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OBHIECTBEHHU KOMYHHUKALIUHU U HHOOPMALITUOHHU HAYKH
PUBLIC COMMUNICATIONS AND INFORMATION SCIENCES

CANDIDATES' EXPECTATIONS OF THE APPLICATION PROCESS
FOR A VACANT POSITION

Sakeela Sathananthan
University of Library Studies and Information Technologies

Abstract: The title of this scientific publication is “Candidates’ expectations of the application
process for a vacant position ”. The aim of the study is to examine candidates' expectations of an
application process. At the same time, previous experiences with application processes were for the
consequences to be illuminated. In addition, the main objective was to obtain data on the expected
aspects of candidates in the context of an application process for a vacant position. This includes
expectations regarding the information provided, communication channels, response times and
manners. In the context of the study, a quantitative research method was chosen to investigate the
above-mentioned aspects. A digital questionnaire was used to survey 100 people online, who
answered a total of 18 questions. The evaluation of the survey made it possible, among other things,
to identify the exact and expected components from the perspective of candidates in the context of
an application process.

Keywords: Candidates, Application Process, Expectations, Vacancy

INTRODUCTION

According to Buckmann, the common application process is characterized by applicants judging
it as a one-dimensional process. This is due to the fact that the impression is often created that the
applicant must present himself or herself to the potential employer in the best possible way (cf.
Aebischer et al. 2017, 36).

However, according to Buckmann, it is of significant importance that the employer also presents
itself to the candidate in the best possible way during the application process in order to guarantee
the highest possible level of cultural fit between the candidate and the employer. In conclusion, it is
inevitable for an employer to convince the candidate's expectations of the application process as
well as possible (cf. Aebischer et al. 2017, 92).

Buckmann explains that candidates expect to receive information about the application process
and the application itself, for example, through the job advertisements or career website. This
includes information on how the candidate can apply, which aspects he or she must take into
account, and how the application process is actually structured. Candidates also expect information
about interview partners to be published as part of the application process so that they can find out
more about these employees for the interview (cf. Aebischer et al. 2017, 148).

According to Kochhan et. al, candidates expect information about the application process and
the application to be presented intuitively and transparently, for example in the form of YouTube
videos or posts on social platforms or on the company's career website. Conveying an authentic and
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realistic picture of the corporate culture, corporate atmosphere, and interviews with employees
through photos or likewise through videos, also meets candidates' expectations of the application
process. This allows them to consolidate the motivation to apply and reflect on the fit with the
company (cf. Kochan et al. 2021, 28).

RESEARCH METHODOLOGY

This research section presents the research method used to conduct the study. Investigating
candidates' expectations of an application process is the goal of this work. In addition, a sample is
used to examine how good previous application processes were, what duration is expected in
feedbacks, and what kind of interaction is expected. Finally, the information, communication
channels, and application opportunities candidates hope to receive during the application process
were also examined.

A quantitative study was conducted by completing an 18-question questionnaire with 100
respondents. Using an online tool, a questionnaire was created and sent to a specific target group.
At least 100 complete surveys were required. The survey participant was not contacted beforehand.
The first question asked about gender, and the responses were male, female, and diverse. Due to the
fact that this study was intended to be representative of both gender groups, males and females were
surveyed in equal proportions of 50% each.

The second question asked about another demographic factor, age. The minimum age of
respondents was 18, as this is the average age to enter the workforce, such as through an
apprenticeship or degree program. The maximum age of the survey participants was 67, which is
the current retirement age.

To ensure comparability, the third question referred to the respondent’s qualification level and
the answer options were based on the German qualification framework. If it was not possible for
the respondent to classify himself in the German qualification framework, he had to classify himself
as “unskilled”.

The fourth question aimed to identify the target groups for this study and to exclude those who
were not relevant to this study. Only individuals who are currently employed in some capacity or
seeking such employment are relevant to this study. The target groups for this study are trainees,
students, student workers, interns, employees, workers on parental leave, the unemployed, and
people seeking employment. If self-employed, freelancers, and retirees were selected for this
question, these participants were disqualified from the survey. This was determined because they
typically have no or no representative connection to the subject of the survey. Since they either do
not have well-founded opinions on the subject, the self-employed and freelancers are usually unable
to make any statements about experiences and expectations of application processes in companies.
This also applies to retired employees, since the study mainly examines people who have a relatively
recent connection to the topic under investigation.

The fifth question relates to the number of work experiences, as this can be compared with the
number of training periods and their quality.

The sixth question deals with the frequency of participation in application procedures. “Never”,
“1 to 2 times”, “3 to 5 times”, and “More than 5 times” are the possible responses. When the answer
options “l to 2 times”, “3 to 5 times” or “More than 5 times” are selected, an implemented skip
logic is activated. This leads to the respondent answering how many application processes they have
already gone through, as well as the average quality of these processes. Due to the branching logic,
the respondent must also answer the expected duration for feedback and the expected way of dealing
with it. At the same time, survey participants are asked about what information, communication
channels, and application opportunities they hope to receive during the application process.

If a survey participant answers “Never” to the question whether they have already participated
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in an application process, they are automatically disqualified due to the stored branching logic, as
they cannot make relevant statements and present data on the topic under investigation.
The following questions and answer options were asked:

Gender
a. Female
b. Male
c. Divers

[EEN

. Age

. What is your highest degree?

. Unskilled

. Education

. Bachelor/ master craftsman/ technician/
. Master/ Business economist/ Diploma
PhD

Do O TN

. What is your current professional situation?
. Trainee/ Student/ Working student/ Intern
. Employed
. Self-employed
. Freelancer
. Retired
Parental leave
. Unemployed/jobseeker

Q =HDdO OO TLY W

. How many years of professional experience do you have?
Until 2 years

. 2to under 3 years

. 3to under 5 years

. 5to under 7 years

. 7 years to under 10 years

10 years and more

D OO0 TN

. How many times have you participated in an application process?
. Never before

. 1 upto 2times

. 3upto 5 times

. More than 5 times

o O T o929 o1

6. How would you rate the average quality of the application processes you have gone through
so far?

a. Bad

b. Mediocre

c. Very good
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7. | expect the application process to present the company and thus the potential employer in
the best possible way.

a. Does not apply

b. Applies

c. Applies very much

8. | expect information on the application process and application to be presented transparently
and intuitively in the advertised vacancy or on the career website.

a. Yes

b. No

9. | expect from the application process that the company presents itself in the best possible
way and treats me as a candidate like a customer.

a. Does not apply

b. Applies

c. Applies very much

10. T expect an acknowledgement of receipt of my application within...
a. Up to 24 hours

b. Up to 48 hours

c. Upto 72 hours

11. | expect an acceptance or rejection regarding my sent application at the latest within...
a. Up to 5 days

b. Up to 10 days

c. Upto 15 days

d. Up to 20 days

12. | expect the following information to be provided for an interview:
Conversation participants

Location of the conversation

Duration of the conversation

Expected questions

Documents, materials, etc. to be brought along

Dress code

Information regarding the coverage of costs that arise

@me oo o

13. An application process must be designed as follows....
Personal

Professional

Fast

Informative

Transparent

At eye level

Honest

Authentic

Se@ o a0 o
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14. What ranking would you make in prioritizing an application opportunity?
a. By e-mail

b. Via an application form

c. By post

d. Via a social media platform such as LinkedIn

15. I expect the following communication channels to be provided as part of the application
process:

a. E-Mail

b. By phone

c. By chat

d. By chat bot

e. Whatsapp

16. | expect companies to implement the following aspects so that I can use them to gather
information and make an impression during the application process.

a. Career page

b. Corporate videos

c. Presence on social media platforms

d. Trial work day

e. Involvement of potential colleagues

17. 1 expect the following aspects to be included in a job advertisement in an appealing,
professional, transparent, informative and realistic manner:
Company presentation
Title
Tasks
Expectations of the profile requested
Benefits
Presentation of the individual steps during the application process
Contact person of the company
Documents to be submitted with information on file format and file size

S@ e oo o

RESULTS

A total of 100 people participated in the survey. 49% of the participants were female and 49%
of the participants were male. 2% of respondents identified themselves as diverse. A total of 49
female respondents, 49 male respondents, and two individuals identifying as diverse participated in
the survey. 43% of respondents were between the ages of 18 and 29, 28% were between the ages of
30 and 44, 25% were between the ages of 45 and 60, and 4% were over the age of 60.

With a share of 38%, the majority of respondents indicated a completed apprenticeship as their
highest degree. A master's degree or diploma ranked second with a share of 26%. Most of the survey
participants had a bachelor's, technician's, specialist or business administration degree. 10% of
respondents were unskilled, and 4% stated that they had a doctorate.

In response to the question “What is your current professional situation?” 71% of survey
participants answered “Employed”. Survey participants reported being on parental leave at a rate of
19%. Two percent of survey participants were retired, while 8% were students. Most respondents,
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32%, reported having more than 10 years of professional experience. 18% of the survey participants
indicated that they had between 7 and 10 years of professional experience. 16% of the participants
had between 3 and 5 years of work experience. Since the percentages are each between 10% and
12%, respondents with up to 2 years of work experience, 2 to less than 3 years, and 5 to less than 7
years are distributed comparatively evenly. Respondents with 7 to 10 years of work experience
receive the lowest proportion of 6%.

Previously, the questions were answered to create groups of people based on demographic data
and to make additional inferences about responses by occupational characteristics and number of
years in the occupation and qualifications. The focus is on the relationships between years worked
and degree and how these characteristics influence expectations of the application process for a job
opening. A total of 100 survey participants stated how often they had already taken part in an
application process. The absolute majority of respondents stated that they had already participated
in an application process one to two times (37%). According to the survey, 34% of respondents had
already participated in an application process three to five times. The remaining 29% of survey
participants indicated that they had already participated in an application process more than five
times.

The 7th question “How would you rate the average quality of the application processes you have
gone through so far?” answered with a rating of 68 points, which is the average rating of all
participants. Since 50 points, corresponds to a rating of “average”, the rating of 68 points shows
that the quality of the application process you have gone through so far is 18 points above average.At
the 8™ point in the survey questionnaire, survey participants were asked to rate the statement “I
expect the application process to present the company and thus the potential employer in the best
possible way.” with a scale between “Does not apply”, which corresponds to zero points, “applies”,
which corresponds to 50 points, and “applies very much”, which corresponds to 100 points. The
evaluation of all participants resulted in an average value of 70 points, which is therefore 20 points
above the “applies” evaluation and 30 points below the “applies very much” evaluation.

91% of participants answered the statement “I expect the information about the application
process and application to be presented transparently and intuitively in the job posting or on the
career website.” with the answer option “Yes”. 9% of the survey participants selected the answer
option “No” and thus represent the minority. The statement “I expect the company to present itself
in the best possible way in the application process and to treat me as an applicant like a customer.”
was to be rated on a scale between “Does not apply”, which corresponds to zero points, “applies”,
which corresponds to 50 points, and “applies very much”, which corresponds to 100 points. The
evaluation of all participants resulted in an average score of 72 points, which is therefore 22 points
above the rating “applies” and 28 points below the rating “applies very much”.

In response to the question “I expect to receive an acknowledgement of receipt for my
application within...”, 48% of respondents, and thus the absolute majority, answered that they expect
to receive an acknowledgement of receipt within 48 hours of sending the application. 29% of the
survey participants chose the answer option in which they stated that they expect an
acknowledgement of receipt within 24 hours of sending the application. The smallest percentage of
respondents, 23%, expect acknowledgement of receipt within 72 hours of sending the application.
When asked within what timeframe they expected a response or rejection to their application after
sending it, 42% of respondents indicated within 5 days. 39% of the survey participants indicated
that they expect a rejection or acceptance of their application within 10 days. Within 15 days, 12%
of respondents expect to hear back about their application. 8%, and thus the minority of respondents,
expect a response or rejection within 20 days of sending their application.

In the 14th question, survey participants were asked about the design of the application process.
In first place, 66% of respondents stated that they expect the application process to be professional.

10
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An informative application process is expected by 58% and an honest application process by 51%
of the survey participants. This is followed by transparency with 37%, individuality with 35% and
authenticity with 29% as design components in the application process. Speed is again expected by
27% of respondents. 19% of the survey participants stated that they expect eye level in the design
of the application process.

The 15" question asked survey respondents about prioritizing application options. 44% of
respondents indicated that they prioritize the application form via an application form and thus this
type of application form was selected in first place. In second place, 37% of the respondents chose
the application form via e-mail. 13% of the survey participants chose the application form via mail.
The application option via social media platforms such as LinkedIn was chosen by 6% of
respondents. When asked what communication channels are expected during the application
process, 77% of respondents indicated email. 73% of the survey participants stated that they expect
a telephone communication channel during the application process. A communication option during
the application process via chat is expected by 25% and via Whatsapp by 10% of respondents. A
chat bot as an option for communication was indicated by 9% of the survey participants.

The 17" question asked survey respondents about their expectations regarding the sources of
information available that they would use to research regarding the company and application
process. 64% of respondents expect a careers page, 42% expect a presence on a social media
platform, and 36% of survey participants expect a company video to gather information and form
an impression during the application process. For this, 27% expect a trial working day and 21% of
the respondents expect an involvement of potential colleagues as elements to be implemented during
the application process to gather information and to get an impression.The last question asked
survey participants about the components and information they expect to see in a job ad. Information
about the job duties was chosen as an answer option by 58% of the participants. A company
introduction was indicated by 46% of the survey participants as an expected component of the job
advertisement. Information on benefits was expected by 44% of survey participants. Information on
the qualification profile being sought and information on the application process were both expected
by 40% of respondents. 37% expect a contact person to be listed for the application process and
36% would like to know which documents have to be submitted and in what form. Information
about the title of the position is expected by 22% of respondents.

CONCLUSIONS/DISCUSSION

Now follows the presentation of the conclusions drawn on the basis of the research conducted.
All corporate goals are derived from the main objective of maximizing profits. Accordingly, the
employees of a company are one of the most important pillars to achieve this main goal. Due to this,
it should be an important concern of companies to design a qualitative and high-quality application
process for applicants, so that they are convinced of the company and of a job in it. This means that
companies should design the application process according to the expectations of the applicants.
The conducted survey makes it possible to analyze in detail the expectations of applicants regarding
an application process for a vacancy. The analysis makes it possible to derive measures of action
for companies so that they can design the application process according to the expectations of
applicants. Companies can thus compete for quality employees and counteract potential risks such
as loss of turnover, loss of profit and loss of efficiency by attracting the correct number of employees
in the required quality at the required time at the required location through a qualitative and high-
quality application process. The survey carried out shows that the quality of the application
processes completed to date was 18 points above average. This allows the conclusion to be drawn
that there is potential for improvement in the application process from the point of view of
applicants.
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On the basis of the study, it is also possible to derive the action measure that companies must
present themselves as potential employers in the best possible way as part of an application process.
The conclusion that can be drawn from this is that applicants no longer see themselves as being
entirely responsible. They expect companies to also make an effort to leave the best possible
impression on the applicant so that he or she decides in favor of the company. This is emphasized
once again by the results of the study, since applicants expect not only the best possible presentation
of the company, but also treatment of themselves that is equivalent to that of a customer.

Another conclusion that can be drawn on the basis of the survey is the expectations of applicants
with regard to information. According to this, applicants expect to find information about the
application process and the application either in the job advertisement itself or on the company's
career page. In conclusion, companies should ensure that they implement a career page where all
necessary information for applicants can be found. If companies do not provide the information by
way of a career page, they should at least publish the information transparently in the job
advertisement itself so that applicants can actively engage with the application process and
consciously prepare and decide for it.

Another recommendation for action derived on the basis of the survey relates to the expected
duration until receipt of an acknowledgement of receipt after sending an application. As a result,
applicants expect to receive confirmation of receipt within 48 hours of sending their application at
the latest. Accordingly, companies should structure their applicant management process in such a
way that a confirmation of receipt is sent to the applicant within 48 hours at the latest. The most
effective way to do this is through digital applicant management, whereby an automatic
confirmation of receipt is sent as soon as an application is submitted. This virtually eliminates the
risk of errors and delays in sending confirmation of receipt, which also applies to manual effort.

Companies should design their application process so that they can communicate an acceptance
or rejection to the applicant within 5 to 10 days of receiving the application. This is based on the
results where this is expected by 42% of respondents. A relative acceptance is experienced by a
period of more than 10 days after sending the application, as it was chosen by 39% of the
respondents. A period between 15 and 20 days, on the other hand, is only accepted by a minority of
8% to 12%. Thus, companies should avoid using a period longer than 10 days for the feedback on
applications.

A frequent component of the application process is an interview. On the basis of the survey
conducted, conclusions have been drawn that applicants expect certain information when an
interview is imminent. According to the survey, most applicants expect information about whether
and which documents or materials they need to bring with them. In addition, applicants want to
receive information about the interview participants and the location where the interview will take
place. Applicants would also like to be informed about the duration of the interview and the expected
dress code. Applicants would also like to receive information about which questions will be
discussed during the interview and whether and which costs incurred during the interview will be
covered. The derived conclusion is therefore that companies should include the aforementioned
aspects when inviting applicants to the interview so that candidates feel fully informed and can
prepare and behave accordingly.

The results of the study also showed that applicants have certain expectations regarding the
design of the application process by companies as potential employers. It was thus deduced that
companies should design the application process to be professional, informative, honest, transparent
and individual in order to meet the expectations of applicants. Accordingly, companies should
maintain a professional tone with their applicants. In addition, companies should ensure a high level
of information both in the job advertisement and throughout the entire communication. Honesty is
also a high priority. Applicants expect an honest application process in which they can trust the
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information and agreements discussed. As a result, when communicating with applicants,
companies should ensure that they only share accurate information with applicants and, most
importantly, do so transparently, as transparent communication is also expected. Thus, information
should be shared with applicants as directly and proactively as possible and not only upon request.
This additionally creates trust and appears authentic, which gives the company credibility during
the application process. If companies design the application process according to the values
described, they can meet the expectations of applicants and increase the willingness to make a
decision so that they choose the company as an employer.

With regard to the application process, the survey revealed that candidates prioritize applying
via an application form. The recommended action is for companies to digitize their application
process so that they can embed an application form in their job advertisements which candidates
can use to apply directly. Alternatively, companies should provide a parallel application option via
email, as this is also prioritized by candidates. The two application options mentioned must be
implemented in such a way that they meet the aforementioned expectations regarding confirmation
of receipt and feedback on the application.

For applicants, communication is an important part of the application process. Candidates
assume that they have various communication channels at their disposal that they can use as needed.
This may be the case, for example, if potential applicants have questions about advertised vacancies,
about the status of their application, or to receive feedback in the event of rejection. The survey
showed that applicants expect a communication channel via e-mail as a matter of priority. This
should be recognized, especially in view of the progress of digitization, and implemented
accordingly by companies.

Based on the study, it was also concluded that companies should guarantee availability by
telephone so that candidates' expectations of the application process are met. For this purpose, it is
necessary to include information such as the contact person and the corresponding telephone number
in the job advertisement. The telephone communication channel and via e-mail should be the
standard communication channels of companies that they should implement and provide
professionally as part of the application process for candidates. When providing these
communication channels, companies should take into account the previously established parameters
regarding the duration of feedback.

The establishment of a career page is also a recommended course of action derived from the
study in order to meet candidates' expectations of the application process. This should be optimized
for display and maintained with the important information on the application process, job
advertisements and contacts. In addition to the careers page, which is prioritized, companies should
have profiles on the most common online business networks such as LinkedIn. Here, companies
should also ensure that profiles are maintained with up-to-date posts and job ads. Both the career
page and profiles on business networks can be additionally enriched with a company video, which
is also expected by candidates as part of the application process, in order to gain a deeper impression
of the company and to check the fit with it.

Applicants also have expectations when it comes to the design of job advertisements. The
survey conducted revealed that applicants expect the following information as content in a job
advertisement:

e Information about the tasks

¢ Presentation of the company

e Information about the benefits

¢ Information on the qualification profile sought

¢ Information on the application process

¢ Information on the contact person within the application process
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e Information on the documents to be submitted

e Information on the title of the position

The recommended action for companies is to establish the previously listed aspects in their job
advertisements in a content-correct, transparent, factual, professional, and comprehensible manner.
In this way, companies can ensure that they meet the expectations of candidates and thus receive
more applications.
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DELIGHT - CURRENT STATE AND FUTURE NEEDS
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Abstract: Being surrounded by an always faster changing environment, organizations are facing
the continuous need for change. Shifting customer expectations, combined with better information
and an easy online comparison of products, prices and services require an increasing customer
centricity. The concept of customer delight has emerged to offer assistance for this need. The
decision-making power should be returned to the customer facing point, while managers have to
re-think their behavior and role as a leader. For its implementation related trainings offers for the
management, but also for the rest of the employees, are needed. Reviewing the current offer for
professional learning there seems to be a lack of target-oriented learning opportunities.
Keywords: Customer delight, professional learning, leadership, change management,
Servicereise©

INTRODUCTION

Coming from local or national markets where regional companies were taking care of their
respective business and their customer’s needs, we were moving to a, depending on the products
and services required, global market. Multinational companies and the nearly unlimited online
offers changed the rules within many parts of the business. In the year 2000 Deming asked the
question: “Who will survive?“ And he replied: “Companies that adopt constancy of purpose for
quality, productivity, and service, and go about it with intelligence and perseverance, have a chance
to survive®“ (Deming 2000a, 155). To embrace the change and the ability to adopt to new
requirements always was and still is one success factor for the long-term survival of a company. “In
addition to speed of change, there has also been a marked increase in the complexity of the
environment” (Ansoff 1979, 33). Ansoff’s statement from 1979 has rarely been more accurate than
today, while describing the coming challenges in the future where competition is expected to
continuously grow. “In a market with fierce competition, and rapid changes of customer-orientation,
only the effective delivery of service quality can enhance corporate profit and competitiveness”
(Zhu et al. 2010, 105). This is leading to the main topic of this paper: The changing customer
expectations and the need for adequate professional learning, especially for managers, to get to a
newly to be defined customer centricity. “Recent changes in the international operating environment
have forced companies to optimize efficiency, responsiveness and learning simultaneously in their
worldwide operations” (Bartlett and Ghoshal 2003, 273). While customer satisfaction developed to
a basic requirement the next level of evolution is the concept of customer delight. As competition
is growing, changes are becoming faster, meanwhile customers are getting more demanding.
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The successful company of the future has to offer more than just fulfilling the expected needs
of the customer. Particularly in customer facing situations, “the direct interaction between
employees at the interface to the market and their customers emerges as a central element of success.
If, in the past, these relationships were classically sales-driven, they are becoming more and more
customer-driven due to fundamental changes in customer behavior” (Maas and Graf 2004, 330).
Or, as stated Oliver stated already in the year 1986: “It will not suffice to have customers that are
merely satisfied” (Deming 1986, 141). This extended concept of delight is going to change the way
leaders are managing and measuring their teams, as “in the future leadership will be forced to meet
the challenge of orienting itself to customer needs and asking the question as to how it can create
value for customers” (Maas and Graf 2004, 342). The baseline of expectations is expected to rise
constantly, while the level of understanding for negative deviations will decrease. Even if this is a
new concept, the findings from Kahneman and Tversky, published in 1981, applies here: “The
reference outcome is usually a state to which one has adapted; it is sometimes set by social norms
and expectations; it sometimes corresponds to a level of aspiration, which may or may not be
realistic* (Kahneman and Tversky 1981, 456).

All this has to be managed in an environment where the exchange of experiences between
various industries will become more and more important to get to a new perspective. “The
benchmarking of best practices from one industry to another industry is becoming more appealing
due to constant demands and changes being placed on organizations” (Guindon-Nasir 2010, 1). In
short, managers have to adapt their style of leadership and to further develop their skills by
professional learning. As they are not only facing new content-related challenges but also new
employee related ones, those have to be motivated to embrace the required change. “One of the
greatest challenges associated with employee engagement is that there presently is no silver bullet
solution for creating an engaging environment. What may increase one employee's engagement may
have the opposite effect on another employee. The good news is that employee engagement can be
influenced by leaders, managers, and other employees in the organization” (Guindon-Nasir 2010,
11). Managers have to secure to be prepared for the new challenges and then, in a second step, to
fulfill their leadership duties. Where its highest priority means the management of change.

These are situations in which learning will become essential for survival and further
development (Probst 1995, 164). Based on these the current professional learning opportunities for
managers, which are linked to customer delight, will be reviewed. The requirements for those
learning opportunities will be elaborated and a current state will be shown. Additionally, future
needs will be formulated.

