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Abstract

Starting from the deficiencies of the application of single system methodology in
dealing with the management problem situations, the paper discusses a possible combined
use of Soft Systems Methodology (SSM), which belongs to the interpretive paradigm, and
Complexity Methodology (CM), as a functionalist systems methodology, in structuring
complex-pluralist problem areas. Respecting the characteristics of corporate social
responsibility (CSR), combined application of these methodologies is illustrated through a
hypothetical example of CSR management in the ABC company. The paper shows that if
the SSM is implemented as dominant, and MK, as a methodology that supports it in
managing problem situations in enterprises, certain deficiencies in their independent
application will be eliminated. Despite certain limitations, the paper provides findings
about various important open issues in systems science and management science, such as
the possibility of combining different systems methodologies, particularly the
methodologies belonging to different paradigms. Besides, a combined use of these two
methodologies has not been explored enough yet.

Key words: managing problem situations, Soft Systems Methodology, Complexity
Methodology, combining methodologies, corporate social
responsibility.

KOMBHMHOBAHO KOPUIIIREIBLE METOJOJIOI'HJE
COPT CUCTEMA U METOAOJIOI'HJE
KOMIIVIEKCHOCTU: IIPUMEP YIIPAB/bAIbA
APYIITBEHOM OATI'OBOPHOIIIRY NMPEAY3ERA

AncTpakT

IMonazehn ox MamKaBOCTH MHIMBUAYyAHE IPUMEHE CHCTEMCKHX METOJIONIOTHja Y
OaBJberby yNpaB/bauKUM IPOOJIEMCKHM CHTyalldjaMa, y pajy je pa3marpaHa moryha
KoMOMHOBaHa mpuMeHa Metononoruje cogpm cucrema (MCC), koja mnpumnaza
MHTEPIPETaTUBHO] MApaJurMu, U QYHKIHOHAINCTHYKE METOI0JI0rHje KOMITIEKCHOCTH
(MK) y crpykTypupamy KOMIDIEKCHO-IUTYPAJUCTUIKAX MPOOIEMCKHX MOAPYYja.
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Tomryjyhm cBojctBa apymTBeHo onroBopHor mocioBama (JIOI) mpemyseha,
KOMOMHOBaHAa IPHMEHA HABEACHUX METOJO0JIOTHja MPEACTaBbEHA je KPO3 XUIOTETHYKH
NpUMep yIpaBbama APYIITBEHOM onarosopHomihy mpenyseha ABLL. Pax mokasyje ma
ykomuko ce MCC mpuMeHn kao JomuHaHTHA, a MK kao MeTomonoruja mOApLIKE y
yIpaBJbamky MPOOIEMCKHM cHTyalMjama y npexysehuma, 6uhe oTkinomeHe oapehene
MAambKaBOCTH HUXOBE MHAMBHAYATHE IPUMEHe. YTIPKOC HEM30eKHIM OTpaHHdYehIMa,
paj npyxa u ozpeljeHu JOIPUHOC UCTPAKKMBARKY BAXKHUX MMHTAMkba y SYStems science-y u
management science-y, kao mrTo Ccy MOryliHOCTH KOMOWHOBamba pPa3IMYUTHX
CHCTEMCKHX METO/IOJIOTHja, a MOCeOHO METONOJIOTHja KOje ITIPUIAfajy Pa3IudUTHM
napagurMama. OcuM Tora, KOMOMHOBAE-€ OBE IBE METOJIOJIOTH]E IO Caaa HUje JOBOJBHO
UCTPAKUBAHO.
Kibyune peun: ympaBspame IpoOJIeMCKHM cUTyarujama, Merogonoruja copt
cucTeMa, MeTo/1010THja KOMIIEKCHOCTH, KOMOHHOBAaHke
METO/I0JIOTHja, KOPIIOPATHBHA APYIITBEHA OArOBOPHOCT.

INTRODUCTION

In modern enterprises, managers are rarely faced with laboratory,
structured problems, and more often with the management problem
situations, which are complex, interactive, dynamic and ambiguous
system problems. Those are the problems of the real world that can be
explored through two key dimensions: the systems dimension, concerning
the relative complexity and the participants dimension, which explores
the relationship between individuals and groups, related to problem
situation (Petrovi¢, 2013, 102).

Different systems methodologies can be applied in order to
creatively deal with problem situations. However, considering the critical
awareness, as one of the fundamental commitments of critical systems
thinking, it can be concluded that no systems methodology is so much
“powerful” that can encompass all relevant aspects of the examined
problem situation, i.e. each of them has its advantages and disadvantages,
possibilities and constraints. Exactly the shortcomings of independent use
of systems methodologies provide space for their combined use, thereby
increasing the effectiveness of their use.

There are different ways of combined use of systems methodologies,
such as methodological isolationism, paradigmatic isolationism and mixing
methodologies from different paradigms. (Mingers & Brocklesby, 1997,
491).

The combined use of the methodologies can be implemented in
different orders, as follows (Mingers, 2001): sequential type, paralel type,
imperialistic type, multimethodology and multilevel combining. In this
paper, we apply the imperialistic type that implies the use of one method
or methodology as the main approach, with the support of other (s).

In line with the previous discussion, the subject of research in this
paper is a combined use of the Soft systems methodology (SSM), which
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belongs to the interpretive paradigm, and the Complexity methodology
(CM), as a functionalist systems methodology, in structuring the
management problem situations.

The aim of the research is to show that the combination of the
above methodologies eliminates certain disadvantages of their independent
use in the management of problem situations in companies, as well as to
point out the possibilities and limitations, advantages and disadvantages
of their combinations.

