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The total electronic communications market income of the Republic of Serbia in 2021 was around 

ted by the mobile telephony service.

A WORD OF INTRODUCTION
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A word of introduction

Users can only view their own search history on the portal. RATEL NetTest LAN connection measu-

The user whose complaint to the electronic communications operator was rejected or was not reso-
lved within 15 days is entitled to address RATEL for mediation in an out-of court dispute settlement. 

the subscriber. Most of the complaints related to the amount on the mobile telephony bill and qua-

-

which is 44 postal items per inhabitant. The income from the provision of postal services is around 

-

-
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the data on incidents in ICT systems that can compromise information security.

for the enhancement of protection and defence of critical infrastructure even more indispensable.

The purpose of an Annual Overview of the Telecom and Postal Services Markets in the Republic of 

vice providers and improve the quality of services on the national market.

DirectorDirector



Figure 1.1.  Republic of Serbia – Basic Facts

The data used for the overview of telecom market in the Republic of Serbia have been obtained 
based on the questionnaires provided by the telecom market participants, and they mainly refer 
to the territory of the Republic of Serbia without Kosovo and Metohija since this area is under the 
control of the United Nations, pursuant to the Security Council Resolution 1244, temporary regu-
lating, inter alia, the authority of the international civilian mission in the territory of AP Kosovo and 
Metohija.

1 Estimate of the Republic Institute of Statistics (RZS) for January 1, 2021
2 RZS assessment –   as a sum of four quarters. Data taken from the publication "Statistical Calendar of the Republic of Serbia, 2022", Republic Institute of 

Statistics, Belgrade, 2021 (the average exchange rate of the dinar against the euro for 2021 is 117.5736), p. 35.
3 Ibidem, p. 41.

BASIC FEATURES OF 
TELECOMMUNICATIONS MARKET
IN THE REPUBLIC OF SERBIA

1

SRBIJA
Beograd

Name Republic of Serbia

Capital Belgrade

Area 88.499 km2

Population 
(without AP Kosovo and Metohija) 

1

6.871.547

Country code: +381

Internet domain: .rs

GDP in 2021 6 268.71  billion dinars
(53.38 billion euro)

Average net income in 2021 3 65 864 dinars
(560.20 euros)
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The total revenues made in the electronic communications market of the Republic of Serbia in 2021 

billion in euro 2020. The share of revenues from electronic communications in the Serbian GDP in 

In terms market share accounted for by different services in the Serbian electronic communication 

Figure 1.2.  Structure of revenues by services in 2021

The total investments made in the electronic communications sector in 2021 amounted to 63.2 billi-

Source: RATEL
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Figure 1.3.  Structure of investments by services in 2021

25.0% 
Fixed network

0.4% 
Leased lines and electronic 

communications infrastructure

0.5% 
Broadcasting

40.1% 
Media content distribution

7.2% 
Fixed broadband

26.8%
Fixed network

Source: RATEL
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Table 1.1.  A comparative overview of the number of users of basic electronic communications services in the 
Republic of Serbia (2017-2021)

Year
2017 2018 2019 2020 2021

Service Indicator

Fixed telephone - 
subscribers

Million 2.48 2.43 2.42 2.41 2.37

Per 100 households           99.74           97.87           97.34          97.01 95.45

Mobile telephone -
users

Million 8.62 8.43 8.45 8.26 8.50

Per 100 households 122.46 120.42 121.40 119.25 123.72

Fixed broadband -
subscribers

Million 1.48 1.55 1.73 1.80

Per 100 households 59.52 62.39 69.56 72.34

Media content 
distribution - subscribers

Million 1.70 1.88 2.10 2.14

Per 100 households 68.28 75.55 84.51 85.94

Bundle services -
subscribers

Million 1.17 1.27 1.42 1.56 1.63

Per 100 households 46.95 51.23 56.90 62.54 65.39

Table 1.2.  Low usage basket of electronic communications services

LOW USAGE 
BASKET

2019 2020 2021

Average bill
(dinars)

% of the 
average 
salary

Average bill
(dinars)

% of the 
average 
salary

Average bill
(dinars)

% of the 
average 
salary

Fixed phone 647.06 1.18% 653.50 1.09% 601.16 0.91%

Mobile phone
(prepaid)

323.00 0.59% 310.70 0.52% 308.19 0.47%

TV (public broadcasting 
service tax) *

220.00 0.40% 255.00 0.42% 299.00 0.45%

Total 1,190.06 2.17% 1,219.20 2.03% 1,208.35 1.83%

Average net salary 
(RSD)***

54,926 60,073 65,864

Source: RATEL

Year
2017 2018 2019 2020 2021

LOW USAGE 
BASKET

2019 2020 2021
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Table 1.3.  High usage basket of electronic communications services

HIGH USAGE
BASKET

2019 2020 2021

Average bill 
(dinars)

% of the 
average 
salary

Average bill 
(dinars)

% of the 
average 
salary

Average bill 
(dinars)

% of the 
average 
salary

Fixed phone 647.06 1.18% 653.50 1.09% 601.16 0.91%

Mobile phone
(prepaid)

1,783.88 3.25% 1,754.67 2.92% 1,804.62 2.74%

TV (public 
broadcasting 
service tax) *

220.00 0.40% 255.00 0.42% 299.00 0.45%

Internet ** 1,435.86 2.61% 1,546.74 2.57% 1,360.01 2.07%

Media content
distribution

1,339.44 2.44% 1,305.76 2.17% 1,500.50 2.28%

Total 5,426.24 9.88% 5,515.67 9.18% 5,565.29 8.45%

Average net salary 
(RSD) ***

54,926 60,073 65,864

Notes:

broadcasting service tax is collected. 
** Fixed broadband (excluding the mobile Internet package)
*** www.stat.gov.rs – As of 2018, average salary is calculated based on the data obtained through Withholding Tax Return Form, according to new methodo-

logy.

Source: RATEL

According to available data, the total number of people in the Republic of Serbia employed in the 
telecommunications sector in 2021 amounted to 13.94 thousand.
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Fixed broadband access

Figure 2.1.

Source for the EU: 

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 2 August 2022 

Source for Serbia: RATEL

60

62

64

66

68

70

72

74

76

78

80 78
77

78
77

76

74

72

70
69

67

2021202020192018201720162015201420132012

EU TELECOM MARKET 
STATE OF PLAY 2



14

2. EU telecom market state of play

Figure 2.2.  Fixed broadband penetration rate (per 100 households) – EU by Member States

Source for the EU:

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 2 August 2022;

Source for Serbia: RATEL
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Figure 2.3.  Fixed broadband user distribution in terms of technologies in the EU

Source for the EU:

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 2 August 2022;

band subscribers.

46% 
DSL (including VDSL)

5% Other

31% 
FTTH/B

18%
Cable (including DOCSIS 3.0.)
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2. EU telecom market state of play

Figure 2.4.  Fixed broadband user distribution in terms of technologies

Source for the EU:

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 15 November 2021;

Source for Serbia: RATEL

Figure 2.5.
subscribers

Source for the EU:

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 2 August 2022;

Source for Serbia: RATEL
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Figure 2.6.  NGA coverage in the total number of households

Source for the EU:

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 2 August 2022;

Source for Serbia: RATEL
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2. EU telecom market state of play

Figure 2.7.  Fixed broadband users share, according to connection speed

Source for the EU:

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 2 August 2022;

Source for Serbia: RATEL
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Figure 2.8.Mobile broadband penetration rate

Source for the EU:

EC - Communications Committee – COCOM, https://digital-strategy.ec.europa.eu/en/policies/desi-connectivity, as on 2 August 2022;

Source for Serbia: RATEL
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Figure 3.1.  DESI components

DESI

 Human 
capital Connectivity

Digital 
public 

services

Integration 
of digital 

technology

THE DIGITAL ECONOMY AND 
SOCIETY INDEX (DESI) 3
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-

-
ces one indicator has been replaces by a new one.  

-

calculation.

Figure 3.2.  DESI scores of the EU countries and Serbia in 2021

Source for EU countries: https://digital-agenda-data.eu/charts/desi-components, as on 3 August 2022.
Source for Serbia: RATEL
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Figure 3.3.  Comparative DESI overview

* Cluster of comparable countries includes countries at a similar level of digital development: Romania, Bulgaria, Greece, Poland, Slovakia, Hungary, Croatia, 
Cyprus and Czech Republic.

** EU countries in the region: Slovenia, Hungary, Romania, Bulgaria, Croatia and Greece.

0
6
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60

EU averageSerbiaEU countries 
in the region**

Cluster of comparable
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Serbia Cluster of comparable countries * EU countries in the region** EU Average
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Each dimension includes several sub-dimensions and the values of their indictors are calculation 

below.

