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Abstract. Many of the challenges that health organizations face today are different in their work and depend on the
regulations of changes in business, competition, but also the insufficient amount of all resources. The main goal of health
organizations is to achieve a high quality of service. Today, the health sector is facing competition that leads to the need
to gather information about current and potential users of adequate medical services. The efficiency and quality of the
services provided by health institutions is largely determined by the qualification of the staff and the quality of the work
team. This should be set in the conditions of increased need for better and more accurate diagnosis of various diseases
and better treatment of patients. Therefore, the leaders of the organization of the health institution have a difficult task
regarding the application of strategic management in order to best organize good working conditions in the team and
create success in the treatment of patients. The success that the health institution will achieve depends on the education
of employees, but also the application of new technologies, but also the procurement and provision of modern and
adequate equipment. All this together can lead to significant and notable results in treating patients and achieving
success and progress. An appropriate strategy is needed that will be implemented, but also overcome the challenges of
today. That is why human resource management is one of the important tasks for an organization to survive in a
changing environment and achieve success. There are three important goals in this. First of all, it is necessary to solve
the problem and define the concepts related to the process of human resource planning. The second part is the one related
to achieving competitiveness and specificity of the health institution. The third part included continuous training of
health workers through scientific research, education and training and adaptation of innovations in health. Based on
all the achieved results, it is necessary to draw conclusions and provide guidelines for further work, which indicates the

need for continuous monitoring and constant creation of plans for the future.
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1. INTRODUCTION

There are a large number of challenges that
organizations face today in their business, which are of
different natures such as regulatory regulations,
changes in business conditions, competition,
insufficient resources and the like. The imperative in the
field of health is high quality of service.

The health sector is characterized by competition
that leads to the need to gather information about
current and potential users of adequate medical
services. The efficiency and quality of services provided
in health care institutions is largely determined by the
qualifications and quality of the workforce. In addition
to the above, it is necessary to point out changes in
medical diagnosis and treatment. For these reasons,
managers have a difficult task regarding the application
of strategic management in order to create the best
organizational climate, which will be stimulating for
employees and thus the organization will achieve
remarkable results. The success that the organization
will achieve depends on the characteristics of the work
team: knowledge, learning abilities, skills. This will
distinguish one organization from another, on the one
hand, while on the other hand these and other
characteristics are the reasons for gaining a competitive
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advantage. An appropriate strategy is needed to be
implemented, but also to overcome today's challenges.
That is why human resource management is one of the
most important tasks in order for an organization to
survive in a changing environment and stand out in a
sea of others.

2. HUMAN RESOURCE PLANNING

In recent years, there has been a need to strengthen
policies aimed at health workers in order to improve the
success of the health system as a whole. This would lead
to greater availability, safer and better services. This
strategy is the right choice, bearing in mind that the
success of the health system as a whole is determined by
the quality of human resources. Human resource
planning must be part of the growth strategy of the
health institution itself. The focus on human resources
is very important, namely, it is about resources that:

a) Unlike other resources, they can put into
operation all available potentials in order to
complete the work task,

b) The combination and their direction should be
in such a relation that the effect that is realized
as a whole, is greater than the individual effect.
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Human resources are the only resources that
can provide a synergy effect,

¢) Human resources can only change the vision,
create a strategy, create and realize an idea,
design a new product,

d) Knowledge, skills and qualities of a person can
be observed and presented as potentials of the
organization if they are aimed at achieving the
goals of the organization,

e) These resources have a long-term impact on the
business of the organization due to the action of
certain decisions,

f) The attitude of the organization to the action of
human resources can be viewed from the
economic, social and health aspects,

g) Resources are characterized by the possibility of
self-renewal and development,

h) Investing in human resources is the most
profitable investment [1].

