
Vol. 20/No. 1



HRVATSKO DRUŠTVO MENADŽERA KVALITETE
CROATIAN QUALITY MANAGERS SOCIETY 

20. međunarodni simpozij o kvaliteti
20th International Symposium on Quality

KVALITETA – JUČER, DANAS, SUTRA
QUALITY – YESTERDAY, TODAY, TOMORROW

ZBORNIK RADOVA
PROCEEDINGS

Urednik/Editor

Doc. dr. sc. Miroslav Drljača

Godina 20, Broj 1
Vol. 20, No. 1

Pula, Hrvatska/Croatia
20. – 22. ožujka 2019.
March 20th – 22nd, 2019



II

Organizator/Organizer

HRVATSKO DRUŠTVO MENADŽERA KVALITETE
CROATIAN QUALITY MANAGERS SOCIETY

E-mail: info@hdmk.hr
Web: http://www.hdmk.hr

Suorganizatori/Co-organizers

II 
 

 
Organizator/Organizer 

 
 
 
 

 
HRVATSKO DRUŠTVO MENADŽERA KVALITETE 

CROATIAN QUALITY MANAGERS SOCIETY 
E-mail: info@hdmk.hr 

Web: http://www.hdmk.hr 
 

 
Suorganizatori/Co-organizers 

 
 
 
 

 
 

MIDDLE AND SOUTH EAST EUROPEAN 
COUNTRIES QUALITY INITIATIVE 
E-mail: miroslav.drljaca1@zg.t-com.hr 

Web: http://www.hdmk.hr 
 

 
 

 
 
 

 
DEPARTMENT OF PRODUCTION ENGINEERING AND SAFETY 

FACULTY OF MANAGEMENT CZESTOCHOWA 
UNIVERSITY OF TECHNOLOGY 

Częstochowa, Poland 
E-mail: renatastasiak@wp.pl 

Web: http://www.pcz.pl 
 

 
 
 

 
 

HERZEN STATE PEDAGOGICAL UNIVERSITY 
FACULTY OF MANAGEMENT 

St. Petersburg, Russia 
E-mail: p_bavina@mail.ru 

Web: http://manag.herzen.spb.ru 
 

 
 

MIDDLE AND SOUTH EAST EUROPEAN
COUNTRIES QUALITY INITIATIVE
E-mail: miroslav.drljaca1@zg.t-com.hr

Web: http://www.hdmk.hr

II 
 

 
Organizator/Organizer 

 
 
 
 

 
HRVATSKO DRUŠTVO MENADŽERA KVALITETE 

CROATIAN QUALITY MANAGERS SOCIETY 
E-mail: info@hdmk.hr 

Web: http://www.hdmk.hr 
 

 
Suorganizatori/Co-organizers 

 
 
 
 

 
 

MIDDLE AND SOUTH EAST EUROPEAN 
COUNTRIES QUALITY INITIATIVE 
E-mail: miroslav.drljaca1@zg.t-com.hr 

Web: http://www.hdmk.hr 
 

 
 

 
 
 

 
DEPARTMENT OF PRODUCTION ENGINEERING AND SAFETY 

FACULTY OF MANAGEMENT CZESTOCHOWA 
UNIVERSITY OF TECHNOLOGY 

Częstochowa, Poland 
E-mail: renatastasiak@wp.pl 

Web: http://www.pcz.pl 
 

 
 
 

 
 

HERZEN STATE PEDAGOGICAL UNIVERSITY 
FACULTY OF MANAGEMENT 

St. Petersburg, Russia 
E-mail: p_bavina@mail.ru 

Web: http://manag.herzen.spb.ru 
 

 
 

DEPARTMENT OF PRODUCTION ENGINEERING AND SAFETY
FACULTY OF MANAGEMENT CZESTOCHOWA

UNIVERSITY OF TECHNOLOGY
Częstochowa, Poland

E-mail: renatastasiak@wp.pl
Web: http://www.pcz.pl

II 
 

 
Organizator/Organizer 

 
 
 
 

 
HRVATSKO DRUŠTVO MENADŽERA KVALITETE 

CROATIAN QUALITY MANAGERS SOCIETY 
E-mail: info@hdmk.hr 

Web: http://www.hdmk.hr 
 

 
Suorganizatori/Co-organizers 

 
 
 
 

 
 

MIDDLE AND SOUTH EAST EUROPEAN 
COUNTRIES QUALITY INITIATIVE 
E-mail: miroslav.drljaca1@zg.t-com.hr 

Web: http://www.hdmk.hr 
 

 
 

 
 
 

 
DEPARTMENT OF PRODUCTION ENGINEERING AND SAFETY 

FACULTY OF MANAGEMENT CZESTOCHOWA 
UNIVERSITY OF TECHNOLOGY 

Częstochowa, Poland 
E-mail: renatastasiak@wp.pl 

Web: http://www.pcz.pl 
 

 
 
 

 
 

HERZEN STATE PEDAGOGICAL UNIVERSITY 
FACULTY OF MANAGEMENT 

St. Petersburg, Russia 
E-mail: p_bavina@mail.ru 

Web: http://manag.herzen.spb.ru 
 

 
 

HERZEN STATE PEDAGOGICAL UNIVERSITY
FACULTY OF MANAGEMENT

St. Petersburg, Russia
E-mail: p_bavina@mail.ru

Web: http://manag.herzen.spb.ru



III

III 
 

 
 
 
 
 
 
 

 
 

EUROPEAN ORGANIZATION FOR FINANCIAL MANAGEMENT, 
CONTROL AND STRATEGIC PLANNING 

Zagreb, Hrvatska/Croatia 
E-mail: nrukavina@europska-organizacija-fmc.eu 

Web: https://europska-organizacija-fmc.eu/en/contact-us-en 
 

 
 
 
 

 
 
 
 
 
 
 
 

SVEUČILIŠTE SJEVER 
UNIVERSITY NORTH 

Varaždin – Koprivnica, Croatia 
E-mail: info@unin.hr 

Web: https://www.unin.hr 
 
 
 

 
 

 
 
 

 
 
 

VELEUČILIŠTE NIKOLA TESLA 
NIKOLA TESLA POLYTECHNIC 

Gospić, Croatia 
E-mail: ured.dekana@velegs-nikolatesla.hr 

Web: http://www.velegs-nikolatesla.hr 
 
 
 

EUROPEAN ORGANIZATION FOR FINANCIAL MANAGEMENT,
CONTROL AND STRATEGIC PLANNING

Zagreb, Hrvatska/Croatia
E-mail: nrukavina@europska-organizacija-fmc.eu

Web: https://europska-organizacija-fmc.eu/en/contact-us-en

SVEUČILIŠTE SJEVER
UNIVERSITY NORTH

Varaždin – Koprivnica, Croatia
E-mail: info@unin.hr

Web: https://www.unin.hr

III 
 

 
 
 
 
 
 
 

 
 

EUROPEAN ORGANIZATION FOR FINANCIAL MANAGEMENT, 
CONTROL AND STRATEGIC PLANNING 

Zagreb, Hrvatska/Croatia 
E-mail: nrukavina@europska-organizacija-fmc.eu 

Web: https://europska-organizacija-fmc.eu/en/contact-us-en 
 

 
 
 
 

 
 
 
 
 
 
 
 

SVEUČILIŠTE SJEVER 
UNIVERSITY NORTH 

Varaždin – Koprivnica, Croatia 
E-mail: info@unin.hr 

Web: https://www.unin.hr 
 
 
 

 

 
 
 

SVEUČILIŠTE JURJA DOBRILE U PULI 
Pula, Croatia 

E-mail: ured@unipu.hr 
Web: http://www. https://www.unipu.hr 

 
 
 

 

SVEUČILIŠTE JURJA DOBRILE U PULI
JURAJ DOBRILA UNIVERSITY OF PULA

Pula, Croatia
E-mail: ured@unipu.hr

Web: http://www. https://www.unipu.hr



IV

Izdavač/Publisher
Hrvatsko društvo menadžera kvalitete, Zagreb, Hrvatska

Croatian Quality Managers Society, Zagreb, Croatia
Radoslava Cimermana 36a, 10 000 Zagreb

E-mail: info@hdmk.hr
http://www.hdmk.hr

Za izdavača/For Publisher
Doc. dr. sc. Miroslav Drljača

Urednik/Editor
Klasifikacija UDK & JEL/Classification U.D.C. & JEL

Doc. dr. sc. Miroslav Drljača

Prijevod sažetaka, zaključaka i predgovora/
Summaries, Conclusions and Introductory translation

Ljubica Kolbas, prof.

