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Vyznam marketingu v prevencii Sirenia COVID-19

Vanda LIESKOVSKA — Katarina PETROVCIKOVA

Uvod

Globalna pandémia choroby COVID-19 sa objavila koncom roka 2019
v ¢inskom meste Wu-chan. Do marca 2020 bolo zaznamenanych v Cine viac ako
80 000 pripadov ochorenia. Zaciatkom marca 2020 sa objavili prvé pripady
v zdpadnej Eurdpe, najmi v Taliansku, Franctzku, Spanielsku, neskor aj v Irane
USA, Vv Juznej Amerike, Rusku aj Indii. K 8.1.2021" bolo v ramci celého sveta
potvrdenych viac ako 89 miliénov pripadov nakazy s celkovym poétom Gmrti
1917 295 pacientov.

Aktualna situacia sposobend Sirenim ochorenia COVID-19 si vyziadala
potrebu spristuptiovat’ informacie o ochoreni COVID-19 v takej miere, aby boli
Siroko dostupné pre kazdého obcana. V tejto etape zohrava mimoriadne ddlezitu
tlohu osveta a vyuzitie réznych komunikaénych nastrojov, ktoré svojou podstatou
su sucastou komunika¢nych stratégii v ramci marketingového mixu. Prirodzene
Vv zdujme prevencie a distribucie myslienok ochrany pred touto nebezpecnou
pandémiou je mimoriadne dolezité vediet vyuzivat cely komplex riadenia
marketingovych aktivit, o vSak presahuje ciel predlozeného prispevku.
V predlozenom prispevku sustredime teda pozornost na vybrané aspekty
uplatiovania marketingovych aktivit v procese predchadzania doésledkom
pandémie COVID-19.

Priznaky ochorenia COVID-19

Priznaky, prejavy ochorenia s horticka nad 38°C, kasel’, stazené dychanie,
bolest’ svalov, bolest’ hlavy, inava, malatnost, strata ¢uchu a chuti. NajcastejSie
komplikacie vedice k vaznym prejavom ochorenia su: akutny respiracny syndrom
(dychavi¢nost’), zapal a zlyhavanie pluc, septicky Sok, poSkodenia obliciek,
poskodenia srdca, sekundarne bakteridlne a plesniové infekcie a multiorganové
zlyhanie. Tazky priebeh ochorenia v pripade COVID-19 je pozorovany u l'udi
s oslabenou imunitou, u ludi s pridruzenymi chorobami, a tiez u starSich l'udi.
Rizikovym faktorom je aj fajéenie, obezita, srdcovo-cievne ochorenia i cukrovka.
Pri vaznejSom priebehu choroby je potrebnd plicna ventil4cia, napojenie pacienta
na pristroj, ktory dodava plicam kyslik pocas doby, kym telo pacienta bojuje

! worldometers.info/coronavirus



s virusom. Uspesnost’ vyliedit pacienta napojeného na plicnu ventilaciu zavisi
od vysSie spominanych rizikovych faktorov.

Pocet pacientov s COVID-19 v podmienkach SR

Na Slovensku sa vyskytol prvy pripad infikovaného &loveka diia 6.3.2020.
V prvej etape sa pocet nakazenych ako aj pocet timrti za SR drzal na nizkej urovni
vV porovnani s inymi krajinami. Uspechu sa pripisovali najmi rychle rozhodnutia aj
ucinnejsi pristup na obmedzenie §irenia virusu.
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) Obr. ¢. 1 Koronavirus na Slovensku marec-jian 2020
Zdroj: UVZ SR

Urad verejného zdravotnictva Slovenskej republiky rovnako ako regionalne
urady verejného zdravotnictva v Slovenskej republike boli v pohotovostnom
rezime od prvych dni. Désledne monitorovali epidemiologické situaciu a na dennej
baze uskuto¢novali potrebné preventivne opatrenia. Uz od 9.3.2020 na zaklade
karanténnych opatreni bol preruSeny vychovno vzdelavaci proces vybranych $kol.
Hlavny hygienik deklaroval, Ze berie na vedomie proaktivne kroky predstavitelov
7Gp, miest, obci a vysokych §kol. Studentom a Ziakom bolo odporiidané pocas
prerusenia Skolského vyucovania vyvarovat sa nav§tevam hromadnych podujati
a miest s vel’kym pocétom ludi.

Dna 9.3.2020 bolo prostrednictvom verejnej vyhlasky vydané rozhodnutie,
ktorym sa vSetkym fyzickym a pravnickym osobdm zakazovalo organizovat
ausporaduvat hromadné podujatia Sportovej, spoloCenskej ¢i inej povahy
a ucinnostou od 10.3.2020. Dnia 15.3.2020 bol prvykrat vyhlaseny nidzovy stav
obmedzeny na rezort zdravotnictva, ktory trval do 13.6.2020. V uvedenej Casove;j
etape nebolo zname, do akej miery protilatky ochranujt ¢loveka voéi opakovanej
infekcii. Rovnako neexistovala Ziadna overend vakcina proti koronavirusom,
vratane SARS-CoV-2. Vyvoj a testovanie vakcin sa v tomto case predpokladal



V horizonte viacerych mesiacov. Ztoho dovodu sa stala problematika
propagovania preventivnych opatreni proti zabraneniu Sirenia epidémie
mimoriadne délezitou. Vyznamnou pomocou sa ukdzalo byt aplikovanie
marketingovych vychodisk, marketingového mixu a v neposlednom rade
marketingovej komunikacie.

Uz 23.7.2020 rezort zdravotnictva prerokoval a schvalil Pandemicky plan
Slovenskej republiky. Jeho cielom bolo zabezpeéit' pripravenost’ Slovenska na
pandémiu akutnych respiraénych ochoreni, eliminaciu zdravotnej a ekonomickej
zétaze obyvatel'stva, stanovenie uloh organov S$tatnej spravy, samospravy
a odbornych organov ktoré riadia, zaistuji a plnia ¢innosti v spojitosti so
zabezpecovanim ochrany verejného zdravia. V tomto ¢ase nemocnice fungovali
Vv Standardnom rezime pacientom bola poskytovand zdravotna starostlivost’ bez
obmedzeni. Ludia sochorenim COVID-19 alebo spodozrenim nai boli
hospitalizovani ma infekénych oddeleniach. V tomto case boli zdravotnicke
zariadenia pripravené v pripade zvySenia poctu akutnych pacientov okamzite
alokovat’ nevyhnutné l6zka. Z hladiska dostato¢ného zabezpecenia pristrojov
uréenych pre plicnu ventilaciu bolo deklarované ich planované navysenie z 350 na
takmer 2000 ks. S tym suviselo aj zvySovanie distribucie ventilatorov, kyslikovych
a vzduchovych rozvodov, zvySovanie poctu 16zok anestézioldgie a intenzivnej
mediciny, potrebné pristrojové a persondlne vybavenie. Zdravotnici mali v tomto
Case aj dostatok spotrebného materidlu na laboratérnu diagnostiku ochorenia
COVID-19. Rovnako bol dostatok ochrannych pomécok, zasoby boli priebezne
dopiiané. Osobné ochranné prostriedky ministerstvo zdravotnictva sumarizovalo,
z hladiska poziadaviek jednotlivych nemocnic. Obstaravanie zabezpecovala
Sprava statnych hmotnych rezerv, ktora tento material obstaravala a distribuovala
podl’a rozpisu rezortu zdravotnictva do jednotlivych nemocnic.

Res$pekt a obava o zdravie v ramci Sirokej populacie sa v letnych mesiacoch
po Ciastocnom Ustupe pandémie zacali oslabovat. Dovolenky, odkladané rodinné
oslavy, svadby a intenzivna migracia obyvatelov spoOsobili zaciatkom oktdbra
opdtovnul a tentokrat opravnenua obavu zo Sirenia a nasledkov pandémie.

Zaciatkom oktobra 2020 evidovalo Slovensko 10938 pripadov nakazy
koronavirusom s po¢tom obeti 48. Boli prijaté nové opatrenia v snahe zabranit’
Sireniu virusu. V aquaparkoch bol stanoveny limit navstevnosti na tisic ludi.
Hromadné podujatia Sportovcov, umelcov vratane omsi sa mohli uskuto¢novat
S tcastou maximalne 50 l'udi. Ruska sa stali povinnostou pri pobyte v interiéri aj
exteriéri, stredné skoly presli na diStan¢nu vyucbu. Napriek uvedenym opatreniam
2020 zacal pocet infikovanych postupne narastat. Diia 1. oktobra 2020 bol
vyhlaseny ntdzovy stav, ktory bol zaroven schvaleny vladou uz po druhykrat
v danom roku.



Pandemickd komisia vlady a Ustredny krizovy S§tab rozhodli 0 novych
opatreniach od 15 oktdbra 2020.

Od 15.10. 2020 vstipilo do platnosti nariadenie zakazujuce vSetky hromadné
podujatia — kultarne, $portové, spolo¢enské aj nabozenské. Krsty, pohreby a sobase
sa mohli konat v pripade, ak na jednu osobu pripadlo 15 m S§tvorcovych
v priestore. V exteriéri bolo potrebné dodrzat’ dvojmetrové odstupy. Najvyssie
futbalové, hokejové, basketbalové, hadzanarske a volejbalové suitaze mohli sice
prebiehat’, ale bez pritomnosti divakov a vSetci aktéri museli mat’ negativne testy
na COVID-19. Zmenili sa pravidla prevadzky verejného stravovania. Jedlo
anapoje bolo mozné podavat’ vyhradne v exteriéri, alebo zabalené so sebou.
Do obchodov a nakupnych centier bolo mozné vstipit’ len po odmerani teploty.
Povoleny bol vstup osobam, ktoré nevykazovali Ziadne priznaky ochorenia. Pre
seniorov nad 65 rokov boli v obchodoch vyhradené hodiny na nakup V rozmedzi
od 9.00-11.00 hod. Bolo nariadené zatvorenie prevadzok fitnesscentier,
aquaparkov, wellness centier, kuapalisk aj saun. Bol nariadeny zakaz
zhromazd’ovania pre viac ako 6 0sob.

Pre nazornost uvddzame na obrazku ¢. 2 vyvoj poctu potvrdenych
a vylieCenych pacientov, ako aj pocet umrti od zaciatku prejavov pandémie az do
januara 2021.

© 6ar O Tabuta Cebosay v
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~ Obr. ¢. 2 Koronavirus na Slovensku marec-december 2020
Zdroj: UVZ SR
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Porovnanim priebehu kriviek — narastu po¢tu infikovanych v mesiaci marec
2020 na obrazku 1 a v mesiaci oktober az januar 2020 je mozné dokumentovat’
extrémny rozdiel v neprospech ¢asového useku od oktdbra 2020 do januara 2021.

K 11.1.2021 bol zaznamenany nasledujuci pocet pripadov za SR, ako
uvadzaju zdroje Ministerstva zdravotnictva SR.

Tab. ¢. 1 Koronavirus na Slovensku

K 11.1.2021 pocet | Vykonané testy | Pocet pozitivnych | % pozitivnych
PCR testov 1540511 209 069 13,57
AG testov 2171320 130 992 6,03
spolu 3711831 340 061 9,16
Zdroj: NCZI

K 11.1.2021 bolo evidovanych na Slovensku 3007 imrti nasledkom diagnoézy
COVID-19.

Za jednotlivé kraje bol napriklad zaznamenany nasledujuci pocet pozitivne
testovanych k 11.1.2021 — ako uvadza tabul’ka ¢. 2.

Tab. ¢&. 2 Pozitivne testovani a prirastok za jednotlivé kraje

kraj prirastok celkovo
Banskobystricky 110 19516
Bratislavsky 252 23534
Kosicky 193 24 251
Nitriansky 44 23216
PreSovsky63 63 34 249
TrencCiansky 89 29 881
Trnavsky 71 21 796
Zilinsky 38 32 626

Zdroj: Epidemiologicky informacny systém EPIS

Celoplosné testovanie obyvatelov Slovenska (2.11.2020) bolo naro¢nou
skuskou zvladnutia logistickych operacii po strane organizacného zabezpecenia,
materialneho, ale aj potrebného personalneho zabezpeCenia a zvladnutia
hromadnych uloh. Okrem ministerstva obrany, participacie vykonnych zloziek
miest a obci, zdravotnikov, ale aj policajtov a mnoZstva dobrovol'nikov by nebolo
mozné dosiahnut’ Gspech. Distribucia a logistika bola Gspesné zvladnuta ako jedna
z0 sucasti marketingového mixu.
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Novou nadejou pre zastavenie narastu poctu pozitivne testovanych obcanov,
ale aj znizovanie narokov na pocet potrebnych akatnych 16zok v nemocniciach sa
stalo oc¢akavanie dostupnej udinnej vakciny. Dna 23.12.2020 bola predstavena
Narodna stratégia ockovania proti ochoreniu COVID-19. Boli v nej definované
kritéria vyberu vakcin, rozsah vakcinacie, sposob obstaravania vakcin. V materidli
je popisanych 7 druhov vakcin, ako aj realizacia vakcindcie s ¢lenenim prioritnych
skupin realizdcie vakcindcie na 4 skupiny. Pozornost’ sa venuje d’alej distribucii
vakcin a procesom preberania aich uskladnenia ako aj samotnému procesu
vakcindcie. Na tomto priklade je mozné prakticky ukéazat’ nutnost prepojenia
jednotlivych zloziek marketingového mixu. Potrebujeme produkt, v spravnom
Case, na spravnom mieste za primerani cenu s akceptovanim primeranych
nakladov a samozrejme je pri tom vSetkom je nevyhnutna l'udska zlozka, teda
personal na zabezpeCenie ako primarnych, tak aj sekundarnych ¢innosti v ramci
hodnotového retazca.

V krajinach Eurépskej unie sa zacalo 27.12. 2020 koordinované ockovanie
obyvatel'stva proti ochoreniu COVID-19. Vykonavané je farmaceutickym
pripravkom s obchodnym nazvom Comirnaty, ktory bol v decembri 2020 ako
jeding v EU schvaleny a registrovany na oc¢kovanie proti COVID-19. Liek
Comirnaty bol vyvinuty, vyradbany aje predavany nemeckou farmaceutickou
spolo¢nostou BioNTech v spolupraci samerickym farmaceutickym gigantom
Pfizer. Minister zdravotnictva SR dia 3.1.2021 schvalil metodicky postup pre
o¢kovanie proti ochoreniu COVID-19 vakcinou Pfizer Biontech a 7.1.2021 bol
material umiestneny na internetovu stranku Ministerstva zdravotnictva. K 8.1.2021
bolo v SR touto vakcinou zaoCkovanych 26 251 os6b. Ako uvadza WHO,
Vv priebehu januara 2021 mala by byt schvalena uz tretia vakcina na boj proti
COVID-19.