All these characteristics point to the conclusion that
human resources can be seen as a way to achieve
competitive advantage. Human resource planning is
defined as timely forecasting of human resource needs
by occupations, professions, number, qualifications,
deadlines for that fulfillment, financial investments.
The literature most often talks about three levels of
planning:

1. Level of organization - at this level the most
important is the general importance of
personnel, working conditions, elements of
personnel policy,

2, Level of organizational units - at this level
decisions are made on the allocation of
resources by organizational units,

3. The third level is focused on the distribution of
staff by function and their organizational
segments [2].

In order to get a true picture of the labor market,
human resource planning is applied. The data obtained
by internal and external analysis are shown in the
following table:

Table 1. Results of internal and external data analysis

Internal analysis = External analysis

Number of
employees

Qualification and
age structure

Degree of employment in a
particular field

Unemployment by profession

Educational institutions in a place
or a specific region

Percentages of employee transfers
from one organization to another

Years of service

Number of workers
in the same job
Career development
review
Improvement
Progress
Performance
evaluation
Employees with
potential for
advancement
Employees before
retirement

Source: D. JeCmenica, L. Barjaktarovié¢, (2012), Human Resources
Planning, Operational Management in the Function of Sustainable
Economic Growth and Development of Serbia, 2011-2020, Eighth
Meeting of Businessmen and Scientists, p. 157.
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Allinformation collected is used to meet the need for
human resources that are in line with the planned
activities. Sometimes the main disadvantage of this type
of collected data is the huge time period. The need to
employ human resources is short-term, so it is
necessary to overcome this time difference.
Characteristics that must be taken into account, which
may indicate a disruption of the human resources
planning process, relate to:

1. Unpredictability of people’s behavior that can
limit the power of control;

2. Uncertainty of market developments;

3. Insufficient information used after the planning
and decision-making process;

4. Plans that become obsolete in a dynamic
environment [3].

The human resource planning process itself can be
explained in the following order:

— Defining the stage of the life cycle of the
company for which the planning process is
performed;

—  Determining the type of organizational culture
related to the life cycle and tasks of the human
resources department;

—  Study of the strategic plan of the company with
the mission, strategic options, goal, way of
achieving the goal through plans and action
plan;

— Linking the life cycle of the company,
organizational culture, production plan with
the state of employees, in order to determine
the overall human resources problems to which
it is necessary to focus the planning process;

— Linking the basis of the human resources plan
with the strategic plan of the company;

— Application of one of the planning methods
(short-term, medium-term and long-term),
number and profile of the required work team;

—  Monitor the implementation of the plan and
take corrective action if necessary [4].

3. COMPETITIVE ADVANTAGE IN HEALTHCARE

Healthcare and the institutions of our national
economy can be greatly improved and the level of
functionality and efficiency increased through
innovation and competitive advantage. In order to
achieve a competitive advantage, one of the solutions
would be to connect entities in the form of clusters so
that all members of health care, faculties, institutes,
associations to help individuals and pharmacy
institutions achieve the best results. The synergistic
effect of all these entities will have multiple effects on
the entire system. Knowledge, skills and experience
enable sustainable development of the system as a
whole, act on the construction of infrastructure and
raise the level of quality in the networking process. If we
look at the last thirty years of the development of
medicine, there are a large number of processes to
which the medical sciences have been exposed.
Numerous challenges were noted in the process of
resource management and managerial activities, which
were primarily related only to economic activities.
Global changes have led to the transformation of
healthcare, which has imposed a change in the entire
business process, which has been reflected in the
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process of providing services. Health and health care are
basically humanistic and have always had conflicting
interests between the business principle on the one
hand and the common interests of health care on the
other. The comparative advantage of health care, health
care institutions, institutions, faculties are based on at
least three aspects:

1. Specialization;
2. Cooperation;
3. Functional efficiency [5].

Specialization is a critical success factor related to
resources, their best use and management. Through
specialization, the goal is to ensure continuity in
training. It is achieved through teamwork and learning,
joint management and knowledge exchange.
Cooperation leads to survival in the process of
sustainable development because it is based on the
principles of market business. Through cooperation, the
best possible limited resources should be used in order
to achieve success in conducting business activities.
Competence, openness, connection and cooperation
with others are the main features of medicine and
health, which creates the basis for the process of
creating a competitive advantage.

