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Sumarry 

The current state and challenges faced by the insurance industry in Serbia are 
primarily manifested in the complexity of human resources management, due to various 
infl uences and changes. These changes are evident in technology, regulation, digitalization, 
and particularly in the labor market itself. This paper aims to highlight all essential aspects of 
human resources management under such operating conditions, with particular emphasis 
on the insurance industry in Serbia. The paper will examine existing practices and provide 
guidelines and frameworks for further improvements. The analysis will utilize various sec-
ondary sources and numerous existing practices, and will propose diff erent directions for 
improving human resources management, employee development, talent retention, and 
organizational culture in companies operating in the insurance sector in Serbia.
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I Introduction

The contemporary business environment in the insurance industry in Serbia 
is shaped by dynamic changes that signifi cantly impact the operations of companies 
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in this sector. These changes encompass processes of preparing product and ser-
vice proposals, client communication, and internal work organization. In such an 
environment, human resources play a crucial role in the growth, development, and 
sustainability of organizations. The competencies, knowledge, and skills of employees 
directly aff ect the quality of service delivery and operational effi  ciency.

Market changes encourage companies to create better conditions for attracting 
new candidates, developing and retaining existing employees, and creating a work 
environment favourable to professional growth and advancement. Human resources 
management in insurance companies is characterized by numerous challenges, 
including a shortage of qualifi ed personnel with specifi c knowledge and skills in the 
insurance fi eld, high employee turnover – particularly among Generation Z, gener-
ational transitions, and an increasingly pronounced need for digital competencies.

These challenges are further complicated by the regulatory framework, 
which requires compliance with legal standards and professional practices. At the 
same time, employees are making more frequent demands regarding work-life 
balance, greater transparency, and participation in decision-making processes. 
Digital transformation is additionally reshaping the insurance sector through the 
introduction of new IT solutions, process automation, and the development of digital 
communication channels.

Under such conditions, the need for continuous employee development and 
for strengthening the strategic role of the human resources function becomes imper-
ative. HR departments must move beyond traditional administrative tasks and assume 
the role of strategic business partners. Their role entails creating organizational climate 
and culture, employee and leadership development, enhancing employee satisfaction 
and competencies, and shaping a work environment that attracts and retains talent.

The aim of this paper is to provide an overview of key challenges in human 
resources management within insurance companies in Serbia, to examine existing 
practices and literature, and to off er guidelines for improving HR strategies in accor-
dance with the contemporary labor market requirements and the transformation 
of the insurance industry.

II Theoretical framework

In the literature, the human resource management (HRM) function en-
compasses a systematic and comprehensive approach that includes a planned 
process for workforce planning, employee selection and recruitment, onboarding 
and job orientation, motivation, and daily support in achieving both individual 
and corporate objectives, in order to maximize organizational success.3 The human 

3 John Bratton, Jeff Gold, Human resource management: Theory and practice (7th ed.). Macmillan Inter-
national Higher Education, 2019, 79.
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resources function plays a highly important and dominant role in every industry. 
In service-oriented industries, this role is even more pronounced, which is particularly 
evident in the insurance sector and fi nancial institutions.

The role of the HRM function is refl ected in generating a competitive 
advantage created by employees in relation to the market and clients; that is, the 
relevance of their role depends on the competencies and knowledge of employees 
who provide services.4 The human resource management function today is more 
strategic than administrative and serves as a bridge between employees and the 
company, or between their knowledge, skills, and competencies on one hand, and 
the company’s growth strategy and vision on the other.5 Insurance companies in-
creasingly recognize the signifi cance of the HR function in creating business value 
through their employees.

