M MOJpIIKA Ha TepeHy — Kpo3 HHTErpalHjy JbyIH, Ipolieca H
Texnonoruje. C npyre cTpane, KopucTehd IpeJHOCTH peBONyLHOHApHOr yTHuaja MnTepHeTa,
E-CRM npommpyje Tpagunynonanne CRM TexHHKe, MHTErpHIIYhH TEXHONOTHje HOBHX
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eIeKTPOHCKHX KaHana, Kao 1ITo cy Beb, OeKHYHe H IIacOBHE TEXHOJOTHje, 1 KOMOHHYje HX
ca arMKalujaMa 3a e-nociosame y nenokynuy CRM ctpaternjy opranmsauuje. Ctora, Moxe
Ce 3aK/BYYHTH Ja OHO INTO TpaguimoHamnun CRM npyxka Moske IpeAcTaBbaTH caMo aeo E-
CRM pemema. Y oHNAjH OKpyXKemy ce Moxe A0OMTH Jaleko BHIIe HH(opMaluja o
KyIMIUMa, Tako mto he Kynuu OutH uenuranu wim he Outn npaheno BUXoBo noHanmame. Ha
Wntepuery ce Oenexu CBakM MOKPET KyMlla M TadHO CE 3HA Koje MH(oOpMalHje je Kymail
npernenao. Iloganu npukyrbeHH JUPEKTHO OJ KYTAala W BHXOBOT MOHAIIAKA ¢e MOTY 3aTHM
aHanM3upaTH Kako Ou ce maeHTH(HKOBane cneuuduune moryhHocTH 3a mpunarohaBame n
TepcoHaNH3aIijy MPOU3R0/A, YeIyTa U KomyHukandja (Fairhurst, 2001).

[Mun E-CRM-a jecte na mpenctaBu noTpebe Kymama M Ja pasBHje 3apaB ogHOC H3Mmehy
opraHuzalije W Kymaia, ITo oMoryhaBa opraHmzandjaMa 1a YCTIENIHO NPHKYIeE 3HAIE O
KYyMIIUMa U3 pasnu4uTHX U3Bopa. [logaiy o KynuuMa ce MOTy IPUKYIHTH yTeM eKCTpaHeTa,
afropuTaMa 3a OTKpHBame 3Hamba O KyNIMMa, OHJIAjH perHcTpaluje 1 KynoBuHe, konaunha,
reHepuinyhn orpomHe konuunne nogaraka (Anaam et al., 2021). Fjermestad wn Romano
(2003) nctmay na E-CRM mpencraBiba Bpio gobap cucTeM Koju omoryhasa Op3 mpucTyn
KYMIIUMa, 3aTHM 4YyBalkhe M aHanM3y NOJaTaka O KyNLINMa, Y IUJbY CTHIAMmA YHHBEP3ATHOT
yBHia y ToTpebe Kynana.

¥V oxkBupy koHuenta £-CRM-a noctoje Tpu HuBoa CRM-a (Apcosckn, 2008):

1. OcHoBHe ycayre, 3acHOBaHe Ha BeO pelIehUMa;

2. VYcnyre opujeHTHcaHe kKa Kymniy, Koje ykbyuyjy npaheme nHamora, usmeHe
IPOHU3BO/A, KACTOMH3ALIH]y TPOU3BOAA H CII;

3. VYcnyre nomatHe BpPEeOHOCTH, Kao INTO CY OHIAJH ayKiuje, OHJNAjH obyka
eayKalmja.

Fairhurst (2001) naBoau 6pojHe TexHoNomKe MOTyhHOCTH Koje Hyau E-CRM:

o CxnaguumTere M aHadH3a NOAATaka O KYNIMMa - CKIAJUIITEHhe U UCTPaKNUBAIe
nojaTaka NpeCcTaBsbajy NMPOLINpPEhe BUX0BE ynoTpede y odumajH OKpykewy, a
nocefHO je moTpebHO y3eTH y 003Mp OHNAjH MOJATKE 0 KIMKOBMMA Kymaua Koju
CY HECTO BeOMa 3HA4ajHH,;

e Mamune 3a nepcoHanuzalyjy - anaTH 3a Kpeupame MOCIOBHHUX NpaBHia Koja
Je(MHMITY HauMH Ha Koju he ce NMPMMEHHMTH MepcoHaNH3anyvja Ha oapeheHor
Kymnua y ogpeljenom Tpenytky. OBo Mopa OHTH He3aBHCHO OJ CTBAPHOT MEIHjyMa
KOji c¢ KOPHCTH 38 HHTEPaKIHjy ca KyILeM;

e VYmpasmame caapxajeM - caJapikaj npeacTaB/ba KJbyd oHnaju CRM-a u cacToju ce
ox uHpopMalWja, rpaduKe NPEeACTaB/ECHUX Ha cajTy. CHCTEMH 3a YIpaBlbambe
caapxkajeM omMoryhaBajy ypehuBame, Banmupanujy U objaB/bHBame caapkaja Ha
KOHTPOJIHCAH HAYHH;

e Mamune 3a eMuTOBame — oHe cy cnerupuune 3a Menuje (Mutepuer, nururanna
TeJeBH3Hja, AHPEKTHA MOLITA, NMO3HBHH LIEHTap MTA.) M Mpey3HMajy MOCIOBHA
IpaBUiia U cajpikaj, YIpaBsbajy KOPUCHHYKUM MPUCTYIOM yclyrama W cTBapajy
KOPHCHHYKO HCKYCTBO;
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e TpaHcaKIMOHH MeXaHM3aM - YOpaB/ba CTBApPHOM TPAHCAKIHjOM YKJbydyjyhu
MexaHu3aM mnahama;

e VYmpasmame TOKOBHMa nocia - 00e3beljyje ma ce npasu 3agaum muctpuOynpajy
IpaBUM JbyIAHMa y NpaBo BpeMe, Kako OM ce omoryhmma gocrmegHa ucnopyka

ycayre Kynuy.

E-CRM mpyxa MHOre MpeIHOCTH, Kao INTO CYy: TPOIIKOBHO e(MKacHHje TapreTHpame
KyIala, MacoBHO Mpunaroljasame MapkeTHHIIKHX Nopyka, nosehame myOuue, IMpHHE H
IpHUpoje OJHOCA ca KYMIUMa, 3aTUM KopHiheme pasIMYUTHX ajaTa 3a yueme O KymiHMma
TOKOM JXMBOTHOT BEKa Kymnua, Kao 1 HmxkH TpoiukosH (Chaffey, 2007). [Topen Tora, Anaam n
capagauii (2021) uctuuy na na E-CRM noGosplnaBa J0jalHOCT KyMalla, 3aTHM MPOLIUpYje
npojajy, KOPUCHHYKY yCIyry, yHanpelhyje mepcomnanmsanujy ogHoca, nobosblliaBa CBECT O
TpKHIOTY U oMmoryhaBa ymTedy Tpolukoea y mapkeTHHTY. Ilopen muorux Oenedura koje
npyxa E-CRM, BaxHo je umaTn y By da MHTepheT HHje jeInHH HauHH KOMYyHHKalHje ca
Kyniuma, ¢ 003MpoM Jla HEKH KYIILH jolll yBeK npedepupajy Tene(hoHCcKy UIN KOMYHHKALH]Y
TUneM y nuue. 3aTo je BaxkHa HHTerpanuja £E-CRM cuctema u Tpaguimonantor CRM-a, kako
Ou ce oOe3beano jeMMHCTBEH Mornen Ha Kynue, 0e3 003Mpa Ha HaAUMH KOMYHHKalMje ca
OpTaHH3aIHjOM.

Vepajame E-CRM pemema y OpraHu3alHjd  J0BOAM 10 MnoboJsplIama ONepaTHBHE
e(DEKTHBHOCTH M CTBapame JOJAaTHE BPEJHOCTH Y OpraHU3alliju Ha BHIIe HaunHa (Adebanjo,
2003):

e (CMmameme TPOLIKOBA KOHTAKTHPAKA KyMala, 3axBakyjyhu maxoj moctrymHocTH
JeTaJbHUX TojaTaka o Kynuuma. [Topen tora, ocoGbe 32 KOHTAKT ca KYMIMMa UMa
601be MOryhHOCTH J1a pelu ynuTe Kynara y kpahem poxy, 1To J0BOJIM [0 TOTA 1a
0co0Jbe MMa BUILE BPEMEHA 33 JPYTU NP0 JyKTHBAH Paj;

e [Ipenonieme MOjeMMHNX OArOBOPHOCTH HA Kymma (Kao 1mrTo je KoHpuryparuja
Hpou3Boja, Npaheme MOPYNOHHA, OHIAJH MPHKYIUbalkbe MOJATaKa O KYIIIHMA)
cMamyje aIMHHHCTPATHBHE M OTEPaTUBHE TPOLIKOBE 3a OPraHU3alyjy W Ha Taj
HaunH nosechaBa BpeanocT Kojy E-CRM pelese HyJH O praHu3auja;

e MWurerpauuja E-CRM amnukauuja ca back-office cuctemuma, Kao IITO cCy
HPOU3BOIbE, (PUHAHCH]je W JaHUU cHa0meBama MOXKE N000JBLIIATH TOK PagHHX
AKTMBHOCTH, a MOCTEIHYHO W e)MKacHOCT OpraHM3alMje, YMMe Ce IOCTHKE
ywrega y Tpomwkosuma. Ha npuMep, nmpomasiy Ha TepeHy MOrY y3 MHHHMANaH
HAMOp ¥ TPOILIKOBE Ja KOpHCTe pyuHe ypehaje 3a mposepy 3ammuxa, mpaheme
nopyybHHa, ciame (akrypa, IpoBepy CTaTyca MPOH3BOI:E H CIIHYHO;

e FE-CRM amnukaumje n0oBoje 10 moOoJbliama Mpojaje NpoQuincameM Kynala,
AyTOMATH30BAHHM YIIPAB/bAhEM KaMIIAmkaMa U CIIHYHO;

o [loGommame ykynmHe HHTEpaKiije ca KyHIUMa JOBOOM OO0 0oJbe ycIyre H
no0oJblIaka 3a10BOJBCTBA W JIOJATHOCTH KyNana, Kao M IKHBOTHE BpPEIHOCTH

KyTua.
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4.2. Pauynapcteo y ob.aaky (Cloud Computing) n CRM 3acnopan Ha obaaxy (Cloud-
based CRM)

PauynapctBo y obmnaky (Cloud Computing) je obnact padyHapcTsa y Kojoj ce codTsep, a y
HEKHM ClydajeBUMa M BHUPTYEJIHH XapABepCKH DPECypCH, IIpyikKajy Kao Yciyra myTeM
HntepHera, rae KOPHCHHIM He MOpajy HMAaTH 3Hame, eKCIepTH3Y MM KOHTPOILY Haj
TEXHOJOUIKOM HH(PACTPYKTYpoM Koja mnoapxaBa obnak (O'Brien & Marakas, 2011).
3axBasbyjyhn oOnaky, opraHusanujama je oMoryheHo 1a cBoje mporpaMe M MoJaTKe cMecTe
Ha cepBepe Tiaodamior Web npocTtopa, a iHMa ce IPUCTYNA MpeKo Bed MpeTpaskuBaya.

CRM mnpenctaBiba HiealHy animkanujy 3a obmax (Liang, 2011). Passoj pauynapctBa y
obmaky omoryhmo je TNpHUCTYNauHHMjy M TNPUIAroJJbUBHjy HUMIIemeHtanujy CRM
ununujatiBa. Ha oBaj Haumn BedMkuMM opraHusanijamMa ce omoryhasa jebeme CBHX
aniaMKanMja, MoJaTaka W TpousBoja y okBupy CRM cTpaTeruje unaHOBUMA YHYTap
opraHusanmje xojuma je To notpedno (Kumar & Reinartz, 2018). Kana ce CRM xopHucTH Kao
annukanuja obmaka, HazuBa ce CRM 3acHoBaH Ha oOnaky. Fernandes w Coutinho (2017)
HaBoJje 1a cy CRM cucremu TpaJuIMOHANHO OWIIM MHTEPHE anjuKaluje Koje Cy ce Halla3uie
Ha CepBepHMMa YHYTap opraHusauuje, a HoBH CRM cHcTeMH cy 3aCHOBaHHM Ha oOnaky.
OnnocHo, anjuKanyuja U CBH MOJAIM O KYMIMMa M MOCIOBHUM €BHIEHIMjaMa ce YyBajy Ha
cepeepuma CRM nposajaepa, a KopHcHMIHMAa je oMoryhen mnpucTyn mnpeko BeD
npetpaxkusada. Jlaxne, kopucuunn CRM-a Mory noctuhu nyHy NpoIyKTHBHOCT H KajJa HACY
Yy opraHsanuju, ¢ o03MpoM Ja MM je 3a NOpHUCTYN nojauuMa noTpedaH camo BeD
nperpakuBad. 3axsasbyjyhn CRM—y 3acHOBaHOM Ha 001aKy, KOPCHHHUIM MOTY Yy pealHOM
BpeMeHYy, ca OuJo Koje JoKalMje NPUCTYIMHTH MoJaluMa o ofpeheHuM Kymiuma, H3BPIIUTH
noceTe KymnuKMa, IMaTH YBHJ Y 3adaTke Koje cy goaenunu Haapehenu u cn (Liang, 2011).
CRM cucTeMH 3acHOBaHM Ha 00llaKy MOTY Ja KOPHCTe CBe KapaKTepHCTHKe TpaJULHOHAITHOT
CRM cuctema, a pasiMKyjy ce o TpamuuuHaaHor CRM cucTeMa no TOME IITO
OopraHHHM3aIMje He MOpajy Ja yNaxy y MalldHe, ONpeMy U paJHy cHary Ja 6u ogpskane paj
CRM cuctema (Chen et al., 2018). Souri 1 capagaunu (2017) usnpajajy neceT HajlIo3HATHjHX
nposajaepa ycinyra CRM-a 3acHoBaHor Ha obnaky u To: Salesforce.com, Oracle, NetSuite,
Microsoft Dynamics, Infusionsoft, HubSpot, Sugar, Zoho, Pipeline Deals u Maximizer.

Y cryadjama ce ucTHYy OpojHe TeXHMYKEe M MOHeTapHe npeqHoctH CRM-a 3acHOBaHOT Ha
obnaky (Nemecek & Vaitkova, 2011; Fernandes & Coutinho, 2017; Kumar & Reinartz, 2018):

e 3a usppmasame CRM cHucreMa HHje noTpebaH JOKAalTHH cepBep, Te HeMa
MOYETHUX TPOLIKOBA ylarama y HHPpacTpyKTypy U copTBep;

e Hinky TPOIIKOBH OJpkaBamba IENor cucTeMa, 00yke ocodba U Mame onTepeheme
UT ocobma;

e Opranuzanuja He Mopa fa kynyje CRM annuvkanujy U He Mopa Ja je HHCTAIHpa
Ha CBAaKH padyHap y KaHLeNapHjH W Ja je &Xypupa;

e Askypupame IOJaTaka, NpaBbelkhe PEe3ePBHHX KONHja NOJAaTaka H OAPXKaBame
rapanTtyje no0aBsbad oOaka;

¢ KopHcHHIM MOTY IPHCTYIIHTH CHCTEMy ca OMIIO KoT MecTa myTeM MutepHeTa;
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e 3anociueHy MOTY Ja HPUCTYNE CBHUM NOAAlMMa M MHQOpMalMjaMa O KymiMa
nyTeM WHTepdejca Koju ce mpuinarohaBa crelM(UYHHM 3aXTeBHMa H KeJbama
CBAaKOT 3aHOCIICHOT.

o EdukacHuje ynpasbarme moanuMa 1 HH(HO pMalifjama;

e Meceune ymmate ngobaBpaunma obnaka, ymecto niahama yHamnpen, CMamyjy
(PMHAHCHjCKM PH3HK OBHX Tpojekata W TMo0o/bllIaBajy TOK TOTOBHHE Y
OpraHu3arLmju.

Lal n Bharadwaj (2015) nonase mo 3akspyuka Ja kopuitheme CRM-a 3acHOBaHOT Ha 00OnaKy
JOBOJHM [0 3af0BOJbCTBA KOPHCHHKA, Kao M A0 yBehama (uHAHCH|CKMX H He()MHAHCHjCKHX
KOpUCTH y opranusauujama. Mehytum, nopen npeanocTy ce jaBibajy M oapehenu Hegoctauu
ynorpebe CRM-a 3acHoBanor Ha obmaky. Kao rmaBme Mane ce HMCTH4Y OrpaHHYeHOCT
npunaroljaBama noTpedama NojeIMHAYHMX KOPUCHHKA (HIOp. MpOMEHa eKpaHa, JO0NaBarbe
nojka M CIL), OrpaHH4YeHa MHTepaKiHja ca JOPYrHM HHPOPMALMOHHM CHCTEMHMA Y
OPTaHM3alMH, Ka0 U CKIAAUIITEE OCET/BUBHX MOfaTaka Ha CEpPBEpHMa IpOBajaepa yclyre
(Chen et al., 2018). Vuong n Braun (2015) ucrnuy ga cy npobnemn 0Oe3bemHocTH H
NPUBATHOCTH MOJaTaKka rllaBHe NpeNnpeKe Koje clpedaBajy OpraHu3alnmje Aa IHPOKo KOPHCTe
CRM ycnyre 3acHoBaHe Ha oOnaky. CRM cHcTeMH MaHHMITYIHIIY BeIHMKOM KOJIHYHHOM
IM4YHHX N0JaTaka, I0JaTaka 0 KynuuMa ¥ OCET/bMBHM I0JalliMa OpraHu3aLMja, Kao WTo cy
e-romTa, Opoj Tenedona, naTym polema, noganu o npoaajH, Tako aa je dbe3benHOCT ogaTaKA
KJbY4HH aCIEKT.

5. INoka3zate/bu nepopMancH ypap/baiba OHOCHMA €A KYNIHMA

Krizanova n capagunmm (2018) cmatpajy ma cy undopmanuje o (yHKIHOHATHOCTH H
neppopmancama Beoma BaxaH aeo CRM-a. OHHM y CB0jOj CTYIHjH HABOJAC IIECT KJbYYHHX
pasnora 3a KBaHTU(QHKaLHjy neppopmancu CRM-a:

e Mepeme noBoAM 10 MpelM3HHjer AedHHHCama cTpaTeruje U nosehanor mnosepema y
crparerujy mely sanocnenmma. Ctpaternjy Tpeba mpeypeauTH He caMO Ha HHUBOY
CRM-a Beh 1 Ha HUBOY LieNie OpraHu3anmje;

e Mepeme omoryhaBa o0jennmbaBamke KOMYHHKAUHjE O CTpaTerHju M KbydHHM CRM
(akTopHMa,;

e Mepeme noschaBa nojaHOCT 3amocIeHMX M MASHTH(HKALMjy ca CTPAaTETHjOM H
LM/bEBHMA OpraHu3aluje;

e Mepeme noeehaBa yaeo YCIEIIHMX NpOMEHa, ¢ O03MPOM Ja MOCTOje pasIHuHTe
MOCIIOBHE MPOMEHe 3a Koje je Beha BepoBarHoha na he ycnern HakoH ycremrHe
nmnnemenTtannje CRM-a;

e Mepeme nosehaBa MoryhHocTH 1 ciocoOHOCTH 3a nipeaBuhame npobnema;

¢ Mepeme mnojegHocTaBibyje npaheme KOHTHHYHpPaHOT —YTHLIaja MpOMEHa Ha
TN0jeIMHAYHE TTOCTOBHE CETMEHTe.

CRM ce MO€e MEPUTH IIpEMa YYMHKY OpraHusanuja koje ra npumeyjy (Venturini & Benito,
2015). Opranuzanuone mnepdopMaHce ce MOTY MpOlEHHBATH TNOMOhy Ccy0jeKTHMBHHX H
o0jextnBHMX Mepuna (Rafiki et al., 2019). 3a paznuky o1 00jeKTHBHEX neppopManCH, Koje ce
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Mepe Ha OCHOBY 3BaHHYHHX W3BellTaja OpraHusalHja, nepdopmance ce MOTy H CyOjeKTHBHO
IPOLIEHUTH O CTpaHe NMpeIcTaBHHKA Heke oprann3aimje. [Ipumkom cyOjeKTHBHUX MpoLIeHa,
nepdopMaHce OpraHH3allHje ce Iopee Y 0OAHOCY Ha nepopMaHce KOHKypeHara. 3a mpoleHy
neppopmancu CRM-a cy OpojHH ayTOpH KOPHCTHUIM pasHUYUTe HHAMKATOpE, OJHOCHO HeMa
CTaHAapAU30BaHOr KOHLIENTa 3a Mepeme neppopmancu CRM-a. Mehta (2013) je nomohy
CHCTEMAaTCKOT TIpernefa JuTepaTtype MAeHTH(HKoBao uak 217 xopuimheHHMX HHAHKATOpa
neppopmancu CRM-a.

Venturini n Benito (2015) cy Ha OCHOBY Mpernena JMTEpaType MPOHALUIH PEIeBaHTHE
nepcrnekTuBe 0 Mepemy nepdopmancu CRM-a, oJHOCHO HHTEpHE HACIpaM eKCTEPHHX
HHIUKATOPAa M ONHUIUBMBE HACYIIPOT HeMAaTepHjalHUX HMHIuKaTopa. MHTepHH MHIMKaTOpH
npejcTaBsbajy Nobosblame NepdopMaHcH opraHusaluje o Kora Joiasu ycaen ynoTpebe
CRM-a n 3ag0BosscTBa CRM-0M. EXcTepHM MHAMKATOPH OTKPHUBAjy caTHC(aKIMjy Kynaua
MHOBallHjaMa WM TOJPIIKOM OpraHu3alMje kao oaroBop Ha CRM wuMIIIeMeHTaljy.
Onun/bMBM  MHAMKATOPM c€ OjgHOCE Ha [po(puTAOMIHOCT, CMalbele TPOLIKOBA,
OPOOYKTUBHOCT 3amocleHHX M cauyHo. Hemarepujannum MHAMKATOpH — oJpaxkasajy
NepLenTyalne Mepe, Kao LITO CY 3aJ0B0JECTBO KyMnalla HIH HHBO YCIyTa KyHnIuMa.

Guerola-Navarro u capagauni (2021) y cBojoj cTymuju pasBHjajy MOJIEN 32 Mepere
neppopmancu CRM-a 1 ykasyjy Ha ciefehe MHIMKaTope: KBAIHTET NPOM3BOAA HIIH YCIYTE,
ycTeX HOBHX NpPOM3BOJA MM YCIyra, CTONA 3aJpKaBaa Kylalla, HHBO Npojaje, moBpahaj
KanuTana, Opyro mnpodurTHa Mapyka, moBpahaj ynarama. OHH npemiaxy cyOjeKTHBHY
IpOLIEHY OBUX MHAMKATOPA, OJHOCHO HUX0BO Nopeheme y 01HOCY Ha Apyre KOHKYpEHTE.

Lindgreen n capagnumy (2006) npennaxy anat 3a npoueny CRM-a xoju ce cacToju of AeceT
eBalyaTUBHUX eJleMeHaTa, KaTeTOPUCAHUX Y TPH rpyne: |. cTpaTellku eneMeHTH, Kao LITO Cy
cTpaTersja Kymaia, cTpaTeruja MHTCpakiMja ca KyNIHMMa, cTpaTrerHja OpeHIa M cTpaTcryja
Kpeupama BpeiHOCTH; 2. HH(PacTPyKTYpHH e€IeMEHTH, OJHOCHO KyITypa, JbYIH
OpraHH3allMOHa CTPYKTypa M HH(OpMALHOHA TEXHOJIOTHja; M 3. eJIeMeHTe mpoleca KojHu
YKJbYUYjy OpOLEC YIIpaB/baba OJHOCHMA U YIIPABJbahe 3HAEM.

Garrido-Moreno n Padilla-Meléndez (2011) pesynrare CRM-a nocMaTpajy npeko ABe rpymne
UHAMKaTOpa: (HMHAHCHjCKMX M MapkeTHHIKHX. DHHAaHCHjcKe pesynTaTe Mepe MpeKo
npo (pHTAOHIHOCTH, TMOpacTa Mpojaje, CMAmeha TPOIIKOBA H MOPAcTa TPKHIIHOT yuemtha.
Kao mHamkaTope MapKeTHHIIKHX Nep(opMaHCH Cy KOPUCTHIM TOBepeme, caTHCc(akLujy 1
JI0jalHOCT Kynana. 3a NpolleHy CBHX OBHX HHAHKATOpa cy KopHiheHa cy0jeKTHBHA MepHa.

Algershi n capagaunu (2020) Takohe y cBOM HCTpakMBamby KOPUCTe CYOjeKTHBHA MEpHIa U
nepdopMaHce TpOLEHY]y Npeko creaehux neceT mHAMKaropa: mospahaj ynarama, oOHM
npodaje, Tp:kuIIHO Yyuemrhe, ©opacT Mpojaje, WHOBATHBHOCT IIPOM3BOJA, TOpacT
npo(pUTAOMIHOCTH, HOBYAHH TOKOBH, Pa3BOj HOBHUX MPOH3BOMA, CMAambEmhe TPOLIKOBA H
AKTHBHOCTH MCTpaXKUBaIba H pa3Boja.

Kasim u Minai (2009) cy npoy4aBanu nepdopmance CRM-a y XOTelnckoj HHAYCTpHjH. 3a
npoleHy nepopMaHCH Cy KOPUCTHIIM JeceT MokaszaTesba Koja cy CyOjeKTHBHO OlleHmheHa Y
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OJHOCY Ha KOHKYpPEHIH]y H TO: mobosbllaimbe MpHXOAa OJ Npojaje, nodosbllamke HHBOA
NONYHEHOCTH KamaluTeTa, pacT TOHOBJbEHE TIpojaje, noBehame npodHuTabHIHOCTH,
cBeyKynHo mobosblliame nepdopMaHcH y OJHOCY Ha KOHKypeHTe XoTena, pacT HocTojehnx
KyIana, pacT TPXKUIIHOT yAela, O0Jbe OLEHE W3 aHKeTa Kynaua, mo00JbIIAmE KHBOTHE
BpeJHOCTH KyTala.

Crymja xojy cy crnposenu Chang w capaguund (2010) noapazymeBa cyOjeKTHBHY OLIEHY
nepOpMaHCH KaTeropucaHUX Yy [Be TpyHe: TPXUIIHA e(eKTHBHOCT M TPXKHIIHA
npo¢uTtadunnocT. TpxkumHa eeKTHBHOCT YKJbydyje YETHPH CTaBKe: NOPACT TP:KHIIHOT
yaena, nopacT IpUxoja o NMpojaje, NpHBIadekhe HOBUX Kynama u Behy npoaajy noctojehum
kymuMa. Ha Tpsxmuny npogurauinHocT ce oqHOCce HapeaHe TpH CTaBKe: noBpahaj ynarama,
100po nocTH3amke (PUHAHCH]CKHX IIHIbEBA U reHepalHa NpogHTabIIHOCT.

Dalla Pozza v capagnuun (2018) cy npunukom Mepema nepdopmancn CRM-a 3aMOIHIH
HCIIUTAHMKE W3 OpraHM3alidja Ja NpolieHe NoOoJbllame akBU3MIIMjE, pacTa U JIOjalTHOCTH
KyIana ojJ rnoderka uMmmnuementanuje CRM-a. [IpuBnademe Kynana je MepeHo y3 nomoh aBa
WHIMKATOPa KOjH H3pakaBajy moboskiname y Opojy HOBUX Kymara W BpaheHHX W3ry0JseHux
kynmana. Pacr kymana ce cacTojao of TpH HHAMKaropa M oOyxBarao je noOoJbllama Y
npuxoamMMa Kynana, OpodHMTHMa Kynalla M SKMBOTHO] BpeqHocTH Kymauna. Komnaumo,
JI0jaTHOCT Kymauna je MepeHa momMolly [aBa MHAMKaropa KOjH M3paxkasajy noosbliame y
3ap:KaBamby M 33aJ0BOBLCTBY Kynmana. CBe oBe Mepe y4MHKA CY OLEIbeHe Ha MeTOCTEeNeHoj
CKaJli y pacloHy o ,,MHOTO JIOLIHje" 10 ,,MHOrO DOJbE",

Lee (2018) je mpunukom Mepema nepdopmancn CRM-a y cBOM HCTPOKHBAILY 3aTPAKUO O]
aHKeTHPAHUX OpraHH3all{ja Ja MPOLEHE Yy OXHOCY Ha KOHKYPEHTE AYKHHY capaimbe ca
KYIIUMa, 3apKaBame KyIalla, JI0jaTHOCT Kymnana, Kao U lUXoBy catuchaxkunjy. Madhovi u
Dhliwayo (2017) nepdopmance Mepe Ipexo MHTama Koja cé 0JHOCE Ha JIOjallHOCT Kymala,
TPIKHUIIHO y4enrhe, roauIImBH 00pT ¥ podHUTabHUITHOCT.

Onpehenn Opoj crymuja (Kim et al., 2003; Mohammad et al., 2013) je 3a Mepeme
nepdopmancu kopuctuo koHuent Balanced Scorecard-a (BSC), xoju cy pazsunu Kaplan u
Norton (1992). V nuramy je MHCTPYMEHT 3a TpaHc(opMalHjy cTpaTerdje opraHH3auHje y
MepJbHBe NMOCIOBHE IIUJBEBE, Kao H 3a Meperse nepdopmancu. BSC nocmatpa opraHu3aluoHe
nepgopmarce U3 4eTHPH NepcHeKTHBe: (JMHAHCH|CKE NepCHeKTHBe, NMepcleKTKHBe Kymalla,
NEPCIEKTHBE Y4eHa U Pa3Boja, Kao H NEPCIIEKTHBE HHTEPHUX Npoueca. XOMUCTHYKA NIPHPOJaA
BSC -a uuHM ra MOTOAHNM 3a CTpaTelIKO YIpaBJbame W Mepeme nepdopmancu CRM-a. vV
cywtuHy, CRM nuMa 3a 1uJb Ja noeeha npuxo H3rpaamsoM 0JHOCA ca KyNLUMa, Tako aa BSC
OpUCTYNl KOjU TOBe3yje OYropodHe LMJbEBE ca KPaTKOPOUHHMM aKlWjaMa, OJAroBapa
¢unosoduju CRM-a u pesyararuma nmnnementamuje CRM-a (Venturini & Benito, 2015).

Wmajyhu y BHAY HaBeIeHO, MOXKE ce 3aK/bYYHTH Ja Cy PasiTHUUTH ayTOPH KOPHUCTHIIH
pasnuuuTe MHAMKarope nepdopmancu. MehyTum, nokaszatesby Koju ¢y Hajuenthe kopuirhenu
Yy HaBeISHHM HCTPaXMBamHMa cy: TpxuIIHO ydeuthe, mpoduTadunnocT, nmopacT npogaje,
CMamehe TPOIIKOBA, NoBpahaj ynarama, 10jaTHOCT Kynaua, caTHc(akiija Kynana.
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6. EdexTn ynpaB/bama 0IHOCHMA ca KyNIIIUMA HA OPraHU3aluoHe
nepchopmance

CRM uyan BenukM TNOTeHLUjan 3a yHanpeheme M mobosbllame AYTOPOUYHUX OJHOCA ca
Kymiuma, kao 1 3a noschame npoduradbunnocru opranmsanuja (Righy & Ledingham, 2004).
HWmnnementamja CRM-a moMake y npuoOHjamy HOBHX, all W y 3ajpsKaBamby H
3am0BosbaBay nocTojehux kynmama. Swoniemi w capaguuuu (2022) cyrepumy ma he
(punaHCHjcKH mpHUX0oaAM A00MjeHH o1 CRM-a 3aBUCUTH O Tora y Kojoj Mepu CRM cucrem
Mo>ke e()MKacHO Aa MOAPIKH pasaH4nTe NoTpebe KpajlbuX KOPHCHUKA JOK H3BPILIABAjy BeOMa
BeIIHKH Opoj MapKeTHHIIKHUX, IPOJajHHX U YCIyXKHHX npoleca. HaBenenu ayropu ykasyjy Ha
To ga CRM cucremu Mory mnoGosblnaTd mpoliece (OKycHpaHe Ha KyMma Tako IITO
oMmoryhaBajy opranusaiyjama jga: y4ecTBYjy y ABOCMEPHOj pasMeHH ca KYNLMMa; MpHXBaTe
BEITHKEe KONMYHHE PeleBAHTHUX MH(QOpPMAIHja O KyMIIHMA, HHTErpPHIIY MoJaTKe 0 KyNIHMa
U3 pasiTH4YUTHX U3BOPa, Kao Aa 1 00e30e]e KpajiMM KOPHCHHIUMA MIPUCTYI HH(OpMaLlHjaMa
0 KymuuMa MoTpeOHMM 3a CTPaTEerMjCKO M TaKTHYKO AoHowmeme omnyka. CRM Moxe
nobospiiat mepdopMance opraHusanMje Kpo3 mnosBehame caTucakuuje M JI0jaTHOCTH
Kynana, cMamemhe TPOUIKOBa akBU3HLMje Kynana ¥ nosehany npodmrabunnoct (Piccoli et
al., 2003). Bezovski n Hussain (2016) nonasze no 3ak/bydka ga CRM moMake y cMamCly
pagnor onTepehema M aAMMHHCTPaTHBHUX TpolIkoBa, noBehamy yHakpcHe mpofaje H
nosehamy npuxoaa. Rapp u capannunu (2010) ykasyjy Ha To 1a ce nyT ka yBehamy npuxoma
U npo(hHuTa NOCTHXKE pa3BUjabeM, OJpiKaBambeM U yHampelemeM ychemHux ogHoca uiMely
opraHusalHje H Kynana, Kao M YCIOCTaBJbambeM caTHcakiiHje Kynana. BHCOKH HHBOH
caTHc(akLMje U JOjATHOCTH Kylalla MOTY J0BECTH A0 Hosehama NMpHXoJa Kpo3 YHAKpCHY
npoJajy MiaH IyTeM oxpaOpema M HMOACTHIAKA Kymaua Aa Kymyjy DOJaTHO, BaH CBOjHX
ocHOBHUX Tpom3Bofa. [Topen Tora, caTucakliMja M NOjaNHOCT Kymala MOy jJa yTH4Y Ha
nepdopmance kpo3 BehW TpKHUIIHH yAeo W Hibke Tpounkome. Jlakne, opraHmzanuje Koje
OCTBapyjy BHCOK HMBO caTUC(aKLKje U JI0jaTHOCTH KyHala ocTBapyjy Behy npogurabunsoct
n Oosen morpahaj ymarama ojI OpraHu3anHja ca HIKOM JIOjaTHOCTH W caTuchaknujom
Kynata.

BpojHa nocamammsa HcTpaxkMBama cy mokazama jga CRM WMa CTaTHCTHYKM 3HAdajaH
MO3HTHBAH YTHIIA] HA OpraHu3anHoHe neppopmance (Sin et al., 2005; Coltman, 2007, Battor
& Battor, 2010; Keramati et al., 2010; Akroush et al.,2011, Wang & Feng, 2012; Amoako et
al., 2012; Mohammad et al., 2013; Mozaheb et al., 2015; Ahani et al., 2017; Valmohammadi,
2017; Madhovi & Dhliwayo, 2017; Soltani et al., 2018; Lebdaoui & Chetioui, 2020; Ullah et
al., 2020; Suoniemi et al., 2022). OBaj mo3HTHBAaH OAHOC je mocneauia kopumhema CRM-a
He caMo 3a NpHUBIayeme HOBHMX Kymalla, Beh M 3a 3agpkaBame mocrojehmx Kymama pamn
KOHKYpCHTCKe mpeaHocTH. doKycHpame Ha KyNIa, a HC Ha NpoH3Bod, Tpebano 6m ma
nobosblla MHTEpaKUKjy ca KyMIuMa, J0Aa BPeIHOCT MPOM3BOAMMA M ycIyraMa M CTBOpPH
nojamHoeT H npogutadunnoct kynana (Kasim & Minai, 2009). C gpyre cipane, oapehene
CTyaHje Cy JoLLIe A0 CYIPOTHHX 3aKbydaka o eextuma CRM-a na nepdopmance (Reinariz
et al.,2004; Voss & Voss, 2008; Reimann et al., 2010). Reinartz n capagaunu (2004) ykazyjy
Ha TO Ja BeNHKH Opoj opraHusalnija TPOIIM OTPOMHE CyMe HOBIA Ha yNpaBJbamke 0JHOCHMA
ca KymNIuMa, a He OCTBapyjy OYeKHBAaHO N0OOJbIIAke OPraHH3allHOHIX Hep(opMaHcH. Y3pok
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Tora orilefa ceé y Heyclexy opraHH3aldja Aa aJeKBaTHO mpuMmeHe cBoje CRM pecypce 3a
U3rpajiby CYNMEepHOPHHUX CHOCOOHOCTH y yHpaBibaly OJHOCHMA Ca KYMLIHMa M JOCTH3AIbe
KOHKypeHTCKHX npeaHoctH (Wang & Feng, 2012). Ilpema Tome, opranusanuje He OH
Tpebano camo 1a nocenyjy Bpenne CRM pecypce, Beh H 1a Hayde Kako Ja KOPHCTe pecypce
3a m3rpagmy jakux CRM cnocobuocTH, koje he oHga JOMpHHETH M3BEHpPEeIHHM IOCIOBHHM
neppopmancama (Rafiki et al., 2019). Zablah n capagnuum (2004) cy yrBpaumM Ja je jeaan
o1 HajuemthHX CTaBOBAa U3PKEHUX y IUTepaTypH aa je ,,CRM MHOTO BHIIE 0 TEXHOJIOTHje™
U J1a je HeJOCTATaK pa3yMeBamba BErOBe MpaBe MPUPOIE, JENMMHYHO, OAr0BOPAH 3a HEYCIEX
Opojunx CRM wnuimjatura. Pecypcn mH{opmanvoHe TeXHONOTHje HUCY caMH TIO ceOH
J0BOJbHU Ja 00e30eie 3HAdajHe pesyiTarTe, OJHOCHO caMa y/larama y XapABep M codrsep
HHUCY J0BOJbHA 32 NoApIIKY MmieMenTanuje CRM cuctema (Rapp et al., 2010). Ilotpebno je
Ja ce TEXHOJIOIIKH pEecypcH NpHMeHe Yy KoMOHMHALMjH ca APYTHM KOMIUIEMEHTapHHM
pecypcuMa, OJHOCHO TeXHONOTHja Tpeba Ja ce MHTErpHlle ca MOCIOBHUM IIpOLEcCHMa U
JBYICKHM BemTHHama yeMmepeHuM Ha kynue (Coltman, 2007). Jeffery n Leliveld (2004)
HaBOJE Ja opraHusalMje dyecTo uHBecTMUHje y CRM mpojexTe Bpille Ha HEKOOPAMHUCAH
HaguH. MeljyTum, 6e3 063upa Ha HeocTBapeHa OYEKHBaMba Be3aHa 3a HMIIeMeHTalujy CRM-
a, MHOre oOpraHusaldje He MpPEKUJajy CBOje Hamope BesaHe 3a peammsauujy CRM
nnnnHjatusa (Hong-kit Yim et al., 2004). HanpoTHB, MeHaIMEHT HACTOJH a yIH H3 CBOJHX
rpeuaka 1 ycaspiiu cBoje CRM 1ubeBe U akTHBHOCTH.

VKomHMKO oOpraHdzalHje cXBaTe BpPeAHOCT Kylama 3a opraHmsaimjy, octsapuhe 0Oospe
nephopmance (Reinartz et al., 2004). Heonxoano je qa pecypcu Koje opranusaliije IoTpoIie
Ha Kymie Oyay ycknahenu ca mpuxoamma MiH npoUTOM OCTBAPEHHM O] MCTHX Kymala
(Mulhern, 1999). Hakne, opranmsauuvje Tpeba Ja wWTeae Ha HeNpo(UTaOMIHMM HIH
MapruHanHo npoduTabUIHUM KYNIMMa, a HAa BHCOKO NpoduTabunne Kynue je mokesbHO
notpoumTH Behy Konmuuuny pecypca. Rapp u capaguuiy (2010) oTkpHBajy HEKOIMKO HauMHA
HA KOje OJHOCH ca KyIIHMa MOTY JONPHHETH CTBApamy BPeIHOCTH 3a opranuzanyjy. IIpso,
J00pH OJHOCH ca KyNUHMa W 3Hake 0 KyNUUMa MOTY JOBECTH OO KpahHX NpoJajHuX
IUKIyca, Kao ¥ HKKHX TPOLIKOBa Ycyre. 3aTUM, KYNIM KOJjH HMajy YCIOCTaBJbeHE
JYropo4He 0JHOCE Ca OPraHu3aliijoM, Matbe CY CKIOHM KYIOBMHHU KOJ KOHKYpeHaTa U BHIIE
pearyjy Ha MapKeTHHIIKe Hanope opranusanmje. Ha xpajy, no6po ¢opmupana 6aza xynaia
MOJKE JOBECTH 10 OpiKer IpHXBaTarka IPOH3BOAA HA TPXKUIITY, IITO yOp3aBa TOKOBE HOBIIA, a
TUMe ce noBehaBa BpeIHOCT 3a akIMOHApe M jada KOHKYPEHTCKA MO3HLKja OpraHn3anuje.

Ha ocHoBy HaBefeHOT, y JOKTOpckoj qucepTauuju he OutH Tectupana cneaeha xunoTesa:

Xunoreza 1: VYopasmame oJHOCHMA ca KyNuHMMa HMAa 3HAYajaH yTHLA] Ha
opranmuianHone nepdopmance.

Hapenena xunotesa he 6uTH TecTMpaHa eMIIHPHjCKUM MCTPAKUBAILEM Yy OKBHPY YeTBPTOT
Jef1a JOKTOPCKe AucepTaluje.
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IIJIEO

TEXHOJIOI'NJA 3A YIIPABJ/BAIBE
OJHOCHUMA CA KYIIIIUMA U HAMEPA
YIIOTPEBE KOPUCHHUKA




1. Hndopmannona TexXHOJIOIHja 3a YpaB/balbe 0HOCHMA ca KyNIIHMa

Vcnemna uMIUIeMaHTallMja YNpaB/balka OJHOCHMA ca KyNIMMa 3axTeBa ojarosapajyhy
NOJpIIKY HMH(pOpMaLuoHe TexHonoruje. Pa3Boj mudopmanuone Texuomnoruje je omoryhmuo
HNPUKYIbalkhe M aHANW3Y TI0JaTaka O KyNIIMMa Ha MHOTO CHCTEMATHUHHU M edUKacHHjH
HauMH HEro IITO je To OMo caydaj mpe Kommjyrepcke peBoaynuje. [Jaxne, CRM ne
npeacTaB/ba TeXHONOTHjY, Ak 3axTeBa ynoTpeOy TexHonoruje. YommuTeHo roopehu, CRM
TEXHOJIOLIKA pellickha NOMaKy OpraHM3anMjaMa da epHKacHHje M e()eKTHBHHjE YIpaBJbajy
CBOjUM ojHOCcHMa ca KynimMa (Ang & Buttle, 2006). CRM cucteMu IpUKYIIbajy MOAATKE U3
HH3a pa3IM4YMTHX KaHala KOMyHHMKaldje H oMmoryhaBajy opraHMsalijama ja Hayde BHILIE O
CBOJUM KYIIMMa M Kako Ja Ha Haj0o/bM HaYMH HCOyHe HUXOBe MOTpede, IITO JOBOIH 10
3apiKaBama Kymnana | nojAcTHIama pacta npogaje (Obradovic, 2022). CRM cucteM noMmake
OpraHH3alMjH Aa ynpapiba CBUM aclekTHMa KOHTaKaTa ca KyNiHuMa, YKJbY4yjyhu MapKeTHHT
H OINAllaBame, Npojajy, KOPHCHHUKE IOCTHPOAajHe yCIyre H HporpaMe 3a 3apiKaBarbe
nojamHux Kynaua (Stair et al., 2008) (cnmuxa 2.1.). Ha ocnoBy amammsze CRM cucTema
pasnuuuTHX npoussohaua, banabdan u capagnuim (2014) naBoae 3ajeHHUKe U Haj3HAYAjHH]S
KOpUCTH Koje 00e30ehyjy CRM pemema: Oosbe mpeasubame pazBoja TpxuTa, eeKTHHjA
cerMeHTalllja Kylana ¥ ONTHMH3AlMja HWBHUX TPYNa, 3aTUM aHalu3a npo(uTabHIHOCTH
nojeMHAYHOT KyMua, yHanpeleme kBanuTeTa yciyra, nosehame nojanHocTH kymana, Behe
MoryhHocTH Tmipojaje  ymoTpebom MoOunHHMx  ypehaja, wHTenurenTa KoH(uMryparmja
npou3Boja 3axBasbyjyhn ymorpedun MuTepHeT Texuomoruja, CMHHXpoHH3alMja MHpOpMalHja
U3  pasMYMTUX M3Bopa, Kkpahw mnpogajuu 1MKIyc Koju JgoBoau 1o mnosehama
npo (huTabUIHOCTH Ipolleca NPoJaje, kKao 1 Opike pearoBame Ha TPXKHIIHE IPOMEHE.

Cuauka 2.1. CRM cuctem

Passoj nponssona

JInuen nogawm
Herpaxupane
TPRHIITA
Heropuja
TpaHCaKinja
Konrpona
KBATHTETA
Homaun o
KIHKOBHMA Ha
.
ponaja
[Monaun w3 ankera

bosmn onock ca
KynHMa

Useop: Stair, R., Reynolds, G., & Chesney, T.(2008). Principles of business information
systems. London: Cengage Learning.
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1.1. Onuuje nmmiaementaunje CRM Texnonoruje

[lpunukom wummneMenTanuje CRM TEXHONONIKMX pellemha, OpraHu3aluje ce MOTy
ONIPefIeTINTH 3a HEKY o1 ciefche TpH MOTYNHOCTH HITH HBHXOBY KOMOHHALIM]y: pa3BOj CHCTEMa
Yy OpraHM3allUji, KYNOBUHY JHIEHIMPAHOT CHCTEMa W/MIN ayTcopcHHT cucrema (Kumar &
Reinartz, 2018). Jlonomeme oanyke o H300py HajageKBaTHHjeT pelIemka 3a OpPraHU3aLMU]y
3aBUCH 0] OpojHHX (hakTOpa, Kao MWTO cy: (aKTOPH METPHKE MPOjeKTa (BpeMe, TPOILIKOBH,
HAIop, KBAJHTeT), 3aTHM AaKTHBHOCTH/MpoliecH (OfApiaBame, 3aXTeBH H HHTerpanuja) H
eKcTepHH (akTopu (TeXHMYKAa MOJPIIKA, TPXKMUIIHA TPEHIOBH, JHIEHIE M JOCTYMHOCT
n3BOpHOr kona) (Badampudi et al., 2016). Kako 6u ce qoHena oanyka o HajOOJbeM pellIemy
3a OpraHusalyjy, HeolXoJHO je MaXKJbHBO cariaeJaTH cBe (axkTope.

[Ipunukom paszsoja CRM cucrema y opraHM3allMjH, HEONXOJHO je Ja OpraHH3alHja
HHTEPHO CHOCH CBE TPOIIKOBE UCTpaKMBarba U pa3Boja. [Topea BHCOKMX NMOUETHHX TPOIIKOBA
xapaBepa U copTBepa, pa3Boj cOpTBEpa y OpPTaHM3alMjH MOAPa3yMeBa U BUCOKE TPOLIKOBE
onpxkasama (Kumar & Reinartz, 2018). Jackson n Brannon (2018) HaBozie 1a pa3Boj cUcTeMa
MOJKE Ja NOCTUTHe jeqHa ocola, anu je Haj0oJbe Ja ce CIpoBelde Yy capallbH ca JPYTHM
ojelbemUMa Yy opranusauuju. [lpema momeHyTHM ayTopHma, NpBO je HOTpeOHO 1da ce
uaenTudukyjy npodnem u ncxon. Hakon yrephusama xemba 1 norpeda 3anocnenux koju he
KOPUCTHUTH TEXHOJIOTHjy, CIEJH PasroBOp ca MporpaMepuma o0 TOME Aa JIM C€ TeXHOJOLIKO
pelleme MOKe IPUMEHMTH. 3aTHM, Ha OCHOBY yTBpheHor crama mporpamep MM pa3BOjHU
THM Kpenpa CRM pememe ycknalieno ca moctojehom mudpacTpykTypom, Koje ocTBapyje
NOCTaB/beHEe IUJbEBE U KOje je PUnaroJ/bUBO MPOMEH/BHBUM NoTpebama opranusammje. Ilo
Pa3Bojy MOYCTHOT MPOTOTHMA ATUTHKAIHje, CIICAH TCCTHpPame ()YHKIHOHAIHOCTH OJ CTpaHCe
THMa MM ocode Koja je 3aTpaxkuia IeHO KpeHpame. 3aTHM ce MPOTOTHI aluKaluje
IpHKasyje OCTAalMM 3anocieHHMa koju he je kopuctutH. I[Iporpamepuma ce mnoTom
CaoMINTaBajy ke/beHe MPOMEeHe M J0Jalll, Kako Ou ce MCTH yrpagunu y cucTeM. Hasenenu
mpoliec JEMOHCTpalHja-TecT-NoBparHa HH(OpPMAIHja ce NMOHABJba CBE JOK KOPHCHHIH He
Oyay 3aJ0BOJ/BHH TEXHOJOIIKHM pellemeM. HakoH mITo ce M3BpIle 3aBpLIHM Kopauu (HIp.
pax Ha BU3YEIHOM JM3ajHY), CHCTEeM Ce MHCTAaJIHpa Ha oaroBapajyhu cepeep, pauyHap HIN
ypehaj, xako OHM mporpamMepH M 3amoclieHH, OJHOCHO KOPHUCHHIHM M3BPIINIM (PHHATHO
TecTHpame yxkuro. Hakon zarpirHux npunarohaBama, creau 3BaHMYHA oOyka 3armocleHHX
Koju Tpeba na xopucte CRM cucteM.

Pazeoj CRM cuctema y opraHusauuju Hyau Opojue mpennoctd (Rainer & Turban, 2009;
Jackson & Brannon 2018; Kumar & Reinartz, 2018):

e Opranmuzanyje pasBHjajy pellelme Koje je ycknaheHo ca HBHXOBOM CTPYKTYPOM H
notpedama;

e Mama BepoBaTHoha Ja ce Hehe oOpaTuTH Haxma Ha ofpeheHa BaHa NHTamba
IPHIMKOM YTBPhHBama 3aXTeBa KOPUCHUKA;

e Opranuzanyje pasBHjajy MHTEpHE pecypce M BEIITHHE Koje MM omoryhasajy na
yHampeje cHCTeM NPUIMKOM NTPOMEHa 3aXTeBa OpraHHU3aluje;

¢ Hesasucroct og CRM mipoBajaepa H of1 HOBUX pa3BOjHUX Bep3Hja CUCTEMA;

e bpixe ce u3ppluapajy notpedue mpoMeHe y CHCTEMY;
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e Opranmsanpje usderaBajy npuiarohaBame CBOje MOCIOBHE Ipakce OHIO KoM
oapehenom CRM cuctemy;

¢ 3amTuTa NOBEPJEUBOCTH M MPHBATHOCTH TOJATaKa;

¢ bpixa oOyka 3aMoclIeHHuX.

[lopen mpelHOCTH, HaBedeHA OMIWja HUMIUIeMeHTauWje CRM cucTema uMma W ojapelene
Henocrtatke (Rainer & Turban, 2009; Jackson & Brannon 2018; Kumar & Reinartz, 2018):

e Beowma ckyna onmuja, HMajyhn y BHAy Ja opraHusalyja caMa pa3BHja, OJpKaBa H
yHanpeljyje cuctem;

e Beoma je Temko Ja ce NPHBYKY M 3aJpike 3alOCICHH HEONXOJHH 3a Pa3Boj U
ofIpskaBambe CHCTEMA,

e 3axTeBa npeoOHMMHY TOKYMEHTALH]Y;

e Tunuyan nepHoj MMNIeMeHTalMje je 1-2 ToauMHe, WTO je Ayro Kaga ce yHnopeau ca
JPYTUM TOTOBHM pElIehIMa Ha TPXKUIITY.

Cneneha onmmja MMmneMeHTanMje jecTe KyNoOBHHa JHleHnupanor CRM cucrema o
nobaepaua. Heka ox Bogehux CRM texHonomkux pemema jecy: Maximizer, Microsoft
Dynamics, Oracle, Sage, SugarCRM, Vtiger, Zaho. KynoBuHa IHLEHLMPAHOT CHCTEMA
noJpa3yMeBa KyHNOBHMHY IMIEHIe 3a TpajHy ynoTpeOy o gobaBbaua cHUCTeMa, a 3aTHUM
oOyxBaTa M J0oJaTHa ynarama y XapaBep, HHCTanauujy u oapxasame ( Choudhary, 2007).

Kao u mnperxomana, oea ommuja Taxohe wusuckyje omcexxne WT pecypce. Kynmosuna
nuueHnupanor CRM pemema 3axTeBa oJ opranusanja ga passujy UT undpactpykTypy 1 aa
UHTETPHIY HOBY ca mnocTojehuM amnukanujama. EduxacHo ynpaembame HOBUM CRM
pelllelmeM 3axXTeBa yilarame BENHKOT TpyJa Kako OH ce pasBHle MHTEpHE BEITHHE W
excrneprusa. CRM pelllerse ce MOKe NpoAaBaTH kao OII0K, Kaja 00yxBaTa pasIHUMTe MOAYNe
HIM ce MOXKe MpPOJAaBATH HEeKH HE3aBHCAaH MOMIYN (HIpP. MOAYI 3a ayTOMaTH3alHjy
mapkeTuHra) (Kumar & Reinartz, 2018). CBaku myT kajga no0aBibad 00jaBM HOBY HIH
ynanpaheny Bep3ujy cucTema, opraHusaundja Tpeba ma npohe Kpo3 mpormece KYMOBHHE
JOJATHUX MOJYNa, HaAorpaabe CHCTeMA, KAao M pelllaBamba JPYTHX M0Be3aHuX mpodaema.

[MpexnocTn KynoBuHe yuMueHIHpaHor cucteMa ox CRM nobasrmauva cy cinenche (Rainer &
Turban, 2009; Kumar & Reinartz, 2018):

e Muora CRM TexHoJOLIKa pelllelba UMajy AOKa3zaH ycmex, Teé OpraHM3alMja MoxKe
OuTH yBEepeHa [1a je TO pelckhe (PYHKIHOHHCAIO U Y APYTrHMa OpraHu3alujaMa;

e (CRM TexHonoIKa peniema ce 00MYHO pa3BHjajy ynoTpeOOM ckyma HajooJbUX TIpaKcH
M HeCTO C€ aXypupajy y3 pa3B0j THX [PakcH, INTO OCHTypaBa HCIIPaBHO
¢dynknnonucame CRM cuctema;

e Opranusanyja MOXKe Ja cazHa 1Ta Ao0uja pe HEro WTo HHBECTHPA Y CHCTEM;

e YmTena Bpemena;

e CRM pnobaBbad je 3aqy:keH 3a MMIUIeMeHTauujy CRM pemewma, a opranusanuja
Tpeba camo ma npunarom ceojy UT ctpykTypy ma Ou WHTErpHcana HORO pelierhe.
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I'maBun Hemocranu kynoBHHe nauueHuupanor CRM cucrema cy (Rainer & Turban, 2009;
Jackson & Brannon 2018; Kumar & Reinartz, 2018):

e Bucoke moueTHe HakHage M TPOLIKOBH JHIEHUMpama Koju ce Hammahyjy cBake
TOHHE;

e Opraruzanydje Mopajy 1a ruiaTe CBakH IMyT Kaja u3alje HoBa Bep3uja;

e JlobaBmaun amusajuupajy CRM TexHONOIIKa pemlema Tako Ja oarosapajy Hajsehoj
Mmoryhoj memorpadckoj Tpynmu, a He HAcToje Ja 3aJ0BOJbE MOTPede MojeIMHAYHHX
opraHuzauja;

e (CucreM nonexaja He 0roBapa cBUM NoTpedama opranusaluje;

e [loctoju moryhHocT ma je cucTeM TemwKO MM HeMoryhe MOAM(HUKOBaTH HIHM CY
HEOMXO/JHe BellHKe M3MeHe Y M0CIOBHUM MpollecuMa paal UMIIeMeHTalHje CHCTeMa;

e YKOJIMKO opraHusanuja ojlydu da npunaroan CRM peweme cBojum notpedama,
Mopahe Ja cHOCH BUCOKE TPOIIKOBE KOHCYATAHTCKUX YCIIyTa;

e [locroju MmoryhHOCT OTIOpA 3aI0CIEHUX NPUIIMKOM YcBajama HoBOT CRM cuctema;

e Jlobapaskauum MOTY WMATH TPHCTYN TOJAllMMa OpraHd3aluje, IIT0 Hapyliasa
NOJMTHKY PUBATHOCTH OpraHu3auje.

[Topen mpeTxoHO HaBedeHe JBe OMIKje MMIIeMenTanuje CRM-a, opraHnuzamyje MOTy 1a ce
oAnyde 3a ayrcopcuir CRM pemema, 00HOCHO MOTY Aa Kynyjy CRM peiema. 3a pasiuKy
Ol MpeTXoJHe OMiHje Koja 00yxBaTa KyMOBHHY JHIIEHIIE 3a TpajHy ynoTpedy, y OBOM
CIy4ajy ayTCOpPCHHT opraHmszanuja omoryhasa xopuurheme cucTeMa y 3aMEHY 3a MECEHHY
nakuany (Choudhary, 2007). Opranusanuja npucTyrna CUCTEMY IIPEKO MpeikKe, 00MIHO MyTeM
Hutepnera n He nocenyje cuctem, Beh mnaha 3a meroso xopumtheme (Rainer & Turban,
2009). C ob3upom ja cy amnukanuje Beh HanpaB/beHe W Ja cy omepaTHBHE, MOTPeOHO je
Mame BpeMCHa 3a mMmiaeMeHTanujy. OBaj NpHCTYD ce 4eCTO Ha3HMBa cOPTBEp Kao ycmyra
(Software as a Service) unu codrBep no 3axreBy (Software on Demand) (Dubey & Wagle,
2007). Opranuzansja y K0joj ce HMMIIEMEHTHpPA CHCTEM HMa INyHY aJMHHHCTPAaTHBHY
KOHTpOJy, a ayTCOPCHHI OpraHu3alfja Tpey3uMa OJTOBOPHOCT 3a OpUry M OJpiKaBaibe
cepBepa H cucrema (Waters, 2005). Jlakie, KOpHCHHK OCTBapyje OpojHe PEIHOCTH CHCTEMA,
y3 pa3syMJEMB HHBO TPOLIKOBA.

[Mpennoctu ayrcopcunra CRM pemema cy (Waters, 2005; Kumar & Reinartz, 2018):

e Hipku noYeTHH TpOIIKOBH HEro KoJ INpeTXoiHE [Be oNuHje, ¢ oO3HpoMm 1a
opraHH3alija He MOpa Ja [IaTH XapABep U IHIeHIIE;

e Opranmsanpja He Mopa na paseuja MT BemTune 3a ynpasmame HoBUM CRM
peLIEmEM;

e Opranmusamyja nounme ca mnahamem kaga cy CRM pesynTaTH BUIJEMBH, YMECTO Ja
CHOCH MOYETHE TPOLIKOBE U TPOLIKOBE THLEHIHPamha H OAprKaBarba;

e [lorpeban je kpahu BpeMeHCKH MepHO 3a HMIIIEMEHTALIH]y CHCTEMA;

e [Iloroano je 3a mame opranusainuje ca orpanmdenum UT m Oyietom 3a MapKeTHHT,
KOje Ha OBaj HAYHMH MOTY jJa MCKopHcTe npeqnoctd CRM pemema Koje HM HHade He
Ou Oune nocTynHe 300T BUCOKHX TPOIIKOBA.
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HajBaxxunju Henocram ayrcopennra CRM pemema jecy (Rainer & Turban, 2009; Kumar &
Reinartz, 2018):

e (CBakH IyT Kaja opraHd3anuja Tpeba Ja NpUiIaroau peuiemhe HOBUM 3aXTeBUMA, MOpa
[a KOHTaKTHpPa ayTCOPCHHT OpraHHU3allHjy | ILIaTH 33 pa3Boj;

e Opranuszanyja He mocedyje moTpeOHa 3Haka W BEIITHHE 3a ynpasibambe CRM
pelIeeM, Te€ pH3HKYje da HM3ryom ymarama y CRM pememe ako ayTcoOpcHHT
opraHusaiyja mpecTane ca paaoM;

e Osa onmnuja Mokaa Hche OMTH omp>kuBa 3a BeoMa BCJIHKC MM CIICHHjalIH30BaHC
opraHusalije koje UMajy nocebHe 3axreBe y ceoM CRM nakety;

e [lporpamepu eKcTepHE OpTHH3AHje MOTY 3a BpEMe pa3Boja CHCTEMa Ja yrpajie
37I0HAMEPaH KOMITYTEPCKH KOJ Y aluTHKaIH]y .

1.2. CRM TtexnoJ0THja M aNJIMKalHje

WmnnemenTaimja CRM cHcTeMa YTIaBHOM MOYHELE MPUKYIIBAEM PA3TMIUTHX MOJATaKa O
KymiuMa ¥ KpewpameMm cknagnmra mnopataka (Yong Ahn et al., 2003). Ycnemna
umnnemenTtanja CRM-a 3axteBa oAaroBapajyha ckmagumra nojataxka. CxIaauiiTa nogaTaka
cy Belmke (H3nuKe 6ase MmoJaTaka Koje cajgpike BEIHKY KONIHYMHY IOJAaTaka U3 PasIHuUTHX
usBopa (Ma et al., 2000). Y npouuoctd cy mojanu 0 Kymiuma OWIH CKIQIHINTEHH Y
OpojHHM H30JI0BAHHM CHCTCMHMA Y Pa3IHYHTHM OfcJbcH-MMa y opranusaimju. [lopen Tora,
e-TIoCIoBamhe je TeHepHcalo BENNKE KONWYMHE MoJaTaka Koje HUCY OMie MHTerpHcaHe ca
octanuM nogaunMa. Ctora, CRM cHcTeMH cy HpOjEeKTOBAaHH Kako OH PEeIIHIH MOMEHYyTe
npobdneme (Rainer & Turban, 2009). CRM TexHOJOIIKA peniekha HHTETPULTY MHOPMaLje U
Oase mogaTaka U3 MapKeTHHTa, NIPOJaje, KOPHCHUYKOT cepBuca, call IeHTpa, e-MocIoBama, 0
Ipyrux ussopa. Oarosapajyhe npojexroBan CRM cucteM 00e30ehyje jeanHcTBan nornea Ha
CBAKOI KyNa Ha HHBOY opraHuzanuje. [lopen Tora, TakaB CHCTeM KynLHMa Ipyka
jeIMHCTBEeHY TauKy KOHTaKTa Y OKBHPY OpraHu3alidje, Kao W YHH(UIMpaH W jeIMHCTBEH
HOTIIe]] Ha LeTy OpPTaHU3alIHjy.

Kako 6u CRM cucrem 0Ho KopucTaH, noTpedHO je Aa opranuzauyja yTBpAH KojHu Cy mojanu
0 KymuHuMa NoTpeOHH U 3a IITa ce MOTY MCKOPHCTUTH TH nojanu. Takole, BaxHO je BOOUTH
padyHa O pa3IMYMTHM HadMHMMa JoOujamba MofaTaka oOf KyMala, Kako M IJe ce CKIaJHINTe,
Ka0 W Ha KOju Ha4WH ce yoOuuajeHo kopucte (banaban w capagnuim, 2014). Chaffey (2007)
cyrepuile Ja je TexHoioruja 6ase mogataka y cpuy CRM anmukauuja. [Tomenyru ayrtop
yKasyje Ha TpH TJ1aBHA THIA MoJaTaka o KymiuMa y 6a3ama nogaraka 3a CRM:

e Jlmanm w momanmm o npodmny kynana - OOyxBarajy KOHTakT TMojaTke W
KapakTepHUCTHKE 3a Kpeupame npouia Kymnama, kao IITo cy 1ol u ctapocT (B2C) u
BeMuMHa mnpefyseha, MHIyCTpHjcKM CceKTOp M yilora MOjeAMHIA Y OMIYLH O
KynosunH (B2B)

e [lomamnu o TpancaknujaMa — OIHOCE ce Ha eBUACHIN]Y CBAaKe TPAaHCAKIHjE KYITOBUHE
U YKJbYYYjy THI KyIUBEHOT IpPOM3BOJA, KONMYHHY, KAaTerOpHjy, JaTyM H BpPEME,
JI0Kalujy, Kao ¥ KaHas Te je IPO3BOJ KyIJbeH.
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e [lomanu o koMyHHKalMjama - YK/bY4yjy €BHACHIH]Y O TOME KOjH Cy KYNIU HHU/baHU
KaMIamkama, Kao W HHXOB OJITOBOP HAa Kammame (u3naszHa komyHukanwja). [Topen
Tora, oOyxBaTajy eBHIAEHIHjy NOIA3HHX YIHTa U TOceTa INpeACTABHHKA MNpojaje
(B2B).

Ha cmmu 2.2. je gat npernen komnonentn CRM texnonoruje. Hum CRM Texnonoruje je na
00e30emu nHTepdejc u3Mely Kyma 1 3armocneHor, KOju oNakiiaBa Wik 3aMemyje TUPEKTHY
uHTepakuujy. M3 mepcnexkTuBe Kynauma M 3anocleHHX, kpajibH 1M CRM cucrema je na
oMmoryhu xoHTakT Oe3 003Mpa Ha KaHal KOMyHHKallMje KOjU KOPHCHHK KETH Ja KOPHUCTH,
Owio fa je ped O TPaAHIIMOHAIHHM MeToJaMma, Kao 1To cy ¢akc u TernedoH wHiH
CaBpeMEHMjUM JUTHTATHUM TeXHONOTHjama. AgfekBaTan CRM cHcTeM TodpskaBa
BHIIEKAaHATHY KOMYHHKAIHjy HIH KaHaJ 10 XeJbH KOpUCHHKA. bes o63upa Ha kaHan, Kymaig
MMa pas3IuuuTe NoTpede y 3aBUCHOCTH 0 (pa3e y k0joj je mpouec kynosune. Ha cnumm 2.2.
Cy MpHKa3aHe TPU OCHORHe ToTpebe Kymiia - a cTeKHe BHIle HHopMallija 0 TPOH3ROIY, Aa
Hapy4H NpOU3BOJ, Kao M Ja Aobuje mocTnpojajuy noipmky. Heomxomgno je obe3beantn
anyiMKarMje 3a TOJAPIIKY cBakoj on oBux motpeba. Takohe, 3amocnennma cy motpebne
aruIMKanyje 3a NoJPIIKY KyNUMa U NPoAajHUM M MapKeTWHIIKMM LHJbEBHMA OpraHu3alje.
Ha cnuum cy naentudukopane ayroMaTHsalHja IpoJajHUX aKTHBHOCTH, 3aTHUM allIMKaLHje
3a nopynbuHe NpuMIbeHe TelaeoHOM, (haKcoM HIH JIMYHO, Kao M 3a OATOBApambe Ha MHTamba
KyMalla IyTeM chcTeMa Mofpiike. Y IeHTPy CHCTeMa ce HalasH CKJIaJuIITe MojaTaka Koje je
HCOIIXOHO 3a MOJPIIKY OBHM allyHKaljaMa. YKOJIHKO je opraHu3alfja Koja HMIJICMCHTHpa
CRM cucTeM mpeTX0JHO MHBECTHpANla Y CHCTEME 3a Apyre MocloBHe (YHKIIHje, KAao 1ITO Cy
KOpHCHHYKA MOJpIIKa H 00paaa NMpojaajHuX Hanora, Hehe OHTH (pUHAHCHjCKM HCMIATHBO Ja
ce ogdaue oee annukaunje (Chaffey, 2007). Crora, HHTErpanyja ca BHMa HMa BEIMKH 3Ha4aj
3a 00e30eheme BHTBMBOCTH HH(OPMaLHja O KYMIIHMA CBHMA Y OpraHH3aliHju.

Cauka 2.2, [Ipernen komnonentn CRM TexHOIOTHje

Kynan
Hanamm sa yoryme
fajeiiid
A - _ : _ _ E-Ounrenm win
p— - Vemay L] Hapywisame Toctapoaajme nogpuma KEMmEEA
' e-momrTen
Vopassame detannn Obpama Vipasmame Basza nogataxa o
Base nofaraxa HOHTAKTHMA ¥ npedeperme ¥ YPEOA HA
TpoTAT FTaTa Topyuioe ‘ToApEILH FEMTARY
. . Cucrey sa
A fje 3a Ay 12 npostaj Basa nogataxa sa mogprmcy
sanocIese ARTHEHOCTH Ennass FOPRCHAIFDMA Y call UegTpy Y

Kanam sa
samocaene

HUssop: Chaffey, D.(2007). E-Business and E-Commerce Management. London: Pearson,
Prentice Hall.
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Llenoxynno CRM pememe ce cacToju OJ HH3a pasiHYHTHX XapABepckHX Yypehaja u
codrBepckux KommoHeHTH. Opranusauuja Moxe UMInemenTupati CRM pemlera Ha [Ba
pasnmuuuta HaunHa (Kumar & Reinartz, 2018). Ilpsa onmmja mompasymeBa mNocTeeHY
umnieMenTaiujy CRM monyna, oqnocHo CRM cucTeM ce HYIHM Y pa3NUYHTHM, HE3aBUCHHUM
MOJynHMa Koju cy nmpunaroljenn norpedama 1 3axteBuma ofpelenor ogemema. Ha npumep,
OpraHM3alHMja Kylyje pelema 3a ayToMaTH3alHjy MapKETHHIa 1 ayTOMaTH3alHjy IPojaje o
pasnumuuTuX nposajaepa. [IpegnocT oBe ommuje je IUTO opraHM3alMja 3a CBAKO OJe/beH:e
Moske Ja HaOaBM HaAjOOJEM MOJYN KOjM NMOCTOjU Ha TPKUINTY. TpiKHIIHA KOHKypEHLHja je
BaBenma mHore CRM mnpoBajaepe na npuiarohasajy mnojeauHadHe Moayile noTpebama
opranusauuje. Jpyra onuuja yxbydyje CRM peleme 3a Leny OpranusaLujy Koje ce cacToju
0] pasnHYUTHX MOIYNa UCTOT NpoBajiepa. M y oBoM ciyuajy ce MOIyTH MOTY IPHIAro MTH
notpebama oapehenor ogemema, anu ce MMILIEMEHTHpajy Kao LEIHHA, Y3 IOBE3HBaIbE
pasnmM4UTHX Moayna W mnocrojehux OGaza nogataka. Hemoctaraxk oBe omunuje je mTo
MojeAMHAYHN MOAYIH MOTY OMTH c1adHju 01 OHMX HajOOJBHX KOJH CE€ HY/E HAa TPHKHUINTY, aJiH
opraHusalnuje Mory OUTH CUTYpHE Ja cy mojeanHaune komnonente CRM pemema MehycobHo
y noTnyHocTH komnatuOuinne. bes 003upa 3a kojy ce omIHjy opraHH3anyja oIy4H, BayKHO je
UHTErpUCaTH MOAYNe kako OM opraHMsaluja MMala MHTerpHcaHM norien Ha kymua. Cse
uHdopManyje o KylnuuMa ce CMeIlTajy H uyBajy Y LeHTpalH30BaHOM CKIAJHINTY MOJaTaka,
OJAKIIE c& KOPHCTE 32 Jajby aHAIH3y, MOJCIIHPAE H HCTPAK UBALE T101aTaKa.

2. llpumena CRM rtexno.ioruje

CRM TexHolornja MMa IpUMeHY Yy TpH HajBehe (yHKUHMOHaNHe CpemIHHE, OJHOCHO
oMmoryhaBa ayromaTusauMjy mpojaje, MapKeTHMHTa M yclyra y oOpraHu3aliju, 4HUMe ce
oMoryhaBra kKopHCHHMITMMA Ja KBanWTeTHO o0paje TMoJaTKe pajH yCrelllHe CerMeHTalfje H
KOMyHHKallje ca Kynuuma. AyToMaTHsaluja npojaje, MapKeTHHIa M ycyra IpeacTaBsibajy
CYWITHHY onepaTUBHOT CRM-a.

2.1. AyromaTH3anuja npojaaje

[lopen ayromaTusamuje MapkeTuHra, onepatusnu CRM omoryhaBa ayromaTHsanujy
NpoJajHAX AaKTHBHOCTH. TepMHH ayTOMaTH3alMja NpOJajHUX aKTHBHOCTH (Sales Force
Automation - SFA) moxe ce JeuHUCATH KAao NIpUMeHa KOMIIjyTepHU30BAHHX TeXHOIOTH]a 3a
HOAPLIKY HPOJABLIMMA M MEHALMEHTY HPOJaje Y II0CTH3abY BUXOBUX IOCIOBHUX LMJbEBA
(Buttle, 2009). Kumar u Reinartz (2018) cyrepumy na ce TepMuH SFA omHocu Ha OMIO KOjy
HH(OpPMAlOHY TEXHOIOTH]Y IPUMEIEHY Y OKBUpPY Ipolleca Npojaje ca LHbeM MOAPIIKE
npoaajuoj ¢yHkuuju. SFA mpyxa TeXHONOLIKY TOJAPIIKY MPOJaBIUMa M MEHAlepuMa O
nouetka 1990-ux. bamaban u capamuuum (2014) yxasyjy Ha To ma ¢yHKuMja nponaje
nojpa3syMeBa NOTNYHY T€XHONOUIKY (YHKIHOHATHOCT 3a euKacHO U e)eKTHBHO H3BONeme
THIHYHHX MPOJAjHHX aKTHBHOCTH, Kao IITO Cy NIaHHpamke Ipojaje, clpoBoljeme NpoJajHHX
aKTHBHOCTH, YIPaBJbaihe LIEHOBHULIMMA U KOH(UTypHcame IPOU3BOja U yCIyra, e-TIpojaja,
TeJenpoaaja, IpHjeM HapyyOHHa, ayToMaTH30BaHa Ipojaja Ha Tepeny (nanton, PDA, WAP),
aHamM3a Npo(UTabMIHOCTH TPXKHMIIHUX CErMEeHaTa, Kao H CBAKOI KyIa NOjeAHHAYHO U CIL
Crora, SFA uyaun orpomaH oncer (yHKIMOHAIHOCTH, YK/BY4yjyhn yhpaBibame HaloToM,
YIIpaBJbale aKTHBHOCTHMA, YIPaB/balbe KOHTAKTHUMA, YIPAB/balbe YTOBOPHMA, YIPABIbAE
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JOKyMEHTHMa, yIOpaBibalhbe JorahajuMa, yOopaBibame TOACTHLAJHMA,  YIPaBbarmbe
NOTeHIWjaTHUM  KYNIUMa, yIOpaBbame MOTyhHOCTMMa, YyhOpaBibame HOpylOHHAMa,
YOpaB/bame  KaHAallMMa, eHIHUKIONeAWje TPOH3BOJAA, KOH(HIypaunujy TpOH3BOJA,
BH3YENU3all]y MNpPOM3BOAA, YNpaB/bamhe IOHyAaMma, Npeasuhame Npojaje, YIpaBibaibe
TEPUTOPHjOM H HHXKEH-EPHHT TOKa pana (Buttle, 2009).

Buttle (2009) naBoau na xapjBep W coTBep NPEACTABbA]Y KJbYUHE TEXHOJIOUIKE eNeMeHTe
SFA. XapaBep ykibydyje AeCKTOII, TaNToNl U pydHe ypehaje, kao 1 Tene)oHCKY TEXHONOTH]Y
3a koHTakT. Co(TBep oOyxBara pellema Koja ¢y Ju3ajHUpaHa Ja OMOTHY Y jeJHOj oOnacTH
IpoJaje WIHM YNpaB/bama IIPOJAAjOM, KA0 W MHTETPHCaHA pelliela Koja MNpykajy HU3
(yHKIIMOHATHOCTH. MHTerpucaHu nakeT MOTy OMTH OpHMjEHTHCAaHH caMO Ha alIHKaluje
IPOJAJHHX AKTMBHOCTH WM Mory OuTH yrpahenn y cBeoOyxBatHe CRM mnakeTe, Koju
YKJbY4yjy 00lacTH MapKeTHHT, Ipojaje U ycnyra. SFA coTBep je AM3ajHHpaH Tako Ja ce
peleBaHTHH MOJaUM O KyNUMa MOTY MPUKYIHTH, YCKIAIUIITHTH, AaHATU3UPaTH H
aucTpuOyupaTy NpojaBLUMa M MEHayepuMma npojaje, Kako 0M nocranu eeKTUBHHjH HIIN
eUKacHUjH Yy OCTBapHBamy CBOJUX LWbeBa. PasHOMMKOCT XapABEpCKHX M CO(TBEPCKUX
mMoryhHoctn y SFA TexHonorsjama 3Ha4M Ja c€ OHE MOTY Pa3lIMKOBATH y CMHCNY HHXOBE
CIIOJKEHOCTH M CTeleHa 10 Kojer Tpeba ga Oyay MHTerpHcaHe y OpraHH3allHOHY CTPYKTYPY
(Speier & Venkatesh, 2002).

SFA MOTHBHILIE IPOJAjHE TUMOBE J1a OCTBape LUbeBe Npoaaje Hyaehn Bpemencku edukacHa
pemiema 3a npobieMe ynpapibama MpojajoM M nosehaBajy NpoayKTHBHOCT M e(pMKACHOCT,
uyume ce nosehasajy CRM nepdopmance (Pedron & Saccol, 2009). Eduxacnum obaBibameM
PYTHHCKHX 3ajaTaka Ipojaje, IpoJaBLH NpPCyCMEpaBajy cBOj¢ BPCMC Ha THYHH|C KOHTAKTC
ca CBOjUM KyMIMMa, IITO JOBOAM A0 eduKacHHjer ogHoca Kynau-mpopasan (Hunter &
Perreault, 2007). SFA obe3belhyje ga ocobsbe y npojaaju nocTane npoAyKTHBHHje, HoMaxyhu
UM ga ce BuuIe (PoKycHpajy Ha mnpodurabmnne kymue. SFA TexHonoruja omoryhasa
opraHuzanHjamMa Ia NpUKYyIJbajy, 4yBajy, aHATH3Hpajy, THCTPHOYHpajy H KOpHCTe OJaTKe O
KyMuMa y npojajue cBpxe. OBo reHepanHo o0yxBaTa MojaTke 3a MpouiNcame Kymana u
HOJAaTKe O TPaHCAKI[HjaMa, alld ce MOJXKe MPOLIHPUTH U Ha MOJATKe O TPXKHINTY, OnbiaHoTeke
NpoM3BOJa, Npoduie KOHKypeHara, pacnopefe leHa M apyre uudopmauuje (Buttle et al.,
2006). SFA moxe 1a HHTETpHIIIe CBe J0CTyNHe HHpOpMalHje o oapeheHoM Kymiy, Te Ha Taj
Ha4MH NPOJaBall MOXKe [a HalpaBH [EepPCOHAIN30BaHy Ipe3eHTalHnjy 3a Tor Kynia (Rainer &
Turban, 2009). Ilopen Tora, Ha OCHOBY apXHMBE pealM30BAHMX KYIOBHHA je OJAKIIAHO
npeasubhame Oyayher obuma npo gaje.

Kumar n Reinartz (2018) naBone na mMmmieMmenTanja SFA TeXHOJOrHje JOHOCH 3HA4YajHe
KOPHCTH TpoJaBUMMa, MEHAlepUMa Mpojaje M BHIIEM MeHauMeHTY. SFA amatu mpyxajy
npoJaBLUMa OMaroBpeMeH NpHCTyn uHpoOpMalMjaMa O KYMNLIKUMa, HHBEHTapy NPOM3BOJA U
obaBemITajHUM TIOAAIMMa O TPJKMINTY, T€ HAa Taj HAa4MH Mory Opxke u ca OoJbMM
uHdopmanyjaMa a OATOBOpPE Ha MHUTama Kynaua. 3axsambyjyhu SFA anaTuma, IpoJaBUu cy
BHILIC HHPOPMHCAHH, KOMIIETCHTHH, 00pa3oBaHH M OATOBOPHH O CBOJHX KOHKYpeHaTa, a
Takohe Oosbe pazymejy kynue. Kaga kymuu cxsare 1a cy mbHX0oBe NoTpede HCIymbeHe, J0Ia3d
o nobosplIaka 0aHOCA ca KyIiuMa Kpo3 nosehame 3a10BoJbCTBA Kynaua. YnoTtpedbom SFA
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amaTa, 3amOCNIEHH Y NpojAajH Mory Oosbe H edukacHHje Aa 00aB/bajy aIMHHHCTpaTHBHE
3aJaTKe W Ha Taj HAUMH IIPOBEAY BHUIIE BpeMeHa ca KyNIUMa, aHTaxyjyhu ce y akTHBHOCTHMa
koje nosehaBajy 3aJ0BOJCTBO Kynana H nodosslnarajy ofHoce ca Kynmiuma. 3aTHM, Beha
TayHOCT IIpolieca NOCTHTHYTA KpahuM ITUKIycHMa HapylioM, kao 1 60Jba aloKaldja pecypea,
Mory moBehaTH 3aIOBOJECTBO Kymalla M HPOJYKTHBHOCT Ipojaje, IITO 3ay3BpaT noBehasa
NpeAHOCTH KOje OCTBapyjy MeHanepH npoaaje. Konauno, edukacHocT 1 epeKTUBHOCT SFA,
ykJbyuyjyhu nmoBehany npomyKTHBHOCT Ipojaje U MoOoJblIaHe OJHOCE ca KYIIHUMA, JOBOJE
Jo Beher mpuxoja o mpojaje 3a BUIIM MEHAlIMEHT M OpraHM3alMjy y LeMHHH. Boujena u
capagautim (2009) cy y cBOM MCTpaXkHBamy YTBD/WIK Haj3HadajHuje OeHedHTe Koje Tpyxka
SFA W3 nepcnekTHBE Kynala M TO: npo()ecHOHalM3aM 11pojasua, No0osbllame 0jHOCA H
UHTEpaKiMja U3Mely Kynua 1 npogaBLa, Kao ¥ Op3KM OAroBOp MpojaBalia Ha 3axTeBe KyHaua.

2.2, AyroMaTH3anHja MapKeTHHTa

AyToMaTH3auMja MapKeTHHra Cce OJHOCH Ha TEXHOJOLIIKY alUlMKalWjy Koja IoMaxke
MAapKETHHIIKOM 0CO0JbY M MapKETHHT MEHAIMEHTY Y IOCTH3alby LIM/BEBA PENEBaHTHUX 3a
nocao (Buttle, 2009). MapkeTHHT ayToMaTH3alfja nojapazymMeBa ynorpedy TexHoOTOTHje 3a
ayToMaTH3alH{jy MapKeTHHIIKHUX TIpolieca, Kao IUTO Cy CerMeHTallja Kynana, HHTerpauuja
nojaTaka O KyNWMa M ynpaebame Kammamama (Todor, 2016). Ayromarusauuja
MapKETHHIIKOT Tpolleca je MocTana BHAJBHBA HAa TPXKHUIITY TOKOM 1990-ux ca u3maBameM
npee CRM Ttexnomoruje. OBe TexHoJNOmIKe TiaTGopMe Ccy OU3ajHHPAHE 32 MOCIOBHE
KIHJEHTE KOJH CY JKENEIH Ja MHTETPHUIIY ITOCTIOBHe HH(opMaliije 0 MapKETHHTY U NPOoJaju
Kako OW cTeknW yBHJ, eHKAcHOCT W KOHTpPONYy Haj mpouecoMm mnpoaaje (Biegel, 2009).
TexHonoruja 3a ayToMaTH3alMjy MapKeTHHTa HYIH HH3 (YHKIHOHAIHOCTH KOjE HMOMaxKy
KOPUCHHLIMMA Y YIpaB/balby UMOBHHOM, YIIPaB/balby KaMIlamkaMa, YIpapbaky Kamnambama
38 OUPEKTHY TMOLITY, YNPaB/balky KaMIamaMa e-MoLITe, YIOPaBbamky JAOKYMEHTHMA,
CerMeHTalMjd Kymnana, MeHaMeHTY MapkeTHHra npexyseha, MHTepHer MapKeTHHTY,
MapKeTHHTY 3acHOBaHOM Ha JoralajiMa, MApKETHHTY KJBYYHHX peud, TeHepHcamy
NOTEHIMjATHHUX KIMjeHaTa, CErMEHTALMjH TPXKHUIITA, MAPKETHHIIKO] aHATHTHIIH, YIIPaBJLaiby
nojamHomily, ONTHMH3ALUjH MapKeTHHTa, YOPaBhalky MApPKeTHHIIKHM  PecypcHMa,
YIpaB/baky MapKeTHHIIKHM YYHHKOM, MApKETHHTY MapTHepa, YIpaB/balky KHUBOTHUM
IIUKITYCOM TIPOM3BO/IA, TEEMAapKeTHHTY, ONTHMH3AIN]H 3a MpeTpaskiuBade, Bed aHaTUTHITN 1
UIKEEPUHTY ToKa nocia (Butile, 2009). YK0IMKO ce MCHPABHO IPUMEHU, [IPABO PELLIEH:E 3a
ayToMaTH3alH{jy MapkeTHHTa oMaXke J1a ce opranusanuja Goxycupa Ha CBOje KyILe U 1a ce
yOp3a mpojajHu TOK, ca JaleK0 Malbe JBYACKHX pecypca M y3 MHOrO HHIXKE TPOIIKOBE
(Bagshaw, 2015).

Xapasep n copTBep Cy KJbYYHH TeXHOJIOMIKH €NEMEHTH ayToMaTH3alHje MapkeTHHra (Buttle,
2009). Xapasep ce ogHocH Ha JeckTomn, fganTon U py4ne ypehaje. Codreep ykmyuyje
pellema Koja Cy AM3ajHMpaHa Ja MHOAPXKE jeAHY oOnacT MapKeTHHTa WIH YIpPaBlbamba
MapKeTMHIOM, M HHTErpHcaHa pelllela Koja Hyle Hu3 (yHkiuoHanHoctH. Hexn
HHTCTPHCAHH MAKCTH CYy HAMCHCHH CaMO MapKCTHHILKHM alUIMKalfjaMa, APYTH cy yrpahenn
y mupa CRM pemema koja (yHKUHOHMIIY Yy OKBUPY front-office obmacTm MapkeTHHTra,
yeayra u npojaje. Biegel (2009) naBoau na xapasep u codrBep oMoryhasajy yHoc, o0pamy
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reHepHcamhe MapKeTHHIIKHX M MOCIOBHHX HH(opmammja u cagpxkaja. CodTeep npukazyje
uH(popmManuje craTucTiaku U rpadudku (Todor, 2016). On paTH Kama Kyniy IPBU IMyT youe
IpPOM3BOJ M Kaja TH HCTH KYNIH Kyne mpousBod. Ha ocHOBy oBHX mojaTaka ce MOKe
YIBpPAUTH KOje Cy MapKeTHHIIKe Kamnawme Hajedukacuuje. Bagshaw (2015) uctuue na
ynotpeba coTBepa 3a ayromMaTH3allHjy MOXe NMOMONHM 1a ce LEeHTpanH3yjy MoJalH, MPYXKH
Janeko pefaeBaHTHHja M KOMILIEKCHHja CTpaTerdja 3a KOHTAKTe, 3aTUM Ja ceé BOAM pauyHa O
MOTEHIHjATHHM KYIIUMa H Ja ce oJlaKia npaheme ycrnexa MapKeTHHIIKAX KaMITama.

AyToMmaTH3allKja MapKeTHHra MOXe OHTH KOpHCHA BEoMa ITMPOKOM CIEKTPY MapKeTHHIIKHX
MO3HLMja, YKBY4UYjyhH MeHallepe MapKeTHHTa, MeHallepe KaMIlama, aHATHTHYIape TPIKHINTA,
TpKUIIHE MeHaljepe, MeHallepe Ipomoluje, AoOaB/baue Oa3a TMojaTaka M MeHallepe
nupekTHOr MapkeTtuHra (Buttle, 2009). Ha Taj Haumn ce gonasu g0 uHpopMmammja o
IpoM3BOJMMA, Kammamama, mpoduiauma Kymana, IITo J0BoAM J0 Behe MapKeTHHIIKe
PO IYKTHBRHOCTH, TI000JkIIAHE MApKETHHINIKE WHTENHIeHIINje, TToDoJbIaHe peakivje H 6oser
uckycrsa kynaua (Al-Homery et al., 2019). Ayromarusauuja MapKeTHHra I[OMaxkKe
3amocieHMMa y npojaju Aa 6p3o u edHKacHO NPHUCTYNE MapKeTHHIIKMM HHQopMalrjamMa
KOje HMJbajy TpaBe Kynue y kembeHo BpeMe (Tamosiuniene & Jasilioniene, 2007). OBu
CHCTEMHM MOJpP/KaBajy MapKeTHHINKE KaMIame Tako wTo oOesbelyjy mogaTke o Kymiuma,
HoJaTKe O H3INICAMMAa KaMmame, HHPOPMAalHjc O HPOM3BOAMMA H YCIyrama, CMCPHHIIC
npojaje, ka0 M alaTe 3a aHaAW3y ToJaraka 0 KyHudMa W MapkeTuHry (Rainer & Turban,
2009). Ynotpeba ayromaTH3alije MapKeTHHTa YHHH Ipolece, KOjH OM ce MHa4e o0aBbalH
pyuHO, MHOTO euKacHHjUM U oMoryhaBa ycrocTaBsbame HOBUX TIpolieca. AyToMaTH3aLHjOM
MAapKeTHHIIKHX aKTHBHOCTH OPTaHH3alHje MOTY Ja MOHYyAe MOTCHIHjaTHHM KYNIL[HMa BHCOKO
HepcoHaIu30BaH, KOPUCTaH cajpikaj Koju omoryhasa Ja ce HOTEHIHjaTHN KYILH IPETBOPE Y
KYIIe, Kao U 1a ce KyIIHU NpeTBope y oayuessbeHe kynue. (Todor, 2016).

AyTomaTH3allKja MapKeTHHTa Npy)Ka opraHu3allijaMa pasHe MpeJHOCTH, Kao 1uTo cy (Buttle,
2009):

¢ Ilobosbmana MapKeTHHIIKA eHKacHOCT - AyTOMAaTH3allHja MapKeTHHIIKHX Ipoleca
naje Behy koHTpony Hajg TpowikoBuma. Kopumheme pyunmux cucrema u ad hoc
mpolieca MOJKe JOBeCTH 10 3HauajHe HeedukacHoctH. CTora, ayromaTHsanuja
MapKeTHHra oMmoryhasa opraHuzaundjaMa jAa pa3BHjy jeAHOCTaBHHjC M MCIUIaTHBHjE
IpolLece KOjHMa MOJXKE YINpaB/baTH OMIO KOJU MapKEeTHHIIKH pagHHUK, OWio ma je
HCKYyCaH HIIH HOB Y TOj YIO3H.

¢ Beha mapkernHmka npoaykruBHocT — [lpe ayromartusanuje je y MapkeTHHTy OHIO
Moryhe mokperame ckpoMmaHOT Opoja peklaMHHMX KaMmMama M MpOMollHja mpojaje y
jemHoj rommHH. AyTOMaTH3allMja MapKeTHHra oMoryhaBa opraHMzanujama Ja Boje
JeceTHHe U Xusbajie KaMnama M Jorahaja kpo3 BHIIE KaHala HCTOBPEMEHO.

¢ EdukracHHjH MapKeTHHT - AyTOMaTH3allHja MapKeTHHra oMoryhaBa opraHuzaljaMa
Jla KOpUCTE TK3. MapKETHHT 3aTBOPeHE NeTike (closed-loop marketing - CLM). CLM ce
3aCHHMBA Ha IUKIYCY MIIAHUPA] — YPaau — MepH — HaydH. MapKeTHHIIKH CTpydmhalu
IJIaHUpajy KaMnamy HiaH Jorahaj, 3aTHM crpoBoje MIIaH, Mepe UCXOAE, y4e H3 HcX0a
W HakHaAHO MoAM(UKYjy cnenehy kammamy wunu gorabaj. CLM obesbehyje nma
opraHusaluje KOHTHHYHPAHO yde M3 CBOjUX MapKEeTHHIIKHX aKTHBHOCTH, TOCTIKyhn
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BUIIH HHBO MapkeTHHIIKe edukacHocTH. Taxohe, opranusamuje Mory ma
UIeHTU(HKY]Y U OAYCTaHy OJ HeyCNeNIHHX MapKeTHHIIKMX HHUIMjaTHBA Tpe HEro
IITO MOTpolle (PHHAHCH|CKE pecypce.

o [lobospmann oa3uB — Y opraHusanujaMa ce TpagULMOHATHO KpeHpajy U CIpoBoje
FOJMIIBLH MAPKETHHIIKH [1aHOBE ¢a KaMIamaMa H NpoMolHjaMa Koje cy IUlaHHpaHe
U 3aKa3aHe MHOrO MecellM yHamped. AyToMaTHs3aluja MapkeTHHra omoryhasa ga ce
OoAMax pearyje Ha NpPWIHKe, YaKk M 4KO OHe HMCY Je0 IUaHa. 3axBasbyjyhu
yTOMaTH3alUjH MapKeTHHra, OpraHM3alijeé MOTY Ja ce YK/byde Yy MapKeTHHT
AKTHBHOCTH y PeaTHOM BpeMeHy, pearyjyhn oqmax Ha uaeHTH(UKOBaHy npunuky. Ha
npuMep, Kaga Kymal NpBH NyT KyNyje KUY ca cajTa, Moryhe je ga ce Kynmy
nomajke ayrToMaTH30BaHA MO3HUBHHUIA Ja Ce NMPHIPYXKH KIyOy uuTanmana Koju HyIu
JOjiaTHEe HOTOAHOCTH HOBMM WIAHOBHMA.

e [loOosmmmana mapkeTHHITKA WHTeNHWTeHIMja - Yrpahena ¢yHkuMja W3BemTaBama W
AHAMTHKE IpYKa BpeJaH YBHJ Y YNpaBJbaibe TPKHIITHMA, KaMIambaMma, Ky[IIuMa,
norahajuma W Tako Jajke, WTO J0BOAM 10 Tobosbane edgekTHBHOCTH U
epuxacHoCTH.

e [lobommano kopucHWMYKO HWCkycTBRO - Kymmm foOWjajy  mepcoHamu3oBany,
peneBaHTHY KOMYHHKAIUjy U TIOHYAe y ogrosapajyhe speme. I3 nepcnextuse Kymnua,
ayToMaTH3alllija MapKeTHHTra 3Ha4M Mare HexKeJbeHe MOoLTe.

2.3. AyTomaTH3anHja ycayra

Tepmun ayToMaTH3alMja ycayra Moxe ce JeMHHCATH Kao NMPHMEHA KOMIjyTepH30BaHHX
TEXHOJOTHja 3a MOAPIIKY 3alocCieHMMa KOjH Cy 3aQyKeHH 3a MpYkKambe yclyra, Kao H
MEHAlIMEHTY Yy TIOCTH3amy MHUXOBMX pamzHux wuwbeBa (Buttle, 2009). Owmoryhasa
opraHusanMjamMa J1a ayroMarusyjy CBOjy YCIY¥KHY JelaTHOCT, OWlo ja je peainusyjy Hpeko
KOHTaKTHUX MeHTapa, call nentapa, Mutepnera umu nuyHo Ha TepeHy. dDyHkumja
ayroMaTH3anuje yciyra jecte na obesbeanm mHdopmanuje M anate koju he omoryhmTu
nobommame eHUKacHOCTH IeHTapa 3a MOAPIIKY KyNuuMa, TenepoHCKHX LeHTapa 3a
npykame HHpOpMallHja, 3aTHM 0c00Jba KOje IpyXKa MOAPIIKY, KA0 M YCIyra 3acHOBaHHX Ha
BeOy (Rainer & Turban, 2009). Annukamnuje 3a ayTOMaTH3alHjy YCIyra HyJAe HH3
(YHKIIMOHATHOCTH MeHAllepHMa H TPYKAoOllMMa YCIyra: yOpaBbame AaKTHBHOCTHMA,
yIOpaB/bale areHTHMa, O0JeJbUBambe ClIydajeBa, YIpaBhalmbe CIy4yajeBUMa, YIpaBbarbe
YTOBOPHMa, CAaMOINOCTYXXKHUBalke KyMalla, YIpaB/bamkbe OArOBOPHMA e-MOIITE, YNPaBbamke
ylIa3sHHM KOMYHHKalHjaMa, (hakTypHcaibe, YIpaBibambe MOCI0BHMa, Malupame U YIyTcTBa 3a
BOXKIbY, YIPaBbake H3Ia3HUM KOMYHHKallMjaMa, YeKame y pedy H pyTHpame, 3aKa3HBabe,
aHaNMTHKa yclyra, YIpaB/balbeé HUBOOM YCIyre, YIpaB/bameé pe3epBHUM [en0oBHMa, Beb
capajimha U MHKemepHHT Toka pana (Buttle, 2009).

AyToMmaTH3allMja ycnyra ce YIJIaBHOM KOPHCTH y TeT FJIaBHHX obnacT: call LeHTpHUMa,
KOHTAaKT LIEHTPHMA, crykDaMa 3a moMoh, TepeHCKHM yclIyrama U caMOIIOCTYXKHBay Ha BeOy
(Al-Homery et al., 2019). Call nentpu cy renepanHo noceeheHH KOMYHHKALMjH TJ1acOBHE
TenedoHHje, OUIO 1a ce paju o jaRHO] Tene)OHCKO] MPEXH HITH MPEKH MOOMITHHUX TenedoHa.
KoHTakT 1enTpH, nopes Tene)OHCKUX MO3HMBa, 00yXBaTajy M KOMYHHKALU]y HPEKO APYTHX
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Me[Hja, Kao WTO cy nomTa, (akc, e-nomra H TekcTyanHe rmopyke. Cnyxbe 3a nomoh cy
obuuno nosesane ca UT oxpyxenuma y xojuma ce Hyan nomoh T xopuchunuma. Tepencke
yeayre ce jaBibajy y B2C u B2B oxpyxemnMa. CepBHCHH HIDKeHEpH 3a 0ely TeXHHKY HIH
enexTpuune ypehaje mocehyjy gomoBe kymana kako OM HMHCTandpand, OfApIKaBald HIIH
nonpaBWIH npouseoae. ¥ B2B KOHTEKCTYy, TEXHHYapH H WHXKemepH mnocehyjy ¢abpuke,
CKIIaAMINTA, pafNoOHKIle, KaHllenapHje U Apyra pajHa MecTa Ipe, TOKOM M Nocle KyNOBHHE,
KaKo OM MOMOTNH KyniuMa Ja ofabepy, HabaBe, HHCTANIMPAjy U CEPBUCHPAjy IHPOK CIEKTap
MallliHa ¥ chcTeMa. MHore opraHusalje caja Hyfde KyIIMMa caMOYCHIYTY 3acHOBaHY Ha
BeOy. Kynmm mory ma napyuyjy, nnahajy, npate mpobneme ca yciyrom HiaH obaBibajy
JMjarHOCTUKY yciyre Ha BeOy y Onio koje Bpeme.