4. QUALITY-CHARACTERISTICS OF HEALTH

Standards in business are changing, the process of
globalization requires the adjustment of business
processes, while digitalization and the growing presence
of technology leads to the improvement of processes. All
this has affected the health care, which imposes
appropriate changes. One of the basic operational goals
is to improve the results and quality of the system in the
provision of health services. The organization as a whole
must recognize and manage all activities in order to
achieve appropriate action. The best answer to all these
changes is the application of a process approach, and
health is one of the activities that can give adequate
results.

At the center of providing health services, their
quality and achieving competitive advantage are
patients as end users in order to achieve a certain level
of satisfaction. The entire organization is included in
activities that contribute to increasing value. From the
management of the health institution, the way of using
resources, the process of measuring the actual with the
planned situation, the needs change in the process of
providing health services in order to achieve the
mentioned satisfaction. The primary goal is continuity
in the quality management system, and the basis for
that is a quality personnel structure. Teamwork of
employees, identification of problems to be solved is
based on the analysis of collected data. The initial phase
in improving quality in healthcare is learning about the
quality system, the methods used to achieve the best
results.

5. WAYS TO ACHIEVE COMPETITIVENESS OF HUMAN
RESOURCES IN HEALTH CARE

The competitiveness of health care is determined by
the readiness of employees for the process of training
and education. The institution itself should be a
stimulating environment when it comes to continuing
professional development. It depends on the mission of

the institution which parts of training and education
will be given the greatest importance in the process of
creating a business strategy. In order to realize the
vision, as well as the planned business activities, a
comprehensive strategy for the development of
infrastructure is needed to achieve competitiveness and
create a basis for improving health. Some of the factors
that affect the sustainable development of health are:

1. The quality of the multidisciplinary approach
in diagnosis and treatment,

2. Organization of research work with
educational institutions and other educational
institutions,

3. Permanent harmonization of formal and non-
formal health education,

4. Development of health and information
technologies,

5. Development of key knowledge and skills in
health care,

6. The level of commitment of employees to the
goals of the organization [6].

5.1. Research and scientific activity

This segment refers not only to the educational part,
but also to the research of the occurrence of diseases,
diagnosis, treatment and prevention of complications.
Institutes together with medical faculties, research
centers, clinics, clinical centers and other similar
entities have a key role in the process of research
development. The development of the capacity of
hospital institutions in terms of research activities
should be directed towards research in terms of
diagnostics, disease prognosis, pre-clinical research and
the like. Particular work should be done to maintain
relations with foreign partners, especially at European
level, in order to improve existing knowledge and
technologies. IPA, pre-accession European funds and
other entities such as award-winning institutions are of
great importance here. Mentoring through experience
with specialists and trainees enables the development
and application of scientific work. All this leads to the
emergence and development of a quality future work
team, and therefore in the process of human resource
planning must take into account the education and
connection of institutions in order to achieve the best
quality for end users of services. In order to achieve the
greatest possible benefits for all parties in the process of
providing health services, it is necessary, above all,
adequate education and training of employees.

5.2. Education and training of employees

Information today is one of the most important
resources that is of immeasurable value in relation to
numerous material resources. Knowledge is the most
important resource of any institution, regardless of its
usefulness for society, and is acquired in the learning
process. Its most important bearers are members of the
working collective. The value of knowledge is especially
related to educational institutions and service activities.
It is the basis for future work activities. Through
education, knowledge increases, and its application
achieves certain economic results. For these reasons, it
is considered a factor of competitive advantage. In order
for the economy as a whole to develop, knowledge is
necessary. With formal education in the field of
medicine, a person becomes able to work. Sometimes
there is a huge time gap between investing in knowledge
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and the effects of its manifestation. The basic
characteristics of knowledge that make it competitive
for the organization are:

e Uncontrolled spread, because knowledge is
easier to transfer even than money,

e Vertical mobility because it is accessible
through formal and non-formal education,

¢ Knowledge is the potential for success, it is the
basis of work and it is possible to achieve huge
benefits if used in the right way [7].

