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Executive summary

Overall, the Handbook itself can be considered a resounding success, with en-
thusiastic reception from all sides. In a wide-ranging survey of around 440 B&H
�rms who had received the Handbook, the respondents were between �satis�ed�
and �totally satis�ed� with every aspect of the Handbook. The only complaint,
revealed in interviews with key stakeholders, was that there was not a wider
range of local case studies included.

However there was some disappointment with the partnerships surrounding
the project in the sense that even more could have been made of potential
synergies surrounding the Handbook.
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Chapter 1

Background

1.1 The project

This is a �nal research report on the following project:
Producing an HRM manual for B&H SMEs

• Modern, accurate and up-to-date

• EU-ready

• Attractive and easy to use without previous HRM knowledge or training

2000 copies of the manual will be produced in the three languages of B&H and
delivered free of charge to BiH SMEs and other relevant institutions

Design and implementation proMENTE social research

Contact hrm@promente.org / +387 33 556 865

Project website www.promente.org/tim

Funding UK Government

Partners Chambers of Commerce of the Federation BiH and the Republic of
Srpska

1.2 The previous survey

Research carried out by proMENTE

Research timeframe July-October 2007

Sample SMEs in B&H
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Method surveys sent out by fax via the Chambers of Trade in the Federation
and the Republika Srpska

Results

Interest in HRM is relatively high, but at the moment still in a relatively
poor state of development.

Personnel selection is still mostly carried out by the Director of the
�rm, and very rarely by internal or external HRM professionals.

Personal contacts dominate both the methods of selecting personnel as
well as the sources of information on HRM issues.

Con�dence: most �rms feel fairly con�dent that they act in accordance
with relevant local laws and regulations, but are much less sure about
European standards and regulations.

Wishlist for a manual on HRM: Those interviewed were asked about how
our forthcoming manual on HRM should look. The most popular
suggestions were that it should:

contain creative ideas about how to increase productivity,
be simple to use,
contain information on relevant regulations,
give advice on how to cope with di�cult HRM situations
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Chapter 2

Project-end survey

2.1 The interviews and questionnaires

The project-end research consisted of a qualitative component (interviews) and
a quantitative component (questionnaires).

2.2 Interviews

After the launch of the Handbook, a Telephone Survey was carried out with six
experts who were well informed about the whole project and were in a position
to give their general opinion about the project parameters and how well the
actual Handbook lived up to the aims we had for it.

The participants in the survey were:

• 1. Mira Idrizovi¢, Gospodarska/Privredna Komora Federacije BiH

• 2. Jelena Tati¢, Privredna Komora Republike Srpske

• 3. Ema Borovina, Bosnalijek

• 4. Erol Mujanovi¢, Recognita

• 5. Zlatan Tuce, dipl. psiholog

• 6. Maja �voro, World Vision BiH

Main �ndings

Partnership & personal involvement

I think this is really useful. I was delighted when I saw this handbook
because it is the �rst material like this that we have had in our
country, especially for SMEs which have simple HRM...
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The respondents were all very happy with the partnership; one person would
rather have been more deeply involved.

There was some dispute about the breadth of the cases studies; some wanted
to see more smaller �rms, some wanted to see more �best practice� in the larger
�rms.

The case studies could have been drawn from an even wider spectrum
of �rms.

More �rms from outside the big cities could have been included for
the case studies.

I think there should have been more of those �rms, like CocaCola,
ASA Auto some banks, etc.

There is potential to include the Chambers of Trade in the future;
to hold workshops at the Chambers to help raise awareness on this
theme with local �rms.

Media

Two respondents thought that there should have been better media coverage.

... there could have been more information on partner web sites

I didn't really see it in the media ....

Others thought the general media was not the best way to present the campaign
and thought that the target audience was adequately informed.

Whoever was interested would have found out about it.

It would have been more important to have had some expert author-
ity rather than the media ...

The internet publication of the Handbook was praised.

What you have on the internet, that is really excellent. Congratu-
lations on how you made it available.

Respondents were satisifed with the launch event.

Impact: can the Handbook help to improve HRM in B&H?

In general respondents were positive on this point.

I don't think it can improve it but it can kickstart the motivation
to improve it

I think it can because I know my colleagues are using it and I have
only heard positive comments ...

It depends whether managers really accept it.
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Which themes do you think are most interesting for employees and

employers in your �rm?

Seeing as how HRM is mostly an administrative function in �rms
in this country, I think the legal part will interest them the most.
But I think in time there will be more interest in the parts about
management skills ...

I think all the topics covered are very interesting and useful, espe-
cially performance assessment, motivation, di�erent groups of em-
ployees, stress in the workplace, etc. ...

What are your suggestions for the next steps?

I think we should have a magazine with these kinds of themes, not
monthly but quarterly.

... media exposure, round tables, seminars ...

Unfortunately now isn't the right time.

This is an excellent thing and the market was just waiting for it. I
�nd it personally really useful .... one could do thematic handbooks
... for example one on recruitment, one on rewards, compensation,
....

2.3 Questionnaires

A questionnaire was designed to capture stakeholder impressions of and satis-
faction with the handbook. The questionnaire was delivered in the following
ways:

Via an internet page (web questionnaire)
Via a feedback sheet in the handbook itself, which stakeholders returned

either by fax or by post
Via a feedback sheet delivered by the Chambers of Trade to their members

and collected by them

FBiH RS Sum
chambers 176.00 240.00 416.00

web 15.00 0.00 15.00
Sum 191.00 240.00 431.00

As can be seen, both Chambers of Trade, and in particular the RS Chamber,
went out of their way to ensure an excellent return rate. So the responses can

Table 2.1: Sample
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be considered to be those of the typical user and not just those of enthusiastic
�friends of the project�.