In accordance with the identified problem area, the object and aim
of research, we defined the following fundamental research hypothesis -
if the SSM is implemented as dominant, and the CM, as a methodology of
support in managing problem situations in enterprises, certain shortcomings
of their independent application will be eliminated.

Bearing in mind the subject, aim and the hypothesis of the research,
we applied relevant scientific methods. Critical systems thinking (CST) is
used as a conceptual framework for understanding the assumptions,
conditions and ways of combining the methodologies. Key CST
commitments are (Jackson, 2003, 281-284):. critical awareness, social
awareness, emancipation and pluralism at the level of theory and
methodology.

For consideration in this study, the critical awareness is crucial. It
implies the need for a critical review of the theoretical foundation of the
system methodologies and helps to understand both their strenghts and
weaknesses, as well as to investigate the usefulness of different system
models, methods, instruments and techniques. Also, pluralism is reflected
in the recognition of the different perceptions and interpretations of
research problem situations, as well as combining different systems
methodologies, methods, models and techniques for structuring problem
situations in companies and solving problems. Their use in a way that
enhances the ability of researchers/managers to creatively deal with
complex and various problem situations in organizations, results in
continuous improvement of interventions in problem situations (Petrovic,
2012).

In addition, the analytical scientific method is applied in order to
explore each methodology independently and to examine their specific
features. However, the application of the analysis implies the necessity of
synthesis, in order to observe isolated parts within the continent to which
they belong, taking into account their interconnections and relationships.
We also used the deductive and inductive methods, and methods of
abstraction and concretisation.

The paper is structured in several interrelated parts. After the
introduction, a brief literature review is provided. In the second part, the
key theoretical and methodological foundations of the SSM and CM are
elaborated, based on which we identified their strengths and weaknesses



422

in the management of problem situations. Starting from these findings,
the basic assumptions, conditions and a possible combined use of these
two methodologies is explained. The next part of the paper is an
illustration where the combined use of SSM and CM is represented in the
case of management of corporate social responsibility (CSR) of the
hypothetical ABC company. Afterwards, the critical review, ie. the
advantages and disadvantages of using these methodologies in combination,
is provided. Finally, certain conclusions about the research problem area are
derived.

LITERATURE REVIEW

In the last decades, a number of different methods and techniques
have been developed, which can be applied for dealing with hard and
well-structured, or soft, unstructured, complex management problems.

Various methods enable dealing with various problems and
problem situations, but none of them is ideal, i.e. their individual
application very rarely enables the inclusion of all relevant dimensions of
the considered problem area. Therefore, a multitude of different
methodologies and methods opens the possibility of their combined use.

Starting from the above, it is possible to identify different ways of
the combined use of systemicthodologies in managing the problem
situations in enterprises. If only one methodology is used in the context of a
particular intervention in a problem situation, then it is the methodological
isolationism. The use of different methodologies, which belong to the same
paradigm, but in different interventions, can be termed paradigmatic
isolationism. It is also possible to combine methodologies belonging to
different paradigms. There are several ways to combine methodologies that
belong to different system paradigms. The first method involves the
combination of the overall methodologies, with one methodology
dominant, and the other methodology of support. The other way is that one
or parts of the methodology are incorporated into the other, while the third
way involves the combined use of instruments of different methodologies,
rather than full methodologies (Mingers & Brocklesby, 1997, 491).

The combined use of methodologies can be carried out in different
order (Mingers, 2001), as follows:

1. sequential type - methodologies are used in a certain order, with
the results of one affecting another

2. parallel type - methodologies interact with one another,

3. imperialist type - one methodology is dominant, and the other
methodology of support,

4. multimetodyology - combining different methodologies in one
intervention,

5. combining at different levels of organization.
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In exploring the application of multimetodology in practice, Munro
& Mingers (2002) have come up with very important conclusions. First of
all, the practice indicates that mixing methodologies provides better
results than their individual application. The choice of the methods itself
depends on the knowledge, experience and skills of the practicioner, the
specific academic or organizational context, and the very nature of the
problem itself. However, there are rare combinations of hard and soft system
approaches in practice, and more often methods that belong to the same
paradigm are combined. In this way, the understanding of the pluralistic
nature of the problem situations is limited. For this reason, modern research
seeks to provide a variety of paradigms, which shows the different
perspectives the real world (Jackson, 2003).

By analyzing numerous case studies conducted in the period 1997-
2008, the authors Howick and Ackerman (2011) come to the relevant
knowledge of the combined application of metodologies in practice. One of
the most important findings is the fact that the choice of methodologies and
methods is predominantly dependent on the practicioners, which points to
the necessity of collaboration of people who possess interdisciplinary
knowledge when dealing with complex, multidisciplinary problems of
Management Science.

A study by Henao and Franco (2016) has numerous theoretical and
practical implications in the field of combined application of systemic
methodologies. First of all, the emphasis is on the need to harmonize the
different expectations of the researchers in the process of designing the
intervention; gathering data before, during and after intervention, as well
as comparing initial expectations with the impacts achieved in practice.
The second essential knowledge refers to the discovery of the various
influences of multimetodology on the personal, social and material
domain of an intervention. Therefore, it is possible to take into account
aspects such as stimulating participants in decision making or further
improving their integrative behavior, in order to benefit in the designated
intervention.

KEY THEORETICAL AND METHODOLOGICAL FEATURES
OF SSM AND CM

Soft Systems Methodology

Soft systems methodology (SSM) is used when the subject of
observation is a management problem situation with the properties of
pluralism (participants dimension) and complexity (systems dimension).
The important characteristic of problem situations that SSM deals with is
their ambiguity. The problems of modern enterprises can be differently
perceived and interpreted, and thus determined as a priority or not
(Petrovic, 2010, 268). SSM seeks to encompass different perceptions of
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reality, and ways of understanding the problems of the real world. Thus,
the study of the concept of subjectivity is built into this methodology, and
it is derived from the interpretive paradigm as its theoretical basis.

