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YBop,

PerynaTtopHo Teno 3a eNeKTPOHCKE KOMyHMKaLuMje 1 nolwTaHcke ycnyre (PATEN), cxogHo
Barkehem 3aKOHY O NOLITAHCKMM ycnyrama y odaBesu je Aa npaTv pas3soj y 0d1acTn NOLWTaHCKUX
ycnyra, npegysumma mepe y uu/by yHanpehewa M NOACTULAHA KOHKYypeHUMje Ha TPXKUWTY
MOLUTAHCKUX yCnyra, Nponucyje ctaHgapae Keanuteta y odaB/bakby NOLWTAHCKUX YCAyra U npaTu
HUXOBY NMPUMEHY, YK/by4yjyhn 1 cTeneH 3a40B0/berba NOTpeda KOPUCHUKA NOLUTAHCKUX yCayra.
PATE/1 je aHraxoBao He3aBUCHY areHuumjy Smart+Research ca 3agaTkom pga cnposege
ncTparknsarbe Koje S odyxBaTnAo NCMUTUBAHE 33[10BO/bEHA NOTPEdA KOPUCHUKA MOLUTAHCKMX
ycayra yk/mydyjyhu yHuBep3anHy NOWTAHCKY YCayry M ekcnpec ycnyre. UcTparkmsarbem cy
odyxsaheHe aBe unbHe rpyne — ¢pusmyka anua (1200 ucnutaHmka) n npasHa anua (300 npaBHMX
/ML) HA HaLMOHAMHO penpe3eHTaTUBHUM y30pumma. UcTpaxkmBatbe je cnpoBegeHo y nepuoay
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dusunuka amua

BehuHa Ppusmnukmx anua (76%) je 3aa080/bHa oncerom ycayra Koje MNowTta Cpduje Hyan. Y
MCTO BpemMe CKOpO NoNoBMHa Buamu notpedy 3a ysoherem HoBuMx ycnyra. Mpeanosm HoBux ycayra
ce npe ogHoce Ha yHanpehere GyHKUMOHNUCAHA, @ HE HA KPYNHE HeJ0CTaTKe jep du y Tom cayydajy
3a/10BO/bCTBO oncerom ycnyra duno 3HaTHO Huxke. HajopekseHTHuje HaBoheHu npegnor ce
ogHocuo Ha yBoherbe (Beher dpoja) nakeTomarta Koju ce mory cMmaTpaTu U jegHUM 0dAMKOM
pewera 3a npodseme Ha KOju Cy UCNUTaHULM pedepucanm — HeoNa3aK Kypupa Ha BpaTa U
npodneme ca ypydyerbem MoliM/baka (LOroBop OKO BpemeHa/mecTa aoctase). Maketomatu cy
nocebHO NpuBiaYyHa onumja Hajmnahoj yapacHoj rpynu (4o 29 roauHa). McnutaHuum cy nuTambe
OTBOPEHOr TUMA MCKOPUCTUIM KAOo MPUAWMKY Aa Harnace ¢GakTope Koju Cy UM BaXKHU KOp,
MOLWTAHCKNX ycnyra - 6p3o n edmnKacHo GyHKUMOHUCAHE de3 ryxKBu, y3 /bydasHe 3anoc/ieHe U

HUCKe ueHe ycnyra.

®U3NMYKMM MMUMMa Ccy onncaHe ycayre xndpugHor nucma, ycayre nomohu npu eYcnyrama
AprKaBHe ynpase u ycayre ycMepeHe Ha pakbuBe KaTteropuje ctaHoBHUWTBA. OuereHo je aa je

yBOF)eI-be CBaKe o4 OBUX yCayra BaxXHO, Ca TUM da ce XMGpM,EI,HO NMNCMO NOKa3a/s10 Kao penaTtnmBHoO



Matbe 3HavajHo (60%) y nopehery ca ocTanmMm npegnoxeHnm ycnyrama (89% 3a eYcnyre n 92%

3a ycayre ycmepeHe parbMBUM KaTeropujama).