Analysis of sample

As the questionnaires were �lled in by persons responsible for HRM in the �rms
addressed, a brief analysis of the responses gives a very interesting picture of
the structure of this function in B&H.
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Figure 2.1: Respondents: age by sex

The �rst diagram shows that a large majority of the younger respondents
are female, whereas there are almost no women amongst the respondents older
than 50.
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Figure 2.2: Respondents: age by area

The age structure of those responsible for HRM is quite similar in the two
Entities, with a signi�cant tendency for those in the RS to be a little older.
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Figure 2.3: Respondents: age by size of �rm and sex

Looking now at the size of the �rms, nearly all were under 250 employees.
There are quite a few larger �rms up to 2000 employees in which women have
an HR function, some of them quite young, but in the largest three it was men
who �lled in the questionnaire.

Findings
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Figure 2.4: Who is responsible for HRM in the �rm, by size of �rm

This �gure shows who is responsible for HRM in each �rm, according to the size
of �rm. In this and the following two graphics, the size of the �rm is presented
on a logarithmic scale, i.e., the right-hand end of the scale is �squashed up�
in order to focus on the smaller �rms1. As espected, in very small �rms up to
about 20 employees it is the director who makes HR decisions; in the larger �rms

1In this and the next two graphics, the grey bands around each line show the level of

con�dence in the curves. Wider bands mean less con�dence because they are based on fewer

�rms; where the bands are narrow, many �rms are represented.
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over 150 employees this function is taken over by a HRM manager, although
the director is also involved in these decisions. External services are essentially
unknown in B&H. What is particularly interesting is that the large number of
�rms between 20 and 150 employees name �something else�. It can be supposed
that these are the �rms in which HRM is just beginning, or does not quite yet
exist as something more than an administration department.
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Figure 2.5: Sources of HRM information, by size of �rm

This �gure shows sources of HRM information by size of �rm. It stands
out that in �rms up to about 150 employees, the internet is already the most
important source of information. Business magazines are important in both
very small and very large �rms.
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Figure 2.6: Satisfaction by size

There were altogether 16 questions on the respondents' satisfaction with the
Handbook. Factor and cluster analyses were carried out in order to simplify
these questions into a smaller number of groups. The resulting scores are:

• Satisfaction overall (appearance, ease of use) - 3 items
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• Satisfaction with information on business laws and regulations - 1 item

• Satisfaction with information on stress management - 1 item

• Satisfaction with all other technical information - 8 items

The other items were not used but the overall level of satsifaction with these
other aspects is similar to those above.

The most important result is that the respondents were between �satis�ed�
and �totally satis�ed� with every aspect of the Handbook.

Figure 2.7: Pleased by age

These satisfaction scores were analysed to see if they di�ered individually or
together according to sex and age of respondent, size or region of �rm. There
were few notable di�erences. This �gure shows that the satisfaction was slightly
but statistically signi�cantly higher amongst young respondents.
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Figure 2.8: Satisfaction with business regulatory information by area and sex

This �gure shows that the satisfaction was slightly but statistically signi�-
cantly higher on business regulations amongst respondents in the Federation of
B&H; there were more respondents in the RS who were not satis�ed with this
aspect.

12



area

sa
tis

fa
ct

io
n 

w
ith

 T
E

C
H

N
IC

A
L 

C
O

N
T

E
N

T

●

●

●

●●

●

●
●

●
●

●

●

●

●

●

●

●

●

●
●

●

●

●

●

●

●

●
●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●●

●

●
●

●

●

●
●

●

●

●●

●

●

●

● ●

●

●

●

●
●

●

●●

●

●●

●

●

●

●
●

●

●

●

●

●

●
●

●

●

●

●

●

●

●

●

●

●

●

●

●●

●

●

●

●

●

●
●
●

●

●

●

●

●

●

●

●
●●

●

●

●

●

●
●●

●
●

●

●

●

●
●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●
●

●

●

●

●

●

●

●
●

●●

●

●

● ●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●
●

● ●
●

●

●

●

●

●

●

●
●●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●
●

●

●

●

●
●

●

●

●

●

●

●

●
●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●
●●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●●

●

●

●

●

●

●

●

●
● ●

●

●

●

●

●

●

●

●

●
●

●

●

●
●

●

●
●
●

●

●

●

●

●

●

●

●

●

●

●●

●

●
●

●

●

●

●

●

●

●

●

●

●

●

●

●
●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●●

●●

● ●
●

●

●
●

● ●

●

●
●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

●

● ●

●

●

●

●

●

●●

●

●

●

●
●

●

● ●●

● ●

●

completely_disatisfied

disatisfied

satisfied

totally_satisfied

FBiH RS

sex
● male

● female

Figure 2.9: Satisfaction with technical content by area and sex

This �gure shows that there was a signi�cant interaction on satisfaction with
technical content between area and sex; men in the RS were less satis�ed.
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Chapter 3

Website tra�c

As part of the project, a website was created and maintained. Alongside the
Handbook itself, additional material was presented including a section on �Fre-
quently Asked Questions�. The Handbook was also available at the website of
posao.ba.

The website tra�c was quite acceptable, with around 100 unique vists a day
to the main page. The Frequently Asked Questions section was particularly
popular.

5 most popular pages number of visits since Jan 1
2009

promente.org/teamzauspjeh 2772
download link 908

FAQ: which methods.....? 2545
FAQ: how to motivate.....? 2775

FAQ: is professional selection.....? 3181

Table 3.1: Website tra�c
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