DESI Dimensions / Sub-dimensions Weight

 1. Human capital 25%

 1a. Internet user skills 50%

 1b. Advanced skills and development 50%

 2. Connectivity 25%

2a. Fixed broadband take-up 25%

2b. Fixed broadband coverage 25%

2c. Mobile broadband 40%

2d. Broadband price index 10%

3. Integration of digital technology 25%

3a. Digital intensity 15%

3b. Digital technologies for businesses 70%

3c. e-Commerce 15%

4. Digital public services 25%

 4a. e-Government 100%

DESI Dimensions / Sub-dimensions Weight
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Figure 3.4.  Average DESI values by dimensions

Human Capital Dimension

-

Figure 3.5.  Human Capital – sub-dimensions and indicators

Serbia Cluster of comparable countries EU countries in the region EU average

Digital public services Connectivity

Human capital

Integration of digital technology
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12
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1b1. ICT specialists

1b2. Female ICT specialists

1b3. Enterprises providing ICT training

1a3. At least basic digital content
creation skills

1b4. ICT graduates

1. Human capital
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Figure 3.6.  The values for Human Capital dimension in the EU and Serbia in 2021

Figure 3.7.  Overview of compared values for the Human Capital dimension

us year. The values of individual indicators under Human Capital dimension for Serbia in 2021 are 
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Human Capital Indicatorst Serbia Min* Max*

1a1 At least basic digital skills 29.0% 0% 100%

1a2 Above basic digital skills 12.0% 0% 66%

1a3 At least basic software skills 4.3%** 0% 100%

1b1 ICT specialists 3.2% 0% 10%

1b2 Female ICT specialists 1.7% 0% 50%

16.1% 0% 50%

1b4 ICT graduates 7.1% 0% 10%

**  2020 data.

Connectivity Dimension

mension provides information on the types and quality of the Internet access and availability. The 

Figure 3.8.  Connectivity: Sub-dimensions and their indicators

2d. Price index

2c. Mobile broadband

2b. Fixed broadband coverage

2a. Fixed broadband

2. Connectivity

Human Capital Indicatorst Serbia Min* Max*
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Figure 3.9.  2021 Values for Connectivity dimension for the EU countries and Serbia

Figure 3.10.  Comparative overview of values for Connectivity dimension
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Connectivity Indicators Serbia Min Max

72.3% 50% 100%

26.3% 0% 100%

0.04% 0% 50%

2b1 Fast broadband (NGA) coveragt (at least 30 
Mbps)

73.9% 25% 100%

2b2 Fixed Very High-Capacity Network (VHCN) 
coverage

59.1% 0% 100%

2c1 4G coverage 98.6% 40% 100%

2c2 5G readiness 0% 0% 100%

2c3 5G coverage* 0% 0% 100%

2c4 Mobile broadband take-up 95.9% 0% 100%

2d1 Broadband price index 63.57 25 100

Source: RATEL
* Decision on 5G spectrum auction has not been reached in 2021.

Integration of Digital Technology Dimension

Connectivity Indicators Serbia Min Max
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Figure 3.11.  Integration of Digital Technology - sub-dimensions and indicators

Figure 3.12.  The values for the Integration of Digital Technology dimension in the EU and Serbia for 2021
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Figure 3.13.  Overview of compared values for the Integration of Digital Technology dimension

Digital Technology dimension – indicators Serbia Min Max

3a1 SMEs with basic level of digital intensity 45.3% 25% 100%

3b1 Electronic Information Sharing (ERP) 22.3% 0% 60%

3b2 Social Media 15.7% 0% 50%

3b3 Big data 3.8% 0% 75%

3b4 Cloud 28.9% 0% 75%

3b5 AI 8.3% 0% 75%

3b6 ICT for sustanability 57.9% 30% 100%

3b7 e-invoicing 19.2%* 0% 100%

3c1 SMEs Selling Online (min 1% turnover) 26.4% 0% 50%

3c2 eCommerce Turnover 19.0% 0% 33%

3c3 Selling Online Cross-border 5.0% 0% 25%

* 2020 data.

Digital Technology dimension – indicators Serbia Min Max
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Digital Public Services Dimension

Figure 3.14.  Digital Public Services dimension

Figure 3.15.  Overview of compared values for the Digital Public Services dimension
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Figure 3.16.  Overview of compared values for the Digital Public Services dimension

least successful countries in tis dimension in Europe. This is mainly due to low values of e-Go-

available online.

Digital Public Services Indicators Serbia Min Max
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Figure 4.1.

Other 0.4%
Sat-Trakt 2.2%
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Telekom Srbija 75.8%Source: RATEL
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end of 2021. The number of subscribers also includes users of electronic communications services 

Figure 4.2.

Figure 4.3. Number of business subscribers (in thousands)
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Figure 4.4. Fixed line penetration rate –households

Figure 4.5.

Source: RATEL
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Figure 4.6.

minutes of international transit.

Per-minute rates for the local and national calls and for calls to mobile networks of the operators 

mobile networks.

Source: RATEL
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Figure 4.7.

Figure 4.8.

Source: RATEL
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have a smaller share in the total revenues. The decrease in the number of minutes of international 

Figure 4.9.
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Figure 4.10.  Share of residential and business users in the revenues made from subscription charge and   

Figure 4.11. Monthly average of ported numbers each year

4.12).

Izvor: RATEL
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Figure 4.12. Portings made each year and in total 

Leased Lines

users (as end-users) use leased lines to connect remote branches and to enable various data tran-
smission. 

or end user).

Source: RATEL
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Figure 4.13. Total number of leased lines over years

period of 5 to 10 years.
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Figure 4.14. Distribution of national leased lines according to access type

Source: RATEL

Figure 4.15. Distribution of Ethernet national leased lines according to speed in 2021

Source: RATEL
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terrupted data transmission. The service is also used by operator users to build and to connect their 

own end users. 

Figure 4.16. Revenues made from leased lines in 2021 (million dinars)
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in 2021:

• Telecommunications Company Telekom Srbija Joint Stock Co. - Mobilna telefonija Sr-
bije MTS

predecessor;
• Telenor Ltd., Belgrade
• A1 Srbija Ltd.

Austria.

well: Mundio Mobile Ltd. and Globaltel Ltd. 

• 
• 
• 
• 
• 

PUBLIC MOBILE 
TELECOMMUNICATIONS 
NETWORKS AND SERVICES

5
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The licences for 900 MHz i 2100 MHz  RF bands were issued in 2006 for the territory of the Republic 

10 years. 

-

-

-

in the Serbian market since 2006. 
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5. Public mobile telecommunications networks and services

• 
• 

(Table 5.2.);
• 
• 

5.2.);
• 

Table 5.1. Qualitative overview of active base radio stations/repeaters/WiFi AP as on 31.12.2021.

Telekom
 Srbija Telenor A1 Srbija

I

1. Total number of active sites with mobile telephony base stations 2895 2279 2311

2. Raw land sites (RL) (freestanding land polls) with base stations 1715 1294 1327

3. Rooftop sites (RT) (antenna systems on buildings and masts on 
buildings) with base stations

1119 927 914

4. Indoor sites with base stations 51 34 35

5. RT + indoor sites 10 24 35

6. ADAS indoor 5 5 4

7. DAS indoor 51 52 65

8. ADAS + DAS indoor 5 1 1

III

9. 2G base station sites (all frequency ranges) 2268 2217 2220

Telekom
 Srbija Telenor A1 Srbija



47

An overview of the market of the electronic communications and postal services markets in the republic of Serbia in 2021

10. 2G 1800 network base stations 2 7 156

11. 2G 900 network base stations 2107 2169 1839

12. 2G 900 + 2G 1800 159 41 225

IV

13. 3G network base stations 2833 2273 2297

14. 3G 2100 network base stations 2796 59 2290

15. 3G 900 network base stations 18 620 2

16. 3G 900 + 3G 2100 network base stations 19 1594 5

V

17. 4G network base stations 2822 2220 2305

18. 4G 800 network base stations 897 642 481

19. 4G 1800 network base stations 73 41 78

20. 4G 2100 network base stations 0 2 0

21. 4G 800 + 4G 1800 network base stations 1334 620 794

22. 4G 800 + 4G 2100 network base stations 2 3 0

23. 4G 1800 + 4G 2100 network base stationsradio-frekvencijski opsezi) 6 21 36



5. Public mobile telecommunications networks and services

24. 4G 800 + 4G 1800 + 4G 2100 network base stations 510 891 916

VI

25. Indoor repeater sites 734 385 511

26. Indoor 2G repeater sites 76 2 65

27. Indoor 3G repeater sites 274 25 124

28. Indoor dual repeater sites (2G + 3G) 212 221 9

29. Indoor 4G repeater sites 3 3 0

30. Indoor dual/triple repeater sites (2G + 3G/4G) 169 134 313

VII

31. 14 26 0

VIII

32. WiFi sites 1268 15 0

33. Indoor WiFi sites 462 0 0

34. Outdoor WiFi sites 554 14 0

35. Indoor + outdoor WiFi sites 252 1 0

IX

36. 2G 900 base radio stations 2266 2232 2064

37. 2G 1800 base radio stations 161 48 381

38. 3G 900 base radio stations 37 2223 7

39. 3G 2100 base radio stations 2815 1681 2295

40. 4G 800 base radio stations 2743 2161 2191

41. 4G 1800 base radio stations 1923 1595 1824

42. 4G 2100 base radio stations 518 922 952

43. WiFi AP 2948 15 0

44. Indoor WiFi AP 1943 1 0

45. Outdoor WiFi AP 1005 14 0

46. Indoor repeaters 1125 495 511
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47. Outdoor repeaters 14 35 0

X

48. Optic to the base stations 1652 803 845

49. Single microwave connection to optical transmission point 882 797 654

50. Multiple microwave connection to optical transmission point 361 679 812

Table 5.2. Comparative overview of territory and population coverage by GSM/UMTS/LTE technologies (%)

