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Internet trgovinakao sasta@L GLR HOHNWURQRPNRR X iXRNO R Q DVMHN
SRVMHWLWHOMX NXSFX QDUXpLYDQMH SURL]JYRGD SXWHP
SURGDMH UREH SRWUHEQH ]D VYDNRGQHYQL ALYRW 2QD
WUDQVDNFLMD EU]JLQRP LVSRUXREBDALYRBILNLIDAVEURMPAP QS
QDUXGAEL QLVNUbgistikaLefrgo@@ RBVMIL FLNOXVX QDUXGAEH REXIH
QDUXGAEH XSUDYOMDQMH ]DOLKDPD L]YUGDYDQMH QDUXC
VLIXUQRVW WUDQVDNFLHWMHONDB®MH QX H) DRI 8 B Biak@&MPHMS R Y L
EL VDP SURFHV LVSRUXNH QDUXGAEH WHNDR QHVPHWDQR
NRMLSRBUADWL YHOLNL YROXPHQ WUDQVDNEgoMdmi L RVLJIX
]JDPUAHQL SURFHWIL PRHIXDEFPRYBR YHOLNLK WURANRYD SRVO
NYDOLWHWH |JDYUaSaRQLKEREBRM¥RGWH RUJDQL]J]DFLMVNH VW
kompanije potrebno je smanjiti broj varijacija unutar procesa da bi predvidljivost procesa
PRJOD ELWLHEWOMDIJPR PHWRGRORJLMD XNOMXpXMH X:
GHILQLUDQMH PMHUHQMH DQDOL]D SREROMabDQMH L NRQ
XJURFL YDULMDFLMD X SURFHVLPD ND Rntanjebdrjaslja. D OW H U Q

.1-8y1(5,-(yetrgoving logistika internet trgovinedHVW VLJPD PBMRIRGRORJLM



SUMMARY

E-commerce, as a part otbeisiness, providean Internet user (customer) ordering some
products by Internet and in that way becomes more frequent type of usual product selling. It is
characterized witHarge volume of transactions, fast delivery, wide range of products and
largenumber of orders wittow value.E-commerce logistic inraorder cycle includesrder
processing, inventory management, order execution, shipping, tracking and tracing, payments,
transaction security, order postponement, cancell@wnsubstitutions and reverse material
flow. For the good and quality process of delivering orders it is important to ensure the quality
information system which willsupport large number of transaction and insure process
efficiency.Long and intricate prasses can leadot only to large operating costaut also to

a reduction in the quality of the final product. To improve the organizational structure of the
process within the company is necessary to reduce the number of variations in the process
in orderto improvethe predictability of the process. Six sigma methodology involves the use
of DMAIC method (define, measure, analyze, improve and contial)order tofind and
remove the causes of variation in processes, as well as to develop altethativel lead to

a reductiorof variatiors.

KEYWORDS: e-commercee-commerce logisticsix sigma methodologypMAIC
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1. Uvod

8 GDQDaQMHP VXYUHPHQRP VYLMHWX WHKQRORJLMH L LC
VH DNWLYQR VOXaL LQWHUQHWRP YLEH RG PLOLMXQ OMX(
interneta. Velika prednosti takve trgovine jest jednostavna usporedba@cij¥li dH DUWLNDC
QMLKRYLK VSHFLILNDFLMD 7DNRYHU NDR MHGQD RG SUHG

praga korisnika.

5DG |DSRpLQMH DQDOLWLPNLP SULND]RP WUJRYDpPNLK X'
rasta etrgovine. Nadalje u raduiH BEopi#ina funkcija logistke eVUJRYLQH RG SRpt
]DSULPDQMD QDUXGAEH GR LVSRUXNH QDUXGAEH NXSFX
RUJDQL]DFLMX GRSUHPH UREH RG GREDYOMDpPD QD VNODG
mjestu isporuke. Kako bi se procesgistike nesmetano odvijao potrebno je osigurati
NYDOLWHWQH SRSUDWQH LQIRUPDFLMYV NH -tkgagWheWD M Hi NI XM L

ovom radu biti opisamieki od poratnilsustava

=ERJ VYH YHUMNIUERMRIMID HRGQRVQR VYH YHUH NRQNXUL
SRVORYDQMD RVLP SUHGQRVWL |D NXSFH RYD pLQMHQLFD
WUJRYLQH .DR SRVOMHGLFD NR-@JouvnD e &iketWHKaDIREEHIJ QD
NDQDOD SURGDMH QD UD]LQL GREDYOMDpPD JERJ NRQVWDQYV
FLMHQD 5X4HQMH FLMHQD GHILQLUDQR RG VWUDQH WUA
OHYXWLP -®JIRYHQD RSVWDOD X V¥l Mild\profitamlibedena@H NRQI
najmanju ruku osiguratiNYDOLWHWQR SURYRYHQMH [SWRPHA B RMAXIWID L
]JIDGRYROMVWYRP NSRVURYBpEROMH XRpLOL XWMHFDML NYD
poslovanje uVOMHGH i HPanalRizBeGEOKEOM XUD]OLpLWL SURFHVL L SRJL
procesa mogu utjecati na prihode i rashode organizacije.

U nastavkurada detalinotH EGMILQLUDQD L RS Lé&tdcdgijgaddvosvioVLIPD |
poslovna strategija koj@> RYR GL GR SRER O brgabigabj@uraiih@idoDdgiev D
RSLVDQH VX L SRSUDWQH WHKQLNH NRMH VH NRULVWH X
kvalitete uslugeeWUJRYLQH SULPMHQRP @&HVW VLIJPH PHWRGRORJL



2. ofZc—cxec Vcofe "foeZ<of —"% " f«e<S —eZ—%0f
2.1. Internettrgovina - ‘’@enito

U ranim 90im razvoj interneta] D VRERP GRQRVL L SURFYDW HOHNWI
upravljanje poslovanjem postaje jednostavnije i jeftinije. Pr¢ijaslovoe LVSUHG ULMHE
trgovina, posao, marketing i sl. ukazuje na filozofiju koju moraju slijediti tvrtke i organizacije
NRMH a8HOH RSVWDWTIo j¥ vBRIiN@tRN @ Rbzirom\dE pdslovanje preko
internea RODNADYD SURFHV NXSQMELEBDNXSFLPD L SURL]YRY

2VvLP @&4WR MH UD]JYRM WHKQRORJLMH RPRJXULR SRVORYI
interneta, azvoj tehnologije sa sobowtvara vratgpotpuno wvomobliku WUJRYLQH pLPH
PLMHQMD QDpPpLQ L]YRYHQMD SRVORYDQMD uspastajdhgiH W VH J
JOREDOQL NDQDO ]D WUJRYLQX WH VH VYDNRGQHYQR SRV
Internet trgovina €FRPPHUFH HOHNWURQLPpND WUJRYLQD NDR
posbvanja (fEXVLQHVYV  Rté&ried posjxtktlit (kupX QDUXPLYDQMH SURL]YF
iQWHUQHWD L NDR WDNYD SRVWDMH VYH pH&aUL REOLN SUF
REJLURP GD MH LQWHUQHW WUJRYLQD MHGDQ RG QDpLQEC
WUJRYLQX NRULVQLFL RYDRUWXRELQWpIEQDRWRBJIBDV QWBYV WUD
JHPOMRSLVQRP SRGUXpMX ,QWHUQHW WUJRYLQD NDUDNWFE
EUJLQRP LVSRUXNH &LURNLP DVRUWLPDQRP SURL]JYRGD L

niske vrijednosti.

2UJD QL Jialgkvba pjelatnos=s WUJRYLQD MH RUJDQL]DFLMD NRN
YHUO OH LVNOMXpPpLYR EDYL SURGDMRP SURL]JYRGD UD]JOLpLW
MH QD WUaLawH SRWURADpPD L VYRMH LQWHsv@Hu, VWUDQL
Sandlerf2], opisuje kako internet trgovina nerijetko nude robu i uslug@ikurentskih tvrtki
pLPH MH L RGQRV LQWHUQHW WUJRYLQH V GREDYOMDpPLPD
usluga koje je sam proizvebla svojim internet stranicama WUJRYLQD UH X] SURL]Y|
nudi dati i opis proizvoda osiguran od strane S3ydf REDYOMDpPD pLPH RPRJXUDYD
GHWDOMDQ RSLV SURL]JYRGD NRML QXGH 9UOR MH MDVQ
razlikuju oddoD GDAQMLK WUJRYDpPpNLK XVOXFBamkRiMdsevrtjenfd) aH QD
L REOLN NRPXQLNDFLMH V SRWHQFLMDOQLP NXSFLPD 1R
XRELpDMHQRM WUJRYLQL LOL LQWHUQHW WUJRYL®YPAX RVWLC
izvornog SURL]YRyYDpD L NZiwh&@IMdie njeisxoSufsiedini lanca.



2.2. ‘P77 —«E&f <o—F"eF— —" %0 "o ]

Internet WUJRYLQX PRAHPR SRGLMHOLWLWDRIYDR XR VPRI
poslovnih subjekata (Business to Business trgovinu ili B@B)rgovihu usmjerenu prema
WUALAWX NUDMQMLK SRWURADpD QHSRVORYQH SRWUR&AQMFE
WUJRYLQH SUHGVWDYOMDMX WUDQVDNFLMVNH YULMHGQR
SRGUXpMD LQWHUQHW WUJRYLQHYDSRWWRNRKRQNIMBRWUWRBDBY
SRNUHQXWD QD LQLFLMDWLYX NUDMQMHD YHHREWQRAE B RIS UNKE
iQWHUQHW WUJRYLQH SULNIRGIDQD VX QD VOMHGHiURM VOLFL

Ciljano krajnjim Ciljano poslovnim
% }SE} Ju % }SE} Ju
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Izvor:[3]

Prema[4] EXVLQHVV WR E X lrgQ\ihdiV BEBO H 8 WIN\R Goeydkd b N
GHILQLUD VH NDR UDPpXQDOQD RADDIRKILQND DX SNRR/MIDRMESARN © RW
REOLN SRVORYDQMD NRMD MH XVPMHUHQD UD]J]PMHQL URED
VOXpDMX QDMpHaUH % % WYUWNH 3 R3ki® Bubjckbta,Vodhbs@ov D N F L N
business to business transakcije predstavljaju internet trgovinu na veliko. Velik broj
RUJDQL]DFLMD NRULVWH LQWHUQHW NDNR EL SRVORYDQM
EUALP =ERJ WRJD SXWHP L QMW MWUWHQNWIDQ REDNO BIRW X HEHH S
jednostavne kupnje uredskog materija@QRJL SURFHVL XQXWDU RUJDQL]DF

trgovanja postaju automatizirani.

SUHPD LVWUDALYDQMLPD &\EHUDWODY NRPSDQLMH % %
tokom 2005.godine, dok je 2000. godine dmga iznos od 233 milijuna euf&]. Ostala
LVWUDALYDQMD SR N DgadiNeXy IGGIH NRKE GROD PLOL Mnitegh® WY UW N
trgoviny, bilo kao kupac, trgovci ili kao oboj YD M Q\DpIR)YDQMD RPRJIXULR MH

3



X] % % WUJRYLQVNH PUH&H QD VYRMLP VWUDQLEDPD Q
RUJDQL]DFLMH SRQXGH UD]QH LQWHUQH LQWHUQHW NDWI
SXWHP LQWHUQHWD RPRJXiH \aWRiNhfoRrmddi@ b Matinana ) dda@veO D N & H

efikasnu kupovinu ili postignu bolje cijene.

Za razliku od B2B trgovine koja predstavljatemet trgovinu na veliko, B2C je
internet trgovina na malo. Pren], B2C internet trgovina egUDpXQDOQD WUJRYLQD
SRVORYQL SRWUR&Dp FLOMD NUDMQMHJ SRWURa&aDpPD SUL p
SRWSXQR QRYL VYLMHW HOHNWURQLMIOAKVRXERNMRVYOXADYI
PUHAL RWNULYDMX EHYNAIMOIMQRHU DMH]DQWWORHWURPRJIXU)

rasponu demografskih segmenata.