Various human resource management models emphasize the importance 
of aligning HR strategy with the organization’s overall goals.6 To enable insurance 
companies to be more successful and competitive in the market, the competen-
cy-based model is increasingly being applied, which identifi es and develops skills 
critical for eff ective performance across organisational functions.7 Skills enhancement 
encompasses technical knowledge, as well as interpersonal skills,8 digital literacy, 
and understanding regulatory requirements.9

Insurance companies in Serbia have aligned their operations with the legal 
and institutional framework, which also aff ects the functioning of the HR sector. 
Various laws and bylaws, in addition to the Labor Law and the Insurance Law, as well 
as regulations issued by the Insurance Supervision Agency and the National Bank of 
Serbia,10 provide binding guidelines regarding training, licensing, and supervision 
of human capital.11 These regulatory requirements further shape the role of the 
HR function in organizations, particularly in the domain of continuous education, 
competency development, and alignment with European standards.12

 4 John Purcell, Peter Boxall, J., Strategy and human resource management (4th ed.). Palgrave Macmillan, 
2018, 98.
 5 David E. Guest, Human resource management and performance: A review and research agenda. Interna-
tional Journal of Human Resource Management, 8(3), 1997, 263–276.
 6 Biljana Bogićević Milikić, Nebojša Janićijević, Božidar Cerović Two decades of post-socialism in Serbia: 
Lessons learned and emerging issues in human resource management. Journal for East European Manage-
ment Studies, 2012, 445–463.
 7 Nitin Vazirani, Competency-based human resource management. SAGE Publications, 2010, 78.
 8 Claire Buchan Bhawra, Jasmin Bhawra, Tarun Reddy Katapally, Navigating the digital world: Development 
of an evidence-based digital literacy program and assessment tool for youth. Smart Learning Environments, 
2024, 11(1), 8.
 9 CIPD, People Profession 2023: International Survey Report, 2023.
10 OECD, Business and Finance Outlook 2021.
11 EIOPA, EIOPA Annual Report 2022, European Insurance and Occupational Pensions Authority, 2022.
12 Deloitte, Global Human Capital Trends 2023: Leading in the New Era, Deloitte Insights, 2023.
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In addition to domestic regulations, EIOPA guidelines at the international 
level also provide appropriate frameworks for establishing adequate and predictable 
corporate governance, with a focus on leadership development and professional 
ethics. All the aforementioned changes, requirements, and regulatory frameworks 
indicate that the human resource management function must move beyond its 
operational role and administrative support toward the role of strategic partner, 
which signifi cantly infl uences employee competency, organisational climate and 
culture,13 as well as the establishment of a learning organization that adapts to all 
regulatory requirements and market changes. The HR function should be strategic, 
with particular focus on employee development and organizational learning culture, 
with high agility in processes and change management.

The future results of insurance companies will depend on the HR sector’s 
ability to fully respond to market demands, monitor digital and technological changes, 
and be prepared for the deployment of AI in business operations.14 In the previous 
period, particularly following the COVID-19 pandemic, signifi cant transformations 
have been observed in nearly all insurance companies in the Republic of Serbia. This 
primarily refers to changes driven by digitalization, increased client needs, and more 
demanding regulatory bodies.15

Contemporary challenges in human resource management (HRM) require 
analysis of the impact of social factors on employee competencies, with other 
authors highlighting the signifi cance of gender, age structure, and socioeconomic 
status on digital learning skills.16 In this context, the need for aligning HR policies 
with the organization’s strategic goals and continuous improvement of employee 
management practices is particularly emphasized.

In the context of the Serbian market,17 diff erences are evident between the 
private and public sectors in HR practices, including talent attraction, development, 
and retention. Other authors18 note that employee satisfaction in non-profi t organi-
zations directly aff ects performance and motivation. In addition to this observation, 
the transformation of HRM practices in post-socialist countries and the need for 
modernization of human resource management strategies are also evident.19 Thus, 
HRM functions are linked to overall organizational performance, emphasizing the 
research signifi cance of aligning HR practices with organizational goals.

13 Michael Armstrong, A handbook of human resource management practice (10th ed.), Kogan Page, 2006, 95.
14 Buchan, M. C., Bhawra, J., Katapally, T. R. (2024), 8.
15 Korn Ferry, Future of work trends 2021: The new era of humanity, 2021, 78.
16 Bratton, J., Gold, J (2019), 97.
17 Nemanja Berber, Agneš Slavić, „HRM in private and public organizations in Serbia“. Journal of Engineering 
Management and Competitiveness (JEMC), 6(2), 2016, 75–83.
18 Matthias Benz, Not for the profit, but for the satisfaction? Evidence on worker well-being in non-profit 
firms. Kyklos, 58(2), 2005, 155–176.
19 Milikić, B. B., Janićijević, N.,Cerović, B.(2012), 445–463.
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Other sources indicate that comprehensive reviews of HRM theoretical 
frameworks and their practical implementation across various industries are pro-
vided.20 Here, we primarily see the importance of developing digital literacy and 
evaluating youth programs, which can also be applicable in corporate training 
programs. Certain authors also demonstrate how students use digital technologies 
and perceive their usefulness, which is relevant for developing employees’ digital 
competencies.21