Name  Telekom 
Srbija Telenor A1 Srbija

Percentage of territory covered by 2G network signal 91.89 % 87.23 % 89.08 %

Percentage of population covered by 2G network signal 99.26 % 98.77 % 99.02 %

Percentage of territory covered by 3G network signal 77.89 % 88.72 % 75.85 %

Percentage of population covered by 3G network signal 96.92 % 98.99 % 96.72 %

Percentage of territory covered by 4G network signal 84.51 % 74.86 % 73.93 %

Percentage of population covered by 4G network signal 98.19 % 96.43 % 95.97 %

Name  Telekom 
Srbija Telenor A1 Srbija
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Figure 5.1.  Graphic presentation of mobile telephony signal coverage for GSM technology
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Figure 5.2. Graphic presentation of mobile telephony signal coverage for UMTS technology 
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Figure 5.3. Graphic presentation of mobile telephony signal coverage for LTE technology
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The revenues from mobile networks in 2021 amounted to around 132.9 billion dinars or 1.13 billion 

Figure 5.4. The total revenues from the mobile telephony (RSD billion)

*
Source: RATEL

to 16.9 billion dinars.

end of 2021. 

Figure 5.5. Total number of active mobile telephony users (million)
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The total number of users involves postpaid and prepaid users active in the last three months of par-

Figure 5.6. Prepaid/postpaid user ratio

over the years. In 2021 the share of residential users in the total number of users remained unchan-

Figure 5.7. Residential/business user ratio

Source: RATEL
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Figure 5.8. Share of operators in the total revenues made from mobile telephony (%)

Figure 5.9. Mobile penetration rate
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46 seconds a day.

Figure 5.10.

Figure 5.11. Number of sent text (SMS) messages (billion)
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Figure 5.12. Number of MMS messages sent (million)

Figure 5.13.

Source: RATEL
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Figure 5.14. Share in terms of the number of users (%)
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Figure 5.16. Share in the total number of sent SMS messages (%)

Figure 5.17. Share in the total number of sent MMS messages (%)
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Figure 5.18.

Figure 5.19. HHI values
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tion and increase in the level competition.

Figure 5.20. Average number of portings on mobile network a month for each year

Figure 5.21.  Number of portings on mobile network each year and in total
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Figure 5.22. Number of roaming minutes (million)
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Figure 5.23. Number of roaming minutes made by foreign subscribers (million)

Figure 5.24. Roaming revenues (mil. EUR)
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indicators in 2021. 

Figure 6.1.  The number of users using roaming in the region and the number of users from the region 
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6.3).

Figure 6.2. Roaming outgoing calls made by prepaid users in the region (million minutes)

Figure 6.3. Roaming incoming calls made by prepaid users in the region (million minutes)
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Figure 6.4. Roaming outgoing calls made by postpaid users in the region (million minutes)

Figure 6.5. Roaming incoming calls made by postpaid users in the region (million minutes)

Figure 6.6. Number of roaming SMS messages in the region (million)
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Figure 6.7.

Figure 6.8.

from tariff add-ons.

calls were made in Q4 2021.
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Figure 6.9. Revenues made from outgoing roaming calls provided to prepaid users in the region (mil. RSD)

Figure 6.10. Revenues made from incoming roaming calls provided to prepaid users in the region (mil. RSD)
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Figure 6.11. Revenues made from outgoing roaming calls provided to postpaid users in the region (mil. RSD)

Figure 6.12. Revenues made from incoming roaming calls provided to postpaid users in the region (mil. RSD)
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Figure 6.13. Revenues made from SMS roaming in the region  (mil. RSD)

6.14. and 6.15).

Figure 6.14. Revenues made from the roaming data in the region – prepaid (mil. RSD)
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Figure 6.15. Revenues made from the roaming data in the region – postpaid (mil. RSD)
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access to information and serves as an important link in the promotion of development in the area 

1

Serbia, based on research from February 2021.

BROADBAND INTERNET 
SERVICES 7
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Figure 7.1. Internet users by gender and age
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Figure 7.2. Mobile devices used for Internet access

Figure 7.3. Mobile broadband user structure
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million. Data show that the number of subscribers who purchased mobile broadband Internet servi-

Figure 7.4. Number of M2M subscriptions (thousand)

previous year. 
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Figure 7.5.

Figure 7.6.
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Figure 7.7.
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Figure 7.8. The share of the broadband subscribers by access technology (thousand)

* Ethernet, LAN
Source: RATEL
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Figure 7.9.

Figure 7.10.
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Figure 7.11. Types of Internet usage for private purposes
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Figure 7.12. Ordering/purchasing goods or services online

volume. 
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Figure 7.13.

business users in 2020. 

Source: RATEL
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Figure 7.14.

service is used.
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Figure 7.15. Market share of the leading ISPs in 2019

Information on the number of users and penetration rate for the Internet access by districts and 

for Kosovo and Metohija have not been presented in the table due to unavailability of information 

by districts. 
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Table 7.1. Internet penetration rate by districts

District Penetration rate (%)

Belgrade 95.23

85.08

Srem 70.63

South Banat 67.90

Raška 63.86

Šumadija 62.89

Central Banat 62.85

Podunavlje 62.08

61.88

Nišava 61.79

61.78

58.38

Morava 56.64

55.78

Rasina 55.49

Kolubara 54.55

Pomoravlje 53.94

53.88

Bor 52.53

Zlatibor 49.94

North Banat 48.65

Jablanica 47.03

Pirot 45.64

Toplica 43.17

39.87

District Penetration rate (%)



Figure 7.16. Graphic image on the map of Serbia

Districts according to household penetration rate:

Over 70%

50%-70%

Under 50%
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Table 7.2. List of 10 municipalities/cities with the biggest number of subscribers

Municipality Penetration (%)

12.49

Novi Sad 106.58

Beograd 95.23

86.19

77.08

76.73

Veliko Gradište 74.80

Sremska Mitrovica 74.47

Niš 73.85

73.66

Table 7.3. Municipalities with Internet penetration is below 20%

Municipality Penetration (%)

14.93

12.09

Bosilegrad 10.47

Crna Trava 8.94

Trgovište 8.38

Municipality Penetration (%)

Municipality Penetration (%)



Figure 8.1. Total number of subscribers (in million)

Source: RATEL
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useholds..

Figure 8.2. Household penetration (in %)

Figure 8.3. Market share of leading operators in 2021
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Figure 8.4. Distribution of media content distribution service by type (in thousand)

Source: RATEL

subscribers in 2021.

operators. 
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Figure 8.5. Distribution of CATV subscribers

Source: RATEL

Figure 8.6. Revenue trends on media content distribution market (in billion dinars)

Source: RATEL
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the observed market (revenues from distribution via Internet and from distribution via wireless net-

Figure 8.7. Structure of revenues from media content distribution in 2021

of the total revenues in 2021. The reason for such a low share is the fact that most operators do 

1% Other
15% DTH

30% IPTV

54% CATV 

Source: RATEL
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Figure 8.8. Share of revenues from media content distribution in 2021

cription for DTH is 972 dinars.

Figure 8.9. Average monthly subscription for basic package of the most popular types of distribution (in 
dinars)

Source: RATEL
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Figure 8.10. Average number of TV programs in basic package of the most popular types of distribution

Source: RATEL
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receivers.