K/byuHn TeXHOJOWIKM eneMeHTH ayToMaTH3aluje ycIyra jecy MH(pacTpyKTypa, IOJaiy,
ypehaju u codrBep (Buttle, 2009). Kako 0O ce omoryhuno mnpyxame ycnyra,
UH(ppacTPyKTypa UMa Beoma BaxHy ynory. Kana ce yermyra ucnopydyje mpeko HeHTPATHOT
call neHTpa MM KOHTAKT LEHTPA y BUIIEKAHAIIHOM OKPYXKEHY, MOpa MOCTOjaTH MHTETpaLuja
Pa3sNMYUTHX KOMYHMKALMOHMX CHCTeMa YKJbydyjyhu e-momty, Tenedonujy u Bed. Ha
npuMep, Kymnal MoKe npeTparoM Beba ga casHa Kako Ja gobuje ycnyry, a 3aTHM TenedoHOM
Ja TMojHece 3axTeB 3a ycnyry y call nentap. MehyTtum, kymam Mmoxxe myTeM e-TIomITe Ja
npuMH obaBeIITCH,C O TCPMHMHY 32 NpPYXKame ycIyre, a 0 HpoMcHaMa TepMHHa Ja Oy
obaBemTeH TyTeM TekcTyanHe mopyke. Jlakme, wuHTerpandja KaHama je BakHa
KapaKTePUCTHKA TEXHOJNOTHja KOHTAKT lieHTapa. AreHTH yclyra Kaga KOMYHHLHpajy ca
KymiuMma o mpo0ieMuMa ca ycnyrama, Mopajy aa Oyay y MoryhHOCTH fa mpHcTyre YuTaBoj
HUCTOPHjU KOMYHHKaIHja, 6e3 003upa Ha KaHal. 3a IpyXKame KBAIMTETHHX YCIyTa je BaxkaH
OPUCTYNl NpaBUM TojalMMa O KylnlIMMa, Kako OH areHTM yciayra MOTIM Op3o ja
naeHTHHKY]y 1 peme npobnem. [Tomanm o xynmuma oOyxBarajy Kako CTPYKTypHpaHe
(ucTopHja KOHTakaTa, cTalkba Ha padyHy, JOTOBOPEHM HHMBOM YCIyra), Tako H
HECTPYKTypUpaHe TojaTke (e-mopyke, Oenelllke areHata o Tele()OHCKMM pasroBopHMa). 3a
pa3NMKy O] CBOjUX KaHIENapHjcKHX Kojera, TepeHCKOM ocobiby je moTpedaH NpHCTYN
annKanMjaMa 3a ayToMaTH3alldjy ycIyra M MojaluMa Ha CBOjUM JaNTONOBMMA, PY4HHM
ypehajuma, nameTHuM Tenedonnma u MoOMIHHM TesiepoHMMA. Y TOM CIIy4ajy j& HEOIXoHa
nepruoaMYHa CHHXPOHM3alHKja ca LenTpaaHoM CRM 6a3oM nojartakxa.

AyToMmaTu3aluija yenyra oMoryhaea opranusanpjaMa aa npyxe oATHIHY YCIYTy KyIIuMa, Te
Ipyka HEKOJIUKO NPeIHOCTH, Kao mwto cy (Buttle, 2009):

¢ [Iloeehana edukacHocT ycnyre - Ha 3a10oBoJbCTRO Kynaria, 3aXTeBH 3a YCIYTe ce MOTY
Opke MCIYHHTH, TakOo ILITO ayTomaTH3allMja yciayra obOesbehyje ma ce 3axTeBH
oOpalyjy Ha TpBOj TAauKM KOHTAKTa WIH fa ce YCMepe [0 TPABOT CEepPBHCHOT
HIDKEIbepa WM CEPBUCHOT areHTa, KOjH je y CTamlby Ja KOPUCTH axKypHY 0a3y 3Hamba
na Ou peryo mpodiem.

e Beha npogyktuBHOCT ycnyra - CHCTEMH yIpas/bamba MO3MBOM M KOHTAKT LIEHTPOM
00e30elyjy ma je mocTynan onTUManaH Opoj areHaTa W Ja ce NPOJYKTHBHO KOPHCTH
IBUXOBO BpeMe. AmNIMKanMje TepeHCKHX yciayra obe3behyjy ma je onrepeheme
paBHOMEpPHO U ONTHMATHO pacnopeheno.
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e [l0o6osBpIIaHO KOPHCHHUYKO HCKYCTBO - ATCHTH HMajy TIOTIYHH YBHJ Y HCTOPH]Y KyILa
W 3aXTeBe 3a YCIyTy, Te Mory Ja o0e30dene na ucropyka yciyre Oyne oarosapajyha
CTaTyCy Kynaua HiH J0TOBOPEHHM HHBOHMA YCIyTe.

3. Teopuja ¥Ycariaamenoctu 3a1arka u rexuosoruje (I'TF — Task
Technology Fit)

Kako 6m ce ucnurano npuxsatame TEXHOJIOTH]a OJ CTPaHe KOPHCHHKA, pa3BHjeHE cy OpojHe
TeopHje 0 ycBajamy TexHoloruje. Behuna Teopuja o ycBajamy Texnonoruje gecto oapehyje
IpHUXBaTambe¢ Ha OCHOBY MEpILENLHje KOPUCHHMKA O TexHoioruju. [IpuxsaTame TexHoNOrHje
MOJKe ce OJpPEeIUTH U MpeMa aJeKBaTHOCTH TEXHONOTH]e ca 3aJaTKOM, a He caMo IpeMa CTaBy
H TepuUeniujH KOPHCHHKA y Be3H ca TexHouor"joM (Qureshi et al., 2018). YV uumy
noTphUBamka YCHEIIHOCTH NoAydapama H3Mely 3amaTka M MH(OpPMAlMOHE TEXHOJOTH|e,
ayropu Goodhue n Thompson (1995) cy pa3Bunn TeopHjy YcarinameHOCTH 3ajaTka H
Texuonoruje (I'7TF Teopujy). HaBenenn ayropu cy NpeanoKuiu Hiaejy Ja HMH(oOpManvoHa
TexHoJorHja Tpeba na npyxu nomoh y obaespamy nocnosa, a Takohe TexHonoruja Mopa OUTH
npuxsahena 1 3anocnenn Tpeba Ja Oyay BOBHH Ja je KOpHCTe Ha pagHuM MecTuma. [Ipema
TTF TeopujH KapaKkTepPUCTHKe TEXHONOTHje U KapaKTepPUCTHKe 3ajaTka YTHYy Ja
ycariameHoCT 3aJaTka M TeXHONOTHje, IITo 3ay3BpaT ojApelyje HHAUBHOyanHe nepopMaHce
u crBapHy ynortpeOy. Maknme, ymoTpeba TeXHOIOTHje MO)XKe PE3yITHpPATH Pa3IHUUTUM
HCXOJHMMa, Y 3aBHCHOCTH O] IbeHe KOH(Mrypauuje M 3ajaTka 3a Koju ce xopuctu. ITF
TeopHja ce KOPUCTH Ja OM ce AeMOHCTPHUpPANO KaKo ycarfameHOCT 3aJaTka M TeXHOJOTHje
YTHYE Ha NpHXBaTame MHPOpMALMOHUX TexHosoruja/cucrema (Wang et al., 2020). [Ipema
MOMEHYTO] TEOPHjH, CMaTpa ce Ja UHPOPMALMOHU CUCTEM MoxKe ModosbaTi nepdopmMance
KOPHCHHKA YKOJIHMKO CC yKJIala y BUXOBC 3aJaTKC H MOKC MM ToMohn fa o0aBe M ycIeIrHo
3aBpiue Te 3aaarke (Virdyananto et al., 2016).

Mmuore crynuje (Raman et al., 2006; Pai & Tu, 2011; Gu et al., 2015; Abbes & Khemakhem,
2021; [tani et al., 2022) cy npumenune ITTF teopujy kako Ou objacuine ycajame CRM
TCXHOJIOTHjE 0f cTpaHe KopucHuka. Gu w capaguunum (2015) tBpae na je 77F momen
IpUKIaJHa TeOpHja 3a NpoydaBame ycBajamba CRM-a U3 Hekonuko pasnora. IIpeu pasnor ce
3acHHBa Ha ogHocy M3Mmelhy MT uHoBaumja W nmpHMapHOT MOCIOBHOT NpoLieca OpPraHH3alHja.
HaBenenu ayTopu MCTHUY Ja TpHMapHH TOCIOBHH Mpollec NpeicTaB/ba CKYI AKTHBHOCTH
WM 3a]aTaKka 3a ocTBapeme ojapelieHor pesydaTraTa M Ja IOCIOBHH NpoLEC YHHH je3rpo
nocinoBamba M CTBapa NpUMapHH TOK BpegHocTd. Jla Om ce HcTpaxkmno ycBajame HT
WHOBaIHja, Tpeda y3eTH y 003Hp OBe IIWHHO OpHjeHTHcaHe akTUBHOCTH. I'TF Teopuja BUAH
TEXHOJOTHjy Kao CPEICTBO IMOMOhY Kojer mojeauHall ycMepeH Ka Wby H3BpIIaBamba
3amaraka. HameneHna Teopwja He mocMaTpa W30NIOBaHO KapaKTepHCTHKe TeXHOIorHje, Beh
cariefiaBa Ha4uMH Ha KOjH Cy OBE KapakTepHCTHKe yckilaljeHe ca 3aXTeBHMa aKTHBHOCTH HIIH
3aJaTka 3a MOCTH3ame OpraHH3alMoHuX LwbeBa. Kao TakBo, ycBajame WT wunoBauuja
MOCTOBHUX T@poueca ce MoXe 00jacHHTH HaMepoM oOpraHmM3anuje Ja Ho6osblna
opranmsanmone nepdopmance Kpo3 ycarnameHocT Msmely 3agatka u Texsonoruje. Kao
apyru pasnor, Gu u capagaunu (2015) nasoge na je T7F nopen objammmema ycBajama UT
WHOBAIlMja O] CTpaHe TMojeJuHala, KopuiiheH W 3a oljambeme ycBajakba HA HHBOY
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opranmsauuje. Tpehe, TTF Teopuja nobpo objammaBa ycBajame MelyopranuzalHoHHX
cHcTeMa, T€ je 0Ba TeopHja oaroapajyhu m3bop 3a cuctem kao mto je CRM.

3.1. KapakTepucruke CRM Texnonoruje

Texnonoruja oOyxsara mupok cnekrap MT, kao mTo cy xapasep, codrsep, mojar,
KopucHH4Ka noapuka uta (Lin & Huang, 2008). Texnonoruje ce mocMarpajy Kao anaTé Koje
NOjeIMHIM KOpHUCTe Yy U3BpIIABalby CBOJUX 3ajaraka. Y KOHTEKCTY HCTpakMBamba
uHPOPMAIIMOHHX CHCTCMa, TCXHOJOTHja CC OJHOCH Ha padyHapcKe cHCTCMe (XapaBsep,
codTBep M NoJalM) U yCIyre KOpHUCHHYKE ToApIuke (o0yka, TuHKje 3a moMoh, UTA.) Koje ce
IpyXKajy Ja TOMOTHY KOPHCHHIIHMA Y IBHXOBHM 3anauuma (Goodhue & Thompson, 1995).
CRM TexHONIOTHja TpeACTaB/ba CPyNy HHPOPMALMOHMX CcHcTeMa Koju omoryhasajy
opraHH3alHjaMa Ja KOHTAKTHPajy KyIIe H MPHKYIUbajy, UyBajy H aHAIM3HMPAjy IOJaTKe O
KyMIuMa Kako OM ce npyxuo cBeoOyxBaTaH nornef Ha kynue (Khodakarami & Chan, 2014).
Wang n Feng (2012) uctuuy na CRM TexHonoTHja npeacTasba HH(OPMALHOHY TEXHOJIOTH]Y
Koja ce KOpHCTH 3a GoJbe yrpaBibame 0JHOCHMA ca KYNIUMa M OHA OpraHH3alHjama Ipyska
MOJIPITKY Y aKTHRHOCTHMA MPOJiaje, MapKeTHHTa M TIpyxkarma yernyra. Pazeoj nadopmanuono-
KOMYHUKaLMOHHX TEXHOJOTH]ja je y BeIMKOj MEpH ONaKINao Mpoliece NPHKYIbamba, YyBaiba,
UHTETpalje, aHamu3e 1 Jebema uHdopManrja o kynuuma (Sin et al., 2005). CRM cuctemu
qyBajy HoJaTke (HIpP. MCTOPHjy KYIMOBHHE Kymala), NpaTe MHTEPaKLMje M TPaHCaKLHUje H
aHanM3upajy JOCTYIHe MojaTKe Kako OM CTBOPMIIH 3Hame 3a epuKacHO JOoHOLIeHke OANIyKa
(Itani et al., 2022). 3axBaspyjyhn HHTErpHcaHHM MOJaMMa OpraHK3aLije MOTY Ja MPHIaro/e
CBOjJy MOHYIY MOjeMHA4YHUM KYyNIMMa M Ja oJpkaBajy mpoduTabuiHe ogHOCE ca IbHMa
(Mohammad et al., 2013). CRM Ttexnonoruja omoryhasa opraHMsanujamMa ga TNOHYJC
npunaroljeHy ycImyry BHIIET KBalUTeTa, ald MO HHXKO] LeHH, Ma OM MHOTe AKTUBHOCTH
ycMepeHe Ha kynua Omne Hemoryhe 0e3 mpase Texuonoruje (Garrido-Moreno & Padilla-
Melendez, 2011). CRM cucTeMH y BEIHMKO] MEPH MOMaXYy 3al0CTICHHMA MPHINKOM NpYyKamba
yenyra xynuuma (Sin et al., 2005). 3axsamyjyhn CRM Texuonoruju, opranusanije Mory aa
noBehajy 3aJ0BOJLCTBO KyMalla, BUXOBY JIOJATHOCT, Ko M Ja U3Tpaje AYyropodHe ofHOCE ca
wuMa (Butler, 2000). butno je mcrahm ma CRM texnonormja 3HadajHo onpehyje ycmex
yhpaBJbamla 0JHOCHMa ca KynuumMa (Kim et al., 2003; Soltani, 2018).

KapakrepucTuke TeXHOIOTHje YTHYY Ha OYEKHBAHH HANOP KOPHCHHKA IIPHIMKOM
xkopumhemwa Texuonoruje (Zhou et al., 2010). I'maBue kapakrepucTnke CRM cuctema cy
cTabunIHOCT, Nako Kopuinhemwe W WHTerpaumja. ltani U capaguunn (2022) ucrnuy ga npema
Teopuju TTF-a, ynotpeba CRM Texnonoruje yHampelhyje nepdopmance KOpHCHHKA,
nobosbmasajyhy KpUTHYHE CTpaTellke aKkTUBHOCTH M CIOCOOHOCTH (HIIp. 3HaIbe KOPHCHHKA)
U pesynTaTe KopucHHKa. CRM Texnomorsja omoryhapa KOPHCHHIMMA [a TPHKYIUBAjy,
opranu3yjy u aene HH(OpMalHje O CBOJUM KyNuMa Ha BeoMma edukacaH M edeKkTHBaH
HaunH. OHa TOMake OpraHM3alljaMa y HHXOBOM PEJOBHOM IMPHKYIUbAly M T€HEPHUCALY
YBHA, 3Hamka U MOCNOBHUX MHpopManHja o kynouMa. KopuchHuiy dopMupajy MULIBEHE O
npuknagHoctn CRM TexHONOTHje Ha OCHOBY HEPLCIIIHC O TOME KaKo TCXHOJIOTHja OAT0Bapa
HBUXOBUM 3axTeBuMa 3amatka (Gu et al., 2015). Ykomuko je TexHomoruja edukacha,
KOpUCHHIIM he je cMaTpaTH aTPakTHBHHjOM H KOPHCHHjOM, JOK JIOIIE KapakTepHCTHKe
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TEXHOJIOTHje CMamyjy HaMepy KOpPHCHHMKa Ja HacTaBe ja je xopucte (Rahi et al., 2021).
YKomMKo cHcTeMCKkH copTBep He (pyHKIMOHHIIE T00po WK He MpYka oapeljene mpegHoCTH,
To he cmamuTH Hamepy ynoTpede 3a kopuhemwe CRM cucrema (Pai & Tu 2011). Onpehene
CTyAHje Cy yKasale Ha TO Ja KapaKTepUCTHKe TeXHonoruje ogpelyjy Hamop NpHIMKOM
xopuithewa Texnonoruje (Zhou et al., 2010; Wang et al., 2020), kao u 1a 3Ha4ajHO YTHUY Ha
ycarnameHocCT 3aJaTka U Texnonoruje (Lin & Huang, 2008; Zhou et al., 2010; Virdyananto et
al., 2016; Qureshi et al., 2018; Wang et al., 2020; Rahi et al., 2021). Y xonrexkcry CRM-a, 1o
WJEHTHYHOT 3aKJbydKa cy Aoy Pai u Tu (2011).

3.2. KapakTepHcTHKe 32/1aTKa

3agany cy mMMpoOKo Ae(MHUCAHM Kao padme Koje ce M3BOJe NMPUIHKOM IpeTBapama yaasa y
n3mase, kKako 0M ce 3amoBospune notpebe 3a mHpopmaunjama (Lin & Huang, 2008). Ha
OCHOBY HcTpakuBama ayropa Goodhue n Thompson (1995), Moxe ce KOHCTaToBaTH Ja
KapaKTepUCTHKe 3aJaTKa AWPEKTHO WIM WHAUPEKTHO YTHYY Ha KapakTep KOHKPETHOT
cHCTeMa, OJHOCHO Ha edHKacHOCT Kopumthema MH(OpMALMOHE  TEXHOJOTHje.
KapakrepucTike 3ajaTaka cy OHe 3a KOje KOPHCHMK MOXe fAa KOPHCTH WH(OpPMAIHOHY
texuonorujy (Tam & Oliveira, 2016). 3a CRM cucTeMm, pa3IMIUTH Npou3Bohadn pa3BHjajy
pa3IHUNTe CHCTEMe Yy paslHuHTe CBPXe, a HEKH Yak MpelcTaB/bajy Kateropujy ERP cucrema.
IbuXoB rNMaBHH LHJb jeCTe PYKOBame MHTErPALMjOM YHAKPCHHX MOJAaTaKa M HCTPaKHBAME
undopmanyja y KopucT 1enokynse onepauuje (Pai & Tu, 2011).

Bang (2003) naBogu ga CRM 3anatak obyxsara uusbeBe, 1youny u mmpuny CRM—a, xao u
au3ajH nocnoeHor npoueca. [uwesn CRM-a Mory 6utu (hnekcuOunHoct, npunarohasame 1
IpyKambe aJekBaTHe yciyre KynuuMma. HaBemeHn nMbeBH cy MACHTH(HKOBAHHM Kao IJaBHH
MoKpeTa4yn caTuc(akiMje Kymnamna Ha Koje yTHie ycBajame Texnonoruje. Jyouna CRM-a ce
Mcpn momohy Tpm pasnumumta Taprera: CRM mpakce, amnmkanmje, HH(PAcTPyKType H
Tpanchopmaruje, a cea Tpu OM Tpebamo nga Oyay ocrBapena CRM cuctemmma. 3a
uaeHTH(HKanujy mupuae CRM-a ce KOPHCTH KHBOTHH LHKITYC ycayre kynuuma (Customer
Service Life Cycle-CSLC), aytopa Ives u Learmonth (1984). CSLC onucyje HU3 aKTUBHOCTH
KojuMma ce Kynau 0aBH JOK Kymyje mpoussoa unu yernyry. CSLC npyxka mohan amar 3a
npoueny moryhnoctu CRM Texnomnoruje aa ooe3deau doswe yenyre. [nszajn CRM nocnosHOT
mpolieca MpeAcTaBba jedHy O] BOKHHJUX CTABKH, a (POKYC je Ha TOME KOIHMKO je TIOCIOBHH
Ipoliec ONCIyKHBamba Kynala J06po Anu3ajHupaH.

KapakTepucTHke 3afaTka ce Mepe cilefiehuM KpHUTepHjyMHMa: CIIOXKEHOCT 3a1aTKa (PYTHHCKA
HacIpaM HepYTHHCKOT acmekTa) M Mel)ysaBHCHOCT 3ajartaka (ca APYTMM OpraHM3allMOHHM
jemunnnama) (Abbes & Khemakhem, 2021). CnoxeHu 3amany cMamyjy ycarialieHOCT
3amaTka M TexHonoruje (Zhou et al., 2010). OgHocHO, WITO ¢y 3aJalll KOMIUIEKCHH]H,
TexHonoruje he tesxe ncnynuty 3axrtese 3amarka (Junglas et al., 2008). Lin u Huang (2008)
cMatpajy Ja Meljy3aBUCHOCT 3a7aTaka YK/bY4Yje CTENEH A0 KOjer NojeIMHIM NepLUUIHPajJy Ja
CY Y HHTEpAKLHUjH ca APYTHMA H Jia 3aBUCE O APYTHX Aa 6u obasumu cBoj nocao. Jbymu @ju
3aJaTak ¥ yYMHAK y BEIMKO] MepH 3aBHce O Apyrux he BepoBaTHO AenuTH MH(poOpMaLHje 1
3name. Behm cremen wmelysaBucnoctu s3amataka gosoqu g0 Behe koopauHaumje u
MHOBaTUBHMX MH(popManuja. Pesynratm MHOrMX HCTpakMBamba YKa3yjy Ha ToO [a
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KapakTepHCTHKE 3aJaTKa MPeACTaB/bajy MPpeAHKTOP YCarialleHoCTH 3a1aTaka H TEXHOIOTHje
(Oliveira et al., 2014, Virdyananto et al., 2016; Qureshi et al., 2018; Wang et al., 2020, Rahi
etal., 2021)

3.3. Ycarmamenoct 3agarka 1 CRM Texnonoruje

VYcarnameHocT 3agaTka H TexHonoruje (fask technology fit — TTF) mnompasymesa
ycknahuBame MoOryhHOCTHM TeXHONOTHje ca 3aXTeBUMa 3ajaTka, OJHOCHO TO je
KopecrofcHUMja  m3Mcl)y  3axTeBa  3ajJaTKa, MHIMBHAyaIHHX  CHOCOOHOCTH  H
¢ynkunonannoctd texuonoruje (Goodhue & Thompson, 1995). TTF noapazymaBa ga he
nH(opManuoHa TexHonoruja OHTH KopHIheHa ako H caMo ako (YHKIHje KOje Cy JOCTYIHE
KOPUCHHMKY TOJp;KaBajy aKTUBHOCTH KopucHHKa (Dishaw & Strong, 1999). Kopucnuk he
YCBOJUTH HH(POPMALHOHY TEXHOJOTH]y caMO KaJa OHa OAroBapa HErOBHM/HEHHM 3amalliMa
u noOoJblIaBa mweroBe/mene nephopmance (Gebauer & Ginsburg, 2009). Rahi n capaaHunu
(2021) uctrnay ma TTF npeacTasba MepleNHjy aJeKBaTHOCTH OHOTA IITO HOBAa TEXHOJIOTH]ja
MOJKe Ja ypaJaH 3a M3Bplueme 3agatka. TTF je cTemneH A0 Kojer MH(opMalloHa TeXHONOTHja
MoMaxe TIOjeHHITY ¥ 00aBIbahy HWETOBOT WIH HEeHOT crelu(HYHOT nopTdonuja 3a1aTaKa
(Chang, 2008). ¥ kontekcty CRM-a, TTF ce nedunuuie kao creneH 1o kojer ce CRM
cucTeMHd 100po yknamajy ca 3agauuma U unbesuMma CRM-a (Bang, 2003). Moryhe je na,
MaK0 KOPHCHHIIM BHJE TEXHONOTHjy Kao HampeaHy, oHH je Hehe ycBOJjUTH ako MHCIe Ja 0Ba
TEXHOJIOTHja HHjE y CKIady ca HHXOBHM 3aJalliMa U Ja HE MOKE NOO0JBIIATH HHXOBE
neppopmance (Zhou et al., 2010). HMakne, ycBajame TexHoNoruje Huje oapeheno camo
HeplenujoM H cTAaBOBUMA KOPHCHHUKA NPeMa TEXHOJOTHH, Beh 3aBHCH M 0[] ycarialeHOCTH
TEXHOJIOTHje U 3aJaTKa.

V wuctpaxkusamwy ayropa Goodhue w Thompson (1995) je yrBpheHO na KapakTepHUCTHKe
TCXHOJNOTHjC M 3aJaTka OMPCKTHO HIM HMHIMPCKTHO YTHYy Ha KopHmrheme, Kao M Ha
nephopmance kopucHuka. CRM cucTeMH MOTY Ja pellle MocloBHe npodneMe KOPUCHHKA, Te
CY OHH BOJBHH J1a KopucTe oBe cucTeMe (Pai & Tu, 2011). Parnonaniy, HCKYCHH KOPHCHHIH
Oupajy oHe anate M METOJEe KOju MM oMmoryhaBajy ma 3aBplue 3amaTak y3 Hajsehy HeTo
kopuct. Ca gpyre cTpane, Hehe ce KOPHCTHTH MH(OpPMALHOHA TEXHOJIOTHja Koja He HYAH
JoBoJbHY mpeaHocT (Dishaw & Strong, 1999). Kama mocToju ycarnameHocT u3mely
KapaKTepPUCTHKA 33JaTKa KOPHCHHKA M KapakTepHCTHKA CHTEMa, KOPUCHHUIM he KOpPHCTHTH
cucteM M ocTBapuhe Bucoke nepdopmance (Kositanurit et al., 2006). Ynorpeba nate
TEXHOJNOTHje 3aBHUCH OJI CTeTMeHa 0 Kojer mojapxkara eduikacHo W3BpIIeme 3anaTtka (Chang,
2008). Oppehene Bpcre 3agaTaka (Hmp. Mehy3aBHCHM 3ajanM 3a KOjeé CY HEOMXOAHE
undopmanyje u3 OpojHMX OpraHM3alMOHMX jeIMHMLIA) 3axTeBajy oapeheHe BpcTe
TEXHOJIOIIKE (DYHKIHOHATHOCTH (HIp. MHTerpucaHe 6ase mojaTaka ca CBMM TOJaluMa O
KymiuMma Koju cy noctynHd cBuma). lllto je Behm ja3 wm3mehy 3axTeBa 3amaTka
¢ynkumonannocty Texuonoruje, TTF ce cMmamyje (Goodhue & Thompson, 1995). Jlakne,
kako CRM TexHonoruja Hyau Mame (PYHKIMOHANHOCTH MIM INTO BHIIE 3ajalU NOCTajy
3aXTCBHUJH, cMamuhe ce U ycarnameHocT 3agatka 1 CRM texnonoruje. Bang (2003) uctude
ocaM daxTtopa 3a Mepewe TTF-a y xourekcty CRM-a: KBamuTeT, IOKaOHMIIHOCT,
ayropHsanHja, KomnatHOunHocr, nakoha ynotpebe/o0yke, mpaBOBpPeMEHOCT IPOH3BOJE,
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MOY3JaHOCT CHCTEMAa H OJHOC ca KOpHCHHIIUMA. Raman u capaguuun (2006) naBoje na je
ycarmameHocT 3ajaTka M TeXHONOTHje OJ CTYIITHHCKOT 3Hayaja 3a YCHEIIHY
nmnneMmenTannjy CRM—a. TTF oapelyje nHanop npuinkom kopuithema Texaonoruje (Dishaw
& Strong, 1999, Qureshi et al., 2018; Rahi et al., 2021), xao n nepdopmaHce HBEHHUX
kopucHuka (Zhou et al., 2010; Qureshi et al., 2018; Wang et al., 2020). Takolhe, 3naqajuo
yTH4Ee U Ha ycBajamse CRM-a ox cTpane kopucHuka (Gu et al.,2015). Pai v Tu (2011) gonaze
JO0 3aKJbyuka O 3HAYajHUM MOSUTHBHMM e(eKTHMMa ycariamieHocTH 3agatka u CRM
TEXHOJIOTHje Ha Hamepy ynoTpebe CRM-a. Tung n capaguuiy (2009) cy takohe yrBpaunu na
KOMITATHOMITHOCT MMa Haj3HAYAjHMjU JWPEKTaH YTHIAj Ha Hamepy fAa ce kopucth CRM
CHCTEM.

4. JenuncTBeHA TeopHja npuxBaTama u ynorpede rexnonoruje (UTAUT -
Unified Theory of Acceptance and Use of Technology)

E¢uxacna MMOneMeHTanuja OMno Kor MH(OPMALMOHOT CHCTEMa IIPBEHCTBEHO 3aBHUCH OJ
HBErOBOT TpHXBaTama of cTpaHe kopHcHHKa (Davis, 1989). PazymeBame MHOMBHIyaIHOT
npuxsatama u ynoTpebe MT uHOBalMja je BakHa TeMa HCTPaXHUBamy WH(OPMALMOHHX
TexHonoruja u cucrema (Tamilmani et al., 2021). HcrpaxuBaun uHPOPMAITHOHHX
TEXHOJIOTHja Cy A0 caja PasBHIM MHOre cOHCTHIHpaHE TEOPHjCKE OKBHPE O TOME Kako 1
3alITO CY JbYJAM CNIPEMHM Ja MPUXBaTe, Kao M Ja ce NpHIaroje HajHOBHjoj HH(OpPMALHOHO]
texuHonoruju (Pai & Tu, 2011). Venkatesh capagummm (2003) cy pasBum JemmHCTBeHY
TeopHjy npuxBartama u ynotpebde texunonoruje (UTAUT - Unified Theory of Acceptance and
Use of Technology), xoja npeacrasba jeJad o Hajaenthe kopHITheHHX TEOPHjCKHX Mojena y
CTyAHjaMa Koje Mpoy4aBajy IpHXBaTame TeXHOJOTHje o1 cTpaHe kopucuuka. UTAUT mopen
HHTETPHILEe eJeMeHTe ocaM NPeTXOJHHX MOJena 3a o0jallbehe NPHXBATamba TEXHOJIOTH|e U
JeMoHCTpHpa jauy moh npeasuhama on Omno kojer og TUX ocaM Mmoacna. Abbes u
Khemakhem (2021) naBoge ga je UTAUT HajycnelIHHjH eKCIUIAHATOPHH MOJEN yCBajama
Texnonoruja. OBaj Mojen mocMaTpa ouekuBaHe NepdopMaHce, OYeKMBAHH HAmop,
JPYIITBEHH YTHUIA] M TeXHHYKE YCIOBe, KAa0 YeTHPH KJbydHe [EeTEPMUHAHTE HaMepe
NoHallaba M yNoTpede TeXHONOTHje M MpeacTaB/ba KOpHCTaH amaT 3a MeHalMEeHT KOju
npoliewyje BeporaTHOhy ycrexa NpHIMKOM yBoljermha HOBe TeXHOTOTHje.

4.1. OuexknBane neppopmance ycjel kopuimthema CRM TexHo10rHje

OuekuBane nepdopmance ce Je(pHHHITY Kao CTENeH J0 KOr NojeauHal Bepyje ma he my
kopumheme cucrema noMohu ga nocturHe 6oJbe nocinoBHe nepdopmance ( Venkatesh et al.,
2003). One ogpakaBajy He4Hjy MpOLEHY NPETHOCTH NTOOMjEHHX KaJa ce TEXHOJIOTHja YCBOJH
nimm KopucTH (Qureshi et al., 2018). YV xonrexkcty CRM-a, ouekuBaHe nepdopmaHce ce
OJIHOCE Ha TIeplEeNIHjy KOPUCHUKA 0 MOoOoJbIIamy mepopMaHCH A0 Kojer J0maszd ycnesn
xkopumhewa CRM TexHonorwje. YKOIMKO TEXHOJOTMja y0Op3aBa noclnoBame, nosehasa
MPOIYKTHRHOCT H TEHEPATHO MOMaXe Y M3BPIIABamY 3aaaTaka, kopucHunn he npedepupatn
xopumheme Te Texuonoruje (Ayaz & Yanartas, 2020). Kopucanun he nmarn nosntusan cras
npeMa TEeXHONOTHjH VYKOIMKO MM je KopHucHa 3a mnobospbliame mnepdopmaHcH HIH
epuxacHocTH (Aboelmaged & Gebba,2013).
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Hakon mrTo opraHmsansje pasMoTpe Ja IOH je HEONXOAHO WHBECTHPAmE y HAjHOBHjY
TEXHOJOTH]y, MHCTaNaluje WIM HMIJIEMEHTALM]y CHCTeMa, TJaBHO pasMaTpame je jJa I
TEXHOJOTH|a HIH CHCTEM MOTY NoO0oJBIIATH YKyIHe mepdopMaHce, H Ja JH MOTY e(pHKacHO
nomohu y wm3BplIaBamy yHamped nocTaB/beHOr 3agatka (Pai & Tu, 2011). OuexuBane
nepdopMaHce NpeCTaBIbajy MPUMapHy JeTepPMUHAHTY HaMepe Ja ce KOPHCTH TeXHOJOTHja
(Wang et al., 2020; Abbes & Khemakhem, 2021). Rogers (1995) naBou na he Texnonoruja
6utn mpuxsaheHa caMO aKO MNOTEHIWjalHHM KOPHCHHIIHMA MOHYIH HEKY jeJUHCTBEHY
IpeAHOCT y OJHOCY Ha mocTojeha pemema. [lakie, YKOIMKO KOPUCHMK MHcIH Aa he My
onpehena TexHomoruja omMoryhuTu fa nakmie, jeHOCTaBHHje W OpiKe CIpOBe/e CROje
aKTHBHOCTH, Taja he cmaTpaTn 1a he mena ynorpeba JoBecTH J0 yiITe[e BpeMeHa U Haropa,
ITO he MOTHBHCATH KOPHCHHUKA Ja KOPHCTH Ty TexHomnorujy. TexHonomka nHoBauuja CRM
cHCTeMa MO)XKE€ OHMTH YCBOjeHa YKONMKO 3anocneHn npumehyjy nobutke y cmucay
eukacHOCcTH, Op3uHe W mepdopMaHCH Yy W3BpIaBamy 3amataka (Abbes & Khemakhem,
2021). Iojenuuum ¢opmupajy nepuenuujy KopucHoctn CRM cucrema ACITHMHYHO
ynopehyjyhu oHo mTo je cucTeM crioco0aH Aa ypajH ca OHHM IITO UM je TOTpeOHO Aa ypaje
y cBoM mnocny (Vella & Caruana, 2012). Bpojue cryamje cy Jokaszane Ja OYUeKHBaHe
neppopmance 3Ha4ajHo oapelyjy Hamepy ynotpede cucteMma (Zhou et al., 2010; De Veer et
al., 2015 Tosuntas et al., 2015; Kabra et al., 2017, Yildiz Durak, 2018 ; Chen & Hwang, 2019;
Wang et al., 2020; Ayaz & Yanartas, 2020; Hu et al., 2020; Ronaghi & Forouharfar, 2020;
Chatterjee et al.,2021).

4.2, OyexnBaHH HANOP NPHIHKOM KopHithewa CRM Texnoaoruje

IlpunukoM mpolleHe HaMepe Kopuihema TeXHONOTHje, Takohe je BaKHO y3eTH y 003up
nakohy xopumhewa HHpOpMaLMOHE TEXHONOTHjeé MM HANOpPe HEONXOJHE 32 YUelme H
ynotpeby TexHonoruje (Jennings et al., 2015). OuekHBaHH HaMoOp oJpaXkaBa MEPLENLH]Y
KOPHUCHHMKA 0 TOME KOJIMKO j& TeKO KOpUCTHTH CRM Texnonorujy (Abbes & Khemakhem,
2021). Venkatesh n capagauuu (2003) neduHMITy OUeKkHBaHHM Hamop Kao cTeneH jakohe
noBesan ca KopuimhemeMm cHcTeMa. 3a moTpebe oBe JucepTalije, OYEKHBAHM Hamop
IpeJcTaB/ba yBepema 3aloCcieHHX y Be3n ca nakohom kopumthema CRM cucrema y
opranusauuju (Chatterjee et al., 2021).

Vkomuko je CRM TexHONOTHja jenHOCTaBHAa 3a ymoTpeOy W 3amocieHH je ca jakohom
KopucTe, Taga he ony BuuIe Mohu Ja ce NocBeTe caMHM paJHMM 3aJalliMa, YMECTO Ja yhaxy
MOJATHW HAMmop W BpeMe Ja caBlanajy kopuiihere CRM TexHomoruje. JemTHOCTaBHOCT
kopumhema CRM cucremMa 1OTeqM BpeMe KOPHUCHMIMMa M [000JbIIaBa  ILUXOBY
npoaykTuBHOCT (Avlonitis & Panagopoulos, 2005). Kama xopucHMiM cmatpajy ga je
TEXHONIOTHja TeIKa 3a ynoTpeOy, Hehe je KOPHUCTH, YaK HaKo MOXKe OMTH KOpPHCHA 3a IHXOBE
aktuHocTH (Gu et al., 2009). Hamepa nojequuara ga KOpHCTe TEXHOJIOTHjy MOe OUTH
obecxpabpeHa YKOIHKO cXBaTe Ja je ToTpeGHO MHOTO TPpyAa 3a NIpUMeHy TexHonoruje (Lin &
Anol, 2008). Mehyrum, yrBpheHo je ma dakrop ouyekmBaHOr Hamopa mnocTaje Oe3HadajaH
NPHIHKOM JYTOTpajHC M KOHTHHyHpaHe ynotpebe TexHonoruje (Ayvaz & Yanartas, 2020).
Kajma ce KopHCHHIM HAaBHUKHY Ha TEXHOJOTH]y, MepUunupaHa nakoha xopumhema mocraje
Beha (Khechine et al.,2014). Vella u Caruana (2012) HCTHIY KOTHKO je B&XXHO 32 MEHAIMEHT
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Ja ce yHanpegn nakoha xopumhema CRM cucrema, xaxo 6u ce gomno go cBe seher
ycBajama M KopHiIhema TaKBHX CHCTEMA O/ CTPaHe 3al0CIEHHX.

C o63upom Ha To Ja CRM yK/bYdyje COKEH CHCTEM KOjH HACTOjH Ja MHTCTPHIIE JbYIC,
Ipolece U TEXHONIOTH]Y YHYTap opraHu3alyje, o] K/bY4He je BaKHOCTH Ja KOPUCHHULHU Oymy
agexBatHO oOydeHH W 00pa3oBaHM Mpe HEro INTO ce MpHMeHH Ouno xoju CRM cuctem.
PeneBanTHe BemTHHE W KOMIIETEHIIMje UMajy OMTHY YIOTY, jep KOpHUCHHIMMa oMoryhaBajy
na ce ocehajy yrogno y 6p3om u edpuxacHOM HM3BpIIaBamy CBOJHX 3aaaraka. CXOZHO ToMe,
OHH YI@KY Maihe Halopa Ja 3aBplle CBOje 3aJaTke, Te he OHM BepoBaTH Ja je CHCTEM JaK 3a
xopumthewe (Kabra et al., 2017). Pai n Tu (2011) naBoge na he mocrojaty Beha Hamepa
Kopuithema KOPUCHHKA, YKOTMKO kopucHuIM CRM-a odekyjy aa Hehe MopaTu jga Tpolie
IpEeBHIIE BpeMeHa WM eHepruje Ha yueme Kako KOPHCTHTH cHcTeM. OJIHOCHO, Hamepa
kopumhemwa TexHoONIOTHje 3aBHcHMhe OJ MOTOAHOCTH KOpHInhema TEXHONOTHje, Kao H
KOMIATHOMIIHOCTH CHCTEMa ca UCKYCTBOM M BelITHHaMa KopucHUKa (Prasanna & Huggins,
2016). Kaga opranmsanumje ycsoje CRM cucrem, TpaguuuoHanHo ra ynopelyjy ca
nocrojehum cuctemuma. Yrkonuko ocehajy ma ce cHCTeM JIako pa3yMme M KopHcTH, Ouhe Beha
IBHXO0Ba CHpeMHOCT Ja ra ycsoje. [Ipema UTAUT-y, ouekHBaHH HArop MO3UTHBHO yTHYE Ha
ouekuBane nepdopmance (Venkatesh et al., 2003). Jlakne, ykonTuko KOPHCHHIIA YBHJE Ja je
CRM Texmonoruja jeqHoctaBHa 3a KopHInheme H Ja He 3aXTeBa ynarame MHOTO Tpyda H
Hariopa, oHM he MMaTH BHCOKAa OYEKHBamka Y TOTAELYy OCTBapema CBOJUX pPagHUX
nepopmarici. Y HCTpakHBambHMa ce J0Na3H J0 3aK/bydka Aa OYSKHBAHH HAIop HMa
3Ha4ajHe epekre Ha HaMepy kopumhema cuctema (Tosuntas et al., 2015; Kabra et al., 2017;
Yildiz Durak, 2018; Chen & Hwang, 2019; Hu et al., 2020; Ronaghi & Forouharfar, 2020;
Wang et al., 2020; Chatterjee et al., 2021), mTo ¢y y koutekcty CRM-a notepaunu Pai v Tu
(2011).

4.3. lpymrrBenn yTHnaj Ha kopnuthemse CRM Texnoaoruje

Jeman ox yoOHuajeHHX MpeAHKTOpa y CTyAHjaMa IPHXBaTama U ynoTpede TeXHOIOTHje jecTe
OpyWITBEHH yTHUa]. JpywTeBeHH yTuuaj ce Ae()MHHMINE KAao CTENEH A0 KOT IOjeAHHall
HeplUMIHpa BasKHOCT TOra Ja JIpYrH Bepyjy Aa oH/oHa Tpeba Ja KOPHCTH TEXHOJOTH)Y
(Venkatesh et al., 2003). IlpunukoMm ycBajama HOBE TEXHOJOTHjE jako je OMTaH APYLITBEHU
KOHTeKCT kopucHUKa (Purwanto & Loisa, 2020). Lin n Anol (2008) naBoge na ApyWITBEHH
yTHLA] TIpeACTaB/ba NEPUUIHPAHH MPUTHUCAK Ja CE€ H3BPIIM HEKO MOHAIIAKkE, Kao W Ja
JpYIITBEHH YTHLA] OfpakaBa CTeNeH A0 KOjer MOjeMHIM YTHYY Ha HaMepy JAPYTUX Ja
KOpHCTE TexHonorwjy. JpymTeenn yTunaj ojpaxkaea eekaT (JakTopa OKpYXKemba, Kao IITO
CYy MHILbEHa KOPHCHHKA, NpHjaTesba, NOpPoaMIEe W HaapeheHux na ycpajame u ymoTpeOy
CRM TexHONOTHjE 0 CTPaHE KOPHCHHKA.

Crymuje ykasyjy Ha To aa he mojemuHuu OMTH CcKIOHHjH kopHinhemy HWH{(OpManHoHe
TEXHOJOTHje YKOJIMKO Heka ocoba o MHTerpuTeTa (HaapeljeHu, npHjaTesbu, NOPOIHLA)
nokaxke ogoOpapame ynotpebe Te Texuomoruje (Kabra et al., 2017). Hagpehenn nmajy
3HaYajaH yTHIIa] Ha YcBajambe TEXHONOTHje, ¢ 003upom jfa Hagpehenn u moapehenn
KOMYHHLIUPAjy O TEXHOJOTHjH Ha paJHOM MecTy. Y3 To, moapeheHn ycBajajy HOBY
TEXHOJIOTH]Y jep Bepyjy Ja muxoBn Haapehenu on mux To odekyjy. [lopen mampehennx,
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KoJIeTe HMajy BaKHY yJIOTY MPHIHKOM NpHXBaTama kopuirthema CRM cuctema. Konere mory
JUPEKTHO Ja yTH4y Ha OANyKy o ycBajamy CRM TexHonoruje Kpo3 AaBambe PaslIHuUTHX
TEXHOJIOILIKHX MPENopyKa, 4 HA KOPHCHHKE MOKe YTHIATH H CIIYIIAKE KOoJlera KOjH TOBOpe 0
TEXHOJOTHJH MM TOCMATpame CHeLM(pUYHOT TMOHAllamka BE3AHOT 3a TEXHOIOTH]Y H
nocrneauie tor nonamama (Rodriguez & Trainor, 2016). Avilonitis n Panagopoulos (2005)
CYrepHIly Ja YKONuKo BehuHa konera y ofebemy kopuctu CRM cucrem, To he yTunaru Ha
Heplenujy KOPUCHHKA 0 KOPHCHOCTH W nakohu ymorpeGe cucrema. [akne, kaga Behuna
KoJera ycsoju CRM cucTeM, KOPHCHHK MMa MOTYhHOCT Ja ce ca BUMa KOHCYATYje Kako Ja
KOPUCTH cHCTeM, ITo he cMamHTH MOTpeOHO BpeMe 3a yuerme M OBNaIaBare CHCTeMOM. Pai
n Tu (2011) cmaTpajy fa Kaja ce opranusainuje oaaydyjy fa au aa ycsoje CRM cucteMm uin
He, Ha ILUXOBE OMNyKe MOTy yTunaTh oipehenu ApymTseHu (akTopH, Kao ILITO Cy:
GeHYMapKHHT OpraHm3alja, MHTEPHH CYNEPBU30PH, KOJETe, Kao M Ja JIH HMajy MOAPIIKY
OpraHu3alMoHe NonMTMKe M Oyuer. Muora apyra ucTpakuBama cy Takohe mnoTBpauna
BaXKHOCT e(pekaTa pakTOpa APYIITBCHOT yTHIAja Ha Hamepy ynoTpebe cuctema (Lin & Anol,
2008; Eckhardt et al., 2009; Zhou et al., 2010; Olschewski et al., 2013; Tosuntas, et al., 2015;
Yildiz Durak, 2018; Hu et al., 2020; Ronaghi & Forouharfar, 2020; Wang et al., 2020; Ayaz
& Yanartas, 2020). dakTtop ApyIITBEHOr YTHULAja HeMa jakuX edekata y choydajy
nobpoBosbHOr KopHithema TexHomoruje. MehyTum, oBaj daxrop nocraje 3HauajaH YKOJIHKO
je ynotpeba TexHoqoruje obasesna (Ayaz & Yanartas, 2020).

44. TexunukH yciaoBH 3a kopuimheme CRM Texnosornje

Texuuuku ycnoBu cy nepuunupany omoryhuBaun umu 6apujepe y OKpykemy Koje yTHIy Ha
nepuenuujy ocode o makohn mnm nortemkohama y obasmamy 3amatka (Teo, 2010). V
CTyfWjaMa O TIpHUXBaTaly TEXHOJOTHje, TEeXHHYKH YCIOBM C€ OJHOCE Ha MeplENuujy
HOjeHHIIA O CTENEeHy y KOMe TOjeIHHAIl Bepyje Ja MOCTOjH OpraHH3allHOHA H TeXHHUKA
UH(pacTpykTypa Koja noapxasa kopuuthewme TexHonoruje (Venkatesh et al., 2003).
Mahardika w capaguuum (2018) naBome Ja TeXHHYKH YCIOBH TNOJPa3yMeBajy yBepema
KOPHUCHHKA O TOME Jla JI1 Ce MOJKE JIaKO NPHUCTYIHTH HEONMXOJHUM pecypcHMa, Kako OH ce
onaxkmano ycmajame/ynorpeba Texuomoruje. Thomson w capaguunu (1991) nedunumy
TEeXHHUYKE YCJIOBE Kao OpraHH3alHOHY MOJPIIKY KOPHCHHIMMA TEXHONOTHje Koja MOKe
YTHIIATH Ha KOpHIIheme cHeTeMa.

Texuuuku ycrnosu oOyxBaTajy eexTe 3Hama, COCOOHOCTH M pecypca Kao JeTepMHHAHTH
KOje YyTHYYy Ha ycBajame TeXHOJOTHje o cTpaHe KopHcHuKa (Zhou et al., 2010). Ilopen
Hamepe ynoTpebe, KOpHCHUK Tpeba Ja mocegyje M peneBaHTHO 3Hame 0 CRM cucremy.
Kabra w capamnunu (2017) cyrepumy ma OM KpajisM KOPUCHMLIM MOTTIH OWTH BHIIE
MOTHBHCAHH [a YCBOjé TEXHOJIOTHjY YKOJIMKO MM je NpPYXKEHa aJeKBaTHAa OpraHH3alHOHa
noapumika 1 06e30ehena oarosapajyha obyka 3a kopumthewe uHpoOpMalHoHe TeXHONOTH]E.
Venkatesh n capaguuiu (2003) TBpac fa TEXHHYKH ycIoBH Tpeba Ja ce Mepe pasiIH4HTHM
dakTopuMa, YKbY4dyjyhH 3Hame KOpHCHHKA, pecypce M JOCTYHHOCT caBeTa 0J CTpydmbaka
WM Konera. Jlakie, ykodMko ocoba KEIH Ja KOPHCTH HOBY TCXHONOTHjy, Tpecbamo 6u ja
MOCTOje XapaBep, co)TBEp M 3Hame g TO MOJpKe, jep 0e3 Tora KOpHCHHK Moxaa Hehe
NPUXBAaTHTH Ty HOBY TEXHOJIOTHjy, HaKO 3aHCTa XelH aa je Kopuctu (Ho et al., 2016). 3a
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Henpo(ecHoHane WIH HOBe kopHcHuke CRM cucrema moTpebHa je cTpyuHa momoh H
Boheme unu oapeljenn kypc oOyke, YKONMKO He 3Hajy Kako Aa HUME YOpaBbajy. Ako OH
MIOCTOjAJIH TAKBH KOPHCHH pecypcH M o0yke, KOpHCcHHUYKa Hamepa OH Ouia nobGossmana (Pai
& Tu, 2011). Obyka nomake KOpUCHHLIMMa jAa Oosbe pazymejy pang CRM cuctema, kao H
KopucTH Koje he mobutn xopuirheweM cucreMa (Avionitis & Panagopoulos, 2005). Abbes u
Khemakhem (2021) ucTHuy Aa NMOCEIOBamkE 3HAYAjHHUX KamnalUTeTa M PECypCHE TMOAPLIKE
pe3ynTHpa MO3HTHBHUjUM mpuxBatamem CRM Texsonoruje. 3amocleHHMa je Nakile ja
kopucte CRM cucteM ako je mocrojeha Texnomomka uH(pacTpykTypa mIpuiarolhena
KOPUCHHKY M Tlofpkara kopumheme cucrema of crpane 3amnocnenux (Chatterjee et al.,
2021). Kaga KOpucHHLIM CXBaTe Ja MMajy aJeKBaTHY IOApPIIKY, Tafa he OuTH CKIOHHMH Ja
kopucte cucreM (Khechine et al., 2014). Ho u capamguniu (2016) cyrepuury fa cTaBOBH
KOPHUCHMKA y BE3H Ca CHCTEMHMa 3aBHCE OJ TOra fJa JH NOCTOjH HEKO KO MOXE Ja MM
MOMOTHE Yy ciydajy mpobmema mpunmkoMm kopumhema cucrema. BepoBatnuje je na he
3amociIcHH pajgujc KOPHCTHTH CHCTGM aKO CXBaTC Aa HIHXOBAa OpPraHM3aldja yCIOCTaBlba
aKTHBHOCTH Koje mpomoBuiry CRM, 3aTHM TpyXa CcHeLHjanu30BaHa YIOYTCTBAa CBOjUM
3anocneHnMa H 00e30ehyje oaroeapajyhe koHcynTanTcko 0co0sbe JOCTYIHO 3a NPYKambe
nomohu (Peiiarroja et al., 2019). Buiin HUBO TEXHHYKHX yCIOBa (HNP. IPUTYN U JOCTYIHOCT
TEeXHHYKE MOJpIIKe) cCMamyje H NoTpeOHe Hanope 3a kopuithewe TexHonoruje (Wang et al.,
2020). Qureshi n capaguuun (2018) u Hu u capaguunu (2020) cy Jokazanu BaXKHOCT
TEXHHYKHX YCJIOBa 3a Hamepy Kopuinhema CHCTeMa O] cTpaHe KopucHuKa. Haseneno cy y
CRM xouTekcTy noTBpaum Paiu Tu (2011).

4.5. Hamepa ynorpede CRM Texnooruje

Hamepa xopHcHHKa Ja YCBOje TEXHONOTHjy MpeAcTaB/ba BAXHO MOAPYYje HCTpa)kUBama, C
003HpOM Ja MoxKe IpeABHASTH NMOHaAllame NojenHHLa y kopuithemy TexHonoruje (Farah et
al., 2018). Hamepa mpencrasiba cyOjeKTHMBHY BepoBaTHOhy fga he mojeamHan M3BpIINTH
onpeheno nonamame (Fishbein & Ajzen, 1975). Y nuteparypu o npHxBaTamy TeXHOJIOTH]E,
Hamepa ynoTpebe ojpakaBa xKeJby KOPHCHHKA Ja KOPHUCTH TexHonorujy y oyayhunocru (Teo
& Zhou, 2014). Ronaghi n Forouharfar (2020) naBoge na Hamepa ynoTpeOe oapakaBa
CKJIOHOCT MOjefIMHIa Ka JoOpOBOJLHOM YycBajamby M Kopuuthemy Texnonoruje. Hamepa na ce
KOPUCTH Heka TexHoNoTHja oOyxmBaTa MOTHBalMOHEe (JaKTOpe W Harope Koje je Toje/MHar
crnpeMaH Ja npeaysme kako Ou npuxsarno texuonorujy (Venkatesh et al., 2003). 3a notpebe
OBe [ucepTanyje, Hamepa ynoTpede ce AedHHMIE Kao CTENEH A0 KOjer je MOojeaHHall
cnpeMaH Ja KopucTH CRM cucteme y 6ynyhHOCTH, Kao M cTelleH CIPEMHOCTH Ja MPernopyyn
OBE CHCTEMe JApYruMa.

PazymeBame nerepmuHanTH Hamepe ynotpebe CRM-a je Beoma BakHO 3a pasBoj CRM
ungopmanmonor cucrema (Wu & Wu, 2005). Hamepa ynotpebe CRM cucrema 3aBHCH 0]
MHOTHX (aKTOpa, Kao INTO ¢y mepuunupana ngakoha ynorpebe, mepuumupaHa KOPHCHOCT,
KOMITATHOMITHOCT, TIOBEPEe W TMeplUunupand (uHaHchjcku TpoikoBH (Tung et al., 2009).
Karjaluoto n capaguunu (2014) cy momum mo 3ak/bydka Ja NEpLUHUNHMpaHa WHOBATHBHOCT,
HepLUUNTHPAHT PU3HK U MepIUIHNpaHa J0CTYNHOCT, 3ajeIHO ca MepLUIHpaHoM KopucHomhy n
HepLHITHPAHOM Jako oM ynoTpebe IpeacTaBbajy BaxHe NokpeTaue yeBajamba CRM cucreMa.
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Taxole, ycarnamenoct 3amaTka U TeXHOJOTHje 3Ha4ajHO oapelhyje namepy ynorpebe CRM-a
(Pai & Tu, 2011). 3atum, Mokha v Kumar (2021) cy yIBpaIumm Ja HO3UTUBHHH CTaB Npema
CRM cucteMy JOBOAH 10 jaue Hamepe 3a HeroBo Kopuuiheme, kao W Ja he Hamepe 3a
ynotpedy Outn Behe ako ce ouekyje ma he gohm no nobosbmama pagHux nepdopmaHcH.
Ilopen craBa, Ha Hamepy ynoTpebe CRM-a 3HauajHO yTHMue M caTuc(akinuja KOPHCHHKA
(Chatterjee et al., 2021). KopucHUK KOjH je 3am0Bo/baH MH(pOpMaLHjaMa M MOTyhHOCTHMA
koje CRM cucrem npyxka he palo KOPHCTHTH M IIPUXBATHTH CHCTEM, jep o4exyje da he my
xopumheme cucrema nomohu na Oosbe obaBsba cBoje 3aaatke (Avionitis & Panagopoulos,
2005). Jlakne, yKOTHKO cy KOPUCHHITH 3al0oROJBHH CRM cucremoM, Tajga MMajy HaMepy Ja
HacTaBse Ja KopucTe cucteM. Lee n capaguuuy (2008) cy yrepauiu ja ce Hamepa ynoTrpebe
CRM-a Moxe nocTuhu noBepemeM, Koje ce cTHIe yTeM caTuc(haKliije KOpHCHHUKA.

Hujenna on nBe nmomenyte TeopHje npuxBarama TexHonoruje (I'7F m UTAUT) He Moxe
Ca0CTalHO Yy MOTHYHOCTH da 00jacHM NpHXBaTame W Hamepy ynoTpebe CRM-a. Mok TTF
MOJIENl YKJbYUyje KapakTepHCTHKE 3ajaTaka M TexHonoruje, wro Hegocraje UTAUT-y, oBaj
MoJien He YKJbydyje cTaBoBe MpeMa MH(OpMaIHOHOj TEXHONOTHjH, ITo YyuHH cpx UTAUT-a.
Crora, npenor je ga ce npennoctn TTF mozmena nonajy UTAUT-y, miTo 3a pesynrtaT jaaje
HHTErPUCAHH MOJIEN KOji y3 cTaBoBe Npema CRM TeXHONOTHjH, YKJbY4yje (yHKIHOHATHOCT
CRM-a n KapakTepHCTHKE 3ajaTaka koje CRM KOpHCHHIIM TOCTIKY Kopuihemem oBe
texnonoruje. [lo yrneny na ayrope Pai u Tu (2011), komOunammjom TTF n UTAUT monena
je pa3BHjeH HHTerpaTHBaH MNpPHCTYN 3a Mepele HaMepa ynoTpebe kxopucHuka CRM-a.
HMmajyhu y Buny HaBeaeHo, y qucepranuju he 0utu Tectupana crneaeha xunoresa:

Xunoresa 2: Ilpumena  nmurerpucanor UTAUT-TTF moapena  omoryhasa
HIeHTH()HKOBAE 3HAYAja TOjeIHHAYHHX KOMIOHEHTH Ha Hamepy ymotpebe CRM
TeXHOJIOTHje.

Hagenena xunotesa he OMTH TecTHpaHa eMIMPHJCKUM HCTPAXKHBAILEM Y OKBHPY TNETOT [IeMa
JOKTOpCKE JHCepTalije.
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1. Bernka konmnuuna nogaraka (Big Data)

Benuka konnanna nogataka (Big Data) je foBena 0 3Ha4ajHUX TEXHOJOLIKHX Hampeaaka y
TIOCTOBHOM M akaJeMCKOM exocuctemy (Mikalef et al., 2020). ¥V nocneame ABe ACLECHHjE
KOJIMYMHA TojaTaka je mpexomepHo nopacma 30or pacta UT ungycrpuje, a ocrapen je u
3HAYAjaH Hanpelak y aHanusu nogjaraka (Saha et al., 2021). Hanpenne Texnuke H
TEXHOJOTH]je HEONXOJHE 3a YIpaBbalke BEMMKMM KOMMYMHAMA TojaTaka ce Ha3UBajy
TEPMHMHHMA OCJI0BHA HHTEIUI€HIMja MK 11ocioBHa aHanntuka (Chen et al.,2012). Jenan of
HajBaXKHMJUX H3BOpaA MOJaTaka y opraHM3alijaMa KOjU ceé MOTY KOPHUCTHTH 3a aHATHTHKY
npeacrassbajy CRM cuctemu.

1.1. lojam 1 KapaKTepHCTHKe BeJHKe KOJIHYHHE M01aTaKa

Benuka konMuMHa MoJaTaka jeé y OCHOBHM OIITH TEPMHUH KOjH C€ KOPHCTH 3a ONHCHBAaILE
CTPYKTYPHPAHU X, TOTYCTPYKTYPHPAHHX M HeCTPYKTypHpanux nofaraka (Garg et al., 2016).
OBu mojaiy ce reHepHIly W3 OHIAjH TpaHCAKIMja, e-MOLITE, BUACO 3aMKCca, ayluo 3ammca,
CIMKa, KIIMKOBa KOPHCHUKA Ha BeDy, THEBHHKA, MOCTOBA, YIHTA 3a MpETpary, 3ApaBcTBEHHX
KapToHa, HHTEpPaKLHja Ha APYIITBEHHM MpeKama, HaydHHX NOJaTaka, CeH3opa, MOOHIHHX
Tened)OHA ¥ HBLUXOBHUX arUTHKaIWja, BeO eBuaeHmja, CRM n ERP cucrema, TpaHcakiuja e-
TproBune (Sagiroglu & Sinanc, 2013; Agrawal, 2014). Heomnxonno je ga opraHusaumje
aHaNM3Upajy OBY BENUKY KOJNMYMHY MojaTaka kako Oum nodune motpeOHe mHpopmaimje 3a
JOHOIICHE OJTyKa W THME CTeKlIe KOHKYPeHTCKY mpeaHocT. OpraHuzalije Koje KOpHCTe
BEJIHKY KOJMYMHY I[T0JaTaKka ylaxy 3HadajHe pecypce Ja WX MpHKyle, oOpaje, NpUIpeme H
anamsupajy (Appelbaum et al., 2017).

Tepmun BenMke KONMMYMHE MOJaTaka ceé KOPHUCTH 3a ONHMCHBAlbe OTPOMHUX CKYIOBa
nomaraka. MehyTumM, oBaj TepMHH ce He OJHOCH caMO HA TO, jep CaMa BEIMYHHA He
JeunuIe BenuKy Koumuuny nojaraxa (Oliveira et al., 2019). IlocTtoju Bume aedununnja 3a
TEpMHH BellMKe KOJMYMHE MojaTaka. BenMka KOIHYMHA IOJATAKA TIPEACTaBJba CKYIOBE
nojaTaka Koju cy TONMKO BENHKH MM HECTPYKTYPHPaHH Ja ceé He MOTY Jako oOpaguTH u
aHanM3upaTH ynotpeboM BehnHe cHcTeMa 3a ymIpaBibame OazaMa mojataka M co(DTBEPCKHX
nporpama (Warren et al., 2015). Dumbill (2013) n Garg u capagnuny (2016) HaBoge na
BeIIMKA KOJNMYMHA MoJaTaka MpejcTaBlba TI0JaTKe KOjU MpeBasHnase KamanuTeT obpaie H
aHAIMTHKE KOHBEHI[MOHATHMX cHCcTeMa 0a3a mojaTaka y BpeMeHY moTpeGHOM Ja 6u Ouim
KopucHH. Benmuka konmMduHa TojaTaka cé OJHOCH Ha OMIO KOjH CKyH NoJaTaka Koju je
IpeBENINK MM MPEBHIIE CIOKEH Ja OM ce mhUMe PYKOBAIO CTaHAApAHHM TeXHHKaMa obpase
MOJIaTaKka W THITHYHHM co(pTBeprMa 3a Aeckron pauyHape (Camm et al., 2021). De Mauro u
capagnuim (2015) y cBojoj cTyauju nonase OO ca3Hama Ja c€ BEJMKa KOJMHYHMHA T10JaTaka
OJHOCH Ha ToJaTKe BeIMKOr oOMMa M pa3sHOBPCHOCTH, KOjH c€ T€HEpHIY BETHKOM Op3HHOM
H KOjU 3axXTeBajy HCIUIaTHBE, HHOBaTHBHe o0OnHMke oOpadge kako OH ce Ha Taj HA4HH
omoryhuno Oosbe jonomeme omtyka. OHM HaBoje [a BelMKa KOIMYMHA TofaTaka
noApasyMeBa H TIPOLEC TPHMeEHe cO(HCTHIMpAHE padyHapCKe TEXHOJIOTHje, MAIIHHCKOT
ydema M BellITauke MHTeNUTeHIMje, HA MAaCHBHE M YeCcTO BeoMa CIIOKEeHe CKYIOBEe MojaTaka.
OBaj TepMHH OIUCYje OTPOMHE KOJHUYHHE M0JaTaka KOjH ce TeHepHIly 1 o0palyjy BeIHKOM
Op3MHOM, CIOXKEHe M TPOMEH/bHBE II0JaTake KOjH 3aXTeBajy HamnpedaHe TEXHHKe H
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TEXHONOTHje 32 HNPHKYIUbalbe, CKIQAUIITeRe, AUCTPHOYIHjY, YIOpaBibalbe H aHATH3Y
undopmaunja (Gandomi & Haider, 2015). Boyd n Crawford (2012) nedunumy Benuky
KOJIMYHHY TIoJaTaka Kao KyATYpPHH, TEeXHOJOLIKH M Hay4HH (eHOMEH KOjH ce 3acHHBa Ha
mehycobHoj ynotpedu:

o Texnonocuje: MakCHMM3Hpame CcHare padyHapa W aITOpHTaMcKe Ta4dHOCTH 3a
IPHKYILIbakhe, AHAITH3Y, TOBE3HBAILE H ynopehHBambe BEITHKHUX CKYIOBa I01aTaKa.

e Anamuze: ocnamameé Ha BeHKe CKYNOBe MNojaTaka jJa OM ce HAEHTH(HKOBANIN
obpacuM y LHBbY H3HOLISHhA EKOHOMCKHX, APYLIITBEHHX, TeXHHYKHX M IIPaBHHX
3axTeBa.

¢ Mumonozuje: MUPOKO PacIpoCTPambeHo yBepeme 1a BeJIHKH CKYNOBH 1ojJaTaka Hyae
BUIIM 00TMK MHTENMIEHIM]E U 3Halka KOjU MOTY Ja T€HEepHIIY YBHAE KOjU Cy paHHje
Ounu HemoryhH M Koje kapakTepHile 00jeKTHBHOCT H TAUHOCT.

Benuky kommuuHy mnojaTaka KapakTepuily TpH ,B® KoMIoHeHTe, Koje NpejcTaBbajy
MOUEeTHA CJI0Ba 0Of eHINecKkHx peun 3a ooum (Volume), pasnoBpcroct (Variety) n Op3uny
(Velocity) (Sagiroglu & Sinanc, 2013; Oliveira et al., 2019; Garg et al., 2016). Ilopen
OCHOBHHX, Y JJHTEpaTypH ce IOMHILY joll TPH AojarHe ,,.B* komnonenre: Taunoct (Veracity),
BpemHocT (Value) n Bapujadbunnoct (Variability) (Gandomi & Haider, 2015; Higdon et al.,
2013; Sharda et al., 2014).

Obum ce 0JHOCH HAa OTPOMHY KOJIMYUHY T10JaTaKa KOJH Ce TEHEPHUILY U3 Pa3sIHYUTHX H3BOpa.
[Tonanu ce reHepuily U yHyTap U H3BaH opranusanuja myTeM Beda, UT undpactpykrype n
nosechapajy ce cBake rogune. Benukn oOMM nojaTaka HagMmallyje TpagHLHOHATHE TEXHHUKE
CKJIaUINTEha U aHalM3e.

Pasnospcuocm ce oJHOCH Ha CTPYKTYpPHY XeTeporeHOCT y cKymly mofaraka [logaim mory
OUTH CTPYKTYpHpPaHH, NONYCTPYKTYPHPAHH UIH HecTpyKTypHpaHu. CTpyKTypHpaHH MOJalH
oOyxBaTtajy TabecnmapHe mojaTKe Koju ce Hanase y Tabemama MM penanvoHuM OGas3ama
nofaraka. OB Mojialk UMajy jacHo JedHUcaH TH, GopMaT, CTPYKTYPY ¥ HAYHH Ha KOjH ce
anamsupajy. HecTpykTypHpaHu nojauu ce ogHoCe Ha TEKCT, CIHKe, BUJEO, ayaHo, NoJaTKe
ca JPYNTBEHHX Mpexa, Te ce MOTY jaBUTH TOTellKohe TNPUIMKOM HUXOBE aHANH3e.
INonycTpykTypHpaHH MOJalK ce OJHOCE Ha CTPYKTypHpaHe MOoJaTKe KOju HHCY CKIafy ca
CTPOTHM CTaHJapJuMa H He yKIamajy ce y opManHy CTpyKTypy Mojena Mo aaTaka.

bpsuna ce oxHocm Ha Op3UHY KOjOM c€ MOJallM TeHepHIly M Op3uHY Kojom Tpeda
aHanM3upaTH U Jenosarh. Benmka ymotpeba Murepnera n gururannux ypehaja, kao mro cy
CEH30pM M TaMeTHM TenedOHH, je JoBeda OO0 BelHKe Op3MHe CTBapama MONATaKa.
Tpamnumonanmuu cucremu Hucy y MoryhHocTH ga obpage oBe mopjaTke, INTO 3axXTeBa
AHANMTHKY Yy PealHOM BpeMeHYy Kako OM ce mobune 6uTHe MH(OpManuje 3a JOHOLICHE

OJLTyKa.

Taunocm ce omHocH Ha moTpedy ga mojany Oymly MCTHHATH, NPELH3HH H BEPOJOCTOjHH,
uMajyhu y BHAY Ja OKPYKEH:E BEIHKE KOJMYMHE MojaTaka YKJbY4yje MHOIITBO NOJAaTaKa
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KOjH [0Jla3e M3 Pa3IMYHTHX H3BOPd, O] KOJHX HEKH MoTy OHTH Hemoysganu. Ctora, qa Ou
oAy OUIH KOPUCHHU, HEOMXOIHO je Aa Oyay NOy3JaHH U Ta4uHH.

Bpednocm. Benunky KonmuuHy MOAaTaka 4HecTO KapaKTepHUIIE HHCKAa BPEAHOCT, OJHOCHO,
NOJAIH IPUMILEHH Y OPUTHHATHOM O00MMKY 00HYHO UMajy HUCKY BPEIHOCT Y OJJHOCY Ha CBOj
06umM. MehyTum, ananu3oM BenHKe KOIHYHHE NTOJATaKa Ce MOKe J0OHTH BHCOKA BPeIHOCT.

Bapujabunnocm ce ogHocH Ha Bapuwjanujy y Op3uHama MpoOTOKa mojaraka, ¢ o03uMpoM Ja
Op3uHA BeIMKEe KOJMHYUHE [I0JaTaKa 4eCTO HHje KOH3UCTEHTHA M BapHpa.

1.2. AHAJIH3a BeJIHKe KOJIHYHHE N0JaTaKa

Agrawal (2014) y cBom pagy ucTude TpH OMTHE pa3THKE KOHICNTA BEIUKE KOTHYMHE
nojaraka y oJHOCY Ha KllacMuHe nojaTke. [IpBo, KOHLENT Beluke KONHMYHMHE NOJaTaka ce
OJHOCH Ha MOJATKe BEIMKE N0 00MMY, CIOKEeHE, KOji & 0OMYHO TeHepHUIy KOHTHHYHPAHO.
OBaj kOHIENT He NpHUMeIbYje TEeXHHUKE KIIacHYHE aHaIUTHKe, Beh KOpHCTH aHAMUTHKY Yy
pcalHOM BpEMCHY M HOBHjC AHANNTHYKC TCXHMKC MAIIMHCKOT ydcma. Jpyro, KoHuenT
BeIHKEe KONMYHHE T0aTaka caapKH CTPYKTYpHpaHe U HECTPYKTypHpaHe NoJaTKe, MPH 4eMy
je Behn Harmacak Ha HeCTPYKTYPHPAHHM MoJallHMa (MOAALH NPHKYIUBEHH ca JAPYLITBEHHX
Mmeauja, ypehaja, censopa u cin.). Tpehe, oBaj koHuenT moapasyMeBa MHOro jady u Behy
3aBHCHOCT H KOOMEPAIIHjy ¢ca TeXHOJIOTH|OM, IITO NMPeICTaB/ba YCIIOB 3a MPHMEHY AaHATHTHKE.
Kon xmacHMuHe aHaTMTUKE HE MOCTOjH Tako jaka MelysaBMCHOT ca HMH(OpPMAIMOHOM
TEXHOJIOTHjOM.

Ynotpeba BenMke KONMYMHE TOjaTaka oOpraHmsandjama Tpyxka ojpeheHe mnocnosHe
moryhuoctu (Garg et al., 2016):

e JoHOUEeHe 00JBHX OayKa 3axBabyjyhu moctynHocTH oarosapajyhux nadopmanyja,
rie ce OJNyKe O lleHaMa, IpoMolMjaMa, HHBeCTHIMjaMa, Kao M OWIO Koje apyre
NOCIOBHE OMIyKe MOTY N0OOJBIIATH YBHAOM Y CBe H3BOPE BEIHKE KOTHYHHE
nojaraxa;

e HIeHTH(HKOBaKkE CKPHBEHUX HMH(pOpMAlHja KOje MOTY OMTH KOpHcHE ¥ yTBphuBamy
MoryhHocTH koje ce He MOTy npoHaliu caMo YBHOM Y JeTajbHe M0oAaTKe,

e ayTOMaTH3allHjy HOCIOBHHX Ipoleca, ¢ 003MpoM fga KopHinheme TeXHOIOTHje 3a
aHanM3y nojaraka omoryhaBa ayTOMaTH30BaHO JOHOLIEHE OATyKa.

Benuka xonmuuHHa mojartaka je Oe3BpefHa y BaKyyMy, Teé HHXOBA HOTEHIHjaTHA BPEeIHOCT
J0Ma3H 0 U3paxkaja caMo Kaja ce KOPHUCTe 3a JOoHoLIelhe oAnyka. MHore opranusanuje Koje
HMAjy YCIOCTaBbeHe CHCTeMe 3a MPHKYILbame MojaTaka H MH(opMalHja decto ce Hahy y
CUTYalljH y KOjoj HeMmajy oJroBapajyhm IpHCTYN 3a CTPaTEMmKO JOHOUIEHKE OAIyKa Ha
OCHOBY CBOje BelMKe KonuduHe nomataka (Ranjan, 2008). Ctora, kako Ou ce omoryhuio
JOHOLIEEe OJIYKa 3aCHOBAHO Ha J0KasuMa, OpraHusalHjaMa cy HOTpeOHH edHKacHH
IpOIleCH 3a TPeTBapamke BEMKHX KONWYHHA Op3MX M Pa3HOBPCHHX MOJATAKa y CMHCIeHe
unopmanmje (Gandomi & Haider, 2015). OBH npouecH ce MOTY NMOJENUTH y NeT (asa
(cnuka 3.1) xoje uMHe 1Ba TNaBHA MOTOpOIleca: YMNPaRJbake MOJANMMa M aHANHTHKA
(Labrinidis & Jagadish, 2012). Ynpasspame nojanMa ce 0 JHOCH Ha TPOLECE U TEXHOJIOTH]E
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HOAPIIKE 3a MPHKYIUbAbe U CKIAIHIITEHhE M0JaTaka H IbHXOBY NPHIPEMY H Mpey3HMaibe 3a
anamusy (Gandomi & Haider, 2015). AnanuTuka Belnke KOMMYMHE MOJaTaka MMa 3HaYajHy
YIOTY y eKCTpakUHjH HHpOpMalHja M3 NPHKYIUBCHHX I0oJaTaka, 3axBasbyjyhu mBHX0BO]
oaroeapajyhoj ananusu (Chatterjee et al., 2022).

Canka 3.1, IIponec excrpakiije CMHCISHHX HH(OpPMaLHja U3 BENIHKe KOJIMYHHE TolaTaka

I'lpouecn 34 BeJIHKE KOJIHYHHE NOJaTaKka

Vnpasbaibe nogannma Ananurnka

[Ipukynubame u Excrpakumje, Hurerpaunja,
CRAAMNIITEFRE anmherse arperammja u
nojaraka Benewene NpPeACTARbAME

Monennpame u

— Hurepnperaumja

Ussop: Labrinidis, A., & Jagadish, H. V. (2012). Challenges and opportunities with big data.
Proceedings of the VLDB Endowment, 5(12), 2032-2033.

OrpomMHe KONHYMHE BHCOKOJAMMEH3MOHAITHUX MOAATaka JA0HOCE M MOTYhHOCTH M HOBe
M3a30BE 3a aHaMM3y nojaraka. Bamuana cTaTHCTHYKa aHalM3a BENMKE KONHYMHE T0JaTaKa
nocTaje cBe Baxknuja. Mmajyhu y BuIy BHCOKY TMMEH3HOHANTHOCT U BENHKY BENUYHHY y30pKa
KOje KapakTepHIly BEIWKY KOIMYMHY mogataka, Fun u capaguuuyu (2014) maBome Tpu
M3a30Ba IPUIIMKOM aHaIH3e BeNIMKe KOMUUHHE MoJaTaKa:
® BHCOKAa JIMMEH3MOHATHOCT MOKE Ja JOBeAe A0 JOKHE Kopelnaldje M clydajHe
XOMOTEHOCTH;
¢ BHCOKa AMMEH3HOHATHOCT Y KOMOMHAIIH]H Ca BETHKOM KOJIMYHHOM Y30pKa JOBOIH J0
BHCOKHX TPOLIKOBA yJIarama y pauyHapcKy TEXHUKY U alNropHTaMcKe HecTaOMITHOCTH;
e ¢ 003upOM Ja ce BEMUKH y30pIH OOMYHO arperupajy M3 BHIIE U3BOPA Y PasIHINTHM
BpeMEHCKHM TaukaMa KopHucTehu paszmiuuTe TexHoloruje, Moxke aohmu go npotnema
XETEPOT€HOCTH, EKCIIEPMMEHTANIHUX BapHjallija M CTaTHCTHYKHUX MPHUCTPACHOCTH.
OBo 3axTeBa pa3Boj NPUIATOIJbUBHjUX H KOMIUTHKOBAHHHX TPOIIEypa.

Benuka xonu4uHa mojaraka M MocioBHa aHanuTHka on 2010. rogune cBe BHILIE MpHBIAve
NaKKbY aKaJeMHKa W TpakTHYapa, IITO0 ce MpunHucyje OpojHuM (dakTopuMa Koju Cy
JIOTIPHHENHN HacTaHKY oBa aBa heHomeHa (Mikalef et al., 2020):

e CranHu maj TPOLIKOBA CKIATMINTEHA MOfAaTaka oMoryhaBa NPHKYIIbame OTPOMHHX
KOJIMYMHA NoflaTaka 10 HUCKOj LIeHH;

¢ Ilag uene, a pacT npoLecoOpcKe CHare MoISPHHUX padyHapa;

e [lojaBa censopa u mose3anux ypehaja y cee Behem Opojy (pHU3MYKHX M TUrHTATHUX
aprepakara je omoryhuia oprauusanMjama aa NpHKyIe NOJATKe Koje je panuje Ouio
TELIKO MPaTUTH Y PealHOM BPEeMEeHy;

¢ PasBujeHOCT MPEeXKHHUX HHPPACTPYKTYpa H Pa3Boj MOCIOBHUX MOMAENA PauyHApCTBA Y
obnaky cy omoryhunm opranmsanMjama ja TpHCTYNE CKanaOUIHHM ycloyrama H
IpeHecy CBOje MOAATKE M TEHEpHIIY YBHJI Y PEalHOM BpPEMEHY y3 MHHHMAIHe
TPOIKOBE.
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2. Mojam u moxesia MOCJA0BHE AHATUTHKE

Cpakor JaHa, OpraHH3alldje MOTY KPEMpaTH, KYNHTH, M3JBOJHTH, NPHKYIHUTH, 00pagHTH 1
aHanM3MpaTH MMIIHOHE TMOJaTaka M3 eKCTePHHX M/MIM MHTEpHUX H3BOpa Kako OM ofpikale
KOHKYpeHTCKY mnpemaHocT (Appelbaum et al., 2017). Jla 6u ce u30opune ca OrpoMHOM
KOJIMYMHOM T0JaTaKa Koje MpHKYIJbajy, OpraHusalije KOpUCTe MOCIOBHY aHANIUTHKY Koja
noBoan g0 edukacHujer ommyuuBama (Ghasemaghaei et al., 2018). Benuka xonuunna
nojaTaKka ¥ MOCIOBHA AHAINTHKA MpPEACTaB/bajy TPEHAOBE KOjH MO3UTHBHO YTHYY Ha
TIOCTOBHU CBET M JOBOJE [0 3HauajHe NpOMEeHe Y Ha4MHYy MOCNOoBamka opranusanmja.

2.1. [lojam noc/10BHE aHAJIHTHKE

ITojam aHanmUTHKe ce OJHOCH Ha MPUMEHY TIpolleca U TEXHHUKA Koje TpaHC(OPMULLY CHPOBe
nojaTke y 3HadajHe uHpopMalLHdje kako OM ce yHampemuno omnyuuBame (Wilder & Ozgur,
2015). Ajah n Nweke (2019) neduanmy aHanuTHKY y ITHpEM H YKeM CMUCTy. Y IIHpeM
CMHCITY, aHaJIMTHKA NoApa3yMeBa kopumheme uHpopMalija 3a JoHomemke 60bHX ofTyKa. Y
yKEM CMHCIYy, aHalMTHKa YK/bydyje VyHoTpeOy CTaTHCTHYKHMX TeXHHKa, codTBepa
uHPOPMAIIMOHUX CHUCTeMa (HMCTpakuBame nmojaTtaka (data mining), copTUpame TOAaTaka) U
METOJOJIOTHja OTIEpallHOHNX MCTpaskHBama (IMHEApHO MpPOTpaMHUpam-e) 3a HCTPaKHUBamLE,
BH3YCIHM3aLHjy, OTKpHBamhe oOpasana MaM TPCHIOBA y mojaluMa. AHATHTHKA HpCACTaBIba
OTIITH KOHIIENT, a IOCNOBHA YHHH Je0 aHaTUTHKe. TepMuH ,,TOCIOBHA aHANTMTHKA* I0jaBHO
ce nouetkoM 2000-ux, Kaga cy IpHMembeHe CIIOXKEHe TeXHHKe CTATHCTHUKE H MATeMaTHUKe
aHaqM3e nojaTaka 3a pelllaBambe KOMIUIEKCHHMX MocnoBHUX npobnema (Chen et al., 2012).
AHATHTHKA BelIHKe KOIMYHMHE TOJATAKA W MOCIOBHA AaHATUTHKA Ce CMATPAjy jeMHCTBEHHM
nojmoM (Mikalef et al.,2018).

YV caBpeMeHOM TOCNOBaRY, AaHATMTHKA cé MOXe Jde(HMHHCATH Kao KopHinheme mogaTaka —
CTPYKTYPHUPaHHX WM HECTPYKTYpHUpaHuX, ca (OpMamHOM aHAJIH30M — CTATHCTHYKOM
AHANM30M WIIH MAIIMHCKAM Y4YeHmeM, Kako OM ce JoLIIo J0 casHama Koja MOMaxy y
JoHOLIEwY OOJBUX MOCNOBHHUX oJuyKa (Agrawal, 2014). IlocnoBHa aHaTHTHKA NPeACTaBIba
nocebaH Jeo aHATMTHKE KOja KOPHCTH CBOje anaTe, TEXHHKe W NMPUHIMIE Kako OM pasBHIa
peleme 3a BeoMa clokeHe nociaoBHe npobneme (Delen & Ram, 2018). Ilpema Ashrafi-y u
capaguuiima (2019), mocnoBHa aHANMTHKA ce OJHOCH HA NMPUMEHY Pa3TMYMTHX TEXHHKA,
TEXHOJOTHja, CHCTeMa, NpaKcH, METOHOJIOTHja M alUIMKalMja Koje aHalH3Hpajy MOCIOBHE
nojaTke, Kako OM ce omoryhmuno npenosHaBame M pelllaBame HpodleMa Yy KOHTEKCTY
MOCIOBHUX cHTyauuja. OHa KOPHUCTH ajaTe 3aCHOBaHe Ha MH(OPMAIHOHO] TEXHOJIOTHjH, HA
npuMep, CKIAIMINTa MoJaTaka, OHIajH aHATUTHUYKY 0Opaly, CTATHCTHYKE M KBAHTHTaTHBHE
ajmate, ajgaTe 3a BH3yelM3allUjy M allaTe 3a MCTpakuBame nojaraka. Davenport u Harris
(2007, cTp. 7) neduHUIIy TIOCTOBHY aHATHTHKY Kao ynoTpeOy mojgaTaka, WH(oOpMalnHoHe
TEXHOJOTHje, CTATHCTHYKE AaHaTH3e, KBAHTHTATHBHHX METOJa M MAaTeMaTHYKHX MIH
KOMITjyTePCKH 3aCHOBAHMX MOJENa, Kako 0M MOMOTTIH MeHallepiuMa Ja CTeKHY O0JbH YBHI Y
CBOje TOCNOBamke U JOHECY 0OJbe OMIYKE 3aCHOBAHE HA YHILGHHIAMa. Power U capagHHIH
(2018) gomase 10 casHama Ja TIOCTOBHA AHANUTHKA NpeAcTaB/ba CTATUCTHYKY aHAIH3Y
nojaTaka Koje je opraHM3allHja TpKyIHIa Kako OM JOHOCHIA OJIyKe 3acHOBaHe Ha
JoKa3MMa, a He mpeTnocTaBkamMa. OHH Yy CBOM MCTpPaKHBamby HaBOJE Ja Ce€ IIOCIOBHA
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AHANMTHKA OJHOCH M Ha TEXHONOWIKH NOTIIOMOTHYT IpoOLEeC KOjuM co()TBep aHalIH3upa
nojaTke kako OM mpeaBuieo 1uTa he ce AecHTH MM mTa OM ce MOTIO JAECUTH NPUMEHOM
oapehenor npuctyna. IlocnoBHa aHaIMTHKA YKJbYUYje TyMauere OpraHH3alHOHMX T104aTaKa
paan ynanpehema omrydnBama M ONTHMH3aLMje NOCIOBHUX mpoueca (Watson & Wixom,
2007). Kristoffersen n capaguuuu (2021) vaBoje Ja ce MOCIOBHA aHATMTHKA MOXE CMaTpaTH
30MpKOM TEXHOJOTHMja, MeToJa M alUMKaluja Koje omoryhaBajy aHalau3y NOCIOBHHX
nojaraka Kako OH ce JONINO OO0 CMHCICHHjUX O/[UIyKa 3aCHOBAHHX Ha oJrosapajyhum
nojauuMa W uHpopmauujama. CHCTeMH IIOCNOBHE aHANIUTHKE MOApasyMeBajy ynoTpely
CTIOCOOHOCTH M TEXHONOTHja 32 TNPHKYIJbake, TpaHchopMalHjy, aHamM3y W TyMademe
nojaTaKa y Wby HOAPIIKE JOHOIIEmY oanyka. OBH CHCTEMH MHpaTe IOJaTKe TeHepHcaHe y
MOCTOBHUM oOMepalijaMa Kako OM aHamusupanu nepdopMaHce Ha OCHOBY KJbYUHHX
HHANKATOPA M MPE3CHTOBAIN Pe3yiTare aHalu3e Y pasyMIbUBOM (OPMATy LIMPOKOM KpPyTy
KopucHHKa (Azvine et al., 2000). be3 o03upa Ha pasnuke y mepuenimjamMa o TPHPOIH
MOCTOBHE aHATUTHKE, NMOCTOJH KOHCeH3yc Aa BehuHa ycBojeHHX neduHHIMja caapku HojaM
OJUTYYHBamkha 31CHOBAHOT Ha uynbenunama (Holsapple et al., 2014).

2.2. lloxenna noc/IoBHEe aHAJIHTHKE

Delen u Demirkan (2013) yka3yjy Ha TpH TJlaBHe KaTeropuje MOCJIOBHE aHAIUTHKE:
JECKPHIITHBHY, TIPESANKTUBHY M MPECKPUNTHBHY aHanuTHKy (cinka 3.2). OBe Tpu rpyme
TIOCIOBHE aHANUTHKE CY NPEMa CI0KEHOCTH M CO(PUCTHIIMPAHOCTH XHjepapXUjCKH 0JBOjeHe,
Al HMIAaK Tpena3ak ca HWKEr Ha BUINM HUBO HHje jacHO oaBojeH. Jlpyrmm pednma, Heka
opraHuzandja MoXe OWUTH Ha [eCKPUNTHBHOM HHBOY IIOCIOBHE AaHAIUTHKE, a [a
HCTOBPEMEHO KOPHCTH NPESAHKTHBHE HIIH NPSCKPHITHBHE aHATUTHYKS CIIOCO OHOCTH.

Heckpunmusna anarumuxa MpeacTaBba MOUYSTHH HUBO aHATMTHKE U KOPHUCTH MOJaTKe KaKo
6u oAroBopuIa Ha NHTamE ,IOTa Ce JOTOJUIO M/MmM ITa ce Acmaea?’. OmHOCH ce Ha
Mo3HaBame 0HOTA IITO Ce JelllaBa y OpraHu3alMju U pasyMeBame HEKHX OCHOBHUX TPeHJI0Ba
(Sharda et al., 2014). JleckpunTHRHA aHANHTHKA NpeACTaBJba jeIHOCTABHY TEXHHKY Koja
ONHCYyje IITa je cajp:KaHo y CKyNy MojaTaka MM 0asM TojaTaka M yK/bydyje Mepe
LEeHTpalHe TeHASHIMje (AapUTMETHUKA CpeJuHa, MOIAYC, MeJHjaHa), Mepe JHCIIep3Hje
(crapmapaHa [eBujanMja), rpaUkoHe, aWjarpame, METOJE COpPTHpama, JUCTPUOYLMje
(pexBennyja, aquctpuOynuje BepoBarHohe M MeTone y3opkoBama (Ajah & Nweke, 2019).
AKTHBHOCTH Ha OBOM HHUBOY aHAIUTHKE CY YCMepeHe Ha KpeHpame H3BElLITaja 3a CyMHUpPahe
MNOCTOBHUX AaKTHBHOCTH, T€ Ce JECKPUITHBHA AaHAIUTHKA YeCcTO HA3MBa TOCIOBHUM
U3BellTaBambeM. [ TaBHU pesynTaT AeCKPUNTHBHE aHANUTHKE je MIeHTU(UKALlHja 110 CTOBHUX
IIaHcH ¥ npobrnema.

Ipeduxmusna anarumuxa cleqd HAKOH JeCKPUNTHBHE aHATUTHKE U carfefaBamba OHOTa LITO
ce JOroauno, TMOKylaBajyhH 1a NpyKH OOroBOpe HAa MHUTame ,uTa he ce gorogutu?.
IlpenMKTHBHA AHATMTHKA MOJpa3yMeBa NPHMEHY HAIPEJHOT CTaTHCTHYKOT coTBepa MM
MEeTOJa ONEpallMOHMX MCTpaKMBama 3a MIACHTU(HKALM]y TNPEIUKTMBHUX Bapujabmu u
W3rpaamy NpenuKTUBHUX Moaena (Ajah & Nweke, 2019). [IpennkTnBHM MOAENH KOpHCTE
HCTOpPUjCKe MOfAaTKe aKyMylHpaHe TOKOM BpeMeHa Kako OM M3pauyHallu BepoBaTHe Oyayhe
norahaje (Appelbaum et al., 2017). IlpemBuhame je y CYWITHHH TpoIEC TPaB/beHA
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HHTEIHTCHTHUX/Hay4HHX TponeHa o OyayhuM BpeamocTHMa Hekux BapHjaliiu kao mTO Cy
MOTPaKKkA Kymnala, KaMaTHE CTOIe, KpeTama Ha Oeps3u, uth (Delen & Ram, 2018). OBaj HUBO
AHANMTHKE KOPHCTH HCTpayKHBame I10JaTaka, MCTPaXuBambe TekcTa, Beb/Meaujcko
HCTpaXKMBalke M MNpPOTHO3Mpame CTATHCTHYKUX BPEeMEHCKHX cepHja. [maBHM pesynTar
NpeAUKTHBHE AHATHTHKE je MpelH3Ha npojeknuja Oynyhux aemasama H o0Opasnoxeme
pasjiora THX JellaBarba.

Hpeckpunmusna anarmumuxa je HajBUIIH HHBO Y XHjepapXHjH aHAIHTHKE H Jaje OAT0BOpe Ha
nuTame ,,mra Tpeba aa ypagum?*., OBaj HUBO aHATMTHKE KopullhemeM coHCTHIMPaHHX
MaTeMaTHYKUX Mojena yTBphyje koja je Haj0oba anTepHatuBa Mehy MHOrMM npaBHiMa
JenoBama. [IpeckpunTHBHA aHAIMTHKA TMOApa3yMeBa NMPHUMEHY ONTHMHU3ALMOHUX MOjena,
CHMYNIALMOHHX MOJENa, MOJeNa BHLIEKPUTEPH|YMCKOT ONTy4HBAamba, KA0 W eKCHepPTCKHX
cucTema. ['71aBHM HMCX0J MpPECKPHMNTHBHE aHANUTHKE je HajOOJBM HAuYMH JeloBamba Yy
onpelheHOj cHTyaluju WM cKynm WH(popMaIMja  CTPYIHUX MHIUUBEeHA Koju he mToHocHOIY
ojtyka omoryhuru aa gohe no Hajbosse moryhe omnyke. Ilpeckpunrusna ananmuTuka ce y
BEIIHKOj MepH Oclama Ha nepdopMaHce JeCKPHUNTHBHE M NpeIUKTHBHE aHAUTHKE, jep OHe
oapehyjy BpeaHOCTH BaXHHUX MapaMeTapa y NpecKpunTHBHOj aHamatuiu (Duan & Xiong,

2015).
Cianka 3.2. OcHOBHE KaTeropHje MOCIOBHE aHATUTHKE

IlocoBHa aHanuTHKA

JeckpuntuBHa [penukrusua TIpeckpunrusHa

Llra Tpeba na ypagum?

Llra ce goroguno? Hlra he ce qorogutu? ;
e 3awro To Tpeba TO 14
IlITa ce newapa? 3aurro he ce goroguTu? youmna?
o [locnosHO H3BEIITABARE : g ! i e OnTtuMuzanmja
® Kounrponue ratne o0 ! o Cumynaumja
e Kapre TIrara 5 . o Mogenn ouyvuneama
L] Cmusﬁem NoJaraKa a e Excneprckm 'L‘IIL"](..‘MII
o [lpeasnhame
JoGpo deghunucanu . . -
Tlpeyusne npojexyuje Hajoome nocnoene
noc1osHI NPoGIemMi U 4
ayoyhux emarea u yenosa O0IVKe U mpaxcaxyuje

WaHce

UzBop: Delen, D., & Demirkan, H. (2013). Data, information and analytics as services.
Decision Support Systems, 55(1), 359-363.

Ilopen oBe TpH TaBHe KaTeropHje MOcIOBHE aHaIUTHKe, oapelenn ayropu (Delen & Ram,
2018; Yadav & Kumar, 2015) ucTuuy 1 IMjarHOCTHUKY aHAIUTHUKY, K40 JOMYHY, OJHOCHO
IPUPOJHO TPOLIMpEhe AeCKPHNTHBHE aHanuThke (cnuka 3.3). Jujacnocmuuka anarumuka
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BpILH aHaNM3y nocrojehnx nojaraka kako O yrBpauna yspok onpehennx norahaja. OBaj Buj
aHaNMTHKE Jaje OATOBOpe Ha MHTamke ,j3amTo ce To jorogmno?. Kako ©6m ce
HASHTH(HKOBANH OCHOBHH Y3pOLHM JAaTtor HpoOiema, ASCKPHNTHBHA AHAIHTHKA KOPHCTH
ajaTe M TeXHMKE Kao MITO Cy BH3yelHM3alHja, OTKPHBAIE MOJATaka M HCTPaXKHUBambe
nojaraka. ['TaBHH MCXOJ OBOT HHBOA AHANHTHKE jecTe ODpasloXkeme pasiora JellaBamba
NPeTXOHHX Joralaja.

Canka 3.3. [logena nmocinoBHe aHaJIMTHKE

' 9\’& o Hipewrasame
2 * Busyennsaumja
c@“ ${$$ o Crnaamuuremne noaaraka

Ussop: Delen, D., & Ram, S. (2018). Research challenges and opportunities in business
analytics. Journal of Business Analytics, 1(1), 2-12.

JleckpunTHBHA K AMjarHOCTHYKA aHATMTHKA CE 3ajeIHO Ha3WBajy NOCI0BHA MHTEIUTEHIHja, a
MpeTUKTABHA W MPECKPUNITHRHA CE€ HA3WBAjy HAMPETHOM aHAMTHKOM, WMajyhu y BHIY ma
npenasak ca MpBa JBa HUBOA MOCIOBHE aHATHTHKE Ha HapelHa Ba NpeacTaBba 3HadajaH
MoOMaK y HUBOY coucTuipanocty pauynapa (Delen & Ram, 2018). [locnoBHa aHanmuTHka
Y3aCTOMHO TNpHMEYje KOMOHHAIMy OECKPUNTHBHE, IMjaTHOCTHYKE, NPEAMKTHBHE H
NPECKPUNTHBHE aHAIUTHKE 32 TeHEepHCa-e HOBHUX, jeMHCTBEHAX H BpeIHHX HMH(OpMaluja
Koje omoryhasajy nobosblame Mep/bHBHX NMOCTIOBHUX nepdopmanch (Ajah & Nweke, 2019).
[Toganyn notpebuu 3a aHamu3y ce MOTY JOOWMTH W3 MOCIOBHHMX H3BelNTaja, 0asa mogaTaka H
MOCIOBHHX MOJAaTaKka yCKIaAHIITeHUX y obnaky (cnuka 3.4).
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Cimnka 34, [Ipouec nocnoBHe aHaTHTHKE

[ocnosun Koju cy [lra u 3aumo
H3BELITA]H Iliva ce 3aurro ce To TpOLECH 3a €€ I0TO/IHI0 H
aorogiao? noromino? obpaxy wrra he ce
nojaraka? JoroauT?

Peayarar nocnosne
AHATHTHEE

Jeckpunrusna | | ujarwocrwnka || Ipeausrusua | | Mpecxpunrusna

Cryn =+ mepsiso nosehiare
AHATHTHEA ANATHTHRR AHATHTHK AHATHTHES
noJaTaxka NOCIOBHUX
nepdopuaricu
Kopnuihiemse . [Ipensuharme
P Asiokaimja pesiha
) OTxonBame NpHCTYNa evnea 32 NOCI0BHHX
Jlokarmo <P NPEnoIHaBarba pecyp h moryfinocTu ca
n— NOCIOBHUX npensuhene y
CraaauuTe ofipasaua 3a pe MOTEHLH]ATHHM
T 06 moryhinocTn NOCNoBHE
HIH 00JaK ’ npeasuhaie NOCAOBHHM
. moryhHocTH
noraljaja ’ NPEIHOCTHMA

UzBop: Ajah, I.A., & Nweke, H.F.(2019). Big Data and Business Analytics: Trends,
Platforms, Success Factors and Applications. Big Data and Cognitive Computing, 3(2), 32.

BHTHa KOMIOHEHTa aHAIMTHKE BEJHKEe KONHYHHE NMOJATAaKa jecTe aHAIWTHKA Y PEarHoOM
BpeMeHy, Koja IpeacTaBba copTBepcKy (DYHKLHOHATHOCT koja oMoryhaBa aHanu3y BelIHMKOT
obuma mojataka y peanHom Bpemeny (Chatterjee et al., 2022). AHanuTHKa y peaqHOM
BpeMeHy ce OJHOCH Ha HOBY TEXHOJOTHjy KOja MoMaxke y peAeHHHCamy HauMHA Ha KOju
opraHuzalije NPHUKYIbajy MOCIOBHE IIOJATKE W NPOLElmYjy YYHHAK CO(HCTHLHPAHHX
TEXHOJIOLIKKUX arumkauuja (Ghosh et al., 2020). Acker n capaguunu (2011) cy ykasanu Ha TO
Ida cy panuje Bemukn CRM cucTeMH 3aBHUCHIM 01 [Ba OJBOjeHa JoMeHa 0a3a MojaTaka:
onepaTHBHe 0a3se NojaTaka Koja CaJpKH BEIMKA OOMM TIOJaTaka O CBAaKOJHEBHHM
TpaHCAaKIMjaMa M aHaIMTH4Ke Oa3e MoJaTaka Koja O omlepaTuBHe Oase y3MMa IOJarke
noTpedHe 3a crnenuduUHe aHATM3E Kymalna M MeMopHIle Te nojaTtke oasojeHo. Ctora, 610
je Hemoryhe MOKpeHYTHM ymHTe Yy pealHOM BpeMeHY NpeMa HajHOBMjHUM TojaluMma o
Kymiuma. 300r 3HA4ajHOT HANpPETKAa y LEHH, OP3MHM M CO(HCTHIHPAHOCTH TEXHOJIOTH]E
CKIAMINTEha, MEMOPHje W Tpolecopcke MohH, aHanMTHKa Yy peaHOM BpeMeHy je
obe30emuna TOCIOBHHM KOPHCHHIIMMA ,yoKHBO™ MPHCTYI NYHOM CKYIY OHEPaTHBHHX
nojaTaka 0 KyHuMa. AHAINTHKAa Y pealHOM BpeMeHy oMmoryhaBa yHampeljeme KBalUTeTa
CRM-a, ¢ o03MpoM da opraHMsaldje MOTY JAa je KOpHCTe 3a Op30 JOHOLICHE OJIyKa
(Chatterjee et al., 2022).

