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CONTROLLING 

 The most efficient way of tracking the realisation of measurable
objectives outlined in the annual PUC program.

 The objectives have to include the most important indicators of
expected performances for all the PUC work processes: production
- service provision, business economics, quality and control,
development and investments, public procurement, consumer relations
- service users, human resources and respect for the legality of works

 Continuous periodic monitoring of the realisation of business
objectives by the KPI method enables timely risk management in all
significant areas of non-compliance - deviations in relation to the
expected performances of the work processes.

 The application of the Controlling process provides a number of useful
data (variables) that can serve to fill in a wide range of
questionmarks, analyses and reports which, mainly on an annual
basis, are required of the PUCs by the ministries, local governments,
national and international institutions.



SUPERVISION OF THE PUC BY THE MINISTRY AND THE 
LOCAL GOVERNMENT

Article 4, paragraph 4, among other things, particularly includes the supervision by the local
government unit of the performance of utility activities:
 adequate coverage, volume and quality of utility services
 development and improvement of quality and assortment of utility services, as well as

improvement of work organization, efficiency and other conditions for service provision
 compliance with the principles of sustainable development
 efficient use of resources and reduction of costs for performing utility activities
Article 8, paragraph 4 regulates the obligation of the PUC to deliver to the local government

unit, and the Ministry for Construction, Transportation and Infrastructure the following

 Report on the performance of utility activities on prescribed forms that include a series of
data - variables that in later processing through performance indicators provide
performance pointers on PUCs accomplishments, in parallel to all PUCs on the territory of
Serbia and unique pointers pointing on the position of the PUC.

 This Report - data from forms are processed using Benchmarking - according to the IBNET
methodology and the results have to be transparent.

With the use of Controlling on a monthly basis the most reliable, objective and accurate data is
succesively provided for these at the end of the year.



EBC BENCHMARKING 

 Since 2014, 16 PUCs from the ExYU which perform water, collection and distribution
activities as well as wastewater treatment, participate in the International Association of
Water Supply Companies in the Danube River Catchment Area (IAWD) Project -
Performance Indicators of Water Operators- Benchmarking by EBC Methodology, under
the patronage of the World Bank.

 As part of this Project, PUCs as participants, at the beginning of the year, submit for the
previous year a large number of data related to contextual (general) information, specific
data on drinking water and waste water processes, employees, infrastructure assets,
operational data on production and service provision , climatic impressions, demographics
and consumers – service users, quality of services, income and expenses, and other
economic and financial data.

 Based on the given data, a final report on the comparative performance (performance
indicators) is obtained for the individual PUCs in relation to the other participants from the
ExYU region and the Western European water supply companies.

 During the annual workshops, good and representative experience practices are
presented with the aim of their implementation and application.

 Data and reports are not transparent, they serve to monitor internal annual trends and for
the comparisson of successful, expected and risky indicators in the national and
international region.

 The application of Controlling Methods and this Benchmarking method in the PUC is
increasingly becoming a requirement of the World Bank, EBRD, KWf and other banks and
donating institutions when applying, assessing credibility and approving financial resources
for the implementation of capital infrastructural projects.



INTEGRATED MANAGEMENT SYSTEM (IMS) 

Application of Controlling is of great importance for the documentation of
usage, review, internal and external IMS checks (QMS, EMS, OH & S,
HACCP ... system), especially in domains of:
 context of the organization
 establishing measurable objectives
 measuring acomplishments based on measurable objectives
 process performance and product / service compliance
 development and review of the effectiveness of corrective and

preventive measures - risk management.

From this introductory text one can conclude the importance of mutual
coherence and the effects that can through the use of a Controlling
system enable a more effective and efficient performance and
improvement of utility activities in modern management functions.