Table 8.1. Penetration of media content distribution service by districts

District Penetration

Belgrade 110.80
96.86

Srem 86.09
82.87

Šumadija 80.61
Kolubara 79.37

Central Banat 79.36
78.62

Raška 77.62
Morava 75.88

Podunavlje 75.02
Rasina 72.47

72.32
Zlatibor 71.90
Nišava 68.13

67.69
Pomoravlje 67.64

Bor 62.76
62.73

Jablanica 62.31
Pirot 60.37

54.15
Toplica 53.05

51.71
North Banat 51.18

District Penetration
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distribution penetration rate per district and per municipality is calculated based on the data provi-
ded by operators for inhabited localities. Data for Kosovo and Metohija have not been included in the 

Figure 8.11. Penetration of media content distribution service by districts

Districts according to household penetration rate:

Over 80%

60% to 80%

Under 60%
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Table 8.2. List of 10 municipalities/cities with the highest media content distribution service penetration rate

Municipality Subscriber take-up in terms of the number of households per municipality (%)

177.88

Novi Sad 119.15

Beograd 110.80

Veliko Gradište 103.52

98.36

Raška 94.84

93.96

Vršac 92.52

91.75

Irig 90.77

Table 8.3. Municipalities with penetration of media content distribution service per household under 30%

Municipality Subscriber take-up in terms of the number of households (%)

27.77

26.42

Ada 26.31

Senta 20.26

Crna Trava 16.75

Bosilegrad 14.09
z

Municipality Subscriber take-up in terms of the number of households per municipality (%)

Municipality Subscriber take-up in terms of the number of households (%)



to use the same network and thus provide more different services on the retail market (horizon-

separately from the voice service via mobile network. 

offered by one operator. The total number of bundled service subscribers in 2021 was around 1.63 

BUNDLED SERVICES 9
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Figure 9.1. Number of bundled service subscribers (in thousand)

Source: RATEL

Figure 9.2. Bundled service penetration by the number of households (%)
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Source: RATEL

Figure 9.3. Number of 2-service package subscribers (in thousand)

Source: RATEL
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An overview of the market of the electronic communications and postal services markets in the republic of Serbia in 2021

Figure 9.4. Number of 3-service package subscribers (in thousand)

Source: RATEL

in bundled mode by over 1.5 million subscribers in 2021. It is followed by the service of media 

while the least popular service is that of mobile telephony.

Figure 9.5. Share of stand-alone and bundled services subscribers in 2021

Source: RATEL
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subscribers used the fastest Internet rate (more than 100 Mbps).

Figure 9.6. Subscribers of best selling service packages by Internet speed in 2021

ces they already provide to their subscribers. There are certain forms of joint offers on the market 

they cannot be considered bundled services. The share of operators measured by the number of 

34% more than 100 Mbps

45% from 30 Mbps to less than 100 Mbps

21% from 2 Mbps to less than 30 Mbps

Source: RATEL
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Figure 9.7. Share of operators by the number of bundled service subscribers in 2021

Source: RATEL

Figure 9.8. Earned income from bundled service sales in 2021 (in billion dinars)

Source: RATEL
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Figure 9.9. Average amounts of monthly subscription for the best selling bundled services (in RSD)

Source: RATEL
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other.

VALUE ADDED SERVICES AND 
MESSAGING SERVICES 10
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Figure 10.1. Annual revenues 2018-2021

Figure 10.2.Market share of messaging and value added service operators by revenues made from these 
services
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An overview of the market of the electronic communications and postal services markets in the republic of Serbia in 2021

Figure 10.3. Market share by type of VAS and revenues made in 2018, 2019, 2020 and 2021

numbers less than the previous year.
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Figure 10.4. Share of realized minutes by type of voice VAS in 2021

Figure 10.5. Share of realized VAS messages by purpose in 2021
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services. 

Figure 10.6. Share of realized messages by purpose for message transmission in 2021t
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Figure 10.7. Share of voice VAS revenues by purpose in 2021

Figure 10.8. Share of VAS transmission revenues by purpose in 2021
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Figure 10.9. Share of message transmission revenues by purpose in 2021
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pursuant to the Rulebook on quality parameters for publicly available electronic communication 

• 
• 
• 
• 
• Media content distribution;

• Public mobile communications networks.

aforementioned Rulebook on quality parameters for publicly available electronic communication 

11MONITORING OF ELECTRONIC 
COMMUNICATIONS NETWORK AND 
SERVICE QUALITY PARAMETERS
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RATEL maintains an up-to-date database on the quality of the public communication networks and 

-

The reports on the values of quality parameters for electronic communication services and networks 
-

11.1. Average values of quality parameters for electronic communicati-
ons services and networks for the period 2019 – 2021

The total of 132 operators submitted their reports for 2021. Further below is shown the value sta-

parameters.

Average supply time for electronic communications services

-

shorter each year.

Table 11.1. Average supply time for service

Prescribed value 2019 2020 2021

Voice service on the public telephone network 10 days for 50% new 
connections a year

3 3 3.5

Voice service provided via Internet (VoIP) 8 days for more than 
95% requests

4 2.2 1.65

Broadband access service 8 days for more than
95% requests

3 2.2 3

Media content distribution service 8 days for more than 
95% requests

3.4 2.2 2.6
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Customer complaints about quality of electronic communications services

Table 11.2. Users’ complaints and complaint resolution

Prescribed 
value 2019 2020 2021

Voice service on the 
public telephone 

location

Percentage of user complaints about 
quality of service

0.5% 2.17% 3.7% 3%

Resolution time for user complaints 
for 80% of the complaints (days)

10.0 1.2 1.4 2.3

Percentage of user complaints about 
bill correctness

0.54% 0.61% 0.22%

Voice service 
provided via
Internet (VoIP)

Percentage of user complaints about 
quality of service

- 2% 1.2% 0.65%

Resolution time for user complaints 
for 80% of the complaints (days)

1.0 1 1 1.3

Percentage of user complaints about 
bill correctness

0.1% 1% 0.4%

Services on the pu-
blic mobile communi-
cations network

Percentage of user complaints about 
quality of service

- 2% 1.33% 1%

Percentage of user complaints about 
bill correctness

0.1% 0.12% 0.08%

Prescribed 
value 2019 2020 2021
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Broadband access 
service

Percentage of user complaints about 
quality of service

- 8% 11% 10%

Resolution time for user complaints 
for 80% of the complaints (days)

1.0 1.3 1.65 1.3

Percentage of user complaints about 
bill correctness

0.6% 0.5% 0.8%

Media content distri-
bution service

Percentage of user complaints about 
quality of service

- 7% 6.5% 7.7%

Percentage of user complaints about 
bill correctness

0.45% 0.6% 0.8%

Parameters of operator’s contact services

this parameter in order to provide a better communication contact to the customers.

Table 11.3. Response time for operator’s contact services (Call Center) (in seconds)

2019 2020 2021

on
28 45 63

Voice service provided via Internet (VoIP) 25 58 62

Services on the public mobile communications network 38 53.4 53

Broadband access service 35 45 43

Media content distribution service 32 49 42

20202019 2021
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Table 11.4.

Prescribed 
value 2019 2020 2021

Unsuccessful call 
ratio (all calls)

Percentage of call attempts to an 
existing user which failed due to 
system failure or incorrectly dimensio-
ned bundles.The case where the called 
party (B-Number) is busy or not respo-
nding is not regarded as a failed call

0.79% 0.7% 0.7%

Supply time for call
(average time for 
national calls)

Time between selecting the last digit 
of the subscriber’s number and call 

< 3s 2.7 2.32 4

Quality parameters for services on the public mobile communications network

communications network:

• Telekom Srbija
• Telenor
• A1 Srbija
• 

Prescribed 
value 2019 2020 2021
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The measurement of quality parameters for services on the public mobile telecommunications 

2021.

Table 11.5.  Quality parameters for public mobile service

Prescribed 
value 2019 2020 2021

Call Setup Success Rate for 
GSM mobile network
(Call Setup Success Rate)

CSSR=(successful call attempts/all 
call attempts)*100

> 98% na nivou 99.39% 99.55% 99.4%

Call Setup Success Rate for 
UMTS mobile network
(Call Setup Success Rate)

CSSR=(successful call attempts/all 
call attempts)*100

> 98% na 
nivou UMTS 

99.25% 99.9% 99.4%

VoLTE Call Setup Success 
Rate
(Call Setup Success Rate)

CSSR=(successful call attempts/all 
call attempts)*100

- - 99.8 99.8%

Telephony Setup Time for 
GSM network

Time for connection setup from the 
moment user activates sending 
function

- 4.5s 4.61s 6.6s

Telephony Setup Time for 
UMTS network

Time for connection setup from the 
moment user activates sending 
function

- 2.7s          2.78s          5.3s

DL Throughput for Packet 
Interactive in GSM and 
UMTS mobile networks

Average throughput toward user (DL) 
for packet interactive

DL Throughput for Packet 
Interactive in LTE mobile 
network

Average throughput toward user (DL) 
for packet interactive

-

Prescribed 
value 2019 2020 2021



it is less than 2s.

Table 11.6.

2019 2020 2021

GSM
Erlang/TRX 

1.22 1.92 2.45

UMTS Mean value of network load for UMTS network voice 2.59 3.35 3.24

11.2. Benchmarking of mobile communications networks 

cators). 

2019 2020 2021
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-

-

for the measurements to be mutually comparable and the results not to depend on the contractor 

-

•
• measurement of KPIs for voice service and data transfer service.

to that period.
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Figure 11. 1. Map of measurement routes
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Radio parameters for 2G/3G/4G technologies

Figure 11.2. Radio frequency bands used by operators during benchmarking campaign

the roads.
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Mobile network benchmarking results 2021

-
-

-



123

An overview of the market of the electronic communications and postal services markets in the republic of Serbia in 2021

Figure 11.3.