RESEARCH METHODOLOGY

This publication is primarily based on a literature review. The target is to understand the current
state and the future needs of the professional learning for managers to enable them to introduce the
concept of customer delight. To get a deeper understanding, a comprehensive analysis of the existing
publications will be carried out. This will include relevant published research papers which also
extend to journals, online available content, and the offers of professional learning. In addition, a
survey among trainers will be conducted to understand what kind of trainings they currently offer
in relation to customer delight. Here one focus area will be the identification of target-oriented
management training approaches to support this concept and its demands towards the responsible
leaders. This research of current professional trainings for managers will be based on offers of the
German association for trainers BDVT e.V. (association for training, consulting, and coaching). As
there is a multitude of training programs available in the market, this selection should guarantee a
minimum level of quality in regards of the trainers and their offered training programs.
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RESULTS

“Customer delight is the reaction of customers when they receive a service or product that not
only satisfies, but provides unexpected value or unanticipated satisfaction” (Chandler 1989, 30).
The results of the study are preceded by an insight into the concept of customer delight. Within a
survey in the year 2018 Burghard and Dolle asked 100 customers (multiple choices were possible)
what kind of offer would delight them. Out of these 98% of the customers voted for soft service
factors like asking for their wishes, listening to what they are asking for, realization of agreed tasks
and showing empathy. Only 2% of the responding participants preferred monetary benefits like
gifts, vouchers, discounts, or rewards (Burghard and Dolle 2018, 2). This is again confirming the
findings of Arnold et al., that “favorable encounters resulted when employees provided extra
information, anticipated the customer’s needs, showed interest in a customer or were especially
attentive to a customer” (Arnold et al. 2004, 1137-1139). Based on this, to achieve delight there
needs to be something beyond the product quality, product performance, or price — it is the
interpersonal connection between humans directly linked to the behavior of even everyone working
in the company. However, it is worth noting that “customers who are treated poorly are more likely
to blame the retailer, more vividly remember the bad experience, be energized to take action and
tell others, and be motivated to alter their own patronage behavior” (Arnold et al. 2004, 1142). This
implies the importance of guaranteeing a positive customer experience and the special responsibility
of the management to set up delight-oriented processes and to create the prerequisites for enabled
employees. Gouthier stated in 2013, that the responsibility for achieving customer delight and in
particular its realization cannot only be attributed to a single position in the company, but is the
responsibility of all managers and employees in the company (Gouthier 2013, 62). Which is
reinforced by a survey among customer managers which pointed out that emotional customer loyalty
is the most important target within the management of customer delight (buw
Unternehmensgruppe/Center of Service Excellence CSE 2013). Ali et al. are considering delightful
experiences as vital for the determination of customer loyalty. (Ali et al. 2018, 2).

Whenever customers are involved, their rating mostly expressed in sales, repurchase rate or
retention rate, is vital to the survival of the company. The confirmation or disconfirmation of the
services or products received determines the level of success. “Note that one's expectations will be
negatively disconfirmed if the product performs more poorly than expected, confirmed if the
product performs as expected, and positively disconfirmed if performance is better than anticipated”
(Oliver 1977, 480).

An important and supporting aspect within the concept of delight are emotions. “Research on
emotions in social psychology describes delight as a secondary-level emotion, which is
characterized by a combination of lower level emotions” (Arnold et al. 2004, 1134). Finn mentioned
one year later, that “customer delight is conceptualized as an emotional response, which results from
surprising and positive levels of performance” (Finn 2005, 104). BOsener stated in 2015, that
customer delight is seen in most of the research published, as a mix out of surprise, joy, and
excitement (Bosener 2015, 36). Or can also be described as an intense positive customer emotion
(Bosener 2015, 28).

In summary can be mentioned, that the concept of customer delight is seen as going further than
customer satisfaction. Especially the implementation within an organization has to be based on a
holistic approach for further organizational development. To fully understand the concept of
customer delight additional research needs to be carried out. For the moment, “customer delight has
not received the same level of empirical study as customer satisfaction” (Meyer et al. 2017, 67). As
the practical implementation in companies is growing and they achieve positive results with it, the
importance of this concept will increase. This will result in further research.
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PROFESSIONAL LEARNING

Organizations themselves are not able to learn. Their development is based on the learning of
their employees and their use of the newly acquired knowledge. Only the constant application in
practice will create new, and repeatable behaviors that delight customers. “Organizations learn only
through individuals who learn. Individual learning does not guarantee organizational learning. But
without it no organizational learning occurs” (Senge 2006, 129). As mentioned here the achievement
of delight is based on human relationships, so the customer-facing employee needs to be trained to
create an unexpected experience for the customer. Companies and their managers cannot afford to
expect that this happens by chance, they constantly have to train their employees. In a survey in the
year 2011 Barnes et al. got to the result, that the quality of the customer-employee interaction is key
for feeling and perception of the customer. “This is significant for service providers because it
reinforces the importance of selecting and training the best employees™ (Barnes et al. 2011, 371).
Or, in other words, “in a highly competitive and turbulent environment, continuous learning and
innovation are essential for the survival and prosperity of an organization” (Yukl 2006, 457).

In consideration of the above, ongoing, target-oriented training has got a key role here and there
needs to be the focus from management side. The German institute for standardization anchored
continuous employee training and education with its standard of achieving customer delight through
service excellence. (Deutsches Institut fir Normung e. V. DIN SPEC 77224 (2011), 19). While
learning is constantly ongoing and has no end date “organizations and their leaders will have to
become perpetual learners” (Schein 2004, 393). Based on the current state of research, this also
includes employees and can therefore be expanded accordingly. The result of ongoing professional
learning are well trained and prepared employees. Here it is important to note that not only
customer-facing employees have to be trained. To ensure that everyone within the organization is
enabled to understand the concept of customer delight and the necessities related to it, a large
proportion of employees need to be trained. On one hand they have to develop a deep understanding
regarding the new customer-centricity, and, on the other hand they have to internalize their new role
and the probably adjusted company’s processes and targets. “Employees need to understand
intimate information about the company’s offering as well as the customer base” (Barnes et al. 2014,
387). Or, as described by Barnes et al.: “Giving employees the flexibility and power to delight
consumers capitalizes on opportunities to exceed expectations” (Barnes et al. 2014, 387). Without
the required freedom employees will not be able to succeed, so their empowerment is key to securing
future achievements and a constant rise of customer retention, which, in the end, is equivalent to
financial success.

In this context, it is the responsibility of management to “train, reward and motivate employees
in @ manner that is adequate to satisfy them” (Ali et al. 2018, 9). Referring to Haasler, education has
the effect of building human capital, which increases the productivity of workers (Haasler 2018,
539). In regards of all types of training and professional learning it is important to consider, that
change will not occur from one day to another. The implementation of a concept like customer
delight is based on ongoing regular trainings to constantly support the learning process of everyone
involved. The results will be visible afterwards, while they will grow as time progresses. Deming
described the effects of learning as delayed (Deming 2000b, 63). To support the change managers,
have first to understand and embrace the new concept, while being open for the realignment of their
duties and the company’s targets. Only once they are convinced, they will become to successfully
accompany their employees. During the transition period they need to act as trainer and mentor,
while staying consistent regarding demands on their team. Partially perceived deviations between
theory and practice were described by Yukl. As he stated that “many leaders fail to explain job
responsibilities, scope of authority, performance standards that must be attained, and the relative
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priority of different aspects of performance. Sometimes the message is inconsistent, such as when
the leader says something is important but acts as if it is not. Sometimes the leader asks for
something that is inconsistent with the needs of the client or customer” (Yukl 2006, 137). Therefore,
employees in general and managers in particular must learn.

A review of relevant reports in Germany shows that professional learning is embedded in the
professional environment. The statistic of the German Federal Statistical Office is supporting this
and mentions that already 77% of the German companies used professional training to qualify their
employees in the year 2015 (Statistisches Bundesamt 2017, 1). In this context, the wishes of the
employees are worth mentioning. It is important to ensure that the company targets and the desires
of their people are corresponding. To get further insights here Michael Page asked 846 employees
about their professional resolutions for the year 2021. The employees' first-place goal was to take
the next career step (60%), second a clear communication and transparency from their employer
(56%), and third with 38% is to learn new skills (Michael Page 2021). It becomes visible, that they
would like to take more responsibility for their actions, which should be supported by relevant
information and target-oriented learning. Stating that the companies are willing to further develop
their employees and that those are willing to learn it is key to ensure that the right content is available
to be learned.

Because of the novelty of the customer delight concept, it is important to ensure that the
necessary training concepts are offered. This implies that the trainers who are offering this are
already familiar with the specific needs of it and the associated priorities. The range of training
courses on offer is unmanageable and the review of a focus group is needed. Therefore, in the year
2019 members of the BDVT e.V., the oldest association for training, coaching, and consulting in
Germany, were selected. In total 45 trainers answered the questions regarding their offers related to
customer delight and management training. Management trainings were offered by most of the
participants (91%), while concerning customer delight the ratio of offered opportunities dropped to
27%, which led to the question for combined training offers including customer delight and
managers. Here only 13% were able to give a positive answer. So, even if companies and managers
are willing to further develop their level of knowledge, it seems to be critical to get to the right
learning program. This leads to the challenge to select the appropriate trainer before the internal
change management can take place. As part of the current research, one training option to overcome
the current lack of programs stood out. The name of this tool is Servicereise© (service journey) and
it was awarded with the European Training Award of the BDVT e.V. in the year 2022. It was
designed to create the awareness for customer delight, while a uniform understanding of it is still
missing (Herzig 2023, 84). By using this tool, the focus of the participants will be directed towards
their specific needs within their professional environment. Throughout this process a target-oriented
learning experience can be built.

CONCLUSION

Referring to the question posed by this study, it remains to be stated that customer delight is a
relatively new concept which has not been fully examined yet. At the moment there is even no
agreed definition in place. Currently the majority of researchers describe customer delight as an
independent concept. It has the origin in the customer satisfaction approach but goes far beyond
that, while also incorporating additional soft factors. As those are more difficult to measure,
managers are facing new tasks and challenges within their leadership work. To cope with those
requirements a supporting learning environment has to be set. Within this, managers and employees
need to get the freedom to try, to make mistakes and to learn. Leadership positions must assume a
pioneering role in the context of change. To do this, they must learn themselves, set a good example
and guide their team accordingly. At this point professional training needs to provide supportive
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offers. Looking back on the survey made, there seems to be a lack of learning opportunities to
support the integration of the customer delight concept into practice. For organizational
implementation, this represents an additional obstacle that must be overcome.

This can be used as starting point for future researchers. Requirements for advanced training
measures should be examined and developed. Also, it has to be defined who has to provide this kind
of offers. There is, for example, the question if organizations should develop their individual
programs or if independent trainers should develop more generic programs which can be customized
if required. Once various training offers are available it has to be defined which kind of employees
should be trained. In a first step this has to be examined and defined from a scientific point of view.
Based on these results recommendations should be developed for the roll out within organizations.
Including the target audience for customer delight related trainings and the type of implementation.
Especially within profit-oriented organizations the corresponding options for measuring success
have to be defined and established.
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INPO®PECUOHAJIHO OBYYEHUE 3A MEHU/I’K'bPHU 3A IIOAKPEITIA
HA YJOBJIETBOPEHUETO HA KVIMEHTUTE - TEKYIIIO
CbCTOAHUE U BBJAEIIN HY KU

Pe3tome: 3aobukonenu om eunazu no-0vp30 NPOMeHAWA ce cpedd, op2anuzayuume ca U3NPaseHu
npeo HenpeKvcHama HyxHcoa om npomsana. llpomenswume ce 04aKeauus Ha KiueHmume, Cb4emaHu
¢ no-000pa ungopmayusi u 1eCHO OHIAUH CPABHEHUe HA NPOOVKMU, YeHU U YCIYeU, UBUCKBAMm
Hapacmeawa HacoyeHocm KoM kiuenma. Konyenyusma 3a yooeremeopeHuemo Ha KiueHma ce
nos6:a6a, 3a 0a npeododcu NoOKpena 3a masu Hyxcoa. Cuirama 3a 83emane Ha peuieHus mpsoea oa
ce bpHe KbM KIUeHmd, 00KAmo MeHUOICvpume mpsaoea 0a npeocmMuciam nogeoeHuemo u poisma
cu Ha uodepu. 3a npunazaHemo My ca HeoOXoOUMU NPeOdloNHCeHUs 3d C8bp3aHuU 00yYeHUs Ha
PBKOBOOCMEOmMO, HO U 3a ocmanaiume ciuyxcumenu. Ilpu npeened na mexywama ogepma 3a
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obyueHue.
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EMPLOYEES’ EXPECTATIONS OF THEIR MANAGER AT THE WORKPLACE
AND THEIR INFLUENCE ON THE EMPLOYEE RETENTION

Sakeela Sathananthan
University of Library Studies and Information Technologies

Abstract: Employees' expectations of their managers at the workplace and their influence on
employee retention is the title of this scientific publication. The purpose of the study is to investigate
employees' expectations of a manager at work and the impact of these expectations when it comes
to employee retention. At the same time, it is important to examine previous experiences with
managers. In addition, the main purpose was to analyze the skills and personality traits expected
by employees in managers at the workplace. This includes expectations regarding the joint
determination of goals, their positive effects when goals are achieved, and the influence and impact
of a manager on employee well-being at the workplace. The study used a quantitative research
method to investigate the above aspects. Through the use of a digital questionnaire, 100 people
were surveyed, answering a total of 15 questions. The analysis of the study allowed, among other
results, to determine the exact and expected skills and character traits of employees in relation to
the manager.

Keywords: Employees, Manager, Expectations, Workplace

INTRODUCTION

Furtner (cf. Furtner 2017, 15) states that employees expect their manager at work to set goals
and expectations together with them in discussions that the employee should achieve. Here, he
expects from his manager that above all that these goals are defined as precisely as possible in terms
of content and time periods. At the same time, Furtner emphasizes that employees expect from their
manager that there are positive effects for themselves if target- and performance-related
expectations are met. This can take the form of personal compensation through praise or
opportunities for further development, for example. On the other hand, compensation can also take
place on a material level, for example through bonus payments or salary increases.

Furtner goes on to say that the manager needs to include possible compensations when the
discussed goals are achieved or when the expectations are met as components of the employee
appraisal. This ensures mutual transparency, plannability and leads to an increase in employee
motivation.

This expectancy is supported by Vroom's expectancy theory. Expectancy theory is based on the
three pillars of valence, instrumentality, and expectancy. Valence represents the importance of a
goal for which it is worthwhile to increase performance. Instrumentality represents the utility of
what the outcome will end up being. Expectancy represents the contingency with which the
fulfillment of the goals will lead to the discussed outcome.

According to Laufer, employees' expectations towards their manager are firstly on an emotional
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level. They expect their manager to perceive and recognize their performance. In addition, they
expect their individuality to be recognized and appreciated. Furthermore, they would like to receive
support at work if this is necessary and they expect consideration for private problems if these should
arise (cf. Laufer 2018, 31).

Lorenz and Rohrschneider (cf. Lorenz 2022, 287) state that employees expect their manager to
identify poor performance and not continuously accept it. They want to receive feedback in a
personal meeting where they are given feedback and at the same time it must be shown how the
employee can improve. This is because employees want to develop in a positive way.

RESEARCH METHODOLOGY

This scientific section describes how the research was conducted. The aim of this work is to
examine employees' expectations of their managers in the workplace. In addition, a sample is used
to examine how satisfied the respondents were with their previous managers, what aspects are
important to them in managing employees, and what characteristics they expect from their manager.
Finally, the study examined how manager can influence employees' well-being at work.

In a quantitative study, a questionnaire with 15 questions and 100 respondents was completed.
A questionnaire was created using an online tool and sent to a specific target group. At least 100
complete surveys were required. Previously, the survey participant was not contacted. The first
question asked about gender, with male, female, and diverse as response options. Due to the fact
that this study was intended to be representative of both gender groups, equal numbers of males and
females were asked.

The second question also asked about age. The minimum age of the respondents was 18 years
old, which is the average age to enter the workforce, such as through an apprenticeship or a degree
program. Survey respondents had the maximum age of 67, which is the current retirement age.

The third question aimed to consider the respondent's qualification level and the answer options
were based on the German qualification framework. If it is not possible for the respondent to classify
themselves within the German qualification framework, they were classified as “unskilled.”

The fourth question aimed to determine the target group for this study and to exclude individuals
who were not relevant to this study. Only individuals who are currently employed in some capacity
or seeking employment are relevant to this study. The target group for this study is trainees, students,
working students, interns, employees, workers on parental leave, unemployed persons, and persons
seeking employment. If self-employed, freelancers and retirees were selected in this question, they
were excluded from the survey. This was determined because they are generally not representative
or otherwise related to the subject of the survey. The self-employed and freelancers are generally
unable to make statements about experiences and expectations of managers in the workplace due to
a lack of informed opinions on this topic. This also applies to retirees, since the study mainly
examines people who have a comparatively current connection to the subject.

The fifth question relates to work experience, as it can be compared with the number of training
periods and their quality

The following precise questions and possible answers were asked:

1. Gender

a. Female

b. Male

c. Divers

2. Age
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8.
to me.
a.
b.
C.

9.
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. What is your highest degree?

. Unskilled

. Education

. Bachelor/ master craftsman/ technician/
. Master/ Business economist/ Diploma

PhD

. What is your current professional situation?
. Trainee/ Student/ Working student/ Intern

. Employed

. Self-employed

. Freelancer

. Retired

Parental leave

. Unemployed/jobseeker

. How many years of professional experience do you have?
. Until 2 years

. 2 to under 3 years

. 3to under 5 years

. 5 to under 7 years

. 7 years to under 10 years

10 years and more

. How satisfied have you been with your managers at work so far?
. Not at all
. Average

Very much

. Setting goals and expectations together with my manager is important to me.
. Does not apply

. Applies

. Applies very much

Positive outcomes in the fulfillment of set target and performance agreements are important
Does not apply

Applies

Applies very much

Which positive outcomes do you expect if set target and performance agreements are

fulfilled?

a.
b.
C.
d.

Compliments

Opportunities for further professional development
Bonuses

Salary increases
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10. Do you expect that the positive outcomes must be predetermined?
a. Yes
b. No

11. With regard to which aspects do you have expectations of your manager?
. Communication
. Employee development
. Frequency of communication
. Availability of manager
. Feedback
Joint formulation of goals
. Manager's knowledge of working conditions
. Situational leadership style

>SQ DO O O T o

12. What do you expect from your manager?
a. Less control and guidelines

b. More trust

c. Room for initiative

d. Opportunity to take initiative

e. Empathy

13. Which characteristics or skills should your manager have?

. Motivation

. Conscientiousness

. Self-reliance

. Awareness of problems

. Ability to analyze
Problem-solving ability

. Creativity

. Ability to work in a team

i. Communication skills

J. Flexibility

>oIQ DO O O T o

14. How much of an impact does your manager have on your sense of well-being at work?
a. Not at all

b. Average

c. Very much

15. Have you already left a company because you were not satisfied with your manager?
a.Yes
b. No

RESULTS
A total of 114 people took part in the survey. 57% of the participants were female, while 41%
were male. Two percent of the survey participants identified themselves as diverse. A total of 66
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females and 47 males participated in the survey, along with two diverse individuals. 49% of the
respondents were between the ages of 18 and 29, 30% were between the ages of 30 and 44, 16%
were between the ages of 45 and 60, and 5% were older than 60.

A bachelor's, technician's, specialist or business administration degree was cited as the highest
degree by 36% of respondents. A master's or diploma degree was second at 26%. 24% of the survey
participants had completed an apprenticeship. 5% of participants each had none of the above degrees
or a doctorate. 2% of respondents had no education.

80% of survey participants answered “Employed” to the question “What is your current job
situation?”” 9% of participants indicated that they are currently seeking employment. At 5%, survey
participants stated they were on parental leave. Four percent of survey participants answered the
question with the status of student, working student, intern or trainee.

53% of the respondents stated that they have more than 10 years of professional experience.
13% of the survey participants had between 5 and 7 years of professional experience. 12% of
respondents had between 3 and 5 years of work experience. Survey participants with up to two years
of work experience accounted for 8%. 7% of participants had two to three years of work experience.
The lowest percentage is 5% for respondents with 7 to 10 years of work experience.

Previously, the questions were answered to form groups of people based on demographic data
and to draw additional conclusions about the responses by occupational characteristics, number of
years in the profession, and qualifications.

For the 6th question, survey participants were asked the following question, “How satisfied have
you been with your managers at work so far?” A rating between “not at all”, “average” to “very”
was possible. “Average” corresponded to a score of 50. The average response to this question was
66 points, 16 points above the average and 34 points below the “very” rating.

At the seventh point of the survey, participants were asked whether it was important for them to
set goals and expectations together with their manager. It was possible to choose between “does not
apply”, “applies” and “applies very much”. The answer option “applies” corresponded to a score of
50 points. The average response for the question was 67 points, which was 17 points above “applies”
and 33 points below the rating “applies very much”.

The eighth question aimed to rank the importance of positive effects when target or performance
agreements were met. Here, t00, respondents had the option of choosing between “does not apply”,
“applies” and “applies very much.” The “applies” option received a score of 50 points. The average
score for responding to the question was 70 points, with this being 20 points above “applies” and
30 points below “applies very much”.

The ninth question examined what positive effects are expected in the achievement of the target
and performance agreements set with the manager. 66% of the survey participants expect
opportunities for professional development. 61% of participants would like to receive bonus
payments if they meet the target and performance agreements. 56% of survey participants said they
expect a salary increase. Participants who selected compliments as a positive impact make up the
smallest percentage. The proportion is 49%.

72% of the participants answered “Yes” to the 10th question “Do you expect that the positive
outcomes must be predetermined?”. In the opposite direction, 28% answered “No” to the question.

The 11" question specifically examined the aspects with regard to which the expectations of the
manager are held. For this purpose, the survey participants were asked the following question: “With
regard to which aspects do you have expectations of your manager?” The results show that 72% of
the survey participants have expectations regarding the communication of their manager. 53% of
participants indicated that they have expectations of their manager regarding employee
development. 52% of participants have expectations regarding their manager's accessibility.
Regarding feedback and regularity of communication, 49% of survey participants each have
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expectations of their manager. Regarding knowledge of workplace conditions, 44% of participants
indicated they have expectations of their manager. 40% of the survey participants answered the
question with situational leadership style. 33%, and thus the smallest share, was taken up by the
aspect of jointly formulating goals.

What is expected from the manager is also examined in the 12" question. The survey participants
answered the following question: “What do you expect from your manager? 61% of the survey
participants stated that they would like to be given opportunities to take the initiative. Room for
initiative was selected by 60% of survey participants as an expectation of their manager. 54% of the
participants answered the question with “More trust”. Empathy is what 32% of survey participants
expect from their manager. Less control and guidelines, on the other hand, are expected by 28% of
survey participants, and this answer option received the lowest percentage.

“Which characteristics or skills should your manager have?” was the 13" question asked of
survey participants. 67%, and thus the highest percentage, indicated that their manager should have
problem awareness. 58% of the participants indicated that their manager must have communication
skills. That their manager must be motivated and have problem-solving skills were both cited by
56% as expected character traits in their manager. Analytical skills are qualities that 51% of the
participants looked for in their manager. Flexibility at 49%, self-confidence at 47%, and the ability
to work in a team at 44% are also desired skills. Creativity is desired in their managers by 37% and
reliability by 35% of the survey participants. The lowest proportion, 23%, position themselves with
determination as an expected character trait.

“How much of an impact does your manager have on your sense of well-being at work?” was
the 14™ question asked of survey participants. A rating between “not at all”, “average” to “very
much” was possible. The average response to this question was 69 points, which is 19 points above
the average and 31 points below the rating “very”.

In the 15" question “Have you already left a company because you were not satisfied with your
manager?” 68% of the participants answered “Yes”. In contrary, 32% answered the question with
“No”.

CONCLUSIONS/DISCUSSION

The conducted research reveals that there is a relatively higher than average level of satisfaction
with the manager at the workplace. When it comes to expectations of managers in the workplace, it
is important for employees to establish their goals and what is expected of them with their manager.
In this regard, managers should first ensure that such a conversation with this content takes place
with new employees right at the beginning of their employment. Furthermore, managers should
focus on having regular conversations about goals and expectations with existing employees so that
they have the opportunity to improve and develop.

At the same time, managers are expected to guarantee positive outcomes for their employees if
they meet pre-established goals and expectations. When previously set goals and expectations have
been met, most employees expect their managers to provide opportunities for professional
development. Bonus payments and salary increases are next in line among the positive effects.
Praise as a positive impact is marginally lower than salary increases, which highlights its importance
as a component in feedback discussions.

Simultaneously, employees expect from their managers that the positive outcomes resulting
from the fulfillment of the agreed goals and expectations, just like the goals and expectations
themselves, must be predetermined. This increases motivation and, at the same time, confidence
that the positive effects discussed will actually occur.

Employees have overarching aspects in which they maintain expectations of their managers.
This relates in particular to the communication skills of managers. Companies should ensure that
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communication skills are a high priority as a hiring criterion for managers. Furthermore, companies
should ensure that they continuously train and develop the communication skills of managers.
Furthermore, in terms of general expectations of managers, employees have high expectations in
terms of employee development skills. In addition to employee development, expectations are also
placed on leadership style with regard to leadership topics, where a situational leadership style is
expected in particular. Employees also have expectations of managers in terms of accessibility.