Napriek apelovaniu na zodpovednost obyvatelov, napriek distribucii
podstatnych odporucani o potrebe nosenia prekrytého nosa a ust a dodrziavani
d’alsich nariadeni, velka Cast populacie to dosledne nere$pektovala. Od zaciatku
pandémie do konca roku 2020 skontrolovala policia viac ako sedemtisic T'udi,
z ktorych viac ako péttisic nedodrzalo prikaz hlavného hygienika o potrebe
prekrytia tvare. Ako uviedol policajny prezident Peter Kovatik, policia zistila viac
ako 2000 poruseni karantény z takmer 5 400 preverovanych pripadov.

Prezentovanim uvedenych skutocnosti sa natiska otazka, preco je tomu tak.
Je to averzia obCanov na dlhodobé opatrenia a neschopnost’ reSpektovat
odporucané pravidla, alebo je to problém z hl'adiska nedostatoénej informovanosti,
¢i absenciou kontrolnych nastrojov opravnenych organov.

Nasledujuca cast’ prispevku bude preto venovana zhodnoteniu distribucie
komunikacnych apelov zainteresovanych stran.
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Osveta a aktivity zamerané na komunikaciu odporucani

Ministerstvo zdravotnictva SR a Urad verejného zdravotnictva SR situiciu
priebezne monitoroval a verejnost’ bezodkladne informoval prostrednictvom médii,
socialnych sieti a svojich webovych portalov. NajddlezitejSie informacie boli
zhrnuté na stranke MZ SR a na stranke UVZ SR uz 3.3.2020.

Informa¢na kampafi Vzamerani na oboznidmenie obcanov s popisom
priznakov ochorenia COVID-19, sposobmi ochrany pred nakazou, platnymi
opatreniami, rozhodnutiami a uzneseniami, Statistikami a grafmi, najcastej$imi
otizkami tykajucimi sa ochorenia sa stala sicastou internetovej stranky Uradu
verejného zdravotnictva Slovenskej republiky (https://www.uvzsr.sk/). Na
uvedenej stranke boli spristupnené aj ddlezité a overené informacie 0 ochoreni
COVID-19 (https://www.korona.gov.sk), ako aj letaky a plagaty a informacné
materialy na stiahnutie. Upriamovali pozornost napriklad na:

- to, ¢o je potrebné vediet o COVID-19, aka je prevencia a ¢o naopak pred
ochorenim neuchrani;

- aké su priznaky ochorenia COVID-19;

- ako spravne pouzivat’ a nasledne odstraiiovat tvarové rusko;

- Corobit’ v pripade podozrenia, alebo potvrdenia koronavirusu;

- ako identifikovat’ osoby s vys$§im rizikom ochorenia;

- ako pomahat’ sebe aj druhym v pripade ochorenia;

- o robit’ pri docestovani z oblasti nakazy novym koronavirusom a ak sa
prejavia symptomy nakazy;

- ako znizit riziko infekcie kronavirusom — slovenska, anglicka, mad’arska
mutacia;

- odporucania pre zdravotnickych pracovnikov: manazment pacientov so
suspektnou alebo potvrdenou infekciou COVID-19;

- fakty o tvarovom rasku z latky.

Okrem toho Ministerstvo zdravotnictva SR na svojej internetovej stranke
https://www.health.gov.sk/ pravidelne uverejiovalo aktualne prispevky uréené
nielen pre odborné medicinske kruhy, ale aj pre Sirokd vrstvu obyvatel'ov.

Ak sa pozrieme podrobnejsie na casovi suslednost publikovania
jednotlivych ¢lankov tykajucich sa prenikania a rozsirovania epidémie COVID-19,
ako aj prijatych opatreni v podmienkach SR, zistime, Ze prvy prispevok na
internetovej stranke MZ SR bol publikovany diia 27.1.2020 s nazvom: Slovensko
prijima opatrenia v stivislosti s novym koronavirusom 2019 nCoV.

13



Tab. ¢. 3 Pocet publikovanych prispevkov tykajicich sa COVID-19

mesiac

pocet lankov
https://www.health.gov.sk/Clanky

27.1.-31.1.2020

5

Februar 2020 12
Marec 2020 57
April 2020 56
M4j 2020 46
Jan 2020 37
Jal 2020 36
August 2020 37
September 2020 49
Oktober 2020 62
November 2020 41
December 2020 53
1.1.-11.1.2021 18

Zdroj: spracované podla uverejnenych materialov NZ SR

Na stranke MZ SR st zverejnené telefonické linky Uradu verejného
zdravotnictva Slovenskej republiky ale aj jednotlivych regiondlnych uradov
verejného zdravotnictva pristupné pre verejnost pre pripad potreby vznesenia
otazok v suvislosti s diagnézou COVID-19. Je teda mozné deklarovat’ zaujem

0 budovanie on line komunika¢nych mostov medzi obyvatel'stvom a odbornikmi.

Do reklamnej kampane na podporu preventivnych opatreni bol zaradeny
23.12.2020 aj video spot Ministerstva zdravotnictva®. Pripomina v fiom ddleZité
opatrenia v obdobi Vianoc. Upozoriiuje, ze pravidlo ruky-odstup-rasko (R-O-R)

dokaze zabranit’ Sireniu virusu a tym zachranovat’ 'udské zivoty.

2

https://www.tvnoviny.sk/koronavirus/2016483_zachranovat-zivoty-mozu-tieto-tri-slova-

pozrite-si-emotivne-video-ministerstva-zdravotnictva
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E MINISTERSTVO
ZDRAVOTNICTVA
SLOVENSKE) REPUBLIKY Odstup

Obr. €. 3 Kampaii zdoraziujica pravidlo R-O-R
Zdroj: MZ SR

Ministerstvo zdravotnictva SR na svojom facebookovom profile uvadza, ze:
,, Cielom reklamy, na znamu piesen Tri slova v podani Kristin Lash & Jacob Grey
od Deza Ursinyho a Jana Strassera, rezirovaného Jurajom Janisom v produkcii
Playground 13 a kamere Martina Chlipika, je zvysit disciplinu v dodrziavani
opatreni. “

Uvedené priklady dokumentujii snahu Ministerstva zdravotnictva SR, Uradu
vetejného zdravotnictva, Celnych predstavitelov vlady, zastupcov miest a obci
0 vytvorenie dostatoného komunika¢ného priestoru za ucelom distribucie
relevantnych informacnych zdrojov v prospech vsetkych obcanov SR ohrozenych
nebezpecnou pandémiou COVID-19. Vyuziva pri tom rézne komunikacné kanaly
tlaceného aj tlaového formatu, televiziu, tlac, plagaty, nevynimajtc elektronické
média ako je TV, rozhlas, internet tak, aby sa ¢o najviac pribliZila jednotlivym
segmentom.

Zaver

Ockovanie vakcinou proti COVID-19 je v sudasnosti celosvetovo
najdiskutovanejsia téma. Preto je aktualne aj najsilnejSou témou konspiraénych
a antisystémovych platforiem. Uz v marci 2020 upozornila WHO na nutnost
bojovat’ proti dezinforméaciam tykajiicim sa koronavirusu. EU tuzko spolupracuje
s online platformami a nabada ich, aby propagovali hodnoverné zdroje, potlacali
obsah, ktory je preukazatelne falo$ny alebo zavadzajuci. Odporuca odstranovat’
nezakonny obsah alebo obsah, ktory by mohlo viest’ k fyzickej ujme. Aj Slovensko
Celi silnej dezinformaénej kampani predovsetkym v online priestore. Tento fakt
vnima aj Ministerstvo zdravotnictva SR, ktoré uz nastavilo komunikaénu stratégiu
socialnych sieti na aktivnom publikovani objektivnych faktov a odbornych
argumentov, sprostredkovanych zrozumitel'ne aj laickej verejnosti. Podobne bude
vystavanda informacnd, edukacna a nasledne mobiliza¢na kampan na o¢kovanie.
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Summary

The article is apart of solving a project named VEGA 1/0376/17. This
project deals with the issue of the importance of marketing activities in the fight
against the spread of Covid 19. It applies the need for knowledge of broader
contexts in focusing on the manifestations of the disease, as well as on finding
ways of appropriate communication and interpretation of recommended efectve
measures in the prevention of this disease. It calls for the need to create interactive
links between the various tools of the marketing and community mix, which is the
fight against the Covid 19 epidemic.
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Understanding FDI Spillover Effects: Evidence from North
Macedonia

Snezhana HRISTOVA — Dusica STEFCESKA-SRBINOSKA

Introduction

One very relevant aspect for development of the business environment in the
economy and promotion of the business-to-business relations, are the foreign direct
investments (FDIs). FDIs are in general considered as important source of
finances, especially for underdeveloped and developing countries. However, the
benefits for the local companies, in terms of increased labour productivity through
international transfer of knowledge and technology, are even more important.
Strongly emphasizing the indirect effects of the FDIs makes local companies to be
often identified as major growth-enhancing factor for the host economy.
Developing countries tend to attract prospective companies with offers of tax
breaks, subsidies and other incentives to set up green field investments. While
these concessions may result in lower corporate tax revenues in the short-run, the
economic benefits and the enhancement of local human capital can deliver positive
returns over the long-run.

Having in mind the afore-mentioned, the aim of this paper is to examine
theoretically and empirically the spillover effects of the FDIs in the Republic of
North Macedonia. More specifically, in the focus of the research are the
implications from business-to-business (B2B) relations between the local
companies and the multi-national enterprises (MNES) operating in the free
economic zones in North Macedonia. The key research question is to detect the key
driver behind FDI spillover effects. There are assumptions that compared to
domestic companies, multinational enterprises often have more advanced
technology, employ higher number of skilled workers, and spend more resources
on research and development (R&D). This argument is at the same time an
essential requirement and precondition for multinational enterprises to expand their
production in a foreign country. MNEs have to be more efficient than the local
competitors (Buckley et al., 2005). On the other hand, local companies are believed
to be more knowledgeable about the domestic markets, the local business
environment and local factors of production (Blomstrom and Kokko, 2001;
Blomstrom and Sjéholm, 1999; Cuyvers et al., 2008a). In such a situation, it is
likely that different types of externalities occur, causing spillover effects from
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MNEs to local companies, both within the industrial sector, horizontally, and
between sectors (among related companies such as suppliers), vertically.

Literature review

The theoretical review on the implications of FDIs on the host economy
generally represents the view that besides direct implications such as capital
accumulation and increased level of employment, important aspect are the positive
externalities (indirect implications) that foreign companies might generate in the
host economy. However, FDIs should not be viewed as automatic growth-
generating instrument; hence governments should not rush in decisions to attract
FDIs as much as possible, offering various benefits for foreign investors to move
the capital in their countries. It is important to have in consideration that the price
paid to attract more FDI inflows might not often pay off, especially from the point
of view of the expected indirect effects. The main rationale behind the growth
effects of FDI and special incentives to attract FDI is the belief that they produce
externalities in the form of technology transfers and spillovers (Carkovic and
Levine, 2002). Romer (1993) argues that FDI can ease the transfer of technological
and business know-how to less developed countries and enhance the productivity
of all firms in the host country. In this understanding, although foreign direct
investments are not in general considered as important source of finances,
especially for underdeveloped and developing countries, the benefits for the local
companies become even more important. A strongly emphasized indirect effect of
the FDIs makes them often identified as major growth-enhancing factor for the
host economy. Overall, the positive implications and benefits of FDIs are widely
recognized. Countries are more focused in creating favourable business
environment for foreign investors, thus encouraging increased capital movement
across the borders. Areas of positive implications of FDIs are often pointed out
within the trade effects, human capital contribution, spillover effects, competition
level, management practices, and the like. FDIs influence economic growth by
increasing total factor productivity and the efficiency of resource use in the host
country. It increases the capital stock and thus raises the output levels. Also, the
contribution to human capital is significant. Multinational enterprises reduce the
unemployment and usually provide higher wages and better working conditions
(upward pressure on wages in the host economy), due to their higher productivity,
which is explained by greater technological know-how and modern management
skills. The transfer of technological and managerial know-how through affiliates
also gives rise to direct benefits and increases competitiveness in host countries
(Parnell, 2014). Guided by the idea to increase the quality of their suppliers, MNEs
can also provide technical assistance, training and other information for their local
partners, thus causing spillover effects, beneficial for the business environment in
the country. The presence of MNEs stimulates domestic competition, thereby
leading to higher productivity, innovation, lower prices and more efficient resource
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allocation. FDIs through acquisition of local firms result in changes in the
management and corporate governance. MNEs generally impose their own
company policies, internal reporting systems and principles of information
disclosure, thus improving the business environment and developing the corporate
efficiency. Moreover, multinationals may contribute to higher productive
efficiency and better use of the existing resources by the local companies; breaking
down local monopolies and fostering market competition; introduction of new
know-how; increase of the managerial efforts of the local companies for adoption
of new marketing techniques and search for new technologies (Kokko, 1992;
Saggi, 2002). Navaretti et al. (2004) also argue that FDIs will put an upward
pressure on the wages in the host economy, especially for unskilled workers. Also,
as multinational enterprises often use superior production technology, through on-
the-job trainings, FDIs can upgrade the skills of the local workers. Given the
aforementioned, the host economy can benefit not only directly from the increased
productivity, but indirectly, through higher collection of tax revenues, due to the
higher wages. (Bruhn and Calegario, 2014). Overall, it is widely accepted that the
entry of multinational enterprises (MNES) generates a net positive effect on the
local firms’ productivity in the host countries (Cuyvers et al., 2008a).

Although there are strong theoretical basis suggesting positive externalities of
the presence of foreign direct investments, empirical literature on the other hand
provides mixed results, especially regarding the necessary preconditions for
efficient spillover effects. Some of these vital factors are the “absorptive capacity”,
democratic political systems, and minimum governance quality of the host
economy (Elkomy et al., 2016), or even the host country’s capability to benefit
from technological spillovers from the more industrialized nations and the ability
to accumulate and best utilize technology and knowledge (Narula and Portelli,
2004). The main determinant of the “absorptive capacity” is the quality of
institutions, particularly, the rule of law and the property rights protection.
However, countries do not always experience the same benefits from FDIs. Their
contribution depends on the policy and business environment of the host
economies. While a foreign investment may be beneficial for one country, it might
even be quite harmful for another. Gorodnichenko et al. (2007) do not find any
evidence in favour of the hypothesis that technologically more advanced countries
will experience greater spillover effects from FDIs. Additionally, although
business environment in the host economy affects the efficiency of the local
companies, the authors find no evidence that it influences the strength of the
spillover effects, neither measured by the level of corruption, bureaucracy, or
differences in the level of development on regional level.