MocToju Kesba 3a HACTAaBKOM MpPY»Kakba yCayre NpMopUTETHOT MUCMA YNPKOC TOME LUTO ce
OHa PeTKo KopucTu. CAMYHO BaXKM M 3a NPEHOLEHE NaKeTa BENMKUX gumeH3uja (60x50x50 cm)
3a Kojy 87% cmaTtpa aa MowTa Cpduje Tpeda aa npyka. Kaga je pey o HeK1acuyHUM NOLTAHCKUM
ycnyrama Kakse &u dune ynnate U ucnaate, NPakTUYHO LLESIOKYNHO CTaHOBHUWTBO (97%) cmaTpa
Aa ux Tpeda 3aap:Katu. Kao aprymeHT ce yewhe HaBoAW [a Cy OBe ycnyre BaKHe 3a LENo

CTaHOBHULWITBO (70%), a He camo 3a pypanHa nogpydja (27%).

Y nNpeTxogHux rogmHy gaHa 59% KOpUCHWKa MOLWTAHCKMX yCAayra je MMano HeraTMeBHO
MCKYCTBO ypy4umBarba nucama/naketa og Mowte Cpduje, 360r ypyyerba UCTUX Ca 3aKalUtbEHEM.
Mpuankom nHTEpNpeTauuje nogataka Tpeda ysetn y 0d3ump n cutyaunjy HegasHe odyctase paga
MowTte Cpbduje (HoBemdap 2023). BehuHM cTaHOBHWMKA ypdaHUX Hace/ba (80%) He Om
npeactas/bano npodnem Aa ce ypyymBarbe nNMcMa He 0daBM TOKOM MCTOr AaHa Kaga nowTap

Ao0uje NnowwnsbKy 3a foctay, Beh HapeaHor pagHor AaHa.

CBaKu NeTu KOPUCHMK NOLITAHCKUX YCayra BuAn notpedy 3a oTBaparbeM nowuTe Koja du my
Ouna dnuKa, ook je 85% 3a0BO/bLHO TpeHYTHOM &nm3mHom. HajBulie He3ag0BO/bHUX MMa Y
PETKO Hace/beHUM pPypanHUM Hace/buma (27%) n yak 40% oBe rpyne cmatpa Aa je noTpedHo
oTBOPUTM dAnKM objeKaT. Kaga ce nocmaTtpajy camo KOPUCHULM yCayra Koju Buae notpedy 3a
oTBaparbeM daumxKe nowTe (y3eBLwWwn y 003Mp Leny TeEpUTOPUjy U HE3aBACHO Of HauyMHa NyToBakba)
NPOCEeYHO Bpeme Koje UM je noTpedHO Aa CTUrHY A0 noLuTe M3HOCK 15 MrHyTa, AOK ce npedepupa

Bpeme o 7 MUHyTa.

MoTpedy 3a npoayKertem pagHOr BpemeHa nowTte Buam 29% ctaHoBHUWTBA. OYeKmnBaHO
npoAyKemwe Hajuewhe U3HOCK ABa UK TPU caTa Y OAHOCY HA TPEHYTHO PagHO BpeMe, a Hajsehy
notpedy 3a npoayerkem uMajy beorpahaHu 1 cTaHOBHULITBO U3 pypanHUX Hacesba Behe ryctnHe

HaCe/beHOCTW.

Pap, cydoTtom je BakaH 3a 73% ypdaHor cTaHoBHMWTBA. Ca Apyre cTpaHe, NpeAnor pagHor
BpemeHa (noHeagesbak, cpeaa, netak: 9.00-15.00, ytopak, yetBpTak: 13.00-19.00, cydoTta: 9.00-

13.00) Kao npuxBaT/bMB ouemyje 47%.



YKknaarbe pagHe cybote y3 MUHUMANHO pagHo Bpeme of 4 catu (y3 jedaH AaH Kaga ou
pagHo Bpeme duno po 17:00) du duno npmuxsat/bmneo 3a camo 30% ypdaHOr CTaHOBHULITBA, 40K
on onuwuja ca 6 yacosa AHeBHO oarosapana nonosuHW. KopucHuum Beorpaackor pervoHa
HeraTMBHWje oueryjy OBa ABa npegsiora. Ysohere dap jeaHor AaHa Kada 6u pasHO Bpeme duno
HewWTo AyKe oA, npeanoxeHor (ymecrto go 17:00, ao 19:00/20:00) YnMHKM ce NPUBAAYHOM OMLUjOM

Koja &1 NOTeHUMjaIHO MOTNA 4,3 HAZOMECTM pag, nowuTe cydoTOM.