For example, managers should ensure that they create communication structures and channels
in their teams that ensure reachability. In this way, managers can also meet employees' expectations
regarding the regularity of communication. Communication structures, reachability and channels
are also pillars of the feedback process between managers and employees, ensuring that feedback
can be shared through multiple channels and ways. Employees also expect their managers to be
informed about the workplace setting. From this, it can be derived for companies that they
comprehensively design the professional perspective of onboarding for managers so that they are
informed as quickly and intensively as possible about their area of responsibility. This applies, for
example, to work processes, responsibilities and available resources. The joint definition of goals
ranks last among employees' general expectations of managers.

Employees also expect their managers to provide them not only with opportunities to take the
initiative, but also to give them room for their own ideas. With regard to emotional leadership,
employees expect their managers to trust them and show empathy. This is congruent with
employees' expectations of their managers in terms of less control and directives. The
aforementioned expectations of leadership behavior from managers are skills and leadership tools
that few managers can fully bring to the table in their entirety from the very beginning. Companies
therefore have a growing responsibility to train their managers adequately and to develop them
further in the area of leadership. The expected character traits or skills in managers are problem
awareness, communication skills, problem solving skills and motivation. In addition, analytical
skills, flexibility and self-confidence are also expected of managers. Creativity, reliability and
determination are characteristics that are not expected across the board and are expected to a lesser
extent than the previously mentioned characteristics.

As an action measure for companies, it was derived from this for practice that the character traits
and abilities mentioned should be included in the job specifications for managers. This should result
in the items being included in job postings so that applicants can reflect on themselves with regard
to the expected characteristics and skills, and thus a higher degree of fit can take place between the
applicants and the positions to be filled. In addition, applicants should be tested for the
aforementioned character traits and skills as part of the application process, such as in interviews.

In this way, managers can be found for the respective companies who can also meet the
expectations of employees. This leads to increased employee satisfaction and the risk of employees
leaving the company because of their manager is significantly reduced. Indeed, the research
confirmed that managers have an above-average influence on employees' sense of well-being at
work. The two aforementioned research results, coupled with the finding that the majority have
already left a company because of dissatisfaction with their manager, illustrates the importance that
must be placed on meeting expectations with managers.
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OYAKBAHUATA HA CIAYXUTEJIUTE KbM TEXHUA PBKOBOIUTEJI
HA PABOTHOTO MSACTO U TAXHOTO BJIUMAHUE BbPXY 3AIBPKAHETO
HA CIOY/XKUTEJIMTE

Pe3rome: Ouakseanusama nHa ciyxcumenume KoM MmexHume pbKogooumenu Ha pabomHomo Macmo u
MAXHOMO GAUAHUE BBbDXY 3A0bPAHCAHEMO HA CAYIHCUmMenume e 3a2i1deuemo Ha masu HAaAyyHa
nyonuxayus. L{enma uma uscneosanemo e 0a ce npoyuam O4AK8AHUSAMA HA CLYHCUmMenume KoM
PBKOBOOUmMENS HA pAOOMHOMO MACMO U 8IUSHUEIO HA Me3U OYAK8AHUS, KO2amo Cmaea 6bnpoc 3d
3a0vpascane Ha cayscumenume. CvblujeBpemMeHHo e 8adCHO 0a ce Npoyuu NpeOUWHUAm Onum ¢
meHuoHcvpume. OceeH moea OCHO8HAMA yel e 0a ce AHANUSUPAm YMeHUAma u JUYHOCIMHUME
Xapakmepucmuky, Koumo Ciylcumenume o4axkeam om MeHUOICvbpume Ha pabomuomo MACmo.
Tosa exnouea ouaxkeaHuss nNO OMHOWEHUE HA CbLBMEeCMHOMO onpeoeisiHe Ha yeaume,
noaodcumenHume UM eexmu npu noCMueaHemo UM, Kakmo u eIUsHUemo u 8b30eucmsuemo Ha
MEHUONHCBPA 8bPXY O1A20CHCMOSHUESMO HA CIyHCUmMenume Ha pabomuomo macmo. B npoyusanemo
e U3NO0I36aH KOJIUYECMBEH U3C1e008aMeICKU Memoo 3a Npoy4eaHne Ha 20penocodenume acneKkmu.
UYpe3 uznonzearnemo Ha yuppos vnpocHux Osxa ankemupanu ouaaun 100 Oywu, xoumo
omeogopuxa Ha obujo 15 ébnpoca. Ananuzvm Ha NPoy4earemo no38ou, Hapeo ¢ Opy2u pe3yimamu,
0a ce onpedensim MOYHUME U OYAKBAHU YMEHUs U Yepmu HA Xapakmepd HA CAyicumenume no
OMHOUWEeHUEe HA PbKOBOOUMEA.
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KOHIENTYAJEH MOJEJI 3A AHAJIN3 HA YIIPABJIEHCKUTE JEHHOCTH
B UHCTUTYIIUUTE 3A BUCIIHE OBPA3OBAHHUE

Karsa PameBa-Hopaanosa, Buxrtopusi Cnacosa, Ilenka IlepresioBa
Yuusepcumem no dubauomexosnanue u UHGOPMaAYUOHHU MEXHOIO02UU

Pe3tome: Hacmoswama nyonuxayus uma 3a yei 0a npeocmasy KOHYenmyaieH Mooei 3a 6bmpeueH
AHAU3 HA UHCMUMYYUsL 34 8UCUuLe 00paA308aHue, KOUMO 3dciea OCHOGHUME YNPABIeHCKU NPoYecy 6
0adeHo sucute yuunuue. Pazenescoanusm mooden npeonaeca memoouyna u opeaHu3upana cucmema
3a  OyeHABAHe HA 3HAYUMOCMMA HA YNPABLEHCKUMe peuleHusi Nno OMHOUleHUe Ha
axkpedumayuonHume npoyedypu. Mooenvm u3non36a cv8pemMeHHU HayuHu Memoou 3a ynpaeieHue
Ha Kauecmeomo, Kamo 00e0uHs18a pazHo0opazHu KOHYENmyaiHu Memoooi02u, Koumo npeoiazam
8b3MONCHOCMU 30 OONBIHUMETHU NPOYUBAHUS U 0bocamsasane 6 bvoeuye.

Knwuosu oymu: akpedumayus, ananus, sucuie yuuiuwe, Mooei, ynpagieHue

BBBEJIEHUE

AxpenuTanusTa Ha BUCHIMTE YUWIIUIIA TPECTABIsIBA CBOCOOpa3Ha rapaHIIMs 3a Ka4eCTBOTO Ha
yueOHus mporec B Tax. OT IiieJjHa TOYKa Ha MPEIOCTAaBSIHETO HA BHCIIC 00pa3oBaHUE MMa JBa
OCHOBHHM BHJIa aKPEAUTAIMS: HHCTUTYIIMOHAIHA M MporpaMHa. IHCTUTYylIMOHATHATA aKpEIUTALINS
MOKa3Ba Jaji BHCIICTO YYWJIMIIE OTrOBapsi Ha CTaHIAPTHTE, BB3MPUETH KATO 3aJbIDKUTCITHH OT
CBhOTBETHUTE 00Pa30BaTEIIHU CUCTEMH. J[pyraTa, nporpaMHaTa akpeIuTalus, 1aBa Bb3MOKHOCT Ha
CTYICHTHUTE Ja MOJIy4aBaT ChOTBETHU IMIUIOMH 3a BUclIe oOpazoBaHue. OTIENHO OT Te3H JIBE
aKpeIUTAllMU BHUCIIMTE YYHMJIMINA MOTaT Ja ObJaT aKpeAUTUPAHH M OT JAPYTH aKaJIeMUYHU
OpraHu3aluy, HalpUMeEp 3a MPABOTO Jla WICHYBAT B TSAX MJIHM 3a MPABOTO Jia MPOBEXKIAT U3IUTH 32
npodecrnoHanHa kBaauukamus (Xamkuiicka 2015).

MOJEJ 3A AHAJIU3 HA YIIPABJIEHCKUTE JEHHOCTHU BbB BUCIIE

YUYUJINIIE

JIoKJIagbT 3a CaMOOLIEHKA Ha BHUCILIE YUYWIHIIE NMPEICTABIISABA KOMIUIEKCEH JTOKYMEHT, KOWTO
oOxBallla n3uepnaTeseH aHaJu3 M OLIEHKa Ha Pa3JIMuHU acleKTH Ha yuyeOHaTa MHCTUTYHMs. To3n
JIOKJ1a/1 OOMKHOBEHO € U3TOTBEH OT CaMOTO YUMJIMILE U MMa 32 LIeJT J1a IPOYYH U OLIEHH COOCTBEHOTO
MY QYHKIIMOHHpaHE, KAYeCTBOTO Ha IPEJOCTABIHOTO 0Opa3oBaHue, aIMUHUCTPATUBHUTE MPOLIECH,
YIIPaBJIEHUETO U JAPYTH 3HAYMMM (PAKTOPH, KOMTO BIMSAT BBbpPXY paboTara W peryTranusra Ha
y4eOHOTO 3aBesieHHe. B 1okiaia 3a caMooIleHKa ce 00pbIlla BHUMAaHUE HA Pa3INYHU aclleKTH, KaTo
aKaJieMUYHaTa eKCIEPTHOCT Ha (haKynTeTa, peCypcuTe Ha yIMIIUILETO, KAUeCTBOTO HA MPOrpaMuTe
3a o0yueHHe, CTYJCHTCKOTO TsJO, HAyYHHUTE TMOCTI)KEHHUS, IeJarOTHYeCKUTe METOIH M
TEXHOJIOTUH, a/IMUHUCTPATUBHOTO yIIpaBiieHUEe, ((MHAHCUTE U OLIEHKaTa Ha pe3ynrarture. Llenra Ha
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JOKJIaJa 3a CaMOOIIEHKa € Ja MPEAOCTaBU JETAiJIeH Mperjiell Ha ChCTOSHUETO Ha ydeOHara
WHCTUTYLUS, 12 WACHTU(DHUIMPA CUIIHUTE CTPAHU M 00JIACTUTE, KOUTO M3HUCKBAT NOJOOpEHUE, U Aa
CIIy’)KH KaTO OCHOBA 3a pa3paboTBaHe HA TUTAHOBE 32 TIOI0OPEHHE U CTPATETHH 32 OBJICIIO PA3BUTHE
Ha yaunuiieto. OOMKHOBEHO JOKIIAIbT 32 CAMOOIIEHKA CE U3I0JI3Ba KaTO OCHOBA 32 MOATOTOBKA HA
VYUJIMIIETO 3a Tpolleca Ha aKpeOUTAlMs WIA 32 ONpPEICIITHE Ha TMOCOKUTE HAa Pa3BUTHE U
moI00peHue Ha y4eOHOTO 3aBE/ICHHE.

JIoKJTagbT 3a CaMOOIICHKA € KJIFOYOBA CTHIIKA B TO3W Tporiec. JloKIaasT 3a caMOOIleHKa Ha
BHUCIIC YYHJIMLIC, KOWUTO ce U3rOTBA 3a HEJIMTC HAa MHCTUTyIHMOHAJIHATA aKpCaAuTanus, O6I/IKHOBCHO
BKJIFOUBA OOIIMPEH aHAIU3 Ha pa3IMuyHU acleKTH Ha y4eOHOTO 3aBejeHHe. Te3W acrleKkTH ce
doxycHupaT BbPXY KIFOYOBH 00JACTH, KOUTO UMAT 3HAYCHHUE 3a KAa4eCTBOTO HA 0OPa30BAHUETO U
(bYHKIII/IOHI/IpaHeTO Ha HWHCTUTyHATA KaTO ULJI0. Haxon ot ocHOBHUTE aCIICKTH, KOHTO
O0OWMKHOBEHO MTPUCHCTBAT B JOKJIA/a 32 CAMOOIICHKA 32 MHCTUTYIIMOHAIHA aKPETUTAIHS, BKITFOYBAT:

e OmleHKa Ha TPOTpaMUTe 3a OOYyYeHHe, aKaJeMHUYHaTa CKCIEPTHOCT Ha (akyiaTera,
CTPYKTYPUPAHETO U IOCTHITHOCTTA HA YYCOHUS TUIaH;

e AHajHM3 Ha PEKPYTUPAHETO W 3a]IbP)KAHETO Ha CTYJCHTH, IMOJKPEIa 3a CTYJICHTUTE, OIlCHKA
Ha ydeOHUTE yCIyTH U yueOHarta cpena;

e [Ipomiecn 3a B3eMaHe Ha pelIeHWs, (UHAHCOBO YIpaBJCHWE, YIPaBIECHHUE Ha PECypCH,
CTpaTETUYECKO TUIAHUPAHE U pealTn3allus;

e [Iperie Ha aKTUBHOCTHTE 10 HAYYHW H3CJIENBaHUS, CHTPYAHUYECTBOTO C WHAYCTPHUATA U
Hay4YHaTa OOIIHOCT, HHOBAIIMUTE W TEXHOJOTHYHOTO Pa3BUTHE;

e AHTOKUMEHTHT Ha YYWIHIIETO B OOMIECTBOTO, NMPUHOCHT MY KBbM OOIIECTBOTO dpe3
00pa3oBaTeIHU U COLMAHYU TPOTPaMH, MAPTHROPCTBATA C OOITHOCTTA U IPYTH;

e [IpodecnonanHo pa3BUTHE HA MPETIOAABATEIICKUS ChCTaB, IPOTPaMu 3a 00yJIeHUE U Pa3BUTHE
Ha niepcoraiia (HAOA 2023).

Pazrnexxmanusar mojaen (Bx. ¢ur. 1) 3a camoananu3 Ha y4eOHOTO 3aBE/ICHHUE B TOBA M3CJICABaHE
oOXBama TMOCIENOBATEIHO W3IBJIHCHUE Ha JIGHHOCTUTE Npe3 HSIKOJIKO eTana, KOWTO ca
WIFOCTPUPAHH HA H300paKCHUETO:

AHanus Ha
TEKyLWoTO
CbCTOAHME

BbBerkaaHe Ha
NpomeHuTe

OTKpuBaHe
Ha cnabute
CTpaHu

MN360p Ha
anTepHaTuea

MpoyusaHe
Ha
Bb3MOXHUTE
pelieHua

@ue.l. Emanu na mooena 3a camoananus Ha 6UCUEmo yuuiuwye

CThIKUTE IpU Cb3JaBAHCTO Ha MOACJIa U Z[e(I)I/IHI/IpaHe Ha OrpaHUYCHUsATA Ca:

L4 Pa3pa60TBaHe Ha MOJICJI Ha CaMOaHalIu3a, KOHTO Ja OpeaAcTaBsa IOJIydC€HaTa OILICHKaA 3a
PCAITHOTO CHCTOAHUEC HA BUCHICTO YYUIIMIIC KbM MOMCHTA HAa U3BBPIICHATA CAMOOLICHKA,

L4 OTKpI/IBaHe Ha cJIa0uTe MecTa — TOBa ca KPUTCPUNTEC C HUCKA OLICHKA,

31



Kams Pawesa-Hopoanosa, Buxmopus Cnacoesa, Ilenka Ilepeenosa

e [IpeacraBsiHe Ha MOAOOpPEH MOAET, KOWTO Ja MASHTH(UIMpPA BTOPUYHU 3a]au, HY)KHHU 32
Ha[[XB’prISIHC Ha MUHUMAJIHHUTEC OUCHKHU 3a KJIIFOUOBUTC KpI/ITepI/II/I;

e [IpeacraBsiHe Ha MOAOOPEH MOAEN, KOWTO Ja MASHTH(UIMpPA BTOPUYHU 33/1a4M, HY)KHH 32
MOJTy4aBaHETO Ha MoBUIICHA KpaitHa onieHka (Hadzhikolev, Hadzhikoleva, Orozova 2020);

e ientudunmpane Ha KOHTPOJIUPYSMHUTE MTAPAMETPH — TYK €€ ONPEACIT (PaKTOPUTE, KOUTO €
BB3MOKHO J1a ObJIaT MPOMEHSIHH Ype3 KOPUTHUPAII MEPKH B IPOIeca Ha U3TPaKaaHe Ha MOJIea,;

¢ nenTuduumpane Ha HEKOHTPOJIUPYEMUTE MapaMeTpH — Te3u (PAKTOPH, KOUTO HE MOTAT Ja
6’I)ZIaT HpOMCHeHI/I oT pT)KOBOIIHI/Iﬂ OPFaH, HO OKa3BaT NU3BCCTHO B"I)3I[GI>1CTBI/I€ B”I)pr Hpoueca, KOfITO
ce MOJIeTIHpa;

e JlebuHupane Ha TEXHOJIOTUYHHUTE XapaKTEPUCTHUKU Ha KOMIUJIEKCHATa CTPYKTypa, KOETO
BKJIFOYBa CTOI\/’IHOCTI/ITC Ha HpOMeHHI/IBI/ITC nu (bHKCI/IpaHI/ITe BCINYMHH, KOUTO 3aJaBar
OI’paHI/I‘-IeHI/IﬂTa Ha napaMeTpHTe U TCXHUTC B3AUMOOTHOIIICHUN .

AHAJIN3 HA TEKYLIOTO CbCTOSTHHE

AHanu3bT Ha TEKYHNIOTO CBCTOSIHUE € BAXKEH €Tall B Ipolleca Ha CaMOOLEHKa Ha BUCILIE
yUuJMIe, ThH Karo MNpefocTaBss OOEKTHMBHA OILIEHKa HAa CHJIHUTE M cjlabute CTpaHH Ha
MHCTUTYIMATA U ToMara 3a popMy/yupaHe Ha CTpaTeruu 3a NoJ00peHHe U pa3BUTHE.

[Ipum TO3M eTan caMOOIEHKaTa 1€ CE€ peaTu3upa UYpe3 U3MO0JI3BAHE HA CTPYKTYPHUTE €AVMHUIMY,
nepunupanun B Kpurepnanna cucrema (HAOA 2023) 3a MHCTUTYIHMOHAJHA akKpeIuTaius Ha
Bucmute yunnuma Ha HAOA, u3nons3BaHa OT MOCTOSIHHUTE KOMUCHHU MO O0JacTH Ha BHCLIETO
obpaszoBanue B HAOA (Tep3ueB, Apabcka 2015). B ta3u kpurepuanna cucrema, neuHupaHa B
»KpHUTEpHH 3a UHCTUTYLIMOHAIHA aKpeauTalus B CboTBeTCTBUE ¢ ESG®, € oHarnenena crpykrypara
3a ¢opMHpaHe HAa OKOHYATEJIHA OIICHKA, KOSATO Ce ChCTOM OT 4 paBHUIIA: | — craHmaptH, 2 —
KpUTEpUH, 3 — ChIbpPKAHUE HA KPUTEPUUTE, 4 — TOKA3ATEICTBA 3a ChOTBETHUTE MOJKPUTEPUH. 3a
BCEKH OT MOJKPUTEPUUTE MOKE J1a UMa MHOKECTBO OT JOKA3aTEJICTBA.

[Topaau paznuyHUTE CBOWCTBA, CBBP3aHU C MU3MEPBAHETO HA PE3yATATUTE MPU OLIEHKAaTa Ha
J0Ka3aTelICTBaTa, € HeoOXoauMO Te Ja ce Kiacupuuupar B TpyINH, 3a BCAKA OT KOUTO Ja ce
M3M0J13Ba NOAXOAA1 METO/ 32 aBTOMaTU3HMpaHa OLECHKA.

ABTOMaTH3UpaHaTa CaMOOLICHKA Ha OTJAEJIHUTE MOKa3aTelau B MOJEja MOXKE J1a C€ U3BbPIIU
Yype3 M3IMO0JI3BAHETO HA MHCTPYMEHT 3a MHTENUreHTHa oOpaboTka Ha maHHU. OCHOBHA IIeJ1 Ha
MHTEJIUTEHTHOTO 00paboTBaHE HAa JaHHH € U3BIMYaHE Ha PA3IMYHU U3BOIM (Pa3ChKICHUS) U Ha
HOBU 3HAHHUS OT HAIMYHUTE HECTPYKTYPHUPAHU WJIH CJIa00 CTPYKTYpUpaHHU JaHHH (CYpOBU JTAaHHU)
(Xamxwmiicka, Umues 2015). HuBoTO Ha OlleHABaHE € €AWH OT HSIKOJIKOTO HAyWHA, IIPH KOUTO
CBOJCTBaTa Ha yKcCliaTa MOTAT Jla Ce OTPa3siT Ha KadecTBara Ha obekrture. Hail-uecto cpemanute
BHJIOBE OLICHKH ca:

e J[BOUYHU: CHABPKA JIBE PA3HOPOJHU CTOMHOCTH (HApUMEP TOJUIIHU IJIAHOBE M OTYETHU
nokiaay, myonukyBanu Ha WEB caiita na BY, IMA: [la, He).

e llHTepBaiHu: ChABPKA CTOMHOCTH, KOUTO CE IPOMEHSAT B HEMIPEKbCHAT JMAIa30H (HarpuMep
IIPEIo/IaBaTeNICKi ChCTaB, ydacTBall BbB (OPMH Ha MPOJBIDKABALIO OOyueHHE, CBBP3aHO C
npodecuonanHara kapuepa (Jam (B %) Ha mpemnogaBaTeNcKud ChCTaB, ydacTBall BB GOpMHU HA
npoabpkaaiio ooyuenue), PE3VIITAT: 70 ... 90).

e HomuHanHu: chaAbpKa pasHOPOAHU CTOMHOCTH, KOUTO HAMAT JIOIMYECKa MOCIIEI0BATEIHOCT
(HarmpuMep HOPMATUBHU JOKYMEHTH Ha MHCTUTYLHUSATA OTHOCHO MPOLEAYpPH 3a NpodecroHaTHO
pa3BUTHE U U3PACTBAHE HA IPENIOAABATEIICKUS CHCTaAB).

e Pequu: cpabpka pasHOPOAHM CTOMHOCTH, KOMTO HMAT JIOTUYECKAa IOCIIEI0BATEIHOCT
(HarmpuMep (pUHAHCOBA OCUTYPEHOCT Ha MPEero1aBaTeNIuTe 3a OChIIECTBABAHE HA BUCOKO KaueCTBO
Ha oOyuenuero u Hayunure wuscienBanus, PE3YJITAT: mbeiaHO CBOTBETCTBHE, CBHIIECTBEHO
CBHOTBETCTBUE, YACTUYHO CHOTBETCTBUE, HECHOTBETCTBUE).
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e YHapHU: CBHABPXKAT €IHA OTAENHA CTOMHOCT (HAampUMep [BYCTPaHHH JIOTOBOPH 3a
CBhTPYAHUYECTBO C paboTonarencku opranuzammu u pupmu, PE3YJITAT: 16) (Hadzhiyska, Ivanov,
Dimitrov, Bychkov 2016).

OTtkpuBaHe Ha ciaduTe CTPaHu

ITpu popmupaneTo Ha JajeHA OIEHKA € BB3MOKHO J1a C€ CIIydaT TPU CUTYaIUH :

e Jlanenara opmupana oneHka 1a € 1o MUHIMAaIHO N3UCKyeMaTa TaKaBa;

e JlaneHaTa QopMmupaHa OLEHKAa Ja € HaJ MUHUMAIHO H3HMCKyeMaTa, HO € IO-MajKa OT
npeneduHUpaHaTa ’*ejlaHa OlIeHKa,

e JlaneHaTta (popMupaHa OLIEHKA J1a € HaJ Npee(pMHUpaHaTa XKeJlaHa OLIEHKA.

[Ipu mwepBaTa W BTOpaTa CHTyalusi ca HaJWIE TNPOOJIEMHH 30HH, KOWTO OIPEIEIIST
HE00X0AUMOCT OT pa3pabOTBaHETO HA MOJIEINIU 3a IOBUIIIABAHE HA IIOJIy4eHaTa OLICHKA.

IIpoyuBaHe HA BH3MOKHUTE PelIeHHS

[IpoyuBaHeTo Ha BB3MOXKHHUTE PENICHHS 3a IMOJOOpsSBAaHE HA OICHKATA BKIIFOYBA CIICIHHTE
JEMHOCTH:

e Jleraitnmn3upane Ha TPOOJIEMHUTE OOJACTH, KAaTO aHAJIU3BT 3alMo4yBa ChC CHENU(DUIHOTO
OTKpHBaHE Ha 00JacTUTE, KOUTO M3MCKBAT MOJJOOpEeHNe B cucTemMara Ha oOydyeHue. ToBa Moxe /1a
ObJie U3BBPIICHO Ype3 aHaJU3 Ha pe3yJNTaTUTe OT OLEHKUTE, oOpaTHAaTa Bpb3Ka OT CTYIEHTHUTE,
MpernoJaBaTeNIuTe WIN APYTU CbOTBETHU U3TOYHUIIH.

e OnensiBane Ha (akTOpUTe, BIUSICIIN HA MPOOJIEMHUTE 30HH, KBJETO ClIe[iBa MpOyYBaHE Ha
(hakTopuTe, KOUTO BOIAT 10 TPOOIEMUTE B 00JIacCTUTE Ha 00pa3oBaHUETO. TOBa MOKE J1a BKIIOUBA
aHaJIM3 Ha y4yeOHUTE IJIaHOBE, METOIUTE Ha MpernojaBaHe, peCypcuTe, CTyIeHTCKaTa MOJIKpena u Jip.

