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Prob­lems­can­not­ be­ sol­ved­by­ the­men­ta­lity­ that­ has­ cau­sed­ them,­ such­as­ne­glec­ting­ the­non-tech­no­lo­gi­cal­ in­no­va­tion.­
Of­ten,­in­no­va­ti­ve­re­ne­wal­of­com­pa­nies’­ope­ra­tions­is­ur­gently­nee­ded.­Over­co­ming­the­con­se­quen­ces­of­the­glo­bal­eco­no-
mic­and­fi­nan­cial­cri­sis­can­not­be­suc­cess­ful­wit­hout­in­no­va­tion­of­the­va­lues,­cul­tu­re,­bu­si­ness­et­hics­and­norms­of­all­their­
im­por­tant­sta­ke­hol­ders.­We­sug­gest­a­new­synergy­of­met­hods­ai­med­at­re­ne­wal­of­bu­si­ness­pro­ces­ses­in­an­in­no­va­ti­ve­way­
by­using­the­dia­lec­ti­cal­systems­theory­ap­proach.­We­com­bi­ne­BSC,­ISO­9000,­the­met­hod­‘lear­ning­com­pany’­and­USOMID.­
Li­te­ra­tu­re­so­far­has­not­made­it­clear­that­tho­se­ap­proac­hes­can­com­ple­ment­each­ot­her­and­jointly­con­tri­bu­te­to­re­ne­wal­of­
bu­si­ness­ope­ra­tions­ac­cor­ding­to­the­re­qui­re­ment­of­the­re­qui­si­te­ho­lism.

Key words: bu­si­ness­pro­cess,­in­no­va­ti­ve­ma­na­ge­ment,­re­ne­wal,­mo­dern­dia­lec­tics,­in­no­va­tion­of­VCEN

Some of the Main Fac tors of In no va ti ve 
Re ne wal of Com pa nies’ Ope ra tions

1 The chosen problems and  
the discussion view point

In this ar tic le a new com bi na tion of BSC, ISO 9000, the met-
hod ‘lear ning com pany’ and USOMID is sug ge sted. Li te ra tu re 
so far has not made it clear that tho se ap proac hes can com-
ple ment each ot her and jointly con tri bu te to re ne wal of bu si-
ness ope ra tions ac cor ding to the re qui re ment of the re qui si te 
ho lism. Hand ling e.g. the cri sis of 2008, ac cor ding to some 
re searc hers, can not be suc cess ful wit hout in no va tion of va lues, 
cul tu re, (bu si ness) et hics and norms (VCEN) of all sta ke hol-
ders wit hin and out si de the com pa nies. We fo cus pri ma rily 
on the ope ra tio nal ma na ge ment met hods in com pa nies that 
will be for ced by the cri sis to chan ge their rou ti ne ap proach 
to ward prob lem sol ving or reac hing set tar gets with in no va tion 
reac hing be yond tech no logy. Sin ce about 99% of en ter pri ses 
are small and me dium size, their tech no lo gi cal in no va tion nor-
mally ta kes the form of bu ying new equip ment. The open is sue 
is hen ce about in no va ti ve re ne wal of bu si ness pro ces ses, in 
this case by using the Dia lec tic Systems Theory. The new syn-
ergy inc lu des some already known met hods and is up gra ded 
with the dia lec ti cal system of the ne ces sary ma na ge rial skills.

2 The so cio-eco no mic fra me work of 
the ne ces sary re ne wal of bu si ness 
and its mea su re ment 

The re cent two cen tu ries have brought both un seen so cio-
eco no mic de ve lop ment and de struc tion of man kind’s fu tu re 

(Bo zic nik et al, 2008; Brown, 2008; Dyck, Mu lej et al., 1998; 
Eci mo vic et al., 2002; Eci mo vic et al., 2007; Hrast et al., 
ed., 2010; Kaj fež-Bo ga taj, 2009; Kor ten, 2009; Mu lej, 2010; 
Mu lej et al., 2009, with re fe ren ces; Sti glitz, 2009; Stern, 2006; 
Tar gow ski, 2009; Tay lor, 2008; Wilby, ed., 2009; etc.). 
n	 The rate of eco no mic growth be fo re in du stria li za tion was 

3 (three) % per mil len nium, af ter 1820 5500% (fifty-five 
ti mes) in less than two cen tu ries. Sin ce then the po pu la-
tion has grown by 6 ti mes, every per son uses on ave ra ge 5 
ti mes more energy, is 17 ti mes wealt hier and 1,000 ti mes 
more mo bi le. We can no lon ger af ford to emit four mil lion 
tons of CO2 every hour by bur ning fos sil fuels, cut 1,500 
hec ta res of wood and add 1.7 mil lion tons of ni tro gen by 
dun ging the soil with mi ne rals as we do to day.  

n	 We are all on the same – sin king – boat, but on dif fe rent 
decks. The poor can not chan ge the cur rent trend, whi le 
the rich are not wil ling to chan ge it. Cli ma to lo gists warn: 
we must re du ce emis sions in the air, wa ter and soil by 
80%. This can be ac hie ved with exi sting tech no lo gies, but 
only with a cri ti cal in no va tion of the cur rent con sump tion 
pat terns and lar ge struc tu ral chan ges in the pro duc tion and 
usa ge of energy. A re ne wal of na tu ral pre con di tions for 
our ci vi li za tion to sur vi ve would in the best case sce na rio 
and af ter de ca des of com pe ti tion – ba sed on de struc tion 
of the na tu ral pre con di tions for hu man kind sur vi val – 
cost more than both world wars com bi ned, if the ac tion 
is un der ta ken im me dia tely. Post po ning the ac tion may 
in crea se costs to 20% of the world-wide GDP.