MocToju BenuKM packopak uamelly ouyekuMBarba WMCNUTAHMKA W3 PYpPaNHMX Hacesba
(MMHUMYM 5 pagHKUX gaHa Heae/bHO) M NoHYHeHMx onunja og MMHUMYM 1 nan 2 gaHa paga. U3
TOr pasnora cy NPeasioXKeHe onumnje Maxom HeraTMBHO ougerbeHe de3 0d3mpa Ha NoTeHUMjaHO
CMatberbe TPOLLKOBa/cnpeyaBarkba 3aTBaparba nowTte. Hajno3MTUBHM]y OLEHY Aajy CTAHOBHULM
pypanHux Hace/ba Makbe rycTMHe Hace/beHOCTU Mpeanory ca MMHUMYM 2 aaHa y Hefdesbu ca

MUHMMYM 2 caTa paga y TOKy AaHa (3a 44% npuxsat/bmB).

KBa/inTeT NnMCMOHOCHE U nakeTcke ycayre ce y BehuHu cnyyajeBa (78% u 76%) ouemyje
HajBuWwMM oueHama (4 M 5 Ha netocTeneHoj CKanu), a Mano je OHUX KOju Ccy M3PasuTo

He3a40BO/bHU.

BehuHa CTaHOBHULLTBA je Y NPETXOAHUX roAMHY AaHa MMaJsia UCKYCTBO ca onepaTtopuma

ekcnpec ycnyra (84%). HajkopuwheHuju onepatop ekcnpec ycayra je Noct ekcnpec (72%).

HeraTMBHO MCKYCTBO ca HEKMM of onepaTtopa nmano je 30% KOPUCHMKA eKcnpec ycayra.
Hajuewhe 3amepke Koje ce ynyhyjy onepatopvMma ce ogHOCe Ha KallkbeHe A0CTaBe Nown/baka
(59% 3amepkun), HegocTaB/bakbe NoLM/baKa A0 BpaTa cTaHa/kyhe (53%) u npodneme ca npeaajom

nowwusbaka (39%).

CTaHOBHWLWTBO je HeAOBO/bHO MHOOPMMCAHO O HAYMHY MOKpeTarba pPeKsamaumoHor
noctynka (29%). Mehy oOHMMa KOjU Cy MMAAM WMCKYCTBO ca peKknamaumjama (wto je 17%

KOPWUCHMKa), NO3UTUBHA UCKYCTBa cy ABa nyTa Yelwha (38%) y ogHocCy Ha HeratueHa (19%).

MocTojatbe Kako nocnoBHUUA (83%) Tako M naketomaTa (74%) KYpPUPCKUX CAyKdu y
ONU3MHM UCMUTAHUKA Cy MPOLEHEHE KAao jaKo BaKHe, ca TMM Ja je Ba)KHOCT NnakeTomaTa 3a

HWjaHCYy HWXKa. MHAMPEKTHO Ce MOMKe 3aK/byuMTM [a je NOoCTojakbe MakeTomaTta [A0BOJ/bHO 3a



BehMHy CTAHOBHWMKa y cuTyauujama Kafda NpuMmanal, Huje Ha agpecu MNPUIMKOM MOKyLWaja
ypyyera. MoryhHocT nnahakba nNowWTapuHe W OTKYMHOr M3HOCA MAAaTHMM KapTuuama je

npoueHeHa Kao jako BaXKHa (3HauajHa 3a OKo 74% KOPUCHMKA MOLITaHCKMX yCayra).



MNpaBHa nnua

MpudaunkHo 3/4 npaBHux nua (74%) je 3a40B0O/LHO ONCETOM YC/Yra Koje TPEHYTHO MpyKa
MowTa Cpduje. Camo 24% Buam notpedy 3a yBoherwem HOBUX ycnyra. Mehytum, ns aHanumse
npegsiora OBMX yc/ayra MNOCTaje jacHO [Aa je MpaBHMM JAWUMMa BaXKHUje YyHanpehemne
dyHKUMOHNCaa Beh noctojehux ycnyra, nocedHO KaZa je pey O Kallrbery MNOWMU/baka M
rpewkama. Kao n kog ¢p1smuKkmnx nnua, mehy ogrosopmma ce yodasa u notpeda 3a sehum dpojem

nakeTomarta.