Given the consensus that FDI inflows have greater importance for the
economic growth and development in underdeveloped and developing countries,
very often the interest is turned exactly towards those countries. Lalitchandra
(2015) supports the thesis that FDI inflows are the most effective source of capital
and important factor for economic growth in developing countries, with an
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emphasis on productivity gains. However, Gerschewski (2013) suggests that there
is a tendency of negative intra-industry (horizontal) productivity spillovers in
developing countries. The arguments offered in relation to this suggestion are, first,
that the entrance of multinational enterprises on the local market might lead to
crowding-out of the local companies, and second, the absorptive capacity of the
local companies might not be sufficient to assimilate the knowledge of MNEs.
Still, there is evidence of positive inter-industry (vertical) spillover effects, mostly
backwards, or directed to the local suppliers and contractors from different
industrial sector. Local companies in this case might experience important benefits
from their cooperation with multinational enterprises operating in the country.

Focusing on the transition countries, Krammer (2010) shows that the
countries from Eastern Europe experience greater productivity gains from the FDIs
compared to the countries from the Western part of Europe, emphasizing thus the
disparities between the two regions. While the capital stock in the Western
European countries plays an important role for the total factor productivity, in the
eastern countries it is less significant.

As former socialist countries, the Czech Republic and Romania have both
experienced great economic development and increased stock of foreign direct
investments in the recent years. Javorcik and Spatareanu (2005) provide
comparative analysis regarding the spillover effects of the FDIs in these two
countries (horizontal and vertical), but they find no evidence of their existence. On
the other hand, Jude (2012), for the case of Romanian companies for the period of
1999 to 2007, finds positive backward and negative forward spillover effects. Also,
he finds that technological spillovers are positively correlated with the
technological gap, whereas for the horizontal spillover effects, labour mobility is
the only one significant. Similarly, Stancik (2007), using firm level data for the
period 1995 - 2003 for Czech companies, concludes that domestic companies are
in general negatively affected by foreign ones, thus suffering from their presence.
He opposes the arguments for subsidization of foreign direct investments, as
booster of economic activity, given that he does not find any presence of forward
vertical spillovers, whereas horizontal and backward spillovers are negative.

Nicolini and Resmini (2010) investigate the spillover effects in Romania,
Poland and Bulgaria. By using unbalanced panel data for more than 40.000
domestic companies from the manufacturing sector, and around 10.000 foreign
companies operating in these countries, they tend to provide answers about the
existence of indirect effects, whether they occur within sectors or between them,
and what factors those determine. They find that spillovers within sectors mostly
arise in labor intensive sectors, whereas spillovers between sectors are typical for
high-tech sectors. Additionally, they relate the extent and intensity of the spillovers
with the absorptive capacity of domestic companies, while the results differ
depending on the size and the technological development as well. Vahter (2004)
takes into account the market orientation of FDIs in Estonia and Slovenia (local
market orientation, or export orientation), in terms of productivity and spillover
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effects. Namely, he finds that local market oriented foreign companies in Estonia
have much higher labor productivity than export oriented, whereas in Slovenia
such relationship does not exist. He finds no spillover effects from the FDIs to
domestic companies in Estonia, while on the contrary, there are positive spillovers
for local companies in Slovenia, which leads to conclusion that existence of
positive spillover effects might depend on the economic development of the host
country.

Still, there are authors which despite of the provided theoretical and empirical
evidences of the spillover effects of the FDIs have contrasting claims. Namely,
there are cases where empirical research failed to provide support for the
hypothesis that FDI inflows would boost the economic activity and improve the
business environment of the host economy. For example, Marin and Bell (2006)
failed to identify automatically delivered FDI spillover. Furthermore, they have
taken into consideration the absorptive capacities as possible a factor that
influences the extent of spillovers, but still, did not find any support for that either.
Additionally, they associate spillover effects with investments of domestic
companies in capital embodied technology, as well as with skill training, even
though to lesser extent, while in contrast, research and development investments
are found unimportant. Therefore, they question the relevance of the whole R&D
based governmental policies. In this regards, Karahan (2016) investigates the
relationship between FDI inflows and economic growth in Turkey and finds no
positive spillover effects of FDIs. He concludes that benefits from attracting FDIs
in developing countries do not occur automatically and without additional efforts.
Therefore, the suggestion is that policy makers in the host economy should focus
equally on attracting FDIs and on improving local economic conditions and
business environment.

For the case of North Macedonia, referring to United Nations Conference on
Trade and Development, Jovanovikj (2016) underlines that linkages between
domestic and foreign companies in North Macedonia are in general weak,
especially for export oriented Greenfield investments, which import most of the
production inputs. For existing companies acquired by foreign investors, there is a
reverse situation, or tendency to upgrade already established linkages with
domestic suppliers. As for the transfer of technology, it is pointed out that it
usually happens through import of advanced technology from the mother company.
Unfortunately, it remains within the circle of the MNE, given the abovementioned
limited linkages with local companies. As recommendation to expand the
technological transfer out of the circle, to local companies, the author argues for
collaboration between universities and industries, as well as establishment of high-
tech zones for enhancing horizontal and vertical channels of collaboration between
companies. Johnson Matthey is depicted as a positive example of potential
spillover effects. Dzatin Takrar, the acting CEO ofJohnson Matthey, states that the
company has established cooperation with more than 40 domestic companies,
mainly for construction services and supply of raw materials, equipment and other
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goods. Important for the transfer knowledge and skills is that Johnson Matthey
regularly organizes trainings for the employees, mostly for basic quality standards,
health and safety, as well as environmental issues. Education and training is not
provided to local suppliers, although this company offers guidance on meeting the
international standards of quality. Still, Jovanovikj (2016) concludes that backward
linkages in North Macedonia are on relatively low level. As main reasons for that
he emphasizes insufficient capacities of local companies with respect to EU
requirements, as well as the current legal framework, which does not stimulate
spillover effects in terms of drawing and disseminating new or missing skills.

Although focused more on the direct effects of the FDIs, Janchevska (2014)
provides similar findings. Her empirical analysis shows that the growth of the
North Macedonian economy is highly driven by the FDI inflows. In order to
further enhance the benefits for the long term economic development of the
country, she suggests improvement of the country’s infrastructure, as well as
encouraging links between foreign and domestic companies.

Petkovski and Damoska Sekulovska (2018) investigate the impact of the FDI
inflows in the automotive sector to the job properties in the manufacturing sector.
The main pillars of their analysis are the job skills and wage distribution in the
manufacturing sector in North Macedonia. They find distinct increase of the
medium and high skilled labor force in the structure, which leads to conclusion that
unlike in most CEE countries, job polarization in North Macedonia has not
occurred.

In an earlier study, Apostolov (2016) focuses on the core links between
foreign direct investments and innovation in Southeast Europe, with special
reference to North Macedonia. Anticipating the idea that FDIs are an essential
pillar for moving the society towards developed market economy, he examines the
possibility that increase of the stock of capital would inevitably lead to increased
innovation. His primary concern is the model of “industry — government —
university relationships”, which is considered as basic analytical framework that
explains the “innovation system” of an economy. Based on a firm-level survey data
from the World Bank Microdata Library, the emphasis is on the differences
between domestic and foreign companies, in relation to the FDI inflows. In
general, findings suggest that positive tendencies in the sectors of innovation and
technology cannot be neglected.

The above presented empirical results allowed assuming the following
research hypotheses:

H1: FDlIs in North Macedonia increase the level of competitiveness of their local
associates (suppliers, contractors, etc.).

H2: FDlIs in North Macedonia increase the productivity of their local associates
(suppliers, contractors, etc.), through expansion of the production capacities
and / or development of new products and services.
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H3: FDIs in North Macedonia increase the level of technological development of
their local associates (suppliers, contractors, etc.), through investments in
new and modern equipment.

H4: FDIs in North Macedonia increase the quality of the workforce of their local
associates (suppliers, contractors, etc.), through investments in trainings and
education.

H5: FDlIs in North Macedonia increase the creativity and innovation of their local
associates (suppliers, contractors, etc.).

H6: FDIs in North Macedonia stimulate their local associates (suppliers,
contractors, etc.) to search for new methods of production and organizational
practices, as well as to create better conditions for their employees.

H7: FDls in North Macedonia increase the awareness of their local associates
(suppliers, contractors, etc.) about the importance of management and
marketing for their business success and development.

H8: FDIs in North Macedonia encourage their local associates (suppliers,
contractors, etc.) to build trust and stable (long-term) connections with their
business partners, suppliers, customers (clients), etc.

Research methodology

For the purposes of this paper, a specially designed survey was conducted in
order to get answers of the previously elaborated questions and hypotheses. With
respect to the data used, it is worth to emphasize the similarity to the approach of
Jordaan (2017). Namely, the author uses data obtained from two surveys, one for
the producer companies, and one for the local suppliers, intended to provide
detailed information for the extent and intensity of the linkages between these two
groups of companies. The former survey covers both, foreign and domestic
producer companies, whereas the latter is conducted upon a random sample of
local suppliers. Our survey covered totally 28 domestic companies, half of which
work with the foreign companies operating in the free economic zones in North
Macedonia, whereas the other half do not. The questionnaire was sent to randomly
selected companies, taking care of the balance of the sample size®. This survey
accounts for the business field of the companies (field), then the time of their
active participation on the market (age), number of employees (size), and their
orientation (B2B, or B2C).

Regarding the companies’ field of activity, the survey makes a distinction
between production, trade and services, but also allows for mixture of more than
one area. As for the age of the companies, the time interval is 5 years, categorizing
companies from up to 5 years old, 5 to 10, 11 to 20, and over 20 years old, whereas

® Given the limitations that might arise when using uneven samples in the statistical
analysis, this research is based on even number of companies cooperating and not
cooperating with foreign companies operating in North Macedonia.
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for the size, the survey recognizes companies with less than 20 employees, 21 to
50, 51 to 100, and more than 100 employees. As can be noticed, the standard
classification in this regards (up to 50 employees for small companies, 50 to 150
for medium, and over 150 employees for large companies) is not used. In relation
to the companies’ orientation, the survey groups companies working solely with
firms (B2B), consumers (B2C), and both, firms and customers.

The survey was conducted electronically, using Google forms web service.
Regarding the structure of the sample, one can easily notice from the illustrations
presented below that the sub-samples are quite homogenous. Namely, with respect
to the working field of the companies, number of employees, years of active
operation on the market and biggest clients, the sample of domestic companies that
cooperates with FDIs in North Macedonia has similar structure with the sample of
domestic companies that do not cooperates with FDIs.* This homogeneity provides
solid ground for relevant and unbiased statistical analysis, since the differences that
might affect the results are isolated. In other words, the properties of the companies
cannot significantly affect the differences in the responses.
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Figure 1 Structure of the sample

* In the following illustrations, as well as further in the tables, companies that cooperate with

FDlIs in North Macedonia are given value 1 (YES), whereas companies that do not have
value 2 (NO).
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The survey provides variety of several different industry areas to group the
companies, with 29 percent in construction and reconstruction of production
facilities, 14 percent in maintenance of the equipment, 21 percent in raw materials
supply, 7 percent in security, transport and logistics, and the remaining 29 percent
in other industries.

The first part of the questionnaire collects data for the structure of the sample
(as elaborated previously), in order to group the obtained results by different
properties of the included companies. Such distinction is necessary for comparative
statistical analysis. The second part quantifies the spillover effects that have
actually occurred. The surveyed entities provide answers about their actions
undertaken for business development in the past 5 years. The idea is that
companies which cooperate with FDIs would have significantly higher investments
in this respect than companies which have not established any relationships with
foreign companies operating in the free economic zones in North Macedonia, thus
expressing the positive spillover effects.

The last two parts focus on the perception of the owners / managers of the
local companies of the potential spillover effects of the cooperation with FDIs, as
well as the perception of the real impact of those spillovers. Therefore, in the third
part local companies are asked to rank the determinants of their business’ success,
in order to see if there are any statistically significant differences in the mindset
between the two groups. Additionally, in the fourth part companies evaluate their
current position in the market, by several points, such as level of competitiveness,
business relationships, quality of the capital and the workforce, etc. Answers
provided here allow us to compare whether there are any differences in the
perceptions between the two groups of local companies about their stance, or not.
Positive spillovers would mean that companies which cooperate with FDIs would
have higher self-awareness about their qualities and higher self-esteem.

With respect to the hypotheses established above, each question from q7 to
33 of the questionnaire (total of 27 questions) is linked to one of these
hypotheses, allowing thus application of statistical methods for their testing. Given
that more than one question is linked to each hypothesis, it is important to
underline that they are representing different aspects. For example, one question
represents the actual situation, whereas another is a reflection of the perceptions of
the local companies for the same situation.

The methodological approach in the analysis consists of data collection, data
description and statistical analysis. The statistical analysis is based on the equality
tests regarding the sample mean® and median® of the two sub-sets of data (domestic
companies that cooperate with FDIs operating in the free economic zones in North
Macedonia and domestic companies that do not cooperate with these FDIs). These

% T-test and ANOVA (parametric tests)
® Chi-square test and Kruskal-Wallis test (non-parametric tests)
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equality tests should provide answers to the hypotheses, by testing the statistical
significance of the differences in the responses between the two data sub-sets.

The null hypothesis for all statistical tests used in the analysis (parametric
and non-parametric) is that there are no differences between the provided answers,
or there are no statistically significant differences between the means or the
medians of the two data sub-sets. Thus, rejection of the null hypothesis would
mean that cooperation with the FDIs in North Macedonia can be significant reason
for certain differences between the domestic companies, with respect to their
competitiveness and production.

Why do we employ several different equality tests? The reason is simple, to
provide more evidence for rejection of the null hypothesis, having in mind the
assumptions and limitations of each of the tests used in the analysis. For example,
parametric tests are known for the assumption of normal distribution of the data, or
the bell-shaped distribution of the data around the mean. If this assumption is
violated the results can be misleading. On the other hand, non-parametric tests are
known as distribution-free tests, since they do not rely on the assumption of normal
distribution of the data. Therefore, they are more suitable when this assumption is
violated. As two very important measures of central tendency, the mean and the
median in normally distributed data are very close to each other, whereas if the
data is not normally distributed the measurements can be significantly different.
Thus, parametric test in fact test for differences in the sample means, whereas non-
parametric tests are focused on the sample medians (Garth, 2008). For simplicity
reasons, in order not to widen the topic of this paper, further and deeper elaboration
on the statistical techniques used in the analysis will not be provided.