Korice dizajn/Covering design
Apostol d.o.o., Zagreb

Tisak/Printing
PRINTERA GRUPA

Sveta Nedelja

Naklada/Issue
250 primjeraka/copies

ISSN 2670-8825 (Tisak/Print)
ISSN 2670-8833 (CD-ROM)

Copyright © 2019.



V

Organizacijski odbor/Organizing Committee

Doc. dr. sc. Miroslav Drljača - predsjednik/president (Hrvatska/Croatia)
Juhani Anttila, M. Sc. (Finska/Finland)

Dr. inž. Renata Stasiak Betlejewska (Poljska/Poland)
Prof. dr. sc. Marko Bešker (Hrvatska/Croatia)

Dr. sc. Josip Čiček (Hrvatska/Croatia)
Mr. sc. Nevenka Gašparac (Hrvatska/Croatia)

Ljubica Kolbas, prof. (Hrvatska/Croatia)
Izvr. prof. dr. sc. Krešimir Buntak (Hrvatska/Croatia)

Renato Barišić, dipl. ing. (Hrvatska/Croatia)
Prof. dr. sc. Polina A. Bavina (Rusija/Russia)

Zvonimir Polanec, dipl. oec. (Hrvatska/Croatia)
Sanja Rojčević, dipl. krim. (Hrvatska/Croatia)

Izv. prof. dr. sc. Violeta Šugar (Hrvatska/Croatia)
Dr. sc. Ivanka Lovrenčić Mikelić (Hrvatska/Croatia)

Doc. dr. sc. Ivan Nađ (Hrvatska/Croatia)
Blaženka Vlahović, univ. spec. oec. mag. oec. (Hrvatska/Croatia)

Doc. dr. sc. Saša Petar (Hrvatska/Croatia)
Anita Zado Bešker, prof. (Hrvatska/Croatia)

Uređivački odbor/Editorial Board

Doc. dr. sc. Miroslav Drljača
Dr. sc. Josip Čiček

Prof. dr. sc. Marko Bešker
Izv. prof. dr. sc. Krešimir Buntak

Zbornik radova referira se u sekundarnim publikacijama/
Proceedings book will be indexed in secundary publication:

JEL – Journal of Economics Literature, EconLit, Pittsburg, USA
CAB Abstracts and/or Global Health databases 

CiteFactor
EOI: 10.11.222/hdmk



VI

Znanstveno uređivački odbor/Scientific, Editorial and Review Bord
Doc. dr. sc. Miroslav DRLJAČA, Zagreb, Hrvatska/Croatia  

Predsjednik/President

Prof. dr. sc. Elena N. AGAPOVA , St. Petersburg, Rusija/Russia
Prof. dr. sc. Ivanka AVELINI HOLJEVAC, Hrvatska/Croatia 
Izv. prof.. dr. sc. Tomislav BAKOVIĆ, Zagreb, Hrvatska/Croatia
Prof. dr. sc. Jani BARLE, Split, Hrvatska/Croatia
Prof. dr. sc. Polina A. BAVINA, St. Petersburg, Rusija/Russia
Prof. dr. sc. Stipe BELAK, Zadar, Hrvatska/Croatia
Prof. dr. sc. Marko BEŠKER, Zagreb, Hrvatska/Croatia 
Dr. Atul BHASKARRAO BORADE, Yavatmal, Indija/India
Izvr. prof. dr. sc. Krešimir BUNTAK, Varaždin, Hrvatska/Croatia
Dr. sc. Josip ČIČEK, Bjelovar, Hrvatska/Croatia 
Prof. dr. sc. Suleyman DEGIRMEN, Mersin, Turska/Turkey
Doc. dr. sc. Zlata DOLAČEK-ALDUK, Osijek, Hrvatska/Croatia
Prof. dr. sc. Pedro J. T. DOMINGUES, Portugal/Portugal
Dr. Katarina DURKOVA, PhD., Trnava, Slovačka/Slovakia
Prof. dr. sc. Vesna DUŠAK, Zagreb, Hrvatska/Croatia
Doc. dr. sc. Ines DUŽEVIĆ, Zagreb, Hrvatska/Croatia
Dr. Marilyn DYASON, Bedford, Velika Britanija/Ujedinjeno kraljevstvo 
Dr. sc. Dragutin FUNDA, Zaprešić, Hrvatska/Croatia
Prof. dr. sc. Dragana GRUBIŠIĆ, Split, Hrvatska/Croatia 
Dr. ing. Vladimir IHNAT, Bratislava, Slovačka/Slovakia
Prof. dr. sc. Miloš JELIĆ, Beograd, Srbija/Serbia
Izv. prof. dr. sc. Sanja KALAMBURA, Velika Gorica, Hrvatska/Croatia
Professor Emeritus Michael KAYE, Velika Britanija/Great Britain
Prof. dr. sc. Živko KONDIĆ, Varaždin, Hrvatska/Croatia
Prof. dr. sc. Tonći LAZIBAT, Zagreb, Hrvatska/Croatia 
Prof. dr. sc. Ivan MENCER, Rijeka, Hrvatska/Croatia
Prof. dr. sc. Sulejman META, Tetovo, Makedonija/Macedonia
Prof. dr. Ivan MIHAJLOVIĆ, Bor, Srbija/Serbia
Prof. dr. sc. Marin MILKOVIĆ, Varaždin, Hrvatska/Croatia
Prof. dr. sc. Natasa NAPRSTKOVA, Usti nad Labem, Češka/Czech Republic
Doc. dr. Ing. Eva NEDELIAKOVÁ, Žilina, Slovačka/Slovakia
Prof. dr. ing. Darja NOSKIEVICOVA, Ostrava, Češka/Czech Republic
Dr. sc. Ivica OSLIĆ, Zagreb, Hrvatska/Croatia
Dr. Eng. Luminita PARV, Brasov, Rumunjska/Romania
Prof. dr. sc. Jasmina PAŠAGIĆ-ŠKRINJAR, Hrvatska/Croatia
Prof. dr. sc. Jerko PAVLIČEVIĆ, Mostar, BiH/Bosnia and Herzegovina
Dr. sc. Diana PLANTIĆ-TADIĆ, Zagreb, Hrvatska/Croatia 
Prof. dr. ing. Marek POTKANY, Zvolen, Slovačka/Slovakia



VII

Dr. sc. Jasminka SAMARDŽIJA, Zagreb, Hrvatska/Croatia
Prof. dr. sc. Paulo A. da C. A. SAMPAIO, Portugal/Portugal 
Doc. dr. ing. Katarina STACHOVA, Bratislava, Slovačka/Slovakia
Dr. inž. Renata STASIAK BETLEJEWSKA, Poljska/Poland
Prof. dr. sc. Sanja STEINER, Zagreb, Hrvatska/Croatia 
Dr. ing. Katarina LESTYANSZKA SKURKOVA, Slovačka/Slovakia
Dr. sc. Igor ŠTIMAC, Zagreb, Hrvatska/Croatia
Izv. prof. dr. sc. Violeta ŠUGAR, Pula, Hrvatska/Croatia
Prof. dr. sc. Azis ŠUNJE, Sarajevo, BiH/Bosnia and Herzegovina
Doc. dr. ing. Daniela TESAROVA, Brno, Češka/Czech Republic
Prof. dr. sc. Victor V.TIMCHENKO, St. Petersburg, Rusija/Russia
Dr. ing. Adam TOROK, Budimpešta, Mađarska/Hungary
Dr. sc. Ivan TOTH, Velika Gorica, Hrvatska
Prof. PCz. Dr. hab. inż. Robert ULEWICZ, Poljska/Poland
Prof. dr. sc. Vidoje VUJIĆ, Rijeka, Hrvatska/Croatia
Prof. dr. sc. Nenad VULIĆ, Split, Hrvatska/Croatia
Doc. dr. sc. Sanja ZAMBELLI, Rijeka, Hrvatska/Croatia



VIII

Visoka pokroviteljica/High level Patron

Predsjednica Republike Hrvatske/President of Republic of Croatia
Kolinda Grabar Kitarović