3a pasnuky og OU3UYKMX NNLA KOja MMAjy OTNOP Ka YKUAaky NPUOPUTETHOr NUCMA,
npaBHW cyOjeKTM OBy YyCAyry cmaTtpajy marbe BaxKHOM 3a 3ajpXKaBame (37%). Jow jegaH ogf
KaHAMAaTa 3a yKuMAame je agpecoBaHU peKknamHu maTepujan jep camo 17% cmaTtpa pa je
HaCTaBaK NpyKarba 0Be ycayre BaxkaH. MpndankHo gBa og, NneT NpaBHUX cydjeKaTa je NpeHOCUNo
nakeTe BENMKUX OUMEH3WNja Y NPETXOAHUX FOAUHY AaHa, a TPM O4 MeT CMAaTpa A3 je BaXKHO Aa

MowrTa Cpbuje HacTaB/ba Aa NpPyKa OBY YCAYry.

OueHa BayKHOCTM yBohera XMOPUAHOT MMCMa je HELUTO HUMKA Y OAHOCY Ha OLLeHY Koja Aajy
¢dum3mnuka nnua (42%). BehmHa npaBHUX cydjekata cmaTpa Aa je BaXKHO YBECTU yCayre yCMmepeHe

Ka patbMBMM KaTeropujama CTaHOBHUWTBA (84%).

Mpunankom cnawa nucama/naketa npeko MowTte Cpduje, Yyak NONOBMHA NPABHUX
cydjeKaTa je foXMBENa @ Ce OHM ypyye Ca 3aKallkberbeM Y MPETXOAHUX FOANHY AaHa. 3a 56%
NCNUTAHMKA POK ypy4derba o4 2 gaHa ou dno 3apoBosbasajyhn, ook camo 10% cmaTpa Aa nucma

Tpeda ypyunTn y poKy OZ jefHOor AaHa.

BehuHa npaBHMX ML je 3aa0Bo/bHa 61M3nMHOM cBoje nowTe (87%) n noajeaHak dpoj He
Buau notpedy 3a oTBaparbem HoBe Koja Ou Ouna dnumxKa. MNpeayseha Koja nucma wasy y
Beorpaackom pervoHy cy 3ag0BosbHMja damnsnHom nowTe. Ha HMBoy Cpduje, npoceyHo Bpeme
noTpedHO Aa ce CTUrHe A0 MowTe je 6 MWHYTa, AOK NpOoCeYHa MaKCMMasiHa NpuxBaT/buBa
yAa/beHOCT M3HocK 13 MmuHyTa (He3aBMCHO 04, HauMHa NyToBama) Na He M3HeHahyje ga sehuHa

NpaBHUX LA He BUAM noTpedy 3a oTBaparbem dnuker odjeKTa. MNpuBpeaHULM KOjU A0 nowTe



fionase newwuue y npoceky npenase 0.5 Kunometapa, AOK OHM KOju Aonase ayTomoduiom

npenasa 7.2 KunomeTapa.

YKO/IMKO ce MocmaTpajy caMo MpaBHa /Mua Koja Buae notpedy 3a oTBaparbem dnumke
MOLUTE, MOKE Ce YOUUTU A3 je NPOCEYHO BPEME KOje MM je NOTPeSHO Aa CTUTHY A0 e 11 MuHyTa,

a npedepnpaHo 5 MMHYTa HE3aBMCHO Of, HAYMHA NYTOBAHbA.

Manu npoueHat npaBHuUx cydjekaTa Buayn notpedy 3a AyKMM pagHUM BPEMEHOM MoLUTe
(11%), a oHM KOju Majy oBy NoTpedy ouekyjy dnaro npoayKere (1 nan 2 cata BULLE 0 TPEHYTHOT

pagHor BpemeHa).

MpaBHa nnua 13 ypdaHux cpegmHa cy nofe/beHa No NUTaky 3Hayaja pagHor BpemeHa
cybotom — 3a npudauHO nogjeaHak 6poj (2/5) paa cyboTom jecTe, 0AHOCHO, HUje BaKaH.
CnnyHoO BaXkM M 3a Npegaor pagHor BpemeHa (noHeaesbak, cpeaa, netak: 9.00-15.00, yTopak,
yetBpTak: 13.00-19.00, cydota: 9.00-13.00) Koju je npmxBatT/buB 3a camo 35% npaBHUX MUa, 33
PasNnKy of, GU3NYKMX NMLA KOjMMa je 0BO Bpeme npuxeaT/bmusuje (47%). PUsnukum nnumma
(73%) je papg cydboTom 3HATHO BaXKHMjU Hero npaBHMM Anumma (40%). Mpegnor Koju nogpasymesa
Ykngame pagHe cydote M paaHu AaH og 6 vacosa (y3 jeaaH gaH paga go 17:00) 6u bumo

npuxBaT/buB 3a 45% NpaBHMX AnLa.