Other essential features of the SSM is related to the assumptions
about society and social systems that are built into this methodology.
Starting from the interpretative approach, the social system is seen as a
continuous variable concept of roles, norms and values of the participants,
in order to define a certain situations. The systems we face in the SSM
originate from self-consciousness and genuine freedom of choice in
selecting. To know these systems is not to describe them, but to use
hermeneutics to interpret them (Huaxia, 2010, 159).

Even though there are different models nowadays (e.g. Checkland,
2000b), the representation of the SSM as a seven-stage cyclic, learning
system, which appeared in 1981 in Systems Thinking, Systems Practice, is
still frequently used. In this model, the first two stages include entry into
the problem situation and the knowledge of it and its nature. These steps
are necessary in order to make the first choices and design the relevant
activities. Knowledge reached at these stages defines the so-called rich
picture, which represents the problem situation and allows consideration
of different choices. In this phase, concepts such as structure, process and
climate of a situation are used. In stage three, it comes to the formulation
of the root definitions, which reflect different ways of looking at the
system. The root definition is a concise statement of what that (notional)
system is in its most fundamental form (Jackson, 2003, 192), and they can
be useful to explore the possibilities for change in problem situations, in
order to improve it. There are two types of root definitions: those based on
primary tasks and those that are based on certain issues that are currently
important for the organization (Checkland & Wilson, 1980). Formulation
of the root definitions is based on CATWOE mnemonic, which is made up
of the following six components (Checkland & Tsouvalis, 1997, 156-157):
C —customers, A — actors, T — transformation process, W — Weltanschauung,
O — ownership and E — environmental constraints.

In the fourth stage, conceptual models of the system outlined in the
root definitions are being built. Conceptual models are statements of
activities that must be carried out in order to enforce changes and meet the
requirements set out in the root definitions. Those are verbs that explain
actions to be made. The next stage uses models in order to structure further
review of the situation. Hence, the models are compared with the real
world, and after that, it is possible to define desirable and feasible changes
that can improve the situation. In the seventh stage, we take the actions to
improve the problem situation. Thus, the change is implemented and it is
possible to start the cycle again. Seven stages simply show the logical
structure of the mosaic of actions, which make up the whole process
(Checkland, 2000, 19), but it should be noted that this order of phases does
not have to be strictly followed.
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Complexity Methodology

The chaos and complexity theory within the chaos, as one of the
three relevant spheres of modern science, deals with management problem
situation with the properties of complexity, disorder, irregularity,
nonlinearity, randomness (Stacey, 1995; Stacey, 1996; Petrovic, 2005;
Gharajedaghi, 2011). The complexity paradigm is holistic in character, and
between the theory and practice, the complexity methodology, which offers
practical support is embodied.

As for the systems dimension, the CM is appropriate for complex
systems, such as modern enterprises. In addition, complex systems are
understood through their relationship with the environment, so there is the
need for managing constant exchanges between the system and the
environment. Furthermore, systems do not simply adapt to their
environments but coevolve with them. (Jackson, 2003, 118).

Regarding the participants dimension, the CM can be applied in those
problem situations, in which participants share common interests, values and
opinions. There is a high degree of consensus between them on the objectives
and means, and all of them participate in the process of decision making and
problem solving, acting in accordance with the objectives, so it is easy to
reach a consensus.

Therefore, the CM is appropriate for complex-unitary problem
contexts. There are six key theoretical notions in complexity theory (Jackson,
2003): sensitive dependence on initial conditions, strange attractors, self-
similarity, self-organization, the edge of chaos and the fitness landscape.

The edge of chaos is a narrow transition zone between order and
chaos that is extremely conducive to the emergence of novel patterns of
behaviour (Jackson, 2003, 118). This transition is characterized by a
paradox in which the archetypal behavior is being actualized through
creative destruction, which occurs when the value of the control
parameters are at critical levels (Petrovic, 2010, 418), thereby forming a
space for creativity in complex systems.

Three main stages of applying the methodology of the chaos and
complexity theory are (Jackson, 2003, 119-120; Petrovic, 2010, 422-423):

= Understanding the existing attractor pattern that determines the

behavior of the current organization and identifying the reasons
of its dominance. If, from the standpoint of the organization,
the pattern is not desirable, there must be made appropriate
changes to ensure that the system goes into another pattern;

= Change of the existing attractor pattern;

= Assuring the stabilization of new attractor pattern.

It is significant to understand that organizations can operate in a
stable zone, unstable zone or the edge of chaos, which is a space for
creativity and innovation. Therefore, managers should break from the
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ideas that they can plan, organize and control every aspect of business
and accept a certain form of chaos, encouraging self-organization.

Stacey (1996) outlines five control parameters that can be
manipulated to ensure an organization remaining at the edge of chaos.
These are: information flow, degree of diversity, richness of connectivity,
level of contained anxiety and degree of power differential. (Jackson, 2003,
123). For an organization to achieve it’s potential, there must be an
appropriate rate of the information flow about the changes in the
environment, in order to activate both the legitimate system and the shadow
system, but not too quickly when it overwhelms both systems. The
diversity in the system should be such as to provoke learning, but not to
cause anarchy. Relations between parts of the system should be sufficient
to produce diversity, but not so large as to create a risk of instability. Also,
they should be strong enough to create value, but not to prevent the
formation of new connections. Some level of anxiety is needed to encourage
creativity, or legitimate system must have certain ways to prevent it from
becoming disabling. Between the extreme differences in power and even
distribution of power balance has to be established, in order to, on the one
hand curb anxiety, and on the other hand, maintain creativity.