Deloitte also identifi es trends in the digital transformation of the HR func-
tion in Southeast Asia, highlighting those that may be comparatively useful for 
application in Serbia.22 Dukić and other authors emphasize how the application of 
HRM practices directly impacts performance in manufacturing fi rms and sustainable 
development.23 Hamlin and colleagues demonstrate how virtual learning can have 
a signifi cant impact on rural areas, which also suggests possibilities for e-learning 
platforms in HR training.24

The future of work is expected to require high agility and digital compe-
tencies, particularly in change management. Lazarević and others point out that 
demographic diff erences signifi cantly aff ect employee satisfaction with benefi ts 
and perks.25 All these fi ndings further confi rm that the insurance industry in Serbia 
and beyond must continuously invest in competency development, digital skills, 
and agile leadership in order for the HR function to become a strategic partner of 
the organization.

A key challenge in these changes is the shortage of a qualifi ed workforce. 
This problem has been pronounced in recent years and is diffi  cult to reverse. The 
shortage of potential employees with specifi c knowledge in the insurance fi eld, 
particularly in areas such as actuarial science, underwriting, reinsurance, and risk 
management, poses a serious challenge. In addition to fi nding new personnel, there 
is also the problem of retaining existing employees with specialised skills. 

All these problems are associated with less developed formal education 
in the insurance fi eld, requiring insurance companies to invest considerably in 
employee education and competency development. Another recognized problem 

20 Bratton, J., & Gold, J (2019), 85.
21 Anat Cohen, Tal Soffer, Michael Henderson, Students' use of technology and their perceptions of its usefulness 
in higher education: International comparison, Journal of Computer Assisted Learning, 38(1), 2022, 1–14. 
22 Deloitte, Digital HR transformation survey 2022: Southeast Asia. Deloitte, 2023.
23 Mijatović, Marijana Dukić, Ozren Uzelac, and Aleksandra Stoiljković. „Effects of human resources ma-
nagement on the manufacturing firm performance: Sustainable development approach“. International 
Journal of Industrial Engineering and Management 11.3 (2020): 205-212.
24 Hamlin, D., Adigun, O., & Adams, C. (2023). Do virtual schools deliver in rural areas? A longitudinal analysis 
of academic outcomes. Computers & Education, 199, 104789.
25 Anđela Lazarević, Ivana Marinović Matović, The impact of demographic differences on employee satisfaction 
with benefits and perks: Evidence from Serbian financial sector. Facta Universitatis, 19(2), 2022, 233–245. 
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is the high turnover rate, particularly among young professionals.26 Young special-
ists do not perceive suffi  cient challenges in the insurance industry and seek career 
opportunities in faster-growing sectors such as IT, while market internationalisation 
enables the emigration of highly educated personnel, which aff ects the sustainability 
of domestic HR potential.27

In insurance companies, fi ve generations of employees are present – from baby 
boomers to Generations Y/Z – which requires additional alignment of expectations, 
motivation, and workplace environment, as stated in various McKinsey reports.28 HR 
practices must include fl exible work arrangements, mentorship, onboarding, and 
support through various training programs.

Digitalization is creating new job profi les, such as data analysts, IT spe-
cialists, digital marketing experts, UX professionals, and cybersecurity specialists. 
Existing knowledge is insuffi  cient for these positions, so there is a need for hybrid 
employees who combine technical and business knowledge with industry compe-
tencies, as stated in a PwC report.29 Furthermore, there is an increasing requirement 
for compliance with European standards, including Solvency II principles, GDPR, 
and ESG. Therefore, continuous professional development and employee compe-
tency enhancement are key to the sustainability and competitiveness of insurance 
companies.

III Methodology

This paper is conceived as a review article, aimed at systematizing existing 
knowledge on human resource management challenges in the insurance industry, 
with a particular focus on the Republic of Serbia market and comparative analysis 
of similar economic systems.