3.I1oci0BHA AaHAJIHTHKA U YipaB/balk€e OJJHOCHMA Ca KylHIlHMa

MHuore opraHuzanije TPUKYMIBajy M MEMOPHIIY BeNTWKe KONMYMHE MOJaTaka O CBOjUM
TPEeHYTHUM U NOTEHLHUjaTHUM KyTIIHMa, Jo6aB/bauiMa U MOCIOBHUM MapTHepuMa. BaxHo je
Jla OpraHu3zalije OTKPHjy 3Hamke CKPHBEHO Y TOj BETWKO] KOMWYHHHM Tojataka. Mmajyhn y
Buay Aa cy edpekruBHe CRM cTpaTeruje 3acHOBaHe Ha noganuma o Kynuuma (Padmanabhan
& Tuzhilin, 2003; Mirzaei & Iyer, 2014), cnocobHoCT reHepucama KOPHCHHX MH(pOpMaLHja
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H3 TojaTaka je OJ CYIITHHCKOT 3Hauaja 3a CRM ctpyumaxe (Goncarovs, 2018). Kibyunn
daxkTop y pazBojy konkypentHe CRM crpaTerdje je pasyMeBame M aHalW3a MOHANIama
Kymalla, IITO TIOMaXke y TpHBIaYerby H 3aipikaBamby MOTSHIHjATHHX Kymala Kako O ce
MaKCHMH3Upana BpeaHocT Kynaua (Bahari & Elayidom, 2015). C o0supom ma ce CRM
mpollec cacToju oA HWAeHTHU(HKAlWje, TpHBIAuYeHa, 3aApXkaBamka H pa3Boja Kymana,
pa3nMuNTe TeXHMKE MCTPaXHBamlka MOJaTaka M NpPeJUKTHBHE aHAINTHKE ce KOpUCTE 3a
aHanM3y NojaTaka M W3Blademe 3Hama M3 cBakor npoueca (Kim & Kim, 2009). [Topex Tora
IITO AOBOIH 10 OOJbeT pa3yMeBama MHTEPHUX MOCIOBHHX Mpolleca Kpo3 JOHOIICHE 0TyKa
3aCHOBAHUX Ha T0JAlMMa, MOCIOBHA AHATHTHKA oMoryhaBa opraHM3alHjamMa Ja TIPerno3Hajy
TPIKHUILHE LIAHCE M IPETHE jadyalbeM yIpaBjbamba OoJHocuMa ca kynuuma (Kiron, 2013).
Vrnorpeba mocnoBHe aHaNMMTHKE oMoryhaBa opraHuszamdjaMa Ja pasBHjy CHOCOOHOCTH
ylpaB/bama OJHOCHMa ca KYNIMMa, Kao M Aa nobosblajy cBoje cTpaTelike mepdopMance
npomaje (Chatterjee et al., 2022). Ilpumena ananutuke y CRM-y opraHuzanujama Moxe
npyuTH nomoh y: ynakpcHoj npoaju v nosehamy nponaje, u/baHOM MapKETHHTY, aHAIN3H
TPKUIIHE KOpMe, aKTHBHOCTUMA OTKPHBAma INpeBapa, CerMEHTHpamy Kynala Ha OCHOBY
yrBphenux kpurepujyma (Ranjan & Bhatnagar, 2011).

Cianka 3.5. CRM xao noapuika ¢azama ;KABOTHOT LIHKTyca Kymnia

S s e o

AyTomariianmja
MAPKETHHIR

[lpeTHKTHRHA AHATHTHES,
HCTPARHEARL NOJaTaka

Hseop: Gonéarovs, P. (2017). Data Analytics in CRM Processes: A Literature Review.
Information Technology and Management Science, 20(1), 103-108.

Goncarovs (2018) u Ngai n capagnuuu (2009) maBoge na CRM mnoapkasa cBe (pase
JKHBOTHOT IHKNTyca Kynua (cimuka 3.5). JKHBOTHH HMKITYC Kymnala ce cacToju U3 4eTHpH (ase:
UJeHTH(HKaKja, IPUBIAYeIbe, 3apKaBambe U pasBoj kynaua (Swift, 2001, ctp. 12). Ilpema
apxuTekTypu, CRM oKBHp ce MOXKe MOJENIUTH Ha ONepaTUBHH W aHanuTHiku (Teo et al.,
2006). Oneparusun CRM ce 0JHOCH Ha ayrOMaTH3aLMjy [OCAOBHUX Ipoueca 1 omoryhasa
NPUKYIJBahe Pa3IHIUTHX MoJaTaka O KYMIKMa: [oJaraka o rnpojaju (HCTopHja KYIOBHHE),
(puHaHCHjcKHX MToaTaka (McTopHja MIahamka U KPEAUTHH PEJTHHT), MapKETHHIIKHX ITOgaTaKa
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(oaroBop xammarme, IIOJAlH O JIOjaTHOCTH) M MojaTaka O yciayrama kynuuma (Ngai et al.,
2009). Ananmutiukd CRM moapasyMeBa aHanM3Wpamke W TyMayeme IMojaTaka o
aKTHBHOCTHMA Kyllalia Koje cy perncrpoBaHe y onepatuBHOM CRM-y (Jessup & Valacich,
2008). Ananutnukn CRM nomaske opranusanyjama aa 00/be AUCKPUMHUHUILY U e(pUKacHHU]E
pacnopelyjy pecypce HajnpoduTaOUIHHjOj TPYNH Kymana. 3a Ay0/be pasyMeBame Kymama H
OTKPHBAal:€ IBHXOBUX CKPHBEHHX KapaKTEPHUCTHKA U TOHAIIama, MOTY CE KOPHCTHTH pasHe
TEXHMKE HCTPaKUBalba MOJATaka, Kao IUTO Cy: acoLMjalldje, IpymHcame, KnacHguKaiuja,
perpecuja, npeasuhame, 0TKpUBaIbe CEKBEHLIM U BU3YyEIH3allHja.

AHanuTHKA BeNHKe KONHYMHE N0JaTaka je Beoma OMTHA 3a epuKacHO pasyMeBame moTpeda u
O4YeKMBama Kynaia. Benuke kolMunHe nogaTaka ce 4ecTO KOPHCTE 3a pasBoj CTpaTerHja 3a
JoHOIIeme e]HKacHUX OmIyKa 3a moboJbllame YIpaB/bamka OJHOCHMA ca KyniuMma, a
aHaTUTHKa BEMMKE KOIMYMHE MOJaTaka MoMake y OpikeM MpykKamy BPeIHOCTH 33 KyILe
(Yadav & Kumar, 2015).

3.1. Texnnke 32 AHAJIHTHKY N0JaTaKa y YIPaBbalkhy 0JHOCHMA ca KyNIHMAa

Kaxo 61 ce Ha oAroBapajyhul HAUMH HCKOPUCTHIIE BeJIHKe KOJIHYHHE NPHKYIJbEHUX M0JaTaKa
0 KyMlMMa, HEONXOAHO je MPUMEHHUTH ofpeljeHe TeXHUKe UCTpaKUBama NMojaTaka. [IpuMena
TEXHHKA 33 UCTPKMBame nojataka y CRM -y je cBe momynapHHja y rinobalHOj eKOHOMHJH.
Ananu3a M pasyMeBame [OHAMIamka M KapakKTepUCTHKAa Kymala je OCHOBa pasBoja
kKoHKypeHTHe CRM crpaTeruje, kako GM ce CTEKITM M 3apiKand TOTEHIMjalIHU KYMIH H
MaKCHMMM3Mpaia BpeaHocT 3a kynue (Ngai et al., 2009). UctpaxuBamwe noparaka (data
mining) ce Moxe AeduHMcAaTH Kao ,JIpolec KOjU KOPHCTH CTATHCTHUKE, MaTeMaTHUKe,
TEXHHUKE BCIUTA4YKe MHTEIMICHIMjEe M TEXHHMKE MAIIMHCKOT y4emha 3a H3JBajame |
uaeHTHdUKALK]y KOPHCHUX MH(OpManuja ¥ HaKHATHO CTHLAIE 3Hama M3 BENMKHX 0aza
noparaka® (Turban et al., 2007, ctp. 305). Rainer n Turban (2009, crp. 269) uctnuy ma
HCTpaXKMBame MoJaTaka Nojpa3syMeBa ,Tparame 3a BaXKHUM MOCIOBHUM HHpOpMalHjaMa y
BeIIMKHUM 0a3aMa mojaTaka, CKJIQIHIITHMA T0JaTaka H JIOKATHHM CKIaAHIITHMA ToJaTaKa‘.
HetpaxuBame nojaTtaka oOyxXBaTa JBe OCHOBHE ONepallije: OTKpUBame paHHje HEMO3HATHX
obpasana, ka0 M mpeasuhame TpeHAOBAa M MOHamama. Jlakiae, HCTpaKMBame M0JaTaKa
OTKpHBa 3alLTO C€ HEIITO AeaBa U MOxkKe Ja npeasuay 1ra he ce y OyayhHoctu gemasarn.
Texnuke HcTpakuBama nojaTaka kKoje ce Hajuemhe npumemnyjy y CRM aHanuTHIM jecy:
aconujanuje, rpynucame, KnacH(pHkaluja, perpecuja, npeasuhame, OTKpHBamke CEKBEHIIN H
Buzyenusanuja (Goncarovs, 2018; Ngai et al., 2009; Bahari & Elayidom,2015).

Acoyujayuje ce XopucTe 3a OTKpHBambe HEMO3HATHX OJHOCA CKPUBEHHMX y BeNMKHMM Oa3zaMa
nojaraka. L{ws aconujanuja jecte ycmocTaBbame OgHOCa HM3Mel)y CTaBKH Koje 3ajefHo
MOCTOje Y BEJTMKOM CKYNY HojaTaka. Ha ocHOBY MAEHTH()MKOBAHUX YECTHX CKYNOBA CTABKH
Y CKyIy Tojaraka, HJeja jecTe Ja ce yTBpje IpaBuiia Koja he mpeaBuaeTH nojaBy jefHe HIH
BHIIE CTaBKM Ha OCHOBY NOjaB/bHBama APYTHX CTaBKM y CKYIy HojaTaka. YoOHuajeHH
aIropuTaM 3a MOJACIHpahbe acoLUjalija jecTe anpHOPH alTopUTaM.

I'pynucarse MK KacTep aHanH3a MoApa3yMeBa N0JeTy XeTepOreHOT CKYNa eHTUTeTa Y Mambe
XOMOTeHe TpyIle Koje Cy CIHYHE M0 KapakTepucTHkama. ['pymucame ce BpIIM Tako LITO CY
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00jeKxTH y HcTOj TpynH (KnacTepy) CIHYHHJH jeHH IpYTHMa HETO OHHMa Y JPYrHM I'pynama,
OJHOCHO KJlacTepuMa. YoOMYajeHH anrOpUTMH 3a TpyIHCcame Cy HEYPOHCKE Mpexe,
JHCKPHMHHAIIMOHA AHATH3a H K-CPe/Iibe BPeIHOCTH.

Knacughurayuja je najuemhe kxopumhena TexHWka W TpejCcTaB/ba MPOLEC OPraHH30BAHHA
nojaraka y yHanpen Ae)MHHcaHe Kllace 3acHOBaHe Ha oapeheHHM KpHTepHjyMHMa KOjH Cy
WM yHampej ofjadpaHM oJ cTpaHe aHAIHTHYapa MIM HACHTU(HMKOBAHM Kao pe3ynTar
rpynucama. L[ je ma ce Ha OCHOBY THX yHampen Ae(HHHCAHHX KIaca M3rpagH Mojen 3a
npeasuhame Knaca HOBHX HeKJIacH(PUKOBAHMX 3amHMca, kao M 3a npeasubame Oyayhmx
norahaja. AIropuTMH Koju ce Hajduerrhe kopucTe 3a KiacH(HKalMjy Cy HEYPOHCKE MpeXKe,
crabla oANyuMBama, HaCyMH4YHE LIyMe, anropuTaM K-HajOMLKUX cycena, HamBHH bajec,
noructuuka perpecuja u SVM (Support Vector Machine).

Pezpecuja ce KOpucTH 3a OTKpHBame ofgHoca H3Mel)y jemqHe MnM BHIIE HA3aBHCHUX
NPOMEHJLUBHX M 3aBHCHe mnpoMmeHsbMBe. l{Mb je ga ce yTBpAe BpeJHOCTH 3aBHCHE
IpOMEH/bUBE 3a JaTe He3aBHCHE NMPOMEHJbHBE, OJHOCHO Ja C€ YTBPAM MpoceyHa BPeAHOCT
3aBHCHE TIPOMEHJbHBE KaJa Cy He3aBHCHe TIPOMEHBHBe (JUKCHe. 3a pasnuky of
Knacu(HKalMje Koja ce KOPHUCTH 3a npeasubame Knaca, perpecuja omoryhasa npeuKLHjy
HYMEpPHUYKHX BpeJHOCTH. YoOHHYajeHH PEerpecHOHH alTOpUTMHU jecy JMHeapHa perpecHja,
crabla 0Ty4NBarha, HACYMHYHE LIYMe M aTOpPUTaM K-HajONMmKUX cycema.

Hpedeuhamwe je nporiec npeaukiHje 0yMyhHOCTH Ha OCHORY aHATH3€ TPEHIOBA MPOIITHX HITH
caJallibuX NojaTtaka. 3a mpensuhame ce Hajuemhe KopHcTe HEYPOHCKE MpEXKEe M aHalM3a
IpeKUBbABAIbA.

Omukpusaree cexgenyy C€ 0OJHOCH Ha NPOHANAXKEmE CTATHCTHYKH PENEBaHTHUX oOpasaua y
Hm3y nogjaTaka. [{uib oTkpuBama CEKBEHIM jecTe Ja Ce U3[BOje JAeBHjallHje U TPEHIOBH
TOKOM BpeMeHa.

Busyemzayuja xoMOuHyje TexHMdke M rpaduuke acriekTe aHaTM3e NMOJaTaka Kako OM ce
nH(opManyje jacHo ¥ e(pUKacHO NpHKa3ajle NyTeM CTaTUCTHYKUX rpaduka n aqujarpama. OHa
noMake KOpUCHHITMMA 1a 00Jbe aHATTM3UPajy U pa3yMejy MoJaTke U OTKpHBeHe o0paciie.

3.2. KpaJauTeT nogaraka y nocJI0BHOj aHAJIHTHIH

EdukacHocT cHcTeMa TOCIOBHE aHATNTHKE 3HA4YajHO 3aBUCH Off KBAIMTETa MHOMAATAKa,
KBaHTUTETa MOJaTaka, TAYHOCTH, MHTErpHTeTa M ONAaroBpeMEHOCTH CHCTEMa YIpaBlbamba
nojanuMa, kao W MoryhHOCTH M coHMCTHIMPAHOCTH AHANMTHYKHMX alaTa W TIpoleaypa
(Delen & Ram, 2018). Mako Hanmpeany anaTé 3a aHalM3y NojaTaka MMajy MOTEHLHjal Ja
uaenTHdHKyjy KOopHcHe HH(opMmanHje M3 IMojaTaka, Ha Kpajie pesyaTaTe M BPeIHOCT
Kopuinhema aHalHTHKE I0JaTaka M Ja/be YTHHYE KBAIUTET IMOJAaTaKa KOjU Ce KOPHCTE
(Ghasemaghaei et al., 2018). Jlakne, 3a NOCIOBHY aHAJIMTUKY je BeOMa BaXKHO Jia MOJAIA
Oyay BUCOKOT KBATHTETa, OJHOCHO Ja CY MOTIYHH, NPELH3HU, BAJTHIHH, TAUHH, PEICBaHTHH,
JocneqHd U OmaroBpeMmeHHu (Redman, 2013). Ksanuter momataka ce OJHOCH Ha KBAJHMTET
CHPOBHX YHILCHHIIA KOj¢ OJpaskaBajy KapakTCpHCTHKE cHTUTeTa uin porahaja (Detlor et al.,
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2013). Huzaxk kBanuTeT mojaTaka MOXKE JOBECTH JO Heyclexa HHBECTHIHja Y TIOCIOBHY
anamutuky (Ghasemaghaei et al., 2018). Tlogany BHCOKOT KBaUTETa MPEICTaB/bajy BaXaH
pecypc M HMOBHMHY OpraHM3allja H HMajy BeOMa BeIHKH YTHLAj HA OpraHH3allHOHe
neppopmance (Appelbaun et al., 2017). Jla 6u noganu OMIM KBAIMTETHH, HEONXOAHO j&
nocexayjy cnenehe xapaxrepuctuke (Tvrdikova, 2007):
e TMOTOYHOCT — TNOJallM KOjU HEJOCTajy HIM cy OecKOpHUCHM Mopajy OuTH
HICHTU(HKOBAHH;
e KoMNaTHOMNHOCT (CTaHAapaM3anMja) — CBH Mojauu Tpeda Ja OArosapajy TpaKeHOM
¢dopmary;
e JOCIEJHOCT — HUjeJHa cTaBKa Nojaraka He Tpeba Ja cagp:ku KOH(IMKTHE BpeJHOCTH;
® MHTETpHTET — CBE CTaBKe Nofaraka Tpeda Ja HMajy MOTNYHO Ae(MHHCaHe OJHOCE ca
JpYTrUM cTaBKama IoJaTaka.

3a poOpo pasyMmeBame KyHala M BHXOBHX MOTpebda BaXKHO je HPHKYIHTH INTO BHIIC
HUHTEPHUX M EKCTepHUX MoJaTaka o muMa, udjoM he ce uHTerpanujom obe30eauTH ycneman
CRM. lobpo ympas/bame W HHTETpalfja MOJATaka OCHIYPaBajy KpeHpame MOY3JaHHX H
BpeIHNX MHpOpMalKja U NOJCTHYE IBUXOBY TaKTHUKY U CTpaTellky ynoTpedy (Nam et al.,
2019). Ashrafi n capagaumm (2019) ncTuay Ja je KBalIHUTET OANYKA YTIIaBHOM CTPYKTYpHpaH
Ha OCHOBY KBaNUTeTa HH(popMmalyja, Te Ja NOCNOBHA aHANUTHKA MMa 3a L[Wb Ja 1000JbLIa
undopmanyje Koje ce KOPHCTe Yy Npoliecy OOHOLIeHa oqryka. Huszak KBamuTeT momataka
MOKe Jia JOBeje 10 npodiema y ynpasibalky OIHOCHMA ca Kynuuma. Ha npumep, norpemss
MOJAIH O KYIIHMa MOTY a JOBeIy OO0 TOra Aa OpraHu3anuja u3ryou Kymie 300T Kallmkena y
paly, He3aJoBOJbCTBA Kynaua M Heoarosapajyhe npenopyke. C apyre crpade, nogauu
BHCOKOT KBanuTeTa 1oBoae 1o Behe edmkacnoctu CRM crpateruja (Abbott et al., 2001).
MHakne, n1a Ou ce yHanpeauilo oU1y4HBame KOpHIIhemeM HOCIOBHE aHATUTHKE, HEOIXOLHO je
Ja ce KopucTe mojanu BHUcokor ksanuteTa (Lycett, 2013). Nam wu capagnuumn (2019)
3aK/bYYHIN CY Ja OArosapajyhW KBamMTeT M HMHTErpalMja Iojaraka NpeacTaBbajy OMTHE
npeauKTOpe ynoTpebe nocnosHe aHanuTuke y CRM-y.

3.3. EdexTn moc10BHe AHATHTHKE HA JOHOIIEbe 0JIyKA

Jonomeme omnyka moapasymeBa .HMAeHTH(HKOBame M HM300p anTepHaTHBa HAa OCHOBY
BPEOIHOCTH M mnpedepenHnuja goHocmona omnyka™ (Harris, 1998). VYmnpasmame
opraHusalMjaMa 1opa3yMeBa JIOHOIIEH:e BEMMKOT Opoja pasnMYUTHX OATYKAa M pPellaBaibe
Opojunx mpobnema oTyunBama. PanvoHaTHO M TayHO AOHOIISHE OJUIYKAa je jemaH of
HajKpHTHYHU]UX Tpolleca 3a opraHusanuje. Bemuke konmumHe cloxkeHHMX Nojaraka Tpeba
OpraHH30BaTH 3a JOHOCHOILIC OJIyKa M aHAMHU3UPaTH oAroBapajyhum meronama (Yalcin et al.,
2022). Delen (2020) naBoau na je morpeba 3a GoJbHM M OpKUM OANTyKama 3aCHOBAHHM Ha
HojalyMa, a He Ha NPOHHIUBMBHM H300pHMa, cajga KPHTHYHHja Hero Wkaj bes mobpmx
nojaraka 1 MH(oOpMalHja je BeoMa TEIIKO JOHOCHTH KBanuTeTHe oanyke. [locTaje cBe Texe
JOHOCHTH J00pe o/ulyKe pydHOM 00pagoM mojaraka 30or TpenmoBa kao mto cy (Turban et
al., 2003):

e [loBchann Opoj anTepHaTHBa KOje ce pa3Mmarpajy ycied TEXHOJOIIKHX MHOBallHja,
nobosblama KOMYHHKalHje, pacT INO0ATHOr TPXKHINTA H YINOTpeba eNneKTpOHCKe
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Tprosune. llIto je Beha xonnuuna goctynuux HudopmanHja, To cy nNoTpede Tpakema
U nopehema THX HHDOpMalHja Behe;

e Muore omiyke ce JOHOCE TOJ TPHTHCKOM POKOBa, TC je 4YeCcTO HeMoryhe jga ce
PY4HHM TyTeM noTpeOHe nHpopManurje o0paae J0BOJBHO Op30 Ja Ou Oune edukacHe;

e 30o0r noBchama HEH3BECHOCTH M (IIYKTYyallHja y OKPYKCHY Y KOME CE OJUTYKC JOHOCC,
4ecTo je MOTpeOHO CHPOBECTH KOMIUIEKCHY aHAalM3y Y LH/bY JOHOWIema JoOpe
oAnyke. 3a TaKBY aHAIU3Y je YIIIABHOM HEONXOJHO Aa Ce KOPHCTH MOJENHpame, a
py4Ha oOpana Moaena OM BeoMa Iyro Tpajaja;

e UYecto je HeomxodaH Op3 NPHCTYN YyAabeHHM HHpOpMaIHjaMa, caBeTOBame Ca
CTpy4malliMa U OfpiKaBambe cacTaHKa y MbY JOHOIIEeHa KOJeKTHBHE OJTyKe, a CBe
TO je moTpebHO 00aBHTH OP30 H ca IITO Mamke TPOIIKOBA.

HaBenenu TpeHAOBH MOTY H3a3BaTH NOTelIKohe NpUIMKOM [OHOLIEHAa OJIyKa, alnn
TEeXHOJOTHja Moxke OMTH o Benuke nomohn. Kama ce ycBoju HoBa TexHonormja, y
OpraHu3alMju J0J1a3H 0 MPOMEHE HA4MHA Ha KOjH ce JoHoce ojiyke (Huber, 1990), mTo je
cioy4aj M Kof nocnoBHe ananuTuke (Sharma et al., 2014). Bennka xomM4yMHa HojaTaka H
MOCTOBHA aHATHTHKA cajJa YTHYY Ha CKOPO CBAaKH AacleKT JOHOLIEeHha OANyKa BEIMKHX
opraHuszaldja, cTpaTellke aHanuze W npeasubama (Griffin & Wright, 2015). Ilocnosna
aHaIMTHKa H CPOJHE TEXHOJOTHje Mory nomohu opranusanujama ga 00Jbe pa3yMmejy cBOje
MOCTOBaKke H TPXKHINTA, KA0 U Ja UCKOPHCTe MOTyhHOCTH Koje mpyxajy obHbe moaaTaka u
anaimtuka (Chen et al., 2012). Cnoj Belmke KoiauduHe noparaka, nanpetka y HT-y n
TOCIOBHE AHAMTHKE, JOBEO j& JOHOIIEH:E OJJIyKa HA OTITYHO HOBU HHBO KOjH j€ YBEK BoheH
nojanumMa, oMoryhasajyhn MeHaIMEHTY Ja BHIM OHO IITO je panuje Omao HeBHUBHBO (Cao
et al., 2015). Kopumhewe nocnoBHe ananuTuke omoryhasa 0osbe pazymeBame MOCIOBHHUX
npoOneMa M MPUIKKA KPO3 aHANM3Y TeKyhnX omepalHja Koje MOTY Ja HaBely OpTaHM3aLHje
Jla OTKPHjy HOBE W3BOpE MpHUXOJa MIW ocTBape ywtene (Sharma et al., 2014). Cuctemu
MOCIOBHE aHANUTHKE oMoryhaBajy MeHalIMeHTy M APYTHM JOHOCHOLHMA OTYKa Ja Tymade
OpraHH3alMOoHe ToJaTKe Kako OM Mo0oJsbIaNH JOHOLIEHhE OATyKa 1 ONTHMH30BaIH OCIOBHE
npouece (Watson & Wixom, 2007). ¥V Besn ca THM, NOCIOBHA aHAIMTHKA CE MOXKeE
nocMaTpaTH Kao CPeACTBO 3a JOHOLIEHE OJIyKa M pelllaBame HpoOnema, ¢ 003UpoM Ja
JoHOCHOIIMMa oanyka obe3beljyje 3mama M uHdopmanmje koje cy noTpebHe 3a ycmex.
Opranmsanuje ca HajdOBUM TOCIOBHMM mepdopmaHcaMa JOHOCE OJIYKe Ha OCHOBY
PHrOpO3HE aHaM3e, ca BUIIE HETro JBOCTPYKO BehoM cTomoM oj opraHuzalija ca cnaGHjuM
neppopmancama (Sharma et al.,2014).

Bes peneBanTHHX M BanmuAHUX MH(OpMAaNHja je TEIKO AOHeTH A00py omnyky. bamaban u
capagnuiu (2014) ykasyjy Ha copery o[ilyuuBama M yIpaBjbamba, kKao M Besy H3mely
OJITy4HBaha M TIPABOBPEMEHOCTH KBANMTETHHX Tojaraka M uHdopmanuja. [lTocnorna
aHanMTHKa omoryhasa goOHjame NpaBUX MH(pOpMalHja y NpaBo BpeMe, IUTO NOMaKe Y
JoHomemwy oanyka. [Topen momohu y nonomemy oanyka, HOCIOBHA aHATUTHKA 11000JbIIABA
KBAIMTET T0JaTaka, ONEepaTHBHY e(HKACHOCT, KOHKYPEHTCKY NpPEIHOCT M 3aJ0BOJHCTBO
kynaua (Nithya & Kiruthika, 2020). Ghasemaghaei u capaquunu (2018) uctuay na je y unby
Opsker moHomema OOJbMX OMTYKa, MOXKE/BHO [Ja OpraHu3anje nodo/blajy  CcBOje
KOMIIETEHIIHj€ 32 aHATH3Y 110aTaka, OMHOCHO cIocOOHOCT Aa ce e(hHKaCHO IPHMEHe pecypcH
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3aCHOBAHH Ha AHAINTHIHN MOJaTaka y KOMOMHALMjH ca OPYTHM CPOIHHM pecypcHMa H
moryhHoctuma. OHM Yy CBOjOj CTyIWju [oflaze 10 3ak/bydKka Ja IMITO j&é BHUIIM HHBO
KOMITETEHIIHja 3a aHAJIHTHKY NojaTaka y opraHusanuju, To he Outn Behe nepdopmance
JoHowmema omiyka. Franke w Hiebl (2022) cy yTBpaMnM Ja YKOMMKO Cy MeEHalepH
OpraHu3allija BelITH Y aHANH3H BellHKe KOJIHYMHE NojaTaka, oHZa he ce OCTBapHTH
MO3HTHBAH YTHLIAj THX TOJaTaka Ha KBanuTeT oAnyka. [locnoBHa aHamUTHKA AOTIPHHOCH
CTBapamy TOCTOBHE BPEJHOCTH OJAKIIABAMEM MEHallepCKHX aKIlhja, jep MpyKa OCHOBY 3a
OTNepaTHBHO M CTpPaTellKo JOHOLIEeHkE OIyKa, 3aCHOBAHMX Ha aJeKBaTHUM HH(opMalHjaMa
(Oesterreich et al., 2022).

Cao wn Tian (2020) cmarpajy na xopuintheme MOCIOBHE aHaIMTHKE oMoryhasa
opraHmsalndjamMa ja JgoHoce 0Oobe omnyke o CRM-y. AHANMTHKOM BeIHKE KONHYHHE
nojaraka 0 KyniumMa, opranusanyjama je oMoryheHo oTkpuBame norpeda kynaua, 1o00Hjame
uHpopManmja 0 HHXOBUM UCKYCTRHMA, NpedepeHnrjaMa W TOHAIIakY, TPyNHcamke Kymnara
0 CerMeHTHMa, aHain3a Npo(UTAOMIHOCTH, HAEGHTU(UKOBAE TPEHI0OBA HAa HOBUM
TPKUIITHMA, Pa3BHjabe HOBUX NMPOM3BOAA M YCIYTa, Kpeupame MepcoHan30BaHuX NOHYAA,
CLiEHapHju IITa aKo, NPeJIUKTHBHO MOJEIHpame, kao M nosehame e(HMKaCHOCTH Ipolieca
noHomema ognyka (Del Vecchio et al., 2020; Soni, 2009). Cao n capaguuun (2015) cy y
CBOM HCTP@OKHBamky A0Ka3alM Ja TOCIOBHA aHATHTHKA oMoryhaBa JOHOLICHC OJJIyKa
OasupaHo Ha NOJallMMa, IUTO TO3MTHBHO YTHYE Ha e(eKTUBHOCT [OHOILIEma OLTyKa.
YKOIHMKO opraHm3alHje KOPHCTe MOJATKe M MOCIOBHY aHAIHTHKY 3a JOHOLICHE OIyKa,
octBapuhe u Behy npoayktusHocT (Brynjolfsson & McElheran, 2016). Oyewobi n capagauuu
(2016) cy 3axpyunnu fa epeKTHBHO JOHOLIEHE O/UIyKa 3HA4ajHO YTHYe Ha nepdopMaHce.

34. EdexTn Noc10BHe AaHATHTHKE HA NepopMaHce YNIPaBbalba 0JHOCHMA €A KyNIIHMA

YnoTtpeba aHanWTHKEe BelUKe KOIMYWHE MOJaTaka Wrpa BUTAIHY yIOTy y yHampehemy
nocnoBama M nepdopmancu opranmsanuja (Wixom et al., 2013). Umajyhn y Buay na
opraHuzaldje TeXke 1a OCTBape KOHKYPEHTCKY HPEIHOCT y OJHOCY Ha CBOje KOHKYpEHTe,
BelIMKA KONH4YHHA MO0JaTaka ¥ MOCIOBHA aHATHTHKA MMajy cBe Behu 3Hauaj y nobosbliamy
nephopmancn (Mikalef et al., 2020). Iloctoje Gpojae mMoryhHOCTH Koje TpyXka MOCIOBHA
aHaJIMTHKA ¥ Koje JonpuHoce nobossmamwy neppopmancu (Shanks & Sharma, 2011):

e bp3a wugentudmkanuja nacTajyhux TpenmoBa y mnpeasubamy mnpuxoda, LITO
oMoryhagra Op3y akiujy;

e Tauyan oOpayyH TpOIIKOBA M IleHAa MPOM3BOJA M ycIyra M TauHy TIPOLEHY
1po pUTadHITHOCTH KyTnaua:

e Tauna npouena 6yayhe BpeIHOCTH Kymala;

e Amanusa mojaTaka O KyINIMMa paid OM3ajHHpama e(PHKACHMjUX MapKEeTHHIIKHUX
KaMIama,

e UnentudukoBame 3ammxa ,HajoOBe BpeAHOCTH Kako OM ce MoJcTaKiIa Hpojaja
apTHKana ca HajooJbOM NPOJajHOM CTONOM H OMOTYRMIIO cMamberhe 3amuxa.

Bpojun ayropu cy npoydaBanH edexre nocioBHe aHanuTHKe Ha nepdopmance. Oapehene
CTyauje Cy JAoKazane MO3UTHBaH yTuLaj Ha nepdopmance (Ali et al., 2020; Aljumah et al.,
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2021; Akter et al., 2016; Bronzo et al., 2013; Oesterreich et al., 2022; Kristoffersen et al.,
2021; Trkman et al., 2010), anmu TOCTOje M MCTPaKMBamkA Ca JAPYradHjHM 3aKJbydlHMa
(Aydiner et al., 2019). Oesterreich n capagnuiu (2022) y3pok 3a pasnuduHTe pesydTaTe
cTyaja o edexkTMMa MOCIOBHE aHANUTHKE Ha NepdopMmaHce NpoHANa3e y paslIudUTHUM
dakTopuMa, Kao IITO Cy: CTPYKTYpHA CIPEMHOCT opranmusaiuje M (akTOpH ICHXOJOLIKE
CIIPEMHOCTH KOjU Cy HOTpeOHM 3a CTBapame€ BPEIHOCTH OJ MOCIOBHE aHAIMTHKE, 3aTHM
amaTH TOCTAOBHE AaHANMTHKE, [OJAllW, 3alOCNeHH, 3ajaiy, HeMoryhHocT ga ce youe
UHIUPEKTHE KOPUCTH O yHoTpede IOCIOBHE aHAIUTHKE, METOJ0NIOINKA NHTama H
HeaTeKBaTHO pa3MaTpame (hakTopa OKpyKema.

C 063upoM fda ce CUCTeMH TOCIOBHE aHATHTHKE IIHPoko KopucTe y CRM mpouecuma,
oMoryhaBajyhu aHanmusy BpeIHOCTH Kylalla, aHAJIM3y IOHAIIAKA KyHalna M CerMeHTalHjy
kynana (Goodhue et al., 2002), CRM je morogan KOHTEKCT 32 HCIUTHBAE YTHIaja MOCIOBHE
aHanuTHKe Ha nephopmance. Goncarovs (2018) HaBoM 1a aHATTUTHKA TOIaTaka MoXke OUTH
KopucHa 3a mpeasubame mnoHamama Kynaua u  obOpasalla KyNoBHHE, Kao M 3a
uaeHTH(HKOBamke TPEHI0BA Y NPOJajHUM aKTHBHOCTHMA. Y OTpeba NOCIoBHE aHATHTHKE 3a
CRM je xopucHa 3a ayOspe M Opake carnefaBame NoTpeda Kymaila, jep ako opraHusanuja
uaeHTH(HKY]e IpoMere y moTpebama Kymana 00Jbe O/ KOHKYpPEHIIHje, MOXKe OpiKe Ha HBHX 13
oaroBopH. Haumn Ha koju opranusanuje mpumarohasajy MOHYIy CBOJHM KYIIHMa MOXKC
WMAaTH 3Ha4ajaH yTHIAj Ha caTuchakiujy Kynana u nocrnosne neppopmance (Vorhies et al.,
2011). Nam wu capaguuiy (2019) cmaTpajy na Op3 0AroBop Ha HE3aA0BOJECTBO HIIH MOTpede
KymHala JoBoau Ao nosehama mHXoBe caTucdakiyje, TO NPeACTaBba jeAHy O KbYUHHX
KoMroHeHTH CRM nepdopmancu. C THM y Be3H, OHH Cy ¥ CBOM HCTPaKHBaBY J0KA3amH Ja
ynorpeba nocnoBHe aHanuTHKe y CRM-y UMa CTaTHCTHYKH 3HAa4ajaH MO3UTHBAH YTUIA] HA
CRM nepdpopmance. Cao u Tian (2020) cyrepuiny Ja ciocoOHOCT opraHu3alnHje 1a KOPHCTH
AHANMTHUKY 32 CTHUIAmbe U aCHMUIIALIK]y eKCTepHOT 3Hamka MOKE OMOTYRHTH MakCHMHU3Hpambe
npeaHoctH U yHanpeheme kBamurera CRM-a. Ha Taj Hauue pasBHjajy ce jakH OJHOCH ca
KYMIIUMa, ILITO 3ay3BpaT MO3UTHBHO YTHUE Ha epopMaHCe.

Hmajyhu y BUAy Oa cy cnocoOHOCTH NMPHKYIUbama, CKIAOHINTeHa U AHCTPHOYIUje BETUKe
KOIMYMHe MojaTaka 3HadajHo yHanpehene, kao M jga ce Opoj M3BOpa MojaTaka 3HATHO
norehao, opranuzanyje cTrapajy HHPOPMAIHOHY CTPYKTYPY KOja Ipyika XOIHCTHYKH TOTIe
Ha IBEHE MOCI0BHE onepauuje, napraepe u kynue. Wells u Hess (2002) naBoje Ja KibydHe
KOMIIOHEHTE 0BE HH(PACTPYKTYpe jecy CKIaaullTa MojaTaka, aHaTUTHUKA oOpaja noJaTaka
U alIMKATHBHA pellieba, OJHOCHO CHCTEMH 3a MOAPLIKY oMnyunBamy. OHN y CBOjOj cTyAuju
HCTHYY Ja alliKalje 3a yIpasJbambe OJHOCHMA ca KYNIUMa NpeacTaBbajy oOMMK cucTeMa
3a MOAPIIKY OMTY4MBAILY M Ja OHC NIpYKajy HOAPIIKY y JOHOLICHKHY OMTyKa 3a OpojHe
aKTHBHOCTH Koje ce kpehy oj anammse TpskHilIHe Kopme, Ma cBe JO MapKeTHHTa jeJaH Ha
jemaH. AmnmukalMje 3a yOpaBibalb¢ OJHOCHMA ca KyMNIUMa 3aXTCBAjy NPHKYIUBALC,
CKIIAUIITEE U 00pay BelllKe KONHYMHe MoJaTaka, yijoM he aHamu3oM opranusanuje john
J0 KOPHCHHX HH(OpPMAIHja H 3HAaKBa O KyNLHMA, BeoMa 3HAYAjHUX 3a JOHOLICHE OMITyKA.
Naim n Algahtani (2021) y c¢B0joj CTyAMjH yKa3yjy Ha BaKHOCT Kopuirhema cO(TBEpCKHX
arMKanija U TexuHonoruja 3a CRM, xao ¥ Ha TO [a CY CHCTEMH 3a MOJPILIKY OTy4HBAY
HajepMKacHUjH 3a ocTBapuBame CRM uumesa. [lomMeHyTH ayTopu HCTHYy da ynoTtpeba
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CHCTeMa 3a MOJPLIKY OJIy4HBamby oMoryhasa ocTBapeme OpojHHX mpegHoct 3a CRM, xao
IITO CY: MIOCTH3amhe KOHKYPEHTCKUX NMPEIHOCTH, HASHTH(OUKOBabe MOCTOBHUX MOryhHOCTH,
nosehame Npojaje, MO3HaBame TPAKILE, OUEKHBaWma H NpedepeHuHja Kynana, Ao0Hjame
Op3ux oaroeopa oj Kymana, nosehame caTuc(akiyje W J0jaTHOCTH KyIala, Kao M jadyame
uMupa Openna. [locnosHa aHATUTHKA H HCTPRKUBAKE MOJATAKa CY IOCTAlIH CACTABHU €0
npoleca AoHomEewma oanyka 1 CRM aktuBHocTH (Ko & Gillani, 2020). ¥V Be3u ca TuM, Chen
u capagaui (2021) cy y cBoM HcTpaxkuBamy pa3Bumd CRM chUcTeM 3acCHOBaH Ha NMPUMEHH
oJpeheHnX TeXHHKa HCTpaskUBama I0aTaka, 0JHOCHO MOCIOBHE aHanuTHke. TecTHpameM H
UCITUTHRALEM Pa3BHjEHOT CHCTeMa Cy JOIILTH JI0 3aK/byUKa Ja je CHCTeM BeoMa KOpPHUCTaH 3a
UAeHTH(HKOBakbe TPaXKIbe Kynala, BHXOBHX HaBHMKAa, kao W 3a mosehame carmcdaxuuje
kynaua. [Topex Tora, yrBphieno je ¥ na pa3BHjeHH CHCTEM ca BUCOKOM IpelH3Holhy Moske
HPYKHTH OpraHu3alijaMa 3HauajHe HH(opMaltje 3a JOHOLIEHE OTyKa, INTO MOXKE JOBECTH
no yHanpehema CRM nepdopmanch.

Y cruany ca HaBeAeHUM, Y JucepTauniu he 6utu Tectupana cieleha xunoresa:

Xunoresza 3: [Ipumena paseHjenor Mojesa 3a HOJPIIKY OJIYyYHBAILY 3HAYAJHO yTHUYE
Ha yHanpeljeme nephopMancH ynpap/bamba 0JHOCHMA ca KyNIHMA.

Hagenena xunoTe3a he OMTH TecTHpaHa eMIHPHjCKUM UCTPAKUBAkLEM Y OKBUPY IIECTOT Jela
JOKTOPCKE JUCepTaLuje.
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1. HPEJ],MET, HHU/bEBH H XHIIOTE3C HCTPAKHBAIbA

V [gaHammMM YCIOBHMAa OWITPE M jake KOHKypeHuuje, CRM mnpeacTaBka jeany of
HajBAKHUJUX CTpaTerHja 3a MocTH3ame KOHKypeHTcke mpemHocTd (Vallabh et al., 2015).
Usrpanma OIUCKUX Be3a ca KyNMIMMA U YIPaBhamke BUMa pagl KOHTHHYHPAHUX TTOCTIOBHHAX
NpHUIINBA je MocTala KebeHH KOHKYPEHTCKH anaT 3a MHOTE opranusanyje, noceGHO Y Bpeme
nana nojansoctu kymaua (Madhovi & Dhliwayo, 2017). Reinartz n capagnuuu (2004)
UCTHYY [a YKOJIMKO OpraHu3aluje cxBaTe BPEAHOCT Kylala 3a opraHusauujy, octsapuhe
6osme meppopmance. Benmuku Opoj nocagammsux cTyadja je mokazao n1a CRM vMa mo3uTHBaH
CTaTHUCTHYKHM 3HA4YajaH YTHIA] Ha opranmsanuone neppopmance (Sin et al., 2005; Coltman,
2007; Battor & Battor, 2010; Keramati et al., 2010; Akroush et al., 2011; Wang & Feng,
2012; Amoako et al.,2012; Mohammad et al., 2013; Mozaheb et al., 2015; Ahani et al., 2017,
Valmohammadi, 2017; Madhovi & Dhliwayo, 2017; Soltani et al., 2018; Lebdaoui &
Chetioui, 2020; Ullah et al., 2020; Suoniemi et al., 2022). Umajyhn y Buny ma CRM
NpeacTaB/ba KOMOMHALH]Yy TpH KJbYYHE KOMIIOHEHTE, OJHOCHO TEXHOJIOTHje, JbYIH H
npoueca (Chen & Popovich, 2003; Mendoza et al., 2007; Rahimi & Gunlu, 2016), naBenena
Knacu(uKalyja NpeIcTaB/ba OCHOB 3a NocMaTpame CRM-a y OKBHPY OBOT HUCTpaKHBaILa y
micepTanuju. 3a ycmemny uMmmieMeHtauujy CRM-a je HeonxogaH WHTETPHCAH H
XOJIMCTHYKM NpHCTYN M3Mel)y oBe Tpu koMmmoHeHTe. Al-Homery n capaguunu (2019) cy na
OCHOBY TIpErJiefia JIUTepPaType YTBPIMIM Ja TTOCTOjH TO3UTHBHA Besa W3Mehy moMeHyTHx
CRM xoMIOHEHTH U NepopmMaHcH OpraHu3aluja.

Merpuke Mepema nephopMaHCH ce MOTY KIacM()HKOBAaTH y pa3MuuTe KaTeropHje M TO:
(vHaHCcHjcke W HeWHAHCH|CKE, jeMHOJUMEH3HOHATTHE W BHUIIEKPHTEPHjYMCKE, Kao W
ONMHMIUBMBU HaclpaM HEONMMIUBHMBHX NoKasaTemba (Sigala, 2004). MenaimeHT ce reHepalHO
ocnama Ha KBAaHTHTATHBHE TOKaszaTelbe NepdopMaHCH, Kao INTO Cy MOpojaja, TPHUXO,
npouTabHIHOCT, MOKPHBEHOCT TPKUIITA, YAeO HOBMX Kynaua M cn (Hermans, 2009).
Mehyrum, Madhovi w Dhliwayo (2017) HaBome ma cy cBe BHILIE 3acCTYIUBEHH H
KBAJIMTATHBHH NOKa3aTeJbH, Kao IITO cy caTHc(aklija H 3aapiKaBame Kynana, ¢ 003HpoM Ja
cy (hMHAHCHjCKH MOKa3aTe/bl KPHTHKOBAHM Kao HEMPUKIAJHH 3a CTpaTellke OJIYyKe H a Cy
ce MOKAa3amH KAao HeaJeKBAaTHH 3a IPOLeHy HHBecTHIMja uHje he xopHcTH OuTH
HeMaTepujalHe, HHIWpeKTHe HIH crparemke. [lomeHyTe mokasatesbe mMepdopMaHch
OpraHH3aIHje MOTY IPOLIEHHTH Ha cyDjeKTHBaH WK oOjexTUBaH HauuH (Rafiki et al., 2019).
3a pa3nuKy 0] 00jeKTHBHHX Nep(opMaHCH, KOje ¢€ Mepe Ha OCHOBY 3BaHMYHMX H3BEIITaja
opraHu3anuja, nepdopmMaHce ce MOTy H CyOjeKTHBHO NpPOLEHHTH OJ CTPaHe MpeJCTaBHHKA
HeKe opraHuzanuje. ¥ MHOTHM HCTpakuBambMMa o CRM-y cy kopuinheHa cydjexTHBHa
mepuna nepdopmancu (Sin et al., 2005; Akroush et al., 2011; Garrido-Moreno & Padilla-
Melendez, 2011, Mohammad et al., 2013; Rafiki et al., 2019; Ullah et al., 2020). Y oBum
cTynjaMa je cyOjeKTHBHO Mepeme BpIIEeHO OLEHOM HepdopmaHcH opraHuzanuje y
nopehemy ca rmaBHMM KOHKYpEHTHMa Ha TPKHIITY, IITO je Takohe MpUMEmEHO H Y OBOM
uctpaxusamy. [lo yrmexy na oapehene mperxomne cTyamje koje cy mpoydaBane edekTe
CRM-a na opranusannone neppopmance (Kim et al., 2003; Mohammad et al., 2013), xao
HaydHO YTeMesbelhe 3a Mepelme HCTHX je y OBOj AMCEepPTalMjH KopuimheH KOHLENT
Ganancupane kapte pesynrtata (Balanced Scorecard-a - BSC), xoju cy paseunu Kaplan n
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Norton (1992). V nutamy je HHCTpYMeHT 3a TpaHc(OpMaLHjy cTpaTerHje opraHH3alHje y
MepJbUBE TOCIOBHE LIMJbeBe, Kao M 3a Mepeme nepdopmancH. BSC mepn opraHusaiuoHe
nepopMaHce Kpo3 KOMOHHAIH]Y (PHHAHCH]CKHX H He()MHAHCHJCKHX MepHia, pacnopelennx
y 4YeTUpH MepcHekTHBe: (DMHAHCH|CKY IMEpCNEeKTHBY, NEpPCHEeKTKUBY Kylama, HHTEPHHX
npolieca, Ka0 M NMEPCHEKTHBY yuema M pasBoja. dDUHAHCHCKH TOKaszaTe/bH NepopMaHCcH
NOKa3yjy KaKo C€ OcTBapyje cTparerdja y ¢uHaHcHjckom cwmucay. [lepdopmance m3
HepcreKTHBe Kylana I0Ka3yjy Ha KOjU Ha4MH Kymiu Buie opraHmsammjy. [lepcrexruBa
HHTEpHHUX TIpolleca ykasyje Ha TO Koje je Tpolece NMOTpeOHO YCaBpIIMTH, a KOje HOBe
nponece pa3zBuTH. [lepcnexkTHBa yuema M pasBoja je ycMepeHa Ha 3HAMma W BEIITHHE
3anocneHnx. XoIucTHika npupoga BSC-a ra YMHM MOTOJHHM 32 CTPATEIIKO YIPaBbalbe U
Mmepeme mnepdopmancu CRM-a. ¥ cymrunn, CRM wuma 3a uwm na noseha npuxon
M3TpaqboM OJHOCA ca KYMIUMa, Tako Aa BSC mpucTyn Koju NOBe3yje AYTopovHe IIMJBEBE ca
KPaTKOPOYHHUM aKiHjama, oaroBapa ¢unosopuju CRM-a u pesynratiMa HMILUIEMEHTAIH]je
CRM-a (Venturini & Benito, 2015).

Y cknagy ca HaBeIEeHHM, NpeJMeT HCTpaKHBalba Y OBOM [Jelly AHcepTaluje jecy TpH
K/bydHe KOMIOHEHTE YIpaBJbamha OJHOCHMA ca KyMLIMMa, OJHOCHO TEXHONOTHja, JbYAU U
npoiec, Kao M 4YeTHPH NepCHeKTHBE OpraHH3allHOHHX Nep(opMaHcH, Tj. (hHHAHCH|CKe
nepopmance, nepopMaHCe U3 NEPCIEKTHBE Kylala, HHTEPHH NIPOLECH H YYEHLE M Pa3Boj.
OcHOBHH LHJb HCTPAXKHBAMA Y OBOM JeNy JUcepTalHje jecTe Ja ce Ha OCHOBY peleBaHTHe
TEOPHjCKO-METOJOJIOIIKE M EMIIMPHjCKE aHaluu3e JAohe [0 HaydHMX M IPakTHYHO
pelleBaHTHHX ca3sHamba O e()eKTHMa yIpaBsbalbha OJHOCHMA ca KYMIHMAa Ha OpraHu3alioHe
nep(opmance. ¥ Be3n ca THM, HCIIMTaHH Cy MOjeJIMHA4YHH €(EKTH CBAKE 0] KOMIIOHEHTH
ylpaBbakha OJHOCHMA ca KyMIUMa (TeXHOJIOTHja, JbYAM, MPOLEC) Ha CBAaKy MOjeqUHAYHY
NepCHeKTHBY OPraHH3alMOHUX NepopMaHCH, OJHOCHO Ha (HHAHCHjCKe nepdopmaHCe,
nepdopmance u3 NeperekTifie Kymalla, WHTEpHE mporece M yueme M pazeoj. Ilopen
OCHOBHOT, [IPELU3UpaHu ¢y U cieehn u3Beien HUIbEBHU:

e [IpBM M3BeJeHH IWJb C€ OJHOCH Ha aHAIM3y MNpPEeAOKEHHX TEOPHjCKMX OKBHpa
Kojuma cy obyxrahenn oHOCH M3Mel)y TocMaTpaHmUX UCTpaX HBAYKUX BapHjabim;

e Jlpyrm W3BeJeHH NWb NOApa3’yMeBa TECTHPAbe BaIMAHOCTH (OpPMHpAHOTr
HCTPaXHBAYKOT MO/ENa;

e Tpehu wu3BegeHu uub oOyxBaTa MISHTH(HUKOBAILE KOMIOHEHTE YIpPaBJbaiba
OJHOCHMA ca KyIIIMMa KOja MMa HajjadH yTHIAj Ha OpraHu3alioHe nepdopMmaHce.

Ha ocHoBy (opMynucanor npeamera U JepHHacaHUX [UJbEBA HCTPaXKUBamba, Ouekyje ce Ja
he nobujenn pesyntatu oMmoryhutu yHanpeheme TEOPHjCKMX M NPaKTHYHHX ca3Hama y
KOHTEKCTY pasyMeBama edekaTa ympas/balkba OJHOCHMA ca KyNmIMMa Ha OpraHH3alloHe
nepopMaHce.

CxoaHo JedMHHCAHOM NpeAMETY H OCHOBHOM LMJbY UCTPaKUBamba, Y OBOM JENy AOKTOpCKe
[McepTalyje je TecTupana cineaeha xunoresa:

Xunoresa 1: YmnpaBbame O0JHOCHMAa ca KynUMMa HMa 3HayajaH YTHLA] Ha
opranmuzanuoHe nepdgopmance.
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Y nuby TecTHpama HaBe[eHe XuIoTese, (opMmylHcaHe ¢y TpH NoMmohHe XHMOTese Koje ce
Gasupajy Ha TpH OCHOBHE KOMIIOHEHTE YIpaBjbalba OJHOCHMA ca KYyNLMMa: TeXHONIOTH]a,
Jbyau 1 npouec. [Tomohne xunorese rnace:

Xwumnortesa 1.1: Texnonoruja kao komnonenta CRM-a uMa CTaTUCTHYKH 3Ha4ajaH yTHLa] HA
opraHu3anHone nepdopmance.

Xunoteza 1.2: Jbynu xao xomnonenta CRM-a uMajy CTaTHCTHHKHM 3HA4ajaH YTHIA] Ha
OpraHd3anHoHe nepopMaHce.

Xumoteza 1.3: Ilponec kao xommonenta CRM-a MMa CTaTUCTHHKHM 3HayajaH YTHILIA] Ha
opraHM3anuoHe nepdopmance.

Y unsby nakuer carneasamba Ae(MHHCAHUX OgHOCA M3MeDy HCTpaKMBauUKHX Bapujabiy, Ha
cnui 4.1 je mpUKa3aH UCTPAKUBAYKH MOJIEI.

Canka 4.1. Monen uctpaxusama

1 I
E CRM [Tepdopmance i
1 I
I
: Gunancujcxa !
! Texuonoruja TIEPCIIEKTHER !
: |
: :
| [epcnextuea !
: Kynama I
! Tbymn :
I
1 I
! Hurepun npomecu :
: :
| I
I TIpomec :
: Vueme H paseoj !
: :
: |
| I

Hssop: Aymop

1

9 nornexy (opMymHCaHMX HCTPRKHBA4KHX XHUIIOTE3a, OO pPE3YITaTa CHPOBEACHOT
EMITHPHJCKOT HCTPAXKMBaha Ce O4YEKYje Ja ce MOTBPAM [OCTOjamke CTATHCTHYKH 3HA4ajHHX
edekaTa CBC TPHM KOMIOHEHTE YIpaB/balkha OJHOCHMA ca KyNuUuMa (TCXHOIOTHje, JbYIH H
Ipolieca) Ha OpTraHK3alHoHe nepopMance.
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2. MeTo0/10ruja HCTPaKMBAaba H IM3ajH YIUTHHKA

VY ckmagy ca geduHHCAaHMM MpeIMETOM H OCHOBHHM IHM/BEM HCTpaKHBamha, Kao H
NOCTaB/EHHM HCTPAKMBAYKHM XHIIOTE3aMa, IPUMEI-EHA je oAroBapajyha KBaluTaTHBHA H
KBaHTHUTAaTHBHA METO0JIOTH]a IPUMepeHa 3a NoApydje ApYIITBEHUX HayKa.

Pagm Ooser pasymeBama CBOjcTaBa IOCMaTpaHHX II0jaBa, MpHUMeEleHa je oapeheHa
KBAJIHTATHBHA MeTO/I0JI0THja, OMHOCHO y JOKTOPCKO] AMcepTalnju ¢y kopuihene cienche
HaydHe MeTOfe: aHalm3a cajpiKaja, 3aTUM MeTOJE aHanu3e, CHHTe3e, MHAyKUHje H
Jenykivje. Y NWBY JOHOIIEHA CHCTEMATHYHHX M TOY3JAHMX 3akjbydyaka o edeKTHMa
yhopaB/baba OJHOCHMA ca KylNlIlMMa Ha oOpraHusaluoHe mepdopMance, NpHUMemeHa je
ananusa cadpiicaja, IyTeM KOje je CIpoBEAeH Nperiie] U aHalu3a caiapikaja Benmukor Opoja
nyOnHuKalMja TEOPHJCKOT M NpaKTHYHOT KapakTepa. Kako 6m ce mcTpakmBanu (heHOMCEH
JeKOMIIOHOBA0 Ha JeloBe, Y LUWbY MoceOHOr carjiefiaBamba CBAKOT aclekTa MpodiaeMcke
cutyauuje, xopumwhen je awarnumuuxu memood. lakne, ynorpeOoM HaBeIeHOI METOJa Cy
U3JBOjeHE M T0jeMHAYHO aHANH3UpaHe MojeqUHaYHe KOMIIOHEHTE YIIpaBbamba OJHOCHMA ca
KyIII[MMa, ka0 M pasxIM4YHTC TCPCICKTHBC OPTraHM3alHOHHX mepdopMaHCH. 3aTHM jo
KopuitheH memod cunmese 1a 61 ce MOBe3any OABOJEHH ACMeKTH U UCTPaKUBAUKH IpobieM
nocmarpao kao nemuHa. [lomohy MeToma cHHTe3e je M3BPLICHO MOBE3HBAIE TEOPH|CKHUX
KOHIIENAaTa U3 pelieBaHTHe TUTepaType, Kao U mojaTaka o e)eKTHMA yNpaBibamka 0JHOCHMA
ca KymuuMa Ha opraHusanuoHe nepdopmance. Mudykmuenum memodom, monasehu ox
NojeIMHAYHUX HCTpakMBama, ce JOIII0 A0 OMITHX TEOPHjCKMX CTaBOBAa O edeKTHMa
yIpaBJbamka OJHOCHMA Cca KYNIHMa Ha opraHuzanuone nepdopmance. Ha ocHoBy yTBphene
OMIITOCTH Cy TNPUMEHOM AMenoda Oedykyuje W3BEJEHH 3aK/bydlld O CBOJCTBHMA
NojeTMHAYHUX T10jaBa, OJHOCHO O MOBE3AHOCTH YNPaRbamka OJHOCHMA ca KYNIMMa H
neppopmancu opranuszaupja y Penybmuumn Cpbuju. [lopex xkBanuTarnBHE MOTOMOJIOTH]E,
npUMeleHe cy M oArosapajyhe KBaHTHTATHBHe MeTole M TeXHHKe 3a NPHKYI/balkbe H
aHaTHM3Y N0JaTaka, a UCTe Cy Y HacTaBKY JeTasbHHje 0bjalImbeHe.

2.1. Pa3Boj MepHOT HHCTPYMeHTAa

Kako 0u ce TecTupane ¢opMmymicane HCTPaXKMBAUKe XUIOTE3€, IPUMEILEH je Memoo ankeme
33 OPHUKYIUbamke NPUMapHUX mofgaraka. MeTox aHkeTe NpeacTaBiea jegaH ox Hajuernhe
kopuiheHnx MeToJa 3a UCTpaxuBambe TpkuiTa. Hasenenn meron omoryhasa na ce uHa
OCHOBY aHalU3€ OJroBOpa MCIUTAHHKA W3 Y30pKa NPYXKH YBHI Y KapaKTepUCTHKE YHTAaBe
nonynauuje (Fowler, 2013). Ilpunukom ankeTHpama je KOpHIIheH MHCTPYMEHT YIHTHHK, C
0o03MpoM J1a OBaj MHCTPYMEHT omoryhaBa mNpuKymibame mojaTaka o[ BelMKOT Opoja
HCIIMTAHMKA ca PasIuuuTHX Teorpadekux nokamyja. [Ipukynipame nogaraka je CipoBeIcHO
TokoM 2022. ToguHe. YUTHUK je HCIHTAHUIIAMA TTOCIAT eNEeKTPOHCKUM MyTeMm, uMajyhu y
BHOy oapeheHe mpeIHOCTH Koje MpykKa EIEKTPOHCKO aHKeTHpame, y OOHOCY Ha
TpaguMoHaNHe ITamnane ynutHuke (Boyer et al., 2001). 3a pasnuky oj mTaMnaHHUX, KO
€ICKTPOHCKHX YIHTHHKA C€ TNHTaka MOTY [HCATH ca INOTOYHHjUM OIHCHMA, jep
€IEKTPOHCKH YIHTHHMK HHJE IPOCTOPHO orpaHudeH. Hapenna mnoTeHuujanHa MpegHOCT
€ICKTPOHCKHX YIHTHHKA jecTe MOTYNHOCT YKJ/BY4MBama CIHKa, nocebHor dopmarmpara,
ayJuo MM BHJAECO JIMHKOBA 3ajelHO ca IIaBHHUM TekcToM. Ha Taj HauuH je ucTpaxuBaduMma
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oMoryheHo [a Hariace WM CKpeHy Maxiby Ha ofpeleHe KpHTHUHE acleKTe MHTaba WIH Ja
nocTaBe HOBY BpCTy NHTama. OcHOBHHU NpobieM OpUIMKOM MPHKYI/bamba NojJaTaka IyTeM
AHKeTe jecTe NMPHBIAYCHEe NMaXibe H BpeMeHa HMCIIHTAHWKA, a eIeKTPOHCKO aHKeTHpPame
omoryhaBa HpHBIademe Naxme Ha KpeaTHBHE HaunHe. ENEKTpPOHCKM YNMMTHHK MOXe Ja
NPHKYIIH MOYy3aHHje H BANHAHHjE TIOJATKE, jep HeroBO MONyHhaBambe MOXKE HCITHTAHHLIIMA
OMTH MHTepecaHTHHje Yy OJHOCY Ha MTaMmnaHe ynuTHuke. Ilopen Tora, eneKTPOHCKH
YIUTHHK ca HCTHM OpojeM HHUTama ka0 M INTaMIaHH MOXe Ja MPYKH Mepleniujy na je
noTpebHO Mambe BpeMeHa 3a MOMyhaBaibe, jep MCIIMTAHHK MOxe Op30 Ja MPOLEHH TYKHHY
IITAMIIAHOT YNUTHHKA, AlTd HHje Y cTamy 1a BH3yanu3yje AY)KUHY eeKTPOHCKOT YITHTHHKA.
Lefever n capagunuu (2007) ncTudy NpeHOCTH OHJIAJH IPUKYIJbatba [101aTaka, Kao 1To Cy:
eHKacHO M EKOHOMHYHO TPHKYNJbale BEIMKE KONMYMHE MOJaTaka TOKOM penaTHBHO
KPaTkor BPEMEHCKOT MepHofa, 3aTHM ENEKTPOHCKO NpPHUKYIJbalbe MOAaTaka MHpyka H
3aIITUTY O ryOWTKa MojaTaka M oJlakilaBa TNpeHoc Mojaraka y 0a3y mojaTaka paan
ananuse. [lopen HaBedeHOT, HeKM MCTpaXMBauM yKasyjy Ha To jJa ymoTpeba oHIajH
aKkeTUpama rapaHTyje noTeHuujnHo Behe ctome oarosopa (llieva et al., 2002). YnutHuk
kpeupan 3a norpebe osor uctpaxusama ([Ipunor A) ce cacrojao ox oarosapajyhux
KOHCTaTalllja KOjUMa Cy MepeHe KOMIIOHEHTe YNpaB/bama OJHOCHMA ca KYyMLUMa, Kao H
pa3IHuUHTe MepcreKTHBe opraHH3anMoHHX mepdopmanch. [IpBHx JeceT KoHcTaTalMja ce
OJHOCE HAa TPU K/bydHe KOMIIOHEHTE ympaBbama OJHOCHMA ca kKynuuma. OgHocHO, TeT
KOHCTaTalllja ce KOPHUCTE 3a Mepeme TEXHOJIOrHje, ABE ce OJHOCE Ha KOMIOHEHTY JbYAH U
TpH Ha KOMIOHEHTY mpolec. McnuTaHuIM ¢y ca AaTHM KOHCTaTallMjamMa MCKasalll cTeneH
cnaramba Ha ceaMocTeneHoj JlukeproBoj ckamu (1 - amcomyTHO ce He claxeM ca
KOHCTaTalyjoM, 7 - ancoJyTHO C€ Clla)keM ca KoHcTaTauujoM). 3a yTBphuBame
OpraHM3alHoOHMX mnepdopmaHcH cy kopumheHa cyOjekTHBHA MepHIIA, OJOCHO WCTE CY
npouemene ynopehupameM ca nepdopmaHcaMa TJIaBHHX KOHKypeHaTa (omeHa 1 — gocrta
nouuje nepdopmance y 0IHOCY Ha KOHKypeHIH]y, oueHa 7 — nocra 6osbe nepdopmance y
OIHOCY Ha KOHKypeHIH]y). McTpaskuBama cy TNokasama Ja cy cy0jeKTHBHE TIPOLEHE Y
CH@KHO] Kopenanuju ca 00jekTUBHUM Mepama nepdopmancu (Venkatraman, 1990; Jaakkola
et al., 2009). Ilopex Tora, Doyle n1 Wong (1998) cy ykasanu Ha To Aa je cyQjeKTUBHH
OpPUCTYN TMOy3JaHa M BajkaHa MeToAa Mepema nepdopmancH. 3a Mepeme UYeTHPH
HepcreKTHBe OPraHH3allMOHUX HephopMaHCH je KOpHITheHO TpPHHASCT HHAHKATOPA,
OJHOCHO TMOKa3aTes/ba. Tpu MokaszaTemba ce ofHoce Ha (JMHAHCHjcKe mepdopmance, YeTHPH
Ha mepdopMaHce M3 TepCHeKTHBe Kymala, HapeiHa YeTHPH Ha HHTepHe mpolece, a
nocieha ABa Ha yueme U pa3Boj. CBe KoHCTaTalMje U3 YIUTHHKA Cy KpeupaHe Ha OCHOBY
peneBaHTHUX CTPAHHX M3BOPA ITUTEpPaType M ajanTHpaHe 3a NoTpede OBOT UCTpaKHUBama. Y
HACTaBKy Cy TpHKasaHe KopuirheHe KOHCTaTalMje 3a Mepembe MCTpaskMBauKUX BapHjabm,
Kao ¥ KopHInheHH MoKa3aTe by OPraHU3aHOHAX Hep(opPMaHCH.

Bapujabna Texnonoruja je mpeysera on Garrido-Moreno n Padilla-Melendez (2011),
Mohammad wn capagnuka (2013), AlQershi n capaguuka (2020) n Ullah n capagnuka (2020)
W MepeHa je npexo crneiehux mer KoHcTaTanmja:

1. Bama opranusanuja uMa oarosapajyhn xapasep Koju ciyxu 3a Bame kymnie.
2. Bawa opranusauunja uma oarosapajyhu corsep koju ciysxu 3a Bame kynue.
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3. Bama opranusannja noceayje god6ap HHGOPMALHOHH CHCTEM H TENEKOMYHHKALIHOHY
UH(PACTPYKTYPY.

4. Bama opranusannja nocenyje noTpedHy HHppacTpyKTypy 3a NIPHKYIJbake MoJaTaKa
0 KYTIIHMMa ca CBHX Tadaka HHTEpaKiHje ca KyInuuMa.

5. Bama pauyHapcka TEXHOJOTHja MOXe HoMOhH y kpenpamy npunaroheHux noxyaa 3a
Bae xyme.

Bapujabna mymm je mpeysera on ayrtopa Rahimi (2017) U campku HapeaHe [Be
KOHCTaTanuje:

1. Tom MeHAIMEHT Jaje BUCOK MPHOPHTET YIIPaBJbaky OTHOCHMA ca KyNIHMA.
2. Bamm nporpamu o0yke 3alOCIeHHX AM3ajHUpAHH CY Ja pa3sBHjy BeIITHHE NMOTpebHe
3a TIpUBJAYeEe U PO yOJbHBaLE OHOCA Ca KyIIHMA.

Bapujabna mpounec je mpeysera on ayropa Rahimi (2017) m oOyxBata cnenehe Ttpu
KOHCTaTanuje:

1. ¥ Bamoj opraHu3anyji NocJI0BHA NPOLECH Cy AM3ajHUPaHH 3 NO0O0bIIAjy KBAIUTET
MHTEpaKIIfje ca KyniiHMa.

2. TlocnoBHM IMJbEBH OpraHH3alije Cy YCMEpeHH Ha 3aJ0BOJBCTBO KyMHalla.

3. Bama opranusanyja je ycnocTaBuia jacHe NOCIOBHE IIMJbeBe Be3aHe 3a MpUBIadeIbe,
pa3Boj, 3aAp)KaBarbe N PeaKTHBAIH]y KyTala.

Bapujabna ¢unancujcke nepgopmance je mpeysera og ayropa Sin u capagauka (2005),
Akroush w capagnuka (2011), Garrido-Moreno w Padilla-Melendez (2011) n ogHOCH ce Ha
HapeHa TPH TOKa3aresba:

1. Tlpodutabunnoct;
2. Tlopact TpxumHOT yuerntha;
3. Tlopacr npuxona ox npoaaje.

3a Mepemc mnepdopmaHcH M3 TEpcNeKTHBE Kynmaua cy on Garrido-Moreno n Padilla-
Melendez (2011) u Tornjanski w capagnuka (2017), Peryoga n Noer (2018) mpeyseta
cnencha deTupu uHaMKaTOpa:

JlojannocT Kymana;
[TonoBsbeHa KynoBHHA;
Carucaxnnja Kynana;

4. [lpuBnaueme HOBUX Kymara.

W b2 =

Bapujadbna untepuu npouecH je npeyseta on Mohammad n capannuka (2013), Keramati u
Shapouri (2015) u Peryoga u Noer (2018) 1 mepeHa je npeko cnefehe deTHpu HHAHKaTOpa:

1. CermeHTalMja H TapreTHpame Kymana;
2. Pa3Boj HOBMX NpPOM3BOJA;
3. OmnepaTHBHA e(pHKACHOCT;
4. Cmameme BpeMeHa pellaBamba jKajiou.

Bapujabna yueme u pa3Boj je npeyseTa o1 ayropa Bentes u capaguuka (2012) u Keramati u
Shapouri (2015) u cagp:xu HapeqHa JBa T0Ka3aTeba:
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1. IIpoayKTHBHOCT 3allOCIEHHX;
2. BemTuHe 1 3Hamba 3aMOCIEHHUX.

2.2. MeToae 3a aHa I3y NojaTaKa

Obpama NpHUKYIUbEeHHMX TIPUMapHHX MoJaTaka je CHOpOBeleHa NPUMEHOM pPasIUYUTHX
cmamucmuykux memooa. [logaun cy Ha oarosapajyhy Ha4MH COPTHPAHH M TPYIIHCAHH KaKO
O OWNHM TpUTpEeMJbEHH 3a pealiu3alMjy CTATUCTHYKHX aHanu3a. Hajnpe je w3BpiieHa
JCCKPHNTHBHA CTATUCTHYKA aHaNM3a Kako OM c¢ HCIMTala MOBOJBHOCT M XOMOT'CHOCT
CTaBOBA MCMHTAHMKA MO MUTaby KOHCTATALIMja U3 YIMTHHKA. 3a TPyNHCcame MOjeIMHAYHUX
KOHCcTaTanmja y (axrope KOjH TNpeacTaBibajy HCTPa)KHBAUKe BapHjadlie je MpHMemeHa
eKkcriopaTuBHa QakTopcka anamusa. Hakon Tora je ycneauna mnpoBepa TOY3JaHOCTH
¢dopmupanux BapujabnH, 0JHOCHO Kpo3 H3pauyHaBame Kponbaxosor koedunujenrta anda
(Cronbach’s alpha) je ytBphena mHTepHa KOH3MCTeHTHOCT Bapujabnu. [loysmanoct je
JOJaTHO HCIHTaHAa NpuUMeHOM Harman-oBOT TecTa jemHor (akTopa, Te je Ha Taj HAYMH
YTBpheHO Ja U ¢y HCTTUTAaHUIM BapHjabne olebUBANH HE3aBHCHO jedHY OJ APYTHUX. 3aTUM
j& ycmemmno TecTHpame MOY3IaHOCTH W BAJMAHOCTH MUCTPAKMBAYKOT MOJeNa, TPHMEHOM
KOH(pUpMaTHBHE (paKTOpCKE aHalnu3e, KOjoM CY YTBpheHe BpemaHOCTH (haKTOPCKHX
onrepehema, CR (composite reliability) n AVE (average variance extracted) unnexca. [Topen
Tora, oapehusamem CFI (Comparative Fit Index), IFI (Incremental Fit Index), TLI (Tucker
Lewis index), RMSEA (Root Mean Square Error of Approximation) unjexca, kao u x/df
pallMja je MCIIHTHA CKIagHOCT MCTpaKHBaukor Momena. Ha xpajy, MeTomom Mogaenmupama
CTPYKTYpaJIHUX jeJHAUYMHA j€ H3BPIICHO TECTHpame XMUIOTe3a, OJHOCHO HMCIHMTHBAILE
c(ekaTa He3aBHCHHX Ha 3aBHcHe BapHjabne. Ilpunukom obpame momataka M crmpoBohema
NPETXO0JHO HaBEJEHMX CTATUCTHUKMX aHATH3a Cy KOpUIITNEHM cTaTHCTHYKH coTBEpH 3a
npywreeHe Hayke [BM SPSS 20 m IBM AMOS 23. ¥V HacTaBKy clieaM [eTaJbHHje
00paznoxemhe IOMEHYTHX aHaIH3a.

Ha 0a3n opurmnanHux HyMepHUKHX NojaTaka, Moryha je ¢gopmynanuja mokasaresba KOJH
ONMCY]y TOcMaTpaHe IToJaTKe Ha CHCTeMaTH30BaH HadMH. TakBM MoOKasaTe/bH ca 30BY
JeCKTHIITHBHE CTATHCTHUKe Mepe H oHe obOyxBaTajy ciemehe TpH rpyme: Mepe LEHTpalHe
TeHJEHIIHje, Mepe Aucnep3nje U Mepe obnuka pacnopena (Jloepuh, 2008). JleckpuntBHE
CTaTUCTHUKe Mepe oMoryhaBajy cyMupame MoJaTaka, Tako IITO Jajy HEKOTHKO HyMepHUKHX
Mepa 0 ,,LIeHTpY" CKyla MojaTaka, Kao M 0 OJCTYMNamy OCTalHuX BPEAHOCTH O TOT LIEHTpa
(Janes, 1999). Mepe nenTpaiHe TeHJeHIHje WM Cpeame BPeIHOCTH oMoryhasajy na ce Ha
OCHOBY ILITO Mame HYMEPHUYKHMX KapakTepHCTHKa A00Mje IUTO KOMIJETHHja CIHKA O
KapaKTepUCTHKaMa jeJMHHMIAa TOCMAaTpaHOT y30pKa MIM CKyma M y BHX ce YOpajajy
apUTMETHYKa CPElMHA, TeOMeTpPHjCKa CpeJnHa, XapMOHHMjcKa CPeJHHA, MOJYC M MeaujaHa
(JToppuh, 2008). ApuTMeTHUKa CpeluHa MK TNPOCEK MNpeacTaBiba Hajueuthe kopuutheny
Mepy LIEHTpalHe TeHASHIMje M H3padyHaBa ce JesbelbeM 30Hpa BPEJHOCTH IIOCMATPaHOT
obenexja ca HUXOBUM OpojeM. Y OBOM HCTpaXKUBalmy, HEHA BPEAHOCT YKasyje Ha
NOBOJGHOCT, OJHOCHO CTCIICH clarama CTaBOBAa HCIHMTAaHMKA ca KOHCTaTallMjaMa H3
ynurHuka. [IputoM, BHIIa BpeaHOCT apUTMETHUKE CPeAMHE 3HAUM MOCTOjamhe TOBObHUjUX
CTaBOBa, OJHOCHO BHIIEr CTeNeHa cnarama ca KoHcTaTandjama. MMajyhu y Buny ma Mepe
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LeHTpalHe TeHJCHIHje He MOTY CaMOCTANHO LEeIOBHTO Ja OIHMIIY pacnopel jeTHHHIIA
y30pKa IpeMa BpeJHOCTH ofelexkja M Aa ce MoxkKe AECHTH Ja JoOMjeHa cpeima BPeIHOCT
Oyne NMOTHYHO MAEHTHYHA 3a 3a3IMYHTe CepHje NojaTaka, MOTPeOHO je H3padyHaTH H
oarosapajyhy mepy amucnepsuje. Mepe micnepsnje nokasyjy y Kojoj MEpH ce y TOoCMaTpaHoj
cepuju BpeaHocTH MehycoOHO pasmukyjy My BHX ce yOpajajy: MHTepBan BapHjaluje,
HHTEpKBapTUIHO OJCTYyName, Cpedlme amocayTHO OACTyName, BapHjaHca, CTaHAapaHa
JIeBHjanMja, Koe(UIMjeHT BapHjallije W CcTaHIapIM30BaHO ojacTyname. CranmapaHa
JieBHjanMja npeacTaBiba Hajuelthe xopuinheny Mepy aucnep3dje ¥ OJHOCH CE€ Ha MpPOCEYHO
OCTyName CBUX IOjeIMHAYHHX TOJaTaKka of HBHXOBE apUTMETHUKe cpeluHe. Y OBOM
HCTpaXHBaby, CTaHJapaHa JeBHjalHja yKa3yjeé Ha XOMOTEHOCT/XETEpOreHOCT CTaBOBa
HCIMTaHHMKa 10 MHTaby KOHCTAaTallkja U3 YIUTHUKA, IPH YeMY BHUIIA BPeIHOCT CTaHAapIHe
JeBHjaluje mojpasymeBa Belly XeTeporeHocT, a IbEHAa HMXKA BPEIHOCT O3HadaBa Behy
XOMOTEHOCT CTaBOBA UCIIHTAHHKA.

ExcriopatiBHa (akTopcka aHalM3a ce KOPHCTH 3a MCIUTHUBAae OJHOCA YHYTap TpyIe
NocMaTpaHux BapujalbiH, MEpeHHX KPO3 MUTama MM KoHcTaTaluje (Beavers et al., 2013).
HaBenena ananmusa omoryhasa rpynucame MojefMHA4YHAX KOHCTaTalHja y (akTope, OfHOCHO
ucTpaxkuBauke Bapujabme. Caka odopmibeHa Bapujabna o0yxBaTa KOHCTaTalldje KOje Cy
MchycoOHO BHCOKO KOpenupaHe, JOK Cy KOHCTAaTalMje KOje IpHNAAajy pasJIHYHTHM
¢axropuma Mmeljycobno cnabo xopenupane. 3a cmnpoBoleme ekcriopaTrHBHe (hakTopcke
AHATH3e Y OBOM HCTPaXHBamY je KopulheHa TeXHHKa aHaIH3€ TIIaBHHX KOMIOHeHTH (PCA
— Principal Component Analysis). PCA je nHajuemhe kopumhena ekcTpakMoHa MeETOAa
aHaTHM3e KOMIIOHEHTH M HAjIPUKIIAJHHU]a je Kaja je CBpXa Ja ce CMamH Opoj CTaBKH HAa MamH
Opoj penpezentatuBHUX KommoneHTH (Costello & Osborne, 2005). PCA moppa3ymeBa
TEeXHUKY 3a CyMHpame HH(pOpMalHja caipikaHHX Y HEKOIHMKO Bapujabmi y manu 0poj
NOHAEpUCAHHX KOMIIO3MTAa M TpeJcTaB/ba METOJy aHaiu3e MojaTaka (POKycHpaHy Ha
onpeheny konexkuujy Bapujabmu (Cudeck, 2000). Haeenena meronma je mogpasyMeBaHa
METOJa EKCTPakKiMje y MHOTHUM TMOMyTapHHUM CTATHCTHUKMM CO()TBEPCKMM IaKeTHMa,
ykmyayjyhu SPSS (Costello & Osborne, 2005). Kon excninopatusre Qakropcke anamize
H0CTOje JBe IIaBHE BPCTe POTALMOHMX METOJa: OpToroHanHe u xoce (Beavers et al., 2013).
Hair v capagannu (2010) nedunumry ¢axropcke poTaldje Kao MpoLec MaHHIYIALUje HITH
npunarohaBama (AaKTOPCKMX oOca, pajd MOCTH3amba jeAHOCTABHHjEr W IIPAarMaTHYHHjEr
dakTopckor pememna. OpToronanHe poTaluje YKbYUYjy varimax, quartimax M equimax
OHe Cy MpHKIafHe Kaja je cBpXa (paKTOpCcKe aHamu3e Ja reHepHIile (akTopcke pesynTare
(PCA) i kana ce TeopHjcKe XMOTe3e OJHOCE HA HekopenupaHe aumensuje (Loo, 1979). V
OBOM MCTPa)XHBaly je NpHMeHeHa varimax poTauMja, uMajyhn y BHAy Aa ce HaBeleHa
MeToJa poTalMje TeHepalHo cMmaTpa HajoosboM M Hajuemthe kopuimthenom (Fabrigar et al.,
1999). HaBegena MeTona ce y OJHOCY Ha Jpyre MeToJe OPTOrOHATHE POTAlHje CMaTpa
CYNEPHOPHHUJUM Y TOCTH3amy TNO0jeIHOCTABbEHE CTIPYKTYpe (pakTopa (Hair et al., 2010).
Kako Ou ce mnoTBpauiIa OMNpPaBAaHOCT NPHUMEHE eKCIUIOPaTHBHe (AaKTOpCKe aHanH3e,
HEOMXOJAHO je cIpoBecTH ojpehene TecrtoBe, omHocHo KM(O TecT afeKBaTHOCTH Y30pKa
(KMO — Kaiser-Meyer-Olkin Measure of Sampling Adequacy) u bapraeror Tect
cthepuunoctu (Bartlett's Test of Sphericity). KMO npenctaBiba Mepy 3ajeiHIUKE BapujaHce y
cTaBKaMa, OJHOCHO KOHCTaTalMjama M moTpebHO je ma oBa BpeaHocT Oyme Beha ox 0,5
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(Beavers et al., 2013). Ilpe nero mro ce npehe Ha camy (akTopcKy aHanH3y, Mpenopyka je
Ja ce crnposefe u bapTneToB TecT cdepudHOCTH, KOjU NpeACTaB/ba CTATHCTHUKH TeCT 3a
NpolLleHy YKYIHOT 3Hadaja CBHX Kopenaluja yHyTap KopenanuoHe Marpuue (Hair et al.,
2010) ¥ npuUNHYHO je KOPHUCTAH Y OTKpHBaLY MOTEHLHMjaNHO NaxHUX noaataka (Tobias &
Carlson, 1969). BaxHo je BOoOWTH paduyHa H O BeJIMYHHH Y30pKa, Koja Om Tpebano na
ooyxsatn HajmMame 100 jemmnuna (Hair et al., 2010). ExcnnopaTHBHOM (DaKTOpCKOM
AHATH30M Ce TIOCTHXXe Ja cBakH (pakTop Oyde mpeacTaB/beH ca HEKOIHKO CTABKH (10 MHeT),
0] KOjUX cBaka cHaxHO ontepehyje camo Taj daktop (Pett et al., 2003). Cmarpa ce aa
KOHCTaTanyja TpeacTaBba jpobap uaeHTH(UKaTOop BapHjablne yKOIMKO (PaKTOpPCKO
onetepehemwe, koje Hair n capaguuuu (2010) neduuunimny Kao Kopenanujy KOHCTaTaLuuje ca
BapHujabnom, usnocu HajMamwe 0.4 (Schonrock-Adema et al., 2009; Sass, 2010; Hair et al.,
2010), 0,5 (Costello & Osborne, 2005), ognocno 0,6 (Guadagnoli & Velicer, 1988). Ca
Ipyre cTpaHe, YKOJNMKO KOHCTarallHja HHje y 3Ha4ajHO] KOpenauMju HH ca jeIHHM O]
dakTopa, ucty Tpeba yknonutu. [lopen Tora, KOMILIEKCHY KOHCTaTallHjy, Tj. KOHCTaTalHUjy
koja ontepehyje Bume ona jenHor ¢axktopa Tpeba YKIOHUTH YKOIHKO j€ YHAKPCHO
onTepeheme Behe o1 0.40 (Schonrock-Adema et al., 2009). Kaga ce yknone koHcTaTalHje ca
cnabum akropckum ontepehemem, nogatke Tpeba moHOBO (hakTopucaTH Oe3 MpUCYCTBA Te
KOHCTaTalnuje, kKako OH ce Jo0HnIo npennsnyje pemese (Pett et al., 2003).

JlBa ocHOBHa eneMeHTa y eBalyallMjH MEPHOT HMHCTPYMEHTA jecy BalIHAHOCT H TOY3JaHOCT.
BanmuaHocT ce OAHOCH HAa TO Y KOM CTENEHY HHCTPYMEHT MEpH OHO LITO je HAMEIeHO Ja
MepH, a T0Y31aHOCT MpeAcTaBba CnocoOHOCT MHCTpyMeHTa fa Jocneano mepu (Tavakol et
al., 2008) n o3HauaBa Ja BHUIIC CTAaBKH MEPH HCTY KOHCTPYKIHjY, OJOCHO [a CYy CTaBKe
mehycobno kopenupane (Vaske et al., 2016). [Ipurom, noy3gaHocT ¥ BaIWIHOCT CY YCKO
TNOBe3aHe, 0JHOCHO MHCTPYMEHT He MOXe OMTH BanmujaH yKOIHMKO HHje moysaaH. Mepeme
NOYy3JaHOCTH Bapujabiu cHpoBOIM ce M3padyHaBameM Kponbaxosor xoeduumjenTta anda.
Hagenenn xoedunujent je passuo Cronbach (1951), xako 6u ce obe3benuna oxnrosapajyha
Mepa MHTEpHEe KOH3HCTEHTHOCTH MHCTPYMEHTa MM CKajle, a BpeaHOCT KoeHllMjeHTa ce
kpehe y pacnony ox 0 mo 1. MHTepHa KOH3UCTEHTHOCT TOKA3yje Y KOjOj MEPH KOHCTATallHje
Mepe HMCTY KOHCTPYKLMjy MM Bapujabily M crora jy je norpedHO yTBpAMTH IIpe camor
UCTPaXKUBama, kako O0H ce ocurypana BanuaHocT (Tavakol & Dennick, 2011). Ykonuko cy
KOHCTaTalyje Koje 4nHe Bapujabny mehycobno nosesane, spennoct Kponbaxosor anda ce
noeehasa, 0JJHOCHO IITO je BHIIA BPEeIHOCT HaBeleHOT Koe(HIHjeHTa, pacTe H MOy3JaHOCT
nocmarpase Bapujadne. Heonxonno je na Bpegnoct Kponbaxosor koedunmjenta anda Oyne
Beha on 0,6 (Robinson et al., 1991; Hair et al., 201406), omnocuo 0,7 (Nunnally, 1978;
DeVellis, 2003), kako 61 OHO HCITYICH YCIIOB NMOY3JaHOCTH. Y LIHJBbY JOJATHOT HCIHTHBAKA
noysganocTd (popMHpaHHX BapHjabnu, mopej H3padyHaBama Kponbaxosor koeduuujeHTa
anda, cIpoBelcHA je aHanM3a NpoOlema BapHjaHce yoOuuajeHe Mmeroae (CMV - common
method variance). CMV ce 0fIHOCH Ha BapHjaHCy KOja cé MOXKe MPUMHCATH METOIH Mepema
(cagpskaj cTaBkM, THH ckane, (OpMar OATOBOpa, NPUCTPACHOCT OATOBOpa), a He
KOHCTPYKTHMa KOj€ MEpe pPenpe3eHTYjy M TpeacTaB/ba NOTEHIHUjaTHHM NpobIeM KOju ce
MOJXKE JaBUTH NPUINKOM HcTpakuBama (Podsakoff et al., 2003). Henocratak naxme CMV
npobieMy y eMIHPHjCKMM HCTPaXKHBalbMMa MOXKE JOBECTH A0 HajMarbe JBE HEraTHBHE
niocJIeauile U To: MPUCTPacHe IPOoLeHe Mepa MOY3JaHOCTH U BaHIHOCTH Koje ceé KOpHCTe Y
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HCTPXKHBAIbHMa, KA0 W 0 TPHCTPACHOCTH y TpolieHama ofHoca uimeljy Bapujabmu on
HHTepeca, 1ITO 3ay3BpaT MOXKe YTMIATH Ha TeCTHUpame XHUIOTe3e, 3aTUM pPe3ynTHpaTH
NOTPEeLIHHM 3aK/bydllHMa O TOME KONHMKa je BapHjaHca o0jalrmeHa y 3aBHCHO] BapHjabmu
WIH YTHLATH W Ha pe3ynTate JUCKpUMHMHAHTHe BanuaHocTH (MacKenzie & Podsakoff,
2012). Yomureno rosopehn, nBa npumapHa nHaunHa koHTpone CMV mnpobnema jecy
oarosapajyhu ausaju npouenypa UcTpakuBama W/HIH CTaTHCTHUKE KOHTpone (Podsakoff et
al., 2003). Yetnpu onmra n3sopa CMV-a jecy: HCTH M3BOp MojaTaka (MCIUTAHHK), OJJHOCHO
He3aBHCHE M 3aBHCHe BapHjabne 1oOHjeHe U3 UCTOr U3BOpA, 3aTHM Ha4MH HA KOjU CY CTaBKe
npeicTaB/beHe HCIUTAHHIIMMA, KOHTEKCT Yy KOjH Cy INOCTaBJbeHe CTaBKe Y YINUTHHKY U
KOHTEKCTYaIHH YTHLAjH (BpeMme, JIOKalMja MU MEAMjH) KOjU ce KOpHCTE Ja 0M ce u3MepHin
koHCTpykTH. HajzaOpumasajyhu nmpumep CMV-a, jaBba ce YKOJNUKO Cy MOJalld H 3a
HE3aBUCHY M 3a 3aBHCHY BapHjabmy mobHjeHH of McTe ocobe y HCTOM KOHTEKCTY Meperba,
KopucTehH HMCTH KOHTEKCT CTaBKe M CIIMYHe KapakTepucTHke cTaBke. HaBemenn mpobnemu
ce MOTY ENMMHHHCATH WIH MHHHMH3MpaTH Yy ¢asn OM3ajHEpama HCTPayKHBaiba,
KopuurhemeM ApYrux H3Bopa uHdopMalMja 3a 3aBUCHE M He3aBHCHe BapHjabie, 3aTuM,
MelllalbeM pefociefia NHTama, KopuinhemeM pasmTHUMTHX THHoBa ckame. Ilopex Tora,
KOMITJINKOBaHe crenndUKaliije perpecHOHNX MOojieNna MOTY CMambUTH BepoBaTHOhy HacTaHKa
CMV mnpobnema. [lpucyctBo CMV mnpolbmema ce MOXe KOHTPOIHCATH W IPHMEHOM
ofpel)eHHUX CTATHCTHUKHX METOMa, 3a ITa ce Hajuelnhe nmpuMemnyje XapMaHOB TeCT jeJHOT
dakTopa, kako OH ce TPOBEPHIIO Ja I ce BapHjaHCca y NOJAllAMa MOXKE Y BEIHKO] MepH
npunucary jeqHoM (axropy. Ilponenypa HaBefeHOT TecTa ce cacTOjH O YK/bYUMBama CBUX
NOCMATPAaHUX BapujablH Yy CTYAHjH Yy eKCIIOPaTHBHY (AKTOPCKY AaHATH3Y M 3aTHM
HCINTHBAaKka HEPOTHPAHOT (haKTOPCKOT peliema Ja OM ce YTBPAMIO KONMMKO (pakTopa je
HEOMXOAHO f1a Ou ce y3ema y o03Wp BapHjaHca TIPHCYTHA y TPUKYIJREHUM TOJaIiMa
(Aguirre-Urreta & Hu,2019). YKoJuKO je y y30pKy HPHCYTHA 3Ha4djHA KOJMYHHA BapUjaHce
yoOuuajene merone, Taga he jeman dakTop 4YMHUTH BHILE OJ TOJIOBHHE BapHjaHCe Y
Bapujabnama. JIpyrum peunma, XapMaHOB jeqHO(AaKTOPCKH TECT ce CIPOBOAHN YTBphHBameM
pesynTaTa eKcHIopaTHBHE (paKTOpCKe aHaaM3e M HCIHTHBAWmEM Ja 1M NPBH H3IABOjEHH
¢axTop objammasa Buie o 50 npoleHara BapHjaHce. YKOJIHUKO j& TO CIy4aj, TO 3HAYH Ja je
Y Y30pKy NpHCYTHA 3Ha4YajHa KONMMYHHA BapHjaHce yoﬁﬂqnne metome. Ca apyre cTpane,
ykomuko XapMaHOB TecT MOKaxke Ja M3ABOjeHH (akrop ommcyje Mame of 50% ykymHe
BapHjaHce (Pr}dnkr;gﬁ‘ & Organ, 1986), Taga ce cmaTtpa ga CMV He npeacTaBiba npooieM y
HCTPXKHBAILY, OJHOCHO Ja CY HCIMTAHHIH YIJIaBHOM BapHjabne OLEHHBATH HE3aBHCHO
jeaHe o Apyrux. XapMaHOB TeCT ce CIPOBOAH NMoMohy aHanIM3e MMaBHUX KOMIOHEHTH, KaKo
Ou ce Ha Taj HAYMH WAEHTHU(DHKOBATH (PAKTOPH KOjH MPEACTaBsbajy TJ1aBHH H3BOP BapHjaLlHja
OpPUTHHANIHUX TojaTaka. CBe TMPeTXHOJHO HaBeJeHE aHallM3e Cy CIpPOBeJeHEe y Iporpamy
IBM SPSS 20.

Kako 0u ce Tectupane gopMynucane NCTpakMBauKe XUNOTe3e, y nporpamy [BM AMOS 23
je TpUMEHEHO MOfenHpame CTPYKTypalnHux jemHaunna (SEM - Structural Equation
Modeling). Hair n capagauuu (2010, ctp. 609) cmaTtpajy na SEM npeactaB/ba CTATUCTHYKH
MeTOJ Apyre TeHepauHje U AeMHHUITY Ta Kao ,,MyITHBApHjallHOHY TEXHHUKY Koja KOMOUHYje
acnekTe (hakTOpCKe aHalan3e M BMINECTPYKE perpecHje Koja omoryhaBa MCTpakuBady jaa
HCTOBPEMEHO HCHHMTa HU3 MehycoOHO MoBe3aHHX OJHOCA 3aBUCHOCTH H3Melly MepeHHx
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BapHjabllH W JIaTEHTHHX KOHCTpyKaTa (BapHjaldja), ka0 M H3Mel)y HEKOJIHKO JaTeHTHHX
KoHcTpykara®. SEM je moce6HO morojaH 3a HCTpaxHUBame CIOXKEHHMX ojHoca H3Mmely
BHIIECTPYKHX KoHCTpykuMja (Hair et al., 2014a), onHOCHO, Y CTamy je Ja HCTOBPEMEHO
HCINTa OfHOCE 3aBHCHOCTH Ha BMINIE HMBOA, ,IJ€ 3aBHCHA BapHjabna mocTaje He3aBMCHa
BapHjabna y HapeHHM OJHOCHMa YHyTap ucTe aHammse" (Shook et al., 2004, ctp. 397). SEM
,»oMoryhaBa HCTpa’kMBauMMa Ja MCTOBPEMEHO MOJENYjy M TpOLEHYjy CloikKeHe OJHOCe
n3Mmehy BuIlle 3aBUCHHX W He3aBUCHHUX Bapujabnu™ (Hair et al., 2021, ctp. 4) u nocrao je
cTaHjapj y Horfiedy aHaau3e Y3pOuHO-TOCIeIUYHUX ofHoca m3Mel)y nmaTeHTHHUX BapHjabm
(Hair et al., 2017). Y mnpouenu ognoca, SEM y3uma y oO3up TIpelIky Mepema Y
nocMarpaHuM BapHjabliama, Te Kao pe3yiTaT, oBa MeToda omoryhaBa mpenusHHje Mepembe
TeopHjckuX KoHuenata o uuTepeca (Cole & Preacher, 2014). Hheropa cnocodnoct na
MoJedyje JaTeHTHe BapHjabne y3 MCTOBPEMEHO y3MMame y 003Mp pasnH4MTHX 06nmka
rpeike Mepema YMHH SEM KOpHCHMM 3a MHOLITBO HCTpPAaKHBAYKUX mutama (Hair et al.,
2017). 3a pa3mmky o4 MeTOa IPBE reHepalHtje (BUIIECTPYKa perpecuja, JakTopcka aHajn3a,
MYATHBApHjaHTHA aHadu3a BapHjaHce, AMCKPUMHHAHTHA aHaldu3a U Apyre Texuuke), SEM
oMoryhaBa cioxeHHjy U cBeoOyXBaTHHjy aHAIHM3Y, IITO YKJbY4Yyje NPOLEHY MEIHjalHjCKHX
eexaTa, MofepaLjy, HHBAPHjAHTHO CT/eKBHBAIGHTHOCT KOHCTpyKaTa y BHIIE IPYyIa, Kao U
MOJIe7I0Bame KOHCTpyKarta Buller pena (Hair et al., 2014a). SEM uMa criocoOHOCT 1a CMeCTH
BUIIECTPYKe MeljycoOHO moOBe3aHe OJHOCE 3aBUCHOCTM Y jeaaH wmojen (Reisinger &
Mavondo, 2007). Ocum Tora, SEM ce Moke KOPHCTHTH 3a HCIUTHBAILE NPUPOJE H BEIHUYHHE
NOCTYMHPAaHUX OJHOCA 3aBUCHOCTH M MCTOBPEMEHO NpOLEIHHBae AUPEKTHHX U
HHJIMPEeKTHUX ofHoca Bapujabmu (Schumacker & Lomax, 1996). Ilpema Hair-y u
capagnuumma (2010), mocToje [OBa THNAa MoJelHMpama CTPYKTYPIHUX jeAHadMHA:
MOJIETHPathe CTPYKTYPAITHUX jeiHAuUMHA 3aCHOBaHO Ha koBapHjaHcH (CB-SEM — Covariance
based structural equation modeling) 1 Moaenyupame CTPYKTYPaIHUX jeJHAYMHA METOJOM
napuyjanHux HajMamuX kBaapata (PLS-SEM — Partial least squares based structural
equation modeling). CB-SEM ce npBeHCTBEHO KOPHCTH Ja MOTBpAH (HIIH o1dalH) TEOpHje H
BUXOBe XHunoTese, oapehyjyhu xomiko Omucko mpeanoxeHH TEOPHjCKHM MOJENT MOXKE Ja
penpoayKyjc MaTpHIly KOBapHjaHce 3a CKyN TNojaraka nocmarpaHor ysopka. Ca gpyre
crpane, PLS-SEM ce xopucTH 3a npeasulama UIH TeCTHPame HOBUX pellalija U yBeJeH je
Kao y3podHO-NpeJUKTHBHH SEM mpHcTyn, kojH ce (hokycHpa Ha objallmere BapHjaHCe Y
3aBUCHUM BapHjabmama monena (Hair et al., 2021). Jakne, CB-SEM je 3acHoBaH Ha
koBapujancH, a PLS-SEM wna Bapujancu (Dash & Paul, 2021). CB-SEM yxmyayje
npolelypy MakcHManHe BepoBaTHohe 4YMjM je LWb Ja MHHHMH3Mpa pa3iuKy uimely
rocMaTpaHe M MpolLemeHe MaTpHle KoBapHjaHce, 3a pasinuky PLS-SEM-a, koje ce gokycupa
Ha MakCHMH3Hpame oljammene Bapujance (Hair et al., 2014a). V Be3u ca nasenenum, CB-
SEM je npuMeHJBMBHjU 32 KOH(HPMATHBHY (pakTopcKy aHanusy, 1ok PLS-SEM norognuju
32 WCTPaXKMBaukW pajg y MNpOHATAKEHY M MPOLEHH Y3pOUHO-MOCHEAMYHMX Besa. VY
JOKTOpcKoj aucepraiuju je kopuithen CB-SEM, nmajyhu y BUIYy 1a cy eMIupHjcKe CTyauje
KOH(pMpPMaTHBHOI KapakTepa M 0a3upajy ce Ha MOJEIy M penanujama u3mehy KoHcTpyKuHja
Koje CEJIIPETXOHO HCTpaXKHBAHE Y peneBaHTHOj MuTepaTypH. Takole, y muteparypu ce CB-
SEM dbecTo MCcTHYE Kao CYNCPHOPHHjU Yy omHocy Ha PLS-SEM, Gynyhm na ce Oasmpa Ha
PUTOPO3HUJUM NPETHOCTaBKaMa, Kao IITO CY: HOPMATHOCT gprataka, Meperbe NOAATAKa Ha
HHTCPBAIIHOj CKaJlM, IIPUCYCTBO JMHCAPHHX Be3a y MOJCIY, BelMYHHA y30pka usmehy 100 n
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400 jemmnuna (Reisinger & Mavondo, 2007). Ilopen Tora, Ronkké u capagannu (2016)
uctuay U onpehene Henocratke PLS-SEM-a, xoje ce ofHoce Ha YNoTpeOy TeXHMHCKHX
koedHIHjeHaTa, TPOLEHYy KBalHTeTa MEpHOT MoJella, TeCTHpame  CKIagHOCTH
UCTPaKUBAYKOT MOJENA, a OCTIopaBajy W HEKe MNpPeTIocTaBKe MOMEHYTOr Mojena, Koje
YKJBYUIYjY HOPMATHOCT T[OJATaKa, BeIHYHMHY Yy30pKa, MoryhHocT mnpeaBubhama HIH
TECTHpaha Y EKCIIIOPAaTHBHIM HCTPAKHUBALIMA.

onennpau,e CTPYKTYPQIHHX jeAHadHHAa oOyXBaTa JBEe OCHOBHE KOMIOHEHTe H TO:
CTPYKTYpaJlHH MOJEN U MepHH Mojen (Hair et al., 2010). CTpykTypalHn MOJEN je MOJEN
OyTamke U IPENCTaBba CKYH jeJHOT MIIH BHILIE 0HOCA 3aBHCHOCTH KOjH MOBE3Yje HEe3aBUCHE
W 3aBHCHe Bapujablle XHIOTETH30BAaHOT Mofena. Y TakBHM CHTYyallMjaMa, TIPETXOJHO
HCKYCTBO, TEOPHja MJIH HeKe ApyTe cMepHuUIle oMoryhaBajy ucTpaxusady ga HIeHTHHKY]je
Koje He3aBHCHE BapHjabne npeasuhajy cBaky 3aBUcHY BapHjabny. MepHHM MOAEN je IpBH Of
JIBA TTaBHA KOPAaKa y KOMIUIETHO] AHATH3W CTPYKTYPHOT MoJena u npefctaBka SEM moaen
Koju cneyupuuMpa MHAMKATOpPE 3a cBaky BapHjabny ¥ omoryhasa npoueHy BaluaHOCTH
BapHujabnu, 3a mTa ce KOpUCcTH KoH(upMmaTHBHA (akTopcka ananusza (CFA - Confirmatory
Factor Analysis). KondupmaTuBHa (akTopcka aHanM3a ce paslHKyje Ol EKCIUIOpaTHBHE
¢daxropcke ananmuze (EFA) jep Bepudukyje Beh mocrynny cnenudukanujy ¢axtopa ca
emnupujckuM nomaumma (Dash & Paul, 2021). ExcnoparuBHa QaxTopcka aHannsa
UCTpaXKyje TOJATKe M Tpy¥ka HCTpaKuBady HHpopManujy o ToMe Koju Opoj daxTopa
Haj0oJbe penpeseHTyje MoJaTKe H 3a by je KapaKTepHCTHYHO Aa Cy (PaKTOpH M3BEleHH M3
CTaTUCTHYKUX pe3ynTaTa, a He u3 Teopuje. Ca Apyre cTpaHe, KoHpHpMaTHBHA (haKTOpCcKa
aHATH3a TOJpa3yMeBa Ja Mpe Hero LITO ce M3padyHajy pe3yiaTaTH, HCTPOKHBAY HA OCHOBY
TeopHje Tpeba 1a HaBese Opoj (hakTopa KOjH MOCTOje 3a CKYN CTaBKW/HMHAMKATOpa, Kao U Ha
KOju (haKTop ce CBAKA CTABKA OJHOCH.