n	 The cur rent aff luen ce ma kes GDP an ob so le te mea su re 
of suc cess: no well-being and hap pi ness etc. is inc lu ded. 
Work on new mea su res has the re fo re star ted.
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This data pose some que stions, e.g.: 
n	 Is the 2008 cri sis really a fi nan cial and ban king cri sis, as 

they used to say in its first pha se and much less so la ter 
on?

n	 Are the three main prob lems of the cur rent hu man kind 
(1) over po pu la tion, (2) na tu ral re sour ces, and (3) en vi ron-
men tal prob lems?

n	 Is the re not hing more pro found be hind the se su per fi cial 
sta te ments?
Yes, the re is: all the se prob lems are in du ced by hu man 

be ha vi our that is not ho li stic enough to per cei ve and ack now-
led ge the real prob lem – the cau se of the abo ve prob lems and 
data ref lec ting them. Once we come to en ter pri ses as bu si ness 
systems, the mis sing link bet ween hu man be ha vi our – thin-
king, first of all – and the vi sib le con se quen ces can be found 
in su per fi cial analy ti cal met hods. The con se quen ces ref lect the 
need for re ne wal, but this need might dif fer bet ween more and 
less in no va ti ve – more rou ti ne-lo ving – ma na ge ment.

3 Dif fe ren ces bet ween in no va ti ve and 
rou ti ne ma na ge ment as the cri te rion 
of bu si ness pro cess re ne wal 

The main at ten tion in the bu si ness re ne wal pro cess is de vo ted 
to the bu si ness pro ces ses that can be di vi ded into in ter de-
pen dent three: the ba sic – key, sup por ti ve – ad mi ni stra ti ve/
in for ma ti ve, and ma na ge rial. The key pro ces ses crea te va lue 
from the view point of ex ter nal cu sto mers. Sup por ti ve pro ces-
ses usually do not di rectly con tri bu te to the im pro ved va lue 
of re sults; ho we ver, they are ne ces sary for pur suan ce of key 
pro ces ses. The pur po se of ma na ge rial pro ces ses is plan ning, 

de ve lo ping, run ning, and mo ni to ring of pro ces ses. They also 
play an im por tant role in de ve lo ping and en for cing the system 
of mea su res for eva lua tion of suc cess and ef fi ciency of bu si-
ness pro ces ses. At the same time they in di rectly con tri bu te to 
the es tab lish ment and main te nan ce of sui tab le or ga ni sa tio nal 
cul tu re (Hunt, 1996) in or der to ac hie ve im por tant im pro ve-
ment or even a breakt hrough through ope ra tio nal suc cess and 
ef fi ciency; one must pay at ten tion to all pro ces ses in the bu si-
ness system. In suf fi cient key and sup port pro ces ses dri ve the 
bu si ness system into dan ger of lo sing im por tant cu sto mers of 
its pro ducts and ser vi ces, con se quently en dan ge ring its exi-
sten ce. On the ot her hand it is dif fi cult to es tab lish which pro-
ces ses are cri ti cal and thus opt for re ne wal wit hout suc cess ful 
ma na ge rial pro ces ses. 

As op po sed to rou ti ne-lo ving ma na ge ment, in no va ti ve 
ma na ge ment re cog ni ses the ne ces sity of suc cess of ma na ge-
rial pro ces ses, sup por ted by the im ple men ta tion of prac ti ce 
of a lear ning com pany. A spe cial group is for med by the pro-
ces ses that ob tain dif fe rent know led ge, which would enab le 
the com pany to pre pa re a sui tab le en vi ron ment and the ba sic 
con di tions for ful fil ling di ver se ope ra tio nal chan ges (Coul son-
Tho mas, 1997: 280). The point of a lear ning com pany reads: 
thin king about suc cess and ef fi ciency of bu si ness pro cess 
im ple men ta tion is not only the task of the hig hest ma na ge rial 
teams, but must be pre sent at all or ga ni sa tio nal le vels of the 
com pany (Mo ži na, 2002). Lear ning and ad ju sting to chan-
ges in a stab le en vi ron ment can be done slowly; lear ning and 
ob tai ning ex pe rien ce from mi sta kes is very of ten a sui tab le, 
yet risky ap proach. Lear ning from mi sta kes of the ot hers might 
be a good way. Ho we ver, it is dan ge rous to give way to les sons 
from mi sta kes in stead of ad ju sting them in no va ti vely to one’s 
pe cu lia ri ties. One can also learn just as much from bad exam-
ples, but not pas si vely (Tro pe na uer, 2010).

