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ABSTRACT: The subject of this paper is a theoretical background of the
attitudes that treat the necessity of the importance of knowledge of busi-
ness processes and holistic systemic approach to change management, in
the broader context of strategic management, for better understanding and
potential improvement of business by contemporary managers. The paper
presents the general issues of strategic management and how it is artificial-
ly implemented in the business flows of modern organizations, then gives
an overview of the concept of management by contemporary managers
and issues related to the importance of knowing the characteristics of the
business process and its management, and finally, provides an insight into
the importance of change, as an important factor in the context of manag-
ing the business process of today, with an emphasis on a holistic-systems
approach. The method of content analysis was used in the paper. The aim
of the paper is to point out the importance of business process management
in contemporary strategic management, above all in the context of growing
changes and extremely dynamic and changing market environment, and to
provide modern managers with insight into modern business and how to
improve their business in an increasingly sharp market match.
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1. Introduction

Ability to create vision, mission, goals and strategy, and their implemen-
tation in the life of the organization, change management, communicativene-
ss, ability to constantly learn, intuitiveness, confidence, creation of new valu-
es, etc., are just some of the characteristics of the modern manager required by
the new competition, new technology as well as a new lifestyle.

The subject of this paper is a theoretical background of the attitudes that
treat the necessity of the importance of knowledge of business processes and
holistic system approach to change management, in the broader context of
strategic management, for better understanding and potential improvement of
business by contemporary managers.

We are witnessing the phenomenon of globalization - a growing pro-
cess in the business world with various influences of economy, politics and
culture intertwining, hence it is necessary for the development, maintenance
and improvement of the work of an organization to take this issue of business
process management with a look at upcoming changes, as part of the strategic
concept and framework, extremely seriously.

The aim of the paper is to point out the importance of business process
management in contemporary strategic management, above all in the con-
text of growing changes and extremely dynamic and changing market envi-
ronment, and to provide modern managers with insight into modern business
and how to improve their business in an increasingly sharp market match.

The research is significant because it provides a traditional and contem-
porary overview of the most important governing views in a given field in or-
der to help modern managers to align and improve their operations according
to theoretical frameworks.

2. General Approach to Strategic Management

The process of developing a strategy and allocating resources for its exe-
cution is often called ‘strategic management’.! Certo and Peter define strate-
gic management as a continuous, iterative process aimed at keeping an orga-
nization as a whole appropriately matched to its environment.> Igor Ansoff,

! Mintzberg, H. (1987). The strategy concept I: Five Ps for strategy. California Management
Review, 30(1), pp. 11-24.

2 Certo, C. S., Peter, J. P. (1991). Strategic Management: Concepts and Applications (2™ Ed.) New
York, McGraw-Hill, p. 5.
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a distinguished professor who is rightly referred to by many as a strategic
management guru, defines strategic management as a systematic approach to
a major and increasing important responsibility of general management: to
position and relate the firm to its environment in a way which will assure its
continued success and make it secure from surprises.’

Tangible organizational action of any kind requires integration with the
complete strategic management process; that is, when objectives are set, stra-
tegies are developed and execution is planned.* The literature on strategic
management presents a myriad of processes for how organizations should or
could develop their strategies.” Authors Brown and Melekpour in their paper
described the three phases in generalized model of Strategic Management.®
First phase: The starting point of development of the objectives are the expec-
ted, or desired, outcomes. Once defined, the expected outcomes are often
articulated in the form of specific and measurable objectives that the orga-
nization can work towards.” Second phase: The options are then analyzed,
based on external opportunities and threats, as well as the internal strengths
and weakness.® Third phase: The implementation phase involves an executi-
on of the strategy. This phase is often the interface between the organization
and its customers or clients, and is where the enterprise activity is obser-
ved by the broader society.” Corporate social responsibility (CSR) is a well-
established concept that primarily focuses on the need—or advantage—for
organizations to consider and improve the positive societal impacts of the-
ir operations.'® The Strategic Management Process has also been used as a
tool to facilitate organizational alignment and action. The application of the
Strategic Management Process to fulfill businesses CSR obligations has also

3 Ansoff, H. 1., McDonnell, J. E. (1990). Implanting Strategic Management. New York, Prentice
Hall, p. 10.

4 Engert, S., Baumgartner, R. J. (2016). Corporate sustainability strategy—bridging the gap between
formulation and implementation. Journal of cleaner production, 113, pp. 822-834.