THE ASSUMPTIONS, CONDITIONS AND A POTENTIAL WAY
OF THE SYNERGISTIC USE OF SSM AND CM

The shortcomings of the CM mainly arise from the fact that the
paradigm of complexity is based on the study of natural, physican and
biological systems (Jackson, 2003, 128), so it is under-developed in the
field of social systems, such as modern organizations, which do not always
show chaotic behavior, but sometimes calm in stable condition of
equilibrium. In the CM, the focus is on the systems dimension, while the
pluralistic nature of problem situations, can not be effectively processed.
Only if employees in a company share similar values and opinions, have
common goals and easily achieve a consensus, which is very rare, it is
possible to apply the CM alone effectively. Another limitation of the CM is
reflected in the fact that it advises managers how to reach the edge of
chaos, which makes an excuse for authoritarian action (Petrovic, 2010,
439). Also, the focus is on efficiency, while effectiveness is not disputed,
but it is not so pronounced. However, there are exceptions when the CM
seeks re-thought so that its concepts can be used in service of
interpretivism, which creates the basis for combining with the SSM, based
on interpretive paradigm.
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On the other hand, the SSM is considered to be subjectivistic. The
limits of participation are not clearly defined, but this methodology can not
be used where power is concentrated for example at the top of the
company. By character, the SSM is isolationist, i.e. learning cycle is treated
as sufficient. It is idealistic, because it implies that only ideas and different
conceptions of the social world can change the social world, whereby those
ideas are not connected with the real situational circumstances present in
the economy and society. It is significantly to point out the critique that
representatives of the functionalist paradigm make to the SSM, which
refers to the fact that this methodology ignores the fact that the systems,
such as modern organizations must follow certain cybernetic laws and
principles, i.e. must ensure that the systems of control and communication
are adequately designed (Zlatanovic, 2015b, 85). This point refers to the
need to combine the SSM with some of the methodology appropriate to the
functionalist paradigm, in order to overcome perceived shortcomings.

However, the SSM is very applicative, as evidenced by numerous
case studies. According to Checkland (2000), it can be helpful in problem
situations in which it is important to identify and capture different views
of stakeholders, extremely variable ideas and when participants hardly
accept alternative views of reality. The application of this methodology in
practice is proved to be particularly significant in the field of information
technology, organizational design, performance evaluation, education,
problem solving (Mingers, 2003; Mingers & Taylor, 2012).

In this paper, we argue that it is possible to remove some of the
above limitations of both the CM and SSM and to utilize the relevant
benefits of the two methodologies, by their synergistic use. In the combined
use of interpretive and functionalist systems approaches, it was observed
that better results are achieved when interpretative approach preceds the
functionalist approach (Brown et al., 2006, 667). Therefore, the
interpretational approach should be used in order to give the problem
situation meaning and context in which we will apply the functionalist
approach. Accordingly, the paper describes the application of the SSM, as
dominant, and the CM as a methodology of support, as one of the possible
ways of their combined use (Figure 1).

In order to approach the realistic management problem situations,
the possible way of combining the SSM and CM is presented on an
example, in the next part of the paper.
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Figure 1. Combined use of SSM and CM
Source: Author
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THE ILLUSTRATION OF POSSIBLE USE OF THE SOFT SYSTEMS
METHODOLOGY AND COMPLEXITY METHODOLOGY IN THE
COMPANY

One of the possible ways of combining the SSM and CM, which is
described in the previous section, can also be illustrated in the hypothetical
case of managing the corporate social responsibility (CSR) of ABC
company, which seeks to contribute to creating a sustainable competitive
position, by improving CSR.

Respecting the pluralistic features of the CSRconcept, some studies
have shown that SSM can be applied for the management of this problem
situation (eg. Zlatanovic, 2015a). However, in order to adequately process the
complexity of the problem situation, in this paper the SSM is used in
combination with the CM.

In modern business conditions, profit maximization is not the only
goal of the company, but it is necessary, in addition to the interests of
owners, to take into account the interests of other stakeholders. Thus,
social responsibility is an essential way of doing business in modern
market-oriented companies. It is a concept which, besides economic
objectives, encompasses social and environmental goals. In doing so, the
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emphasis is on voluntary character or the fact that in addition to the
required legal and economic dimensions, companies integrate ethical and
philanthropic dimension in their operations. (Commission of European
Communities, 2001a; Gibson, 2000; Carroll, 1991).

Despite numerous dilemmas related to the validity, importance and
motives of the CSR (e.g. Dare, 2016; Devinney, 2009; Aguilera et al.,
2007), which reflect the pluralistic character of the problem situation,
studies show that the potential positive effects of social responsibility,
even in a very long period of time, are significantly more cost-effective
than any damage that may arise due to irresponsible behaviour, i.e. unjust
relationships with key stakeholders, which can cause various scandals
and, consequently, high costs. The benefits a company can achieve
through socially responsible practices are reflected in the improvement of
brand and image, attracting and retaining customers (Kotler & Lee,
2005), the improvement of human resource management (Koh & Boo,
2004), building a competitive advantage (Porter & Krammer, 2006),
reduction of costs and risks (Kotler & Lee, 2005), attracting investors
and, consequently, building long-term value. On the other hand, through
the CSR, companies provide a contribution to the community and the
entire economy, and its sustainable development.