ProdaiD X % & WUJRYLQLQYWHWQWHNW SUSWHIPQLFH QD NRMRM
NDWDORJ NRMHJ NXSDF PRa4H GHWDOMQR SUHJOHeSt®OWL 6DF
QD NRMHP VH RVLP SURGDMH YUAL L RJODADYDQMH PDQML
LIUDGH NODVLpQLK NDWDORJD L PDUNHWLQJD 2YDM REOLN
informiranje o proizvodima, analiza specifikacija, usporedbanajjeanaliza recenzija o
SURL]JYRGX L VOLPQR @aWR X NRQDpPQLFL PRAH ELWL RG YHO

OQRJD LVWUDALYDQMD SRND]DOD VX GD WUJRYLQD RY
SUHGYLYyD VH GD uH GR JRGLORY YRIDXP NYLHMUHRGD MR VK
2.400 milijardi dolaraAWR MH YdicsZOBILYR QD

2'500
1
2'000  —
= Middle East and Africa
1'500 Central and Eastern Europe
— ® | atin America
1000 —-— —— = Westem Europe
Asia-Pacific
500 +—r ® North America
o 4

Slika2 Prodaje ostvarene B2{@ternet trgovinom po regijama u milijunima H5]



Prema grupama proizvoda B2C internet trgovina u Europi je najzastupljenija u
VHIPHQWLPD PRGH SXWQLpPpNH XVOXJH SRSXW NEKSQMH DY
knjigai HO HN W apR@d. [Phiotri seudio kupovine obavljge putem interneta tokom
2013. gRGLQH QD V O#ikd G)HURRAWHY ® B hodtdtak trgovine obavljen putem
LQWHUQHWD X +UYDWVNRM QH pL @dadaQprakzani na BcG3 ¥ N XS QH
udjelu kupovine obavljene putem émteta prikupljeni suod straneEurostata, ITUa’ i
QDFLRQDOQL SRGDFL 4 QD Rékz@Loveks \hidkQdrR udpe trgovine
Hrvatskojobavljene puHP LQWH UX HQMD RICHANR p L Q MhEdQdtupiosNDiIR AW R\
SRGUXpMD X QuEptieni€ W sigquiviest sustava{BFL aHOH LVSUREDWL SU
kupnje, nisu nikad koristili internetQHPDMX RGJRYDUDMXUMWRPHLROEPOHR
0 Hy X W kaRvoj®mtehnologije i njene upotrebe u Hrvatskoj otvaraju se vrata i ovoj grani
trgovine.

ES et B E RS S s mEfEEEES s sESEESEESERATE
g§§§§§§g§ ggsgmaggéa5§§$gg;ﬁ§ﬁ§*égsﬁgéfﬁgggéggéﬁé
3 g g 5 g 23 3 £
= = = S

E z =
Slika3 Udio kupovine obavljene%o ps u Jvs Ev § p TiiiX %@ u €I A u

! eng.International Telecommunication Union



3. Logistika internet trgovine

Logistkae WUJRYLQH SUXAD RGUHYHQH SUHGQRVWL SURGDYD
NDR aWR VX
X PobROMabDQMH NRPXQLNDFLMH
x B3BREROMabQMH ][DGRYROMVWYD NRULVQLND

X

Transparentnost
6PDQMHQMH WURANRYD

X

X

Pravodobnost isporuke
SREROMaADQMH XpLQNRYLWRVWL

x

x

Stalna dostupnost

Logistkaee WUJRYLQH VDVWRML VH RNRMOG MHGB RIGKD WRRS RIQWM K
nastavkuX VNORSX RSLVD FENOXVD QDUXGAEH

X 2EUDGD QDUXGAEH

X Upravljanje zalihama
,]JYUGDYDQMH QDUXGAEH

X

x Dostava

X 3UDUHQMH QDUXGAaEH

x 30DUDQMH

X Sigurnost transakcije

x .DA&QMHQMH RWND]JLYDQMH LOL ]DPMHQD QDUXGAEH

Povrat proizvoda

x

3.1. Proces ‘,"ftf of"—1 ,%

/IRIJILVWLND D WLPH L WRN QDUXGAEH ]DSRpsofMeraX WUHQ
kojem nternet trgovina rad) 7RN QDUXGAEH SRGUD]XPLMHYD YULMHP
QDUXGAEH X VXVWDYX GR LVSRU X Ndb kpiaka XNGA HE HU D )XQI/AXK Q DQ >
X VXVWDYX SURFHVLUDQMH QDUXGAEH LVSXQMDYDQMH
dopremanje robe i isporuka kupsika 4) [8]. Za svaki od navedenih koraka potrebno je
RGUHYHQR YR LMHRK MNMNERNDN L]JYUALR 3UL WRPH PRaH GRI
LIYUAHQMD NRUDND RG A4HOMHQRJ LOL RpHNLYDQRJ YUHP]



SUREOHPH .DNR ELViPBzUBBIOMIHREXRHRBLGR NRMLK PRaH C
LIYUGDYDQMWENIDRECAEHHGHQLK NRUDND MH GHWDOMQR UD

<E JE& vi v
u sustavu

Procesiranje

Isporuka kupcu v Ep |

Potvrda statusa Ispunjavanje

-

v Ep | v Ep |

Slika4 Ciklus n E p 1[8]

311, "i<fe®t of "—1 f — e—eo—f"—

1LAWD VH QH GRXggjp zB CXRHQ/MW LIF IR E U D GXR K CUDXGKEEAE Dv
QH XyH X VXVWdyPRDUBRY R R Mishoini Plabavihsgtdrqelju pHID VH
GHILQLUD VWDQMH X VNODGLAWX VDURRanSod pivilen@ U X G AE |
poslovanju jest kontrola line robe koja se prikazuje nantérnet stranici. E- trgovina
VDVWDYOMHQD MH RG QHNROLNR NDWHJRULMD osoba,VYDN X
odnosno category manageCategory manager snosi svu odgovornost kada je u pitanju
SURGDMD UREH REXKYDUDMXUL SkomRrGIlD M Kovidtitria Hkupddd Q W U R (
GHILQLUDQMH FLMHQD WH RGOXpLY IDQ Mofa Ra dnguid} HAgdiWV NLP St
pratiti stanje zaliha robe u svojoj kategorijogistika je usmjerena na pripremu zaprimanja
QDUXGAEH NXSDFD WH BEODVRMHGR IQFUIBEERMEKGH REUDVYH
PRJX ELWL SRNUHQXWH L QDU XG aB\DU DhireERenKonGékW. WD Y OMHQ

.RQYHQFLRQDOQH PHWRGH SRSXW |]DSULPDQMD QDUXG:
VH NDR QHSUDNWLYQHPH®RD XXEUWRNM ID]JL RGQRVQR SRpH\
pred konvenionalnim metodama tada dobivaternet trgovina. Elektronsko zaprimanje



QDUXBRRHAXULOL VX JRWRYR WUHQXWQR ]DSULPDQMH QDUX
koja je uvelike napredoaD X SRVOMHGQMLK GHVHW JRGLQW RODNA
UDpXQDOD NOLMHMDNUIDHW MWpXIRYQADH OHYyXWLRR VWUWHHE DMHD
manjoj I QWHUQHW WUJRYLQL NDNYH GDQDV L SRVOXMX X +U
nakonraGQRJ YUHPHQD ELW UH REUDYHQD WHN SRpHWNRP UDC
]JERJ pHJD PRaH GRiUL GR PDQMHJ JXELWND YUHPHQD

312, "t fec"fe@®F of"—1t .1

8 WUHQXWNX NDGD MH RO@D XQRAHD JDR UL PEANRHEGHY SURYI
AWR WYUWNDQR®QXBURFRHNUHVSXQMDYDQMD QDUXGAEH S
pPLOQMHQLFD NDR &a8WR VX &4HOL OL WYUWND LVSXQLWL SU|
NRMHPX MH WYUWND YHUO SUXADOD QHNH XVOXJH" $NR NX
dobrom iskusru? Jesu li uplate primljene u potpunosti na vrijeme? Ukoliko tvrtka ima
QHIJDWLYQR LVNXVWYR V NOLMHQWRP &aHOL OL ULVNLUD
2GJRYDUDMX OL WYUWFL XYRMGEIRY BUH XJDPRYM 3 LO\DDUXNGRE BH
tvtND LVSXQLWL RYX QDUXGAEX GDWL UH NRULVQLPND SRG
MHGDQ RG |DGDWDND ORJLVWLNH MHVW L RWNULYDQMH
VOXpDMX GD SRVWRMH VXPQMH GD VH UDGL RKIOEIXAQRM QI
NRULVQLNH GD NRQWDNWLUDMX NwagaHIDelelonSKRW Y UG X QDUXG

I1DNRQ aWR MH RG VWUDQH NRULVQLpPpNH SRGUANH SRW
NRMX WYUWND aHOL LVSXQLWL MDYOMD VH SLWDQMH R PR
VH SRWUHEQD URED QD VNODGLaAWX LOL 2D Kolikb\éX GRED
YUHPHQD SRWUHEQR GD VH LVSXQL QDUXGAED L RGJRYDUL
procesa dolaziGR LVSUHSOLWDQMD ORJLVWLNH L SURGDMH NDNR
zahtjeve kupaca pravovremenom isporukom i potpun@UX GAERP 8SUDYR JERJ W
VH SRWUHED ]D XVSRVWDYOMHQRP SROLWLNRP 60XAaEH ]D
zahtjevima kupaca i mdXUQRVWLPD LVSXQMDQMD QDUXGAEH 6DP S
QDUXGAEHLWRAMYHOLNH ]iMmE¥MW®RMNRGLWRYHQL DODWL NRNM
LQIRUPDFLMH R LVSXQMHQX QDUXGAEH VD VWUDQH SUF
UDpXQRYRGVWYD L RVWDOLK RGMHOD



.DR SULPMHU PRAaKKSDH QIHY QODWKXpPpINR PRELOQL XUHYDM
QDUXGAEHURSHRU@IWHOX ORJLVWLNH NRQWDNWLUD GREDYOM
PRELOQLGRYVMH)OIMOQ QD VNODGLGAWX GREDYOMDpPpD WDGD ORJ
XUHYyDM 8 VXSURWQRP RGQRVQR RGUHYHQL PEBPYYO®MID XV H:
LOL WUHQXWQR QLMH GRVWXSDQ RGUHYHQR YULMHPH ORJ
MDYH NXSFX R QHGRVWXSQRVWL QDUXpHQRJ DUWLNOD L
]JIDPMHQVNL DUWLNO 8 VOXpDMX GD NXSIRULR/GELVYWD QSR RU
REDYMHaAWDYD ILQDQFLMH NDNR EL VH RENNglaw B&BYYUDW V
PRIJIXULK SRWH&GNRUD L WRND LQIRUPDFLMD XQXWDU RUJDQ
SURFHVD SROLWLND 60OXAaEH ]D il Rrodey @kad HhezVfastagdd i NDNR
SRWH&a&NRuUD

313. ' —eEf feEF of"—1t ,t

3RG SUHWSRVWDYNRP GD MH QDUXGAED NUHLUDQD L N
NRULVQLPpNH SRGUSRNUBIH]YHEQYQKRI |]D GRVWDYOMDQMH
kupca. yHVIWR/'HUQHW WUJRYLQH QHPDMX YODVWLWR VNODGLA\
FLMHQD VNODGL&AWHQMD GRQRVL GRGDWQH WUR&GNRYH SRV

Model na koje posluju velikenternettrgovinesu depozit model, market place model,
crossdok. Crossdok je model koji internet trgovine Q D M p kbésidd Taj model
IXQNFLRQLUD QD QDpLQ GD VH SULOLNRP VYDNH QDUXGAE
QDUXpHQH UR E HstAddstopNaRpOKUISRE MK RVWDY L Qriet thgoviddd GLEAW H
'"HSR]LW PR G H @asMptieMubDnieRtittgovini ali u manjem obujmu. On funkcionira
QD QDpLQ GD VH RGUHYHQ DstwRbB®dép&iXHRE QHYNDQW MJIRKE O MHL
VH RpHNXMH GD UH VH WD URED EU]R SURGDWL RIGQRVQR
place model jest modeNRML VH SULPMHQMXMH Q Do&dDfnRdionEdnB M X G RE
QDpPLQ GD VH URED WR JnerReE SrirxMippH VYW BWOWDJIJRDYLQD MH
SURPRYLUD 8NROLNR NXSDF QDUXpL ROz WabpradtRde GREDY
WUJRYLQH GREDYOMDpPD aDOMH QD NXSpHYX DGUHVX ,QWI
VLVWHPX SURYL]JLMH X RGUHYHQRP SRVWRWNX NRML MH G
G RE DY ierieptiyoline.