The methodological approach is based on descriptive-analytical processing 
and qualitative analysis of secondary data sources. Primary data sources include 
scientifi c papers and articles published in relevant international and domestic jour-
nals, while secondary sources encompass reports and publications from regulatory 
bodies such as EIOPA and NBS, as well as professional analyses and reports from 
international consulting fi rms Deloitte, PwC, and Korn Ferry.

The analytical procedure includes systematic content analysis of relevant 
literature, identifi cation of key themes and patterns in HR practices within insurance 
companies, and evaluation of the impact of regulatory and market factors on the HR 

26 Gallup, State of the Global Workplace 2023 Report. Gallup, Inc. Retrieved from https://www.gallup.
com/workplace/349484/state-of-the-global-workplace.aspx, 2023.
27 World Bank, Human Capital Umbrella Program Annual Report 2022, 2022.
28 McKinsey & Company, “How generational differences will impact the future workforce” 2020.
29 PwC., Insurance 2025 and beyond: Preparing talent for the future. PwC,2021. 
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function. Particular focus is placed on digitalization challenges, employee turnover, 
intergenerational diversity, and digital competency development.

The data validation process was conducted through source triangulation, 
comparing fi ndings from academic papers, institutional reports, and professional 
case studies. This approach enables an increase in the reliability of interpretations 
and the relevance of conclusions, reducing potential bias from individual sources.

The methodological limitations stem from the fact that this research does 
not include primary empirical data from domestic insurance companies. Therefore, it 
is recommended that future research apply quantitative instruments (questionnaires, 
surveys) for mapping employee attitudes and perceptions, as well as qualitative 
techniques (semi-structured interviews, focus groups) for a deeper understanding 
of organizational culture and HR strategies. Additionally, further limitations arise 
from regional specifi cities and varying levels of corporate digital maturity, which 
may aff ect the transferability of fi ndings to other countries or sectors.

This methodological framework enables a systematic review and integra-
tion of existing knowledge, identifi cation of key challenges, and development of 
recommendations for improving HR practices in insurance companies in Serbia and 
the broader regional context.

IV Results analysis

The analysis used numerous relevant domestic and international sources 
encompassing various aspects of human resource management in the insurance 
industry. Particular focus is placed on talent attraction processes, employee devel-
opment and retention, and the impact of digitalization on organizations, including 
automation and its implications for HR functions. All these changes signifi cantly 
shape organizational climate and culture.

In addition to the specifi c characteristics aff ecting human resources, the 
transformation process of the HR function itself in the insurance industry was an-
alyzed through available research studies and reports published by PwC, Deloitte, 
EIOPA, and the OECD.

According to the PwC – Insurance 2025 and Beyond study,30 which sur-
veyed more than 200 participants, predominantly in executive positions across 35 
countries, including countries in our region, up to 80% of respondents indicated 
that the primary challenge in the upcoming period will be securing employees with 
adequate digital skills. At the same time, more than half of the participants pointed 
to a shortage of leaders prepared to assume greater responsibilities, which confi rms 
the need for an agile and strategic approach to the HR function.

30 PwC, Insurance 2025 and Beyond: Preparing Talent for the Future, 2021.
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Similarly, a longitudinal study conducted by Deloitte,31 with a sample of over 
10,000 HR professionals and leaders, demonstrated that the insurance industry ranks 
low on the agility scale in employee management, despite signifi cant changes in 
customer requirements and digital communication channels. The results show that 
as many as 41% of insurance companies have not developed training programs for 
acquiring digital skills, while 55% continue to use traditional performance manage-
ment models, which is not aligned with the expectations of Generations Y and Z.

In an analysis conducted by the OECD – Human Resource Challenges in Fi-
nancial Services,32 which covers the banking and insurance sectors in OECD member 
countries, a dominant hierarchical management system and high employee turnover 
in sales divisions were identifi ed, reaching up to 35% in some countries.