Pokrovitelj/Patron:
Middle and South East European Countries Quality Initiative
Inicijativa za kvalitetu zemalja Srednje i Jugoistočne Europe

Ostali pokrovitelji/Other auspices of:
Ministarstvo gospodarstva, poduzetništva i obrta

Ministarstvo zaštite okoliša i energetike
Sveučilište u Zagrebu

Sveučilište Jurja Dobrile u Puli
Hrvatska gospodarska komora

Hrvatska akreditacijska agencija
Hrvatski zavod za norme

Državni zavod za mjeriteljstvo
Hrvatski poslovni savjet za održivi razvoj

Istarska županija
Grad Pula

Turistička zajednica Zagrebačke županije
Ekonomski fakultet u Zagrebu, (PDS Upravljanje kvalitetom)



IX

Medijski pokrovitelji/Media auspices of:
Business Media Group, Zagreb, Hrvatska/Croatia

Kvalitet & izvrsnost, Beograd, Srbija/Serbia
Glas Istre, Hrvatska/Croatia

Portal Kvalitet, Beograd, Srbija/Serbia
Production Engineering Archives, Poljska/Poland

Generalni sponzor/General donor
TÜV NORD CERT GmbH, Hamburg, Germany

Donatori/Donors:
Hrvatska gospodarska komora

Sveučilište Sjever, Varaždin-Koprivnica
BDO Savjetovanje d.o.o., Zagreb
Zračna luka Zagreb d.o.o., Zagreb

Gradska plinara Zagreb d.o.o., Zagreb
Visoko učilište Algebra, Zagreb

Oskar, Centar za razvoj i kvalitetu, Zagreb
Turistička zajednica Zagrebačke županije

Oskar Edukos, Zagreb



XI

SADRŽAJ/CONTENTS

Tematska cjelina: KVALITETA – JUČER, DANAS, SUTRA
Thematic unit: QUALITY – YESTERDAY, TODAY, TOMORROW

1.	 Marilyn Dyason – United Kingdom/Ujedinjeno Kraljevstvo 
The future of quality: Sustainability and Competitiveness 
Budućnost kvalitete: održivost i konkurentnost 
Pregledni članak/Review.......................................................................... 1

2.	 Juhani Anttila – Finska/Finland 
Kari Jussila – Finska/Finland 
Organizational development, Quality – yesterday, today, tomorrow 
Organizacijski razvoj, Kvaliteta – jučer, danas, sutra 
Pregledni članak/Review........................................................................... 9

3.	 Miroslav Drljača – Hrvatska/Croatia 
Kvaliteta – jučer, danas, sutra 
Quality – yesterday, today, tomorrow 
Izvorni znanstveni članak/Original scientific paper............................... 29

4.	 Tihomir Vranešević – Hrvatska/Croatia 
Irena Pandža Bajs – Hrvatska/Croatia 
Miroslav Mandić – Hrvatska/Croatia 
Kvaliteta i koncept vrijednosti za klijente 
Quality and Value-for-Customer Concept 
Pregledni članak/Review......................................................................... 55

5.	 Alexander Linczényi – Slovakia/Slovačka 
Renata Nováková – Slovakia/Slovačka 
MSc. Natália Nováková – Slovakia/Slovačka 
A new view at the economy of quality management 
Novi pogled na ekonomiju upravljanja kvalitetom 
Pregledni članak/Review......................................................................... 67



XII

Tematska cjelina: PROCESNO UPRAVLJANJE U TEORIJI I PRAKSI
Thematic unit: PROCESS MANAGEMENT IN THEORY AND PRACTICE

6.	 Ivana Grabar – Hrvatska/Croatia 
Emina Senjan – Hrvatska/Croatia 
Antonija Mandić – Hrvatska/Croatia 
Couses of inadequate internal communication in organization 
Razlozi loše interne komunikacije u organizaciji 
Prethodno priopćenje/Preliminary communication................................ 79

7.	 Ivana Martinčević – Hrvatska/Croatia 
Igor Klopotan – Hrvatska/Croatia 
Viktorija Valjak – Hrvatska/Croatia 
Importance of due diligence process and FMEA method at 
business combinations 
Važnost due diligence procesa i FMEA metode prilikom 
poslovnih kombinacija 
Pregledni članak/Review......................................................................... 87

8.	 Krešimir Buntak – Hrvatska/Croatia 
Matija Kovačić – Hrvatska/Croatia 
Maja Mutavdžija – Hrvatska/Croatia 
Damira Keček – Hrvatska/Croatia 
Continuous process improvement as a foundation for  
sustainable organizational development 
Stalno poboljšanje procesa kao temelj održivog razvoja organizacije 
Pregledni članak/Review......................................................................... 99

9.	 Zrinka Mrkonjić – Hrvatska/Croatia 
Diana Plantić Tadić – Hrvatska/Croatia 
Jadranka Ivanković – Hrvatska/Croatia 
Social responsibility as a brand feature within the  
rebranding process:Case from Croatian market 
Društvena odgovornost kao obilježje branda u kontekstu  
procesa rebrandinga:Primjer s hrvatskog tržišta 
Stručni članak/Professional paper........................................................ 111

Tina
Highlight



XIII

Tematska cjelina: KVALITETA U OBRAZOVANJU I SPORTU
Thematic unit: QUALITY IN EDUCATION AND SPORT

10.	Joanna Rosak-Szyrocka – Poland/Poljska 
Martina Blašková – Slovakia/Slovačka 
Analysis womens’ quality of life in the aspect of the  
ZAWSW PIR(W)SI women run program in Poland 
Analiza kvalitete života žena s aspekta programa žena u pokretu 
“UVIJEK PRVA” u Poljskoj 
Izvorni znanstveni članak/Original scientific paper............................. 123

11.	Robert Ulewicz – Poland/Poljska 
Kanchana Sethanan – Thailand/Tajland 
Quality of educational services – industry 4.0 requirements 
Kvaliteta obrazovnih usluga –zahtjevi 4.0 industrije 
Prethodno priopćenje/Preliminary communication.............................. 137

12.	Ines Dužević – Hrvatska/Croatia 
Tomislav Baković – Hrvatska/Croatia 
Luka Buntić – Hrvatska/Croatia 
Unaprjeđenje kvalitete usluga primjenom inovativnih praksi 
u učenju i poučavanju 
Improving quality of service with application innovative 
practices in teaching and learning 
Pregledni članak/Review....................................................................... 151

13.	László Vajda – Hungary/Mađarska 
Agricultural higher education on EU and on CAP before and  
after EU accession introduction 
Visoko obrazovanje u poljoprivredi o EU i o CAP-u prije 
i nakon pristupanja u EU 
Pregledni članak/Review....................................................................... 163

14.	Željko Turčinović – Srbija/Serbia 
Sport i Kaizen 
Sport and Kaizen 
Pregledni članak/Review....................................................................... 171

15.	Zoran Punoševac – Srbija/Serbia 
Obrazovanje i obuke u organizaciji 
Education and training in the organization 
Pregledni članak/Review....................................................................... 183



XIV

16.	Luminita Parv – Romania/Rumunjska 
Quality insurance in HEIs. A student engagement evaluation case study 
Osiguranje kvalitete u visokoškolskim institucijama.  
Studij slučaja vrednovanja angažmana studenata 
Pregledni članak/Review....................................................................... 193

17.	Renata Stasiak-Betlejewska – Poland/Poljska 
The quality of running events 
Kvaliteta događaja trčanja 
Pregledni članak/Review....................................................................... 205

18.	Nedim Čaušević – Bosna i Hercegovina/Bosnia and Herzegovina  
Kvaliteta obrazovanja kao uvjet opstanka društva  
– primjeri iz Bosne i Hercegovine 
Quality of education as a condition of survival of society  
– Example from Bosnia and Herzegovina 
Stručni članak/Professional paper........................................................ 221

19.	Renata Baličević – Hrvatska/Croatia 
Višnja Sak Bosnar – Hrvatska/Croatia 
Marina Holjenko – Hrvatska/Croatia 
Dubravka Trampus – Hrvatska/Croatia 
Karijerno savjetovanje studenata kao dodana vrijednost 
unaprjeđenju kvalitete studiranja 
Career advising for students as an added value 
for studying quality improvement 
Stručni članak/Professional paper........................................................ 233