¢ Pa3zpaboTBane Ha cTpareruu 3a MoJ00peHre Ha UACHTHU(UIIMPAHUTE TPOOIEMHH 00JIacTH U
(akTopuTe, KOUTO UM BIIUSST, KaTO C€ Ch3JaBaT KOHKPETHU CTPATErUU U TIaHOBE 3a OJ00pEHHUE.
ToBa Moe na BKJIIOUBA MPOMEHH B y4yeOHMs IUIaH, MOJOOpsBaHe Ha OOYyYUTEIHUTE METOMH,
0OHOBSIBaHE HA PECYPCHUTE WM MHBECTUPAHE B MOANOMAraily IporpaMu 3a CTYACHTH.

e I3nbiaHeHre W KOHTPOJI, KATO HA TO3W €Tal MpeIIpUeTUTe NCHCTBUS U MOA0OpeHus ce
U3MBJIHABAT, Clie[l KOETO ce HalJro/aBa M OIleHsBa TaxHaTa e(pekTUBHOCT. PeoBHU OIIEHKH U
MOHHUTOPHHI Ca OT ChHIIECTBEHO 3HAa4YeHHE, 3a Ja Ce YCTaHOBU Jajl IMPOMEHUTE BOJIAT [0
moJo0peHusi B KayecTBOTO Ha OOpa3oBaHMETO M aKO HE, KaKBU KOPEKIMH Moratr jaa Obaar
HaAIpPaBeHH.

HN3060p Ha anTepHaTHBA

IIpn erama Ha u300p Ha anTepHaTHBa CJel NPOYYBAHETO HA BB3MOXKHHUTE pEIICHHUS 3a
moI00psiBaHe Ha OIIEHKaTa Ha IbPBO MSCTO CE€ U3BBPIIBA OlIEHKA Ha anTtepHaTuBuTe. Clie aHanu3a
Ce M3TOTBAT U M3CIIEJBAT PA3INYHU AITEPHATUBH 3a To00peHue Ha mpobiaemMHuTe obnacTu. ToBa
Morar na ObAarT pa3Nu4HHU CTpaTeruu, METOJIW WU MPOMEHU B ydeOHus mporec. Cien ToBa ce
MpaBu U300p HA ONITUMAIHO PEIIEeHUE, T.€. CJIE]] KaTo ca OI[CHEHH alTepHATUBUTE, Ce H30upa Hail-
MOAXOIsIIaTa CTpaTerusl Wil KOMOMHAIIUS OT CTpaTeTrvd, KOSTO Ce CUMTa 3a Hal-e(heKTHBHA U
pealucTUYHA 3a peanu3anusi. ToBa Moke Ja BKIIIOYBA M300p Ha KOHKPETHHU MPOMEHU B Y4eOHUs
IJ1aH, OOYYMTETHH METOAM WJIH TOJKperna 3a cTyleHTuTe. M Hakpas ce miaHupa W3MbIHEHHETO,
KbJIETO C€ OMNpEeAeNAT KOHKPETHUTE CTBIIKH, PECYpCUTE, OTTOBOPHOCTUTE U CPOKOBETE 3a
BBBEXKJaHe HAa U30paHUTE TPOMEHHU.
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B'bBe)K)IaHe Ha MPOMCHUTE

Ha ta3u cThika ot MOJCJIa IIJIaHBT CC U3IIBJIHABA, IPOMCHUTC CC BbBCIKIAT B y‘Ie6HI/I$I mnmpounec,
CJICA KOCTO CC MOHUTOpHpPA U OLICHsABA TAXHATA e(beKTI/IBHOCT. To3u nmponec MOXKE 1a BKIIKOYBA
HU3rpaXaadHe Ha 06paTHa Bpb3Ka OT CTYACHTUTC, MPCHOAABATCIUTC W APYrd 3aWHTCPECOBAHU
CTpaHH, 3a Jia C€ YCTAHOBHU OaJIM HOBUTEC CTPATCTHHU Ca YCIICIIHU, UJIW CC U3UCKBAT KOPCKIUH. Axo
CC YCTaHOBHM, Y€ BBBCACHUTC NPOMCHU HE Ca AOCTATBHYHO e(i)eKTI/IBHI/I WK 4€ MMa HYXKJa OT
KOPCKIHWH, CC ITPABAT H€06XOI[I/IMI/ITG IMPOMCHHU B CTPATCrusTa UJIM B IJIaHa 34 U3IIBJIHCHUC.

3AKJIIOYEHUE

B HacrosmoTo m3cienBaHe € MpeiokeH KOHIETITyaleH MOJIEN 3a aHAJIN3 Ha YIPaBJICHCKHUTE
pelieHrs BbB BHUCIIE YUWJIHINE, YUHTO (POKYC Momana BbPXY CBHUIECTBEHHUTE U OIpPEIEIsIn
VIIPaBJICHCKU JISHHOCTH BBB BUCIIETO yumimiie. To3n Mozen gonpuHacs B objacTTa Ha HayKaTa,
KaTo mnpeaiara CUCTEMCH W CTPYKTYpPUPAH MOAXOJ KbM OTYHUTAHC BJIIMAHUCTO HAa PHKOBOAHUTC
pPEIICHMA B paMKUTEC HA HHCTUTYHHOHAIHATA aKpCAUTAl . Hopazm PA3JINYHUTC XapPaAKTCPUCTUKMU,
CBBP3aHU C OINPEEIITHETO HA PE3yATaTUTE TIPU OIIEHKAaTa Ha JI0Ka3aTeJICTBaTa, He € Bb3MOYKHO J1a
ce popmynupa 001 METOT 32 OIIEHKA, KOWTO Jia 0b/Ie MPUIIOKUM 3a BCUYKHU Te3H cirydaun. Criensa
Jla ce M3BBPIIN KaTeTOpH3MpaHe Ha JOKa3aTeJICTBaTa CIOpE] THUIA Ha JMAHHHUTE 33 M3MEPEHUS
pe3yiTaT u a ce ch3aae mpoueaypa 3a popMupane Ha OIICHKA Ha €JIEMEHTHTE OT BCSIKA KaTETOPHSI.
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Abstract: The publication aims to introduce a conceptual model for internal analysis within a higher
education institution, addressing the core management processes within a specific higher education
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significance of managerial decisions concerning accreditation procedures. The model utilizes
contemporary scientific methods in quality management, combining diverse conceptual
methodologies that provide opportunities for further research and enrichment in the future.
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HHO®OPMATHKA H KOMIIIOTbPHHU HAYKH
INFORMATICS AND COMPUTER SCIENCES

MN3CIEABAHE Bb3MOKHOCTUTE HA 'EOKOJAUPAILIIATA CUCTEMA H3,
PA3PABOTEHA OT UBER TECHNOLOGIES

IHageu Ilerpos
Hronomuuecku ynueepcumem — Bapua

Pe3tome: Uscneosanemo ce (okycupa 6vpxy eOHa NpUIazama 6 Npakmukama 2eoKkooupaua
cucmema ¢ NOYMU DABHONIOWHA Mmecelayus, KOSMO U3NO0A36d Kamo 0aza 3a pazdeieHue Ha
chepuunama 3eMHA NOBLPXHOCM (hueypume NEMOBSLIHUK U uecmovevinuk. Ilomyyenama 6
pe3yimam Ha 0eleHuemo NOYmu pasHONIOWHA mecelayus npedoCmass UHMePeCcHU 6b3MONCHOCTU
3a 630 onpedenane Ha PABHO OMOANeHYeHU PA3CMOAHUS U BU3VATUZUPAHE HA M.HAD. ,, MONIUHHU
kapmu “. IlocneOHomo 0asa 6b3MOJNCHOCH JIeCHO 04 Ce AHATU3UPpam OUHAMUYHU U OBP30
npomensiu ce OaHHU NO OMHOULEHUE PA3NpeOdeeHUeno Ha UsMePS8anume CMouHOCmMU Ha eOuHUYa
niow. B masu épv3ka ca ouepmanu Hail-cvuecmseenume xapaxmepucmuku Ha cucmemama H3.
Tasu cucmema modce 0a ce U3NON36a ePEKMUBHO NPU 2e02PAPCKU UHDOPMAYUOHHU CUCEMU,
CBbP3AHU C YNpasieHue Ha mMpaHcnopmuu cpeocmea u nomoyu. Ilocieonomo ce noonomaza om
MHOIICECBO NPOSPAMHU OUOIUOMEKU, KOUMO Ce PAZNPOCMPAHABAM C TUYEH3 OMEOPEH U3XOOEeH
K00. H3cnedsanemo moodice 0a NOCIYICU 3a OCHO8A Npu u3b0pa Ha NOOX00Awa 2eoKooupaud
cucmema npu HysHcOa Om aHAIU3 U BU3YATUZAYUSL HA OUHAMUYHU, OBP30 NPOMEHSAWU ce OaHHU,
ACOYUUPAHU C 2€02PaAPCKO MECHONONLONCEHUE.

Kntwouoeu oymu: H3, Uber Technologies, eeoxoouparne, npoepamuu 6ubiuomexu, pasHoniouHa
mecenayust

BBBEJAEHUE

bbp3ara 06paboTka Ha ToJeMH 00EMH IPOCTPAHCTBEHU JaHHHM B JHENIHO BPEME € €aHa OT
NPUOPUTETHHUTE 00JIACTH Ha Pa3BUTHE M CHCTEMHUTE 3a FE€OKOJMPAHE Ca OT ChIIECTBEHO 3HAYEHHE
3a aHalM3UpaHe Ha rojeMu obemu OT reompoctpancTBenn manuu (Vasilev et al. 2022).
ChIIIeCTBYBAaT MHOXECTBO PpA3JIMYHA TCOKOTHPAIH CHCTEMH, BCAKA OT KOWTO paszes
MPOCTPAHCTBOTO Ha TMOAMPOCTPAHCTBA C pa3IM4YHa TreoMeTpuuHa Qopma — Hail-4ecTo Ha
TPUBT'BIHUK, YETHPHUBI'BIHUK WM INECTOBIBIHUK. V3MOa3BaT ce pasiuyHH CHCTEMH 3a
Ch3/IaBaHETO HA YHUKAIHHUS MICHTU(PHUKATOP — KOJ Ha MPOCTpaHCTBOTO Mk reoko (Petrov et al.
2018). JIOOBJIHHUTETHO CHUCTEMHTE C€ pas3iuaBaT M TMPH: ABIOOYMHA HA PEKyPCHBHOTO
moJpas/iessiHe Ha MPOCTPAHCTBATA; XapaKTEPHUCTHKH Ha MPOCTPAHCTBATa — pPasMEpH, IJIOII; Ha
KOJIKO ITOJIIPOCTPAHCTBA TUPEKTHO C€ JIENIN €IHO TPOCTPAHCTBO U JIp.

Benukn Te3w pasnauku  AeUHMpAT W pa3IMYHUTE BBH3MOKHOCTH [0 OTHOIIEHHE Ha
ChXpaHsBaHe, 00pabOTKa U MpeIaBaHe Ha Te0KO0/1a, KaKTO U YI0OCTBOTO MPHU arperupaHe Ha JaHHH,
CTaTHCTHYECKa 00paboTKa ¥ aHaiM3, BH3yalu3alMs | MOJEIHpaHe. Pa3iensHeTo Ha
MIPOCTPAHCTBOTO HA PABHOBI'BJIHH 110 Pa3MEPH MOIIPOCTPAHCTBA — KIIETKH, HA 0a3a paBEHCTBO Ha
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H3cneosane 6v3moocnocmume na ceokooupawjama cucmema H3, paspabomena...

BIIINTE Ha reorpadckaTa MUpHHA U reorpadckara IbDKHHA, H3II0JI3Ba CPABHUTEITHO SIICMEHTapHH
APUTMECTUYHH  OIEpalud. B  pe3yarar Ha PaBHOBIVIOBOTO MOJPA3/CISHE OTACITHUTE
HOBOOOpa3yBaHU KJIETKH Ca C Pa3jIMuHH pa3MEpd B MEPHHU CIMHUIIM 32 JbJDKUHA/PA3CTOSIHUE U
€JTHOBPEMEHHO C TOBA — C PA3JIMYHHU IUIOLIH.

BbB BpB3Ka ¢ TOBa Liel HAa HACTOSIIOTO H3CJIEABAaHE € [a C€ MPOYYH CHIIHOCTTa Ha
reokoupamara cuctema H3, npemnarana ot komnanusta Uber Technologies, u na ce odeprast
MOJI3UTE OT HEHHOTO MpuiIaraHe B reorpadcku HHPOPMAIIMOHHHA CHCTEMHU.

METOA0JIOTUSA HA U3CJIEJIBAHETO

[Ipn HampaBeHOTO MpPOyYBaHE Ca U3CIECABAHM JIMTEPATYPHU M OHJIAWH MU3TOYHMIM OT T'OJIEMHU
uT KOMITaHWH, IIpeajiaraiiy U U3MoJisBallli aKTUBHO B CBOATA HCﬁHOCT reokoaupaliara Cucrema ¢
paBHoromHa tecenanus H3. CvOpanara undopmaius € aHaIM3UpaHa U CUCTEMaTH3UpaHa ChC
3a/layarta Ja Ce CHHTE3MpAT Hal-BAKHHTEC W XapaKTEpHHM MOMEHTH Ha Ta3W U3II0JI3BaHA B
MpaKTUKaTa TeOKOJMpala CUCTeMa ¢ paBHOIUIOIIHA Tecenalys. [loaydeHnuTe qaHHM MoTar Jia ce
M3IIOJI3BAT TIPU TpHUJaraHe Ha TEOKOJWPANIM CHCTEMH C PaBHOIUIONIHA TECeNalus, KaTo ce
HU3II0JI3BAT UCUTE, }106pI/ITe IMPAKTHUKU WU ITOJIOKHUTCITHUTEC XapaKTCPUCTUKN Ha CHIICCTBYBAIIUTE
CHUCTEMU. HpaBI/IM YTOYHCHHUECTO, Y€ HU3IOJI3BAHCTO HAa MHOTOBI'BJIHUIOHN C IIET W IICCT BI'bJIa 3a
PaBHOIUIONIHA TECETAIHs MOXe JIa ce Tpujiara, HO 3aIbJDKHTETHO CIIe/[Ba Ja C€ UMa MPEIBU, e
TUIONTUTE ¢a CaMO MPUOTU3UTEITHO PaBHH, a HE TOYHO PABHHU MEXY OTICITHUTE (DUTYpPH Ha €THO U
CBIII0 HUBO Ha PE30JTIOIHSL.

PE3VJITATH

H3 e reokomupama cucrema, pazpaborena ot Uber Technologies, mpu KoATO MPOCTPaHCTBOTO
ce paszzenss Ha MIECTOBI'BIHUIM W TETOBI'BIHUIM Ha iepapxudyeH npuHium. lllecrobprbiHure
MOMPOCTPAHCTBA OT €THO M CHIIIO HUBO HA PE3OJIFOIUS UMAT MPUOTU3UTEITHO €JHAKBH TUIOIIH, a
camo nietobrbianuTe — earakeu mionwm (Uber Engineering 2019, Bondaruk et al. 2020, Macdonald
et al. 2022).

Ha ¢wur. 1 u ¢ur. 2 e noka3zaHo MbPBOHAYATIHO Pa3JIENIIHE HA KaPTa B MEPKAaTOPOBA MTPOESKITUS
Ha MIECTOBI'BJIHUIM M METOBI'BIHUIN C TIPUOTU3UTEITHO €IHAKBH IIOIH. BrxknaTt ce ppOoBere Ha
MKocaxelpoHa (TeoMeTpu4Ho Tsuto ¢ 20 CTpaHM), M3MOJA3BaH NpU TecenarusTa. FkocaxeaqpoHbT e
Taka OpUEHTUPaH, Y€ 12-Te My BbpXa, KbJICTO U3KPUBSIBAHUSATA Ca HAli-TOJIEMH, JIa HE ca Ha CYIIa,
a Ha Boja. [Ipu mbpBOHAYaIHOTO pa3aensHe (HuBo Ha pesonronus 0) uma 122 mpocrpancta — 110
IIECTOBI'bIIHUKA (XekcaroHa) u 12 merobrbiaHuKa (meHTaroHa). Ha mpocrpaHcTBaTa ce 3aaaBat
HoMepa ot 0 go 121.
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Que. 1. OchosHu 2eomempudny MOMENMU NPU pasoeisine Ha NPOCMPAHCMEaAma npu
cucmemama H3
(Mzmounuk: Uber Engineering 2019)

O o os Nz oy S——
Que. 2. [Tvpsonauanto pazoenine Ha Kapma 6 MepKamoposa NPoeKyusl upes 2e0K0oupauama
cucmema H3
(Mzmounuk: H3 Index Inspector — https://observablehg.com/@nrabinowitz/h3-index-
inspector)
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IIpyn nocnenBamo AeJIEHHE POAUTEICKUAT LIECTOBI'BIHUK CE€ pa3leisd Ha 7 IIEeCTOBIbIHU
npoctpancTBa. Kakro ce Bimkaa Ha Gur. 3, 4acTH OT BIOKCHUTE MECTOBI'BIHUIN U3JIN3aT U3BBH
o0xBaTa Ha POJUTEIICKHS MIECTOBI'BIHHK, & YACTH OT APYrd ChCEJAHH IMICCTOBI'BIHUIIN TOMAIAT B
oOxBaTa Ha POAMTEICKUS MIECTOBI'BIHHUK. [l70mTa Ha YacTUTEe, KOMTO W3IU3aT, M IUIONITA HA
YaCTUTE, KOUTO BIU3AaT B PAMKHUTE HA POJUTEIICKUS IECTOBIBIHUK, CA PABHU.

\

Que. 3. Pazoensine Ha poOumencKu uecmovebiHUK Ha ce0em 8I0NCEHU UeCMObbIHUKA
(HM3mounux: H3 Documentation 2022a)

JIOKaTo IIECTOBI'BIHUIIUTE C€ MOJAPA3/ICIAT Ha 7 MIECTOBI'BIHHKA, TO METOBI'BIHHUINTE CEe
MOPA3ACIAT Ha 6 IPOCTPAHCTBA — S MECTOBI'BIHUKA U | METOBI'bIHUK ((ur. 4).

@ue. 4. Cxema na nodpazoensine Ha WeCmobebIHUYU U NeMOBebIHUYY HA NOONPOCMPAHCMEA
(Hzmounux: H3 Documentation 2022b)

Hpe,[[I/IMCTBOTO Ha MECTOBI'BJIHUIUTE CIIPSAMO TPHUBI'bJIHA WM KBaJApaTHA PCIICTKA €, YC HAMA
ChbIICCTBCHA pa3jiInKa MCXKAY BUA HAa CbCCAUTC HA €IHA LCHTPAJIHA KJICTKAa — C BCUUYKUTC CbCCAU

uma obma crpana (pw0). [lpu kBazpatuTe UMa aBa pa3IMYHMU BUAA CHCEIOH: NMPHU IIBPBHS BUJ C€
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crojiens o0mia cTpaHa (B XOpu30HTaJIHA M BEPTUKAIHA TOCOKA), @ IPU JIPYTHUs BUJI C€ CIIOJIEIS BPBX
(B TMaroHaJHUTE IMOCOKH).

ITopamu Ta3u mpuunHa cucremara H3 ce cumta 3a moxaxonsma 3a OusHec unenute Ha Uber
Technologies, Thii KaToO pa3CcTOSIHUATA MEXK/TY [ICHTPAJICH ILIECTOBI'BIIHUK U HETOBUTE ILIECT ChCEIN
IIPU HIECTOBI'BIIHA PEIIeTKA ca MOCTOSIHHY, IOKATO TMPU TPUBI'bIIHA pemieTka nmame 12 cbeena u 3
pa3IMYHU Pa3CTOSIHUA, a IIPU KBaJpaTHa — 9 cbcena U 2 pa3inyHu pazcrosHus (¢ur. 5).

Que. 5. Pazcmosinue mexcoy KiemKka u HeuHume cbceou npu mpubvevind, Keaopamua u
UecmovbebliHa peulemka
(HU3mounux: Brodsky 2018)

Ot OusHec rieaHa Touka nHGopMmannonHnata cuctema Ha Uber Technologies, usnonssarna H3,
MOXeE J1a ce pasriexaa karo ma3ap (marketplace) Ha TpaHCTIOPTHH yCIyry 3a OTACIIHUA KBapTaiu,
TPaJIOBE M JIbPXKaBH, KbACTO (YHIAMCHTATHUTE 32 HKOHOMHYECKATa TCOPHS CHIIM HA ThPCCHE H
npeaiarane (B ciydasi Ha TPAHCIIOPTHHU yciayru) dhopmupar masapa. B To3u cMHCHII MOXe Ja ce
Kake, ye WH(OpPMAIMOHHATa CHCTeMa OOCTy)Ba MHOXXECTBO OTHOCHTEIIHO Ci1ab0 CBBp3aHU
MOMEXIY CH PETMOHAJIHH aBTOMOOWIIHM TPAaHCIOPTHU Ia3apy HAa HUBO Tpaja WU IbpKaBa
(Calafiore et al. 2021; Xia 2022).

KaxkTo e n3BecTHO, 3a 1a (YHKIIMOHUPA ONITUMAIHO €IMH CBOOOJICH IMa3ap, € Hy>KHO CBOOOTHO
na IUpKyaupa uHbopMaIys, HeoOXoauMa Ha YIaCTHHUITUTE Ha Ta3apa (ThPCEIId U Mpeyiaramim)
000CHOBaHO J]a B3eMaT CBOWTE pemieHHs. YacT OT Ta3u MHPOpMAIUs MOXE Ja € B pe3yiTar Ha
npeoOpa3yBaHe Ha ,,CypOBH, IBbPBUYHHM [AaHHW 4Ype3 H3CJICIBAaHE, aHAIN3 W IOJXOISII0
Bu3yanusupane. Ha ¢ur. 6 e moka3zaH mpoiiec Ha Cb3JlaBaHe Ha ,,TOIUTMHHA KapTa“, U3M0JI3BaHa IPU
aHaJM3 Ha Ta3apa Ha TPAHCHOPTHH YCIYTH B JIaJieH PaloH. ,,[OIUIMHHATAa KapTa™ € HauuH 3a
BU3yaJIM3allysl Ha JJaHHU, IPU KOMTO 4pe3 MaJIUTpa OT Pa3IMYHU IIBETOBE CE MPEACTABAT YHCIOBU
CTOWHOCTH, OTHACSIIIH CE 32 ONPEIEIICHO MTPOCTPAHCTBO.

[TomoOHa kapra € BB3MOXKHO Jia TOCIY)KH Ja C€ B3eME pCIICHHE 3a IO0-ONTUMAIHO
pasmpeeneHne Ha pecypcute B KoukpereH momeHT (Jamil 2020; Min et al. 2021).

{5 aipesh1®

15U
B}
o

@ue. 6. IIpoyec Ha cv3oasarne Ha ,, MONIUHHA Kapma ** 3a 6Poll Npedo3HU cpedcmed 6 KiemKa,
U3NON36AHA NPU AHATU3 HA NA3APA NO OMHOUIEHUE HA MbPCeHe U NPedideane Ha MpancnopmHu
yenyeu npu H3 (M3mounux: Brodsky 2018)
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I'eoxonbT, HapeueH H3Index, npeacrasisiBa 64-6uToBO uynciao Oe3 3HAK, KOETO CE MPEACTaBs
karo 15- win 16-cUMBOJIEH HM3 — YHUCIIOTO, 3allMCAHO B IIECTHAJECETHYHA OpoiiHa cucTema.
[IepBUTE OMTOBE HaA YHCIOTO ChHIBpPXKAT CIOy)XeOHA HWHPOpMAIUSA, a B CICABAIIUTE OUTOBE,
TpylUpaHd 1O TPOWKW, ca 3amMcaHd HoMepara Ha kierkure. Hampumep H3  reokon
»oalec09a24471ff* e na repuropusita Ha YHUBUT — Buk ¢ur. 7. Ha durypara ToBa e neHTpannarta
KJIETKa, KOSATO MMa CJIEJIHWTE IapaMeTpu: HUBO Ha pe3omouuss 10, xoopauHaty (..
42.65768413068898, r.1. 23.38775378812013), utony 16478,4 kB.M, IbJKUHA HA CTpaHata 79,6 M.

oN\8

© Mapbox © OpenStreetMap
Que. 7. Uznonssane na cucmemama H3 na Uber Technologies npu eeokooupane na
Mecmononodcenue Ha mepumopusima na YuubUT (M3mounuk:
https://observablehq.com/@nrabinowitz/h3-index-inspector#8alec09a2447fff)

N3xonen kox Ha mporpamHa OmOmnoTeka 3a padora ¢ H3 c¢ mumens cBoboaeH codryep e
HanudeH B miatdopmara GitHub (https://github.com/uber/h3-js). Kmackt pasmonara ¢ mertonu,
YHHUTO UMEHA Ca CAMOOIMCATEIIHU M MOPAJX Ta3W MPUYMHA B TIOBEYETO CIIydal CMUCHIBT UM CE
noipa3oupa. [To Halle MHEHHE METOIUTE HA KJTaca MOTaT Jia Ce pa3/elisiT B TPH OCHOBHU KaTETOPHU
B 3aBUCHMOCT OT 3HAYCHHETO MM: 0a30BH METOIH, CIIOMAraTeJIH| METO/IM U METOJIU C YHUBEPCAITHO
MPUIIOKCHHE.