According to National Bank of Serbia data, in the fi rst quarter of 2025, the 
number of employees in the insurance sector was 11,297, representing a slight decrease 
of 1.2% compared to the same period in the previous year. Furthermore, the NBS 
emphasizes in its regulatory guidelines that insurance companies must ensure that 
persons performing insurance sales activities are adequately prepared and educated 
to meet the needs of citizens and the economy. Accordingly, the Serbian Chamber 
of Commerce prescribes that insurance intermediaries and agents are obligated 
to participate in at least 15 training hours of professional development annually.33

Additionally, the EIOPA – Conduct Risk Report 202234 highlights a lack of ad-
equate training and education in legislation and policyholder protection at insurance 
companies, which directly aff ects legal and market risks. EIOPA recommendations 
emphasize that continuous learning and employee development should be inte-
grated directly into HR functions and compliance, thereby increasing organizational 
resilience to regulatory changes.

The World Economic Forum – The Future of Jobs Report 202035 stresses 
that by 2030, 50% of job positions will require skill enhancement or acquisition of 
new competencies, with industries such as insurance being particularly vulnerable 
to digitalization and automation, which further confi rms the signifi cance of the HR 
function in maintaining competitiveness.

Based on all analyzed sources, it can be concluded that the primary challenge 
for the insurance industry in Serbia and the region is the recruitment and retention 
of qualifi ed personnel, particularly those with digital competencies and the capacity 
to assume leadership roles. The transformation of the HR function into a strategic 

31 Deloitte, Digital HR Transformation Survey 2022: Southeast Asia, 2023.
32 OECD, Business and Finance Outlook 2021.
33 National Bank of Serbia, „Osiguranje – opšti pregled“, https://www.nbs.rs/sr/finansijske-institucije/
osiguranje, 2025.
34 EIOPA, EIOPA annual report 2022. European Insurance and Occupational Pensions Authority, 2022. 
35 World Bank, Human Capital Umbrella Program Annual Report 2022, 2022.
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partner is essential to respond to increasing market demands, digitalization, the 
intergenerational gap, and regulatory changes.

The limitations of this analysis stem from the lack of primary empirical data 
from domestic insurance companies, as well as from the limited real-time availability 
of certain regulatory reports, which may aff ect data completeness and accuracy. 
These limitations emphasize the need for future research that combines quantitative 
(questionnaires, surveys) and qualitative (semi-structured interviews) methods for 
more detailed mapping of HR challenges and practices.

V Discussion

Through analysis of all available sources and secondary literature, we have 
established that the insurance sector in Serbia is undergoing a phase of intensive 
changes, refl ected in the adaptation and enhancement of human resources through 
competency development and upgrading, as well as in changes to organizational 
structure, management approaches, and organizational climate and culture within 
insurance companies.

In this regard, we will present key areas where challenges are evident, supple-
mented with additional research confi rming the previously stated fi ndings. According 
to the Deloitte report Global Human Capital Trends 2023,36 the digital transformation 
process in insurance companies is a necessity, not an option, and requires signifi cant 
investment in employee training and development. Digital transformation processes 
are no longer a development option, but represent a necessity for organizational 
survival and competitiveness. Only those organizations that implement eff ective 
digitalization can successfully enter the transformation process.

This process requires parallel investment in employee training, organiza-
tional culture change, and strategic HR function planning. Furthermore, a McKinsey 
& Company report37 shows that more than 60% of digital initiatives in insurance 
companies fail to deliver expected results, which is attributed to employee resistance, 
poor implementation, and insuffi  cient communication, as well as weak management 
vision. Based on these insights, it can be concluded that the introduction of new IT 
tools and digitalization is closely linked to the transformation of the HR function, 
which must evolve from an administrative function into a strategic business partner 
in operations and organizational vision creation.

The National Bank of Serbia states in its review38 that there is a signifi cant 
imbalance between labor market needs and the availability of qualifi ed candidates, 

36 Deloitte, Global Human Capital Trends 2023: Leading in the New Era, Deloitte Insights, 2023.
37 McKinsey & Company, How generational differences will impact the future workforce, 2020.
38 Narodna banka Srbije, „Osiguranje – opšti pregled“, https://www.nbs.rs/sr/finansijske-institucije/
osiguranje, 2025.
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particularly in sales and technical functions. Similar fi ndings are provided by EIOPA,39 
which indicates that the turnover rate in insurance companies is above the fi nancial 
sector average, driven by inadequate reward models and unclear career paths.