Tematska cjelina: KVALITETA I PROMETNI SUSTAVI
Thematic unit: QUALITY AND TRAFFIC SYSTEMS

20.	Eva Nedeliaková – Slovakia/Slovačka 
Michal Petr Hranický – Slovakia/Slovačka 
Vladimíra Štefancová – Slovakia/Slovačka 
Adrian Kuka – Slovakia/Slovačka 
Analysis of synergic effects in railway passenger transport 
Analiza sinergijskog učinka u željezničkom putničkom transportu 
Pregledni članak/Review....................................................................... 245



XV

21.	Miroslav Drljača – Hrvatska/Croatia 
Saša Petar – Hrvatska/Croatia 
Mohammed Raad – Lebanon/Libanon 
Development potential of passenger and baggage 
handling process on airports 
Razvojni potencijal procesa prihvata i otpreme putnika i prtljage 
na zračnim lukama 
Pregledni članak/Review....................................................................... 257

22.	Nermin Zijadić – Bosna i Hercegovina/Bosnia and Herzegovina 
Fadila Kiso – Bosna i Hercegovina/Bosnia and Herzegovina 
Muharem Šabić – Bosna i Hercegovina/Bosnia and Herzegovina 
Razvoj kvaliteta na aerodromima 
Quality development at airports 
Pregledni članak/Review....................................................................... 273

23.	Saša Petar – Hrvatska/Croatia 
Ante Klečina – Hrvatska/Croatia 
Ivica Kaniški – Hrvatska/Croatia 
Davor Grgurević – Hrvatska/Croatia 
Integrirani prijevoz putnika kao mjera za povećanje kvalitete usluge 
Integrated transport of passengers as a measure to increase  
the quality of service 
Pregledni članak/Review....................................................................... 283

24.	Sara Črnko – Hrvatska/Croatia 
Igor Štimac – Hrvatska/Croatia 
Andrija Vidović – Hrvatska/Croatia 
Jelena Pivac – Hrvatska/Croatia 
Utjecaj kvalitete uravnoteženja i opterećenja na ekonomičnost  
leta širokotrupnih zrakoplova 
Impact of weight and balance quality on wide-body  
aircraft flight efficiency 
Stručni članak/Professional paper........................................................ 297



XVI

Tematska cjelina: KVALITETA U ZDRAVSTVU I TURIZMU
Thematic unit: QUALITY IN HEALTHCARE AND TOURISM

25.	Krešimir Buntak – Hrvatska/Croatia 
Matija Kovačić – Hrvatska/Croatia 
Maja Mutavdžija – Hrvatska/Croatia 
Continuous process improvement as an imperative for  
improvement of quality management system in health care 
Stalno poboljšanje procesa kao imperativ unaprjeđenja 
sustava upravljanja kvalitetom u zdravstvu 
Pregledni članak/Review....................................................................... 311

26.	Tatiana Zanini Gavranić – Hrvatska/Croatia 
Violeta Šugar – Hrvatska/Croatia 
Doprinos FMEA metode poboljšanju kvalitete usluga  
za VIP goste u hotelijerstvu 
FMEA methodology to increase the service quality for the  
VIP guests in hospitality industry 
Pregledni članak/Review....................................................................... 321

27.	Ana-Marija Vrtodušić Hrgović – Hrvatska/Croatia 
Anamaria Dora Jeličić – Hrvatska/Croatia 
Mjerenje i ocjenjivanje kvalitete turističke destinacije - Qualitest 
Measuring and evaluating the quality of tourist destination - Qualitest 
Pregledni članak/Review....................................................................... 333

Tematska cjelina: IMPLEMENTACIJA SUSTAVA 
UPRAVLJANJA I AUDITIRANJE
Thematic unit: IMPLEMENTATION OF MANAGEMENT SYSTEM 
AND AUDITING 

28.	Sanja Zambelli – Hrvatska/Croatia 
Domagoj Šantek – Hrvatska/Croatia 
Sustav upravljanja zdravljem i sigurnošću na radu – ISO 45001 
Occupational health and safety management system – ISO 45001 
Pregledni članak/Review....................................................................... 343

Tina
Highlight



XVII

29.	Josip Lisičar – Hrvatska/Croatia 
Josipa Lisičar Vukušić – Hrvatska/Croatia 
ISO 45001:2018 – Kako do certifikata prema novoj međunarodnoj 
normi 
ISO 45001:2018 – How to certificate towards a new  
international standard 
Stručni članak/Professional paper........................................................ 359

30.	Branislava Milovanov – Srbija/Serbia 
Mirjana Stanić – Srbija/Serbia 
Uloga menadžera kvaliteta u organizacijama 
The role of quality managers in organizations 
Stručni članak/Professional paper........................................................ 367

Tematska cjelina: KVALITETA U PROIZVODNJI I GRAĐEVINARSTVU
Thematic unit: QUALITY IN MANUFACTURING AND CONSTRUCTION

31.	Krzysztof Knop – Poland/Poljska 
Implementation of Poka – Yoke as a stage in quality improvement and 
boost in competitiveness – Case study from shoe industry 
Implementacija Poka – Yoke kao faza u poboljšanju kvalitete  
i povećanju konkurentnosti – Studij slučaja iz industrije obuće 
Pregledni članak/Review....................................................................... 385

32.	Ana Globočnik Žunac – Hrvatska/Croatia 
Vlatka Kordoš – Hrvatska/Croatia 
Sanja Zlatić – Hrvatska/Croatia 
Segment analysis of outsourcing services necessary for conducting a 
Cost – Benefit Analysis based on an example of a company 
Analiza područja outsourcinga usluga potrebna za izvođenje  
analize troškova i koristi temeljena na primjeru tvrtke 
Pregledni članak/Review....................................................................... 399

33.	Gorana Lipnjak – Hrvatska/Croatia 
Razvoj robotike i budućnost rada 
Development of robotics and future of work 
Stručni članak/Professional paper........................................................ 413



XVIII

Tematska cjelina: KVALITETA I UPRAVLJANJE RIZICIMA
Thematic unit: QUALITY AND RISK MANAGEMENT

34.	Snežana Živković – Srbija/Serbia 
Psihosocijalni rizici i stres na radu u Republici Srbiji 
Psychosocial risks and stress at work in Republic of Serbia 
Izvorni znanstveni članak/Original scientific paper............................. 427

35.	Marko Bešker – Hrvatska/Croatia 
Josip Čiček – Hrvatska/Croatia 
Nataša Markulin Grgić – Hrvatska/Croatia 
Multivarijantna analiza rizika u procesu (projektu)  
preduvjet kvalitetnog plana zaštite 
Multivariate risk analysis in the process (project) 
prerequiste for the quality protection plan 
Pregledni članak/Review....................................................................... 451

36.	Krunoslav Škrlec – Hrvatska/Croatia 
Upravljanje rizicima u stambenom sektoru Koprivničko – križevačke 
županije 
Risk management in the hausing sector in Koprivnica and Križevci 
county 
Pregledni članak/Review....................................................................... 463

37.	Dragutin Funda – Hrvatska/Croatia 
Nada Majzel – Hrvatska/Croatia 
Goran Funda – Hrvatska/Croatia 
Sigurnost informacijskog sustava 
Information System Security 
Pregledni članak/Review....................................................................... 475

38.	Justyna Żywiołek – Poland/Poljska 
Alberto di Taranto – Italy/Italija 
Quality and security of information stored in employees’ mobile devices 
Kvaliteta i sigurnost informacija pohranjenih u mobilnim  
uređajima zaposlenih 
Pregledni članak/Review....................................................................... 487



XIX

39.	Miloš Jelić – Srbija/Serbia 
Impartiality challenges and risk assessment in the accreditation process 
Izazovi po nepristranost i procena rizika u procesu akreditacije 
Pregledni članak/Review....................................................................... 503

Tematska cjelina: SUSTAV UPRAVLJANJA OKOLIŠEM
Thematic unit: ENVIRONMENTAL MANAGEMENT SYSTEM

40.	Marija Šperac – Hrvatska/Croatia 
Dino Obradović – Hrvatska/Croatia 
Upravljanje kakvoćom vodnih resursa uz podršku ekspertnih sustava 
Managing the quality of water resources with support of expert systems 
Pregledni članak/Review....................................................................... 517