5 Bryson, J. M. (1988). A strategic planning process for public and non-profit organizations. Long
range planning, 21(1), pp. 73-81.

¢ Grainger-Brown, J., Malekpour, S. (2019). Implementing the sustainable development goals: a
review of strategic tools and frameworks available to organisations. Sustainability, 11(5), p. 1381.
7 Malekpour, S., de Haan, F. J., Brown, R. R., (2016). A methodology to enable exploratory thin-
king in strategic planning. Technological Forecasting and Social Change, 105, pp. 192-202.

8 Bryson op.cit., pp. 9.

°David, F., R. (2007). Strategic Management: Concepts and Cases. Upper Saddle River. New York,
USA, Pearson Prentice Hall.

10 Ballou, B., Heitger, D., Landes, C. (2006). The rise of corporate sustainability reporting: A
rapidly growing assurance opportunity. Journal of Accountancy, 202(6), p. 65-74.
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been extended to include sustainable development. ' Successfully defining
and implementing a corporate strategy in response to changes and demands of
the environment in order to achieve successful performances and survival of
the organization in the long run entails a very complex management system.
12’ When talking about a dynamic business environment, knowing the infor-
mation from the immediate surroundings crucial for strategic management.
Changes that occur in the external environment, especially in new techno-
logies, affect strategy and planning in organizations.'® Therefore, we can see
below the factors from the environment that influence strategic management
in an organization or firm (Figure 1).

Political Forces

Figure 1 Strategic management and impacts of the environment
Source: Author by Lojic, 2008.

I Baumgartner, R. J., Rauter, R. (2017). Strategic perspectives of corporate sustainability manage-
ment to develop a sustainable organization. Journal of Cleaner Production, 140, pp. 81-92.

12 Todosijevic, R. (2009). Strategijski menadzment — Metode i tehnike [Strategic Management -
Methods and Techniques]. Subotica, Ekonomski fakultet, p. 36.

13 Zivanovic, N., Zivanovic, M., Zivanovi¢, V. (2012). MenadZment procesima u funkciji planskih
odluka [Process management in function of planning decisions]. Medunarodna nau¢na konferencija:
Menadzment. Mladenovac, Srbija, pp. 761-764.
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Strategic management activities are directed toward establishing relati-
onships between the organization and its environment, whereas operational
management is focused on converting inputs into outputs in an organization.
The front steps in the strategic management process can be seen in Figure 2.

Figure 2 The main steps in the strategic management process

Step 1: Step 2: Step 3: Step 4: Step 5:
Analysis of the |Directing the Formulating a | Implementing | Strategic
environment organization strategy the strategy control
internal * mission

external * goals

Source: Author by Certo & Peter, 1991.

I. Ansoff states that during the 20th century, with the increasing turbulen-
ce of the environment, firms developed more complex and detailed systems.

Two types of management systems have been developed'*:

* Positioning Systems and

* Real-Time Systems.

Strategic management is one side of the coin or responsibility that be-
longs to general management. The other side of the coin - responsibility is
operational management. While strategic management deals with creating
a strategic position that ensures the future life of an organization, operatio-
nal management is concerned with utilizing the current strategic position to
achieve the operational goals of the organization.

3. Organization level, process level and activity level

We define an organization as a social group of people that has its own
structure and is managed so as to meet a particular need or to achieve common
goals."” In order to understand better how an organization “breathes” that is,
how it really works, we need to explain first how it functions at the level of
the entire organization, at the process level and at the activity level. Figure 3
shows the relationship between the goals set and the measure for performance
evaluation, appropriate design and management at the level of organization.

4 Ansoff, McDonnell, op.cit., p. 25.
15 Markovic, A., Krmpot, V., (2014). Holisticko-sistemski pristup upravljanju promenama [A
holistic-systemic approach to change management]. Ekonomika, 60 (3), p. 150.
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Figure 3 Organization level - Relationship between set goals and measure for
performance evaluation, appropriate design and management at the organi-

zation level

Goals and
measures

Design and
implementation

Management

success of an organization
. Is the organization's

to everyone?

external risks and

organization and the
expected level of

for each output and
familiar?