In this context, the HR function must develop comprehensive strategies to 
create a safe and motivating environment for employees, enabling them to see clear 
career pathways and continuously develop their competencies.

In addition to the aforementioned challenges, the disconnect between 
the education system and contemporary labor market requirements is evident. The 
OECD emphasizes in its report that it is necessary to align formal education with 
sector needs through dual education and practical training.40

This indicates that a large percentage of new employees are unprepared to 
integrate eff ectively into work processes. Based on these fi ndings, we observe that 
systemic reforms involving universities, state institutions, and insurance companies 
will be necessary in the future period. Another insight we have gained is that the 
current HR function in insurance companies remains predominantly administrative, 
with signifi cant limitations in strategic decision-making.

In its research, EIOPA41 provides guidelines according to which the HR func-
tion in organizations should assume a key role in implementing various regulatory 
changes (e.g. Solvency II, ESG standards). Other research indicates that insurance 
companies that integrate HR into their strategies demonstrate greater resilience 
to change and better reputation in the labor market, as noted by CIPD.42 All these 
recommendations emphasize the importance of long-term HR empowerment to 
ensure eff ective human resource development.

Another research insight shows that organizational structures are diffi  cult 
to change, which negatively aff ects employee motivation and engagement, partic-
ularly among new generations entering organizations. Deloitte states in its Global 
Human Capital Trends report that building an organizational culture based on values, 
transparency, diversity, and inclusion is of critical importance.43

Gallup research indicates that highly engaged employees achieve 21% 
higher revenue, and the turnover rate among engaged employees is nearly 60% 
lower compared to employees who do not participate in decision-making.44 These 
data demonstrate that the impact of organizational climate and culture is crucial 
for business results, and that this is not merely a soft approach but a signifi cant 
strategic factor.

39 EIOPA, EIOPA annual report 2022. European Insurance and Occupational Pensions Authority, 2022. 
40 OECD, Business and Finance Outlook 2021.
41 EIOPA, EIOPA annual report 2022. European Insurance and Occupational Pensions Authority, 2022.
42 CIPD People profession 2023: International survey report, 2023.
43 Deloitte, Global human capital trends 2023: Leading in the new era. Deloitte Insights, 2023.
44 Gallup, State of the Global Workplace 2023 Report. Gallup, 2023. 



736 |4/2025

D. Ječmenica, D. Mandić: Challenges of Human Resources Management 
in the Insurance Industry in Serbia

Another critical segment is the shortage of specialized personnel with key 
and specifi c competencies, which is particularly pronounced in the areas of actuar-
ial mathematics, risk management, reinsurance, underwriting, claims assessment, 
compliance, digital analytics, and IT support. The workforce shortage occurs at the 
global level as well, but is especially pronounced in Serbia’s labor market. The rea-
son for this is poor development of educational programs that enable training of 
such personnel, which forces companies to develop employees internally, thereby 
slowing development processes.

Deloitte reports that 68% of respondents in the insurance sector in Central 
and Eastern Europe indicate an enormous gap between required competencies and 
those possessed by candidates.45

A particular challenge is the intergenerational gap: employees from Gener-
ation X and baby boomers often demonstrate resistance to new requirements and 
changes, while younger generations (Y and Z) seek more fl exible working conditions, 
continuous feedback, career advancement, and development. It is also noted that 
companies implementing more fl exible HR practices face a lower risk of talent loss 
and higher employee satisfaction.

The lack of a systematic approach to regulatory competency development 
has also been identifi ed as one of the more signifi cant challenges. EIOPA points out 
that the absence of such competencies carries reputational and operational risks, 
and the implementation of European standards (Solvency II, GDPR, ESG) requires 
continuous employee education to meet regulatory body expectations.46

Detailed overview of key challenges:
Analysis Dimension Main Findings Sources

Strategic role of HR func-
tion

Limited role in strategic decision-making, 
predominantly operational focus Deloitte, PwC

Talent attraction and re-
tention

High turnover, particularly among younger 
employees; low employer branding NBS, Korn Ferry

Competency development Insuffi  cient internal training programs, weak 
collaboration with academic institutions Mercer, OECD