=ERJ pLQMH@QWHMW QHW WUJRYLQH XJODYQRP QHPDMX YC
internet trgof LQH L]YU&ADY D QM H padijelitiXucad dijela:Rada rdbid operater u
9



logistcL QDUXpL L RQD XVSMH&AQR GRyH QD VNODGLaAWH LQW
uUsSSMHAQR LVSRUXFL SUHPD NUDQMHEWRNRUWLYDGRX LRERB UK
LVSRUXNH QIDAQERAEBMH QDSRPHQXWL GD NheernebrggWwh8 MH&EQR
SRAHOMDQ SDUWQHUVNL RGQRV X SXQRPZbdd aptirtizegdVH UL M F
WURAGNRYD SUHX]LPDQMH QDUXGAEH X VNODGLAWX GREDYO
QDUXGAED REUDYHQD YHUO VNXSQH QDUXGAEH PRJX ELWL
QDpPLQX SRVORYDQMDBUWQWNER@HMW YW WH R MIDQRoYistostDAN W LY Q R
PQRAWYX pLPEHQLND PR&@H GRUL GR NDAQMHQMD SUHNLGEC
AWRBUMHPDYD L]YUAHQMH/R¥D RWAIHDQH |QBUMBAENGDGLAWD G
REDYOMDQMH SRVORYDQMD L ORADREBBXND YV NRYG QML KR S
QHDGHNYDWQH UD]J]PMHQH LQIRUPDFLMD L]J]PHYX VXGLRQLNI
LIYUAHQMH QDUXGAEH QH LGH RpHNLYDQLP WRNRP 2YL SUF
RG a8HOMHQRJ YUHPHQD L]YGRMRUERVIWXRURNBFDWIWRHARAF
PLPEHQLN SULOLNRP VOMHGHUH QDUXGAEH NXSFD NDGD VH
6DVYLP MH MDVQR GD MH SRVORYDQMH EH] SRJUHANH JRWHF
SRJUHADND NDNR REVUHPRERMHYR @D SXWULMHPH 8 WRP VOXp!
UMHADYDQMH SUREOHPVNLK VLWXDFL Na&ane\sbjerRigeHhbgP RJX R
XNOMXpPpLYBWEXSWEAWIRORPpLQLWL XNROLNR MH SRVODQD QHSI
MH GRAPRIKBRH]BYLMH QDUXGAEH LOL SRVWRML OL GRJDyYD
Pravila definiranih za situacije poput prethodno navedenih primjera mogu biti od jednake

YDAQRVWL NDR GREUR SURYRYHQMH RVQRYQRJ SRVORYDQM

314, ‘="t f e—f——ef of"—71 %

Utrenutku SURFHVD NDGD VNODGLaAawDU WUHED LVSRUXpLW
YDaQRJ GLMHOD SURFHVD SRWYUGH L SURYMHUH VWDWX
SRJUHaAaNH VNODGL&A&WDU WUHED SURYMHULWL RGIJRXQUD OL
L SRWUHEQX GRNXPH®WDFMWX QPXGEEDH X SRWSXQRVWL
SUHX]LPD QDUXGAEX WH MH GR YUDWD NXSFD RQkiRGJRYR!
nema interese niti sredstvttD VWDYOMDQMH RGJRYRUQRVWL SURYMHI
6PDWUD VH GD MH XORJD GRVWDYOMDpPD VDPR SUHX]LP
2GJRYRUQRVW |]D VSUMHpDYDQMH QHSRGXGDUQRVWL L]JPH
GRVWDYOMHQR. PBIANR@D XEVUDPOMDMX VNODGLAWHP

10



3.1.5. lIsporuka kupcu

Dostava je nay D a &okald U ispunjenjuQ D U XKsijgck e potpunosti2QD VH YU&EL SR
UDVSRUHGXSQDUKHGEREHH X]LPD X RE]JLU RSWLPL]DFLMD W
SULPMHU NXSDF % NQIRIPUDDGMURXIGAENPHWOHDGIGRN MH NXSDF
SUHWKRGQL GDQ QDNRQ ]DYUAHWND UDGQRJ YUHPHQD 1DL
UDGQRJ YUHPHQD L SDNHW MH VSUHPDQ ]D GRVWDYX SUL
neposredno kupca A, paket 8&F X % PRaH ELWL SULSUHPOMHQ LVWRJ
LVSRUXpLWL NXSFX X LVWRP WUHQXWNX NDGD L NXSFX $
viemenskomURNX QHJR NXSFX $ QR WR MH XRELpDMHQL PRGHO

R4 MHGQD WRYEMHRUWRD]OD]L L] SUHWKRGQRGINBULPMH L
RSWLPL]DFLMH WURAGNRYD WUHED XVPMHULWL QD XpLQN]
QHDNWLYQRVWL pDN L DNR QLMH X RNYLUX LJUDYQH RGJRY
uklanja sePRIJXUQRVW QDVWDQND AXVNRJ JUOD® RGQRVQR QD
*XEOMHQMH YUHPHQD L SURGXAHWDN LVSRUXNH PRJX GRYH

2VLP RSWLPL]D prijgvddaiwreniecBaAN\\RYBED PLQLPL]JLUDWL WURA
koje se mogu dogoditi tokom transporaR ED W U #bEk@pced Q/H. Reénd/ikd driginalnom
pakiranjukako bikupacmogaoELWL |[DGRYROMDQ D WR MH FLOM VYDNR.

'RVWDYRP QDUXGAEH QD DGXWWD NXG & b H|dbawgaxky DP F N C
Q D pku@ovanja robe putem interneta kupac ima pravo vratiti proizvod ukoliko nije
zadovoljan u zakonskom roku od 2 tjedndrg@ovina mora biti spremna na povrate kupaca na
QDPLQ GD LPD XJRYRURjBe GdraR ¥ RidbeMpikha K&IX pu u pitanju

povrati od strane kupaca prema prodavatelju odnogamettrgovini.

1D VOMHG(HikeksMSVYONPIJDQ MH GLMDJUDP WRND REUDGH ¢
QDUXGAEH SRpLQMH NRQWDNWLUDQMHP GREDYOMDpPD NR
UDVSRORALYD RGQRVQR VSUHPQD ]D SULNXS .DGD GRVW
FHQWUDOQRrgoW.QBIG LIZDMEKK GAEH VH VODaX SUHPD QDUXGAEI
pripremaju odnosno daju na dostavu prema mjestu isporuke. Zadnja faza je isporuka kupcu
NRML SULKYDUD QDUXGAEX XNROLNR MH QDUXGAED GRSUHF
ilije kupacodELMD XNROLNR QDUXGAED QLMH X RULJLQDOQRP SD
NXSDF RGELMH QDUXGAEX LOL PX VH X RGUHYHQRP YUHPHC

povrat.
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SRYUDW VH UDGL QD QDpLQ GD NXSDF NRQWDNWLUD
AHOMHQRP SRYUDWX .XSDF LVSXQMDYD GRNXPHQW R UD\
SUHGDMH X GRVWDYX 8 WUHQXWNX NDGD URED GRYyH QD
NDWHJRULMH GXabQ MH RGUDGLWL SRYUDW WLK SURL]YRGI

[:lbra:lanaru:libe [ Sortiranje i priprema ‘

narudibe

Kontaktiranje Predaja narudibe
dobavljata

dostavnoj sluthbi

[ Prikup robe ] [ Isporuka kupcu ]

Dostava na centralno
skladitte

Slikab ]i PE u 3} % &} « } & v Epu |

12



3.2. Popratni informacijski sustavi koji se koriste u  e-trgovini

.DNR EL RUJDQL]DFLMD XVSMHAQR SRVORYDOD RQD
funkcionalni informacijski sustav. Svi elementi tog suatavtrebali biti na gotovo istoj razini
NYDOLWHWH WH PHYyXVREQR XVNODYHQL 3R]QDWD MH pLQNMN

je kvalitetan njegov najslabiji element.
Komponentanformacijskog sustava 40J:

sklopovska oprema (hardware)
programska oprema (software)
ljudski potencijali (lifeware)
organizacijski postupci (orgware)

a r w0 N e

podatkovni resursi (dataware)

.DNR EL VH SURFHV ORJLVWLNH L FLNOXVD QDUXGAEH L])Y
Y D a Q R alliekho Nimplementiratprogramskisustav koji bi kvalitetno pratio sve procese
QDUXGAEL NXSDFD 8 WX VYUKX X QDVWDYNX MH RSLVDQ D

procesanternet trgovine.

3.2.1. ERP
3.2.1.1. ERPsustavi- "'©Fec-"*

3ULMH QH JieerféHRWIWIHRPDL X R Efojel 84 l4e)r&rvijati Kbfijare koji
bi pomagali tvrtkamarD]OLpLWLP SURRHVKPDDNRPRRAY RGVWYR XSUDY
SRGDFLPD WH SUDUHQMH QDUXGAEL 5D]YRMHP WDNYLK VF
podulHUD ((B. enterprise resource plannng D]YLMDMX VH SRGX]HUD NDR

(www.sap.com), Baan (www.baan.com), People Seftw.peoplesoft.com[9].

1D VYMHWVNRP W UGREBIWXDORAMNRMIUSHW RYDpPD (53 VXV
VYMHWVNRJ WUALAWD L WR VX WplESRPBSR i Y.B.Edverdd L 6$ 3
(Sika6)[12] 6YDNL MH SURL]YRYyDp JERJ SRYLMH YV Qiupajed]ORJID
WDNR %DDQ X SURL]YRGQRP 3HRSOHB6RIW X NDGURYVNR

financijskom modulu.
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W Ostali
W S5APAG
W Oracle Application
m).D.Edwards
W PeopleSoft
W Baan
SSA
JBA
Marcam

Intentia

Slika6 WE]I | $EW“% E}]1A}
Izvor:[12]

ERP SODQLUDQMH UHVXUVD WYUWNH MH FMHORYLWR
PRGHO WYUWNH SRGUADYD L LQWHJULUD UDG VYLK VOXAaE
unutar tvrtke, X N O M X (vAryskeidoslbvne prese kojima je tvrtka povezarsavanjskim
partnerima.

ERP sustav objedinjuje nabavu, proizvodnju, prodaju i marketing, upravljanje
ljudskim potencijalima i financijskim sredstvima, logistiku i distribuciju unutar organizacije.

9 lefod 60% bogatiNRPSDQLMD LPD LPSOHPHQWLUDQL QHNL REOLN
VX NXSLOD L LPSOHPHQWLUDOD RYH GRYMBedsRARIBECLFLUDQ|
svojim web stranicama kako bi sve idealno funkcioniralo i kako posabi tgio. ERP

sustalk. VX YHULQRP UDVSRORALYL X PRGXODUQRP REOLNX &\
GD VXVWDY UD]YLMDMX SR VYRMLP SRWUHEDPD L SUHPD
IXQNFLRQLUDWL NDR MHGLQVWYHQD L LQWHJU Lowige@D FMHO
VDPRP SURL]JYRYDpX (53 VXVWDYD

ERP baziran na webu stekao j& D p pdz@nost u okviru logistike da integriraju
baze podab ND NR UL VMWHG U X )& poSldviné fprocese. Integrirane baze podataka
XNOMXYIPAMMM RGMHOH ]D ODNAH GLMHOMHQMH MNeRdRAUPDFLMI
SUHGQRVWL5SIWRGWAODMYOD VX VPDQMHQMH L EROMD NRQWURC
sredstava, detaljnije informacije zahtjeva kupaca i povezivanje s informacijsisitavena
poslovnih partnerad ofima O R JL VMAhdRrEERP baziran a webu je prilika za bolje i

2 eng. Enterprise resource planning
3 eng.Logistics and fulfillment management system
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EUHA RGOXNH WH VP hgadéin®ivhecijsvViu RUNRMHIPH FLNOXVD 3URFN
X 8 W24lih® ostvarive kroz boljuL V N R U LKapatit€d Wonipmirano vrijeme ciklusa i
smanjenje zalihaN Wksé oko 150 mird. f9].

(50 SURJUDPVNL SDNHWL VDVWRMH VH RG YL&H SRGNR
GHILQLUDQLK RSFLMD WH RPRJXUDYD PQIR &34 RoG&NED R Y Q L K
SDNHW RVWYDUHQ MH X] YL3H PLOLMXQD OLQLMD SURJUD
RJURPQD NR O L [idoRomkvaifittaRik @dgrarnergL0].

8QDWRp PRIXUQRVWLPD -d pr&ictay idaoy Bar phrovénbyf kad
veli pL Q Hposlokanju. 7URANRYL LPSOHPHQWDFLMH (53 VXguWDYD L
biti iznimno visok. 3SURVMHpPQL WUR&ADN LP&6 Rivsl QR DFhiM$lite(53 V X\
QHNLP NRPSDQLMDPD RPRJXUXM X% 2bagMdd& $¢ prildgodbaRERP PLC
PRGXOD RGUHYHQRP NRULVQLNX SURYRGL X] SRPRU SRVHE
programskim jezicima (npr. SAPNDNR EL SURFHV SULODJRGEH L XYRYVYHC
EH] GRGDWQLK WURANRYD 3ULWOLLPIHR GGEROV WRIBH OMOMNRPDYPQ
XVSMHaAQX LPSOHPHQWDFLMXPSXHRHQQYMUD@B H/AXYNWDY RV W
se efikasnost procesa unutar organizadiSUDYR ]JERJ pLQMHQLFH awWwR (53 V
promatranje procesa unutar internet trgovine KAdR YH]DQH FMHOLQH SRpHYA&L
QDUXGAEH NXSFD SUDUHQMH WRND L]YUADYDQMD QDUXG:
VNODGL&A&WX SD VYH GR NRQWUROH FLMHQD QHJDWLYQH PD
izmjene artikala i njihovih cijena @ VWUDQH ,7 VOXAEH AWR PRAaH ELWI

stranicama trgovine u realnom vremenu.