Tab le 1: 28 ba sic types of in ven tions, sug ge stions, po ten tial in no va tions and in no va tions

Three net wor ked cri te ria of in ven tions, sug ge-
stions, po ten tial in no va tions, and in no va tions: 
(1), (2), (3)

(2) Con se quen ces
     of in no va tions

(3) On-job-duty to crea te in ven tions, sug ge stions,  
      po ten tial in no va tions, and in no va tions

(1) Con tent of in ven tions, sug ge stions, po ten tial  
     in no va tions, and in no va tions

1. Radical 2. Incre-
men tal

1. On-job duty to  
    in no va te exists

2. No on-job duty to  
    in no va te

1. Bu si ness pro gram items 1.1. 1.2. 1.3. 1.4.

2. Tech no logy (pro ducts, pro ce du res ...) 2.1. 2.2. 2.3. 2.4.

3. Or ga ni za tion of work pro ces ses 3.1. 3.2. 3.3. 3.4.

4. Ma na ge rial style 4.1. 4.2. 4.3. 4.4.

5. Met hods of lea ding, wor king and co-wor king 5.1. 5.2. 5.3. 5.4.

6. Bu si ness style 6.1 6.2 6.3 6.4

7. Ma na ge ment pro cess 7.1 7.2 7.3 7.4

8. VCEN 8.1 8.2 8.3 8.4

Sour ce: Mu lej et al., in press
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We will at this point not dis cuss ad van ta ges and di sad-
van ta ges of tra di tio nal or ga ni sa tio nal struc tu res (func tio nal, 
di vi sio nal, pro ject, ma trix) in light of po ten tial pos si bi li ties of 
the inf luen ce of in no va ti ve ma na ge ment on eli mi na ting weak-
nes ses. We would me rely like to emp ha si se that the or ga ni sa-
tio nal struc tu re of most com pa nies, set by the ma na ge ment, 
is not set up in a way that would sup port and en cou ra ge the 
non-tech no lo gi cal in no va tion of bu si ness pro ces ses. Among 
the types of in no va tions in Tab le 1 only the con tent of type 2 is 
not non-tech no lo gi cal; in no va tion type 8 (VCEN) is the most 
inf luen tial in the back ground, whi le type 4 (ma na ge ment style) 
is the most inf luen tial on the sur fa ce to in tro du ce the in no va ted 
VCEN into prac ti ce by using types 3 (or ga ni za tion), 4 (style), 
5 (met hods) and 6 (ma na ge ment pro cess) in si de the bu si ness 
system, and type 6 (bu si ness style) in the mar ket.

What this ar tic le is fo cu sing on, be longs to type 5 (met-
hods), spe ci fi cally met hods of analy sis sup por ti ve of in no va ti-
ve re ne wal of the bu si ness system.

The in he ri ted ope ra tio nal met hod, which is the fea tu re of 
ma jo rity of com pa nies, ma na ged by rou ti ne-lo ving ma na ge-
ment and ba sed on emp ha si sed di vi sion of work, is be co ming 
very ri gid and non-ef fi cient in the com pany’s en vi ron ment 
full of con stant and un fo re se eab le chan ges. In di vi dual func-
tions con nect in di rectly, through pe remp tory hie rarchy. If the 
hie rarc hi cal or ga ni sa tion struc tu re is sui tab le in a re la ti vely 
stab le en vi ron ment, its ri gid bu re au cra tic ru les be co me a huge 
ob stac le in the en vi ron ment of con stant chan ges (Scheer, 
1994: 24). In no va ti ve ma na ge ment is very much awa re of this; 
the pro cess-ba sed or ga ni sa tion is the re fo re be co ming im pe ra-
ti ve in to day’s time. 

Bu si ness re ne wal also looks for a way of gra dually chan-
ging the ver ti cal func tio nal pil lars of the bu si ness system into a 
more ad ju stab le and ef fi cient ho ri zon tal pro cess or ga ni sa tion. 
The res pon si bi lity for im ple men ta tion of lo gi cally con nec ted 
parts or the who le pro cess is thus trans fer red to the pro cess 
teams and is no lon ger in the hands of in di vi duals. The sub ject 
of analy sis and or ga ni sa tion is no lon ger an in di vi dual func tio-
nal area, but the who le pro cess (Vila, 1999: 362). Be cau se of 
that one must ap proach the pro cess with a dia lec tic system of 
view points, na mely with the re qui si te ho lism from the Dia lec-
ti cal Systems Theory (DST), as re qui red by its law of re qui si te 
ho lism (Mu lej and Kaj zer, 1998). See (Mu lej, 1974; 2000; 
2008; in press) for de tails.

The tran si tion from a ri gid or ga ni sa tio nal struc tu re into 
pro cess or ga ni sa tion is not pos sib le wit hout prob lems and in 
a short pe riod of time. One can the re fo re rea li sti cally ex pect a 
gra dual tran si tion with co-exi sten ce of both mo dels. The re sult 
is a rat her flat or ga ni sa tio nal struc tu re that would bring team 
work for ward, im pro ve com mu ni ca tion and de crea se ad mi-
ni stra ti ve ob stac les bet ween in di vi dual areas of the bu si ness 
pro cess.

