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Abstract:

The main aim of this study was to determine whedh@igher level of business process and process
orientation lead to improved organizational perfantes. The companies observed for the research
were subjected to rigorous statistical analysis@ndessing, in order to justify the model presented
in the paper. The observed companies employ mare260 employees and do the business in the
Republic of Croatia whose economy is in transitibhe research presented in this paper sets
a model that statistically confirms strong and sigaifit impact of business processes and process
organization on financial and non-financial perfarmes. It has been proven that process organiza-
tion has a significant indirect impact on finan@akrations through non-financial performances.
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1. INTRODUCTION

The contribution of this research has a twofol@@(fflt primarily expands the scope
of the original study by (McCormack & Johnson, 20@at closely monitors the

effects of process organization on overall orgdimal performances. Secondly,
this research has contributed to the involvemekegfstakeholders (customers, em-
ployees, suppliers) in the assessment of non-fiabperformances and their impact
on financial, as well as on overall organizatiopatformances. This approach has
demonstrated and proven the benefits of impactaxfgss organization on organiza-
tional performances and detection of a deepertstalaelationship between these
variables. Another important feature of this resleas that it was applied on compa-
nies in the transition economy. The research esolfirm many implications and

benefits for the managers in process organizataswell as for the other stakehold-
ers such as customers, employees or supplieis, @ller to create the useful busi-
ness environment. (Hernaus, Pdjiach, Bosilj Vukat, 2012, p. 376-396.) in their

research in 2008 talk about the importance of dhgothe optimal strategy for
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achieving organizational goals. The strategy shoeldightly integrated with busi-
ness processes (Spanyi, 2003, 2005; Ndede-Ama@d#; Zrocke & Rosemann,
2010; Kohlbacher & Gruenwald, 2011). The strategials are achieved by using
business processes which as their feedback create aalue for the company. The
implementation and operational execution of thatstyy inevitably depend on the
processes and their interactions with other elesngthe organization.

The form and the type of organization are defingdbsiness processes,
which can be a significant source of competitiveatdage. Business Process
Management (BPM) has become a concept that camsdabto improve the en-
tire range of organizational activities. Therefd8®M represents a set of meth-
ods, techniques and tools that include analysisiamovement of business
processes (Melao & Pidd, 2008). By implementing BRMe managers try to
harmonize the process activities with the stratggials of the organization,
design a flexible organization and implement praged to establish a system
for measuring, training and organization of the ypes responsible for the
effective process management (Chaffey & Wood, 2005)

2. DETERMINING ORGANIZATIONAL CHANGES
AND CHANGE MANAGEMENT

In the context of organizational changes and changeagement in organizations
there are many authors who have studied this patiissue, but more recently the
ones that particularly stand out are (Burnes, 20@3rnall, 2007), (Luecke, 2003)
and others. Changes as a management method dassified into several categories.
There are two approaches that encourage changee e approaches are (fast) eco-
nomic development or improving organizational skiiBeer & Nohriaat, 2007, p. 69)
Harvard University have created the terms “TheotyaBd “Theory O” to more
closely describe these approaches. In Theory it goal of changes is dramatic
and quick increase of shareholder value, as mahbyranproving the circulation of
money and the stock price. Proponents of the ThEdargely rely on mechanisms
that are likely to increase short-term monetamgutation and share prices. These are:
performance bonuses, reducing the number of emgdogales of assets, and strategic
realignment of business units. This theory is lzdlsicommitted to cutting costs, re-
ducing organizational resources and in its reaishsiort term oriented.

The goal of “Theory O” is the emergence of chanteg encourage the
development of a culture within the organizatioattBupports learning and high
performances of workers. Business organizationsfiiilow this approach are
trying to strengthen the culture and skills of thmiganizations through individ-
ual and organizational learning. This requiresghtproportion of participation
of employees, simpler organizational structureywal as a strong link between
the organization and the employee, because the ogiegl commitment to
changes and their participation in them is congdextremely important, since
they represent a factor of continuity for the origation. Therefore, the “Theory
O” is deemed a theory aimed at long-term goals.
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Characteristics and factors that characterize gargzation that is willing to
change are reflected through the leadership, empbwand teamwork. The first
characteristic is the leaders (leadership) as agadiffective employees who respect
the leaders. It is known that leaders who no ospaets, nor considers as valuable,
can and will be hazardous to the business of aanizgtion.

The other characteristic describes employees wh@ensonally motivated to
change. They are dissatisfied with standstill gbtihe same time afraid of losing their
job due to the inefficiency of the business procktamy changes have occurred in
periods of crisis, but according to Beer it is netessary to wait for the crises to
occur. For him it is enough to have the so callemmacency within the company,
i.e. that there is a belief about its own sizeceas and importance. He believes that
leaders of changes must ask questions among thieyaap about the existing and
possible problems. It is often not clear to the agmns how the employees do not
care about the costs, while employees cannot uadersiow managers are not fa-
miliar with the problems they face every day durihg performance of their tasks.
It is therefore necessary to enable communicat&wden both parties and the ex-
change of data. It is necessary to set goals aafaleeemployees to achieve them.