Dash v Paul (2021) o0jammaBajy neT Kopaka Koje ykbyuyje nponec SEM-a. [Ipsu xopak ce
OoOHOCH Ha JepuHHcame BapHjabmu. CBe naTeHTHe BapHjaOne Mopajy OWTH mpHKasaHe Y
XHMIOTETHUKOM MOJENY, a TeopHje NpeAcTaBibajy NpUMapHy OCHOBY 3a JeHHHCcame
nojemMHayHuX BapHjabmu. [lpyru kopak jecre mpunpema 3a KoH(pUPMaTHBHY (PAKTOPCKY
anamm3y. OaHocHO, HaKOH JeduHHUCamka BapHjalnu, clean cnenudukanuja MEpHOT MOJENa.
Cre crarke/wnankaTopu Tpeba na Oymy Hauprane y ofHOcy Ha (akTope W pasBHja ce
aujarpam  nyramwe. Tpehn kopak y npouecy SEM-a nojpasymesa crposobemse
KoH(upMaTHBHE (haKTOPCKE aHANIM3€, KOjOM Ce MPOleyje BaTUIHOCT U MOY3IaHOCT MEPHOT
Mopena. HeonxoaHo je mpoleHNTH KOHBEPreHTHY BaTHAHOCT MOJIENa, KOja IPEACTaBba Mepy
Y K0joj MHIUKATOpH ofpeheHor daxTopa Jene BEIMKU 3ajelHHYKH yaeo Bapujance (Hair et
al., 2010). Kako 0m ce moTBpamia KOHBEPreHTHA BATHAHOCT, MOTPOHO je¢ Ja BPEIHOCT
noKasaTesba IpoceuHe u3aBojeHe Bapujance (AVE - average variance extracted - npocedan
IpolLICHAT BapHjanuje objammeHNX cTaBkaMa akTopa) Oyae Beha on 0,5 (Fornell & Larcker,
1981). 3atuMm, KoJ CBMX MHIMKATOpa, OJHOCHO KOHCTaTallMja, HEOMXOAHO je Ja BPEIHOCT
(axTopckux onrepehema Oyne w3Han npenopydene BpenHoctH o 0,6 (Hair et al., 2010).
Jeman MHIMKATOp MOpa BUCOKO OMETEPETHTH caMo jedaH (akTop, Te je MOTpeHo H3deraBaTH
ynakpcHo ontepeheme. I[ToTom, BpeaHOCT mokaszaTesba KOMIO3HUTHe Tmoy3gaHocTH (CR -
composite reliability - Mepa TOy31aHOCTH M HMHTepHE KOH3MCTEHTHOCTH MHAMKATOpa KOjH
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IpecTaBsbajy JaTeHTHY BapHjabny) Tpeba outn Beha ox 0,6 (Bagozzi & Yi, 1988), unme ce
noTepljyje KOMIO3HTHAa IOY3JaHOCT Mofena (arperanuja MHAMKATOpa MOJ JIaTEHTHOM
BapHjadbaom). HakoH McnHTHBama MOY3AaHOCTH M BAJHAHOCTH, HEONXOJHO jé YTBPAHTH H
CKIIAAHOCT MCTPaKMBA4KOT MOJENa, IITO YK/bydyje ABE KaTeropHje MHAeKca yknamama (fit
indices): amncolyTHe M WHKpPEMEHTalHe. AICOIYTHH WHIEKCH YKJIamama oMoryhaeajy
npoueHy ycknaheHocTH u3Mel)ly mojaTaka M3 y3opka M XHIOTETH30BaHOT (TEOpPHjCKOT)
mogena (McDonald & Ho, 2002). OcHOBH amncolyTHH WHAEKC jecTe XU-KBaapaT (x°) u
npeAcTaB/ba Mepy KOja ce KOpPHCTH 3a mopeleme MocMaTpaHHX H NPOLEHEHUX MaTpHIa
xoBapujance (Hair et al., 2010), onHOCHO TecTupa Heclarame H3Mel)y y3opka M Mmarpuua
koBapujaHce yrpahenux y mogen (Dash & Paul, 2021). Xu-kBagpaT omoryhasa 1a ce yrepau
CTaTHUCTHYKA 3HA4ajHOCT MOJeNa M MpeAcTaB/ba OCHOB 3a M3BONEImE OCTanMX armcoNyTHHX
unaekca. ['maBHM npobnem ca HaBeAeHMM MHAEGKCOM je mTO ce noBehaBa ca BENMMMHHM
y30pKa u O6pojeM HHAMKATOpa, Te Ce MOpajy y3eTH y 003up M ApYTH HHAEKCH ykianama. llto
j€ HIDKHM KONHYHUX XH-KBajaparta u Opoja cremeHu cinodoxae (df - degrees-on‘reedom), TO je
6ospa cknaguocT Moaena. [loTpe6Ho je 1a BpeHOCT KonMuHUKA X° /df Gyae Mama o1 3 1a ou
HCTPaKHBA4YKH Mojaen OHo mpukinatad 3a anamuszy (Carmines & Mclver, 1981). Crenenn
cnoboe cy O6poj HepeAyHAAHTHHUX KOBapHjaHCH/KOpeNaluja y yna3Hoj MaTpHIM MHHYC Opoj
HpOLIEHEeHHX KoeHIHjeHaTa M TPeACTaB/bajy KOIHYHHY MAaTeMaTHUKHX HH(oOpMalHja
JIOCTYIIHHX 3a MpoLeHny napaMerapa moaena (Hair et al., 2010). [lopex moMeHyTHX MHAEKCA,
Yy DOKTOPCKO] JUCEPTaLHUjU je KopHIIheH KOpeH cpeinHe KBagpatHe rpeuke (RMSEA - root
mean square error of approximation), KOju ce cMaTpa HajOOJbMM HHYOPMATUBHUM HHIEKCOM
ykmanama. RMSEA npouemyje KONHKO je TEOPHjCKH (XMIOTETH30BAHM) MOJEN YIabeH OJ
caspuieHor moaena (Xia & Yang, 2018). Kopuctu ce 3a onTimanan O6poj napameTapa aILH)
Ja OM ce YKIOMHO y KOHAYHY MAaTpHIly KoBapHjaHce nonynaruje. [lomeHyTH HHmekc
HojpasyMeBa Ja ce Mojke NocTHhH CKIagHOCT MOJela He3aBHCHO OJ] eTOBE KOMIIIEKCHOCTA
U BemmumHe y3opka. Hmka BpegHocT HMHAekca o3HayaBa 0OJbHM HUBO CKIIAJHOCTH, a
IIpenopyKa je Ja BpeaHocT uHaekca oyae Huska o 0,08 (Hair et al., 2010). [lpyra kaTeropuja
UHIEKCA YKIanama Jecy MHKPEMEHTANHH MHAEKCH, Koju omoryhasajy TpoLeHy
HHKPCMCHTAIHE, PCIATHBHC WM YINOPEAHC NOJOOHOCTH MoOJcha y OJHOCY Ha HEKH
anTepHAaTHBHY, OAHOCHO HYNTH Moaen (Miles & Shevlin, 2007). U3 rpyne nHKpeMeHTalIHHX
uHAekca ce Hajuemhe oapelyjy BpeZHOCTH KOMIapaTHBHOT HHfekca yknanama (CFI -
comparative fit index), Taxep-Jlesucosor wungexca (TLI - Tucker-Lewis index) n
WHKPEMEHTAIHOT HMHJeKca yknanamwa ([FI - incremental fit index) m mnoTrpebHO je ma
BpEJIHOCTH HaBeJeHUX uuiekca Oynay msuag 0,9 (Byrne, 1998). Bume BpeqHocTH MHAEKCaA
o3HauaBajy Oospy cknagHocT Mojena. CFI (Bentler & Bonett, 1980) je jeman on
HajIoMyIapHHjUX HHAEKCA KOju ce kopHcTe y SEM —y. [ToMenyTu unjekc ynopehyje moaen
KOjH OJroBapa HyITOM WIHM HE3aBHCHOM MOJENy U Heroea BpelHocT ce kpehe y pacnony on
0 no 1. 3a Bpeanoct TLI ne moctoju yrBplheH omncer, 0AHOCHO HEToBe BPEIHOCTH MOTY NAacTH
ucrion 0 wimm outh m3nan 1. TLI (Tucker & Lewis, 1973) ciyxn 3a nopeheme npeanoxkeHor
HCTPAXKMBAYKOT MOJENA ca HynTHM MoaenoM (Prudon, 2015). Tpehu MHKpeMeHTANHA HHAEKC
jecte IFI (Bollen, 1989) u npencTaB/ba MHAEKC KOJH j& pelaTHBHO cTa0WIaH 32 UCTH MOJEN Y
pasnmmuntuM ysopuuma. Kao u CFI mnaekc, u spennocty [FI unpexca ce kpehy y pacony of
0 mo 1. YerspTtu Kopak y mpouecy SEM-a mpefacTaB/ba CTPYKTYpanHo Mojelupame, Tae ce
¢okyc momepa Ha omHoce wusmchy Bapujabmn. Ha ocHOBY JjocTynmHHX TeopHja ce
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ycHocTasJbajy Bese H3Mely maTeHTHHX BapHjaOiM, a 3aTHM ce TECTHPAjy CBH CTPYKTYpPAIHH
OJHOCH (TecTHpame XHnoTes3a) y3 nomoh peneBaHTHuMX crarucTHukux amaTa. [locnenmu,
HeTH KOpaKk ce OJHOCH Ha pasynraTe. Ha ocHOBY CTaTHCTHHYKHX pe3ynTaTa KOjH MPOH3HIA3e
U3 MOJena, MOTy ce M3BYhM pasnMuuTH 3aK/bydllM, a Ha OCHOBY HMX MNOHYIUTH U
oarosapajyhe cyrecTuje U npenopyke.

3. PesyaraTu ucTpaxkupama — Edekrn ynpap/bama 0JHOCHMA ¢a KYNIIHMA
HA OpraHu3anHoHe nepdopmance

Kako 0um ce mcmmtanu epextn CRM-a na opranusainmone nepdopmance H TecTHpana
XunoTesa 1, y eMIHPHjCKOM HCTpaKUBAKY CY y3 NOMOhY aHKeTe MPHUKYIJbEHH NPAMapHH
NOJAIH O] HCIIHTAHHKA. Y HACTABKY CY MPHKA3aHH MOJAIN O Y30PKY HCOTAHHKA, a 3aTHM H
pe3ynTaTH aHaIn3e BUXOBUX OATOBOpA.

3.1. Anann3sa y3opka

3a notrpebe OBOT EMIHPHJCKOT UCTPAXKHBaMma CY NIPHKYIUbeHH noaaud o 108 opranuzanuja
Ha Teputopuju PenyOGmuxe CpOuje. Ynutuuk je auctpubynpan y 286 opranusandja y
Penydnuim CpOuju, ogHocHO cToma oaroBopa usHocu 37,76 %. Kako Ou ce nobummn
penlieBaHTHH OATOBOPH, YNHTHHK Cy TOMYHABANH BHINH HHBOM MEHAIMEHTA, KOjH HMajy
YBHJ Y OpraHu3anuoHe nepdopmance, Kao U y Ha4HH OJBHjalba YIpaB/bamka OJHOCHMA ca
KynuuMma. ¥ HCTpaXkHBamy Cy YYecTBOBAJAeC OpraHHzallije pasiH4YMTHX BEIHUMHA, KOje
00aBJbajy MPOM3BOJHY MIH YCIyxkKHY JenaTHocT. CTpykTypa oOpraHu3aldja U3 y3opka
npUKa3aHa je y Tabenu 4.1.

Tabeaa 4.1. CTpykTypa y30pKa

K . AmncoiayTHe PenatuBne
apaKTepHCTHKA OPraHu3anHja T T | |G e
[Ipoussoana 39 36,11%
Jenarnoct
VYenyxna 69 63,89%
Jo 50 28 25.93%
Bpoj 3amocaennx  50-250 24 22.22%
ITpexo 250 56 51,85%

H3Bop: Avmop

Ha ocnoBy rpaduxona 4.1 ce moxe younTtu ga 63,98% y3opka uMHe yclly:KHe opraHu3aluje,
OJHOCHO y Y30pKy MMa 69 opraHuzaiija koje ce GaBe ycmyxxHoM genatnomhy. [Ipeoctanmx
39 opranuzanuja, oguocHo 36,11% ce 6aBe npousBoaHOM AenaTHolhy.

AKO ce TIocMaTpa CTPYKTypa opraHusalija IpeMa 0pojy 3amocleHHX, MOXKe ce YOUMTH ja
Hajsehu Opoj opranusanuja (56) uma npexo 250 3anmocnenux u oHe unnHe 51,85% yzopka.
Cnene opranusammje koje mmMajy mo 50 3amocnenux M oHe umHe 25,93% y3opka (28
opranuzanuja). Hemrto Mamu Opoj opranuzarmja (24) uma uzmehy 50 u 250 3anocnenux u
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one gune 22,22% ysopka. CTpykTypa opranusaiuja H3 y3opka Ipema Opojy 3alocleHHX je
npUKa3aHa Ha rpadukony 4.2.

I'pagmxon 4.1. CTpykTypa y30pka npema I'papuxon 4.2. CtpykTypa y3opka npema
JIENIaTHOCTH Opojy 3anocineHnx

HzBop: Aymop WUssop: Aymop

3.2, lecKkpHNTHBHA CTATHCTHYKA aHAJIH3A

Kako 0u ce yrBpauio koj KOjuUX KOHCTaTalHja je Wcka3aH HajBehu cTemeH crnarama, Kao u
KOJ, KOJHX CYy HCKa3aHH HajXOMOTeHHjH/HAjXeTepPOTEHHjH CTABOBH, CIPOBEISHA je
JEeCKpPUNTHUBHA CTAaTHCTHYKa aHanu3a (Tabene 4.2-4.8).

Tabena 4.2, [leckpunTHBHA CTAaTHCTHYKA aHAH3a 3a BapHjabily TeXHOIOTHja

Apntmernuka  Cranaapana

Koncraramija cpeanHa JAeBHjanuja
Bama opranmsanmja nma onarosapajyhm  xapnasep 522 175
KOju crnyxH 3a Bame kynie. ’
Bama oprammsanuja mma oarosapajyhn codrsep 5.58 168
KOju crnyxH 3a Bame kynie. ’
Bama opranmsanuja nocenyje no0ap nHpopManoHH 577 141
CHCTEM M TEIEKOMYHUKALIMOHY HH(PPacTPyKTypy. ’ ’
Bama opraHusaHja noceayje notpedHy
MH(PacTPYKTYpy 3a NPHKYIJbalke M[ojaraka o 544 1,52
KYNIMMa ca CBHX Tadaka MHTepakIlHje ca KyIIHuMa.
Bama pauynapcka Texmomormja Moxxke nomohm y 552 139

Kpeupamy npunarohenux nonyna sa Bame kymnue.

Hzsop: Aymop

PesyntaTu neckpunTHBHE CTATUCTHYKE aHATM3E 32 KOHCTATalMje Koje oOyxmara Bapujabna
TexHoJoruja ¢y naru y tabem 4.2. Ha ocHoBy no0ujeHmx pesynraTta, yodaBa cc jJa ce
HajsehM cTemeH cnarama jaBba KoJ KOHCTaTaluje ,,Bama opranmsanmja mocenyje nodap
HH(OPMAIIHOHH CHCTEM H TEIeKOMYHHKALIHOHY HH(PACTPYKTYpY", IITO MOKa3yje HajBHIIA
BPEAHOCT apUTMETHUKe cpeune of 5,77. Ca apyre cTpaHe, HajMamH CTENEH cllarama Ce
jaBJba KOJ KOHCTaTalMje Koja riacH ,, Bama opranusanuja uMa oaroeapajyhu xapasep xKoju
cnyxu 3a Bame xynue“, Ha mra ynyhyje HajHHM»kKa BPeIHOCT apUTMETHYKE CPEAMHE Koja
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m3HocH 5,22. [lopex Tora, cTaBOBH IO OCHOBY HaBeJieHe KOHCTATallHje CY HajXeTeporeHHjH,
Ha I0Ta yKasyje HajBMIIA BpeJHOCT cTaHgapaHe Aewjanuje of 1,75. Hajmmka Bpeanoct
cranjapaHe naesujaumje on 1,39 je mpucyTHa Kon KOHcTatanHje ,.Bama pauynapcka
TEXHOJOTHja Moxke moMmohM y kpempamy npunaroleHMxX nmonyfga 3a Bame kymie®, mTo
ynyhyje Ha TO Aa Cy CTAaBOBH 10 OCHOBY OBE KOHCTAaTal[Hje HAajXOMOTEHH]H.

VY tabenmn 4.3 cy npukazaHu pesyaTaTH AECKPHITHBHE CTATHCTHUKE aHAIM3e 3a KOHCTaTaluje
KOje UHHEe APYTY KOMIIOHEHTY yNpap/balka OJHOCHMA ca KYyMUHMa, OJHOCHO BapHjabmy
Jbyau. Pesymrati ykasyjy Ha To Ja ce KoJ KOHcTaTanuje ,,[onm MeHalMEHT Jaje BHMCOK
HPHOPUTET YIIPaBJbamky OJHOCHMA ca KyMIHMa'™ jaBjbajy IOBOJHH]H H XOMOT€HH|U CTABOBH,
HEero MITO je TO clydaj KoJ KOHcTaTallWje Jpyre KOHCTaTaluje Koja TriacH ,, Bamy nporpamu
o0yke 3amocleHMX OU3ajHUPAHH Cy Ja pa3sBHjy BeIITHHe NOTpebHe 3a TNpPUBIAYCHE U
npoayO/buBame OfHOCA ca kynuuma“. Koja mpBe KkoHcTaTalMje apHTMETH4YKa CpeduHa H
cTaHjapjHa JeBHjanuja u3Hoce 5,44 u 1,71, a xon Apyre KoHcTaTaluje je apuTMeTHYKa
CpelMHa HMXKA, a CTaHJapjHA JAEBUjallMja BHIIA, ITO ynyhyje Aa ce CTAaBOBH 1O OCHOBY
Jpyre KOHCTaTalllje HEMOBOLHUJH H XeTePOTEHH]H.

Tabesa 4.3. [leckpunTHBHA CTaTUCTHYKa aHANM3a 3a Bapujadbny Jpyau

) Apntmernuka  Cranaapana
Koncratanuja . .
cpeIHHA aeBHjanuja

Ton MeHalIMEHT Jaje BUCOK NPHOPHUTET YIpaBbamby

544 1,71
OJHOCHMA Ca KylumMa.

Bawn nporpamn 00yke 3aI10C/eHIX AN3aJHUPAHH CY
Jla pa3BHjy BEIITHHE TOTpeOHE 3a TPHBIAYEHE H 541 1,75
npoayO/EHBALE 0HOCA €A KYILUMA.

H3Bop: Avmop

JleckpunTHBHA cTAaTHCTHYKA aHANW3a KOHCTAaTauMja koje caiapxu Tpeha komnoneHTa
ylpaBsJbamba 0JHOCHMA ca KyNi¥Ma, OIHOCHO BapHjabna nporec (Tabena 4.4) nokasyje aa ce
HajIIOBOJFHHJH CTABOBHU jaBJbajy KO KoHcTatamuje ,/locnoBHM musbeBH opraHusaufje cy
YCMEpPEHH Ha 3aJ0BOJBCTBO Kynaua™ (apUTMETHUKa cpeluHa u3HoCcH 5,75). HajuenoBosbHuH
W HAjXeTepPOTEeHWJH CTABOBH ¢y TPHCYTHH Ko KoHcTatanwje ,.Y Bamoj opranmzamuju
NOCJIOBHH MPOLECH Cy AW3ajHHPaHH Aa NoOOJBLIAjy KBAIMTET MHTEpAKIMje ca KyIuma‘
(apuT™MeTHuKa cpeamHa M3HOcH 5,36, a cranmapana gesujauuja 1,43). Ca apyre ctpane,
HajXOMOTECHH]H CTaBOBH CE jaBJbajy KOJ KOHCTaTaluje ,,Baila opranusamnuja je ycnocraBmia
jacHe TOCIIOBHE LMJ/bEBE Be3aHe 3a MNpHUBIAYele, Pas3Boj, 3aAp:KaBalbe M peaKkTHBALM)Y

Kynana“.
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Tabena 4.4, [leckpunTHBHA CTaTHCTHYKA aHAIK3a 3a BapHjadIy mpouec

Apurmernuka  Cranpapana

Koncrtaranuja .
cpeaHHA AeBHjanuja
Y Bamoj opraHH3alMjH MOCIOBHH TPOLCCH CY
IM3ajHUpaHy Ja noboJbllajy KBaJIHUTET MHTEPAKLHje 5,36 1,43
ca Kyniuma.
IlocnoBHM LIMJBEBH OpraHM3allje cy YCMepeHH Ha
4 p Hie ¢y yemep 548 1,40

3a10BOJBCTBO KyIiala.

Bama oprannzalnuja je ycrocTaBuia jacHe MOCIOBHE
IIUJbEBE BE3aHE 3a MPHBJIAYEHE, Pa3B0j, 3a/PKaBALE 545 1,31
U PeaKTHBALH]Y KyIama.

H3Bop: Avmop

Kana cy y nuTamy opraHusalioHe nepdopmMaHce, Hajupe Cy AaTH Pe3YNTATH ASCKPHIITHBHE
CTaTUCTHYKE aHanmu3e 3a (pMHaHCHjcKe nepdopmance (Tabema 4.5). Pesynraru cy nokaszaiu
Ja npouTa0WIHOCT TpencTaB/ba HajdObe  OLEHEH  TOoKaszaTesb  (PHHAHCH]CKHX
nepgopmaHcH, uMajyhu y BUIy HajBUITY BPEAHOCT apUTMETHYKE CpevHE Koja u3HocH 5,70.
Iopen Tora, Mo MUTamy OBOT TOKAa3aTesba cy OlleHe UCTIHTAHUKA HajXOMOTeHHje, ¢ 003upoM
Ha HajHUXKY BPEIHOCT CTaHJapAHE AeBHjaunje koja u3HocH 1,20. [TopacT Tpxumnor yuentha
W MOpacT NpHXoJa OJ Npojaje MMajy NpuONMIKHE BPEIHOCTH M apUTMETHYKHMX CpeIHMHa
(penom 5,65 n 5.60) u ctangapnuux aesujanuja (pemom 1,31 u 1,32).

Tabena 4.5. JleckpunTHRHA CTATHCTHYKA aHaTM3a 3a BapHjabIy (hMHaHCH]cKe mepopmance

Apurmernuka  Cranpapana

KoncraTanuja ] .
cpeIHHA AeBHjanuja
[Mpodutabunuocr 5,70 1,20
[Mopact TpaxumHOT yuenrha 5.65 1,31
[MTopacT npuxoaa ox npoaaje 5,66 1,32

HsBop: Avmop

Y Tabenu 4.6 cy npukazaHd pe3ynTaTH JECKPUNTHBE CTATHCTHYKE aHalu3e 3a MoKa3aTelhe
nepdopmancu U3 mepcrekTHBe Kynmana. Pesyiararu ykazyjy Ha To 1a je HajHHKa IpocedHa
oleHa o 5,75 npucTyTHa KoJ JojanHocT Kynana. Ca apyre cTpaHe, HCIIHTAHUIIH CY HajBHITY
MPOCEYHy OIEHY Jalii TOHOB/LEHHM KYMOBHHA, IITO TOKAa3yje BPETHOCT apHTMETHUYEKe
cpeauHe koja uzHocu 5,98, Ilo ocHOBY OBOr IOKazaTeska Cy CTAaBOBH WCIUTAHMKA H
HAjXOMOr€HHjH, 1ITO NoKa3yje HajHHKa BPEOHOCT cTaHIapaHe AeBHjaluje koja u3nocu 1,06.
[IpeocTana TpW mNHOKa3zaTeska, OJHOCHO JIOjalNHOCT Kymalla, carucaxiyja Kynama H
NpHBIIAYEI-E HOBMX Kylala MMajy NpuONIMKHE BPEeJHOCTH CTAaHAapIHHMX IeBHjalMja Koje
penom m3noce 1,145 1,151 1,12,
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Tabesa 4.6. J/[eckpunTHBHA cTATHCTHYKA aHAIH3a 3a BapHjabiy nepdopmance u3
HepcreKTUBe Kynama

Apurmernuka  Cranpapana

Koncratanuja - -
cpeHHA AeBHjanHja
Jlojamuoct kynana 5,75 1,14
[TonoBsbeHa KyHOBHHA 598 1,06
Carucaknuja kynana 588 1,15
[IpuBnadyeme HOBUX Kymnaia 5.85 1,12

HsBop: Avmop

Y Ttabenu 4.7 cy npuKasaHH pe3ynTaTH JSCKPUNTHBE CTATUCTHYKE aHATH3e 3a MOKa3aTesbe
nepopMaHcH M3 NEPCHEKTHBE HHTEPHHX mpoleca. Pesyntatu ykasyjy Ha To Ja cy
HCIHUTAHUIK HAjBUIIY NPOCEYHY OLEHy JalM cMamely BpeMeHa pelllaBama »KambH, 1ITo
MoKa3yje BPeIHOCT apuTMeTHYEKe CPeaHMHe Koja u3HocH 5,69. Ilo ocHOBY oBor mokasaTesba
CY CTaBOBM HCHMTaHMKA M HAjXOMOTEHHjH, IITO MOKa3yje HajHIDKAa BPEJHOCT CTaHAapaHe
nesujanje koja mi3nocu 1,30. [lpeocrama Tpu mnokasaTesba, OJAHOCHO CErMEHTaLHja H
TapreTupame Kynaia, pa3ssoj HOBUX MPOH3BOJa M OepaTHBHA e()MKACHOCT UMajy IpHOIHKHE
BPEIHOCTH apHTMETHYKHX CpeHa Koje peaoM u3Hoce 5,51; 5,52 u 5,48, Hajsuma spenHoct
cTaHJapaHE JeBHjallMje, OJHOCHO HajXETEpOTEHHjH CTABOBHM CE€ jaBJbajy KOJ ONEpaTHBHE
e()HKacHOCTH.

Ta6ena 4.7. [leckpUnTHBHA CTATHCTHYKA aHATH3a 32 BapHjably HHTEPHH NpoLecH

Apurmernuka  Cranmpapana

KoncraTanuja . -
cpeHHAa AeBHjaLHja
CerMeHTanMja ¥ TAapreTHPamke Kynana 5,51 1,31
Pa3Boj HOBHX npoun3Boaa 5,52 1,34
OnepatuBHa epHKaCHOCT 548 1,42
Cwmameme BpeMeHa peliaBamba xanou 5,69 1,30

Hssop: Aymop

Kana je y nuTamy ueTBpTa nmepcleKTHBA 0praHU3alMOHUX NepopMaHCH, O THOCHO YUEHE H
Pa3Boj, HCIUTAHHIIM CY BHIIY IPOCEYHY OLEHY A MPOIYKTHBHOCTH 3aI0CIEHHX Y OJJHOCY
Ha BEIITHHE W 3HAMA 3aM0CeHnX (apuTMeTnyke cpeaude usnoce 5,87 u 5,18). [lopen Tora,
KO/ IPOAYKTHBHOCTH 3aITOCJICHHX CY CTaBOBH H XOMOTCHHjH Y OJIHOCY Ha [10Ka3aTe/b KOJH CE
OJHOCH HA BEIITHHE M 3Hama 3aMoCIeHHX, INTO MOKa3yje HHKA BPEJHOCT CTAHIAp/HE
nesujanyje, 1j. 1,40 y ognocy Ha 1.52. HaBenenu pesynraTu cy npukasanu y Tabenn 4.8.
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Tabena 4.8. JleckpunTHBHA cTATHCTHYKA aHANIK3a 3a BapHjaliy yueme H pa3Boj

Apurmernuka  Cranpapana

KoncraTanuja ] .
cpeAHHAa AeBHjanHja
[TpoayKTHBHOCT 3aIIOCIEHHX 5,87 1,40
Bemruae 1 3Hama 3anocieHux 5,18 1,52

H3Bop: Avmop
3.3. ExkcniopaTuBHa aKkTopeka aHAIH3A

Kaxko 0u ce nojenunaune KOHCTaTalMje U3 YIUTHHKA FPyNUcalle y HCTpaKUBa4YKe BapHjadie,
oJHOCHO (haKTOpe, CIPOBEJeHa je eKCIUopaTHBHA (akTopcka ananusa. CBaka odopmibeHa
Bapujabna, oAHocHO (pakTop oOyxBaTa KOHcTaTalMje Koje cy MehycoOHO BHCOKO
KopenupaHe, OOK Cy KOHCTaTalldje Koje NpUnagajy pasiaHduTaM ¢axropuma melycoOHO
cnabo Kopenupane. 3a cIpoBoleme eKCIUIOpaTHBHE (JAaKTOPCKE aHalM3e Yy OBOM
UCTPaXKMBamky je KopuinheHa TexHWka aHanuie TIaBHUX KommoHeHTH (PCA — Principal
Component Analysis), a kao MeTo/a poTauuje je npuMeeHa Varimax poraunja.

Tabena 4.9. KMO noka3aress aneKBaTHOCTH y30pka W baprneroB TecT cdepuanoctu

KMO nokasaTteb a1€eKBaTHOCTH Y30pKa 0,891
XH-KBajapaT 2006,579
Bapraeros Tect ehepnunocrn  6poj cTenenu cnobose 253
P-BPEIHOCT 0,000

Hssop: Aymop

Y Tabenn 49 cy maTM pe3yliTaTH TECTOBAa OMNPABAAHOCTH TIPHMEHE EKCIJIOpaTHBHE
¢axTopcke ananmse. KMO nokasartess agekBaTHOCTH y3opka (KMO — Kaiser-Meyer-Olkin
Measure of Sampling Adequacy) je BuIIK 0] HajHHKE IPENOpyUEHE BPEIHOCTH KOja U3HOCH
0,5, a baptnetos Tect chepuunoctu (Bartlett's Test of Sphericity) je cTaTHCTHUKH 3Ha4ajaH
(p<001) (Williams et al., 2010), mTo ynyhyje Ha ompaBgaHOCT NMPUMEHE EKCIUIOpaTHBHE
dakTopcke anamuse.

V tabenu 4.10 cy mare xopenaiuje usMel)y u3nBojeHUxX (akTopa M yla3HUX KOHCTATallHja,
OJHOCHO MpHKa3aHe cy BpeaHocTH daxTtopckux ontepehema. [Ipumikom cnposolhema
EKCIIOpaTHBHE (PAaKTOPCKE aHANN3E j& MPUMEHEH KPUTEPHjYM Ja BPEIHOCTH (aKTOPCKUX
onTepehema Tpeba qa 6ymy Bume of 0,4 (Sass, 2010). CnpoBeneHoM (HakTOPCKOM aHATH3OM
je u3mBojeno cagam ¢axTtopa. [IpBa Tpu akTopa ce omHOCE Ha KbY4HE KOMIOHEHTE
yIpaBhamka 0JHOCHMA ca KYNIIHMa H TO: TEXHOIOTHja, JbYaH H mpouec. [Ipeoctana yeTnpu
(akTopa ce 0JHOCE Ha YETHPH TEPCIEKTHUBE OpraHU3alHOHUX NepdopmaHcu: HUHAHCH]CKE
nepdopmance, nepdopMaHce H3 TepcneKTUBE Kyalla, HHTEPHH IPOLECH U YUee U pa3Boj.
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Tabena 4.10. ExcrimoparnBHa pakropcka ananuza

ol e 5 T
2 : g E2 ZSEF & 2
= 62 && = 5
= = »
T1 0,802
T2 0,880
T3 0,801
T4 0,728
T5 0,650
Jbl 0,776
Jb2 0,772
I11 0,757
I13 0,678
I13 0,735
dIT1 0,767
oI12 0.898
dII3 0,761
[IK1 0,830
K2 0,842
I1K3 0,845
K4 0,797
HII1 0,777
HIn2 0614
HII3 0,830
HI14 0,725
VPI1 0,761
YPp2 0,574

Hssop: Avmop

3.4. Anann3ia noy3IaHocTH

Hakon (hakTopcke aHanmse, COpoBeAeHa je M aHAIM3a MOY3JAHOCTH, KaKo OM ce YTBpAHia
MHTEpHa KOH3HMCTEHTHOCT, OJHOCHO IOY34aHOCT (OopMUpaHuUX BapHjabmi. 3a cBaky
¢dopmupany Bapujabmy cy wuspadynate BpennocTH KponOaxosor xocuumjenta anda
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(Cronbach’s alpha), ka0 1 BpenHOCT HaBeAEGHOr KOe(HIHjEeHTA Y CIydajy Ja ¢€ HCKJbY4H
Heka of koHcTaTanuja. [IpumukoM cnpoBolema aHamu3e NOY3JaHOCTH je Kao KPUTEPHjyM
xopuithena MuHMManHa npenopydeHa BpenHocT Kponbaxosor koeduuujenra anda koja
msnocu 0,7 (Nunnally, 1978). Takohe, 3a cBaky KOHCTaTauHjy je HM3BpILEHO TECTHPAHE
Kopenanuje ca BapHjabioM Ko0joj MpUIama, NpH 4eMy je TOKe/bHO HCK/BYYHTH KOHCTAaTaluje
KOJ] KOjUX HHje 0CcTBapeHa MMUHMMaHa BpeaHocT oa 0,5 (Hair et al., 2010).

V tabenu 4.11 cy maTH pesyaTarH aHalu3e MOY3JaHOCTH 3a BapHja0dIy TEXHOJOTHja, KOja
obyxsara neT koHcTaTauuja. C 003upom ma KponbdaxoB koeduuujent anda nznocu 0,894,
IITO je BHULe OJ HpenopydeHe rpaHudHe BpeaHoctH 0,7, MoXe ce 3aKby4HTH Ja je
Bapujabna TeXHOJOTHja TOy3daHa, OJHOCHO Ja TOCTOjM ojrosapajyha HHepHa
KOH3MCTEHTHOCT KOHCTaTalWja koje je umHe. IIpuToM, HcKIbyuHBameM OHIO Koje Of
KOHcTaTanuja 01 gouuto ao cmamema Kponbaxosor anda. [Topen Tora, cBe KoHcTaTauuje
33/T0B0JBARAJY YCIIOR TO THTAMy CTENeHa Kopenaruje ca BapujabnoMm Kojoj mpHmanajy, Te
HMjeaHa KoHcTaTauMja Hehe OMTH MCKIbYdeHa U3 1ajbe aHAIIN3E.

Tabena 4.11. Ananusza noy3TaHOCTH 3a BapHjabIy TEXHONOTHja

Kopenanuja Kponbaxos
Koncraranmja KOHCTATaUHje auada 6e3
ca BapHjadIloM  KOHCTaTanmje

Bama opranmsanuja mma oaroBapajyhu xapasep

. 0,727 0.875
KOJH CITykH 3a Bame kymue.
Bama opranmsanuja uma ojrosapajyhu codrsep
KOju chnyxH 3a Bame kyme. 0.836 0847
Bama opraHusaiuja noceayje Jo0ap
HHPOPMAIMOHH CHCTEM M TeNeKOMYHHKAHOHY 0,717 0876
UH(PpaCTPYKTYPY.
Bama  oprammsanuja  moceayje — moTpeOHY
UHPACTPYKTYpY 3a NPUKYIJbame I[oJaraka o
KyNuHMa ca CBHX Tadaka HHTepakiHje ca 0,739 0.870
KYyI1IHMa.
Bama pauynapcka TexHoloruja Mo:xe nomohu y 0.604 0880

KpeHpamy npuiarohenux nonyaa sa Bawme kynue.

Bpennoct Kponbaxoror anda 3a rapujadbny texnonoruja usnocu 0,894
Hssop: Avmop

Hajeuma mpemnoct KponbOaxoror koedunwujenta anda oa 0,929 ce jarma kom apyre
KOMIIOHEHTE YNpaBbaka OJHOCHMA ca KYNIMMa, 0JHOCHO KoJ BapHjabne byau. HaBemena
BapWjabna je MepeHa Tpeko JBe KOHCTATAllje M MCIYHaRa YCIOBR MOY3JaHOCTH, Kao M
gperxonne Bapujabne, mwto norephyje nobujena Bpeanoct Kponbaxosor anda seha ox 0,7.
Ha ocHoBy pesynrara npukazanux y tabenu 4.12 Moxe ce youuTH Ja ¢y 00e KOHCTaTauuje
KOjuMa ce MepH BapHjadna JbyIM HCTOM jaYHHOM KOpEITHpaHe ca HOCMaTpaHOM BapHjadioM,
Kao ¥ JIa je Ta jauuHa oJrosapajyher HHTeH3UTETA.
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Tabena 4.12. Ananisa noy31aHoCTH 3a BapHjalIly JbyIn

Kopenanuja Kponbaxor
Koncraraumja KOHCTATauHje asga oe3
ca BapHjabdioM  KOHCTaTammje

Ton MEHaIIMEHT ,'_"[aje BHCOK NPHOPHTET

0,867 -
YIpaB/barky OJHOCHMA Ca KyINLIHMa.

Bamm nporpamMu o0yke 3amocleHHX AW3ajHHPaHH

Cy Jla pa3BHjy BEIITHHe NoTpeOHe 3a NpUBIaYeHe 0,867 -

U npoxyO/bHBabe 0JHOCA CA KyIIHIMA.

Bpennoct Kponbaxosor anda 3a Bapujabny jbyau usHocu 0,929
UzBop: Aymop

Cneneha Bapujabna kojoj je TecTupana noysaanoct jecte nporec. C 063upom f1a je BpeaHocT
Kponbaxosor anda 3a oBy Baijaﬁ.nnseha ox rpannyHe BpeanoctH 0,7 n xoja n3nocu 0,911,
3aKJbyUYje ce Aa je ucra moysjaana. Kajga ce mocMaTpa KopenanHja KOHCTaTaluja Koje YnHe
BapHjallly mpolec ca HCTOM, Ha OCHOBY pesyiTraTa NpHKazaHUX y Tabemn 4.13, moxe ce
YOUHUTH Ja CBE KOHCTaTalKje HCITymhaBajy oTpedan yclos.

Tabena 4.13. Ananuza noy3JjaHOCTH 3a BapHjabIy mpolec

Kopenauuja Kponbaxor
Koncraraumuja KOHCTaTauuje auga oe3
ca BapHjadlloM  KOHCTaTammje

Y Bamoj opranMsanuji THOCIOBHH MpPOLECH CY
JH3ajHHPaHH na noboJbIajy KBATHTET 0,829 0,865
HHTEpaKIHje ca KylmiuMa.

[TocnoBHM 1MILEBH OpraHM3alMje Cy yCMepeHH Ha

0,859 0,839
3a10BOJECTBO KyIaua.

Bama opranmsanmja  je  ycrmocTaBuia - jacHe
MIOCJIOBHE 1IHJBEBE BE3aHE 3a NpHBIAdeIhe, pas3Boj, 0,778 0,907
3apKaBamke U peakTHBALM]Y Kymana.

Bpennoct Kponbaxoeor anda 3a Bapujadny npouec usnocu 0,911
H3Bop: Avmop

Hakon ananuse moy3maHOCTH 3a TPH KOMIIOHEHTE YNpaBJbamka OJHOCHMA ca KyINIHMa, HCTa
je ypahena u 3a 4eTupu rpymne opranusarmonmx nepdopmancu. Ha ocnoBy Tabene 4.14
MOJXKE Ce 3aKJBYUWTH Ja 3a Bapwjabny ¢uHaHcHjcke nepdopmaHce BpeaHocT Kponbaxosor
xkoepunjenta anda wmsznocu 0,851. akne M oBa Bapujablna 3a70BOJ/baBa KPHUTEPH|jyM
muHuMamie BpeaHocT KponOaxosor anda on 0,7. Taxole, cBe koncrarauuje umajy
oarosapajyhm crenen kopenauuje ca apujabnom, a MCKJbyuMBameM OMIIO KOje o4 Tpu
KOHCTaTanmje Koje uuHe ¢uHaHCHjcke mnepdopMance Om Ouna cmameHa BPEIHOCT
Kponbaxosor koeduumjenta anda.
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Tabdesa 4.14. Ananusa noy31anocTH 3a BapHjadry ¢uHaHcHjcKe nepdopmaHce

Kopenanuja Kponbaxor
Koncraraumuja KOHCTaTauuje auga oe3
ca BapHjabd.I0M  KOHCTaTaluje
[MpoduTtabunuocr 0,671 0,839
[Mopact TpsxumHor yueurha 0,831 0,681
[Topact npuxoaa ox mpogaje 0,673 0,840

Bpennoct Kponbaxosor anda 3a Bapujabny ¢unancujcke nepdopmance u3nocu 0,851
HsBop: Avmop

Beoma Bucoxka BpeanocT Kpondaxosor koedunujenTa anga ce jaBba M KO IeppopMaHCH U3
nepcrniekTHBe kynana M u3HocH 0,920, mro ynyhyje Ha HMHTEpHY KOH3HCTEHTHOCT OBE
BapHjabne. M y oBoM ciyuajy HHje noTpeOHO HCK/BYUHUTH HHjeAHY KOHCTaTauujy, umajyhu y
BHIY [a CBe KOHCTATaldje 3aJ0BOJbABAjy YCIOB Yy MOTIeAy Kopenauuje ca BapHjabloM n
UCKJbyunBalkeM OMIO Koje KoHcTaTauuje OM ce cmamuo KponbOaxom anda. Pesynratu

aHanmu3e NOY3MaHOCTH 3a Bapujabmy mepdopMmance U3 mepcrneKTHBE Kymnala ¢y NMpHKazaHe y
Tabenu 4.15.

Tabena 4.15. Ananusa noy3aaHocTH 3a BapHjadiy nepdopmaHce U3 NEPCIEKTUBE Kynana

Kopenanuja Kponbaxos
Koncraranmja KOHCTATaUHje asga 0e3
ca BapHjadloM  KOHCTaTanmje

Jlojannoct Kynana 0,793 0,904

[Tonossbena kynoBHHa 0,804 0,900

Catuchaxuuja Kynaua 0,859 0,881

[TpnBnademe HOBHX Kynaua 0,808 0,899

Bpennocr Kponbaxosor anda 3a Bapujabny nepdopMance H3 IepCIeKTHBE KyNala H3HOCH
0,920

HsBop: Aymop

Bpennoct Kponbaxosor koejuumjenra anda 3a BapHjadly MHTEPHH MPOILECH NOKa3yje Ja
HaBeJeHa BapHjabma MMa 3agoBosbaBajyhy mnoysmanocr, mmajyhu y BHAy Oa BpeaHocT
Koe(puIjenTa U3HOCH %99, ITO je BHIIEe oA rpanudHe BpenHocTH 0,7 (Tabena 4.16). Ko
nocMmarpaHe BapHjaOlle CBe KOHCTATallMje MCIYH-aBajy YCIOB MOY3JAaHOCTH, IITO JOKa3yjy
BpeAHOCTH Kopenaiuje 1 KponOaxoBor koedunmjenta anda y ciaydajy UCK/bydHBama HEKE
O] KOHCTATAIIH]a.
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Tabena 4.16. Ananuza Moy3JaHOCTH 3a BapHjaOIly HHTEPHH MPOLECH

Kopenanuja Kponbaxor
Koncraraumuja KOHCTaTauuje auga oe3
ca BapHjabdioM  KOHCTaTammje

CerMeHTanMja ¥ TApTETHPAkE Kynaia 0,640 0,793
Pa3Boj HOBHX Npoun3BOJa 0,779 0,731
OnepatuBHa epHKaCHOCT 0,536 0,828
Cwmameme BpeMeHa peliaBamba xanou 0,685 0,764

Bpeanoct Kponbaxosor anda 3a Bapujabiy nutepnn nporecu ussocu 0,899
Hssop: Aymop

VY Ttabenn 4.17 je npukaszaHa aHanM3a NMOY3JAaHOCTH 3a BapHjadimy ydeme M pas3Boj, Koja
npeicTaB/ba TOCHEAlBY [OCMaTpaHy MEepClHeKTHBY OpTraHM3allMOHHX —mepdopMaHCH.
Vr1epheno je na je u osa Bapujabna noysmana, ¢ 003upom aa je Bpeanoct Kponbaxosor anda
Beha ox 0,7 1 M3HOCH O,SOnAHanma je mokasana Ja cy o0e KOHCTaTallje KojuMa ce Mepu
BapHjabna y4eme H pa3Boj HCTOM jadHHOM KOpeaHpaHe ca MOoCMaTpaHOM BapHjabiioM, Kao H
Jia je Ta jaquHa o/IroBapajyher HHTEH3HTETa.

Tabdena 4.17. Ananusa noy31aHOCTH 3a BapHjaliy yucHmke U pa3Boj

Kopenauuja Kponbaxor
Koncraraumuja KOHCTaTauuje auga oe3
ca BapHjadlloM  KOHCTaTammje

[IpoayKTHBHOCT 3amOCIEHHX 0,671 -

BemTHHe H 3Hama 3aM0CclIeHHX 0,671 -
Bpennocr Kponbaxosor anda 3a Bapujabny yueme u pazroj nznocwu (1,802
H3Bop: Avmop

V IuBY HOJATHOT HCOUTHBARKA TOY3TaHOCTH HCTPAXKMBAUKOD OKBHPA, YCIeIWIa je aHalm3a
CMV mpobnema. Kako O ce cmamuie mance 3a Hacranak CMV mpobnema, jacHo je
O3HaYeHa CBAKa Baija'o'nzn YIMTHHUKY, T€ jé Ha Taj Ha4KH H3ABojeHa o1 ocTanux. HomaTtHo,
npuMeHoM XapMaHoBOT TecTa nomohy amanuse riIaBHUX KoMIon@gry, ys oapehuBame
jensor dakropa, je usBpmena post hoc anamsza CMV npodnema. Ha ocHoBy pesyntaTa
XapmaHOBOT TecTa NpuKazaHux y Tabenu 4.18 ce Moxke 3akbyunTH Ja je 44,25% ykynne
BapHjaHCE OMHCAHO jeAHUM (PAKTOpOM KOjU o0yxBara ABajeceT TPH KOHCTaTaluje, ITo je
Mambe o[ npenopyueHux 50% (Podsakoff & Organ, 1986; Mutebi et al., 2020), Te ce Moxe
3aKbyuuTH fa CMYV He npeacTaB/ba NpoOIeM y HCTPaKUBAILY.
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Tabena 4.18. Pesynratn Xapmanosor TecTa

IToueTHe KapaKTepHCTHYHE H3nBojene cyme kBajgpara
Komno- BPEeIHOCTH ontepehema
- Yieynio Bap;?aﬂce YK;EI:HH Yiymio Bap;?aﬂce YK%ZIHH

1 10,176 44,245 44245 10,176 44245 44245
2 3.456 15,025 59.270

3 1,557 6,769 66,038

4 1,188 5.163 71202

5 0,929 4040 75,242

6 0.835 3,632 78.874

7 0,728 3.166 82,040

8 0,555 2411 84,452

9 0,484 2,106 86,558

10 0427 1856 88414

11 0,359 1561 89.975

12 0,307 1336 91311

13 0,302 1313 02,624

14 0,275 1,195 03819

15 0,262 1,139 94958

16 0,203 0,884 05,842

17 0,196 0.852 96,694

18 0,156 0,680 97,374

19 0,151 0,656 08,031

20 0,145 0,631 08,662

21 0,126 0,550 99212

22 0,100 0433 09,645

23 0,082 0,355 100,000

HsBop: Aymop
3.5. MogeJ cTpyKTypaJHHX jeAHAYHHA — TeCTHPAaIbe XHIIOTe3a

Kaxo 6u 6uno moryhe TecTupame XUnoTesa, MPETXOJHO jeé HEOMXOAHO YTBPAUTH MOY3AaHOCT
U BAIHIHOCT HCTPAXKMBAYKOT Mojena, 300r 4era je cipoBeeHa KoH(pUpMaTHBHA (akTopcka
anamm3a (Tabena 4.19). Koa cBux koHcTaTanuja BpenHocT ¢akTopckux ontepehema je u3Haj
npenopy4dene Bpeauoct of 0.6 (Hair et al., 2010), ynme ce nmotBphyje BanuaHocT Mojena.
3aTuM, BpeIHOCT NOKasaTeska IpocedHe H3iaBojeHe BapujaHce (AVE - average variance
extracted) je Beha on 0,5 (Fornell & Larcker, 1981), mro ykasyje Ha KOHBEPreHTHY
BanmuaHocT Mofena. [Topen Tora, BpeIHOCT MoKasaTe/ba KOMIO3HTHe Noy3gaHocTH (CR -
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composite reliability) je Beha ox 0,6 (Bagozzi & Yi, 1988), mTo ynyhyje u Ha KOMIO3UTHY
HOY3JaHOCT MOJIENA.

Tabena 4.19. Kondupmarupna axropcka ananmsa

daxTopcka

Bapujabaa/Koncratanuja omepeliema CR AVE
Texnonoruja 0,897 0,637

Tl 0,782

T2 0,882

T3 0,764

T4 0810

T5 0,744
Jbynn 0,932 0,872

Jbl 0.880

Jb2 0,985
ITpouec 0,911 0,775

I11 0.870

2 0,947

I13 0819
®unancujcke nepgopmance 0,864 0,682

@DII1 0,763

dI12 0931

@II3 0,772
[lepdopmance U3 nepcneKTHBE Kynana 0,921 0,744

K1 0.827

ITK2 0,842

ITK3 0913

ITK4 0.866
HuTepnn nponecu 0,899 0,691

UIT1 0.867

U112 0.849

HII3 0,757

U114 0.848
Yyeme H pa3Boj 0,805 0,673

YP1 0,789

VP2 0851

H3Bop: Avmop

Hakon npoBepe moy3maHOCTH H BaNIWAHOCTH MOJeNa, yCIeAuno je yrBphuBame mokasaresba
yknanama (fit indices), xoju ¢y npukasanu y tabenu 4.20. Ha ocHoBY 100MjeHHX BpeIHOCTH
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MOKE€ C€ 3aKJbY4HTH Ja Cy BPEeJHOCTH CBHX MapaMeTapa y CKIagy ce MpernopydeHHM
BpeaHocTiMa. KonnMuHuK BpeqHOCTH XM KBajpaTa M Opoja cremeHu cioboge (x*/df) uma
BpegHocT 1,52, mTo je y ckaagy ce MpenopykoM Ja KOIHYHHK OBHX BpeAHOCTH Tpeba OHTH
MamH o 3 (Carmines & Mclver, 1981). Takole, BpeqHOCTH KOMMNapaTUBHOT HHIEKCa
yknanama (CFI - comparative fit index), Taxep-JleBucoBor unaexca (TLI - Tucker-Lewis
index) 1 MHKPEMEHTANHOT MHAeKca yknanamwa ([FI - incremental fit index) 3amoBoJbaBajy
npenopydene kpurepujyme na Oyay usnang 0.9 (Byrne, 1998). Ha kpajy, BpegnocT kopeHa
cpenuHe kBagparHe rpeuike (RMSEA - root mean square error of approximation) je HUxkKa 0f
0,08 (Hair et al., 2010), ognocro uznocu 0,070. Mmajyhu y Bumy HaBeaeHo, Moxke ce
3AKJBYUMTH [1a [OCTOjU 100po yKIanambe Mojela.

Tabena 4.20. [ToxazaTessn CKIaAHOCTH UCTPOKUBAYKOT MOJIema

IMokazaTebn Jlodujene speqnoctn ['paHnuHe BpeaHOCTH
df 318,421/209=1,52 <3
CFl 0,943 >0,9
TLI 0,931 >0.9
IF1 0,944 >0,9
RMSEA 0,070 <0,08

HzBop: Avmaop

Hakon noTspljeHe BamMOHOCTH M CKIATHOCTH HCTPAXKMBAYKOT MOJENA, CHPOBEICHO je
MOJENHpabe CTPYKTypanuux jennauuHa (SEM - structural equation modeling), xako 0ou
OHII0 M3BPILEHO TECTUPAE XUIOTe3a. PesynTaru cy npukaszann y Tabemn 4.21.

CnpoBohemeM Mozemipama CTPYKTYpaIHHMX jeiHA4YMHA je YTBpheHo 1a TexHolordja kao
NpBa KOMIIOHEHTA YIPaB/bakba OJAHOCHMA ca KYNIMMa HMa CTAaTUCTHYKH 3HaYajHe HETaTHBHE
eexte Ha ¢unancujcke nepdopmance (f=-0,304, p<0,05), ka0 U Ha mepdopmaHce H3
nepcnektise Kynana (B=-0,268, p<0,05). 3atum, yrBphcHO je Ja TCXHOIOTHja CTATHCTHYKH
3HAYAjHO TO3UTHBHO yTH4e Ha uHTepHe npouece (f=0,439, p<0,01), kao 1 Ha yueme U pa3Boj
(B=0,273, p<0,05). C o6G3upoM Ja cy HeTHPH O] HeTHPH TecTHpaHa ejeKkaTa TeXHOJIOTHje
CTaTHUCTMYKM 3Ha4ajHa, 3akbydyje ce fAa je xumoreza X1.1 morsphena. Ananmzom je
YTBpheHO 1a JByAM Kao Apyra KOMIIOHEHTa YNpaBJbamba OJHOCHMA ca KYyMIHMa HeMajy
CTaTUCTHYKHM 3Ha4ajHe e exTe Ha (puHaHcHjcke nepdopmance (p=>0,01). Mehytum, HaBeeHa
KOMIIOHEHTa HMa CTATHCTHYKH 3HayajHe MO3HTHBHE e(peKTe HaA MpeocTalle TPU MepCIeKTUBeE
nepgopMaHcH, 0JHOCHO Tiepopmance U3 nepcnekTuBe kymaua (f=0,296, p<0,05), unrepne
npouece (f=0,268, p<0,05) u yueme u passoj (f=0,491, p<0,01). Umajyhu y Buay na syau
MMajy CTaTHCTHYKE 3HadajHe eeKTe Ha TPU OJ HYeTUPH MepcleKTHBe MepdopMaHCH, MOKe
ce KOHCTATOBaTH fda je M xumortesa X1.2 mpuxsahena. Ilporec, kao Tpeha koMmnoHeHTa
yhpaBbaba OJHOCHMA Ca KyNIMMa HMa CTaTHCTHYKM 3HAa4ajHe NO3HTHBHE e(eKTe Ha
¢unancujcke nepdopmance (f=0,655, p<0,01), 3atTum Ha nepdopMance U3 MEPCIEKTHBE
kynana (p=0,611, p<0,01), xao u Ha uuTepHe npouece (f=0,242, p<0,1). Ca gpyre crpane,
HaBeJeHa KOMIOHEHTa HeMa CTaTUCTHMYKM 3HayajaH YTHLA] HAa YETBPTY MEpCHEKTHBY
OpraHH3alHOHUX NepdopMaHcH, OTHOCHO Ha ydcke W pasBoj (p>0,01). Ilopex npse aBe
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nomohne xunorese, nmorsphena je n Tpeha nomohna xunotesa X1.3, ¢ 003upom aa npouec
CTaTUCTHYKH 3HAYajHO MO3UTHBHO YTHYE HAa TPH Of HETHPH IMepCNeKTHBE mepopMaHCH.
Bucoxe BpemHocTH [ KkoedHIHjeHATa MOKasyjy da O TPH KOMIIOHEHTe YIPaBJbarba
OfHOCHMA Ca KYMIMMa, KOMIIOHEHTa Npollec MMa Hajjaue edekTe Ha OpraHu3alHOHe
nepgopmaHce.

Tabena 4.21. TecTupame XUnoTe3a — MOJAETUpPamke CTPYKTYpPAHUX jeqHadnHa (SEM)

— Crangapan3oBana ——
Ay npouena (B) P epeA
Texnonoruja — duHaHCcHjCKE -0.304 0,023

neppopmaHce

X11 Texnonoruja — [Mepdopmance H3 -0.268 0,019%
' NEepCIeKTHBE Kymnaua

Texuonoruja — UaTepHu nporecu 0,439 0.,000%%*
Texnonoruja — Yueme u pa3Boj 0,273 0,027%*
Jbynu — dunancujcke nepdopmance 0,026 0,854
s .Il{by)I/_I;::Lilaa [Tepdopmance u3 mepcrexkTHBe 0.296 0.013%*
Jbynu — HMnTepnu nponecu 0,268 0,013%*
Jbynu — Yueme u pazBoj 0,491 0,000%%**
[Tponec — dunancujcke nepdopmance 0,655 0,000%%**
Ilponec — Ilepopmance U3 mepcrexTUBe 0.611 0,000
X1.3 Kynaua
ITponec — Wutepnu npouecu 0,242 0,060*
[Tponec — Yuemwe u passoj 0,161 0,264

*** Bpenuoct je curiuuxkanTia Ha Husoy p < 0,01
** Bpeauoct je curaurkanTHa Ha HEBOY p < 0,05
* BpeauocT je curiiukaHTHa Ha HUBOY p < 0,1

H3Bop: Avmop

Umajyhu u BHAy ma je JgeceT OJ YKYNHO [ABaHAeCT TECTHPAHHX YTHIAja CTATHCTHYKA
3Ha4yajHo (cnuka 4.2), 0OHOCHO Jda Cy NoTBpheHe cBe TpH MOMOhHE XMIOTE3E, MOXKE Ce
3aKJbYYYTH 71a je raBHa xunotesa X1 npuxsahena.
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Cinka 4.2, f xoepHIHjeHTH TeCTHpPaHUX yTHIIaja
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H3Bop: Aymop
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VIEO

EMITMPUJCKO UCTPAKUBAILE —
E®EKTH TEXHOJIOTHUJE 3A
YIIPABJbAILE OJJHOCUMA CA
KYINLUMA HA HAMEPY YIIOTPEBE
KOPUCHUKA




1. HPEJ],MET, HHU/bEBH H XHIIOTE3C HCTPAKHBAIbA

Ilopen Tora mro TexHonoruja Tpeba ma mpyxkd nomoh mpumHkoM obaB/bama pagHHUX
aKTHBHOCTH, OHa Takolje mopa OutH npuxsaheHa M 3amocneHu Tpeba na Oyay BOJBHH Ja je
KOPHUCTE Ha CBOjUM pagHMM MecTHMa. Ha ocHOBY aHamM3e TeOpHjCKHX MoJena o
NpUXBaTalby TEXHONOTHje OJ CTpaHe KOPHUCHHMKA M pe3yiraTa CHOpPOBEJSHHX eMIHPHjCKUX
cryauja, aeduHMcaH je WHCcTpakuBauku oxBuMp. Hayuno yremememe 3a oBaj Jeo
UCTpaKMBama MpPEAcTaBibajy TeopHja Ycarnamasama 3agarka ¥ Texnonoruje (TTF — Task
Technology Fit), xao u JequHcTBeHa TeopHja IpuxBaTama H yrnorpede Texnonoruje (UTAUT
- Unified Theory of Acceptance and Use of Technology). Ilpema TTF Tteopuju, aytopa
Goodhue w Thompson (1995), kapakTepHCTHKe TEXHOJOTHje M KapaKTEPUCTHKE 3aJaTKa
YTHYy Ja ycarjaunicHOCT 3ajJaTka M TEXHONOTHje, WITO 3ay3Bpar oapchyje MHAMBHIyamHe
nepdopmance kopucHuKa W cTBapHy ynorpedy. UTAUT moaen (Venkatesh et al., 2003) je
jeman ona Hajuemhe KopHITheHHX MoJena y cTyaHjamMa Koje TNpoydaBajy HpPHXBaTame
TEXHOJOTHje OJ CTpaHe KopHcHMKa. OBaj Mojen mHocMaTpa ouekuBaHe mnepdopMaHce,
OYEKHBAHH HAamop, JAPYIITBEHH YTHIA] W TEXHHYKE YCIOBE Kao YETHPH KJbyuHe
JeTepMHHaHTe HaMepe MOHalllamba H ynoTpede TeXHONOTHje U MpeAcTaB/ba KOpHCTaH anaT 3a
MeHAalIMEHT KOjH Tpollemyje BepoBaTHohy ycrexa IpUnHkoM yBoljea HOBe TEXHOJIOTHje.

Onpehene cryauje cy xopuctune I'TF (Raman et al., 2006; Pai & Tu, 2011; Gu et al., 2015;
Abbes & Khemakhem, 2021; Itani et al., 2022) umn UTAUT teopujy (Pai & Tu, 2011;
Chatterjee et al., 2020; Abbes & Khemakhem, 2021, Chaiterjee et al., 2021) npunmukom
npoydaBama ycajam-a CRM TexHoIoTHje o] cTpaHe KopucHUKa. MelyTum, HujeqHa o aBe
NIOMEHYTe TeopHuje NpUXBaTamka TEXHOJNOTHje He MOKE CaMOCTANHO Y MHOTIYHOCTH [Ja
o0jacHu npuxsatame U Hamepy ynotpede CRM-a. UTAUT Teopuja ce Gasupa Ha cTaBOBUMA
KOPCHHKa, ajli jeHOCTaBHO (hOKycHpame Ha KOPHCHHYKY MepLeNlujy TEXHOIOTHje MOXK/a
nehe outn momoreno (Zhou et al., 2010). Moryhe je 1a, mako KOPUCHHUIM TEPHHIUPAJY
TEXHOJIOTHjy Kao HalpeaHy, OHH je HE YCBajajy YKOJIMKO MHUCIE Ja 0Ba TEXHOJOTHja HHjE Y
CKJIay ca I/HUXOBHM 3adalliMa M Ja He MoKe NoboJbiIaTH mbuxose nepdopmance (Lee et al.,
2007; Junglas et al., 2008). JIpyrum peunma ycBajarbe TEXHOIOTHjE O] CTpaHE KOPHCHHKA
Huje oipeheHO camMo IHMXOBOM IMepLENIHjOM M CTaBOBHMa TpeMa TeXHONOTHju, Beh H
ycariameHoCTH TexHollorHje ca saganuma. Ca apyre crpane TTF TeopHja aHanmsupa
ycarnameHocT 3aaTka U TeXHOJIOTHje, all He cajp)KM NeplLeniije KOpUCHHKA. Y Be3H ca
HaBeJEHHM, Kako OH ce HckopHcTHIe npeaHocTH 0be Teopuje (I'TF u UTAUT), a oTKIOHANE
oJpeheHe MamKaBOCTH, N0 yraeay Ha aytope Pai v Tu (2011) u Abbes n Khemakhem (2021),
KOMOHHALMjOM OBa JBa MOJENA pa3BHjeH je MHTErpaTHBaH NPUCTYI 3a Mepeme Hamepa
ynotpebe kopucHuka CRM-a.

Ilpepmer wucTpaxkuBama y O0BOM Jelly JAucepTanuje jecy ¢akropu koju oapelyjy
ycarnmamieHoct CRM TexHONOTHje M 3aJaTka, Kao M K/bydHe [EeTePMHHAHTE HaMepa
KOPUCHUKA y norneny kopuithema CRM TexHonoruje. OCHOBHH IIHJb HCTPKUBAKBA Y OBOM
Jeny [JHUcepTallije jecTe Ja ce Ha OCHOBY peNeBaHTHE TEOPHjCKO-METONONOLIKE N
eMnupHjcke aHamu3e gohe M0 HAYYHWX W TNPAKTHYHO PeleBaHTHUX cazHama O (pakTopHMa
KOju yTH4y Ha Hamepy ynorpede xopucHuka CRM Texnonoruje. Y Be3H ca THM, HCIHTaHH
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cy epexTn kapaxrepucTHka CRM TeXHONOTHje M KapaKTepPHCTHKA 3a/1aTKa HAa ycariameHoCT
3agaTka H CRM TexHonoruje, kao U eekTu ycariameHocTd 3anaTtka 1 CRM TexHonoruje Ha
ouekHBaHe nepdopmMance xopucuuka CRM texuonoruje. Takohe, yrBphenn cy u edexrn
OUYEKHBAHUX Nep(opMaHCH, OUEKUBAHOT HANOpa, APYIITBEHOTr YTHIlaja H TeXHUYKHUX YCI0Ba
Ha Hamen ynoTtpebe kopucHuka CRM texnonoruje. [lopen ocHoBHOr, mpenusupaHy cy u
cnenehu U3BEIEHH TUILEBH:

e [lpeu wm3BemeHM HWBL ce€ OJHOCH HAa KOMIAPaTHBHY aHAaIM3y MPeUI0KEHUX
TEOPHjCKHX MoJena kojuma cy oOyxsahenn oanocH wu3Mmely mocMmarpanux
UCTpaXMBAYKUX BapHjadiiy;

e Jlpyrn wH3BeAeHM LML TOApa3yMeBa TECTHPAme BaNHMAHOCTH OpMHPAHOT
HCTPaKUBAYKOT MO JENa;

e Tpehu n3Benenu HuiL ce OAHOCH Ha yTBphuBame edekaTa ycarjaleHOCTH 3aJaTKa U
CRM TexHoNoOTHje Ha OYeKUBaHe nepdopmance KopucHuKa CRM TeXHONOTH]E;

e UerspTu u3BefeHM LML oOyxBaTa yTeBphuBame pasnuka y penausjaMa H3mely
nocMaTpaHuX BapHjaOlM Ha HUBOY oApeheHux cermeHara.

Ha ocuoBy dopmynucanor npeaMera u AedHHacaHHX [HIBEBa HCTPAXKHBaAILA, OUSKyje ce a
he moOujeHH pesynTatd omMoryhutu yHampeljeme TEOpPHjCKMX M NPaKTHUHHMX ca3Hama y
KOHTEKCTY pazyMeBama (axtopa Koju oapelyjy ycarnamenoct CRM TexXHOIOTHje U 3a1aTKa,
3aTUM ed)eKaTa ycarnalleHOCTH 3ajaTka 1 CRM TexHONOTHje Ha O4YeKHMBaHe Nepdopmance
KOPHCHHKA, Ka0 M KIBYUHHX NOeTepMHHaHTH Hamepe Kopuimthema CRM TexHonoruje on
CTpaHe KOpHCHHKA.

CxoaHO Je(pMHHCAHOM NPeAMETY H OCHOBHOM IIHJbY HCTPAXHUBaa, Y OBOM JENY JOKTOPCKe
JMcepTalyje je TecTupana cineacha xunoresa:

Xunoresa 2: Ilpumena muurerpucavor UTAUT-TTF wmopena  omoryhasa
HAEHTH(PHKOBae 3HA4Yaja MNojeHHAYHHX KOMIIOHEHTH Ha HaMmepy ynotpedbe CRM
TeXHOJIOTHje.

Y muiby TecTHpama HaBeleHe XHIoTese, opMmynucaHe cy oapehene momohHe xumnorese.
I[Ipee Tpu momohHe xunoTese cy H3BeAeHe Ha OCHOBY KJbYYHHX KOMIIOHEHTH Koje 00yXBaTa
TTF mopen (kapakTepucTHke CRM TeXHONOTHjE, KapaKTEpUCTHKE 3aJaTka H ycaraaimeHocT
3agaTka H CRM TexHONOTHje) U OHe Tiace;

Xunotresa 2.1: Kapaktepuctike CRM TeXHONOTHje MMajy CTATUCTHYKH 3HaYajaH yTUIA] Ha
ycarnameHocT 3aaarka 1 CRM TexHomnoryje.

Xunoresa 2.2: KapakTepucTHke 3aJaTKa HMajy CTaTHCTHYKHM 3Ha4yajaH YTHIA] Ha
ycarnameHocT 3aaarka # CRM TexHomioryje.

Xunoresa 2.3: Vcarnamenoct 3amatka 1 CRM TexXHONOTHje WMa CTATHCTHYKH 3HadajaH
YTHIIaj HA O4eKHBaHe nepdopmance kopucHuka CRM TexHonoruje.
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Hapenne wuetHpn mnomohne xunortese ce Oasupajy Ha enementuma UTAUT wmopena
(ouexknpane nepdopmarnce, 0UEKMBaHH HANOP, APYIITBEHH YTHIA] M TEXHUYKH YCIOBH) U OHE
riace:

Xunoresa 2.4: OuekuBane nepdopMaHce UMajy CTATHCTUUKH 3HA4ajaH YTHIIA] HA HaAMepy
ynotpebe CRM Texnonoryje.

Xunoresa 2.5: OuekrBaHH HAMOP UMa CTATHCTHYKHM 3HA4YajaH YTHIA] HA HaMepy ynoTtpebe
CRM TexHonoruje.

Xunotesa 2.6: /IpymTBeHn yTuiaj iMa CTaTHCTHYKHA 3HA4YajaH YTHIA] HA HaMepy ynoTpebe
CRM TexHonoruje.

Xunotesa 2.7: TexHuukd ycaoBH UMajy CTAaTUCTHYKH 3HAYajaH YTHIIA] HA HAMeEpPY ynoTpebe
CRM TexHonoruje.

Y unsby nakuer carnegaBamba Ae(MHHCAHUX OJHOCA M3MEDy MCTpaxHuBauUKHMX Bapujabiy, Ha
caumy 5.1 je npukazan NCTPAKUBAYKH MOJEI.

Cauka 5.1. Mojen uctpaxnpama

: |
| Kapaktepuctike Kapakrepucmike |
! CRM 1exnonoruje 3agaTKa !
1 1
: , X2 T i
' l
! I
H Vearnamenoct !
H samrka n CRM i
! TEXHOOTHje |
I
! 1
UTAUT i X23 :
i bty ': ------------------ === :
! y P
E Ouexnzane .
OuqexHBany HamOP | i i
! et
-=d
Jpymrsern yangj

Texun4akn veaoen

Hssop: Avmop

Y mormeny dopmymHcaHMX MCTpPaKHBAUKMX XMIIOTE3a, Of pesydTaTa CHPOBEAESHOT
EMITHPHJCKOT HCTPa)KMBaba Ce OuYeKyje Ja ce MOTBPAH MOCTOjamke CTATHMCTHYKH 3HAa4ajHHX
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edexaTa xapaxTepucTika CRM TeXHOIOTHje H KapaKTepHCTHKA 3aJaTka Ha ycariamieHoCT
3amaTka 1 CRM Texnonoruje. 3aTuM, oUeKyje ca Ja ce JOKake NPHCYCTBO 3HAYAJHOT YTHIAja
ycarnameHocTH 3agarka 1 CRM Texuonordje Ha ouexkuBane nepdopmance kopucauka. Ha
Kpajy, odeKyje ce Aa he pe3ynTaTH yka3aTH Ha 3HadajHe edekTe odekMBaHUX nepdopMaHCH,
OUYCKHBAHOT HATIOPA, APYIITBEHOT YTHIAja H TeXHHUKHX YCIOBa Ha Hamepy ynotpebe CRM
TEXHOJIOTHjE.

2. MeTo10/10ruja HCTPAKMBAHA H IU3AjH YIUTHHKA

V cknamy ca geduHHCAHMM TPEIMETOM H OCHOBHHUM IH/BEM HCTPAKHBAMA, KAo H
NOCTaB/LEHHM HCTPAKHBAYKUM XHUIIOTE3aMa, IPHUME-eHa je oJrosapajyha KBaliuTaTHUBHA H
KBaHTHTaTHBHA METOI0JIOTH]a IPUMEpeHa 3a ToApydje ApYIITBEHUX HayKa.

Y OKBHpY KBAJHTATHBHEe MeTOJ0J0THje je KopHimheHa aHamM3a cajpiaja, 3aTHM MeToJe
aHanH3e, CHHTE3e, HHAYKIUje, AeAyKIHje, Ka0 ¥ KOMIapaTHBHH MeTo. Y IHMJbY JIOHOIIeHka
CHCTEMATHYHHX M MOY3IAaHMX 3aK/bydaka O KJbYYHHM JEeTEepMHHAHTaMa Hamepe ynoTpede
TEXHOJOTHje 3a yIpaBjbarbe OJHOCHMA ca KyNLIHMa, NpHMemeHa je anaiusa cadpocaja,
OyTeM KOje je CIpOBEACH Mperie] M aHanusa cajpikaja BeNHMKOr Opoja myOnmKaimja
TEOPHjCKOT U MpakTHUHOT kapakTepa. Kako 6u ce uctpaxkusanu (eHOMeH JeKOMIOHOBAO Ha
JcNOoBe, Y IIMJbY HOCCOHOT caricaBarma CBAKOr aclekTa MpodiIeMcke CHTYyauHje, kopumheH
je anamumuuku memod. IlpumeHoM HaBeJeHOr MeToJa cYy Je(dHHHCAHE OCHOBHE
NpeTIoCTaBKe O AeTepMHUHAHTaMa HaMmepa KOPHCHHKA Y Moriefy kopuirhema TeXHOIOTHje
3a yhnpaB/bale OJHOCHMA ca KyMuuma. 3aTHMM KopuiIheH je memod cumnmese ga Ou ce
NIOBE3AITH OfIBOjEHH AcCMeKTH M HCTPaXKMBauKH NpobieM nocmarpao kao nenuHa. [Tomohy
MeToJa CHHTE3e je W3BpLIEHO TOBE3MBAaE TEOPHjCKUX KOHIIENaTa M3 peleBaHTHe
IMTepaType, Kao M nojaTaka o e)eKTHMa JeTepMHHAHTH Ha HaMepe KOPHCHHKA TEXHOIIOTHje
3a ympaB/bame 0JHOCHMA ca Kynuuma. [la 61 ce JOWIIO A0 OMIITHX CTaBOBa O KJbY4HHM
JeTpMHUHAHTaAMa TEXHOJIOTHje 32 YINpaBJ/bale OJHOCHMA ca KYNIUMa, IPHMEHeH je Memod
unoykyuje. Jlakie, mpUMeHOM OBe MeTofe ce Ha 0asM MojeJUHAYHHX pe3ynTaTa OpojHHX
peneBaHTHUX MCTPAXXHBAA J0A3H JI0 FeHepaTHUX 3akbydaka. CyNpoTHO, HA OCHORY OBHX
OMIUTHX Ca3Hama Cy Memodom r)er)yrﬂ;je M3BECHH TOceOHH 3aK/bydin o melycobumm
OMHOCHMA TIOCMATpaHux Bapujabnu. Ilopen HaBeaeHMX MeTOJa, Yy OBOM EMIHPHjCKOM
HCTpRXKHBamby je KopumheH M METOJ Komnapayije, Kako OM ce MCIHTAIM M YHOPEIHIH
OJHOCH TIOCMaTpaHUX BapHjabIM Ha HUBOY ojpelenux cermenara.

Ilopen kBamUTaTHBHE MOTOJOJIOTHjE, MPHMEHEHE Cy M OAroBapajyhe KBaHTHTaTHBHe
MeToJe H TeXHHKe Y IIUbY cIpoBoljerba eMIUpPHjCKOT UcTpaskuBama. Kako 61 ce Tectupane
dopMynucaHe HCTPaKMBAUKE XHIIOTE3e, NPUMEHEH je Memod auxeme 3a MKy batbe
NpUMapHUX MojaTaka, ¢ 003MpoM Ja HaBeIeHH MeToj oMoTyhaBa MPHKYIIbalbe 0OMMHUX
Pa3HOBPCHHUX MOJAaTaKa O MHILbEHHMA, CTABOBHMA, YHIEHHIIAMA, MOTHBHMA H HaMmepama
ucrmtanuka (Xaamh, 2003). [IpunukoM ankeTHpama je KopHilheH HHCTPYMEHT YIUTHHK,
Kako OM ce TpHKYNHIM nojauM oj mro Beher Opoja HcHmHMTaHHKAa ca pPa3IHYHTHX
reorpa)ckux nokaunuja. [Ipukyrbame nogataka je crpoBeAcHo of Kpaja 2022, roamue, 10
anpuna 2023. ronune. Kpenpan ynutnuk (Ilpunor b) canpxu nBamecer cenam KoHcTaTanuja
MepeHHX Ha ceJAMocTeneHoj JIMKepToBOj ckalH, ca KOjuUMa Cy MCIMTAHMIM MCKA3alH CBOj
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cTereH cnarama (1 - ancoiyTHO ce He ClIaXKeM ca KOHCTaTallHjoM, 7 - allCOIYTHO ce ClakeM
ca koHcTraTanujom). IIpBe udeTHMpm KoHcTaTaiMje ce ogHoce Ha kapakTepuctuke CRM
TeXHOJIOTHje, HapeAHe [Be KOHCTAaTallHjeé Ha KapakTepHCTHKe 3amaTka, cienehe wernpn
KOHCTaTalllje Mepe YycariameHocT 3agaTka u CRM Texsonormje. 3aTHM, YeTHpH
KOHCTaTalllje ce KOPUCTE 3a Mepeme OUeKMBAHHX nepdopMaHCH, IO TPH KOHCTATalHje ce
OJHOCE Ha OYEKMBAHW HANOp M APYIUTBEHM YTHIIaj, YETHPH KOHCTAaTallje Ha TeXHUUKe
YCIOBe, a Tocledme TpH Ha Hamepy ynotpebe CRM TexHonormje. Hopenolmx JBajeceT
cefaM KOHCTaTallMja, YIMTHHK 00yXBaTa M jelHO AMXOTOMHO MHUTamE, Kao M TeT MUTama ca
BHIIE TIOHYhEHHX OATOBOpa, Koja cy kopuiheHa 3a CTPYKTypHpame MCIUTAHHKA Npema
Holly, OYKHHH pagHOr CTaka, HHBOY oOpa3oBama, ydecTanocTH Kopuithewa CRM
TEXHOJIOTHje, BeIHYNHM M JeNaTHOCTH opraHusandje y kojoj page. CBe KoHcTaTalMje M3
YIHTHHKA Cy KpeHpaHe Ha OCHOBY PENeBaHTHHX CTPaHHX H3BOpPA JIUTEPAaType M aJanTHpaHe
3a noTpebe OBOTr MCTpakMBama. Y HAacTaBKy cy MpHKasaHe KopuiiheHe KoHcTaTauuje 3a
MEpCH-C HCTPAKUBAYKHX BapHjaOIIH.

Bapujabna kapaktepuctuke CRM TexHonoruje je mpeysera on Virdyananto W capaaHHKa
(2016) n Zhou n capagnuka (2010) n MepeHa je npexo cieache 4eTHPH KOHCTaTaLHjE:

1. CRM TexHOJOrHja Koja c& KOPHCTH Y OPTaHH3alMjH je JIAKO JOCTYMHA y OHIIO KOM
TPEHYTKY.

2. CRM TcxHOJOTH]a Ipyka YCIYIe Y pSaTHOM BPEMCHY.

3. CRM TexHoJOTH]a IpYy¥ka CHTYPHE YCITyTe.

4. CRM TtexHonoruja npyxa Op3y ycuyry.

Bapujabna xapaktepuctuke 3amaTka je npeysera ona ayropa Goodhue u Thompson (1995) u
cajpiKy HapeJHe JBe KOHCTaTaluje:

1. Yecto ce 6aBuM ,,ad hoc™ 1 HEpYTHHCKHM 3aJallUMa.
2. Tocnoeuu npoGneMu ca KojuMa ce 0aBUM YecTO YK/bYUYjy BHIIE OJ1 jelHE MOCIOBHE

¢dynkumje.

Bapujabna ycarmamenoct 3amatka u CRM TexHomoruje je mpeysera on ayropa Gu u
capagnuka (2015) u oGyxBara cnenehe ueTHpH KoHCTaTalHje:

1. ®ynknmonamnoctn CRM Texnomoruje ¢y BecoMa aJcKBaTHE 3a IMOMOh y M3BpIICHY
J0JeJbEHHX 3aaTaKa.

2. dynxunonannoctu CRM TexHoloruje cy BeoMa KOMINATHOMIHE ca MOJHM 3aJaliMa.

GOynkunonannoct CRM TexHOIOTHje YMHE MOje 3aJaTKe BEOMA JIAKHM.

4. T'enepanno, d¢ynkunonanHoct CRM TexHonordje HajOoJbe OATOBApajy MOJUM

98]

3aJauma.
Bapujabna ouexupane nepdopmance je npeysera o Seymour U capagauka (2007) u ogHocu
ce Ha Hape/He YeTUPH KOHCTaTaluje:

1. Kopumhewe CRM Texnonoruje nosehasa Mojy npoayKTHBHOCT.
2. Kopumhewe CRM TexHONOTHje MH NOMaXke Ja OpiKe opaJHM CBOjE 3aJaTKe.
3. Kopumhewe CRM TEXHONOTHjE je KOPHCHO 3a MOj TIOCAO.
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4. Kopumheme CRM Ttexnonoruje nopehaBa KBAIHTET pe3yiTaTa MOT paja.

3a Mepeme Bapujabne odekuBaHH Hamop cy on Virdyananto wn capaguuka (2016) u
Balakrishnana v capagunka (2022) npeysere cnenche Tpu KoHCTaTanuje:

1. CRM TexHozOTH]ja je jeAHOCTaBHA 3a KopHinheme.
2. buno mu je 1ako aa HayduM Ja KopucTHM CRM TeXHOIOTH)Y.
3. Kopumhewe CRM TexHONOTHje He 3aXTeBa MHOTO MEHTAJIHOT HAIoOpa.

Bapujabna apymTeenn ytunaj je npeyseta oa Virdyananto n capagnuka (2016) n Venkatesh
n capanuuka (2003) u MepeHa je npexo cieache Tpu KoHcTaTanmje:

1. Jbyou koju yTHdYy Ha MOje HOHaUlamke Ha pagHOM MecTy MHcne Oa Tpeba ma
kopuctum CRM TexHolorujy.

2. Tloapuika MenagmeHTa je o1 Benuke noMohu y kopumthewy CRM TexHonoruje.

3. T'enepanno, opranmu3anuja noapxkasa ynorpedy CRM TexHonoruje.

Bapujabna texuuuku ycnoBH je mpeyseTa oa ayropa Virdyananto u capagnuka (2016) u
Venkatesh v capagnuka (2003) 1 caap:xu HapeIHe YeTHPH KOHCTaTalH]e:

1. Hmawm pecypce notpebHe 3a pan unu kopuithewe CRM TexHonorHje.

2. Hmawm 3name notpebHo 3a paa uiau kopumtheme CRM Texnonoruje.

3. CRM TexHozoTHja je KOMIATHOWIHA ca APYTUM HH(OPMALMOHUM CHCTEMHMA KOjH ce
KOPHCTE Y OpraHH3aIHjH.

4. Iloctoju ocoba UMM AenapTMaH y OpraHH3alMjH KOjU Cy CIIPEMHH Ja MOMOTHY aKo
uMaum noremkoha y kopuirhewy CRM TexHonoryje.

3a Mepeme BapHujabne HaMmepa ynoTpede CRM Texnonoruje cy o ayropa Wu u Wu (2005) n
Balakrishnana v capagnnka (2022) npeysere cnenehe TpH KoHCTaTanuje:

1. HamepaBam na kopuctuM CRM TEXHOJIOTH]Y ¥ CBOM TOCIIY OHOJIHKO Y€CTO KOJIHKO je
noTpedHo.

2. HamepaBam 1a pemoBHO KoprcTHM CRM TEXHOJOTH)Y ¥ CBOM TIOCITY.

3. Ilpenopyunna 6ux apyruma kopuitheme CRM TexHonoruje.

O6paga NpHKYIUBEHHX TIPHMAapHHX MOJATAaKa je CHPOBEACHA NPHUMEHOM pAasIHYHTHX
cmamucmuykux memooa. Ilogaun cy Ha oarosapajyhu Ha4MH COPTHPAHH U TPYIHCAHH KAaKO
O OuNH TpHUNpeMJbEHH 3a pealu3alMjy CTaTHCTHUKMX aHanu3a. Hajope je u3BpuieHa
JeCKpMNTHBHA CTAaTUCTHYKa aHanM3a Kako OM ce HCIMTana MOBOJBHOCT M XOMOT'GHOCT
CTABOBA HCIHTAHMKA MO0 THTamky KOHCTaTanMja W3 ynuTHuka. [IpunukoM rpymucama
NojeAMHAYHN X KOHCTaTaluja y (pakTope KOju NpeacTaBsbajy HCTpaXkMBadke BapHjadie je
npUMeleHa eKclimopaTuBHa ¢akTopcka aHanusa. Hakon Tora je yenemuna mnpoBepa
noy3ganocTd (popMHpaHHX Bapujadiu, 0JHOCHO M3padyHaBame Kponbaxosor xoeduunjenta
anda, kao u cnposohieme XapMaHOBOT TecTa jeHOT (PaKTOpa. 3aTHUM je YCJIEeIHI0 TeCTHPAhe
NOY3JaHOCTH M BalMJHOCTH MCTPAKUBAYKOT MOJena, HPHUMEHOM KOH(pMPMaTHUBHE
(dakTopcke aHanuze, KojoM cy yTBpheHe BpeaHocTH QakTopckux omnrepehema, CR
(composite reliability) n AVE (average variance extracted) unpexca. [lopen Tora,
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oapehusamem CFI (Comparative Fit Index), IFI (Incremental Fit Index), TLI (Tucker Lewis
index), RMSEA (Root Mean Square Error of Approximation) unaexca, kao u x°/df paunja je
HCIIMTHA CKIAIHOCT HCTpakuBaukor Moaena. [loTom, MeToZoM MoJenHpama CTPYKTYpamIHuX
jelHa4YMHA je M3BPIUEHO TECTHpamke XWUIOTEe3a, OJHOCHO MCIHTHBALE eeKaTa HEe3aBUCHUX
Ha 3aBHcHe BapHjabne. Ha kpajy, mpumersena je BHIIErpynHa aHATH3a Kako O ce yTBpAuie
pasnmHKke y penanyjama u3Mmely nocMmatpaHMX BapHjabnd Ha HUBOY cerMeHaTa, OXHOCHO
mMel)y Mymikapana ® ookena. [Ipunukom obpame mogaTtaka ¥ crpoBolhjerma HPETXOTHO
HABEJCHMX CTATMCTHYKHX aHalu3a cy KopHInheHM CTaTHCTHYKU cO(TBEpH 3a APYLITBEHE
nayke IBM SPSS 20 u IBM AMOS 23.

3. PesyaraTh ucTpaxkusama — EdeKTH TexXHo/10rHje 3a ynpaB/bame
OIHOCHMA €A KYNIHMA HA HAMePY YHnoTpede KOPHUCHUKA

Y numy TecTHpama XHUIIOTe3e 2 CIPOBEAEHO j& aHKeTHpame, Kako OM ce NPHUKYIUIH U
aHAMU3HpaIH [pUMapHH MOJalW. Y HACTaBKy Cy TNpHKa3aHH pe3ynTaTH aHalluse
NPHKYII/BEHUX TI0JaTaKa.

3.1. Ananmsa y3opka

3a nmoTpebe OBOT eMIUPHJCKOT HCTPAKUBAMKA CY TIPHKYTUREHH mojany o1 207 wenuTanuka.
Y eMIOHUpHjCKOM HCTpaXKMBamby Cy YYecTBOBAaIM 3allOCIeHH Ha TepuTopuju Pemybmmke
Cpbuje xoju mpunukoMm o0apibamka CBOJUX paJHUX 3a7aTaka KOpPHCTe TEXHOJNOTH)Y 3a
yhpaBJbambe 0JHOCHMaA ca Kynuuma. IIpunnkoMm HcTpakuBama je kopuutheH ysopak rpyase
cuera. [Tytem npodecnonamnux APYIITBEHUX MpEXa je TMHK KOJUM Ce MOXKe MpPHUCTYIHTH
YIHTHUKY TocnaT opeleHoM Opojy KOHTaKaTa, KOjH Cy 3aTUM NPOCIeIHIIH YIIHTHHK CBOJUM
KoneraMa M koHTakTHMa. CTpyKTypa HCTIMTaHUKa M3 y30pKa npuKkasaHa y Tabenu 5.1.

Tabexa 5.1. Ctpykrypa y30pka

AmnconyTHe PeraTnBne
KapaxkTtepucruka : :
(ppexBennHje (pexBeHnHje
n Kencku 113 54.59%
o1 Myuxn 94 45.41%
3aBpuieHa cpe/ma IKoIa 20 9,66%
Huso odpazoBama 3aBpIIeHe OCHOBHE CTYHje 87 42,03%
3aBpiicHe MacTep CTyIH|C 100 48,31%
Jlo 5 romuna 92 44 449
On 5 no 10 roguHa 46 22.22%
Ayatna pazuor craza On 10 o 20 roguua 53 25.61%
ITpexo 20 ronuHa 16 7,73%
Jennom HenessHO MIH pelje 12 5.80%
Yaecranoct [Tap nyTa Heme/BHO 24 11,59%
xopumhewa CRM ] 18 8.70%
Texuooruje eIHOM JHEBHO 0%
Bumie myTa craxor mana 153 73,91%

H3Bop: Avmop
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Ha ocnoBy Tabene 5.1 ce Moske younTs aa 54,59% y3opka yHHe HCITHTAHHIH JKEHCKOT M0Ia,
oHOCHO ¥ y30opky uma 113 sxena. [Ipeocramix 94 ncruranuka, oqHocHo 45.41% cy myrmkor
nona. CTpykTypa HCIHTaHHKA NpeMa MoJIy je MpHKa3aHa Ha rpadHkony 5.1,

AKo ce mocMaTpa CTPYKTypa HCIIMTaHWKa IMpeMa HHMBOY 00pasoBaiba, MOKE Ce YOUHTH Ja
najsehn Opoj ucnuranuka (100) uma 3aBpmeHe MacTep crymmje, ogHocHo 48,31% y3opka.
Crnene MCIHTAHHWIIA ca 3aBPIIEHAM OCHOBHHM cTynujama, koju uuHe 42,03% y3opka (87
ucrimTanuka). Hajmamu Opoj uermranuka (20) uMa 3aBpILIEHY Cpeaby LIKOIY H OHH YHHE
9,66% ysopka. CTpykTypa HCIOHTAaHMKAa [peMa HHMBOY oOpasoBama je INpHKa3aHa Ha
rpapuxony 5.2.

I'papuxon 5.1. CtpykTypa y30pka npema I'paduxon 5.2. CtpykTypa y30pka npema
nomy HUBOY 00pa3oRama

IIpexo 20

ro,

Uzsop: Aymop UzBop: Aymop

I'paguxon 5.3. Cipykrypa y30pka npema I'paduxon 5.4. Crpyxrypa y30pKka npema
OYXKHHH pagHOT CTaxa ydecranocTu kopuithema CRM TexHoloruje

Jegnon
TTpeko 2 HEIERHO HIH

Ussop: Aymop Uzeop: Aymop

Yiumajyhu y 003up CTpyKTypy y30pka IpeMa Iy:KMHH pagHor cTaxa (rpadukoH 5.3),
JIOMHMHHpAjy UCTIMTAHHIH KOjJH HMajy 10 5 ToJHHa pagHor cTaka H oHA ynHe 44,44% y30pka
(92 ucnuranuka). [Totom, 53 ucnuranuka, ogHocHO 25,61% y30pKa ce M3jacHWIIO Ja paau
mamely 10 u 20 roguna. Hemro mamu Opoj mcnuranuka, ogHocHo 22,22% y3opka (46
UCMIHTaHHMKA) MMa TY)KMHY paaHor cTtaxka usmehy 5 u 10 roguna. Ha xpajy, najmamu 6poj
ucruTanuka (16) uma qyxuHy pagHor ctaxka npexo 20 roguna u onn uune 7,73% ysopka.

Kama je y nuramy ydectanoct xopumhewa CRM Texnonoruje, BehuHa HcnHMTaHuKa ce
U3jaCHHUIIO Ja BUIIE IyTa JHEBHO KOPHCTH HaBeJeHY TEXHOIOTH]y, ofHOCHO |53 nenutanuka
Koju yuHe 73,91% ysopka. 3atum 11,59% ysopka, onHocHO 24 McnHTaHuKa kKopHeTH CRM
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TEXHOJOTHjy map myTa HefesbHo, a 8,70% ysopka (18 ncnmTaHHKa) KOPHCTH HaBeleHY
TEeXHOJIOTH]y jelHOM aHeBHO. Ha kpajy, HajMamu Opoj ucrmranuka (12) ce mzjacano na CRM
TeXHOJIOTHjy KOPHCHH jeJHOM HelesbHO MiH pehe n onm umne 5,80% ysopka. Ctpykrypa
UCIMTaHMKa TpeMa YydecTanocTH kopuinhewa CRM TexHonorwje je TpHKa3saHa Ha
rpapuxony 5.4.

3.2. ﬂ,ECKpHﬂTHBHﬂ CTAaTHCTHYKA aHAJTH3a

Kako 6u ce yrBpamno koj Kojux KOHCTaTalMja je MckasaH HajBehu cTemneH crnarama, kao u
KOJi KOJjUX CYy HCKa3aHH HajXOMOTEHHWJH/HAjXETEPOTeHUjH CTAaBOBH, HW3BpIIEHA je
JIECKpHITHBHA CTAaTHCTHYKa aHanu3a (Tabene 5.2-5.9).

Pesynrarn fgeckpHNTHBHE CTATHCTHYKE aHANM3e 3a KOHCTAaTalMje Koje 4yuHe BapHjabmy
kapakTepuctuke CRM TexHonoruje cy mpHkasand y Tabemn 5.2. Ha ocnoBy nobujenmx
pesynrarta, yodaBa ce Ja ce Hajehm cremen cnarama jaBba koA KoHcTarauuje ,.CRM
TEXHOJIOTHja TIpyxka Op3y ycImyry, IITO MOKa3yje HajBHIIA BPEJHOCT AaPUTMETHYKe CPefHHe
o 5,88. Ca gpyre cTpaHe, HajMamH CTENEH Clarama Ce jaBjba KO KOHCTaTalMje Koja TiacH
»CRM TexHomoruja Koja c€ KOPHCTH Yy OpraHH3alHjH j€ JIaKo JOCTynmHa y OHIO KOM
TPEHYTKY", Ha mWTa ynyhyje HajHMXKa BpeIHOCT apUTMETHYKE CPEIMHE Koja M3HOCH 5,59,
Ilopen Tora, cTaBOBM N0 OCHOBY HaBeleHe KOHCTaTallMje Cy HajXeTeporeHHjH, HA INTa
yKa3yje HajBMIlIa BpeAHOCT CTaH apaHe AeBHjanuje ox 1,62. Hajumka BpeaHocT cTaniapaHe
neeujanuje ox 1,27 je mpucytHa xon koHcratauuje ,,CRM TexHOJOrHja HpyKa CUTypHe
ycmyre®, mTo ynyhyje Ha To Aa cy CTaBOBH 110 OCHOBY OBE€ KOHCTaTalllje HAjXOMOTEHH]H.

Tabena 5.2. JleckpunTHBHA CTAaTHCTHYKA aHATH34 32 BapHjabny kapaktepuctuke CRM

TEXHOJIOTHje
. Apurmernuka  Cranmpapana
KoncraTanuja _ -
cpeJHHA AeBHjaLHja

CRM Texnomnoruja koja ce KOPUCTH y OpraHU3aLHjH 550 1.6
je Tako JOCTYIHA y OMIIO KOM TPEHYTKY. ’ ’
CRM TexHOIOTHja TIpy)Ka YCIYre Yy pealHOM
BpEMEHY. 5,68 1,55
CRM TexHONOTHja IpyXa CUTYPHE YCIIyTE. 5.86 1,27
CRM Ttexnonoruja npyxa op3y ycuyry. 5,88 1,28

H3Bop: Avmop

V tabenn 5.3 cy npHKa3aHH pe3ylATaTH AECKPHITHBHE CTATHCTHUKE aHAJIM3e 3a KOHCTaTalHje
Koje uMHEe BapHjabny KapakTepuCTHKe 3agaTka. PesydaTaTd ykasyjy Ha To Ja ce Ko
koHcTaramyje ,,Yecto ce 6aBuM ,,ad hoc* 1 HepyTHHCKHM 3aJallHMa‘ jaBJbajy MOBOJBHHJH H
XOMOTEHHJH CTaBOBM, HET0 1ITO j€ TO Ciydaj KOJA KOHCTaTalMje Apyre KOHCTaTalMje Koja
rnacy ,,[locnoBHM npobneMu ca kKojuMma ce GaBUM 4ecTo yKJbY4yjy BHIIE OJ jelHe TOCIOBHE
¢ynxuuje”. Koa npse KoHcTaTaluje apuTMETHYKA CPEAMHA M CTaHAapaHa AcBHjalija H3HOCE
5,52 u 1,48, a ko ;apyre KOHCTaranuje je apuTMETHYKa Cpe/IiHAa HWXa, a CTaHjaapjHa
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JIeBHjalllja BHIIA, IITO yryhyje Ja ce CTaBOBH 10 0CHOBY ApPYyre KOHCTATAIlHje HEOBOJbHH]H
U XETepOTeHHU|H.

Tabena 5.3. JleckpunTuBHa CTAaTHCTHYKA aHANIH3a 3a BapHjablly KapakTepHCTHKE 3aaTka

Apurmernuka  Cranmpapana

KoncraTanuja - -
cpeAHHAa AeBHjanHja
Yecto ce G6aBuM ,,ad hoc* 1 HepYTHHCKHM 3aJaluMa. 5,52 1,48
[locnoBun mpobnemu ca kKojuMa ce OaBUM YecTo
P : 5.05 1.69

YKJbY4Yjy BHILC Of jeAHE MOCIOBHE PyHKUH]E.
Hssop: Aymop

JeckpunTHBHA CTATUCTHYKA aHalN3a KOHCTATallMja Koje 4MHE Bapjabmy ycariameHoCT
zagaTka U CRM TtexHonoruje (tabena 5.4) mokasyje /a ce HajIOBOJBHHJU M HAjXOMOTEHHJH
CTAaBOBH jaBJbajy Koa KoHcrataumuje ,.Dynkimonannoctn CRM Texnomoruje ¢y Beoma
KomnatuOuIHe ca MOjUM 3amaiumMa’ (apuTMeTHYKa cpeluHa u3HocH 5,75, a cTammapaHa
nesnjanuja  1,05). HajHermoBosbHMjH M HAjXTEPOreHHjH CTaBOBH Cy TPHCYTHH KO
koHcTaramje ,, Oynkuuonannoctu CRM TexHONOTHje YHMHE MOje 3aJaTKe BeoMa IakuMm'
(apuTMeTHUKA cpeaHHa H3HOCH 5,15, a cranmapana aesujarmja 1,42).