U3BOJAW/IUCKYCUS

OCHOBHI/IHT HU3BOJ, KOUTO MOYXKEM Ja HallpaBUM Ha 6333 Ha U3JI0XKXCHOTO, €, YC 3HAUYUTCJIHA 4aCT
OT TCOKOAUPpAIIUTEC CHUCTCMU, Cb3JaBaHU HW MU3IOJ3BAHU OT TOJICMHUTC uT KOMITaHHWH, Ca
PaBHOIUIOIIHH. Hopam/l Ta3u NpUYrHA CYUTAMEC 3a IICPCIICKTUBHO CHINCCTBYBAlllaTa CUCTEMA H3 aa
C€ U3II0JI3BA, THH KaTO 110 TO3U HAYWH 3HAYUTEITHO CE YIJICCHsABA CPABHABAHCTO U aHAJIM3UPAHCTO HA
AaHHHU, aCOLIUHUPAHU C PA3JIMIHU KIICTKH.

3AK/IIOYEHHUE

B 3akmiouenme MokeM Ja 0000LIMM, Y€ M3MOJI3BAHETO HA IIECTOBI'BIHHIM YJIECHSIBA
NpUOJIM3UTEITHOTO U3YHMCIIIBAaHE HAa PAa3CTOSTHUETO MEX]y KIIETKUTE Ha pelieTkaTa U mopaau ToBa
€ MOJXOJAIIO 3a ONPEAEICHHU 33Jaud, CBbP3aHU KaKTO C OINpENEIsIHE Ha MaplIpyTH, Taka U C
TpaHcnopta karo 1psuio. IIpu H3 ce koMOMHMparT mpeaumcTBaTa Ha LIECTOBI'BIIHA TIJI00aIHA
pelIeThYHA CUCTEMA C HepapXUUHa CUCTEMA 3a MHIEKCUPAHE.
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Baarogapuocru: ToBa uzcneasane e punancupano mo npoekt HITU 67-2023 ot 1Y — Bapna.

REFERENCES

Bondaruk, B., S. Roberts, C. Robertson. (2020). Assessing the state of the art in Discrete Global Grid Systems: OGC
criteria and present functionality. Geomatica, 74(1), 9—30. DOI: 10.1139/geomat-2019-001.

Brodsky, 1. (2018). H3: Uber’s Hexagonal Hierarchical Spatial Index. [viewed 10 October 2023]. Available from:
https://www.uber.com/blog/h3/.

Calafiore, A., N. Murage, A. Nasuto, F. Rowe. (2021). Deriving Spatio-temporal geographies of human mobility from
GPS traces. In Spatial Data Science Symposium 2021 Short Paper Proceedings, 1-9. DOI: 10.25436/E26K5F.

H3 Documentation (20223). Indexing. [viewed 10 October 2023]. Available  from:
https://h3geo.org/docs/highlights/indexing.

H3 Documentation (2022b). Appendix: Methodology. [viewed 10 October 2023]. Awvailable from:
https://h3geo.org/docs/core-library/restable.

Jamil, R. (2020). Uber and the making of an Algopticon-Insights from the daily life of Montreal drivers. Capital &
Class, 44(2), 241 — 260. DOI: 10.1177/0309816820904031.

Macdonald, J., L. Dolega, A. Singleton. (2022). An open source delineation and hierarchical classification of UK retail
agglomerations. Scientific Data, 9(1), Article number: 541. DOI: 10.1038/s41597-022-01556-3.

Min, S., K. So, M. Jeong. (2021). Consumer adoption of the Uber mobile application: Insights from diffusion of
innovation theory and technology acceptance model. In Future of tourism marketing, 2-15.

Petrov, P., P. Dimitrov, S. Petrova. (2018). Geohash-EAS — a Modified Geohash Geocoding System with Equal-Area
Spaces. SGEM 18 International Multidisciplinary Scientific Geoconference Conference Proceedings, Vol. 18
Informatics, Geoinformatics and Remote Sensing, Ne 2.2, 187-194. DOI: 10.5593/sgem2018/2.2.

Uber Engineering (2019), Engineering Sub-City Geos for a Hyper-Local Marketplace with Uber. [viewed 10 October
2023]. Available from: https://www.youtube.com/watch?v=wDuKeUKNLkQ.

Vasilev, J., M. Kehayova-Stoycheva, B. Serbezova. (2022). A GIS-Based Approach in Support of Monitoring
Sustainable Urban Consumption Variables. Education, Research and Business Technologies. Proceedings of 20th
International Conference on Informatics in Economy (IE, 2021), Smart Innovation, Systems and Technologies (SIST).
Springer, Vol. 276, 237-247. DOI: 10.1007/978-981-16-8866-9_20.

Xia, F. F. (2022). GIS Software Product Development Challenges in the Era of Cloud Computing. In New Thinking in
GlScience, 129-142. DOI: 10.1007/978-981-19-3816-0_15.

EXPLORING THE CAPABILITIES OF THE H3 GEOCODE SYSTEM DEVELOPED
BY UBER TECHNOLOGIES

Abstract: The research focuses on a practical geocoding system with near-equal area tessellation
that divides the spherical earth surface using pentagon and hexagon shapes. The resulting almost
equal-area tessellation provides intriguing possibilities for quickly determining equidistant
distances and visualizing the so-called “heat maps”. The latter allows for the easy analysis of
dynamic and rapidly changing data in terms of the distribution of measured values per unit area.
The most important features of the H3 system are highlighted in this regard. This system is useful
in geographic information systems related to transportation and flow management. The latter is
supported by numerous program libraries that are distributed under an open-source license. The
research can serve as a basis for choosing an appropriate geocoding system, in the need for analysis
and visualization of dynamic, rapidly changing data associated with geographic location.
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CYBERSECURITY FOR MACHINES AND SYSTEMS

Mark Dietz
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Abstract: This paper looks with cybersecurity in Germany and how it will be implemented in the
future for machinery subject to inspection and using the example of lift systems. Reference is also
made to the current IEC 62443 family of standards and the new Machinery Ordinance. In addition,
reference is made to the Technical Rules for Operational Safety (TRBS 1115 Part 1). It also explains
cybersecurity and what this means for companies and plant operators. Furthermore, various types
of faults and the implementation of safety devices are considered.

Keywords: Cybersecurity, Cyber Resilience Act, Risk, Safety, Security, Security level

INTRODUCTION

Technical systems are becoming increasingly digital and, thus, more vulnerable to criminal
hackers. Especially systems and machines that need to be monitored are increasingly caught in the
crosshairs. This is a danger to life and limb that should not be underestimated. Eleven percent of
companies in Germany have fallen victim to hacker attacks in the past year, and these have
repeatedly led to production downtimes. The devastating cyber-attacks have recently revealed
significant security gaps in software (The State of IT Security in Germany, 2022). The following is
a blackmail message from the Federal Office for Information Security (BSI) report.

Your network has been breached and all data were encrypted.
Personal data, financial reports and important documents are ready to disclose.
To decrypt all the data and to prevent exfiltrated files to be disclosed at

http://hiveleakxxx.onion/
you will need to purchase our decryption software.

Please contact our sales department at:
http://hivecustxxx.onion/
Login: Ixxx
Password: gxxx

To get an access to .onion websites download and install Tor Browser at:
https://www.torproject.org/ (Tor Browser is not related to us)

Follow the guidelines below to avoid losing your data:

- Do not modify, rename or delete *.key.cggbt files. Your data will be
undecryptable.

- Do not modify or rename encrypted files. You will lose them.

- Do not report to the Police, FBI, etc. They don't care about your business.
They simply won't allow you to pay. As a result you will lose everything.

- Do not hire a recovery company. They can't decrypt without the key.
They also don't care about your business. They believe that they are
good negotiators, but it is not. They usually fail. So speak for yourself.

- Do not reject to purchase. Exfiltrated files will be publicly disclosed.

Fig. 1. Example of a blackmail message (The State of IT Security in Germany 2022, p. 16)
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Due to increasing digitalization and networking, the probability of becoming a victim of a cyber-
attack is constantly rising. To determine whether and to what extent cybersecurity measures are
necessary, a process must be run through. This defines protection goals and a level of protection
based on a risk assessment. Comprehensive process descriptions on how to proceed can be found in
particular in the publications of the Federal Office for Information Security (Information security
with system, 2023) and the ICS-Security-Compendium (ICS-Security-Compendium, 2013) as well
as in the IEC 62443 series of standards.

At the level of European product safety, apart from a few specific areas, there are no regulatory
obligations to implement cyber security measures. However, as the impact of cyber threats is now
considered predictable for many products, this is changing. The new Machinery Ordinance will
contain requirements obliging manufacturers to take appropriate measures to ensure that cyber
threats do not compromise the product's safety (Machinery Ordinance, 2023).

The European Commission is currently working on a Cyber Resilience Act based on the IEC
62443-3-2 dated 2020 to improve the cyber security of products. In the national sphere, cyber
security is also increasingly becoming the focus of occupational health and safety. Cyber security
is not only an issue for the construction of new plants but also affects existing plants where cyber-
attacks can lead to a risk.

WHAT IS SECURITY?

The term “cyber” is a made-up word derived from Greek cybernetics and is not without
controversy due to its excessive use as a buzzword. However, since the use of the word “cyber”
makes a more precise differentiation of the technology under consideration unnecessary (e.g., IT for
information technology, OT for controlling systems, ICS for industrial controls) and thus has a
simplifying effect as a collective term, it continues to be used in many different ways. To put it
simply, Cyber.... addresses the area of technology that is characterized by changeable digital data.

Looking at cyber security in Germany, it can be seen that the threat side is constantly evolving.
The number of malicious codes is increasing rapidly, and vulnerabilities in widely used systems are
being exposed through cyber-attacks. The motivation behind the episodes can be both economic
and terrorist. In the context of machines, it is essential to distinguish that the part of cyber security
that is of interest primarily aims to protect functions. Most incidents in the public discussion occur
in areas where information in the form of personal data is of value to be protected.

While it was sufficient to carry out classical error considerations (random and systematic errors)
to fulfil existing safety expectations in the case of systems operating primarily in an isolated mode
without a significant proportion of digital systems, the digitalization, and networking of lift systems
increases the probability of occurrence and range of cyber-attacks (intentional errors) and is thus
increasingly becoming a relevant threat.

However, one can face these cyber-attacks with protection. Nationally and internationally, a
wealth of regulations, norms, and standards describe possible cybersecurity measures.

HOW CAN CYBERSECURITY BE IMPLEMENTED?

To answer the question, one needs the answers to three more detailed questions. The first
question is: “What do I want to prevent in the first place?” the second question is: “What is my
concrete need for protection?” and the third question is: “How do I realize protection?”

To clarify what | want to prevent, so-called protection goals are defined. Regarding protection
goals, we can distinguish two significant areas using lift systems. The first area is the area of
economic efficiency. Here, it is a question of operating a lift cost-effectively and reliably. The
second aspect is the question of safety. There must be no unacceptable hazards to users or people in
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the vicinity of the lift system, be it by preventing an emergency call, an injury in the area of the lift
doors, tripping hazards on the lift system itself, or a fall.

Once the protection goals have been defined, the components relevant to compliance with the
protection goals can be identified based on the technical implementation. For the parts thus
identified, often referred to as SUC (system under consideration), the next step is to determine the
need for protection. This is comparable, for example, with the SIL considerations in functional
safety. There are various possibilities for determining the protection requirement. The first is a
simple risk matrix, in which | estimate the probability of occurrence and extent of damage for
possible impacts, structure them using a matrix, and define the areas for which I must implement a
specific level of cybersecurity.

Another system is contained in the IT Basic Protection Compendium (IT Basic Protection
Compendium, 2023). Here, a distinction is made between different areas, basic, standard, and core
protection, and for functions requiring special protection, a risk-based approach with further
analyses is described. The international standard for industrial cyber security, IEC 62443,
recognizes so-called security levels. These security levels describe the capabilities or resources of
the attacker against whom | want to protect my system. The scale ranges from a security level of 0,
corresponding to no protection, to a security level of 4, which includes protection against
manipulation by comprehensive means.

The result of a protection requirement assessment is a classification of specified parts of the lift
system about the need for cyber protection. This classification is then used to determine the required
severity levels for the cybersecurity measures to be implemented. Depending on the set of rules used
as a basis, concrete or abstract catalogues of standards or requirements are stored for specific
protection needs.

The process used for implementing cyber protection always consists of comparable work steps,
even across the different sets of rules. It begins in each case with the analysis of the so-called assets,
which hardware, software, interfaces, processes, and so on are installed. Then, the scope of
consideration is defined, for which the risks are determined based on the results of a threat analysis,
and the required degree of risk reduction (protection needs assessment) is determined through
cybersecurity measures. Once the measurements have been selected, they are specified and
implemented for the specific use case. Once this has been done, it must then be ensured that the
level of cybersecurity stays the same due to the advancing state of the art, for which suitable
processes must be implemented. When changes are made to the lift system, for example, this cycle
is run through repeatedly to the required extent.

For a detailed description of all necessary steps, the IEC 62443 family of standards for industrial
cybersecurity can be referred to. What is particularly interesting about this family of standards is
that, in addition to basic requirements from the area of management, it also describes specific
procedures for the individual roles in the life cycle. There are three types of security levels to enable
a suitable interaction of the existing functions about the status of protection to be achieved.

The integrator usually determines the system's security level for operation as part of his risk
analysis. The information about the security level target defined as a target is made available to the
component manufacturer so that he can design and manufacture his components in such a way that
a security level capability is given.

The security level capability describes the ability of a component to guarantee a level of
protection after it has been suitably integrated into a system. If all parts with a speaking Security
level Capability are assembled according to the requirements, the fulfilment of the specified
Security level Target can be proven. If this is successful, the system has achieved the planned level
of protection, which is documented as Security level Achieved.
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WHAT ARE THE CONTENTS OF THE REGULATIONS

Before looking at individual sets of regulations individually, it is essential to understand when
rule by the legislator or the executive takes place in the first place. Every safety-oriented law is
based on a hazard assessment. Risk reduction is required if hazards are unacceptable, considering
the probability of occurrence and the severity of harm, as described by regulations. No mitigation
measures are needed if an identified risk does not exceed the so-called risk acceptance threshold. If
risk quantification is not possible, a hazard-based approach is applied. The decisive factor is the
probability of occurrence, which determines whether mitigation measures are necessary.

In European product safety, two legislative projects are particularly noteworthy. The first is the
so-called Cyber Resilience Act. This represents a horizontal product regulation for cyber security
and describes basic requirements for all products with so-called digital elements of cyber security
and the need for a risk analysis to determine the specific scope of cyber security. In addition,
products are divided into classes and conformity assessment procedures are assigned to these classes
according to their criticality regarding the impact of cyber-attacks. The Cyber Resilience Act does
not consider only those products for which specific cybersecurity regulations are already defined in
the sectoral directives.

In European product security, two legislative projects are particularly noteworthy. One of them
is the so-called Cyber Resilience Act. This product regulation on cyber security describes basic
requirements for all products with so-called digital elements of cyber security and the need for a
risk analysis to determine the concrete scope of cyber security. Furthermore, the products are
divided into classes and the effects of cyber-attacks (Cybersecurity Requirements for Products with
Digital Elements and Amendment Ordinance, 2022).

In Germany, the Operational Safety Ordinance (Industrial Safety Ordinance) and now also the
Act on Installations Requiring Monitoring (Industrial Safety Ordinance, 2015) apply to operators of
lift systems. According to this, the operator must ensure that the systems requiring monitoring are
installed, modified, and operated so that the safety and health protection of employees and other
persons is guaranteed. This requires that sufficient state-of-the-art measures are defined and
implemented based on a risk assessment. About possible cyber security measures, reference should
be made to the Technical Regulation on Industrial Safety TRBS 1115 Part 1. This considers cyber
security for safety-relevant measuring, controlling, and regulating equipment with regard to
identifying and reducing hazards due to cyber-attacks within the scope of the risk assessment
according to the Ordinance on Industrial Safety and Health (TRBS 1115 Part 1, 2023).

This does not mean that every lift system requires cyber security measures. Still, it is part of the
obligatory risk assessment to determine whether cyber-attacks can lead to hazards in the lift system.
If this is the case, suitable cybersecurity measures must be provided. Since approved inspection
bodies have been commissioned under the Ordinance on Industrial Safety and Health to carry out
inspections to ensure the safe operation of the system requiring review until the next check, they
will no longer be able to disregard the issue of cybersecurity in the future.

CONCLUSIONS

Due to increasing digitalization, our systems are becoming increasingly vulnerable to criminal
hackers. A process must be gone through to determine whether and to what extent measures are
necessary. In it, protection goals and a level of protection are defined based on a cyber security risk
assessment. What is cybersecurity? Cybersecurity means protecting defined functions with digital
elements against cyber-attacks. Cybersecurity sets out protection objectives and defines protection
levels for the assets to be protected, which, in combination, leads to the required cybersecurity
measures. Due to the increasing likelihood of cyber-attacks, cybersecurity is increasingly becoming
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part of individual regulations at national and European levels.

Here is a reference to the new machinery regulation in Germany. For a detailed description of
all necessary steps, one can refer to the IEC 62443 family of standards for industrial cyber security.
In Germany, plant operators are subject to the Operational Safety Ordinance and, more recently, the
Plant Act, which requires monitoring. According to these, the operator must ensure that systems
requiring monitoring are set up, modified, and operated to guarantee the safety and health protection
of employees and other persons. For possible cyber security measures, reference should also be
made to the Technical Rules for Industrial Safety TRBS 1115 Part 1.

TRBS 1115 Part 1 considers cyber security for safety-relevant instrumentation and control
systems for detecting and reducing hazards from cyber-attacks as part of the risk assessment by the
Ordinance on Industrial Safety and Health.

REFERENCES

Cybersecurity Requirements for Products with Digital Elements and Amendment Ordinance. (2022).
Européische Kommission, Brissel [viewed 06 October 2023]. Available from: https://eur-
lex.europa.eu/resource.html?uri=cellar:864f472b-34e9-11ed-9c68-
0laa75ed71a1.0020.02/DOC_1&format=PDF.

ICS-Security-Compendium. (2013). Bundesamt fur Sicherheit in der Informationstechnik (BSI), Bonn
[viewed 06 October 2023]. Available from: https://www.bsi.bund.de/SharedDocs/Downloads/
DE/BSI/ICS/ICS-Security_kompendium_pdf.pdf? blob=publicationFile.

IEC 62443-3-2. (2020). Security for industrial automation and control systems — Part 3-2: Security risk
assessment for system design. International electrotechnical commission.

Industrial Safety Ordinance. (2015). Verordnung Uber Sicherheit und Gesundheitsschutz bei der
Verwendung von Arbeitsmitteln (Betriebssicherheitsverordnung - BetrSichV),
Betriebssicherheitsverordnung vom 3. Februar 2015 (BGBI. | S. 49), die zuletzt durch Artikel 7 des Gesetzes
vom 27. Juli 2021 (BGBI. | S. 3146) geéndert worden ist [viewed 06 October 2023]. Available from:
https://www.gesetze-im-internet.de/betrsichv_2015/BetrSichV.pdf [Accessed: 04th October 2022], Berlin:
Bundesministeriums der Justiz.

Information security with system: The BSI basic IT protection. (2023). Bundesamt fiir Sicherheit in der
Informationstechnik ~ (BSI), Bonn, 2023 [viewed 06 October 2023]. Awvailable from:
https://www.bsi.bund.de/SharedDocs/Downloads/DE/BSI/Grundschutz/sonstiges/Informationssicherheit_m
it_System.pdf?__blob=publicationFile&v=3.

IT Basic Protection Compendium. (2023). Bundesamt flir Sicherheit in der Informationstechnik (BSI), Bonn,
2023. [viewed 06 October 2023]. Awvailable from: https://www.bsi.bund.de/SharedDocs
/Downloads/DE/BSI/Grundschutz/Kompendium/IT_Grundschutz_Kompendium_Edition2023.pdf?__blob=
publicationFile&v=4#download=1.

Machinery Ordinance. (2023). Verordung (EU) 2023/1230 des europdischen Parlaments und des Rates vom
14. Juni 2023, Amtsblatt der Européaischen Union, 2023 [viewed 06 October 2023]. Available from:
https://eur-lex.europa.eu/legal-content/DE/T XT/PDF/?uri=CELEX:32023R1230.

The State of IT Security in Germany. (2022). Bundesamt fiir Sicherheit in der Informationstechnik (BSI),
Bonn, 2022 [viewed 06 October 2023]. Available from:
https://www.bsi.bund.de/SharedDocs/Downloads/DE/BSI/Publikationen/Lageberichte/Lagebericht2022.ht
ml?nn=129410.

TRBS 1115 Teil 1. (2023). Technische Regeln fir die Arbeitssicherheit — Cybersicherheit fur
sicherheitsrelevante Mess-, Steuer- und Regeleinrichtungen. Bundesanstalt flir Arbeitsschutz und
Arbeitsmedizin, 2023 [viewed 06 October 2023]. Available from: https://www.baua.de
/DE/Angebote/Regelwerk/TRBS/TRBS-1115-Teil-1.html.

47


https://www.bsi.bund.de/SharedDocs/Downloads/%20DE/BSI/ICS/ICS-Security_kompendium_pdf.pdf?%20blob
https://www.bsi.bund.de/SharedDocs/Downloads/%20DE/BSI/ICS/ICS-Security_kompendium_pdf.pdf?%20blob
https://www.bsi.bund.de/SharedDocs
https://www.baua.de/

Cybersecurity for machines and systems

KUBEPCHUI'YPHOCT 3A MAIIMHU U CUCTEMUA

Pe3ztome: Hacmosiwuam 0okiao pazenedicoa kubepcueypnocmma 6 I epmanus u kak ms we 6voe
npunazana 8 bvoeuje 3a MAuUHU, NOOAEHCAWU HA UHCHEKYUS, U3NOI38AIKU NPUMEPA HA NOBOULAU
cucmemu. Ilpasu ce npenpamxa kom mexkywus nakem cmanoapmu IEC 62443 u nosama Hapeoba
3a mawunume. Oceen moga ce npasu npenpamka Kom TexHuueckume npaguia 3a oNepamueHa
oezonacnocm (TRBS 1115, uacm 1). Cowo maxa ce 005CHA8A KUbEpcucypHocmma u Kakeo
03HAYABA MOBA 30 KOMNAHUUMeE U ONnepamopume 8 npouzeoo0cmeenu npeonpusmus. Pazenesxcoam
ce pasnudHu 8U008e Nospedu U HeOPABAHEMO HA NPeONna3Hu YCmpoucmad.

Knwuoseu oymu: xubepcueypnocm, 3axon 3a Kubepycmouyueocmma, Kubepamaku, pUuck,
bezonacHocm, cueypHocm, HU80 Ha Oe30NACHOC, 3AUWUMHU Yeau
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AKTYAJIHO
CURRENT

EJIEKTPOHHOTO YIIPABJIEHUE KATO ®AKTOP 3A PA3BBUTUE HA
NHO®OPMALIMOHHOTO OBHIECTBO. BA3OBU INTPEJJUMCTBA U AKTYAJIHU
HNPEAN3BUKATEJICTBA

Karepuna Tpudonona
Yuusepcumem no 6ubnuomerxosnanue u UHGOPMAYUOHHU MEXHOIO2UU

Pe3ztome: B cmamusima ce npoyusa enusHuemo Ha eieKmpoHHOmo YNpasieHue 6bpxy pazeumueno
Ha ungopmayuonnomo odbwecmeo. Ilocpedcmeom pazeumuemo HaA MEXHOIOSUYHAMA epa U
VEeIUHasauama ce C8bpP3aHOCH eleKmMpOHHOMO YAPAsieHUue NpedCmasisiéd K408 UHCMpPYMeHm
3a MOOepHU3ayusi HA AOMUHUCMPAMUBHUME NPOYECU U YCbEbPUICHCMBAHE HA 00ujecmeenume
yeayeu. Tlpeocmassm ce OCHOBHU acneKmu U NAPeOU3BUKAMENCMEAd nped  enieKmpOoOHHOMO
Vhpasienue Kamo elemMenm HA UHGOpMayuoHHomo obdbwecmeo. B cmamusma ca ananusupanu
8bL3IMOIICHOCMUME U NPEeOU3BUKAMENLCINEAMA, NPed KOUMO eleKMpOHHOMO YNpAasieHue ce uUsnpaes,
3a obezneuasane Ha UHGOPMAYUOHHOMO 00WECmBO.