The third organizational characteristic refersnmeganization that is not only
a hierarchical creation, but it represents cemahlievements in organizational cul-
ture. Therefore, employees with individual work assigned personal responsi-
bility, in many cases favor teamwork as an orgdiupal advantage.

The hierarchical structure of the organizationstgleople about the hierar-
chical relationships between employees, aboutdladionship between the supe-
rior and subordinate, individual responsibility feork, and in a number of exam-
ples of good practice we see neglect of the roleai and teamwork. The main
“enemies” of changes lie in the hierarchy, suchwagaucracy and the tendency of
employees to identify with the organization. Hiefrdcal structure can be over-
come in two ways. The first is to give greater aotoy to individual small groups
within the organization, and the second to encaucagperation among employees
from various departments at different levels.

If these three preconditions for change do notteyxiposed are the fol-
lowing four steps that will lead to the readine$sh® organization to change.
They are manifested by:

- making assessment of readiness to change for eatlofpthe organization
individually,

— developing an approach that allows everyone aglhimsnto how business is
done on a daily basis,

— giving employees a say in the matters,

— eradicating the fear among employees.

Organizational changes are difficult, because dudnange we need to deal
with issues related to employees and uncertainduithe consequences of imple-
menting changes are difficult to predict, and samest difficult to monitor and rep-
resent a dynamics of their own. The fact is thatexand more changes are being
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carried out. Organizations are oriented towardedrigroductivity, a higher level of
activity and improving customer satisfaction. Budttdoes not mean that all is well,
or that all organizations are successful. Instit@thould be remembered that the or-
ganizations have increased in volume, activity grodits during the period in which
they have more complex requirements (customeifaetion and business ethics) in
increasingly complex and more diverse environmenighich they operate.

Resistance to change is actually often only registéo uncertainty that a change
could bring. So resistance comes from the prodesmonagement and change man-
agement, rather than from the change itself. If¢fason for the change and what can
be achieved by it is explained to the employeds,\ery likely that their resistance
will be reduced. In the context of the ambitiongttué owners and stakeholders of
business organizations, it is clear that the fyiani the conduct of business is to im-
prove the competitiveness as a key activity, beititiderstanding of the value of assets
on which to build competitiveness is also cleathdf business orientation is such that
we decided to focus on one factor, then one caaatmmediate success and long-
term failure. (Kay, 2007, p. 5) says that marketds are based on the term known as
“distinctive capabilities”. Distinctive capabiliseare based on:

—  reputation, which helps us to know how the markatceives the basis of
presentation of products/ services in terms of nedtproperties,

- architecture of the organization that includesrtt® of resources (including
knowledge and flexibility), internal and externtdleeholders, from which we
learn how an organization can bear the “burdenét@fnges and how it can
contribute to the changes itself,

- innovations from which the capacity for change bamecognized.

To be able to characterize recognizable abilitea aource of competitive
advantage, they must be sustainable. Successomiléd¢o those whose strategic
architecture continuously aligns the vision, missigalues, strategy and struc-
ture. Markides (2000) agrees with such ideas afidatéons. He believes that
the competitive advantage is achieved by organiziagous activities into
“tight” systems, which support and restrain eadteotIn fact, the advantage is
continuous, because imitators can take a varietgeds and techniques, but not
the ability to manage, as they cannot copy the apthere of culture and relations
among employees within the organization. He furthedreves that at the present
time success comes from the originality, and noificopying.

3. EVOLUTION OF THE CHANGE MANAGEMENT
OF BUSINESS PROCESSES

During the nineties of the twentieth century, (Bésisenstat & Spectat988) have
identified a number of steps that management iinbss units and at the level of
production uses to create real change. Theseatepsraged the strengthening of the
circle of commitment, coordination and competericenaployees, which combines
all the columns representing the holder’s fundaahaitanges. Today, despite the
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passage of time and the creation of new businestiges, steps that mark the course
of achieving the changes have not lost any of fheirer, and they are reflected in the
launch of energy and commitment to work with thra af establishing common busi-
ness problems and their solutions. The startingtpai any effective change is a clear
definition of business problems. Identificatiortlod problem corresponds to the most
important question that employees a8kthy must we do it?*The answer to this
guestion can be the basis for motivation, and thex¢he answer must be convincing.
To answer “why” is important not only because @ thotivational potential, but also
because it creates a sense of urgency, withouhvadhianges do not happen. Also, it
is important to know who, how and by what meansidahtify the problem. The
motivation and commitment of employees are thedstjghange when employees are
the ones who will identify the problem and helpveat because finally they are the
ones who will have to participate in change anvéowith it. After defining the busi-
ness problem, potential solutions to the problesrdawveloped.

Persons responsible for the implementation of chamgust clearly set out
the vision of changed and improved future of thgaoization, you also need to
clearly explain it to other employees. They havbdwery exact in the interpreta-
tion of the effects of changes when thinking alimw the change will: a) improve
the business (through higher customer satisfacfionduct quality, sales, and
productivity), and b) what benefits will the empéms have (higher salaries, bigger
bonuses, new opportunities for advancement andeagrigd security). The vision
has to be tempting and may contribute to the iatlim of workers towards such
changes, but the vision must correspond to thectibgegoals of the organization,
and must be achievable. This is helped by the ifileation of management, whose
role is to adjust all vital parts of the environmtmthe possibility of implementing
the changes. In other words, leadership is thetwateshould, on the basis of their
own knowledge, experience and universal competeniceduce other employees
in the organization to the importance of rejecting general resistance to change.
This brings new flexibility to the organization thaill significantly help in the
process of organizational transformation.