Mpepnor Koju nogpasymeBa MUHUMYM 4 caTa AHEBHO je 3HATHO /OWMje OleHeH
(npuxBaT/bMB 33 28%). Hajsehu Spoj npaBHUX ML oYeKyje ocmo4vacoBHM pag, (41%), ook &u 27%
O4YEeKMBaNo M ayxe pagHo Bpeme. [NonoBMHa NpaBHUX ML dM o4eKmMBana ga nowTa paau dap
jeaaH aaH go 17:00, pok bu octaTtak *Keneo Aa 1o Bpeme dyae u ayrke — o 18:00, 19:00 uam 20:00

YyacoBa.

Mpeay3eha u3 pypanHuWx nogpydja eKCTPeMHO HeraTMBHO eBanyupajy oda npepsora
pagHor BpemeHa wantepa —BehnHa gaje HajHUXKe oLeHe UcKasyjyhu ga cy um npeasiosn noTnyHo
HenpuxBaT/bmBu (2 aHa/l aaH y TOKy Hegesbm 2 cata/3 caTa y TOKy AaHa). HbmMxoBa o4eKMBatba
nay y cmepy netogHeBHe pagHe Heaesbe (77%) ca pagHUm BpemMeHOM of dap 6 YacoBa y TOKY

naHa (62%).



Ou,eHe KBa/UTeETAa NMMCMOHOCHE U NAKETCKe ycayre Cy Ha BUCOKOM HUBOY U Kada UX

oLeHyjy NpaBHU CydjeKTu.

Ckopo cBa NpaBHa ML Cy KOPUCTUAA HEKY Of, eKcrpec ycayra y NpeTXoAHUX roanHy AaHa.
HewTo Buwe og 3/5 npaBHux nuua (63%) HMje MMaANO HeraTMBHa WMCKYCTBa ca onepaTopMma
eKkcnpec ycnyra. bes o63upa Ha TO O Kojem onepaTtopy je pey, Hajyewhu npodnemu cy ce
O4HOCUAN Ha npegajy NowW/baka (KOMyHMKauumja ca MO3MBHUM LieHTpom/Kypupom, 50%
HeraTMBHUX UCKYCTaBa), Kallkbere AocTaBe (64%) 1 To LUTO KypMpu He A0CTaB/bajy NoLWU/bKe A0

Bpara craHa/kyhe (33%).

MpaBHa nuua cy WHOOPMMCAHMjA 0f, PUBMYKMX MO NUTakby HAYMHA MNOKpeTama
peKnamaumnoHor noctynka (54%), ann n oBge NOcToju NpocTop 3a Hanpeaak. Oa 28% npaBHMX
/IMUA Koja Cy MMana UCKYCTBO Ca peKlamaumjom, NpudAMKHO je nogjeaHak dpoj OHUX Koju cy

ounum 3a40B0OJ/bHMN, Tj. HE3aA40BO/bHN HAYMHOM HUXOBOT peELLlaBakba.

BAn3nHa nakeTomaTta M NOCNOBHULA KYPUPCKUX CAYHKOM Cy HELUTO Matbe BaXKHa NpPaBHUM
Hero ¢pM3nYKum nuumma. Tpm og neT npaBHMX cydjekata cmaTpa O/IM3NHY MOCNOBHULIE KYpPUPCKe

cnykde BaXKHOM, 0K je BaXKHOCT O/1M3MHe NaKeToMaTa 3a HMjaHCy Makba (oKo 1/2 npaBHUX Mua).