Tabena 5.4. JleckpunTuBHa CTaTUCTUYKA aHANN3A 3a BapHjaOIly ycariameHocT 3aJaTka u
CRM Ttexnonoruje

Apurmernuka  Crangapana

KoncraTanuja - -
cpeanHa AeBHjalHja

GdynkunonanHocty CRM  TexHoONOrHje cy BeoMa
aneKkBaTHe 3a noMmoh y WM3BplIEHY MA0JACTLEHHX 5,57 1,20
3ajaraKa.
dyukunonanHocth CRM TexXHONOTHje cy BeoMa 575 1.05
KOMIMaTHOUIIHE ca MOjUM 3ajalumMa. ’ ’
dyukunonannocrn CRM TEXHOIOTHjE HYHMHE MOje 515 | 1
3a/1aTKe BEOMa JTaKHM. ’ ’
['enepanno, ¢ynkunonanHoctn CRM TexHOJOTH]E 591 133

Haj0oJbe 0roBapajy MOjUM 3aJalima.

Hssop: Aymop

Kaga cy y nuTamy KoHCTaTaludje Koje YHHE BapHjadIy oyekuBaHe nepdopMaHce, Ha OCHOBY
Tabene 5.5 ce MOXKE 3aKJbYUHTH J1a CC HajIIOBOJBHH]H, KA0 ¥ HAjXOMOTEHH|H CTaBOBH jaBJbajy
KOJ KOHcTaTauuje koja riacu ,Kopumhewe CRM TexHONOTHje MH TOMake da Opike
OfpaJHM CBOje 3aiaTKe", TAe apUTMepHIKa cpeJHHa H3HocH 6,12, a cranjapana JeBHjalMja
1,19. Koxa xoncraranuje ,,Kopumheme CRM Texnonoruje nosehasa Mojy IpoIyKTUBHOCT j&
NPHUCTYTaH HajMamH CTENeH clarama, IITO IoKasyje HajHIbka BPEJHOCT apHTMepHuKe
cpenune on 5,80. Taxohe, xon HaBeAeHe KOHCTAaTallMje Cy CTaBOBHM M HajXETEPOTEHHH,
nMajyhu y BUIy HajBHITY BPeIHOCT cTaHAapHe AeBHjaluje Koja usHocH 1,32.
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Tabeusa 5.5. [leckpunTHBHA CTaTHCTHYKA aHaJi3a 3a BapHjaOny odexuBaHe nepdopmaHce

Apurmernuka  Cranpapana

Koncratanuja
I[H] cpeaHHAa ,uemljalmja

Kopumhewe CRM Ttexnonoruje mnosehaBa Mojy 580 1.32
NpPOIYKTHBHOCT. 1 1
Kopumhewe CRM TexHonoruje Mu noMaxe ga Opixe 505 1.22
0JIpaIuM CBOjE 3aJaTKe. , ,
Kopumhemwe CRM TexHONOTHje je KOPHCHO 3a MOj

1o Ccao. o2 o
Kopumheme CRM Texnonoruje nosehasa KaauTeT 6.11 1.21

pe3ynTata MOT paja.

HsBop: Avmop

Y Tabenu 5.6 cy npuKazaHM pe3yATaTH JECKPUITHBE CTATUCTHUKE aHAalM3e KOHCTaTaluje
Koje oOyxBara Bapujabma ouekuBaHu Hamop. McenuraHmnmm ce TeHepamHO CIaXy [Ja
kopuithewe CRM TeXHOIOTHje He 3aXTeBa MHOTO MEHTAJHOT Harmopa, UMajyhu y BUAY fa ce
KO/ OBE KOHCTATallMje jaB/ba HajBHINIA BPEJHOCT apHTMepUuKe cpeiuHie ona 6,13, kao u
HajHHKA BPEAHOCT CTaHapaHe aeBHjanuje. HajMame MOBOBHM M HAjXETCPOTCHH[H CTABOBH
Cy NpUCYTHH KOJA KoHcTaTaije aa je CRM Texuonoruja jeaHocrasHa 3a kopumheme, c
003MpoM Ha HajHMXKY BpPEIHOCT apUTMETHuYke cpeauHe (5,88) m HajBmmy BpeaHocT
crangapane aesujauuje (1,30).

Tabeusa 5.6. [leckpunTuBHa cTaTHCTHYKA aHaMK3a 3a BapHjably o4eKHBaHH HATop

Apurmernuka  Cranpapana

Koncratanuja i i
cpeauHa AeBHjalHja
CRM TexHONOTH]a j€ jeAHOCTaBHA 3a KopHIIheme. 5,88 1,30
buno Mu je nako ma Hayuum ga kopuctum CRM 6.03 1.18
TEXHOIIOTH]Y. , ,
K hewe CRM j
opuiheme TEXHOJIOTHje HEe 3aXTeBa MHOTO 6,13 1,11

MEHTa/IHOT Hamnopa.

Hssop: Aymop

Kaga cy y nuramy koHcratanuje koje oOyxsaTta Bapujadia ApYIUTBEHM YTHLaj, HajBHIIa
BpeIHOCT apUTMETHUKe CcpeiHHe ce jaB/ba koa cheldehe koncTaTtammje .[enepanHo,
opranusandja noap;kasa ynorpedy CRM texnonormje. Jlakne, Kom oBe KOHCTarauuje cy
CTaBOBH HAJIIOBOJBHMjU, QM Cy ca ApPYTe CTpaHe M HajXeTeporeHHju, uUmajyhy y Bumy
HajBUIIY BPeIHOCT CTaHAapjHe JeBHjauHje Koja u3HocH 1,56. Hajxomorenmju ctaBoBH CY
IOPUCYTHH KOJ KOHCTaTallMje Koja ce OJHOCH Ha MOAPIIKY MeEHalIMeHTa (cTaHgapAHa
JIeBHjanyja u3nocH 1,46). Hajmame moBoJbHH CTABOBH Ce€ jaB/bajy KOJ KOHcTaTauuje , Jbyau
KOjU YTHYy Ha Moje MoHamame Ha pagHoM MecTy Mucie ga Tpeba ga xopuctum CRM
TEXHOIOTH]y", TJe BPeIHOCT apHTMETHUKe cpeHHe u3HocH 5,34. PesynrtaTn aecKkpHOTHBHE
CTaTHUCTHYKE aHaNM3e 3a Bapujabiy ApYIITBEHH YTHLAj CY NpHKa3aHH y Tabenu 5.7.
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TaGesa 5.7. JeckpunTHBHA CTATHCTHYKA aHANH3a 3a BapHjably APYIITBEHH YTHILA]

Apurmernuka  Cranpapana

KoncraTanuja ] .
cpeaHHA AeBHjanuja

Jbyau koju yTM4y Ha MOjc TOHAIIAKC HA PagHOM
MecTy wmuciae pga Tpeba jga kopuctum CRM 5,34 1,50
TEXHOIOTH]Y.
Ilogpurka MeHaMeHTa je o BelnMke momohu y 5.46 1.46
kopuihewy CRM TexHonoruje. ’ i
['enepanno, opranusanuja nogp;xasa ynotpedby CRM 5,59 156

TEXHOIIOTHje.

Hssop: Aymop

Kapa cy y nuTamy TexHH4KH ycnoBH, BehnHa MCTIMTaHMKa cMaTpa Ja MMa NOTpeOHO 3Hame 3a
xopumheme CRM TexHonorwuje, wTo noTBplhyje HajBHUIIA BPEIHOCT apPUTMETHYKE CPEINHE
Koja HM3HOCHM 5,72, Kao W HajHMKA BpPEIHOCT CcTaHAapAHe JesWjanuje o 1,29.
HajHenoBo/bHHjH H HajXeTCPOTCHHjH CTABOBH CC OJHOCC HAa MOTPeOHE pecypee 3a paj HiIx
kopumhewe CRM TexHonoryje, uMajyhu y BUAY HajHHKY BPEIHOCT apUTMEPHUKE CpeauHe
on 5,30, xkao ¥ HajBHIIY BpeJHOCT cTaHAapjaHe AeBHjanuje koja u3HocH 1,70. HaBemenn
pe3yiTaTH cy npuKaszaHH y Tadenu 5.8.

Tabena 5.8. [leckpunTHBHa cCTATHCTHYKA aHAIH3a 32 BapHjabIly TEXHHYKH YCIOBH

Apurmernuka  Crangapana

KoncraTanuja - -
cpeaHHa AeBHjaluja
Hmam pecypce morpebHe 3a pan uimu kopumheme
, 5.30 1,70
CRM Texnonoruje.
HmamM 3Hame moTpeOHO 3a paj HiIH kopHmheme
oTP P P 5,72 1,29
CRM Ttexnonoruje.
CRM Texnonoruja je KOMIATHOMIHA ca JPYTHM
MH(pOPMAMOHUM CHUCTEMHMA KOjU C€ KOpHCTE Y 543 1,39

OpraHU3alHjH.

[MTocToju ocoba nnu aenapTMaH y OpraHH3aluji KOjH
Cy CHOpEMHH Ja NMOMOTHY ako MMam noremkoha y 5,50 1,46
xopuihewy CRM Texnonoruje.

H3Bop: Avmop

Kama je y muramy namepa ynorpedbe CRM TexHomlordje, Xoi cBe TPH KOHCTaTalHje Cy
IPUCYTHH M3y3€THO MOBOJbHHM CTAaBOBH, MITO JOKAa3yjy BHCOKE BPEIHOCTH apHTMETHUKMX
cpeauna. Takohe, ko cBe TpW KOHCTATalMje Cy TPUCYTHH H CIIMYHH HMBOW XOMOTEHOCTH
OAroBOpa McIMTaHWKa. Jlaklie, MOXKE ce 3aK/bYYMTH Ja HMCIMTAHULIN TEHEpalHO HMajy

HaMepy 1a U gasbe kopucte CRM texnonorujy. [lomenytu pesyntat cy npukaszanu y Tabenu
59.
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TaGena 5.9. [leckpunTHBHA CTATHCTHYKA aHAJIM3a 3a BapHjadbiny Hamepa ynotpebe CRM

TEXHOJIOTHje
. Apurmernuka  Cranpapiana
Koncratanuja - -
CpeanHA AeBHjalHja
Hamepasam na xopuctum CRM TeXHONOTH]Y Y CBOM 6,22 116
TIOCITY OHOJIHKO YECTO KOJIMKO je MoTpeOHO. ’
HamepaBam  1ma  pemoBHo  kopuetum  CRM
. 6,20 1,14
TEXHOJIOTH]Y Y CBOM TIOCIY.
[lpemopyunna Oux apyruma xopuimheme CRM 6.12 117

TEXHOIIOTHje.

H3Bop: Avmop
3.3. ExcniopaTHBHA (paKTOpPCKa aHAIH3A

Y unwby rpynHcama I0jeIMHAYHHX KOHCTaTalMja y (hakTope, OJHOCHO HCTpayKUBauKe
BapHjabnie, W3BpIIEHA je eKcriopaTuBHa (akTopcka aHanuza. CBakn (opmupanu daxTtop,
OJHOCHO Bapujabna cagpKM KOHCTaTalHje Koje cy MehycoOHO BHCOKO KOpenupaHe, A0K CY
KOHCTaTalyje Koje NMpHMaziajy pasNuuuTHM (akTopuma MehycoOHo crmabo kopenupare. 3a
peanu3alMjy eKcniaopaTuBHe (aKTOpCKe aHANH3e Yy OBOM HCTpaKMBamy je NpHUMeHeHa
TeXHHMKa aHanm3e TnaBHUX kKommoHeHTH (PCA — Principal Component Analysis), a kao
MeToja poTauuje je kopuihena Varimax porauuja.

V rabenn 5.10 cy mpHKazaHM pe3ynTaTH TECTOBRA ONPABIAHOCTH NMPHMEHE eKCIUIOpaTHBHE
(paxTopcke ananmse. KMO mokasaTelb aJeKBaTHOCTH y3opka (KMO — Kaiser-Meyer-Olkin
Measure of Sampling Adequacy) je BUIIN 07 HajHMKe TpenopydeHe BpeaHocTd ox 0.5, a
baprneros Tect cdepuunoctu (Bartlett's Test of Sphericity) je cTaTHCTHYKHM 3HadajaH
(p<001) (Williams et al., 2010), mTo yka3yje Ha ONpPaBAAHOCT MPHMEHE EKCIUIOPATHBHE
(akTOpCcKe aHAIH3E.

Tabesa 5.10. KMO noxazaTess aqeKBaTHOCTH y3opka U bapTneTtoB TecT cepuunocTn

KMO noka3aTte/b a1eKBaTHOCTH y30pKa 0,849
XH-KBaJpaT 3381,049
Baprueros Tect chepuunocrn  Opoj cTenenu cnoboe 351
pP-BpEIHOCT 0,000

Hssop: Avmop

V Ttabenu 5.11 cy mnpukazana daktopcka onrtepehema, OJHOCHO Kopenanuje uzmely
H3BOjeHHX akTopa M ynasHHX KkoHcTaTauuja. [IpunHkoM cnpoBohema ekcIIOpaTHBHe
(hakTOpCcKe aHaIM3E je MPUMEEH KPUTEPHjYM Ja BpeIHOCTH (pakTopckux onrepehema Tpeda
ga 6yny sume on 0.4 (Sass, 2010). Jobujenn pe3ynTaTH HoOKazyjy Ja je M3ABOJEHO ocaM
dakTopa: kapakTepuctuke CRM TexHONOTHje, KapaKTepPUCTHKe 3ajaTka, ycarialieHOCT
3agatka U1 CRM TexHoIOrHje, odeKHBaHe NepopMaHce, OUEKHBAHH HATOP, APYIITBEHH
yTHIaj, TEXHHUYKH YCIIOBH U Hamepa ynoTpebe CRM TexHomorHje.
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Tabena 5.11. ExcrimoparnBHa paxropcka ananuza

Kapakrepucruke
CRM rexunonoruje

3a7aTKa
sagarka u CRM

KapakTtepucruke
Ycarnamenocr

TeXHOJIOTHje

JApymrrBenn
yTHuaj

QOueknBane
nepgopmance
OuYeKHBAHH HATIOP

TexHHYKH yCJI0BH

Hamepa ynotpebe
CRM rexunonoruje

KT1

0,754

KT2

0,852

KT3

0,780

KT4

0,805

K31

0.874

K32

0,868

TTd1

0,839

TTd2

0,752

TT®3

0,782

TTd4

0,845

OIT1

0,851

OI12

0,799

OI13

0,714

o114

0,815

OH1

0,909

OH2

0910

OH3

0857

JV1

0,845

JIY2

0,770

JIVE]

0,501

TVI

0,794

TY2

0,797

TV3

0463

TV4

0,795

HY1

0,647

HY2

0,781

HY3

0,697

HsBop: Avmop
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3.4. Ananmsa noy31aHoCTH

Jla 61 ce yTBpauna MHTEpHA KOH3MCTEHTHOCT (OPMHpAaHHMX BapHjabnu MOY3JaHOCT,
OJHOCHO, M3BpIICHA j€ aHajiM3a NOY3JaHocTH. 3a cBaky QopMmupany BapHjadmy cy
m3padynare cy Bpennoctu KponOaxoBor koedunujenta anda (Cronbach’s alpha), xao u
BPEIHOCT OBOT KOe(PUIIMjeHTa 3a ciy4aj Ja ce HCK/bYUH HeKa O] KOHCcTaTaluja. Mmmmamn
npenopydyena speaHoctT Kponbaxosor koeduuujenta anda usnocu 0,7 (Nunnally, 1978). ¥
OKBHpPY aHATH3€ MOY3IaHOCTH je H3BPIISHO H TeCTHpame Kopenaltje CBake KOHCTaTalllje ca
BapHjablIoM K0jo] IpHUIaja, NpH 4YeMy je MOKeJbHO UCK/BYUHUTH KOHCTaTalllje KO KOJUX HUje
ocTBapeHa MUHUManHa BpegHocT o 0,5 (Hair et al., 2010).

VeugoMm y Tabeny 5.12 ce Moxke 3aK/by4MTH [a je BapHjabma kapaktepuctuke CRM
TEXHOJOTHje TOY3[JaHa, OJHOCHO Ja IOCTOjH OAroBapajyha HHepHAa KOH3HCTEHTHOCT
KOHCTaTalyja Koje je unHe, uMajyhu y Buay na Kpondaxos anda usnocn 0,823, mto je sume
of mpenopydeHe rpanuuyne BpenHoctu 0,7. Ilopen Tora, HMckbyuMBameM OHIO KOje O
KoHcTaTanuja Ou Jomo g0 cMamema Kponbaxosor anga. CBe KoHCTaTalMje 3a10B0JbaBajy
YCIIOR Yy TIOTJIENY cTerneHa KopenaiMje ca BapvjadmoM kojoj mpunanajy. Crora, HHjeqHa
KOHCTaTalMja Hehe GUTH HCKIbYYeHa U3 AaJbe aHaIH3e.

Tabena 5.12. Ananu3za noy3aaHocTH 3a BapHjabny kapakrepuctike CRM Texnonoryje

Kopexaunja Kponbaxos
Koncratanuja KOHCTaTanuje asga oe3
ca BapHja0dJioM KOHCTaTanHje

CRM TexHoJoTHja KOja c€ KOPUCTH Y OpraHu3aluju

. ~ 0,591 0810
J€ JTaKo JOCTYIHA y OMIIO KOM TPEHYTKY.

CRM TexHOllOTHJa TIpy)XKa YCAyre Yy pealHoM 0.705 0748
BPEMEHY.

CRM TexHONOTHja IpyXa CUTYPHE YCIIyTE. 0,629 0,787
CRM Ttexnonoruja npyxa op3y ycuyry. 0,692 0,761

Bpennoct Kponbaxosor anda 3a Bapujadny xapakrepuctuke CRM TeXHONOTHjE U3HOCH
0.823
H3Bop: Avmop

Bapujabna kapakTepHcTHKe 3aJaTka, MepeHa MpPeKo ABe KOHCTATallMje, HCIYHmaBa YCIOB
NOY3JaHOCTH Kao M MPEeTXoaHa Baijaﬁnen_ITo notephyje nobujena epegnoct Kponbdaxosor
anda Beha ox 0,7 n xoja m3nocu 0,710. Ha ocHOBY pesynrara npukasaHux y tabemm 5.13
MOKE C& YOuUHTH Ja cy obe KOHCTaTalHje KOjuMa ce Mepe KapakTepHCTHKE 3aJaTKa HCTOM
JaYMHOM KOpelMpaHe ca MOCMaTpaHOM BapHjabIoM, Kao W Ja je Ta jauuHa onrosapajyher
HHTEH3HTETA.
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Tabena 5.13. Anannsa noy3aaHOCTH 3a BapHjalily KapakTepHCTHKE 3a/1aTka

Kopemannja Kponbaxor
KoncraTtanuja KOHCTaTanuje asga oe3
ca BapHjadJioM KoOHCTaTanuje

Yecto ce ©OaBum ,ad hoc® W HEPYTHHCKHM
3a0a1HMa.

0,556 -

[locnoBuu mpoOnemu ca KojuMa ce 0aBUM HeCTO 0.556
YKJBY4Yjy BHILE 01 jefHe NOCIOBHe PyHKLH]e. ’ 1
Bpeanoct Kponbaxosor anda 3a Bapujabny KapakTepUCTHKE 3a1aTka u3HocH 0,710

UzBop: Aymaop

Cneneha Bapujabna Kojoj je TecTHpaHa NOY3JaHOCT jecTe YCAIERUICHOCT 3ajaTka U CRM
Texuosnoruje. C od3upom na je Bpennoct KponbGaxosor anda 3a oBy Bapujabmy Beha o
rpanuaHe BpeaHoctH 0,7, 3ak/bydyje ce aa je ucra noysgana. Kajga ce mocmaTpa Kenauﬂja
KOHCTaTanuja kKoje unHe Bapujabmy ycarmameHocT 3anatka 1 CRM TexHOIIOTHje ca UCTOM,
Ha OCHOBY pesyiTaTa NpHKa3aHuX y Tabemu 5.14, MoXe ce yOuMTH Ja CBe KOHCTaTalHje
UCITYH>aBajy JaTH yCIIOB.

Taobesa 5.14. Ananusa noy3gaHoCTH 3a BapHjaliy ycarnameHocT 3agaTka 1 CRM
TEXHOJIOTHje

Kopeaauuja Kponbaxos
Koncratanuja KOHCTaTanuje asuga oe3
ca Bapuja0dJioM KOHCTaTauHje

dyukunonannocrn CRM TexHonoruje cy BeoMma

agexpaTHe 3a moMoh y W3BpIIEmY JOAEBEHHX 0,666 0,796
3a0aTaKa.
Oyuknuonannoctd CRM TexHolorHje cy BeoMa 0.617 0819
KOMMaTHOWITHE ca MOJUM 3a/1aIiiMa. ’ ’
OyakupoHarHocTH CRM TeXHOJOTHje 4YHHE MOje

YHKILL J ) 0,667 0,799
3a1aTKe BEOMa JIAKHM.
['enepanno, IKITHOHATHOCTH CRM TexHoNOTHje

P pymcu ! 0.750 0,756

HajboJbe 0roBapajy MojUM 3amauma.

Bpemnoct Kponbaxosor anda 3a apujadny ycarnameHocT 3agatka 1 CRM TexHomoruje
uzHocH 0,837
Hssop: Aymop

Beoma Bucoka Bpennoct KpomubGaxomor koeduiujenta anda ce jaska W kox Bapujadie
oueckuBaHe neppopmance u m3nHocu 0,919, mro ynyhyje Ha MHTEPHY KOH3HCTEHTHOCT OBE
Bapujabne. M y oBoM ciyyajy HHje moTpeOHO HCKI/BYYHTH HHjeAHY KOHCTATalujy, uMajyhu y
BHIy Ja CBE KOHCTaTallHje 3aJ0BOJbABAjy YCIOB Yy HOTIEIy KOpenaluje ca BapHjabloM H
UCKJbyuMBalbeM OHIO Koje KoHcraranuje Ou ce cmamuo KponbOaxos anda. Pesynratu
aHamH3e MOY3JaHOCTH 3a BapHjabny ouexuBane nepdopmarce cy npukasane y Tabenn 5.15.
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Tabena 5.15. Ananuza noysgaHocTH 3a BapHjadiy odexHBane nepdopmance

Kopemannja Kponbaxor
Koncratanuja KOHCTaTanuje auga oe3
ca BapHjadJioM KoOHCTaTanmje

Kopumhewe CRM Texnonoruje mnosehaBa Mojy 0.832 0.989
NpPOIYKTHBHOCT. ’ ’
Kopumhewe CRM TexHONOTHje MM HOMaXE [a 0.809 0896
Opike 0JpaIHM CBOje 3a/1aTKe. ’ ’
Kopumthewe CRM TeXHONOTHjE je KOPUCHO 32 MOj

0030, 0.814 0.895
Kopumhewe CRM Texnonoruje nosehaBa KBaluTeT 0.802 0808

pesyaTaTa MOT paja.

Bpeanoct Kponbaxosor anda 3a apujadbny ouexknsane nepdopmance unocu 0,919

Hssop: Aymop

Ha ocnoBy Tabene 5.16 Moxe ce 3aK/by4MTH Aa ce Hajsuma BpenHocT KpondaxoBor

koedujenTa anda jarska koj Bapujabne oveknBaHW Hamop W w3HocH (0,921, Jlakne u ora

BapHujabna 3aJ0BOJbaBa KPUTEpHjyM MHHMManue BpenHoctH Kpoubaxosor anda oa 0,7.
Takohe, cBe koHcTaramMje WMajy oAroBapajyhu cremeH kopenamuje ca Bapujablom, a
HCKJbYUMBalbeM TPBE MM ApYyre KoHcTaTanuje Ou Ouma cMmameHa BpeaHocT Kponbdaxosor

koedujenTa anda, nok 6 uckbydnBameM Tpehe Bpeanoct Kponbaxosor koeduumjenta

anda ocTana HUCTa.

Tabena 5.16. Ananu3za nmoy3ganocTH 3a BapHjabiry 0YeKUBaHH HATIOP

Kopeaauuja Kponbdaxos
Koncratanuja KOHCTaTanuje axga de3
ca BapHja0JIoM  KOHCTaTalHje
CRM TexHONOTHja j€ jeAHOCTaBHA 3a KopHIIheme. 0,867 0,867
Buno mu je mako ma Hayuum na xopuctum CRM
TEXHOIIOTH]Y. 0,867 0.864
Kopumthewe CRM TexHonoTHje He 3aXTeBa MHOTO 0.798 0921

MEHTaIHOT Hamnopa.

Bpennoct Kponbaxosor anda 3a Bapujadny odexkusany Harop usHocH 0,921

Hssop: Aymop

V rtabenu 5.17 je mpukaszaHa aHadM3a TMOY3JaHOCTH 3a Bapwjaliy IPYIITBEHH YTHIA].
Vr1epheno je na je u oBa Bapujadna noysmaHa, ¢ 003upoM aa je BpeaHoct Kponbaxosor anda
Beha ox 0,7 u usnocu 0,769. M y oBom ciydajy cBe KOHCTaTaluje MMajy oaroBapajyhu
CTENeH KopenanHje ca BapHjabJIoM M HCK/bydHBameM OWIO Koje KoHcTaTauuje OM Ouia

cMmameHa BpegHocT Kponbaxosor koeduuujenTa anda.
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Tabena 5.17. Ananu3za noy3aHoCTH 3a BapujaOiny ApyIITBEHH yTHIIA]

Kopemannja Kponbaxor
Koncratanuja KOHCTaTanuje auga oe3
ca BapHjadJioM KoOHCTaTanmje

Jbynu xoju yTMHy Ha MOje MOHAIIake Ha PagHOM

MecTy MHcre ma Tpeba ga xopuctum  CRM 0,597 0,695
TEXHOIIOTH]Y.

Ilogpurka MeHaMeHTa je ojJ BellMKe NoMohH y

xopuimhewy CRM Texnonoruje. 0,658 0629
I'enepanHo, opraHMzanuja TnopkaBa ynoTpedy 0.556 0743

CRM Ttexnonoruje.
Bpennoct Kponbaxosor anda 3a Bapujadny apymTseHu yruiaj usnocu 0,769
Hssop: Aymop

Bpennoct Kponbaxosor koedunujenta anda 3a Bapujabiy TeXHUYKH YCIOBH MOKasyje Jia
oBa BapHjabma wuMa 3anoBO/baBajyhy moysgaHocT, uMajyhwm y BHAY [da BpeIHOCT
Koed LM jeHTa H3HOCH %25, HITO je BHIIe oj rpanuyHe BpeqHocTH 0,7 (tabena 5.18). Koxg
nocMarpaHe BapHjabile CcBe KOHCTATallMje HCHYHAaBajy YCIOB MOY3JAHOCTH, INTO JO0Ka3yjy
BpeAHOCTH Kopenaiuje 1 KponbaxoBor koedunmjenta anda y ciaydajy UCK/bydHBama HEKE
O KOHCTATAlHja.

Tabena 5.18. Ananuza noy3gaHocTH 3a Bapujadny TEXHHYKH YCIIOBH

Kopeaannja Kponbaxos
Koncratanmuja KOHCTAaTaLHje ajga 0e3
ca BapHja0sioM KoOHCTaTanuje

Hmam pecypce moTtpebGHe 3a pan MM kopHilheme

CRM Texnonoruje. 0.640 0.793
HmamM 3Hame noTpebHO 3a paj HiH kopuitheme 0.779 0731
CRM Ttexnonoruje.

CRM TexHonoruja je KOMIaTHOMIIHA ca APYTHM

MH(OPMAMOHIM CHCTEMHMa KOjU CE KOpHCTE Y 0,536 0,828

OpraHU3aLHjH.

[TocToju ocoba mim agenapTMaH y OpraHH3aLUjH
KOjU CY CIPEMHH Ja MOMOTHY ako MMaMm noTemkoha 0,685 0,764
y kopuithewy CRM TexHomnoruje.

Bpennoct Kponbaxosor andga 3a Bapujabny Texuuukn ycinosu usnocu 0,825
Hssop: Aymop

[Mocnenmwa Bapujabna y Mojeny jecre Hamepa ynorpebe CRM TexHosoruje o oHa nokasyje
BHCOK CTEIEeH NOYy3JaHOCTH, WITO Jokasyje BpennocT Kponbaxosor koeduuujenta anda
BHIIa o1 rpanuyne BpeaHoctd 0,7. Kao u xox cBuX ocTanux Bapujabiu, cBe KOHCTaTaluje
3a/10BOJbABAjy YCIOB Y HOIINIELY KOopenalMje ca BapujadlioM KOjy YHHE M HCKI/bYYHBAIEM
Omno koje xoHcraranuje OM Ouna cMmamema BpeaHocT Kponbaxosor koedmuumjeHTta anda
(Tabena 5.19).
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Tabena 5.19. Ananuza noysganocTH 3a Bapujabny Hamepa ynotpebde CRM TexHomnoruje

Kopenanuja Kponbaxor
Koncraraumuja KOHCTaTauuje auga oe3
ca BapHjabdioM  KOHCTaTammje

HamepaBam na kopuctum CRM TexHonoTH]y ¥y 0.702 0861
CBOM HOCJIY OHOJIMKO 4eCTO KOJIHKO je NoTpeOHO. ’ ’
HamepaBam ga pemoBHo kopuctum CRM 0777 0794
TEXHOJIOTH]Y Y CBOM TIOCIY. ’ ’
[lpenopyunna Oux apyruma xopuiihewe CRM

TEXHOIIOTHje. 0.776 0.794
Bpennoct Kponbaxosor anda 3a Bapujabny Hamepa ynotpede CRM TeXHOIOTHje H3HOCH

0.870
HsBop: Avmop

Pamu mogaTHOT HCTTHTHRAMA TTOY3MAHOCTH UCTPAXKMBAUKOT OKBHPA, CTIPOBEICHA j& W aHalli3a
CMV npobnema. Kako Om ce cmamuine wmance 3a nacranak CMV npobnema, jacHo je
O3HaYeHa CBAKa Baija'o'nzn YIMTHHUKY, T€ jé Ha Taj Ha4WH H3ABOjeHa of ocTanux. JomaTHo,
npuMeHoM XapMaHOBOT TecTa momoly amamuse TiIaBHHX KOMTOHEgTH, Y3 oapehuBame
jenuor cakropa, je usBpiena post hoc anamsza CMV npodnema. Ha ocHoBy pesyntaTa
XapmaHOBOTr TecTa NpuKazaHuX y Tabenu 5.20 ce Moike 3aKk/bydnTH Ja je 29,25% ykynne
BapHjaHCE OMHCAHO jeJHHM (pakTOpPOM KOju 00yXBaTa JBaJeceT celaM KOHCTaTalHja, ITo je
Mmambe o npenopyueHux 50% (Podsakoff & Organ, 1986; Mutebi et al., 2020), Te ce Moxe
3aKbYuMTH a CMV He npejacTaB/ba MPoOIEM Y HCTPaKUBAILY.
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Tabena 5.20. Pesynratn Xapmanosor TecTa

IToueTHe KapaKTepHCTHYHE H3nBojene cyme kBajgpara
Komno- BPEeIHOCTH ontepehema
- Yieynio Bap;?aﬂce y“gﬂm Vieymiio Bap;?aﬂce YK%ZIHH

1 7.898 29,253 29,253 7,898 29,253 29,253
2 2,701 10,005 39,257

3 2,402 8.896 48,154

4 2,374 8.792 56.946

5 1,733 6419 63,365

6 1,520 5,630 68,994

7 0,993 3.679 72,674

8 0,950 3519 76,193

9 0,709 2,627 78,820

10 0,582 2,155 80,976

11 0,522 1933 82,909

12 0,491 1818 84,727

13 0,463 1,714 86,441

14 0,440 1,628 88,069

15 0413 1528 89,597

16 0,388 1438 91,035

17 0.357 1322 02356

18 0314 1,164 93520

19 0,294 1,089 94,609

20 0,247 0915 05,524

21 0,229 0,848 96,373

22 0,206 0,762 07,134

23 0,195 0,724 07,858

24 0,165 0610 08.467

25 0,158 0,585 99,052

26 0,144 0,534 09,587

27 0,112 0413 100,000

H3Bop: Avmop
3.5. MogeJ1 cTpyKTYpPAJHHX jeAHAUHHA — TeCTHPAHLe XHIIOTe3a

Ilpe camor TecTHpama XWUIOTe3a je MOTPeDHO YTBPAUTH TOY3AAHOCT M BaNWAHOCT
HCTPaXMBAUKOr Mojfena, 300r dera je H3BplIeHa KOH(HPMATHBHA (DAKTOPCKA aHAIH3a
(TaGenma 5.21). Kox cBHMX KoHCTaTanMja BpPeAHOCT (paKTOPCKMX onTepehema je H3HAf
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npenopy4dere Bpeauoctd o 0.6 (Hair et al., 2010), ynme ce nmoTphyje BalIHIHOCT MOJgENA.
3atuM, BpeIHOCT NOKasaTeska IpocedHe H3jaBojeHe BapujaHce (AVE - average variance
extracted) je Beha ox 0,5 (Fornell & Larcker, 1981), mto ynyhyje Ha KOHBepreHTHY
BanmuaHocT Mofena. [lopen Tora, BpeIHOCT MokaszaTe/ba KOMIO3HTHE moysgaHocTH (CR -
composite reliability) je seha on 0,6 (Bagozzi & Yi, 1988), mto ykasyje ¥ Ha KOMIO3HTHY
MOY3JaHOCT MOJIENA.

Tabena 5.21. Kondupmatupna axropcka aHanuza

daxTopcka

Bapujabaa/Koncratanuja ommepelioma CR AVE
Kapaxkrepucruke CRM Texnonoruje 0,831 0,553

KT1 0,650

KT2 0,789

KT3 0,717

KT4 0,809
KapakTepucTuke 3agaTka 0,728 0,577

ITA1 0,651

11A2 0.854
YcarnameHoct 3ajaTka u CRM 0.841 0,571

TeXHOJI0THje

TTd1 0,729

TTd2 0,659

TT®3 0,754

TTd4 0.866
OuexuBane nepdopmance 0,919 0,739

OI11 0.871

o112 0,846

OI13 0,881

o114 0.840
OuekHBaHH HATIOP 0,924 0,802

OH1 0,927

OH2 0,922

OH3 0.835
Jpyuwrsenn yTunaj 0,770 0,528

JV1 0,668

JAy2 0,766

JAY3 0,742
TexHHYKH yCI0BH 0,840 0,572

TV1 0,737

TY2 0,901
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daxTopcka

Bapujabaa/KonceraTanuja omrepdlicma CR AVE
TY3 0,602
TV4 0,755
Hamepa ynotpede CRM TexnoJioruje 0,871 0,694
HY1 0,758
HY2 0,841
HV3 0.894

Hssop: Avmop

Hakon npoBepe noy3gaHOCTH W BaNIWIHOCTH MOJENA, YCIeTWIo je YTBphuBame mokasaresba
yknanama (fit indices). YBuaom y tabeny 5.22 ce MOXE 3aK/bYYUTH [1a Cy BPEAHOCTH CBHX
napamMerapa y ckllay ce MpenopydeHHM BpegHocTuMa. Konnunuk BpeaHocTH Xu KBajapaTa u
6poja crenenn cnoboae (x’/df) uma Bpeanoct 1,91, mTo je y ckialy ce MpemopykoM ja
KOJTMYHUK OBHX BpemaHocTH Tpeba Outu Mamwu on 3 (Carmines & Mclver, 1981). 3aTum,
BPEAHOCT KOMIApaTHBHOT HHAckca yknanama (CFI - comparative fit index) n
WHKPEMEHTAIIHOT WHJekca yknanawa (IFI - incremental fit index) cy Bume o HajMame
npenopydene BpeaHoct 0,9 (Byrne, 1998), a speanoct Takep-JleBncosor nngexca (TLI -
Tucker-Lewis index) nsnocu tauno 0,9, konuka je 1 TpaHndHa BpeaHocT. Ha kpajy, Bpeanoct
KOpeHa cpeluHe kBaapaTHe Tpeluke (RMSEA - root mean square error of approximation) je
Mmama oa 0,08 (Hair et al., 2010), omnocno n3nocu 0,066. Umajyhy y BUIy HaBEAEHO, MOKE
Cce 3aKJbYYUTH Ja NOCTOjH J0OpO yKIaname MOJena.

Tabena 5.22. [TokasaTe/bn CKIaAHOCTH UCTPaKUBAYKOT MOJIENa

IMokasatesbn Jobujene speqnoctn  ['pannune BpeaHocTH
df 564,558/296=1.91 <3
CFl 0916 >0,9
TLI 0,900 >09
IF1 0,917 >0.9
RMSEA 0,066 <0,08

UzBop: Aymaop

Hakon mnoTeBphene BamiaHOCTM M CKIAAHOCTH HCTPOKHMBAYKOT MOJENa, pealu30BaHo je
MOJENHpabe CTPYKTypalHuXx jenHadnHa (SEM - structural equation modeling), y uuiby
TecTHpama xunoTesa. Pesyntatn cy npukasanu y tabenu 5.23 u Ha e 5.2.
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Tabena 5.23. TecTupame XunoTesa — MOJAEIHpame CTPYKTYpPAIHUX jeaHa4dnHa (SEM)

Vrmuain Crangapan3oBpaHa Ep—
" nponena @) ©"P

X2.1: Kapaxrepuctuke CRM texnonormje — 0.177 0.034%%
Ycarnamenoct 3agatka 1 CRM TexHonoruje ’ ’

X2.2; Kapaktepuctuke 3ajaTka — 0067 0277
Ycarnamenoct 3agatka 1 CRM TexHonoruje ’ ’
X2.3:  VYcarmamenoct 3amatka u = CRM .
TEXHOJIOTH|e — oYeKHuBaHe nepdopMance 0,393 0,000
X2.4: OuexuBane nepdopmance — Hamepa 0563 0.000%+*
ynotpedbe CRM texnonoruje ’ ’

X2.5: OuckuBanm Hanop— Hamepa ymotpebe 0.098 0.148
CRM TexHonoruje ’ ’
X2.6: JpymTBenn yrunaj— Hamepa ynotpebe 0307 0,007+
CRM TexHonoruje ’ ’
X2.7: Texnnuku ycnmosu — Hamepa ymotpebe 0204 0,049

CRM TexHonoruje

*** Bpensoct je curiuduxkanTHa Ha HuBoy p < 0,01
** BpeaHocT je curHiuKaHTHA Ha HUBOY p < 0,05

Hssop: Aymop

AHanmsa je mokasana Aa KapakTepucruke CRM TexHoloruje MMajy CTATHCTHYKH 3Ha4ajHe
no3uTHBHe edekTe Ha ycarjameHocT 3amatka U CRM texuonoruje (p=0,177, p<0,05), wto
notBphyje xmmotesy X2.1. Ca gpyre ctpane, yrBplieHO je Ja KapakTepHUCTHKE 3aaaTkKa
HeMajy CTaTMCTHYKM 3HaudajaH yTHL@A] HA YycarjameHocT 3agaTka 1 CRM TexHonoruje
(p>0,01), Te ce xunotesza X2.2 oxdamnyje. 3aThM, JOKA3aHO j€ Ja ycariallCHOCT 3ajaTka U
CRM Texnonoruje HMMa CTaTHCTHYKM 3HAauyajHe IO3MTHBHe edekTe Ha OueKHBaHe
neppopmance (B=0,393, p<0,01), Tako ma ce npuxsara xunorteza X2.3. [lopen Tora,
notephena je u xunote3a X2.4, umajyhu y By CTaTUCTHYKM 3Ha4yajHE NO3UTHBHE c(DEKTeE
OueKHBAHHX NepdopmaHcH Ha Hamepy ynotpebe CRM texnonoruje (P=0,563, p<0,01). Ca
Jpyre crpaHe, xumoTe3a X2.5 ce He NpHXBaTa, ¢ 003MPOM Ja OUEKMBAHM HAMOp HeMa
CTaTUCTHYKHA 3HauajHe eeKkTe Ha HaMep otrpedbe CRM Texunonoruje (p>0,01). Ha kpajy,
notepheno je na apywmTBenu yrunaj (f=0,307, p<0,01) u Texnnukm ycnosu (B=0,204,
p<0.,05) crarucTHYKH 3HAYajHO MO3UTUBHO YTHYY Ha Hamepy ymnoTpebe CRM TexHomnoruje,
Te cy noTBphene xunoteze X2.6 u X2.7. Umajyhn y Buay na je notspheHo meT of cegam
noMohHHUX XUTOTE3a, MOXKE ce KOHCTATOBATH J1a je M XuroTe3a X2 npuxeahena.
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Cimmka 5.2, f koepHIHjeHTH TeCTHpaHUX yTHIIaja

X Kapaxteprctake
: CRM texmomoruje
1

TTF

337aTEa

Vearnamesoct
2agatka u CRM
TEXHOMOrHje

OuexnBaHn Hanop

1

I

1

I

i

I

l

07393“‘ :
: I
I

I

|

1

I

1

I

1

T3.0098

0,563***
A4

Tpymrsesn yrunaj 0.307**% |

0,204%=

Hawmepa ymotpede
CRM-a

TexXHEHIKH YCIOBH

Hewma cramucriaxs :nagajuor viHmaja

HsBop: Aymop

3.6. Bumerpynua anasinsa

Haxon TECTHpamka XHIOTE3a, H3BPIIEHaA je BHULICTpYNHa aHallli3a KakKo OM ce HCIHTAIH

OJHOCH BaijﬂGIIPI Ha HHUBOY [IBd CCIrMEHTA, OJHOCHO CHa H MyLIKapala. 3a HaBCJCHE I'pylic

je crhpoBeleHa aHanW3a WHBapHjaHTHOCTH (Tabema 5.24) uWju pe3ynTaTH TMOKazyjy Ia
rEHEPATHO [0CTOje pa3iHKe W3Mel)y UCTUX, Ha OCHOBY Y€ra je CHpPOBeISHA Aa/ba aHAIN3a y

norieqy Mepema edekara mocMaTpaHMX HE3aBUCHUX Bapujabiu Ha 3aBHcHe y o00a

HOy30pKa.

Tabena 5.24. Ananusa MHBapHjaHTHOCTH

Onumru Mojen x df P BpeaHocT Hupapujanra
Heorpannuen 1049,069 614
[TotnyHo orpanuden 648,58 307
Pazmika 400489 9307 0,000 HE (I'pyne cy pa3miuunte)
3BOp: Aymaop

Ha ocnoBy Bpeanocti Z CKopa NpHKa3aHuX y Tabenn 5.25, MOKeE Ce 3aMa3nuTH Ja Ce pasiiuke
usMely jxeHa u mylkapana ucnoskaBajy KojJ JABe 01 CeJaM penanuja, OAHOCHO Y 0JHOCHMA

usMmely ycarnmaienocty sagatka u CRM TexHolorHje M o4eKHBaHHX NepdopMaHCH, Kao H
JpYIITBEHOT yTHLIAja M HaMepe ymoTpebe. YTuuaj ycarnameHocTH 3agatka u CRM
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TEXHOJIOTHje Ha OYeKHBaHe nepdopMance je IpHCYTaH Ko oba cerMeHTa, ¢ THM LITO je OBaj
YTHLaj 3HaTO jauM ko keHa. Kama je y muTamy penauuja uzmehy ApyINTBEHOT yTHIaja H
Hamepe ynorpebe CRM TexHONOTHje, HCHOJbABaj)y ce e(eKTH KOJA KEeHa, 3a PasIHKy Of
MyLIKapanua, koA KOjUX He MOCTOje CTAaTHCTHYKH 3HAa4ajHH e()eKTH APYIITBEHOT YTHIaja Ha
Hamepy ynotpebe CRM Texnomnoruje.

Tab0esa 5.25. Buerpynna ananusa

. Kemne Mymxapu
Penanuje - - Z-CKOp
Estimate r Estimate P

Kapakrepuctuke CRM
TEXHOJOTHje —> Y carnameHoct 0,137 0,102 0,141 0,209 0,030
sagatka 1 CRM TexHonoruje

Kapakrepuctuke 3agatka —
VYecarnamenoct 3agarka 1 CRM -0,048 0,590 -0,122 0,436 -0410
TEXHOJOTHje

VYecarnamenoct 3agarka u CRM
TEeXHOJOTHje —>  OYeKHBaHe 0,727 0,000 0,341 0,005 -1,773%%*

nepdopmance

OuekuBane mnepgopmaHce —»
Hamepa yroTpebe CRM 0,384 0,000 0,405 0,000 0,180

TEXHOJIOTHje

Oucknsamm manop— Hamepa o9 (070 o014 0812  -1214
ynotpebe CRM texnonoruje

Apywrsenn ymuaj—> Hamepa 396 0005 0072 0399  -1974%
ynotpebe CRM texnonoruje

Texmakn yetosnt — Hamepa g1 0434 0092 0203 0081
ynorpebe CRM texnonornje ’ ’ ’ ’ ’

*** Bpenuoct je curuuduranTaa Ha Husoy p < 0,01

** Bpeauoct je curiupukanTHa Ha HEBOY p < 0,05

Hssop: Aymop
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VIIEO

EMITUPUJCKO UCTPAKUBAIBE -
MOCJIOBHA AHAJIUTUKA Y ®YHKLNJA
YHANIPEBEIbA JOHOLIEBA OJUIYKA U

MEP®OPMAHCH YIIPAB/bAIbA
OJJHOCUMA CA KYIILUMA




1. HPEJ],MET, HHU/bEBH H XHIIOTE3C HCTPAKHBAIbA

Kako 6u ocTtBapwne mTo Oosby TO3MIMjy Ha TPXKHIITY, OpraHU3alMje NPHUKYIIBAjy H
nocedyjy OTpoMaH CKyNl MoJaTaka O CBOjUM KYMLKMA, KOHKYPEHTHMa, TPXKHIOTHMA |
okpyxemy. CTora, MHOTe OpraHH3alHje KOpHCTe MOCIOBHY aHATMTHKY Ja OU ce H30opHie ca
OTPOMHOM KOJIMYMHOM TNoJaTaka M Kako OM M3 THX NojaTaka H3BYKIe ofrosapajyhe
undopMmanyje Koje ¢y KOpHCHE 3a JOHOLIEE OMITyKa. AHAIUTHKA MojaTaka O KyHLHMa
npyxka opranusaugujama Opojue moryhnoctn, kao mTo cy: Opke M ay0Osbe carienaBambe
notpeda Kkymama M npenasubhame BHUXOBOI MoOHAaIIamka W oOpasana KyHOBHHE, 3aTHUM
UACHTH(HKOBAbE TPEHI0BA HA HOBUM TPXKUILITHMA, TPYIHCAKBE KyTala o CerMeHTHMa, Kao
U KpeHnpame TepcoHanuzosanux nonymaa (Del Vecchio et al., 2020; Goodhue et al., 2002;
Goncarovs, 2018). Jlakne, MOKE cc 3aK/BYYHTH [1a NOCIOBHA aHATHTHKA MOKC OMTH BeoMa
3HayajHa 3a nobosbimame CRM nepdopMmancH, ITO Cy U JoKa3ana NPeTXoHa HCTPaKHUBarmba
(Cao & Tian, 2020; Nam et al., 2019). Wang u Byrd (2017) cy y cBOM HCTpa)KHBaimby
OTKpHUIIM Ja TOCIOBHA aHaNMTHKA Mpyxa MoTyhHocTH 3a TpaHcdopMalujy Tpolieca
JoHoLIewka olyka. Kopumheme HOCIOBHE aHANHTHKE YTHYe Ha cHOcOOHOCT o0paje
nojaraka, MTo 3ay3BpaT MMa MO3UTHBAH YTHIIAj Ha euKacHOCT JoHOLIema oanyka (Cao et
al., 2015). Ghasemaghaei n capaguunu (2018) ucTHuy na je HEONXOAHO Ja OpraHH3aIje
no0oJbIajy CBOje KOMNETEHIIMje 3a aHAIMTUKY T0jjaTaka, MMajyhu 1 BUIY Aa NOCTOje J0Ka3H
Ja Kopulnheme anara 3a aHaTH3y NoJaTaka Moxke ONTH Of BelIMKe MOMONH opraHu3aiujama y
e)MKacHOM JOHOIIEHY OATyKa.

Wmajyhu y BHOYy 4MI-eHHIE Ja TOCIOBHA aHAIMTHKA NPEICTaBba CACTABHH Je0 Ipolleca
JoHomema omnyka u CRM axtuBHOCTH (Ko & Gillani, 2020), ka0 U To ga Kopuurtheme
co(pTBEpCKHX arMKaIija ¥ TEXHOJOTHja UMa BenwkH 3Hauaj 3a CRM (Naim & Algahtani,
2021), ocHOBHHM LM/b MCTP@HKHMBaKAa Y OBOM JCIy JUCEpTalMje jecTe pa3BoOj MoAena 3a
HOAPIIKY OMITy4YHMBamy y YIpaB/baly OJHOCHMA ca KyMMMa, 0a3MpaHor Ha NpPHMEHH
caBpemenux [CT pemema. Ha ocHOBY medHHHCaHOT OCHOBHOT 1MJba, MOTY CE ONPEAENHTH
cneaehn n3BeqeHH 1IMIBEBU:

e [IpBM u3BeJEHM LWL Ce OJHOCH Ce Ha HASHTH(MKOBame yTHLAaja MOCIOBHE
AHAIIMTHKE HA JOHOWIEH:E O UTyKa;

e Jlpyrum u3BeJeHH LMB MOJpasyMeBa J0Ka3HBamke YTHIAja JOHOIIEHAa OJIykKa Ha
nephopmMance ynpasibaba OTHOCHMA ca KYNLHMa;

e Tpehu m3Benenu b 0OyXBaTa yTBphHBame Ja MM MPHMEHa pa3BHjeHOT MoOjeNa 3a
NOJPIIKY OJTYYHBAlY OMOryhaRa WHTeTpanujy nojgaTaka, 4nme ce yHampelyjy
TNpOLECcH OUTy4HBaba M YNPaBIbaha OJHOCHMA €A KYIIIHMa.

CxogHo JeMHHCAHOM NpelIMeTy M LWbeBHMAa HCTPaXKHBama, Y OBOM Jely JOKTOpCKe
JMcepTalyje je TecTupana cineacha xunoTesa:

Xunortesa 3: [Ipumena pasBHjeHor Mojena 3a NOAPIIKY OAIYy4YHBAIY 3HAYAJHO YTHYE
Ha yHanpeleme nepjopMancH ynpaB./bambha 0JHOCHMA €a KyILIHMA.
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Y 1uIby TecTHpama HaBedeHe XUnoTese, Gopmynucane cy cneqehe nomohne xumnorese:

Xunotesa 3.1: OmnyunBame GasupaHo Ha oaroBapajyhoj MOCIOBHOj aHATUTHIM YTHYE Ha
yHanpeheme nepdopmancu ynpassbama 0IHOCHMA ca KyIIIHMA.

Xunoresa 3.2: HMmnnemenTanuja Moena 3a NOoAPLIKY OUTYYHBaLy oMoryhasa MHTerpalujy
nojaTaKa, Y4aMe ¢y yHarnpel)eHH npouecH oI ydIHBaka 1 YIPaBbamha OJHOCHMA Ca KyIIHMA.

Penocnen oaBujama akTUBHOCTH 3a noTpebe M3paje oBoOr Jela JUcepralyje je IpHKa3aH Ha
cnum 6. 1.

Cuanka 6.1. Penocnen o/iBHjarmka aKkTHBHOCTH Y eMITUPH]CKOM HCTPOKHBAMY

Anxernpame

v

Yr1Eplen yTaIaj mocIoEHE
AHATHTHKE Ha JOHOIIEH:E OLIVKA ¥

CRM nepdopmance (X3.1)

v

VnoTpeba moc;IoBHE aHATHTHKE 33
aHaTH3V MOHAMAKA KVIala K

npeguxuHjy oyavher moHamama

v

Pazpoj Mogena 33 MOJPIIKY OATYIHEARY
(anmuxaTHEHOT codTBepa)

,

Hutepejvucame

v

Vrephen yTunaj npuMene pasgHjeHor
MOZena 2a NOAPIIKY OSTyIHEARY Ha
HMHTErpalHjV MoJaTaka H Opolece
OATYIHEAH:A H YIPaB/Eaka 0JHOCHMA
ca kynuuma (X3.2)

H3Bop: Avmop
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Pamu m3pane oBor nenma AOKTOPCKE AMCepTalMje, HajIpe je CIpoBeleHa aHKeTa KOjoM je
I3BPIIEHO NPHUKYIUbalkhe MPUMapHUX MojaTaka y CBPXY EMIMPHjCKOT MOTBphHBarmba
TEOPHjCKUX pasMaTpamba NpHKasaHHX y TpeheMm meny auceprainuje. AHanH3a NPHKYIIJLEHHX
nojartaxa je omoryhuna yrsphuBame yTulaja MOCIOBHE aHATMTHKE Ha JOHOLIEHE OUIyKa U
nepopMaHCce YIpaBbamba OJHOCHMA ca KyNLHMa, 4uMe je TecTupaHa xunoTesa 3.1. Ilo
yrneny Ha ayrope Someh u Shanks (2015), koju ¢y HCIIHTHBAIHN e()EKTE NOCIOBHE AHATHTHKE
Ha mnepdopMmaHce, MOCTOBHA aHANWUTHKA je MOCMAaTpaHa Hpeko OBe Bapujadie, OIHOCHO
crnocobHOCTH MocnoBHe aHamuTHKe U CRM ananutuke. HakoH Tora, cTaB/beH je aklieHaT Ha
Pa3Boj MoJeNa 3a MOJPIIKY OJIYIHBALY Y YIIPaBJbalky OJHOCHMA ca kymiuma. OJHOCHO, 3a
notpebe u3paje JOKTOPCKE AUCEpTalHje je H3BPIIEHO Kpenpame aluIMKaTHBHOT co)TBepa ca
MHKOPIIOPHPAHUM MOJENOM 3a BHU3YeNH3alMjy Kynaua, y Huby yHanpehema monomema
OAIIyKa, Kao M nobosplnama nepdopmMaHcH yrpaeibama 0JHOCHMa ca Kymiuma. [Ipe mspane
arIMKaTHBHOT coTBepa je M3BpIIeHA aHalM3a nocTojehux momaraka o Kymuuma omabpane
opraHM3alHMje ¥ Ha THM NOJAlMMa ¢y IpuMerbeHe ofpeljeHe TeXHHKE MOCIOBHE aHATTUTHKE Y
[MJbY CETMEHTalMje Kyrnana, Kao W mnpeaukndje Oyayher monamama kynama, Koje cy
HHKOPHOpHpaHe y pasBHjeHH MOJeN 3a HOAPIIKY OANyYHBamby. HakoH H3paje annmHKaTHBHOT
copTBepa je cnpoBefieH HHTEPB]Y Kako OM ce MCIHTANO Ja JM MpHUMEeHa pa3BHjeHOT Mojena
3a MOJPIIKY O/UTyUHBamky oMoryhaBa HHTerpaiHjy nojaraka, 1uMe cy yHanpelheHu nporecu
OITy4YHBama U yIpaB/kaiba OJHOCHMA ca KYMLIUMa, YHMe je TeCcTHpaHa XunoTesa 3.2.

2. MeTo10/10ruja HCTPAKMBAHA H IU3AjH YIUTHHKA

Y cknany ca nedMHHCAHHUM IPEIMETOM M IMJbEBMMA HCTPAXKUBAIa, KA0 M [OCTABILEHHM
HCTpaKUBAYKNM XHUIIOTE3aMa, IPUMEIbEHa je oaroBapajyha KBamuTaTHBHA M KBAaHTHTAaTHBHA
MeTO/I0/JI0THja IPUMEpPEeHa 3a Mo Apydje APYIITBEHHX HayKa.

Y OKBHpY KBAJHTATHBHe MeTOM0JOTHje je KopuimiheHa aHanM3a cagpiKaja, 3aTUM MeETOJe
aHanM3e, CHHTe3e, MHAYKLUje U JeAyKLHje. AHamu3a caapskaja je moapasymeBana nperie 1
AHATH3Y BCIMKOr Opoja pPENCBAaHTHHX CTYAMja, KaKO TCOPHjCKOT, TakO M HPAKTHYHOT
KapakTepa. TuMe je mocTaB/beHa afeKBaTHa TEOPHjCKa OCHOBa o MeljyzaBucHOCTH H3Mely
NOCJIOBHE AaHANIMTHKE, JOHOLIeHa OMIyKa M TepopMaHCH yIpaBbamba OJHOCHMA ca
KynuuMa. Anamumuuku memood je ynoTpeOibeH Kako OM ce HCTpaXkMBaHH (PEHOMEH
JeKOMIIOHOBA0 Ha JeloBe Yy LMIBY MOoceOHOr carnefaBama CBAKOT acmeKTa HpoOneMcke
cutyausje. Ha Taj Ha4uuH je U3BplleHa Mo jeJHMHAYHA aHAM3a ¥ 00Jbe pasyMeBaihe NOCIOBHE
AHATHTHKE, JOHOIIEHAa OJIyKa H Hep(OPMaHCH YIpaBibalkha OJHOCHMA Ca KyNIIMMA. 3aTHM
kopuithen je memod cunmese Ja OM ce MOBE3alH OJBOjEHH acNEKTH M HCTPaKUBAuKH
npobneM mocmatpao kao nenuHa. [IppuMeHOM OBOT MeTO/a je CTaR/beH aKIeHaT Ha Bese
mMehy mocnoBHe aHANTUTHKE, JOHOLIEHA OJTYKa H nepdopMaHCH yIpaBbamka OZHOCHMA ca
kyniuma. Jla 6u ce gommno 0 OMITAX CTABOBA O eeKTHMa TOCIOBHE aHAIMTHKE Ha
JOHOLIEHE OJIyKa M mnepdopMaHCe YIpaBibalba OJHOCHMA Ca KYMIUMa, NPHMEHEH je
Memod unoykyuje. Jakne, npUMeHOM OBOT MeTofa ce Ha 0a3M MOjeIMHAYHMX pe3ylnTaTa
OpOjHMX peNneBaHTHMX MCTPAKUBamba JOMA3M J0 TEHEPAIHUX 3akbydaka. CynpoTHO, Ha
OCHOBY OBHX OMLITHX ca3sHama cy Memodom dedykyuje NOHeCeHH MOceOHM 3aKJbydIH O
MehycoOHHMM ogHOCHMa OoCMaTpaHuX BapHjadIy.
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2.1. MeTtogo/0rHja 3a NPHKYIJbalbe H aHAJIH3Y NoAaTaAKA

Kako 6u ce Tectupana nmomohHa xunoresa 3.1, npuMemeH je menood ankeme 3a NPUKYTIbAbe
nNpHMapHHUX nojaTaka. [[puankoM aHkeTHpama je KOpHIIheH HHCTPYMEHT YIIUTHHK, HMajyhu
Yy BHIY J[a O0Baj MHCTPYMEHT omoryhaBa npukymwbame InojaTaka OJ BelIMKOT Opoja
HCIIHTAHHKA ca PasTHYUTHX Teorpadekux nokamyja. [Ipukynibame nogaraka je cipoBeIeHO
on kpaja 2022. rogune, no mapta 2023. romune. Kpeupan ymutauk ([Iputor B) cagpaxwu
IIeCHACCT KOHCTaTalMja MepeHHX Ha ceaMocTemneHoj JIukepToBoj ckamu, ca Kojuma cy
UCIIMTAHMIM HCKa3ald CBOj CTemeH charama (1 - ancomyTHo ce He ClakeM ca
KOHCTATalHjoM, 7 - alcolIyTHO ce claxkeM ca KoHcTaTanujoM). [IpBe ueTpn koHcTaTanuje
Mepe cnocoOHOCTH TOCTIOBHE aHANMUTHKE, HAapeaHe YeTHpH KoHcTarauuje CRM aHalHMTHKY,
cnenehe YeTHpH KOHCTATallMje ce OJHOCE HA OOHOLICHE OATYKa, a MOCIeqmke YeTHpPH Ha
nepdopmance ynpaeibamka OJHOCHMa ca Kynmuuma. Ilopen oBHX IecHaecT KoOHcTaTaluja,
YITUTHUK 00YXBaTa M jeTHO TMXOTOMHO TIHTamke, Ka0 W YeTHPH TIHTAmha ca BUIIe MoHyheHnx
OJroBOpa, Koja cy kopuuhena 3a CTpYKTypUpame UCIIMTaHUKA IpeMa 1101y, JYKHHA pagHor
cTaka, HUBOY o0pazoBama, BEJIMYMHM M JENaTHOCTH OpraHuzanuje y kojoj paze. Cse
KOHCTaTalmyje M3 YOUTHHKA Cy KPEHpaHe Ha OCHOBY pENEBAHTHHX CTPaHHX M3BOpa
IMTepaType W ajanTHpaHe 3a noTpede OBOT MCTpaKUBama. Y HAcTaBKy Cy NpHKa3aHe
kopuitheHe KOHCTaTalMje 32 MEPCHC HCTPAKUBAUKHX Bapujabin.,

Bapujabna cniocoOHOCTH TOCIIOBHE aHAIMTHKE je mpeyseTa ox Someh u Shanks (2015) u
MepeHa je npeko cienehe 4eTHpH KOHCTaTaluje:

1. Ham THUM 3a MOCIOBHY aHATHTHKY HHTETPHUILIE NMOJATKE O KyHNIMMa U3 PasIHYHUTHX
M3BOpa Y CKJIAHILITa MOAaTaKa.

2. Ham TuM 3a NOCIOBHY aHATHTHKY OCHTYpaBa Ja Cy MOJAaLH O KyNIHMa MOTIYHH,
Ta4yHy, GnaroBpeMeHH U peleBaHTHU.

3. Ham THM 3a NOCNIOBHY QHATMTHKY KOPHCTH pa3sHe alaTe MOCJIOBHE AHAIMTHKE 32
aHaIM3y MoJaTaka o Kyniuma.

4. Ham THM 3a NOCIOBHY aHATUTHKY KOPHCTH AHAIHTHYKE ajaTe 3a TNpPETBapame
nojaTaka 0 KynuuMa y KopucHe HH(opMalije.

Bapujabna CRM amnanutuka je mpeysera of ayTopa Someh u Shanks (2015) u cagpxu
HapeHe YeTHPH KOHCTaTalHje:

1. Ynorpeba mnocnoBHE aHaIMTHKe TMIOMOTJIa je Ja Ceé CTBOpPHM CcBeoOyXBaTHa
LieHTpaTH30BaHa baza MojaTaka o KyInIuMa.

2. YnoTpeba mocnoBHe aHaMMTHKe omoryhaBa fga ce JocTaBe TOJAlH O KyHLHMa
oco0Jby Ha NPBOj JIMHUH KaKo OM OHH MOTIIH Ja NpoJajy, INIacHpajy U CepBHCHPAjy
KYIIIe Ha OCHOBY YHILEHHIIA.

3. Kopumheme nocnoBHe aHamuTHke BaM je momormo na ucmopydute mojaTke o
KyliuMma BallleM MapKkeTHHIIKOM, TIPOJAjHOM M YCIIY>KHOM 0coOJbY y TIpaBO BpeMme
KaKo OM OHM MOTJIM [a CIIPOBENY YHAKPCHY MPOajy ¥ Mpoajy KyIuumMa.

4. VYmnotpeba MocIOBHE aHANMTHKE je€ TIOMOIJA Ja Ce CNPOBEJe MHTENMIEHTHA aHAIM3a
nojaTaka o KynuMmMa kako OM ce Ha oarosapajyhu Ha4MH yCMepUIN MapKeTHHIIKH 1
NpoJajHH HAMOPH.
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Bapujabna nonomeme omnyka je mpeysera on ayropa Wang u Byrd (2016) u Shamim n
capagauka (2020) u oOyxBaTa cnenehe yernpu koHcTaTaluje:

1. Opnyke koje ce AOHOCE Y OpPTaHHU3ALUH CY TIPABOBPEMEHE 3aXBabyjyhH MOCIOBHO]
AHATHTHITH.
Onnyxe xoje ce JoHOCE pe3yATHpale CY Ke/beHUM Pe3ynTaTHMA.

3. TloGosbmian je KBATMTET OJIYKA 3aXBasbyjyhH IOCIOBHO] AaHATHTHITH,

4. IloBehana je Op3uHa goHOLIEHma OTyKa 3aXBabyjyhu TOCTIOBHOj aHATMTHIIH.

Bapujabna mepdopmance ynpaBibama OJHOCHMAa ca KyHIUMa je mpeyseTa ol Nam H
capagnuka (2019) u ogHOCH ce Ha HapeIHe YETHPH KOHCTaTalHje:

OcTBapena je Beha caTucdakimja Kynama 3axsabyjyhy NOCI0OBHO] aHATUTHIIH,
OcTrapena je seha nojanHocT kKynaua 3axBasbyjyhH MOCI0BHOj QaHATMTHIIH.
OcTBapena je seha cTona ocBajama Kynanua 3axBaJbyjyhH MoCI0BHOj aHATUTHIIH,
OcTBapena je Beha cTomna 3aapkaBama Kynara 3axBabyjyhil TOCIOBHO] aHATUTHITH.

N N

Obpaga NpHUKYIUBEHHUX NpPUMapHUX IMoJaTaka je CHpOBeAeHa MNPUMEHOM pa3IMYHUTHX
cmamucmuykux memooda. logann cy Ha oaroeapajyhy Ha4HH COPTHPAHH H TPYHHCAHH KAaKO
OM OUIIH IIPUNPEMJBEHH 3a pealM3alijy CcTaTHMCTHYKUX aHanmmza. Ha moueTky je m3Bpiuena
JeCKPUNTHBHA CTATUCTHUKA aHATH3a KAako OM ce HCOHTANa MOBOJEHOCT M XOMOT€HOCT
CTABOBA MCNHMTAHHKA N0 NMHUTAkY KOHCTaTanyja W3 YIUTHHKA. 3a TpyIHcame NojeJHHauYHHX
KOHCTaTanmja y (axrtope KOju TNpeacTaBbajy HCTPaKWBAYKe BapHjablie je mpUMereHa
ekcruloparMBHa (pakTopcka anamusa. Hakon Tora je ycneauna nposepa NOY3JaHOCTH
dopmupanux Bapujabny, 0IHOCHO Kpo3 u3padyHaBame Kponbaxosor koedunujenta anda
(Cronbach’s alpha) je yrBphena maTepHa KOH3UCTEHTHOCT BapHjabmu. 3aTUM je yCIeauno
TeCTHpame  IOY3JaHOCTH W BaIMIHOCTH  HCTPAKMBAYKOI  MOJeNa, I[PHMEHOM
KoH(pUpMaTHBHE (paKTOpCcKe aHaTM3e, KOjOM CY YIBpheHe BpeaHOCTH (PAKTOPCKHX
onrepehema, CR (composite reliability) n AVE (average variance extracted) unnexca. [Topen
Tora, oapehusawem CFI (Comparative Fit Index), IFI (Incremental Fit Index), TLI (Tucker
Lewis index), RMSEA (Root Mean Square Error of Approximation) wngexca, kao u x’/df
palHja je HCIIHTHA CKIAIHOCT HCTpaskuBaukor Mogena. Ha kpajy je MeTomoM Moaenupama
CTPYKTYpaJHUX jeJHa4YHHa U3BPLICHO TECTHPALE XUII0Te3a, OJHOCHO MCIHUTHBaLE edekaTa
He3aBHCHUX Ha 3aBHcHe Bapujabne. [Ipunukom obpame mogaraka ¥ crpoBoljerma NPeTXOIHO
HABEJCHMX CTATMCTHYKHX aHalu3a cy KopHInheHM CTaTHCTHYKU cO(TBEpH 3a APYLITBEHE
nayke IBM SPSS 20 u IBM AMOS 23.

3a notpebe pazBoja Mojena 3a MOAPIIKY OJTYUHBAY Y YIIpaB/baby 0JHOCHMA ca KyNLIHMa
cy xopuiheHn moany npeyseru u3 6ase nogaraka CRM cuctema (4770 xynana) uzabpane
opraHusanuje, y Uuby oarosapajyhe nocnosHe ananuTHke. [lopeJ 0CHOBHMX MojaTaka o
Kyniuma, y 0a3su mojaTaka cy YCKIaJMIITEHH NOJAUM O TUNY HPOU3BOJA, HHXOBO]
KOJIMYMHH, Kao 1 LIEHH 110 KOjoj Cy Ky KyIIOBaIM Npouseoje y nperxoauux 10 roguna. 3a
aHanmM3y NPHKYIUbEHMX TIoJaTaka M TIpeAukuujy Oynyher mnoHamama Kymauma cy
ynoTpebbeHH opeljeHN METOAM MOCIOBHE aHAIMTHKE, OJHOCHO BU3yeNHu3alMja U IMHeapHa
perpecuja. Buszyemusanuja koMOuHyje TeXHHUKe X YMETHHYKE acliekTe aHallM3e MojaTaka
Kako Om ce mH(pOpMaluje jacHO M epHKacCHO NpHKa3ale MYTEM CTAaTHCTHYKUX Trpaduka H
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mjarpama (Goncarovs, 2018). Ona momaske KopHcHHIIMMA Ja 00Jbe aHATH3HPAjy H pasyMmejy
nojaTtke M OTKpuBeHe oOpacie. Busyenuszanuja ce 6aBM MCTpakuBambeM MojaTaka U
uHoOpMalHja U HbeH NPUMapHH LIHIb jecTe cTHIame yBuaa y nudopmMarnuon npoctop (Chen
et al., 2009). Perpecuja npeacTas/ba TEXHUKY HCTpaXKHBama MojJaTaka (MalIMHCKOT y4ema)
KOja ce KOPHCTH 3a yKIaname jeJHaunHe y cKyn noaataka (Gupta, 2015). Hajjennocrasauju
00JIHK perpechje, 0AHOCHO JIMHEAapHa perpecHja, KOPUCTH (OpMYIy IIpaBe NuHuje (y=mx+b)
n oapehyje onrosapajyhe Bpennoctn za m 1 b kako Ou ce npenBHAENA BPEIHOCT Y HA OCHOBY
JaTe BPEHOCTH X. Y OCHOBH, MOJENHN JHHEApHEe perpecuje ce KOpHCTE 3a MOKa3HUBAmbe HIN
npeasuhame onHoca u3Mel)y nBe Bapujadme wm gaxropa. daxrop xoju ce npensuba, Tj.
dakTop 3a KOjM jeAHAYMHA pellaBa, Ha3MBa CE 3AaBHCHA NpPOMeHJbHBA. DAKTOpH KOjU ce
KopucTe 3a mnpeaBubame BpeAHOCTH 3aBHCHE NPOMEH/bMBE TpPEICTaB/bajy He3aBUCHE
npoMeHsbuBe. MeTox BH3yenmsanuje je kopuinheH 3a rpadu4KH NMpHKa3 YKYIHOT o0HMa
npojaje Mo rogMHama, o rpajoBHMa, Kao U 3a MpHKa3 001Ma Npojaje 3a cBaku MojeJuHauYaH
nponsBoa, Jluneapna perpecuja je xopumheHa 3a NMpeaUKIUjy YKYNHOT o0MMa mpojaje y
oapehenom OymyheMm BpeMeHCKOM MepHoay. 3aTHM je y3 momoh oBOr MeToga HM3BpIlIeHA H
npemuKkuja Oyayher oduMa npojaje 3a mojeMHA4HOT Kymia, kao ¥ Oyayher o6uMa nponaje
N0 MOjeJMHAYHOM MpPOM3BOAY. 3a HMIUIEMEHTAlWjy HaBeJeHHX aHanm3a je KopumheH
NpOTPaMCKH jesHk Python.

2.2. MeTo0/10THja 32 pa3Boj AILIHKATHBHOT co) TBepa

Ilpouec pasBoja pauyHapckor codTBepa M MHOPMALMOHUX CHCTEMA YBEK je OMO AMKTHpaH
Pa3IMUUTHM pa3BOjHUM MeTojonorujama. MeTomonoruja pasBoja copTBepa ce ogHOCH Ha
OKBHp KOjH CC KOPHCTH 3a IUIAHMpPame, YIPaB/balke M KOHTPONY Ipollcca pasBoja
uH(opmanuonor cucrema (Dora & Dubey, 2013). Metomonoruje Hamehy AHCUMNIIMHOBaH
npouec pasBoja copTBepa ca IM/BEM Ja pa3Boj copTBepa YUHHH TNPEIBHBHBHJUM H
euKkacHHjUM. 3a pa3Boj MoJena 3a MOJPIIKY OMIyYMBamY Yy YNpaB/balky OJHOCHMA ca
KyIIuMa je y JOKTOPCKO] aucepranuju npHMmemeHa SCRUM wmeromornoruja 3a pasBoj
co(pTBepa, Koja je AeTa/bHHjE ONMHCcAHA Y HaCTaBKY.

Merononorije 3a pa3Boj copTBepa ce MOTYy INOJENHTH Yy [Be Tpyle: TPaIHUHOHANHE H
arunne. TpaauiuoHanHe MeTOJONOTHje pa3Boja copTBepa MoJpasyMeBajy CBeOoOYXBAaTHO
IaHHpame, JeTabHy JOKYMEHTAlWjy W ekcnamsuBHH amsajH (Awad, 2005). Bohene cy
INIaHOM Y KOjeM paj TMOYMIbe ca OTKPHUBameM M JOKYMEHTALMjoM KOMILIETHOT CKyTa
3aXTeBa, HAKOH 4era cjeld pa3Boj W WHCIEKIHja Au3ajHa HAa BHCOKOM HUBOY. [lomenytn
NPUCTYN jeé TO3HAaT M Kao CEKBEHIMjalHa METOJONIOTHja, Tie TepMHH ,,CEeKBeHLMjamHa'
CyTepHIle a ¢y CBHM MpOLeCH YK/bY4EeHH TOKOM pa3sBoja Mpou3Boja (pasHo 3aBUCHH jelaH O
apyror (Shaikh & Abro, 2019). TpaguuuoHalna MeTOJOJOIMja je ILIAHCKH BoleHa
MeTOJ0/I0THja, Koja MOYMIbe HAaKOH AeTas/bHe aHallu3e W OUCKYCHje M OBaj NPUCTYN HUje
KOPHCTaH YKOJIMKO C€ BHIIE IMyTa Yy pas3Bojy Jcmasajy npomeHe (Awad, 2005).
TpaguumonanHu MoAeny ce ocnamajy Ha NpeJuKTHBHE MeToje, Tie THMOBH pale ca
JCTaJbHUM MJIAHOM M HMajy NMYyHY JIHCTY KapaKTCPHCTHKAa M 3aJaTaka KOjH Mopajy OHTH
3aBpLIEHH Y HapelHHX HEKONHKO MECEeLH WM TOKOM LIENOor KMBOTHOT LIHKIyca IPOU3BOJaA
(Stoica, et al., 2013). IlpeaukTHBHE MeTode Yy MOTNYHOCTH 3aBHCE OJ aHATH3e 3aXTeBa H
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NaKJBUBOT IUIAHMpamba Ha MOYETKY LHMKIyca, Te cBaka HpoMeHa koja Tpeba ma Oyne
yKJbyueHa TIpONa3d Kpo3 CTPOTO YIpaB/balbeé KOHTPOJIOM TpoMeHa W ojpehuBame
npuoputera. Ca apyre cTpane, cBe Behy maskmy nmpHBnade armiHe MeTOHONIOTHje, Koje 3a
Pa3IMKy of TPaIULHOHATHUX METOAa KOPHCTE KpaTKe HTepaTHBHE LMKIyCe M oclamajy ce
Ha NpeliyTHO 3Hame yHyTap THMa, a He Ha JOKYMEHTalljy. ATHIHe MeToJe Ipyxkajy Opixke H
OKpETHHje Tpolece pa3Boja coTBEpa M CTaBJbajy Behm Harmacak Ha JbyJe, MHTEPaKLHjy,
panHH co)TBep, capaliby ca KIMjeHTHMA U IIPOMeHe, IIPe HeTo Ha mpoliece, YroBope, anare u
nnaHose (Shaikh & Abro, 2019). ATHIHH MOJEN KOPHUCTH aJaNTUBHHM NPHCTYN TAe Hema
JeTaJbHOI MNJaHUpamka W caMo jacHM Oyayhu 3apmanm cy OHH KojH ce OJHOCE Ha
KAPAKTEPUCTUKE Koje ce Mopajy passutu (Steica, et al., 2013). 3a pasinuky of
TpaIuIMOHATHUX MeToJa pa3Boja Koje cy HeduiekcMOMTIHE W He pearyjy Ha arpecHuBHe
3aXTeBE Kynala, arviiHe CO()TBEPCKE METOA0JIOTH]E MPYKajy CKYyN IpakcH Koje oMmoryhasajy
Op3e amanranuje Koje OAroBapajy caBpeMeHHM TmoTpebaMa pasBoja MPOM3BOMA
(Papadopoulos, 2015). Arunae meroae Mory ¢uieKcHOMIHO Ja c€ HOCE ca NPOMEHJBHBHM
3aXTEBHUMa M pearyjy Ha IpoMeHe YMecTo Ja CTPHUKTHO cnene nnaH (Kulkarni et al., 2017).
CodTBep ce yecTo TecTHpa, ILITO CMalbyje PH3HK O] BeNTHKHX Aedekara y Oyayhnocru. Jada
CTpaHa arHjHe METOJ0JOTHje jecTe MHTepaKlHja ca KIMjeHTHMa, a OTBOpeHa KOMyHHKalHja
H MHHHMAJHA JOKYMEHTAIHja Cy THITHUHE KapaKTepHCTHKE arHJIHOT Pa3BOJHOT OKPYXKeHa
(Stoica, et al., 2013). Mirza n Datta (2019) naBoje 1a cy armiaHe METOJ0JOTHjE CTEKJe
BENUKY TOTYIApHOCT H YCIeX, a Kao KJby4YHe pasiore 300T Kojux je copTBepcka HHAYCTpHja
m3abpana aruiHe y 0JHOCY Ha TpaJUIIMOHAIHE MOJENe HCTHUY: OpKYy HCIOPYKY MPOMU3BOJA,
uTepaldje, 3aJ0BOJBCTBO KyMalla, BHCOK KBAIUTET NpoM3Boda M ci. Jlakie, HAa OCHOBY
HaBEJEHOT Ceé MOXKE CYMHMpaTH Ja K/bY4YHa pasnuka uimely TpaJuIlMOHATHHMX M ardIHUX
METOJIONIOTHja jecTe TO MTO Cy TPAJUITHOHAIHE MPOIECHO OPHjeHTHCAHEe U KapakTepHile UX
NPEeIUKTUBHH TIPUCTYN M cBeoOyxXBaTHa [JOKYMEHTallMja, JOK CY aruiHe MeToje
OpHjeHTHCaHe TpeMa JbyAMMa M KapakTepuIille HX aTalTUBHH TNPHUCTYN U OamaHCHpame
m3mehy paekcudOunHOCTH ¥ IaHNpama.

ArunHe MeTOIONIOTHje HyIe HU3 NpeIHOCTH, Kao 1WTo cy: Opxku passoj codTBepa, Behu
KBaIHTeT, Beha caTHcdakiMja Kymana, cMamemhe PH3HKa, NPUIaroJUbUBOCT NpPOMEHAMa y
OKpYyKemby, IopacT 3aJ0BOJbCTBA YIAHOBA TUMa, cMameme JoKyMeHTauwuje (Sharma et al.,
2012). Mmajyhu y Buay HaBeAeHE NPEAHOCTH arlHUX Yy OJHOCY Ha TpaIHIMOHAIHE
METOJ0NOTHje, Kao U YMILEeHUIY Ja Cy aruiHe MeTOAO0NOrHje MOTOJHH|e 3a Malle H Cpelmbhe
npojeKTe, KA0 H Majle THMOBE, a TPAAHUIHOHATHE METOAOJIOTHje 3a BellMKe INpHjeKTe H
THMOBe (Stoica, et al., 2013), pa3Boj Mojena 3a NOAPLIKY OJIY4HBalLY Y OBOj AOKTOPCKO]
JMCcepTalfjH je 3acHOBAaH Ha NMPHMEHH aruiHe Meroaonoruje. KonkpetHo, Ouhe npumemen
SCRUM, xao jemqna ox Hajuelthe xopHinheHHX arWIHHX METOJOIIOTHja pa3Boja cO(TBEpa.
IMomynapuoct SCRUM-a TpoM3sunasd M3 1HEroBe jeIHOCTABHOCTH M JOKa3aHe
npoaykruBHocTH (Dora & Dubey, 2013). SCRUM ce Moxe Ae()MHHCATH Kao OKBHP yHYTap
KOjer JbyIH MOTY Ja ce no3abaBe CT0XEHHM aJalTHBHUM HpoOneMHMa JOK IPOIAYKTHBHO H
KpeaTHBHO HMCIOpydyjy npomusBoje Hajehe moryhe Bpemnoctu (Hassanein & Hassanein,
2020). ¥V SCRUM meTo10NOTH]H je 1leo pa3BOjHH LMKIIYC MOJe/LEH Ha HU3 HTepalyja, Iae ce
CBaKa MTepauuja Hasuba cupuHTOM (Sharma et al., 2012). CupunTeBu Tpajy oA jeaHe jo
ueTUpH Henemwe (Rising & Janoff, 2000). CBaku COpUHT MOYHILE MJAHHPALEM, OJZHOCHO
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pa3BojeM JeTabHHX I[UIAHOBA 3a CIIPUHT, a 3aBplIaBa Ce NpPeriefioM, Tj. HPOLEHOM
UCTIYBEHOCTH TUIAHOBA 32 3aBpiieHu cripuHT (Hossain et al., 2009). SCRUM aptedaktn cy:
MHEBHHK mpousBoma (product backlog), nuesnnk cnpunta (sprint backlog) n MHKpeMeHT
(Hassanein & Hassanein, 2020). JlHeBHUK NpoM3BOJa C€ OJHOCH Ha Je(UHHMCAHY JHUCTY
3aXTeBa, IpHOpPUTeTa, (PYHKIMOHATHOCTH MW 3amaTaka koju Tpeba na Oyny ypahenn
NPUINKOM pa3Boja codTBepa. [IHEBHMK CIIPHHTA MpejCTaB/ba JHCTY KOHKPETHHX 3aXTeBa,
3aJaTaka M aKTHBHOCTH W3 JHEBHUKA IIPOM3BOJAA KOju Tpeba Oa ce WUMILIEMEHTHPAjy y
cBakoM crpunTy. ClyxH 3a JaBambeé CMEpHHIA TOKOM Tpajama chpuHTa. MHKpeMeHT je
crerugUIHA Pe3yaTaT 3a CBAKH CIIPHHT.

Sharma n capaguuun (2012) objammaajy ga SCRUM MeTofa NOYHMISE NPUKYIUBAmEM
KOPHUCHUUKHX 3aXTeBa, TJe ce MPUTOM He OuYeKyje Ja KOPHCHHIM CBe 3aXTeBe Ae(PMHUILIY Ha
nouetky. KopucHHK Moxe Ja ce NpeJoMucIM y OMIO KOM TpPEHYTKY TOKOM pa3Boja
codTRepa, MOTY Ja ce JI0/1ajy Heke HOoBe (YHKIIMje, OTKITOHE MM axypHpajy nocrojehe.
Hapeann kopak je ogapehuBame mnpuopureTa 3axTeBa, OJHOCHO KpEHpame AHEBHHKA
npousBoaa. Heomxoano je ma ce cnpoBele MpaBUIHO MIAHUpame CIPHHTA U JeHHHCAE
KOJIMKO CIPUHTEBA je MOTPeOHO 3a pa3Boj coTBepa, 3aTHM Tpajambe CIPUHTA M KOjH 3aXTEBU
U3 JHEBHHKAa TNpou3Boja Tpeba jJa ce HMIUIEMEHTHpAjy Y CBAaKOM CIPHUHTY, OTHOCHO
cacTaBUTH JHCBHHK CIpHHTAa. HakoH cBakor copHHTa BpIIM cc Mperief Ja Ou ce yTBpPIHIIO
Ja 1 cy CBH 3aXTeBH 3a Taj ogpeleHH CIPHHT UCIYHEHH UK He, Kako OM ce JoHena oyKa
KOju 3axTeBH Tpeba Aa Oyay MMIIeMeHTHpaHH y cienehem cnpuHTy. Ilocne cBakor cpHHTa
ce Kpeupa HHKpeMeHT codTBepa. Rising u Janoff (2000) naBoge Aa Kby4yHa Heja CBAKOT
CHOPHHTa jecTe Hcnopyka (yHkuHoHamHocTH. CBako yHanpeleme IpOM3BOJA ce 3aCHHMBA Ha
NPeTXOJAHHM HHKpeMeHTHMa. LlWb je 3aBpIIMTH 3amaTKe A0 JaTymMa HCIOPYKE CIIPHHTA.
CnpuHT TpefcTaB/ba BPEMEHCKH OKBUP pa3Boja, IITO MOJpasyMeBa Ja ce Kpajibu JAaTyM 3a
CHOPUHT He Mema. Moryhe je ma ce cMamM HcropydeHa ()YHKIHMOHATHOCT TOKOM CIPHHTA,
M JaTyM HCTIOPYKe He MOXe Ja ce NMpoMeHH. HakoH CBakOr CIpUHTA ce peamusyjy
cacTaHIlM ca 3auHTepecOBaHMM cTpaHama. [IpujaBibyjy ce cBe HoBe HHpoOpMmalHje H3
CIPUHTA KOjH je ympaso 3aBplieH. Ha oBoM cacTanky ce Mory usBpmutH oapelhene npomene,
OJHOCHO MOTY C€ JOJAaTH M eNHMHMHHCATH 3aXTE€BH MM NPOMEHUTH npHopuTeT. CTaBKe Koje
Cy Ba)KHE 3a Kymnia uMajy Hajehu mpuoputer. Yuemihe xymia Ha OBHM cacTaHIIAMA je O]
BEJIMKOT 3Ha4aja, ¢ 003upoM aa oMoryhaBa HemocpeHe U peIoBHe NMOBpaTHe HH(O pMaLHje 0
npou3Boay W o0e30ehyje ma ce MpPoOW3BOA pa3BHja Y CKIany ca CTBApHHM moTpedama u
3axTeBMMa Kymua. HakoH 3aBpuIHor cnpHHTa, 0JBHja ce HCHOpYyKa Mpou3Boja Kymy. Kao
pe3ynTaT 4ecTHUX MHTepakiHuja y MaiuM, (OKYCHPaHHM pa3BOjHHM ILUKIYCHMa, IPOM3BO
HocTaje HU3 JelioBa KOjHMA Ce MOXKe YIPaBJbATH, HApedyje ce, YaK M Kaja 3aXTeBH HHCY
CTaDMJIHH, CBE€ je BU/BMBO CBMMa, KyNIM A00Mjajy decTe MOBpaTHE MH(OpPMALHUjE O TOME
KaKo TPOM3BOJ 3a1paBo (PYHKIHOHUINE, Pa3BHja C& OJHOC ca KYILEM H IPajH ce NoBepebe.
Mirza n Datta (2019) yka3yjy Ha HEeKe 0] KJbYYHHX NpeaHocTH npuMene SCRUM-a, kao mTo
cy: edeKkTHBHAa M edukacHa KOMYyHHKallWja, KOHTHHYMpaHe MOBpaTHe HHQoOpMmaiuje of
Kynana, Beha IpofykTHBHOCT, IPOH3BOAiba KBATHTETHOT IPOU3BOJa U 3aJ0BOJLCTBO KyMHala.

Kpeupame rpaduukxor kopucHu4kor HHTepdejca je crmpoBeaeHo ynortpeboM front-end
OpHjeHTHCaHUX TEXHONOTHja: ONMUCHOT jesuka HTML, jesuka 3a (opmatupame CSS, xkao H
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nporpamckor jesuka JavaScript, a nucame koja je peanusoBano nomohy Visual Studio Code.
[Ipeunsnuje, 3a aeduHMcame CTPYKType BU3YENHHUX elleMEeHAaTa amnjMKauuje je xopuuhen
HTML. 3atuM, cTHIM30Bame eJIeMeHTa INPHKA3aHMX Ha KOPHCHHYKOM HHTepdejcy
anJIMKaTHBHOT cOo()TBEpa je peann3oBaHo y3 nomohy CSS-a, y3 ynotpedy CSS Oubnuoteke
Bootstrap 5. OBa 6ubnuoTexa cagpxu npunpemsseHa CSS npasuna 3a cTunusoBame HTML
eneMeHaTa, Koja ce NpHMemYjy JojaBameM oArosapajyinx kilaca THM eleMeHTHMa. 3a
ynpasibatbe HTML enementuma (DOM manunynanujy) je ynotpetien JavaScript, koju ce
KOPHUCTH 3a JaBarme HHTEPAKTHBHOCTH M JUHAMHYHOCTH amnHKauuju. JavaScript omoryhasa
manunynanujy HTML enemenTtnma, obpany morahaja (kKMTMKOBH, YHOC TeKCTa, MT.), paa ca
nojanyMa M M3BpIIABAIGE JIOTHKE aliIHKaldje Ha KopucHH4YKOj cTpaHu. [Tomohy mera cy
y4uTaHu nojany u3 6aze W kpeupanu oaroeapajyhu mpukasu. Konauno, kpeupame Jeckron
aniuKanyje je crnpoBeaeHo y3 nmomohy Electron.js—a Koju mpencraBba pajgHH OKBHpP 3a
pa3Boj JeckTomn amnmkandja kopuctehu BeO TexHonorwje, ykmyuyjyhu HTML, CSS u
JavaScript.

Haxon u3paje mMojena 3a HOAPIIKY OJTY4HBamby, CIPOBEICHO jé UCTpasKUBaIbe Kako O ce
TecTHpana xunoresa 3.2, 0JHOCHO Ja OH ce HCIHTAJO Ja JIH IPHMeHa Pa3BHjeHOT MOeNa 3a
NOJPIIKY OJNTyuHBaiby oMoryhaBa MHTerpauujy Iojaraka, uMMe cy yHamnpeleHu mpoliecH
OMTyYHBa-a H YIPaBhaka OJHOCHMA Ca KYNIIUMa. Y HCTPaXKHUBAWBY je y4eCTBOBAJIO IETOPO
3anocneHnx y CRM-y ojalpaHe opranusaiyje, KOju TPEACTaB/bajy NOTEHIHjaTHE
KOPUCHHUKE Pa3BHjeHOT alUIHKATHBHOT cO(TBepa. ¥ Be3W ca THM, 3a IPHKYIUbae MoJaTaKa
je usabpaH MeToJ MHTepBjya, UMajyhu y BUIY HEeroBY MOTOJHOCT 32 HCTPAKUBAILA €A MATTUM
Opojem wucnuranuka. WMHTepRjy npeacTaR/ka WHAWBHIYATHH W/MIM TPYINHH Pa3TOROp
UcIUTHBada ca ucnuranukoMm o ojpehenoj remu. To je cy0jexTuBHaA M onmcHa MeToJa Koja
3aXTeBa BENMKO BPEMEHCKO M MEHTANIHO aHraXkoBame, 3Hamhe M BEIITHHY HCTpakHBaua
(Wattles, 2019). IIpumkoM MHTEpBjyucama UCTIUTHBAY UCTIMTAaHUIMMA TIOCTaB/ba MHTamA,
KOja MOTY OMTH M yHanpe npunpembena. OAroBopH HCIIUTAHHKA Y BEIHKOj MEPH 3aBHCE OJ
KBAJIMTETa CacTaB/bEHOT YIUTHHUKA. MHTEepBjy He H3HCKYje BUCOKE TPOLIKOBE, (hIekcuduIan
je u nobujenn nojauy cy gerasbHH. McnuTaHMIM MOry HOCTaBJbAaTH NOTIHTAKA, Te TOCTOjH
Mmana MoryhHocT Hecmopasyma. MHTepBjy npy:ka AyO/bH YBUI Y CTaBOBe, pasMHILUbama U
akTHRHOCTH yuecHuka (Harris & Brown, 2010). 3a motpebe crporohema momenyror
HHTepBjya je cacTaBibeH ynuTHUK (IIpunor I') koju obyxaBTa JeBeT OTBOPEHHX MUTamba, Koja
cy omabpaHa Ha OCHOBY npernena nuteparype (Friedrich et al., 2011; Rejman Petrovi¢ &
Nedeljkovic, 2020) u npunarohena 3a norpede oBor uctpakusama. [lurama Ha OCHOBY KOjuX
je Tectupana xunotesa 3.2 cy cneneha:

1. Ha xoju Hauun 6u pasBHjeH MOJeIN 3a MOJPIIKY OATyUMBaIby MOrao Ja yTH4e Ha
e(uKacHOCT ¥ MPOAYKTUBHOCT Bamrer Tuma?

2. Ja nmu mucnute ga OM pasBHjeH MOJEN 3a MOAPIIKY OATYy4YHMBAaIY JAONPHUHED
OosbeM JOHOIIEY OMTyKa y Bamem TuMy nnn opranusanuju? Ako 1a, kako?

3. Ha xoju Hauun O6M pa3sBHjeH MOJeN 3a MOJAPIIKY OMTyuHdBalby MOTao ja yTuie Ha
HPEU3HOCT H TAUHOCT T101aTaKa KojH ¢y Bam HeonxoaHH 3a JOHOIIeHe oaayka?

4. Jla mu cMaTtpaTte aa Ou Bam pasBujeH Mojen 3a MOAPHIKY OATy4HBamy oMoryhuo
OoJbe pasymMeBame W aHANH3Y NojaTaka o Bamum kynimma?
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5. Ha nu mucnute ga 61 ce yBollemeM pa3BHjeHOr MOJena 3a MOJPIIKY OUTYIHBAY
OCTBApUIIO JIAKIle YIpaB/baihe U cariejaBame Behe komMunHe nojaTaxa?

6. VY xojoj Mmepn OH Bam Mojen 3a moapumiky oiy4HBamy OMOTyhHO HHTerpaiujy
nojaTaka o npojaju’?

7. Ha nu cmaTpare ga 6M (yHKIIHOHAIHOCTH MOJENA 3a NOJPIIKY OMTYyUABAKY
JOTpHHENle CMambelhy BpeMeHa Koje je moTpebHO 3a oOpaly mnojataka M
nHdpopmanmja’?

8. Komnko 6u Bam Mojen 3a MOAPIIKY OIy4MBamy MOMOTao y TpeBasHiaKemy
J0cajallBbuX NpodieMa MPUIIMKOM cacTaBlbamka U IpeTpare u3BemTaja?

9. Kako Oucte cymupanu yKynaH yYTHLA] pa3sBHjEHOr MOJENa 3a HOAPIIKY
o/uTyunBamy Ha Bame nocnosame u 1oHOLIEHE OLTyKa?

3. Pesyaratu ucrpakupama - EQekTH nmociioBHe aHAJTHTHKE HA
yHanpeheme qoHomIeHa 01YKA U epdopMaHce YIIPaB/balba 0JHOCHMA Ca
KYHHMA

Y 1numy Tectupama nomohHe xumoTese 3.1, 0JHOCHO MCNHTHBama Ja JH OATYIMBAILE
Oazupano Ha ojaroBapajyhoj mocnoBHoj aHanMHTHUH yTHYe Ha yHanpeheme nepdopmaHcH
yhpasJbamba OJHOCHMA ca KYMIUMa, CIIPOBEJCHO je aHKeTHpame Kako OM ce MPUKYIHUIH U
AHATH3UPATH OAroBapajyhu mpHMapHH mojau. Y MHBbY JaKIIer carieaaBama Je(HHACAHHX
ogHoca m3Mmehy McTpakuBaukuxX BapHjabmy, Ha ciMuM 6.2 je NpHKa3aH HCTPaKUBAuKU
MOJIe.

Cauka 6.2. Mojen uctpaxusama

IlocnoBHA aHATHTHKA
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Hssop: Aymop
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3.1. Anannsa y3opka

3a moTpebe eMIIMPHJCKOT MCTPAXKHUBAKA CY NPUKYIULEHHW Nojanu o 214 ucnuranuka. Y
EMIIHPHJCKOM HCTPAKHBAY CY YIECTBOBAJIM 3al0ClIeHH Ha TepuTopuju Penybmixe Cpouje
KOjU Cy 3aqy:KEeHH 3a aHATMTHKY T0JaTaka o KyNiuMa H yIpasbame 0JHOCHMA ca KYMIUMa.
IlpumikoM HeTpaxkuBama je kopumheH ysopak rpyase cuera. [Iyrem npodecHonamnux
JPYLITBEHHUX Mpexka je MTHHK 3a MPUCTYN YNHTHHKY mocnar oapelenoM Opojy KOHTaKara,
KOjH CY HOTOM HPOCIEIHIIH YIIHTHHK CBOJHM KOJleraMa H KOHTAKTHMa.

CtpykTypa HCOMTaHMKa U3  y30pka TpeMa  IHUXOBHUM  COIHO-AeMorpadickum
KapaKTepHCTHKaMa je mpHka3ana y Tadenu 6.1.

Tadena 6.1. Ctpykrypa y30pKa rpeMa colo-agMorpa)ckiM KapakTeprucTHKaMa

ATncoJyTHe PeraTnBHe
Kapaxrepuctuka 5 .
(pexBenuje ¢pexBeHnuje
JKencku 116 5421%
Ioa
Myukn 98 45,79%
3aBpieHa cpefmba mKoia 20 9.,35%
Huso 3aBpiieHe OCHOBHE CTYAH]E 88 41,12%
o0pa3zoBama

3aBprieHe MacTep CTyaHje 106 49.,53%
JHo 5 roguna 96 44 86%
Jlyauna On 5 1o 10 roguna 46 2149%
paaHor craxa  (Op 10 go 20 roguna 56 26,17%
[Mpexo 20 ronquna 16 7,48%

H3Bop: Avmop

VBugom y tabeny 6.1 ce moxe yountu ga 54,21% y3opka unMHe HCIIUTAHULM KEHCKOT MOJIa,
OJHOCHO Y y30pKy uma 116 sxena. [Ipeoctamix 98 ncnmuranuka, ogHocHo 45,79% cy Mymkor
nona. CTpykTypa UCTHTAaHHKA MpeMa MoTy je TpuKa3zaHa Ha rpadukony 6.1.

I'papuxon 6.1. CTpykTypa y30pKa npema noiy

Hssop: Aymop

AKO ce TocMaTpa CTPYKTypa MCHHTAHHKA NpeMa HHBOY oOpasoBamba, MOXKE Ce BHAETH ja
Hajsehu Opoj ucnuranuka (106) uma 3aBpmeHe MacTep crymmje, ogHocHo 49,53% y3opka.
Creme MCHHTAaHHWIM ca 3aBPIICHHMM OCHOBHHMM CTyaujama, koju umne 41,12% ysopka (88
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HermTanHka). Hajmamu Opoj Henuranuka (20) UMa 3aBplIeHY cpeAmy LIKOJIY H OHH 4YHHE
9,35% y3sopka. CTpykTypa HCIOHTAaHMKa [IpeMa HHMBOY o0pa3oBama je NpHKasaHa Ha
rpapuxony 6.2.

V3umajyhu y o03up CTpyKTypy y30pKa mpeMa JYKHHH pajHOT craxa (rpaduxon 6.3),
JOMHHHPa]y UCIIHTAHHIIH KOJH HMajy A0 5 TOAHHA paJHOT cTaxka U 0HH unHe 44,86% y3opka
(96 ucnuranuka). 3aTuM, 56 HcnHTaHHKA, 0JHOCHO 26,17% y30pKa ce W3jacHUIO Ja paju
mmehy 10 u 20 rogmna. Hewrro mamu Opoj ucnmtanuka, ogHocHo 21,49% yzopka (46
UCTIMTAHHKA) MMa AYKHHY pagHor cTaxka usmehy 5 u 10 roguna. Ha xpajy, HajMamu Opoj
ucrimtanuka (16) uma qyxuny pagHor craxa npeko 20 ronuna u onu yune 7,48% y3opka.

I'pagmxon 6.2. CTpykTypa y30pka npema I'paguxon 6.3. CTpykTypa y30pKka npema
HHBOY 00pa3oBama JY'KHHH PaTHOT CTaxa

Cpexsa
TIIEOTA.