Focus on results, not on activities, means to st@tchange at a peripheral
unit, from where it will be extended to other unéaad not to begin the change from
the top. It is not necessary to change the entigarization at once, because it
creates a large degree of uncertainty and ineffigicbut if employees realize pos-
itive results after the introduction of changesismall, almost autonomous unit,
they will then agree to the change of the genesthéwork of management. The
changes are to be implemented in order to see atk@ntages over the status quo,
that there is compatibility with the values of emes, experiences and needs.
Requests for changes should be easy to understatitht the employees who want
it, are allowed experimentation with the model lo&isges on small-scale, and pro-
vide an opportunity for the rest of the internaVieonment to freely observe the
results of the changes. It is necessary to ingtitatize success through formal
rules, systems and structures so that the futlsméss activities may take place in
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accordance with the formal rules, have a suppastesy with implemented ap-
proach to change management, and develop thewstuas a skeleton for internal
and external process improvement of overall busiaesvities.

Organizations respond to a variety of challengdh wihanges. None of the
programs of change is easy, nor guarantees suctiegsges may fall into the fol-
lowing categories (Carnall, 2007, p. 7):

-  Structural changda the organization are viewed as a machine ot af $enc-
tional parts. During structural changes, top managg in cooperation with
consultants is trying to change parts of the omgitn in order to achieve
better overall performance. Mergers, acquisitiammsolidation and revoca-
tion of operating units are all examples of attesvgitstructural changes.

— Changes to the process by means of various progiaex the changes of
the way in which things are done. Examples are, liknproving the process
of loan approval or decision-making. Changes t@tioeess are usually aimed
at the processes to be faster, more efficient, madi@ble and less expensive.

—  Cultural changes have focused on changes relatethptoyees. One such
change is the transition from the management thz¢rvises and commands
to the management involved in the process.

Previously are described structural, cultural amstifutional conditions for
finding optimal solutions in the implementationabianges. The simplest definition
of implementation of changes can be describedpasaess required for designing
and organizing the process of change in order pyane efficiency. The question
of diversity of success in implementing changeth@organization arises. In some
organizations, certain changes succeed with a plesitive progress, and in some
organizations progress is absent. The answer igdfouthe diversity and specific
architecture of changes. We have only recently beguobserve the structure
changes through the architecture of changes. (§a&6B4) identifies three succes-
sive processes required to achieve a strategigehan

—  construction of a common database,
- detection of the future in a variety of perspecijve
- creation of commitment plans.

The processes described in b) and c) require di@a@mnd involvement of
all stakeholders of the change. Here processegvgrertant for dialogue, as
well as a good knowledge of them.

Architecture of changes does not imply a set ofrissis, systems, resources
and processes, through which we engage peopledaddptive thinking” aimed at
creating a new future. It implies the principlesotigh which the different techniques
(forums, conferences communication, municipal megsti 'open-space events') are
designed to jointly clarify the management and oasibility for strategic change,
and in an appropriate manner contribute to thenadfiion of key stakeholders of
change. Required are effective, credible and aitdesneasures of performance on
a relatively transparent basis. It is necessargctpuire or develop new skills and
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abilities of employees and trigger their commitmeesults of applied techniques
need to be measured, i.e. strategic changes sheuwigsed as a learning process.

The formula by which to acts in the course of diagia and planning of
radical changes, is expressed as a multiple ofodient, vision and the first
step of the procedure, the result of which mustjteater than the resistance to
the implementation of changes:

Change = (dissatisfaction) X (vision) X (first steps) > resistance

Changes occur when three elements have both agsstieeffect in one place,
such as dissatisfaction with the current situattomyincing and clear vision of what
kind of a change we want to make for a better &tand the first steps towards
achieving the vision. If any of these elementsaigsing organization creates greater
resistance and reduces the power of organizatiesstance to change, and thus the
effect of changes is marginalized. All activitieaghbe seamlessly linked and there
must be a continuous flow of results between thigiaes for the process of imple-
mentation and evolution of organizational changeschieve the desired effects.

4. CONCEPT AND TYPES OF ORGANIZATIONAL PERFORMANCE

Literature lists different definitions of organimatal performance, but it can be
said that the performance improvement is the p@rpbthe transformation of busi-
ness processes. The goal of the promotion of e&epsais to determine its economic
sense, and it is necessary to determine the efffacis thus produced, which is not
possible without performance measurements. Mospenies have no developed
system of performance measurements, although we eftcounter companies that
measure financial performance, sales volume antbmes satisfaction. (Darryl,
2007, p. 3) says that a large number of definitioherganizational performance
are based on financial indicators such as profigmaetc. Lack of access in which
organizational performance is defined solely byaficial performance is in the
guestion: “What we need to do to achieve the degirefit, revenue or margin?”