Mpenopyke

PaguTtun Ha noBehamy dpoja nakeTomara

Ysectn moryhHocT nnahakba nowTapuHe W OTKYMHOr M3HOCA KapTULOM MNPUANKOM
npeaaje/ypyyera nowmns/bKe Ha agpecu

YBoheme ycnyra xudpuaHor nMcma, nomohu ca cepsrcrMma eynpase 1 yciyra ycmepeHux
Ka patbMBMM KaTeropujama CTaHOBHMLLITBA

PaguTtu Ha pelasarby npodnema (He)gonaxera Kypmpa A0 BpaTa NPUANKOM UCNOPYKE U
KalHera Nowmn/baka

PasmoTpuTh yKngame npuopmuTeTHOT NMCMA YNPKOC KebW GUINMYKUX TNLA Aa Ce 3a4PXKM
(y3eBLwM y 0063np HUCKY dpeKBeHTHOCT Kopuwherba)

NHbopmMcaTM CTAHOBHMLWITBO M NpMBPeAy O HAYMHYy MOKpeTatba pPeKNamaunoHor
nocTynka

PasMoTpUTK yKMAaHe agpecoBaHor peknamHor matepujana (1/3 ctaHoBHWwTBa U 17%
NPaBHMX INLA Ta CMATPAjy BAXKHUM).

He yKnpatn HeclaHgapgHe NOWTAHCKe yCcayre NonyT ynaaTta U ucnaaTta HU n ypdaHUm HU
Y pypasHMm HacesbuMa (jep cy 1 ypdaHOM CTAHOBHULLTBY OBE YC/yre BaXKHe)

YpyumBare NMcMa HapeaHor paZHor JaHa, a He UCTOr AaHa Kaja ra nowTap goduje je
npuxsatT/buBo 3a 80% CTaHOBHMLLTBA

HactojaTu ga ce 3aapru pag cydotom y ypdbaHum cpeamHama. Moctoje nHAMKaumje aa ou
noTeHUMjaNHa anTepHaTMBa Kojom OM ce HagoKHaguo rybutak papa cydbotom duna
npoayXere pagHor BpemeHa HeKMmM pagHum gaHmma 8o 19 nam 20 yacosa.

TpyouTtn ce paa He pohe A0 cMmarberba AOCTYMHOCTM MOLWITAHCKUX YCAyra CTAaHOBHULLTBY
PEeTKO Hace/beHUX pypasHUX Haces/ba

Butn o0ba3pue no nutarty notpeda npepyseha U3 pypanHUx nogpydja Be3aHO 3a
BPEMEHCKY [OOCTYMHOCT MNOWTe rAge MNOoCToju KPYnMHWje Hecnarakbe Xes/ba Ca jeaHe MU

peanHoCTU ca Apyre cTpaHe



Introduction

The Regulatory Authority for Electronic Communications and Postal Services (RATEL), in
accordance with the applicable Postal Services Act, is obliged to monitor the development in the
field of postal services, take measures to improve and stimulate competition in the postal services
market, prescribe quality standards in the provision of postal services and monitor their
implementation, including the level of satisfaction of postal service users' needs. RATEL has
engaged the independent agency Smart+Research with the task of conducting research that
would include examining the satisfaction of postal service users' needs, including universal postal
services and express services. The research covered two target groups - individuals and legal
entities on a national scale.

Individuals

Most individuals are satisfied with the range of services offered by the Post of Serbia (76%).
At the same time, almost half see the need for the introduction of new services. Proposals for new
services are primarily aimed at improving functionality rather than addressing major deficiencies,
as satisfaction with the range of services would be significantly lower in that case. The most
frequently mentioned proposal relates to the introduction of (a greater number of) parcel lockers,
which can be considered as one form of solution to the problems cited by respondents — couriers
not delivering all the way to the door and issues with parcel reception (agreement on delivery
time/place). Parcel lockers are particularly attractive to the youngest age group (up to 29 years
old). Respondents used the open-ended question as an opportunity to emphasize the factors that
are important to them in postal services - fast and efficient functioning without queues, with

friendly staff and low service prices.

Services of hybrid mail, assistance services for eGovernment services, and services
targeting vulnerable population categories have been described to the individuals. It has been
assessed that the introduction of each of these services is important, with hybrid mail showing
relatively less significance (60%) compared to other proposed services (89% for eGovernment
services and 92% for services targeting vulnerable categories). There is a desire to continue
providing priority mail services despite their rare use. The same applies to the transportation of
large packages (60x50x50 cm), for which 87% believe that the Post of Serbia should provide. When

it comes to non-classical postal services such as payments and disbursements, practically the
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entire population (97%) believes they should be retained. The argument which is more often made
is that these services are important for whole population (97%) rather than just limiting their

importance to rural areas (27%).