Goals of organization and measures of

strategy set and delivered

. Does the strategy make
sense in the conditions of

opportunities and internal

strengths and weaknesses?
. With this strategy, are the

required outputs of the

performance determined

Design of the organization and
implementation
. Are all relevant sections
and value chains in the
process architecture
described?
. Are all sections and
processes necessary?
Is the current flow of
inputs and outputs between
sections, value chains and
key processes appropriate?
Does the formal
organizational structure
support strategy and
improve the system
efficiency?

Organization management

. Are the appropriate goals of
departments set?

. Are relevant performances
measured?

. Are resources allocated
appropriately?

. Are connections between
departments managed?

Source: Author by Domazet, 2009.

Figure 4 tells us about the category of process levels in an organiza-
tion. This figure shows the questions used to check whether the goals and
measures, project solutions and way of management at the process level are
mutually appropriate. This way it is checked whether a process has aligned
the way it is designed and managed with the set goals and measures for the

control of their achievement.

Figure 4 Process level - The link between goals and measures, design and
implementation, and process-level management

Goals and measures

Design and impl tation |

Goals of processes and measures of
process success

as well as to the goals of
organization/customers?

. Are the goals for key value
chains, processes and sub-
processes related to each other

Process design and implementation

. Are value chains and
business processes
decomposed into logical
and efficient processes and.
sub-processes?

. Are goals assigned to the
most efficient value chains,
processes and sub-
processes?

Process management

. Are appropriate process sub-
goals sets?

. Is process performance
managed?

. Are sufficient resources
allocated to each process?

. Are connections between sub-
processes and activities
managed?

Source: Author by Domazet, 2009.
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Figure 5 shows the questions used to check the extent to which goals and
measures of success of activities are consistent with the project solutions for
those activities and the planned way of managing the process activities.

Figure S Level of activities and performances - The link between the set goals
and measures, design and management at the level of individual activity

Goals and Design and implementation Management
measures
Goals of activities and measures of Design of activities and Activity management
success of activities implementation . Do performers of activities
. Are outputs of activities and . Are the requirements of understand outputs of activities
standards aligned with process activities reflected in the and the standards they expect
requirements? (Which are system or job description of to get?
related to the requirements of the people to whom the . Do performers have resources,
customers and organization?) activity was assigned? clear signals, priorities and
Are the steps of activities logically designed job?
given in a logical order? . Do performers know whether
Have good policies and they are achieving goals?
procedures been . Are performers rewarded for
developed? achieving the goals of
. Is the environment of the activities?
activity acceptable from an . Do performers have
ergonomic point of view? knowledge/skill to accomplish
goals?

Source: Author by Domazet, 2009.
4. The importance of managing business processes

Business process management primarily involves the following steps:
setting goals, assigning tasks, reviewing results, improving processes, and ta-
king corrective action, if necessary. Omissions in effective process manage-
ment are a major cause of problems that occur in practice. Existing processes
can be significantly improved by simply setting up a process management
system or enhancing an existing business process management system.'
BPM (Business Processes Management) is a field of management that can be
defined as a paradigm that includes methods, techniques, and tools to support
the design, enactment, management and analysis of operational business
processes.'’

And when new business processes are implemented, it is crucial to have
a good process management system to ensure their effective implementation.

16 Domazet, D. (2009). Upravljanje procesima [Process Management]. Predavanje br. 3, pp. 7-16.
17 Van Der Aalst, W. M. (2003). Business process management demystified: A tutorial on models,
systems and standards for workflow management. In Advanced Course on Petri Nets Springer,
Berlin, Heidelberg, pp. 1-65.
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How should a company organize managers to plan and control a process?
Organizations that wish to manage processes need to form managers for their
value chains and core business processes.'® The power of managers/leaders is
very high. It is important to emphasize that the power of managers tends to
grow steadily with the intensification of the globalization process. The size of
the organization being managed, as well as the power it gives to the leader in
its management, significantly influence, in combination with other factors, the
way it is used in the process of decision-making and leadership of the organi-
zation."” The manager sets the expectations of the process and determines how
the process should be done and who should do it. When the process is executed,
the manager looks at the outputs to see if they are within expectations, and if
not, they take action to eliminate the problem. Furthermore, when it comes to
the business process, its phases should also be taken into account. Specifically, a
business process has 3 phases: 1. Planning; 2. Implementation and 3. Control.*