Tradicionalni neERP sustavi ika 7) sastoje se od nekoliko potpuno odvojenih
funkcija koje funkcioniraju na temelju zasebnih sustava i tehnologije, dok se potrebne
LQIRUPDFLMH L]PHYyX WLK RGEGYURMHOQPKNNKRNRINMNHDEASQMQRIH ]
SRGDWDND 7DNYL VXVWRYDR BRUIXSUPIXW VY BHRPHHEERZBodS URW R N
pHIJD PRaH GRUL GR SUREOHPD SUL GRQRAHQMXr®Ri&eOXND L
jasno da takvi sustavi nemaju mjesta u poslovanju internet trgovine gdje protok informacija

mora biti pravovremen itp D Q
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4 & 2 4

Financijsko Upravljanja Kadrowi i Marketing i
poslovanje proizvodnjom place prodaja

[

Meduveza E} Meduvaza E:’

({intarface) (interfaca)

—p || —P =
—

Meduvaza
(interfaca)

]
——
Intermni / Ekstarni
audit

Slika7 Tradicionalnine-ERPsustay, [11]

U L

3.2.1.2. Arhitektura ERP sustava

ERP sustavi (ka8 ED]LUDMX VH QD RWYRUHQRM YLAHVORMQF
&OLHQW 6HUYHU BULQFLS RWYRUHQH DUKLWHNWXUH pLQ
SURALULYDQMH GRGDW Q LdedavdrifeP Bdvid fdrxdomamasti Ls@stava
ILAHYPODUKLWHNWXURP RVLIXUDQ MH LVWRYUHPHQL SULV
se smanjuje rizik od pada sustavé UKLWHNWXUD PR&H ELWL GYRVO

Internet/Intranet arhitektura.
Elementi dvoslojne arhitekture §i11]:

X prvislo +tSRVOXaLWHOM QDMpH&EUH ,7 VOXAED NRML XSUCLC
a ujedno prati poslovnu logiku organizacije

x drugi sloj + NOLMHQW pLML MH ]DGDWDN QDG]JRU L NRQW
odgovoran za prikaz i ulaz podataka 8ERVOXaLWHOMD

Elementi troslojne arhitekture su:

x podatkovni sloj+ SRVOXaLWHOM ED]JH SRGDWDND pLMD MH RG
SRGDWDND SULPMHQRP XJUDYHQLK NRQWUROD L SURFH

16



x aplikacijski sloj+SRVOXALWHOM DSOLNDFLMdva KdrhLGialsL OL Y LAl
bazm podatakakako bi ona pratila poslovnu logiku organizacije, te osigurava
FMHORYLWRVW SRGDWDND NDGD WR QLMH RPRJXUHQR

x prezentacijski sSlot NRULVQLpNL VORM LOL NOLMHQW RGQRVQF
koji MH ]|DGXAaHQ ]D XQRV SULND] L LVSLVY SRGDWDND

Internet/Intranet arhitektura bazira se na jakoj komunikacijskoj lokabj Hl2okcal
Area Network) L UDALUHQRP SR QGNidg pMea Neuwdr&)DSelienjem na
,(QWHUQHW ,QWUDQHW D UKkdmMithkasijxUX RPRIJXUXMH VH aLURN

Financijsko poslovanje Upravijanje proizvodnjom Kadrovi i place Marketing i prodaja

Slika8 ERP susta\11]

3.2.1.3. Prednosti inedostaci ERP sustava

3ULMH LPSOHPHQWDFLMH (53 VXVWDYD RUJDQL]DFLMD WU

ERP sustava, kao i biti svjesna njegovih nedostataka.
Neke od prednosti ERP sustava¥Ww M HIGH G H

x Planiranje proizvodnje i nabave ovim sustavom su automatizirani. Informacije o
SURPMHQDPD ]DKWMHYD SRWUR&DpPpD VX ODN&H GRVYV
SRVORYQRJ SODQD L ODNaX NRQWUROX SRVORYDQMD

17



Pravovremenpristupinformacijamaunutar ERP sustava ofJ X U BoYuDrealizaciju
QDUXGAEL pLPH VH SREROMADYD XVOXJD NXSFX

8] (53 VXVWDY PRJXUH MH SRVWLUOL S lteHedah@Rtvhe/ L QY H C
manja potreba za revizijom.

6XVWDY PRaH VNUDWLWL YULMHPH SURLosigR& @MWV H JUXS
koordinacije ljudi, alata i strojeva.

%ROMD NYDOLWHWD SRVORYDQMD X] PDQMXeddMHURMD
(53 VXVWDY V MDNRP SURL]YRGQRP NRPSRQHQWRP SRV

Nedostaci ERP sustava [ii]:

Implementacija ERP sustavaje jednostavna stvar. Implementacija je skup proces.
-DYOMDMX VH L EURMQL LQGLUHNWQL WURA&ANRYL SRSX\
WUREGNRYL SULYUHPHQR ]DSRYV OXH®IMX RHQR MH BW R MRHNLk
LOQOWHUQLK UHVXUVD WURA&ANRYL REXNH NRMD VH L]YRG
JedanRG QHG RV W D W D Nribanid Harmag softvar&aVieRsamién time stalnog
SULODJRYDYDQMD WYUWNH QD gpRWaHaRGQRVQR RVYMHA
SRGUAND RG VWUDQH SURL]JYRYDpD DSOLNDFLMH PRUL
prilagodbe.

Potreba vrhunskog znanja velikog broja parametara zbog velikog broja modula koje

ERP posjeduje.

3.2.1.4. ERP sustavi u Hrvatskoj

U Hrvatskoj ERP sustavinisXk GRYROMQRM YHOLNRM XSRWUHEL WH )

ERP sustav ili imaju instaliran poslovni sustav razvijen unutar vlastite organizacije ili razvijen

od korisnika u nekoj programerskoj tvrtki. Podaci ukazuju da 81% tvrtki u Hrvatskoj nema
razvijen ERP sustav, a od ERP susta@a M ]| DVW XS O MH Q L M14] MRzIGégbstabé p D N
]DVWXSOMHQRVWL (53 VXVWDY OijeaHséjetskih ERPNoFoGramsikh L Q M +
SDNHWD MH SUHYLVRND ]D PDOH LJUDpPpHSRQXKUHQDWR/G® M QW
korporacija]D SRWUHEH GRPDULK RUJDQL]DFLMD XJODYQRP VX
YUALWL J]QDpDMQD SULOBJRGEUNRUSISRQUIDNHMBURVSWHpPQR
JRWRYRJ UMHd&HQMD PR&H SRWUDMDWL RG MHGQH GR WL
QDMNDVQLMH QDNRQ GR JRGLQH QDVWXSD QRYL UD]YRMN
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GREDYOMDpPpX D VIRYMNWSR aWDNRR MK YB® VXVWDYL SULOD
VDYMHWQLA&WYR RG VWDQH GREDYOMDpPD QH PRUD QXaQR E

3.2.2. SAP AG ERP sustav

.DNR MH YHU SUHWKRGQR QDYHGHQR X KUYDWVNLP R
najzastupljeniji je SAPSap AG (Systesy Aplications and Products in Data Processing)
PHYyXQDURGQD MH NRUSRUDFLMD VD VMHGLAWHP X :DOOGH
SURGDMRP LQIRUPDFLMVNLK UMH&AHQMD ]D FMHORYLWX
savjetodavne usluge. SAP su 1972. gmshovala tri IBMova sistemLQaHQMHUD NRML V:

ideju i prepoznali potrebu kreiranja integralnagsimvnog informacijskog sustaysb].

6$3 GDQDV SUHGVWDYOMD MHGQX RG QDMMDpPpLK VYMF

22000 instalacija u 105 zemalja svijeta.

®

Slika9 SAP logp[16]

3221  Zf-< — y ‘o — E—

Osnovni proizvod kompanijge sustav pod nazivom R/3, koji je priznat kao svjetski
LQGXVWULMVNL VWDQGDUG 6YL QMHJRYL PRGXOL VX X SR\
SRVHEQR XYRYHQMH X SRVORYDQMH D VDGU&aH pLWDY QL]
razvijenih odstrane SAPRYLK VWUXpPpQMDND L NRQ]XQAN,DEDWD 6%$3 -
funkcionalan softver koji u potpunosti slijedi razvoj i rast kompanije i osobito je pogodan za
XQDSUMKBRWDODRYWIHQMD L SURYHGEX UHLQRAHQMHULQJD SRVO
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Osnovni izbornik nakon prijave u sustav sa strane korisnika je prikazan naGslici

Dio vezan za razvojne alate sa strane SAP se nalazi pod SAP#Evnls

SAP Easy Access www.erpgreat.com
& &S| HB 2| v

<~ &3 Human Resources
) PPMDT - Manager's Desktop
< & Personnel Management
b (3 Administration

(3 Recruitment
(] Personnel Development
(7] Benefits
(] Compensation Management
(3 Personnel Cost Planning
((J Pension Scheme
< 3 Time Management

P (7 Shift Planning

P (37 Administration

P (7 Incentive Wages

P (J Time Sheet
< &3 Payroll
(7 Europe

P (] Americas

b (J Asia/Pacific

P (7 Africa

P (7 International
< & Training and Event Management
P (] Attendance
P (J Business Events
P (J Resources
P
[

i[«17»]

RV v v v S v 4

7

(] Information System
(3 Tools
b (] Settings
<2 & Organizational Management
P (7 Organizational Plan
P (] Expert Mode
P (] Info System

N M Tanle

[«

Slikal0 Osnovni izbornik SAR, [18]

6 $3 SRP R tagaseDinterfaca komunicra SEDJ]RP SRGDWDND 1D WDM
RPRJXUDYD UDG VXVWDYD QHRYLVQR R ED]JL SRGDWDND 91
izbornika ABAP * Dictionary. Mictionary? VDG UAL S RtpdivaN elen@nata, o
SRIJOHGLPD VWUXNWXUQLPD WDEOLFDPD WUDQVSDUHQWQ
L VWUXNWXUD NRMH QH SULND]XMX MHGQDNR VWDQMH ED
mijenjanM X X QR & H Q M podataka Ud Wead) Midéktno stablicama definiranim u
'LFWLRQDU\LMX YHU SUHNR SUHGHILQLUDQLK VXpHOMD L 1)

* eng Advanced Business Application Programming
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koristi za programiranje programa u SAPProgram u SAPX VH QD]JLYD ,JYMH&aAWDM
LDNR QH VOXA&L VDO& B njdnusepMika W PPHYQX RV W B @dRslbazonV X p HO M
podataka.

Kada se neki objekt definira s lijeve strane, automatski se s desne strane otvori
SuULsDGDMXuL boOobw ]D WDM REMHNW $%$3 (GLWRU ]D SUR.

=4
I Implementation Guide Edit Goto Additional Information  Utilities(M) System Help
|@ 2190 @0 CHR cnon DR 0B
Display IMG
|:| | Existing BC Sets ” BC Sets for Activit H Activated BC Sets for Activity H Release Notes ] { Change Log H Where Else Used
[Structure

B SAP Customizing Implementation Guide
(&> Activate Business Functions
SAP NetWeaver
Enterprise Structure
Cross-Application Components
Auto-ID Infrastructure
SAP xApp Resource and Porifolio Management (SAP xRPM)
Financial Accounting
Financial Accounting (New)
Financial Accounting Global Settings (New)
~ Ledgers
3 Fields
2 Ledger
(@ iDefine Ledgers for General Ledger Accounting;
(%> Define Currencies of Leading Ledger
(& Define and Activate Non-Leading Ledgers
@ Assign Scenarios and Customer Fields to Ledgers
& Activate Cost of Sales Accounting
> Define Ledger Group
b Fiscal Year and Posting Periods
Parallel Accounting
Real-Time Integration of Controlling with Financial Accounting
Global Parameters for Company Code
Document
Tax on Sales/Purchases
Withholding Tax
Inflation Accounting
Correspondence
Checkin SAP GTS for FI
Authorizations
Tools
General Ledger Accounting (New)
Accounts Receivable and Accounts Payable
Contract Accounts Receivable and Payable
Bank Accounting
Consolidation Preparation (New)
Asset Accounting
Lease Accounting
Special Purpose Ledger

ol

Jeowcse o
@
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Slika11 Prikaz izbornika i podizbornikd19]

Na slicill SULND]DQR MH GD VYDNL L]JERUQLN PRA&H LPDWL
konDpQLFL |DOUGBNRP @D QHNX RG W U D QDN KddMlidk Mg 84D V O X &
VWUDQH LNRQX ]QDpL GD MH WR OLQN QD WUDQVDNFLMX L
6YDNL RG OLQNRYD LPD MHGQX LNRQX NRMRP VH GROD]L

dokumentacije.
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3.2.2.2.  Primjer funkcioniranja SAP -a — Z'%o<e—<¢...< *"' 0@ %o f <«e— of—'T—

Naslici 12 prikazan je dijagram toka podataka za jednostavan model procesa prodaje.
8 SULND]DQRP SULPMHUX SURPDWUD VH SRVORYQL SURFHYV
ispostavljanja fakture kupctrilikom X]DVWRSQLK QDUXGAEL NXSDFD NUHL!
NRMD DXWRPDWL]J]PRP RGOD]L SUHP BtnGjREDvEZa RpstatusSRED Y O
naUXGAEH RGQRVQR RGJIJRYQPLDXGHEELXMWUWWWREKDL GRVWXSQ
GRVWXSQD RQ MXDWOBASULSEMWYD ]D SULNXS GRVWDYQH V(
robe osoba koja preuzima robu dobiva otpremiéiH SURYMHUDYD NROLPLQVNX V
UREH L SRWSLVXMH MX -HGDQ SULPMHUDN RWSUHPQLFH ]LC

dokaz opreuzimanju robe.