Wssop: Aymop Ussop: Aymop

VY tabenu 6.2 je npukazaHa CTPYKTypa OpraHH3alija y KOjuMa Cy 3ar0CICHH UCITHTaHHIH 13
y30pKa.

Tabena 6.2. Ctpykrypa y30pKka npemMa KapakTepHCTHKaMa OpraHH3anuje

KapakTeoneTnka AnconyTHe Penatusne

pakTepue ¢pexBennuje | ppexsenmuje

[TpousBoana 76 3551%
JleraTHocT

YenyxHa 138 64 49%

Mana (mo 50 3amocneHux) 30 14,02%
Bemwauna T 50-250 sanocnemx) 50 2336%

opraHmsaimje
Benuka (mpexo 250 3anocneHux) 134 62,62%

HzBop: Aymop

Ha ocHoBy Tabene ce mosxe yBujaeTH na Hajsehu Opoj ucruranuka (138) w3 y3opka pagu y
YCIIY:KHHM opranusaiujama, ofgHocHo 64,49%. [Ipeocranux 76, ognocuo 35,51% ce ognocH

Ha TmpousBoAHe opranmsauuje. CTpykTypa y3opka Npema [AelaTHOCTH oOpranusanuje je
NpHKa3aHa Ha rpadukony 6.4,
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I'padmxon 6.4. CTpykTypa y30pKka npema I'padmxon 6.5. Ctpykrypa y30pka npema
JeIaTHOCTH OpraHu3aluje BEIIHYHHH O PraHu3aiuje

HzBop: Aymop HzBop: Aymop

CTtpykTypa y30pKa TNpeMa BeIMYMHM OpraHu3aldje je NpukazaHa Ha rpadukony 6.5.
Bennuuna opranuzanmja M3 y30pka je MepeHa OpojeM 3alOCIEeHHX, NPH 4YeMy ce Maje
OpraHM3alMje 0JHOCE Ha OHE Koje uMajy 1o 50 3anocieHunx, cpeamwe uMmajy msmehy 50 u 250,
a Bermuke npeko 250 sanocnenux (Guerola-Navarro et al., 2021). Y y3opky IoMHHHUpAjy
BelMKe opranmsanuje (62,62%, ognocno 134 opraHusanuje), 3aTHM Clele OpraHH3alHje
cpenme (23,36%, omHocHo 50 opranmzamuja) u mane BemuuuHe (14,02%, omnocHo 20
opraHH3anuja).

3.2, lecKkpHNTHBHA CTATHCTHYKA aHAIH3A

Kako 01 ce yrBpamno KoJ KojuX KOHCTaTallMja je McKa3aH HajBehu cTemeH crnarama, Kao U
KO KOjUX CYy HCKa3aHW HAajXOMOTEHHjH/HAjXeTepOTEHH]H CTABOBH, CIIPOBEIEHA je
JECKPUNTHBHA CTAaTUCTHYKa aHanu3a (Tabene 6.3-6.0).

Tabena 6.3. /leckpunTHRHA CTaTHCTHYKA aHaNH3a 3a BapHjadbIy cmocoOHOCTH MOCTOBHE
aHATUTHKE

Aputmernuka  Cranaapana

Koncratanuja s
cpeAHHAa AeBHjaLHja

Hamwr THM 3a [OCIHOBHY AHAIMTHKY WHTETPULIE
noJaTke O KynimuMa W3 pa3MuuTHX HW3BOpa Yy 6,09 1,12
CKJIA/IHIITA TI0JATAKA.

Hamr TuM 3a MOCIOBHY aHATUTHKY OCHTYpaBa a Cy
MOJANN O KYNIUMa TIOTITYHH, TA4HH, OIIArOBpeMeHH 6,01 1.44
H pelIeBaHTHH.

Ham tiMm 3a NOCIOBHY aHAIIMTHKY KOPHCTH pasHe

araTe MOC/IOBHE aHAIHTHKE 3a aHAIH3y IojaTaka o 5,94 1,27
KyH1HuMa.

Ham THM 33 0OCIOBHY aHATHTHKY KOPHCTH

AHAIMTUYKE ajaTe 3a INpeTBapalke Nojaraka o 6,02 1,25

KyIIIUMa y KOpHcHe HHpopMarmje.

Hzsop: Aymop
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Pe3yntarH JecKpHNTHBHE CTATHCTHYKe AaHAIHM3€ 32 KOHCTaTallMje Koje 4HMHe BapHjadmy
crocoOHOCTH MOCIOBHE aHATHTHKE Cy NpHKasaHu y Tabemu 6.3. Y cknafy cy mpHKasaHUM
pe3ynTaTHMa, yodaBa ce Ja ce Hajsehu cTemeH cnarama jaB/ba KOJ KOHCTaTallHje Koja ce
OHOCH Ha MHTETpallHjy TojaTaka O KyNIMMa H3 pasAMUUTHX H3BOpa y CKIaJHIITa
nojartaka, IITO MOKa3yje HajBHINA BPeIHOCT apUTMeTHUKe cpeauue of 6,09. IlpeocTtane tpu
KOHCTaTalllje Be3aHe 3a CHOCOOHOCTH MOCIOBHe aHaNIWUTUKe, Takohe wHMajy BHCOKe
BPEIHOCTH apHTMeTHUKe cpenuHe (pemom: 6,01; 5,94; 6,02). Kon xoHcTaTtanyje ko Koje je
npHCcyTaH HajehH cTeneH cnarama, CTaBOBH HCIHTAHMKA CY M HAjXOMOTEHH]H, IITO MOKasyje
HajHH>Ka BPEIHOCT cTaHaapaHe nesujanuje on 1,12. Hajxereporenuju cTaBoBU ¢y NpHCYTHH
KOJl KOHCTaTallfje Koja raacH ,,Ham THM 3a NOCIOBHY aHAIMTHKY OCHI'ypaBa Ja Cy HOJalu 0
KyIMMa MOTIyHH, TaYHH, OIaroBpeMeH! U PelIeBaHTHH", MITO MOKa3yje HajBHIIA BPEIHOCT
CTaHApapjAHe AcBHjauMje Koja H3HocH 1,44,

V tabenn 6.4 cy npukazaHu pe3ynTaTH AECKPHITHBHE CTATHCTHYKE aHAJIM3E 3a KOHCTATallHje
n3 Bapujabie CRM anaymtuka. HajnoBosbHHM cTaBOBM cy MCKa3aHM KOJ KOHCTaTalUje Koja
rmacu ,,Ymnotpeba NocloBHe aHaNMTHKe oMoryhaBa ga ce JocTaBe NMojald O KyNHMa
oco0Jby Ha NMpPBOj TMHHAjH KakO OM OHH MOTJIH J1a IPOJajy, MIacHpajy ¥ CEPBHCHPAJy KYTIE
Ha OCHOBY UMILEHHIA", IITO MOKa3yje HajBUILIA BPEAHOCT apUTMETHUKE CpeMHE KOja H3HOCH
6,00. Kog oBe KoHcTaTanmuje Cy CTaBOBH M HAajXOMOTCHHjH, HMajyhn y BHIY HajHHKY
BPEIHOCT cTaHmapaHe aeBujammje o 1,06, Ca gpyre cTpaHe, HajHUKA BPEIHOCT
apuT™MeTHuke cpemune (5,87) je mnpucyTHa Koj KoOHcTaramuje ,,Ymorpeba mocioBHE
AHATHTHKE je TIOMOTJIa Ja ce CIIpoBeJe HHTEIHIeHTHA aHalli3a oJaTaka o KyMiuMa Kako O
ce Ha ojroBapajyh HauMH YCMEPHUJIH MapKeTHHIIKH H npojajHH Hamopu®. CTaBOBH IO
IUTaly OBE KOHCTAaTallje Cy HajXeTeporeHMjH, INTO MOKasyje HajBUIIA BPEAHOCT
cranaapHe aesujamuje ox 1,20,

Tabena 6.4. [leckpunTHBHA CTaTUCTHYKA aHaIU3a 3a Bapujadbmy CRM aHanuTuka

Apurmernuka  Cranmpapana

KoncraTanuja . .
cpeanHA OeBHjanHja

YnoTtpeba mocinoBHE aHaNMTHKE MOMOTIA je Aa ce
CTROpH  cBeoOyXBaTHa  IleHTpasiM30BaHa  0Oasa 5,97 1,10
HOJATAKA O KYIIHMA.

YnoTtpeba mocnoBHe aHanmuTHKe omoryhasa ga ce
JocTaBe MHOJall O KynuuMa ocoOby Ha MpBOj
JMHUjK Kako OM OHM MOTJH Ja TPoAajy, Iiacupajy u
CepBUCHpAjy KYILE Ha OCHOBY YHIbEHHIIA.

6,00 1,06

Kopuutheme nocnoBHe aHaIMTHKE HaM je MOMOTIIO

Ja MCIOPYYMMO TMoOjaTKe O KyMIMMa HalleM

MapKeTHHIIKOM, IPOAAJHOM H YCIYKHOM 0COOJBY Y 591 1,17
npaBo BpeMC Kako OHM OHH MOIIM [a CIPOBCAY
YHAKpCHY Npojajy U Npojajy Kyniuma.

VYnotpeba mocinoBHe aHaNMTHKE je MOMOINA 1a ce
ClipoBele MHTENHIeHTHa aHaluM3a MojaTtaka o
KyliUMa Kako OM ce Ha ofrosapajyhn HayuH
YCMepUIH MapKeTHHIIKH H IPOJajHH HAMOPH.

5,87 1,20
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Hssop: Aymop

JleckpunTHBHA CTaTHCTHYKA aHANIM3a KOHCTaTallMja Koje 4uHe BapHjabily JOHOLIEHE OLTyKa
(Tabena 6.5) nokasyje Ja ce HajlIOBOJBHHUjH CTABOBM M HajBEhH cTeneH clarama jaBibajy KoM
koHcTartamyje ,,IloGospman je kBanuTeT OTyKa 3axBa/byjyhH TOCIOBHO] aHATUTHIM
(apuT™MeTHUKa cpeanHa u3HocH 5,88, a crammapamna aesujarja 1,10). HajuenoBossnuju
CTAaBOBM M HajMalmM CTeTleH cllaramba cy NPUCYTHH KoJ KoHcTaTaiuje ,,OmIyke Koje ce
JOHOCE Yy OpraHM3alijH Ccy TpaBoBpeMeHe 3aXBasbyjyhH TIOCIOBHOj AaHATHTHIH'
(apuTMeTHYKa CpeAMHA U3HOCH 5,75, a cTanaapHa A¢BH jaunja 1,21).

Ta6ena 6.5. [leckpunTrBHA CTATHCTHYKA aHAIN3a 3a BapHjabny JOHOILIEHk:E 0QIyKa

Apurmernuka  Crangapana

K -
oncrataumja cpeanHa AeBHjanHja
Omnyke koje cec JOHOCE Yy OpraHH3aluju  cy 575 121
NpaBOBPEMEHE 3aXBajbyjyhH OCIOBHOj aHATUTHIH. ’ ’
Onnyke koje ce JOHOCE Pe3yATHpale Cy XKeJbeHHM 577 111
pesynTaTHMa. ’ ’
[ToGosbman je KBaMTET OMIyKa 3axBasbyjyhu 588 1.10
MIOCJOBHOj aHATUTHIIA. i ’
[Topehana je  Op3uHa  JOHOmWEmA  OJNIYKa 5.86 1.20

3axBasbyjyhH 1OCII0 BHOj aHAJIUTHLIN.

Hssop: Aymop

Kaga cy y nuramy KoHcTaTauuje Koje 4uHe BapHjabny nepdopmaHce ynpabama 0JAHOCHMA
ca kynmuMa (Tabema 6.6), KO CBe YETUPH KOHCTATAIWje CE€ jaBRIhajy CIHYHE BPEIHOCTH
apUTMETHUYKUX cpeauHa Koje ce xpehy y pacmony ox 5,66 no 5,68. Taxohe, kom cBuX
KOHCTaTalllja TNOCTOjU CIMYaH HUBO XOMOTEHOCTH, OJHOCHO BpPEIHOCTH CTaHApapIHHX
nesujanuja ce kpehy on 1,33 mo 1,39.

Tabena 6.6. [leckpunTiBHA CTATUCTHYKA aHATK3A 32 BapHjabmry nepdopmance yrpaBibama
OJHOCHMA ca KYIIIHMa

Apurmernuka  Cranmpapana

LI T cpeanHa AdeBHjanHja

OctBapena je Beha  catucdaxkumja  xynauna 5.68 1.33
3aXBasbyjyh# TIOCIIOBHOj aHATTUTHIIH. ’ 3
OctBapeHna je Beha nojanHoCT Kymana 3axBasbyjyhu 5.66 138
MIOCJOBHOj aHATUTHIIA. ’ ’

OctBapena je Beha croma ocBajama Kymana 5.66 139
3aXBasbyjyh# TIOCIIOBHOj aHATTUTHIIH. ’ ’

OctBapena je Beha cToma 3agp:kaBama Kymnana 568 1.33

3aXBasbyjyh¥ TIOCIIOBHO] aHATTUTHIIH.

HsBop: Avmop
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3.3. ExcniopaTnBHa (paKTOpPCcKa aHAIH3A

Kako Ou ce mBpmmmo rpynucame NOjeIMHAYHMX KOHCTaTamuja y ¢akTope, OIHOCHO
UCTpaykUBa4yKe BapHjabie, cIpoBeAcHa ja eKcIulopaTHBHA (akTopcka aHamusa. CBake
¢dopmupanu ¢akTop uUMHE KOHCTaTalHje Koje ¢y MehycoOHO BHCOKO KOpenupaHe, JOK CY
KOHCTAaTalldje Koje TpHNafajy pasiu4uTHM (akTopuMa, OAHOCHO —HCTPAKHUBAYKHM
Bapujabnama, melycobHo crmabo kopenupane. Mako mnocToje pa3nuUUTE TEXHHKE 3a
cnpoBolheme eKCIUIOpaTHBHe (JaKTOpCKe aHaM3€, Y OBOM HCTPOKHBABY je MpHMeHeHa
TEXHUKAa aHanu3e TNaBHUX KommoHeHTH (PCA — Principal Component Analysis), a xao
MeToJa poTalHje je n3dopana Varimax poranuja.

Y Tabenn 6.7 cy mpuKasaHH pe3yNTaTH TECTOBAa OMpPAaBAAHOCTH NpHMEHEe eKCIUIOpaTHUBHE
¢axropcke anammse. KMO nokasaTesb agekBaTHOCTH y3opka (KMO — Kaiser-Meyer-Olkin
Measure of Sampling Adequacy) je BUIIM 01 HajHM:KE INpenopydeHe BpeaHocTu ox 0.5, a
baprneros Tect cdepuunoctu (Bartlett's Test of Sphericity) je cTaTHCTMYKM 3HadajaH
(p<001) (Williams et al., 2010), mTo ynyhyje Ha ompaBJaHOCT NPHUMEHE E€KCIIOPAaTHBHE
(hakTOpCKe aHATIH3E.

Taodeaa 6.7. KMO noka3aress aqcKBaTHOCTH y30pKa U baprneToB TecT cdeprdanocTu

KMO noxkasaTeb aJeKBaTHOCTH y30pKa 0923
XH-KBaIPaT 2967,620
Baptaeros Tect cepuunHocTn  Opoj cTenenu cnoboge 120
pP-BpPEIHOCT 0,000

Hssop: Aymop

VYV tabenn 6.8 cy npukasana ¢akropcka ontepehema, oOJHOCHO Kopenauuje usmely
maBojeHHX QakTopa M ymasHuX koHcTaTauuja. [Ipunmkom cnpoBohema ekcrnopaTHBHeE
(axTopcke aHanm3e je KopHirheH KpUTEPHjYM a BPeAHOCTH (pakTopckux ontepehema Tpeda
nma Oyny sume ox 0.4 (Sass, 2010). Jlobujenn pe3ynTary nokasyjy Aa cy M3IBOjeHa YETHPH
dakTopa: crnocoGHOCTH TIOCNOBHC aHanmuTHke, CRM aHamUTHKA, OOHOMICIC OMITYKa H
nepdopmMance ynpaBibama 0JHOCHMA ca KyTLHMa.
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Tabesa 6.8. ExcrimopatuBHa (akTopcka aHaIH3a

CrnocoéHocTH ITepopmance
NOCI0BHE CRM anaiutnka Il'[::;?];'::e 3’;:::;:::";
aHAIHTHKE
Kynuuma
CIIAL 0,708
CIIA2 0,689
CIIA3 0732
CIIA4 0.771
Al 0,712
A2 0,773
A3 0,762
Ad 0,759
Aol 0717
N102 0.735
103 0.752
AO4 0.789
I[TYOK1 0.805
ITYOK2 0.828
ITYOK3 0815
ITYOK4 0787

Hssop: Avmop
3.4. Anannia noy31aHocTH

Jla O6m cc yTBpAMIA TIOY3JAHOCT, OJHOCHO HHTCPHA KOH3HCTCHTHOCT (JOPMHPAHHX
Bapujabnu, chpoBeleHa je aHalh3a MOY3JAaHOCTH. 3a cBaky ¢opMmHUpaHy Bapujadmy cy
m3pauynare BpenHocTH Kponbaxosor koeduuujenta anda (Cronbach’s alpha), xao n
BPEIHOCT OBOT KOe(pUIIMjeHTa 3a ciIydaj Ja ce UCK/bYUH HeKa oJ KOHcTaTauuja. MuHUMam
npenopy4ena Bpeanoct Kponbaxosor koepuuujenta anda usnocu 0,7 (Nunnally, 1978). V
OKBHUpY aHaTH3€ MOY3IaHOCTH je H3BpIISHO U TeCTHpame Kopenaluje CBake KoHCTaTaluje ca
BapHjablIoM K0jo] IpHIaja, NpH YeMy je MOXKeJbHO UCKJBYUYHUTH KOHCTaTalllje Ko KOJHX HUje
ocTBapeHa MUHUManHa BpeguocT of 0,5 (Hair et al., 2010).

VeugoMm y Tabeny 6.9 ce Moxe 3aKJBYUUTH JAa je BapHjadna cnocoOHOCTH NOCIOBHE
AaHATMTHKE TIOy3jaHa, OJHOCHO Ja TIIOCTOjU ofroBapajyha MHepHa KOH3MCTEHTHOCT
KOHCTaTanuja Koje je unHe, uMmajyhu y Buny na Kponbaxos anda uznocu 0,789, mro je Buie
of mpenopydeHe rpanuyne BpeaHoctu 0,7. Ilopea Tora, HMCK/bydMBameM OHIO Koje 0
KOHcTaTanuja Ou Jouno Jo cMamema Kponbaxosor anga. CBe koHCTaTalHje 3a10B0JbABAjY
YCIIOB y TIOTJIENY CTENEHa KOopenaluje ca BapHjabiaoM Kojoj mpUnajaajy.
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Tabena 6.9. Ananusa noy3faHoCTH 3a BapHjadiry cmocoOHOCTH NMOCTIOBHE aHATHTHKE

Kopemannja Kponbaxor
Koncratanuja KOHCTaTanuje auga oe3
ca BapHjadJioM KoOHCTaTanmje
Ham TuM 3a NOCIOBHY aHANHTHKY MHTETpHILIE
NoJaTKe O KynouMa H3 pasiuuHTHX H3BOpa Y 0,643 0,716
CKJIaNIITa TOAaTaKa.
Hamr TuM 3a moCnoOBHY aHATUTHKY OCHTYpaBa Jga Ccy
MOJJAllH O KyNIMMa MOTHYHH, TAYHH, OJIaTOBPEMCHH 0,577 0,783
U PENEBaHTHH.
Ham THM 332 HOCTIOBHY aHATHTHKY KOPHCTH pasHe
anaTe TIOCIOBHE aHATMTHKE 33 aHAIM3Y MOJaTaka o 0,560 0,757
KyN1HuMa.
Ham TUM 32 TOCHOBHY aHAIUTHKY KOPHCTH
AHATMTHYKE allaTe 3a MpeTBapamke IMoJaTraka o 0,721 0,669

KynuHuMa y kopucHe nH(opMaruje.

Bpeanocr Kponbaxosor anda 3a Bapujadny cnocoOHOCTH NOCTIOBHE aHATHTUKE H3HOCH

0,789
H3Bop: Avmop

V Ttabemm 6.10 je npukazaHa aHanM3a IOY3MaHOCTH 3a Bapujabmy CRM ananuTHKa.
VT1epheHo je na je 1 oBa BapHjadna noysaaHa, ¢ 003upoM 1a je BpeaHocT Kponbaxosor andga
Beha o 0,7 w u3nocu 0,905. M y oBom cnydajy cBe KoHcTaTalMje WMajy ojarorapajyhu

CTENEH Kopelauuje ca BapujabloM M McKbyduBameM Owilo Koje kKoHcTatauuje Om Omia

cMarbeHa BpenHocT Kponbaxosor koeduinjenTa anda.
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Tabena 6.10. Anannza noysganocTn 3a BapHjadmy CRM ananuTHka

Kopemannja Kponbaxor
Koncratanuja KOHCTaTanuje auga oe3
ca BapHjadJioM KoOHCTaTanmje

YnoTtpeba mocnoBHe aHANUTHKE TOMOITA je Ja ce
CTBOpH  cBeoOyXBaTHa  LIEHTpanu3oBaHa  0aza 0,770 0,883
HoJaTaKa O KyIIUMa.

Vnotpeba mocnoBHe aHanuTHke oMoryhaea ma ce

JIOCTaBE MOJALM O KyMLHMa ocoﬁﬂ_,y Ha an_oj 0732 0.896
JMHUjH Kako OM OHM MOTJIM Ja Mpojajy, MmiacHpajy

U CepBUCHPA]jy KYIILIe Ha OCHOBY YHI-EHHUIIA.

Kopuutheme MocnoBHe aHATUTHKE HaM jé TTOMOTIIO

Ja MCIOPYYMMO ToJaTke O KylmIuMa HalleM

MapKETHHIIKOM, POJAJHOM H YCIYKHOM 0co0JBY Y 0,802 0.872
npaBo BpeMe Kako OM OHM MOINIM Ja CIPOBEY
YHAKpCHY Npojajy U Npojajy Kynuuma.

YnoTtpeba MOCNOBHE aHAINTHKE j¢ MOMOINA Ja ce
ClIpoBelle MHTENHMIEHTHa aHaau3a MojaTaka o
KyliiuMa Kako OM ce Ha ojroapajyhu wHayun
YCMEPHIIH MapKeTHHIIKH H IPOJajHH HAMOPH.

0,848 0,855

Bpemoct Kponbaxosor anda 3a apujadbny CRM ananutuka uszHocu 0,905
HsBop: Aymop

Beoma Bucoka Bpeanoct KpomnbaxoBor koeduuujenta anda ce jaB/b/ba M KoJ BapHjadne
JOoHOUIeme omIyka M H3Hocu 0,926, mro ynyhyje Ha HHTEpHY KOH3HCTEHTHOCT OBE
BapHjabne. M y oBoM ciyuajy HHje noTpeOHO HCK/BYUHUTH HHjeAHY KOHCTaTauujy, umajyhu y
BHIY [Ja CBEe KOHCTATAllWje 3aJ0BOJbABAjy YCIOB Yy MOrIedy Kopelaudje ca BapHjabloMm H
UCKJbyuMBalkeM OMIO Koje KoHcTarauuje O ce cmamuo Kponbdaxos anda. Pesynaratn
aHaTH3e TI0Y3IaHOCTH 3a BapHjabiy JOHOIIele oATyKa cy MpHKa3aHe y Tadem 6.11.

Tabesa 6.11. Ananusa noy31aHOCTH 3a BapHjadITy JOHOLIEHE 0TyKa

Kopexannja Kponbaxos
Koncratanuja KOHCTaTanuje asuda oe3
ca BapHja0sioM  KoOHCTaTanHje

Omnyke Koje ce JOHOCE Yy OprasusaiMju cy

. . 0,811 0911
IpaBOBpeMeHe 3axBasby|yhH MocloBHOj aHATUTHIIH.
Onnyke koje ce JoHOCE pe3yNTHpale Cy KeJbeHUM 0.807 0911
pe3ynTaTHMa.
Hooomma.n je KBamuTeT oOIyKa 3axBabyjyhu 0.851 0.897
T0 CIIOBHO] aHATHTHIIN.
[loehana je  Opsuna  gJoHOmIEmA  OMITYKa 0.850 0.897

3aXBasbyjyhH TOCIIO BHOj AaHATTUTHIIH.

Bpennoct Kponbaxosor anga 3a Bapujabiy qonomieme oryka usnocu 0,926
Hssop: Aymop
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Ha ocnoBy Tabene 6.12 moxe ce 3aK/by4HTH Aa ce Hajsuma BpenHoct Kponbaxosor
koeduijenTa anda jaBsba Koj Bapujabie nepdopmance ynpabama 0JHOCHMA ca KyNIHMa 1
mHocu 0,954, Jlakne u oBa Bapujabna 3a70BoJbaBa KPUTEPHjYM MHHHMAIHE BpPEIHOCTH
Kponbaxosor anda ox 0,7. Takohe, cBe koHcTaTauuje HMajy oxarosapajyhu cremen
Kopenanuje ca BapHjablioM W HCKJbYYHBaEmEeM OWIO KOje KOHCTaTaluje OM OuMna cMmameHa
BpennocT Kponbaxosor koedunujenta anda.

Tabesna 6.12. Anami3a noy3naHocTH 3a BapHjadmy nepgopmaHce ynpasbama 0JHOCHMA ca

KYIIHMa
Kopexannja Kponbaxos
Koncratanuja KOHCTaTanuje ayuda oe3
ca BapHja0sioM KoOHCTaTanuje
OctBapena je Beha carucdaknuja  Kymana 0.870 0.946

3axBasbyjyhH 1OCII0 BHOj aHAJIUTHLIN.

OcTBapena je Beha nojanHocT kynana 3axsaspyjyhu

. 0,907 0,935
T0 CIIOBHOj aHATHTHUIIN.
Ocmapepa je Beha _cTOmAa  OCBAjala  Kynaua 0.907 0934
3axBasbyjyhy MOCIOBHO] aHAIUTHLIH.
Octeapena je Beha cToma 3aapikaBama Kymnaia 0.871 0.945

3aXBasbyjyhH TIOCIIO BHOj aHATTUTHIIH.

Bpennoct Kponbaxosor anda 3a Bapujadny nepdopMaHce yrpasbamba 0THOCHMA Ca
kyniuma nsHocu 0,954
Hssop: Aymop

3.5. MogeJ CTPYKTYPAJHHX jeAHAYHHA — TeCTHPAaIbe XHIOTe3e

IIpe camor TecTMpama XHMNOTE3€ j€ HEOMXOAHO INPOLEHHTH TOY3AaHOCT M BaNMIHOCT
HCTPAXKMBAYKOI Mojena, 300r dera je crmpoBeieHa KoH(UpPMaTHBHAa (PaKTOpPCKa aHAIM3a
(TaGena 6.13). Kon cBux koHcTaranuja BpeHocT akropckux onrepehema je usnan 0,6 (Hair
et al.,2010), ynme ce noTBphyje BanuaHOCT MoJema. 3aTHM, BPEAHOCT T0KA3aTe/ba IPOCCUHE
u3Bojene BapHjance (AVE - average variance extracted) je Beha ox 0,5 (Fornell & Larcker,
1981), mTo yka3yje Ha KOHBEPTeHTHY BaTHAHOCT Mofena. [lopexn Tora, BpeJHOCT MOKa3aTesba
KOMIIO3UTHE Noy3gaHocTH (CR - composite reliability) je Beha on 0,6 (Bagozzi & Yi, 1988),
wTo ynyhyje H Ha KOMIO3HTHY HOY3IAHOCT MOJENA.
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Tabesa 6.13. Kondupmatupna axropcka ananmsa

Bapujaoaa/Koncrartauuja ;D;I:;zl[::iaa CR AVE
CnocobHOCTH NOCI0OBHE AaHATHTHKE 0,799 0,506
CIIAL 0,769
CIIA2 0,631
CIIA3 0,637
CIIA4 0,863
CRM anaaurnka 0,906 0,708
Al 0,822
A2 0,778
A3 0,847
A4 0913
JloHomeme o1myKa 0,899 0,748
J101 0,837
J102 0878
J103 0.879
J104 0,896
T vopse s
I[TYOKI 0,894
[MYOK2 0934
ITYOK3 0,940
I[TYOK4 0,898

Hssop: Aymop

Hakon npoBepe moy3gaHOCTH M BaNIMAHOCTH MOJAENA, YCIEAWIO je yTBphuBame moKasaresba
yknanama (fit indices). Ha ocHoBy Tabene 6.14 ce Moxke 3aK/bY4HTH Oa Cy BPeIHOCTH CBHX
napaMerapa y ckllagy ce MpemnopydeHHM BpegHocTHMa. KonnuHMK BpeaHOCTH X1 KBagpaTa U
Opoja crenenu cnobome (x%/df) uma Bpeanoctu 1,69, mwTo je y ckaaay ce IpenopykoM ja
KOJIMYHHK OBHX BpemHocTH Tpeba OutH mamu oa 3 (Carmines & Mclver, 1981). 3aTum,
BPEAHOCTH KOMIapaTHBHOI MHJAekca yknamawa (CFI - comparative fit index), Taxep-
JleBucoBor unnexca (TLI - Tucker-Lewis index) 1 HHKpEMEHTAIHOT HHAeKca ykinanama ([FI -
incremental fit index) cy Bule 0] HajMame NpenopydeHe BpeaHoctu 0.9 (Byrne, 1998). Ha
Kpajy, BpeJJHOCT KOpeHa cpelHHe KBaapaTHe rpemke (RMSEA - root mean square error of
approximation) je Mamwa ox 0,08 (Hair et al., 2010), oqnocuo u3nocu 0,057. Umajyhu y suay
HaBeJEHO, MOJKE CE 3aKJBYUHTH Ja NIOCTOjH J00po yKIamame Moaena.
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Tabena 6.14. [ToxasaTessn CKIaAHOCTH HCTPOKHBAYKOT MOJema

IMokazaTtebn Jlobujene spennoctn  I'pannune BpeaHOCTH
ﬁdf 141,663/84=1.69 <3
Crl 0,978 >0.9
TLI 0,972 >0.9
IFI 0,978 >0.9
RMSEA 0,057 <0,08

UzBop: Aymaop

Hakon HOTBpl]EIIC BaIHIHOCTH H CKIaJHOCTH HCTpaXHBA4KOI' MoOMela, CIPOBEICHO je

MOJeNHpambe CTPYKTypanHux jennaunna (SEM - structural equation modeling), xaxo ou
OMII0 U3BpPILIEHO TeCTHpame XUnoTese. PesynTaTi cy npukasanu y Tabenu 6.15 ¥ Ha cHIM

6.3.

Tabena 6.15. TecTupame XUNoTe3e — MOJAENUpPAmLE CTPYKTYpPANHUX jeaHaunHa (SEM)

Vrmmain Crangapan3oBaHa I
e npouena (f) PEPEA
CriocobHocTH MOCJIOBHE AHAJIMTHKE — 0.168 0.023%+
Jonomeme omtyka
CRM ananutuka —> JloHomeme oanyka 0,726 0,000
Jonomeme omnyka — [lepdopmance ynpasmbama 0815 0,000+

O0JHOCHMA Ca KylNuHMa

*+* Bpenuoct je curuuduxanrua Ha nusoy p < 0,01

** BpeaHocT je cHrHA(MKaHTHA Ha HUBOY p < 0,05

Hssop: Aymop

AHnanusa je MmokKasala Ja CrocOOHOCTH MOCIOBHE AHATHTHKE PIMEljy CTaTHCTHYKH 3IIEl'-IEleIe

no3uTHBHe edekTe Ha AoHOUIeme omnyka (f=0,549, p<0,01). 3aTum, yrBpheno je na CRM
AQHATHTHKA CTATHCTHYKH 3HAYajHO IIO3MTHBHO YyTHYC Ha JoHoueme omryka (P=0,726,
p<0,01). Ha kpajy, noTspheHo je u ma TOHOIIEHE OTYKA CTATUCTHYKHM 3HAYAJHO TIO3UTHBHO
yTH4ue Ha nepdopMaHce ynpaB/bama ogHocHMa ca kynmuma (p=0,815, p<0,01). Umajyhu y
BUIY Ja Cy cBa TPH TeCTHpaHa YTHIIaja CTATUCTHYKM 3Ha4yajHa, MOXKE Ce 3aKbYUHMTH Ja je
norephena xunoresa 3.1, 0IHOCHO [0Ka3aHO je Aa oIyuHBame 0asupaHo Ha oAroBapajyhoj
NOCJIOBHO] AHAMMTHIM yTHYe Ha yHampeleme mnepdopmaHcH yropaBbamba OJHOCHMA ca

KynnHuma.
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Canka 6.3. P xoe(pHIHjeHTH TeCTHpaHHUX YTHIaja

[TocmoBHA aHATTHTHEA

CnocofHOCTH

0,168%*
MOCTOBHE AHATHTHRES :

JloHOmERE 0.815%%% CRM
omTyKa i nepdopmarce

CRM
AHATHTHEA

HsBop: Aymop

4. Pa3Boj mMojiel1a 3a mOAPIIKY O/NIY4YHBAILY Y YIPaB/balby 0JHOCHMA Ca
KYHIHMa

Umajyhu y BULY Ja je eMIMPHJCKUM HCTPasKUBAbeM JOKA3aHO Ja ONIyduBame Ha3upaHo Ha
oarosapajyhoj TOCIOBHOj aHaMMTHUM yTH4e Ha yHampelheme nepdopmaHcH yhpaBbamba
OJHOCHMA Ca KYNIIMMA, CIIPOBEJeH je pa3Boj MoJena 3a MOJPIIKY OATydHBamy, GasupaHor
Ha MpPHMEHH caBpeMeHHMX MH(OPMAaLMOHO KOMYHHKAlMOHHX pellema, Koju he omoryhutn
ynanpeheme nepdopmancn ympasbama ogHocuma ca Kymuuma. C ob63upoM na cy
NPETXHOJHO JOKa3aHH e()eKTH MOCIOBHE aHAIMTHKE Ha JOHOLICHE OMNIyKa, Y Pa3sBHjeHH
MOJIe je HHKoTopHupaHa u oaroBapajyha nocnosna ananutuka. Ca THM y Be3H, IPBH KOpak
u3paje Mojena 3a MOJPILIKY OJNy4HBakY Y YIpaB/balkby OJHOCHMA ca KYMIIMMa jecTe OHIa
NpHIpeMa MojaTaka, 0JHOCHO NPUKYIJbalbe oJaTaka 0 KynuuMa ojabpane opraHusaluje, a
NOTOM H IHXOBa aHanuTHka. Hakon Tora je yeneamno kpenpame alliHKaTHBHOT coTBepa ca
HHKOTIOPHPAaHUM MOENOM 32 BU3yeNM3alujy Kymara.

4.1. IlppMena TeXHHKA NOCJOBHe AHAJIHTHKE y IIH/bY aHAJTIH3€e H NpeJIHKIHje
NoHAIIAKkA Kynana

3a norpebe pa3soja MoJena 3a MOAPIIKY OMTYyYHBARKY Y YIPaB/bakby OJHOCHMA Ca KyNIHMa
cy u3 Oase momaraka CRM cuctema (4770 xymama) wsaOpaHe opraHu3allMje Tpey3eTdH
nojany, y wuby oarosapajyhe mocnosme ananwruke. [lopen oCHOBHHX mojaraka o
Kyniuma, y 0a3sd mojaTaka Cy YCKIQAMIITEHH TOJAld O THIY HPOM3BOJAA, HHMXOBO]
KOJIMYHHH, K40 W LEHH 10 KO0joj Cy KYIUH KyNOBAIH NPOH3BOJE Y HPETXOAHHX eceT
roguHa. Ha HaBeneHuM mojanpMa cy y3 momohy mporpaMckor jesuka Python npuMemeHe
oarosapajyhe TexHuke MOCIOBHE aHATHTHKE Y LMY AHAIN3E [OHAINAKA KYyNana, Kao M
npeUKlHje BUXOBOT Oyayher moHamiama, ITO je WHKOPHOPHPAHO Y Pa3BHjeHH MOJEN 3a
HOJPUIKY OUTy4HBALY.

Kako Ou Ouna cnposefneHa ojrosapajyha aHanuTHka nojaTaka, Hajuope j€ HEOMXOAHO
HHCTAIMpaTH norpedbne Oubmuotexke u To: Pandas, NumPy, Sklearn, Matplotlib, Seaborn,
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Openpyxl (TaGena 6.16). bubnnoTtexa Pandas cagpixn MHOIITBO (pyHKIHja 3a MAaHHITYIALH]Y
W aHanmsy nojaraxa. KonkperHo, Hyau cTpykType nojaTaka M omepalyje 3a MaHUIYIHCAe
HYMepHYKHM TadenaMa U BpeMeHCKuM cepHjama (McKinney, 2012). NumPy je dnbnuoreka
KOja OpyXa MNOAPLIKY BEIMKHM, BHIIEIMMEH3HOHANHHMM HH30BHUMa M MaTpHIlama, ca
BEIMKOM KOJIEKIHjOM MaTeMaTHUYKHX ()YHKIHja BUCOKOT HHBOA 3a PajJ HA OBUM HH30BHMA
(Harris et al., 2020). 3atuMm, 3a crnpoBoheme MHMHeapHe perpecuje M npeasuhama je us
oubmuotke Sklearn yuntana knaca LinearRegression n3 meHor moayna linear_model. 3a
notpede BM3yenu3auuje cy MHcTanupane oubnuotexe Matplotlib (moayn pyplot) u Seaborn.
Matplotlib npencrasiba rpaduuky OHOMHOTEKY 3a BU3YeNH3alHjy MojJaTaka, koja oMoryhasa
ucupraBame (ynkuuja u rpapukona (Sahoo et al., 2019). Seaborn je 6ubimoreka 3a
BU3yenHM3alujy nofataka 3acHoBana Ha Matplotlib-y. [lpyxa untepdejc BUucokor HUBOA 3a
LpTamke aTpakTHBHUX M MH(OPMATMBHUX CTAaTHUCTHUKUX Tpadmka (Sial et al., 2021). C
003MpoM 1da cy MpHUKYIULEHH MHOoJauyu cmewteHH y Microsoft Excel ¢ajny, Guno je
HEOMXOAHO HMHCTampatH u Openpyxl, Koju npeacTasba OMOIHOTEKY 3a YHTAILE U IMTHCARE Y
Microsoft Excel pajnosuma (Roberts et al., 2018).

Tabena 6.16. [Ipuka3z komanau 3a HHCTaIMpame OnOIHOTEKA
bubanorexe

import pandas as pd

import numpy as np

from sklearn.linear_model import LinearRegression
import seaborn as sns

import matplotlib.pyplot as plt

Ipip install openpyxl

HzBop: Aymop

Hakon wuncTanupama OubnuoTeka je ycneguNno YdHTaBame ceTa MoOjaTaka 3aJaBarbeM
¢ynxuuje npukaszane y tabenu 6.17,

Tabdena 6.17. [Ipuka3 pyHknuje 3a yuuTaBame ceTa noaTaKa
YuuTaBame cera nogaraka

df = pd.read_excel("Baza kupaca.xlsx")

HzBop: Avmop

Jerammuuje mHdopmanuje 0 ydMTaHOM CETy nojaraka ce Jo0ujajy 1o3MBOM (pyHKIMjE
npuKasaHe y Tadenu 6.18, a pesynraru cy npukazaHd Ha ciiiu 6.4,

Tateaa 6.18. [Ipuka3 ¢pynkuuje 3a 1obujame nHGOpPMaIHja O CETY MoJaTaka

df.info()

HzBop: Aymop
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Canxa 6.4. Undopmarmje o ceTy nogaraxa

<class 'pandas.core.frame.DataFrame'>
RangeIndex: 4783 entries, 0 to 4782
Data columns (total 35 columns):

# Column Non-Null Count Dtype

0 Kupci 4783 non-null object
1 Prodavci 4783 non-null object
2 Grad 4783 non-null ocbject
3 Proizvod 4783 non-null object
4 Pakovanje 4783 non-null object
5 Kolicina v 2822[t] 4783 non-null Tloaté4
6 Neto cena RSD 2022 4783 non-null TlLoatés
7 Kolicina v 2821[t] 4783 non-null floaté4
8 Neto cena 2021 4783 non-null TlLoatés
9 Kolicina v 2020[t] 4783 non-null floatéos
10 Neto cena 2020 4783 non-null Tloatés
11 Kolicina v 2819[t] 4783 non-null floaté4
12 Neto cena 2019 4783 non—-null Tloaté4
13 Kolicina v 2018[t] 4783 non-null floaté4
14 Neto cena 2018 4783 non-null Tloatés
15 Kolicina v 2017[t] 4783 non-null Tloaté4
16 Neto cena 2017 4783 non-null Tloatés
17 HKolicina u 2816[t] 4783 non-null floaté4
18 Neto cena 2016 4783 non-null Tloaté4
19 HKolicina v 2015[t] 4783 non-null floatés
20 Neto cena 2015 4783 non—-null Tloaté4
21 Kolicina v 2014[t] 4783 non-null floatos
22 Neto cena 2014 4783 non-null Tloatés
23 Kolicina u 2013[t] 4783 non-null Tloatés
24 Neto cena 2013 4783 non-null Tloatés
25 vrednost 2022 4783 non—-null Tloatés
26 vrednost 2021 4783 non—null Tloaté4
27 vrednost 2020 4783 non-null floatbds
28 vrednost 2019 4783 non-null Tloatbs
29 vrednost 2018 4783 non-null Tloatés
30 vrednost 2017 4783 non-null Tloatés
31 vrednost 2016 4783 non-null Tloatés
32 vrednost 2015 4783 non-null Tloatés
33 vrednost 2014 4783 non-null Tloaté4
34 vrednost 2013 4783 non-null Tloatbs

dtypes: Tloat64(30), object(s)
memory usage: 1.3+ MB

Hzsop: Aymop

Ha ocnoBy cnuke 6.4. ce Moxe YOUMTH JAa y ceTy mojaraka noctoju 4783 wuHcTaHIH
omucanux ca 34 arpubyra. Jatn cy HasuBu aTpuOyTa, kao 1 Opoj MHCTAHIH IO CBAKOM
arpubyTy ca TumoM mojaTka. OsHaka non-null o3HadaBa Ja mojaTak moctoju. Moxke ce
YOUHTH Ja cBakH aTpuOyT uMa no 4783 BpeanocTH koje HUCY null, I1TO 3HAYM Aa y JaTOM
ceTy HeMa TaKo3BaHHX HemocTajyhux BpeaHocTH. HakoH yunTaBama M yIo3HaBamba ca CETOM
nojaTaKa, y by IBUXOBE aHATH3E je Hajlpe IpUMemkeHa TEXHNUKA BU3yenu3anuje. Y Tabemnn
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6.19 je mpukasana xoMaHTa KojoM je omoryhen rpadu4kn npHka3 BpeZHOCTH Ipojaje Io
rpaJoBHMa 3a IPETXOIHUX JeceT FoJAMHA.

Tabena 6.19. [Ipuka3s koman ¥ 3a BU3YEIU3alUjy BpeAHOCTH PO Jaje M0 rpagoBUMa
Busyeian3anuja BpeInocTH Ipojaje Mo rpajJoBuMa

value_cols = ['vrednost 2013', 'vrednost 2014°', 'vrednost
2015', 'vrednost 2016°, 'vrednost 2017', 'vrednost 2018°', 'vrednost
2019', 'vrednost 2028°', 'vrednost 2021', 'vrednost 2822']

for col in value_cols:
df_prim = df.groupby([ ‘Grad']).agg({col: sum})/10600000000
df_prim[col].nlargest(5).plot(ylabel="Vrednost u milijardama")
godina=col.split(" ")[1]
plt.title(godina+". godina")
plt.show()

Hzrop: Avmaop

Ha cnunm 6.5 je mar mpuka3 BpeIHOCTH Npojaje y MUJMjapAaMa TOKOM MOCIEImHUX JECET
roauHa. 3a cBaky rOJHHY je MojeqHHa4YHO MPHKA3aHO TIeT TpajioBa y KojuMa je 3abenexeHa
Hajsuiia BpeaHocT npojaje. Msyses 2013. roaune, kaga je HajBMIIAa BPEIHOCT Npojaje
octeapeHa y [lapahuny, napennux neseT roauna je HajBMIIa BpeaHocT 3adenexeHa y
Beorpany. ITopen naBenennx rpagoBa, 3Ha4ajHa Npojaja je cBake roanHe ocTBapeHa y Humry
n Kpymesiry.

Canka 6.5, I'pajuuky npukas BpeIHOCTH Npojaje 10 rpagoBuma

2013. godina 2014. godina
12
10
2 10 :
ﬁ ]
5 08 E 08
& =
E
= 06 306
04
> E 04
02
02
PARACIN BEOGRAD  KRUSEVAC NIS KRAGUJEVAC T T — T . T T T
Grad BEOGRAD PARACIN KRUSEVAC NIS CACAK

Grad
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Ussop: Aymop
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Ilopen rpaduukor mpukasa BpeJHOCTH NpojAaje MO TpajoBHMa, 3a CBAKH IOjeHHAYAH
npousBoj je yTBphena mpojara KonMuYMHa TOKOM NpPETXOJHHMX JeceT TOAMHA, 3a 1Ta je
3ajaTa KOMaHa NpHKasaHa y Tadem 6.20.

Tabena 6.20. [Ipuka3 koMaHIH 3a BU3yelH3allH]y KOJIHMYHHE MPOJATHX MPOU3BOIA

Busyenusanuja KoJH4YHHE MPOJATHX NPOH3BOJA

value_cols = ['Kolicina u 2013[t]"', 'Kolicina u 2014[t]', 'Kolicina u
2015[t] ", 'Kolicina u 2016[t]"', 'Kolicina u 2017[t]', 'Kolicina u
2018[t]", 'Kolicina u 2019[t]"', 'Kolicina u 2@20[t]’, 'Kolicina u
2021[t]", "Kolicina u 2022[t] ']

for col in value_cols:
df_prim = df.groupby([ ‘Proizvod']).agg({col: sum})
df_prim[col].nlargest(5).plot(ylabel="Kolicina")
godina=col.split(" ")[2]
godinal=godina.split('[")[@]
plt.title(godinal+". godina")
plt.show()

Hzsop: Aymop

Ha cnumm 6.6 je 3a cBaky ofi MPETXOAHUX JAeceT TOJIHHA JaT MPHKA3 MeT HajIpoJaBaHHjHX
nponsBoaa. IlpomsBoau koju cy y Hajehoj MepH NIpogaBaHH TOKOM IPETXOAHHX [ECeT
roauna jecy Pl u P4.

Canka 6.6. 'padyukn npukas KOMHYMHE NPOJATHX IPOH3BOAA
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Ussop: Aymop
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Kako 6m ce m3spunuto npeasubame mpojaaje y 2023. romgunu 3a csakor ox 4770 xynna
nojeMHaYHO, TIpHMeEH-eHA je JMHeapHa perpecHja, 3aJaBambeéM KOMaHAM TPHUKA3aHUX Y
Tabenn 6.21. Ilpensubame 3a 2023. roaMHy je cHpoBeeHO HAa OCHOBY 3a0eNeKeHHX
BPEIHOCTH TIPOjaje Y MPeTXOAHHUX JeceT roIUHa.

Ta6eaa 6.21. [Tpuka3 komannu 3a npeasubame npoaaje y 2023, roauHyu 3a NojeAMHAYHOT
KyMia

IIpeasuhame npoaaje y 2023. roquny 3a noje HHAYHOT Kynia

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)
predicted_sales = []

for i in range(4770):

Y = np.array([df[ ‘vrednost 2013'][1i], df['vrednost 2014"'][i],
df[*vrednost 2015'][i],df[ ‘vrednost 2016 '][i], df[‘'vrednost 2017"'][i],
df['vrednost 2018'][i], df['vrednost 2819'][i], df['vrednost
2020'][1i], df['vrednost 2821'][i], df[ 'vrednost 2822'][i]])

#print(x)
#print(y)

# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the SALE for 2023

year = [[2023]]

predicted_sale = model.predict(year)
predicted_sales.append(predicted_sale)

H3zBop: Avmop

Ha cmuum 6.7 cy npukasanu pesynTaTH copoBeacHe aHanmse. Mmajyhm y Buay ga
MpUKa3HBamke pesynTara 3a ceux 4770 kymana W3WcKyje TMPERHINE TPOCTOpa, HA CIUIH CY
JaTH pe3ynTaTH caMo 3a npsux 20 Kynama.
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Camka 6.7. [Ipuxas npeasuhene Bpennoctn npoaaje y 2023, roaMHu 3a 10 jeJHHAYHOT
KyTIa

for 1 in predicted_sales:
print(i)

+ Show all

[59995541.77066612]
[2027650.93066669]
[18886893.932000816]
[6550520.18533325]
[14326427.45933342]
[4276071.08266664]
[10518665.86666679]
[22204321.15400028]
[25378307.2116394]
[610190.12666667]
[31322806.11933327]
[2357609.924000082]
[38851344.98600101]
[2832927.11687934]
[3129834.13681078]
[46884539.15589809]
[82697458.25333823]
[82811628.72053146]
[4807989.57933331]
[35426350.9463768]

Hssop: Aymop

Haxon npeasuhama npojaje 3a cBakor Kynua MoOjeAMHA4YHO, JHMHEapHa perpecHja je
npHMeeHa Kako OM ce Ha OCHOBY Npojaje OCTBapeHe TOKOM NPeTXHOIHUX JeceT TOAMHA,
NpeABHAETA U YKYITHA BPEAHOCT, 0JHOCHO 006mM npoaaje y 2023, roaunn. 3agaTta KoMaHmaa je
npukasaHa y tabenu 6.22. Ha nuy nmate Tabene je mpHukasaH pes3yiraT aHANM3e, OJHOCHO
npeasuljena BpenHocT npoaaje y 2023. rogunu usHocu 7.863.156.760.
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Tabena 6.22. [Ipuka3 xomanau 3a npeasuhame ykynsaor oouma npogaje y 2023. rognuu

IIpensuhame ykynnor o6nma npoaaje 3a 2023. roguny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4778

Y = np.array([df['vrednost 2013"'][i], df['vrednost 2014'][i],
df['vrednost 2015'][i],df[ "vrednost 2016 '][i], df['vrednost 2017'][i],
df['vrednost 2018'][i], df['vrednost 2819'][i], df['vrednost
2020'][1i], df['vrednost 20821'][i], df[ 'vrednost 2822°][i]])

#print(x)
#print(Y)

# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the Value for 2623
year = [[2023]]
predicted_total_value = model.predict(year)

print(predicted_total_value)

[7.863156760 ]

HzBop: Aymop

Ha cnumm 6.8 je mat rpacwukn npuka3 nuHeapHe (iyHKIMje oOMMa npojaje, a KOMaHaa 3a
noOujame HaBeneHOT rpaduka je npukasaHa y Tabenu 6.23.

TaGena 6.23. Tpuka3 komaHIH 38 BU3yeNU3aIujy THHeapHe (hyHKIHje 00uMa mpo/aje

Busyennsanuja yKynmHor o6uMa npojaje no roHaamMa

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 477e

Y = np.array([df[ 'vrednost 2013'][i], df['vrednost 2014'][i],
df['vrednost 2015'][i],df[ "vrednost 2016 '][i], df['vrednost 2017'][i],
df[*vrednost 2018'][i], df['vrednost 2019°][i], df['vrednost
2020'][1i], df['vrednost 2821'][i], df[ 'vrednost 2822'][i],
predicted_total_value[©]])
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plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Obim prodaje’)

plt.xlabel('Godina‘)

plt.ylabel('Vrednost u milijardama’)
plt.plot(x1, model.predict(x1l), color = "blue")

plt.show()
Hssop: Avmop
Cauka 6.8. ['paduuku npukas nuneapie GyHkuuje npojaje
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H3Bop: Avmop

[IpuMeHoM NHHEapHe perpecHje jeé Ha OCHOBY INPOJATHX KOJMUYHHA Y NPETXOAHHX IeceT
roJuHa, M3BpLIeHO Npeapuhame KONMUYMHE Y K0joj he cBaku o npousBoa OWTH mpoJat y
2023. romunn. Y Tabenama 6.24, 6.26, 6.28, 6.30, 6.32, 6.34, 6.36, 6.38, 6.40 u 6.42 cy
npHKa3aHe 3ajJaTe KoMaHJe 3a CHpoBolem-e nMHeapHe perpecdje y LWby Npeasubhama
npojaje npomssoga P1-P10. C ob3upom na je mpousson P11 mponaran camo y 2013,
rOJMHYM, @ HAaKoH Tora je u30adeH M3 acOpTUMaHa, 3a Ibera HHje W3BplieHa ananusza. Ha
caMOM Kpajy HaBedeHHX Tabena cy NOpHKa3aHH pe3ylITaTH CHOPOBEIHWUX IJIHMHEApHHX
perpecHja, Koju mokasyjy Aa npeasulene Konm4MHE npojaTtux npowussoja y 2023. roauHu
penom wu3Hoce: 919.288.87; 63.946,78; 23.538,98; 308.02638; 52.004,30; 183.270.26;
20.720,21; 26.183,73; 24.366,56; 637,30. Ha cnukama 6.9-6.18 cy natu rpadmyku npukasu
IMHeapHUX (YHKIWja KOJMHYMHEe Tipodaje mpoussojaa P1-P10, a kxomanma 3a no0ujame
HaBeJeHHX TpadHka cy npHkasaHe y tabenama 6.25, 6.27, 6.29, 6.31, 6.33, 6.35, 6.37, 6.39,
6.41 n 6.43.
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Tabeaa 6.24. [Ipuka3z komanau 3a npeasuhame KOITHMYHHE NIpojaje npoussoga Pl y 2023,
rOJHHH

IIpensuhame komnunHe npoaaje nponssoaa Pl 3a 2023, roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2822]).reshape(-1, 1)

i = 4772

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df[*Kolicina u 2017[t]"]J[i], df['Kolicina u 2018[t]" ][i], df['Kolicina
u 2019[t]'][i], df['Kolicina u 2@20[t]'][i], df['Kolicina u
2021[t]"][1i], df['Kolicina u 2022[t]"][i]])

#print(x)
#print(yY)
# Create the model

model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_pl_quantity = model.predict(year)

print(predicted_pl_quantity)

[919288.87466666 ]

Hzsop: Aymop

Tabena 6.25. [Ipuka3z komaH 1 3a BU3yelU3alujy JuHeapHe (PyHKIHje KOIHYHHE MPoaje
npon3Boja Pl

Busyenuszanuja npoaaje npoussoaa P1 mo rogunama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4772

Y = np.array([df[ 'Kolicina u 2013[t]"'][1i], df['Kolicina u

2014[t] "][1], df[ "Kolicina u 2015[t] ' ][i],df[ "Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][1], df['Kolicina u 2622[t]"][i], predicted_pl_quantity[@]])
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plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P1')
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama')

plt.plot(x1, model.predict(x1l), color = "blue")
plt.show()

UzBop: Aymop

Cauka 6.9. I'paduuku npukas nuneapHe ¢yHKIHje KONHMIMHE Tpoaaje nponssoga Pl
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UzBop: Aymop

Tabexa 6.26. [Ipuka3z komanan 3a npeasubame KOMTHIHAES NIpojaje npoussoaa P2 y 2023,
rOJHHH

IIpensuhame kornunHe npoaaje nponssoaa P2 3a 2023, roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 20208, 2021,
2022]).reshape(-1, 1)

i = 4773

Y = np.array([df[ 'Kolicina u 2013[t]'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df[*Kolicina u 2017[t]"][i], df['Kolicina u 2018[t]"][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 20206[t]"][i], df['Kolicina u
2021[t] " ][1i], df['Kolicina u 2022[t]"][i]])

#print(x)
#print(Y)
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# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_p2_ quantity = model.predict(year)

print(predicted_p2_quantity)

[63946.77866667]

UzBop: Aymop

Tabena 6.27. [Ipukaz komMaH ¥ 3a BU3yenu3alujy JUHeapHe (PYHKIUje KOIHYMHE TPOaaje
npousBoja P2

Busyenuszanuja npoaaje npoussoaa P2 no roiuHaMa

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4773

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df[*Kolicina u 2017[t]"]J[i], df['Kolicina u 2018[t]" ][i], df['Kolicina
u 2019[t]'][i], df['Kolicina u 2@20[t]'][i], df['Kolicina u
2021[t]"][1i], df[ ‘Kolicina u 2622[t]"][i], predicted_p2_quantity[@]])

plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P2')
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama')

plt.plot(x1, model.predict(xl), color = "blue")
plt.show()

HzBop: Avmop
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Canxka 6.10. I'papuuxy npuka3s nuHeapHe (yHKIHje KOJHYHHE Npojaje Npou3soa P2
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UzBop: Aymop

Tabeaa 6.28. [Tpuka3z koManau 3a npeasubame KOIMUHMHE NIpojaje npoussoga P3 y 2023,
rOJHHH

Ilpensuhame KornuHHe NpoAaje nponssoaa P3 za 2023. roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i= 4774

Y = np.array([df[ 'Kolicina u 2013[t]"'][1], df['Kolicina u
2014[t] " ][i], df["Kolicina u 2015[t] ' ][i],df[ "'Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 2@206[t]"][i], df['Kolicina u
2021[t]"][1], df[ 'Kolicina u 2022[t]"][i]])

#print(x)
#print(Y)

# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_p3_quantity = model.predict(year)

print(predicted_p3_quantity)
[23538.98133333]

Hzsop: Aymop
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Tabena 6.29. [Ipukaz koman ¥ 3a BU3yenu3alujy JHHeapHe (PyHKIHje KOJIHYHHE NPojaje
npousBoja P3

Busyenusanuja npoaaje nponssoaa P3 no roguaama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4774

Y = np.array([df[ "Kolicina u 2013[t]"'][1], df['Kolicina u
2014[t]"][1i], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"'][1i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][1i], df[ 'Kolicina u 2822[t]"][i], predicted_p3_quantity[@]])

plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P3')
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama“)

plt.plot(x1, model.predict(x1l), color = "blue")
plt.show()

HzBop: Aymop

Cuauxka 6.11. I'pauuxy npuka3s nuHeapHe (yHKIHMje KOIHYHHE Npoaje npoussoaa P3
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Tabeaa 6.30. [Ipuka3z komanan 3a npeasubame KOITHYHHE NIpojaje npoussoga P4 y 2023,
rOJHHH

IIpensuhame kKornunHe npoaaje nponssoaa P4 3a 2023, roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2822]).reshape(-1, 1)

i = 4775

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df[*Kolicina u 2017[t]"]J[i], df['Kolicina u 2018[t]" ][i], df['Kolicina
u 2019[t]'][i], df['Kolicina u 2@20[t]'][i], df['Kolicina u
2021[t]"][1i], df['Kolicina u 2022[t]"][i]])

#print(x)
#print(yY)
# Create the model

model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_p4_quantity = model.predict(year)

print(predicted_p4_quantity)

[368026.37599999]

Hzsop: Aymop

Tabena 6.31. [Ipuka3z komanu 3a BU3yenu3alujy JuHeapHe (PyHKIHje KOIHYHHE MPOaje
nponsBoja P4

Busyenuszanuja npoaaje npoussoaa P4 no roguaama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4775

Y = np.array([df[ 'Kolicina u 2013[t]"'][1i], df['Kolicina u

2014[t] "][1], df[ "Kolicina u 2015[t] ' ][i],df[ "Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][1], df['Kolicina u 2622[t]"][i], predicted_p4_quantity[@]])
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plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P4")
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama')

plt.plot(x1, model.predict(x1l), color = "blue")
plt.show()

UzBop: Aymop

Canka 6.12. I'pahiuxu npuka3s nuHeapHe (yHKIHje KOTHYMHE IpoAaje mpous3soaa 4
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HzBop: Aymop

Tabena 6.32. [Ipuka3 komannu 3a peaBubame KOTMYHAE TIPoaje mpoussoaa PS5 y 2023,
rOJHHH

IMpensuhame kKomnunHe npoaaje nponssoaa PS5 3a 2023. roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4776

Y = np.array([df[ 'Kolicina u 2013[t]"'][1], df['Kolicina u
2014[t]"][1i], df[ 'Kolicina u 2015[t]'][i],df[ 'Kolicina u 2016[t]"'][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 2@20[t]"][i], df['Kolicina u
2021[t]"][1i], df["'Kolicina u 2022[t]"][i]])

#print(x)
#print(Y)
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# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_p5_quantity = model.predict(year)

print(predicted_p5_quantity)

[52004.304]

UzBop: Aymop

Tabena 6.33. [Ipukaz komaH ¥ 3a BU3yenu3alujy JuHeapHe (PYHKIUje KOIHYHHE NPOJaje
npouseoa PS5

Busyenuszanuja npoaaje npoussoaa P5 no roguHama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 20208, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4776

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u

2014[t] "][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"']J[i], df['Kolicina u 2018[t]"'][1i], df['Kolicina
u 2019[t]'][i], df['Kolicina u 2@20[t]'][i], df['Kolicina u
2021[t]"][1i], df[ 'Kolicina u 2622[t]"][i], predicted_p5_quantity[@]])

plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P5')
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama')

plt.plot(x1, model.predict(xl), color = "blue")
plt.show()

HzBop: Avmop
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Canka 6.13. I'pauuxy npuka3s nuHeapHe (yHKIHje KOMHYHHE NPojaje Mpon3soaa PS5
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Tabena 6.34. [Ipuka3 komannu 3a npeaBulame KOTMYHHE TIPoaje mpousBoaa P6 y 2023,

X

1

roaguHHu

Ipeasuhame KomnunHe npoaaje nponssoaa P6 3a 2023. roquny

np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

4777

Y = np.array([df[ 'Kolicina u 2013[t]"'][1i], df['Kolicina u
2014[t]"][1i], df['Kolicina u 2015[t]'][i],df[ 'Kolicina u 2016[t]"'][i],
df['Kolicina u 2017[t]"][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 2@20[t]"][i], df['Kolicina u
2021[t]"][1i], df['Kolicina u 2022[t]"'][i]])

#print(x)
#print(Y)

# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_p6_quantity = model.predict(year)

print(predicted_p6_quantity)
[183270.264]

HzBop: Aymop
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Tabena 6.35. [Ipukaz koman iy 3a BU3yenu3alujy JHHeapHe (PYHKIHje KOJIHYHHE PoJaje
npousBoja P6

Busyenusanuja npoaaje npoussoaa P6 no rogunama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4777

Y = np.array([df[ 'Kolicina u 2013[t]"'][1i], df['Kolicina u
2014[t]"][1i], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"'][1i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][i], df[ 'Kolicina u 2822[t]"][i], predicted_p6_quantity[@]])

plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P6')
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama“)

plt.plot(x1, model.predict(x1l), color = "blue")
plt.show()

HzBop: Aymop

Cauxka 6.14. 'paduuxy npukas muHeapHe (yHKIHje KOIHYHHE Npojaje npou3Boa P6
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Tabeaa 6.36. [Ipuka3 komanau 3a npeasubame KOMHMYHHE NIpojaje npoussoga P7 y 2023,
rOJHHH

IIpeasuhame kornunHe npoaaje nponssoaa P7 3a 2023, roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2822]).reshape(-1, 1)

i = 4778

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df[*Kolicina u 2017[t]"]J[i], df['Kolicina u 2018[t]"][i], df['Kolicina
u 2019[t]'][i], df['Kolicina u 2@20[t]"][i], df['Kolicina u
2021[t]"][1i], df["Kolicina u 2022[t]"][i]])

#print(x)
#print(Y)
# Create the model

model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_p7_quantity = model.predict(year)

print(predicted_p7_quantity)

[20720.21333333]

HzBop: Aymop

Tabena 6.37. [Ipuka3z komaH1 3a BU3yenu3alujy JuHeapHe (PyHKIHje KOIUYHHE MPOaje
nponssoja P7

Busyenuszanuja npoaaje npoussoaa P7 no roguHama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4778

Y = np.array([df[ 'Kolicina u 2013[t]"'][1i], df['Kolicina u
2014[t] " ][1i], df["Kolicina u 2015[t] ' ][i],df[ "Kolicina u 2016[t]"][i],
df["'Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][1], df[ 'Kolicina u 2022[t]"][i], predicted_p8_quantity[©]])
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plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P8")
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama')

plt.plot(x1, model.predict(xl), color = “"blue")
plt.show()

UzBop: Aymop

Camnka 6.15. I'paiuxu nipuka3s nuHeapHe (yHKLIHje KONHYMHE TIpodaje mpoussoda £7

Prodaja proizvoda P7

g

Koli¢ina u tonama
g

o

2014 w16 218 2020 022
Godina

Hzsop: Aymop

Tabena 6.38. [Tpuka3 komannu 3a npeneuhame KOTUYHAE TIpo/iaje mpousroaa P8 y 2023,
rOJHHH

IMpensuhame komnunHe npoaaje npon3eoaa P8 3a 2023, roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4779

Y = np.array([df[ "Kolicina u 2013[t]"'][1], df['Kolicina u
2014[t]"][1i], df[ 'Kolicina u 2015[t]'][i],df[ "'Kolicina u 2016[t]"'][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"'][i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][1i], df['Kolicina u 2022[t]"][i]])

#print(x)
#print(Y)
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# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_p8_quantity = model.predict(year)

print(predicted_p8_quantity)

[26183.73333333]

UzBop: Aymop

Tabena 6.39. [Ipukaz komaH ¥ 3a BU3yenu3alujy JuHeapHe (PYHKIUje KOIHYMHE POaje
nponsBoja P8

Busyeauszanuja npoaaje npoussoaa P8 nmo roguHama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4779

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"']J[i], df['Kolicina u 2018[t]"'][1i], df['Kolicina
u 2019[t]'][i], df['Kolicina u 2020[t]'][i], df['Kolicina u
2021[t]"][1i], df[ 'Kolicina u 2622[t]"][i], predicted_p8_quantity[@]])

plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P8')
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama')

plt.plot(x1, model.predict(xl), color = "blue")
plt.show()

HzBop: Avmop
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Cauxka 6.16. ['paduuxy npuka3s muHeapHe (yHKIHje KOJHYHHE Npojaje Npou3Boaa P8

Prodaja proizvoda P8

:

Kolit¢ina u tonama

2014 016 2018 020 022
Godina

UzBop: Aymop

Tabeaa 6.40. [Tpuka3z komanan 3a npeasuhame KOITHIHAES NIpojaje npoussoaa P9 y 2023,
rOJHHH

IIpeasuhame kornunHe npoaaje nponssoaa P9 za 2023, roquny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
20822]).reshape(-1, 1)

i = 4780

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df[*Kolicina u 2017[t]"][i], df['Kolicina u 2018[t]"][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 20206[t]"][i], df['Kolicina u
2021[t]"][1i], df["Kolicina u 2022[t]"][i]])

#print(x)
#print(Y)

# Create the model
model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2623]]
predicted_p9_quantity = model.predict(year)

print(predicted_p9_quantity)
[24366.56]

UzBop: Aymop
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Tabena 6.41. [Ipuxaz xoman ¥ 3a BU3yenu3alujy JHHeapHe (PYHKIHje KOJIHYHHE NPojaje
npousBoa P9

Busyenusanuja npoaaje npounssoaa P9 no roguaama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4780

Y = np.array([df[ "Kolicina u 2013[t]"'][1], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "'Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"'][1i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][1i], df[ 'Kolicina u 2822[t]"][i], predicted_p9 quantity[@]])

plt.figure(figsize=(10,5))

plt.scatter(x, Y)

plt.title('Prodaja proizvoda P9')
plt.xlabel('Godina‘)

plt.ylabel('Kolicina u tonama“)

plt.plot(x1, model.predict(x1l), color = "blue")
plt.show()

HzBop: Aymop

Cuauka 6.17. I'paduuxy npuka3s muHeapHe (YHKIHMje KOJHYHHE Npoaje npoussoaa P9

Prodaja proizvoda P9

25000
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o
o
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Kolidina u tonama
=
(=]
8

5000

2014 2016 018 2020 2022
Godina

UzBop: Aymop
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Tabesa 6.42. [Tpnka3s komanu 3a npensruhame KomM4HHe Mpoaaje nponssoaa P10 y 2023.
rOJHHH

IIpenBuhame komunne npoaaje npounssoaa P10 3a 2023, roauny

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2822]).reshape(-1, 1)

i = 4781

Y = np.array([df[ 'Kolicina u 2013[t]"'][i], df['Kolicina u
2014[t] " ][1], df["Kolicina u 2015[t]"][i],df[ "Kolicina u 2016[t]"][i],
df[*Kolicina u 2017[t]"]J[i], df['Kolicina u 2018[t]"][i], df['Kolicina
u 2019[t]'][i], df['Kolicina u 2@20[t]'][i], df['Kolicina u
2021[t]"][1i], df['Kolicina u 2022[t]"][i]])

#print(x)
#print(Y)
# Create the model

model = LinearRegression()

# Fit the model to the data
model.fit(x, Y)

# Predict the QUANTITY for 2623
year = [[2023]]
predicted_pl@ quantity = model.predict(year)

print(predicted_pl®_quantity)

[637.304]

Hzsop: Aymop

Tabena 6.43. [Ipuka3z komaHu 3a BU3yenu3alujy JuHeapHe (PyHKIHje KOIHYHHE MPOaje
npoussoaa P10

Buzyenuzanmja npoaaje npouzsona P10 no roqmHama

X = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022, 2023])

x1 = np.array([2013, 2014, 2015, 2016, 2017, 2018, 2019, 2020, 2021,
2022]).reshape(-1, 1)

i = 4781

Y = np.array([df[ 'Kolicina u 2013[t]"'][1i], df['Kolicina u

2014[t] "][1i], df["Kolicina u 2015[t] ' ][i],df[ "Kolicina u 2016[t]"][i],
df['Kolicina u 2017[t]"'][i], df['Kolicina u 2018[t]"'][i], df['Kolicina
u 2019[t]"][i], df['Kolicina u 20206[t]"'][i], df['Kolicina u
2021[t]"][1i], df[ 'Kolicina u 2022[t]"][1i], predicted_pl@ quantity[@]])
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plt.

figure(figsize=(10,5))

plt.scatter(x, Y)
plt.title('Prodaja proizvoda P10°)
plt.xlabel('Godina‘)
plt.ylabel('Kolicina u tonama')
plt.plot(x1, model.predict(xl), color = “"blue")
plt.show()
HsBop: Avmop
Cauka 6.18. ['paguuxu npukas nuHeapHe QyHKIHje KOIHYUHE NTpoAaje npoussoaa £10

Prodaja proizvoda P10

12000
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H3Bop: Avmop

4.2. Pazpoj anmMkaTruBHOr co()TEepa H MoJeJIa 3a BH3YelIH3alHjy Kynaua Kynauga y

Haxon

¢ynknuju ynanpeljema ynpasbama 0JHOCHMA ¢a KYNIHMA

H3BplleHe oAroBapajyhe nocnoBHe aHAIUTHKE, YCIEAHIIO je KpeHpamke allIHKaTHBHOT

copTBepa ca MHKONOPHPAHHM MOJENOM 3a BU3YyeNIM3alHWjy Kynaua, npumeHoM SCRUM
meToaonoryje. Hajope je ca 0yayhum xopucHHKOM co)TBepa oAp:kaH HHUIHjATHH cacTaHaK
Kako OM ce AeMHMCAIN LIMIBEBH NpPOjeKTa, Kao M 3aXTeBH M ()YHKIIMOHAHOCTH copTBepa
koje he OMTH yK/bydeHe y JHEBHUK mpousBoda. OCHOBHM LWEH NpOjeKTa jecTe pasBoj
arINKaTHBHOT co(TBepa Koju he KopucHHULIMMA NPYKHTH MO APLIKY O/UTyYHBaLy MPUIMKOM
yhpaBikamka OJHOCHMA ca Kymuuma. Kpewpan anHeBHHK npomsroja obyxmata crnenehe

CTAaBKC!

Kpenparu geckTon anmuMkanujy (IpHOPUTET: BUCOK);

Omoryhutn kopHCHHIINMA NpeTIe] NoJaTaka o KyIiuMa (IPHOPUTET: BUCOK);
MmnnemenTHpaTH (DYHKIMOHATHOCT 3a OLEHY H paHTHpame Kymaia (IpHOpHTeT:
CPEImLH);
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e Pa3sBUTH ()YHKIMOHATHOCT 3a TeHEPHCAbe H3BEIITaja 0 NPoAaji (IPHOPUTET: BUCOK);

e (0e30enuTH rpadUuKH NpUKa3 pe3ynTaTa Npojaje (IPHOPHTET: HU3AK);

e (0e30eauTH (PYHKIHMOHATHOCT 3a NPHUKA3 NPEIUKIMja MPoaaje (MPHOPHUTET: BUCOK);

e Kpenparn Mojen 3a BU3yelIHM3allMjy KyNara, 0JJHOCHO Tpa)MuKH TpHKa3 Kymana Ha
reorpa)cKoj Many (NIpHOPUTET: CPEILH);

e YHanpeauTH AHM3ajH NOYETHe cTpaHUIle (MPHOPUTET: HU3AK);

e TecTupame arnMKaluuje y okpyxemy Windows onepaTHBHOT CHCTEMA.

Jlakne, Ha cacTaHKy je MOCTHUTHYT MHMIIUjaTHH JOTOBOP O Pa3BOjy AECKTON aILIUKaldje, a
4MTaB mpoulec he OMTM peanM30BaH Kpo3 HETHPH KpaTka LHUKIyca, OJHOCHO CIIPHUHTA.
Vr1epheno je na he Tpajame cBakor HUKIyca H3HOCHTH JBE Helelbe.

4.2.1. Anaau3a 3aXTeBa KOPHCHHKA H IM3ajH NPOTOTHNA AILIMKAaTHBHOr codTBepa

Hakon MHHLIHjAIHOT cacTaHKa M CACTaBJbamba AHEBHHKA IPOM3BOJA, YCISAHIO je KpeHpame
UML nwnjarpama, KOju UMajy BaKHY YJIOTY IPHIHKOM pa3Boja copreepa. UML aujarpamu,
CIyXe 3a BH3YeNIM3allHjy, MOJENHpame U JOKYMEHTOBAHE pa3HUUTHX AacleKara
co(pTBepcKOr cucTeMa M oMoryhaBajy THMOBHMA KOjH pajie Ha pa3Bojy co)TBepa Aa 0oJbe
pasyMejy 3axTeBe, IOHAIlAke W CTPYKTYpPY cHcTema. ['eHepanHo, NpPUIHKOM pasBoja
copTBepa je yK/bydeHO MHOTO JbYAM ca PasIHMYMTHM MCKYCTBHMa H 3HamHMa, KojuMa je
noTpebaH 3ajeTHUYKH je3HK 3a e)MKacHY KOMYHUKAIHjy. Y Ty CBPXY CY YBEJIEHH je3IH 3a
MOJIETTHpambe, KOjH ce KOPHCTE 3a KpeHpame HalpTa M CKula 3a copTBepcke cucreme. Y
obnacTH 00jeKTHO OpHjeHTHCAHOT pa3Boja co)TBepa mpeoBiagasa ynoTpeba objeaumEHOT
jesuka 3a mogenupame (UML — Unified Modeling Language). Seidl n capagnunu (2015)
uctnuy na UML mpeicTaBiba KOHCONMMAALHM]Y HajOO/BHX NPakcH KOje Cy YCHNOCTaBJbeHe
TOKOM FroHHa y Kopulthey je3uka 3a Mogenupame. UML omoryhaBa npezncTaBibaimbe BeoMa
Pa3IMUUTHX acnekaTa co)TBepCKOr cHcTeMa (HIp. 3aXTeBe, CTPYKType IM0JaTaka, TOKOBE
nojataka M TOKOBe HHQOpMalHja) y OKBHPY jeaHor okBHpa KopucTehH o0jexTHO
opHjeHTHCaHe koHuente. UML je noOpo mpunarolen 3a pasnuuute 00nacTH arHKalHja ca
Pa3IMUMTHM 3aXTeBHMa Yy TIOTJIeAy CIOXKEHOCTH, 0OMMa TojaTaka, pealHoOr BpeMeHa H
cnuuno. Y UML-y ce Moen npefcTaBba rpadUuku y odnuky aujarpama. Jlujarpam mpysxka
VBHJ y OHaj Je0 CTBAPHOCTH KOJH je onucaH MoaenoM. Y oksupy UML-a noctoju 14 BpcTa
JujarpaMa, OJHOCHO 7 [ujarpaMa cHaja y JIMjarpaMe CTPYKType, a MNpeocTamux 7 y
IMjarpaMme MoHamama. JMjarpamMu noHamama TMOKa3yjy KOJH KOPHCHHIIM KOPHCTE KOJy
(YHKIIMOHAMHOCT, JOK [pyra rpyma jAujarpama ToKasyje CTPYKTypy cHcTema, amu 0Oes
crieruprIHpama KoHKpeTHe nMremenTanuje. [lo yrneny na Vasilakos n capamnuke (2012),
Fanti wn capannuke (2015), Rosalina n capagnuke (2018), Wati n capaguuke (2019),
Ayuninggati n capagauke (2021), 3a motpebe pa3Boja MoAeNa 3a MOAPIUIKY OJUTYIHBABY CY
xopuithenn onpeheHn aujarpamMu mnoHamama, OJHOCHO AMjarpaM ciydajeBa ymoTpebe H
JujarpaM akTHBHOCTH.

Jujarpam cnydajeBa ynotpede omoryhasa aa ce Ae(pMHHMINY 3aXTEBH KOje CHCTEM Mopa Ja
ucnynu (Seidl et al., 2015). Hapenenn aujarpam mnokasyje mHTepaxkuujy usmely ciyuaja
ynotpebe M aKTepa, OJHOCHO OIMCYje KOjH KOPHCHHIIM KOPHCTC KOj¢ (DYHKIMOHAITHOCTH
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cHcTeMa. Jenuuune (YHKIIMOHAIHOCTH KOjé CHCTEM NPYXKa CBOJHM KOPHCHHIIMMA Ha3HBajy
ce cimydajeBd ynotpebe. Ca qpyre cTpane, akTepy MOTY OMTH JbYIH, ONpeMa WIH OHI0 KOjH
JPYTH CHCTEM KOjH je y HHTEPaKIHjH ca CHCTeMOM Koju ce kpeupa (Endra & Sukoco, 2014).
Ha cnnum 6.19 je npukasan qujarpam ciydajeBa ynorpede 3a alulMKaTHBHHU CO(TBEp KOjU ce

pasBHja.

A — g

{ancrpaxr}
3anocneHn
y CRM-y

!

MeHayep
npogaje

Cauka 6.19. /lujarpam cnydajeBa ynotpebe

Mogen 32 noapwky opny-MBary

NOJATAKA O  SEEeeee. PIRIIEY  \/HOC N0,|3Taka 0
KynuMma KynuAMa

{anerpaxt}
Ynparmake nofauuma

CRM capaghmk

CRM merayep

0 KynuMMa

MocnosHn

¥HOC Nofgataxa o aHanuTUuap

npoaaju

Npegukymja
npogaje

v

<] dex> 1
Include: <<ineludess

|
<<gxtends>

|

|

AHanuza
nogaraka

S

<<includex>

WagewTaju o

Mana kynaua npogajn

UzBop: Aymop

JujarpaM akTHBHOCTH ce (OKycHpa Ha MOJENHpame NPOLEeCHHX aclekaTa cHCTeMa H
cnenuguuMpa TOK KOHTpoIle M TOK MojaTaka u3Mel)y pasMuuUTHX Kopaka/paamhy ToTpeOHUX
32 MMMIeMeHTauHjy akTHuBHOCTH (Seid! et al., 2015). Hasemenu aujarpam mnokasyje TOK
aKTHBHOCTH KOje c€ OJBHjajy y MOJENy 3a NoApuKy omnyuuBamy ( Vasilakos et al., 2012),
OJHOCHO HIYCTpPYjeé TOK (PYHKIHMOHATHOCTH cHcTeMa. JlujarpaM aKkTHBHOCTH HIyCTpYyje
crenuguKanije NOCIOBHUX TIpolieca ¥ Npyska MpHKa3 NOCIOBHHUX Ipolieca KojH ce AelaBajy
(Wati et al., 2019). Ha coumm 6.20 je mpHkaszaH aujarpaM aKTHMBHOCTH 3a alUIMKATHBHH
co(pTBEp KOjH ce pa3BHja.
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Cunka 6.20. /lnjarpam aKTHBHOCTH

¥YHoC Nofataka
D KYTILAMA

Mpwjasa

<< datastore >> YHoc noparaka
Noaaum o kynuuMa 0 npoaaju

Mpernep
nogataka

AHanwia

nogaraxka

PaHrvpae

MNpernej mane
Kynaua

Kpewpatse wapewraja
o npogajm

NpeankLnja
npogaje

Kynaua

HzBop: Aymop

Hakon kpeupamwa UML paujarpama M3BpIIEHO jeé Kpeupame NPOTOTHNA AalIMKaTHBHOT
co¢rBepa y3 momohy nporpama Pencil Project. Ha cnuim 6.21 je npukasaH qu3ajH NOoYeTHE
CTpaHHIIE AINIMKATHBHOT cO(hTBEPA KOJH Ce pa3BHja.
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Cismmka 6.21. [IpoToThn annukaTHBHOT coTBEpa
N
Nk

Model za podrsku odlugivanju
u CRM-u

‘e QRM

il

1

UzBop: Aymop
4.2.2. Cnpunr 1

C o03upoM Ja cy AeTasbHO M3aHAIM3MPaHH 3aXT€BHM KOPHUCHHKA U Ja je KpeupaH NpOTOTHUI
anIMKaTHBHOT coTBEpa, YCIEAHO j¢ MOYETaK pa3Boja AalIHKAaTHBHOT co(TBepa, OIHOCHO
3amnoy4eT je MpBH cnpuHT. Hajope je cripoBeaeHo niaHHpame COPUHTA, OJHOCHO KpeupaH je
JHEBHHUK CTIPHHTA, KOJH CAIp:KH CBE CTABKE H3 THEBHHKA IMPOH3BO/IA 33 KOje je IIaHHpaHo Ja
ce peanu3yjy y npBom cripuuTy. [Inanupano Tpajame cnpyHTa H3HOCH JBe Heaesbe. Kpenpan
JHEBHHUK CTIpUHTA 00yxBaTa cienehe craBke:

e 3aparak 1: Kpenpatu neckTon amnmkanyjy (IpHOPHTET: BHCOK);

e 3agarak 2: OmoryhuTH KOpHCHHIIMMA Tperien MojaTaka o KymuuMma (MPHOPHUTET:
BHCOK);

e 3agarak 3: MmmnemeHTHpaTH (PYHKIMOHATHOCT 3a OLEHY M pPaHTHPame Kynana
(npHOpHTET: cpeabH).

[ToueTHn kopak TPUIUKOM pa3Boja amJIMKaTHBHOT co()TBepa je OHO KpeWpame TIIaBHOT
HTML ¢ajna xojuM cy AeuHHcaHH 3ariaBJbe, TOJHOX]E, Kao M AyrMHhHM 3a HaBHTalH]y Ka
Pa3IMYUTHM CEeKIHMjaMa aniukaTHBHOr coTBepa. Y Tabemu 6.44 je mpukazaH MpoOTpaMcKH
xox rnasHor HTML dajna.

Tabeana 6.44. [Ipuka3 nporpamckor xona rnasaor HTML dajna

IIporpamckn koa raasuor HTML dajna

<!DOCTYPE html>
<html lang="en">

<head>
<title>Baza kupaca</title>
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<link rel="stylesheet"
href="https://cdn.jsdelivr.net/npm/bootstrapf5.3.0/dist/css/bootstrap.min.c
s5s5">

<link rel="stylesheet"
href="https://cdnjs.cloudflare.com/ajax/libs/font-awesome/6.0.0-
beta3/css/all.min.css">

<link rel="stylesheet" href="styles/main.css">

<link rel="stylesheet™ href="./styles/header.css">

<link rel="stylesheet" href="./styles/main-section.css">
<link rel="stylesheet™ href="./styles/customer-data.css">
<link rel="stylesheet"™ href="./styles/customer-map.css">

<link rel="stylesheet™ href="./styles/reports.css">

<link rel="stylesheet™ href="./styles/predictions.css">

<link rel="stylesheet" href="./styles/rank.css">
</head>

<body>
<div class="content-wrapper">
<header class="navbar navbar-expand-lg p-3">
<div class="container-fluid d-flex justify-content-between">
<a class="navbar-brand" href="#">
<img src="./assets/images/header-logo.png" alt="CRM Support

Model™ onclick="lcadMainSection(}" class="img-fluid header-logo-image">

</a>

<div class="navbar-collapse justify-content-end"
id="navbarNav">
<div class="navbar-nav header-butteons-container">
<div class="nav-item dropdown":>
<a class="nav-link dropdown-toggle btn btn-
lightblue m-1" href="#" id="kupciDropdown" rcle="buttcn" data-bs-
toggle="dropdown" aria-expanded="false">
Kupci
</a>
<ul class="dropdown-menu" aria-
labelledby="kupciDropdown">
<li»<a class="btn btn-lightblue m-1"

id="customerDataNavLink" onclick="renderCustomerData()">Podaci o
kupcima</a></11i>
<li»<a class="btn btn-lightblue m-1"
onclick="renderRankingData () ">Rangiranje kupaca</a></li>
</ul>

</div>

<a class="nav-item nav-link btn btn-lightblue m-1"
onclick="renderReportsData () ">Izvestaji o prodaji</a>

<a class="nav-item nav-link btn btn-lightblue m-1"
onclick="showPredictionsData () ">Predikcije prodaje</a>

<a class="nav-item nav-link btn btn-lightblue m-1"
href="#" onclick="loadCustcmerMap()">Mapa kupaca</a>
</div>
</div>

</div>
</header>
<div id="root"></div>
</div>
<footer class="p-3 text-center position-fixed bottom-0 start-0 p-3 w-100 d-
flex justify-content-center">
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Ivana Nedeljkovié, Model za podriku odluéivanju u CRM-u, 2023.
</footer>
<script
src="https://cdn.jsdelivr.net/npm/bootstrapk5.3.0/dist/js/bootstrap.bundle.
min.js"></script>
<script src="./scripts/customer-data.js"></script>
<script src="scripts/main-section.js"></script>
<script src="scripts/customer-map.js"></script>
<script src="scripts/loader.js"></script>
<script src="scripts/reports.js"></script>
<script src="scripts/predictions.js"></script>
<script src="scripts/ranking.js"></script>
</body>

</html>

HzBop: Avmop

Hakon Tora je manpasibena koHpurypaumja Electron JavaScript maxeta, xako Om ce
anaMKaTHBHA co(TBEp YuHUHHO HocTynHuM 3a Windows onepatuBuu cucteM. Y Tabenn 6.45
j€ nmpuKasaH canpikaj package.json xongurypanuonor gajia.

Tabena 6.45. [1puka3s cagpixaja package json xondurypauoHor dajna

Canp:xaj package json kougurypanunonor gajna

"name": "electron-CEM",
"yersion™: "1.0.0",
"description™: "",
"main"™: "main.js",
"scripts™: |
"start": "electron .",
"pack": "electron-builder --dir",
"dist"™: "electron-builder™
b
"build"™: {
"win™: |
"target": "portable",
"icon": "assets/icons/logo.png”
s
"portable™: {
"artifactName": "${productName}.${ext}"
}
b
"devDependencies™: {
"electron": "26.2.1",
"electron-builder™: ""22.13.1",
"electron-reload": "*2.0.0-alpha.1"
e
"author": "Ivana Nedeljkowvié",
"license™: "ISC"

HzBop: Aymop
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[Totom cy xopumhene oarosapajyhe ¢ynkuuje electron OGubnuoteke koje omoryhasajy
MOKpETame aniaukaTuBHOT codtBepa w3 HTML ¢ajna. ¥V Ttabemu 6.46 je npukaszan
oarosapajyhu nporpamcku xof,.

Tabena 6.46. [Tpukas pynkuuja electron GudnuoTexe

®dynxuuje electron onbanorexe

const { app, BrowserWindow } = require('electron')

const path = require('path');

require('electron—reload')(__dirname, {
electron: path.join(__dirname, 'node modules', '.bin', 'electron'),
hardResetMethod: 'exit'

bi

const createWindow = () => {
const win = new BrowserWindow ({
width: 1200,
height: 1000,
minWidth: 1200,
minHeight: 1000,
icon: './assets/icons/logo.png'
1)
win.loadFile('index.html");
win.removeMenu () ;

}

app.whenReady () .then( () => {
createWindow() ;

3]

UzBop: Aymop

Hakon mTo je kpempaHa AECKTON alUIMKalMja, YCIeOWIO je AoJaBame ()YHKIIHOHAIHOCTH
koja he omoryhutn xopucHUIIMMa TIperien nojataka o kynuuma. Oarosapajyhn nporpameku
KOJ je IpuKa3aH y Tabenu 6.47.

Tabena 6.47. [Ipykas nporpaMcKor Koja 3a A0AaBambe (PYHKIIHOHAIHOCTH 3a Mperies
MOJIATAKA O KyIIUMA

ITporpamcku Ko 3a pyHKLIHOHATHOCT 332 YHOC, asKypHpambe, OpHucambe H nper.Jie]

nogaTraka o Kynuuma

function renderCustomerDatal() |
const customerDataContainer =

<div id="customerDataCocintainer">
<div class="container mt-4">
<p class="checkbox-title">0daberi podatke za prikaz</p>
<diwv id="filter-container">
<div id="filter-header">
<button id="ok-btn" class="btn customer-data-btn d-inline-
flex ms-4 justify-content-between align-items-center reports-
action">PrikaZzi podatke<i id="arrowl" class="fas fa-chevron-
right"></i></button>
<button id="search-btn" class="btn customer-data-btn d-inline-
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flex ms-4 justify-content-between align-items-center reports-action"><i
class="fas fa-search"></i></button>
</div>
<div id="checkbox-container">
</div>
</div>
</div>
<div class="container mt-4">
<div id="table-container"></div>
</div>
</div>

document.getElementByld('root"') .innerHTML = customerDataContainer;

fetch('./data/baza.json")
.then(response => response.json())
.then(data => {
const jsonData = data;

const renderTable = (jsonData, currentPage, rowsPerPage,
selectedKeys) => {
const startIndex = (currentPage - 1) * rowsPerPage;
const endIndex = startIndex + rowsPerPage;
const paginatedData = jsonData.slice(startIndex,
endIndex) ;

const table = document.createBElement('table');
table.classlist.add('table"', 'table-striped');

const thead = document.createBElement('thead');
const headerRow = document.createElement ('tr');

selectedKeys.forEach{ (key) => {
const th = document.createElement ('th');
th.textContent = key;
headerRow.appendChild(th);

by

thead.appendChild (headerRow) ;
table.appendChild (thead);

const tbody = document.createElement('tbody');

paginatedData.forEach( (data) => {
const row = document.createElement ('tr');

selectedKeys. forEach( (key) => {
const cell = document.createElement ('td');
cell.textContent = datalkey];
row.appendChild(cell);

b):

thody.appendChild (row) ;
by

table.appendChild (thody) ;

const paginationRow = document.createElement('tr");
const paginationCell = document.createElement('td');
paginationCell.colSpan = selectedKeys.length;
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const previousBtn = document.createElement ('button');

previousBtn.classList.add('btn', 'customer-data-btn');
previocusBtn.textContent = 'Prethodna';
previousBtn.addEventListener ('click', () => {
if (currentPage > 1) {
renderTable(jsonData, currentPage - 1,

rowsPerPage, selectedKeys);
}
by

const totalPages = Math.ceil (jsconData.length /
rowsPerPage) ;

const pagelndicator = document.createElement ('span');
pagelndicator.textContent = "Strana ${currentPage} od

${totalPages} " ;

const nextPageBtn = document.createElement('butteon');

nextPageBtn.classlist.add('btn', 'customer-data-btn');
nextPageBtn.textContent = 'Sledeca';
nextPageBtn.addEventListener ('click', () => |

if (currentPage < Math.ceil (jsonData.length /
rowsPerPage)) {
renderTable(jsonData, currentPage + 1,
rowsPerPage, selectedKeys);
}
by

const goToPagelnput = document.createElement ('input');
goToPagelnput.classlist.add('form-control');
goToPagelnput.type = 'number';

goToPagelnput.min = 1;
goToPagelnput.max = Math.ceil (jsonData.length /

rowsPerPage) ;
goToPagelnput.value = currentPage;
const goTeoPageBtn = document.createElement('button');
goToPageBtn.classList.add('btn', 'customer-data-btn');
goToPageBtn.textContent = "Idi';
goToPageBtn.addEventListener ('click', () => {
const goToPage = parselnt (goToPagelnput.value, 10});
renderTable (jsonData, goToPage, rowsPerPage,
selectedKeys);

I
paginationCell.className = 'pagination-cell position-fixed
bottom-0 start-0 p-3 w-100 d-flex justify-content-center'
paginationCell.appendChild (previousBtn);
paginationCell.appendChild (pagelndicator);
paginationCell.appendChild (nextPageBtn) ;
const goToPage = document.createElement('span');
goToPage.textContent = 'Idi na stranu: '
paginationCell.appendChild (goToPage);
paginationCell.appendChild (goToPagelnput);
paginationCell.appendChild (goToPageBtn) ;
paginationRow.appendChild(paginationCell);
thody.appendChild (paginationRow) ;

const tableContainer =
document.querySelectorAll ('.container.mt-4") [1];
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if (tableContainer) {
tableContainer.innerHTML = "';

tableContainer.appendChild (table) ;
bi

document.getElementByIld ('search-

btn') .addEventListener('click', async function () {
if (checkboxContainer.style.display !== 'none') {
checkboxContainer.style.display = 'none';
toggleFilter.textContent = 'PrikaZi filter';

t
const container =
document.querySelectorAll ('.container.mt-4") [1];
container.innerHTML = "'
const searchCustomerDiv = document.createElement('div');
searchCustomerDiv.innerHTML =
<div id="searchCustomerDiv" class="d-flex flex-column
align-items-center mt-4">
<div class="row">
<div class="col-autoc instructions-text mb-2"=>
<div class="text-start">Unesi kupca</div>
<input type="text" id="kupacInput" class="form-
control me-2" placeholder="Naziv kupca">
</div>
<div class="col-auto d-flex align-items-end">
<button id="searchCustomer"
class="btn btn-primary mt-2 reports-main-
button reports-action"»Prikazi podatke o kupcu</button>
</div>
</div>
<div id="ecutputsearchCustomer" class="mt-3 w-100 text-
center"></div>

container.innerHTML = searchCustomerDiv.innerHTML;

const response = await fetch('./data/baza.json');

if (!response.ock) throw new Error('Could not fetch the
data');

const data = await response.json();

const kupacInput = document.getElementById('kupacIlnput');

let datalist = deocument.createElement('ul');

datalist.className = "search-buyer-list list-group
position-absolute w-25";

datalist.style.display = "none";

kupacInput.parentNode.appendChild (datalist);

kupacInput.addEventListener('input', searchKupac);
kupacInput.addEventListener('focus', searchKupac);

function searchKupac(e) {
ceonst searchValue = e.target.value.tolLowerCase () ;
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let filteredData

[1:

if (searchValue === "") {

filteredData = [...data].sort().slice (0, 5);
} else {
filteredData = data.filter (item =>
item.Kupci.toLowerCase().includes (searchValue)) .slice (0, 5);

}

renderlist (filteredData) ;

function renderList {items) {
datallist.innerHTML = ""';
if (items.length === 0} {
datalist.innerHTML = '<1li class="list-group-
item">Nema rezultata</li>'";
datalist.style.display = "block";
return;

for (const item of items) |
const 1i = document.createElement ("11");
li.className = 'list-group-item';
li.textContent = item.Kupci;
li.addEventListener ('click', function() {
kupacInput.value = item.Kupci;
datalist.style.display = "none";
by
datalist.appendChild (11i);
t
datalist.style.display = "block";

document .addEventListener('click', function(event) {
if (!kupaclnput.contains (event.target)) {
datalist.style.display = "none";
t
by

const searchCustomer =
document.getElementById ('searchCustomer');

const outputsearchCustomer =
document.getElementById('outputsearchCustomer')

searchCustomer.addEventListener ('click', function() {
const selectedKupac = kupaclnput.value;
const selectedData = data.find(item => item.Kupcli ===

selectedKupac) ;

if (selectedData) {
let tableHTML = “<div class="d-flex justify-
content-center align-items-center">
<table class="search-customer table table-
bordered">
<thead>
<tr>
</tr>
</thead>
<tbody>";
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for (let key in selectedData) {

let value = selectedDatalkey];
if (typeof wvalue === 'number') {
value = value.toFixed(2);

tableHTML += “<tr>
<td>${key}</td>
<td=35{value}</td>
</tr>";
t

tableHTML += “</tbody>

</table>
</div>";
outputsearchCustomer.innerHTML = tableHTML;
I else {
outputsearchCustomer.innerText = “Odaberi kupca’;
t
by
by
const createCheckboxGroup = (groupKeys, jsonData) => {

const checkboxContainer =
document.getElementById ('checkbox-container');
const groupDiv = document.createElement('div');
groupDiv.classList.add('rounded', 'p-2', 'mb-2', 'bg-
light");

groupKeys. forEach ((key) => {
const checkboxDiv = document.createElement ('div');
checkboxDiv.classList.add('cel-3', 'form-check',
'form-check-inline');

const checkboxlabel = document.createElement('label'):
checkboxLabel .classlist.add (' form-check-label');

const checkboxInput = document.createElement('input');
checkboxInput.classlist.add('form-check-input');
checkboxInput.type = 'checkbox';

checkboxInput.name = 'keys';

checkboxInput.value = key;

checkboxLabel.appendChild (document.createTextNode (key) ) ;
checkboxLabel .appendChild (checkboxInput) ;
checkboxDiv.appendChild (checkboxLabel);
groupDiv.appendChild(checkboxDiv) ;

b
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checkboxContainer.appendChild (groupDiv) ;
bi

const handleCheckbeoxChange = () => {
const checkboxes = document.getElementsByName ('keys');
const selectedKeys = [];

checkboxes.forEach({ (checkbox) => {
if (checkbox.checked) {
selectedKeys.push(checkbox.value);

by

if (document.getElementById('checkbox-
container').style.display !== 'none') toggleShowFilter();

renderTable (jsonData, 1, 50, selectedKeys);

bi

const selectAllBtn = document.createElement ('button');
selectAllBtn.classlist.add('btn', 'customer-data-btn', 'me-

selectAllBtn.textContent = 'Odaberi swve';
selectAllBtn.addEventListener ('click"', () => {
if (document.getElementById('checkbox-
container') .style.display === 'none') toggleShowFilter();
const checkboxes = document.getElementsByName ('keys');
checkboxes.forEach({ (checkbox) => |
checkbox.checked = true;
by
by

const clearAllBtn = document.createElement ('button');
clearhllBtn.classList.add('btn', 'customer-data-btn', 'me-2');
clearAllBtn.textContent = "Poni&ti sve';
clearhllBtn.addEventListener('click', () => {
if (document.getElementById('checkbox-
container').style.display === 'none') toggleShowFilter();
const checkboxes = document.getElementsByName ('keys');
checkboxes.forEach( (checkbox) => {
checkbox.checked = false;
by
b i
const toggleFilter = document.createElement ('button');
toggleFilter.classlist.add('btn', 'customer-data-btn', 'me-
2');
toggleFilter.textContent = 'Sakrij filter';
toggleFilter.addEventListener ("click', () => {
toggleShowFilter (});
by

const toggleShowFilter = () => |
if (document.getElementById('searchCustomerDiv')} {
document.getElementById('searchCustomerDiv').remove () ;
}
const checkboxContainer =
document.getElementById ('checkbox-container");

if (checkboxContainer.style.display === 'none') {
checkboxContainer.style.display = 'block';
toggleFilter.textContent = 'Sakrij filter';
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container") ;

b

I else {
checkboxContainer.style.display = 'none';
toggleFilter.textContent = '"Prikazi filter';

}

const filterHeader = document.getElementById('filter-header');

const checkboxContainer = document.getElementById('checkbox-

filterHeader.prepend(toggleFilter);
filterHeader.prepend(clearillBtn);
filterHeader.prepend(selectAllBtn);
checkboxCeontainer.appendChild (document.createElement('br"));

const keys = Object.keys(jsonDatal0]);
const groupedKeys = new Map();

keys.forEach( (key}) => {
const groupKey = key.substring(0, 5);
if (groupedKeys.has (groupKey)) |
groupedKeys.get (groupkey) .push (key);
I else {
groupedKeys. set (groupKey, [key]);

by

groupedKeys . forEach { (groupKeys) => {
createCheckboxGroup (groupKeys, jsconData);

by i

const okBtn = document.getElementById('ok-btn');
okBtn.addEventListener('click', handleCheckboxChange) ;
renderTable (jsonbata, 1, 50, []);

.catch(error => {

)i

console.log({error);

Hssop: Aymop

Ha cnumm 6.22 je npukasan wusriel noMmcHyTe (yHknmoHanHocTH. KopucHmimma

cy

nonyhenu onpehenn atpuOyTH, 4MjuM oO3HauyaBameM Oupajy mojaaTke 3a npukas. Opabup

oNIMje ,PHKLKH MojaTKe", oMoryhapa NpHKasHBame MOJATaka O KYyMIUMa IO OCHOBY
O3HAYEeHHX aTpUOYyTa, IITO je NpHKa3aHo Ha cauiy 6.23.
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Caungka 6.22. OyHKIHOHATHOCT 3a Mperie/ nojaTaka 0 Kyrniuma

Odaberi podatke za prikaz
[ (R AR eseene > @

Kupe

Prodavei

Grad

Proizvod

Pakcvanje

Kolicna u 2022(t] Kaolicina u 2021(t] Kolicina u 2020(1)
Kolicina u 201511] Kalicina u 2018(] Kolicina u 2017[1]

Kalicina u 20161t] Kolicina u 2015{1] Kolicina u 2014[1)
Kalicina u 2013}t]

UzBop: Aymop

Canka 6.23. Expan 3a npyka3s nojgaTaka o Kylnuuma

Odaberi padatke za prikaz

L Y

Kup<i  Grad Proizvod  Pakovanje Kolicing u 2022[t] Kolicina u 2021[1] Kolicina u 2020[t) Kolicina u 2019([1) Kolicing u 2018[1] Kolicina u 2017[1] Kalici
Kupac PRESEVO (2] Rinfuz 369856 6076.279999999999 1010844 20573 21014 335
1

Kupac PRESEVO (2] Rinfuz 71308 324 16124 o o L] o

2

Kupac PRESEVO P2 Rinfuz 5296 325.56000000000006 4880.639999999990 43084 827268 4463172 o

3

Kupac  BLUANCVAC P2 Rinfuz 382 43999999999994 200424 141952 1853.04 o o L]

4

Kupac BLUANCNVAC P2 Rinfuz 12708 2246.8400000000006 4849.955999099999  4474.68 o [} a

UzBop: Aymop

[ToToMm je momaTa (hyHKIHMOHATHOCT 3a OLIEHY Kymala o OCHOBY oJpeleHnX KpHTepHjyMa H
paHrHpame Kymana Ha 0OasH ykynHe oueHe. Y Tabenmn 6.48 je mpukasan kopuirhen
IIPOTPaMCKH KOJ, a Ha CIIHLHK 6.24 je mpuKa3aH M3rae] NTOMEHYTE (PyHKITHOHAIHOCTH.