At present, there are a wide variety of software tools (named Business
Process Management Suites, BPMS) that allow managing Business Process
lifecycle to make easier BPM application in business environments.?!
Nowadays, Business Process Management as a continuous improvement met-
hod is a common practice followed by a large number of organizations in all
areas of business. %

5. Challenges and changes and their impact
on the organization’s management

Starting from the observed characteristics of our age, distinguished pro-
fessor Igor Ansoff, whom we have already mentioned in our paper, who repre-
sents the leading authority of strategic management, points out that there are
three consequences of accelerating the changes:

* Increasing difficulties in anticipating and responding to problems in a

timely manner,

¥ Domazet, op.cit., p. 6.

Y Prodanovic, R, Gardasevic, J., Softic, M. (2019). Percepcije zaposlenih o kori$¢enju liderske
moéi u organizaciji [Employee perceptions of using leadership power in an organization]. IX
Medunarodni poljoprivredni simpozijum ,,0Odrzivi razvoj savremene poljoprivredne proizvodnje®,
Kragujevac, Visoka Skola za menadzment i ekonomiju; Banja Luka, Univerzitet za Poslovne
studije; Beograd, Centar za odrzivi razvoj, p. 153.

20 Domazet, op.cit., pp. 7-16.

21 Van Der Aalst, op.cit., p. 3.

22 Meidan, A., Garcia-Garcia, J. A., Escalona, M. J., Ramos, 1. (2017). A survey on business
processes management suites. Computer Standards & Interfaces, 51, pp. 71-86.
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» The need to increase implementation speed of response to change and
* The need for flexible and timely responses to surprises that cannot be
anticipated in advance.?

The humanity faces the deepest social change and creative restructuring
to date, and as A. Toffler states, we have already got down to creating a new
civilization from the ground up. This is the meaning of the so-called third
wave.?* Acceleration of change is particularly conditioned by technological
changes, which include changes in products (services), processes and today
information technologies, as basic prerequisites for the success of organiza-
tions. A modern organization needs to incorporate into its structure: change
management and organized abandonment of everything it does, but also the
ability to create the new.”

Bill and Roy Richardson are well aware that the business environment of
the organization changed completely in the 1990s compared to the situation
of 25 years ago.*

The new age we live in and the new production system (production
and consumption of goods and services) differ from the old in the following
characteristics:”’

1. High production diversification and continuous innovation of both pro-
ducts and process, bringing the product closer to the very specific needs
of highly individual consumption;

2. Production for an unknown customer (uniform, which needs to be im-
posed) is replaced by production for a known consumer; 3. Enrichment
of functions, increase of reliability and quality, development of service
content and the aesthetic component of the product; 4. Increasing in-
tellectualization of production processes accompanied by a decrease in
energy and material intensity, enrichment of work, widening the range

2 Ansoff, McDonnell, op.cit., pp. 9-11.

24 Toffler, A. (1983). Tredi talas [Third wave]. Beograd, Prosveta, p. 28

% Drucker, F. P. (1995). Postkapitalisti¢ko drustvo [The Post-Capitalist Society]. Beograd, Grme¢-
Privredni pregled, pp. 63-64.

2% Richardson, B., Richardson, R., (1989). Business Planning: An Approach to Strategic
Management. London, Pitman, p. 22.

27 Matejic, V. (1994). Novi proizvodni sistem na globalnom nivou i kultura na jugoslovenskom
prostoru: ishodi najverovatnijih evolucija izazova i promena i njihov uticaj na menadZment
organizacije interakcija [New global production system and culture in Yugoslavia: outcomes of the
most likely evolutions of challenges and changes and their impact on the management of interaction
organizations]. I Nauéni skup: Tehnologija, kultura i razvoj, Beograd, Institut “Mihajlo Pupin”, pp.
118-119.
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of required knowledge and expertise and democratization of the work
process; 5. Large and complex technical, production, business and other
capacities that are easily restructured because they are slightly hierar-
chized, with a predominantly network structure, rapid adaptation and
efficient internationalization and outsourcing of activities and functions;
6. High dynamics of new, largely artificial, scientific-based new inputs,
new work processes and new goods and services; 7. High mobility, easy
transferability and easy accessibility of all production factors, increasing
multiculturality of production process, fast and relatively cheap global
communication, selection and distribution of goods and services glo-
bally; 8. A growing positive attitude towards the preservation of material
and biological creation on earth and the generation of entirely new pro-
blems directly affecting man (problems related to artificial intelligence
and robotics; multimedia manipulation of information, images and no-
tion of reality; erasing the clear boundaries between illusion and rea-
lity the development of corporations and economy of spectacle, etc.); 9.
Growth and accumulation of knowledge instead of physical capital; 10.
Development of technological and administrative capacities for social
needs (disabled, the elderly, long periods of idleness, frequent intervals
between employment, etc.); 11. Teleworking and the emergence of a vir-
tual corporation; 12. Weakening and abandoning “work ethic” and some
other civic values.