8 RYRP MHGQRVWDYQRP PRGHOX SURFHVD SURGDMH NX
MH XSUDYR RQ RQDM NRML VDVWDYOMD QDUXGAEX VYRMRF
WDNRYHU ]DYU&GDYD SURFHV SUR G D MaktugeURrkiohie 5® (phel P URE |
spremaju X GDWRWHNX QDUXGAEL GDWRWHNX VWDQMD DUWL
GDWRWHNX RWSUHPQLFD L GDWRWHNX IDNWXUD 2QH VO>
VYDNRP WUHQXWNX PRJX GRELYWDRUWGBEHQ UL DERGIAMHD RS 8 URL
VWUDQH NXSFD XOD]QL MH WRN SRGDWDND ]D SURFHV REULI

22



DATOTEKA DATOTEKA

NARUDZBI STANJA
KUPACA ARTIKALA
Narudzba za korekciju ¢ TNovu narudzba

PROCES OBRADE
NARUDZBE KONTROLA

STANIA

i ARTIKALA NA
a parugzba .
SKLADISTU

KREIRAMIE
NALOGA ZA
IZUZIMANIE

Nalog za izuzimanje l

IZUZIMANIJE ROBE
KUPAC SA SKLADISTA

Informacija o i

izuzetoj robi

KREIRANJE
OTPREMNICE

!

KREIRAMIE
FAKTURE KALKULACIIA

CUENE
\L ARTIKALA

Otpremnica

Faktura

DATOTEKA
FAKTURA

Slikal2 Dijagramtoka podataka [20]

8 SURFHVX REUDGH QDUXGAaEH V X-GnibithackavbtstaljR i aqW U R O Q
VNODGLAWX NDR UH]XOWDW NRQWUROQH SURFHGXUH NRQ
dobiva iz datoteldH GDQLK DUWLNDWDY ND VOXEDBXOMEBQD MH QDUX
GDWRWHNX QDUXGAEL DOREDLY MVRHW WD RNXSBD D8 NXO XpDMX
obavijest o tome ulazni je tok za kupca. Ako nije potreban ispravak, rezultat je obrade
SULKYDUHQD QDUXGAED NRMD MH LVWRGREQR XOD]QL WRI
naloga za isporuku. Nalogz L] X]LPDQMH XOD]QL MH WRN NRML SRNUH:I
VNODGLAWD 5H]XOWDW MH L]X]LPDQMD UREH L]X]HWD URE
LIX]JHWRM UREL NRMD MH XOD]QL WRN ]D SURFHV L]JUDGEH
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toN ]D NXSFD NRML MH YDQMVNR RGUHGLaAWH D SRGDFL
otpremnica i za proces izradbe fakture. Rezultat je izradbe otpremnice i podatak o novom
VWDQMX DUWLNDOD QD VNODGLawWXxXx D WkM[2dH SRGDWDN X
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3.2.2.3.  Hybris platforma

Na slici 13 je prikazana glavna stranica SARYRJ VRIWZDUHVNRJ UMHaHQ
trgovinu tzv. Hybris platforma.

Explocer: Administrator@localhost/master 5001

(9 hybris platform

auick search [ ~  Lanouace %

4 Administrator

:_ Inbox ) &
#) System
3 ) Catalog Inbox N System
#L Nutimedia Here you can see cumrently active 3s well as past System and type configuration, Saved Queries
3D User actions of workflows and edit them Views, Restrictions
& Order
30 Price Seftings Catalog ] Mutmedia
3 () Internationaization ltanage products, categories and catalogs. as well Ilanage media, such as images, text documents or
40 Marketing 3s units archives
3 eScore
/5 Print Module (xactuel Usey ] Order
) Print

3 £ Web Stes

Price Settings
Manage prices. taces and discounts, payment
modes and delivery costs

] Internationalization
Manage languages. cumrencies. countries, regions
and celivery zones

Marketing

Here you can sef up marketing instruments for your
slore

Explorer Tree

[ — T —
| Recent items

Print Module (xactuell)
Itanage print publications. placements and settings
for the print production

7 Print

Manage print documents and settings for the print

Hanage users and user groups, companies /l lanage orders and cants, statistics
addresses and titles B

Web Sites
Administration of websites, navigalion elements
pages, paragraphs and context-related elements

OO UO DO UK

Recent items Content Area

() hybris platform

Slikal3 Glavna stranica Hybris platformég21]

Naj Y D & @ib Mta operatere u logistiki jest polie ORDER. Otvaranjem tog polja
RSHUDWHU LPD XYLGaM QRUWGHEBDMW IN BR HG PR/ XPMRYttMQRV X Q
polju modH RWYRULWL VYDNX QDU XGIA B NRIMD OXyGID YW IV X VWL Q C
QRYLP QDUXGAEDPD W]Y ODAQLK QDUXGAEL B8NRQOLNR LPI
ORJLVWLNL MHVW GD LVWH VWRUQLUD 2W Yagdibj@avwaiP VYDN
statuse DELIEVERED (ukoliko eQDUXGAED X SRWSXQRVWL LVSRUXpH
XNROLNR MH QDUXGAED SDUFLMDOQR LVSRUXpHQD WH &t
9LGOMLYR MH GD RYDNWHGQRMWDY RRRUISRIMWDXQR SUDIHQM
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4. Utjecaj razine kvalitete usluge natrgo ~f«e‘ "‘eZ‘ " feE T

Da bi opstala, organizacija treba biti profitabilfeWUJRYLQD NDR SRVUHGQ
GREDYOMDPMQMLK SRWUR&DpPpD VYRMLP GREWRPMPRDO Dp W |
SURL]YRWPDIXUDYD SURALUHQMH DVRUWLPDQD SURL]JYRGD
kupcu. $Q DOL]LUDM X-rggoviddR &aja/ j&/ apiéxnaHi prethodnom poglaviRkRRaH VH
] DN O M X preduvunoG@@slovahje-trgovinesastojiod mnogobrojnih procesa koji se izveod
QD GQHYQRM RVQRYL yYyHVWR GXJRWUDMQL L ]JDPUAHQL Sl
WURAGNRYD SRVORYDQMD YHU L GR VPDKakbHhQiyanizdc§D O L W H W
SRUHG VYLK XOD]QLK pLPEHQLND NRMH XWabithp,Xle@PoQMHQR
VH PRUDMX SURPDWUDWL WURANRYL X XVSRUHGEL V SULKR
XWMHpH QD VYDNL DVSHNW ILQDQFLMVNLK GRELWDND L JX
SRWURADpPD XNOMXpXMXUL VYW SR EREHYVH SIRRH WG GRRE IsyHDE
QD YUDWD SRWURADpPD

Kako hise EROMH XRpPpLOL XWMHFDM NY DO LWHSOH PLY O XIMHA W R
je prikazanoNDNR UD]OLpBWIUSBRHHXQXXWWDU WLK SpiikoBHiVD PR JX
rashode uatarorganizacije.

Prihodi Rashodi

&LOM SRYHUDWL SUIG &LOM VPDQMLWL WU‘!QF

=DGRYROMVWYR SRWURAL 7TURANRYL GREDYH
kroz: Manje parcijalnih isporuka
X Brzinu isporuke ODQMH RWNDJLYDQMD QD
X 4LULQX DVRUWLPDQD| 7URANRYL LVSRUXNH
X ORIJXUQRVW SUDUHQM 7TURANRYL VNODGLawD
x THRAWHIHQD QDUXGS 7URANRYL SRSUDWQLK SU
x TRPQRVW LVSRUXNH

Slikal4 hsi i IA 0]8 8 HeopP v SEP}A 1} %}*0}A vi
Izvor:[8]

Osnovna djlatnosteWUJRYLQH MHVW SURGDMD SURL]JYRGD UD]OL
i web stranicesame organizacijePrinodi ovakve organizgei uvelike ovise o zadovoljstvu
kupacaNRMH RYLVL R QHNROLNR pLQMHGQIcFD. KaéapNddnaidd WR Y H
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YDAQLMLK NRPSRQHQWL ]JDGRYROMVWYD SRWUR&DpPpD MHVW
VYRMH QDUXGAEH X aWR NUDUHP URNX 2VLP QDYHGHQRJ
WDNR]YDQRJ SUDUHQMD YODVWLWH QDUX®aEADEWDWRIMULC
QD RGUHYHQRMtrgddike. 6WDPDDQ LFLUKGAED SUDWL VH SXWHP VW
RG WUHQXWND NUHLUDQMD QDUXGAEH GR LVSRUXNH NXSF
NXSFX YDAQR MH GD QDUXGaEDXVWWLDQ M > M RNiDWHYURIR B HRIG Q
VWUDQH GREDYOMDpD WH GD VH X GRVWDYOMHQRP SDNH
NROLpLQL 8NROLNR GRYyH GR RaAWHUHQMD SURL]YRGD SRal
GRGDWQL WUR&ADN SRVORYDQMX

SdruJH VWUDQH RVLP NYDOLWHWH XNVONR H BYUGIR DDRRMMAUR
QDpPLQ RUJDQL]DFLMH L SU RNORKHSUMRD. |¥ RSHH &\ RO R I MVHW Y. INGH
kupcu.Dabi SRGX]|HMHJRYLQH SRVORYDOR QD aWRVBRBaNaUPDOQLM
ELWL VYHGHQL QD PLQLPXP D WR VH SRVWLAH GREUR RU
LVSRUXNH WDNRYyHU WUHEDMX ELWL VYHGHQH QD PLQLPX
kompletirange odnosno poslane odjednoRako bi se izbjeglo nepotrebn@ Y RVWUXNR SOD U
GRVWDYH 2WND]JLYDQMH QDUXGAEL MH MHGQR RG QDMQHS
od signala nezadovoljsty8 RWUR&DpD 'D EL VNODGLA&W Hodné&pdldaL RQ L UD
EL WURAGNRYL VNODG,L8RAHaEEE kobd ndé staRkjammB Qeldlizit ako ne
SRVWRML GRYROMQR YHOLND VLIXUQRVW GD -i¢gdin'sHOURED S
SURJUDPL QD NRMLPD SRGX]JHUH SRVOXMH XYHOLNH RYLVF
SRGX]J]HUD &LOM MRS@WDW R WUSRARRNLPY N uKa 8ibiMim® WDNRY
QDpLQ GD VH RGDEHUX QDMNYDOLWHWQLML L ILQDQFLMVNL
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5. ete— ec%oef eF—'t'Z'%<Ef — ‘'...ELec o"fZc—Ff—-F —o7

51. ete— oc%oef ot —'1"7Z"@holES

aHVW VLJP DpdBv@eHsDatehlibodnosno metodaNRMD GRYRGL GR SREF
SRVORYDQMD RUJDQL]DFLMH SRMDP SREROMADQMD SRV
kompanije, ali i podizanje kvaliteta usluga prema krajnjim korisnicifako je sam koncept
baziran na mjerenPD L EURMpPDQLP SRND]DWHOMLPD X VYRP SRpH
PDQXIDNWXUQRM LQGXVWULML WH VH X SRVIONWR Q M H Y\WW |
sigma razvijena je 80tih godina 2 WROMHUD X NRPSDQLML ORWRUROD
UpotUHEH RYRJ NRQFHSWD RVYRMLOD AODOFRP %DOGULJH 1D
DPHULpPNX QDJUDI[EZ ArBma&naie@entvh-hwdélu prihvatliive su 3IUHANH QD
PLOLMXQ VOXpDMHYD pLPHFMGIMYBRUWLYIRQHWHE K NMONU DWHEM
QHNRJ SURL]YRGD RGQRVQR QXOD JUHADND SULOLNRP L]YI

aHvw vLJPD MH SUHFL]QD PHWRGRORJLMD NRMD VYRMH
]JD FLOM LPD SRVWL]DQMH AVDYUEMB RIR MU R A HWHD] XX@W MDDUW

JUHANH QD PLOLMXQ GRJDYDMD 3R GHILQLFLML VDPD
analizi jer se temelji na prikupljenim podacima PHWRGH SREROMaADQMD SURFH
VWDWLVWLPpNLP Rand UMRGMIORRP LAHDVMI OALIJPD RUJDQL]DFLMD
SRYHUDQMH XpLQNRYLWRVWL QMLKRYLK SURFHSamimM RML pH
SRpHWNRP UDGD RUJDQL]DFLMH QDVWDMX L QRYH YDULMD
NUR] R G Wehhgnskp perdd) Uzroci varijacija mogu biti mnogobrpgimogu rezultirati
QHGRYROMQR REXpPHQLP ]DSRVOHQLFLPD QHNYDOLWHWQLF
LVSRUXNH NXSRHRPCDQMHOUBPQRYDULMDFLMD XQXWDU SURFHYV
procesaaWR PRaH GRYHVWL GR SRYHUDQMD SURILWD SRGL]DC
NYDOLWHWH ]DYU&AQLK SURL]JYRGD L XVOXJD 8SUDYR ]JER:
sigma modela je mjerenje varijabilnosti poslovnih procedaP H VH @Gijeralkealitet®
procesaMjerenje varijabilnosti poslovnih procesa zapravo je mjerenje odstupanja procesa
unuta granica zadanih za taj procesDP QD]JLY VLJPD GROD]JL RG JUpPNRJ V
R]IQDpDYD VWDQGDUGQD GHY LObBdvhavhipd) QRO5 QRNGLR) LFF®V WHEK\EW
modela je DPMO Defects per million opportunitesEURM JUH&ADND QD.RAOLMXQ
VOMHGHURM WDEHOLMHSQIRNWVONDQHOY XX NRUHODFLML VD aLUL
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Tabelal E}i PE “ | pv uba]ii A

: Vjerojatnost
Slgma DPMO iJsprilvnog SRPDN RG
razina g

GRJDY| DPMO | Vjerojatnost

“1 317400 | 68,26 697700 | 30,23
“ 1 45400 95,46 308733 | 69,1267
“ 1 2700 99,73 66803 | 93,1397
“1 63 99,9937 6200 99,38
“ 1 0,57 99,999943 | 233 99,9767
“ 1 0,002 99,9999998| 3,4 99,99966

Izvor:[22]

8 VOMHGHiURM Widj&i(bkatatéljFSIRV @R Y D Q M Brgaizddila jpre@a. K

sigma razini22].