According to the European Commission document which defines
framework to promote the CSR - Green Paper, it is possible to distinguish
two dimensions of the CSR, internal and external. Internal dimension
covers four areas: human resources management, occupational health and
safety, adapting to change and natural resource management in production.
The external dimension is aimed at a wider range of stakeholders and
includes: responsibility towards the local community, partners, suppliers,
customers, human rights and environmental protection (Commission of
European Communities, 2001b). In each of these areas, there are complex
processes taking place, and each of the dimensions is characterized by high
uncertainty inherent in social systems.

In the process of discovering the problem situation, it is possible to
initially collect different ideas of the participants about a problem situation.
At this stage, the participants (managers, employees) express their views on
corporate social responsibility. Most often there are conflicting views on
the reasons for and against the concept of CSR, as well as on the
understanding of corporate social responsibility as an investment or as a
cost. Also, there are questions about the real motives of the CSR, which
may be related to the economic benefits of this way of doing business,
philanthropy, obligations accepted by adopting certain standards and the
like. In addition, it is necessary to identify the main areas and activities of
the CSR, key stakeholders and the links between them. The roles of
employees in the process of corporate social responsibility are being
defined, as well as norms of behavior, values and power relations.
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In order to adequately express the problem situation, we created the
rich picture (Figure 2), which presents the relevant stakeholders (owners,
management, employees, customers, partners, representatives of local
communities and representatives of organizations for the environmental

protection) and the main aggregates (supply, production, sales, marketing,
finance and accounting).

| Owners

| Management
% O - -
O < Emulovus Finance
3

‘ Supply>| Production >| stlnhulmn> | Sales ©

Customers
°
- d o° Local
Suppliers community

K Environment /

External CSR

Figure 2. Rich picture: CSR in ABC enterprise
Source: Author

In order for to knowledge, reached in the previous stages, to be
concisely expressed verbally, we developed the root definition. First,
starting from theoretical knowledge about the concept of corporate social
responsibility, as well as areas and activities of the CSR, as defined by
international guidelines (Commission of the European Communities ,
2001), we applied the CATWOE mnemonic, so that the management of
the CSR in the company ABC is presented as follows:

C — ABC company, society as a whole

A — Management and employees in ABC company

T — The necessity of creating sustainable competitive position >
implementation of CSR concept > sustainable competitive position

W — CSR is not a cost, but an investition.

O — Employees and management in ABC company, that do not
have highly developed awareness about CSR importance
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E — (Un)available resources, legal restrictions, adopted international
quality standards

Starting from the CATWOE analysis, a relevant system can be
developed into the root definition, as follows: Corporate social responsibility
involves a series of activities concerning human resource management,
health and safety at work, adapting to change and management of natural
resources within the internal dimension, as well as responsibility to the local
community, partners, suppliers and consumers, human rights and
environmental protection in the context of the external dimension, through
which the company voluntarily provides a contribution to society and the
environment, while achieving profit that provides a sustainable competitive
position, but also many other benefits for all stakeholders.

In accordance with the root definition, we formed the conceptual
model (Figure 3), which includes activities that the ABC company must
implement to successfully manage corporate social responsibility. The
model presents the following activities:

1. developing awareness of the CSR to the management and

employees,

2. identifying the key CSR areas within the internal and external
dimension,
defining the activities in each CSR area,
defining the roles of individuals and groups in the process of
implementing the activities,
providing support for CSR implementation,
defining efficiency and effectiveness criteria,
monitoring and control of 1-5 and
taking corrective actions.

> w

LN O

The conceptual model shows the idealized course of action that the
company ABC should implement in order to meet the requirements specified
in the root definition. However, as the model never reflect the reality
completely, it is necessary to compare the model with the real situation, in
order to determine significant differences. The aim is to initiate the discussion
about the changes which should improve the problem situation. First of all it
is possible to organize a group discussion in which members of top
management and a researcher should participate. The informal discussion
leads to conclusions about the areas in which we should expect major
differences. These findings facilitate the further course of the research. In
order to obtain precise information, it is possible to carry out a survey in the
company and/or a sample that consisted of various stakeholders. The survey
may be carried out in person, by telephone or electronically, using a
questionnaire containing questions about the understanding of the
significance of the concept of CSR, about the activities within the internal
and external dimensions of the CSR and the effects of these activities on the
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business results of the company. The data obtained from the survey should
then be processed using the statistical software. Based on the results, the
conclusions about the differences between the conceptual model and the real
world may be deduced.

2. Identify key CSR areas
within it’s internal and
external dimension

1. Develop
awareness of CSR
importance

3. Define
activities in each
CSR area

4. Define
individual and
group roles

8. Corrective
actions

6. Define criteria
of efficiency and
effectiveness

Criteria:
Efficiency: Benefits/costs
Effectiveness: Contribution to long-term
business results
Figure 3. Conceptual model: System of CSR in ABC enterprise
Source: Adapted according to Zlatanovic, D. (2015a). A Holistic Approach
to Corporate Social Responsibility as a Prerequisite for Sustainable
Development: Empirical Evidence, Economic Annals, 60(207), 78.