Given the above, one cannot neglect the unique methodological approach of
this paper. By using firm-level survey data, this research is not only taking into
account the spillover effects from the foreign companies operating in the free
economic zones in North Macedonia, but also accounts for the perceptions of the
domestic entrepreneurs and managers of local companies. Opposite to this
methodological approach, contemporary empirical literature in this area is mostly
based on regression analysis, primarily using econometric techniques for panel
data modeling (for example: Doytch and Epperson, 2011; Elkomy et al., 2016; and
others).

The following table presents the results for the questions of the second part
(yes or no questions). It provides overview of the differences between local
companies cooperating with foreign companies (MNESs) operating in the free
economic zones in North Macedonia and the ones that do not cooperate, with
respect to their development in the past 5 years, or more precisely, their investment
decisions. Namely, local companies here provide answers regarding their resent
investments for expansion of the production facilities, improvement and
modernizing of the equipment, increasing the quality of the workforce,
development of new products, services and organizational practices. The
descriptive table has three sections, or provides descriptive statistics for the overall

27



data set (28 companies), as well as separately for the two sub-samples, or the two
groups of companies, by question.

Table 1 Descriptive statistics of the scaled questions

Total q7 q8 q9 q10 gql1 gl2 q13 ql4
Mean 1.39 1.50 121 111 1.07 1.18 1.14 1.00
Median 1 15 1 1 1 1 1 1
Mode 1 NA 1 1 1 1 1 1
Std. Dev. 0.50 0.51 0.42 0.31 0.26 0.39 0.36 0.00
Jarque-Bera | 4.71 4.67 9.05 53.25 147.81 | 13.93 24.92 NA
Probability | 0.0949 | 0.0970 | 0.0108 | 0.0000 | 0.0000 | 0.0009 | 0.0000 NA
YES=1 q7 g8 q9 q10 gql1 q12 g13 ql4
Mean 1.43 157 121 1.14 1.00 114 121 1.00
Median 1 2 1 1 1 1 1 1
Mode 1 2 1 1 1 1 1 1
Std. Dev. 0.51 0.51 0.43 0.36 0.00 0.36 0.43 0.00
Jarque-Bera | 2.34 2.34 4.53 12.46 NA 12.46 453 NA

Probability | 0.3108 | 0.3108 | 0.1040 | 0.0020 NA 0.0020 | 0.1040 NA

Mean 1.36 1.43 121 1.07 1.14 1.21 1.07 1.00
Median 1 1 1 1 1 1 1 1
Mode 1 1 1 1 1 1 1 1

Std. Dev. 0.50 0.51 0.43 0.27 0.36 0.43 0.27 0.00
Jarque-Bera | 2.41 2.34 4.53 73.91 12.46 4.53 73.91 NA
Probability | 0.3001 | 0.3108 | 0.1040 | 0.0000 | 0.0020 | 0.1040 | 0.0000 NA

Note:

Q7: Have you invested in expanding your production facilities over the past 5
years?

Q8: Have you invested in the procurement of new equipment over the past 5 years?
Q9: Are you regularly modernizing the work equipment?

Q10: Have you invested in the development of new products / services or an
increase in the assortment in the past 5 years?

Q11: Have you invested in the past 5 years in improving the skills and abilities of
your employees?

Q12: Does your company regularly organize trainings for employees and
managers?
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Q13: Have you changed / adjusted the way of organizing your work in the last 5
years in order to increase your competitiveness on the market?

Q14: Do you regularly follow the world trends, modern practices and achievements
in your area of work?

As can be seen, responses provided by the companies that cooperate with
FDIs (part YES=1) and companies that do not (part NO=2) are not significantly
different. This means that both groups of companies demonstrate similar
behaviour. For instance, all 28 interviewed companies regularly follow the world
trends and modern practices in their area of work. Most of the companies (both
groups) pay attention to the quality of the workforce, by organizing different kinds
of trainings for their employees and investing in improvement of their skills and
abilities. Also, equal number of local companies that do and do not cooperate with
the FDIs, 11 (of each group), regularly invest in modernizing of the equipment,
against 3 companies (also of each group) which answered with NO on this
question. On the other hand, this proportion is lower (more balanced) when it
comes to capital investments for building new production facilities and purchasing
new equipment, for both groups of companies.

Besides the measures of central tendency and dispersion, the above table also
contains indicators regarding the distribution of the obtained responses (Jarque-
Bera statistics and its p-value, or probability). This indicator shows that on a
significance level of 0.1 (90 % confidence), there are some normally distributed
data series, and some not normally distributed. Probability less than 0.1 (marked
red) means non-normally distributed data. Sample results are not normally
distributed for all questions. On disaggregated level (by group of companies), for
the companies that do cooperate with the FDIs in the free economic zones in North
Macedonia the results for questions q7, g8, g9 and q13 are normally distributed,
whereas for the companies that do not cooperate with the FDIs the results for
questions g7, g8, q9 and q12 are normally distributed. This is especially important
when it comes to selection of appropriate method for statistical analysis
(parametric or non-parametric equality tests). As for the questions from q15 to q33,
same statistical description is presented in tables 2, 3 and 4. Here, with respect to
the sample mean, most significant differences in the provided answers have
questions g17, ql18, 21 to 26 and 29, whereas most similar responses have
questions g15, 19 and g30. With respect to the sample median, companies of the
two groups have provided slightly different answers for questions q19, 921 to 26
and g29, whereas no differences between the sample medians have questions p28,
p32 and p33.’

" Differences between the central tendency indicators (mean and median) between the two
groups of companies.
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Table 2 Descriptive statistics of the scaled questions

Total Mean Median | Mode Std. Jarque- | Probability
Dev. Bera
15 3.75 4 5 1.08 1.96 0.3759
g16 4.39 4 4 0.63 1.64 0.441
ql7 4.04 4 5 0.84 2.72 0.2569
g18 4 4 5 1.12 3.02 0.2214
q19 4.29 5 5 0.98 5.48 0.0646
Q20 4.25 4 5 0.75 2.21 0.3318
g21 411 5 5 1.2 6 0.0499
g22 4.14 5 5 121 6.47 0.0394
q23 4.21 5 5 1.07 6.53 0.0382
24 4.21 5 5 1.03 5.23 0.073
925 4.36 5 5 0.87 5.66 0.0589
926 4.14 5 5 121 6.47 0.0394
q27 4.32 5 5 0.9 4.56 0.1022
g28 4.04 4 4 0.79 214 0.3438
029 4.25 4 4 0.7 1.54 0.4626
q30 4.39 5 5 0.79 3.9 0.1421
g31 4.43 5 5 0.74 3.92 0.1407
032 4.32 5 5 0.9 4.56 0.1022
g33 4.75 5 5 0.52 27.12 0

Table 3 Descriptive statistics of the scaled questions

YES=1 | Mean Median Mode Std. Jarque- | Probability
Dev. Bera

g15 3.71 35 3 1.14 1.17 0.5566

q16 4.29 4 4 0.73 0.96 0.6187

ql7 4.29 45 5 0.83 1.57 0.4557

g18 4,71 4 5 0.92 1.74 0.4188

q19 421 4 5 0.8 1.24 0.5384
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920 414 4 4 0.77 0.91 0.633
g21 4.57 5 5 0.65 3.17 0.205
g22 4.64 5 5 0.63 5.96 0.0508
g23 45 5 5 0.85 1.45 0.0007
g24 4.57 5 5 0.65 3.17 0.205
925 4.64 5 5 0.63 5.96 0.0508
026 4.64 5 5 0.63 5.96 0.0508
q27 45 5 5 0.76 2.84 0.242
028 4.21 4 5 0.8 124 0.5384
929 45 5 5 0.65 1.81 0.4039
g30 4.43 5 5 0.85 2.48 0.2899
31 4,57 5 5 0.65 3.17 0.205
932 4.43 5 5 0.76 1.96 0.3751
g33 4.86 5 5 0.36 1.25 0.002
Table 4 Descriptive statistics of the scaled questions
Median | Mode Std. Jarque- | Probability
Dev. Bera
4 4 1.05 0.88 0.6452
4.5 4 0.52 2.33 0.3114
4 3 0.8 0.24 0.5384
4.5 5 1.33 1.92 0.3824
5 5 1.15 4.37 0.1124
4.5 5 0.74 1.39 0.4991
4 5 1.45 1.42 0.4905
4 5 1.45 1.42 0.4905
4 5 121 171 0.4261
4 5 1.23 1.56 0.4581
4 5 1 1.24 0.5367
4 5 1.45 1.42 0.4905
4.5 5 1.03 1.59 0.4516
4 4 0.77 0.91 0.633
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‘ 4 4 4 0.68 0.26 0.8784
4.36 45 5 0.74 1.39 0.4991
‘ 4.29 45 5 0.83 1.57 0.4557
4.21 5 5 1.05 1.99 0.3701
4.64 5 5 0.63 5.96 0.0508

Note: q15. The role of marketing is crucial for the survival and development
of our business; q16. The development and maintenance of stable and long-term
relationships with our associates and suppliers is crucial for the survival and
development of our business; q17. The quality of our products / services depends
on the quality and motivation of our employees; q18. The survival and progress of
our business depends on the satisfaction of the employees in relation to the amount
of their salary, working conditions, the opportunity for advancement and
improvement, the working atmosphere, etc.; g19. Regular consumers are of
particular importance for the survival of our business; q20. The responsibility for
the success of our company's operations lies entirely with the management; g21.
Cooperation with a foreign company operating in North Macedonia contributes
(will contribute) to the increase of the competitiveness of our company; q22. The
cooperation with a foreign company operating in North Macedonia contributes
(would contribute) to the increase of the productivity of our company; g23.
Cooperation with a foreign company operating in North Macedonia contributes
(will contribute) to the increase the innovation of our company; g24. The
cooperation with a foreign company operating in North Macedonia contributes
(will contribute) to the improvement of the working processes of our company;
g25. The cooperation with a foreign company operating in North Macedonia
contributes (would contribute) to the promotion of the cooperation with our
business partners; q26. The cooperation with a foreign company operating in North
Macedonia contributes (would contribute) to the improvement of the working
conditions of our employees; g27. The cooperation with a foreign company
operating in North Macedonia leads (will lead) to transfer of technology and
knowledge; g28. The degree of competitiveness of your company on the market;
g29. The success of your company's management; g30. The quality of the
equipment at your disposal; q31. The quality and capability of your employees;
g32. The innovation of your company; g33. Collaboration with your business
partners, suppliers and consumers.

As shown by the mean values of the results which emphasizes the differences
between the two groups, companies that do not cooperate with MNEs operating in
the free economic zones in North Macedonia have higher score only for the
questions g11, q16, g19 and 20, meaning that these companies value more the
significance of the long-term relationship with their business partners and regular
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customers for survival and development of their companies, as well as recognize
better the role of the management. Additionally, according to the provided
answers, these companies have made higher investments in the past 5 years for
improvement of the skills and abilities of their employees, compared to the
companies cooperating with the FDIs.

Both groups of companies on average have provided similar answers to the
questions, q7, q9, q10, q12, g14, q15 and 30, whereas for the rest 16 questions,
the differences in the responses go in favour of the companies cooperating with the
FDls.

Given that descriptive provide only general indications, a deeper statistical
analysis is required to derive conclusions. Summary of the results of the equality
tests is provided in the following table. It contains the test statistic and its
corresponding p-value (probability), which shows the lowest significance level for
rejection of the null hypothesis8.In total, four statistical tests are applied: t-test,
ANOVA, Chi-square and Kruskal-Wallis.

Table 5 Statistical tests: results

Mean equality tests Median equality tests
Method | t-test Anova F-test Med. Chi-square | Kruskal-Wallis

Value | Prob. Value | Prob. Value | Prob. Value | Prob.
q7 0.37 0.7115 | 0.14 0.7115 | 0.15 0.6988 | 0.10 0.7477
g8 0.74 0.4683 | 0.54 0.4683 | 0.57 0.4497 | 0.41 0.5201
q9 0.00 1.0000 | 0.00 1.0000 | 0.00 1.0000 | 0.00 1.0000
g10 0.59 0.5585 | 0.35 0.5585 | 0.37 0.5412 | 0.10 0.7477
gl1 -1.47 0.1530 | 2.17 0.1530 | 2.15 0.1422 | 0.41 0.5201
g12 -0.48 0.6369 | 0.23 0.6369 | 0.24 0.6217 | 0.10 0.7477
g13 1.06 0.2975 | 1.13 0.2975 | 1.17 0.2801 | 0.41 0.5201
ql4 0.00 1.0000 | 0.00 1.0000 | 0.00 1.0000 | 0.00 1.0000
g15 -0.17 0.8644 | 0.03 0.8644 | 0.16 0.6857 | 0.03 0.8722
916 -0.90 0.3773 | 0.81 0.3773 | 0.14 0.7047 | 0.41 0.5201
gl7 1.63 0.1161 | 2.64 0.1161 | 2.49 0.1147 | 2.23 0.1354
918 0.33 0.7431 | 0.11 0.7431 | 0.14 0.7047 | 0.00 0.9817
g19 -0.38 0.7062 | 0.15 0.7062 | 0.00 1.0000 | 0.76 0.3827
g20 -0.75 0.4611 | 0.56 0.4611 | 0.58 0.4450 | 0.51 0.4763
921 2.19 0.0375 | 4.81 0.0375 | 0.00 1.0000 | 2.44 0.1182
g22 2.37 0.0255 | 5.61 0.0255 | 0.00 1.0000 | 3.05 0.0808

& Null hypothesis of all tests applied is that there are no statistically significant differences in
the provided answers.
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923 1.45 0.1602 | 2.09 0.1602 | 0.00 1.0000 | 1.48 0.2234
924 1.92 0.0657 | 3.69 0.0657 | 0.00 1.0000 | 2.03 0.1543
925 181 0.0819 | 3.28 0.0819 | 0.00 1.0000 | 2.23 0.1354
926 2.37 0.0255 | 5.61 0.0255 | 0.00 1.0000 | 3.05 0.0808
q27 1.05 0.3052 | 1.09 0.3052 | 0.00 1.0000 | 0.68 0.4082
928 1.20 0.2403 | 1.44 0.2403 | 1.47 0.2248 | 1.27 0.2603
929 1.99 0.0573 | 3.96 0.0573 | 3.74 0.0530 | 3.13 0.0769
930 0.24 0.8151 | 0.06 0.8151 | 0.00 1.0000 | 0.15 0.6961
931 1.02 0.3172 | 1.04 0.3172 | 0.00 1.0000 | 0.68 0.4082
932 0.62 0.5411 | 0.38 0.5411 | 0.00 1.0000 | 0.10 0.7477
933 1.10 0.2822 | 1.21 0.2822 | 0.00 1.0000 | 0.48 0.4907

Within the groups of tests, one can see that both parametric tests (t-test and
ANOVA) provide the same results. On the other hand, the Kruskal-Wallis test is
slightly stricter than the Chi-square test, in terms of rejection of the null
hypothesis.