Taken into consideration the current state of the information society and
the rapid growth of information technologies in the early twenty-first century,
we can assume that the information management is the present and future of
the world economy. 2

6. A holistic-systemic approach to change management

In order to understand the functioning of goal-aware organizational
systems, we need to abandon the classical approach in explaining how they
function, which is the Cartesian, mechanistic approach. The functioning of
the whole can no longer be interpreted based on an understanding of how the
parts work. A holistic approach means an approach where the whole is more
important than its constituent parts. Although holism is a concept largely

28 Eroshkin, S. Y., Kameneva, N., Kovkov, D., Sukhorukov, A. (2017). Conceptual system in the
modern information management. Procedia Computer Science, 103(C), pp. 609-612.

10



UNDERSTANDING BUSINESS PROCESSES WITH A LOOK AT A HOLISTIC-SYSTEMIC APPROACH...

present in many spheres of human activities and interests, such as medicine,
philosophy, sociology, education, it has been mentioned only recently in the
business sphere.” The holistic perspective of organizations is commonly re-
ferred as “corporate social responsibility” *

Managing changes means that, since everything around us is constantly
changing (now faster and on a much larger scale) we need to change (tran-
sform, improve) our own selves and organization in order for this new, chan-
ged state to fit the new conditions set before us.*' In a holistic approach to
management, it is essential that all relevant management decisions are at the
same time good for the organization as a whole, when the organization is
viewed from all aspects: economic, social, environmental and from the point
of view of human resources. Decisions can no longer be solely goal-oriented;
they need to strive for a holistic context. A holistic context for an organiza-
tion is a context that encompasses all the goals and actions that lead to the
realization of the vision, or mission, for which the organization was initially
founded.*

In the new economy, the organization is becoming increasingly flexi-
ble, and this has been driven by the need for change to overcome the impact
of the environment. This requires that the organization no longer has only
a hierarchical (vertical) model of organization, but models of decentralized
(horizontal) structures are increasingly developing. Enterprise organization
is becoming more straight-line, that is, a structure based on decentralized and
fragmented organizational segments that are significantly more flexible, more
mobile, and thus easily accessible for management.*?

According to Markovi¢ and Krmpot, change management is how orga-
nizations today achieve the goals they were founded for. When managing
a change, it is important for leaders to be aware of the following facts that
always accompany the initiation of change: - dissatisfaction with the re-
sults achieved; - dissatisfaction with the strategies implemented so far; - the
existence of a vision of better solutions that can and must be communicated
and explained to others; - existence of a strategy for implementing the change
and achieving the desired state; - resistance to change is always present, but
it can be overcome.

2 Markovic, Krmpot, op.cit., pp. 149-150.

3 Grainger-Brown, Malekpour, op.cit., p. 5.

31 Markovie, Krmpot, op.cit., pp. 149-150.

32 Djordjevic, B. (1993). Osnove menadzmenta [Fundamentals of Management]. Ni8, Sirius, p. 397.
33 Djordjevic, op.cit., p. 397.
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How and with what tools to tackle change management as part of modern
management? Change management is, in fact, the order of a series of proce-
sses that are initiated to ensure the implementation of significant changes in
a systematically and controlled manner. The reason for this is that, as soon as
we have completed one, we need to initiate and manage other changes over
and over again. A set, sequence and proper series of processes and adequately
established relationships will help to achieve the same result when initiating
and managing the next change.’® Change management plays a critical role
in today’s organization, not only in maintaining variation of existing opera-
tions, but also in shaping the future directions of an organization. A number
of change management models or processes are available: * (1) Preparing
for the change, including analyzing, planning, and strategy development, (2)
Managing change implementation, (3) Consolidating and institutionalizing
the change, including change review, feedback analysis, corrective action,
and stabilize the implemented change.