STEPS OF THE CONTROLLING

Step 1: ESTABLISHING THE WORK PROCESS

 Operation and management
 Production and services
 Business Economics

 Designing and management of investments
 Quality and control

 Legality, personnel, consumer relations and procurement



Step 2: DEFINING DATA AND KPI

THE FORM OF MONTHLY REPORTS– EXAMPLE  PPOV



Step 3: DEFINING OF THE STRUCTURE AND THE 
COMPOSITION OF THE CONTROLLING TEAM

Rbr Ime i prezime Poslovna funkcija Vrsta podataka

1 Petar Doroslovački Glavni kontroler Unos i obrada Izveštaja
2 Ognjen Ivić Hidrogeolog Proizvodnja vode
3 Biljana Isić Tehnolog Prečišćavanje otpadnih voda
4 Milovan Nikić Rukovodilac distribucije Plansko i tekuće održavanje v/mr
5 Srđan Ljiljanić Referent distribucije Priključci po kategor. na v/mr
6 Ivan Milunović Tehničar odvođenja otp/v Priključci po kategor. na kan/mr
7 Eleonora Pandžić Saradnik Sektora lin.objek. Plansko i tekuće održavanje k/mr
8 Livija Karai Rukovodilac računovodstva Prihodi i rashodi
9 Aleksandra Radić Rukovodilac EON Evidencija, obračun i naplata usl.

10 Slavko Nikolić Tehničar vodomera Očitana/fakturisana realizacija 
11 Vesna Šoralov Tehničar isključenja Isključenja – ponovna uključenja
12 Dragica Horvat Referent obračuna zarada Zarade, radni dani i bolovanja
13 Ljiljana Ivić Pravnik Podaci iz domena radnih odnosa
14 Karolina Lukić Rukovodilac JN Podaci o JN
15 Zvonimir Perušić Rukovodilac odnosa sa potr. Žalbe i reklamacije korisnika
16 Dragan Radulović Operativni saradnik za IMS Podaci iz IMS-a
17 Zoltan Kudlik Rukovodilac kvaliteta Podaci za BZR
18 Eleonora Toldi Referent brige o zaposl. Podaci o internim i ekst. obuk.
19 Rajmund Galac Rukovodilac prateć. poslova Reklamacije – žalbe Dispečer.sl.
20 Nebojša Kolundžić Referent saobraćaja Podaci za vozni park
21 Renata Radulović Novak Rukovodilac laboratorije Kvalitet vode za piće
22 Edit Trungel Mešter Hemičar Kvalitet otpadnih i prečišć. voda
23 Vera Bukarica Rukovodilac SRIP Projektovanje i razvoj
24 Maria Nađ Abonji Rukovodilac investicija Plan i realizacija investicija
25 Žolt Varga Glavni inžinjer IS IS i IT
26 Daniel Majlat Glavni inžinjer GIS Podaci iz GIS-a
27 Biljana Anđelić Interni revizor Pokrenuti i okonč.postupci IR
28 Branislav Dakić Glavni kontrolor Planirani i overeni vodomeri



Step 4: DESIGNATION AND TRAINING OF THE 
CONTROLLING TEAM



Step 5: MONTHLY AND PERIODIC MONTHLY CONTROLLING 
REPORTS

(1) PRODUCTION RESOR (2)  FINANCE RESOR (3)CONTROL RESOR (4) INVESTMENT AND DEVELOPMENT 
RESOR  (5) SECTOR FOR LEGAL AND GENERAL AFFAIRS (6) CABINET OF THE MANAGER AND 

INDEPENDENT FUNCTIONS (7) LEVEL PUC „VODOVOD I KANALIZACIJA“



Step 6: FINAL CONTROLLING REPORTS



Step 7: RISK MANAGEMENT



Step 8: COMPARISON OF KPI CONTROLLING -
BENCHMARKING

Evaluation 10 = 10% most successfull companies
Evaluation 9 = between 10 and 20% of most successfull companies...



Step 9: PARTNER SEARCH FOR EXPERIENCE EXCHANGE OF  
REPRESENTATIVE  PRACTICES



Step 10: IMPROVEMENT OF RELIABILITY AND DATA 
GATHERING

Should we waste time and personnel for gathering already existing input data or 
analysis?!



Step 10a: REDUCTION IN THE DATA MATRIX



PRACTICAL APPLICATION OF BENCHMARKING AND KPI 
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THANK YOU FOR YOUR ATTENTION!
Petar Doroslovački, dipl.inž.inf.
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