In the past year, 59% of users of postal services experienced delays in the delivery of
letters/packages from the Post of Serbia. When interpreting the data, the recent strike should also
be considered. Most urban residents (80%) wouldn't mind if the delivery of mail wasn't done on

the same day the postman received the mail, but rather on the next working day.

Every fifth user of postal services sees the need for opening a post office closer to them,
while 85% are satisfied with the current proximity. The highest dissatisfaction is found in sparsely
populated rural areas (27%), and even 40% of this group believes that opening a closer branch is
necessary. When considering only users of services who see the need for opening a closer post
office (regardless of urbanity and mode of travel), the average time it takes them to reach the post

office is 15 minutes, with a preference for a time of 7 minutes.

Close to 1/3 of the population see the need to extend the working hours of the post office.
The expected extension is usually two or three hours beyond the current working hours, and the
greatest need for this extension is seen among Belgrade residents, and residents of rural areas

with higher population density.

Post office working on Saturdays is important for approximately 73% of urban residents.
On the other hand, the proposed working hours (Monday, Wednesday, Friday: 9.00-15.00,
Tuesday, Thursday: 13.00-19.00, Saturday: 9.00-13.00) are considered acceptable by only 47%.

Eliminating Saturdays with a minimum of 4 hours of work (with one day when working
hours would be until 17:00) would be acceptable for only 30% of urban residents, while the option
with 6 hours of work daily would suit half of them. Belgrade citizens evaluate these two proposals
more negatively. Introducing at least one day with slightly longer working hours (instead of 17:00,
until 19:00/20:00) seems like an attractive option that could potentially compensate for not

working Saturdays.
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There is a significant gap between the expectations of respondents from rural areas (a
minimum of 5 working days per week) and the offered options of a minimum of 1 or 2 working
days. For this reason, the proposed options are mostly negatively evaluated regardless of the
potential cost reduction/prevention of post office closures. Residents of rural areas with lower
population density give the most positive assessment to the proposal of a minimum of 2 days per

week with a minimum of 2 hours of work per day (acceptable for 44%).

The quality of mail and parcel services is rated with the highest marks (4 and 5 on a five-

point scale) in most cases (78% and 76%).

Most of the population have had experience with express service operators in the past
year (84%). Negative experiences with some of the operators were reported by 30% of express
service users. The most common complaints directed towards operators relate to delayed delivery
of shipments (59% of complaints), failure to deliver shipments to the door of the residence/house

(53%), and issues with handing over shipments (39%).

Citizens are insufficiently informed about initiating a complaint procedure (29%). Among
those who had experience with complaints (17% of users), positive experiences are twice as

common (38%) compared to negative ones (19%).

The existence of both courier service branches (83%) and parcel lockers (74%) near
respondents is deemed very important, although the importance of parcel lockers is slightly lower.
It can be indirectly concluded that the existence of parcel lockers is sufficient for most residents
in situations when the recipient is not at the address during delivery attempts. The possibility to
pay postage and cash on delivery amounts with payment cards is assessed as very important

(significant for about 74% of postal service users).
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Legal Entities

Approximately 3/4 of legal entities (74%) are satisfied with the range of services currently
provided by the Post of Serbia. Only 24% see the need for introducing new services. However, an
analysis of proposals for these services makes it clear that legal entities prioritize the improvement
of the functioning of existing services, especially when it comes to delivery delays and errors. As

with individuals, there is also a need for more parcel lockers.

Unlike individuals, who resist the discontinuation of priority mail, legal entities consider
this service less important to retain (37%). Another candidate for abolishment is addressed
advertising material, as only 17% consider the continuation of this service important.
Approximately two out of five legal entities have sent large-sized packages in the past year, and

three out of five believe it is important for the Post of Serbia to continue providing this service.

The importance rating for introducing hybrid mail is slightly lower compared to the rating
given by individuals (42%). Most legal entities consider it important to introduce services aimed

at vulnerable population groups (84%).

When sending letters/packages via Post of Serbia, as much as half of legal entities have
experienced delays in delivery in the past year. For 56% of respondents, a delivery time of 2 days
for mail would be satisfactory, while only 10% believe that letters should be delivered within one

day.