Bu si ness pro ces ses that form the ope ra tions are very 
of ten frag men ted and hid den be hind or ga ni sa tio nal struc tu res. 
Com pa nies the re fo re very of ten do not have a com pre hen si ve 
system of bu si ness pro cess ma na gers. Two ap proac hes are 
the re fo re used as help when de fi ning bu si ness pro ces ses and 
re ne wal can di da tes (Rao et al., 1996: 538):
n	 The first ap proach re qui res litt le time; par ti ci pants in 

bu si ness pro ces ses know very well which pro ces ses are 

not sui tab le. This is an ef fi cient and quick ap proach that 
is only sui tab le when one can clearly see the func tio na lity 
of bu si ness pro ces ses. It is also dan ge rous to in no va te an 
in di vi dual pro cess as if it were in de pen dent, in stead of 
con si de ring its in ter-de pen den ce with ot hers.

n	 The se cond ap proach is a long-term one which re com-
mends iden ti fi ca tion of all ma jor pro ces ses in the com-
pany. The re com men ded num ber of iden ti fied key pro ces-
ses in the com pany is ten to twenty.
Ap proac hes and tech ni ques for im pro ve ment, syste mic 

re ne wal of exi sting and plan ning of new bu si ness pro ces-
ses pla ce dif fe rent le vel of at ten tion on dif fe rent ele ments. 
Con stant im ple men ta tion of small im pro ve ments of bu si ness 
pro ces ses en su res that the bu si ness does not be co me ri gid 
and non-ad ju stab le. Small im pro ve ments can also lead to a 
con si de rab le im pro ve ment of ope ra tions. Re ne wing exi sting 
and plan ning new bu si ness pro ces ses means that the old pro-
ce du res are omit ted and a new wor king met hod is in tro du ced 
which can ful fil the cu sto mers’ ex pec ta tions much bet ter 
(Hu stič, 2009). 

It is the re fo re im por tant to think about the bu si ness pro-
ces ses and to re new them ra di cally in or der to ac hie ve im por-
tant im pro ve ment of the ba sic ef fi ciency in de xes, such as 
costs, pro duct and ser vi ce qua lity and the speed of sa tisf ying 
cu sto mers’ needs. If the bu si ness stra tegy ex pres ses the need 
for cru cial chan ges of ope ra tions, then the syste ma tic and 
re qui si tely ho li stic re ne wal of exi sting and plan ning of new 
bu si ness pro ces ses is more sui tab le than the gra dual im pro ve-
ment of exi sting bu si ness pro ces ses. That is very im por tant for 
ac hie ving goals (Žen ko, 1999).

In tro du cing in no va ti ve chan ges and con stant im pro ve-
ment of exi sting ope ra tions are not mu tually exc lu si ve. We 
are tal king about two com ple men tary ap proac hes i.e. they 
mu tually com ple ment each ot her. One can ac hie ve op ti mal 
re sults with them. Re cog ni sing and un der stan ding pos si bi li ties 
for pro cess im pro ve ment as well as chal len ges for in tro du cing 
ra di cal in no va ti ve chan ges is the re fo re cru cial for exi sten ce 
and strengt he ning of the bu si ness system po si tion in the mass 
of com pe ti tors; and this exactly is the ad van ta ge of in no va ti ve 
ma na ge ment over the rou ti ne-lo ving ma na ge ment. De fi ning 
what needs to be re ne wed and then im ple men ting the re ne wal 
suits the re qui si te ho lism much bet ter. The ba sis for suc cess ful 
ope ra tions of in no va ti ve ma na ge ment is pro vi ded by sui tab le 
cli ma te and com pany cul tu re that must be in no va ti vely re ne-
wed as well (Po to čan and Mu lej, 2007).

The re ne wal pro cess de pends on peo ple; in no va tion of 
the ma na ge ment style must the re fo re be per for med first on the 
ba sis of in no va tion of VCEN. VCEN de fi nes for what pur po se 
peo ple use their abi li ties – va lues, know led ge and re sour ces. 

4 In no va tion of va lues, cul tu re, et hics 
and norms (VCEN)

For many ma na gers, go ver nors, go vern ment mem bers and 
of fi cials as well as ot her pro fes sio nals DST requi res in no-
va tion of their VCEN, re pla cing the ones of one-si ded ness 
(Po to čan and Mu lej, 2007) and their unrea li stic hope that an 
‘in vi sib le hand’ might sol ve prob lems in stead of them. But the 
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in vi sib le hand does not exist out si de them. They must the re fo-
re inno va te their VCEN to be able to sol ve their cri ses.

This is cru cial be cau se the in no va tion of VCEN is a long-
term pro cess and a far-away-into-the-fu tu re reac hing ob jec ti-
ve, which must in any case be clearly de fi ned and ex pres sed in 
the in te rests of the en ter pri se’s key sta ke hol ders (Be lak, 2008; 
Be lak, Mu lej, 2008). It can be quick un der spe cial pres su re, 
such as war, awa re ness of cru cial and deep cri sis to which an 
al ter na ti ve must be found quickly.

VCEN in no va tion tends to ward so cial res pon si bi lity, 
ethics of in ter de pen den ce, su stai nab le fu tu re and re qui si te 
ho lism/who le ness (Po to čan and Mu lej, 2007; Hrast et al., 
edi tors, 2006; 2007; 2008; 2009; 2010; etc.). Ma na ge ment 
style and VCEN in no va tion are the most cru cial: the switch 
from bos ses’ VCEN ‘I think and de ci de and you just work’ 
to ‘We all think, we all work, we all li sten to each ot her to 
at tain re qui si te ho lism’ enab les the ap pea ran ce of ot her types. 
Ma na ge ment, go ver nan ce and go ver ning must be co me cru-
cially more ho li stic than the con cept of the Chi ca go School of 
neo-li be ral eco nomy op po sing/di sab ling Adam Smith’s li be-
ra lism and its in vi sib le hand, i.e. mar ket with no mo no po lies 
and se pa ra tion of rights from ob li ga tions, but full trans pa rency 
and per so nal res pon si bi lity of en ter pri se ow ners (Toth, 2008; 
Goer ner et al., 2008). 