Starting from the results of the research, it is possible to identify
the CSR areas where the activities of the ABC company deviate substantially
from those covered by the conceptual model, which is the basis for defining
the changes in managing corporate social responsibility. Management
must take into account the fact that changes have to be systemically
desirable and culturally feasible.
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At this stage, it is possible to apply the CM, and its first phase,
which refers to the understanding of strange attractors, which define the
current behavior of the organization. Specifically, we define the reasons
why the company did not sufficiently develop certain CSR areas, and that
can be, for example the lack of awareness of the CSR importance, the lack
of financial and other resources, the lack of motivation of employees to
engage in voluntary social responsibility activities, the lack of a strategic
approach to CSR and the like. In order to understand the forces that prevent
the development of the CSR, systemic learning is important because it
allows managers to understand that change is inevitable and it helps them
to define the changes adequately. For example, if the study showed a low
level of responsibility to the local community, at this stage we can come to
the conclusion that the main reasons for this lack of financial resources and
lack of motivation of employees to work on these activities. Based on this
information, it is possible to define ways of providing financial sources for
investments in activities that contribute to the local community (eg.
sponsorship in sport, culture, education, etc.) and to develop strategies to
motivate employees to participate in the same. Thus, it is necessary to
determine the ways to eliminate the restrictions and improve the current
situation. In doing so, it is very important to exchange information between
the company and the environment at an appropriate rate, as well as to
understand the differences among the participants in the problem situation,
which enables learning.

Once you have defined the necessary changes in the dominant
pattern of attractor, action is taken to improve the problem situation. In this
stage too, the CM may be used to determine which way it is possible to
achieve the transition from one attractor to another and how small changes
(eg. the responsibility of the local community) can be used to create large
results (sustainable competitive position). It is significant that managers are
aware that the process of creating a sustainable competitive position
requires continuous improvement and innovation, both in the field of
theCSR, as well as in other activities, bearing in mind that no part of the
organization is functioning independently and in isolation from the others,
but there are many interrelations between the parts of the company, as well
as between the parts and the whole. Therefore, the CSR management
involves constant transformation and movement on the edge of chaos. As
explained above, the movement on the edge of chaos enables creativity and
development, and in order to make that possible constant learning is
necessary. When managing a socially responsible business, managers must
encourage teamwork and knowledge sharing between employees.

In order to operate at the edge of chaos, it is essential that there is
an appropriate level of anxiety, which must be appropriately controlled by
the legitimate system, with the existence of an appropriate balance in the
distribution of power. At this stage, the role of a leader is very important.
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A leader must behave in a way that is not completely autocratic, or even
quite liberal, but to a great extent has the characteristics of a democratic
style, so that on the one hand encourages the initiative of subordinates,
but on the other hand retains a certain level of power, to provide guidance
and coordination while performing tasks (Stojanovic-Aleksic, 2007, 65).

Proceeding from the control parameters of the CM, namely richness
of connectivity, levels of contained anxiety and the degree of power
differential, it is possible to propose, as one of the possible ways of
organizing the CSR in the company ABC, to create a matrix organizational
structure. In this kind of organization, each of the CSR initiatives would be
organized as a project, whose implementation would be conducted by
employees from different functions, who together with the leader of the
team create a project team. Due to the high diversity among team members,
in terms of characteristics, but also the knowledge, skills and abilities, since
they come from different functions and are specialized to perform different
tasks, there is an exchange of knowledge and ideas that generate learning,
which leads to greater effectiveness in performing tasks.

When working in matrix teams, a balance in the distribution of
power is achieved, because the authority is delegated to employees in a
certain extent, which encourages creativity, but certain control by the
legitimate system is achieved through the role of the team leader. In
addition, the essential characteristics of matrix structure are flexibility,
which is reflected in the fact that the membership of the team variable and
temporality, which refers to the fact that employees at the end of each
project, return to their home department and/or in other team(s). In this
way, it is possible to control the richness connectivity, as well as the level
of contained anxiety.

Finally, through mutual work, certain rules are formed, related to the
way of managing corporate social responsibility, which are used in every
subsequent situation, so it comes to the stabilization of a new attractor.
However, it is important that the system does not lock the organization, in
the long term, into routine forms of action (Jackson, 2003, 120), but that it
remains open to the emergence of self-organization. Thus, this it is a
circular process that requires constant return to the initial phase and follow-
up all relevant parameters which lead to the perferable state of the edge of
chaos. In this sense, it is not desirable to create a rough organizational
structure based on formalization, centralization and hierarchy, but a more
flexible structure, with the characteristics of organic design, which allows
easier adaptation to changes.
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CRITICAL REVIEW — ADVANTAGES AND DISADVANTAGES OF
A COMBINED USE OF THE SSM AND CM

Due to its numerous advantages, the SSM is very applicable for
dealing with problems of management and business economics. This
systems methodology enables realization of the various participants’
perceptions of the problem situation, in order to build a debate that will
lead, if not to the creation of common perception, then at least to the
adaptation of different viewpoints and interests, so it is possible to
implement the desired changes. On the one hand, the SSM provides an
extremely “powerful” methods, such as rich images, root definitions and
conceptual models, but on the other hand does not require that each of
them is used or used in the same way in each intervention. Because of its
flexibility, it is suitable for a combined use with other methodologies.

The application of the SSM provides an effective coverage of
pluralist nature of problem situations, while the CM deals with complexity,
chaos and unpredictability, which are the essential characteristics of these
problems. In fact, the SSM provides a context and understanding of the
situation in which the CM helps to build adequate organization, which will
move to the edge of chaos. It will maintain stability, to some extent, but
encourage learning and creativity in sufficient quantity that the system is
able to develop continuously. It insists on exploring the interior of the
system in order to detect the relevant features of its design, which allows
the system to adapt and develop in a turbulent environment. While the SSM
helps the understanding of the practical interest, the CM compensates for
its lack of interest in dealing with the technical interest for prediction and
control of social systems. The CM uses control mechanisms and allows
functioning on the edge of chaos, while facilitating planning and control of
the short-term results. Specific long-term results of business can not be
planned, but managers can understand the patterns of behavior that the
organization manifested through self-organization.