-

•
•
•
•
•

A1

2017 2018 20202019

Telekom Telenor

Final score – 2021
ETSI 103 559 Annex A Methodology

Final score – Ranking
Systemics PAB Methodology

82.73
85.66

82.14
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The results of the mobile network benchmark were clustered for all 5 measured service types and 
-

Voice service tests

Figure 11.4. Voice service testing results
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• Call Success Rate by aggregation:

-

(MOS).

-

-
-

lues than Telekom Srbija and A1 Srbija.

•

almost identical results.
•

level for all three operators.
•

rail corridors. 

Data transfer tests

-
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 • 

Figure 11.5.  Data transmission service testing results – Download

and Telenor.
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identical data transfer rates.

Telenor. 

•

Figure 11.6.

results are on a very similar level for all operators. 
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similar level.
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  • 

Figure 11.7.  Browsing service testing results

results.

achieved by Telekom Srbija.
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• YouTube video service

Figure 11.8.  YouTube video service testing results

shortest video service access time was attained by Telekom Srbija.

The values of other parameters were on a similar level for all three operators.

A1 Srbija. The values of other parameters were on a similar level for all three operators.
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 • 

Figure 11.9. WhatsApp messaging testing results

bija and Telenor.
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result was scored by A1 Srbija.

-

Final results – Mobile Network Benchmark Portal

portal for comparative mobile network quality was updated with the 2021 benchmark results. The 

Figure 11.10.  Benchmark interactive portal
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11.3. RATEL NetTest: testing of Internet connection quality

-

.  

Apple App Store.

The purpose of RATEL NetTest application is to provide transparent and comprehensive informati-

-

Figure 11.11. Mobile application home page Figure 11.12. Map view of performed tests 
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RATEL NetTest application offers to its users the possibility to test the quality and speed of current 

compared on the interactive map of Serbia. This feature enables comparative analysis of Internet 

-

can be tested:

•
•
•
•
•

terminal is used
• -

spots on the map are marked in black.

Figure 11.13. Testing of 
Internet connection

Figure 11.14. Testing results Figure 11.15. Zero measurements

Više informacija

Mera

Brzina preuzimanja

Brzina slanja

Ping

Veza

Operator

Više informacija

Mera

Brzina preuzimanja

Brzina slanja

Ping
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RATEL NetTest application has been improved so that all measurement results are now visible and 

-

-
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that may be subject to demand for common use and access. Operators of public electronic com-

Capacity database). RATEL adopted the Rulebook on the manner of collection and publication of 

capacities in July 2015. It prescribes creation of the records of the electronic communications 

Pursuant to Article 5 of the Rulebook on the manner of collection and publication of the data on 

ELECTRONIC COMMUNICATIONS 
INFRASTRUCTURE INTENDED 
FOR SHARED USE

12
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The Capacity database was created in June 2016. Coordination with operators was established 

systems. 

to electronic communications operators with recorded infrastructure lease service.

Figure 12.1. Access to Web-GIS capacity database application

The data on electronic communications network refer to electronic communications network cable 



12. Electronic communications infrastructure intended for shared use

Figure 12.2. Web-GIS capacity database application – Home paged

Figure 12.3. Web-GIS capacity database application – Enlarged detail
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• -

•
•

Figure 12.4. Use of standard tools – various surface types – street network
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12. Electronic communications infrastructure intended for shared use

Figure 12.5. Use of standard tools – various surface types – satellite footage

Figure 12.6. Use of standard tools – various surface types – topographic map
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Figure 12.7. Use of standard tools – measurement of distance and surface

Electronic communications network cable ducts

-

•
•
•
• Cable type; 
•

•
•
• Data on cable instalments (optional);
•

Figure 12.8. Cable details
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12. Electronic communications infrastructure intended for shared use

Figure 12.9. Cable duct segment details

Electronic communications network antenna masts

and 12.11):

• Name of operator (owner);
• Location of antenna mast; 
• Mast construction; 
•
•
•
•

•
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Figure 12.10. Antenna mast data  

Figure 12.11. Antenna mast spatial query
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Table 13.1. Regulatory activities carried out by RATEL

Activity Number of authorizations/ 
decisions

Issuance of authorization after expired validity of 10 years 4

Issuance of authorization to a new postal operator 8

Authorization changes upon request 12

Approval of General trems and conditions 24

Approval of the PPO pricelist for non-reserved services from universal scope 2

Approval of the OPS pricelist 45

Revoked authorizations 6

Activity Number of authorizations/ 
decisions

POSTAL 
SERVICES 
MARKET

13
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-

-

-

-
sts twice over 2021:

• Pricelist for non-reserved postal services from the USO scope and services of access to 

from the USO scope and services of access to postal networks in international postal 

•

-
-

two out of which acted on behalf and for the account of another postal operator. The analysis en-

postal services in 2021.

Poštanske usluge
2021.godina

Obim poštanskih usluga
+1,6%

+11% +14%

-1,2% -1,19%

+18,3%
Prihod od 

poštanskih usluga
312,9 miliona pošiljaka

83,7% univerzalna poštanska 
usluga

Obim ekspres usluga Prihod ekspres usluga

27.721 miliona dinara
40.6% univerzalna 
poštanska usluga

Broj zaposlenih u
poštanskoj delatnosti 

Broj jedinica poštanske
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13. Postal services market

13.1. Postal market trends

for UPS and other postal services (hereinafter: OPS).

Table 13.2. Volume and income percentages of postal services 2017-2021

Type of service 2017 2018 2019 2020 2021

% Vol. Income Vol. Income Vol. Income Vol. Income Vol. Income

UPS 90.4 46.9 89.1 44.7 87.4 42.1 85.1 38.9 83.7 40.6

OPS 9.6 53.1 10.9 55.3 12.6 57.9 14.9 61.1 16.3 59.4

Total 100 100 100 100 100 100 100 100 100 100

Table 13.3. UPS and OPS volumes 2017-2021

Type of 
service

Volume in thousand units Positive/negative growth (%)

2017 2018 2019 2020 2021

UPS 291,362 289,512 269,715 262,139 261,833 -1% -7% -3% -0,1%

OPS 30,928 35,314 39,005 45,997 51,143 14% 10% 18% 11%

TOTAL 322,290 324,826 308,720 308,136 312,976 1% -5% -0,2% 1,6%

Type of service 2017 2018 2019 2020 2021

Volume in thousand units Positive/negative growth (%)Type of 
service
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Figure 13.1.Five-year UPS and OPS volume trend (in thousand)

Table 13.4. UPS and OPS revenues 2017-2021

Type of 
service

INCOME  in million dinars Positive/negative growth (%)

2017 2018 2019 2020 2021

UPS 8,473 8,756 8,916 9,111 11,258 3,3% 1,8% 2,2% 23,6%

OPS 9,605 10,851 12,277 14,317 16,463 13% 13,1% 16,6% 15%

TOTAL 18,078 19,607 21,193 23,427 27,721 8,5% 8,1% 10,5% 18,3%

0
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150,000
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250,000

300,000

350,000
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291,362 289,362
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20212020201920182017
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INCOME  in million dinars Positive/negative growth (%)



13. Postal services market

Figure  13.2. Five-year trend of UPS and OPS revenues (in million dinars)

Figure 13.3. Trend of courier service volumes 2017-2021
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Figure 13.4. Trend of courier service revenues 2017-2021

13.2. Postal market indicators

drop in the volume of postal services.
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Table 13.5. Postal industry employees

Operators
Year

2017 2018 2019 2020 2021

PPO 14,980 15,121 15,001 15,063 14,779

Other postal
operators

3,629 3,762 4,031 4,070 4,132

TOTAL 18,609 18,883 19,032 19,133 18,911

1 Statistical Office of the Republic of Serbia – Statistical calendar RS 2022 

postal operators has doubled compared to 2011.

(Table 13.6). 

Table 13.6. Postal services market in 2021

Type of service
VOLUME INCOME VOLUME INCOME

in thous. in thous. din. % %

Universal postal service 261,833 11,258,765.00 83.7 40.6

Other postal services 51,143 16,462,699.39 16.3 59.4

TOTAL 312,976 27,721,464.39 100.0 100.0

Year
Operators

Type of service
VOLUME INCOME VOLUME INCOME
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2 Statistical Office of the Republic of Serbia – Statistical calendar RS 2022

of UPS volumes.

Figure 13.5. UPS and OPS volume and income shares in 2021

13.3. Comparative overview of UPS and OPS volume and income trends

vices comprise universal postal service and other postal services (commercial services as per the 

16%
OPS

84%
UPS

41%
UPS

59% 
OPS

Volume share of postal services
in 2021

Income share of postal services
in 2021
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Universal postal service (UPS)

service provider (USP) must meet certain quality standards. UPS is normally provided at affordable 

•
•
•
•
•
•

-

under way.

included).