This si tua tion re qui res a se ri ous in no va tion of the glo bal 
eco no mic prac ti ce, which reac hes far be yond the tech no lo gi cal 
in no va tion into the in no va tion of bu si ness style and pro cess, 
inc lu ding the so ciety-wide glo bal pre ven tion of mo no po lies 
and abu se through them. In ter de pen den ce of all mar ket mem-
bers and ot her in di vi duals and the re sul ting et hics of in ter de-
pen den ce is the fac tual ba sis. In an cient Greek in ter de pen den-
ce is cal led dia lec tics (Mu lej, 1979).

5 Dif fi cul ties of mo dern  
en tre pre neu rial prac ti ce to be sol ved 
by the prin ci ples of mo dern  
dia lec tics

When com men ting the prin ci ples of mo dern dia lec tics in con-
nec tion with prac ti ce, we can not find the stand still si tua tion 
or in de pen den ce be hind it, but rat her in ter de pen den ce and 
pro ces ses. In ter de pen den ce shows up as unity and the fight of 
op po si tes on the sur fa ce. It is the re la tions hip bet ween partly 
dif fe rent parts of the same who le. It is about the mu tual inf-
luen ce of the se parts that need one anot her be cau se of mu tual 
dif fe ren ces with which they com ple ment each ot her. Such 
mu tual inf luen ces cau se con stant chan ge pro ces ses, also in no-
va ti ve, but the lat ter is not au to ma tic. This fact is of ten over-
seen by spe cia lists with poor ca pa bi lity of in ter dis ci pli nary 
coo pe ra tion among in ter de pen dent spe cia lists.

The lan gua ge of dia lec tics calls the pro cess ba sed on 
in ter de pen den ce and re la ted mu tual inf luen ce of ‘op po si tes’ 
a tran si tion of the old qua lity, which is the cen tral at tri bu te 
of the dis cus sed phe no me non, via the quan ti ta ti ve (i.e. small) 
chan ges into a new qua lity. They oc cur gra dually, but ap pear 
only when we watch the pro cess sta ti cally, in the form of com-
pa ri son of the old and the new si tua tion as a cru cial chan ge. 

Coo pe ra tion of dif fe rent spe cia lists is such a case, inc lu ding 
the ones dis cus sed here, inc lu ding in no va tion of VCEN etc.

The goal of ma na ging in ven tions, in no va tion and in no va-
tion ma na ge ment is to set-up a kind of or ga ni sa tion that will be 
able to ma na ge the phe no me non of in ven tions, in no va ting and 
in no va tion (as its out co me). This means con que ring the ma na-
ge rial tools, such as or ga ni sa tio nal VCEN, com mu ni ca tion 
systems, de ci sion ma king systems and re ward po licy, be cau se 
they have a lar ge inf luen ce on in ven tion-in no va tion-dif fu sion 
pro ces ses (IIDP).

The analy sis of mea su res disc lo ses the IIDP po ten tials 
and re qui re ments as to how to plan a mo dern or ga ni sa tion. See 
Re ber nik et al., 2009; 2010 for se ve ral re fe ren ces.

In or der to crea te a good or ga ni sa tio nal cli ma te that would 
en cou ra ge IIDP, the top ma na ge ment must break away from 
the old re la tions hip ha bits. They must rea li ze a clear need for 
VCEN and in no va tion from the com man ding to the co-ope ra-
tio nal ma na ge ment style for or ga ni sa tions to be co me com pe-
ti ti ve re gar ding costs, qua lity, fle xi bi lity, in no va ti ve ness, re la-
tions hip to wards the na tu ral en vi ron ment, so cial res pon si bi lity, 
etc. This task can be com bi ned with co-ope ra tio nal ma na ge-
ment of exe cu ti ve ma na gers be cau se tho se enab le ma na ge rial 
and or ga ni sa tio nal in no va tions and spread them through trai-
ning, pla cement, pro mo tion, etc. The re ne wal pro cess should 
the re fo re be trea ted as a dia lec ti cal pro cess; one must con si der 
star ting with in ter de pen den ce bet ween par tial pro ces ses and 
or ga ni sa tio nal units of the com pany and its part ners (Hu stič, 
2009: 131).