Through the model of continuing education (the
concept of lifelong learning) knowledge keeps pace with
change. In health care, continuing education is set as the
most important postulate for the development of all
employee skills. Formal and non-formal education
through the concept of lifelong learning is needed in
order to improve or build certain skills, diagnostics,
clinical examination, evaluation. Numerous trainings,
periodic renewals of work licenses, are just some of the
ways to continue educating employees. Education at the
level of the health institution affects the quality of
patient treatment, faster and better results, better
teamwork, and more equal role in the team. Depending
on the institution in which the worker works, as well as
the position, the period of training and their frequency
will be determined. Through the courses, it is possible
to use news from practice and their transfer to
employees, as well as safe implementation in the
practice of providing health services.

Reasons why managers must consider the learning
process and the use of knowledge relate to:

e Finding the fund of explicit and implicit
knowledge available to the organization (do we
know what we know),

e  Development of mechanisms for the formation
and development of information and database,
as well as their use (knowledge of knowledge),

e Identifying gaps in knowledge and mechanisms
for filling them in the process of recruitment,
retraining and development (what we do not
know),

e Investing in knowledge, knowledge bases and
monitoring the effectiveness of that investment

[8].

Regardless of the activity, education and training are
the two basic postulates of professional development
and monitoring change. Also, they can be considered as
a way to achieve a competitive advantage. Acquiring
knowledge within educational institutions is a very
important, but also a responsible task of both
educational institutions and future staff who will
provide health services. Due to the growing division of
labor in health care, the need for training and the
acquisition of skills that are specific to a particular field
of medicine, as well as the acquisition of a large number
of new competencies, has led to changes in education.
The application of new ways of education in the world
has contributed to the manifestation of certain
advantages related to:

e Ability for students to adapt the content of
teaching to their pace of learning,

e  Possibility of self-assessment for students and
lecturers through educational tasks and quizzes
as an integral part of education,

e  Ability to receive feedback,
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e  Possibility of interaction with the lecturer,
e  Ability to discuss and answer questions when
they arise [9].

The institution itself should create the right strategy
for employee education and find the right balance
between congresses, courses, self-education and other
forms of knowledge acquisition. Congresses are a way of
gathering experts from medical fields and the possibility
of using scientific events with examples from practice.
Through self-education, using various literature, it is
possible to gain insight into news from the profession,
while on the other hand, practical training is the best
way to upgrade knowledge and skills. In addition, it is
necessary to develop so-called soft skills such as
cooperation, communication. All this leads to the
creation of a competitive advantages and opportunities
for employees to learn better than employees of another
institution.

5.3. Change and human resources

Today, a large number of companies and activities
are facing change. The ability to adapt to change is a
feature of human resources and there is a need for
proper management. Involving employees in a timely
manner in the process of change in an appropriate way
is the only right answer. The three categories of human
resources that can be involved in the change process
are:

1. Change strategists - the responsibility of this
group lies in initiating change and their role is
crucial in the initial stages of change;

2. Change implementers - a group directly
responsible for implementing change. This
process is considered to be more demanding
compared to the first category;

3. Recipients of change - resources that are
affected by change and that accept it depending
on their character and how they present
themselves [8].

The key to surviving and maintaining a competitive
advantage is to embrace change and act as best you can
in the face of change. Sometimes change leads to
resistance, and depending on the approach of the
manager and how the change is presented, the reaction
to it also depends.

6. COMPETITIVENESS OF HUMAN RESOURCES OF THE
REPUBLIC OF SERBIA

According to the data published on the World
Health Day on April 7, 2021. year, the World Health
Organization has determined that per 10,000
inhabitants that make up the population of our national
economy, an average of 31.25 doctors come, which
positions us highly in the world and represents an
increase compared to 2020 when the number was 29.1.