Digital literacy and adap-
tation

Outdated tools, low utilization of digital HR 
technologies PwC, Deloitte

Organization and intergen-
erational relations

Diffi  culties in cross-generational collaboration, 
lack of fl exible policies McKinsey, CIPD

Regulatory compliance Need for additional education; absence of 
systematic regulatory compliance programs EIOPA

45 Deloitte, Global human capital trends 2023: Leading in the new era. Deloitte Insights, 2023.
46 EIOPA, EIOPA annual report 2022. European Insurance and Occupational Pensions Authority, 2022. 
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VI Conclusion

Insurance companies operating in the Republic of Serbia are undergoing an 
intense phase of transformation, signifi cantly infl uenced by digitalization. Substantial 
changes are evident in workforce structure and availability, alongside a growing 
intergenerational gap within companies. Additionally, more stringent requirements 
are being imposed by regulatory bodies. Under such operating conditions, human 
resources represent a strategic asset–human capital that drives organizational 
growth and success, as their knowledge, skills, and competencies contribute to 
these defi ning competitive factors.

The analyses indicate that the HR function must undergo transformation, 
specifi cally transitioning from an administrative role to a strategic one, considering 
the comprehensive role of HR in corporate operations. Another insight is that the 
labor market exhibits a shortage of various employee profi les, while the turnover 
rate is signifi cantly high across all insurance companies. Furthermore, there is 
substantial misalignment between the education system and contemporary labor 
market requirements.

Digital transformation signifi cantly impacts changes in insurance com-
panies, which entails the need for recruiting new candidates with digital skills, as 
well as continuous training of existing employees to acquire adequate digital com-
petencies. An important insight is that companies often fail to invest suffi  ciently 
in employee development and competency enhancement, while organizational 
culture is consequently often questionable. This situation is particularly pronounced 
among the younger generation, which has higher expectations regarding fl exible 
work arrangements and opportunities for development and career advancement.

All of the above results in an increased turnover rate and diffi  culties in more 
effi  cient adaptation to market and regulatory requirements.

Additionally, it is evident that the education system in the Republic of Serbia 
does not provide suffi  cient insurance-focused programs and specializations, which 
further burdens HR departments in insurance companies through the need for 
additional employee education and professional development. For these reasons, 
strengthening collaboration among insurance companies, regulatory bodies, and 
academic institutions is essential to ensure a sustainable long-term solution for the 
development of a specialised workforce.

Finally, we can conclude that the success and operations of insurance com-
panies in Serbia will largely depend on their ability to recognize the HR function as a 
key strategic partner. A systematic approach to human resource development enables 
the creation of a work environment that motivates employees, while facilitating 
corporate adaptation to contemporary challenges and increasing organizational 
resilience for sustainable growth, development, and improved business results.
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In addition to analyzing the key challenges and identifi ed defi ciencies in 
HR practices, several recommendations are provided for improving human resource 
management in the insurance industry in Serbia. One of the key determinants of 
change is the transformation of the HR function into a strategic partner, whereby 
HR should participate more actively in strategic planning, leadership development, 
innovation, and organizational culture development. In this way, the HR function 
should shift from an administrative role to a strategic and development-oriented one.

The HR function should support the development of digital competencies, 
particularly in the areas of data analytics, digital channel management, and customer 
experience. Additionally, HR should provide internal training, e-learning platforms, 
and the use of various tools, with particular focus on talent retention and increasing 
employee engagement. In practice, HR should create a work environment aligned 
with labor market expectations and clearly defi ne development pathways and 
career advancement.

To improve cooperation with educational institutions, it is recommended to 
establish partnerships with universities and introduce specialized educational mod-
ules in insurance, risk, and fi nance. In further business development, it is important 
for companies to systematically align their operations with international standards, 
including Solvency II, ESG, and GDPR.

The HR function should strengthen and develop an organizational culture 
that enables better intergenerational cohesion. Such a culture is built through open, 
inclusive, and value-based practices that encourage collaboration, transparency, and 
cross-sectoral coordination, which are crucial for increasing employee satisfaction. 
HR should invest actively in building an open, inclusive, and value-based culture that 
promotes teamwork, transparency, and intergenerational collaboration.

Literature

•  Aesaert, K., van Braak, “The relationship between gender, socioeconomic 
status, and ICT competences”. Computers & Education, 88, 2015, 1–14.