Reserved postal services -
sal postal service (UPS) and include:
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• 
• 

• 

Table 13.8. Positive/negative UPS volume growth by service in 2021/2020

Postal service (UPS) Postive 
growth

Negative 
growth

COD parcel 35%

Court letter 11%

Postcard 9%

Non-recorded letter 5%

Postal money order 5%

Cumbersome parcel -87%

COD insured letter -53%

Addressed direct mail -50%

Postal service (UPS) Postive 
growth

Negative 
growth
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Insured letter -27%

Insured parcel -25%

Registered printed matter -17%

Printed matter -8%

3 Priority letter is a non-recorded letter in national postal traffic, dispatched by the fastest route to its destination and delivered through regular delivery, bearing 
he sign „Priority” in the upper right corner.

year.

service revenues was recorded as well. 

The income of selected postal services from the USO domain is shown in Table 13.9. 

Table 13.9. Positive/negative UPS income growth by service in 2021/2020

Postal service (UPS) Positive growth Negative growth

Court letter 68%

Postcard 18%

Non-recorded letter 18%

Printed matter 16%

Registered printed matter 14%

Postal money order 6%

Special delivery or cumbersome parcel -80%

Postal service (UPS) Positive growth Negative growth
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Insured letter -54%

COD insured letter -54%

Addressed direct mail -31%

Insured parcel -20%

-

Other postal services (OPS) -
zation for the OPS provision.

Other postal services include:

•
•
•
• value-added services;
• complementary services.

-

•

•
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-
pared to 2011 (Table 13.11).
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Table 13.10. OPS structure in 2021

Type of service
Volume Income Volume Income

thous. thous. din. % %

OPS in NPT 50,193 14,214,055 98.14 86.3

OPS in IPT 780 2,181,890 1.5 13.3

Courier services 170 66,754 0.3 0.4

TOTAL 51,143 16,462,699 100 100

Figure 13.6. OPS shares in terms of volume and income in 2021

Type of service
Volume Income Volume Income

0.3% Courier services 1.5%
OPS in IPT

98.1% 
OPS in NPT

0.4% Courier services 13.3%
OPS in IPT

86.3% 
OPS in NPT

OPS volume share in 2021 OPS income share in 2021
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Table 13.11. Volume and income growth in 2021 compared to 2017 and 2020

OPS type
2017 2020 2021 Volume growth Income growth

Volume 
thous.

Income 
mill. RSD

Volume 
thous.

Income 
mill. RSD

Volume 
thous.

Income 
mill. RSD

2021-
2017

2021-
2020

2021-
2017

2021-
2020

OPS NPT 30,123 7,877 45,167 12,372 50,192 14,214 67 11 80 15

OPS IPT 594 1,660 690 1,892 780 2,182 31 13 31 15

Courier 
services

210 68 139 52 170 67 -19 22 -1 28

Total 30,927 9,605 45,996 14,317 51,143 16,462 65 11 71 15

2021.

and income shares in the Republic of Serbia over the last 5 years is shown in Table 13.12.

Table 13.12. Trend of OPS shares in percent

Type of service/ 
year 2017 2018 2019 2020 2021

% Volume Income Volume Income Volume Income  Volume Income   Volume Income

OPS NPT 97.3 82.0 97.6 83.4 97.6 83.0 98.2 86.4 98.14 86.3

OPS IPT 2.0 17.3 1.8 16.0 2.00 16.5 1.5 13.2 1.5 13.3

Courier \
services

0.7 0.7 0.6 0.6 0.4 0.5 0.3 0.4 0.3 0.4

Total 100 100 100 100 100 100 100 100 100 100

OPS type
2017 2020 2021 Volume growth Income growth

Type of service/ 
year 2017 2018 2019 2020 2021
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13.4.  Analysis of express services and impact of remote commerce

Table 13.13. NPT express service volumes by weight (in thousand)

NPT express items
Total express items Total 

volumeItems up to 500 g Items 
500 g-1 

kg

Items 1 
kg-2 kg

Items 2 
kg-5 kg

Items 5 
kg-10 kg

Items 
over 10 

kgDocs. Goods Docs. Goods

Volume 6,895 13,861 6,750 6,162 6,124 3,398 4,139 6,895 40,434 47,329

Share in 
total volume

15% 29% 14% 13% 13% 7% 9% 15% 85% 100%

NPT express items
Total express items Total 

volume
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Figure 13.7. NPT express service volumes by weight in 2021

services by means of one or more remote communication tools. E-commerce is a type of remote 

E-commerce is particularly performed as: 

(e-commerce platform sale);

8.74%
Items over 10 kg

7.18%
Items 5 kg-10 kg

12.94%
Items 2 kg-5 kg

13.02%
Items 1 kg-2 kg

 14.26% 
Items 500 g-1 kg

29.29% 
Goods up to 500 g

14.57% 
Docs up to 500 g



161

An overview of the market of the electronic communications and postal services markets in the republic of Serbia in 2021

Table 13.14.  Share of remote commerce in total NPT express volumes in 2021 (in thousand)

Docs up to 
500 g

Goods up to 
500 g

Items 
500 g-1 kg

Items 
1 kg-2 kg

Items 
2 kg-5 kg

Items 
5 kg-10 kg

Items over 
10 kg Total

Express volumes 6,895 13,861 6,750 6,162 6,124 3,398 4,139 47,329

Remote commerce 
volumes

1,121 8,617 3,470 2,586 1,997 822 1,124 19,737

Remote commerce 
share 

16% 62% 51% 42% 33% 24% 27% 42%

(Table 13. 15).

Table 13.15. Share of remote commerce in total NPT express volumes 2018-2021

2018 year 2019 year 2020 year 2021 year

Remote commerce share in total volumes 27% 31% 38% 42%

Docs up to 
500 g

Goods up to 
500 g

Items 
500 g-1 kg

Items 
1 kg-2 kg

Items 
2 kg-5 kg

Items 
5 kg-10 kg

Items over 
10 kg Total

2018 year 2019 year 2020 year 2021 year
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Figure 13.8. Share of remote commerce in total NPT express volumes by weight category in 2021

Table 13.16. NPT express services income share (in million din.) by weight in 2021

NPT express revenues Total express 
revenues Total 

incomePošiljke do 500 g Pošiljke 
500 g-1 kg

Pošiljke
1 kg-2 kg

Pošiljke
2 kg-5 kg

Pošiljke
5 kg-10 kg

Pošiljke 
preko 10 kgDokum. Roba Dokum. Roba

Income 1,608 3,304 1,762 1,582 1,774 1,169 2,591 1,608 12,182 13,790

Share in 
total 
income

12% 24% 13% 11% 13% 8% 19% 12% 88% 100%
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1,1
24
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21,9

972,5
863,4
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8,6
17

1,1
21

4,1
39

3,3
98

6,1
24

6,1
626,7

50

13
,86

1

6,8
95

Express volumes

Remote commerce
volumes

Items
over 10kg

Items
5kg-10kg 

Items
2-5kg

Items 
1 kg-2 kg

Items 
500g-1kg 

Goods up
to 500g

Documents
up to 500g

NPT express revenues Total express 
revenues Total 

income
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Figure 13.9. NPT express services income share by weight in 2021

Table 13.17. Share of remote sales income in NPT express service revenues (in million din) by weight 2021

Docs up to 
500 g

Goods up 
to 500 g

Items 
500 g-1 kg

Items 
1 kg-2 kg

Items 
2 kg-5 kg

Items 
5 kg-10 kg

Items over 
10 kg Total

Express revenues 1,608 3,304 1,762 1,582 1,774 1,169 2,591 13,790

Remote commerce 
revenues

260 2,097 657 592 591 346 728 5,271

Remote commerce 
share 

16% 63% 37% 37% 33% 30% 28% 38%

19% 
Items over 10 kg

8% 
Items 5 kg-10 kg

13% 
Items 2 kg-5 kg

11% 
Items 1 kg-2 kg

13% 
Items  500 g-1 kg

24% 
Goods up to 500 g

12% 
Docs up to 500 g

Docs up to 
500 g

Goods up 
to 500 g

Items 
500 g-1 kg

Items 
1 kg-2 kg

Items 
2 kg-5 kg

Items 
5 kg-10 kg

Items over 
10 kg Total
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Figure 13.10.  Share of remote sales income in NPT express service revenues (in million din) by weight in 2021
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Figure 13.11. Express items volume growth and remote commerce items volume growth 2018-2021

Figure 13.12. Comparison between NPT remote sales volumes of 2020 and 2021
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Table 13.18. Comparison between NPT express volumes of 2020 and 2021

Docs. up to 
500 g

Goods up 
to 500 g

Items 500 
g-1 kg

Items 1 
kg-2 kg

Items 2 
kg-5 kg

Items 5 
kg-10 kg

Items over 
10 kg Total

Express 
volumes po-
sitive/nega-
tive growth 
20/21 (%)

18% 9% 14% 23% 5% 3% 3% 11%

Remo-
te sale 
volumes 
positive/
negative 
growth 
20/21 (%)

18% 20% 19% 38% 10% 2% 32% 20%

Express 
revenues 
positive/
negative 
growth 
20/21 (%)

21% 11% 16% 25% 10% 14% 8% 14%

Remo-
te sale 
revenues 
positive/
negative 
growth 
20/21  (%)