Knrouosu oymu: erekmponno ynpasienue, UHGHOPMAYUOHHO 00uecmeo, YCmouduso pazeumue

BBBEJIEHUE

C HapacTBaHETO Ha JUTHUTAlHAaTa €HOXa M YCKOPEHOTO pa3BUTHE HAa TEXHOJOIMHUTE
€JIEKTPOHHOTO YIIPaBJIEHUE W3IBJIHABA HEU3MEHHO BakHAa poJisi B TpaHchopMmalnusra Ha
oOmiecTBaTa KbM HH(MOPMALMOHHM OOLIHOCTH. B cratuara ce aHanusupa BIMSHMETO Ha
€JIEKTPOHHOTO YIIpaBJIEHUE BBPXY pPA3BUTHETO HAa HHPOPMALMOHHOTO OOILIECTBO, KaTro ce
¢dokycupa BBPXY KIIOUOBUTE aCHEKTH, KOMTO (QOpMHpaT ChbBpPEMEHHaTa JMHAMUKa Ha
0O0I11eCTBEHUTE OTHOLICHMUS.

B nHemHo Bpeme, Korato npexoxbT KbM LU(MPOBO OOIIECTBO € HEOTMEHHA PEaJIHOCT,
€JIEKTPOHHOTO YIpaBJIE€HHE C€ sBSBAa KaTro ChINECTBEH MOTOP 3a MOJEpHHU3AlMiITa Ha
aJIMUHUCTPATUBHUTE MPOLIECH U MHOBALMUTE B MPEJOCTaBSHETO Ha OOLIECTBEHU yciayru. To He
caMO ONTHMH3Mpa M YCKOpsiBa oOpaboTkaTa Ha HHQOpMalUs, HO M OCHrypsiBa Mo-100pa
JOCTBITHOCT JI0 PECYPCH M YCIIYTH 3a TpaKAaHUTE U OU3HEC CEKTOpA.

B KOHTekcTa Ha €JIEKTPOHHOTO YIPaBJICHHE TEXHOJIOTMYHHUTE HWHOBALIMM HE Ca IPOCTO
MHCTPYMEHTH, HO M KaTaJu3aTOpH 3a TpaHCPopMmalusATa Ha HAayMHA, MO KOWTO oOuiecTBara
¢ynkumonupar. BB Bpeme, korato 0bp3uHara, epeKTHBHOCTTA M TUHAMUYHOTO B3aUMO/IeiicTBHE
ca OT ChILECTBEHO 3HAYEHHE, €IEKTPOHHOTO YIPABIECHUE OTKPUBA HOBH NIEPCIIEKTHUBH 32 Ch3/1aBaHE
Ha M0-ChBPEMEHHO, IPO3PaYHO M OT3UBUMBO OOIIECTBO.

Hacrosiimara cratus nenu na pasriefa He caMO KJIFOYOBHUTE IOJI3H, KOMTO €JIEKTPOHHOTO
yIipaBJieHHEe HOCH ChC cebe CH, HO MU OCHOBHMTE INpEAU3BHKATEICTBA, KOUTO TpsOBa na Obaar
npeojgoseHd. CHUTypHOCTTa Ha [aHHUTE, BBIPOCUTE 3a JIMYHATa HENPUKOCHOBEHOCT U
BB3MOXHOCTTA 3a JUTUTAIHO U3KJIFOUYBAHE Ca CaMO HSAKOU OT aCIIEKTUTE, KOUTO U3UCKBAT CEPUO3HO
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Enexmponnomo ynpaenenue kamo ¢paxmop 3a pazgumue Ha UHGOPMAYUOHHOMO ...

BHUMaHHE NIpU (GOPMYIIMPAHETO HA CTPATETHH 32 BHE/IPSIBAHE HA €JIEKTPOHHO YIIPaBJICHUE.

Lenra e na ce pasriena B AbIOOYMHA POJIATA HA EIEKTPOHHOTO YIPABICHHUE KAaTO ABUraTel Ha
pa3BUTHETO HA MH(POPMAIIMOHHOTO OOIIECTBO U Ja C€ HAChPUH 1e0aThT 3a HEOOXOAUMUTE CTHIIKU
KBM Cbh3/IaBaHE Ha MI0-CHbBPEMEHHO U MHTEJIMICHTHO OOIIECTBO.

IIpenuMcTBa Ha €JIEKTPOHHOTO yNPaBJIeHHE

EnekTpoHHOTO ympaBiieHHe JONpUHACS 32 YBEIWYaBaHE HA MPO3PAYHOCTTa U OTUYETHOCTTA HA
aJIIMAHUCTPATUBHNTE TIpomecH. CHCTeMHTEe 3a eneKTpoHHO ympasineHnme! (Mapkos 2022)
M03BOJISIBAT OBP30 U e(peKTHBHO 00paboTBaHe HA HHPOpPMAITUATA, HAMAJIIBAHE HA OFOPOKPALIHATA
U ToJ0OpsBaHEe Ha KadeCTBOTO HA MpPeNoCTaBsHUTE yciuyrd. [lo To3wm HAaYWMH ce ylecHsBa
B3aUMOJICHCTBUETO MEXIYy TPAKIAHUTE H JIbPKABHUTE HWHCTUTYIHH, KATO CE MPEAOCTaBs
BB3MOKHOCT 32 JIECEH JOCTHIT 0 HHPOPMAIUS U YCITYTH.

IIpo3pa4yHOCT U OTYETHOCT

EJ'IGKTpOHHOTO YIIPABJICHHUEC U3I'BJIHABA KPUTUYHA POJIA B U3rPaAKIAAHCTO HaA IMO-IIPO3pavyHu U
OTUETHU aJMUHHCTPATHUBHH IPOLIECH, KOUTO JOMPHUHACAT 3a MO-I00p0 B3aWMOJAEUCTBUE MEXITY
IbpKaBHUTE MHCTUTYLIMHM U TpaxiaHute. Upe3 M3MOJI3BaHETO HAa CHBPEMEHHU TEXHOJIOTHH 3a
aUrutaiHa oOpaboTka Ha JaHHU U e(eKTUBHO YIpaBlieHWE Ha MH(OpMalUsITa ce Ch3/1aBa OCHOBA
3a OTKPUT U pa3dbupaeM JOCTHII O JeHHOCTTa Ha MyOINYHUTE OPTraHu.

Jururannara oOpaOoTka Ha JaHHU TI03BOJISIBA TMPEHU3HO MpocieAsBaHe W aHalu3 Ha
aJIMUHUCTPATUBHUTE IPOIIECH, KaTO TOBA BKIIIOYBA OOC/IE[BaHE HA PA3IM4YHM CTBIKH Ha JaJCH
IpoIeC M BU3yalH3alMs Ha IOJYyYEHHUTE pe3ylaTaTu. Ta3u IMpOo3padyHOCT HE CaMO YJIECHSBA
IpaXJaHUTE 33 OCBIIECTBABAHE HA MOHUTOPHHI HAa JNEHMHOCTHUTE, U3BBPIIBAHU OT AbP)KABHHUTE
MHCTUTYLIMHU, HO CBIIO Taka CIY)XH KaTo CPEJCTBO 3a KOHTPOJ M OT4YETHOCT. ['paxknaHute ca B
ChCTOSIHME J1a pa3noJiarar ¢ HH(popMalys 3a TOBa KaK ce U3I0JI3BAT PECYPCUTE, KAKBU PEIIECHUS ce
B3€MAaT M KaK ce peannu3upar MpOeKTH.

To3u noxxox ch3gaBa NO-MUPOKO U JbIOOKO pa3dUpaHe 32 HAUMHA, 10 KOUTO MHCTUTYLIUUTE
(GyHKIMOHMpAT, U CTUMYJIMpa aKTUBHOTO y4dacTHE Ha TpaKJaHUTE B oOLiecTBeHUs kuBoT. KaTto
pe3yiTar Npo3pavyHUTe U OTYETHH aIMUHUCTPATUBHH IPOLIECH YKPENBAT JOBEPUETO B JbpiKaBaTa
U Cbh3aBaT MO-OJIaronpusiTHa cpesla 3a MapTHBOPCTBO MEXJy IpaXKJaHUTE€ U OOILIECTBEHUTE
UHCTUTYLIUU.

B KOHTEKCTa Ha eJIEKTPOHHOTO YIpaBJIeHUE IPO3PAYHOCTTA HE € CaMO TEXHOJIOTUYEH ACIEKT,
HO U KyATypHa napagurma. Ch37aBaHeTo Ha OTBOPEHU U JOCTBIIHU JIaHHU € Heo0X0AUMO J1a Obje
MOJNIOMOTHAaTO OT 00pa3oBaTeIHM M HMH(OPMALMOHHM KaMIIaHMM, KOUTO Ja YCHBBPIICHCTBAT
nH(GOpMalMOHHATA IPAMOTHOCT M OCBEJOMEHOCTTa Ha rpaxaanute. [logobeH moaxon He caMo
rapaHTHpa aKTHBHOTO Y4acTHE Ha T'pakJaHWUTE B YIPABJICHUETO Ha OOLIECTBOTO, HO U GopMupa
3/IpaBa OCHOBA 3a YCTOMUYMBO U OT3UBYMBO MH(POPMALIMOHHO OOIIECTBO.

EdexTuBHoct B 00padoTkaTa Ha mH(popmManus

EnHOo oT KIIFOUOBUTE MPEAUMCTBA HA €JIEKTPOHHOTO YIIPABJIEHUE IPONU3THYA OT 3HAYUTEIHOTO
nosoOpeHue B obpaboTkara Ha nHpopmanus. M3non3BaHeTo Ha €IEKTPOHHU CHCTEMHU IPOMEHs
napagurmaTra Ha TPaJMLMOHHUTE aJMUHMCTPATUBHH IPOLIECH, KaTo YCKopsiBa oOpaboTkara Ha
JAHHU M CBhKpallaBa BpEeMETO, He0OXOAUMO 3a W3II'BJIHEHHETO Ha Pa3IMYHU aIMHUHUCTPATUBHU
3a/1a4H.

JurutanHara oOpaboTka Ha HH(pOpPMaIKs MO3BOJIsIBA aBTOMATH3AIMs HA PyTUHHHUTE MIPOIIECH,
KOETO JIONpHUHACS 3a MO-TOJsIMa TOYHOCT W €(EeKTHUBHOCT. 3aJayd, KOUTO TpeIu H3HUCKBAXa
3HAYUTEIHO BPEME M YOBEILIKU PECype, MOTaT Jja Ob/1aT U3IIBIHIBAHU MHOTOKPATHO MO-0bp30 U 6e3
TPEIIKH Ype3 eNeKTPOHHU cucTeMH. To31 moaxo ] He caMo 1mo1o0psiBa onepaTuBHaTa e(EeKTHBHOCT
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Ha Jbp)KaBHUTEC MHCTUTYIMH, HO U 3HAYMTEIHO HaMaJsiBa BPEMETO, HEOOXOJUMO 3a peakuus u
pelnaBaHe Ha aIMUHUCTPATUBHU BBIIPOCH.

C no-0bp3ara u no-npernu3Ha oopadoTka Ha HHPOPMAIUATA TPAXKTAHUTE U OU3HEC CEKTOPHT
M3BIMYAT peanHu nois3u. Ilpomecute Ha perucrpanus, 1mojaBaHe Ha JOKYMEHTH, oOpaboTka Ha
JaHHU 32 JaHBIU U IPYTU 110100HU aIMUHUCTPATUBHU AEHHOCTH CTaBaT Mo-Obp3U U MO-JIECHU 32
u3IrbIHEeHUe. To3M HampeabK He caMo croMara 3a eeKTHUBHOTO (PyHKIHMOHHMpaHe Ha IMyOIHYHHUTE
WHCTHUTYLIUH, HO ¥ 3aCHJIBa KOHKYPEHTOCIIOCOOHOCTTa Ha OM3HEca M Mo00psiBa 00CTy)KBaHETO HA
rpaXkIaHHTE.

B pesynrar Moxe mga ce ONpeAeTH, 4Ye eJNEKTPOHHOTO YIIpaBlICHHE TMpPEeBpbIIa
aIMHUHUACTPATUBHUTE TIPOLIECH B JWHAMHYHMA M aJalNTHBHH, KOETO HE CaMO MOJ00psBa
MIPOU3BOIUTEITHOCTTA, HO U TTOAKPETSl MHOBAIIMUTE U MOJACPHHU3AIMATA B 00IIECTBOTO. TO3M acTeKT
Ha e(eKTUBHOCTTA B 00paboTKaTa Ha HH(POPMAIUATA € CHIIECTBEH €JIEMEHT OT CTPEMEXkKa KbM T10-
JMHAMIYHO M KOHKYPEHTOCTIOCOOHO HpOopMaIHoHHO 06mectBo? (Cracos 2023).

HamausiBane Ha Ol0poKpanusTa

EnexTpoHHOTO ympaBiieHHE € KIIOUYOB HHCTPYMEHT B 0Oopbara ChC 3aBHCHMOCTTa OT
OIOPOKpAaTHYHUTE TMPOIECH, KaTO TMpPENoCTaBs Ee(QEKTHBHM pEIIeHWs 3a aBTOMAaTHU3alus Ha
PYTHHHHTE 3a7adydl W ONTHMH3AIlUsl HAa aJMHHUCTPATHBHUTE TPOLECH. Upe3 Te3HW IOaXOIH
eNIeKTPOHHOTO YNPABJICHNWE MPOMEHS TPAAWIMOHHUS MOJEN Ha OIOpOKpaIlusITa W Ch3/aBa IO-
I'bBKaBa U e(peKTHBHA aJ]MUHUCTPATHBHA CPEIa.

ABTOMaTH3aIMATa HA PYTUHHHUTE 33Ja4M, KOUTO OOWYAaiHO M3MCKBAT 3HAYUTEIHO BPEME U
YOBCIIKM PECYpPCH, OCUTYpsiBA HE CaMO YBEIMYaBaHE Ha CKOPOCTTa M MPEHU3HOCTTa, HO M
HaMaJIsIBaHE Ha YOBEIIKATa rpemka. EnekTpoHHnTe crcTeMy MO3BOJISBAT aBTOMAaTHYHA 00paboTKa
Ha wWHOpOpPMAIMs, KOETO JONpUHAci 3a TO-ToJIsiMa E(QEKTUBHOCT B H3IBIHEHHETO Ha
aJIMHHHCTPATHBHH ITPOIIECH, CBBP3AHH C Pa3JIMuHK chepH Ha 0OIIECTBOTO.

Cp3/1aBaHeTO HA CUCTEMH 3a CICKTPOHEH 00MEH Ha MH(POPMAIIHS CHIIO0 0Ka3Ba KIIOYOBA PO
B HaMaJIIBAaHETO HA OIOPOKPATHYHUTE MpoliecH. Upe3 ylecHeH TOCThII 1 OOMEH Ha JaHHU MEXIy
IbPKABHUTE WHCTUTYIMU C€ W30SrBaT W3JIMIIHU OIOPOKPAaTHYHH MPOLEAYPH M MOBTOPHO
BbBEKIaHe Ha mH(popmanusa. To3u HO-ThBKaB M aBTOMATU3UpPAH MOAXOJ HE caMoO IMoxo0psBa
e(eKTUBHOCTTAa HA AJIMUHHCTPATHBHUTE CIY)KOM, HO U OCBOOOJKIaBa YOBCIIKU PECYpPCH, KOHTO
Morar aa ObaT HaCOYEHH KbM I10-BaYKHU U CTPATETHYECKH CHHOCTH.

HamansBanero Ha OropokpamusTa Ipe3 eIeKTPOHHOTO YNpaBJIEHHE HE CaMO ONTHMHU3UpA
aJIMUHUCTPAaTUBHUTE MPOLIECH, HO M TMOAABPXKA JbPKABHUTE WHCTUTYIIMH B Kpak CbC
CbBPEMEHHUTE TEXHOJIOTMYHU M COLMAIHHU Npean3BUKarencTBa. C TO3M HAuMH HA yIpaBieHHE
pECypCHTE ce M3IO0JI3BAT M0-e(hEKTHBHO, a OOIIECTBOTO CE MOJ3Ba OT NO-0BP3 U MO-I'bBKAB JOCTBII
10 ny6nuunu yenyru® (Bankos 2014).

IHo-100pa AOCTHNHOCT 10 YCJAYTH

EnextpoHHOTO ympaBieHue mpeoOpassiBa HaUMHA, MO KOWTO TpaKIAHUTE M OM3HECHT UMaT
JOCTBHI /10 OOIIECTBEHU YCIYT'H, KaTO MpPEIOCTaBs OHJIAWH BBH3MOXKHOCTH 32 WM3BBPIIBAHE Ha
TpaH3aKIIUU U ToJydyaBaHe Ha uHGopMalus. To3u HampeabK B TEXHOJIOTUUTE Ch3/1aBa MO-T'bBKaBa
1 ynoOHa cpeia, KOsSTO 3HAUMTETHO HaMallsiBa (PU3UIECKOTO MPUCHCTBUE M BPEMETO, HEOOXOAMMO
3a pellaBaHe Ha aIMUHUCTPATUBHU BHIIPOCH.

I'paxmanuTe Beue MoraT Ja MOIy4aT JOCTHII 10 MHOXKECTBO OOIIECTBEHU YCIYTH OT yIOTa Ha
CBOS JIOM WK pabOTHO MsCTO. EnekTpoHHHTE TIaTHOPMH MPEAOCTABAT BH3MOKHOCT 32 OHJIAMH
perucrparus, mojaBaHe Ha JOKYMEHTH, IJIalllaHe Ha TAKCH U MHOTO JPYTH, KaTO B CHIIOTO BpeMe
rapaHTUPAT CUTYPHOCTTA U 3allUTaTa HA JIMYHUTE JaHHH.

51



Enexmponnomo ynpaenenue kamo ¢paxmop 3a pazgumue Ha UHGOPMAYUOHHOMO ...

3a Ou3HeC ceKTopa BB3MOXKHOCTTAa 3a CIEKTPOHHO B3aUMOJAEHCTBHE C JIbpP)KaBHHUTE
MHCTUTYLIMU O3HAYaBa MO-rojisiMa e(peKTUBHOCT U Obp3uHa B paznuuHu npoiecu. [logaBanero Ha
JOKYMEHTAIHs, PeruCTpanusaTa Ha GUPMH, KaKTO U U3ITBJIHEHUETO Ha OM3HEC TPaH3aKLUHU CTaBaT
no-necHu u goctbiuu® (Mapkos 2022).

To3u Mozaen Ha eNeKTpOHHA JOCTBIIHOCT HE CaMO ONTHUMM3Mpa BPEMETO Ha IPAKIAHUTE U
Ou3HEeC CeKTopa, HO M MOAIbPKa PAaBEHCTBO Ha JIOCTHIIA JI0 YCIyruTe. Xopa, KOUTO ca jJajnede OT
HEHTPAJIIHU AAMUHUCTPATHBHA O(UCH WM KOUTO MMAaT OrpaHUYEHA MOJBH)XKHOCT, BeYe HE ca
JUIIEHU OT BB3MOXKHOCTTA Ja IMOJI3BAaT NMyOJIMYHUTE YCIyrd. To3u HampeabK B €IEKTPOHHOTO
YIIPaBIICHUE € CHIIECTBEH (haKTOP 3a Ch3JaBaHE HA IMO-KOMYHHKATUBHO OOIIECTBO, KbAETO BCEKU
MOJKE J]a C€ BB3IO0J3Ba OT MPEAIaraHuTe yCIYr'H HE3aBUCHMO OT CBOETO MECTOIOJI0KEHUE WIN
¢uznyecka ciocoOHOCT.

IMonoOpenne Ha KaYeCTBOTO HA YCJIYTHTe

EnexTpoHHOTO ympaBiieHME OKa3Ba KPUTHMYHA pPOJS B IOBUIIABAHETO HAa KAadeCTBOTO Ha
MpeaOCTaBAHUTE O6HICCTB€HI/I YCIYyru 4Ype€3 BHCAPABAHCTO Ha CBBPCMCHHH TCXHOJIOTUH U
ONTUMU3UPAHC HA AAMUHUCTPATUBHUTE ITPOLICCH. Tosn HanpeaAbK Ch3/JaBa NIO-TOYHU U MPECHU3HU
mponecu, a BSaHMO)IeﬁCTBHeTO MCKIAY TpaXIAHUTEC W ObPKABHHUTC HWHCTUTYOHUH CTaBa II0-
OTITUMAITHO, KaTO B KpaliHa CMETKa BOJIH JI0 TIOBHIIICHO YIOBJIETBOPEHUE HA TIOTPEOUTEIHTE.

Upes enekTpoHHHTE MIaT(GOPMHU rpaKAaHuTe U ON3HECHT MMAT BH3MOKHOCT 3 JIECHO M OBP30
oOciyxBaHe 0e3 M3JIMIIHN OIOPOKPATUYHM MPOLETYpH U ABITM HU34YaKBaHUS. EIEKTPOHHOTO
MoJIaBaHe Ha JTOKYMEHTH, OHJIAiiH KOHCYJATAllMM U MOMCHTAJIHU PEUICHHS Ha aIMHHUCTPATHBHH
BBIIPOCH OTIPOCTSBAT U YCKOPSIBAT JOCTHIIA JI0 YCIYTHTE.

[Iponiecute craBaT MO-TOYHU Ype3 H3IMOJ3BAHETO HA ABTOMATH3HPAHH CHCTEMH, KOETO
HaMaJIsiBa BB3MOKHOCTTA 3a YOBENIKA Tpenika. TouyHara oOpaboTka Ha AaHHU U €(EKTUBHOTO
ylpaBiieHue Ha WHQPOpMaNUsATa OCUTYpsIBAT aKTyaJHH M JOCTOBEPHH PE3YJITaTH, KOETO € OT
CBHIIECTBEHO 3HAYCHHE TIPU MPEIOCTABSIHETO HA KAYECTBEHHU YCIYTH.

OnTUMHU3UPAHETO Ha B3aUMOICHCTBUETO MEXK/Ty TPKIAHUTE U IbP)KaBHUTE UHCTUTYIIMH Ype3
€JIEKTPOHHOTO YIIPaBIICHHE BOJM JIO Ch3J]aBaHEe Ha MO-TIEPCOHATM3UPAH U YJOBIECTBOPUTEIICH OITUT
3a motpedurenure. ['paxkaanuTe Morat Obp30 U JIECHO Ja IMoTydaT HHPOpPMaIus, a CISIAT cTaTyca
Ha CBOMTE 3asBJICHUS U JIa y4acTBAT aKTHBHO B aJIMUHHCTPATUBHU MPOLIECH, KATO TOBA JOMPHUHACS
3a TXHOTO MO-TOJISIMO Y4acTUE M BB3IPHUITHE 32 3HAYMMOCTTA Ha MPEIOCTABIHUTE YCIYTH.

Taka, 4ype3 MoJOOpEHU TMPOIIECH, IMO-TOJsIMAa TOYHOCT M IMO-e()EKTUBHO B3aMMOJICHCTBHE,
CJIEKTPOHHOTO YIIPaBJICHHE IMOJYepTaBa CBOS IPUHOC KbM IOBUINABAHETO HA Ka4eCTBOTO HA
OOIIIECTBEHUTE YCIIYTH U Ch3JlaBa OJIaronpusTHa cpejia 3a YIOBJICTBOPEHUE HA TIOTPEOUTEIIHTE.

CunecrsiBaHe Ha pecypcu

EnexTpoHHOTO ympaBlieHHE € CHUJICH KaTalu3aTop 3a e(PeKTUBHOTO W3IOJI3BaHE HAa PECypCH,
KaTo OCUTYpsIBa ONTHUMH3AIUS Ha OU3HEC MpoIlecuTe B 001IecTBOTO. T03M MOJEN Ha yIpaBiieHHe
JOTIPUHACS 32 UKOHOMHMSI Ha BpeMe, XapTus U (MHAHCOBU PECypCH, Ch3daBaiiku OmarompusiTHa
cpena 3a Ibp>KaBHUTE UHCTUTYLIMH U TPAXKIAHUTE.

B cpBpeMeHHUs CBAT, KbAETO BPEMETO € OT ChIIIECTBEHO 3HAYEHUE, €IEKTPOHHOTO YIIPaBICHUE
MPEeIOCTaBsl BB3MOXKHOCT 32 H3MBIHEHHWE HA PYTUHHU 337adyd MO-0bp30 U TMO-e(heKTHUBHO.
ABTOMaTH3aIMATa HA AAMIUHUCTPATUBHHUTE MPOIIECH OCBOO0K1aBa HUOBEIIKH PECYPCH, KOUTO MOTaT
na OBbIaT HACOUEHU KbM MO-BaXXHH U CTpaTerudecku aeiHoct. [logo0Oen Moen 3a criecTsiBaHe Ha
BpeMe He caMo MoJo0psBa MPOAYKTUBHOCTTa HAa AbPKAaBHUTE HHCTUTYLMH, HO U YyJECHSIBA U
YCKOPSIBAa B3aUMOJCHCTBUETO C FPaKIaHUTE.