To paraphrase this question, P. Drucker argugse ‘what your job is, do it
well and the money will comeThe realization of revenue is important to the-suc
cess and survival of the organization in the marketl even non-profit organiza-
tions such as universities or cultural associatidhe development of an organiza-
tion is focused on improving organizational perfamoe; successful organizations
should solve their own problems and achieve kegdailjes. Known are many
ways to measure performance which are used in psemgented organizations.
Here are separated two ways to measuring perforedine first method describes
the measurement of performance on the principfemd-to-end”, from beginning
to the end of the business processes and measiueisgnnections of people, teams
or parts of the organization with the quality oé fimal result.

Performance measures can be defined as parametelgch to express the
efficiency of realization of the chosen strategyc8 the chosen strategy is imple-
mented and all levels of the organization are éeaccording to it therefore the
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performance measures will also be establishedafch endividual level of achieved
performance within the organization -network gq&able, 2006) Therefore, the
division to corporate performance, divisional periance, the performance of
functional units and individual performance is abdad division with regard to the
organizational unit and the goals that the unittwda achieve (Buble, 2005, p.
256). Different performance measurements are choug at different times, have
different complexity and their value is measureditierent times. Some measure-
ments can be performed only after achieving a iceg@al where it is necessary to
take account of the relevance of the results irtigoity. When discussing perfor-
mance measures then we primarily, but not exclisivefer to those criteria re-
lated to corporate performance. Corporate perfoomas the measure of success
of the organization as a whole in relation to tget size. There are a number of
indicators that are considered in the corporatiomn there is no uniform classifica-
tion, therefore, we usually considered indicatarshsas (Buble, 2005, p. 257):

-  ROI - return on investment,
- ROE - return on equity,

- EPS - earnings per share,
- DPS —dividend per share.

All these indicators are among the category of acting indicators, however,
in recent times we are increasingly using new nreasuch as (Buble, 2005, p. 257):

- value added, ROVA, ROVA/ROI,
- MVA, EVA (market value added, economic value added)
— shareholder wealth.

All these indicators are among tperformance measures from the stand-
point of owners- shareholders.

Pressures on managers to take account of the ggiiem of stakeholders
without jeopardizing the interests of shareholdeesmore frequent, so it is neces-
sary to coordinate the general interests of thamregtion with the interests and
values of individual stakeholders in order to foumdhis conglomerate of desires
a way to all human, organizational and intellecteaburces in the service of cre-
ating new value (Sisek & Rezek, 2007).

In addition to the measures that are of intereshéoowners there are also
performance measurements that are used by top exead in order to fulfill its
primary role, ensure growth and development ottmapany as a whole. In achiev-
ing progress of the company, qualitative and qtetinte indicators are of interest
for the management, where part of the indicatoas &lne interesting to the owner
are of particular interest for management becaugethese indicators that will
decide the fate of management. When talking allmusticcess of the organization
then there are a number of interested individuaggaups that fall into the category
“other interested partiesSuch as, customers, suppliers, stakeholders, gaongtts
and other organizations. Each group has its ower@ifor determining the desired
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performance of the organization whereby theser@itere linked to direct or indi-
rect influence of the company's activities on tltierests. It is imperative that top
management establishes a control system whichbeitormed by one or more
measures for each of the stakeholders when it cam#se success of business
organizations. The criteria can be divided intorsiterm and long-term measures
by categories of customers, suppliers, employéesfihancial community, con-
gress, advocates of customers. Organizations wiogeture is designed by the
divisional principle form organizational units withe status of quasi-corporations
whereby within these units they form different feriof immediate responsibility
centers, such as (Buble, 2005, p. 261):

—  cost centers,

- revenue centers,

- profit centers,

- investment centers.

The purpose of the establishment of centers uhéedivisional organization is
the separation of parts of the organization iniormevaluate the performance of each
department and see their real success and coitritiatthe corporation as a whole.

When it comes to measuring the performance of fanat units then it is
referred to parts of the organization that arey@agrout similar or same operations
that are classified as units of production, purttgssales, finance, human re-
sources and so on. When you want to create a sygteraasurement in functional
organizations then the choices of performance meame great, but you should
always choose those performances that the line geasa&an influence. If you are
looking at production, then consider the measuremgethe production effect, the
effect of the employee, cost of processing, mdtatibzation, capacity utilization,
overhaul effect, etc. If we watch procurement measithen we measure turnover,
development of prices, dispersion range of procergmstorage use, etc. If we
watch measures of financial impact, then we measument ratio, quick ratio, the
level of indebtedness, cash flow, level of coverafyforeign capital etc. All these
indicators represent only a landmark in the chofcappropriate functional perfor-
mance measures in the observed organization wsffece to its specificity.

When we approach thmeasuring of individual performance, then the goal
to determine the contribution of the individuatlire performance of assigned tasks
that contributes to the performance of the oveeak of the organization. Since
different tasks are performed in an organizatiba,rhost common division is into
three types of tasks including (Buble, 2005, p.)266

— tasks for processing materials,
— tasks for processing information,
— managerial tasks.