27% 29% 5% 32% 10% 10% 18% 21%

Docs. up to 
500 g

Goods up 
to 500 g

Items 500 
g-1 kg

Items 1 
kg-2 kg

Items 2 
kg-5 kg

Items 5 
kg-10 kg

Items over 
10 kg Total
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Table 13.19. Volume of international express items in 2021

Docs up 
to 500 g

Goods up 
to 500 g

Items 
500 g-1 

kg

Items  1 
kg-2 kg

Items  2 
kg-5 kg

Items  5 
kg-10 kg

Items  10 
kg-20 kg

Items 
over 10 

kg
TOTAL

Outbound volumes 114,548 25,951 20,530 20,680 29,390 14,534 8,373 7,597 241,603

Inbound volumes 156,772 56,381 52,078 51,540 62,196 38,724 28,127 37,490 483,308

Share of outbound 
items (%)

47% 11% 9% 9% 12% 6% 3% 3% 100

Share of inbound 
items (%)

32% 12% 11% 10% 13% 8% 6% 8% 100

Figure 13.13. Volumes of IPT express items 2018-2021 (outbound, inbound and total volume)

Docs up 
to 500 g

Goods up 
to 500 g

Items 
500 g-1 

kg

Items  1 
kg-2 kg

Items  2 
kg-5 kg

Items  5 
kg-10 kg

Items  10 
kg-20 kg TOTAL

Items 
over 10 

kg

0

150,000

300,000

450,000

600,000

750,000

900,000

206,040 233,103 229,758 241,603

416,413 435,889 439,070
483,308

622,453
668,992 668,828

724,911
Total volume

Inbound volumes

Outbound volumes

2021202020192018



13. Postal services market

Express postal market concentration 

The value of HHI depends on the number of market participants and on the difference in their relati-

cipants.

Table 13.20. HHI values for 2018-2021

2018 2019 2020 2021

HHI value 1,829 1,881 2,082 2,177

Operators with express volume share over 1% 7 7 6 6

13.5.  Overview of postal markets in the EU based on ERGP Report

2018 2019 2020 2021
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and elaboration of the report on main indicators are collected by means of questionnaires sent out 
-

untries (the report covers the period 2016-2020). Since the 2021 data to be published by ERGP will 

of the EU markets is divided in 4 areas: 

•
•
•
•

-

5 -

6 ERGP PL II (21) 25 –Report on Core Indicators
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Figure 13.14. Price of (priority, up to 2 kg) NPT parcel in 2016, 2019 and 2020

AT BE BG CY CZ DE DK EE ES FI FR MK IE IT LT LU LV ME MT NL NO PL PT RO RS SE SI SK

2016 4.6 6.5 1.33 8.49 4.5 2.77 4.5 10.74 4.08 8.9 9.9 8.5 0.52 2.65 3.64 8.25 9 2.68 8.4 3.54 9 6.95 14.8 3.59 7.7 1.1 1.96 13.33 2.39 4

2019 4.8 6.7 1.58 8.49 4.5 2.77 4.5 12.75 4.08 12.85 9.9 8.8 0.52 2.65 4.37 9 9 2.68 7.2 3.54 0.77 9 6.96 16.71 3.59 6.5 1.18 2.17 13.33 2.89 3,9

2020 4.81 6.9 1.58 8.49 4.5 4.46 4.79 12.75 4.08 13.45 9.9 8.95 0.52 2.65 4.6 9 9 2.68 7.2 3.24 0.77 9 7.25 17.18 3.59 6.5 1.49 2.17 11.62 2.89 3.9
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Figure 13.15. Number of active postal operators 2016-2020 (%)

AT BG CY CZ DE DK EE EL ES FI FR ME MK IE IT LT LU LV MT NL NO PL PT RO RS SE SI SK TR

555 -52 28 -5 54 -8 -21 31 11 -36 20 81 0 -16 10 17 -4 12 1 4 11 -8 13 -7 9 0 43 -23

173 0 9 -10 16 0 8 9 8 0 0 38 34 10 -7 0 2 6 0 3 -7 0 0 -5 -3 5 0 4 54 -29 48

Table 13.21. Total postal service volumes and percent changes 2019-2020 and 2016-2020

2016
(milion)

2019
(milioni

2020
(milion)

% change
2019-2020

% change 
2016-2020

Total postal service volume 59,276 53,220 50,337 -5.4% -4.0%

Letter-post service volume 52,053 44,865 40,672 -9.3% -5.9%

Parcel service volume 7,078 8,311 9,621 15.8% 8.3%

-100
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100

200
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600

TRSKSISERSROPTPLNONLMTLVLULTITIEHUHRMKMEFRFIESELEEDKDECZCYCHBGAT
Variation 2016-2020 (%) Variation 2019-2020 (%)

2016
(milion)

2019
(milioni

2020
(milion)

% change
2019-2020

% change 
2016-2020
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of the total revenues. The income from letter-post services is on the decline (Table 13.22).

Table 13.22. Total postal service revenues and percent changes 2019-2020 and 2016-2020

2016
(milion)

2019
(milion)

2020
(milion)

% change
2016-2020

% change 
2019-2020

Total postal service income € 74,333 € 75,213 € 78,053 + 3,8% + 1,3%

Letter-post service income € 31,193 € 29,307 € 26,893 - 8,2% - 3,6%

Parcel service income € 41,733 € 45,190 € 50,417 + 11,6% +5,1%

of postal employees. 

2016
(milion)

2019
(milion)

2020
(milion)

% change
2016-2020

% change 
2019-2020
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Figure 13.16. Total number of USP and other postal operators’ employees 2016-2020

Figure 13.17. Total number of USP and other postal operators’ business units 2016-2020

ERGP reports provide details about postal network resources such as postal and residential ma-

present in most of the countries. It seems that other postal operators prefer to invest in this type of 
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The analysis of postal markets revealed that most of the countries had not yet implemented the 

-
-

•
•

to transport; 
• services are provided in the name of a third party;
• -

• when delivered products are not postal items (food);
•
• when companies have their own delivery system for their own products. 

Conclusion

of the Republic of Serbia.



175

An overview of the market of the electronic communications and postal services markets in the republic of Serbia in 2021

-

as well. 

feature of the postal market in the Republic of Serbia. The number of UPS parcels is almost twice 

of electronic communications.

-

-

-

delivery. 
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-

-
-

-

The importance of postal services as a basic human need in the modern world has been 
-
-

7 ERGP (21) 23 Report on online platforms and e-retailers: implications for the future.
8 
9
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the quality measurements performed by the public postal operator (hereinafter: the PPO) as the 

independent measurement of the UPS quality whose results will be analyzed within this chapter.

14.1. Quality of universal postal service provision

The quality of universal postal service provision has been analyzed based on the data from an indepen-

QUALITY OF POSTAL 
SERVICE PROVISION 14
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EN 14012:2014. 

-

1
2

Speed and reliability of postal items transport and delivery

Speed and reliability of transmission and delivery of postal items in the Republic of Serbia are 
measured by means of transit and delivery times for national priority and non-priority items 

RATEL.

-

• -
public of Serbia;

•

performed:
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• 

• 
• 

The achieved results were well below the standards for non-priority non-recorded letter-post items 
prescribed by the Rulebook (Table 14.1).

Table 14.1.

Non-priority non-recorded items

Achieved result Achieved result (extended 
deadline3)

Prescribed minimum

D+2 50.02% 55.92% 80%

D+3 69.97% 73.29% 85%

D+5 87.97% 90.39% 90%

ds for priority non-recorded letter-post items prescribed by the Rulebook (Table 14.2).

Table 14.2.

Priority non-recorded items

Achieved result Achieved result (extended 
deadline4) Prescribed minimum

D+1 29.74% 35.62% 80%

D+2 56.51% 58.81% 85%

D+3 73.23% 75.70% 90%

The achieved results for non-priority and priority non-recorded letter-post items remained well 

postal services.
3 Deadline has been extended in accordance with Article 15 of the Rulebook on quality parameters for performing postal services.

Non-priority non-recorded items

Priority non-recorded items
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4 Deadline has been extended in accordance with Article 15 of the Rulebook on quality parameters for performing postal services

Table 14.3.

Achieved result Prescribed minimum

J+3  (outbound) 21.5% 80%

J+3 (inbound) 15.2%

J+5  (outbound) 50% 92%

J+5 (inbound) 54.5%

independent measurement systems applied by the Universal Postal Union and the International 

inbound international USO parcels represent the time period from the moment of arrival in the 

Achieved result Prescribed minimum
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Table 14.4.

National parcels International parcels

Achieved results Prescribed minimum Achieved results Prescribed minimum

D+2 91.18% 80% 89.0% 80%

D+3 96.56% 90% 94.4% 90%

D+5 98.89% 95% 97.4% 95%

Availability of universal postal service

The availability of universal postal service is assessed based on the territorial accessibility of post 

counters and availability of item delivery.

Table 14.5.