Most legal entities are satisfied with the proximity of their post office (87%), and an equal
number do not see the need to open a new one closer to them. Companies sending letters in
Belgrade are more satisfied with the proximity of the post office. On average, the time it takes to
reach the post office is 6 minutes, while the average maximum acceptable distance is 13 minutes
(regardless of urbanity and mode of travel), so it's not surprising that most legal entities do not
see the need to open a closer branch. The average distance of legal entities from the post office
is 3.8 kilometers, and the maximum acceptable distance is 7.3 kilometers. Legal entities who
come to the post office on foot typically cover an average of 0.5 kilometers, while those who

come by car cover 7.2 kilometers on average.
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If we consider only legal entities that see the need to open a closer post office, it can be
noticed that the average time it takes them to reach it is 11 minutes, while the preferred time is

5 minutes (taking into account all modes of travel).

A small percentage of legal entities see the need for longer post-office hours (11%), and
those who have this need expect a slight extension (1 or 2 hours more than the current working

hours).

Legal entities from urban areas are divided on the importance of Saturday work —
approximately an equal number (2/5) consider it important or not important. The same applies
to the proposed working hours (Monday, Wednesday, Friday: 9.00-15.00, Tuesday, Thursday:
13.00-19.00, Saturday: 9.00-13.00), which are acceptable for only 35% of companies. Saturday
work is considerably more important to physical entities (73%) compared to legal entities (40%).
A proposal that involves abolishing Saturday work and having a six-hour workday (with one day of

work until 17:00) would be acceptable to 45% of legal entities.

The proposal for a minimum of 4 hours per day is significantly less well-rated (acceptable
for 28%). The largest number of legal entities expects an eight-hour workday (41%), while 27%
would expect even longer working hours. Half of the legal entities would expect the post office to
work at least one day until 17:00, while the rest would want that time to be even longer — until

18:00, 19:00, or 20:00.

Companies from rural areas evaluate both proposals for counter hours extremely
negatively — the majority give the lowest ratings, indicating that the proposals are completely
unacceptable to them (2 days/1 day per week, 2 hours/3 hours per day). Their expectations lean

towards a five-day working week (77%) with working hours of at least 6 hours per day (62%).
Quality ratings of mail and parcel services are also high when evaluated by legal entities.

Almost all legal entities have used some of the express services in the past year. Slightly
more than 3/5 of legal entities (63%) did not have negative experiences with express service
operators. Regardless of the operator in question, the most common problems were related to

handing over parcels (communication with the call center/courier, 50% negative experiences),
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delayed delivery (64%), and couriers not delivering parcels to the door of the residence/house

(33%).

Legal entities are better informed than individuals about the process of initiating a
complaint procedure (54%), but there is still room for improvement. Out of 28% of legal entities
that had experience with complaints, approximately an equal number were satisfied or

dissatisfied with the way their complaints were handled.

The proximity of parcel lockers and courier service branches is slightly less important to
legal entities compared to individuals. Three out of five legal entities consider the proximity of a
courier service branch important, while the importance of proximity to parcel lockers is slightly

lower (about 1/2 of legal entities).
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Recommendations

Work on increasing the number of parcel lockers.

Introduce the possibility of paying postage and cash on delivery amounts by card upon
parcel delivery.

Introduce hybrid mail services, assistance with eGovernment services, and services aimed
at vulnerable population groups.

Work on resolving issues with courier delivery all the way to the door and parcel delivery
delays.

Consider discontinuing priority mail despite the desire of physical entities to retain it
(considering low frequency of use).

Educate the population and businesses about the process of initiating a complaint
procedure.

Consider abolishing addressed advertising material (1/3 of the population and 17% of legal
entities consider it important).

Do not abolish non-standard postal services such as payments and withdrawals, neither in
urban nor rural areas (as these services are important to urban population as well).
Delivery of mail on the next working day, rather than the same day the postman receives
it, is acceptable to 80% of the population.

Strive to maintain working Saturdays in urban areas. There are indications that a potential
alternative to compensate for the loss of working Saturday could be extending working
hours on certain weekdays until 7 or 8 p.m.

Try not to reduce the availability of postal services to residents of sparsely populated rural
areas.

Exercise caution regarding the needs of businesses in rural areas related to the working
hours of postal services, where there may be significant discrepancies between desires

and reality.
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