When measuring individual performance the effecaofindividual can be
guantitatively unequivocally determined by detetingnthe norms and standards.
Norms may be temporal and quantitative and starglgtehntitative and qualitative.
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According to (Darryl, 2007, p. ¥rganizational performands an indicator and
accomplishment of visible, specific, measurabléyatle and personally measura-
ble success. According to (Parmenter, 2010, p.)4v&&suring organizational per-
formance is done through indicators, which managerleooses for the purpose
of reporting and performance improvements. The oreasof organizational per-
formance are classified aeiKPerformance Indicators (KPI). Parmenter has four
measures of performance that include Key Resuit#tors, Result Indicators, Per-
formance Indicators, Key Performance Indicators:

- Key Result Indicators (KRI) determine how a taskasried out taking into
account the critical success factors,

— Result Indicators (RI) determine what has been done

- Performance Indicators (PI) determine what to do,

— Key Performance Indicators (KPI) determine whatdse® be done in order
to increase performance.

In practice, key result indicators are often subttd with key performance
indicators. Critical results of success are custosatisfaction, profits before
taxes, employee satisfaction, earnings of end usstign on investment, etc. The
common characteristic of the key result indicaterthat they represent the result
of a series of activities that determine whetherkws performed properly or not,
but do not offer guidelines that do to improve fesWKey results indicators are
observed over a longer period of time, usually omanthly and annual basis,
while key performance indicators are observed daily and weekly basis. Per-
formance indicators and outcome indicators are areasof performance that are
located between the key result indicators and lexfopmance indicators. Perfor-
mance indicators are important for the overall sewf business activities, how-
ever, they do not represent the key prerequisitelsifsiness. Their role is reflected
in connecting teams to organizational strategy, plementing the key perfor-
mance indicators and does not relate to financey Hine displayed on a scorecard
in conjunction with key performance indicators amdividually for every organ-
ization, part or team in that organization. Theynmlude indicators such as the
percentage increase in sales, number of proposaimproving the business re-
ceived from employees in the last 30 days, usemptaints, calls for sales in the
coming period, delay in delivery to key customard the like.

Result Indicators (RI) provide a brief overviewtbg activities, and all the
financial performance measures are also indicatomesults. Week’s sales analysis
is taken as an example of good practice. Resuitamats include profit from core
product lines, current sales in a given time irdéand the objections of key users.

Key Performance Indicators (KPI) represent a seinefsures oriented to
those aspects of organizational performance theatarst critical to current and
future approach to the organization. Their sevaratteristics include non-finan-
cial measures, measures on a daily or weekly HaBi®s act because of them, they
clearly show which actions should be taken by eyg®s, they attribute the re-
sponsibility to the team and have a significantaetpn other success factors, and
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encourage the necessary business actions. Keyriparioe indicators need to be
continuously monitored and, when a synergisticatffeetween managers and em-
ployees is reached then comes to the achievementijectives at all levels. The

successful development and use of key performanttiedtors is determined by the
presence or absence of these four basic thingméaer, 2010, p. 24):

— partnership with employees, unions, suppliers addustomers,

— transfer of power to employees,

— measuring and reporting on what is important,

—  connection of measures of performance with strategugh critical success factors.

Partnership with the aforementioned implies peioepthat organizational
and cultural changes complement, understand amgteach other. In the context
described above, there is a need to transfer ptmnemployees which means that
the employees get to know what the critical suc¢ast®rs are, and that they can
make decisions about situations that could havegative impact on key perfor-
mance indicators, and that they need to consthetiywformed about critical suc-
cess factors and key performance indicators. Masai®uld measure the indica-
tors and report on them in such a way that eacbrrepquires a specific action.
Each report should include a review of certainaaltsuccess factor, making sure
that the content is short, precise and focusedemdoption of certain decisions.

Key success factors are the number of measurespects of organizational
performance that determine the continuing vitadityl good business results of an
organization. There are usually five to sevenaaltsuccess factors within an or-
ganization. The task of the critical success factord performance measures that
are within them are to connect daily activitieshnarganizational strategies. There
are known cases of many organizations that have bsiag key performance in-
dicators for years to unsuccessfully try to malkeddit and to adapt to the market,
but to no avail. The reason lies in the poorly nedrland thought out, and wrongly
selected indicators, all as a result of ignorarfche critical success factors. Alt-
hough most organizations know their success faaimtsmany organizations have
clearly described and properly selected key sudeessrs, which is consequently
linked to not clarifying the factors to their emypdes properly and essential depar-
ture from the strategic objectives. In conclusiaithout a clear definition and
knowledge of critical success factors, performamemagement cannot function.
The benefits that the knowledge of critical sucdessors yields are reflected in
the selection of winning key performance indicat@isnination of measures that
are not based on critical success factors, empsolgrew the priorities and thus
their daily activities are associated with orgati@zal strategy, and the number of
unnecessary reports is reduced. Critical successri&are focused on specific ar-
eas and are precisely defined in contrast to ttaesfic objectives that may be of
a more general content. Critical success fact@slafined as key areas that need
to function in order for the businesses to progresglentifying the critical success
factors used are three basic theories (Skrinjari&ribn, 2013, p. 50):

— contingency theory,
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- dynamic capabilities theory,
- task technology fit theory.

