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1 INTRODUCTION

In the market economy the growth of
competitiveness is inevitable. The users’ major
concerns are no more confined to the quality and
price of products; the service parameter
(accuracy, reliability, efficiency of realization of
their requirements etc.) is playing an equally
important role. On the other hand companies
rendering quality services may quote higher
prices for their products which, in some way,
should be regarded as justifiable since the quality
of service is assessed by the amount of money the
user is prepared to pay. The two crucial facts that
must be recognized in order to satisfy the user’s
requirements are: what is it the user wants and
when does he want it? For these reason the
company should define its objectives so as to
comply with the users’ requirements and in doing
so it has to monitor its own performance and
compare it to other companies’ performances in
order to assess its position and its advantages and
shortfalls versus the competition’s.

In order to assess their position in the market
companies have always felt a need to compare
with other companies. The standard methods of
comparing are based on the company’s making a
comparison with a group of indicators, the
comparing of its own products to competitive
products and on the identification of “weak”
points within the company itself. Benchmarking
is a contemporary method of comparing the best
practices standards with the company’s
performance in order to achieve optimum results.

Benchmarking is a process which incorporates
the components of modern management practice
as part of total quality management (TQM - Total
Quality Management). It is a new conception in
strategic management whose implementation is
aimed at the enhancement of performances of
economic entities. Benchmarking may be defined
as a learning process which ensues from the
study and analysis of the positive experiences of
others where such experiences - along with the
necessary adjustments — would be applied with a
view of promoting one’s own performance. From
the standpoint of applicability benchmarking is a
tool which enables the monitoring and
improvement of performance, based on the
knowledge acquired from the best-practice
examples and understanding of the processes
underlying the attainment of such successful
results.
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1UVOD

U trziSnoj privredi porast konkurentnosti
predstavlja neminovnost. Za korisnike nisu

viSe presudni samo kvalitet 1 cena
proizvoda, ve¢ i  parametri  usluge
(pravovremenost, pouzdanost, efikasnost

realizacije njihovih zahteva i dr.). Sa druge
strane, kompanije sa kvalitetnom uslugom
mogu zahtevati vece cene za svoje
proizvode, §to je na neki naéin i opravdano,
jer usluga je onoliko kvalitetna, koliko je
korisnik spreman da plati. Klju¢na ¢injenica
u zadovoljenju zahteva korisnika leZi u
shvatanju 1 razumevanju dve stvari: Sta
korisnik Zeli i kada to Zeli. Iz tih razloga,
kompanija mora svoje ciljeve da definiSe u
skladu sa zahtevima korisnika i zbog toga
mora da prati svoje performanse, da ih
uporeduje sa drugim kompanijama, kako bi
sagledala svoj poloZaj i prednosti i
nedostatke u odnosu na konkurenciju.

u cilju svoje

Kompanije, sagledavanja

trziSne pozicije, uvek imaju potrebu za
poredenjem sa drugim kompanijama.
Uobi¢ajeni postupci za poredenje se

zasnivaju na poredenju skupa pokazatelja,
poredenju konkurentskih proizvoda sa
svojim 1 identifikovanju “slabih” mesta u
kompaniji. Jedan od savremenih postupaka
poredenja  pokazatelja i  unapredenja
poslovanja kompanije je benémarking.

Ben¢marking je proces, koji obuhvata
komponente moderne upravljacke prakse
kao dela sveukupnog kvaliteta upravljacke

operacije (TQM - Total  Quality
Management). To je novi koncept
strategijskog menadZmenta,  koji  se
primenjuje u cilju unapredenja poslovanja
ekonomskih subjekata. Benémarking se
moze opisati kao proces ucenja, koji
proizilazi iz posmatranja 1 analiziranja
pozitivnih iskustava drugih, kako bi se data
iskustva, uz neophodna prilagodavanja,
primenila u cilju unapredenja sopstvenog
poslovanja. Sa aspekta primene,
ben¢marking je alat za pracenje i
poboljSanje  performansi, ulenjem iz
najboljih primera u praksi i razumevanjem
procesa pomocu kojih su “ti primeri
postignuti.
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This paper is dedicated to the description of the
benchmarking process and the possibility of its
implementation in logistic systems. In part I of
this paper the place and role of benchmarking
have been described, as well as its history, the
various types of bench-marking research projects
and implementation stages. Part III deals with the
logistics performances and the performance
metrics determination. In part IV some examples
have been given of benchmark research on
logistics along with the identification of possible
problems that may be encountered during the
conduct of research. Part V contains conclusive
deliberations.