41.	Biljana Suslov – Srbija/Serbia 
Miša Bulajić – Srbija/Serbia 
Sistem menadžmenta energijom kao prilika za unapređenje  
energetske efikasnosti 
Energy management system as energy efficiency opportunity 
Stručni članak/Professional paper........................................................ 529

Tematska cjelina: UPRAVLJANJE LJUDSKIM POTENCIJALIMA
Thematic unit: HUMAN RESOURCE MANAGEMENT

42.	Koviljka Banjević – Srbija/Serbia 
Aleksandra Nastasić – Srbija/Serbia 
Menadžment talentima – juče, danas, sutra 
Talent management – yesterday, today, tomorrow 
Pregledni članak/Review....................................................................... 541

43.	Radoslav Barišić – Hrvatska/Croatia 
Neno Rakić – Hrvatska/Croatia 
Stjepan Marković – Hrvatska/Croatia 
Upravljanje ljudskim potencijalima u sustavu upravljanja i 
kontrole EU fondova u Republici Hrvatskoj 
Human resources management in the management and  
control system of EU funds in Republic of Croatia 
Pregledni članak/Review....................................................................... 559



Tematska cjelina: KVALITETA U JAVNOM SEKTORU
Thematic unit: QUALITY IN PUBLIC SECTOR

44.	Lidija Romić – Srbija/Serbia 
Tomislav Romić – Hrvatska/Croatia 
Kvalitet i konkurentska prednost u funkciji regionalnog razvoja 
Republike Srbije 
Quality and competitive advantage in the function of  
Republic of Serbia’s regional development strategy 
Stručni članak/Professional paper........................................................ 585

45.	Stella Antolović – Hrvatska/Croatia 
Mateja Popović – Hrvatska/Croatia 
Marija Pezić – Hrvatska/Croatia 
Utjecaj marketinških alata na kvalitetu usluga u javnom sektoru 
The effects of marketing tools on quality of service in the public sector 
Stručni članak/Professional paper........................................................ 595



XXI

PREDGOVOR

Poštovane kolegice i kolege članovi HDMK, znanstvenici i stručnjaci 
u području sustava upravljanja, zadovoljstvo mi je pozvati vas na aktivno su-
djelovanje u radu jubilarnog 20. međunarodnog simpozija o kvaliteti, pod rad-
nim nazivom KVALITETA – JUČER, DANAS, SUTRA.

U 22 godine postojanja i rada, HDMK je uspješno organiziralo 20 me-
đunarodnih simpozija o kvaliteti. Prigoda je to da se, gledajući u budućnost, 
ukratko ipak osvrnemo na proteklo razdoblje i sagledamo razvoj kvalitete kao 
koncepta, kao filozofije i kao znanosti. U tom razdoblju dogodile su se brojne 
promjene u kontekstu kvalitete: 1) kvaliteta je ušla u obrazovni sustav, oso-
bito u visokom obrazovanju; 2) brojne organizacije implementirale su sustav 
upravljanja kvalitetom sukladno sa zahtjevima međunarodnih ISO normi; 3) 
značajne promjene u smislu poboljšanja dogodile su se u brojnim sektorima 
(zdravstvo, maloprodaja, automobilska industrija, promet i transport, proizvod-
nja, usluge i dr.). Najznačajnijim postignućima smatramo veliki broj obrazo-
vanih stručnjaka za kvalitetu u svim strukama i činjenicu da kupac (korisnik) 
danas ima daleko veću mogućnost izbora nego je imao ikad.

Ova ostvarenja nisu dovoljna. Jedna od temeljnih karakteristika današ-
njega svijeta je stalnost promjena. Kvaliteta, shvaćena u najširem smislu, di-
namička je kategorija i zahtijeva stalno poboljšanje. Stoga se pred nas koji se 
profesionalno i znanstveno bavimo kvalitetom, postavljaju najmanje dva slo-
žena zadatka: 1) razumjeti povijest kvalitete, priznati pogreške i zablude i 2) 
razvojem kvalitete kao resursa, strategije i razvojnog koncepta ostvariti daljnja 
poboljšanja u svim sektorima i područjima rada i života kako bi svijet svima 
postao bolje mjesto za život, na dugi rok. A prostora za poboljšanja ima puno. 
Najveći globalni problemi svijeta još uvijek traže kvalitetna rješenja: 1) ne-
jednaka raspodjela svjetskog bogatstva; 2) razina konflikta; 3) klimatske pro-
mjene; 4) velika ulaganja u naoružavanje i represivni aparat; 5) masovne mi-
gracije; 6) neizlječive bolesti; 7) drastične razlike u kvaliteti života.

Pripremu za 20. međunarodni simpozij o kvaliteti započinjemo u raz-
doblju ekonomskog rasta, kako u Hrvatskoj tako i u zemljama EU. To nije 
razlog da se prestane s osmišljavanjem i implementacijom nekog novog ra-
zvojnog koncepta koji može pomoći rješavanju najvećih globalnih i lokalnih 
problema. Naprotiv, razdoblje ekonomskog rasta i prosperiteta pravo je vrije-
me za razmišljanje o budućnosti. 

Hrvatsko gospodarstvo već dulje vrijeme bilježi rast BDP-a, s tenden-
cijom usporavanja. Najveći generator rasta BDP-a u drugom kvartalu 2018. 
godine je potrošnja građana dok ostale sastavnice BDP-a (industrijska proi-
zvodnja, izvoz, investicije) bilježe skromniji rast. Smanjuje se i stopa nezapo-
slenosti, ali se istovremeno pojavljuje nedostatak radne snage u brojnim sek-
torima (proizvodnja, poljoprivreda, turizam, brodogradnja, zdravstvo i dr.). 
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Turizam u Hrvatskoj posljednjih godina, tako i u 2018. godini, bilježi odlič-
ne rezultate, kako po broju dolazaka i noćenja, tako i po prihodu. Započele su 
neke od tzv. strukturnih reformi poput porezne reforme i reforme školstva, što 
nije dovoljno za povećanje konkurentnosti gospodarstva. Problemi nedostatka 
radne snage i ne konkurentnosti strukturne su prirode i nastajali su desetljeći-
ma. Razvoj infrastrukture u punom je zamahu (zračne luke, ceste, mostovi, že-
ljeznica, morske luke i dr.). Odlazak mladih i obrazovanih ljudi u ekonomski 
razvijenije zemlje kao i problem apsolutnog smanjenja broja stanovnika pro-
blem su Hrvatske, ali i brojnih drugih zemalja EU. Rješavanje ovih problema 
podrazumijeva politički konsenzus i novi razvojni koncept.

EU također bilježi ekonomski rast. Cijena nafte na svjetskom tržištu ra-
ste. Proces proširenja EU novim članicama u svojevrsnoj je krizi. Preispituje 
se koncept NATO-a kao i koncept na kojem se temelji EU.

Na globalnoj razini odvija se proces nove geopolitičke podjele svijeta. 
Pozitivne promjene događaju se u slučaju Korejskog poluotoka. Ekstremne 
vremenske nepogode prisutne su u mnogim dijelovima svijeta, što značajno 
utječe na gospodarstvo i kvalitetu života ljudi. 

Svaka zemlja, kao i nadnacionalne ekonomske i političke integracije 
trebaju tražiti nova rješenja i mogućnosti rasta i razvoja. Mišljenja smo da 
„kvaliteta“ shvaćena u najširem smislu, može doprinijeti nastavku pozitiv-
nih kretanja, a također doprinijeti pronalasku rješenja za najveće probleme na 
globalnoj razini.

Kao i do sada, HDMK organizirajući 20. međunarodni simpozij o kva-
liteti, čini napor u okupljanju kritične mase znanja i kompetencije na područ-
ju sustava upravljanja kako bi dalo svoj doprinos razvoju svjesnosti o potre-
bi značajnije primjene načela upravljanja kvalitetom u modeliranju razvojnog 
koncepta kompatibilnog sa svim ekonomskim sustavima Tako osmišljen ra-
zvoj pospješuje konkurentsku sposobnost gospodarstva kao pretpostavku osi-
guravanja kvalitetnijeg života svojih građana, što je suština politike svih de-
mokratskih sustava. 

S tom svrhom pristupili smo organizaciji 20. međunarodnog simpozija o 
kvaliteti i pozivamo vas na razmjenu iskustva i ideja vezano za sustav upravlja-
nja kvalitetom u cilju iznalaženja prihvatljivih rješenja radi bolje budućnosti.