These three basic theories indicate the need fandray between the business
environment and business processes. Organizastriaggy and structure must be
in accordance with its competitive environment. Biyric capabilities can be de-
fined as a set of specific and easily visible pss¢cand there should be harmony
between the tasks of business processes and ITa@@Bach hides a few draw-
backs such as its acceptance at the higher managéavels, and it's lowering of
the level of analytical sensitivity from top to bmn, but also the fact that in iden-
tifying the key factors it does not offer any fuethinstructions on how to create
excellence. Thus, CSFs have a good theoreticad Hasdi they can hardly be sepa-
rated from their research context, nor can theintveediately applied directly in
practice, and this leads to the need of applicaifogood practices.

The main success factors are lists of problemsspects of organizational
performance, which indicate the vitality of the anggation, state of the organi-
zation and success of the organization. Five thtdigy success factors are usu-
ally considered. The program can be any activitgjget, function or law that has
a purpose or represents a set of goals. Perfornmrapesures are tools that help
to understand, manage and improve the activitighebrganization. According
to (Bubleet al.,2010, p. 265) consideration of the effects of gerfance repre-
sents the beginning of the transformation of bussri@ocesses. One of the goals
of improving business processes is to determineetwnomic sense that the
changes will produce, but this is not possible withperformance measurements.
It is indicative that most organizations have stdt developed a system for meas-
uring performance, although many organizations mm@ainancial performance.
Such partial measurements and comparisons with etitogs are not sufficient
to develop the image of a business process, apdriicular to gain access to its
improvement, therefore it is necessary to meadueetkey performances: effi-
ciency, effectiveness and results (Buble, 20050).

Table 1 illustrates different definitions of busegrocesses by authors who deal
with these issues as well as their contributionnihgsiness processes are in question.

5. MODEL OF IMPACT OF CHANGESIN BUSINESS PROCESSES ON
ORGANIZATIONAL PERFORMANCE

The starting point for formulating the model of timepact of changing business
processes on organizational performance is fourtdarresults of previous theo-
retical and empirical research, and organizatioralls of the observed companies.
During the formulation of the model of impact ofatiges in business processes on
organizational performance, the author's reseaeshhased on the idea of linking
indicators of critical success factors of chanddsusiness processes with the per-
formance of business processes that is expresdetebyal and external standards,
which has been proven in a number of researchesidlis empirical studies have
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found differences in the selection of critical segs factors that are associated with
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process performance. Figure 1 shows operationatizsdEl.

Table 1. Basic definitions of organizational performance

Author
Enos

Definition
Organizational performance is an indicator and acg

Contribution:
dpefinition and selection

(2007) plishment of visible, specific, measurable, valuable|afdjuantitative indicators
personally measurable success.
Drucker Development of an organization is focused on imprndwmproving organizational
(2977) ing organizational performance; successful organizgerformance in order to
tions should solve their own problems and achieve |khieve key objectives
objectives. This definition can be considered the begin-
ning of the definition of performance, but it assumeps
that the goals of the organization are clearly defineq.
Parmenter | Organizational performance is marked and classifietkey indicators of organi-
(2010) as key result indicators of success through success zational performance

dicators, performance indicators or key performang
indicators - KPI. The main success factors are lists
problems or aspects of organizational performance
which indicate the vitality of the organization, state
the organization and success of the organization.

e
of

of

Franceschini,

Measuring organizational performance is about the

Observe all that measures

cess. Many take this for granted and don’t care be
they know that there are primitives who will with
a snap of a whip respond to the performance probl

Galetto, process of long-term and continuous monitoring ancf organizational perfor-
& Maisano |reporting on achievements, especially of the pre-dg-mance can relate to
(2002) fined objectives. Measures of organizational perfor

mance can be related to the type and level of the pfo-

cess, direct outputs and the results of these outputs.
Buble According to Buble, consideration of the effects of p@uantifying the economic
(2005) formance represents the beginning of the transfor- | sense of changes

mation of business processes. One of the goals of jm-

proving business processes is to determine the eco-

nomic sense that the changes will produce, but thig is

not possible without performance measurements.
Jeston If business performance is not measured, then you|dte importance of meas
& Nelis not manage your business. To measure performanperiag performance in the
(2008) to know and be able to make a decisions in certain|context of making a good

cumstances. business decision
Davenport | Operations/actions are important, but they are not gBroblematizes perfor-
(2004) ing to happen if all is not aimed at improving the promance issues

rause

eMms.

Source: own study.

In the operationalization of the first constructtoé model, indicators are cho-
sen that can be considered stable and unique Inlmaginess organization. The
other construct of the proposed model represerdgsntkdiating variabléhat
through internal and external measures descrileepdtformance of business pro-
cesses (Baron & Kenny, 1986, p. 1173-1186).
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Internaland external Customer satisfaction
benchmarks of busingss and financizl

Critical success
factar:

Change

Performance of Organizational
management of
b business performance
usiness 00 )
processes

Ornresses

Independent Mediating Dependant
variable variable variable
Figure 1. Theoretical model of the impact of business proeess

on organizational performance
Source: own study.

Mediation helps to find a response how the indepehdariable affects the
dependent one, whereby there are two mechanisnmdlwgnce: direct path X-Y
(changes of business processes, operationalizedgthcritical factors of BPM, in
relation to the performance of the company) andréatl path X — mediating vari-
able (process performance) — Y. Analysis of thér pabdels implies a valuation
method for the coefficients in the structural modéiich was originally proposed
by Wright (MacKinnon, 2008, p. 130). In the conamrtheoretical model only one
mediating variable will be used, which is why inigt necessary to use the method
of structural modeling, but the estimate of codéffits can be done through simple
assessment of partial effects, with the help adirregression equations.