In this regards, table 6 shows that most of the differences are not statistically
significant at the 0.1 significance level, therefore, not providing sufficient evidence
for rejection of the null hypothesis. However, the null hypothesis can be rejected
when it comes to questions q21, 922, 924, 925, 926 and 29, for the differences in
the sample mean, and questions 22, 26 and q29 for differences in the sample
median.

In the context of the distribution of the data, since the data series for
questions g21, 22, g24, 25 and 26 are not normally distributed, parametric tests
are not valid, which is further emphasized by the small sample size. In this case
results from non-parametric tests should be considered as relevant. As for question
g29, since the data are normally distributed, parametric tests provide reliable
results, even though all four tests here reject the null hypothesis at a 0.1
significance level.

Following the statistical analysis, hypotheses 1, 3, 4, 5 and 8 are rejected,
whereas hypotheses 2, 6 and 7 are partly rejected. The red and bolded questions in
the table indicate statistically significant differences in the provided answers for
both groups of companies. Additionally, questions g21, g24 and g25 are marked
with orange colour due to the lack of suitability of parametric tests; nonetheless,
the null hypothesis is rejected.” A partly rejected hypothesis means that, out of the
several related questions, only some (one) are rejected, not all. For example, the
second hypothesis, related to the productivity spillovers, out of 3 relevant questions
attached to this hypothesis (q7, q10 and ¢22), there are statistically proven
differences in the responses only for question gq22. The results of this question,

® This is only of informative nature and not taken into account when deriving the conclusion.
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statistically significant differences, go in favour of the established hypothesis,
whereas the results for the other two questions reject it. Hence, hypothesis 2 is
partly rejected. It is same with hypotheses 6 and 7.

Referring to questions 22, q26 and 29, for which there are statistically
significant differences in the provided responses, it means that companies
cooperating with some of the MNESs operating in the free economic zones in North
Macedonia on average have higher beliefs that cooperation with foreign companies
would lead to productivity increase of the local company (question g22) and
improvement of the working conditions for the employees (question 26). Also,
these groups of companies on average evaluate more the success of their
management (question g29). As for the other questions, both groups of companies
included in the survey provided similar answers, or answers that do not differ
significantly.

Conclusions

The aim of the paper was to examine theoretically and empirically the
spillover effects of FDIs (multi-national enterprises) in the Republic of North
Macedonia operating in the free economic zones. In particular, given the nature of
the MNE’s in North Macedonia, as well as their market orientation, the analysis
focuses on the backward vertical spillover effects. In other words, those are the
linkages between the foreign companies and their local suppliers, partners,
associates, etc. Besides benefits provided by the North Macedonian Government,
other main factors influencing the decision to move, or expand, their production in
North Macedonia are: cheaper labour force, favourable geographical location,
connection and proximity to European markets, favourable business environment,
low administrative barriers, good transport and communal infrastructure, etc.

Spillover effects, in terms of productivity and competitiveness increase, are
observed through three main channels: transfer of technology; transfer of
knowledge; and creativity and innovation. The results suggest that in general North
Macedonian companies do believe that cooperation with FDIs would lead to higher
transfer of knowledge and technology, although there is not enough empirical
evidence supporting this claim. There is also no empirical support for the
assumption that cooperation with FDIs has significant influence on the investment
decisions of the local companies, as well as that FDIs in North Macedonia
stimulate the search of new and innovative methods of production and
organizational practices. Local companies that cooperate with FDIs recognize the
contribution of their management for the success of the company and the
importance of the working satisfaction of their employees, but they do not provide
any additional training for professional improvement. FDIs in North Macedonia
encourage building of trust and stable connections of the local companies with
their suppliers and customers, but do not increase the awareness of the local
companies about the importance of the marketing for their business development.
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However, one should also have in mind that the limitations and assumptions
that burden this research. Possible limitations in this regard can be viewed from
two different aspects, technical and substantial. From technical point of view,
limitations can be linked to the sample selection process, the size of the sample and
the justification of the applied statistical methods. Namely, relatively small sample
size (only 28 companies included in the survey), selected in methodologically
questionable manner, can result in biased and misleading results. Furthermore,
equality tests used to analyze the results obtained from the survey do not provide
important information, such as causal relationship, dynamics, extent and intensity
of the spillover effects. Practically, the whole analysis is intended only to
determine if there are spillover effects, in terms of increased productivity and
competitiveness, from the foreign companies in the free economic zones in North
Macedonia, to their local partners / associates / suppliers. In other words, the
intention is to provide evidence of the existence of backward vertical spillover
effects in North Macedonia, aimed to test the justification of the government’s
determination to attract foreign investments. Having in mind the purpose of the
research, the assumptions that the aforementioned limitations do not significantly
affect the obtained results and provided conclusions are justified.

An additional argument that can be treated as limitation is that this study, and
consequently its findings, is based on perceptions, and not on robust statistical
data, which brings out the conceptual weaknesses related to perceptions in first
place. However, given that such approach widens the perspectives in the analysis
of the spillover effects of FDIs, and provides opportunity for further research and
discussion, this limitation might be the most important added value of this paper.
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Vyvoj manazmentu vzt’ahov so zakaznikmi a CRM systémy
v znalostnom veku

Alena PIKNOVA — Mdaria TAJTAKOVA

Uvod

Sucasné trhy vo vyspelych krajinach sa vyznacujii vysokou mierou saturacie
a s tym shvisiacou absenciou volnych trhovych segmentov. Ziskat nového
zékaznika na saturovanom trhu je velmi naro¢né, ¢im sa logicky dostava do
popredia usilie o udrzanie si existujliceho zakaznika. Na tento ucel sa vyuzivaju
nastroje manazmentu vztahov so zdkaznikmi, tzv. Customer Relationship
Management (CRM).

Riadenie vztahov so zdkaznikmi mozno charakterizovat ako ,,zakaznicky
orientovanu stratégiu podniku, kde stredobodom vSetkych podnikovych procesov
sa stava zakaznik“. (Cierna, 2014, s. 56). Prave zakaznici sa povazujii za
najdolezitejSiu sucast’ podnikania. Lehtinen (2007) oznacuje zakaznikov za
centralny bod pre podnik, v ktorom sa prepajaju vsetky podniku dostupné zdroje.
Cram (2012) vymedzuje Styri hlavné tlohy pri kontakte so zakaznikom ako:

1) Docielit’ spokojnost’ zékaznika so sluzbou;

2) Zaistit, aby si zakaznik svoju sklisenost’ so sluzbou zapamital a ocenil ju;

3) Podnecovat’ zakaznika k tomu, aby sa vratil a uzavrel d’alsi obchod;

4) Priviezt’ zakaznika k tomu, aby sluzbu odporu¢il inym zakaznikom.

Je zrejmé, ze zakaznik je v sucasnosti stredobodom podnikatel'ského procesu.
Ako vSak dosiahnut’, aby zékaznik ostal podniku dlhodobo verny a nepresiel
kinému dodavatelovi? Lesakova (2009) vo svojom vyskume na vzorke 260
nahodne vybranych domacnosti na Slovensku zistovala, do akej miery chce byt
zakaznik zapojeny do dlhodobého rozvoja vztahu s podnikom. Autorka dospela
k nasledovnym vysledkom:

o 23% zakaznikov vel'mi pravdepodobne vytvori dlhodoby vztah
s dodavatel'om;

* 40 % zakaznikov chce iba mat moznost vztahu s podnikom, ale
nevyuziva ju;

» 37 % zakaznikov nema o taky vzt'ah zaujem.

Z uveden¢ho vyskumu vyplyva, Ze potencial na budovanie dlhodobych
vztahov so zdkaznikmi predstavuje az 63 % domacnosti. Prave na zakaznikov viac
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¢i menej otvorenych budovaniu dlhodobych vztahov s podnikom mozno zacielit
nastroje CRM.

CRM systém predstavuje technologicki podporu riadenia vztahov so
zakaznikmi postavenu na spractivani, vyuzivani a udrZiavani réznych typov dat
v databaze zakaznikov. Idedlny CRM systém sa v maximalnej moznej miere
integruje s réznymi prvkami existujucej firemnej infraStruktiry a na nich stavia
vSetky procesy, ktoré st potrebné na udrzanie interakcie so zdkaznikmi. CRM
systémy obsahuji mnozstvo udajov, ktoré sa vyuzivaji pre marketingové
kampane, pre reklamné ucely, predpovede predaja a spravania zakaznikov.
Lostakova a kol. (2017, s. 25) chapu CRM komplexne ako ,,syntézu strategickej
vizie, pochopenia hodnoty pre zdkaznika a procesu jej vytvarania v ramci celej
hodnotovej siete, prispdsobenie informaéného manazmentu a aplikacie CRM
nastrojov a poskytovania vysokej kvality produkcie cinnosti alebo sluzieb
k plnému uspokojeniu potrieb a poziadaviek zakaznikov”.

Z technologického hladiska s CRM systémy zalozené na spractivani
velkého objemu zakaznickych dat. Pocitacové technologie umoziuju
prostrednictvom uchovavania historie zakaznika, jeho nakupov, platieb a kontaktov
servisnej sluzby v databaze vytvorit’ detailny profil kazdého klienta. Schonwiesner
(2002) zdoraznuje, ze tieto informacie sa pri spravnom vyuzivani stavaju
efektivnym nastrojom necenového konkurenéného boja. Podla Cernej (2019)
mozno v suvislosti s rozvojom informaénych technoldgii ocakavat’ prevratné
zmeny v celej oblasti podnikového hospodarstva, ktoré ovplyvnia nielen
rozhodovacie procesy, ale aj cely proces komunikacie medzi podnikom a jeho
okolim, ako aj medzi vnutornymi Struktdrami podniku.

Nastup digitalizacie a znalostnych systémov priniesol uplne nové moznosti
pri praci s velkym mnozstvom dat a ovplyvnil aj oblast’ riadenia vztahov so
zakaznikmi. PredovSetkym doslo k integracii CRM a znalostnych systémov, a tym
ku vzniku novych sofistikovanych CRM systémov umoziujucich individualizaciu
kontaktu so zakaznikom aj na masovom trhu. NavySe, po zavedeni adekvatneho
softvérového riesenia, CRM systémy dokazu sami data zbierat’, vyhodnocovat’ ich
a navrhovat’ aj vhodné marketingové akcie pre kazdého individualneho zakaznika.

Prispevok sa zaobera vyvojom funkcii manazmentu vztahov so zakaznikmi
(CRM) podmienenym zmenami na trhu a technologickym pokrokom v uplynulych
Styroch dekadach az k etablovaniu stcasnych sofistikovanych CRM systémov
integrujucich prvky technologii znalostného veku.

Vyvoj manazmentu vztahov so zakaznikmi

Teoretické pristupy k manazmentu vztahov so zadkaznikmi v akademickej
obci, ako aj zrod akonfiguricia CRM systémov v podnikatel'skej praxi,
odzrkadlovali vyvoj trhu a trendy doby v uplynulych Styroch dekddach. Zmeny
boli podmienené najmi ndstupom internetu, rozvojom technolégii, ale aj
uvedomovanim si dolezitosti budovania a udrziavania vztahov so zékaznikmi
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spolu s narastajucou saturaciou trhov. NavySe, zvlast v case nepriaznivého
hospodarskeho vyvoja sa lojalita zakaznikov ukéazala ako jednym z hlavnych
faktorov udrzania sa firmu na trhu. Pociato¢nd tloha CRM ako néstroja na
uchovavanie informacii o zdkaznikoch sa postupom casu pretransformovala do
flexibilného nastroja na spravu rozneho typu zdkaznickych dat s moZznostou
analyzy nakupného spravania zékaznikov, predpovedania ich buducich nakupov,
cieleného oslovenia vybranych skupin zdkaznikov, ako aj individualizovanych
marketingovych kampani.

V nasledujicom texte sumarizujeme zakladné tendencie vo vyvoji CRM
poénuc 80. rokmi 20. storocia, ktoré boli pre vznik CRM systémov prelomové.
Sustredime na vyvoj chapania CRM z hladiska definicii a vyzdvihovanych prvkov
v ramci jednotlivych pristupov.

Vyvoj CRM v rokoch 1980 - 1989

V prvej etape zavadzania CRM v 80. rokoch 20. storocia (Tabulka 1) autori
chapu vztahy so zdkaznikmi z hladiska budovania a udrziavania dlhodobej
spoluprace a zveladovanie vzidjomnych vztahov. Tato zékladnd rovina
manazmentu vztahov so zakaznikmi pretrvala az do stic¢asnosti, no postupom ¢asu
bola obohatena o d’alSie praktické funkcie.

Tab. €. 1 Pristupy k CRM v obdobi rokov 1980 - 1989

Autor (i) Rok | Definicia CRM Prvky CRM
Berry 1983 | CRM je definovany ako lakanie, Zvelad’ovanie
udrZiavanie a zvel'ad’ovanie vztahov | vztahov

so zakaznikmi

Dwyer 1987 | CRM je vzt'ah vzajomnej Dlhodobo
a kol. spoluprace, ktora je nezavisla orientovana
a dlhodobo orientovana. Nie je to spolupraca

spolupraca zamerana na kratkodobé
jedno razové diskrétne vztahy.
Zdroj: viastné spracovanie

Vyvoj CRM v rokoch 1990 - 1999

V 90. rokoch 20. storoCia zahfnialo chapanie CRM uz aj implementaciu
elektronickych CRM nastrojov, ¢o reflektovalo prebiehajuci technologicky pokrok.
Autori sa zmienuji o postupnosti jednotlivych krokov pri nadvézovani, rozvijani
a udrziavani vztahov so zdkaznikmi. Prejavuje sa prepracovanost’ tedrie za ucelom
jej aplikovania v praxi. Autori zhodne vyzdvihuju najmi budovanie dlhodobych
vzt'ahov so zdkaznikmi ako najlepSiu a najefektivnejSiu alternativu manazmentu
zakaznickej zakladne s technologickou podporou.
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Tab. ¢. 2 Pristupy k CRM v obdobi rokov 1990 - 1999

0 zakaznikoch, budovanie hodnot
zakaznikov a formovanie vnimania
firmy a jej produktov zakaznikmi.