6 In no va tion of bu si ness sco re card 
met hod with se ve ral com ple men tary 
met hods in in ter de pen den ce

One-si ded usa ges of re ne wal tools for mea su ring ef fi ciency of 
ope ra tions – Bu si ness Sco re Card (BSC) and ISO 9000 –  are 
qui te com mon in bu si ness prac ti ce. Ho we ver, they are pro ven 
to cau se li mi ta tions rat her than re qui si te ho lism. The pur po se 
of this ar tic le is not to des cri be in di vi dual tools in more de tail, 
but to en cou ra ge the way of thin king about their com ple men-
ta rity ba sed on in ter de pen den ce and the nee ded ma na ge rial 
cha rac te ri stics used for re ne wal of ope ra tions. Com pa nies that 
tried to re new ope ra tions in no va ti vely with the help of the two 
men tio ned tools very of ten did not ac hie ve the set goals. Rea-
sons can be found in the exag ge ra ted sim pli fi ca tion and lack 
of crea ti ve thin king and coo pe ra tion. In or der to sur pass the 
rou ti ne ope ra tions and the le vel of exag ge ra ted so li da rity, as is 
so of ten seen in less in no va ti ve coun tries, one must im ple ment 
e.g. the USOMID met hod as the ap plied met hod of the Dia lec-
ti cal Systems Thin king. 

We would the re fo re like to re com mend a new com bi na-
tion of BSC, ISO 9000, the met hod ‘lear ning com pany’ and 
USOMID, pos sibly com ple ted up with De Bono’s 6 thin king 
hats met hod (Mu lej et al., 1982 and la ter; Mu lej et at., in press; 
Mu lej, M. and N., 2006). Li te ra tu re so far has not made it clear 
that tho se ap proac hes can com ple ment each ot her and jointly 
con tri bu te to re ne wal of bu si ness ope ra tions ac cor ding to the 
re qui re ment of the re qui si te ho lism. Our fin dings are sup por-
ted by dif fe rent fo reign aut hors that analy ti cally ap proac hed 
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the eva lua tion of suc cess of BSC as a tool and met ho do logy. 
BSC star ted to de ve lop as met ho do logy in the 90s of the 20th 
cen tury; it has been used ac ti vely sin ce 1995. Af ter more 
than a de ca de we can say that to day’s BSC has 10 prob lems 
(Brown, 2007: 9), na mely:

Many ru les are old-fas hio ned.
1. No rule mea su res et hics.
2. The re are still prob lems at ad ju sting goals, stra te gies and 

mea su res.
3. Mea su res, goals and stra te gies are not known to all (only 

to the top ma na ge ment).
4. Re wards are not con nec ted to ac hie ving non-fi nan cial 

mea su res.
5. Many goals are set on the ba sis of con sen sus.
6. Mea su res that mea su re the sa tis fac tion of cu sto mers are 

still not im pro ved com ple tely.
7. Mea su res that de fi ne the hu man po ten tial are ap prai sed 

with low gra des.
8. Po wer point and too com plex sli des are still used as a 

sur vey tool.
9. Sco re card mea su res still do not inc lu de ex ter nal fac tors 

that can have a lar ge inf luen ce on the suc cess of ope ra-
tions.
The abo ve con firms the con nec tion with our way of thin-

king (Hu stič, 2009) and shows the ne ces sary qua li ties and 
cha rac te ri stics of the ma na ge ment that should im ple ment an 
in no va ti ve re ne wal of ope ra tions of tho se com pa nies that are 
fa cing the con se quen ces of the glo bal fi nan cial and eco no mic 
cri sis. We can also sum ma ri se our pro po sal as fol lows:

So mew hat sim pli fied ba sic mes sa ge of the Pic tu re 1 says 
that using the USOMID met hod in com bi na tion with ot her 
sta ted met hods of re ne wal and eva lua tion of bu si ness pro cess 
suc cess is man da tory for a suc cess ful com pre hen si ve bu si-
ness re ne wal. In this way, we could in no va ti vely res pond to 
dis pro por tion bet ween the in crea sing com ple xity of ac tual 
rea lity and sim pli fi ca tion which is im plied by e.g. the use of 
BSC met hod. Bu si ness pro cess re ne wal in an in no va ti ve way 
inf luen ces the pos si bi lity of for ming in no va ti ve so ciety and by 
that bu si ness and so cial suc cess ful ness. 

Ho we ver, the ap pli ca tion of the mo del in Fi gu re 1 is not 
a sim ple task. It re qui res very spe ci fic ma na gers’ at tri bu tes.

7 Ma na gers’ at tri bu tes to be learnt for 
suc cess ful re ne wal of bu si ness  
pro ces ses

Peo ple in inf luen tial po si tions – go vern ment, go ver nan ce, 
ma na ge ment, opi nion lea ders, teac hing, in for ming through 
pub lic and in ter-per so nal me dia, etc. – should in no va te their 
ma na ge rial/inf luen ce style (Mu lej, 2007a, b) to save the man-
kind by lea ding peo ple out of the 2008 cri sis. In our ex pe-
rien ce, se ven in ter de pen dent sets of at tri bu tes – li sted be low 
– have pro ven more ef fi cient in prac ti ce than bos ses is suing 
or ders wit hout li ste ning and ma king syner ge tic synthe ses:

Se ven S co ver con si de ra tion of the go ver nan ce’s and 
ma na ge ment’s duty to ma ster the or ga ni za tio nal stra tegy (rea-
li zing en ter pri se po licy: mis sion, pur po se, and ba sic goals, and 