2 PLACE AND ROLE OF
BENCHMARKING

Benchmarking is a new conception in strategic
management which is implemented in order to
improve the performance of one’s own company.

It can be described as a process of continuous
evaluation, the comparing of one’s own
parameters with the external and internal
performance parameters of established leaders in
the best practices the aim of which is to gain
knowledge and generate conditions for self-
improvement. Furthermore, it is a learning
process that is based on the close monitoring and
study of other companies’ positive experiences
which can subsequently be used to implement
improvements in one’s own company.

The popularization of benchmarking process was
initiated by a number of major world companies
(Xerox, Gillete, Exel Logistics and other) in the
second half of the 20th century.

The Gillete Company has got a network of
production and distribution centers in eight
countries in South America. Every year a
“contest” is organized among those countries by
comparing 12 parameters of  logistics
performances determined at the company’s level.
Thus organized “contest” is a form of loyal
competition at the company’s level. The
“winners” in each of the twelve categories of
logistics performances are logistics managers
who transfer their experiences to their associates
whereby the overall operations of the Company
are  improved in all  the  countries.
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U ovom radu je opisan proces
ben¢markinga 1 moguénost njegove
primene u logistickim sistemima. U

drugom delu rada opisano je mesto i uloga
ben¢markinga, istorijat, vrste bené¢marking
istraZivanja i faze primene. U treem delu
rada opisane su logisticke performanse i

izmeritelji za njihovo oredivanje. U
Cetvrtom delu su prikazani neki primeri
primene benémarking istrazivanja u
logistici, sa ukazivanjem na moguce

probleme u realizaciji. Peti deo rada jesu
zaklju¢na razmatranja.

2 MESTO I ULOGA
BENCMARKINGA

Ben¢marking predstavlja novi  koncept
strategijskog upravljanja, koji se primenjuje u
cilju unapredenja poslovanja.

Ben¢marking se moZe opisati kao proces
neprekidnog merenja, unutras$njeg i
spoljaSnjeg uporedivanja, u odnosu na
ustanovljene lidere u najboljoj praksi, kako
bi se steklo znanje i stvorili uslovi za
poboljSanje sopstvenih performansi. To je 1
proces udenja iz posmatranja 1 analiziranja
pozitivnog iskustva drugih, da bi se ta
iskustva uz neophodne promene primenila u
sopstvenom poslovanju.

Proces ben¢markinga je popularisan od
strane velikih svetskih kompanija (Xerox,
Gillete, Exel Logistics, i dr) u drugoj
polovini XX veka.

Kompanija Gillete ima svoje proizvodne i
distributivne centre u osam zemalja JuZne

Amerike. Svake godine se izmedu njih
organizuje “takmicenje”, poredenjem 12
izmeritelja logistickih performansi,
odredenih na nivou kompanije. Ovako

organizovano “takmicenje” predstavlja jedan
oblik kolegijalne konkurencije na nivou

kompanije. “Pobednici” u svakoj od 12
kategorija  logistickih  performansi, su
logisticki menadzZeri, koji prenose svoja

iskustva kolegama i time unapreduju ukupno
poslovanje kompanije, u svim zemljama.
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In recent years the Xerox Company has introduced
some changes in its distributive network. Those
changes relate to the number, location and structure
of all distribution facilities, final products and
serviceable ( spare) parts. In order to develop as
successful a conception of distributive centers as
possible Xerox organized visits to the various
distributive centers in different industry fields.
Engineers from Xerox selected a of logistics
performances that were relatively easy to assess and
on the basis of those parameters evaluated each
distributive center. On every visit information were
exchanged with hosts and particularly with those
whose performances were rated highly. The
exchange of information and experiences was quite
open since the participating companies were not
confronted as competitors. Having done so Ao
benefited from other companies’ experiences which
were incorporated in its distributive cente
design. Benchmarking process in Xerox has been
functioning till the present day where the company
has attained world-class rating.