Autori Rok | Definicia CRM Prvky CRM
Blattberg, 1991 | CRM je vnimany ako elektronicky | Elektronicky
Deighton marketing. CRM systém
Doyle, 1992 | Zmysel CRM je vyhladat Marketingové
Roth zakaznicku lojalitu, pouzivajuc taktiky, dlhodobé
Skalu marketingovych taktik, ktoré | vztahy so
vedl k zdkaznickym vézbam alebo | zdkaznikmi
zotrvavanie v kontakte so
zakaznikmi po tom, ako prebehol
predaj.
Peppers, 1993 | Na strategickej tirovni mozno CRM | Dlhodobé vztahy
Rogers moze chapat’ ako udrziavanie si so zakaznikmi
zakaznikov alebo partnerstvo so
zakaznikmi.
Peppers, 1995 | Na taktickej urovni mozno CRM Elektronicky
Rogers vnimat’ ako marketing s vyuzitim CRM systém,
databaz. marketing
Srivastava | 1999 | CRM procesy adresuju vsetky Manazment
a kol. aspekty identifikacie zakaznikov, vztahov so
vytvarania poznatkov zakaznikmi

Zdroj: viastné spracovanie

Vyvoj CRM v rokoch 2000 - 2009

Po roku 2000 bolo hlavnym trendom CRM zameranie na rychly a meratel'ny
navrat investicii do implementacie CRM systému a S tym savisiaci narast zisku, ku
ktorému prispieva prave lojalita zdkaznikov. Viac ako podiel na trhu sa zacal
zdoraziovat’ podiel na nakupoch jednotlivého zakaznika. CRM systémy sucasne
inklinovali k zvySovaniu automatizacie a komodifikacie. Doslo aj k zmenam
v struktare dopytu po CRM softvérovych rieSeniach a CRM systémy uz
nevyuzivali uz len vel’ké firmy, ale Coraz CastejsSie ich implementovali aj stredné
podniky. Trend narastu funkcionality a roz§irovania vyuZzivania udajov z databaz

stale pokracoval.
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Tab. ¢. 3 Pristupy k CRM v obdobi rokov 2000 - 2009

Autori Rok | Definicia CRM Prvky CRM
Woodcock, | 2001 | CRM je systém, ktory je vhodny Naérast vyskumu
Starkley pre uchovavanie udajov CRM
0 zékaznikoch. Je vhodny najmi
pre velké firmy.
Parvatiyar, 2001 | CRM vnima ako formu/$ablonu Vyskum
Sheth vyskumu v marketingu v marketingu
XU a kol 2002 | CRM je systém, pomocou ktorého | Déraz na
si organizacia moze udrzat’ dlhodobé vztahy
najprinosnejsich zakaznikov so zakaznikmi
a zaroven si udrzat’ najnizsie
naklady; zvysit’ hodnotu interakcie
a maximalizovat’ profit.
Badgett, 2004 | CRM nie je len najdolezitejsia Elektronicky
Ballou, aplikacia v e-commerce, ale CRM systém
LaValle Hklu¢ovy tahun® vo viacerych
podnikoch
Ryals 2005 | CRM systémy su vyvijané bez Elektronicky
vopred presne $pecifikovaného CRM systém,
zadania, ¢i bude vyuzivany produkt | doraz na
alebo sluzba. Doraz je na odhalenie
infrastrukture CRM a §truktaru mechanizmov
fungovania vztahu so zakaznikmi. | fungovania
vztahov so
zakaznikmi
Shahidi 2005 | Doraz je sa kladie na spajanie Elektronicky
procesov obchodu, predaja CRM systém,
a sluzieb zakaznikom. celostny pohlad
na CRM
Fjermestad, | 2006 | CRM transformuje l'udsky faktor Elektronicky
Romano do databaz systému. CRM systém,
prepojenie CRM
systému
S budovanim
vztahov so
zékaznikmi
Cihovsky 2008 | CRM povazuje za najrychlejSie sa | Vyznam CRM na
vyvijajici a najdolezitejsi B2C trhoch

marketingovy nastroj na B2C trhu

Zdroj: viastné spracovanie
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Vyvoj CRM po roku 2010

Do definicii CRM po roku 2010 prenikd pojem manazment. Autori sa
nepridrziavaju len zakladnej roviny firma — zakaznik — vztah, ale idi vysSie
a upozoriuju na pridant hodnotu a konkurenénti vyhodu, ktortt mézu firmy ziskat’
adekvatnym riadenim vzajomného vztahu so zakaznikmi. Prostrednictvom
efektivneho manazmentu vzt'ahov sa firmy stavaju flexibilnejSie pri reagovani na
konkrétne potreby zdkaznikov a ich uspokojenim buduju stabilnejsie, dlhodobejsie
a vynosnejsie vzt'ahy so zakaznikmi.

Tab. ¢, 4 Pristupy k CRM po roku 2010

Autori Rok | Definicia CRM Prvky CRM
Abbasi, 2010 | Manazment zakaznickych vztahov | Zakaznik, vzt'ah
Torkamani alebo CRM je zlozeny z troch a manazment
hlavnych komponentov: zédkaznik,
vztah a manazment.
Simberova | 2010 | CRM sa uplatiiuje pre B2B a B2C, | B2B a B2C
je cieleny na riadenie vzt'ahov so
zakaznickymi podnikmi, mene;j
s koncovymi zédkaznikmi
Habul, 2012 | Spoloc¢nosti hl'adaju, ako posilnit Na udrZanie si
Pilav-Velic, ich konkuren¢nti poziciu zakaznika je
Kremic a vytvaraju stratégie zaloZzené na potrebné
poziadavkach zakaznika s cielom poskytnit’ pridana
vybudovania dlhodobého vztahu hodnotu
zalozeného na spokojnosti
zakaznika. Ako ukazuju praktiky
firiem celosvetovo: ziskanie
spokojnosti zakaznika a jeho
dovery nespociva v ponuknuti
spravneho produktu alebo sluzby,
ktoré uspokoja ich poziadavky, ale
poskytnuti pozitivnych skisenosti.
Eid 2013 | Lojalita m6ze byt’ posilnend CRM | Elektronicky
aplikéciami ako snaha predviest’ CRM systém, na
Specifické kategorie produktov tak | udrzanie si
ako aj snaha o udrZiavanie zékaznika je
povedomia benefitov, ktoré firma potrebné
ponuka poskytnut’ pridanu
hodnotu
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Reicher, 2015 | Ciel'om analytického CRM je Déraz na

Szeghegyi zakaznik, zakaznika,
analyza udajov, hodnotenie predpovedanie
a predpovedanie buducnosti, spravania

spravanie zakaznika a identifikacia | zdkaznika
skupiny zakaznikov a ich
preferencie

Cemerkova | 2016 | Zamestnanci, ktori pouZivaji CRM | Déraz na

systém, uprednostituju osobny zamestnancov,

kontakt prostrednictvom rdznych doraz na osobny

komunika¢nych kanalov kontakt so
zakaznikmi

Zdroj: viastné spracovanie
CRM systémy a ich funkcionality v znalostnom veku

CRM systémy znalostného veku integrujti znalostné technoldgie umoziujiuce
individualizaciu pristupu ku kazdému zakaznikovi, ¢im zvySuju efektivitu
komunikacie so zdkaznikmi. CRM systém s adekvatnym softvérovym rieSenim je
v sicasnosti  zdkladnym predpokladom uspesného manazmentu vztahov so
zakaznikmi. Pri zrode prvych zékaznickych softvérov stali firmy Apple Computer,
Microsoft a Oracle, ktoré vznikli v 70. rokoch 20. storo¢ia. Zalozenie Oracle malo
zvlastny vyznam, pretoze tato spolocnost’ ako prva vytvorila obchodny softvér.
Priekopnikom  vrozvoji metriky zékaznikov bola poradenska firma
Kestnbaum & Co, ktora sa priebehu 80. rokov 20 storo¢ia zamerala na vyvoj
databazového marketingu pre viacero spolo¢nosti obsluhujucich spolu vyse 40
miliénov zékaznikov. Neskor bola do funkcii databaz pripojena aj funkcia telefonu
(Alfonsogu, 2015).

Prvykrat sa IT prostriedky ako nastroj riadenia vztahov so zakaznikmi
uplatnili v call centrach, kde poskytovali data o jednotlivych volajucich (Valasek,
2003). V roku 1986 bol v USA vytvoreny prvy elektronicky CRM systém — ACT
(Automate Contact Tracking), ktory nahrddzal mechanické pomdcky (napr.
rolodexy) v malych a strednych podnikoch. Dodnes je ACT jeden z najviac
pouzivanych systémov na svete. V 90. rokoch 20. storocia sa zaroven hl'adalo aj
vhodné terminologické oznacenie pre novovzniknuty softvér. Nakoniec sa ustalil
termin CRM (Customer Relationship Management) vo vyzname ,softvér pre
spravu vztahov so zakaznikmi“ alebo ,softvér pre riadenie vztahov so
zékaznikmi“ po predchadzajucich nazvoch ako SFA (Sales Force Automation),
ECM (Enterprise information systems), CIS (Customer Information Systems).
Medzi spolo¢nostami vyvijajucimi CRM systémy pre komeréné pouzitie sa
presadili firmy SAP, ORACLE a Microsoft.

Jednym z prekvapujucich zisteni z podnikatel'skej praxe po roku 2000 bolo
vysoké percento netspesne nasadenych CRM systémov. Odhad v roku 2002 bol az
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65 %. Existuje aj niekol'ko s§tadii o dévodoch zlyhani CRM systémoch v praxi
(Alfonsogu, 2015). Tuto skutoc¢nost’ potvrdzuje aj Valasek (2001), ked’ uvadza
Statistiky z obdobia okolo roku 2000, ktoré odhadujt, ze az 70 % CRM projektov
neprinieslo meratel'ny podnikatel'sky prinos. Napriek tomu, podla analytickej
spolocnosti Meta Group, dopyt po CRM systémoch po roku 2000 neustale rastol,
zakaznikmi (mobile CRM — mCRM) (Valasek, 2001).

Na Slovensku sa elektronické CRM systémy zacali zavadzat’ po roku 2005
(Krempasky, 2019). Medzi najvéacsie firmy poskytujuice CRM rieSenia patrili
vnovom tisicroéi Oracle, SAP, Fronstep, Interact Commerce a Microsoft
(Schonwiesner, 2002). Etablovanie sofistikovanyjch CRM systémov do
podnikatel'ského prostredia stviselo aj S existenciou vhodnych podmienok pre
funkéné uzivatel'ské rozhrania. Triznova (2014) vyzdvihuje najméd dva faktory
ovplyviujice rozsirenie CRM systémov v praxi:

1) Vyuzivanie internetu zakaznikmi — V roku 2006 dosiahol internet
celosvetovo 1 miliardu uzivatelov. Na Slovensku bolo v roku 2013
pripojenych 78 % T'udi, v roku 2018 tento udaj stipol na 81 % (Eurostat,
2019). Vyuzivanie internetu tak zasadne ovplyvnilo mnohé oblasti Zivota
a stalo sa zakladom st¢asnych CRM systémov v procese riadenia vzt'ahov
so zakaznikmi.

2) Potreba socialneho kontaktu pre zakaznikov — Osobné referencie boli
oddavna jednych  znajvyznamnejSich  faktorov  ovplyviiujicich
spotrebitel'ské rozhodovanie. Prostredie socidlnych médii akcelerovalo
prenos informacii medzi spotrebitel'mi, a to aj napriek absencii realneho
fyzického kontaktu.

Viaceri autori sa venuju viziam buduceho vyvoja CRM systémov. Podla
Triznovej (2014) mozno ocakavat yvoja Specializicie CRM pre kazdého
jednotlivého zakaznika (podnik) na rozdiel od doterajSiemu trendu — mat CRM,
ktoré splni o¢akavany narast dlhodobého zisku. Autorka uvadza model CRM, ktory
bude zakaznikov usporaduvat’ do skupin a teda spolupracovat’ bude so skupinami.
Medzi d’alSie faktory bude patrit’ automatizacia procesov CRM a vyuzivanie open
source, vyvoj mobilného CRM - kancelaria v mobile, a podrobnejSia analyza
zakaznickych vstupov a ich prepojenie s inymi systémami podniku.

Vizie o predpokladanom vyvoji CRM systémov zahiiiaju aj oblast’ riadenia
T'udskych zdrojov. Napriklad Sanko (2001) navrhuje, aby sti¢astou CRM systémov
bol aj motivacny systém, ktory by daval priestor na vyhodnocovanie vyuzivania
pracovnej doby zamestnancov a na dodrziavanie stanovenych vykonovych noriem
a ¢innosti.

Zaujimavym sa javi aj postreh, ktory predpokladd, Ze pre potreby
uspesnejSicho vyuzitia CRM systémov, bude CRM systém nastaveny tak, aby
oslovoval zakaznikov uz ,niekde na pol ceste za produktom* a do kontaktu so
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zakaznikom sa ovela intenzivnejsie zapojili technologie so schopnostou zakaznika
zachytit’ a ovplyvnit ho v rozhodovani (Hodnota zakaznika, 2015).

Prekédzky v d’alSom napredovani CRM systémov sa v stcasnosti nachadzaju
najmd v podnikovych procesoch a informacnych systémoch, ktoré nie su
dostato¢ne integrované a prepojené. Niektoré obchodné procesy orientované na
zakaznikov pracuju s netiplnymi datami o zédkaznikoch, ¢o je zvlast problematické
pri riadenia popredajnych sluzieb a pripadnych st'aznosti zdkaznikov (Geib, Kolbe
a Brenner, 2006). Dal$imi prekdzkam st nedostatoéna IT gramotnost
pouzivatel'ov, neochota implementovat nové poznatky, ¢i zlozitost systému.
Rahimi a Roya (2017) spominaju aj nevyhovujiicu organiza¢nu Struktura
a architektaru pristupov k CRM systému.

Obmedzenia infrastruktary IT systémov st zdrojom vacSiny vyziev pri
naprave procesov a vich prepojeni s CRM systémami. Rovnako c¢iastocna
Standardizacia systémov CRM niekedy brani vyuzivaniu ich funkcionality, ako aj
integracii systémov. Ziskanie komplexného pohl'adu na vztahy so zdkaznikmi sa
stiva komplikovanym, ak je obmedzend integracia systémov obsahujicich
zakaznicke data. Efektivna integracia tychto systémov predpokladd nielen
zlepSenie kvality poradenstva pre zékaznikov, ale aj lepSie vyuzitie potencidlu
kazdého jednotlivého zakaznika (Geib, Kolbe a Brenner, 2006).