7. Conclusion

Strategic management is embraced and practiced by businesses facing an
increasingly volatile, turbulent and complex environment. The task of strate-
gic management is, therefore, to enable the organization to respond rationally
and in a timely manner to changes in the environment. In this sense, strate-
gic management includes: strategic planning as its essential part (strategic
analysis and strategic choice), but also strategic change (strategic implemen-
tation and control).

Andersen’s empirical study provides evidence that strategic planning
(that emphasizes elements of the conventional strategic management process)
is associated with higher performance in all the industrial environments stu-
died. The performance effect of strategic planning does not vary significantly
between the different industry groups. Hence, strategic planning is an impor-
tant performance driver in all industrial settings, and enhances both economic
performance and organizational innovation.

3 Markovic, Krmpot, op.cit., p. 155.

35 Tang, K. N. (2019). Change management. In: Leadership and Change Management, Springer,
Singapore, pp. 47-55.

% Andersen, T. J. (2000). Strategic Planning, Autonomous Actions and Corporate Performance.
Long Range Planning, 33(2), pp. 184-200.
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Organizations that want to manage processes need to form managers for
their value chains and core business processes. Process management is the
practice of managing, controlling and improving business processes.

When it comes to change, it is crucial to keep in mind that the accele-
ration of change is especially conditioned by technological changes which
encompass changes in products (services), processes, and information tech-
nology today, as basic prerequisites for the success of organizations.

A holistic approach allows refining the strategy as a set of cause and
effect relationships that are good for the organization as a whole. This requ-
ires that managers identify the activities that act as drivers of the desired re-
sults. An organization needs to respond to new conditions, the newly changed
environment in a proactive, carefully prepared and meticulously measured
manner. Functional areas of a system need to be aware of how their activities
affect other components of the system and the entire system.

Therefore, in this paper we have outlined all the important characteristics
of strategic management, process management, and we put special emphasis
on the holistic-systematic approach to change management, crucial for the
time of changes in which we live. The research is significant because it provi-
des a traditional and contemporary overview of the most important governing
views in a given field.

This paper is intended to modern managers with a purpose to help them
to gain insight into the traditional and contemporary postulates of strategic
management, business process, and a holistic approach to change manage-
ment in order to improve their managerial business.

The lack of this paper work is reflected in the lack of empirical research,
therefore, the possibility of conducting empirical research is taken into consi-
deration, as a direction for the further research.

13
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RAZUMEVANJE POSLOVNIH PROCESA SA

14

OSVRTOM NA HOLISTICKO-SISTEMSKI

PRISTUP UPRAVLJANJU PROMENAMA

REZIME: Predmet rada je teorijski prikaz stavova koji tretiraju neophod-
nost znacaja poznavanja poslovnih procesa i holisticko-sistemskog pristu-
pa upravljanja promenama, u Sirem kontekstu strategijskog menazmenta,
radi boljeg razumevanja i potencijalnog poboljSanja poslovanja od
strane savemenih menadZera. Rad prezentuje opsta pitanja startegijskog
menadZmenta i na¢in njegove umesne implementacije u poslovne tokove
modernih organizacija, zatim daje osvrt na pojam upravljanja od strane
savremenih menadZera te pitanja koja se ticu znacaja poznavanja karak-
teristika poslovnog procesa i upravljanja istim, a na kraju, pruza uvid o
znacaju promena, kao bitnom faktoru u kontekstu upravljanja poslovnim
procesom danasnjice, sa akcentom na holisticko-sistemskim pristup. U radu
je koris¢en metod analize sadrzaja. Cilj rada je da ukaze na znacaj upra-
vljanja poslovnim procesima u savremenom startegijskom menadzmentu,
a pre svega u kontekstu rastuc¢ih promena i izuzetno dinami¢nog i promen-
ljivog trzinog okruzenja te da, kroz prikaz savremene literature i anali-
zu sadrzaja pruzi uvid modernim menadZerima kako da poboljsaju svoje
poslovanje u sve ostrijoj trziSnoj utakmici.

Kljuéne reci: upravijanje poslovnim procesima, holisticko sistemski proces,
upravljanje promenama, strateski menadzment, savremeni menadzment
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