Tabela2 "]Pu & 1]v & lo] 18]1Z }E&P v]I i

7LS SRGX]HUuUD Sigma razina
5HVWRUDQL REUDuUXQ SODuD L GRN 1
SURVMHpPQR SRGX]JHUH 1
IDMEROMD SRGX]HUD X EUDQAL 1
1HVUHUH SDG DYLRQD NRG JUDpPpQLE 6 1

Izvor:[22]
52. ete— oc%owff—<o—<«of TI cec.. . «<ES

3ULMH GHWDOMQLMH DQDOL]H d8HVW VLJPD PHWRGRORJL
SRMPRYH SRWUHEQH ]D UD]XPLMHYDQMH RY KhPéjieWVaGRORJL
za raaumijevanje ove metodologije je pojam normalne distribucije. Teorija je pokazala da
QRUPDOQD GLVWULEXFLMD YUOR GREUR RSLVXMH SRNXVH
QH]DYLVQLK GRJDYDMD WH L VDP NRQFHSW aHWisvLIPD PH
RSLVDQL SRPRUX QRUPDOQ Hz@Gby\WWDL R K PILMH] Y RRQUP CBQ@IV H 4
GR WH QLNDGD QH GRWLpH KRUL]JRQWDOQX RV 3RGUXpMH
UH VH RGUHYHQL GRJDYDM GRJRG ljgdhbkop FLMHOR SRGUXpMH

Normalna distribucija je jedan od glavnih primjera neprekidnih distributg§aMH VO XpDMQ
YDULMDEOD PR&@H SRSULPLWL ELOR NRMX YULMHGQRVW X
procesu, alatima, zappOHQLFLPD L RV W [BJONaXlig 1P ikhgahd je Rivulja
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normalne distribucije 3SRGUXpMH L]JPHYyX GRQMH L JRUQMH SRX]GDQF
prihvatljivim odstupanjem odrednje vrijednosti.

LSL USL

Slikal5 Normalna distribucija [24]

)XQNFLMD JXVWRUH QjRdddk®j§eqIH GLVWULEXFLMH

a7 ;-

BT, L— A )
Yb

gGMH VX L1 UBDOQISEHEBVIHDYOMDMX RPpHNLYDQMH L VWD
distribucije Standardno odstupang®biva se iz varijance normalne distribugip3]:

éL §—§A‘E@5:TUF 5:64 )

'RGDWQR RpPpHNLYDQMH RGQRVQR DULWPHWLpPND VUHGL:

[23]:
. A% ee
aL—= 3)

Kako bi bolje razumijéa potrela GHILQLFLMH RpHNLYDQMD dangWDQGD U
VOMHGHUL 1 DPUSRMHWNX SRVORYDQMD RUJDQL]DFLMD pLMD
SRVWDYLOD MH FLOM LVSRUXNH QDUXGAEH NXSFX X YUHI
PRpHWNRWIDALIDFLMH L SRQDYOMDQMD SURFHVD LVSRUX
SUDWLWL YULMHPH LVSRUXNH 1DNRQ RGUHYHQRJ YUHPHQTC
RG QDUXGAEH NXSFD ELOMHALW UH VH NDRseRzBrjeVs¥Xs5 D Q M H

R GV W X S D @dwidjeti k&tikoHproces isporuke odstupa od zadanog cilja. Dodatno, ista
RUJDQL]DFLMD QDNRQ RGUHYHQRJ YUHPHQD UDGD L SULNX
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]JD LVSRUXNX PRAH QD WHPHOMX SUURXS®VY B Gsp¥uBRIGBWD I
QDUXGAEH WH SR SRWUHEL SRVWDYLWL QRYL FLOM NRML ]C

Normalna distribucijia k¢ MH RPHYHQD VD “ 1 ]D NRMX RGJRYIL
99, PRaH VH LQWHUSUHWLUDWL NDR MHRNHI QRVIL ®IGN DM
SRJUHADND 2YDNDY VWDWLKN WIRMWR Y RG QB® RIX 8thDRIWW Y D U
ORWRUROH NRMD SUYD XYRGL Ni®KakoHS v a8 ptaksi najiojee D SR
SURYHGLY X VOXpDMX GRSX&WHQRJ RGYWXXDOM L IMUHHG. @ 2
VOXpDMsg¢pdsa®& DUDQLFH WROHUDQFLM sk isgobretdeDd SQX KRG UD1 \
odstupanje srednje vri@QRVWL X L]QRVX “ rhzifkP&siudaniaqs,4M H
SRJUHANH QD PL@IMXQ VOXpDMHYD

Na dici 21 prikazana jenormalra distribucip RPHaHW/@® “ 1 EH] LNDNYRJ GRSX
RGVWXSDQMD L V GRSX&aWHIRAYRGWWMWID@MHFAH EURM JUHA
VOXpDMHYD YHuUL V GRSXawH Qob#tivitiG powiak@&D Qddredhie RGQRYV

vrijednosti.

Slikal6 Pomak procesg25]

53. ete— «<«%mdtodologija

Jednom kada je organizacija osnovana, kada je postavljena jasna strategija i ciljevi koji se
AHOH LVSXQLWL VOWDHBRQYRPBEH XMDYSULMHYHQLMD SURFH
QHGRVWDWNH L ]JERJ NRMLK VH QH GROD]JL GR aHOMHQLK
PHWRGRORJLMD QXGL PQR&AWYR PHWRGD L DODWD NRML
QHGRVWDW DpdzeSWHWMRMMUMIOQMD DOWHUQDWLYH NRMD UH
unutar procesa8 WX VYUKX NRULVWH VH GYLMH RVQRYQH PHWRG
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pod nazivima DMAIC(Define, Measure, Analyze, Improve, Control) i DMADV (Define,
Measure, Analyze, Design, Verify). DMAIC metodom (definiranje,mjerenje, analiza,
SREROMADQMH LHNRQUWWRDD X PPMWIWNX SRNX&EDYDMX VH
YDULMDFLMD X SRVWRMHULP SURFHVLPD NDR L UD]YLWL
vDULMDFLMD 8 VOXpDMX UD]J]YRMD QRYRJ PRGHOD NRULVWI
VLIPD PHWRGRORJLMER\NRAUMMGH QH & WRDIAMADBERBLQVWR

5.3.1. DMAIC (Define, Measure, Analyze, Improve, Control)

'0$,& PHWRGD VH PRaH QD]JYDWL SXWRND]RP aHVW VLJPD
PRMHGLQDpPpQH SUR MikbbegaHKX Q7P SO MAHYNMD MPPHY X VWUDWHJILM
PHWRGH MHVW WD GD VH '0$,& PHWRGD GHILLQ VOXaNLD RDRO
VUHGVWYR |]D SRVWL]|DQMH FLOMD 2QD QH PRUD LPDWL
QHSUHNLGQRJ GHILQLUDQMD SUREOHPD X SURFHVX PMH!
procesa, odnosno proizvoda. Na svakom koraku DMAIC metode korist&d¢ldyHQL DODWL
NRMLK MH YHULQD VWD W L \ngkdlikd\duté panowWiDa BtepvdreSWDprifeR A H V H
QHIJR GRYyH GR VWDQMD NDGD WR YL&H QLMH PRJXUH

Definiranje- Koji
problem treba biti
Ei “ vM

Kontrola- Kako Mijerenje - Koje su
}Is upl ] UpPp v}ies]
I &I v M procesa?

W} }oi“-iako Analiza- Kada i
% E} <« u}l IS] 1} » PE
%} }oi“ v 1P M

Slikal7 Ciklus DMAIC metode
Izvor. [8]

UQDVWDYNX VX RSLVDQL SHW NRUDND RG NRMLK VH VDVYV
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1. Definiranje

3UYL NRUDN '0%$,& PHWRGH SREROMaAaDQMD SURFHVD MH
unutar organizacije, odabir projekta kojeg je potrebno provesti kako BB&REOHP ULMHA&EL]
procjena rezultata projekta. U tu svrhu, problem mora biti jasno i u potpunosti defeivan
UH]XOWDW RYRJ NRUDND XMHGQR WNhkbE Dfa mdrajilsejasf® pLQ P
QD]QDpPLWL VYUK popratieliGfdinTSURINHH R WS R F HYXDRRR LAW R VV. W |
projekta,uloge odgovornosti pojedinih akcija u projekpotreni resursiwH PRJXUH SUHSUL
ostvarenja projekta. U ovoj fazi DMAIC metode velik utjecaj imaju podaci prikupljeni od
VWUDQH |DGRYROMNRWDG BRQWMLKAD HPXOWDWD SRVORYDQMD

6WDWLVWLpPpND PHWRGD NRMD VH QDMpH&UH NRULVWL X
VOXpDMX YHOLNRJ EURMD SRGDWDND SRPRUX QMHJD RGL
RGQRVQR RQH NRMH LPDMXVQD MY HND EXOM-MNRDBDIM MH SSIRRNFD 4 X
SURPDWUDQL SURFHV RVWDMX VD VWUDQH pLPH VH GDOMI
pravilo najjednostavnije se ilustrikaoz jednostavnu 80/20 zakonitost, prema kojoj samo 20
posto uzroka rezultra® SUREOHPD UDGL VH R SUDYLOX NRMH VH
ALY RW Q L KUKl xeRvehclska distribucija odgovara Pareto pravilo, organizacija se
PRaH SRVYHWLWL QDMYDAaQLMLP SURMHNWLPD NRML VX L]P

SUREOHPD NRML QH VWYDUDMX YHOLNH WURANRYH LOL (
SRYHUDQMH SULKRGD VH PRJX |DQHPDULWL 8NROLNR IUHN
SUDYLOX NRULVWL VH SRQGHULUDQD 3DUWWWLDWDRE&EDPN |
RGUHYHQL SUREOHP XJURNXMH LOL SRYHUDQMH SULKRGD >

DQDOL]D UH]XOWLUD W]Y 33, LQGHNVRP LQGHNV SULRULW
VOMHGHURA: IRUPXOL

1 HE

224 —
YHI

a (4)

gdie e 5SRWHQFLMDOQD X&W H G DvjeRojamiosDusie@eDprGaliBa R\ R R
SURYRYHQMD6ESURMHRM PDYOUEHWND SURMHNWD

2. Mjerenje

Precizna definicijproblema dovodinaS R VOMHGHUHJ NRUDND PMHUHQM|
ocjenu trenutnog stanja procesavo je vremenski najdulja faza proce$@ako bi proces
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PRJDR ELWL SREROMAaDQ irSdsdieH & @éehutvbi pBoddsiy Xo8riogvid
prikupliane PRGDWDND NRML QD QDMEROML QDpPLQ SULND]XMX
Ukoliko postoji nekoliko mjera koji ukazuju na postojanje problema unutar procesa, sve mjere
trebaju biti razmotrene. Dodatno, mjere se trebajuripetirati kako bi se znalodja mjera

MH QDMYDAaQLML SRND]DWHOM 3RGUXpMD NRMD MH SRWL
kvalitetu procesa. Mjere koje su kroz ovu metodu pokazale kao najbolje jesu one koje se

mogu kvantificirati, lako su mjerljive, pouzdane i ispravne.