20. simpozij organiziramo u Istarskoj županiji, u gradu Puli starom pre-
ko 3000 godina. Povijest ovog grada, na neki je način i povijest kvalitete na 
ovim prostorima. Šetnja ulicama ovoga čudesnog grada u to će vas uvjeriti.

Predsjednik HDMK
Doc. dr. sc. Miroslav Drljača 
IAQ – Associate Academician
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INTRODUCTORY WORD

Dear colleagues, members of the Croatian Quality Managers Society, scien-
tists and professionals in the scope of management systems, dear friends, it is my 
pleasure to invite you to actively participate in the 20th International Symposium on 
Quality, under the working title QUALITY – YESTERDAY, TODAY, TOMORROW.

In twenty years of its existence and work, the CQMS has successfully or-
ganized 20 international symposiums on quality. On this occasion, while looking 
into the future, it is appropriate to briefly review the past period and look at the 
development of quality as a concept, as a philosophy and as a science. Numerous 
changes in the context of quality have happened over the period: 1) quality has 
entered the education system, particularly higher education; 2) numerous organ-
izations have implemented the quality management system in accordance with re-
quirements of international ISO standards; 3) various sectors have experienced 
significant changes with the effect of improvements (health, retail, automobile in-
dustry, traffic and transport, production, services and others). In our opinion the 
most important achievements are the large number of educated quality experts in 
all professions and the fact that possibilities of choice for customers (users) are 
today much greater than ever.

However, these achievements are not enough. One of the basic characteris-
tics of the today’s world is permanence of change. Quality, in the broadest sense 
of the word, is a dynamic category, and it requires continual improvements. There-
fore, all of us professionally and scientifically engaged in quality, face at least two 
complex tasks: 1) to understand the past of quality, admit mistakes and miscon-
ceptions, and 2) by developing quality as a resource, a strategy and a development 
concept, enable further improvements in all sectors and areas of work and life, and 
in the long term make the world a better place to live in for everyone. And there is 
a lot of room for improvements. The biggest global problems are still waiting for 
good quality solutions: 1) unequal distribution of world wealth; 2) level of con-
flicts; 3) climatic changes; 4) big investments in arming and repressive apparatus; 
5) mass migrations; 6) incurable deceases; 7) drastic differences in quality of life.

We are starting preparations for the 20th International Symposium on Qual-
ity in the period of economic growth, both in Croatia and the EU states. This is, 
however, no reason to stop designing and implementing a new concept of devel-
opment that could help solve the biggest global and local problems. On the con-
trary, the period of economic growth and prosperity is the right time for thinking 
about the future.

The economy of Croatian has been recording a GDP growth for a longer pe-
riod, with a tendency to slow down. The greatest generator of GDP growth in the 
second quarter of 2018 is personal consumption, while other components of GDP 
(industrial production, export, investments) show a more modest growth rate. The 
unemployment rate has also been decreasing, but at the same time a labour short-
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age has occurred in numerous sectors (production, agriculture, tourism, shipbuild-
ing, health, etc.). Over the past years, and also in 2018, the tourism in Croatia shows 
excellent results, both in number of visits and overnight stays and tourism revenues. 
Some of the so called structural reforms have been started, such as tax reform and 
education system reform, but it is not enough to increase economy competitive-
ness. Problems of labour shortage and lack of competitiveness are of structural 
nature and have been developing for decades. Development of infrastructure is in 
full swing (airports, roads, bridges, railway, sea ports, etc.). Leaving of young and 
educated people to economically more developed countries and the absolute de-
cline of the population, are problems of Croatia, but also of many EU states. Solv-
ing these problems requires political consensus and a new concept of development.

The EU also records a GDP growth. The price of oil in the world market 
rises. The EU enlargement process is in a kind of crisis. The NATO concept, and 
the concept on which the EU is based, are being reconsidered. 

At the global level, a process of new geopolitical divisions of the world is 
underway. Positive changes have happened in the case of the Korean Peninsula. 
Extreme weather conditions occur in many parts of the world and this has a sig-
nificant impact on economies and the quality of life of people.

Every country, as well as supranational economic and political integra-
tions should seek new solutions and possibilities of growth and development. We 
believe that “quality”, understood in its broadest sense, can contribute to contin-
uation of positive movements, and also contribute to finding solutions of the big-
gest problems on the global level.

As always, by organizing the 20th International Symposium on Quality, the 
CQMS continues to make effort to gather a critical mass of knowledge and com-
petence in the domain of management systems, in order to contribute to develop-
ing awareness of the need for a wider application of quality management princi-
ples in modelling a concept of development compatible with all economic systems. 
The so envisaged development enhances competitive ability of economy as a pre-
requisite for ensuring better quality of life for citizens, and this is the essence of 
politics of all democratic systems.

With this purpose in mind we started organizing the 20th International Sym-
posium on Quality, and we now invite you to the exchange of ideas relating to 
quality management, with the aim to find acceptable solutions for the sake of a 
better future.

The 20th symposium will take place in Istria County, in 3000 year old city of 
Pula. In a certain way, the history of this city is also the history of quality in this 
region. A walk in the streets of this amazing city will convince you of this.

Assist. Prof. Miroslav Drljača, Ph.D.
President of the CQMS
IAQ – Associate Academician
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SAŽETAK 

With ever-changing market changes and requirements geared towards adopting a 
sustainable approach growth and development, organizations are facing implemen-
tation challenges and creating an organizational climate and a sustainability model. 
Continuous improvement organizational processes is one of the ways the organiza-
tion is at disposal for adaptation, but also for encouraging the concept of sustaina-
ble development and a component of the system quality management.
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1.	 INTRODUCTION

Sustainable development includes three components, environmental, eco-
nomic and social component. Along with these three components, the goals 
that were adopted within the UN General Assembly in 2005 with the A/60/1 
resolution, clearly define the imperative for sustainable development.1 How-
ever, the creation of conditions for sustainable development requires adapta-
tion and adoption of a business model, which emphasizes social responsibili-
ty, but also responsibility towards the organization as such. In addition to the 
legislation passed by the state as a system in which economy the organization 
operates, organization can contribute to its sustainability by implementing a 
number of norms.2 Demands for the development of business models that em-
phasize sustainable development are growing with increasing environmen-
tal variability, as well as with the growth of demand from interested parties.

The importance of a sustainable approach to organizational development 
is recognized by the ISO organization as a umbrella organization, which by 
ISO 9004 defines a series of recommendations on the basis of which the or-
ganization creates long-term sustainability precondition.3 But, along with ISO 
9004, with the implementation of ISO 14001 standards, organizations take re-
sponsibility for their environmental performance4 thus directly affecting the 
ecological sustainability component while, on the other hand, through the im-
plementation of the quality management system they determine business ex-
cellence and thus a possible business outcome.

However, the implementation of standards and the adoption of positive 
legislation, as well as the social responsibility of the organization, are often 
insufficient to develop a sustainable business model. By analyzing the organ-
izational environment, the organization can identify the needs of the interest-
ed parties, whose fulfillment can correlate with their sustainability. Company 
requirements can be linked to environmental protection, which is an ecologi-
cal component of sustainability; The requirements of the state, suppliers and 
creditors are often associated with expectations of positive business results, 
while employees’ demands may be linked to the responsibility towards them. 

Determining and analyzing such requirements is defined by making an 
organizational context that is one of the steps of organizational strategy de-
velopment. Understanding the organization’s context begins with defining the 
area of application of the quality system, after which it is necessary to define 
1	 http://data.unaids.org/topics/universalaccess/worldsummitoutcome_resolution_24oct2005_
en.pdf 
2	 https://committee.iso.org/files/live/sites/tc207sc1/files/Final%20UN%20SDG%20and%20
ISO%2014001%20071216.pdf 
3	 https://www.iso.org/news/Ref2187.htm 
4	 https://www.iso.org/iso-14001-environmental-management.html 
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internal and external issues and to define internal and external stakeholders. 
Point 4.1. ISO 9002 emphasizes the importance of organizational awareness 
of changing internal and external issues, which is why the organization should 
regularly monitor and review the context.5 If the organization takes into ac-
count the requirements identified in the context and develops the measures, or 
defines the goals in which their efforts are invested, it can influence their sus-
tainability. However, the organizational imperative is certainly a continuous 
improvement of the processes defined by ISO 90016, which refers to the per-
manent adjustment and improvement of existing processes, which have, among 
other things, the role of fulfilling the objectives of sustainability.