The third construct describes the indicators ohoizational performance rep-
resenting the dependent variable of the proposedemdhe third construct in-
cludes indicators for measuring customer satigiacéind financial performance,
whereby these indicators are under indirect impédbdicators that describe the
performance of business processes, and direct tnypeaflected by indicators that
have been selected as key indicators of succesbuwdiness organization.

Mediating variable of analyzed model representsethodological innova-
tion. In conclusion, the theoretical model of thgact of business processes on
organizational performance consists of three caottrthat are individually de-
fined as dependent, independent and mediatingbtasiawhich are connected to
two indirect connections and one direct connectiath construct is described and
defined by means of selected indicators that aregbdhe empirical analysis sta-
tistically analyzed by individually and mutuallyfidirent statistical methods.

6. OPERATIONALIZATION OF RESEARCH VARIABLES

The indicators for both variables are derived @ldhsis of theoretical considerations
and offered models that are presented by (Beibdd.,2010, p. 235). This paper sets
the independent variable that is defined by indicabf change of business processes,
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which is operationalized on the basis of previowstpirically verified critical suc-
cess factors of business process changes, asdibfif@eston & Nelis, 2006, p. 34-
38). The dependent variable is defined by indicatdrorganizational performance.
Third, the mediating variable consists of indicattirat describe the performance of
business processes by using internally and extgmménted indicators.

Change management
of business processes

Leadership

Business process manager

Integration with the organizational strategy
Process architecture

Structural approach to the implementation of BPM
Influence of the human factor in change management
People and empowerment

Initiate and complete the project activities
Sustainability of performance

Realized value

Level of development of information technologies

S10)0B) SS829NS [e2N1ID

|CSFi | L ||
| Index Offered | | |
statement 1 2 3 4 5
z

Figure 2. Shows the critical success factors that are staideexist in every business or-
ganization. Persistence of statements is meastpdrd Likert scale from 1 to 5
Source: own study.

Leadership may be regarded as an activity thaftesn oot in line with the
strategic guidelines of the CEO and where leadsrd to experiment with the im-
portance of the process in the organization. Lesdujgrin this context means to
have attention, support, funding and time of tteal&gs involved in the BPM pro-
ject. Of course, the representation of each ofethvéi vary with regard to BPM
maturity of the organization and leaders.

Business process manager is considered to be ader®f the team, em-
ployees, stakeholders and all activities. He mosspss certain skills for human
resources management and stakeholders, therefathauve a higher level of
knowledge than its predecessors.

Connection with organizational strategy aims to wealde to the implementa-
tion of organizational strategies and goals. Ifihlgject does not achieve the stated
goal then it is meaningless unless it is tacticplpnned as a short-term solution,
but such solutions can hide great dangers. Thenaaf#onal strategy is a common
work area where all present are focused on the gmals. To achieve long-term
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success BPM must be linked to organizational giyatetherwise this can represent
the main reason for the failure (Trkman, 2010,35%-134).

In terms of process architecture it discussesripoitance of the adoption of
the BPM concept and the existence within an orgaioia in which the BPM can
simultaneously work on multiple projects. Thenahsiders the existence or non-
existence and intensity of synergistic approactotasistency within the organiza-
tion to ensure the maximum benefit. Within the origation there must be a set of
agreed guidelines and instructions for procesdbsywise each part of the organ-
ization could act as an independent, which wouddl leo organizational incon-
sistency. Process architecture is much more themmies of procedural guidelines,
it describes the basic process principles withendlganization and a reference to
any changes in the organization that happen dB&M.

The structural approach to the implementation @ifess process manage-
ment without an agreed structured and systemagicoagph to the implementation
of BPM, which takes into account the organizati®siedtegy and how to carry out
the important aspects of behavior could jeoparthizeproject, increase the chaos
and increase the probability of impacts of assediaisks. Often in practice we
encounter a traditional execution of BPM projeaisiag from traditional man-
agement i.e. the logic of “common sense”. By theetlgpment and progress of
the process, there is an increase in pressure athtogical” steps lose their sys-
temic and structural approach which is neededlatafges of the process. The
influence of the human factor in the managementhainge is characterized by
people who execute / implement processes or impietgehnologies that are
managed by people. People who are in the procesepbshould be viewed as
owners or accomplices in the process activitiesthay are the ones who realize
the implementation of BPM projects. Considering hluenan resources manage-
ment and people change management, the questidmeiher employees will be
specialized in one thing or generally informed aballiactivities. The first ones
quickly react in a particular field of their spddation, while the second ones
provide greater flexibility to the organization@se of the main objectives of pro-
cess-oriented organization. Current studies hage/stihat it is best to have opti-
mized relationship between these two componentsidtiresources management
in the process concept of organization takes 2886 of project time, but in re-
ality, in practice, real time invested into managhuman resources is only 1%
despite the fact that it is often said that pe@ptethe greatest asset of the organi-
zation.