Zaver

Efektivny manazment vztahov so zdkaznikmi je v sG¢asnosti zakladnym
predpokladom dosahovania vys$Sej vykonnosti a ziskovosti firiem, atym aj
konkurenc¢nej vyhody na saturovanom trhu. Vyvoj funkcii CRM poénic 80. rokmi
20. storoCia az po sucasnost ovplyvnilo viacero faktorov, a to najmé saturacia
trhov, individualizovanie dopytu zakaznikov, digitalizacia, vysoka penetracia
internetu a etablovanie znalostnych systémov. CRM systémy sa pocas uplynulych
Styroch dekad vyvinuli od zékladnej funkcionality budovanie dlhodobého vztahu
prostrednictvom uchovavania zakaznickych dat, cez implementaciu elektronickych
CRM nastrojov, zvySovanie automatizacie a komodifikacie, zefektiviiovanie
riadenia vztahov az K sofistikovanym integrovanym CRM znalostnym systémom
umoznujucim individualizaciu kontaktu s kazdym jednotlivym zakaznikom na
masovom trhu. NavySe, nové softvérové rieSenia obsiahli aj funkcionality
autonomneho zberu a vyhodnocovania dat, ako aj navrhovania vhodnych
marketingovych akcii pre malé zakaznicke skupiny alebo individualnych
zakaznikov. Stale sofistikovanejSie vyuzivanie zakaznickych dat a snaha ziskat
z nazbieranyh informacii ¢o najvyssi obchodny potencial, sa vSak stretdva aj
s prekazkami. Tie spocivaji najmd v nedostatocnej integracii podnikovych
procesov alIT systémov, nedostato¢nej IT gramotnosti pouzivatelov, neochote
implementovat’ nové poznatky a zlozitosti CRM systémov.
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Summary

The paper deals with the development of customer relationship management

(CRM) functions in reaction to technological progress and changes in the market
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environment in the past four decades leading to the establishment of current
sophisticated CRM systems integrating elements of the knowledge age
technologies. The CRM system is a technological support for customer relationship
management based on the processing, use and maintenance of various types of data
in the customer database. The advent of digitization and knowledge systems has
brought completely new opportunities for working with large amounts of data and
has also affected the area of customer relationship management. Above all, CRM
and knowledge systems became integrated, and thus new sophisticated CRM
systems were created, enabling individualization of contact with the customer even
on the mass market. In addition, after the implementation of an adequate software
solution, the current CRM systems also include the functionalities of autonomous
data collection and evaluation, as well as the design of suitable marketing actions
for each individual customer.
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The Impact of Technological Changes on Taxation

Cecilia OLEXOVA — Karolina CERVENA

Introduction

Manifestations of information society in various fields are a constantly
ongoing topic because the substance of this information society lies, among other
things, in technology which is evolving at a rapid pace. Information society is
developed at various levels in the world. Therefore, individual states can no longer
just solve existing issues, but must take an active and proactive approach to today’s
society. It is insufficient “proactivity” and slow reaction time that are causing
issues, e.g., in relation to objectives linked with the use of benefits from
digitalization, where we observe a growing trend of the developing Industry 4.0,
usage of digital public services in the field of e-government and e-health or the use
of virtual currencies. The urgent question, among other things, is also the need for
a comprehensive solution to tax and legal regulations of new phenomena in the
economy whether in the form of changes in the tax legislation or introducing new
instruments of tax regulation.

The aim of the paper is to describe features of the information society,
analyse the state of digitalization and automation in Slovakia, in the context of the
EU average, as a basis for decision making regarding changes in taxation of the
new phenomena in the economy.

1 Information society

If we were to simply characterize this information society, we would state
that it is a stage of development that humanity entered at the end of the 20™ century
with the emergence and the early use of the internet. This period was preceded by
the so-called technological revolution that has manifested itself as a reform and
gradual transformation, which as a result of rapid technological development never
ends. Nevertheless, the definition of information society as a developmental stage
is too brief and does not capture the very essence of this concept because
information society cannot be viewed only as a technological element but as an
interaction of humans with technology.

The term “information society” has two meanings. One of them is the meaning
derived from the word information which in the age of information society together
with knowledge is the most valuable source. This is a qualitative definition which
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means that in the information society preference is given to individuals who have
the skills to quickly search for, evaluate, record and store information. Those who
can effectively work with information which in the world of information society
means achieving the best quality in the shortest time period (Bent, Stubbings,
2011). The second definition lies in the technical aspect of the term, hence in
connection with ICT (Information-communication technologies) when the stated
definition is characterized as quantitative. Quantitative definition perceives the
information society as a community in which technology allows for seamless and
unrestricted creation, distribution and exchange of information. Consequently, it is
a community whose individual members are connected to each other through
information channels, which gives the ability to communicate freely. Similarly,
individuals are then connected with authorities, typically with public bodies and
therefore without delay and restrictions can receive authoritative (regulatory)
information or participate in legitimate processes (Pol¢ak, 2009). Under this
definition, the community is dependent on the information and communication
infrastructure from which the degree of availability of information is based.

The first point of view does not take ICT into account but rather prioritizes
qualitative definition, when information society meant transferring information in
the society, regardless of the medium, through which this transfer took place. It is
important to work with information, the ability to sort information and use it for
further development of the society. It views technology as means of defining the
way society interacts. Global information society was already a topic discussed
right after the invention of the telegraph, telephone or an image transmission
device. From the above-mentioned it can be deduced that one of the main
characteristics of information society is the type of information transfer in society.

The second point of view is devoted to the information society as part of the
ICT role. It is therefore about the society in which the full potential of modern
technology is utilized. In this concept information society was proceeded by a
broader concept of electronization, and informatization was again characterized by
the so-called computerization which represents equipping the population and
society with information technologies, acquiring computer literacy, shifting public
administration agendas to computer databases, their availability through internet
and from the usage of new information and communication technologies in all
aspects of society, which will bring both more efficient and faster provision of
traditional functions, activities and new activities, which will be possible once new
technology is available (Sak et al., 2007). It was only a matter of time before
automation and some human activities will get replaced by technology.

In addition to selected features of the information society, Webster (2006)
offers a more comprehensive concept of information society consisting of five
different concepts:

- technological — technology is not just a thing, but it guides our lifestyle

and place in society,
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- economic — GDP is no longer formed to such an extent by agriculture and
industry, but instead information activities,

- occupational — we recognize information society instantly, when the main
areas of the job market are occupied by jobs in the information sector,
manual work replaces the work of so-called white collars, the main
“working tool” is information,

- spatial — characterized by saving time and trivialization of distance,
problem solving on a global rank anywhere,

- cultural — music, movies, books, newspapers, and other sources of
information are accessible thanks to television, iPods, internet and other
platforms.

Today, the internet plays an unprecedented role in the information society
and represents a universal medium for all work with information. It is causing the
world to slowly “shrink”, which is mainly due to the phenomenon of globalization,
however at the same time it opens a new space. Computerization of our society
created a whole new area of human activity, which is called cyberspace, a virtual
world that always expands.

2 The state of digitization of society

The state of digitalization in member states of the European Union is mapped
by the European Commission in a way that monitors the digital competitiveness of
member states, using the digital economy and society index (DESI). The DESI
reports from member states are a combination of quantitative data, obtained from
DESI indicators within five areas of the index as well as the overview of policies
and best practices in each EU member state. Values from the DESI index for the
period 2017-2019 are stated in table 1.

Table 1 Overview DESI (2017 - 2019)

DESI EU Slovakia
Score Score rankings
2019 52,5 46,3 21
2018 49,8 445 20
2017 46,9 41,0 21

Source: own processing — data from the European Commission (2019a)

According to the latest results for the year 2019 (European Commission,
2019a), countries that achieved the highest score were Finland, Sweden, Denmark
and Netherlands, which are among the global leaders in digitalization. Great
Britain, Luxembourg, Ireland, Estonia and Belgium are also doing well. The
Slovak Republic ranked 21st out of 28 countries in the EU but it is showing a
declining trend as its ranking dropped by 1 in 2019 compared to 2018.
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The DESI indexes consist of five areas. Scores and rankings for these
individual areas for the Slovak Republic and the EU are shown in table 2.

Table 2 Overview DESI in individual areas (2017 - 2019)

DESI year

2017 | 2018 | 2019
Internet connection
EU — score 51,2 54,8 59,3
SR —score / rank 45,9/20 49,4/22 52,6/23
Human capital
EU — score 45,4 47,6 48,0
SR — score / rank 40,6/19 42,9/18 44,2/18
Use of internet services
EU — score 47,8 50,7 53,4
SR — score / rank 43,5/19 45,4/19 47,9/20
Integration of digital technologies
EU — score 37,6 39,6 41,1
SR — score / rank 32,3/21 36,9/19 34,5/21
Digital public services
EU — score 54,0 57,9 62,9
SR — score / rank 42,4124 48,5/22 53,6/21

Source: own processing — data from the European commission (2019b)
2.1 Internet connection

Connection to the Internet predetermines the use of electronic services,
increasing digital literacy but also e.g., distance learning. Slovakia’s low rank in
terms of internet connection indicates the slow growth of Slovakia within the EU.

Insufficient overall fixed broadband coverage, 4G network coverage and poor
use of ultra-fast broadband connections are the problems.

2.2 Human capital

Regarding human capital, which is mostly associated with educating
employees, the Slovak Republic is rated below average compared to EU member
states. A more detailed analysis of DESI 2019 is focused on (European
Commission, 2019b):

- digital skills: at least basic digital skills (59 % of the population, which is
above the EU average of 57 %); more than basic digital skills (33 % of the
population, above the EU average of 31 %),
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- software skills: at least basic software skills (63 % of the population,
above the EU average of 60 %),

- ICT professionals: male professionals (2.8 % of the total number of
employees, below EU average, which is 3.7 %); female professionals
(0.8 % of employed women, below EU average of 1.4 %); ICT graduates
(3.2 % of graduates, which is below EU average of 3.5 %).

Even though Slovakia is slightly over the EU average in terms of digital
skills, there is still a shortage of ICT specialists. 60 % of companies report that
they have difficulty filling job positions with an expertise in an IT sector,
compared to EU, where it is approximately 53 % (Eurostat, 2017). A separate
strategy focused exclusively on increasing digital skills, specifically for the Slovak
Republic is not in the “action plan of the Slovak Republic smart industry”
(Ministry of Economy of the Slovak Republic, 2017). There is an embedded
question of education of the work force and with one of the goals to supply sectors
with people skilled in digital technologies. It is therefore essential to approve
measures that would change the education system, lifelong learning and improve
cooperation between the education system and the private sector.

2.3 Use of internet services

In the use of internet services, Slovakia lags the average of EU countries. The
aggregate indicator contains 13 partial areas. Among them are e.g. banking, e-
shops, online sales, in which Slovakia has achieved a significant improvement.

According to the results, banking was reported by 62 % of internet users,
compared to the EU average of 64 %. 71 % of internet users participate in online
shopping, compared to the EU average (69 %). The share of internet users in
Slovakia who offer goods and services for online sales is 29%, compared to the EU
average of 23 %.

2.4 Integration of digital technologies

The integration of digital technologies by the companies in Slovakia is below
the EU average (41.1 points) with a number of 34.5 points. Slovak companies are
interested in utilizing new technologies, but according to indicators "Companies
with a low level of digitization" and "Companies with a high level of digitization",
every second company has a low level of digitization (51.6 % in 2018) and only
13 % of enterprises have high level of digitization (European Commission, 2018a).
According to an Industry4UM survey (Smart Industry Association — Industry4UM,
2018), companies are interested in applying Industry 4.0, but they still do not have
suitable organizational structure and personnel that is appropriate for innovation
management and management of change. Industry 4.0 strategy is established in
33 % of companies, which are predominantly companies with foreign capital. The
process of this implementation is more about isolated measures that lead to
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optimization goals without a comprehensive strategy. Firstly, companies monitor
the increase in productivity, efficiency of internal processes, reduction of costs, and
secondly, they consider innovations and solutions that replace employees.
Companies are also responding by creating teams focused on the implementation
of digitization.

2.5 Digital public services

In the field of digital public services, Slovakia ranks 21st among EU
countries, which is significantly below the EU average. The performance of
Slovakia in this area has not been growing fast enough to catch up with trends in
the EU and improve its ranking. The best performing indicator is “open data”,
according to which Slovakia ranked 8th and exceeded the EU average. Slovakia
continues improving the quality of digital public services offered to companies.
This indicator rose from 57 points in 2016 to 80 points in 2018, but it still lags the
EU average. The share of internet users filling in electronic forms intended for
public authorities has decreased to 54 % compared to the EU average of 64 %.
Only 10 % of general practitioners in Slovakia share health data, which is the worst
score in the EU, while the EU average is four times higher. Electronic prescriptions
have not been included in this report yet. However, Slovakia introduced a central
system of electronic health care (so-called e-Health) in 2018, and especially in
2020, the use of e-prescriptions increased significantly due to the pandemic.

To improve digital public services, Slovakia has been following an action
plan of the National Concept of Public Administration Informatization adopted in
2017, which has been continuously updated with several new measures of e-
governance entering into force in 2018, including the obligation for all public
authorities to communicate with companies registered in Slovakia electronically.

Conclusion

Digital services, virtual currencies and sharing economy are new phenomena
in the economy due to technological changes and digitalization. The Slovak legal
order must adapt to the changes and be compatible with supranational standards
and with the EU law, particularly in the field of taxation. The legal order of the
Slovak Republic currently regulates only some phenomena, namely the taxation of
virtual currencies and the taxation of the shared economy (see Bonk, 2018). The
introduction of a national digital services tax is not currently being considered in
the Slovak Republic; possible changes may occur after the adoption of a solution at
the level of the European Union.

This work was supported by the Slovak Research and Development Agency under
the contract No. APVV-19-0124.
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Summary

The description of the information society and analysis of the state of
digitization in Slovakia, in the context of the EU average are presented in the
paper. The paper provides the theoretical background for further research in this
field to answer the question, whether the changes in the tax legislation or
introducing new instruments of tax regulation are needed for the new phenomena
in the economy. The legal order of the Slovak Republic currently regulates the
taxation of virtual currencies and the taxation of the shared economy. The
introduction of a national digital services tax is not currently being considered in
the Slovak Republic; possible changes may occur after the adoption of a solution at
the level of the European Union.
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Virtuilna mena vo svete a vplyv virusu COVID-19

Janka KOPCAKOVA — Radoslav POTOMA

Uvod

V dévnych dobach na zacCiatku ludskej spolo¢nosti si I'udia vymienali
takzvané primitivne peniaze, za ktoré mozno povazovat’ rozlicné tovary. Neskor
zacali vyuzivat rozlicné mince, ktoré mali vyjadrit’ hodnotu daného tovaru. Mince
mali na zadiatku rézny charakter. Boli vyrobené z porcelanu, ¢i koze. Az neskor
nadobudli podobu vécSinou okrahlych penazi, vytvorenych z roznych kovov.
Vyvojom spolocnosti sa vyvijali aj peilazné prostriedky, ¢o zapricinilo vznik
papierovych penazi. O prvych penaznych prostriedkoch, ktoré maju papierova
podobu sa traduje v Cine priblizne v roku 800.

