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YBop,

PerynaTtopHo Teno 3a eNeKTPOHCKe KOMyHUKaunje n nowTaHcke ycayre (PATE/), cxogHo
Baxkehem 3aKOHY O NOLWTAHCKUM ycayrama y odaBesu je ga npaTtv passBoj y 001acT NOLWTAaHCKUX
ycnyra, npegysvMma Mepe y uu/by yHanpehewa M MNOACTULAHA KOHKYPEHUMje Ha TPXKULWTY
MOLITAHCKMX yCayra, Nponucyje cTaHgapae Keanuteta y odaB/batby NMOWTAHCKMX YCayra U npaTu
FUXOBY MPUMEHY, YK/by4dyjyhn 1 cTeneH 3340B0/berba NOTPedA KOPMCHMKA MNOLWTAHCKUX YCAyTra.
PATE/T je aHrarkoBao He3aBUCHY areHumjy Smart+Research ca 3agatkom pga cnposege
UCTPaXKMBare Koje b1 08yxBaTUI0 UCMUTUBAHE 3340B0/bEHA NOTPEdA KOPUCHUKA MOLUTAHCKUX
ycnyra yr/bydyjyhu yHuMBeps3anHy MOLWTAHCKY YCAyry M eKkcnpec ycayre. UcTpaxkusarbem cy
odyxBaheHe ABe Uu/bHe rpyne — pusmndka amua (1200 ncnutaHmKka) v npaeHa anua (300 npaBHUX
/INLA) Ha HaUMOHaNHO penpe3eHTaTUBHUM y30pLUMMa. McTpakMBakbe je CNpoBeAeHO Y nepuoay

0g,05.12. 1o 31.12.2025.



®dusnuka nmuya

BehnHa KopUCHMKA yHMBEpP3asiHE MOLWITAHCKe ycayre je 3a40Bo/bHa &/M3MHOM nolTe
(87%), npn yemy cy KOPUCHULM U3 pypasHUX NoApPYydja Makbe ryCTUHE HacesbeHocTu y Behoj mepu
MCKa3aZIM He3aJo0BO/bCTBO O/IM3MHOM MoWTEe Yy OAHOCY Ha CTaHOBHWMKe ypOaHWX Hacesba.
MpUONNKHO YETBPTUHA KOPMUCHMKA CMaTpa Aa pagHO Bpeme noluTe y Kojoj Hajuewhe odassba
ycayre Huje ycknaheHo ca notpedama KOpUCHMKa, WTo Yelwhe HaBoae KOPUCHULM U3 PYyPaSHUX
nogpydja. Motpedy Aa nowTa paau cydbotom Bnam 70% dbuUsmnuKnx nnua, nocedHo KoOpUCHUUM 13

yp6aHux nogpydja n 3anocaeHu.

CreneH 3a40B0/bCTBA KBA/IMTETOM MPYXEHUX YCIyra je PenatMBHO BUCOK W Yy Cay4ajy
NMUCMOHOCHE M Y C/lydajy NaKeTCKe ycayre, y3 NpoceyHe oueHe Ha neTocTeneHoj ckaau og 4.04 3a
MMCMOHOCHE YC/IYTe M HELUTO HUMKE Y CyYajy NnakeTckmux ycayra (4.01) n HUCKMM NPOLEHTOM OHUX
KOju Cy OBUM acMeKTOM He3ag0Bo/bHU. HeraTMBHO MCKYCTBO ypy4unBarba NMcama u/muamv nakeTa og,
MowTe CpOuje ca 3aKaWreHEM Y MNPETXOAHMX FOAMHY AaHa MMano je 2 oa 5 KOPUCHMKaA
MOWTAHCKMX ycayra. Hajmare cnydvajeBa ypyuMBarba MOLWM/baKa Ca 3aKallkberem duno je y
3anagHoj 1 ueHTpanHoj Cpduju (33%), rae je 1 3a40BO/LCTBO KBA/IMTETOM MPYMKEHMX YCAYra HELWTO
Behe og npoceka (4.2), 40K je HajBMLIE HE3a40BO/bHUX 3abenexeHo y beorpaay (52%) 1, y cknaay
C TUM, U HUXe MPOCeYHEe OoUeHe KBa/uTeTa Npyxakba oBux ycayra (3.8). BehnHu KopucHuMKa
YHMBEpP3a/IHE MNOLUTAHCKE YCAyre MNPUXBaT/bMBO je A3 MM MOWW/bKA ca AOKyYMeHTOm Oyae
[OCTaB/bEeHA Y POKY 04, 2 AaHa, AOK cy mano GNeKCUOMAHUjU Kada je y NUTakby POK 3a ypyyere

NMaKeTa, Na je Taj POK y NPOCEKY Ay*U — oA 2 [0 3 AaHa o4 AaHa C/lakba NOLWKIbKE.