project

SBC ranks as one of major national suppliers in
America in the field of telecommunications. The
management set up a task to cut the logistics costs
by 20% provided that the quality of services
rendered to its users be maintained at the same level
or improved. The Company’s director invited other
companies which recorded superior performances
in the field of warehousing and distribution. The
companies which were open for a cooperation and
willing to furnish relevant information. responded
affirmatively to this invitation Three companies
were selected from among the invited ones: John
Deere, United Stationers and Exel Logistics which
entered into a successful partnership with SBC. As
a first step of this joint effort a questionnaire was
drafted on the basis of which a comparative
analysis of the companies’ performances was to be
carried out. Each company furnished 12 questions
of its own so the final version of the questionnaire
contained 48 questions related to the respective
company’s performance. During the next stage each
company filled out the questionnaire and having
analyzed the obtained answers SBC made out a
report. It took three months before a working
meeting was organized where each benchmarking
partner was given a specific topic on which it was
to educate the other partners. The educators were
selected on the basis of assessed results from the
questionnaire. Another meeting followed after three
months. The process that lasted one year resulted in
improved performance at each of the companies.
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Kompanija Xerox je poslednjih godina uvela
izmene u svoju distributivnu mrezu. Promene se
odnose na broj, lokaciju i konstrukciju svih
objekata distribucije gotovih proizvoda i delova
za servis. U nameri da razvije Sto produktivniji
koncept distributivnih  centara, Xerox je
organizovao obilazak razli¢itih distributivnih
centara, koji pripadaju razli¢itim privrednim
oblastima. InZenjeri iz Xerox-a su izabrali skup
logistickih performansi, koje su relativno lako
izmerljive, i na osnovu njih su procenjivali svaki

distributivni  centar.  Pri  svakoj  poseti,
razmenjivane su informacije 1 iskustva sa
domacdinima, a posebno sa onima koji su po

performansama visoko procenjeni. Razmena
informacija 1 iskustava je bila veoma otvorena

jer se radi o nekonkurentskim kompanijama. Na

ovaj nacin, Xerox je sebi obezbedio dobra
prakticna iskustva drugih, koja je ukljucio u
svoje projektno reSenje distributivnog objekta.
Proces bencmarking u Xerox-u funkcioniSe i
danas, kada je kompanija postala “svetska klasa”
(world-class rating).

SBC je jedan od

snabdevaca u oblasti
Americi. MenadZment je postavio zadatak
smanjenja logistickih troSkova za 20% uz
odrzavanje ili unapredenje nivoa opsluge
korisnika. Direktor kompanije je uputio poziv
drugim  kompanijama, koje su imale
superiorne performanse u oblasti skladiStenja i
distribucije. Kompanije koje su pozitivno
odgovorile na poziv, bile su otvorene za
davanje informacija i saradnju. [zabrane su tri
kompanije (John Deere, United Stationers i
Exel Logistics), koje su sa SBC formirale
uspe$no ben¢marking partnerstvo. U prvom
zajedni¢kom koraku, formiran je upitnik na
osnovu koga ée se porediti kompanije. Svaka
kompanija je dostavila svojih 12 pitanja, tako
da je upitnik imao 48 pitanja o poslovanju
kompanije. U slede¢em koraku, svaka
kompanija je popunila upitnik 1 SBC je uradio
analizu dobijenih odgovora, i na osnovu toga
formirao  izveStaj. Posle tri  meseca
benémarking partneri su organizovali radni
sastanak, na kome je svako dobio temu o kojoj
¢e edukovati ostale. Edukatori su izabrani na
osnovu izmerenih rezultata iz upitnika. Posle
tri meseca organizovan je sledec¢i sastanak.
Proces koji je trajao tokom godine je doneo
unapredene performansi za svaku kompaniju.

najvec¢ih nacionalnih
telekomunikacija u




























