However, the common disadvantages of the SSM and CM can not
be overcome by their combined use. In fact, neither of these methodologies
is not up to dealing with problem situations with the characteristics of
conflict and coercion, thus the emancipatory interest still did not receive
sufficient attention. These methodologies are not appropriate for problem
situations characterized by coercion where the participants are in the
conflict and a compromise is not possible. Also, they do not deal
sufficiently with issues of power, neither with liberation of subordinate
individuals and groups from the effects of power. Therefore, their
combined use will still be in the interests of those who hold power. This
limit could be remedied by an inclusion of an emancipatory and
postmodern systemic approach.
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A specific limitation of the combined use of methodologies is the so-
called paradigmatic incommensurability. Problem of paradigmatic
incommensurability means that “a group of scientists, who rely on different
paradigms, when watching from the same point and in the same direction,
will see different things” (Kuhn, 1962, according to Petrovic, 2004, 164).
This problem is particularly pronounced when combining methodologies
from hard and soft paradigms, between which there is a significant
objectivist/subjectivist  ontological and epistemological  dichotomy.
Therefore, it is considered that the paradigms are self-sufficient, internally
referent and mutually exclusive (Zlatanovic, 2015b, 55). Besides the
philosophical aspects of the problem, which refers to the paradigmatic
incommensurability, there are several limitations of combining
methodologies relying on different paradigms, namely: cultural (the degree to
which the culture does not support the combination of methodologies),
cognitive (difficulty that individuals face in the transition from one to the
another paradigm) and practical (extension of time to deal with the
problems, the lack of experience in using various methods, and the like)
(Mingers & Brockleshy, 1997).

Nevertheless, newer approaches criticize this view, suggesting that
it is an exaggerated attitude and that there are so-called transitional zones
that create connections between paradigms. Kotiadis & Mingers (2006)
point out that the paradigmatic incommensurability does not constitute a
barrier to combine systemic methodology. In fact, it is possible to apply
the so-called interplay strategy, with mutual influence, appropriate for the
use of different paradigms. The jing-jang represents an adequate
metaphor for this approach. Multimethodology involves combining hard
and soft methods, whereby within the hard method, there are soft
elements and vice versa. Thereby, individual knowledge and experience
affect individual access to interventions in general, and especially in
multimethodology. Certainly, this area is open to further research in order
to perform more precise conclusions.

CONCLUSION

Starting from the research problem area and asserted goals, the paper
presents a possible model of the combined use of the Soft Systems
Methodology, as part of the interpretive paradigm, as the dominant system
approach and appropriate functionalist Methodologies of chaos and
complexity theory (Complexity methodology), as a methodology of support.
It is a continuous series of activities that begins by discovering the problem
situation. In the early stages, the SSM has a dominant position in terms of
allocating context or the perspective of the problem situation, which allows
the processing of participants dimensions adequately. The key stages in
which the CM provides support are the phase of defining changes, taking
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action and stabilization. In these phases, the CM enables understanding the
interior of the complex, nonlinear feedback systems, such as modern
organization and helps to solve problems on the edge of chaos. The
stabilization of the new attractor pattern is not the end of the learning process,
because the system remains open for self-organization.

The paper explains how certain limitations that arise when the
methodologies are applied independently can be eliminated through a
combined application of the SSM and CM. Hence, the main research
hypothesis is confirmed.

The paper provides a significant contribution to the study of important
issues in Systems science and Management science, such as the possibility of
combining different systems methodologies, particularly the methodology
belonging to different paradigms. It presents the assumptions and
opportunities, as well as the possible way of combining two methodologies in
the management of problem situations in companies so that they can
adequately handle their complexity, dynamism and ambiguity. It also points
out the sequence of steps of applying appropriate methods and discusses their
benefits for the managers. Special contribution is reflected in illustrating the
synergetic use of the SSM and CM in the management of corporate social
responsibility, which emphasizes the practical significance of this ways of
use of the methodologies.

Finally, it is useful to point out the limitation of the paper, as well as
the recommendations for future research. Namely, it elaborates only one of
several possible ways of combining the SSM and CM, which leaves room
to explore other ways in future research. In addition, the paper does not
include empirical verification of the effectiveness of the combined
application of the methodologies ans it would be useful to implement this
idea in a case or a sample of the real company/companies. In addition, in
the future it is possible to include in combination some of the emancipatory
paradigm methodologies, in order to allow for the consideration of various
issues related to power relations and coercion in organizations.
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KOMBHUHOBAHO KOPUIIIREIBLE METOJOJIOI'HJE
COPT CUCTEMA U METOJOJIOT'HJE
KOMILUVIEKCHOCTU: TIPUMEP YIIPAB/bAIBA
APYIITBEHOM OATI'OBOPHOIIIRY HPEAY3ERA

Aunexcanapa boukosuh
Yuuepsuret y Kparyjesity, Exonomcku daxynret, Kparyjesai, Cp6uja