According to the Agenda, the goal is to increase
funding in the field of health, recruit, develop, train and
retain health workers, which is especially important for
developing countries [10]. The Serbia 2030 report
shows the readiness of our national economy for the
implementation of the 2030 Agenda, which emerged as
aresult of civil society organizations, as the backbone of
the Platform for Public Dialogue on Implementing
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Sustainable Development Goals in Serbia (“Sustainable
Development for All”). Medical staff statistics also
support our national economy. The results show that
the number of nurses and midwives per 10,000
inhabitants is 60.86, which ranks us 55th out of a total
of 194 economies. The goal of the health system, which
is especially emphasized on the occasion of the World
Health Day, is to support health workers (especially in
today's conditions), the standard and quality of health
services in order to preserve human health. The
implementation of the Agenda began with its adoption
in 2015 and includes 17 goals of sustainable
development. All of the above is the basis for the
harmonization and direction of public policies and
activities that contribute to achieving the goals of
sustainable development. The goal under number three,
which refers to ensuring a healthy life and preserving
people's health, is especially emphasized. The Republic
of Serbia is implementing the Agenda with the support
of Germany and Switzerland thanks to the Public
Finance Reform - Agenda 2030 project.

The third goal, which refers to ensuring a healthy life
and preserving people's health, has only partially
become part of the national goals. The universal
coverage of the health care of the Republic of Serbia is
achieved through the obligatory health insurance of all
employees, the self-employed and their families, and
the state provides insurance to certain groups. Resource
equipment (number of doctors per capita, number of
hospital beds, etc.) is above expectations for comparison
according to United Nations indicators [11]. In order to
achieve the goals of sustainable development as needed,
the cooperation of all institutions is necessary. A special
segment that must be taken into account concerns
healthcare employees. The reason in favor of that is that
the health system does not follow demographic changes
and current trends. There is a large number of
uncovered areas with health care, which emphasizes the
importance of the personnel structure. Changes in the
demographic structure are not sufficiently taken into
account when drafting personnel plans, they are mostly
the result of data that do not reflect the real situation
and are often dry without significant value. The
importance of focusing on employees in the health
sector stems from the increasing number of migrations,
which is especially evident because the Republic of
Serbia is still not part of the European Union.
Insufficient structure in some areas is noticeable, as well
as predictions that such a trend will continue [12]. In
addition, inequality in the development of local self-
government units must not be neglected, so the quality
of staff in less developed areas and the quality of health
services provided must be taken into account. All this
leads to an even greater need to invest in the personnel
structure.

If the number of dentists per capita and
competitiveness at the district level are observed,
service users will turn for help to a territorial unit that
has a larger number of qualified professional staff,
better infrastructure, more hospital beds and the like.
The service in such institutions is of better quality,
faster, the number of days spent in the treatment
process has been reduced, and customer satisfaction is
higher. For the end result, it will contribute to the
increase competitiveness of the observed territorial unit
and greater trust in it, while others will have to fight to
improve their position through greater investment.

7. CONCLUSION

Global changes have brought changes in a large
number of activities, so the medical sector was not
excluded. In order to survive, and having in mind the
seriousness of the services, continuous training and
education is necessary. Quality staff is the basis for
providing quality services, with the end user being at the
center of all activities. In the planning process, the task
of the manager is to provide the appropriate work team
in order to provide the best for the users. Specialization,
cooperation and functional efficiency arise if the
planning process is carried out as planned, i.e. if a
quality work team provides appropriate services.
Education, self-education, training and courses lead to
constant upgrading and acquisition of new skills.

Planning in the right way leads to the selection of
adequate people in the right place, as well as to the
responsibility for achieving or not achieving a certain
organizational goal. The success of an individual refers
not only to what he has achieved in a certain position,
but also to the quality of the entire hierarchy.
Everything in the organization is connected, both
employees and activities. If one link is not appropriate,
then material and quality losses are provided.

Given the complexity and specificity of services at
the primary, secondary and tertiary levels, the selection
of staff regardless of the tasks performed is a key but
also a critical factor in the success of the health
institution. In addition, if we look at the district level of
our national economy, health systems are mutually
competitive. The services provided must be of
appropriate quality. The basis for providing services is
the personnel structure, so there is a great responsibility
on the management and on the employees themselves.
Both the individual and the team as a whole need to act
synergistically to achieve the best possible results. It is
necessary to take into account all the ways of improving
skills and changes that are inevitable, because the
survival of the system as a whole is largely determined
by all factors.
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