Fi gu re 1: Mo del of in ter de pen den ce and com ple men tary ap pli ca tion of se ve ral met hods for a more ho li stic BSC. Sour ce: Hu stic (2009) 
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re sults from vi sion, inc lu ding lear ning pha ses, pre pa ra tion, 
search for stra te gic pos si bi li ties, and quan ti ta ti ve/qua li ta ti-
ve and eco no mic etc. eva lua tion and se lec tion of stra te gies); 
struc tu re (de pen ding on, and adap ted to, pro ces ses, of cour se), 
and syner gies/tool systems – as the three hard va riab les – with 
sup port from four soft va riab les inc lu ding sha red va lues, 
skills, staff (i.e. co-wor kers as mul ti-di men sio nal peo ple with 
their own wis dom and in te rests), and ma na ge rial style in line 
with the si tua tion and co-wor kers’ at tri bu tes.
B. De ca des of ex pe rien ce have shown one-si ded ness 

of the ra tio na li stic claim that only hard va riab les 
mat ter. They are cer tainly ea sier to mea su re/eva-
lua te. Now the re are less and less peo ple wor king 
only as at tach ments to mac hi nes such as as sembly 
line wit hout their own im pact; at ten tion is mo ving 
to the soft va riab les as suc cess fac tors – know led ge 
and va lues, cul tu re, et hics and norms (VCEN). We 
sum ma ri ze them as 7 + 7 F of all and of ma na gers/
go ver nors, resp.:

B.All.1.: Fo cu sed (= on what we know how to ac com plish);
B.All.2.: Fast (=speed in im ple men ta tion of sen se-ma king 

no vel ties as in no va tions to be co me use ful rou ti nes);
B.All.3.: Fle xib le (= crea ti ve adap ta bi lity to new con di tions);
B.All.4.: Friendly (= good re la tions hips with bu si ness part-

ners, inc lu ding all co-wor kers and ot her sta ke hol-
ders; all have their con tracts);

B.All.5.: Fit (= physi cal and psychi cal ca pa bi lity of stan ding 
the ef forts of the cur rent ra pid and ra di cal chan ge of 
con di tions of life and work);

B.All.6.: Free (= free dom from pres su re of work wit hout 
chan ces to use one’s crea ti vity, like being a tool with 
no own head);

B.All.7.: Fun (= ba sed on crea ted re sults and re qui si tely plea-
sant and chal len ging way to ward them, fun at and 
out si de work is a pre con di tion for good work).

B.MG.1.: Foun ders (= es tab lish ment of ad van ta ge ous cir cum-
stan ces; every start-up and ot her en ter pri se needs 
first-rate lea ders/bu si ness per sons, mo ti va ting their 
co-wor kers and orien ted to ward in no va tion).

B.MG.2.: Fo re ver in no va ting (= all sta ke hol ders need to be 
ti re less in no va tors).

B.MG.3.: Flat (= en tre pre neu rial or ga ni za tions have as few 
as pos sib le ma na ge rial le vels – this is the best way 
to make re con ci lia tion and crea ti ve coo pe ra tion as 
easy as pos sib le).

B.MG.4.: Fru gal (= they de crea se their costs with low ad mi ni-
stra tion costs and high pro duc ti vity).

B.MG.5.: Fa culty of chan ges (= open mind and ca pa city to 
chan ge your in te rests and adapt your own VCEN).

B.MG.6: Fa culty of mo der ni za tion of awa re ness of in di vi-
duals about the im por tan ce of re qui si te ho lism and 
so cial (and ot her) res pon si bi lity and well-being.

B.MG.7: Fully pro fes sio nal and re qui si tely ho li stic re la tions 
with all co-wor kers and ot her sta ke hol ders.

C. The abo ve three sets of at tri bu tes of en tre pre neurs/
lea ders/ma na gers and their po licy, stra tegy, tac tics 
and ope ra tions are ea sier to rea li ze if the se per sons 
are in no va ti ve and have the fol lo wing se ven L at tri-

bu tes (Lin den, 1990 in Mu lej et al., 2006) which 
can be lear ned:

C.1.: Stra te gic vi sion-orien ted long-term de ve lop men tal 
thin king and ac tion rat her than short-term and nar-
row-min ded ones;

C.2.: Per si sten ce about goals and ma king room for 
co-wor kers to find their ways to rea li ze their sha re 
of goals and tasks;

C.3.: Crea ting the fee ling – of one-self and ot hers – that 
we need re qui si tely ho li stic in no va tion in stead of 
rou ti ne-lo ving and com pla cent be ha vi our to sur vi-
ve;

C.4.: Star ting with con cre te steps – in stead of ‘pa raly sis 
by analy sis’ – one should take ac tion and analy ze 
it si mul ta ne ously, ba sed on a fra me work plan of 
lear ning, rou ti ne and in no va ti ve work, inc lu ding all 
types of in no va tion;

C.5.: Use of struc tu ral chan ge for or ga ni za tio nal struc-
tu res to pro vi de the re qui si te room for crea ti ve, 
in no va ti ve and con struc ti ve work, la te ral and pa ral-
lel thin king, coo pe ra tion and in no va tion, ba sed on 
re qui si te ho lism/who le ness to ac hie ve stra te gies, 
po licy, and vi sion of the en ter pri se;

C.6.: Con si de ra tion and ma ste ring of risk, rat her than 
avoi ding the risk (the lat ter is very risky in an in no-
va ti ve so ciety re qui ring ef fi ciency and suf fi ciency, 
co ve red by so cial and ot her res pon si bi lity, al lo-
wing for no abu se of co-wor kers, part ners, broa der 
so ciety, and na tu ral pre con di tions for man kind’s 
sur vi val, hen ce ba sed on re qui si te ho lism/who le-
ness);

C.7.: Use of po li ti cal skills – for per sua sion, ac qui ring of 
part ners and co-wor kers in in no va tion, per cep tion 
and bloc king ene mies of in no va tion and re qui si te 
ho lism/who le ness in time, etc.