Tabena 6.48. [Ipuka3 nporpaMcKor Ko/Ja 3a A0aBambe (PYHKIIMOHAIHOCTH 3a paHTHPaLe
Kymara

IIporpamMckn Koj 3a pYHKIHOHATHOCT 32 pAHTHpamke Kynamna

const rankingContent =

<div class="rank container mt-5 mb-4">
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<h3 class="mb-3"></h3>

<div class="table-responsive">
<table id="ponderTable" class="table table-striped table-bordered">
<thead>
<tr>
<th class="text-center">Kriterijum</th>
<th class="text-center">Ponder</th>
</tr>
</thead>
<tbody>
</thody>
</table>
</div>

<br/>
<h3 class="mb-3">Rangirani kupci</h3>

<div class="table-responsive">
<table id="kupacTable" class="table table-striped table-bordered">
<thead>
<tr id="kupacTableHeaders">
</tr>
</thead>
<tbody>
</thody>
</table>
</div>

</div>

function renderRankingData() {
document.getElementById('root") .innerHTML = rankingContent;

const ponderData = {
"Obim kupovine": 3,
"Redovnost placanja": 4,
"Kvalitet komunikacije": 1,
"Tehniéka opremljenost": 2,
"Projekti™: 3

ki

const kupacData = [...]

const headers = |

"Kupci™, "Projekti", "Ocena x ponder", "Obim kupovine",
"Ocena x ponder", "Redovnost plac¢anija", "Ocena x ponder",
"Kvalitet komunikacije"™, "Ocena x ponder", "Tehniéka opremljenost",
"Ocena x ponder", "Ukupna ocena"™, "Rang"
1i
const headerRow = document.getElementById('kupacTableHeaders'});
headers.forEach (header => {
const th = document.createElement ('th');

th.textContent = header;
headerRow.appendChild(th);
by

const ponderTable = document.getElementById('ponderTable');
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Object.keys (ponderData) .forEach (key => |
const row = ponderTable.insertRow();
const celll = row.insertCell (0);
const cell? = row.insertCell(l);

cell2.classlist.add('ponder-input"')

celll.textContent = key;

const input = document.createBElement ('input');
input.className = "form-control form-control-sm"
input.type = 'number';

input.value = ponderData[key];

input.step = 1;

input.min = 1;

input.max = 5;

input.addEventListener ('change', updateKupacTable);

cell?.appendChild (input) ;
b i

function updateKupacTable () |
const ponderlInputs =
document .getElementById ('ponderTable') .getElementsByTagName ( "input') ;
const updatedPonderValues = {};
for (let 1 = 0; 1 < ponderInputs.length; i++) |

updatedPonderValues [ponderInputs [i].parentNode.previcusSibling. textContent.
trim()] = parseFloat (ponderlnputs(i].value);

}

kupacData. forEach (kupac => {

kupac.projektiOcena = parseFlecat (kupac.projekti) *
updatedPonderValues| 'Projekti'];

kupac.cbimKupovineOcena = parsefloat (kupac.cbimKupovine) *
updatedPonderValues| 'Obim kupovine'];

kupac.redovnostPlacanjaOcena =
parselFloat (kupac.redovnostPlacanija) * updatedPonderValues|['Redovnost
placanja'];

kupac. kvalitetKomunikacijeOcena =
parseFloat (kupac. kvalitetKomunikacije) * updatedPonderValues|'Kvalitet
komunikacije'];

kupac.tehnickaOpremljenostOcena =
parsefloat (kupac.tehnickalOpremlijenost) * updatedPonderValues|['Tehnicka
opremljencst'];

kupac.ukupnaOcena = kupac.projektiOcena +
kupac.obimKupovineOcena + kupac.redovnostPlacanjaOcena +
kupac.kvalitetKomunikacijeOcena + kupac.tehnickaOpremljenostOcena;

by
kupacData.sort ({a, b) => b.ukupnaOcena - a.ukupnaOcena);

let rank = 1;
for (let 1 = 0; 1 < kupacData.length; i++) {
if (1 > 0 && kupacData[i].ukupnaCOcena === kupacDatal[l -
1] .ukupnaOcena) {
kupacData(i].rang = kupacDatal[i - 1l].rang;
rank++;
} else {
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kupacData([i] .rang = rank;
rank++;

const kupacTable = document.getElementByIld({'kupacTable');
while (kupacTable.rows.length > 1} {
kupacTable.deleteRow (1) ;

kupacData. forEach (kupac => {
const row = kupacTable.insertRow();
Object.values (kupac) .forEach (value => {
let newValue = wvalue;
if (typeocf value === "string") {
if (value.includes('Kupac ")) {
newValue = value.replace(" ", "\xA0");

1
const cell = row.insertCell();
cell.textContent = newValue;
I
by

updateKupacTable () ;

Hssop: Aymop

Caungka 6.24. OyHKIHOHAIHOCT 32 paHTHPaHkE KyTarna

Kriterijum Ponder

Obim kupavine

Tehnitka opremienast

Rangirani kupci
Ocena x Obim Ocena x Redovnost Ocena x Kvalitet Ocena x Tehnicka Ocena x Ukupna
Kupci Prajekti ponder kupovine  ponder placanja pander komunikacije ponder opremijencst pander ocena Rang
Kupac 37 5§ 15 5 25 5 20 i £} 5 10 n 1
Kupac 11§ 1% 4 20 5 20 4 4 5 10 &

Kupac 18 4 12 5 2% 5 20 4 4 4 8

Hssop: Avmop

Tume je 3aBpuieHa peanH3alidja MPBOT CIIPHHTA, a TTOTOM jé W3BPILIEH Mperiie]l pe3ynTaTa,
OJHOCHO KpeHpaH je¢ HHKPEMCHT 3a IPBH CHPHHT. Pe3ynTaT 3aBpLICHOT HPBOT CIPHHTA j¢
cnenehm:
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e Kpeupana je gecKTon arnukamnmja;
¢ Kopucuuimma je omoryhen nperien cBHX nojaraka o KymiuMa U npofaju;
e MmnnemenTupana je GyHKIHOHATHOCT 3a OLEHY M paHTHpambe Kynaua.

KopuchHunmMa je nmpeacTaribeH OPBU MHKPEMEHT, a NMPHUTOM OHH HUCY WUMAIH JOAATHUX
npumendH, cyrecTHja U mpeanora. Jlakie, Moxke ce 3aK/bYUHTH Ja CY HCIYILEHH CBH 3aXTEBU
MIAHUPAHH 3a OPBH CIPHHT.

4.2.3. CnpunT 2

HakxoH mTo je ycHeIrHo peanu3oBaH NPBU CHPHHT, YCIEIUIIO je INIaHHPamke APYTOT CIPHHTA,
Tj. cacTaBJbeH j¢ MTHEBHMK CNIPHMHTA, KOju 00yXBara 3aXTEBE U3 AHEBHHMKA NMPOM3BOJA 3a KOje
je TMIaHWpaHO 1a ce MMIEMEeHTHpajy y ApyroM cnpueTy. IInmanupaHo Tpajame crnipuHTa
M3HOCH JBe Heflesbe. CacTaBibeH JHEBHMK CIIpHHTa o0yxBaTa crnefehe 3axTese:

e 3agarak | Pa3Butm (pyHKUMOHATHOCT 3a TeHEpHCAEe M3BEIITaja O TPoJaju
(MpHOPHTET: BUCOK):
o [Ioazamatax 1: O6e30e1uTH NpHUKa3 YKYIHE BPEAHOCTH IIpo/iaje o roAuHaMa;
o [TlopzamaTtax 2: O6Ge30enUTH NPUKa3 BPEJHOCTH TIPOJIAje 10 TPAIOBMUMA;
o Iloazamarax 3: OGe30eauTH IPHKA3 KOJIMYHMHE [IPOJA]JE 110 POU3BOY;
o [omzamarak 4: O6e30eUTH NPHUKaA3 BPEIHOCTH MPOJaje 110 KyILy.
e 3agarak 2: O0e30eauTn rpaguuky npuKas pe3yinrara npojaje (IpMOpHTET: HU3AK):
o Ilomzamatax 1: OOe3zbemutn rpaduykd NpUKa3 BPedHOCTH NpoOAaje Mo
rpaJoBUMa;
o [llomzamatax 2: O0e30eauTH rpaguukM NpPHKA3 KOJUMYHHE MPOJATHX
HPOH3BOA.

3a nogaBame NOMEHYTHX (PYHKIIMOHATIHOCTH je TeHEpHcaH NPOrpaMcKy KOJ KOjH je IpHKa3aH
y Tabenu 6.49, a na ey 6.25 je mpukaszaH U3riea Kpeupane (PyHKIIHOHAIHOCTH.

Tabesna 6.49. [Ipuka3 nporpaMcKkor Koaa 3a A0AaBambe () YHKIIHOHATHOCTH 3a I'CHEpHCAhe
U3BEIITaja O TIPOJAjH U oroBapajyhux rpaduukux npukasa

IIporpaMckH Kox 3a pyHKLHOHATHOCT 32 TeHEPHCALE H3BELITAja 0 NPOAAjH H

rpaHYKH NPHKAa3 npojaje

function renderReportsData() {
const reportsDataContainer =
<div class="container-fluid btn-container">
<diwv>
<button class="btn reports-main-button btn-lg d-flex justify-
content-between align-items-center"

onclick="showYearlyData () ">
Godine <i id="arrowl" class="fas fa-chevron-down"></i>
</button>

<div id="divl" class="toggle-div">
<div class="title">»Ukupna vrednost prodaje po godinama</div>
<div id="yearly-table"></div>
</div>
</div>
<div>
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<button class="btn reports-main-button btn-lg d-flex justify-
content-between align-items-center"
onclick="showProductData()">
Proizvodi <i id="arrow2" class="fas fa-chevron-down"></i>
</button>
<div id="div2" class="toggle-div">
<div class="container mt-5 d-flex flex-column align-items-
center">
<div class="row">
<div class="col-autc instructions-text">
<div>0Odaberi proizvod</div>
<select id="productDropdown" class="form-select
me-2">
</select>
</div>
<div class="col-autc instructicons-text">
<div>0Odaberi godinu</div>
<select id="yearDropdown" class="form-select me-
">
</select>
</div>
<div class="col-auto d-flex align-items-end">
<button id="showQuantityBtn"
class="btn btn-primary mt-2 reports-main-
button reports-action">Prikazi prodatu
koli&inu</button>

</div>
</div>
<div id="outputDiv" class="mt-3"></div>

</div>
<div class="container mt-5 d-flex flex-column align-items-
center">
<div class="row">
<div class="col-auto">
<div class="instructions-text">0Odaberi
proizvod</div>
<select id="singleProductDropdown" class="form-
select me-2">
</select>
</div>
<div class="col-autoc d-flex align-items-end">
<button id="showTableBtn"
class="btn btn-primary mt-2 reports-main-
button reports-action">Prikazi podatke po

godinama</button>
</div>
</div>
<div id="tableDiv" class="mt-3"></div>

</div>
<div class="container mt-5 d-flex flex-column align-items-
center">
<div class="d-flex mb-3">
<div class="col-autc instructions-text mb-2">
<div class="text-start">Odaberi godinu</div>
<select id="productYearDropdown" class="form-
select custom-select-width me-2">
<option value="2013">2013</option>
<option value="2014">2014</option>
<option value="2015">2015</option>
<option value="2016">2016</option>
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<option value="2017">2017</option>
<option value="2018">2018</option>
<option value="2019">2019</option>
<option value="2020">2020</option>
<option value="2021">2021</option>
<option value="2022">2022</option>
</select>
</div>
<button id="showGraphBtn"
class="btn btn-primary custom-button-width
reports-main-button reports-action">
Grafickl prikaz koli¢ine preodatih proizvoda
</button>
</div>
<div id="ecutputSection™ style="display:none;" class="text-
center w-100">
<img id="graphImage" src="" alt="Graph for Selected
Year" class="img-fluid">
</div>
</div>
</div>
</div>
<div>
<button class="btn reports-main-button btn-lg d-flex justify-
content-between align-items-center"
onclick=showCityData()>
Gradovi <i id="arrow3" class="fas fa-chevron-down"></1i>
</button>
<div id="div3"™ class="toggle-div">

<div class="container mt-5 d-flex flex-column align-items-
center">
<div class="row">
<div class="col-autec instructions-text">
<div class="text-start">PretraZzi grad</div>
<input type="text" id="citySearchBox" class="form-
control me-2" placeholder="Unesite ime grada">
<div id="cityDropdownDiv" class="dropdown-menu">
<!-- Populated dynamically -->
</div>
</fdiv>
<div class="col-aute instructions-text">
<div class="text-start">0Odaberi godinu</div>
<select id="yearDropdownCity" class="form-select
me-2">
<option value="2013">2013</option>
<option value="2014">2014</option>
<option value="2015">2015</option>
<option value="2016">2016</option>
<option value="2017">2017</option>
<option value="2018">2018</option>
<option value="2019">2019</option>
<option value="2020">2020</option>
<option value="2021">2021</option>
<option value="2022">2022</option>
</select>
</fdiv>
<div class="col-autoc d-flex align-items-end">
<butten id="showValueBtn"
class="btn btn-primary mt-2 reports-main-
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button reports-action">Prikazi prodate
vrednosti</button>

</fdiv>
</div>
<div id="outputDivCity" class="mt-3"></div>

</div>
<div class="container mt-5 d-flex flex-column align-items-
center">
<div class="row">
<div class="col-autc instructions-text">
<div class="text-start">PretraZzi grad</div>
<input type="text" id="citySearchBox2"
class="form-control me-2"
placeholder="Unesite ime grada">
<div id="cityDropdownDivZ" class="dropdown-menu">
<!-- Populated dynamically -->
</div>
</fdiv>
<div class="col-autoc d-flex align-items-end">
<button id="showCityDataBtn"
class="btn btn-primary mt-2 reports-main-
button reports-action">Prikazi podatke o gradu po

godinama</button>
</fdiv>
</div>
<div id="outputTableDiv" class="mt-3"></div>

</div>
<div class="container mt-5 d-flex flex-column align-items-
center">
<div class="d-flex mb-3">
<div class="col-autc instructions-text mb-2">
<div class="text-start">Odaberi godinu</div>
<select id="cityYearDropdown" class="form-select
custom-select-width me-2">
<option value="2013">2013</option>
<option value="2014">2014</option>
<option value="2015">2015</option>
<option value="2016">2016</option>
<option value="2017">2017</option>
<option value="2018">2018</option>
<option value="2019">2019</option>
<option value="2020">2020</option>
<option value="2021">2021</option>
<option value="2022">2022</option>
</select>
</fdiv>
<button id="showGraphBtnCity"
class="btn btn-primary custom-button-width
reports-main-button reports-action">
PrikaZzi vrednosti prodaje po gradovima
</button>
</div>
<div id="eutputSectionCity" style="display:none;"
class="text-center w-100">

<img id="graphlmageCity" src="" alt="Graph for
Selected Year" class="img-fluid">
</div>
</div>
</div>

</div>
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<div>
<button class="btn reports-main-button btn-lg d-flex justify-
content-between align-items-center"
onclick=showCustomerData ()>
Kupeci <i id="arrowd" class="fas fa-chevron-down"></1i>
</button>
<div id="div4" class="toggle-div">
<div class="d-flex flex-column align-items-center mt-4">
<div class="row">
<div class="col-autc instructicons-text mb-2">
<div class="text-start">Unesi kupca</div>
<input type="text" id="kupacInput" class="form-
control me-2" placeholder="Naziv kupca">
</div>
<div class="col-auto instructions-text mb-2">
<div class="text-start">0Odaberi godinu</div>
<select id="customerYearDropdown" class="form-
select custom-select-width me-2">
<option value="2013">2013</option>
<option value="2014">2014</option>
<option value="2015">2015</option>
<option value="2016">2016</option>
<option value="2017">2017</option>
<option value="2018">2018</option>
<option value="2019">2019</option>
<option value="2020">2020</option>
<option value="2021">2021</option>
<option value="2022">2022</option>
</select>
</div>
<div class="col-auto d-flex align-items-end">
<button id="showPredictedValueBtn"
class="btn btn-primary mt-2 reports-main-
button reports-action"»PrikaZ?i vrednost prodaje za
odabranu godinu</button>
</div>
</div>
<div id="ecutputDivCustomer" class="mt-3 w-100 text-
center"></div>
</div>
<div class="d-flex flex-column align-items-center mt-4">
<div class="row">
<div class="col-autc instructicns-text mb-2">
<div class="text-start">Unesi kupca</div>
<input type="text" id="kupaclnput2" class="form-
control me-2" placeholder="Naziv kupca">
</div>
<div class="col-auto d-flex align-items-end">
<button id="showCustomerValueBtn2"
class="btn btn-primary mt-2 reports-main-
button reports-action">Prikazi vrednost prodaje po
godinama</button>
</div>
</div>
<div id="ecutputCustomerYearly" class="mt-3 w-100 text-
center"></div>
</div>

</div>
</div>
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</div>

document .getElementByld('root') .innerHTML = reportsDataContainer;
1
function toggleDiv (divId, arrowlId) |

const div = document.getElementById(divId);

const arrow = document.getElementById(arrcowld);
if (div.style.display === 'neone' || !div.style.display) {
div.style.display = 'block';

arrow.classlList.remove ('fa-chevron-down') ;
arrow.classList.add('fa-chevron-up"');

} else {
div.style.display = 'none';
arrow.classList.remove ('fa-chevron-up');
arrow.classList.add('fa-chevron-down');

1

}
function aggregateAndFormat (jsonData) {
const years = |

'"Vrednost 2022', 'Vrednost 2021', '"Vrednost 2020', 'Vrednost
2019°',

'"Vrednost 2018', 'Vrednost 2017', 'Vrednost 2016', 'Vrednost
2015°',

"Vrednost 2014', 'Vrednost 2013

1:
const aggregates = {};
years.forEach(year => aggregates[year] = 0);
jsonData. forEach(cbhj => {
years.forEach (year => {
if (obj[year]) {
aggregates[year] += obj[year];

b)i
I
const formattedResults = years.map(year => {
const formattedValue =
aggregates|year].toFixed(2) .replace (/h\d(?=(\d{3})+\.) /g, 'S5&,");
return { [year]: formattedValue };
1
return formattedResults;
1
async function loadYearlyTableData() {
try {
const response = await fetch('./data/baza.json');
if (!response.ck) throw new Error('Could not fetch the data');
const data = await response.json();
const vrednostPoGodinama = aggregateAndFormat(data);
createTable (vrednostPoGodinama) ;
} catch (error) {
conscle.error ('Error leading table data:', error);
1
1

function createTable (data) {
const rootDiv = document.getBElementById('yearly-table');

const table = document.createElement('table');
table.className = 'table';
const thead = document.createElement('thead");
const thody = document.createElement ('tbody');
table.appendChild (thead);
table.appendChild (thody) ;
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data.forEach({(item) => {
const tr = document.createBElement('tr");
const [key, value] = Object.entries(item) [0];
tr.appendChild(createElement ("th', key))};:
tr.appendChild(createElement ('td', walue));
thody.appendChild(tr);
bi
rootDiv.appendChild (table) ;
1
function createBElement(tag, text) {
const element = document.createElement (tag);
element . textContent = text;
return element;
1
function showYearlyData () {
document.getElementByld('yearly-table') .innerHTML = "';
loadYearlyTableData () .then (toggleDiv('divl', 'arrowl'})
t
function loadFirstProductDropdown () {
fetch('./data/proizvodi-kolicine-po-godinama. json')
.then(response => response.json())
.then(data => {
const productDropdown =
document.getElementByld ('productDropdown') ;
const yearDropdown = document.getElementById('yearDropdown');
const showQuantityBtn =
document.getElementById('showQuantityBtn');
const outputDiv = document.getElementById('outputDiv');
data.forBach ((productObj, index) => |
const option = document.createElement ('option');
option.value = "PS{index + 1}7;
option.textContent = "PS{index + 1}1°;
productDropdown . appendChild (option) ;
by:
const populateYearDropdown = ()} => {
const selectedProductlIndex =
productDropdown.selectedIndex;
const yearObj =
data[selectedProductIndex] [ " P5{selectedProductIindex + 1}"];
yearDropdown.innerHTML = '';
Object.keys (yearObj) .forEach(year => {

const option = document.createElement ('option');
opticn.value = year;
opticon.textContent = year;

yearDropdown.appendChild (ocption);
by
b
productDropdown.addEventListener ('change',
populateYearDropdown) ;
productDropdown.dispatchEvent (new Event ('change'));
showQuantityBtn.addEventListener ('click', () => {
const selectedProductlIndex =
productDropdown.selectedIndex;
const selectedYear = yearDropdown.value;
const yearObj =
data[selectedProductIndex] [ "P5{selectedProductIindex + 1}°];
outputDiv.textContent = "Prodata koliéina:
${yearObj [selectedYear]} ;
by
b
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.catch(err => console.error ('Error loading JSON data: ', err));
1
function loadProductTable() |
fetch('./data/proizvodi-kolicine-po-godinama.json')
.then(response => response.json())
.then(data => {
const singleProductDropdown =
document.getElementById('singleProductDropdown') ;
const showlableBtn = document.getElementById('showTableBtn');
const tableDiv = document.getElementById('tableDiv");
data.forEach ((productObj, index) => {
const option = document.createElement ('option');
opticn.value = "P${index + 1}°;
opticon.textContent = "P${index + 1} ;
singleProductDropdown.appendChild (opticn) ;
by
showTableBtn.addEventListener('click', () => {
const selectedProductIndex =
singleProductDropdown.selectedIndex;
const selectedProduct =
data([selectedProductIndex] [ "F5{selectedProductindex + 1}°];:
const table = document.createElement('table');
table.className = '"table';
const thead = document.createElement ('thead');
const tr = document.createElement("tr');
const thl = document.createElement ('th');
thl.textContent = 'Godina';
const th2 = document.createElement ('th');
th2.textContent = '"Koliéina';
tr.appendChild (thl) ;
tr.appendChild (th2) ;
thead.appendChild(tr) ;
table.appendChild (thead);
const tbody = document.createElement('tbody');
Object.keys (selectedFProduct) .forEach(year => {
const tr = document.createElement('tr");
const tdl = document.createElement ("td"');
tdl.textContent = year;
const td2 = document.createElement ('td');
td2.textContent = selectedProduct[year];
tr.appendChild(tdl};
tr.appendChild(td2) ;
thody.appendChild(tr);
b
table.appendChild (tbody) ;
tableDiv.innerHTML = '";
tableDiv.appendChild (table) ;
by
H)
.catch(err => console.error ('Error loading JSON data: ', err));
1
function loadProductYearlylmages () {
document.getElementByld('showGraphBtn') .addEventListener('click",
function() {
const selectedYear =
document.getElementById ('productYearDropdown') .value;
const graphlmage = document.getElementById('graphImage');

graphlmage.src = ~./assets/images/products-
yearly/%{selectedYear}.png ;
document.getElementById('outputSection').style.display = 'block';
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by

1
function loadCitytYearlyImages () {
document.getElementByld('showGraphBtnCity') .addEventListener('click",
function() {
const selectedYear =
document.getElementById ('cityYearDropdown') .value;
const graphlmage = document.getElementByld('graphImageCity');
graphlmage.src = ~./assets/images/cities/${selectedYear}.png”;
document.getElementById ('cutputSectionCity').style.display =
'block';
b

function showProductData() |
loadFirstProductDropdown() ;

loadProductTable ();
loadProductYearlyImages () ;
toggleDiv('divZ', 'arrowi');

t
functicon loadFirstCityDropdown () {
let cityData = [];

function fetchCityData() {
fetch('./data/gradovi.json")
.then(response => response.json())
.then (data => |
cityData = data;
b
.catch(err => conscle.error('Error loading JSON data: ',
err));
1
function searchCityForInput (inputld, dropdownDiwvId) {
return function (e) {
const searchValue = e.target.value.toLowerCase(};
let filteredData = [];
const cityDropdownDiv =
document.getElementByld (dropdownDivId) ;

T

cityDropdownDiv.innerHTML = ;

if (searchValue !== "") |
filteredData = cityData.filter(item =>
item['Grad'].toLowerCase () .includes (searchValue)) .slice (0, 5);
} else 1if (document.getElementByld(inputld) ===
document . activeElement) |
filteredData = cityData.sort((a, b) =>
al['Grad'].localeCompare (b['Grad'])).slice(0, 5);:
1
filteredData.forEach(city => |
const cityOption = document.createBElement ('button');
cityOption.classList.add('dropdown-item') ;
cityOption.textContent = city(['Grad'];

cityCOption.addEventListener('click"', function () {
document.getElementById (inputld).value = city['Grad'];
cityDropdownDiv.style.display = "none";

b
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cityDropdownDiv.appendChild{cityOption) ;
by

if (cityDropdownDiwv.children.length > 0} {

cityDropdownDiv.style.display = "block";
} else {
cityDropdownDiv.style.display = "none";

1
bi

document .getElementByld('citySearchBox"') .addEventListener ("input’,

searchCityForInput ('citySearchBox', 'cityDropdownDiv'));

document .getElementByld('citySearchBox"') .addEventListener (' focus',
searchCityForInput ('citySearchBox', 'cityDropdownDiv'));

document .getElementByld('citySearchBox2') .addEventListener ('input',
searchCityForInput ('citySearchBox2', 'cityDropdownDiv2'));

document.getElementByld('citySearchBox2') .addEventListener('focus"',
searchCityFerInput ('citySearchBox2', 'cityDropdownDiv2'));

document.getElementById('citySearchBox') .addEventListener ('focusout’,
function() {
setTimeout ( () => {
const cityDropdownDiv =
document.getElementById ('cityDropdownDiv') ;
cityDropdownDiv.style.display = "none";
b, 200);
b
document .getElementByld('citySearchBox2') .addEventListener ('focusout’,
function() {
setTimecut ( () => |
const cityDropdownDiv =
document.getElementById ('cityDropdownDiv2") ;
cityDropdownDiv.style.display = "none";
be 200);
by
document.getElementByld('showCityDataBtn').addEventListener('click',
() == {
const selectedCity =
document.getElementBylId ('citySearchBox2') .value;
const cityObj = cityData.find(city => city.Grad === selectedCity);

const outputTableDiv = document.getElementByld ('outputTableDiv');
outputTableDiv.innerHTML = '';

if (city0bj) |
if (leityCbj['Grad']) {

outputTableDiv.textContent = 'Grad nije odabran';
} else {
const table = document.createBElement('table');

table.classlist.add("table");

for (let year = 2022; year »>= 2013; year--) {
const row = table.insertRow();

const celll = row.insertCell (0);
const cell? = row.insertCell (1) ;
celll.textContent = "Vrednost ${year}’;
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celll.classList.add("'th")
cell?. textContent = cityObj [ Vrednost ${yearl’] ||

!(D":
1
outputTableDiv.appendChild (table) ;
t
} else {
outputTableDiv.textContent = 'Grad nije pronaden';
t
byi
document.getElementById('showValueBtn') .addEventListener('click', ()
=> |

const selectedCity =
document.getElementById('citySearchBox'").value;
const selectedYear =
document.getElementById ('yearDropdownCity") .value;
const cityObj = cityData.find(city => city.Grad === selectedCity);
if (cityObi) |

if (leityCbj['Grad']) {
document.getElementById ('cutputDivCity"') .textContent =
'Grad nije codabran';
} else {
const valueForYear = cityObj [ Vrednost ${selectedYear}'];
document.getElementById('outputDivCity"') .textContent =
"Prodata vrednost u godini ${selectedYear} za grad ${selectedCity]} je:
5{valueForYear}  ;
}
} else {
document.getElementById ('outputDivCity').textContent = 'Grad
nije pronaden';
}
bhi
fetchCitybDatal();

function showCityData() |

loadFirstCityDropdown () ;
loadCitytYearlyImages () ;
toggleDiv('div3', 'arrow3')
1
async function loadCustomerDropdowns () {
const response = await fetch('./data/baza.json');
if (!response.ck) throw new Error('Could not fetch the data');
const data = await response.ijson();
const kupacInput = document.getElementById('kupaclnput');
const kupacInput? = document.getElementById('kupacInput2');
const showPredictedValueBtn =
document.getElementById ('showPredictedValueBtn') ;
const outputDiv = document.getElementByld ('outputDivCustomer');
const customerYearDropdown =
document.getElementById('customerYearDropdown')

let datalist = document.createElement ('ul");

datalist.className = "search-buyer-list list-group position-absclute
W=25";

datalist.style.display = "none";
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let datalist2 = document.createElement ("ul');

datalist2.className = "search-buyer-list list-group position-absclute

w-25";
datalist2.style.display = "none";

kupacInput.parentiode.appendChild (datalist) ;
kupacInputZ.parentNode.appendChild (datalList2);

kupacInput.addEventListener ('input', searchKupac);
kupacInput.addEventListener ('focus', searchKupac);
kupacInput?.addEventListener ('input', searchKupac?2);
kupacInput?.addEventListener('focus', searchKupac?2);

function searchKupac{e) {
const searchValue = e.target.value.toLowerCase () ;
let filteredData = [];

if (searchValue === "") |
filteredData = [...data].sort{).slice(0, 5);
} else {
filteredData = data.filter (item =>
item.Kupci.toLowerCase().includes (searchValue)) .slice (0, 5);

}

renderlList (filteredData) ;

function searchKupacZ(e) {
const searchValue = e.target.value.tolowerCase();
let filteredData = [];:

if (searchValue === "") {

filteredData = [...data].sort().slice (0, 5);
} else {
filteredData = data.filter (item =>
item.Kupci.toLowerCase () .includes (searchValue)) .slice (0, 5);

}

renderlList2 (filteredbData) ;

showPredictedValueBtn.addEventListener ('click', function() {
const selectedKupac = kupacInput.value;
const selectedYear = customerYearDropdown.value;
const selectedData = data.find(item => item.Kupci ===
selectedKupac) ;
if (selectedData) |

const foundValue = selectedData[ Vrednost ${selectedYear}’
const roundedValue = parseFleoat (foundValue) .toFixed(2);
outputDiv.innerText = “Vrednost prodaje za kupca
"% {selectedKupac}" za ${selectedYear}. godinu izneosi: ${roundedValue}"
} else {
outputDiv.innerText = “Odaberi kupca’

by

function renderlList (items) {
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datalList.innerHTML = "';

if (items.length === 0) {
datalist.innerHTML = '<1i class="list-group-item">Nema
rezultata<,/1i>";
datalist.style.display = "block";
return;

for (const item of items) {

const 1i = document.createBElement ('1i'");
li.className = 'list-group-item';
li.textContent = item.Kupci;

li.addEventListener('click"', function() {
kupacInput.value = item.Kupci;
datalist.style.display = "none";

b)i

datalist.appendChild(1li);

}
datalist.style.display = "block";

function renderListZ? (items) {
datalList?.innerHTML = "';

if (items.length === 0) {
datalist2.innerHTML = '<1li class="list-group-item">Nema
rezultata</1li>";
datalist2.style.display = "block";
return;

for (const item of items) {
const 11 = document.createBElement('11i");
li.className = 'list-group-item’';
li.textContent = item.Kupci;
li.addEventListener('click', function() {
kupacInputZ.value = item.Kupci;
datalist2.style.display = "none";
by
datalist2.appendChild(li);
t
datalistZ?.style.display = "block";

document .addEventListener('click', function(event) {
if (!kupaclnput.contains(event.target)) |
datalist.style.display = "none";
t
I
document .addEventListener('click', function(event) {
if (!kupaclnputZ.contains (event.target)) {
datalistZ.style.display = "none";

I

const showCustomerValueBtnZ =
document.getElementById ('showCustomerValueBtn2')
const outputCustomerYearly =
document .getElementById ('outputCustomerYearly') ;
const predictionText = document.getElementById('predictionText");
const predictionlmage = document.getElementByld('predictionlmage');
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showCustomerValueBtnZ.addEventListener ('click', functicn() {
const chosenCustomer = kupacInput?.value;
const selectedData = data.find(item => item.Kupci ===
chosenCustomer) ;

if (chosenCustomer) {

let tableHTML = '<div class="container"><table class="mx-auto
table™>";

for(let prop in selectedData) {
if (/Vrednost \d{4}/.test (prop)) {
let value = parseFloat (selectedData([prop]).toFixed(2);
tableHTML += “<tr><td
class="th">3{prop}</td><td>%{value}</td></tr>";
}
}

tableHTML += '</table></div>";
outputCustomerYearly.innerHTML = tableHTML;

} else {
outputCustomerYearly.innerText = 'Odaberi kupca';

by
1

function showCustomerData() |

leadCustomerDropdowns () .then( () => {
toggleDiv('div4', 'arrowd')

I

HzBop: Avmop

Canka 6.25. OyHKIIMOHAIHOCT 3a TCHEPHCakhe U3BEIITaja 0 NpojJaju 1 oarosapajyhux

rpaHYKHX TpUKa3a

Godine ~
Proizvodi ~
Gradovi w
Kupei ~

HzBop: Aymop
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Opmabupom omiuje ,roAHHEe”, KOPHCHHIMMA je oMoryheH yBHI y BpPeIHOCT Ipojaje 3a
MIPETXOIHUX JieceT rouHa (ciuka 6.26).

Cauka 6.26. Expan 3a npuka3 yKyrHe BpeIHOCTH NPOJaje Mo roJuHama

Godine Cu

Ukupna vrednast prodaje po godinama

Vrednost 2022

Vrednost 2021

Virednost 2020

Virednost 2019 5.972,195,087.58
Virednost 2018 5482 214 87954
Virednost 2017 5,427,254,004.20
Virednost 2016 4874,619,928.54
Vrednost 2015 4928.874,760.25
Vrednost 2014 567259609591
Vrednost 2013 6.585,000,576.74

s o s
HzBop: Aymop

Omnuyja ,,npousBoau ™, omoryhasa kopucHHIHMA 1a oga0epy MPOU3BOJ 3a KOju Kkene na Oymy
NpHKa3aHy NOAalK O IPOJATHM KOJIMYHMHAMa 3a CBaKy TOJHHY, LITO j€ MPHKa3aHO Ha CITHIIH
6.27. Takohe, kopucnuuuma je omoryhen yBug u y rpaduuke npHukase KONHYMHE MPOJATHX
npousBoja (cimka 6.28).

Canka 6.27. Expan 3a npuka3s KOJTHYHHE NIPOJaje 1o MPOH3BOANMA

Odabei prolved  Oelaber] qoding

4] v 2022 v Prikagi peodatu kolicinu

Prodata kolicina: 1,091,413.48

Odaberi proirod
P v Prika podatie po godinama
Godina Kalstina

2013 0.00
04
2015 269,167.04
016 307,887 44
a7 435,158.08
018 42912180
2018 47039880
2020 575,400.16

UzBop: Aymop
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Canka 6.28. Expan 3a rpaduuky nprka3 KOJIHYHHE NPoJaje 1o MPoH3BOAHMA

018 42912180
470,398.80
575400.16
2021 63392616
2022 1,001 41348
daberi godinu
2002 - Grabatki prikaz kolidine prodatih proinvoda
ek 2022 gosea
os
£ on{
a
na
024
0o i —
[ L L] C

HzBop: Aymop

Onnuja ,,rpafoBH’ HyaH TpUKa3 BpeOHOCTH INpojaje no rpagoeHMa (cnuka 6.29). Takohe, y
OKBUpY OBe omiMje cy omoryheHu u rpadHuyky NpHKasH Mpojaje Mo rpagoBHMa 3a CBaKy
roauny. (cnuka 6.30)

Cuanxka 6.29. Expan 3a npHka3 BpeHOCTH NPOJaje 10 rpajoBuMa

Graclovi -~
Odaberi godinu
w2 v Prikai pradate wrednasti
Frodata viednost u godini 2022 za grad KRAGUIEVAL je: 92,1535844.34
Pretradi grad
KRAGLUEVAC Prikadi podatke o gradu pa godinama
Vrednost 2022
Vrednost 2021
Vrednost 2020
Vrednost 2019
Vrednost 2018
Vrednost 2017 26,596,810.21
Wrednost 2016 51,588,436.19
Vrednost 2015 122,896,910.06
Wrednost 2014 147,786,824.98

HzBop: Aymop
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Cummka 6.30. Expan 3a rpadHuky npuka3s BpeHOCTH NpoJiaje 1Mo rpaJjoBHMa
Vredmost 2015 122,898.910.06
Virednost 2014 147,786,824 98

Vredmost 2013 143,050,171.11

Oclabari godinu

2022 - Prikati viednosti prodaje po gradavma

2022 goana

Bectan | bom odw | outewe | b

Kupci -

Hssop: Aymop
Opabup omuuje ,Kynmiu“, KOpUCHUIIMMA oMoryhaBa yBHI y BpeIHOCT Ipojaje 3a CBAKOT
MOjeAMHAYHOT KYIIIa TOKOM MPETXOMHHX JECET TOAMHA, IITO je MpHKa3aHo Ha ciaunu 6.31.

Canka 6.31. Expan 3a npuka3s BpeIHOCTH NPOJaje 3a CBAKOT MOjeJHHAYHOT KyIIa

Kupel ~

2002 v Frikati wiednas prodaje 2 odabrar godinu

gedinu Enast 1666306443

Kispac 1 Prikai wednost prodaje pa godinama

Vrednost 2022 1666309443

Vrednast 2021

Vrednost 2020

Vrednast 2019 T958T174.66

Vrednost 2018 B3ITE1359.63

Vrednast 2017 8738939440

Vrednast 2016 1383119108

Vrednast 2013 (X

Vrednost 2014 000

Vrednast 2013 000

Hssop: Aymop

Haxon peanmsalmje Apyror CIpHHTA je M3BPLIEH Mperie] pesyiaTara, 0JHOCHO KpeHupaH je
MHKPEMEHT 3a APYTH CTIpHHT. Pe3ynTat 3aBpiueHor Apyror cnpuHTa je ciuenehu:

e KopucHuim wMmajy yBHJ Yy H3BENTaje O TPOJAJH TPOJajd 10  PasTHIUTHM
KpPUTEPHjyMHUMa;
¢ Kopucaummma je obezdbehen rpaduukyn npukas pesynrara npojaje.

KopucHuumnMa je nmpeacTaB/beH APYTH MHKPEMeHT, a IPUTOM OHH HHCY MMalTH J0JaTHHUX
npuMendH, cyrectija u npeanora. Ha kpajy, Moxe ce koHcTaTtoBaTH Aa cy oipaheHu ceu
3a[aly IIIaHUPaHH 32 JAPYTH CIIPHHT.
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4.2.4. Cnpunt 3

[lo uMmnnemMeHTaIUjH APYTOT CIPHHTA, YCIEIUIIO je niaHupame Tpeher cnpunTa. 3a notpede
peanu3aunje Tpeher cupHHTA je cacTaB/beH JHEBHHUK CIPHHTA, KOjH YKJbYUYje 3aXTEBE M3
JHEBHMKAa IPOM3BOJA 3a KOje je IIaHupaHo Ja ce CIpoBeny TokoMm Tpeher crnpuHTa.
[Inanupano Tpajame W OBOT COPHHTA H3HOCH ABe Heaesbe. CacTaB/beH QHEBHHK CIIPHHTA
oOyxsara cneaehe 3agarke:

e 3agarak 1: OO0e30enuTH (yHKIMOHATHOCT 3a TIPHKA3 TPEIHKIHMja Tpojaje
(IpHOpPHTET: BUCOK):
o [lopzamatax 1: O0Ge30equTH NMpUKa3 NpeUKIHja YKYITHE BPEIHOCTH Npojaje
3a HapeAHY FOHHY;
o Ilogzamarak 2: OO0e30enuTH NpHKa3 NpeauKIMja KOMMYMHE TIpodaje ¥y
HapeJHOj TOAMHH 32 CBAKH IIPOH3BOT;
o Ilogzamarak 3: OOe30equTH mNpHKa3 MNpeAUKLMja BPEAHOCTH Tpojaje y
HapeJHOj TOMHH 32 CBaKOT KyTIIa.
e 3agarak 2: Kpewparu mMojen 3a BH3yenIHM3alHjy Kynana, 0JHOCHO IpaMuKy MpHKa3
Kynana Ha reorpa)ckoj Marnu (IpHOPHTET: CPeIEbHA).

3a nojaBame (YHKIIMOHAIHOCTH 3a NpHKa3 NpeAuKIHja Npojaje je TeHepHcaH IporpaMcKu
KOJ Koju je mpukazaH y Tabemu 6.50, a mHa cnunm 6.32 je mpHkazaH HM3rie] NOMEHYTE
(pYHKIIMOHATHOCTH.

Tabexa 6.50. [Tpuka3 nporpaMcKor Koja 3a 10/JaBame () YHKIIMOHAIHOCTH 3a MpHKa3
npeAHKIHja Ipoaaje

IIporpaMckn koA 3a (pyHKIHOHAJHOCT 32 NPHKA3 NpeAHKLHja npoaaje

const dataObject = {

P1: {
predvidjanje: "919.288,87",
slika: 1

s

P2: |
predvidjanje: "63.946,78",
slika: 2

e

P3: |
predvidjanje: "23.538, 98",
slika: 3

1y

Pd: |
predvidjanje: "308.026,38",
slika: 4

s

P5: |
predvidjanje: "52.004,30",
slika: 5

b

Pa: |
predvidijanje: "183.270,26",
slika: 6

be

P7: |
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predvidjanje: "20.720,21",

slika: 7

e

P8: |
predvidjanje: "26.183,73",
slika: 8

b

P9: {
predvidjanje: "24.366,56",
slika: 9

s

P10: |

predvidjanje: "637,30",
slika: 10

bi

const predictionsDataContainer =
<div class="container mt-5">
<div class="p-4 text-center custom-rounded custom-box-shadow mb-3
custom-text">
Predvidena vrednost prodaje u 2023. godini iznosi 7.863.156.760
</div>
<div class="custom-image-container mb-3">
<img src="./assets/images/predictions-all/predictions-total.png"
alt="Predictions Total" class="custom-rounded custom-image">
</div>

<div class="d-flex flex-column align-items-center mb-4">
<div class="row">
<div class="col-auto instructions-text mb-2">
<div>Unesi kupca</div>
<input type="text" id="kupaclnput" class="form-control me-
2" placeholder="Naziv kupca">
</div>

<div class="col-auto d-flex align-items-end">
<button id="showPredictedValueBtn" class="btn btn-primary
mt-2 reports-main-button reports-action">»>PrikaZzi predivdjenu vrednost
prodaje za 2023.</button>
</div>
</div>
<div id="outputDiv" class="mt-3 w-100 text-center"></div> <!--
assuming you might want the output text also centered -->
</div>
<div class="container mt-5 d-flex flex-column align-items-center">
<div class="d-flex mb-3 ">
<div class="col-auto instructions-text mb-2">
<div>0Odaberi proizvod</div>
<select id="productDropdown" class="form-select custom-select-
width me-2">
<option value="P1">Pl</option>
<option value="P2">P2</option>
<option value="P3">P3</option>
<option value="P4">P4</option>
<option value="P5">P5</option>
<option value="P&">P6</option>
<option value="P7">Pi7</option>
<option value="P8">P8</option>
<option wvalue="P9">P9</option>
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<option value="Pl0">Pl0</option>

</select>

</div>

<button id="showPredictionBtn" class="btn btn-primary custom-
button-width reports-main-button reports-action">

Prikazi predvidjanje za 2023. godinu 1 grafik

</button>

</div>

"

<div id="ocutputSection"™ style="display:none;" class="text-center w-

100">
<p ld="predictionText" class="mb-3"></p>
<img id="predicticnlmage" src="" class="img-fluid">
</div>
</div>
</div>

async function showPredictionsData() {
const response = await fetch('./data/baza.json');

if (!response.ok) throw new Error('Could not fetch the data');
const data = await response.ijson();
document .getElementByld('root") .innerHTML = predictionsDataContainer;

const kupacInput = document.getElementByIld('kupaclnput');
const showPredictedValueBtn =

document.getElementById ('showPredictedValueBtn') ;
const cutputDiv = document.getElementByld ('ocutputDiv');

let datalist = deocument.createElement ('ul');

datalist.className = "search-buyer-list list-group position-absolute
w-25";

datalist.style.display = "none";

kupacInput.parentNode.appendChild (datalist) ;

kupaclInput.addEventListener ('input', searchKupac);
kupacInput.addEventListener ('focus', searchKupac);

function searchKupac(e) {
const searchValue = e.target.value.tolowerCase();
let filteredData = [];:

if (searchValue === "") |
filteredData = [...data].sort().slice (0, 5);
} else {
filteredData = data.filter(item ==
item.Kupci.toLowerCase().includes (searchValue)) .slice (0, 5);

}

renderlist (filteredData) ;

function getPredictedValue (obj) |
for (let key in obj) {
if (/Predvi.*ena vrednost 2023/1i.test (key)) {
return obj [key];
t
t

return undefined;
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showPredictedValueBtn.addEventListener ('click', functicn() {
const selectedKupac = kupacInput.value;
const selectedData = data.find(item => item.Kupci ===
selectedKupac) ;

if (selectedData) |
const predictedValue = getPredictedValue (selectedData);

if (predictedValue !== undefined) {

const roundedValue =
parseFloat (predictedValue) . toFixed(2) ;

outputDiv.innerText = 'Predvidena vrednost prodaje za
kupca "${selectedData['Kupci']}"™ za 2023. godinu je ${roundedvValue}’
} else {
return;
t
} else {
return;

t

1

function renderlList (items) {
dataliist.innerHTML = "';

if (items.length === 0) {
datalist.innerHTML = '<1i class="list-group-item">Nema
rezultata</li>";
datalist.style.display = "block";
return;

for (const item of items) |
const 1i = document.createBElement ('1i'");
li.className = 'list-group-item';
li.textContent = item.Kupci;
li.addEventListener('click"', function() {
kupacInput.value = item.Kupci;
datalist.style.display = "none";
by
datalist.appendChild(1li);
t
datalist.style.display = "block";
1

document . addEventlistener('click', function{event) {
if (!kupaclnput.contains(event.target)) {
datalist.style.display = "none";

I
const productDropdown = document.getElementByIld ('productDropdown');

const showPredictionBtn =

document.getElementById ('showPredictionBtn');
const outputSection = document.getElementById('outputSection');
const predictionText = document.getElementByIld('predictionText");
const predictionlmage = document.getElementByld('predictionlmage');

showPredictionBtn.addEventListener('click', function() {
const selectedProductKey = productDropdown.value;
const selectedProductData = dataObject[selectedProductKey];

predictionText.innerText = "Predvidjanje prodaje za 20Z3. geodinu
za proizved ${selectedProductKey} je ${selectedProductData.predvidjanje} ;
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predictionImage.src = ./ /assets/images/predictions-
products/${selectedProductData.slikal.png’;
outputSection.style.display = 'block';
by
t

Tabela 6.52 (main css/glavni css)

body {
display: flex;
flex-direction: column;
min-height: 100vh;

.content-wrapper {
flex: 1;
}

.form-control {
max-width: Srem;
display: inline-block;
t

[colspan] > * {
margin-right: lrem;

}

.checkbox-title {
font-size: 20px;

}

.pagination-cell span {
padding-top: lépx;
1

header, footer {
background-coleor: #007bal;
position: relative;
z-index: 10;

1

.btn-lightblue {
background-color: lightblue;
color: darkslategray;

1

footer {
color: lightblue;
z-index: 10;

}

.pagination-cell .form-control |
top: 9px;
position: relative;
max-height: 4lpx;

1

froot |
margin-bottom: 100px;

.custom-rounded {
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border-radius: 8px;

.custom-box-shadow {
/*box-shadow: 0 4px 8px rgba(0, 0, 0, 0.1);*/

.custom-text, #predictionText {
font-size: 20px;
/*font-weight: bold;*/

.custom-image-container {
overflow: hidden;
border-radius: 8px;

}

.custom-image-container img {
transition: transform 0.3s ease;

}

.custom-image {
max-width: 70%;
height: auto;
display: block;
margin: 0 auto;

HzBop: Aymop

Canka 6.32. DyHKIMOHATHOCT 32 MPHKA3 MPeIUKIHja Ipo/aje

Predvidena vrednast prodaje u 2023, godini iznosi 7.863.156.760

P Dtsen progaje

Unesi kupca

Kupac 1 Prikati predivdjenu srednost prodage za 2023,

HzBop: Avmop

IToToM je KpeHpaH MOfelN 3a BU3yeNH3alMjy Kynala, OQHOCHO rpadyiuky IpHKa3 Kymaia Ha
reorpadickoj mamu. Hajnpe je y3 momohy Google Maps-a xpeuwpana mama Ha Kojoj cy
IpHKa3aHW KyNOou M HoJalM O Kynouma. 3aTHM je KpeHpaHa Mama HHTerpucaH€a y
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anJIMKaTHBHU cOo(pTBEp KOjH ce pa3BHja. Y Tabenu 6.51 ce Hanmasu oarosapajyhu mporpamcku
KO, a Ha caui 6.33 je mpHUKa3aH H3rJea MOJENa 3a BH3YeNH3allijy Kynana.

Ta6ena 6.51. [Ipuka3 nporpaMckor Koja 3a J0/1aBame MO/JIENA 33 BU3YSIIU3alHjy

IIporpamckn koj 3a JofaBambe MojeIa 32 BH3YeIH3alHjy

const customerMapContent =
<iframe

src="https://www.google.com/maps/d/embed?mid=1pAmIGRzCT71u L3cKZaw8iY¥ rMOglV

kY&ehbc=2E312F" width="640" height="480"></iframe> B -

function loadCustomerMap () {
document.getElementById('root').innerdTML = customerMapContent;
1

HzBop: Avmop

Cimka 6.33. M3rnen Mojena 3a BU3yenHu3alHjy Kynaua
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HzBop: Aymop

OpabupoM Hekor oJ Kymala ca Mare, KOpHCHHMIIMMa he ca NeBe cTpaHe ekpaHa OuUTH
JIOCTYITHH M0JalH 0 0a0paHoM KyTIIy, IITO je MPHKa3aHo Ha ciHnH 6.34.
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Canka 6.34. [Ipuka3s nonataka o oqabpaHoM KyIily Ha MarH
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HsBop: Aymop

Ha kpajy, Mozke ce cyMHpaTH fia je pe3ynTaT pealnsoBanor Tpeher cnpunTa cnegehn:

e Kopucauumma je o6e3behena yHKuMOHAIHOCT 3a NpHUKa3 NpeIMKLMja IPOAAje 110
Pa3THIUTHM KPHTEPHjyMHMa;

e Kpeupan je Mofen 3a BH3yenM3alHjy Kynaua, oQHOCHO rpadMyKd MpHKa3 Kymaua Ha
reorpad)ckoj Marnm.

ITo 3aBpieTky Tpeher cnpuHTa je KOPUCHUIIMMA je TpeacTaB/beH Tpehn MHKPEMEHT, Ha KOjH
OHH HUCY UManu 3aMmepke. Jlakne, MoXke ce 3aKIBYYHTH J1a CY YCHEITHO PeaTn30BaHH CBH
3ajaly IWwiaHupanu 3a Tpehu cnpuuT. MMajyhu y BUAy da je noaHupaHo Ja HApeIHH CIPHHT
Oyae 3aBpIIHM, MOpeld TOTa INTO je KOPUCHHLMMA MpeacTaBbeH Tpehu HMHKpemeHT, Ha
cacTaHKy CYy Ca KOPHCHHIMMa IIPElM3HHje AOTOBOPEHM HETabM OKO CaMor Au3ajHa o
BH3YENHOT M3ryefa CTPaHuIa JeCKTON alUIHKaluje.

4.2.5. Cupunr 4

[To peanusaumju Tpeher crpuHTa je yclleAuNo MIaHHUpame YeTBPTOT, 3aBPILIHOT CHPHHTA,
OJHOCHO CacTaB/bEH j& NHEBHHMK CIPHHTAa Koju oOyXBaTa CBE IpEOCTale 3axXTEBE M3
JHeBHMKa TpousBoja. [Inamupano Tpajame cHopuHTa HM3HOCH [ABe Hefgebe. CacraBibeH
JHEBHHK cIpHHTa 00yxBaTa ciefehe 3axTeBe:

e 3ajarak 1: YHanpeauTH AM3ajH MOYETHE CTPAHHMIIE (IPHOPUTET: HU3AK).

e 3agarak 2: Tectupame annukanuje y okpyxemy Windows onepaTHBHOT cUcTeMa.

VY Ttabenu 6.52 je mpuKazaH NPOTPaMCKHM KOJ KOJUM Cy TeéHepHcaHa MojellaBama Ju3ajHa
MOYEeTHE AaIIMKaTHBHOr coprBepa, a Ha cinuuH 6.34 je mpukasaH caM H3IJIe] INOYETHE
CTpaHHUIIE.
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Tabena 6.52. [Ipuxa3 nporpaMckor koja 3a HoJenaBame Ju3ajHa

IIporpamcku Koj 3a nojemapame Ju3ajHa

body {
display: flex;
flex-direction: column;
min-height: 100wvh;

.content-wrapper {
flex: 1;
1

.form-control |
max-width: Srem;
display: inline-block;
t

[colspan] > * {
margin-right: lrem;

}

.checkbox-title {
font-size: 20px;

.pagination-cell span |
padding-top: lépx;
}

header, footer |
background-coleor: #007bal;
position: relative;
z=-index: 10;

t

.btn-lightblue {
background-color: lightblue;
color: darkslategray;

t

footer {
color: lightblue;
z-index: 10;

}

.pagination-cell .form-control |
top: 9px;
position: relative;
max-height: 4lpx;

UzBop: Aymop
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Canxka 6.34. Msrnen noyerHe cTpanuile aluiHKaTHBHOT co(TBepa

Model za podrsku
odludivanju u CRM-u

Hssop: Avmop

[Momro cy 3aBpiuena MHanHa MojelIaBamba, anIIKaTUBHH cOTBEp je TECTHUPAH Y OKPYKEHhY
Windows onepaTHBHOT cHCTeMa M KOHCTAaTOBAaHO je Aa (yHKIHOHHUIIE Oe3 nedekaTa.

HaxoHn uMrneMeHTalL[Hje 3aBpIIHOT CIIPHHTA j€ M3BPLICH IMperiel pe3yaraTa, Tj. HapaBbeH
j€ 3aBpIIHHU HHKpeMeHT. Pesynrar 3aBplieHor 4eTBpPTOT CIPHUHTA je cneaehu:

o Jluzaju nmoueTHe cTpaHulle je yHanpeheH y ckiaay ca se/bamMa KOPHCHHKA.
e Annukanuja je TecTHpaHa y okpyxkemy Windows onepatuBHor cuctema u yrepheno je
na pyHxnmonumie 6e3 nedexara.

Ha ocHOBY HaBeJeHOI, MOXKE C& KOHCTATOBATH Ja CY HCIYHEHHM CBH 3aJaly IUIAHUPAHW 3a
4eTBpTH crnpuHT. Ha Kkpajy, KOpHCHHUMMA je NpPeICTaB/LeH HETBPTH HHKPEMEHT, OIHOCHO
3aBpIIEH anIMKAaTHBHH co(TBep. ToM MNpPHIHKOM Cy KOPHCHHUHM HMamH MoryhHocT Ja
ucnpodajy cBe (yHKIIMOHATHOCTH HapaB/beHOT annukaTHBHOT codprBepa. Koncrarosamm cy
Ja KpeupaH co(pTBep HCITymhaBa CBe 3aXTeBe Je(pHUHHCaHe HA MOYETKY CaMOT MpoLeca pasBoja.

4.3. PesyntaTn Herpaxusama — EdexTn npuMene passujeHor Mojesia 3a moApukKy
OIYYHBaILY Ha yHanpeleibe ynpas/bama 0JHOCHMA €a KyNLIHMA

Hakon pasBoja MoJena 3a MOAPIIKY OANY4HBamby, CIIPOBEAEHO je UCTpaknBame Kako OM ce
TecTHpala XUnoTesa 3.2 ¥ TMMe YTBPAMIO Ja JIH IpUMEHa Pa3BHjeHOr MOJENA 3a MOAPIIKY
oJnyuHBamy oMoryhaBa MHTerpaijy nojataka, 4uMe cy yHanpeljeHu mpouecu oQmydHBama
H yIpaBJbama 0JHOCHMA ca Kynuuma. MeTtpaxuBame je 00yxBaTHiIo met 3amocienux y CRM-
y ojabpaHe opraHuzaiuje, KOju TPEACTaB/bajy MNOTEHIHjaJIHE KOPUCHHUKE pa3BHjeHOT
alIMKaTHBHOT co(TBepa. 3a NPHKYJbakbe MOJATAKA je NPHMEHeH MeToJ HHTepBjya,
uMajyhu y BUIy BETOBY HOTOJHOCT 3a UCTPOKHBaba Koja YKJbY4yjy Manu Opoj HCIIMTaHHKA.
HHTepBjy je yKby4HMBaO HMHIMBHIYAaTHO HHTEPBjyHCame CBAKOT PECNOHACHTA (jeJaH Ha
jefaH), Kao M TPyIHO HHTEPBjyHcamke KOje j& MOAPa3yMeBal0 CHUMYITAHY JHUCKYCH]Y CBHX
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HCIIHTaHHKa. 3a noTpebe MHTEPBjya je cacTaB/beH YIHTHHK KOJH je mopen AeMorpadckux,
o0yxBaTHO M JeBeT OTBOPEHHX MHTama. [IpukynipameM MojaTaka M KBaIMTaTHBHOM
AHANHM30M OJrOBOpA HCIHTAHHKA je oMoryheHo TecTHpame QopMynHcaHe HCTPaKHBAUKe
XHIIOTe3e. AHANM3a pe3ynTaTa je IpuKa3aHa y HAcTaBKY.

Hajnpe je mpexactaBbena geMorpafcka CTpYKTypa MCIHTaHHKa M3 y3opka. lllto ce Tuue
TMOJHE CTPYKTYpe, TPH UCITUTAHHKA CY JKEHCKOT, a IpeocTalla JBa MYLIKOT 10Ja. 3aTHM, TpH
HCIIHTAHHKA HMa 3aBpllieHe OCHOBHE CTyIHje, a IPeocTana JBa H 3aBpIIeHe MacTep CTyIHje.
CrapocHa cTpykTypa ucnuranuka ce kpehe y pacmony ox 26 mo 35 roauna, a mBHXOBa
JY)KHHA PagHOr cTaka H3HOCH oA 3 10 9 roauHa.

Kako Om ce TecTMpada Xunoresa ,MMIIEMEHTALMja MOJENA 3a NOJPUWIKY OJIYYHBAHY
omoryhasa wuHTerpauujy mnojaTaka, 4uUMe cy yHanpeleHH mnpouecH oanyduBama H
ylpaB/balka OJHOCHMA Ca KYNLUMMAa“, MCIHMTAHHLMMA jeé IOCTaB/bEHO [EBET IHTama, a
aHaTu3a BHIXOBUX OJroBOpa je MpHUKa3aHa y HaCTaBKY.

1. Ha xoju HaunH O6H pa3BHjeH MojeJ] 3a MOAPIIKY OATY4YHBAILY MOrao a yTHYe Ha
efpHKaCHOCT H POAYKTHBHOCT Bamer tuma?

I'enepanHo, HCTIMTAHUIN CY CE CIOXKMIHN Ja OM UM pa3sBHjeH MOJEN 3a HOAPLIKY OTyIHBaY
00e30enHo ma Opsxe, jeAHOCTaBHHUje M nakmle 00aB/bajy NMOCIOBHE aKTHBHOCTH. YmoTpeba
pasBujeHor mojena Oum omoryhmna ma ce Opke mohe mo cBMX moTpeOHMX TojaTaka U
nH(opManHja 0 KymuMMma, mMTO O CUTypHO JonpuHeno mnoBehakmy e(dHKacHOCTH H
npoayKTHBHOCTH CRM THMa.

2. la 11 mmcanuTe ga OH pa3sBHjeH Moje 3a NOAPLIKY OAJIy4YHBAILY AONPHHEO 00/beM
AOHOLUebY OIyKa Yy Bamem TuMy nin oprannsanuju? Axko 1a, kako?

CBH HCHHMTAaHHMIH Cy OATOBOPHIIM Ja cMarpajy Aa Ou kopuuheme pasBHjeHOT MOJena 3a
NOAPIIKY OJIyunBamy oMoryhusno Opxe U Dosbe goHomEeme oanyka. C o03upom ma Mojen
omoryhasa Op3 u jacan yBHJ y HH(OpManHje o KynHMa, IpojajH, NpeauKIjama npojaaje,
CUTYpHO je Ja he To mocneguyHO TOBECTH M A0 00JbET JOHOMIEHA OITYKa.

3. Ha xoju HauuH OH pa3sBHjeH MojJe] 3a NOJPIIKY OJJIYYHBAHIY MOTao Aa yTHYe Ha
NpPelH3HOCT H TAYHOCT MoJaTaka Koju cy Bam Heonxoanu 3a foHoIIeme 01ayKka?

Henuranunu Hapoje Ja pasBHjeH Mojen oMoryhasa Aa ce CBH NOJAlH O KYMIIUMa H NPoaajH
HaJa3e MHTErpucaHu Ha jenHoMm MmecTy. [lopen Tora, mMojen mpyka M JeTaJbHE aHAIH3E
Jocajallier MOHANIama Kylala, Kao M npedukudjy Oyayher nomamama kynaua. Ceu
HABEJCHH MoJauu ¥ HH(OpMaLHje Cy BeoMa BaXKHH MPUIMKOM JoHOLIEema oanyka. C TuM y
BE3M, BPIIO je OMTHO Aa pa3BHjeH MOJEN 3a MOAPIIKY OMATy4HBaky NPaBHIHO aHATH3HPA H
COPTHpA CBE MOJATKE M HH(opMalHje, Kako OM OHHM OMIIM TaYHH M IPELH3HH 32 JOHOLIEH:E
aIeKBaTHHX OJUTYKa.

4. la an cmaTparte Aa 6u Bam paseujen MojJen 3a MOAPIIKY OAdy4YHBamy oMoryhuo
Go/be pazyMeBamhe H aHAJIH3Y moAaTaka o Bammm kynuuma?
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CBH HCIHMTAHHLOH Cy c€ CHOXKHIH [da pasBHjeH MoJel 3a MHOAPUIKY OANY4HBAIbLY
neunuTHBHO oMoryhaBa na ce Ha 00/bM HAYMH aHANM3UPAJY H pa3yMejy CBH JOCTYIHH
NOJAIH O KYNI[HMA.

5. la 1 mucauTe ga 6m ce ysollemem pasBHjeHOT MojJesa 32 MOJPUIKY OLJIYYHBAKY
OCTBAPHJIO JIAKIIE YIPaB./balbe H carielaBame Behe koanunne nogaraka?

CBH HCMIUTAaHUIM Cy JalH mo3uTHBaH oarosop. Hamme, pesyntatn OpojHMX ymHTa, pasHH
H3BELITajH U rpauiy Mpyxkajy KOPHCHHLHMA CYMapHH YBHI Y BEJIHKY KOJTHYHHY MoJaTaKa
0 Kynuma.

6. Y xojoj mepn 6m Bam mogen 3a moapumiky oaayunBamy omoryhmo mmTerpaumjy
nojaraka o npoaaju?

I'enepanHo, UCIMTAHHUIN Cy C€ CIOXKHIM Ja MOAENI 3a MOAPHIKY OMTY4HMBamy 3HAYajHO
JOTNPHHOCH MHTETpallMju MofaTaka, ¢ 003MpOM Ja ce CBH MOJalM O MPoJajH, KpeHpaHu
W3BCIITAH ¥ MPCIUKLHjC MPOAaje HATas3e Ha jeTHOM MCCTY.

7. Ha jm cmarpate Aa O (YHKIHOHAJHOCTH MoJesa 3a MOAPIIKY OLJIYYHBALY
JAoNpHHeJe CMabelby BpeMeHa Koje je noTpedHo 3a odpaay nogaraka n nHpopmanuja?

Ucnmtanumy cy carnacHd Aa yHKIIMOHATHOCTH MOJeNa 3a MOAPIIKY OJIy4HBakhY 3HAYAjHO
JOTIPHHOCE CMambeby BPEeMeHa KOjeé je HEONXOJHO Ja ce o0paie M aHAIH3Mpajy AOCTYIHA
nojialiy ¥ HHQo pMarnuje.

8. Koanko om Bam mojen 3a NOAPUIKY OMIYy4YHBAlLY I10MOTA0 Y NpeBasHIAKEIbY
AocajanbUX NpodeMa NPHIHKOM CACTaB/balba H MpeTpare uipemraja?

I'enepanHo, CBM MCIHTAHUIM CMaTpajy Aa OM pa3BHjeH MOJEN 3a NOAPLIKY OMTy4HBamky OHO
ol BeNHMKe TNOMOhM Yy MpeBasMIakemy MpoOlemMa MPHUIMKOM cacTaB/balka M Iperpare
W3BEIITaja, MMajyhu y BUay Ja ce CBH NOJalH U nH(OpMalHje Halla3e Ha jeJHOM MECTY.

9. Kaxo OMcTe cyMHpaJu YKYNaH YTHIA] Pa3BHjeHOr Mo/elia 3a MoJPIIKY 0/UTy4YHBRALY
Ha Baule nocioBame u 1oHo1EBE 01 TyKa?

Ha wpajy, McnuTaHuiiy cy 3ak/byuiin Ja OM pa3BHjeH MOJEN 3a TOMAPIIKY OTy4HBAMY
JonpuHeo yHanpehemy JoHOWIEHma OJIyka M nepdopMaHCH yrHpasibamba OJHOCAMA ca
kyniuma. MaTerpanunja nogaraka u undopmMauuja, muxosa 6pxa obpaga ¥ aHanH3a, 3aTUM
jeAHOCTaBaH YBHM[ y CBE JOCTYNHE nojarke 1 uHpopmanuje omoryhasajy 1a ce moHecy Opake
u Gome omnyke. Edexte Gomux omnyka he yBHAeTH W KymiH, mTo J0BOAM A0 noBehama
IBLUXOBE caTHc(akuuje W JnojanHocTH. J[laknme, yHampeheme omnyduBama OOBOAM [0
yHanpehema mepdopMancH yOpasikamka OJHOCHMA Ca KyMNIUMa, WITO C€ IO3UTHBHO
oJpakaBa M Ha [EJIOKYITHO MOCIOBaLe OpranH3alije.

Y3umajyhu y o03up craBoBe M OArOBOpe CBUX MCIHUTAHMKA [0 OCHOBY NHTamka Koja Cy
caJp)kaHa y YIHTHHKY, HGABOCMHCICHO C¢ MOJKE 3aKJbYYHTH [1a HMIUIEMECHTALMja MOJCA 3a
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HOAPIIKY O/UTy4HBamby oMoryhaBa MHTerpalujy Iojaraka, 4uMe cy yHampelheHH mpolecH
OAy4YHBamka M yMpaB/barka OJHOCHMA ca KyNlMMa, OfHOCHO JOKa3aHa je xumoTesa 3.2.
Hmajyhn y BHOy W mpeTXofHO OoKa3aHy XHIoTe3y 3.1, KoHcTaTyje ce da je moTBphena
XUIOTE3a 3, 0JHOCHO YTBphEeHo je Aa MpUMeHa pa3BHjeHOr MOJeNa 3a MOAPIIKY OATy4HBalhY
3HauajHO yTHUe Ha yHanpeheme nepdopMaHCH ynpaBbamka 0JHOCHMA ca KyMLIHMA.
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VIIAE O

AHAJIN3A PE3YJIITATA CIIPOBEJAEHUX
EMITUPUJCKUX UCTPAKUBAIbA
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1. luckycuja pe3yarara

Y OBOM jenmy JOKTOpCKE AucepTallMje je OaTa HHTErpaTHBHAa AHCKYCHja pe3ynTaTa TpH
CTIpOBEleHA EeMIMpHjcKka MCTpaXkMBamba Koja ce OJHOCE Ha YOpaBjbambe OJHOCHMA ca
KymuMa. PesynTatu qooujenn o0pagoM M aHATH30M IPHKYIULEHUX M0JaTaKa, Kao U BHXO0Ba
oAroBapajyha MHTepmpeTalHja MpyKajy OCHOB 3a JOHOLIEHE aJeKBATHUX M KBaIMTETHUX
3aKJbydaka O TOCMaTpaHoj HcTpaxkuBaukoj Temu. Ha ocnoBy pesynTaTa cmpoBeleHMX
EeMIIHPUjCKUX MCTpaxkuBama je yTBpheHo ga CRM 3HauajHO yTH4Ye HAa OpraHH3aLHOHE
nepdopmance. 3aTum, HIeHTH(HUKOBaHE Cy KJbYYHE JeTepMUHaHTe Hamepe ynorpebe CRM
Texnonoruje. Ha kpajy, nokaszano je ga mocnoBHAa aHAIMTHKA 3HAYajHO YTHYE HA JOHOIICHE
oanyka u CRM nepdopmance, kao M Ja UMIIEMeHTalHja pa3BHjeHOT MojeNa 3a MOAPIIKY
oanmyunBamy oMoryhasa yHanpeheme noHomema oqnyka 1 CRM nepdopMaHcH. Y HacTaBKy
je JaTa meTasbHHja TUCKYCHja H3BEIEHHX 3aK/bydaKa.

[IpBUM eMIMPHJCKUM HCTPAKUBAREM je Ookazano ma CRM, MepeH NpEeKo ILEroBe TPH
KOMITIOHEHTE (TEXHONOTH]a, JbYIM M Tpoliec), WMa CTATUCTHYKA 3Ha4ajHe edeKkTe Ha
opranuzaumone nepdopmance. Edexre CRM-a na opranusammone mnepdopmaHce cy
YTBpAUIIAa U MHOTa NpeTxogHa ucrpaxusama (Sin et al., 2005; Coltman, 2007; Battor &
Battor, 2010; Keramati et al., 2010; Akroush et al.,2011; Wang & Feng, 2012; Amoako et al.,
2012; Mohammad et al., 2013; Mozaheb et al., 2015; Ahani et al., 2017, Valmohammad;i,
2017; Madhovi & Dhliwayo, 2017; Soltani et al., 2018; Lebdaoui & Chetioui, 2020; Ullah et
al., 2020; Suoniemi et al., 2022).

HcrpaxkuBame je mokaszano ga npea CRM KOMIIOHEHTa - TEXHOJOTHja, MMa CTaTHCTHYKH
3HAYAjaH HeraTHBaH yTULaj Ha nep(opmaHce W3 (HHAHCHjCKE IEPCNEKTHBE, Kao H
nepgopmarce U3 NepcrnekTHBE Kynala, ITo je y ckady ca 3akbydluMa 0 KOjHX CY JOLIIH
Nedeljkovic n capaguunu (2022). JloGujenn pesynaTaT nokasyjy Ja ynarama y CRM
TEXHOJIOTH]y HHUCY YBEK HCIUIaTHBA. YKONMKO opraHusauuje nocmarpajy CRM camo kao
TEXHOJIOLIKH allaT, a He Kao Je0 IIOCTIOBHE CTPATETHje YCMEPEHOCTH Ha HCNYH:Embe NoTpeda
KyIana, TEXHOJOIIKA ynarama Hehe qonpuneru nodosbimamy nepdopmanc. Y BesH ca THM,
Reinartz wn capagauu  (2004) TtBpone ga CRM nHe mnogpasymMeBa caMO  YCBajambe
copuctuuupane CRM Texnonoruje u codprBepa, Beh na je wuMmniementanuja CRM-a
CIOXKEHHja M YKbydyje nApyre enemeHTe. Jlakme, TexHoloruja ce Mopa ageKBaTHO
uHTerpucati ca octane ase CRM xomnonente. Melhytum, oBu Heratusuu edextu CRM
TEXHOJIOTH]e ce MOT'Y OJHOCHTH caMo Ha Kparak pok. Moryhe je ma cy opraHusauije umae
BHCOKE H3IaTKe 3a Ha0aBKy TEXHOIOTHje, Ia Ja CE Joll YBEK HHMCY OfAPa3HIH NO3UTUBHH
edexrn. Ilopen tora, Reinartz n capaguuum (2004) nernuy ga je moryhe Ja ce HeraTMBHH
e()eKTH TEXHOIOTH]E MEajy TOKOM BPEMEHA, KaKko CE 3alOoCIEHH W KYIIHU BHIIE HABUKABajy
Ha cucreMe. Jlakne, ykonuko cy ynarama y CRM TexHolorujy HejasHa, y IyroM poky bu ce
MOTTIH OCTBAapHTH NMO3MTBHH pe3ynTaTH H nospahaj ynarama. [Topen oapehennx nerarupHux
edexara, yrBpheHO je M Ja TEXHOJIOTHja MMa CTATHCTHYKHM 3HauyajHe MO3HTHBHE edeKkTe Ha
oapehene mepcnekTuBe OpraHU3alMOHHUX Nep(OpPMaHCH, OJHOCHO HA HMHTEPHE INpoLece H
ydese 1 pa3eoj. [lo 3akbyuka o no3utuBHuM edexruma CRM TexHonoruje Ha nepdopmance
MHTEPHHX Tpolueca cy Ao u Mohammad n capaguuim (2013). Texnonoruja omoryhasa
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ayToMaTH3alHjy MHOTHX IIpolleca, Te Ha Taj Ha4HH Ipoliece, KOjU OH ce MHade 00aBIHAIH
PY4YHO, YHHH MHOTO epukacHHjUM W omoryhaBa nose mpouece (Rainer & Turban, 2009).
Haume, CRM Texuonoruja omoryhasa opramusalMjamMa HHTETrpalHjy CBHX peleBaHTHHX
undopMmaluja o0 CBaKOM Kymiy, IITo oMmoryhaBa edukacHHje MIaHUpame, MAapKeTHHT H
yeanyre (Kim et al., 2003). Ha T1aj naunn opranusanuje Mory 0osbe Ja pasyMejy 3axXTeEBe,
notpede M jKeJbe Kymama, 1OTO je OJ BENMKOT 3Hayaja 3a YCHELIHHjy CErMEHTauujy U
TapreTupame Kymnala, 3aTHM 3a 1oGoJblIame KBATHTETA IPOM3BOJAA H YCIIYTra, pa3Boj HOBHX
IpOM3BOJA U yCIIyTa, Kao ¥ npuaarohasame mpou3Boja M yciyra nojeuHadHoM Kynny. Tako
he opranmsanuje OoJbe 33J0BOJEHTH CBOje Kynue M noctuhu onepatusHy edukacHocT. Ha
Kpajy, no3uTuBHU edektn CRM Texnonordje Ha nepdopmaHce M3 TEPCHEKTHUBE y4ema U
pa3Boja ce MOTY IPUMUCATH YHILEHHIIN Ja TEXHONOTHja TO3UTHBHO YTHYE HA MIPOIYKTHBHOCT
1 nepopMaHce 3aM0CIEHUX KOJHU je KOPUCTe, Ha IITa Cy yKasanu [tani n capagauny (2022).
VYnorpeba CRM texnonoruje ynanpelyje nepdopmarnce meHHX KOPUCHHKA, TT000IbIIaBajyhu
KPHUTHYHE CTpPaTelIKe aKTHBHOCTH M CIIOCOOHOCTH (HIIp. 3Hambe KOPHCHMKA) M 3ay3Bpar,
UCTaKHyTe pe3ynrate KkopucHMka. CRM TexHonormja omoryhaBa KopHCHHMIMMa [Ja
NPHKYIJBAjy, OpPTaHU3yjy M Jene HH(pOpMalHje O CBOjUM KyNlHMa Ha BeoMma edHkacaH H
epextuBan HauuH. Kopumhemem CRM TexHoNoTHje 3amoclieHH ocTBapyjy oapehene
J00UTKe y cMHCTY epHKacHOCTH, Op3HHe W mep(opMaHCH y H3BpIIABAY CBOjHUX 3a1aTaKa.
3axBasbyjyhn ofpeheHMM TEXHONOIIKMM ajnaTiMa, 3amlocleHH Ccy HH(OpPMHCAHH]H,
KOMITETEHTHHjH, 00pa30oBaHHjM M OATOBOPHHjH O] CBOjUX KOHKypeHara, a Takohe Oombe
pasymejy kynue (Kumar & Reinartz 2018). YKoIMKO KyNnIM cXBaTe Ja Cy IBHXOBE NMOTpede
ucnymene, nohuhe 1o nobospmama caTucaxuyje H 10jaTHOCTH.

3atuM, ananusoMm je yTBheHo na spyau, kao Apyra CRM KOMIOHEHTa MMajy CTAaTHCTHUKH
3HayajHe NO3UTHBHE edekTe Ha TPH O YEeTHPH NMEePCNeKTHBE OPraHU3alHOHUX HepdopMaHCcH
(nepcnekTUBY Kynaia, HHTEpHE MPoLlece U y4eme U pa3Boj). JoOHjeHn 3akbydiy o yTHLajy
Jbyau Ha mepdopMaHce M3 NEpCHeKTHBe Kynala cy y cKIaly ca TBpPOmBOM Reinartz u
capagnuka (2004), xoju cMarpajy Aa kKaja NOTEHIWjalHM KYNIM YCHOCTaB/bajy OAHOC ca
opraHusalMjoM, paguje OM MManM KOHTakKT ca JbyIMMa HEro ca cHcTeMHMa BoheHuM
TEXHOJOTHjOM, INTO YyKasyje Ha BaKHOCT Jbyackux CRM pecypca. Jlakine, mako cy u
TEXHOJOTH]a W TMOCIOBHH NpOLECH KbYUHH 3a ycnemHe CRM WHHIMjaTHBe, NOjeIHHAYHI
3almociIeHH cy TH KOjH INpeAcTaBibajy rpaauBHe OmokxoBe ofHoca ca kymuuma (Chen &
Popovich. 2003). Kana y opranuzaipijama npeoBiagasa KylaTypa YCMEPEHOCTH Ha KYTIIE , TIe
3armociIeHH Jajy BHCOK NPHOPHTET HHTEPECHMA Kylalla M CBH y OpPTaHH3aLlHju pasyMmejy H
Jene 3ajeHUUKH Wb M3rpajibe M oJpKaBama OJHOCA ca KyNIuMa, Jolasu Ao nosehama
caTHC(aklHje H TPHBPKEHOCTH Kymana, a THMe H [0 YKYHHHX OpraHH3allHOHHMX
nepdopmancH. 3aTUM, YTHIA] JbYAH Ha NepdopMaHce ydema M pa3Boja ce MOXKe JOBECTH Y
Be3y ca nmoceeheHomhy HajBHITMX HHBOA MEHAIIMEHTA TOKOM Liefie HMIIeMeHTanje CRM-a,
a IHIX0Ba yloTa ce oriefa y Tome ga yoede noapehene y mpegnoctu M pesynrate CRM-a
(Chen & Popovich. 2003). Haume, nocBehen MeHaMeHT yJake CBOje Harope y cupoBolheme
nporpama o0yke M efyKalMje 3amoclIeHHX, ITO A0BOAM A0 yHampehema BHXOBUX 3Hama U
BEIITHHA, alH U J0 nmoBehamba MOTHBAlMje M CMamemka oTropa npema ysohewy CRM-a. Ha
Kpajy, e)eKTH JbyOu Ha HMHTEpHE Ipolece ce MOTy 00jacCHMTH pasMuuLbameM Ja CRM
noJapazyMeBa HOBE TPOLIECE, YMjy BPEIHOCT 1iea OpraHu3alnja Mopa pasyMeTH U LEHHUTH, a
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3aMOCNICHH MOpajy OMTH YK/BYHEHH Y CTpaTerHjy H OWTH MOTHBHCAHH Ja MOCTHTHY I[HJbEBE,
Ha mTa cy ykazanu Mendoza n capaguuim (2007). MoTHBHCaHH 3aM0CIEHH CY CIIPEMHH]H JIa
npyke KBaIHTETHY YCIYTY KYNIIHMA, KOja je Y CKIaay ca IbHXOBHM 3axTeBHMa H noTpebama,
mTo he gompuHETH cMmamelmy KaldW M yHanpelemy LeNoKylmHe CIMKe Kynma o
OpraHU3alHjH.

Pesynrarn ananuse cy nokasanu ga u Tpeha CRM xoMmmoHeHTa — IPOLEC, UMa CTATHCTHYKH
3HavajHe NO3UTHBHe ed)ekTe Ha TPH OJ UeTHPH NMEepPCNeKTHBE OPraHH3alHOHUX HepdopMaHCcH
(punaHCcHjcKy TNepcHeKkTHBY, MEpCHEeKTHBY KyHala M MepcleKTHBY HHTEPHHX IIpolieca).
Mohammad wn capagauiu (2013) weTudy ga o HaYMHA peaU3ajHHpPaka OPraHH3aLOHE
CTPYKTYpe W Tpolleca 3aBUCH yclleX UMIeMenTauuje CRM-a. IloMeHyTH ayTopH ¢y Y CBOM
UCTpaXHMBay Takole yTBpIMIM [a opraHMs3alija mpoleca yIpaBbakba OJHOCHMA ca
KyMIUMa HMMa 3Ha4ajHe T03MTHBHe eekTe Ha NOMEHyTe MEepCHEeKTHBE OpraHHM3allHOHUX
nephopmancu. JlobujeHn pe3ynTaT cy y cknaiy ca cazHameM JI0 Kora cy gouinn Keramati u
capaguuuu (2019), ogHocHO Ja opujeHTalMja yIpasbamba MPOLECHMa 3HA4YajHO YTHHYE Ha
yeniex CRM-a, jep doxycupajyhu ce na CRM mpouece, MeHayMeHT Moxe aa 00e3dean
edexTuBHO pacnopehuBambe OpraHM3alMOHMX pecypca ka CTBapamy >KeJbeHHX pe3ynTara.
AnexBaTHa anokauuja pecypca omoryhasa Tpanchopmanyjy nubeBa Be3aHHX 3a KyIIE Y jak
n npodutabunan onHoc ca wuma (Mohammad et al.,2013). Takohe, ycMepaBame BpeMcHa 1
pecypca Ka OTKpHBamy M 3aJ0BOoJbaBamy TNOTpeda Kymana JONPHHOCH —YCTEIIHHjEM
OpHBIauely H 3aipkaBamy kymaua (Nykamp, 2001), mTo nocneguyHo JOBOOH H 0
yHanpehema unancujckux nepgopmancu. [lozutnsau edextn npoueca Ha nepdopmance U3
HeperekTHBe MHTEPHHX Npolieca 3aCHUBAjY ce Ha o0jallllbely Aa YKOIHKO Cy IOCIOBHH
IIWBEBM M OpPraHM3allMOHM TIPOLECH YCMepeHH Ha Kymlle, opraHusauuje he dosbe pasymern
xesbe W moTpebe kymana u Ouhe Qokycupane Ha pasBoj KBaJTUTETHHX TIPOH3BOJA,
npunarol)eHHX HHAXBHIYITHHM NoTpedaMa Kynara.

[Topen edexata CRM-a na opranuzanuone nepdopmance, 3Ha4ajHO je YTBPAMTH U Ha KOjH
HayuH CRM TexXHOIOTHja yTHYE Ha 3amocieHe Koju je kopucte. C THM y Be3H, y APYroM
EMITHPUCKOM HMCTPAKUBAILY Cy MCIHTHBAHM (JaKTOPH KOjU YTHYYy Ha HaMmepy ynoTpede
KopucHHKa CRM TexHonoruje. ¥ NOMEHYTOM HCTPaXKHBaWy Cy aHAIM3HpaHH e(ekTH
kapakTepucTuka CRM TexHONOTHje W KapaKTepUCTHKa 3a7aTka Ha ycarjialleHoCT 3aJaTka v
CRM texHonoruje, Kao 1 e)eKTn ycarialmeHocTH 3aaaTka 1 CRM TexHOIIOrHje Ha OYEKNBaHE
nepdopmance kxopucuuka CRM texuonoruje. Taxohe, umentuduxosann cy u edexru
OYEKMBAaHMX Nep(opMaHcH, OYEKHBAHOT Hanopa, APYIITBEHOT yTHIAja H TEXHHYKHX YCIIOBa
Ha HaMepy ynoTtpede kopucHuka CRM TexHomnoryje.

Ananusa je nokasajia Ja KapaKTepUCTHKE 3a/aTKa HEMajy 3Ha4ajaH yTULaj Ha ycarialieHocT
3anatka 1 CRM Texuonoryje, ITo je KOH3UCTEHTHO ca pe3ylTaTHMa HCTpaKUBama Koje cy
cnposemu  Puspitasariu wu capagannu  (2013). Ca apyre crpame, yrBpheHo je na
kapakTepucTuke CRM TexHonoruje MMajy CTaTHCTHMYKM 3Ha4ajaH MO3WUTHBAH YTHLA] Ha
ycarmameHocT 3agatka W CRM TexHonorwje, IITO j¢ KOH3HCTCHTHO ca 3aK/bydHMa
onpehenux nperxonuux crymmja (Lin & Huang, 2008; Zhou et al., 2010; Pai & Tu, 2011;
Virdyananto et al., 2016; Qureshi et al., 2018; Wang et al., 2020; Rahi et al., 2021). Jlakne,
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ocoOHHe 3a7aTaKa, OJJHOCHO IbHXO0Ba CIOKEHOCT U Mehy3aBHcHOCT Hehe yTHLaTH Ha TO Ja IH
he TexHonoruja mohu na McnyHu 3axteBe 3ajaraka, Beh je MHOTO BaKHHMja e()UKACHOCT caMe
CRM Ttexnonoryje. Ctora, na OM mocrojana BHCOKa ycarjalleHOCT 3a7aTka M TeXHOJOTHje,
HeonxoaHo je na CRM Texnonoruja Oyae AM3ajHHpaHa ca CBUM HEONMXOAHHMM (YHKIHjama
KOje MOJApKaBajy aKTHBHOCTH KOPHCHHKA, OJHOCHO MOTpeOHHM 3a 00aBibabe 3aJaTaKa, Kao
IITO Cy MPHKYIJbabe, OPraHu30Bamke U Je/beibe MH(pOopMalHja 0 KyNIHMa, NPUKYIbamke 1
reHepucame YBHAA, 3Hama M MOCIOBHHX HMH(popMaluja o kynuuMa ci. C THM y BesH, WITO
CRM TtexHonorvja Hyaum Oosbe M npHKIagHuje ¢(yHknuonannoctd, Owhe Beha u
ycarnameHocT 3anatka 1 CRM texuonoruje. Eduxacna texnonoruja he yumnutn CRM
CHCTEM TIPHKIAJHHjHM, aTPaKTHMBHHjHAIM M KOPHCHHjUM 3a meroBe kopucHuke. [lopen
HaBeJEHOT, J0Ka3aHO je M Ja ycarjaleHocT 3afatka u CRM TexHonoruje 3HadajHO
MO3HTHBHO YTH4YEe Ha OYeKMBaHe mepdopMaHce, INTO Cy HOTBPAMIA M NPETXOAHA CIMYHA
uctpaxuBama (Kositanurit et al., 2006; Zhou et al., 2010; Qureshi et al., 2018; Wang et al.,
2020). Hasemeno noapasyMeBa Kako 3alOClIeHH cMaTpajy Jda WTo je 00osba KopecnoHACHIH]a
u3Mely 3axTeBa 3amaraka M (yyHKIIMOHATHOCTH TEXHOJOTHje KOja cé KOPHMCTH 3a 00aBbambe
THX 3ajaTaka, 3anocieHH he Opke, 0osbe, MpOAYKTHBHHje W edHKacHHje o0aB/LaTH CBOje
pagHe AaKTHBHOCTH, OJHOCHO ocTBapuhe Oome mnepdopmance. [lomenyrn pesyntatu
onpapjaaBajy craB Raman u capamauka (2006) koju HaBoae Ja je ycaryalleHOCT 3aiaTKa H
TEXHOJIOTH]e 0 CTYLITHHCKOT 3Ha4aja 3a yclelrny ummiementanujy CRM-a.

Kana cy y nutamy UTAUT Bapujabne, yrepheno je na ouekuBane nepdopmance, ApylIITBeHH
yTHIIa] ¥ TeXHHYKH YCAOBH 3HA4yajHO MO3MTHBHO YTHYY Ha Hamepy ymoTpebe CRM
TexHonoruje. Ouexnsane nepdopmaHce cy ce nokasane kao yoembHBo HajBehn mokperau
Hamepe ynoTpede. Ca Apyre cTpaHe, J0Ka3aHO je Ja O4eKHBAHH HAMop HeMa 3Ha4ajHe ef)eKTe
Ha Hamepy ymorpeGe CRM TexHonoruje, a To cy 3aKkibyuuwna H ofpeleHa mperxomHa
uctpaxusama (Wu et al., 2007, Zhou et al., 2010; Qureshi et al., 2018; Puspitasariu et al.,
2013). Hobujenn pesynrar je ouexkHBaH, UMajyhn y BUIY Ja y30paK UCIHTAaHHKA NPETEKHO
4iHe BUCOKO 0Opa3oBaHM 3allociIeHH, KOjH ¢y MpodecHOHANIH Y CBOM MOCTY M KOjU cTora
MOTy TOCeIOBaTH penaTHBHO jak ocehaj crmocobHOCTH M NPHUIAr0ULMBOCTH HOBUM
TeXHoJOrujama y nopehemy ca apyrum TunoBuma kopucuuka (Hu et al., 2020). ITopen Tora,
Y paHHjUM MCTpakuBamyUMa je yIBplheHo da dakTop odeKHBaHOT Hanopa nocTaje Oe3Havajan
NPWIHKOM JYTOTpajHe M KOHTHHyHpaHe ynotpebe TexHonoruje (Ayvaz & Yanartas, 2020).
Tpeba mmaTu y BHAY Ja MHOTH 3allOCIIEHH CBAKOJAHEBHO KOPHCTE Pa3IMUUTe TEXHONOTHje
HIPUIHKOM 00aBJbamba PasIHYUTHX aKTHBHOCTH M Ja Cy HOCTadH BEOMAa BCIITH M HCKYCHH
KOPUCHULIM, Te Ja UM CaM OYeKHBAHM Hamop HpUIMKOM yrnoTpede HeKe TEXHOIOTHjE He
IpeJCTaB/ba BAXKAH NMOKpeTad HaMmepe yrnoTpebe Texnonordje. Kako 6H KOpHCHHIH HMAaH
jaKky HaMepy Ja KopucTe oApeheHy TEXHONOTH]y, MHOTO je BakHHje Ja oHa Oyae KOpHCHA 3a
00aBJpamhe CBAKOJAHEBHHX aKTHBHOCTH H Ja KOPHCHHIMMa oMoryhaBa ga ocTBape BHCOKe
neppopmance. TuMe ce omnpaBiaBa HajjauM YTHIA] OYEKMBAHMX Hep(opMaHCH Ha HaMepy
ynotpebe kopucHuka CRM TexHonoruje. 3HadajHe TO3UTHBHE ©(eKTe OYEKHBAHHX
nepdopMaHcH Ha HaMepy yrmoTpebe cy MOTBPAUIE U MHOTe NMPETXoaHe cTyauje (Zhou et al.,
2010; De Veer et al., 2015 Tosuntas et al., 2015; Kabra et al ., 2017, Yildiz Durak, 2018; Chen
& Hwang, 2019; Wang et al., 2020; Ayaz & Yanartas, 2020; Hu et al., 2020; Ronaghi &
Forouharfar, 2020; Chatterjee et al., 2021). Kao mto TBpae Ayaz u Yanartas (2020),
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ykomuko CRM Texnomoruja ybpsaBa mocloBame, noBehaBa NMpoAyKTHBHOCT M TeHepaslHo
noMake y M3BplIaBamby 3agaTaka, KopucHHIHK he npedepuparu kopuirheme Te TeXHOTOTH]eE.
Jlakne, ykonHKko KOpHCHHK cMatpa Ja he My CRM TexHonoruja qoHetH oapeliene 1o06uTKe y
CMHCITY JakKIeT, jeAHOCTaBHHjer, epUKacHHjeT W OpixKer cnopoBoliema akTHMBHOCTH, Taja he
cMaTpaTu aa he meHa ynorpeba JoBecTH 0 ymTe[e BpeMeHa U Hamopa, ro he MOTHBHCATH
KOpUCHHKa Ja kopucTH CRM Ttexnonoryjy. [lopen odexuBanux nepdopmancu, yrspheno je
na Ha Hamepy ynorpebe CRM texHonormje edexkTe MMa W APYWITBEHH YTHIAj, INTO je
KOH3UCTEHTHO Ca MHOTHM NPeTXOAHHMM HcTpaxkuBamuMa (Lin & Anol, 2008; Eckhardt et al.,
2009; Zhou et al., 2010; Olschewski et al., 2013; Tosuntas, et al., 2015; Yildiz Durak, 2018;
Hu et al., 2020; Ronaghi & Forouharfar, 2020; Wang et al., 2020; Ayaz & Yanartas, 2020).
Jobujenn pesynrar notsphyje craB Kabra u capagmuka (2017) na he mojenqunum OuTH
CKJIOHHjH KopHIIhewny MH(POPMALIMOHE TEXHOJIOTHjE YKOIMKO HeKa BaykHa ocoba (Hampelhenw,
npHjaTesbd, MOpoaMLa) mokaxe ogoOpasame ynoTpeGe Te Texunonoruje. CRM cuctem he
6utn nako nmpuxsaheH of cTpaHe 3aMOCICHHX KaJa HEKO ca ayTOPHTETOM M3 OpraHHu3alyje,
cHaxHO 3aroBapa kopumiheme CRM cuctema (Pai & Tu, 2011). OnnocHo, 3anocieHd
xopucte CRM TexHonorujy jep BWHX0BH HaapeheHn To u ouekyjy. Kama cy y nuramy
MO3HUTHBHH e(eKTH TEXHWUKHX YCIOBa Ha HaMmepy ymoTpede, CIMYHO Cy MOTBpAMIE U
nocamamme cryauje (Pai & Tu, 2011; Qureshi et al., 2018; Hu et al., 2020). axne,
nocrojame oapeheHe TeXHHUKE M opraHu3auMoHe MH(ppacTpykType he y oapelenoj mepu
ONpefIeIMTH HaMepy 3amocleHuxX Aa kopcre CRM Texnonorujy. 3amocieHHMa je nakiie ga
kopucte CRM cucteM ako je mocrojeha TexHomomka HH(pacTpykTypa mnpuiaroheHa
KOPUCHHKY M TmogpkaBa kxopumheme cucreMma of cTpaHe 3amocnenux (Chatterjee et al.,
2021). Kopcaunn he 6utH MOTHBHCAHH U Ja ycBoje CRM TEXHOJNOTHjy akO MMajy NPUCTYI U
JOCTYITHOCT TEXHHUYKOT 3Hama, ofyke, kao W Beher HWBOA OpraHM3alMOHE MOAPIIKE Y
kopuimthewy Te Texnonoruje. OJHOCHO, Kaja 3amoOCIeHH YBHAE JAa HMajy ageKBaTHY
noapuky, Taga he Outu cxinonuju ma kopucte CRM texuonorujy (Khechine et al.. 2014).
Tpeba y3etnn y 00p3u u craB Peiiarroja n capaguuka (2019), 1j. ga je BeposaTHHje aa he
3amocieHH pajje KOPHCTHTH CHCTEM aKO CXBaTeé Ja IMXOBAa OpraHM3allija yclocTapiba
aKTHBHOCTH Koj¢ mpomoBmiry CRM, 3aTHM TIpy)Xa CICLMjalH30BaHa YIYTCTBA CBOjHM
3anocnennMa U 0b6e3belyje oarosapajyhe koHcyntanTcko oco0sbe JOCTYIHO 3a TPYKAE
nomohn. [lopen HaBeneHHWX pe3ynTaTra, y OKBHPY APYTOT EMITHPHJCKOT HMCTPaKHBAamba je
CTIPOBE/IEHA M BHILETPYIHA aHATN3a, Kako OM ce UcTIMTanu OJHOCH BapHjabiu Ha HUBOY JBa
CEerMeHTa, OIHOCHO jKeHAa M MyILIKapauna. TOM NPHIHKOM je YCTaHOBJbEHO 1a CE PasiIHKe
u3Meljy jkeHa M MyIIKapala HCIosbaBajy KoJ ABe 0] ceJaM pefalMja, OQHOCHO Y OAHOCHMA
usMely ycarnamenoctH 3agatka 1 CRM TexHoJoTHje M OYeKMBAaHHX Nep(OpPMaHCH, kKao H
JpYIITBEHOT yTHLIAja M HaMepe ymoTpebe. YTuuaj ycarmameHocTH 3amaTka M CRM
TEXHOJIOTHje Ha OueKHBaHe nepdopMance je IpUCyTaH ko1 o0a cerMeHTa, ¢ THM IITO je OBaj
YTHILaj 3HATHO jauM Koj keHa. Jlakne, xkeHama je MHOTO BakHHje f1a CRM Texnonoruja Oyae
ycknahena ca 3ajanuma, kako OM ocTBapune skelbeHe nepdopmance. Pesynrtatu ce mory
o0jacuuTy 3anaxamuma ayropa Pal n Patra (2020), Koju HaBoje Ja MyLIKapL{ I€HEpaiHO
BHLIE KopucTe MHTepHeT H ckIoHMU ¢y kopulnhemy padyHapa, HETO IITO je TO CIy4aj KOJ
xeHa. CTora, yKOJIMKO Cy JKEHE Maibe BEIITe y Kopuirhemy TexHonoruje, bnhe nM BakHuje
Ja oHa y MOTHYHOCTH Oyde afganTHpaHa IBHXOBMM moTpebama, kako OM ce Ha Taj HauMH
ocTBapuIc xkeibeHe nepdopmance. Kama je y mutamy penanmja usmel)y npymrseHor yrunaja
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n Hamepe ynorpebe CRM TexHomoruje, HCro/baBajy ce e(EKTH KOJ JKCHA, 32 Pa3iIHKy O]
MyLIKapala, KojJ KOjUX He MOCTOje CTaTHUCTHYKH 3HauyajHu edeKTH APYIITBEHOT yTHIlaja Ha
Hamepy yrnorpedbe CRM texuonoruje. HaBemeno je y ckmany ca crasom Venkatesh n
capagnuka (2003) koju cyrepuily 1a ;KeHe UMajy TeHAeHIHjy aa Oyay oceT/bUBHje Ha Tyha
MHIBEHA, T€ je 3aT0 NPUIMKOM (opMHpama HaMepe Oa ce€ KOPHCTH TeXHOJOTHja
JpYIITBEHH YTUIAj 3HATHO M3paKEHH[H KOJ 5KeHa, HEro IITO je TO ciydaj Ko MyIIKapana.