Pe3ume

KpHTHYKO CHCTEMCKO MHIILIBEHE TIPECTaB/ba KOHIIENTYAIHH OKBHD 38 Pa3yMeBambe
MPETIOCTABKH, YCIIOBA M HauWHa KOMOWHOBaHE ymoTpebe Merojonoruja. JemHa of
IbErOBHX KJBYYHHX 00aBE3aHOCTH — KPUTHYKA CBECHOCT — yKasyje Ha UHHbCHHILY Ja
CBaka METOIOJIOTHja MMa CBOje CHare M ciaboCTH, T€ CTOra HHjefHa Ol HHX He
omoryhaBa 0oOyXBaTame CBHUX pPENIEBAHTHHX ofpehera KOMIUIEKCHHX, IWHAMHYHHX,
MHTEPAKTUBHHX M BHUIIC3HAYHUX YIPABJFAYKHX NPOOIEMCKHX CUTyalHja. YIIpaBo 3ato,
HEOIIXO/[HA je CHHEprHjcka ynorpeda CHCTEMCKUX METOIOJIOTHja y LHJbY KPeaTHBHOT
0aBJberba yHPaBIbaYKUM MPOOIEMCKIM CHTYalljaMa.
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VY mwby HCTpaXkMBama yNpaBibamka APYIITBEHO OJrOBOPHHM IOCIOBAamkEM, Kao
KOMIUIEKCHO-IUTYPaJIMCTHYKAM TIPOOJIEMCKUM ToJpydjeM, Moryhe je NIpHMeHHTH
Merononorujy codpT cucrema, Kao JOMHHAHTaH CHCTEMCKH IpHia3, 1 MeTomoorujy
Teopuje xXaoca M KOMIUIEKCHOCTH (ckpalieHo: MeTomonoruja KOMIUIEKCHOCTH), Y
OKBHPY (YHKIHOHATHCTUYKE MapagurMe, kao merogonorjy moapiuke. MCC mpyxka
KOHTEKCT U OIpeJiesbyje MepCIeKTUBY ocMaTpama npobiaeMcke cutyanuje, oopaly-
jyhu BmeHy mrypanucTudky npupony, 1ok MK omoryhasa pazymeBame yHyTpallmber
OKpyXela KOMIUICKCHUX, HenuHeapHux feedback cucrema, xakBe Cy caBpeMeHE
opraHu3anyje ¥ momMaxe Ja ce mpoOJieMH peliaBajy Ha pyOy xaoca.

Moryhu HaunH KOMOWHOBaHE INpPHMEHE OBE J[BE€ METOJOJIOTHjEe y OaBJbemY
npoOJIieMOM JIpYIITBEHE OJTrOBOPHOCTH Ipemy3eha 3amounme OTKPHBAmeM Hpo-
0JieMCKe CHTyallje, a HacCTaBJba ce TpaljermeM Gorare ciamke ¥ GOpPMyIHCABHEM H3-
BopHe Jedununuje. HakoH Tora, npucryna ce nedUHUCamy aKTHBHOCTH HEONXOJ-
HHUX Kako OM ce WCIYHWJIM 3aXTeBH Ha3HAYE€HU y U3BOPHOj nepuHUIMjU. OBE aKTHB-
HOCTH TIPE/ICTaBJbCHE Cy Y OKBUPY KOHLENTYAJTHOI MoJesa. Y HaBeneHUM (aszama,
MCC nma Haj3HauajHHjy yiory. Mmajyhu y Bugy HEMOTYRHOCT MOTITYHO AOCIETHOT
OJICTIMKABamka PEATHOCTH Y MOJICITY, MO/eJI €€ 3aTHM NOpeIH ca PpeaJHoM CHTYyalH-
joM. YoueHe paziHke IpecTaBibajy OCHOBY 32 Ae(pMHHCaIbe MPOMEHA Y YIPaBJba-
BY JIpymTBeHoM oarosopHomhy mpenyzeha. Kipyuna ¢asza y xojoj MK mpyxa
noapiiky MCC jecte mpeny3umMame akimje 3a yHanpelheme npodieMcke CHTyaluje,
U TO yTeM pa3yMeBamba JOMUHAHTHHUX 00pa3aia aTpakTopa, koju oapelyjy Texy-
he monamame opranmzauuje. Hanmmve, nepunumry ce pasnosu 300r kojux npemysehe
HHUje y JOBOJbHO] MepH pa3Bmio oapehena moapydja mpumene JOIl-a xako 6u ce
YTBPAWIM HAUMHHU 32 OTKJIAKbamhe OrpaHnueHha U YHapelheme cuTyarje.

MeHagiepu Mopajy OMTH CBECHHM Ja HPOIEC CTBapama OJAP)KHBE KOHKYPEHTCKE
MO3HIIMje 3aXTeBa CTalIHA YHanpehema U HHOBaIM]je, HeMPEKUIHY TpaHchopManujy u
KpeTame Ha pyOy xaoca. Y oBoj (asu, Tpeba oOpaTHTH MaXmky Ha MPUMEHY aje-
KBaTHOT CTHJIA JIMJCPCTBA, KOjU OXpaldpyje opraHu3aidjy Ja ocTaHe Ha pyOy xaoca,
Kao ¥ aJeKBaTHE OpraHM3alHMOHE CTYKType Koja To omoryhaBa. Peu je o Hekom of
(hekcHOMITHUX OpraHU3allMOHUX MOJeNa, Kao IMTO je MaTpuuHu Mojen. OBaka
CTpyKTypa omoryhaBa cTa0W/JIH3alUjy HOBOT aTPaKTOpa, OCTaBJbajyhn mpocTop 3a
caMOOpTaHH3aIyjy, anu 0e3 3aTBapama y pyTHHCKE (GopMe JenoBama.

VYnpkoc OpojHHM NpeJHOCTHMa KOje Ce OCTBapyjy CHHEPIHjCKOM YIOTpeOOM
MCC u MK, a Tuuy ce pa3maTpama KOMIUIEKCHOCTH M BHIIE3HAUYHOCTH OaBJbeHa
YIpaBjbaYKUM INPOOJIEMCKUM CHUTyalMjamMa, HEONXOAHO je McTaliM Ja OBe METOJ0-
JIOTHje HUCY TIPUMEpPEeHe 0aBJbely EMAaHIUIATOPHUM JbYICKUM MHTEPECOM, BE3aHHM
3a ocnobahame ox nmejcraBa Mohw, MTO je BeOMa 3HAYajHO CBOjCTBO MHOTHX CHUTY-
arnuja y npenysehuma.



