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APSTRAKT

Problem istrazivanja rada se odnosi na pronalaZenje “gepova” za uvodenje inovacija u
postprodajnom sektoru u automobilskoj industriji. U radu se polazi od osnovne
klasifikacije inovacija po OECD uputstvu. Posebno se analiziraju inovacije procesa s’
obzirom da sprovodenje procesa ima krucijalnu ulogu u postprodajnom sektoru. Zatim se
sagledavaju trenutni procesi postprodaje i identifikuje najpogodniji za inoviranje. Pod
postprodajnim sektorom u  automobilskoj industriji se  podrazumeva
odrzavanje/servisiranje motornih vozila.

Inovacije procesa dovode do ekonomicnosti, boljem iskoriS¢enju trzista, poveéanom
servisnom kvalitetu 1 veem zadovoljenju stranaka. To dalje utiCe na povecanje
efikasnosti, snizenje troskova, odnosno povecanje konkurentnosti i profitabilnosti.

U cilju inoviranja globalnog procesa postprodaje, potrebno je prvobitno sagledati i
analizirati procese od kojih se on sastoji. Nakon toga je neophodno prepoznati odredeni
proces ¢ijim ¢e se inoviranjem dobiti ono §to je postavljeno kao cilj, a to je odrzanje
uloge trziSnog lidera koje je moguce samo uz visok stepen inovativnosti.

Rad moze pomo¢i dalji razvoj pomenute oblasti tako §to su u njemu prikazani postojeéi i
neophodni procesi u postprodaji, a zatim i inoviranje jednog od njih. To ukazuje na to da
ima potencijala za inovacijama i u ostalim procesima od kojih se sastoji ovaj sektor, Sto
zbog obima istrazivanja u ovom radu nije predstavljeno.



ABSTRACT

The problem in the research of this study refers to finding gaps for implementing
innovations in aftersales sector in automobile industry. The starting point of the study is
basic qualification of innovations according to OECD instruction. Process innovations are
specifically analyzed considering a crucial part that an implementation process has in
aftersale sector. Subsequently, most recent aftersales processes are being introspected and
the most suitable one for innovating is being identified. By aftersale sector in automobile
industry we mean maintaining/servicing of motor vehicles.

Proces innovations lead to thriftiness, better utilization of market, increased service
quality and higher customer satisfaction. Accordingly, it influences efficiency increasing,
lowering of costs, that is increasing of competitiveness and profitability .

For the purpose of innovating the global process of aftersales, it is important to recognize
and analyze processes of which it consists of. Afterwards, it is necessary to realize a
certain process of innovation that will result in reaching the aim, that is maintaining the
role of market leader which is possible only with high rate of innovation.

The study may help further development of mentioned field by presenting actual and
necessary processes in aftersales, and then innovating one of them. It points out that there
is a potential for innovations in other processes that are a part of this sector as well, which
is not presented in this study due to extent of research.
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