V TpehieM eMNHPHjCKOM HCTPLKHBAILY je CTAB/EH AKLEHAT HA PA3BOj MOJENa 3a MOAPIIKY
OJNy4HBaIby Y yIpaB/baby 0JHOCHMA ca KyHIUMa, Oa3upaHor Ha pUMeHH caBpemeHux ICT
pewema. CTora, Hajupe je y OBOM HCTPaXKHUBaby MUCIHMTAHO Ja JIH OJUTyuHBame GazupaHo Ha
oarosapajyhoj mocnoBHOj aHAIUTHLIM YTHUYe Ha yHanpeheme nepopMaHCH YIpaBbamba
ogHocuMa ca kynuuma. Ca TUM y BesH, YTBpheHH cy e(eKTH MOCIOBHE aHATHTHKE Ha
JOHOLIEE OANYyKa, Kao ¥ yTHIaj JoHOLIema oanyka Ha CRM nepdopmance. Hakon Tora je
Pa3BHjeH MOJEeN 3a MOJAPIIKY OTy4HRAkY Y YIPaRbaky 0JHOCHMA ca KYMIMMa, a TIOTOM je
HCIIHTAH IHEerOB YTHIA] Ha HHTErpalyjy nojaTaka, JoHOmene ognyka 1 CRM nepdopmarnce.

AmnanuzoM je yrepheHo 1a nocnoBHa aHATHTHKA, TOCMaTpaHa y KoHTekeTy CRM anannthke U
CrocoOHOCTH TIOCIOBHE aHAIMTHKE, MMa CTATHUCTHYKM 3HA4ajaH MO3WTHBAH YTHLA] Ha
JoHomeme omnyka. Ha edexre mocioBHe aHamUTHKE Ha JOHOIIEHE OANYKAa CY yKasald H
ayropu Soni (2009), Cao u capaguuim (2015), Ghasemaghaei n capagauun (2018), Cao n
Tian (2020), Del Vecchio u capamuuu (2020). [lopen nHaBemeHor, Joka3aHo je W Ja
JOHONIEHE ONTyKa MMa CTATHCTHUYKM 3HadajaH yrunaj Ha CRM nepdopmance, mrto cy
3akbyuunu U Brynjolfsson w McElheran (2016), xao nu Oyewobi u capagauu (2016). bes
pETCBaHTHHX H BaluAHHX HHpOpPMalMja O KyNIHMa je TEWKO JOHETH A00py OANyKY, a
MOCIOBHA aHanWTHKa oMoryhaBa nooOujame mnpaBux HHpOpMalja y mnpaBo Bpeme. Ona
OllaKIIaBa OTKpHBame NoTpeba Kymaua, nobujame MHpOpMAalHja O HHXOBHM HCKYCTBHMA,
npedepennyjaMa ¥ NOHALIAKky, TpPYIHCAmE Kylala [0 CerMeHTHMa, aHalu3y
npoduTabunnoctd, HASHTH(HKOBaKE TPEHIOBA HA HOBHM TpxkuiTuMma. JlocTymHoct
HaBeJEHUX MH(OpMalHKja 3Ha4ajHO JONPHHOCH NoBehalby e)MKacCHOCTH Mpolleca JOHOLIEHA
oaTyka. YnoTpeba [oCI0BHE aHATUTHKE OCHIypaBa GoJbe pazyMeBahe IOCTOBHHX nmpobmema
W TIpUIHKa, ¢ 003MpoM Ja JOoHOCHOLIMMA oiyka o0e30eljyje 3Hama u uHdopmalmje Koje cy
notpebHe 3a ycmex W yHanpeheme mnepdopMaHCH yIpaBhaka OJHOCHMA Ca KYMIHAMA.
Taxohe, oarosapajyhe crocoOHOCTH MOCIOBHE aHATUTHKE, OJHOCHO aJeKBaTHA M MpelH3Ha
ynotpeba oarosapajyhux amaTa 3a aHanu3y IojJaTaka O KYNIUMa MpeAcTaB/ba jedHY 01
OMTHHX CTaBKH 3a JOHOLICHE NMPABHUX OUyKa. YKOIHKO 3al0CICHH MOCELyjy oArosapajyhe
crocoOHOCTH ¥ BELITHHE Ja Ha MpaBd Ha4yMH y3 rnoMohy MOCIoBHE aHAIUTHKE IPETBOpE
MOJATKE O KyIIHMa y 3HAaC 0 KYNUIHMAa, 3Ha4ajHo he 6MTH moOoJbIaHO JOHOLICH:E OTYKA,
kao u CRM nepdopmance.

Kazma je y muTamy pasBHjeH Mofel 3a MOAPIIKY OMTYYHBaIY Y YIpaB/balkby OJHOCHMA ca
KyI[MMa, Ha OCHOBY pe3ynTaTa CIpOBEIEeHOT MHTepBjya je yTBpheHo ga merosa nmpuMmeHa
oMoryhaBa HHTCTpauujy IojaTaka, 4MME Cy yHampeleHHM mpolecH O[UTydHBama H
ynpaB/bamha OfHOCMMa ca kynimma. Hamme, passujen Mmomgen omoryhaBa na ce Opike,
jeAHOCTaBHHje M Nakie o0aBJbajy IOCIOBHE aKTHBHOCTH, Kao M jaa ce Opike nohe mo cBux
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noTpebHHX MojaTaka W MH(OpPMaIHja 0 KYNIHMA, IITO OM CHI'YpHO JONpHHENo moBehamy
euxacHocTH U npogykTusHocTH CRM Tuma. Passujen Mogen omoryhasa ga ce cBu mogauu
0 KyImIMMa U HpOJajH Halla3e MHTETPHCAHH Ha jeJHOM MECTY, IITO 3HAYajHO JOIPHHOCH
CMambely BpeMeHa Koje je HEeONXOJHO Ja ce o0paje M aHaIM3upajy AOCTYINHHU NOJAlH H
nH(opManuje, Te je THMe oMoryheHo ga ce goHecy Opyke H Oosbe opmyke. Edexre Gosbux
oanmyka he yBHAETH M KyNIM, IITO JOBOAM 10 mnoBehama mHXOBe caTUc(akiuje U
nojannoctd. Jlakne, ynanpeheme omnyunmBama J0BOAM 10 YyHampehema mnepdopmancn
yhpaBJbamha OJHOCHMA ca KynuuMa. HaBedeHM 3ak/bydiy cy y CKIamy ca HCTPaKUBAEM
Chen n capagnuka (2021), xoju cy Hajupe pasBunn CRM cucreMm, a IOTOM TECTHPAamEM H
HCINTHBAKEM TOT pPas3BUjeHOT CHCTeMa YTBPAWIH Ja je BeoMa KOpHCTaH 3a
HIeHTHHKOBakbe TPaXKILE Kylana, lBUXOBUX HaBHKa, MoBehame caTHcdakiMje Kynama, Kao
U 3a IpyKame BpeAHMX HMHOpMalMja 3a JOHOLICHE OJIYyKa, IITO MOMKE JOBECTH M0
yHanpehema CRM nephopmaHcH.

2. Teopujcke U NpaKTHYHEe HMILTIHKALHje

Pesynrarn qoKTopcKe AUcepTallHje HMajy 3Ha4ajaH HayqHH, Kao M IpakTHyaH gonpuHoc. CBe
Behn Opoj opranusanuja kopuctH CRM y cBakOJHEBHOM MOCIOBambY, T€ C€ 3aTO MCTHUYE
3Hawaj HCTpakHBama y oOBOj obnactH. Hayunu pgompmHoc OMcepTamuje ce ornega y
YUIBEHUNIM Ja Cy Y AMCEepTalUju AeTa/bHO aHANM3HPAaHH PasiIMYUTH acleKTH YIpaBibamba
oaHocuMa ca kymuuma. Ouekyje ce fJa pe3yNnTaTH JOKTOPCKE AHCEpTallHje JOIPHHECY
IHTepaTypH U3 00IacTH MapKeTHHTa, YIIPaBJbamha 0JHOCHMA ca KYNIUMa M HHOPMAIHOHUX
cHCTeMa, MpoHpyjyhn 3Hama o ogHocuma CRM-a ¥ opraHM3aluOHUX nepdopMaHCH, 3aTHM
0 KJbYYHHM JeTepMHHaHTaMa NepopMaHcH U Hamepa KopucHHKa CRM TeXHOJOTHje, Kao U 0
OJHOCHMA TIOCIOBHE AaHATWTHKe, JOHONIewma oanyka u CRM nepdopmancu. Ilopen
HaBeJEHOT, JucepTanyuja oMoryhaBa mmpeme HaydHHX casHama O MOCTYNIMMAa H Ha4MHHMA
pa3Boja amIMKaTUBHUX coTBepa, Kao M o edeKkTUMa ILUXOBE NpHMeHe Ha olpehene
CerMeHTe NocJoBamba opranusanuja. [Ipumkom yTBphuBama edekaTa ynpaBbamba 0JHOCHMA
ca KynuMMa Ha opraHu3aiuoHe nepdopMmaHce, HCTE Cy carjefaHe U3 HYeTHPH NepCcreKTHBeE
(puHanCcHjcKe MepcreKTHBE, NEPCIEKTHBE KYyMalla, HHTEPHUX TpOIeca, yiema U passoja). C
apyre ctpane, BehWHa CTyadja Koja je mpoydasana e(eKTe yhnpaBibamka OJHOCHMA ca
KYIIIAMa Ha opraHusanuoHe nepdopmance je OHia ycMepeHa caMo Ha (PHHAHCH]CKY H/HIIH
nepcrnekTUBY Kynana. JlonpuHoC je 1 y BHllle IMMEH3NOHATHOM nocMaTpay CRM-a, Oynyhu
Ja je y MHOTHM HcTpaxkuBambuMa CRM mocMaTpaH myTeM jeJHOJUMEH3HOHAIHOT NPHCTYIA,
0e3 aHanu3e KOMIIOHEHTH. Y 0BOj JOKTOPCKO] AMCEpTallMjU jeé H3BplIEeHa MOjeAHHAYHA
aHamiza TpH kbyuHe CRM KOMIOHEHTe, OJHOCHO TEXHONOTHje, JbYau M mpomeca. Hako
N0CTOjU 3HadajaH Opoj MHOCTpaHMX MyONMKalMja Koje ce 0aBe OBOM NpOONEMATHKOM, Y
nomahoj nmuTepatypH He nocToju Behn Opoj cTyaMja oBakBOr THIa, a he cTedeHa cazHama
npeicTaBbaTH J00py OCHOBY 3a Oyayha HcTpaxkuBama OBAaKBE BPCTE Ha TEpHTOPHU)U
Penybnuke CpOuje. 3aTtuM, AONpHHOC AMCcepTalldje ce Orjieda y ToMe INTO je Topen
nepopMaHcH OpraHH3alije, akleHAaT CTaBJbEH M Ha meppopMaHce M HaMepe KOPHCHHKaA
CRM texnonoruje. Tume je monymeH UCTpOXKHBAYKH Trell, uMajyhu y Buay 1a je mamu Opoj
cTyauja npoy4daBao nepdopmance kopucHuka CRM-a, Beh cy yriaaBHOM HCTpaxkMBama OHIta
dokycupana Ha edexre CRM-a Ha opranmsannone nepdopmance. JonpuHoc HCTpasKUBamba
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ce ornea H kpo3 ycrnocTaBibame Bese Hamehy TTF u UTAUT mogena, umajyhu y Bugy 1a je
orpanuueH Opoj HcTpaxuBama Be3y M3Mel)y HaBeJeHHMX MoJena MPoydaBao Y KOHTEKCTY
CRM-a. IlHOBaTHBHOCTH HMCTpaKHBama 0 nepdopmaHcama H Hamepama kopucHuka CRM
TEXHOJIOTH]e JOMPHHOCH CETMEHTALlMja HCIIMTAHHKA HA JBE IPYIE, OJHOCHO HA MYIIKapLe U
’KeHe, 4MMe Cy HCIUTAaHH OJHOCH H3Mel)y Bapujabmu Ha HHBOY HaBefeHa [Ba CErMeHTA.
3aTum, JONpPHHOC AUCEPTALlHje Ce Orliefa y NpoydaBamby [OCI0BHE aHATUTUKE Y KOHTEKCTY
CRM-a, umajyhu y Buay ja je orpannueH Opoj pagoBa npoy4aBao Haseneno. Behuna
HCTpaKHUBama IOCIOBHY aHAIMTHKY IOCMAaTpa y yommuTeHoM KoHrekcTy. Ilopem Tora,
CIIM4HE CTYJMje Cy YTIAaBHOM CIpOBeJeHE y pasBUjeHUM 3eMJbaMa, a Maku Opoj y 3eMibama y
pasBojy. 3HauyajaH HaydHW JOIPHHOC OBE JAMCEPTalMje Ce orleja M y LIMPEHY Hay4HHX
cazHama 0 HauyMHMMa npumene SCRUM metononoruje 3a pasBoj codTBepa, nmajyhu y Buay
Ja je mOMeHyTa MeTojonoruja kopumhena y orpanundeHoM Opojy momahux myOnmkaimja
dokycupanux Ha pasBoj codTBepa, Te he cTeueHa casHama NpEACTaB/LATH aJeKBATHY
nojasHy Tadky 3a Oyayha ciamuna ucTpakuBama Ha TepuTopuju PenyOmukxe CpOumje. Ha
Kpajy, MOKe ce 3aK/bYYMTH Ja MpUMeHa XOJIMCTUUKOr TPUCTYNA Y MpOy4aBamby yIpaBbaba
OJHOCHMA ca KyIIIHMa Jaje 3HadajaH Hay4HH JOIPHHOC 0BOj JOKTOPCKO] AHCEPTALHJH.

JlpymTBenu, 0JHOCHO NpaKTH4aH JONPHHOC OBE AMCEpTallHje ce oriiea y IMpemnopykama
opraHusalMjaMa BC3aHMM 3a YCHCIIHHMjy WMIUICMCHTALM]y YIpaBjbama OIHOCHMA Ca
kymuma. [IpBo, mate cy mpemopyke MeHalIMEHTY Be3aHE 3a YCHEIIHY HMMIUIEMEHTALU)y
CRM-a, koje he OuTH KOpHCHe OpraHH3alHMjaMa MPHIHKOM HeTOBOT yBohema. MeHauMeHTy
Cy Ha Taj Ha4HH JOCTYMHA ca3Hamba O TOME Ha Koju HauuH ofpeljena xommonenta CRM-a
yTHYE Ha CBAKH OJ acleKkaTa OpraHu3alMoHHX nepdopmanch. [lpyro, cazHama 0 KJbYUHHM
JeTepMHUHaHTaMa HaMepe kopuuthewa CRM TeXHOIOTHje MOTY OMTH KOpHCHA IIporpaMepuMa
Koju Kpeupajy oBe amnukanuje. [lopen Tora, HaBefeHa casHamba MOTY OUTH O KOPHCTH U
MEHAJMEHTY OpraHM3allija TPHUIHKOM [0Je/bMBamba 3aJaraka 3aloclieHMMa Koju Cy
3aqy’)KEHH 32 YIpaBJbake OJHOCHMA ca kKymiuma. Tpehe, MeHalIMeHTy opraHHU3aluja cy gare
Ipenopyke 3a KopHInheme NOCIOBHE aHANHTHKe, Kako OM ce Ha Taj HAuMH YHAIpeguio
olnyuMBame, Kao M ocTBapune 6ome CRM mepdopmance. Ha kpajy, dutan mpaktuuan
JONPHHOC JOKTOPCKE AMCEpTalHje ce Oriefa y pasBHjeHOM AaniHKaTUBHOM CO(TBEpY,
OJHOCHO MOJEIY 3a NOAPIIKY OUIy4HBAlkY Y YIPaBbalhy OJHOCHMA Ca KyNLHUMA.

Baxuo je ucrahu 3uadaj Tora ga ce umiemedTauuju CRM-a npUCTYNH U3 XOJIMCTHYKE
nepcnekruse. CTora, 3a yCHEIIHO YNpaB/halke OJHOCHMA ca KYNOUMa HHje J0BOJLHO CaMo
HabaBuTH oarosapajyhu xapasep u codrBep, Beh je HeonXoaHO Aa ce Moped TEXHOJIOTH)E,
o0paTH maxkma U Ha mpeocTane ABe komrnoHenTe CRM-a, oJHOCHO Ha Jbyde (3amocneHe) u
npouece. Heonxoano je ma oprammsammje acduunmy cneumuduane CRM npouece koju
onarosapajy muxoBuM CRM numpeBMMa M Aa MX JoaeibuBameM ojapehennx CRM pecypca
npasunHo nocTase. Hakon Tora, Tpebano 61 na ce ocurypa ga ce CRM mpolecu peanmsyjy
Kako ce odekyje. [Ipunukom pogemuBama CRM pecypca, NMOKELEHO je MOCeOHY MaKIby
00paTHTH Ha JbyAcke pecypce. MeHaMeHT 3anocneHnma Tpeba ga npenece Baxkuoct CRM-a
W yIore M JOIPHHOCE KOJH CE O4YeKYjy OJ CBAaKOr OJ HUX. 3aTuM, 3a YCHEIHY
umruieMenTaudjy CRM-a cy noTpe6GHe BemTHHe U cTpydHOCT. Ca TUM y Be3H, HEONXOJHO je
Jla 3alocieHH MMajy oAaroBapajyhe BemtuHe 3a paj y corBepuma. [Ipemopyka je ga ce y
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opraHusalHjaMa CIpoBeny ofpelienn nporpamu oOyke 3amocneHHX Kako OH CTEKIH CBa
HEONXOJHa 3Hama M BEWITHHE 3a paf y norpedbHum codrtBepuma. [lopen Tora, mporpamu
obyke cy moceOHO BaXKHH M 3a yKasHBame Ha BaKHOCT W mpupoay CRM opujenTanuje
3amociaeHHMa, Kako OM CTeKIM MoTpedHe BeIITHHE pa3Boja OAHOCA, KA0 M OCET/bLHBOCTH Ha
npoMmeHe y motpebama kymana. AKO cy 3amociieHH OOyu4eHH H MOTHBHCAHH Ja CTAallHO
MOKa3yjy UCTHHCKY OpHry 3a 10OpoOMT Kymal@a, MOTY cé OUeKHBAaTH MOBOJbHH Pe3ynTaTH, Kao
mTo cy Beha caTucdakiyja Kynaua, 3aapxaBame H pacT Ipoagje.

YKOIMKO MeHalIMEHT KelH Ja u3By4e MakcuMyM u3 CRM-a, MpBU Kopak jecTe Ae(HUHHUCAILE
CTpaTerHje 3a KyIIe Y 1el0]j OpraHu3aliji, kao U JepHHNCAmbEe jacCHUX LM/beBa. MeHalMeHT
Tpeba Ja mocBeTH moBehaHy Naxkmy KOMyHHKauuju CRM cTpaTerHja M LUJbeBa CBUM
zanocnennma. [lorpebHo je na MenaygmeHT u3pasu cBojy mnocBeheHocr nedmHHcaHO]
CTpaTeruju, oJHOCHO Ja 00e30elM cBe HEOMXOJHE pecypce Yy NMpaBo BpeMe M Ha MpaBoOM
mecty. CRM oxaroBopHocTH Mopajy 6utn jacHo aedmHHcane, noje/beHe W cxBaheHe myTeM
HeJBOCMHCIIEHe KOMyHHKanuje. [lakie, OUTHO je Ja TON MEHAlIMEHT Jaje BHCOK NMPHOPUTET
yIpaB/balby OJHOCHMA ca KyNLMMa, Kako OM M OCTalM 3aloCleHH CXBAaTHJIM 3HA4aj U
IpPUIATH BAXHOCT Kynuuma. Kaga y opranmsanujamMa npeopiafaBa KylITypa YCMEpPEHOCTH Ha
KyMie e 3anocieHd Aajy BUCOK INPHOPTET MHTepecMMa Kymala M CBH y OpTaHM3aLuji
pasyMmejy U Jene 3ajeIHHYKH LHJb H3TPadibe M OfipykaBama OJHOCA ca KYNIMMa, J0Ja3H J0
nosehama caTiuchakuyje ¥ IPUBPKEHOCTH KyMalla, a THME M J0 YKYMHHX OpraHH3allHOHUX

nepopMaHcH.

[Topen naBeaeHor, cucTeM HarpaljuBama 3anocieHNX Oa3upaH Ha YCOCIIHOM OINCIYKHBambY
Kymara, MoJke J1a JonpuHece Behoj MOTHBALIMjH 3aNI0CIIEHUX, Ka0 U BUX0BO] YCMEPEHOCTH Ka
UCTIYIEhY [HJba M3TPaAlke AYTOPOYHMX OJHoca ca Kynuuma. Oarosapajyhu cucTeMH
HarpahuBama MOTY NPYKUTH THPEKTHY MOTHBALMjy 3alI0CIEHHMa Ja YCBOje HOBE CTABOBE H
noHamama y cknaay ca CRM opujentanujoM. MoTHBHCAHU 3aMOCIEHH CY CIIPEMHH J1a NIPYKe
KBATHTETHY YCITYTY KYNIIMMa, K0ja je ¥ CKNaay ca lHXOBWM 3aXTeBHMa W nioTpebama, mro he
JIOTIPHHETH CMambely Kandu M yHanpeljelby LENOKYINHE CIMKEe Kynala O OpraHu3anuju. 3a
OpraHx3alMjy je B&XKHO J]a 0TBOPEHO NpeTio3Ha W Harpaau cynepuopue nepdopmance CRM-a
O]l CTpaHe CBOJHX 3allOCICHHX, Kako OM ojadana moHamame opujeHTucano Ha CRM. Jlaxne,
npeHomeneM BaxkHocTH CRM-a 3amocieHuma KoOju IOCeIyjy MNOTpeOHE BeEIITHHE U
CTPYYHOCT M [M33ajHHpPamEM CHCTEMa NOJCTHIAja Koju he HMX MOTHBHCATH, OHH MOTY
edukacuo u edexkTHBHO Ja yTHuy Ha CRM mponece.

Jenan ox xopaka y meduHHcamy U goaersuBamy CRM pecypca jecte TexHonoruja. Crora,
noTpedHa cy ynarama y afekBaTrHe co(TBepe, Oyayhm Ja ce IBMXOBOM NPHMEHOM MOTY
BPIIUTH MOCJIOBHE CHMYIIallije, cerMeHTaluja Kynaua, kao 1 6oJbe npunarohapame ycayxkHe
noHy#e moTpebama aTpakTMBHMX cermeHara. Takohe, mnpumeHa HHQPOPMAILMOHHUX
TEXHOJIOTHja Y IWJbY CErMeHTallMje Kynarna, WIeHTH(UKaIHje HUXOBHX mnpedepeHiivja u
HaBHKa je OCHOBA M 32 Kpenparme aJieKBaTHHX [POrpaMa JIo jaTHOCTH.

Y npyroMm eMOupHjCcKOM HCTpakHBamby Cy WIeHTH(HUKOBaHE JeTepMHHAHTE NephopMaHCH U
HaMepe ymoTpebe CRM TexHonoruje, M3 dHera Npousuiase M oapelheHe NpaKTHYHE
UMIUTHKAIKje Koje MoTy OHMTH 0] KOpPUCTH IpoBajaepuma HaBeaeHne CRM TexHomoruje, kao u
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opranusanMjamMa NpuIukoM yBohema CRM cuctema. C 003HpoM Ja je HCTpaKHBameM
yTBpheno ga kapaktepuctuke CRM TexHoIoruje 3Ha4ajHO YTHYY Ha ycarialleHoCT 3aJaTaka
u CRM texnonoruje, koja notom oapelyje oueknBane nepdopmance KOPHCHHKA, HEOIIXOIHO
je Ja ce NMPHIMKOM pa3Boja TEXHONOTHje BOOM pauyHa Ja OHa MOCelyje CBE HEeOIXOIHe
(hYHKIIMOHAITHOCTH KOje MOAPXKaBajy HHAUBHAYAIHE paJHe aKTHBHOCTH KOPHCHHUKA, OJIHOCHO
cBe (pyHkuHMje noTpedHe 3a 00aB/bamke CBAKOJHEBHHX 3aaaTaka. Ha Taj Haunn he TexHonoruja
yunautH CRM cucTeM NpHKIAJHMjUM, AaTPaKTHBHHJHHM UM KOPHCHHJUM 3a HeT0Be
KOpUCHHKe, a OHM he Ha Taj HaunH OMTH NpOAYKTHBHHjH M ocTBapuhe Behe mepdopmance.
MenaymeHnT opranmzandja Mopa Ja oDaBellTaBa mporpaMmepe, OJHOCHO MpOBajaepe
TEXHOJOTHje O [OCIEJHOCTH 3aXTeBa 3allOCIEHHX, Kako OM 3ajaud 3amoclieHuX Oumm
KoMraTHOMIHH ca kopuinhemeM Texnonoruje. Huje nosossHO 1a Texnonoruja 6yae KopucHa
n jeaHocTtaBHa 3a kopumheme, Beh je mokesseno ga Oyae npumaroljeHa MHIMBHIYaTHUM
3agallMMa CBakor NojeAuHa4Hor xopucHuka. Ctora, mpoajaepu CRM TexHoloruje mMopajy
Ja BOJe padyHa O YCarialleHOCTH 3ajaTka M TexHoioruje. OHu Tpeba ma cermMeHTHpajy
TPKUIITE U Ja Opyxe audepennupane ycnyre cnemuduanuM xopucuunuma. [Iposajaepn
MOTY [a NpyXKe pasiHiuTe yciyre Ja OM HMCHYHHIH 3aXTeBe PasHYUTHX Ipyla, Kako O6u
nobosmmanu ycsajase CRM TexHonoruje of cTpaHe kopucHHKa. Tpeba MMaTH y BUAY Ja
CRM cucremn Mopajy aa o0e3dene nmogaTke H uMHQoOpManHje KOjH ¢y TauHH, aKTYelIHH H
JOBOJBHM Ja 3a0BOJbE INOTpede KOPHUCHHMKA, Kako OM OWMIIM KOPHCHH OpraHM3allHjama.
Hndopmanuje Tpeba na mpyxe oaroeapajyhu HHBO Jeraka W Ja Oyay NpeacTaBJbeHE Y
KOpUCHOM (hopMaTy.

C ob3upom Ja cy ce odeknBaHe TepdopMaHce Tokazane Kao yOeq/bHRO Hajjaud MPeaHKTop
Hamepe ynotpebe CRM TexXHOJOrHje, NOXKEebeHO je Ja MeHaIMEHT KOPHCHHIINMA yKa3yje Ha
kopucHocT CRM TexHonoruje, unjoM he ynoTpeboM KOPHUCHHLHM OCTBapUTH CYHNEPHOPHE
panne nepdopmance. JegaH of mokperada Hemepe kopumthema CRM TexHonormje jecte n
JpymTBeHu ytunaj. CRM cuctem he 6utH nako npuxsaheH oJ cTpaHe 3anocleHUX Kaja HeKo
ca ayTOPHUTETOM M3 OpraHH3alije, CHaXXHO 3aropapa xKopumheme CRM cuctema (Pai & Tu,
2011). Jakne, Mosxe ce 3aK/by4HTH Ja je MOApIIKa MEeHalIMeHTa BeoMa BasKHa 3a M0O0sbIIabe
CNIPEMHOCTH 3aMOCIeHHX Ja HpuxBaTe W kopucTe CRM TexHonorujy. Jeman oj mpHMepa
HoApIIKe MEHAIMEHTa jecTe Mpyxkambe collMjanu3aluje U odyke 3aMocleHHUX 3a Kopuiliheme
HOBe TexHonordje. Ha Taj HauMH 3amocieHH MOTY Ja pa3yMejy (PYyHKIHOHAIHOCT HOBe
TeXHOJIOTHje U Ja je 1o0po KopucTe. 3aTHUM, MEHaIMEHT Tpeda Ja yCHOCTaBH OpraHH3alHOHY
KyITypy H [M3ajHHpa MOCIOBHE mpoliece Kkoju he moapasymeBaTH OJ 3aloCIEHHX
npuxsarame kopuithersa CRM Texuonoruje. MeHalIMEHT Taxkohe Moxe MOTHBHCATH
3armocieHe Ja KOPHCTe TEXHOJIOTH]y Tako mTo he mpenern npude o ycrnexy CRM TexHonoruje
U3 ApYTUX opranuzauuja (Dwivedi et al., 2015; Zuiderwijk et al., 2015). Hamepy 3anocnenux
ga xopucte CRM Texnomorujy smauajuo oapebyje m mocTrojame oapeheHe TeXHHUKe U
opranmsanmone uH(pacTpykType. Ilpenopyka MeHaMeHTyY je J[da TEXHOIOLIKa
undpacTpykTypa Oyae npunaroheHa KOpUCHUKY U HOAp:KaBa kopHitheme cUcTeMa 0] CTpaHe
3anocneHux. [loxkerrHo je jJga ce 3amocneHnMa o0e3d0eau  oarosapajyha obOyka u
OpraHu3alMoHa MOJPIIKA, Kako OW MocTanu BeWTHju y Kopuihemy TexHonoruje. Takohe,
3anociacHK he OMTH BHIIE MOTHBHCAHH Ja KOPHUCTC TEXHOIOTH]Y YKOJIHMKO UM je 06e30eheH0
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oarosapajyhe KOHCyITaHTCKO 0coO/be, Koje he MM y cBakOM TpeHyTKy OMTH JOCTYIHO 3a
npykame ToMohH YKONHKO je To ToTpeOHO.

YV Tpehem eMImUpHjcKOM HCTpaXHBamYy je YKA3aHO Ha 3Ha4ajaH yTHIA] IOCIOBHE aHATHTHKE
Ha JoHOWIewe oMnyka 1 CRM nepdopmance. Sambamurthy n capaguunu (2003) u Fichman n
capaguuim (2005) mcTHYy Ja je TNOCIOBHY aHAJMTHKY HAaj0O/Be CMaTpaTH INPaBHM
reHepaTopoM OMlHja NPHWIMKOM JOHOIIEHAa OANyka. VY [JaHalllbeM KOHKYPEHTCKOM
okpykemy, HHpOpMalMje Cy CTpaTelllKH pecypc H OJ OpraHM3alldja ce TPakd Ja HX
HCKOPHUCTE Kako OM CTEKIIe KOHKYPeHTCKY npeaHoct (Someh & Shanks, 2015). Ca Tum y Besu,
0]l BENUKOT je 3Ha4aja Ja C& CBM JOCTYIHH MOJAlM O KyNMIMMa NpeTBope y uHpopManuje u
3Hame 0 KYMIUMa, Koje he 6UTH 0,1 BelMKe KOPUCTH 3a aASKBATHO AOHOIICHE OJTYKa, 8 THME
u 3a ynampeheme CRM mepdopmancu. [pyrum peunmma, opranmsaunje Tpeba ga Ha
oarosapajyhm Ha4yMH NPHKYNJbAjy, aHAIH3HpAjy WM KOPHCTE MoJaTke M HMH(opmaimje o
KYMIIUMa Y IHJbY M3Tpam-e JyTOpOYHUX oJHOca ca BhUMa. KoHCTaHTHO ynosHaBame Kymnana
H BUXOBHX NOTpeda je HeomxXojaH CerMeHT YCIEIIHOT moclioBama. Kao mTo mpenopydyjy
Wang n Byrd (2017), noxeJbHO je Ja MEHaMEHT YCMEpH CBOjy MaKiby Ha MHTETpaLujy
YIpaB/bama 3HAIBLEM Y IOCIOBHY AaHATHTHKY, nocebHo ce (okycHpajyhu Ha HaumHe Ja ce
HCKOPHCTH 3Hame FeHepHCcaHO MOCIOBHOM aHamuTHKOM. C 003MpoM Ja mojamy o KynuuMa
caMH 110 ceOH He MOTY [1a TeHEePHITy BPEIHOCT, CHAXKAaH MPOTOKOJ YIIPAaBIbaiha 3HAKEM MOKE
JOAaTH OTPOMHY BpEJHOCT MNPHIMKOM HMILUIEMEHTAlMje MOCNOBHE aHANMTHKE. 3aTHM,
Ipernopyka MeHalIMeHTy je Ja NpHIMKOM HabaBKe anarta 3a aHANW3Y MOJATaka BOIH padyHa
Ja ce onabepy OHM anaTH KOjH CY JOBOJbHO CO(MCTHIMpPAHH Ja TOApIKEe M3BpILABAMmE CBUX
noTpeOHUX aHaTMTHUKKMX 3afnataka. Kako OW ce ckpatuno Bpeme moTpebHO 3a obpamy
110JlaTaKka ¥ yHaIpeano KBaJIMTeT Ao00MjeHHX MHpOpMalMja U U3BeLTaja, noTpebHO je 1a ce
00e30ene 1UTO KBATMTETHUJjH MoJany, oaroBapajyher obOuma, TayHOCTH, TOY3JAaHOCTH,
Pa3sHOBPCHOCTH M HpaBoBpeMeHocTH. Takole, kako OM ce y HOTHYHOCTH HCKOPHCTHO
NOTeHIWjal TIOCNOBHE aHANMTHKE, MpEnopyka MeHAlIMEHTY je Ja y opraHu3anijaMa
YCHOCTaBC OpPraHH3aIMOHY KYITYPY YCMCPCHY Ha [OHOLICHC OIyKa 3aCHOBAHO Ha
nojanyMa U YHmbEeHHIIaMa, YMECTO Ha JOHOMIEHE OUTyKa Oa3supaHo Ha MULULEHY.

[Mpema Oesterreich n capagunnumva (2022), jeaHocTaBHa HMIJIEMEHTAIMja IOCIOBHE
aHANMTHKE He MOpa HYXKHO JaTH opraHu3alMjaMa KOHKYPEHTCKY NpeaHocT, Beh ce one
Mopajy (POKycHpaTH Ha CTparellka IHTamba KPO3 YCIOCTaB/balbe HEONXOJHHX 3Hama H
BELITHHA, Kao M oAroBapajyhux opraHM3allHOHMX CTPYKTYpa, ca JbYACKMM pecypcHMa Kao
jemMHHM OJ TJaBHHX INPELYClOBa 3a YCIEIIHO CTBapame BPeJHOCTH YMOTpeOOM MOCIOBHE
anamtuke. Mmajyhm y BHAy jga TocnoBHa aHanMTHKa oMoryhaBa jo0ujame pasHHX
undopManyja, 3Hamba M HM3BEIIT4ja O KYIIMMa, BeOMa je Ba)KHO Ja 3alocIeHH KOjH HX
KOpHUCTe 3a JOHOLIEHE OJUTyKa Noceyjy peneBanTHe npodecHoHante BemruHe. CTora, Kako
O0u ce Ha Haj0OJLM MoOryhH HauMH HCKOpHCTHIE MOTYhHOCTH 3a mpeTBapame MojaTaka y
3Hame, Ipernopyka je Ja ce OpraHu3yjy pasHH Iporpamu oOyke 3a yHanpeheme aHanTHTHUKHX
BemITHHA 3anocnennx. Mikalef n capaguuim (2018) yka3yjy B Ha B@KXHOCT YCIOCTaBJbama
Iporpama perpyraugje 3a CTHlame kKBannukoBaHor ocobiba ca cBeOyXBaTHHM BelITHHAMA 1
3HamBEM HEONXO0IHNM 3a aHAJMTUKY MojaTaka. bes TakBuX BemITHHA, OMHOCHO KOMIIETEHIH]a,
MOJke ce JOTOAMTH Ja NpPHMeHa aHAINTHYKHX anaTra He J0Bele OO0 yHamnpeljema JOHOIIEHA
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oanyka. Takole, MenanmenT Tpeba na 00e30emH Ja 3amOCNEHH KOjH JOHOCE YBPCTE OIyKe
KopuinhemeM MOCTOBHE aHANUTHKE MMajy J0BOJHHO JAOMEHCKOT 3Hama, Kako OM MperusHo
KOPHCTHIIH alaTe H HHTepnipeTHpanu pesyntate (Waller & Fawcett, 2013). Mehyrum, Grover
n capagnumy  (2018) marmamaBajy [da TpoHaNaKelme KBalu(HUKOBaHOr ocolOsba ca
oAroBapajyhuM cKkymoM BeIITHHA W KOMIETEHIHja NpeICcTaB/ba BENIHKM H3a30B 3a
opranusanuje, ¢ 003MpoM Ha BEIMKH ja3 y BemTuHaMa. OBaj ja3 y BelITHHaMa je HacTao 300r
BellHKe pasiaHke niMel)y pacTyhe moTpaxise opraHHzanuja koje Tpaxe ocobbe ca BeLITHHAMA
AHANMTHKE ¥ CTBAPHHX BEIITHHA KOje MOCceayjy AUIUIOMUpPAHH CTYAEHTH M MpoQecHoHaIN Y
npupean (Mikalef et al., 2018). Ctora, npenopyka KpeaTopuMa TOJUTHKA W HACTABHUX
IIAHOBA M [IPOTpaMa je Ja yKJbyde 3aXTeBe M NoTpede HHAYCTpHje 3a BEIITHHAMa KaJpoBa y
o0IacTH aHaNHUTHKe NojaTaka y akaJeMcKe HacTaBHE MIAHOBE U NpoTrpaMe.

Hauyun Ha Xoju opranusanyje NpUMemYjy TEXHONOTHMje MMa BakaH YTHIAQj Ha HHXOBY
criocoOHOCT Aa cTBOpe U NpuXBare BpeaHocT (Sharma et al., 2014). Ca TuM y Be3y, jol jenan
BaykaH [PaKTHYaH JIONPHHOC JOKTOPCKE AUCEpTaluje jecTe pas3Boj MoJela 3a HOAPIIKY
OJNy4HBaIby Y YIIpaB/balkhy OJHOCHMA ca KyMIMMa, 6asupaHor Ha npumeHH ogpehenux ICT
pemema. 3a moTpebe U3page Moaena Cy Hajupe ynotpebibene oapeljeHe TEXHHKE MOCIOBHE
anamatuke. Ha Taj Haunn cy u3spuieHe oapehene ananuse n npensubhama, mto je omabpanoj
opranusanmju 00e30eauno nHdopMalje Koje MOTY OMTH KOPHCHE MCHAIMECHTY IPHJIHKOM
JoHOIIEema onyka. PasBujeH MoJen 3a MoApIIKY oAnyduBamy he omaOpaHoj opraHu3anuju
oMoryhutn ymnanpeleme omiyunBama, kao H mnobospiiambe nepOpMaHCH YIpaB/barba
OJHOCHMA Ca KYNIIMa, a HCTOBPEMEHO MOJXKE TOCIY)KUTH Kao Hjeja U IpeAcTaB/baTH OCHOBY
OPYTHM OpraHmzalijaMa [PHIHKOM KpeHpama HXOBOT AaNnHKATHBHOT peliema 3a
YIPaBJbaLe OJHOCHMA Ca KYIIHMa.

3. Orpannyema cnpoBeeHUX U MpaBuH 0ynyhuxX HeTpaknBamba

[TocToju HekoIMKO orpaHHYerba COPOBEIEHHX HCTpakuBama. JeqHO o orpaHHuema jecTe
HEJ0BOJLHO BEIMKA BEIMYMHA Y30pKa, KOja MOJXKE HEraTHMBHO [Ja YTHYE€ Ha MOY3JAaHOCT
pesynTara W 3akbydaka. Mmajyhm y Buay na cy cBa Tpu MCTpaxKMBama, CXOJHO
JeHHHMCAHMM MpeIMEeTHMa H LWbEBHMa JHMCcepTalldje, OTpaHHYeHa caMo Ha obnacT
yIIpaBJbaka OJHOCHMA Ca KYNLHMA, NIPHKYIUBEHH Y30paK MCIHTAHHMKA CE MOKE CMaTpaTH
3am0BoJbaBajyhiuM 3a peanusanujy wucTpaxkmBama. Melhyrum, cBako mnosehame Opoja
UCIHUTAHUKA Y Y30pKY OM yHAmpeauno MOoy3JaHOCT M BalMAHOCT A0OHMjeHHX pesynTara H
JOHETHX 3aKk/bydaka. HapeqHo orpanudeme ce 0JHOCH Ha TO IITO CY CBAa TPH HCTPAKHBAHbA
cnpoBeneHa Ha TepuTopuju Penmybnuke CpOuje, Tako da ce pe3yAaTaTH He MOTY
reHepaau30BaTH 3a JApyre Ap:kape. Joln jeiHo orpaHHuYeme ce orieia y TOMe LITO CY Y
UCTpakuBamHUMa kopuinheHa cyDjeKTMBHa Mepuia TepOpMaHCH M CYOjeKTHBHE OIICHE
neduHHCAHHX BapujadmH, IITO MOXE Ja pe3yaTHpa y AoOHjamy NPHUCTPACHHX OAr0oBOpa
ucnuranuka, Hapemno orpannueme ce omHocH Ha ©Opoj ¢akTopa Koje oOyxBaTajy
ucrpaxuBauku Mojenu. [lopen xopumhenux, y nuteparypu ce Mosxe nponahu u 4uTas HU3
Ipyrux Bapujabnu koje OM ce Morne yKbY4uTH y Mojene. Ha Taj naunn Ou ce npenusuuje
MOTTIH OJpPEeIUTH KJbYYHH NpeJuKTopH Hamepe ynoTpebe CRM Texnonoruje, nepdopmancu
kopucHuka CRM Texunonoruje, nonowema ognyka y CRM-y, kao u CRM nepdopmancu.
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BaxxHo orpaHHYeRe 3a IPBA JBAa HCTPaXKHBAIbA jecTe TO IITO j& CIOMKEHOCT HCTPAXKHUBAYKHX
Mojena JOTpHHENa ToMe Aa YIUTHHLIM OYyIy pelaTHBHO AyraukH, OJHOCHO OOyXBaTHIH Cy
Behn Opoj KoHcTaTalMja/muTama. HaBeIeHO MOKe IPOY3pOKOBATH CMamelke KOHIIGHTpaLHje
U HEJOCTaTaKk MaXKihe MCIUTaHHKAa NMPUINKOM MONymhaBama YNHUTHUKA. Kada je y nuramy
Tpehe eMIMpHjckO HCTpaKHBalbe, OTPaHHYEHE ce Orieda Y ToMe WTo je Oa3a kymauna Ha
K0joj cy IpHMemeHe ofpelheHe TeXHHMKe MOCIOBHE aHANMTHKE OTpaHMYeHa Ha MamH Opoj
arpubyta. Crora, MmoryhHocTH 3a aHanu3y cy Ousie orpaHHYeHe Ha NPUMEHY Mamer Opoja
TEXHUKa TOCTIOBHE aHanuTuke. JlocTymHocT mojataka o Behem Opojy atpubyra ©Ou
omoryhuna mpernmsnuja npensuhama, kao W cnporoheme goaatHux ananusza. Ha xpajy, c
0031poM jia cy nojauy o HCHHTaHHKA NPUKYIUbaHu TokoM 2022. rogune n noyetkom 2023,
roJIuHe, Ha 0BAj HAUMH je CTEUeH YBHUI y TPEHYTHO CTame nocMatpaHux Bapujabnu. Crora,
jolI jemaH HeJOCTATaK eMIIMPHjCKUX HCTPAXKMBaKa Ce MOKE OTJIEIaTH Y HEMoCTojaby yBHIA
y TpeHi KpeTama BapHjabmy y NpOIIIOCTH HWIH TeHAEHIHWje IHHXOBUX KpeTama Y
Oyayhuocth.

[IpaBuu 6ynyhux ncTpaxuBama IPOMCTHYY M3 HaBedeHHX orpanudema. Hajnpe, jeman on
npeasiora jecTe cnpoBoheme HOBOr HCTpakuBama Koje 0 ykbyunno Behu Opoj ncnutanuka,
Kao W HCTpa’kuBama koja OM oOyxsaTmie W apyre TexHosoruje nopen CRM TexHonoruje.
3aTuM, 0BaKBa BPCTAa HCTPAKHBAaMa OH cC MOTJIA CHPOBCCTH H Y 3¢MJbaMa Yy OKpYKeiby, Ja ou
ce NoToM JoOMjeHH pesynTaTH YHOpeauiu ca JaTHM HCTpakuBameM. Takole, 3aHHMIBHBO 61
Ouno ymopeaMTH pesynTaTe AATHX MCTPaKHBama ca HASHTHYHHM HCTPAXKHBAILHMA, alld Y
KOHTEKCTY Apyrux Texuonoruja. byayha uctpaxkupama ycMepeHa Ha edexte CRM-a Ha
neppopmance Mmorma OH  jga, yMecTo CYOjeKTHBHHX, KOPHCTE OOjeKTHBHA MepHia
nepdopMaHcH, Kako OM ce Ha Taj HAYMH eTMMHUHHACANA IPUCTpacHOCT ncmmMTanuka. [Ipexaor
3a Oynyha uetpaxuBama o epexrimMa CRM-a Ha nepdopmance jecTe Ja ce y MOJEN yKJbyde
HeKe JoJaTHe BapHjaOne Kao TOTEHIMjaTHH MOAEpaTOpH (BeNHMUMHA OpraHH3alyja,
JENaTHOCT OPTaHU3a1|ja, UMHII, TEXHONIOMIKEe TypOyneHIHje), Kao U Ja ce ypaId aHalIuza I10
CerMeHTHMa (ycnyxHe-TIpOoH3BOIHE opraHusalnmje; MHKpPO-MaJe-cpeibe-BellMKe
opranuzanyje), kako OM ce pa3Buie nocebHe cTpaTerkje 3a cBaku cermeHT. [lpumukom
HCTpaXKHBamba KbYIHUX AeTePMHHAHTH Hamepe ynotpede CRM TexHoloruje, Npeamor jecTe
Ja ce y MojJel YK/bY4H jolll BapHjabnM, Kao Ha NpUMep MEpUHUIHPAHH PU3HK, NOBeperbe,
CHTYPHOCT M HCIIMTA IbHXOB YTHLAj Ha HaMepy ynoTpebe. Takolhe, kao 3aBucHe Bapujabne ce
nopen Hamepe ymoTpebe Mory ynoTpeOuTH carucdakiija ¥ HPUBPKEHOCT KOPHCHHKA.
Ilpeanor 3a Jga/ba HCTpaKHBama jecTe Ja ce ypajd aHalW3a MO CeTMEHTHMa (CTapoCTH,
ydecTanocTH Kopuihema, Oy:KMHH pagHor cTaxa M cil). Kama je y nurtamy mnpumeHa
MIOCTOBHE aHAIHTHKE, IPEJIOr jé ce Ha MpHMepy caapxkajHuje Oasze mojaraka, koja oOyxsaTa
Behn Opoj aTpuOyTa, mpHMeHe O0JaTHE aHalM3e, Kao IITO CYy KilacH(uKaiuja, ctadio
OJIy4HBaha, HEYPOHCKE MpeXke. 3aTHM, TPEAior je Ja ce NPHIHKOM pasBoja codTBepa
KOpUCTe M HeKe Jpyre o3HaTe arujHe MeTOJ0NOTH e, kao mTo cy ExcTepHo mporpamupame
um Crystal clear. Ha xpajy, jeman on nHaumHa Ja ce noseha moysmanoct nobujennx
pesynTata M 3aKkJbydaka jecTe TOHAaBJbame HCTPAKUBAImha Y CYKLECHBHMM BpPEeMEHCKHM
nepuoauMa, Te OM ce Ha Taj HAa4MH y3ena y OO3Mp TeHepalHO AWHAMWYHA TIPHPOJA
TEXHOJIOIIKHX PELIeHaA.
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Jakpyuak

CRM ce Moxe neHHHCATH Ka0 OCHOBHA MOCIOBHA CTpaTerHja KOja MHTETPHIIE HHTEpHE
npouece M (yHKLHje M eKCTepHe Mpexke, Kako OM ce CTBOpHIA H MCHOpPYYHIA BPEIHOCT
IIHBAHUM KYIIIHMa Y3 Ipo(HUT. 3aCHOBaH je Ha BUCOKOKBATHTETHHM INOJAI[MMa BE3aHHM 3a
Kymie u  omoryheH je  uH(popmaTH4kOM  TexHomorujoM. CRM  mpeacTaesba
mehydyHkumonanny HHTerpanyjy npoueca, Jbya4, onepaluja i MapKeTHHIIKMX MOTyhHOCTH,
Koja je omoryhena nyrem uHpopmaiuja, TeEXHOIOIHjE U amuKauuja. Konuenr ynpaeibama
OJHOCHMA ca KyMIUMa je MpBOOMTHO pa3BHjeH M3 MapKeTHHTra OJHOCA, KOjH HariallaBa
CTalnHe oAHOCEe Koju Om Tpebano ma moctoje u3melhy opranmsaunja 1 lweHux kKynamna. Mako ce
MOpPeKNo yIpaBibalkba OJHOCHMA ca KyNIMMa Halasd y MAapKeTHMHIIKOM KOHLENTY, V
HIPHHINIY C¢ PagH O HHTCTPALHjH TPH KOHIICNTA — MOPe] MapKCTHHTa OJHOCA, HHTCTPHCAHH
CY MEHAIIMEHT U caBpeMeHa HH(OpMalHOHO-KOMYHHKAIMOHA TeXHONIOTHja.

[Ipomene u3azBaHe caBpeMeHOM HH(OPMAIIHOHO-KOMYHHKALIHOHOM TE€XHOJIOTHjOM 3HA4ajHO
Memhajy CcaBpeMeHe YcloBe MocioBama. [IpucTyn TpxKMIITY M Kynuy MapKeTHHIIKHAM
MeToJaMa BHIIe HHje Moryhe ocTBapuTH 0e3 mpuMeHe HH(OPMAaHOHO-KOMYHHKAIIHOHHX
TEXHOJIOTH]a, IITO je JOBENO JO0 3HAYajHUX NpOMEHa y NpHUMeHHM MapkeTuHra. IIpumeny
CRM-a omoryhno 3HauajaH TeXHONOIIKM Hampemak Yy obnacta uHGOPMALHOHO-
KOMYHHMKallMOHHUX TEXHOJNOTHja. 3axBabyjyhum pa3Bojy HH{OpMaLHOHE TEXHONOTH]E,
NpUKYI/balhe M aHal{3a NojaTaka O KynuuMa ce 00aB/ba Ha MHOrO CHCTEMAaTHYHH|H H
e(pMKacHUjU HAuMH, HETO IUTO je TO OMO clydaj Ipe KOMIjyTepcke peBoiylMje. PyuHo
yIpaBibale MoJalliMa M YCIHOCTaB/bamke OJHOca ca KynuuMma Oumo je moryhe y maBHO]
OPOIIIOCTH Kaga jeé KOJMYMHA NPOM3BOJAa M BENIHYHMHA TpXKHMINTA OHMIa OrpaHHYEHA.
MehyTtuMm, y nanamme Bpeme je Oe3 ynotpebe carpemenux 0as3a mojataka W co(TBEPCKHX
pellea 3aCHOBAHUX Ha bUMa umiieMenTauuja CRM-a nemoryha. Passoj coduerunmpannx
ajarta 3a ympaBjbame HHpOopMalMjaMa, Kao MITO Cy MapKeTHHT 0asa MojaTaka, CKIaJdIITe
nojaTaka, HCTpakMBame IoJaTaka, je oMoryhmo opraHusalHjamMa Oa yrpaje HajHOBHja
TEXHOJIOIKA pelena y cBoje CRM cucteme.

Texnonoruja npeacTaba HEONXOJAH, Al He U A0BoJbaH (hakTop 3a ycnex CRM-a. YBoheme
CRM-a nuje TeXHOMIOUIKO ONpeMarhe U IPUMEeHa TeXHUUKe IOTUCTHKE Y OpraHusanujama, seh
IpPOMEHA NMPHUCTYNA M HAYMHA Pa3sMHINIbamkbha CBHUX 3AMOCICHHUX, O] HAJBHIINX PYyKOBOJHIIALA
JO0 WM3BpIIHUX OMepaTHBHUX paguuka. [lamac je To Hajehm npoGneM M KJbyd ycmexa
opraHH3alMja Koje Cy OMTy4HIIc Ja MpuMeHe oBaj koHuent. CTora, Tpeba MMaTH y BHAY Ja
CRM nnje caMo TexHOJOTHja, OJHOCHO CHCTEM KOj! CITYXKH yCIIOCTaBJbalby U Pa3Bojy OJHOCA
ca kymiuMma, Beh npeactaBba KOMOHHALM]Y TPH BayKHE KOMIOHEHTE, OJHOCHO TeXHOJOTHje,
JbyAM W Tpolieca. 3a ycrleliHy uMieMeHTaunujy CRM-a je HeonxojaH HHTErpHCaH U
XOJMCTHYIKH NpHcTyn m3Mehy oBe Tpu komnoHenTe. Camo Ha Taj HauMH je Moryhe fa ce y
HNOTIYHOCTH OCTBape MO3MTHBHM e(eKTH MMIJIEMEHTalllje yIpaB/bamka OJHOCHMA ca
KYMIIUMa Y OpTaHu3alMjama.

Janac CRM mnpefcTaB/ba K/bYYHY KOMIIOHEHTY OICTAaHKA CaBpeMEHHX opraHusauuja. 36or
TOra je W3y3eTHO Ba)XKHO Ja caBpeMeHe opraHusanuje cxsate 3Ha4aj CRM-a U jga ra
UMIJIEMEHTHPAjy Y CBOM NocloBamby. 3axsabyjyhn CRM cucTeMHMa, opraHu3aiije Mory Ja
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Ha jeqHOCTaBaH H epHMkacaH HA4MH YINpaBJbajy OJAHOCHMA ca CBOjHM KyII[HMa, Kako OH ca
IbUMa YCIIOCTaBUIIE MapTHepPCKe OjHOCe M Ayropodny capanmy. CRM cucrem omoryhasa
ayToMaTH3alHjy W HHTerpanujy (yHKIHja Npojaje, MapKeTHHra H YCIyra y OpraHH3aiHjH.
CRM npukynba uH(opMalLiHje U3 CBUX M3BOpa YHYTap M M3BaH OpraHusalllje, CBE Y LUIbY
IpyKamba jeJHHCTBEHE CIIMKE O CBAKOM TNOjeJHHAYHOM KYIILY Y PEaTHOM BpEeMEHY.

Ha ocnoBy anamuze peieBaHTHE JNHTepaType U 3aK/bydaka A0 KOJjUX Cy JAOLUIA IPETXOJHA
HCTPaKHBama, KPeHpaH je TeOPHjCKO-MEeTOJOJOIIKH OKBHP 32 HCTPAKHBALE M aHAH3Y
ylpaBibama ofHocuMa ca Kynuuma. [lomenyTu ¢eHomeH je carfiefaH ca BHUILE pasIHYUTHX
acrekara, OJHOCHO mocMaTtpanu cy eexktn CRM-a na opranmuzainioHne nepgopMance, 3aTHM
edextn CRM TexHonoruje Ha nepdopmance M HaMmepe HEHMX KOPHCHMKA, Kao M YTHILA]
NOCIOBHE AHANHTHKE HA JOHOLIewe omnyka U CRM mepdopmance. Pagu mcnmtupama H
aHatM3e NPETXOJHO HABEAEHHX eexaTa, HAKOH MOCTAB/baba AJEKBAaTHE TEOPH|CKE OCHOBE
CY CTIpPOBe/IeHa TPH eMIHPHjCKa UCTpaXkhBama. [lopen HaBeaeHOT, akIeHaT je CTARbeH W Ha
PasBOj MOJena 3a MOAPIIKY OANYYMBALY Y YIpaBbalby OJHOCHMA Ca KyNUUMa, 0JHOCHO
Kpeupan je ojgrosapajyhu annukatuBHu codTBep koju he omoryhutn yHampeheme
omnmyanBamba u CRM mneppopmancu. PeanuzaumjoM eMIHPHJCKHX HCTpakHBamBa je
oMoryheHo TecTHpame XUIOTe3a H3BEACHUX Y TEOPUJCKOM Jeny JOKTOpPCKe TUcepTalije, Kao
W IOHOLICH:¢ OPOJHHUX 3aKJbydaKa.

[IpBo eMmHpHjcKO MCTPaKHBaIbE jeé OMOTYHHIIO TecTHpame NpBe MCTpakKMBauyKe XUIOTe3e,
OJHOCHO HMcnuTaHu cy edextn CRM-a Ha opranusaumone nepdopmance. CRM je Mepen
Ipeko IEroBe TPU KJbYYHE KOMIIOHEHTE, OJHOCHO TEXHONOTHje, JbYAM M IHpoleca, a
opranusanuoHe nepdopmance cy cyOjeKTHBHHM TpoLieHama OLEeleHe M3 HYeTHPH
nepcrekTHBe ((JUHAHCHCKA TepcreKkTHBa nepgopmaHncH, nep@opMaHCce H3 IEepPCHEKTHBE
KyIala, HHTePHH NPOLIECH U y4ere H pa3Boj), OJHOCHO NPUMEI:EH je KOHLENT OanancupaHe
KkapTe pesynrara. McTpaxuBame je cnpoBemeHo Ha y3opky on 108 opranmsanmja us
Penybnuke CpOmje y kojuma je HMIIEMEHTHpPAHO YIpaB/balkbe OJHOCHMA ca KyNIHUMa.
Ananu3oMm INpHKYIUBEHHX TNojaTaka je yTBpheHo jJa je OeceT o OBaHAECT TECTUPAHHX
yTHllaja CTAaTHMCTHYKHM 3Ha4ajHo. Texuonoruja xao CRM KOMIIOHEHTa HMMa CTAaTHCTHYKH
3HauajHe e(EeKTe Ha CBE YETHPH NEPCNEKTHBE OPraHH3alHMOHHUX Nep(OopMaHCH, a JbYIH H
Opolec YTHdy Ha TPH OJ 4eTHpH HepcrekTuBe. CXOOHO TOMe, NMPBAa HCTPAKHBAYKA
XHIOTe3a je norepljena, oJHOCHO J0M1a3M ce J0 3aK/bydKd [Ja YHPaB/balbe 0JHOCHMA ca
KyNIuMa HMa 3HadajHe ed)eKTe Ha opranniannoxe nepdopmance.

HapennuM eMIIHPHjCKUM HCTpa’KHBameM je TeCTHpaHa Apyra NCTpakKMBavyka XMIOTe3a Koja
TBpIM 1a npumMena unrerpucador UTAUT-TTF monena omoryhasa naenTuduKoBame 3Ha4aja
NojeJMHAYHHX KOMIIOHEHTH Ha Hamepy ynoTpebe CRM rtexnonoruje. 77F moaen obyxsata
penaimje usMmehy kapaktepucTuka CRM TexHoNorHje, KapaKTepHCTHKa 3agaTka H
ycarnameHocTH 3agatka 1 CRM texuonornje. UTAUT monen uacHTH(HKYjEe OHEKHBAHE
nepdopmance, O4eKHUBAHH HATIOP, APYIITBEHH YTHIA] U TEXHUYKE YCIOBE Kao AeTepMHHAHTE
Hamepe ynorpebe CRM Ttexnonoruje. McTpakmBame je cnpoBeacHo Ha y30pky on 207
UcIUTaHHKA Ha TepuTopuju Pemybnuke CpOuje, koju MpHUIHKOM 00aBJbamka CBOJUX PaHHX
3aJaTaKa KOPHCTE@ TEXHONIOTHjy 3a YIpaB/bambhe OJHOCHMA ca KyNuuMa. AHaTH30M je
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YTBpheHO [a KapakTepHCTHKe 3aJaTka CTATUCTHYKH 3HAYAjHO TO3HTHBHO YTHYY Ha
ycarnameHocT 3aJaTka 1 CRM TexHoloruje, koja moToM yTH4e Ha oueKuBaHe nepdopmMaHce.
IToToM, mOKa3aHO je W Ja odeKHBaHe MepdopMance, APYIITBEHH YTHIAj H TEXHHYKH YCJIOBH
yTHday Ha Hamepy ymnoTpede CRM texuonoruje. Mmajyhu y Buay ja je meT oa cenam
TeCTHPaHHX pelaldja CTATHCTHYKM 3HAYajHO, M3BEJEH je 3aKbydaK Ja je Jpyra
HCTPA:KNBAUKA XHNOTe3a moTBpheHa, oIHOCHO MOKa3aHO je Ja MPHMeHAa HHTerpHCAHOT
UTAUT-TTF mopena omoryhaBa wmaenTHukoBame 3Hayaja  TojeHHAYHHX
KOMIIOHEHTH Ha HaMepy ynorpede CRM Texnoioruje.

Tpehe emmmpujcko HcTpaxkuBame je HajoOMMHHMje W HETOB OCHOBHH IWE jeCTeé pasBoj
Mofena 3a MOAPIIKY OAAyYMBamy Yy YIpaBbalby OJHOCHMA ca KyNIuMa, 0asHpaHOT Ha
npumeHH capemeHux [CT pememwma. Jlatum wucTpaxupameMm je TecTupaHa Tpeha
HCTpaKMBaUKa XMIOTe3a Koja TBPAM Ja MOpUMeHa pasBHjeHOT Mofena 3a MOAPIIKY
OJITydHBahy 3HAYajHO yTH4e Ha yHanpeleme mnepdopmaHcH ymparibamka OJHOCHMA ca
KyHuMa. Y UCTpaKHBamy je Hajipe CIpoBeJeHAa aHKeTa KOjOM je M3BPIIEHO MPHKYIIbabe
npuMapHuX mnojataka of 214 ucnurtanuka ca Teputopuje Penybnuke Cpbuje xoju cy
3aOy’KCHH 33 AHAIUTHKY [MOJaTaka O KYNLHMMa M yOpaB/balkbe OJHOCHMA ca KyNIHUMa.
AHanu30M OPUKYIUbEHNX 110JaTaKa je J0Ka3aH YTHIAj MOocI0BHe AHATHTHKE Ha J0HOIIeH:e
olIyka H mnepopMmMaHce YNpPaB/bakba OIHOCHMA ca KYNIHMA, YHMC je TNOTBpheHa
xunoTesa 3.1. HakoH Tora, cTaB/beH je aklleHaT Ha pa3Boj MoJeNa 3a HOAPIIKY OJIyIHBaAIbY Y
yIpaBbamy 0JHOCHMA ca kKynuuMa. OnHocHO, 3a oTpebe H3paje AOKTOPCKe AHcepTanuje je
H3BpIIEHO Kpeupame allIMKaTHBHOT co)TBepa ca MHKOPIOPUPAHMM MOJENOM 3a
BH3YENU3aLHjy Kynaua, y ILHM/BY yHanpehema JoHOIIewma ONIyKa, Kao W T0OOJBbINama
nepdopMaHcH yrpaBibalha OJHOCHMA ca kymiuMma. Ilpe uspane anmnukaruHor codTBepa je
U3BpIIEHA aHalM3a nocTojehMX mojaTaka o KynuuMa omabpaHe opraHU3allMje M Ha THM
nojauuMa cy npHuMerbeHe ojpeljeHe TexHHKe MOCIOBHE aHAIMTHKE Y LMIBY CerMeHTaluje
KyMalla, kKao U npeaukidje Oyayher monamama Kymnana, Koje Cy HHKOPHOPHpaHe y PasBHjeHN
MoOJien 3a NOJAPIIKY O[UTyunBamy. MeToJ BU3yenusauuje je kopumheH 3a rpauukd OpHKas
ykynHor obuMma npojaje Mo roAMHaMa, 1o TpaJoBHMa, Kao M 3a IpHKa3 oOMMa mpoiaje 3a
CBAKM MojeUHakaH Npon3Boi. JlnHeaprHa perpecuja je xopuutheHa 3a npeJuKLHjy YKyMHOT
obuma mpojaje y onapehenom Oymyhem Bpemenckom nepuony. 3aTum je y3 momoh osor
METO/a M3BpLICHA W npeaukuuja Oyayher oOuMa mpojaje 3a MojeAMHAYHOT KYIIA, Kao U
Oyayher obuma mnpomaje mo mnojeaMHA4YHOM MOpoM3BoAy. HakoH m3page amnuMKaTHBHOT
copTBepa je cCHpOBeAEH MHTEPBjy ca NOTEHIHMjaTHAM KOPHCHHIIHMa pasBHjeHOT
armkaTHBHOT codTBepa. Ha ocHoBy amammse ojrosopa HcnuTaHmka je noTBpheno paa
NpHMeHa pa3sBHjeHOI Mojela 3a NOAPHIKY OAJIY4YHBalmy omoryhaBa HHTerpaumjy
nojaTtaka, 4ynMe cy yHanpelienn mpomecH oanyuyHBama M YNPaB/bama 0JHOCHMA ca
KynuuMa, 4uMe je Jokaszana xunotesa 3.2. Kama ce y3me y o03up cBe HaBelIEHO, jacHO ce
MOXKe 3aK/bY4HTH fAa je moTBpena m Tpeha HeTpakmHBauka XmnoTe3a, OJHOCHO ja
NpHMeHAa Pa3BHjeHor MojieJia 3a MOAPUIKY ONIyYHBAILY 3HAYAjHO yTHYe Ha yHanpeleme
nepthopMaHCH YIpaB/balha OJHOCHMA ca KyNIIHMA.

Ha OCHOBY HaBEIECHHX pe3ylnrara CIIPOBEAEHHX EMI'II/IijCKHX HCTpa’KHUBamka, MOXKE €€ TOHETH
3aKJby4aK O BIIa‘lajIIHM MO3HTHBHHM eq]eKTHMa HMl'lJ'Iel\«IeIITaLIHje ylpaBjbakha OJHOCHMA Ca
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KyMIIHMa Ha OpraHH3andje Koje ra mpHMembyjy. Haydnu monmpuHoc aucepTauHje ce ornieaa y
YNIBLEHUNIM Ja Cy Y AMCEepTalUju AeTa/bHO aHANM3HPAaHH Pa3iIMYUTH acleKTH YIpaBibamba
ogHocuMa ca kymuuma. Ouekyje ce jga pe3yiTaTH JOKTOpPCKe AHCEpTalHje AOTPHHECY
JIHTepaTypH U3 00JacTH MapKeTHHTa, YIIPaB/bamba 0JHOCHMA ca KYNIUMa U HH(OPMAIIHOHUX
CHCTeMa, MpolHpyjyhn 3Hama o ogHocuma CRM-a M OpraHM3allHOHUX nepdopMaHCH, 3aTHM
0 KJbYYHHUM JeTepMHHaHTaMa nephopMaHcH U HaMepama KopucHuKa CRM TexHOIOTHje, Kao
U 0 OJHOCHMA TOCIOBHE aHAIMTHKe, JOHOUIEHma oanyka 1 CRM nepdopmancu. 3Hauajan
HaydHH JOTIPUHOC OBe AMCEpTalije ce oriiefa M y IIHpermy HayuHHX ca3Hamka 0 HaYMHHMA
npumene SCRUM wmetononoruje 3a pasBoj codTBepa, umajyhu y BHAY Ja je MoMeHyTa
METO/0JI0THja KopuintheHa y orpanndeHoM Opojy gomahlmx nybnukanuja ¢OoKycHpaHuX Ha
pasBoj codpTepa, Te he cTeueHa casHama NpeaCcTaBbaTH aJeKBaTHY NoIa3Hy Tauky 3a Oyayha
CIIMYHA MCTpa)knBama Ha Teputopuju Penybmuke Cpbuje. Ha xpajy, Moxe ce 3ak/byduTH aa
IpUMeHa XOMMCTHYKOT MPHCTYHa y NpoydaBamy YIpaBbalha OJHOCHMA ca KyNLUMa Jaje
3Ha4ajaH HaAyY4YHH JOTPHHOC OBOj JOKTOPCKOj AUCCPTALIH]H.

JlpymTBenu, 0JHOCHO NpaKTHYaH JONPHHOC OBE AMCEpTallje ce oriiefa y IMpenopykama
opraHusalMjaMa Be3aHMM 3a YCHEIIHHjy HMIIJIEMEHTALHMjy YIpaB/bakba OJHOCHMA Cca
kymuma. [IpBo, mate cy mpemopyke MeHalIMEHTY Be3aHE 3a YCHEIIHY HMMIUIEMEHTALUjy
CRM-a, koje he 6uTH KOpHCHE OpraHH3alHjaMa IPHIIHKOM HeroBor yBolema. MeHalMeHTY
Cy Ha Taj Ha4HMH JOCTYMHA ca3Hamba O TOME Ha KOojU HayuH ofpeljena xommonenta CRM-a
yTHYE Ha CBAKH OJ acmeKkaTa OpraHu3alMoHHX nepdopmanch. [lpyro, casHama 0 KJbYYHHM
JeTepMHHaHTaMa Hamepe kopuuthewa CRM TexHoJOrHje MOry OUTH KOpHCHA IpoTrpaMepuMa
Koju Kpeupajy oe amnukanuje. [lopen Tora, HaBefeHa casHamba MOTY OHTH O KOPHCTH H
MEHAJMEHTY OpraHM3allija TPHUIHKOM [0Je/bMBamba 3aJaraka 3aloclieHMMa Koju Cy
3aqy)KEHH 3a YIpaBJbake 0JHOCHMA ca KynmiuMma. Tpehe, MeHalIMeHTy opraHuzanuja cy aate
npenopyke 3a KopHInheme NOCIOBHE aHANHTHKE, Kako OM ce Ha Taj HAuMH YHAIpeguio
olUTydHBame, Kao W ocTBapwie Ooswe CRM mepdopmance. Ha xpajy, Outan npaxrtuuan
JONpPHUHOC JOKTOpPCKE AMCEpTalllje ce Oriefa y pasBHjeHOM AanaHKaTUBHOM CO(TBEpY,
OJHOCHO MOJENy 3a MOAPIIKY OATY4HBaILy y YIpaB/balby 0JHOCHMA ca Kynuuma. Passujen
MOJEN 3a NOJApWKY ominyduBamy he opgabpanoj opranmszanuju omoryhutm ynanpeheme
OJNMyuHBama, kao M mobobllame HepdopMaHCcH yOpaBbama OJHOCHMA ca KyNIMMa, a
HCTOBPEMEHO MOXKe IOCITYKUTH Kao Hieja U IPeACTaB/baTH OCHOBY APYTHM OpraHM3aliijaMa
IPUIMKOM KpeHpama ILMXOBOT AalIMKaTHBHOT pellemha 3a YIpaBbalmbe OJHOCHMA ca
KYMIHUMA.
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IMPUJIO3U




IMpujor A
VYournuk 3a yrephupame yrunaja CRM-a na opranuzanuone nepgopmance

IlomToBany, aHKeTa Ce€ CIPOBOAM Yy LUBY NPHUKYIUbama MOJaTaka 3a moTpedy H3spaje
Jokropcke Ha ExonoMckoM dakynTteTy YHHBep3uteta y KparyjeBuy. YNUTHHK je aHOHHMaH
U pesynTat he 6urH ynoTpebHM MCK/BYYHMBO Yy MpPEeTXOAHO HaBeAeHY cBpXY. 30or Tora Bac
Hajbyba3HUje MOIMM aa OyaeTe HCKPEHH Y BEeT0BOM NONyHBaBamy, Kako OH ce JOOHIH IITO
BaJIMIHUjH MOJAllM U HAa OCHOBY IbUX M3BENH OAroBapajyhu 3ak/byully.

Ouennte cneaehe koncraTauuje Ha ckanu of | 1o 7. Onena | 3naun AIICOJIVTHO CE HE
CJIA’KEM ca xonctatauujom, a ouena 7 sHaun AIICOJIYTHO CE CIIAJKEM ca
KOHCTaTaLlHjOM.

Texnonoruja
Bama opranmsannja uMa ogrosapajyhu xapaBep Koju COyxH 3a 1l2lalalslel
Bame kynue.
Bama opranusannja uMa oxrosapajyhu coTBep Koju CIyKH 3a

112]3]4|5|6|7
Bame kynue.

Bama opranmsanuja nocenyje nobap MH(POPMAIMOHH CHCTEM H
TeNeKOMYHHKaLIMOHY HH(pPacTpyKTypy.

Bama opranmsanuja mocenyje noTpeOHy HH(PpacTpyKTypy 3a
NPUKYIUbakhe MoJaTaka O KyMIMMa ca CBMX Tadaka MHTepakuuje | 1 [2 (3 |4 | 5|6 |7
ca KyIIuMa.

Bama pagynapcka TexHolordja Moxe mnomohnm y Kpeupamy
npuiarohenux nonyaa 3a Bame kymie.

Jbyan

Ton MeHAaIMEHT L[aje BHCOK MMPHUOPHTET YIpaBJbalhy OJHOCHMA Ca
KyHIumMa.

Bamm nporpamu o0yke 3alOCIHEHHX AM3AjHUPAHH Cy Ja PasBUjy
BEIITHHE MOTpedHE 3a NMpUBNa4eme U npoayossuBame oqHoca ca | 1 |2 (3 (4|56 |7

KyTnmHuMa.

ITpouec

Y Baloj opraHuzallji NOCIOBHH IPOLECH CY IU33ajHAPAHH Ja
1000JbI1ajy KBATUTET MHTEPAKIH]E ca KyIIMMa.

IlocnoBHU LWJBbEBH OpraHHU3allHje Cy YCMEPEHH Ha 3a8I0BOJHCTBO
Kynana.

Bama opranusanuja je ycmocTaBHIa jacHe IIOCHOBHE HbEBE
BE3aHE 3a IpHBIaYelke, pPas3Boj, 3aupikaBame W peakTuBauujy | 1 [2 (3 (4|56 7
Kynana.

VY omnocy na Bame rnaBHe KOHKYpeHTe, OLEHUTE Ha ckanu of 1 1o 7 nepdopmance Bame
opranmsaluje y nocienmoj Toauny y cneaehum obnactuma: (ouena | 3naum gocta nomuje
nepdopmarce y oaHOCY Ha KOHKYPEHIH]y, a olleHa 7 3Ha4u gocTa Oosbe nepdopmarnce y
0JJHOCY Ha KOHKYPEHIIH]V).

@®unancnjcke nepdgopmance

[Ipo¢urabunnoct 112]3]4]5]6]7
[MopacT TpxumHor yuenrha 112]13]4]5]6]|7
[lopacT npuxoaa o npojaje 1/2]3]4]5]6]7
IleptopmaHce H3 NepcneKTHRE Kynana

JlojanmnocT kynaua 1234|567
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[ToHoB/beHA KynOBHHA 1(23]4]5]6|7
CaTucdaxumja Kynana 12134567
[IpuBnayeme HOBUX Kymnaia 112]3]4(5|6|7
Hutepun npouecu

CerMeHTallMja U TapreTHpame Kynana 112]3]4]5]6]7
Pa3Boj HOBHX MTpoH3BO 12 112]3]4[5]6]|7
OnepatneHa e)HKACHOCT 1/2|3]4]5]6]|7
CMmameme BpeMeHa peliaBama Kainon 1(2(3]4[5]|]6|7
Yueme H pa3Boj

[IpoAyKTHBHOCT 3an0CIeHHX 112]3]4]5]6]7
BemTune 1 3Ha®ka 3aM0CIEHHX 112]3]4|5|6|7

IMopaum o opranuzauujn

JlenatHocTt

[Tpounzsoana

YcmyxHa

Bpoj 3anociaennx

Jlo 50

50-200

[Tpeko 200

IMpunor b

YuuTHak 3a yrephHpame K/bYYHHX JeTepMHHAHTH HaMepe ynoTpebe kopucunka CRM

TexXHOJIOTHje

[lomToBanu, aHKeTa ceé COPOBOAM Yy LWBY MPHKYMJbalha MOJaTaka 3a MOTpedy H3pame
Jokropcke Ha ExonoMckoM dakynteTy YHuBepsutera y KparyjeBuy. YIHTHHK je aHOHMMAaH
U pesynTat he 6urH ynoTpebHM MCK/BYYHMBO Yy MpPEeTXOAHO HaBeAeHY cBpXY. 30or Tora Bac
Hajbyba3zHUje MOMM Aa OyJeTe HCKPEHH Y BEer0BOM NONYHaBamy, Kako O0H ce JoOHIH mTo
BaJIMJHUjU [OJAllM U HAa OCHOBY IbUX M3BENH OAroBapajyhu 3ak/byully.

Ouennte cneaehe koncratauuje na ckanu o | 1o 7. Onena | 3naun AIICOJIVTHO CE HE
CJIA’KEM ca xonctatauujom, a ouena 7 sHaun AIICOJIYTHO CE CIIAJKEM ca

KOHCTaTa LIPIjO M.

Kapakrepucruke CRM Texnosoruje

CRM TexHONOTHja KOja CE KOPHUCTH Y OpraHM3alMju je JIaKo

JOCTYTIHA y OUII0 KOM TPEHYTKY.

CRM TexHOoNOTHja IPYXKa YCIYre Y pealHOM BpEMEHY. |

CRM TexHoNOrHja npy:ka CUT'ypHE YCIIyTe.

CRM TexHoJoTHja Ipy:ka Op3y ycuyry.

P22 b2
| |l (%]
el =
hith|ln Ln
D] D
~ =] =

Kapakrepucruke 3a1aTka

Yecto ce 6aBuM ,,ad hoc** 1 HEpYTHHCKUM 3aaIMa. 1

[
W
I
L
(o)
-

[TocnoBuy npobnemu ca KojuMa ce 0aBUM 4ECTO YKJbY4Yjy BHIIE

0J1 jeiHe TTocNIoBHE (hYHKIIH]E.

Yearmamenocr 3aaatka 1 CRM 1exHoJiorHje

Gdynxkumonannoctn CRM TexXHOJIOTHje Cy BeOMa ajJEKBaTHE 3a | 1 | 2 | 3 | 4 | 5 | 6 | 7

282




momoh Y H3BpHICH:Y JOACJLEHH X 3ajiaTaKa.

Gynxmmonannocty CRM TEXHONIOTHje CYy BeoMa KOMMaTHOMIHE

. 21314567
ca MOjUM 3aJaliMa.
dynxmmonannocts CRM TeXHONOTHje YHHE MOje 3a[JaTKe BeoMa 213lals5l6l7
JTAKHM.
enepamno, ¢ynkuuonannocty CRM TexHonoruje Hajdombe s13lalslel
OATOBAPAjY MOJHM 3aIalUMa.
OuexnBaHe nepgopmance
Kopumheme CRM Texnonoruje mnosehasa Mojy mpoAyKTHBHOCT. 213|4[5(6]|7
Kopumheme CRM TexHomordje M momaxe ja Opike oapauM 213lalslel7
CBOjC 3aJaTKC.
Kopumhewe CRM TeXHOIOTHjE j¢ KOPHCHO 3a MOj I0CA0. 2134|567
Kopumiheme CRM TexHomoruje moBehaBa KBamuTeT pesynTaTa >13lalslel 7
MOT paja.
OuekHBAHH HANOP
CRM TexHonoryja je jeIHoCcTaBHa 3a KopHInheme. 2345|617
buno mu je nako na Hayunm aa kopuctuM CRM TexHOIOTH)Y. 2(3(4[5]|6|7
Kopnimthewe CRM TexHonoruje He 3axTeBa MHOTO MEHTAIHOT
Hanopa. 213]41519]7

2134|567

Jpyurrsenn yrunaj
Jbyau koju yTHUy Ha MOje MOHalllame Ha PagHOM MecTy MHCIE Aa sl3lals|elr
Tpeba qa kopuctuM CRM TexHoIOTH]Y.
[Moapmika MeHayMeHTa je o1 Benuke nomohu y xopumthewy CRM sl3lalslel
TEXHOJOTH]e.
enepamno,  opranuzanmja  moapxkasa  ynotpedy  CRM 513lalslel
TEXHOJIOTHje.
TexHHYKH YCJI0BH
Hmam pecypee notpebHe 3a pam wm kopuihewe CRM s13lalslel
TEXHOJIOTHje.
Hmam 3mame mnoTtpebHOo 3a pang wuam  kopuimthewme CRM
TEXHOJIOTH]E. 213|4]13]6]7
CRM TexHonorHja je koMnaTHOWITHA ca APYTHM HH(OpMAITHO HUM 213lalslel7
CHCTCMHMA KOjH CC KOPHCTC Y OpraHH3allHjH.
[TocTtoju ocoba unu AenapTMaH y OpraHu3alyijH KOjH ¢y COPEMHH
Ja noMmMorHy ako wuMaM mnoTemkoha y xkopumhemy CRM 2(314|5|6|7
TeXHOJIOTH]e.
Hamepa ynotpede CRM TexHo.Ji0THje
HamepaBam ma kopuctiM CRM TexXHOJOTH]Y Y CBOM TIOCIY s13lalslel
OHOJIMKO YECTO KOJHMKO je moTpedHo.
HamepaBam nma penoBHO kopuctum CRM TEXHONOTH)Y Y CBOM 2130alslel7
nocuy.
[penopyunna 6ux apyruma xopumheme CRM TexHonoruje. 2(3]4|5]|16|7
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IMopaun 0 NncIHTAaHHKY

Alencku
IMoa
Myiku
3aBpiieHa cpeiba KON
Huso odpasoBama 3aBpllieHEe OCHOBHE CTYAHjE

3aBpiiieHe MacTep CTYIHje

Jo 5 roguna

Onx 5 oo 10 roguna

Onx 10 1o 20 roguna

ITpeko 20 roguna

Jennom HenesbHO UK pehe

Yuectanocr CRM kopuuihema [lap nyra HegeLHO
TeXHOJIOTHje JemHom aHeBHO

Buie nyra cBakor Jana

Jy:xuHa paanor cra:ka

IIpuinor B

¥YnutHuk 3a yrephuBame yruuaja nociiopHe aHAJIHTHKE Ha JoHOLIeHe oaayka 1 CRM
nepgopmance

[NomwroBany, aHKeTa CE COPOBOAM Yy LW/bY MPHKYIJbalkba [OJaTaka 3a moTpedy wu3paze
nokropcke Ha Exonomckom dakynteTy YHuBepsutera y KparyjeBuy. YNHUTHHK je aHOHMMaH
u pesynrtar he OuTH ynoTpeOHH HCKIbYYHBO Yy HPETXOAHO HaBeACHY CBpPXy. 306or Tora Bac
HajJbyba3Huje MoMM Aa OyJeTe HCKPEHH Y BEer0BOM MOMYHhaBamky, KAKo OH ce JoOHIH mTo
BaJIMIHHUjH [TOJAlH H Ha OCHOBY bHX U3BCIH OAroBapajyhu 3ak/by4Iim.

Ouenute cnenehe koncratanuje Ha ckanu of | 1o 7. Ouena 1 3naun AIICOJIYTHO CE HE
CJIAJKEM ca xoncratauujom, a ouena 7 sHaun AIICOJIYTHO CE CIIAXKEM ca
KOHCTATALjOM.

CnocoO0HOCTH NOCJOBHE AHAJINTHKE

Ham Ttum 3a NOCIOBHY aHaIHUTHKY WHTErpHuie rMnoJgaTke o
KyTIHMa |3 pa3sJIHIHTHX H3BOpa Yy CKIaJgHIITa rnojaraka.

Hamr tum 3a NOCIOBHY aHAIHTHKY OCHI'YpaBa Ha Cy nogamH o
KyIuMa NNoTIOyHH, TAYHH, Gnarospemelm H pEJICBAHTHH.

Ham Tum 3a NOCIIOBHY aHAJIHTHKY KOPHCTH pa3HE ajlaTe IOCJIOBHE
dHAJIMTHKE 34 aHaTH3Y T10JaTaka O KylniuMa.

Hamr Tum 3a mocnoBHy aHAIMTHKY KOPHCTH aHAJIHTHUKE alare 3a
npeTBapamhe Mojaraka o KyniuMa y KopucHe nHopMaLmje.

CRM ananuruka

VYnotpeba NOCNOBHE aHAIMTHUKE TOMOIJIA je Jda CE€ CTBOPH
creoOyXBaTHa NIEHTPANH30BaHa Da3a moaTaka o KymimMa.

YnoTpeba mocnoBHe aHAIUTHKEe oMoryhaBa fa ce JOCTaBe MOAALN
0 KymuuMma ocoOJby Ha NpPBOj NTWMHUJM Kako OM oM Mormu jga | 1 |2 (3 (4|56 7
npoJajy, 7acupajy U cepBUCHPAjy KYIlle Ha OCHOBY YHILEHHUIIA.

KOpHI.LIhEILe MOCIIOBHE aHamnTHke Bam je moMorao Jga
HCIIOpYYHTE MOoJaTke O KyHNinHMa Bamem MapKeTHHIIKOM,
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OpoJajHOM H YCIY:KHOM 0coOJbY y NpaBO BpeMe Kako OH OHH
MOTIH Ja COPOBENY YHAKPCHY NPOJajy H IpoJajy KynuuMma.

Ynotpeba mocioBHEe aHANUTHKE je NOMOTNIa jJa ceé CHOpOoBese
HHTEIMIEHTHA aHalM3a NojJaTaka O KynnuMa kako OW ce Ha
oArosapajyin Ha4MH YCMEpPHIM MapKEeTHHIIKH H TIpoJajHH
HaropH.

JloHonIem-e o1IyKA

Omnyke Koje ce MAOHOCE Y OpraHM3aljH Cy NpaBOBpEMeHe
3aXBasbyjyhH MoCI0BHOj aHATTUTHUIM,

Onnyke Koje ce JOHOCE pe3yATHpalle Cy KeJbeHHM pe3ylTaTHMa.

[loGosbmian  je KBanMTeT oOJIyKa 3axBabyjyhH TOCIIOBHO]
aHaJMTHITH.

[loBehana je Op3uHa JoHOIIEHA OMTYKA 3aXBasbyjyhHl MOCIOBHO]
AHAIIMTHIIH,

ITepdopmance ynpas/baibha 0HOCHMA €A KYIIHMA

OcTBapena je Beha carucakiija Kynaia 3axsasbyjyhul IOCIOBHO]
AHATIMTHITH.

OctBapena je Beha nojanHocT Kynama 3axBabyjyhM NOCIOBHO]
aHAJMTHITH.

OctBapena je Beha cToma ocBajama Kymama 3axBajbyjyhu
IOCIIOBHO] AHAJIMTHLIH.

OcTtBapena je Beha cToma 3ajgpKaBama Kynaua 3axBabyjyhm
NOCIOBHOj aHAIUTHIH.

IMopauu 0 HCIHTAHHKY

Kencku
IHon
Mymku
" 3aBpiieHa cpemba IKoJa
HBO .
3aBpiIcHe OCHOBHE CTY/AH|E
o0pa3oBama

3aBpuieHe MacTep cTyauje

Jlo 5 roguna

Hyxuna pagnor | On 5 g0 10 roguna

cTaxka Ox 10 mo 20 roguna

INpexo 20 ronuna

INopamm o opranusauujn

[TpounsBoana
Jeaarnoct Vonyxna
Bennumna Mana (o 50 3amocieHnx)
OpraHM3almnie Cpeama (50-250 3anocneHux)
P ae Benuka (mpexo 250 3anocneHux)
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Mpuaor I

YIHTHHK 32 NOTeHIMjaIHe KOPHCHHKe Pa3BHjeHOT Mo/eJa 32 NOAPIIKY OLTY4YHBAIY

Omniira THTamka o HCTIHTAHHKY:

1
2.
3.
4

[Ton

Crapocr

Jyxuna pagHor craxa
Hugo o6pazoBama

[Tutama o MoJemny 3a NOAPLIKY OATYYHBAILY:

Ha koju HauMH GM pa3sBHjeH MOJEN 3a MOJPIIKY OIy4YHBamky MOTao ja yThie Ha
edukacHOCT ¥ poayKTUBHOCT Bamter Tuma?

Ja nmu mucnuTe ga O6m pasBHjeH MOJCT 3a NOAPLIKY OMTYYHBAY JAOMPHHCO
OoJbeM JOHOIIEY OfTyKa y Bamem TuMy nnun opranusamuju? Axo ga, kako?

Ha koju nHauMH OH pa3sBHjeH MOJeN 3a MOJPIIKY OMTy4HBalby MOTao jJa yTHie Ha
HpeU3HOCT H TauHOCT 1101aTaka kKoju cy Bam HeonxoaHu 3a JOHOLIEeHe oamyka?
Jla mu cmatpate na 6u Bam pasBujeH MoJen 3a NOAPIIKY OUTy4HBamy oMoryhuo
OoJbe pazymMeBame U aHanu3y nojaTaka o Bamim kymnma?

Ja nu MucnuTe 1a 61 ce yBolemeM pasBHjeHOr MOJeNa 3a MOAPIIKY OATyIHBALY
OCTBApUIIO JIaKIlle YIpaB/baihe U carieJaBame Behe KoIMuMHe nojaTaxa?

V kojoj Mepu Ou Bam mopaen 3a moapmky opiyduBamy oMoryhno MHTerpanujy
nojaTaka o npojaju?

Jla nu cmarpate ga O6m (yHKUHMOHATHOCTH MOJeNa 3a MOAPIIKY OMTY4HBAIbLY
JONpHHENIE CMambelhy BpeMeHa Koje je mnoTpebHO 3a o0pagy mnojaraka M
uHdpopmarmja?

Komuko 6u Bam Momen 3a HoApIIKy oIIydMBamy MOMOTA0 y TIPEBa3MIAKEHY
JocajallbuX NpodieMa MPUIMKOM cacTaBlbamha U IpeTpare m3BemTaja?

Kako Oucte cymmpann yKynao YTHIQj pa3BHjEHOI MOAENa 3a HOJPLIKY
o/ulyunBamy Ha Baie mocnosame 1 JoHOLIEHE OATyKa?

Mpuaor /1

CD — Mogen 3a NOAPILIKY OLIYYHBALY Y YIPAB/balky OHOCHMA €A KYNIIHMA
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Buorpadmuja

HBana (Csetozap) HenesskoBuh je pohena y Kpymesuny, 17. aBrycta 1997. ronune. OcHoBHY
U Cpellby WIKONy 3aBpmmna je y TpcTeHuky kao Hocuman aumiaome ,Byk Kapapmh®
OcHoBHe akaaemcke cryadje je ymucama 2015/2016 rogune Ha ExoHoMckoMm dakynteTy
Vuusepsurera y Kparyjesuy. Junnomupana je y jyay 2019. roaune, ca mpoce4HOM OLIEHOM
9.94, moayn Mapxketunr. Ha uctom dakyntery je y jyny 2020. roguHe 3aBpiimia mactep
akajeMcke cTyadje, mMoayn Enekrponcko mnocnosame, ca mnpoceuHoMm oneHom 10,00.
JokTopcke akaaemcke cTyauje ynucana je 2020/2021 rogune na EKOHOMCKOM (akynTeTy
Vuusepsureta y Kparyjesuy. CBe ucnure npeasuheHe HACTaBHUM IUIAHOM je TTOJIOXKHIA ca
npoceuHoMm ouenoMm 10,00. Toxom cTyaupama Msana Hexesmkosuh Ouna je ctunenmmcra
MunucrapcTBa TpocBeTe, Hayke H TeXHOJIOWKOr pasBoja Penybnuxe CpoOuje, donma 3a
mnane Tanente Penybnuke CpoOuje ,,Jlocuteja” m donga 3a mnaae TaleHTE ONIUTHHE
Tperenuk. On cTpane cdakynTeTa je narpaljeHa 3a TOCTHTHYT YereX TOKOM MacTep H
JOKTOPCKMX cTyauja. Y mnepumony ox 5. go 7. okrobpa 2022. yuecTBOBala je Ha
UHTEpHALMOHANHO] pamuoHuny JfIpuMena KBaHTHUTATMBHMX MeTOJa Yy JAPYIITBEHHM
Haykama“™ Kkoja je oapxkana Ha Exonomckom Yuusepsurety y Kpakosy y [lossckoj. VY
nepuony ona 1. jyna mo 31. asrycra 2023. rojuHe je Ouna aHraxxoBaHa Kao KOHCYJNTAHT 3a
pasBoj Oase mojgaraka Ha npojekry “Local Press Lab 2.0” ¢uHancupaHor o cTpaHe
MunacrapcTBa cno/bHUX mocnosa Xonanauje.

Opn janyapa 2020. rogune, UBana Henemkosuh je 3amocnena na ExoHomckoMm daxynteTy
Vuusepsurera y KparyjeBny kao capagHHK y HacTaBH 3a YKy Hay4Hy obmact Ilocnosna
undopMaTHka. Y 3Bame acHCTeHTa 3a YxKy Hayuny obnacT EkoHOMCke KBaHTHTaTHBHE
meroae H HHopmaTuka, uzabpana je 30. menemoOpa 2020. romune. VBana Henemkosuh je
aHrakopaHa y pafay opraHa M Tema ExonoMmckor daxynTera YHuBepsuTera y Kparyjesuy.
Unan je Onmbopa llenTpa 3a ekOHOMCKa HMCTpaXHBama, THMa 3a HpoMolHjy ExoHomckor
(axynrera YHusepzurera y KparyjeBiy. YuecTByje y HHTEpHUM NpojekTuMa Exonomckor
¢axynrera Yuusep3utera y Kparyjesuy. buna je unan Kommucuje 3a o6e3beljeme xpanurera,
Komucuje 3a ynuc cTydeHaTa Ha MacTep akajeMcKe cTyauje, kao n Kommucuje 3a momnmuc
OCHOBHHX cpefictaBa ExoHoMckor daxyntera YuuBepauteta y Kparyjerny.

Hajsaxxnuje obnmactu HayuyHor wuHTepecoBama HMpane HepemskoBuh cy mnocnosnu
MH(pOpPMaNMOHN CHUCTEMH M CHCTEMH 3a yIpaBbalke OAHOCHMMA ca Kynumma (CRM).
Pesynrare cBojux HcTpaxuBama o0jaBuna je y AomahuMm M CTpaHMM HYacONMCHMa H
Ipe3eHTOBaNa Ha HAYMHHM CKYTIOBHMa.
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Oépazay 1

H3JABA AYTOPA O OPHTHHAJTHOCTH JJOKTOPCKE JHCEPTALTHJE

H3jaBibyjem Ja JOKTOpCKa AHCEPTaLlija MO HACIOBOM:

~CHCTEM 3a ynpaB/barbe OJIHOCHMA Ca KYII[HMa Kao TeXHOJOIIKA MOJIPIIKA TOCIOBHOM

OUTYYHBaKY*

Nnpencrasjba opuunaitio  aymopcko Jeno  HACTANO Kao pe3yiarar concmee HO2

~

ucmpadicusaykoz paoa.

Osom Hzjasom marxohe nomaephyjem:

e Ja caM jedunu aymop HaBeJeHe JOKTOpPCKe AUCepTaluje,
e Jla y HaBeJIeHOj JIOKTOPCKO] THUCEPTALN]H HuCam u3gpuiuo/1a nogpedy ayTopcKor HUTH
JPYror Npapa HHTeJIEeKTyalHe CBOjHHE APYrHX JIHIA,

V Kparyjesuy, 10.11. 2023. romune,

Ubase Heq ¢ hatso

notnyf ayTopa




Obpasay 2

H3JABA AYTOPA O HCTOBETHOCTH IUTAMITAHE H ETEKTPOHCKE BEP3HJE
JOKTOPCKE JHCEPTAIJHJE

M3jassbyjeM 1a ¢y mTaMnana u eNeKTPOHCKa BEP3Hja IOKTOPCKE JMCEPTAllnje MO HACTIOBOM:

~CHcrem 3a VNpaBJbathe OMHOCHMA Cca KYNIHMA Ka0 TEXHOJOMIKA MOoApLIKa MOCIOBHOM

oMyYHBamkY*

HCTOBCTHE.

V¥ Kparyjesuy, 10.11.2023. roaune,

\Ibawa Hﬁqa fodbak

ﬂOTI‘IHCCé.YTOpa




Obpazay 3

H3JABA AYTOPA O HCKOPHUIRABAI Y JOKTOPCKE JHCEPTAILIHJE

Ja, HUeana Henemmkosuh,

v | nosBobaBam

HE 103BOJbABaAM

Yuusepsuterckoj 6ubnnotenn y Kparyjepuy fa HauMHH JBa TpajHa yMHOXEHA IIPHMEpKa y

€JIEKTPOHCKO] HOPMH JOKTOPCKE IUCEPTALIHjE IO HACIOBOM:

..Cucrem 3a VOPAB/EAKE ONHOCHMA Ca- KVIIIHMA Kao TeXHOJOIIKa MNoApliKa IOCIOBHOM

ONTYYHBABY™

H TO y IEJIHHH, K40 H Ja 0 jeJlaH MpHMepak Tako YMHOXKeHe JOKTOPCKe JHCepTalHje YUHHH
TPajHO JIOCTYMHHM jaBHOCTH IIyTE€M JMTHTANHOr pENo3HTOpHjyMa YHHUBEp3WTETa Y
KparyjeBuy ¥ LEHTpajHOr PENo3HTOPHjyMa HA/UIEKHOr MHHHCTApcTBa, TaKo [a
MpPUIaIHHIN JABHOCTH MOTY HAYHHHTH TpajHe YMHOMKEHE IPHMEpKe y eNeKTPOHCKO) GopMu

HaBEAEHE NOKTOPCKE ,E[HCepTaIIHjE NYTEM npey3umarod.

Osom M3jaBom Takohe

Vv | nosBomaBaM

HE T03BOJbABAM Y

NpUNagHALHEMAa jaABHOCTH Ja TAKO JOCTYIHY JOKTOPCKY AMCEPTAL]y KOPHCTE MO YCIOBHMA

yrBphennm jemnoM ox cnenehnx Creative Commons NTHLEHIH:

' Ykonnko ayTop n3abepe na He 10380/ NPHNAIHULIMA jABHOCTH A2 TAKO AOCTYMHY JOKTOPCKY ANCCPTALH]Y
Kkopucte noa ycnosima yteplienum jeanom o Creative Commons IHUEHLM, TO HE HCKIbYuyje Npaso
NpUNajnuKka jaBiocTit Aa HaBeaeHy JOKTOPCKY ANCepTaumnjy Koplicte y cknagy ca oapeabama 3akoHa o
ayTOPCKOM W CPOAHNM NpaBima.




1) AyvropcTBo
2) AVTOPCTBO = JACTHTH DO HETIHM YCIORIMA
3) Avropetno - Ge3 npepana

4) AVTOPETRO = HEROMEPII N0

N} ANTOPCTRO = IICKO.\'ICPIlHjﬁ.‘IH(’I = JICNTIN 1TOJT NCTHM YCI0BIMA

.
@\}T@pcnm - HekoMepinjamio - Ge3 npepana”

¥V Kparyjesuy. 10.11.2023. roune,

U:b aro H(’_q { ,-b,m(;ﬂ

normic SJLl'Opa

* Mommwo aytope xoju cy #3abpats 1a n03e0ne NPUN2IHHLUNMA JaBHOCTH 1A TaKO OCTYMHY AOKTOPCKY
AncepTauljy KOpHCTe Nol yenoaima yTapheniny jeanom oa Creative Commons INUEHUN A 3a0Kpy&E jeany
031 noHyheHux  anuenuw. JeTabaH  calpAkaj  HABEAEHWX  JMUCHLM  10CTynaH  je

hutp://creativecommons.org.rs/

Ha:




CucTem 3a ynpas/bakbe O4HOCKMMA Ca KynumMmMa Kao
TEXHOMOLLKA NOAPLUKA MOCTIOBHOM OANYUMBaHbY
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