CKOpO CBM KOPUCHUUM CY Y NPETXOAHUX FOAMHY AaHA MMANU UCKYCTBO Ca onepaTtopuma
ekcnpec ycnyra (91%). Hajsehun &poj kopuctmno je ycnyre Post Express (80%), nonosuHa je
Kopuctuna ycnyre Bex Express (53%), HelwTo marbe o nonosuHe KopucHuka D Express (46%) u

Aks Express (44%), a TpehuHa je kopuctuna ycayre City Express (35%).
10% KOpMCHMKa NOLWTAHCKMX ycayra je umano npodnema ca owteherbem NOWUBKN.

MowwnsbKe ca podom ce Hajuewhe AOCTaB/bajy Ha aApecu KOPUCHUKA OBUX ycayra. Kaaa

HWUcy y moryhHOCTU Aa npey3my NOLM/bKY Ha aApecu cTaHoBakba, BehMHM HajBMwe oarosapa Aa



MM nowwnsbka ca podom dyae ypyyeHa y nowTn / nocnosHuum. Cneagehe antepHaTMBHO MECTO Koje
ce Hajuewhe HaBoau je agpeca y ONM3MHM CTaHOBAkba, AOK je NaKeTomaT Kao onuuja Ha

nocnegHkbem MecCcTty.

MonoBuHa KOPUCHUKa NOWTAHCKUX yCayra CMaTpa 4a 3a LeHYy eKcnpec nowTaHCKUX ycayra

nobuje ogrosapajyhu KBanuTer.

Kaga je y nuTarby BaXKHOCT pasnMuMTUX acneKaTa NOWTaHCKUX yCayra, pe3yataT nokasyjy
0a KOpUCHUUM Hajsehu 3Hayaj npuaajy UeHW ycayre m 6p3vHKM ypyderba, LITO YKasyje Ha
OOMUHAHTHY yaory epuKacHOCTM M eKOHOMMYHOCTU Yy M360py MOLITAHCKMX ycayra n ogabupy
MOLWITAHCKMX onepaTtopa. 6ar3nHa nowTe/NOCN0OBHULE OLEHEHa je Kao yMepeHOo BayKaH daKTop,
OOK je 61M3MHA nNakeTomaTta y MPOCEKY Marbe 3HayajHa, LWTO MOMXEe YKa3uBaTu Ha joll yBeK
OrpaHUYeHy HaBMKY WAWN AOCTYNHOCT OBOI MECTA 33 ypydyerbe mehy KOpMCHMLMMA. 3aM0CNeHu,
KOPUCHULM U3 ypbaHUX cpeanHa M BUCOKO obpa3oBaHM y Behoj mepu Harnawasajy b6p3uHy
ypy4yerba Kao BarkaH NnapameTap M3bopa 1 Bulle BpeaHyjy 6a1M3nHy nakeTomara, LWTO je y cknaay
ca sehom goctynHowhy oBe MHPPACTPYKTYpPE, AMHAMMUYHMMM HAYMHOM XKMBOTA WU yKasyje Ha
HbUxoBy Behy opujeHTaumjy Ka 6p3vm n GaekcmbunHum BuaoBMMA Mcnopyke. MonoBMHa
KOPUCHMKa NOLTaHCKUX ycayra (53%) uma UCKycTBO ca Kopuwherem naketomarta U olemyje ra
PEeNaTMBHO BUCOKOM Npoce4yHOM oLeHom (4.34), WTo yKasyje Ha NO3MTUBaAH A0XMB/baj OBe ycayre
mehy oHMMa Koju je Kopucte. Mehy OHMMA Koju [0 cada HUCY KOPUCTUIW MaKeTomaT, Kao
Hajuewhu pasnosun HaBoAe ce KOMMNJINKOBAHa Npoueaypa Kopuwhera, HeNocTojakbe NakeTomaTa

y 611M31HM UM M30cTaHak noTpebe 3a ToM ycyrom.

3a npekKo 2/3 KopuUCHUKa Kao ¢mM3nMuKkMx anua moryhHoct n3bopa oapeheHor aaHa nam
BpemMeHa [0CTaBe y3 A04aTHY HaniaTy je BaXKHO MaM Beoma BaxHo. Mehy wuma npeosnahyje
yp6aHO CTaHOBHUWTBO. [PeTe)KHO BMIUM HMBOM BAKHOCTW YKasyjy Ha MOCTOjatbe CEermeHTa
KOPWUCHMKa KOju uUeHe GNIeKCMBUAHOCT U CNPEeMHU cy Aa naaTe AoJaTHy ycayry pagu 6ose
npunaroheHocTn cBojum obaBesama, NpPU Yemy ce NPUXBaT/bMB M3HOC Kog BehuHe KOpPUCHUKA
Kpehe y okBupuma og, 10% Builue y ogHocy Ha noctojehy ueHy, 1 3a oapeheHun gaH v 3a ogpeheHo

Bpeme A0CTaBe.