EnextpoHHOTO ympaBieHHE MAONpPUHACA W 3a 3HAYUTEIHA MKOHOMMS Ha XapTus, KaTo
MUHUMM3HpA HyXKJZaTa OT (QHU3UUECKO JOKyMEHTHpaHe u apxuBupane. IIpomecute Ha
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JOKYMEHTO000O0pOoT, 00MEH Ha WHpOpMAIMs U ChbXPAHCHUE HA JAHHU CTaBaT MU(PPOBH, KOETO HE
camMo HaMaJsiBa OKOJIHATA HUIIIKA, HO ¥ HaMaJsiBa OIOpOKpATUYHUTE Oapuepu.

duHaHCOBaTa MKOHOMHUS € ChHINO BAXKEH acCHeKT. EJNEKTpOHHOTO yIpaBJICHHE HaMalsiBa
pa3xoauTe 3a MedYar, KYpUEepPCKH YCIyrd, (U3WUecKko OoOCTyKBaHE W APYrd ACOIMHPAHHU C
OIOpOKpATHYHUS TMpolec pa3xoau. To3m (GUHAHCOB pe3yiaTarT HE caMO € OJIarompusTeH 3a
JTbPKABHUTE MHCTUTYITUH, HO U CE OTPa3siBa MOJIOKHUTEITHO Ha OM3HEC CEKTOpa M TPaXKIaHUTE, KATO
Ch3/1aBa MO-UKOHOMUYHA M YCTOMYMBA aIMUHUCTPATHBHA Cpe/a.

B pe3ynrar eeKTpoOHHOTO yIIpaBJICHHE HE CAaMO YCKOPSBA M ONITHMU3UPA A IMUHUCTPATUBHUTE
MIPOLIECH, HO M Ch3/]aBa OCHOBA 32 MKOHOMHYHO, €KOJIOTHYHO U COIMAITHO YCTOWYUBO OOIIECTBO.
To3m mojnen Ha ympaBieHHE cCe OKa3Ba KIOYOB (DaKTOp 3a JUTHUTAHATA TpaHchopManus U
MOJUTbpKaHe Ha KOHKYPEHTOCIIOCOOHOCTTAa Ha OOI[eCcTBaTa B II100ATHUS KOHTEKCT.

Ipean3BukarencTBa npeja eJIeKTPOHHOTO YIPaBJIeHUE

Bbrpeku 3HaYMTENHUTE MPEIUMCTBA, KOMTO MPEIOCTaBsi, CICKTPOHHOTO YIpaBJICHHE HE €
JMIIEHO OT TPEIM3BHUKATEICTBA, KOWUTO H3UCKBAT CEPHO3HU YCWIIUS 3a INpeoJosiBaHe. Te3u
MMPpEAN3BUKATCICTBA BKIIFOYBAT, HO HC C€ OrpaHn4aBaT 10 BBIIPOCH, CBBbP3aHH CbC CUTYPHOCTTA HA
JaHHHUTEC, 3alliTaTa Ha JIMYHAaTa HCIPUKOCHOBCHOCT U HYXXAAaTa OT HEIIPEKHCHATO 0oOHOBsIBaHe Ha
TEXHOJIOTUYHUTE PCIICHUA. OcBeH TOBa PaBHUAT AOCTBII 40 CJICKTPOHHU YCIYIU € OT KPUTUYHO
3HaYCHUeE, 3a J]a Ce IPEJOTBPATH JUTHTATHOTO HEPABEHCTBO.

CHUrypHOCT Ha TaHHHUTE

OcurypsiBaHeTO Ha BHCOKO HHMBO Ha CUTYPHOCT Ha JaHHHUTE € OT KPUTHYHO 3HAYCHHE 3a
€JIEKTPOHHOTO YIpPAaBJIEHUE — TMPEAU3BUKATEICTBO, KOETO M3UCKBA IOCTOSHHO BHHMaHUE U
uHoBaiuu. C yBennuaBaHeTo Ha o0OeMa Ha 4YyBCTBUTENHA HHQoOpManus, cbhbXpaHsiBaHa H
o0paboTBaHa €NEeKTPOHHO, MPEINa3BaHEeTO OT KMOepaTaku U MPeIoTBPATABAHETO HA HepaszpelieH
JOCTBII CTaBaT OT IIbPBOCTENEHHO 3HayeHHe. TO3M acleKT MpeIn3BUKATEICTBO H3UCKBA
IbpKABHUTE UHCTUTYLIMM M OM3HEC CEKTOPBT Ja BIIOXKAT 3HAUUTEIHHU YCHIIMS M PECypcH B
pa3paboTBaHETO U MOJABPIKAHETO HA CUIIHU CUCTEMH 33 KHOEPCUTYPHOCT.

Eguu ot Haif-ronemMuTe pHUCKOBE, Mpel] KOUTO Ca M3JI0KEHU EJIEKTPOHHUTE CHCTEMH 3a
yhpaBlieHHE, ca KuOeparakuTe. Xakepu M 3JI0HAMEPEHU JIMIA U3MOJ3BaT Pa3IMYyHU METOAU 3a
MIPOHUKBaHE B CHUCTEMHUTE C €1 TallHO M3BIMYaHEe Ha HHPOpPMAIMs WM JOpU HEHHOTO
YHUII[O)KEHUE. 3a J1a ce CIPaBAT C TOBA MPEAU3BUKATEICTBO, AbPKABHUTE MHCTUTYIIMH U OU3HEC
OpraHu3aluuTe TPAOBa Ja WHBECTUPAT B Hal-HOBUTE TEXHOJIOTUM M MHTEIUTCHTHU CHUCTEMH 32
OTKpHBAHE U MPEJOTBpATsABaHE HA KHOEpaTaKy.

Cucremute 3a KUOEpCUTYpPHOCT TpsiOBa Aa OBbAAT OCHOBAaHM HA CUJIHM AITOPUTMH 3a
KpUNTUpaHe, ABY(aKTOpHa WM MHOTOKpaTHa MpPOBEpPKAa HAa CaMOJMYHOCTTAa M pEeAulia JIPyrd
HampeIHaIu TeXHOJIOTHH. IHBECTUIINHTE B TIOArOTOBKA M 00ydeHHE Ha CIY)KUTETUTE CHILO ca OT
CHILIECTBEHO 3HAYEHHE, Th KaTO YOBEHIKUAT (PaKTOp decTo € caaboTo 3BEHO B CHUCTEMHUTE 3a
3aIuTa Ha KHOePCUTYPHOCTTA.

[MognbprkaneTo Ha ePeKTHBHA CUCTEMA 32 CUTYPHOCT Ha JAHHHUTE HE € €IHOKpaTHa 3a1ada. Ts
M3HUCKBA TMOCTOSHEH MOHHMTOPUHT, aHAaIW3 U OOHOBJEHHE HAa CHTYpHOCTTa, 3a Ja ce OopH ¢
MOCTOSIHHO Pa3BHBAILUTE CE TEXHOJOTMM M METOAM Ha KuOep HamajaeHue. MHBecTupaneto B
CUTYPHOCTTA Ha JIaHHUTE Mpena3Ba YyBCTBUTEIHATA HHPOPMAIHS, HO U TIOIIbpKa TIOBEPUETO HA
rpaKJaHUTe U OU3HEC CEKTOPa B €JIEKTPOHHOTO YIIPaBIIEHUE.

BBB Bpb3Ka ¢ TOBa OCUTYPSIBAHETO Ha BUCOKO HUBO Ha CUTYPHOCT Ha IAHHUTE U3UCKBA HE CaMO
TE€XHOJIOTMYHHU MHOBAIIMH, HO U CTPATErnYeCcKO MJIaHUPAaHEe U aHTaXHUpaHe, 3a Ja Ce rapaHTupa, 4e
€JIIEKTPOHHOTO YIPaBIEHHE I[€ OCTaHE 3alIUTEHO OT MOCTOSIHHUTE KUOep3ariaxu.
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3amuTa Ha JTNYHATA HEMPHUKOCHOBEHOCT

B cbBpemMeHHHUSI CBST, KbJIETO OOMEHBT Ha WMH(GOpPMAIMs CE€ U3BBPIIBA Ype3 EICKTPOHHU
wiatopMu, 3allUTaTa Ha JIMYHATA HETIPUKOCHOBEHOCT € OT KIIF04YOBO 3HaueHue. CrOupaHero u
o0OpaboTKkaTa Ha TUYHU JAHHH B €ICKTPOHHA JopMa Hajlara 3KIIOUUTEIHO CTPUKTHO CITa3BaHE HA
HOPMHTE 32 3aIllMTa Ha JIMYHaTa HHopManms. 3a 1a ce TapaHTUpa TO3H aCHEKT, PEryIaTOPHHUTE
opraHu ¢ HCO6XOIII/IMO AKTHUBHO Oa Cbhb3JaBaT 3aKOHOBH pPaMKH, KOUTO 3alliUTaBaAT JIUYHHUTC OJaHHU
Ha TPaXIAHUTE U TMPEAOTBPATABAT TEXHUS HETIO3BOJICH IOCTBII HIIH 3JI0YTIOTpeOa.

EnexTpoHHOTO yIpaBie€HHE YECTO M3HMCKBA OT IPakKJAAaHUTE J1a NPEAOCTABAT YyBCTBUTEIIHA
uHpOpMaINKs, KaTo COIMATHA HOMEpa, MEAWLMHCKH JaHHU Wiu ¢uHaHCOBa nHpopMmanms. To3u
BUJ] JINYHU JaHHU ca 0COOCHO YSA3BUMH M IOJJIEXKAT HAa BUCOK PHCK OT 310ynoTpeda, ako He ce
B3EeMaT MOAXO I MEPKH 32 3allIHTa.

PerynmaropHuTe paMKu € BaKHO J1a BKIIFOUBAT SICHU U CTPOTH MpaBuiia 3a Choupane, oopadboTka
1 CbXPaHCHHUC Ha JIMYHU OaHHH. 3aKOHOI[aTCJ'ICTBOTO Tp$[6Ba Ja YCTaHOBH SICHU I'paHHMIIM 3a TOBA
KaK JINYHaTa I/IH(l)OpMaIII/ISI MOXE Oa 6’[),[[6 M3II0JI3BaHa, KOUl nMa IMpaBO HA OOCTHII 10 HEA W KaKBU
ca MOCIIEANIIUTE OT EBEHTYyaJIHA 3JI0yNoTpeoda.

OcBeH ToBa € He00X0IMMO J1a ce Pa3padOTAT U MPUIIOKAT MEXaHU3MU 32 aKTHBHO HAOIIOICHIE
" OTYCTHOCT, 3a J1a CC€ rapaHTupa, 4€ AbPKABHUTC WHCTUTYLIUU U onsHec OpraHu3aluuTe Cria3Bart
yCTaHOBEHHUTE MpaBuia. Perymnaropuure opranu TpsOBa 1a UMaT MPaBOMOIIUATA U PECYpPCUTE /1
MMPOBEKIAAT NPOBCPKU U Ja CAHKIUOHUPAT HAPYHICHUATA, KATO IapaHTUPAT 3alliUTaTa Ha IIpaBaTta
Ha TPaKIAHUTE.

BaxxHO e chI1I0 Taka Ja ce HachbpyaBa KyJITypaTa Ha OCBEJOMEHOCT B 00y4eHHE 10 BBITPOCHUTE
Ha JIMYHATa HEMTPUKOCHOBEHOCT. [ paxkianuTe TpsiOBa 1a ObaaT HHPOPMHUpAHU 332 TEXHHUTE TIpaBa U
3a TOBA KaK J1a 3alIUTaBaT JINYHUTE CU AaHHU. OOpa3oBaTeTHH KaMIIaHUK M HHUIIUATHBU MOTAT Ja
OBJaT KIFOYOB MHCTPYMEHT B Ta3HW HACOKA.

Ch31aBaHeTo Ha OallaHC MEKY YA0OCTBOTO HA CIICKTPOHHHUTE YCIYTH M 3alllUTaTa Ha JTMYHATA
HETMPUKOCHOBEHOCT € MPEIN3BUKATEIICTBO, KOETO M3UCKBA HE CaMO MPAaBHH, HO U TEXHOJIOTHYHH H
oOpazoBatennu pemieHus. C TPaBUIHUTE 3aKOHOBHM M TEXHHUYECKHM MEPKH, MOJIKPEIICHH OT
UHGOPMHUPAHO TPAKIAHCKO 0OIIECTBO, MOKEM JIa Ch3aIeM EICKTPOHHA Cpeia, KOsITO € U ynoOHa,
Y CHTypHA 332 BCHYKH YYaCTHUIIH.

TexHOJOrHYHA AKTyAJTH3ALUSA

TexHONIOTHYHHAT Mporpec € ABIKENIaTa CHila 33/l eISKTPOHHOTO YIIPaBICHHE, HO CHIIO0 TaKa
NPEAN3BUKATENCTBO, KOETO M3HCKBA IMOCTOSIHHO BHUMAHUE U PECYPCH 3a aKkTyaiam3auus. bepsure
TEMITOBE Ha MHOBAIMUTE MPABAT HEOOXOIMMOCTTA OT IIOCTOSIHHO OOHOBJIGHHE Y MOJICpPHHU3ALIUS Ha
eNIEKTPOHHUTE CUCTEMH 3aIbJDKUTEIHA. TO3M MpoIiec Ha aKTyaTu3alus € MPeIu3BUKATEICTBO, Thil
KaTO M3HMCKBAa HE camMo (PMHAHCOBM pecypcd, HO W oOydeHHe Ha TepcoHala M Ch3JaBaHE Ha
MEXaHU3MHU 32 IJIaBeH MPEX0]] MKy Pa3IMYHU TEXHOJIOTMUHH MTOKOJCHMUS.

CrnocoOHOCTTa Ha €JIEKTPOHHOTO YIpaBJIEHUE J1a OTTOBAPs HAa HapacTBAIlUTE M3MCKBAHUSA U
MPEM3BUKATENICTBA M3HCKBA MTOCTOSIHHO YChBBPIIEHCTBAHE M MHTErPallusi HA HOBH TEXHOJOTHH.
CodryepHute U XapayepHH KOMIIOHEHTH Ha CHUCTEMMTE TpsOBa ja ObaaT oOHOBSIBAHH, 3a Jia ce
MOJUTbp)Ka ChbBMECTUMOCTTa M e(eKTHBHOCTTa MM. To3u Mpolec Ha akTyalau3alus He caMo
ocurypsiBa 1mo-n100pa (GyHKIMOHATHOCT, HO W TapaHTHpa CHOTBETCTBUE CbC CHBPEMEHHHUTE
CTaHJApPTH 32 CUTYPHOCT U peryJalui.

@DUHAHCOBUTE pECYpCH, HEOOXOAWMH 3a aKTyallU3allusATa, BKIIOYBAT MHBECTHUIMA B HOBH
TEXHOJIOTUH, 000py/BaHe U coTyep, KAKTO M pa3Xou 3a 00yueHue Ha nepcoHana. OOydeHueTo e
KJIIOUOB €JIEMEHT, Thil KaTO IepCOHANBT TPsIOBa /1a O'bJie 3aMl03HAT U Ja BiaJiee HOBUTE TEXHOJIOTUU
u nporiecu. To3u mpolec He caMO TapaHTUpPa NPAaBUIIHOTO (YHKIIMOHHWPAHE Ha CUCTEMHUTE, HO U
yBEIMYaBa KOMIIETEHTHOCTTA Ha NEPCOHaa, KOMTO paboTH C TAX.
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Ch37aBaHETO HA MEXaHU3MH 3a IUIABEH MPEX0]] MKy PA3JIMYHU TEXHOJIOTHYHH MTOKOJICHUS €
OT CBIIECTBEHO 3HadyeHue. To3u mporec TpsiOBa ma Obae Mo0pe MIIaHUpaH W U3IIBJIHEH, 32 Ja ce
[PEJOTBPATAT IMPEKbCBAHUS B NPEAOCTABAHETO HA YCIAYTM M CE€ OCUTYPH HEINPEKbCHATA
(YHKIIMOHATHOCT Ha cuctemute. Pa3paboTBaHeTO HA CTpaTeruu 3a 0OHOBJICHHE, KAcaellyd KaKTo
copryepHn, Taka W XapAyepHH acleKTH, € HEeOOXOJMMO 3a YCTOMYMBOTO pa3BUTHE Ha
SIIEKTPOHHOTO YIPaBJICHHE.

TexHoslorMYHATa aKTyalu3alus € KIIOYOB E€JIEMEHT 3a YCIEeITHOTO (YHKIMOHUpPAHE H
pa3BHUTHE HA EICKTPOHHOTO yrpaieHue. To3u mpoiec He caMo MOIbpiKa CHCTEMUTE Ha BbpXa Ha
TCXHOJIOTUYHUA HAIIPCABK, HO U T'M IIpaBH HO'YCTOI;'I‘II/IBI/I, CUT'YPHH H e(l)CKTI/IBHI/I B OTIrOBOpP Ha
MIPOMEHSIITUTE CE HYXIH Ha OOIIECTBOTO U OM3HEC CEKTOpa.

PaBeH nocThN 10 ycJayrure

I[I/IFI/IT&J'IHI/ITC pasiinuuAa MU HEPABHUAT AOCTBII OO TCXHOJOIMKW MHPCACTaBIABAT CCPUO3HO
MPEIM3BUKATEIICTBO 32 €IEKTPOHHOTO yIpaBJeHHE. 3a Ja Ce TapaHTHpa YCIEIIHO U CIIPABEIITUBO
€JIEKTPOHHO YIpaBJCHHUE, OT CHIIECTBEHO 3HAYEHHE € BCHYKU CJIOEBE Ha OOMIECTBOTO Ja MMAaT
paBeH W ymoOeH OCTBI 0 eNEKTPOHHH YCIIyTh. TO3W acleKT M3MCKBa 00y4YeHHE W TIOJKpera 3a
TE3H, KOUTO MOXKE JIa c€ COIbCKAT ¢ TPYTHOCTH TP M3IIOI3BAHETO HA CIEKTPOHHHU ILIATPOPMH, C
IeJT MPEOJI0JISIBAHE HA JIMTUTATHUTE Pa3ITAIHSL.

Jlopu B emoxara Ha OBP30 pa3BUBAIIM CE TEXHOJIOTHH CHIIECCTBYBAT 3HAYUTEITHH COIMATHU U
HUKOHOMMHYECKHA pas3iniyuvsd B JOCTHIIA 1O TCXHOJIOTUH. Hsaxon O6HIHOCTI/I HJIU TPYIIK OT XOpa Morar
na ObJaT M30JMPAHW WIM OCTaBEHU W3BBH HU(POBOTO OOIIECTBO MOpAaW JIUIICA HA PECYPCH,
o0pa3oBaHue WM TEXHUYECKA TPAMOTHOCT.

3a 1a ce MpeoIoNesT Te3U MPEIN3BUKATEICTBA, € HEOOX0IMMO J]a C€ MHBECTUPA B O0YYCHHUE U
pazBuTue Ha mudposuTe yMeHHsA. OOpa3oBaTEIHUTE MPOrpamMu TPsSOBA Ja ObJAT HACOUCHU KHM
rpaXIaHUTe, KOWTO Ca TO-MAJIKO 3arl03HATH C TEXHOJOTHHTE, 3a Ja Cce MoJoOpH TsAXHATa
CIOCOOHOCT J]a M3MOJ3BaT €JIEKTPOHHH yCIyrd. ToBa BKJIIOYBAa HE caMO OOY4eHHE MO OCHOBHHU
KOMIIOTBPHH YMEHHS, HO M TIOJIbP)KaHe Ha MPOTrpaMH 3a YCTOWYMBO OOyYCHHE, KOUTO CIIEIBAT
OBp3UTE TEMIIOBE HA TEXHOJOTHYHUS HAIIPEIBK.

OcBeH 00y4eHHUETO € BaXKHO JIa C€ OCUTYPH U TIOIXOIA1IIA TIOAKpPENa 3a OHE3U, KOUTO M3ITHTBAT
3aTpyAHEHMs B U3MOJI3BAHETO HA eNeKTPOHHU mardopmu. To3u Bua mokpena MoKe Ja BKIIFOYBA
KOHCYJITAIlMM, TIOMOIIl TIpW HACTPOHWKa Ha YCTPOHCTBA M TPEJOCTaBSIHE HA JIOCTHITHH
oOpa3zoBatesinn Matepuanu. [logoOHM ycHIMS ca KIFOUOBH 3a Ch3JaBaHE HA BKIHOYBAIIO
eJIEKTPOHHO YIpaBIeHHe, KOETO MO3Ke 1a ObJIe B 110132 Ha BCMUKHM 4JIeHOBE Ha 06mecTBoTo® (PaBen
noctbn 2023).

[IpaBUIHOTO pPBHKOBOACTBO W YCWIHS Ca OT CBHIIECTBCHO 3HAUYCHHE 32 YCIEIIHOTO
NpeoiosBaHe Ha TO3M BHJ TEXHMUECKHM KOMYHHKALMOHeH mpobieM.® Ako ce mpeampuemar
edeKTUBHU CTBHIKHU 3a OOydyeHHEe M MOJKpera, MOKe Ja C€ HM3rpaaud MojJe] Ha eJIEKTPOHHO
yIpaBJeHHEe, KOETO HE CaMO Jia MPEA0CTaBs ChBPEMEHHU YCIIYTH, HO U J1a OCUTYpSIBa paBEH JOCTHII
JI0 TSX 32 BCUYKH Tpax<IaHd. B pe3ynTar Ha Te3u ycuius oOIIEeCTBOTO MOXE Jla c€ BB3IMOJI3BA OT
MOJepHU U ePEKTUBHU AJMUHUCTPATUBHU DEUICHHS, KOUTO CIyKaT 3a OJaroro Ha ISI0TO
o6mtectBo’ (Mapkos 2022).

bbaemm nepcnekTuBU

CraTusara npeacTaBs HIKOM aKTyaJlHHU MPOOJIeMH, KOUTO ca 0OEKT Ha HACTOSIIM U ObJeru
U3CJIeBAaHUS U pa3pabOTKU B 00JaCTTa Ha €JIEKTPOHHOTO YIPaBJIEHUE U HETOBOTO BIIMSHUE BHPXY
pa3BUTHETO Ha UHPOPMALMOHHOTO 00IIecTBO. CHBCEM €CTECTBEHO Pa3BUTHETO Ha TEXHOJIOTHUTE
IIpe3 CIeABalIUTe N'OAUHY, BKIIOYUTEIHO BCE MO-IIMPOKOTO HABIN3aHE HA U3KYCTBEHUS UHTEIEKT,
1€ BOAM JIO HEOCIIOPUM HAIpeIbK B Ta3H cepa, KONTO MOXKe Jla MPOMEHU HE CaMO HauKWHA Ha
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paboTa Ha aIMHUHUCTPALUATA, HO M HAUMHA HA KOMYHHUKAIUS U yIPaBJICHHE.

C pa3BUTHETO HAa TEXHOJIOTUYHUTE BH3MOXKHOCTH C€ OYaKBa B ObJIEIIE A2 BUAUM T10-CEPUO3HO
YCBBBPIIEHCTBAHE M MHTETpalysl Ha €JIEKTPOHHUTE CUCTEMH 3a yrpasieHue. M3mos3BaHeTo Ha
M3KYCTBEH HHTEJEKT, aBTOMAaTH3alUATa M AHAIM3BT HAa TOJEMU JaHHM MOTaT Ja MoJo0psT
e(peKTUBHOCTTAa M TOYHOCTTA HA AJAMHHMCTPATHBHMTE MPOIECH. TeXHOJIOTHH KaTo Ojokdein®
MoraT na ObJaT WHTETPUPAHU, 32 Ja OCUTYPAT TIO-TOJISIMAa CHTYPHOCT W TIPO3PAvyHOCT B
€JIEKTPOHHUTE TpaH3aKUuu U 0OMeH Ha naHHU (Tomos 2021).

OcBeH TOBa ObACIIMTE U3CIEABAHUS 1IE ce (POKYCHpAT BCE TIOBEYE BHPXY HHOBATUBHU METOIH
3a MpeoJoIsABaHe Ha NPEIU3BUKATEIICTBA KATO CUI'YPHOCTTA Ha JAHHUTE, 3alUTaTa Ha JIMYHATA
HENPUKOCHOBEHOCT U JUTUTAIHUTE pa3auuus. Pa3BUTHETO Ha yCTOMYMBH MOJIENH 32 €IEKTPOHHO
yIpaBJIEHUE MOXKE Ja C€ OKaKe KIIYOBO 3a HM3rPaXkJaHETO Ha OOLIECTBO, KOETO W3IONI3Ba
TEXHOJIOTUUTE, 3a J1a TIOJIIoMara paBeHCTBOTO MEK/y pPa3IMYHUTE IPYNU Ha OOLIECTBOTO.