2.	 THEORY AND CONCEPT OF SUSTAINABLE 
DEVELOPMENT

Sustainable development is an approach that is trying to meet the current 
requirements without compromising the demands that will occur in the future.7 
It emphasizes the ecological, economic and social component as dominant, 
which should be taken into account when considering development. All three 
components are interconnected and one component affects the other. In the 
context of business, economic sustainability means a positive operating result, 
which may affect the social responsibility of the organization through invest-
ing in the society, within which the ecological component can be accentuated, 
and none of these components is sustainable without the social component. In 
accordance with the interdependence of each component of sustainable devel-
opment, the goals of sustainability related to the reduction of negative impacts 
on ecological environment, equality and inclusion of people etc, are defined.8

The need for a different conception of development occurs with the in-
creasing and more rapid progress in the economic, but also social develop-
ment. Particularly challenging was the harmonization of economic growth 
with environmental protection, ie ecology.9 The first major shift in the devel-
opment of the concept of sustainability, ie the concept of sustainable devel-
opment, was made after the presentation of the Brundtland report, where sus-

5	 ISO 9002:2016
6	 ISO 9001
7	 World Commission on Environment and Development (WCED), Our Common Future (New 
York: Oxford University Press), p. 8, 1987
8	 Robert, W. Kates, Thomas M. Parris, and Anthony A. Leiserowitz, What is sustainable de-
velopment? Goals, indicators, values, and practice. Environment: science and policy for sus-
tainable development, Vol. 47, No. 3, 2005, pp. 8-21.
9	 Bâc Dorin Paul, A history of the concept of sustainable development: literature review, The 
Annals of the University of Oradea, Vol. 17, No. 2, 2008, p. 581.
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tainable development as such was defined in the report Our Common Future 
in 1987.10 Also, very important in developing the concept of sustainable de-
velopment was the adoption of Agenda 21, which is directed towards defining 
goals and views on sustainable development.11 However, the most important 
shift is the definition of 17 sustainable development goals, among which the 
emphasis is on innovation, nature conservation as well as economic growth, 
ie inclusion and equality of all members of society.12 These are also the com-
ponents of the sustainability triangle shown in Figure 1, whose elements were 
mentioned in Chapter 1 of the paper. Figure 1 also shows the interconnected-
ness of ecology, society and economics. Economic development is often ac-
companied by increased emission of harmful gases that can undermine the eco-
logical sustainability component.13 Due to the disturbance of the ecological 
sustainability component, there is a need for a different approach to planning, 
ie the implementation of standards that will annul negative impact of growth 
and development on the environment.

Figure 1. Sustainability triangle
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1. CONTINUOUS PROCESS IMPROVEMENT 

The turbulence and changeability of an organizational environment puts the demand 
on organizational processes for constant improvement1 which is the result of organizational 
striving towards business excellence. However, continuous process improvement is a 
requirement set on an organization by positive legal regulations, norms and standards, in 
particular defined by the ISO organization. In point 10, ISO 9001:2015 standard, the 
requirements for continuous improvement set up on the organization and its quality 
management system are clearly and unambiguously defined. The organization must 
determine and choose opportunities to improve and implement all necessary measures to 
meet customer requirements and increase their satisfaction.2 By creating a culture of 
continuous improvement organization can in a systematic way control and manage 
satisfaction of internal customer, but also external customers and stakeholders in general. By 
maintaining the satisfaction of interested parties, it can also mean an active analysis of 
customer complaints, ie seeking the cause of the problems that customers have reported, and 
which as a result of the process gives recommendations for improvement that are of particular 
importance in the competitive environment of the organization.3  

Continuous process improvement can also be directed towards preventive action that 
can prevent the occurrence of anomalies in the process, which may result in dissatisfaction of 
the interested party. By using tools that advocate constant, everyday enhancements, such as 
kaizen, quality circles, lean systems4 and similar, the organization can create a culture of 
constant improvement that can lead to business excellence, but also to the process's maturity 
of the organization. Process maturity implies a proactive and systematic approach to 
improvement as well as possible statistical predictability.5 

Along with these tools, the organization also has a number of methodologies like 
PDCA (Plan-Do-Check-Act) that ISO 9001 emphasizes as dominant when it comes to 
                                                            
1 Matthews L. Rupert and Peter E. Marzec, "Continuous, quality and process improvement: disintegrating and 
reintegrating operational improvement?," Total Quality Management & Business Excellence, Vol. 28, No. 3-4, 
2017, 296-317. 
2 ISO 9001:2015. 
3 Carlos A. Riesenberger and Sérgio D. Sousa, The 8D methodology: an effective way to reduce recurrence of 
customer complaints. In Proceedings of the World Congress on Engineering, Vol. 3, 2010. 
4 Mirko Soković, Jelena Jovanović, Zdravko Krivokapić and Aleksandar Vujović, „Basic quality tools in 
continuous improvement process“, Journal of Mechanical Engineering, Vol. 55, No. 5, 2009. pp.  1-9. 
5 Jihyun Lee, Lee, Danhuyng and Sungwon Kang, An overview of the business process maturity model 
(BPMM). In Advances in web and network technologies, and information management, Springer, Berlin, 
Heidelberg.2007, pp. 384-395.  
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Source: Audjusted by authors from Mary Phillips, Growing pains: the sustainability of so-
cial enterprises. The International Journal of Entrepreneurship and Innovation, Vol. 7, No. 4, 
2006. pp. 221-230.

10	Jacobus A. Du Pisani, Sustainable development–historical roots of the concept. Environ-
mental Sciences, Vol. 3, No. 2, 2006. pp. 83-96.
11	United Nations Conference on Environment & Development Rio de Janerio, Brazil, 3 to 14 
June 1992. Reproduction, 351, 1992..
12	https://www.un.org/sustainabledevelopment/sustainable-development-goals/ 
13	Goodness C. Aye and Prosper Ebruvwiyo Edoja, Effect of economic growth on CO2 emis-
sion in developing countries: Evidence from a dynamic panel threshold model. Cogent Eco-
nomics & Finance, Vol. 5, No. 1, 2017.
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3.	 CONTINUOUS PROCESS IMPROVEMENT

The turbulence and changeability of an organizational environment puts 
the demand on organizational processes for constant improvement14 which is 
the result of organizational striving towards business excellence. However, 
continuous process improvement is a requirement set on an organization by 
positive legal regulations, norms and standards, in particular defined by the 
ISO organization. In point 10, ISO 9001:2015 standard, the requirements for 
continuous improvement set up on the organization and its quality manage-
ment system are clearly and unambiguously defined. The organization must 
determine and choose opportunities to improve and implement all necessary 
measures to meet customer requirements and increase their satisfaction.15 By 
creating a culture of continuous improvement organization can in a system-
atic way control and manage satisfaction of internal customer, but also exter-
nal customers and stakeholders in general. By maintaining the satisfaction of 
interested parties, it can also mean an active analysis of customer complaints, 
ie seeking the cause of the problems that customers have reported, and which 
as a result of the process gives recommendations for improvement that are of 
particular importance in the competitive environment of the organization.16 

Continuous process improvement can also be directed towards preven-
tive action that can prevent the occurrence of anomalies in the process, which 
may result in dissatisfaction of the interested party. By using tools that advo-
cate constant, everyday enhancements, such as kaizen, quality circles, lean sys-
tems17 and similar, the organization can create a culture of constant improve-
ment that can lead to business excellence, but also to the process’s maturity 
of the organization. Process maturity implies a proactive and systematic ap-
proach to improvement as well as possible statistical predictability.18

Along with these tools, the organization also has a number of methodol-
ogies like PDCA (Plan-Do-Check-Act) that ISO 9001 emphasizes as dominant 

14	Matthews L. Rupert and Peter E. Marzec, “Continuous, quality and process improvement: 
disintegrating and reintegrating operational improvement?,” Total Quality Management & 
Business Excellence, Vol. 28, No. 3-4, 2017, 296-317.
15	ISO 9001:2015.
16	Carlos A. Riesenberger and Sérgio D. Sousa, The 8D methodology: an effective way to re-
duce recurrence of customer complaints. In Proceedings of the World Congress on Engineer-
ing, Vol. 3, 2010.
17	Mirko Soković, Jelena Jovanović, Zdravko Krivokapić and Aleksandar Vujović, „Basic 
quality tools in continuous improvement process“, Journal of Mechanical Engineering, Vol. 
55, No. 5, 2009. pp. 1-9.
18	Jihyun Lee, Lee, Danhuyng and Sungwon Kang, An overview of the business process ma-
turity model (BPMM). In Advances in web and network technologies, and information man-
agement, Springer, Berlin, Heidelberg.2007, pp. 384-395. 
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when it comes to improvements 19, or DMAIC (Define-Measure-Analyze-Im-
prove-Control) that Lean 6 sigma emphasizes as a dominant methodology when 
it comes to improvements.20 No matter which methodology of improvement or-
ganization applies, the result is always similar, and that is an improved process.

