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AbSTRACT

Whenorganizationsanalyzeandsignificantlychangetheirbusinessprocesseswithlatestinformation
andcommunicationtechnology(ICT)inmind,theycanreduceprocesstimeandcost,aswellas
increaseefficiencyandoutputquality.ThisstudyelaboratesanICT-enabledreengineeringprojectin
theAgencyforaudioandaudiovisualmediaservicesintheRepublicofMacedoniafortheprogram
monitoringprocess.ItaimstoinvestigatethemotivationtouseICTasawaytoshapetheprocess
redesignandfindassociationsamongICTadaptation,processreengineering,organizationalgrowth
andefficiency.Hence,thenewprocessstructurecanhelptheagencydelivergreaterpublicvalue
whilemeetingitsstrategicgoalstoprotectcitizens’interestsintheareaofaudioandaudiovisual
mediaservices.Itprovidesanexampleofacasestudythatsurpassesstandardindustrialreporttoan
articlethatcontainsvaluableinformationthatcompanies,especiallyinthepublicsector,canusein
replicatingexperienceswhileundertakingsimilarBPRinitiatives.
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INTRoDUCTIoN

CompaniesBusinessprocessreengineering(BPR)movementthatstartedinthelastdecadeofthe
twentiethcenturyhasbeenadoptedbyorganizationsthatundertookrapidandradicalredesignof
their coreandvalue-addedbusinessprocesseswhileperusing improvements inquality, cost and
decreasedtimetoprocesscompletion(Davenport,2013;Huangetal.,2015;SethiandKing,1998).
Havinginmindthatbusinessprocessesoftencross-functionalareas,whichcreatesdifficultyduring
processimprovements(Goksoy,Ozsoy,&Vayvay,2012),BPRcanreshapepolicies,systemsand
bridgeorganizationalunits,whilereducingcomplexitytooptimizeworkflowsandefficiencywithin
theorganization.Hence,thesignificantprocesschangeempowersemployeesandorganizationsto
achievebreakthroughimprovementswhileabandoningoldandunproductivewaysofworking.

The information and communication technology (ICT)hasbecomeoneof thekey enablers
ofbusinessprocessredesignorreengineering(Aboulaidetal.,2016;Davenport,2013;Jovanoski,
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Malinovski,&Arsenovski,2017).TheICTsolutionshave theability toenable thereengineered
processes,whileeliminatinghumanlabororintermediaries,captureprocessinformationandprovide
analysis,aswellasmonitorprocessstatusandobjects(Harmon,2014;Jovanoski,Malinovski,&
Arsenovski,2017).EvensimpleICTimplementations,whencombinedwithcorrespondingchangesin
thebusinessprocess,canresultinsignificantadvantages.Thetechnologyisapowerfultoolthatshould
betakenintoaccountduringprocessreengineering,soitcancreateprocessdesignoptions,rather
justsupportingthem(Aboulaidetal.,2016;Al-Mashari&Zairi,1999;Davenport,2013).Therefore,
organizationsthatunderstandthecloseconnectionbetweenICTandBPRandtakeappropriatesteps
tocloselyalignICTgovernancemechanismswithorganizationalstrategyandcorporateobjectives,
canincreasetheirchancesforsuccessfulBPRimplementation(Davenport,2013;Huangatal.,2015;
Jovanoski,Malinovski,&Arsenovski,2017;Wu,Straub,&Liang,2015)

On theotherhand,organizations reactdifferentlywhenundertakeBPR initiatives and their
projectsmayfailornotreachfinalobjectives(Abdolvand,Albadvi,&Ferdowsi,2008;Jovanoski,
Malinovski, & Arsenovski, 2017; Khoshlafz & Hekmati, 2016). Furthermore, the public sector
demonstratessignificantlymoreobstaclesanddifficultiesinprocessredesignorreengineeringthan
theprivatesector(BinTaher,Krotov,&Silva,2015;Cordella&Bonina,2012;Hesson,2007).With
increasedpracticesofbureaucracies,theproblemsofbusinessprocessefficiencyareoftensolved
throughpurchasingoflatestICTsolutionstoautomate,ratherthantoinnovatethewholeprocess.
Similarly,whenthetopmanagementofanorganizationfeelsitissuccessfulatpresenttime,they
usuallyrejecttheideaofrenovatingbusinesstoimprovetheirservices(Hesson,2007).

Inthisarticle,westudyanICTdrivenreengineeringprojectforoneofthecorebusinessprocesses
atAgencyforAudioandAudiovisualMediaServices(AAAMS)formonitoringofprogramservices
ofbroadcasters,retransmittedprogrammeofoperatorsofpublicelectroniccommunicationsnetworks
andcontentofprovidersofaudiovisualmediaserviceson-demandintheRepublicofMacedonia.
HavinginmindthecomplexdutiesandresponsibilitiesoftheAgencyaccordingtotheLawonAudio
andAudiovisualMediaServices(2014),optimizationand increasedeffectivenessof itsbusiness
processesisonethestrategicgoalsandcorporateobjectives.Followingtheconventionalwisdomin
ICTusage(Davenport,2013;Jovanoski,Malinovski,&Arsenovski,2017;Wu,Straub,&Liang,2015)
theAgencytriedtostrengthenitsvisionandrestructurebusinessprocesseswithawarenessofICT
capabilitiesthatcaninfluenceprocessredesignorreengineeringwhenneeded.Hence,theprogram
monitoringprocess,asoneoftheAgency’scoreprocesses,wasidentifiedasatargetforBPR,in
ordertoprovidecost-cuttingeffects,decreasetimetoprocesscompletion,aswellasincreasequality
outputandpublicvalue.Since,reengineeringisone-timeinitiativethatcanoftenexperiencefailure
(Al-Mashari&Zairi,1999;Huangatal.,2015;Khoshlafz&Hekmati,2016;Ravesteyn,&Batenburg,
2010;SethiandKing,1998)thisBPRprojectisasuccessfulcasestudyexplainingimportancefor
properstrategicdimensiontoBPR,ICTadaptationandcoordinationofreengineeringefforts.

ReLATeD LITeRATURe

BPRwasfirstintroducedbyHammer(1990),DavenportandShort(1990),whichhaveoutlineda
newapproachtothemanagementofbusinessprocessesthatcanproduceradicalimprovementsin
performance.Following,HammerandChampy(1993)haveidentifiedthreedrivingforcesforaBPR
change:(1)diversificationofcustomers,(2)intensifiedcompetitiontomeetthecustomers’needs
and(3)accelerationofchanges,oftenpre-requisiteinsomebusinessareas.Intheyearsthatfollowed
BPRhasbecomeapopulartoolthathelporganizationstodealwithrapidtechnologicalandbusiness
changeintoday’scompetitiveenvironment(Davenport,2013;Hesson,2007;Shaki&Kodua,2017).
PubliccompaniesarealsosensibletoBPR,sincetheyofferservicethatarecriticalforthecitizens
andorganizations(Hesson,2007).SeveralstudieshaveattemptedtodrawlikenessestoBPRinthe
privatesectorandhaveidentifiedalargenumberofcomplexchallengesfacingaradicalchangeinthe
publicsector(Jurischetal.,2013;Weerakkody&Dhillon,2008;Weerakkody,Janssen,&Dwivedi,
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