CpI110 Taka COLMAIHUTE U €TUYHUTE BBIIPOCH, CBBP3aHU C €JIEKTPOHHOTO YIpaBIeHUE, MOTaT
na OpAaT mpeaMeT Ha ObJAelM u3cieABaHMs. BbIpocu kaTo Mpo3payHOCTTa Ha AITOPUTMUTE,
€TUYHOTO M3M0J3BaHe Ha JaHHU U BB3JIEHCTBUETO HAa TEXHOJOTUUTE BhPXY I'paXkIaHCKUTE CBOOOIN
MOTarT Jja U3UCKBAT HOBH CTPATETUHU U PAMKH 32 PEryiaiusl.

bpaenero Ha €1eKTPOHHOTO YIIPABJIEHUE € TACHO CBBP3aHO C PA3BUTHETO HA TEXHOJIOTUUTE U
oOuiectBeHuTe U3UCKBaHUA. C MOCTOSIHHY MHOBAIMK M TOIXOsIa HHTErpanus ¢ o0pa3oBaTesHu
U OOIIECTBEHN MHUIMATHUBU E€JIEKTPOHHOTO YNPAaBJIEHUE MOXKE Jla CTAaHE OCHOBEH KaTalu3aTop 3a
pa3BUTHE HA HHPOPMAIIMOHHOTO OOIIECTBO, Ch3/1aBaliKH MO-ChBPEMEHHA, €PEKTUBHA U OT3UBYMBA
aJIMUHHUCTpalKs, IOAIoMaraila HHTerpupaHeTo Ha TEXHOJIOTUUTE B €XKETHEBUETO HA IPAXKIAHUTE.

3AKIIOYEHHUE

W3cnenBaHeTo Ha €JIEKTPOHHOTO YIIPaBIIeHHUE KaTo (pakTop 3a pa3BUTHE HA MH()OPMAITHOHHOTO
oOIIecTBO TOMYepTaBa 3HAYMTENHATA POJIA, KOSTO TO3M MOJIEPEH TOAXOJ OKa3Ba B
npeoOpa3sBaHETO Ha aIMIUHHUCTPATUBHHUTE MPOLIECH U OOIIIECTBEHATA MHTEPAKIIHS. B chBpeMeHHUS
CBSIT, KBJCTO TEXHOJIOTUYHHUAT HAINPEIBbK € HEOTMEHHM, CJICKTPOHHOTO YIPABJICHHE HE CaMo
npenocraBsi ¢(peKTUBHU pEICHHs] HA aJMUHUCTPATHBHH TPEAU3BUKATEICTBA, HO U CIYXH KaTo
KIIIOYOB MHCTPYMEHT 3a U3rpaXkJaHe Ha HH()OPMAIMOHHO OOIIECTBO.

[IpenumcTBaTa Ha €IEKTPOHHOTO YIIPABJICHUE BKIIIOYBAT T10-TOJISIMA ITPO3PAYHOCT U OTYETHOCT
B paboTaTta Ha WMHCTUTYIMHUTE, €(EKTHBHOCT B oOpaboTKaTa Ha WH(pOpMAIWs, HaMajsBaHE Ha
OIOpOKpaIUsTa, MOBUIIIEHA TOCTHITHOCT JI0 YCIYTH, MOJA00PCHHE HAa KAYeCTBOTO Ha 00CTY)KBaHE U
CriecTsIBaHE Ha pecypcu. Te3u acneKTH ChCTaBAT OCHOBATa 3a MOCTHTaHE Ha IEJUTE 32 MOJCPHO,
WHOBAaTUBHO U YCTONYMBO YIpaBJICHHUE.

Bwropeku mos3uTe, €IEKTPOHHOTO YIIPaBICHHE IPEIU3BUKBA M OINPEICICHH TPYIAHOCTH.
CurypHocTTa Ha JaHHWTE, 3alllUTaTa Ha JIMYHATA HEMPUKOCHOBEHOCT M PABHHST JOCTBII IO
€IIEKTPOHHUTE YCIYTM W3HUCKBAaT TMOCTOSHHO BHUMAaHWE W WHOBAIMM OT CTpaHa Ha
aIMMHHUCTpATOpHTE Ha yciayraTa. He Ha mocienHo MACTO MO BaXHOCT € HEOOXOAMMOCTTa OT
WHBECTHUIIMH B CHTYPHOCTTA M 3aKOHOJATEIICTBOTO, KOUTO JIa TapaHTUPAT €TUYHOTO M3MOJI3BaHE Ha
TEXHOJIOTHUTE.

bbaemero Ha eNeKTPOHHOTO YMpaBleHUE M3TJEKIa 00elaBaiio, ¢ OrpoMeH MOTEHIIHAT 3a
uHOBaIu U moaoOpeHus. C pa3BUTHETO Ha TEXHOJIOTHUTE C€ OYaKBaT MO-UHTEIUTEHTHU U
YCTOWYMBU CHUCTEMH, KOWTO HE CaMO ONTHMHU3HMpAT aJMUHHCTPATHBHUTE TPOIECH, HO U
MOATOMAarar BKJIFOYBaHETO Ha BCUYKHU OOIIECTBEHU CIOEBE.

B 3akmtodenue, eJIeKTPOHHOTO YIIPAaBJICHUE CE sBsIBA KATO KIIFOUOB HHCTPYMEHT 3a MOCTHTaHE
Ha JUTUTAIHA TpaHchopMaIlvs U pa3BUTHE HAa MHDOPMAIMOHHOTO oOmecTBo. [IpoabmkaBammre
W3CIIeIBaHMS 1 MHOBAIIUH B Ta3u 00JIaCT ca OT ChIIECTBEHO 3HAUEHUE 3a M3rPa)kKIaHeTO Ha ObaelIe,
B KOETO TEXHOJIOTUUTE PabOTAT B 10132 HA BCUYKU TPaXKIaHU U 0OIIeCcTBa.
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ELECTRONIC GOVERNANCE AS A FACTOR FOR THE DEVELOPMENT
OF INFORMATION SOCIETY. BASIC BENEFITS
AND CURRENT CHALLENGES

Abstract: The article examines the impact of e-governance on the development of information
society. Through the development of the technological era and increasing connectivity, e-
government is a key tool for modernizing administrative processes and improving public services.
Main aspects and challenges of e-governance as elements of the information society are presented
in order to analyse the opportunities and challenges that the e-governance faces with the goal to
ensure the existence of information society.
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AKTYAJIHO
CURRENT

OPI'AHU3AIIMOHHO-YIIPABJIEHCKHU ITPOBJIEMM ITPHU
NHO®OPMALIMOHHUTE MPOIECHU B IUATHOCTUYHO-KOHCYJTATUBEH
HOEHTDHP U ITbTULIA 3A TAXHOTO PEHHIEHUE

Bacua Bacuies
YHnusepcumem no oubnuomexoznanue u UHGOPMAYUOHHU MEXHONOSUU

Pe3tome: [{uacnocmuuno-KOHCYIMAMUBHUSIN YEHMBD € CUCIeMd Om 30Paseona3éanemo, Koamo ce
ABA6A CILOJNCHA U 8 CHUWOMO 8pemMe MHO20 HeoOXoouma 3a pabomama HA ysaiama cucmema Ha
30paseonazéaHemo Kamo HAu-e6muHUs U Macos 6ud meouyuncka nomowy. OcHosasaliku ce Ha
a8mopoBo U3Cieosame, KAKMO U HA MeopemudHume NOCMAHOBKU, MOXCeM O0d MEbPOUM, Ye
OoOMUUHCIMBOMO OM nPobIeMume UMam YnpasieHcKu xapaKmep.

Knwuosu oOymu: J[uaeHOCmMuuHO-KOHCYIMAMuUeH  YeHmvp,  Op2aHU3AYUOHHO-YIPAGIEHCKU
npoobaemu, UHGOPMAYUOHHU NPOYecH, 30PaABeH MEHUONCMBHMN

Teopunte Ha MEHUPKMBHTA SICHO U JIETAIJIHO pa3riiexkaaT YIpaBlIeHCKaTa CUCTEMA U OTIPEACTsT
MOAXO0JIMTE KbM YIPaBJIEHUETO Ha Beska cuctema. OOmiara cxema Ha OpraHu3aliysi Ha Bcsika CUCTeMa
MOJK€ JIa ce MpeAcTaBu ¢ padpadoreHute oT A. Dailos NPUHIIUMITN Ha yIIpaBICHHE.

HezaBucumo ue A. daiion oTaens 3HaYUTETHO BHUMaHUE Ha pa3paboTBAHETO HA PHKOBOJIHUTE
MIPUHIIUIIN 32 YChBBHPILIEHCTBAHE Ha yIIpaBJeHCcKaTa IPaKTHKa U 3a pa3OupaHe Ha YIPaBIEHUETO KaTo
mpoliec, HeroBaTa OCHOBOIIOJAramia neia € Owia Ch3aBaHeTO Ha TeopusiTa Ha MEHMDKMBHTA.
Oco0eHo e Ou1 MpUTECHEH OT (akTa, 4e 10 HErOBO BpeMe He € MMAJIO YUMJIHINA, KbJIETO Xopara Ouxa
MOTJIM Ja M3y4yaBaT MEHH/DKMBHT. A TaKMBa YUMIIUIIA CIIOPE] HEro HE € MMalo, 3alloTO He €
ChILlECTBYBaJa 001I1a TEOPUSs, KOSITO Ja ce u3ydaBa. be3 Teopus mpemnogaBaHeTO HA MEHHKMbBHTA €
HEBB3MOXKHO.

[IpennosxeHuTe OT HEro MPUHIIMIIY U UJEH ca OWJIM YacT OT CTpaTerusiTa My 3a MOCTpOsiBaHE Ha
TakaBa TEOpUSl HA MEHHDKMBHTA, KOATO Ja MOAINOMOTHE 00yueHueTo Ha paboTemure u ObAemuTe
MenumKkbpy. Toil mpeayara ceHUTe IPUHIMIIN HA yIIpaBieHue’:

1. Pa3znenenue Ha Tpyia — 4pe3 HETOBOTO OCBIIECTBSBAHE CE LIENIH J1a CE MPOU3BEXK/IA OBEYE U
10-7100pe MpH €THO U CHILO YCUIIME. 3a pa3iiuKa OT Ipyru TeopeTuin, A. daiios n3pu4HO 0TOENA3BA,
4e TO3M MPUHLIMI UMa CBOU TPaHMLIM, KOUTO He TpsAOBa J1a ce MpeMuHaBar.

2. Bract 1 0TroBOpHOCT — BiacTTa ce pa30upa KaTo MpaBo Ja ce PbKOBOIM U MOJUUHSBA.

A. daiion He pasriexnaa BiIacTTa 0e3 OTTOBOPHOCTTA, T.€. 0€3 CaHKUUHU (Bb3HArpaXkaeHUE WIN
HakazaHue). OTroBOpHOCTTa € €CTeCTBEHa IIocielulla Ha BJAacTTa, HeHHa HachlIHA
IIPOTUBONOJIOKHOCT. BBB BCAKO MSCTO, KBIETO CE€ YIPAXKHSABA BJIACT, CE€ PaykJa U OTTOBOPHOCT.

3. lucuuruinza — mposiBsiBa ce upe3 yBakeHUe Ha HopMara. Tpa0Ba Jja ce oIbpKa BUHAru upes
1511 pefl epUKaCHU CPeNICTBA: JOOpHU U Oe3MPUCTPACTHU PHKOBOIUTEINH, CIIPABEATINBY CAaHKIIUHU, ICHU
U CIIPABEUIMBY JI0TOBOPHU.

4. EnuHOHauanye — 3aroBeiuTe TpsOBa Ja ce moJiyyaBaT OT €JMH PhKOBOJIUTEN. AKO C€ HapyIln
TO3H MPHHLHI, BJIACTTA CE pa3MHUBa, MOPSABKBT U CTAOMIIHOCTTA CE BJIOLIABAT, AUCLUILIMHATA CE
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u3Jara Ha OImacHoCT.

5. E,Z[I/IHCTBO Ha YIIPABJICHUCTO — OsJ1aTa CbBKYIIHOCT OT HeﬁHOCTH, KOUTO uMatT €4Ha 1 Ccblla i,
TpsOBa J1a ce rpynupa caMmo OKOJIO €IMH PHKOBOHTEIL.

6. HOI[‘-II/IHHBaHe JIMYHHUA UHTCPCC HA O6H_[I/I$I — UHTCPCCHT HA OTACIIHUA UHAUBU/ UJIU I'PyIIa HC
TpsiOBa Ja Ha/JeTsIBA HAJl HHTEpEca Ha MPEIIPUSTHETO.

7. Bp3HarpaxjaeHue Ha TepcoHalla — Ja ObJe CIpaBeUIMBO M Ja YIOBJIETBOPSBA BCHYKH
yuacTBamu crpand. A. @aiion e cMATal, ue 1mo HeroBo BpeMe Bce olle He € Onin HamepeH nepdexreH
HAYMH Ha Bh3HATPaKJICHHE.

8. LenTpanu3anus — Criopes Hero T € BBIIPOC Ha MsAPKa, 3aBHCEIIAa OT MHOTO (akropu. Besiko
npeanpusTie TpsOBa camMo 3a cede CH Jla ONpelaeNd PAaBHUIIETO Ha HWHUIMATHBATA, KOATO €
MOIXOSIIO J1a TPEJOCTAaBU HA TIOJJUNHEHHUTE CH.

9. Iﬁepapxna — TpsA0Ba Ja ChIIECTBYBA JMHUS Ha BJIACTTa, KOSITO UBa OT Haill-BUCOKOTO HMBO Ha
YHIpaBJICHUC KbM HU30BHUTEC paBHUIIlA, KOUTO OCHUTYPABAT U3IN'BJIHCHUCTO Ha BCUYKH B3CTHU PCIICHUA
" CBBP3aHUTE C TAX Pa3NOPCIKIAAHUSA.

10.Pex — B mpennpusTHeTo TpsAOBa Ja MMa MSCTO 3a BCEKH YOBEK M MPEIMET M BCSIKO JIULE U
npeaMeT TpsaOBa Jja € Ha CBOETO MSICTO.

11.CipaBeyIMBOCT — OTHOIIEHHWETO KBbM TIEpCOHANIa TpsiOBa Ja ObJe CHpaBeUIMBO |
T0OpOKeNaTETHO.

12. CTaOmIHOCT Ha TepcoHasla — C1a00TO TEKYYeCTBO KaKTO Ha M3ITBIHHUTEICKHUTE, Taka M Ha
PBKOBOJHUTE KAJAPH € OT OE3CIOpHA T0J13a 3a MpeanpusaTHeTo. [loHsKora € 3a MpeanoYnTaHe exuH
PBHKOBOJIUTEN C IMO-MaJKU CIIOCOOHOCTH, HO JIOSUIEH KBbM MPEANPHUATHETO, MpeA €AWH OJecTsi
MEHUDKBP, KOWUTO CMEHS 4ecTo paboTaTa CH, PECIIEKTUBHO MPEANPHUATHETO.

13. UaunuaTiBa — BH3MOKHOCTTA Ja Ce MpeanpueMaT U OChIIECTBSIBAT ACUCTBUS B MOJI3a Ha
npennpusTrero. TpsOBa na ObJe cTUMYyNIMpaHa Ha BCUYKH PaBHUIIIA.

14. EnMHCTBO Ha TepcoHalla — XapMOHHUSTAa Ha IepCcOHajia IMpeACTaBisBa rojiiMa cuia 3a
MIPEANpPUITHETO, 3aTOBA € KpailHO HEOOXOAMMO J1a C€ OCBHILECTBABAT YCUIIMS C 1IeJl CTa0UIn3upaHe
CrioiKaTa MeXIy Xopara.

Aupu @ailfon mnpbB U3BEXKIA YIPaBICHCKUTE (YHKIUU — IUIAHUpaHE, OpraHu3upaHe,
KOOPIUHAIIMS, PHKOBOJICTBO U KOHTPOJL

daiton hopMmynupa penuia BbIIPOCH 3a IbPBU BT B UCTOPUATA HA MEHUKMBHTA. Cpef TiIX €
HEOOXOIMMOCTTa OT pa3JeleHHe Ha [POU3BOJCTBEHUTE U YIPABJICHCKUTE JCHHOCTH B
opranmuzanuute. [IpousBoicTBeHUTE AEMHOCTH ce Kiacu(UUUpaT Ha TEXHUYECKH, THPrOBCKHU,
(UHAHCOBH, CYETOBOJHU M MO CUTYPHOCTTa. A Kiacu(uUKaluATa Ha YIPABICHCKUTE NEHHOCTU
oTpassiBa HJesATa My 3a ONHCaHHEe Ha paboTaTa Ha PBKOBOAMUTEIUTE KAaTO CBBKYIMHOCT OT
ylnpaBieHCKH (GYHKIMM — ,Ja VIOpaBisBall O3HAayaBa Ja MPeIBIKAAIl W IUIaHUpall, Ja
OpraHu3upall, KOMaHABaIll, KOOPAUHHUPAII U KoHTposupail™“. Toil e 1 MbpBUAT, KOUTO HACTOsIBA 3a
BBBEXK/JJaHEe Ha OOy4eHHE M0 MEHUKMBHT B OM3HEC yUHIIMIIATa, BMECTO JIa CE YUU B MPAKTUKATA.

daifos1 BB3MpUEMa CHUIO HJEATa 32 HEOOXOAMMOCT OT pa3fieleHHe M CrHeuuaIu3anus Ha
YIPaBICHCKUS TPYyA — BBB (PYHKIMOHAIHUTE OO0JNIacTH CcHabJsBaHEe, MPOM3BOJACTBO, (PUHAHCH,
CUETOBOJICTBO M T.H. 3a paziuka oT Teilnbp obaue, TOW MpeaBIKIa TOBA Ja CTaHE HE Ype3 YHUCTO
(GyHKIIMOHATHA CTPYKTYpa, a 4Ype3 BbBEXk/IaHe Ha AOHU CTIeUaIiCTH (C KOHCYATAaTUBHU (PYHKIINN).
Te craBatr ocHOBa 3a (hopMHpaHe Ha T.HAp. TUHEHHO-I1a0HU, a IO-KBCHO U IMHEHHO-(DYHKITMOHATTHU
OpPraHU3aIlMOHHU CTPYKTYPH.

PwvKOBOJICHKY ce OT MajieHaTa TPAKTOBKA, CJIeBa Aa C€ MPEIBUIM, Ye LIeTTUTE U 3aaunTe TpsaOBa
Jla ChOTBETCTBAT HA HMHTEPECHTE Ha HACEICHHETO, CTPYKTypara Ja ChOTBETCTBA Ha IENUTE U
3aJjauuTe, YUCICHOCTTAa Ha TEepCOHaNla Ja ChOTBETCTBA Ha MOTPEOHOCTUTE HAa HACEIEHUETO U Ja
OCUTYpsIBa HEOOXOIMMUS 00eM JICHHOCTH, HOPMAaTHUBHUTE HA TPyAa — Ha YMCICHOCTTA Ha MepcoHaIa,
HOPMHUTE Ha HATOBApBaHE — HUBOTO HA BB3HATPAXK/CHHE HA MEPCOHANA, CHCTEMa 32 MOTHBUpPAHE Ha
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nepcoHana. Ho peanusanmsra Ha NPUHLUMIINTE HA MEHUDKMBbHTA B ycioBusaTa Ha JIKI[ e TpynHa
3ajaya.

KoHkpeTHOTO mpuiarane Ha MoAXOAUTE H TEXHOJOTHUTE Ha OOIIKS MEHUDKMBHT B 00JIaCTTa Ha
3/IpaBEOIa3BaHETO CE€ O3Ha4aBa C TEPMHHA 3/pAaBEH MEHUKMBHT. ,lIpenn BCUYKO 3apaBHUSAT
MEHU/DKMBHT € IpeceyHa TOYKa, B3aUMOJEHCTBUE MEXIy oOliara Teopus Ha 3](paBeoIa3BaHETO
(colManHaTa MeUMIMHA) ¥ 00IaTa TEOPHUs Ha MEHMKMBHTA 2,

Karo mno3Hanme 3apaBHUST MEHHDKMBHT NpEACTaBiIsABa cdepa Ha HHTEPAUCIHUILTHHAPHO

B3aMMOJICICTBHE HA PEINLIA HAYKU.

ncmxonoruna

couponorus &/ " uHdopmaTUKa

34paBeH

noanToaorna npaso

;,‘ MEHUNOXMBHT

| Teopus Ha
MKOHOMMKa 41 MeHMAKMbBHTA

\ ( coumanHa |

e \ MeauLMHa

A

N\

<
~-

Que. 1. 30pasen MEHUONCMBHIM KAMO UHMEPOUCYUNTUHAPHO 3HAHUE
Hsmounux: bopucos, B. 30pasen menudcmoum, 2013, c. 45

bommuucTBOTO OT JIMTeparypara 3a 06].].[ MCHHU/KMBHT CBAbPIKA H8.60p oT q)YHKI_II/II/I oT O6H_[I/I$I
MCHHUUKMBHT: IJIAaHUPAHEC, MOTHUBALWA, OpraHu3alinud U KOHTPOJIL. 3a I'bPBU IIBT TC3U (bYHKLII/II/I Ha
YIIPABJICHHUECTO Ca NOCOYCHU OT OCHOBATCJIA HAa KITaCHUYCCKAaTa TCOPHUAL A. dation.

IIo To3u HauuH Paiioa cTaBa IIBPBUAT U3CJIICIOBATCII, KOKTO KOHCTpYHpa IIpoLecca Ha U3yUaBaHE
Ha MCHHU/’)KMBHTaA II0 (I)YHKLII/IOHaJ'IHI/I IpuU3Haluy, 0003HauaBaliku BUJIOBETE JECWHOCTH Ha
PBKOBOAUTCIIA: INIAHUPAHE, OpraHnu3anusd, YIIpaBJICHUEC, KOOpAUHALUA U KOHTPOJL.

IIo Hame MHEHUE Te3U (I)YHKI_II/II/I HC CC IIpHJIarat akTUBHO B IIPAKTUYCCKATa JIENHOCT.
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OpraHusauumsa

Pasnpeaenexue Ha
OTFOBOPHOCTUTE 33
N3NbAHEHUE Ha
\ 3afauunte

MnaHupaxe JNnpepcreo

M3non3saHe Ha
BANAHME 33
MOTMBaLMA Ha
CNYyXKUTENUTE

MN360p Ha Lenn n

onpegenAaHe Ha NbuTA
3a TAXHOTO NOCTUraHe

KoHTtpon

HabnoaeHue 3a
npeanpueTnte
nencTeua u
\BHECEHMTE NPOMEHH

Que. 2. Dyukyuonanen Mooen Ha YRpasieHue
Duzypama e agmopcka

Ananusupaiiku Teopusita Ha dDaifon, cturame 10 TOBa, Y€ BCsKa (DyHKIMS HA YIpaBlIeHHE Ce
SBSIBA YHUBEpCAJIHA, T.€. IPUCHIIA HA MEHUDKbpa. MoXeM Ja HampaBUM H3BOJI, Y€ BCHUUKH TE€3U
(GYHKIMY ce U3MBIHABAT U OT AUPEKTOpA HA KOMIIAHUSATA, TeHEpajia Ha apMUsl U TJIaBHUS JIeKap.

He Bcuuku m3cnenoBarenu ca ChIJacHU C TOBa TBBHPJEHUE, [MO30BaBaliku ce Ha pasiuKaTa U
XapakTepa Ha yIpaBJICHCKUTE 3a[auyd, HampuMep B OM3HEca, B 3[paBeOla3BaHETO U B MyOJWYHATA
aaMuHucTpanus. Ho chliecTByBaT MHOTO MpUMEpH, KOraTO MEHHUKBbPU B Pa3IMYHHU 00JacTu ca
MOCTUTHAJIU YCIIEX.

TpsbBa ga ce mOMHU, Y€ B MEHUDKMBHTA HsIMa TBHP/IM MPABHIIA U BCSIKO YIIPABICHCKO PEIlICHUE
ce OCHOBaBa Ha 0COOEGHOCTUTE HA MEHHKbpA B ChUETAaHHE C KOHTEKCTa Ha OTAeNHATa CUTYyallus.
ToBa He BiUsie HA BB3MOXKHOCTTA JIa C€ peaiu3upa pa3paboTBaHETO HA MOJIENIM Ha MpoIieca.
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ORGANIZATION AND MANAGERIAL PROBLEMS OF INFORMATION
PROCESSES IN A DIAGNOSTIC ADVISORY CENTER AND SOLUTION OPTIONS

Abstract: The diagnostic Advisory Center is a health care system that is complex and at the same
time very necessary for the work of the entire health care system as the cheapest and mass type of
medical assistance. Based on the author's research, as well as the theoretical statements, we can
claim that most of the problems have a managerial nature.

Keywords: Diagnostic Advisory Center, organization and managerial problems, information
processes
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