4.	 CONTINUOUS PROCESS IMPROVEMENT AS A 
FOUNDATION FOR SUSTAINABLE ORGANIZATIONAL 
DEVELOPMENT 

Sustainable growth and development is one of the requirements that can 
be crucial to the organization’s long-term success, which implies a synergy 
between all elements of the sustainability triangle shown in Figure 1. One of 
the components highlighted by the goals of sustainable development is edu-
cation, and education can be one of the foundation for development and en-
couragement of creativity. 

Creativity and knowledge can lead to identification of opportunities to 
improve organizational processes, all based on the perspective enlargement 21, 
or views on the issue. Sustainable development implies a systematic approach 
that starts with designing a system that will be based on one of the improve-
ment methodologies such as PDCA.22 

The organization is in constant intercourse and interaction with its envi-
ronment. Through environmental care, waste management, as well as health 
care and employee protection, the organization affects the local as well as the 
global level of the environment. Adaptation to environmental requirements is 
defined by the plan for which an analysis is performed, ie the context of the 
organization is defined. By defining the context of an organization, all three 
levels of environment - external, business and internal environment are ana-
lyzed. By defining the context, identifying opportunities and threats from the 
environment, as well as all environmental requirements, a strategy is defined, 
as well as the measures that an organization accepts as sustainable develop-
ment policy that is connected to decision making, or as a guiding principle for 
steady improvement.

19	ISO 9001.
20	Roderick A. Munro, Govindarajan Ramu, and Danijel J. Zrymiak, The certified Six Sigma 
green belt handbook, ASQ Quality Press, 2015. 
21	https://www.eonsolutions.io/blog/core-fundamentals-of-a-successful-continuous-improve-
ment-model 
22	Liliana Nitu and Lucian Daniel Nitu, A management system for sustainable development–A 
new challenge. In Proceedings Congress: 53rd European Organization for Quality–EOQ Con-
gress: World Quality Congress, Dubrovnik, Croatia (Vol. 12), 2009.
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Continuous process improvement can be directed to more areas within 
the organization, which improvement can affect the sustainability of organi-
zational growth and development. Investments aimed at improving space en-
ergy efficiency, the acquisition of resources from sustainable sources, the de-
velopment and promotion of equality among employees are just some of the 
areas where improvements can be made. Improvements are also feasible in 
the quality management system, primarily by investing in the development 
of new knowledge, promoting innovation, monitoring process performance, 
and implementing improvements in accordance with identified process per-
formance23, all in accordance with the requirements of the interested parties. 
The improvements that have been made are long-term and the organization 
can only expect results after a few years of application of this kind of system.24 

Through the implementation and improvement of the quality manage-
ment system and above all the implementation of ISO 14001, the organization 
can reduce and control its impact on the environmental component25 that is part 
of sustainability triangle. But when considering sustainable growth and devel-
opment, risk must also be taken into account. The realization of risks may re-
sult in disruption of organizational efforts towards sustainability.

The sustainability requirement of the organization retains a number of 
challenges that the organization must find an adequate way of adaptation. 
One challenge is how an organization needs to change, ie how to improve and 
transform its business to respond to this demand as well as the challenge of 
leadership competence associated with shaping conditions that will encour-
age sustainability.

Improvements must be directed towards changing organizational cul-
ture, as well as changes in planning, which is solely the task of management.26 

Forming and adopting the concept of an organization that is learning can 
be one of the ways of adopting sustainability-based organizational develop-
ment.27 Learning organization implies the constant creation of knowledge, ie 
intellectual capital, by which the organization adjusts to new circumstances. 
Creating and expanding organizational knowledge can also be the foundation 
for innovation development based on which employees recognize the oppor-
tunities for improvement in organizational processes.

23	Amalia Venera Todorut, „Sustainable development of organizations through total quality 
management“, Procedia-Social and Behavioral Sciences, 62, 2012, pp. 927-931.
24	https://traccsolution.com/blog/sustainable-continuous-improvement/ 
25	https://www.iso.org/standard/60857.html 
26	Carla Millar, Patricia Hind and Slawek Magala, „Sustainability and the need for change: 
organisational change and transformational vision“, Journal of Organizational Change Man-
agement, Vol. 25, No. 4, 2012. pp. 489-500.
27	Milke Pedler, John Burgoyne and Tom Boydell, The learning company: A strategy for sus-
tainable development, 1991.
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By developing science and technology, and above all through the devel-
opment of IoT, the organization can take advantage of such technologies that 
will undertake improvement, and that will serve as the basis for measuring 
process performance, and which are the basis for improvement. The applica-
tion of such technologies is in line with the goals of sustainable development 
whose implementation has been set by 2030.28 

However, one of the ways in which sustainable growth and organiza-
tional development can be accessed is by creating an organizational culture 
oriented and sustainable based approach.29 Sustainable access implies involv-
ing all stakeholders in programs and measures to reduce the negative impact 
of the organization on the environment as well as suggestions for improving 
existing measures. Once implemented by the organization, it requires meas-
uring its impact on all sustainability components.30

5.	 CONCLUSION

Continuous process improvement is imperative that ISO 9001 empha-
sizes and places as a demand on organizations that have it implemented in 
their business. The imperative of continuous improvement comes from the de-
mands of the interested parties, which often emphasize the demand for social-
ly responsible business. However, due to the ever-increasing environmental 
challenges, the organization is also faced with the requirement of developing 
a sustainable approach to improving and reducing the negative impact on the 
environment, which may be related to the requirements defined by the inter-
ested parties. Improving processes in the service of sustainable organization 
development can be based on multiple approaches, but each one within con-
tains the component of organizational knowledge, ie the knowledge of organ-
izational employees as the starting point for suggesting improvement direc-
tions. By developing science and technology, the organization as an aid to the 
approach to improvement can use the so-called. smart technology, such as IoT.

Sustainable development is one of the concepts of the future of organiza-
tional business that can affect, among other things, the reputation of an organiza-
tion on the market as well as that it can reduce the negative impact that an organ-
ization may have on its environment. By sustainable business approach that has 
knowledge-based continuous improvement as an essence, organization can devel-
28	https://www.weforum.org/agenda/2018/01/effect-technology-sustainability-sdgs-inter-
net-things-iot/ 
29	Martina K. Linnenluecke and Andrew Griffiths, „Corporate sustainability and organization-
al culture“, Journal of world business, Vol., 45, No. 4, 2010, pp. 357-366.
30	Marie Pavláková Dočekalová and Alena Kocmanova, „Composite indicator for measuring 
corporate sustainability“, Ecological Indicators, 61, 2016, pp.612-623.
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op a competitive advantage based on proactive adaptation, annulment of negative 
environmental consequences and respect for the demands of all interested parties. 

Abstract:
STALNO POBOLJŠANJE PROCESA KAO TEMELJ  

ODRŽIVOG RAZVOJA ORGANIZACIJE

Uz sve veće promjene na tržištu i zahtjeve usmjerene prema usvajanju održivog pri-
stupa rastu i razvoju, organizacije se susreću s izazovima vezanim uz implementaci-
ju i stvaranje organizacijske klime i modela temeljenog na održivosti. Stalno pobolj-
šanje organizacijskih procesa jedan je od načina koji organizaciji stoji na raspola-
ganju za prilagodbu, ali i poticanje koncepta održivog razvoja, a komponenta je su-
stava upravljanja kvalitetom.

Ključne riječi: održivi razvoj, procesi, upravljanje kvalitetom.
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