KopucHuum y Bennkoj mepm npenosHajy 3Havaj moryhHocT npahera nolwmn/baka u ycayre
HajaBe NpeuusHUjer BpeMeHa ypyyewa, NpuM 4Yemy ce OBaj 3Hayaj nocebHO wucTMye mehy
3aMnoc/eHnMMa, BMCOKOOOPA30BaHMM W CTAaHOBHMUMMA YypdaHUX cpeguHa. YmepeHe Ao
M3HagnpoceyHe oueHe HaBeaeHMX ycnyra noTephyjy HMUXOBY BaXKHY ya0ry y NpoLuecy NaaHMpata
n npahera craTyca nowusbaka, NpPU Yemy je ycayra HajaBe npeuusHujer BpemeHa ypyyema
olLeHEeHa HEeLWTOo BULLIOM npocedyHom oueHom (4.12) y oaHocy Ha moryhHocT npahersa npeHoca

nowwusbke (3.79).

EneKkTpoHCKe cepBuMce 3a NOLWTAHCKe ycayre KOpUCTU PeaoBHO MM NOBPEMEeHO oKo 2/3
dU3MYKMX MLa, AoK 1/5 yonwTe He KopUcTU Takee ycayre. bes npodnema ce ca oBUM cepBUCMMa
CHanasu 62%, NpeTeXKHO KOPUCHMKA ca ypdaHor nogpyuyja Koje yjea4Ho M 3HauYajHO BULLIE KOPUCTU

OBY BPCTY NOLITAHCKMX YCAYra.

OKO TP YEeTBPTUHE KOPUCHMKA pefoBHO 00aB/ba KYNOBMHY MyTEM MHTEPHET NPOAaBHMLA.
3a 4 oa, 5 KOpPUCHMKa e-KynoBWMHe 3Ha4vajHa je moryhHOCT mM3dopa mM3mehy BMlLE MOLITAHCKUX
onepaTtopa, WTO yKa3yje Ha u3paxeHy notpedy 3a Behom dnekcndunHowhy u jauom
KOHKypeHUMjom y odnacTu aoctase. Buwe o nonosmHe cBUX KOPUCHMKA (61%) nctnye BaxKHOCT
onuuje nnaharba NOWTAapMHE U OTKYMHON M3HOCA NJIAaTHUM KapTuLama NpUanKom npey3mmarba
nowwun/bKe Ha agpecwu, wto ynyhyje Ha nocTojarbe MHTepecoBakba 3a yBohere 1 yHanpehere oBe

ycnyre.

CtaBoBM 0 Kopuwhery eNeKTPUYHMX BO3MAA Y TPAHCMOPTY NOLIM/baKa Cy NOAE/bEHM, NPU
Yyemy NoJI0BMHA KOPUCHUKA OBY Mepy CMaTpa 3Ha4yajHoM. MehyTum, CNpemMHOCT Ha NpuxBaTake
MOCKyrn/bera yciyra 380r Tora je OorpaHuWYeHa, jep Camo YEeTBPTMHA KOPWMCHUKA NoAp:KaBa

NocKyn/bere, n 70 00 10% BuLe y O4HOCY Ha aKTYesIHY LLeHY yCayre.

HeratMBHO WMCKYCTBO Ca MojeguHUM ornepaTtopuMma Mmano je 25% KOpUCHMKa ekcripec
ycnyra, Hajuewhe y Be3M ca Npeaajom MowWM/baKa, Kallkerem UCNOPYKe U HeAoCTaB/bakbem

nowwns/baka 4o BpaTta.

TpehuHa KopucHMKa nowTaHckux ycnyra (35%) je ynosHata ca HauMHOM MOKpeTahba
peKNamMaLMOHOr NoCTynKa. Peknamauymjy je nogHeno 45% KOPUCHMKA KOjU CYy MMAsIN HEraTUBHa
MCKYCTBa, AOO0K Mehy OHMMa ca WCKYCTBOM Yy Be3W ca peKknamauujama npeoBnaaaBa
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HEe3a40BO/bCTBO MCXOAOM MNOCTynKa. Hajuewhu pasnosum 3a HenogHolwere peknamauuja cy

HEOOCTAaTaK BpemMeHa, HenoBepeke Yy NO3UTUBAH UCXO4 U CNNOKEHOCT NOCTYNKa.