People and the organizational empowernaietérmines process activities that
significantly affect employees. Their roles canyvaignificantly with changes of
tasks and activities. Looking at this dimensiorC&F it is possible to assign roles
to the part of the available human resources ierdit the first time to be truly able
to manage processes entrusted to them. To makegingrthe entrusted processes
effective, this personnel should receive suppadutgh traditional training, but also
directed and thought one on one. People are tnelgteatest treasure of the organ-
ization and implementation of their activities shibwmiot be assessed until the system
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and file structure are not adapted in such a waupport the BPM projects. Only
then can we perform a quality assessment of empdoy@nce the processes, roles
of employees, structure and performance measustgmpe, employees can be
trusted to do their creative work. Initiation araiapletion of project activities — all
BPM initiatives within an organization must be latkto each other and once the
process activity comes to an end it is necessanyaice a review to ensure that the
newly gained knowledge and experience from onespt@an be transferred to an-
other project. We can learn a lot about the lifespiea project, especially where and
how to start, how to justify a particular busineggation and to engage stakehold-
ers. Business situation should not be regardeccaseax for getting finance, but the
main guideline for the implementation of all theus in the project. It is necessary
to ensure such business climate and the sequeraetiaties to ensure that the
knowledge and experience is not “lost” within thiganmization.

Sustainability of performance is determined by preject, which has
a certain life span, while the processes, if theyappropriately managed, will
continue to exist within the business environmesgreafter the termination of
process activities. The task of the project isdeliver” and "forward” the pro-
cesses of the business environment in a way thatderstandable and easy to
treat. The organization should establish a prostssture that will with its
internal capacity support the productivity of thegess.

Earned valués described by processes that are establishedlar to create
value that contributes to organizational stratddne project is completed only when
the targeted value is achieved, and when the vsalfwarded to the business en-
vironment so that business can support businegige$he task of a project man-
ager and project sponsor is reflected in ensuhagkistence of management struc-
tures for monitoring the value arising from thejpob. Also, it is important to pro-
vide as many of the so-called “quick wins” in thegess as possible. They should
be rational and sensitive, and should be evaluatddmplemented, and all stake-
holders need to be familiar with the benefits at#difrom the “short-lived victory.”

The degree of development of information techn@sglescribes the degree
of development of information technologies thateffthe capacity of the process
and determine the level of development and matwiftthe very process of the
organization. IT can have positive and negativea$ on the processes and process
organization. IT is considered an essential factothe process of streamlining
management costs, including time, especially imgiry times.

Figure 3. shows the mediating variable that hekgidnine the existence
of indirect links between the structural elemenitshe theoretical model. The
construct contains particles which measures théopaance of business pro-
cesses by using internal and external benchmarks.

Persistence of statements is measured at pointtlskale from 1 to 5.

By analyzing the performance indicators of busingssesses and grouping
them into two groups, internal standards and eatatandards, we can learn about
the entity's ability and the ability of managemedonstruct performance of busi-
ness processes represent the mediating variabthe pfoposed model.
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Figure 3. Mediating variable construct
Source: own study.

When considering indicators of the dependent viejate focused on meas-
uring customer satisfaction using the model memtibby (Szwarc, 2005, p. 28)
and it is based on three key elements taking iotoant the perception of product
quality, service, the way of managing customer daings and customer satis-
faction in recent points of contact with the compan

Figure 4 shows the model construct containing gagi organizational
performance. The construct contains particles thregasure organizational
performance of customer satisfaction and finanp&fformance. Persistence of
statements is measured at point Likert scale fram5L

Although commonly used are instruments by Servfoah 22 standardized
points to measure user satisfaction, service gquatid loyalty indicators in this
construct the emphasis is on managerial percepitatrwill get answers to the per-
ception of product quality, service, way of mangginstomer complaints and cus-
tomer satisfaction in recent points of contact wlia company. Indicators of finan-
cial performance will include the results of theemall operations of the organiza-
tion, which are available from publicly availablatd on the operations of large
enterprises. Financial performance of the orgaivizatill be analyzed using stand-
ardized indicators in the financial statementshsag liquidity ratios, rates of re-
turn, asset management indicators, indicatorslof m@nagement, profitability and
market indicators.
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Figure 4. Dependent variable construct
Source: own study.

7. CONCLUSIONS

During the effective BPM, the performance indicatahich are consistent with
the process goals are selected so that businessgses help in thinking how to
articulate in a simple way by using measurable Itedhe strategic goals that
organization should achieve. The key to improvingamizational performances
lies in the selection of financial and non-financreasures that should be treated
as mutually complementary values. Instead of chgpgnly one type of
measures (Kihn, 2010, p. 92-468), considers thanitial and non-financial
measures should be observed as complementary valibsugh some authors
(Amaratungaet al, 2001; Skrinjaet al, 2007; 2008; Kumagt al, 2008) proved
positive relationship between process orientationd aon-financial perfor-
mances, different levels and models of BPM showt pracess measures and
models of BPM have greater impact on higher leeélsrocess maturity.

So far, nearly all empirical studies prove the ihésat process-oriented or-
ganizations achieve better non-financial perforreanand then indirectly, better
financial performances too. The practical implioas of previous research gener-
ally confirm that the process-oriented organizachieves an advantage over the
competitive organizations, which confirms bettegasizational performances.
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