Alat koji se koristi u ovom koraku procesa jest deskriptivha statistB&® PRUX QMH
RGUHYyXMH VH ORNDFLMD LOL FHQWULUDQRVW SRSXODFLMH
VH NRULVWH X RNYLUX GHVNULSWLYQH VWbBpon, vajandaH MHV X
VWDQGDUGQD GHYLMDFLMD DVLPHWULpPQRVW LWG

TUHED LPDWL QD XPX GD MH NRUDN SULNXSOMDQMD L«
DMAIC metoe 3RJUH&QL SRGDFL PRJX QDV RGYHVWL GR SRJUH
GR SRIJUHAQLKPRGRR XNDRRWH SRVORYDQMH RUJDQL]DFLMH
XND]DWL QD QHGRVWDWNH SULOLNRP PMHUHQMD NDR &aWRF
VWYDUQL XJURN SUREOHPD LOL SRJUH&EQR PMHUHQMH L
SURYRYHQMHHWR@HPMH VDYU&GHQD SULOLND LVSUDYOMDQML

3. Analiza

Proces DMAIC metode nastavlja se analizom podataka prikupljenih u prethodnom
koraku.3RPRUX SULNXSOMHQLK SRGDWDND LGHQWLILFLUDMX V
NRML GRYRGH GR QH]DGRYROMVWYD NXSDFD QHSRWUHEC
QHSURILWDELOQRJ SRVORYDQMD 3URFHV DQDOL]H SRGDWL

sastoji se od tri osnovna koraka:
1. Analiza uzroka problema ili skupine uzeokroblema
2. '"HILQLFLMD KLSRWH]H NRMD REMDaQMDYD L SUHGYLY
3. Ispitivanje korelacija uzroka problema

8 VO Xlp@Nké promatrajuse pLPEHQLFL NRML PRJX X]JURNRYDW
RPHNLYDQRJ YUHPHQED BR \QMWNY. HRED pHHRER QilH VH WDGD SUR
QDPLONRWML MH QDUXGABPUIPRAUMRQODHQ@DPLQ QD NRML MH
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SULSUHPOMHQ RUJDQL]JLUDQ L VSUHPOMHQ X DUKLYX QD
YULMHPH L QDpPpLQ SRGL]DQXMMHSDN HVWRD G RNXXPH@W NUD Q M L
postojanja MQ RaAW Y R p kdjt Budj@wjiNuDsamom procesu, mnogi od njih magwesti

do nedosljednosti isporuke, N RPELQDFLMD QHNROLNR pLPEHQLND P
SRJRUADWL SURKQHMR PRI GNMNWIMEWdaVpdputp varijance i regresije na
X]JRUNX SRGDWDND GROD]JLPR GR UH]XOWDWD NRML VH PR
SURFHVD L WDNR UH]XOWLUDWL |DGRYROMVWYRP NXSDFD

kontinuiranog poslovanja.

FMEAanaOL]D NRULVWL VH X RYRP GLMHOX SURFHVD D UDG
LGHQWLILFLUDQMH SRWHQFLMDOQLK SRJUHANL NDNR EL VH
PLQLPL]JLUDOD YMHURMDWQRVW GD VH NXSDF VXVUHWQH V

4, SREROMaDQMH

IDNRQ aWR MH XWYUyHQ X]JURN SUREOHPD XQXWDU SURF
kako bi se uklonili uzroci probleL L WLPH SREROMAaADR SURFHV 2VLP VDP
RYDM NRUDN XNOMXpXMH SODQLUDQKWbRII uzrott Hbkoemd.D Q M H  F
Definiranje efektivne mjere nije nimalo lak zadatak gdje se mogu pojaviti problemi poput
QHPRIJXUQRVWL LPSOHPHQWDFLMH PMHUH X GDQRP WUH
SREROMADQMHP SURFHVD X ]D G RERGIVGRIYRDNRY HROMI P MHYV W L
metode USRERONMIREMVD OHaAVDPIWRPM/RGRORJILMD X SRpHWN
SULKYDUDQMIKISURKRMN-RMDLPRWLYLUD WLP 8 VOXpDMX ND(
SRVWRML SR]JLWLYD NRPXQLNTIFLNMNRYPIHPX DPOXD /RIY LAFHDDR WM

provedenih projekata.

Alat koji se korist u ovom dijelu DMAIC procesa jesu D(design of gperiments).
'2( MH DQDOLWLpPpND WHKQLND NRMD -MRVEEOMHGDRQOLKRDRGQI
unutar ove tehnike promatrdf VH NDNR UD]JOLpLWH XOD]QH YDULMDEOH
GR UD]JOLpPpLWLK L]OD]QLK SRGDWDND

5. Kontrola

'0$,& PHWRGD QH ]DYUADYD SREROMa@DQMHP SURFHVD Y&
SURPDWUD L XSUDYR ]JERJ WRJD VDPD PBEi\WKR@EDe @H PRUD
NRQVWDQWQR SURPDWUDQMH SURFHVD L |DGUADYDQMH GR
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istoj razini. IDNRQ RGUHYHQYRDOYND AMHHQ ¥ MHU R M D Wd3tRpdtivbdG D SUR
SRPpHWQH GHILQLFAMWHR WR AN URNEEYHDMPR UD]OLpLWLP pLPE!
SURPMHQH VXVWDYD |]DSRVOHQLND L VOLpPQR 7DNRYHU ¢
NRQNXUHQWQLK RUJDQL]DFLMD WUDA&H NRQVWDQWQR XQ
navedenih razlogaX QDWRp YHOLNGREI RS RDIEBDYHQLP SODQRYLPD
ELWL VSUHPDQ SULODJRGLWL VH VLWXDFLML D SURFHVL
dnevnih potreba, zadovoljiti i prilagoditi se promjenama koje se mogu naknadno pojaviti.

Korak kontrole rezultira nowim metodama i njihovim dokumentiranjem, treningom
zaposlenika, prikupljenim informacijama o rezultatima novih metoda, te daje pregled
SRYH]DQRVWL XpHQMD L XO Rast@ankn teriMarhbV D QRYLK PHWRG

IDMSR]QDWLML DODW NRUVDWHRG] Y VRIBW B D W D QNWRIP SNURRQ W L
karte. 2YDM DODW PRAWWLM/ L VDPR X VOXpDMX XNROLNR MH ¢
VWDWLVWLPpNX NRQWUROX 8 VXSURWQRP NRQWUROQH ND
granice nisu postavljene u t@&@XWNX NDGD MH SURFHV SRG VWDWLVWLpPN
GR SRJUHAQLK PMHUHQMD SHUIRUPDQVL .DGD NRQWUROQ
JUDQLFD GROD]L GR REXVWDYOMDQMD SRVORYDQMD ]JERJ |
koriste za prc HVH VWDYOMHQH SRG VWDWLVWLPpNX NRQWUROX
MHVW GD QD YULMHPH XND&ax QD QDVowibwid dcliHOEPH aWR
procesa. Ovisno o vrsti podataka koji se prikupljapstpje dvije osnovne vrste konlindh
karata, a to su atributivne i varijabilne kontrolne kaftibutivni podaci javljaju se onda kad
SRVWRMH VDPR GYD PRJXUD LVKRGD PMHUHQMD NDR QD
neprihvatljiv, visok ili nizak i sl. Varijabilni podaci su reztWL PMHUHQMD WH MH QC
QXPHULpPpNLP SRGDFLPD

%H] LPDOR GYRMBHLP®AHMWH'0$,& PRGHO QDMRVQRYQLM
metodologije. ONMH ]DSRpHW V FLOMHP VWDELOL]JLUDQMD L VPD
SRYHUDQMH NY CRO/LLWVH\M H JWDHQ X b & D Bva)kodimevhiDeskR/NStrh@ LN D X
OHWRGRORJLMD QH QXGL UHYROXFLRQDUQD UMHAHQMD YH{
WH NDR WDNYD SRGUD]XPLMHYD GLVFLSOLQLUDQL SULVWX?
postojeliLK LGHMD XYRYyHQMH VWDQGDUGQLK PHWRGD X SUDN\
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5.3.2. DPMO

DPMO (Defects per million opportunites MH JODYQD PMHUD aHVW VLJPI
LQGLNDWRU MH XWMHFDMD SURYHGHQLK PMHUjénitsREROMA&D
bilo kojoj razini analize, a govorinam o brop RJUH&DND QD PI[[BDLMXQ VOXpDMH

3ULMH VDPRJ L]JUDPXQD '302 aWWRH E@D D \AQ B HG M IR.3Q L UNDDNLE
ASULOLND 1P $RMSHIDSMI LIRNFE L M HSALUDH.ANH }BL SIRQ H N &IEXP R J X
]DXVWDYLWL SREROMADQMH SURFHVD 8 NRQDpPQLFL RUJDC
SURFHVD NRMLP VH RVWYDUXMH YHUD YULMHGQRVW SUL S|

sama organizadja postaje konkurentnija.

A*UHaND3 WUHED ELWL GHILQLUDQD NUR] RpL NXSFD |
QHSULKYDWOMLYLP LOL RQR a8WR QLMH X VNODGX V RpHNLY
QH PRA&H ]QDWL aA4WR NXSDF V Péysvdg Djednbl Bpuikuki4D podaM bY LP ] E
SULWX&ELREMDVEHQQMHOMLPD R SRYUDWLPD QDUXGAEL LOL Qt
SULNXSOMHQLK SRGDWDND RUJDQL]DFLMD PRAH GHILQLUDW
prikupljati i dodatni podaci o0V WUDQH NXSDFD SRPRUX DQNHWD NDNR |
VPDWUD QHSULKYDWOMLYLP L NRMD VX QMHJRYD RpPHNLYD ¢
NDR EURM QDpLQD NDGD PRAH GRUL GR SUREOHPD XQXWDU

1DNRQ d4WR VX SULNXSOMSIRM PBNGENHE L SSUL@LWDQID SRJ!
NYDOLWHWD SRGDWDND QD |DGRYROMDYDMXURM UD]JLQL F

QD falQ

»da¥aU &b . .
&2/1L —aeaogopesSarrarr (5)

ili detaljnije [8]:

3a¥alu&apo N .
2/1L = —  _ HSArrarr
&2/ L o 0a0d6ire a2 ka0 nGabo Ul S Td (6)

gdje jedinceSUHGVWDYOMDMX EURM DNWLYQRVWL RGQRVQR N

'302 PMHUD PR&H VH NRUL VN sWaprijed defifirishinusRndawsi| U H G
LOL L]JPHYX UD]OLPpLWLK SURFHVD NRML PRJX YDULUDWL SR
umudaMH AJUH&AND3 X MHGQRVWDYQRP SURFHVX GRELYD YHUX

37



Na temelju DPMO mjereRGUHYy Xobjdiia UIBD]LQH NYDOLWHWH SURFHVEL
konvertiranja DPMO mjere u sigD UD]JLQX NRULVWHULOYLNRD LNDVAHNIX O\DO
tadicu [8].

Tabela3 Pretvaranje DPMO u sigma razinu

DPMO Sigma razina
841.300 0,5
691.500 1,0
500.000 15
308.500 2,0
158.700 2,5
66.800 3,0
22.700 3,5
6.200 4,0
1.300 4.5
230 5,0
30 55
3,4 6,0

Izvor:[8]
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6. Ocjena kvalitete usluge ui s—f"ef— —"%0 " "<oec ""co(ETe‘e afe— o
metodologije

Za potrebe ocijene kvalitete uslugergovine prikupljen je uzorak podataka jedne e
trgovine na bazi od dva radna dana. Prikupljeni su podéci@ D U XiGné@iLse vidjeti u
Prilogu 1 ovog radaQ UOR MH YDAQR QDJODVLWL NDNR SULNXSOMHC
NRMHP UH ELWL UDYyHQD VWDWLVWLPpND DQDG@gduneNDNR EI|
IDUDYQR SULNXSOMDQMHND YMIHX IEDJRM Y HS RVGRPpW LMD DQZEC
WUJRYLQH WH VH WLPH GDMH L-tMoRipeQLMD RFMHQD NYDOLWEF

=D VYDNX QDUXGAEX SUL N¥88M MM B/ XM ISRCVIBERE HRNNRD
QDUXGAEH RGQRVQR NOLND NXSFDUIBRHORpXWUNRIRBDRDIGMHI
RGUHYHQD QDUXGAED GRVWDYLOD L] Mrdo@r:Qe FMhnG REDY C
XWURGHQR QD GRVWD Y X-trQditeXI6 kufdd. Fo@jeMiNOt® 6 koinhoberite
GRELYD VH XNXSQR YULMH PLH VMR RIG UM i HQDUR B H @ SHEDN K RE/ V
SULNXSOMHQH LQIRUPDFLMH R QDUXG &8l®% SULND]DQH VX

Tabelad4 Podaci prikupljeni u uzorku

SRGDWDN R QDUXGAEL
aLIuUD GREDYOMDPpPpD
QULMHPH RG QDUXB8ABMW NX S B E
ULMHPH GRVWDYH RG GR@INEOMI
ULMHPH GRVWDYrgbvih&do/iNed G L & W
Ukupno vrijeme

.ULYR LVSRUXpHQD QDUXGAED
Neispravnost proizvoda

2a8WHUHQMD SDNHWD SURL]JYRGD
SRYUDW QDUXGAaEH

Ocjenakvalitete usluge mogla bi u obzir uzimati nekoliko varijabli poput ukupnog
YUHPHQD SRWUHEQRJ ]D GRVWDYX QDUXGAE IranspoR@DID]L OL C
SRYUDWD QDUXGAaEH 5DGL RJUDQLpHQH NROLPLQH GRVW,
kvalitete usluge u daljnjoj analizi, a tako i u ocijeni kvalitete uslugrg@vine promatrana je

samo varijabla ukupnog vremena potrebnog za dostavu adftdd NRMD VH VPDWUD M
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QDMYDAQLMLK NRPSRQHQWLDNRG RIHR DMV @D HEFRHQURR XDPRJ O
DQDOL]LUDQL IDNWRUL NRML pLQH NYDOLWHWX XVOXJH WL

poslovanje drgovine.