Postal network 
capacities

Year Trend (%)

2017 2018 2019 2020 2021

1,530 1,534 1,526 1,518 1,500 0.26% -0.52% -0.52%  -1.19%

Number of letter boxes 1,958 1,935 1,969 1,927 1,895 -1.17% 1.75% -2.13% -1.66%

International parcelsNational parcels

Postal network 
capacities

Year Trend (%)
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-

-
mers.

-

The availability of postal items delivery is the accessibility of the delivery to end-users. The Po-
stal Directive prescribes that the USP must deliver postal items to all inhabitants at least 5 days 

-

5 Deadline has been extended in accordance with Article 15 of the Rulebook on quality parameters for performing postal services
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Table 14.6. Inhabitants and households per delivery area

Settlement category Number of inhabitants Number of households % household

5,009,736 2,066,297 71%

1,433,451 552,260 19%

From 250 to 500 households

Less than 250 households 743,704 301,815 10%

Total 7,186,891 2,920,372 100%

The analysis of data about the number of inhabitants and households by delivery areas showed that 

(Table 14.6).

Security of items

Table 14.7.

TYPE OF ITEM 2017 2018 2019 2020 2021

9 16 35 36 5

0 0 0 0 0

RECORDED DELIVERY ITEMS

4 3 2 3 2

0 0 0 0 0

COURT LETTERS

12 11 12 14 13

0 0 0 0 0

INSURED LETTERS

Settlement category Number of inhabitants Number of households % household

TYPE OF ITEM 2017 2018 2019 2020 2021
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1 0 0 6 1

0 0 0 1 0

PARCELS

2 0 2 2 2

2 2 1 6 4

MONEY ORDERS

0 0 0 0 0

Percentage of lost and damaged items 0.008 0.010 0.011 0.013 0.008

-

problem.

-

to delivery).

-

which complies with the prescribed deadlines.
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Table 14.8.  Average time for complaint resolution, realization and payment of indemnity in national postal 

Year

Resolution of damage claim Indemnity realization Indemnity payment Total for resolution and 
indemnity payments

(days) (days) (days) (days)

1 2 3 4=2+3

2017 4 9 4 13

2018 4 10 5 15

2019 3 6 5 11

2020 3 9 5 14

2021 3 7 4 11

Users’ satisfaction and availability of information

of standard SRPS EN 14012:2014.

Complaints regarding universal postal service

Year

Resolution of damage claim Indemnity realization Indemnity payment Total for resolution and 
indemnity payments
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ce. The resolution of the inquiry is later on used in the process of indemnity claim. The majority of 

Table 14.9.

Total number of Unfounded

Resolved as: Indemnity

Gubitka
roka

Ostale 
reklamacije (u dinarima)

1=2+3+4+5+6 2 3 4 5 6 7

661 87 539 15 5 15 676,041.00

Table 14.10 shows an overview of paid indemnities by the type of recorded mail in national postal 

Total number of Unfounded

Resolved as: Indemnity
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Table 14.10.

NPT
2017  godina 2018  godina 2019  godina 2020  godina 2021  godina

pcs. din. pcs. din. pcs. din. pcs. din. pcs. din.

Registered items 568 446,258.00 946 805,151.00 2,313 983,195.00 1,604 937,539.50 549 485,237.00

Insured letters 3 3,896.00 5 4,980.00 2 8,085.00 10 64,982.00 4 5,361.00

Parcels 15 38,817.15 7 23,741.00 11 22,945.00 25 115,417.30 19 144,983.00

Money orders 2 32,540.07 1 3,000.00 1 2,000.00 2 1,371.00 2 40,460.00

TOTAL 588 521,511.22 959 836.872,00 2,327 1,016,255.00 1,641 1,119,309.80 574 676,041.00

the COVID-19 pandemic.

14.2. Quality of provision of other postal services (OPS)

The quality of OPS provision is analyzed based on the available data provided by postal operators 

reported to have been installed in the Republic of Serbia in 2021. Parcel lockers are the postal net-

2017  godina 2018  godina 2019  godina 2020  godina 2021  godina
NPT
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-

-

-

Complaints regarding other postal services
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Table 14.11.

complaints Unfounded

Resolved as: Indemnity

Lost Reduced contents Damaged Transit time 
overrun

Other com-
plaints

Amount
(in thous. 

dinars)

1=2+3+4+5+6 2 3 4 5 6 7 8

24,413 4,944 1,343 13,400 6,296 2,433 133,161

Figure 14.1.

complaints Unfounded

Resolved as: Indemnity

46.21% 
 Unfounded 

53.79% 
Founded
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Figure 14.2.

Postal operators that perform courier services reported no complaints in 2021.

4.72%
reduced contents of item

8.56%
other

22.16%
deadline overrun

17.40%
 loss of item

47.16%
damaged item
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Survey on users’ satisfaction

-

the most appreciated feature is the possibility to set the precise time of delivery within a two-ho-

-
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5 days.
6

RATEL’s competence in respect of complaints

decision of the postal operator. 

of the complaint or absence of provision thereof. There were 52 objections in written form and 39 

-

•
•
•
•
•
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-
ferred to transit times overruns.

14.3. Quality of service, user protection and complaint handling in the EU7

achieved service quality. ERGP continuously monitors the liberalization effects on the postal mar-

consumers are protected in line with the Directive. The aim is to collect all necessary data for the 

The quality-related ERGP report is based on the data of 33 member countries for 2020 and shows 

-

-

7 ERGP PL II (21) 24 – Report on quality of service, consumer protection and complaint handling
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Figure 14.3. Figure 14.3. Targets (in 2020) and achieved results (in 2018, 2019 and 2020) of priority letter 
8

RS).

smission quality of non-priority mail.

complaint resolution have procedures set to do so.

tion in 2020.
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Figure 14.4. NRAs responsible for complaint resolution in 2020

Figure 14.5. Surveys on users’ satisfaction carried out by NRAs and USPs
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Figure 14.6. Surveys on users’ needs carried out by NRAs and USPs
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Conclusion

times.

-
-

activities in order to avoid further decline in the quality of service. The PPO was asked to 

-

implemented in the second semester of the year.



14. Quality of postal service provision

Equally noteworthy is a decline in the number of complaints detected in the area of other 

indemnity claims was recorded.

to the necessity to improve the level of information about the complaint procedure and 

In order to reduce the number of objections and to familiarize postal service users with the 

-

-
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The year of 2021 has been one of the most turbulent as far as cyber security is concerned. Go-

favor.

Cyber security worldwide

SECURITY RISKS IN 
ICT SYSTEMS 15
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15. Security risks in ict systems

Figure 15.1.

Ways of malware distribution

Figure 15.2. Comparative view of attacks using e-mail and web pages for malware distribution (2019 – 2021). 
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15.3.  

Figure 15.3. Distribution of malware on global scale
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variants. 

Figure 15.4.
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re families 

Figure 15.5.
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rrency theft

users with a pirated copy of Windows OS. 

Figure 15.6.
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Figure 15.7.   
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services.

Figure 15.8.

Check Point Global Threat Index

Figure 15.9. Graphical display of Check Point Global Threat Index values by country
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World Cyber Threat Map platform and describes the probability that a device in an observed coun-
try be infected by a malicious software. It has been observed that different countries have different 

Information security in the Republic of Serbia

ICT systems that could severely disrupt the information security.

Figure 15.10. Reported incidents in 2021 by incident group
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contacted by a fake e-commerce platform administrator who then tells them to enter their credit 

Phishing -

wilfully leave their personal information or download a malicious software. This type of attack is 

Other fraud types -

these kinds of threats. 

There were 19 attempts of the abuse of system’s vulnerability -

application add-ins or software libraries. 

Malware

the National CERT in 2021. 

inci-
dents not belonging to the above categories
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Figure 15.11.

was observed.

nical security have kept their former positions.
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Table 15.1. Trends and ranking changes for reported cyber incidents in 2021 compared to 2020

Groups Trend in 2021 Ranking changes compared to 2020

Fraud

Attempts of ICT system breach

Malware installation

Unauthorized data collection

ICT system breach

ICT system unavailability

Other incidents

Operational incidents

Jeopardizing data security

Incidents pertaining to physical and technical security

TREND:  Reports declining,   Reports unchanged,    eports increasing

RANGIRANJE: Decresing , No change, Rising,     

• 
• 
• 

• 
• 
• 

Groups Trend in 2021 Ranking changes compared to 2020
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• 
• 
• 
• 

Internet threats

it comes to the number of users attacked by malware (Table 15.2).

Table 15.2. Top 10 countries attacked by malware

No. Country* % of attacked users**

1 Tunisia 27.15

2. Syria 17.19

3. Yemen 17.05

4. Nepal 15.27

5. Algeria 15.27

6. Macao 14.83

7. Belarus 14.50

8. Moldova 13.91

9. Madagascar 13.80

10. Serbia 13.48

*Countries with the number of Kaspersky product users above 10,000
** Share of targeted users compared to the total number of Kaspersky product users in the observed country.
The above results are based on the data from users of Kaspersky products.

Source:
Check Point Cyber Security Report 2021

No. Country* % of attacked users**