Neustaly vyvoj spolo¢nosti zapri€inil rdznorodost mien v jednotlivych
krajinach. Do roku 2009 Slovenska republika pouzivala samostatni menu
Slovenska korunu. No za¢lenenim Slovenskej republiky medzi krajiny Eurdpske;j
unie sa zacala v krajine vyuzivat’ mena euro. V sti€asnosti pouziva spolo¢nii menu
euro 19 krajin Eurdpskej tnie.

Neustalou digitalizaciou sa ¢oraz viac dostava do povedomia pojem virtualna
mena. Takito menu je mozné pouzit na rézne transakcie, ¢i uz obchodného alebo
iného charakteru. Trh virtudlnych mien sa kazdym rokom rozSiruje o nové
produkty, avSak pribuda aj vyuzitie virtudlnej meny. Najvacsi uspech virtualnej
meny bol zaznamenany v roku 2017. Na zaklade zvySenia vyuzivania virtualnych
mien Narodné banky, zacali zvazovat’ moznost’ zaniku penaznych prostriedkov. No
napriek rozsirovaniu virtudlnych mien odbornici nepredpokladaju nikdy uplny
zénik redlnych penazi. Rozsirenie virtudlnej meny zabezpeCuje samotnu
konkurenciu aj medzi jednotlivymi virtualnymi menami. Napriek zvySovaniu poétu
virtudlnych mien sa medzi najznamejsie virtudlne meny radi Bitcoin.

Virtualne meny

V 20. storo¢i zacal coraz CastejSie do povedomia prenikat’ pojem virtudlna
mena. PresnejSiu definiciu virtudlnej] meny nam predstavuje mena, ktorou sa
obchoduje prostrednictvom internetu. Mena je Sifrovana na zaklade roéznych
matematickych algoritmov. V stcasnosti blizSie Specifikuje virtudlnu menu aj
Smernica 2018/843 zavedena Eur6pskym parlamentom dia 30.05.2018.

Virtualna mena ma viacero pozitivnych vlastnosti, ako napriklad:
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Decentralizaicia — virtudlna mena nie je kontrolovand ziadnym
vymedzenym organom.

Jednoduchost’ platieb — platby sa vykonavaji na zaklade prevodu medzi
jednotlivymi subjektami.

Nizke poplatky — poplatky za uskuto¢nenie prevodu st nizke.

Anonymita — pocas platenia medzi danymi subjektmi.

Okrem pozitivnych vlastnosti virtudlne meny maju aj negativne dopady:

Anonymita — kym je anonymita na jednej strane vysokou vyhodu pri
uskutoénovani transakcii prostrednictvom virtudlnych mien, vyjadruje to
na druhej strane aj zakladni nevyhodu, nakolko méze v takychto
pripadoch skor dochadzat’ k protizdkonnému obchodovaniu s virtudlnou
menou.

Nenavratnost’ virtudlnej meny — v pripade, ze virtudlna mena je zaslana na
nespravnu adresu prijemcu, nie je mozne tieto virtudlne penazné
prostriedky navratit’ na ucet platitel’a.

Nebezpecné obchody — Castokrat su kupujuci ohrozeni nepravymi udajmi
o virtudlnej mene. Preto doveryhodné obstaranie virtudlnej meny je prave
prostrednictvom burzy. Zaroven majitelia virtualnych mien Coraz viac
podlichajt itokom internetovych hackerov.

V sucasnosti na trhu vystupuje viac virtudlnych mien. Aj ked’ bitcoin patri

stale medzi hlavnych reprezentantov meny, pozname aj d’al$ie ako napriklad:

64

Ripple — tato kryptomena sa zacala rozvijat' zadiatkom roku 2013.
V dnesnej dobe sa teSi najmi velkému tuspechu s podporou zo strany
bank. V stcasnosti sa hodnota tejto virtualnej meny pohybuje vo vyske
0,25 eur.

Litecoin — virtualna internetovd mena sa zacala rozSirovat’ v roku 2011.
Hlavnou vyhodou je jej Sirokospektralne vyuzitie pri obchodovani, ¢o
zarucuje moznost’ platby touto virtudlnou menou vicsinou tam, kde sa da
platit aj bitcoinom. V sucasnosti hodnota tejto virtudlnej meny
predstavuje 123,64 eur.

EOS - je pomerne mladou virtudlnou kryptomenou, nakolko jej
vytvorenie bolo zaznamenané zaciatkom roku 2018. Hlavnou vyhodou
tejto meny jej pocet transakcii, ktoré je mozné realizovat’ pocas sekundy
na celom svete. Tato kryptomena dokaze uskutocnit’ priblizne 100 000
transakcii za sekundu. Medzi jej hlavné vyhody rovnako patri uplna
eliminacia poplatkov za uskutocnovanie transakcii. V sucasnej dobe je
hodnota virtualnej meny 2,25 eur.

Ethereum — virtudlna mena za zacala vyvijat’ uz v roku 2013. Avsak
zaCiatky tejto virtudlnej meny s0 zaznamenané az v roku 2015.
Kryptomena sa radi na zaklade trhovej kapitalizacie medzi najvacsich
konkurentov kryptomeny Bitcoin. Je to celosvetovo uznavana virtudlna



mena. Virtudlna mena Ethereum napreduje a vyznacuje sa aj jednotlivymi
vyhodami pred virtudlnou menou Bitcoin. Ethereum umoznuje pouzivanie
viacerych virtudlnych mien naraz a zaroveil napomaha k vytvaraniu
roznych uctovnych digitadlnych knih. Preto, aj ked je v stcasnosti
virtualna mena Bitctoin najznamejSia a najrozSirenejSia, musi odolavat’
velkému konkurenénému tlaku zo strany Ethereum. Sucasnd hodnota
virtualnej meny je 828,53 eur.

»  Tether — hlavaym ciel'om virtudlnej meny je zabezpecenie pevného kurzu
voci inej redlnej hodnote meny. Tato mena tak mala zabezpecit', Ze kurz
voc¢i americkému dolaru bude 1 Teather k 1 dolaru (USD). Pri spusteni
virtudlnej meny bolo urcené, ze kazdy Tether musi byt kryty dolarmi.
V stcasnosti vSak Tether nemusi byt kryty dolarom. Virtudlna mena sa
spustila v januari 2015. Tato hodnota sa v si¢asnosti pohybuje v hodnote
1 USD, ¢o v prepocte predstavuje 0,81 eur. Hodnota meny sa koncom
roku 2018 zvysila na 1,04 USD, ¢o predstavovalo najvyssiu hodnotu tejto
virtualnej meny. V prvom kvartali roku 2017 vSak hodnota virtudlnej
meny klesla na 0,93 USD, ¢o predstavovalo najniz$iu hodnotu tejto
virtualnej meny.

+  Stellar — virtudlna mena bola spustena v polovici roku 2014. Funguje na
podobnej platforme ako virtudlna mena Ripple. Hlavnou vyhodou tejto
virtualnej meny je partnersky vztah so spolo¢nostou IBM, ktorej
zakladnou podnikatel'skou ¢innostou je poskytovanie pocitacovych
a uctovnych sluzieb. Tato virtudlna mena dokaze poskytovat’ svoje sluzby
aj pre velké narodné spolo¢nosti. Hlavnou nevyhodou virtualnej meny je
vysoky konkuren¢ny tlak prostrednictvom virtudlnej meny Ripple.
Stucasna hodnota virtualnej meny je 0,13 eur.

+ Tron — virtudlna mena bola spustenda koncom roka 2017. Spolahliva
sietova Struktira zarucuje vysokl decentralizaciu. Zaciatkom roka 2021
pocet uctov virtualnej meny Tron presiahol 18 000 000 uctov. Sucasna
hodnota virtualnej meny je 0,03 eur.

e Monero — virtudlna mena bola spustena v roku 2014. Jej zavedenie
zaru€ilo vysoky zaujem o tuto kryptomenu. Hlavnou vyhodou a cielom
virtudlnej meny Monero je zabezpecenie uplnej anonymity platobnych
transakcii. ZniZenie poplatkov zabezpecujlcich transakcie v roku 2018
zabezpeéilo vys§i narast pouzivatel'skych uctov tejto virtualnej meny.
Hlavny rozdiel virtudlnej meny od v&cSiny virtudlnych mien je
neobmedzeny pocet vydania minci. Sucasna hodnota virtualnej meny je
107,24 eur. (https://www.coingecko.com/)

K uctovnej tprave virtualnych mien v platnej slovenskej legislative doslo

V ramci novelizacie Zakona ¢. 431/2002 Z. z. v zneni neskorsich predpisov v roku
2018, kde sa blizSie Specifikovalo oceniovanie virtualnej meny prostrednictvom
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realnej hodnoty. Virtualnu menu je tak potrebné prepocitat’ ku diu, v ktorom sa
uskutocnuje dany uctovny pripad, na ktory bola pouzita virtudlna mena.

Vplyv virusu COVID-19 na virtualnu menu Bitcoin

V roku 2009 sa zacala rozvijat’ teraz uz jedna z najznamejsich virtualnych
mien bitcoin, ktoru v roku 2008 vytvoril pod pseudonymom Satoshi Nakamoto. Do
dnesnych ¢ias nam nie je znama prava identita zakladatel'a virtualnej meny bitcoin.

Najvacsi uspech zaznamenal bitcoin v roku 2017, kedy doslo priblizne
k dvadsatnasobnému zvySeniu tejto virtualnej meny. Bliz$ie je to mozné vidiet’ aj
v obrazku 1.

25 61 7 36 18243,87% +25 310,34 MAX
]
As of 4.1, 20:48:17 UTC - Vylicenie zodpovednost

1D 5D ™ 6M YTD v sY MAX

\

Obr. €. 1 Vyvoj Bitcoinu
Zdroj: https://www.google.com/finance/quote/BTC-EUR

Z vyssie uvedeného obrazka je mozné dedukovat, ze celosvetova pandémia
COVID-19, ktora vznikla koncom roka 2019 a zaciatkom roka 2020 mala mierny
dopad aj na virtudlnu menu Bitcoin. AvSak koncom roka 2020 zacala hodnota
virtualnej meny rast, a tak prekrocila svoju vysku od roka 2017 priblizne
09 772 eur. K januaru 2021 predstavovala priblizna hodnota Bitcoinu 25 621 eur.

Virtudlna mena Bitcoin je ovplyvnena réznymi képiami, ktoré vznikaji na
zaklade odstepovania. Jednou z tychto kopii je prave Bitcoin SV, ktory vznikol
v roku 2018 a jeho sucasna hodnota je 342,84 eur. V roku 2017 vznikla rovnako
odstiepena mena Bitcoin Cash, ktora sa dodnes vyhlasuje za jediny pravy Bitcoin.
Jeho hodnota je v stcasnosti 326,85 eur.

Nasledujuci graf ndm znazornuje hodnotu danych virtudlnych mien na euro.
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Obr. €. 2 Porovnanie hodndt virtualnych mien k hodnote eura
Zdroj: vastné spracovanie

Mozno konStatovat, ze najvacSiu hodnotu ma Bitcoin, ktorého hodnota
vzrastla aj napriek pretrvavajicej pandémii COVID-19. Z obrazku 2 je zrejmé, ze
najvacsim konkurentom v ramci virtudlnych mien zastupuje mena Ethereum, ktora
predstavuje druhti najvysSiu hodnotu medzi virtudlnymi menami. Odstiepené
virtualne meny vznikajiice z najpopuldrnejSej meny Bitcoin, zastupuju 3. a 4.
miesto v ramci vysky 1 hodnoty virtudlnej meny na prepocet v eurach.

Aj ked je v sucasnej digitalizovanej dobe vyuZzivanie réznych virtudlnych
mien Coraz CastejSie, Narodna banka Slovenska nepredpoklada Gplny zanik realnej
meny euro.

Zaver

Predmetom prispevku bolo priblizit' ¢oraz CastejSie vyuzivanie virtualnych
mien. Problematika priblizuje nie len vyhody virtudlnych mien pred realnymi
penaznymi prostriedkami, ale aj nedostatky virtudlnej meny. Prispevok blizsie
popisuje a charakterizuje jednotlivé druhy vyuzivanych virtudlnych mien a ich
hodnotu v eurach. Zaroven podnik priblizuje pravnu tpravu Zakona ¢. 431/2002
Z. z. v zneni neskorsich predpisov, ktory blizSie $pecifikuje uctovanie a premenu
hodnoty virtualnych mien. Nasledné porovnanie odstiepenych virtualnych mien od
najznamejsej virtualnej meny Bitcoin napoveda o konkurencii medzi jednotlivymi
virtudlnymi menami.

Vysledky ziskané zndzornenim grafu nam prezentuju vySku danej virtudlnej
meny na prepoCet v eurdch. Rdéznorodost’ cien po prepocte virtudlnych mien
poskytuje aj pohl'ad na postavenie danej virtudlnej meny na trhu. Aj ked
celosvetova pandémia sposobena virusom COVID-19 ovplyvnila kazdodenny Zivot
vo viacerych sektoroch, nebol zaznamenany ziaden vac¢si vplyv virusu na virtualne
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meny. Odbornici vSak prichadzaju k ndzoru, ze aj ked’ sa virtudlna mena tesi coraz
vécsej popularite, nikdy nedojde k 100 % vyuzivaniu len virtualnej meny.
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Summary

Businesses use money on a daily basis in business as a form of currency for
goods and services. They can use them especially in customer and supplier
relations. However, they also use funds when investing free funds, or when
investing and expanding a company with individual types of assets, whether
current or non-current. In the digital age, however, the virtual currency is
increasingly mentioned. In virtual businesses, such a virtual currency is not yet
widespread. Virtual currency finds its application mainly in international
corporations. IBM is one of the most well-known companies that supports the
development of one of the virtual names. The article describes the advantages, but
also the disadvantages of using virtual names. It also breaks down the various types
of virtual names and brings the facts about them closer.
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