Na temelju prikupljein podatakanapravljenaM H VW D W L V ddhgsmdRieskpivea. | D
statistika podataka. Naslici 18 prikazana jeraspodjeh ukupnog vremena potrebnog od
WUHQXWND RWYDUDQMD QDUXGAaEH GR GRVWDYH QDUXGS3Z
IUHNYHQFLIMDMPARAHLYQD GLVWULEXFLML SULND]J]DQRM QD V
od 15 do 45 sati, odnosno u vremenskom roku manjem od 2 radna'dbkalLP ULMHpPLPD
QDUXGAEL MH L]YUAHQR X YUHPHQVNRP URNX RG GR VD

Histogram ukupnog vremena

0.04
|

0.03
|
-

Density
0.02
[
|
e

0.01
|

0.00
|

10 20 30 40 50 50 70 80

Slikal8 ]*3@E] pu ]i HIp%VIP AE u v %}SE VvIP } SE vusl }SA & vi v Ep } }e8

SULOLNRP FUWDQMD GLVWULEXFLMH XNXSQRJ YUHPHQD
GR GRVWDYH QDUXGAEH NXSFX NRULA&AWH® ddstupdhwB WLV WL
LOQOWHUQHWX 8NROLNR VH SURPRWUL GLVWULEXFLMD SRG
distribucije dosta nalikuje grafu normalne distribucije prikazane na slici 15. Velika je
YMHURMDWQRVW GD EL VH SULNXSIOOMD GWMWYW UWLHEOH-1 NED R\NMRC
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nalikuje normalnoj distribuciji. Dodatno se mogu napraviti testovi kako bi se utvrdilo
odgovara li ova distribucija normalnoj distribuciji, no za potrebe ovog rada ova detaljna
DQDOL]D QLMH QX4QR SRWUHEQD

U nastavku sudanL]UDPpXQL RVQRYQLK VWDV & R YHADINNUE RN D ] D W
(3) L]UD p X QDY DW\PHHEIra pddatakapdnosnoSURVMHPQR YULMHPH SRGD
VH PRPHNLYDWRDRWSRWHKBIHUIL QDpLQ

A%<TU
uvy
gdje je Tyvrijeme potrebno za isporukEWH QDU XGAaEH
Prema podacim@rilog 1) RpHNLYDQR YULMHPH LVSRUXNH MHGQDNR
AE@E‘;TULerWJD
uvy uvy

.DGD LPDPR RPHNLYDQR SRARMIKP HRUP SRUBXNH VWDQGDUC

LIUDpXQDWR M HneR&GiSPOIOKkS aiQpVHN YNUBHOMD RGQRVQR DULWPHYV

prema formuli (2) iznosi:

L uskDa

78;
s . .
eLG— 1| TyFusx;8L
uvy.
uab

WS Ut
—)a{ L st& zD

Na kraju, odredimo kvalitetu uslugge WUJRYLQH SULPMHQRP aHVW VLJF
LIJUDpXQDMPR '302 RGAORKRNMQR @D RML OKaMX mdaBiRiipagd M D
GHILQLFLML a4WR VH VPDWUD QHSULKYDWOMLYLP X RpLPD
ELW UH GHILQLUDQD QD WHPHOMX RpHNLY D&k QlefiniRGV W XSI
se SULKYDWOMLYR YULMHPH GRVWDYH QDUXGAEH NDR RpH
RGVWXSDQMH RG K aWR GDMH XNXSQR SULKYDWOMLYR
QDUXGAEH ]|D NRMH MH SRWU HB&ARIWYHaNGREGN brojtakiihV PDW U D
QDUXB&FEX SULNXSOMHPLMHSRED¥UPMHPH LVSRUXNH YLA&H
1DUDYQR QDUXGAEH NRMH VX SURYHGHQH X YUHPHQX V
QHIJDWLYQRP VPMHUX RGQRVQR QDUXGAaEH ]D NR&H MH E
SURPDWUDWL NDR AJUH&AND3® MHU MH RpHNLYDQR GD MH N>
LVSRUXNH QDUXGAaEH
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%URM MHGLQLFD X X]JRUNX MHVW EBRRDS DLX XRS/GRRNW®HWQQXp S
je 347

.DNR MH YHU QDYHGHQR XNXGQRHYGREHPHOQWRYMNHNQR ]JEL
podprocesa(slika 199 RGQRVQR SURFHVD RG SRpHWND QDUXGA&EH
dostave DUXGAEH L] VNODGDaWNOOBEBRNWANBPpWH SURFHVD GRYV
RG VNO bBrgolidgemd kbpca.=ERJ WRJIJD EURM SULOLND PRJXUH SR
jednak 3.

Proces od pocetka narudzbe do obrade narudzbe \

trgovine

Ukupan
proces
dostave
narudzbe

o

Slikal9 WE} + } E v (& pprbces] %o}

Na temelju navedendgPMO je jednak:

&2/1L HsdarrarrLw&ufgw

uvzZHu
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Prema tablici3 P R agd vidjeti da je sigma razina-tegovine na temelju prikupljenih
SRGDWDND YHUD RG  kakulaborRaf2R]i GREPYDPR WRpPQX RFMHQ
kvalitete etrgovine koja iznosi 3,1 sigma.' UXJLP ULMHpPLPD SUMGILARB X&ER
RG PLOLMXQ QDUXGAaEL RWSULOLNH WLVXUH QDUXGAEL N
QDUXGAEL ]|D GRVWDYX QDUXGAEH MH SRWUHEQR YL3dH RG

Nadalje, ukolikose ukupno vrijeme nelefinirakao zbroj tri procesa, odnosno ukolike
tri procesa od kojilse sastoji ukupno vrijeme ne promatr&fo zasebne procese koje svaki
]DVHEQR SUHGVWDYOMD SULOLNX |]D PRJXUX SRJUHANX "'302

W X
2/1 L— Hséarrarr L sxds{av
uvz

Tada bi ocjena razine kvalitetetrgovine iznosila 29 sigma.'UXJLP ULMHpPpLPD SUL
LVSRUXpLYDQMH QDUXGAaEH RG PLOLMXQ QDUXGAEL RWSU]I
AJUHANRP3 WM |D WLVXUH QDUXGAEL ]D GRVWDYX QDUX

SURYHGHQRP DQDXORPRW IPedmVMFBEULOLNRP GRV)jVBYH QDU X
YHUL BARWHE@PNDPLOLMXQ GRJDYyDMD aWR PRAaH ELWL RpF
SRVORYDQMD JGMH SURFHV LVSRUXNH QDUXGAEH RYLVL
]DSRVOHQLFLPD GREDYOMDpPLPD YUHPHQVNLP XYMHWLPD I

MeyXWLP SURYRYHQ Mid kBigtBrithyj s @PRAH] HELWL YUOR NRUL\
WDNYR XND]DWL QD QRYRQDVWDOH QHSUDYLOQRVWL XQ3
SREROMADWL SULNXSOMDQMHP YHiUHJ REXMPD SRGDWDND
NRML VX NOMXpDQ IDNWRAJoviéSMHAQRJ SRVORYDQMD H
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7. feZE—«fe

7TUJRYDpPNR SRVORYDQMH VH X VYH YHUHP YROXPHQX RED
i do razvoja eWUJRYLQH 3RVORYDWMBRX]L QIHR WBLRAWWHIDMWH SX QR Mt
nosi prediosti kako i kupcima, PNR L SURL]YRAMDIRWPIDQX( PRAHPR RSLV
XRELpDMHQX WUJRYLQX RGQRVQR SRVUHGQLND L]JPHYX NL
pLMH VH SRVORYDQMH RGQROKRRBR SXWGEP MDD W Ul e O D ORHE X
REUDGH QDUXGAaEH SRAWNILDHE QRIMWPHH W B DRXUDWL NYDOLWHWQ!
WDNDY REOLN SRVORYDQMD |DMHGQR VD |IDSRVOHQLFLPD N

SURFHV LVSRUXNH SRQDYOMD L] VDWD X VDW WH MH RpD
SRJUHANH NRMH UH GRYHVWL GR SRORYLPQH LOL QHXVSMH
UH]XOWLUDWL SRYHUDQMHP WURANRYD VPDQMisf@eMHP SUF
RUJDQL]DFLMH 8SUDYR ]JERJ WRJD MDYOMD VH SRWUHED ]
kontrola procesa ponekad nije dovoljna. UkolikoH SURFHVL SRND&X NDR QHXpL
SRWUHED ]D SREROMADQMHP SURFHYV Rtodoij/j® posRuhd DQL]DF
VWUDWHILMD NRMD SRPDaH SUL SREROMADQMX SRVORYDC
PHWRGRORJLMH MHVW '302 NRML QDP JRYRUIN&RteB&jRMX SRJ
'302 PMHUH PRAHPR RGUHGLWL RFW\HID X WIR] L@QOH QIY[DLADL \W R X

DPMO mjere u siga razinu

Kako bi se odredilasigma razinu #rgovine prikupljeni su podaci 350 provedenih
QDUXGAEL SUL pHPX MH JODYQL LQGLNDWRU SRJUH&NH LV
LVSRUXNX QDUXGAEH 1D GDQWPR IRRIUNK IVIQIFP\DL OD pMGD H &
sena milijuQ RVWYDUHQLKWILIVXXBGABDUXGAEL RVWYDUL X YUHPH
RPHNLYDQRJ YUHPHQD ]ERJ pHJD PRA&H GtRoMnaGRi Qi ]DGRYF
SURFHV LVSRUXNH QDUXGAEH MH SURFHV NRMrbc&gMa,VL R PQ
te MH RYDNDY UH]XOWDW YL4H QHJR RpHNLYDQ =ERJ WRJD
NRULVQR XQXWDU RYDNYRJ REOLND SRVORYDQMD NDNR EL
XQDSUMHYLYDR SURFHV LVSRUXNH
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Prilog 1

U nastavku mogu se vidjeti prikupljeni podagedne etrgovine na bazi od dva radna
GDQED QD pHPX VX WHPHOMHQH VWDWLVWLpPpNH DQDOL]JH SUF

kvaliteta usluge internet trgovine.

Vrijeme od
v Ep 1 IpVrijeme od [Vrijeme od|Ukupno |Krivo
ID al](E } %} Sl } Aoi [firmedo |vrijeme |[]e % }E YNeispravnosf K“$  v|Povrat
v Eu 1| } Aoi [obrade (h) do firme (h) [kupca (h) |(h) v Ep 1 |proizvoda |paketa |[v Ep 1

1 1] 12 5 24 41 0 0 0 0

2 5 12 8 19 39 0 0 0 0

3 6| 24 7 15 46 0 0 0 0

4 5 23 6 17 46 0 0 0 0

5 4 1 6 14 21 0 0 0 0

6 7| 6| 6 12 24 0 0 0 0

7 2| 3 6 15 24 0 0 0 0

8 6| 12 8 11 31 0 0 0| 0

9 5| 13 7 20 40, 1 0 0| 0
10 1] 18 7 19 44 0 0 0 0
11 6| 19 7 13 39 0 0 0 0
12 4 24 5 27| 56) 0 0 0 0
13 5| 15 24 17 56) 0 1 0| 0
14 3 23] 4 29 56 0 0 0 0
15 3 16 7 14 37 0 0 0 0
16 8| 12 8 19 39 0 0 0 0
17 7| 17 7 14 38 0 0 0 0
18 7| 15 5 15 35 0 0 0 0
19 9 17 7 8 32 0 0 0 0
20 4 12 5 12 29 0 0 0 0
21 10 10 7 4 21 0 0 0| 0
22 12 7 4 11 22 0 0 0| 0
23 5 1 7 47| 55 0 0 0 0
24| 5 12 8 31 51 0 0 0| 0
25 11 8| 8 34 50 0 0 0 0
26 6| 9 7 7 23] 0 0 1 0
27| 10 10 24 4 38 0 0 0 0
28 1 13 6 17 36 0 0 0 0
29 5| 12 6 2 20 0 0 0 0
30 6| 18 24 3 45 0 0 0 0
31 5 24 6 5 35 0 0 0 0
32 4 14 6 4 24 0 0 0 0
33 7| 15 24 8 47, 1 0 0 0
34 2| 8| 6 5 19 0 0 0| 0
35 6| 1 6 4 11 0 0 0| 0
36 5| 4 24 11 39 0 0 0| 0
37| 1 5| 24 4 33 0 0 0| 0
38| 6 11 24 12 47| 0 0 0| 1
39 4 12 6 5 23 0 0 0| 0
40 5 17 6 4 27 0 0 0 0
41 3 15 6 8 29 0 0 0 0
42 3 17 6 7 30 0 0 0 0
43 8| 12 8 9 29 0 0 0 0
44 7| 10 7 7 24 0 0 0 0
45 7| 7 7 4 18 0 0 0 0
46 9 1 7 1 9 0 0 0 0
47| 4 12 5 1 18 0 0 0 0
48, 10 8| 24 5 37 0 0 0| 0
49 12 9 4 2 15 0 0 0] 0]
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