•  Armstrong, M., A handbook of human resource management practice (10th 
ed.). Kogan Page, 2006.

•  Berber, N., Slavić, A, “HRM in private and public organizations in Serbia”. 
Journal of Engineering Management and Competitiveness (JEMC), 6(2), 
2016, 75–83.

•  Ben z, M., “Not for the profi t, but for the satisfaction? Evidence on worker 
well-being in non-profi t fi rms”. Kyklos, 58(2), 2005, 155–176.

•  Boxall, P., Purcell, J. Strategy and human resource management (4th ed.). 
Palgrave Macmillan, 2018.



4/2025| 739

D. Ječmenica, D. Mandić: Challenges of Human Resources Management 
in the Insurance Industry in Serbia

•  Bratton, J., Gold, J., Human resource management: Theory and practice (7th 
ed.). Macmillan International Higher Education, 2019.

•  Buchan, M. C., Bhawra, J., Katapally, T. R., Navigating the digital world: “De-
velopment of an evidence-based digital literacy program and assessment 
tool for youth”. Smart Learning Environments, 2024, 11(1) 8.

•  CIPD People profession 2023: International survey report, 2023.
•  Cohen, A., Soff er, T., Henderson, M., “Students’ use of technology and their 

perceptions of its usefulness in higher education: International comparison”. 
Journal of Computer Assisted Learning, 38(1), 2023, 1–14.

•  Deloitte, Global human capital trends 2023: Leading in the new era. De-
loitte Insights, 2023.

•  Deloitte, Digital HR transformation survey 2022: Southeast Asia. Deloitte, 2023.
•  Deloitte & PwC, Be transformative: Preparing your workforce and HR function 

for the future. PwC UK, 2023.
•  EIOPA, EIOPA annual report 2022. European Insurance and Occupational 

Pensions Authority, 2022.
•  Gallup, State of the Global Workplace 2023 Report. Gallup, Inc. Retrieved 

from https://www.gallup.com/workplace/349484/state-of-the-global-
workplace.aspx, 2023.

•  Guest, D. E., “Human resource management and performance: A review and 
research agenda”. International Journal of Human Resource Management, 
8(3), 1997, 263–276.

•  Mijatović, Marijana Dukić, Ozren Uzelac, and Aleksandra Stoiljković. “Eff ects 
of human resources management on the manufacturing fi rm performance: 
Sustainable development approach”. International Journal of Industrial 
Engineering and Management 11.3 (2020): 205-212.

•  McKinsey & Company, How generational diff erences will impact the future 
workforce, 2020.

•  Milikić, B. B., Janićijević, N., Cerović, B., “Two decades of post-socialism in 
Serbia: Lessons learned and emerging issues in human resource man-
agement”. Journal for East European Management Studies, 2012, 445–463.

•  Mercer, Global Talent Trends 2022–2023. Mercer LLC., 2022.
•  OECD, Business and Finance Outlook 2021.
•  Hamlin, D., Adigun, O., Adams, C., “Do virtual schools deliver in rural areas? 

A longitudinal analysis of academic outcomes”. Computers & Education, 
2023, 199, 104789.

•  Korn Ferry, Future of work trends 2021: The new era of humanity, 2021.
•  Lazarević, A., Marinović Matović, I. “The impact of demographic diff erences 

on employee satisfaction with benefi ts and perks: Evidence from Serbian 
fi nancial sector”. Facta Universitatis, 19(2), 2022, 233–245.



740 |4/2025

D. Ječmenica, D. Mandić: Challenges of Human Resources Management 
in the Insurance Industry in Serbia

•  Narodna banka Srbije, “Osiguranje – opšti pregled”, https://www.nbs.rs/
sr/fi nansijske-institucije/osiguranje, 2025.

•  PwC, Insurance 2025 and beyond: Preparing talent for the future. PwC, 2021.
•  Vazirani, N., Competency-based human resource management. SAGE Pub-

lications, 2010.
•  Wright, P. M., & McMahan, G. C., “Theoretical perspectives for strategic hu-

man resource management”. Journal of Management, 18(2), 1992, 295–320.
•  World Bank, Human Capital Umbrella Program Annual Report 2022, 2022.

Prevela: Tijana Đekić