D. At tri bu tes of peo ple’s per so nal VCEN to be at tai ned 
should also inc lu de per so nal and per so na lity de ve-
lop ment of inf luen tial in di vi duals to ward per so nal 
re qui si te ho lism, in no va ti ve ness, so cial res pon si-
bi lity and well-being, emo tio nal sta bi lity, and self-
rea li za tion.

E. The prin ci ples of sta ke hol der in te rests, en ter pri se, 
de ve lop men tal, eco no mic and so cially (SIEDES) 
res pon sib le (en ter pri se) po licy. To ac hie ve bu si ness 
ex cel len ce, res pon sib le en ter pri se po licy should 
be re gu larly in no va ted. Ari sing from VCEN in no-
va tions, the ge ne ral de fi ni tions of the com pany’s 
po licy de pend on in te rests of its im por tant sta ke-
hol ders. All of them should once again ret hink their 
long-term in te rests (be ne fits), their con se quen ces 
and wil ling ness/abi lity to in no va te them toward 
their res pon sib le and non-bia sed be ha vi our, con cer-
ning all ot her peo ple (fa mi lies, co-wor kers, ot her 
ci ti zens and pla net Earth re si dents – with pre do-
mi na tion of long-term in te rests con cer ning all of 
them). En ter pri se’s de ve lop men tal orien ta tion (e.g. 
ex ploi ta tion of op por tu ni ties of its en vi ron men tal 
de ve lop ment), eco no mic orien ta tion (with stri ving 
for po li tics of eco no mic res pon si bi lity to ward all 
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in ha bi tants of the world) and so cial orien ta tion 
(to ward eco lo gi cal and so cially res pon sib le goals 
and con si de ra tion of so cial de si re) should also be 
in no va ted all the time (see Bleic her, 2004].

E. Ap pli ca tion of the met hods of coo pe ra tion, e.g. 
USOMID in com bi na tion with the 6 Thin king Hats 
met hod as a way to ward re qui si te ho lism and re sul-
ting re qui si te who le ness of out co mes with no se ri-
ous troub le in the team work, such as un ma na geab le 
di sa gree ment and fight using ar gu ments for ar guing 
on a one-si ded ba sis rat her than sett le ment (Mu lej 
M. and N., in Mu lej et al., forth co ming).

The se se ven sets/systems of at tri bu tes are best used with 
one more at tri bu te that is ea sier to have if it is in na te rat her 
than lear ned, but it can be strengt he ned, at least, by lear ning 
and ex pe rien ce if we are awa re of our weak at tri bu tes: con-
fi den ce in the agreed-upon ob jec ti ve, per si sten ce and will to 
rea li ze it with neit her gi ving in nor stub born ness if it is wrong. 

For know-how to rea li ze the se prin ci ples see e.g. (Bulc, 
2006; Li kar et al., 2006; Mu lej et al., forth co ming; Mu lej and 
Žen ko, 2004; Mu lej et al., 2000; 2006; 2008; Mu lej, 2007b)

Troub les are una voi dab le if VCEN are not in no va ted, 
which they can be [C ol lins and Por ras, 1997; Col lins, 2001; 
Flo ri da, 2005; Po to čan, Mu lej, 2007b; etc.].

For all the se and re la ted sug ge stions to be co me rea lity on 
the per so nal le vel too, we sug gest the prin ci ples of VCEN and 
stra tegy to inc lu de so cial res pon si bi lity with et hics of in ter de-
pen den ce and crea tion of any con tent. They should be co me the 
cen tral at tri bu tes of hu man life in the role of VCEN di rec ting 
one’s ap pli ca tion of know led ge and tools (Es po si to, 2009; 
Hrast et al., Ed., 2006; 2007; 2008; 2009; 2010). 

8 Conc lu sions
In no va ti ve re ne wal of com pany’s ope ra tions is ne ces sary when 
the com pany feels that it can not res pond to the cir cum stan ces 
in the bu si ness en vi ron ment pro perly, es pe cially in the ti mes 
of the glo bal so cial-eco no mic cri sis. The most im por tant role 
in in no va ti ve re ne wal of the com pany’s ope ra tions be longs to 
the com pany’s ma na ge ment. The re is an awa re ness that should 
reach all sta ke hol ders of the com pany, inc lu ding the ow ners: in 
or der to ac hie ve a suc cess fully im ple men ted in no va ti ve re ne-
wal of the com pany’s ope ra tions one must in no va te the va lues, 
cul tu re, et hics and ma na ge rial norms be cau se the ma na ge ment 
is res pon sib le for the re ne wal of ope ra tions. The ma na ge ment 
would in this way ob tain sui tab le ma na ge rial cha rac te ri stics 
(whi le con si de ring the fin dings of DST), which will enab le it 
to reach the goals, set in the bu si ness stra tegy of the com pany.
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