MNMpaBHa aMuya

MpaBHa nAnua cy BehMHCKM 3a40Bo/bHa O/M3MHOM MoWTe Yy Kojoj Hajuewhe KopucTe
nowTaHcKke ycayre (92%), a paHO Bpeme MoluTe NepuunuMpaHo je Kao Aodpo ycknaheHo ca
notpedama KopucHuKa (94%). MpaBHa nuua M3 ypdaHWX Haces/ba 3a[0BOJbHMjA CY pPagHUM
BpEMEHOM rMoliTe Yy Kojoj odaBssbajy nowTaHcke ycnyre (96%) oa npaBHUX NLA U3 PypPaTHUX
Hacesba (81%). C 0631MpoM Ha BUCOKO 3a40BO/bCTBO S/IM3MHOM U PaiHUM BPEMEHOM MNoLUTe, ABe
TpehuHe npaBHUX MLa He BUAM noTpedy Aa nowTa pagu cydoTom, AoK Tek 14% npaBHUX vua

CMaTpa pag nowute cydbOTOM BaXKHUM.

KBannTeT NMCMOHOCHE M MAKETCKe ycayre BUCOKO je ouerbeH — 58% npaBHMX Auua
ouemyje MMCMOHOCHY YCAYry HajBULIOM OLEHOM, a 54% HUX YMHM UCTO Yy CAy4ajy MaKeTcKe
ycnyre. Camo 7% KOPUCHWKA MUCMOHOCHE U 6% KOPUCHWKA MaKeTCKe ycnyre He3agoBOJbHO je
FUXOBMM KBaiMTeToM. Mana npeayseha oueryjy KBanuTeT MMCMOHOCHUX YC/Iyra OLLEHOM HeLTo
HUXKOM OZ, YKYMNHOT NpOCeKa y3 NpoceyHy oueHy 4.25. NocmaTpaHo ca acnekTa NakeTCKUX ycayra,
npeayseha y ApKaBHOM BNACHWULITBY OLEHYjy HWMXOB KBA/IMTET BULIOM MPOCEYHOM OLLEHOM

(4.81) y nopehetby ca npeaysehmuma y npuBaTHOM BAacHUWTBY (4.24).

Mpuankom cnarba NUcama uam naketa npeko Mowte Cpbuje, 29% npaBHUX AMUa je Y
NPeTXoAHUX roguHy AaHa MMano MCKYCTBA Ca Kallkerem nowusbaka. OBO ce ncTMye Kao
npodnem, jep npaBHa Nmua BehUHCKM cmaTpajy Aa je ypyverse NoLK/bKe Y POKY Of jeAHOT 40 ABa
AaHa NpuxBaT/bMBO. Y caydajy nucama, 26% npasHUX UL OYeKyje AOCTaBy Yy POKY of, jeaHor
AaHa, a 56% y poKy oa ABa AaHa. [loctaBa NakeTa y POKy oA jeaHOr AaHa NPUXBaT/bMBa je 3a 27%
nNpaBHUX NNLA, AOK OKO MOMOBUMHE HUX CMATpa Aa je ypyderbe Naketa y poOKy o4 ABa AaHa

npUMepeHo.

CKopO cBa NpaBHa NML,A KOPUCTUAA CYy eKCNpecC yCayre y NPoTeKAMX roguHy AaHa. Hajsehu
dpoj KopuctHo je ycnyre Post Express (82%), AOK je marbe of nonosuHe Kopuctuao Aks Express
(45%) v Bex Express (44%). TpehuHa npaBHMX n1ua Kopuctuna je ycnyre City Express (34%) nnm D
Express (34%).



MpueaTtHa npeayseha y Behoj mepu KopucTe ekcnpec ycnyre Aks Express (48%), Bex (46%),
City Express (37%) n D Express (36%) oa apaBHux. Mpeayseha Koja ce daBe Npon3BoaHOM cy Y
Behoj mepn kopuctuna ycnyre Aks Express (59%), City Express (50%) w D Express (49%) y
NPOTEKNUX FOAMHY AaHa, AOK cy ce npeay3eha Koja ce daBe yCNyKHUM AeNaTHOCTUMA Y MakbOj

Mepu oanyydnBana Ha Kopuwhere ycayra Aks Express (32%).

12% npaBHMX Anua MMmano je npodneme ca owTeherem nowwnsbaka jep Huje Aoduno
aflekBaTHe MHbopmaLMje 0O NPaBUNHOM NAKOBaky OZ MOLTAHCKOr onepatopa. OBaj npodnem
3acTyn/beHuju je mehy npeaysehmuma y npuaTHomM BnacHUwWTBY (13%) 1 npeaysehuma Koja ce

baBse TprosuHom (19%).

Buwe op Tpu yeTBpTMHE npaBHUX nuua (77%) HaBoan ga dapem MNOHEKad KOpwUCTU
€/1eKTPOHCKe CepBUCE 3a NOLITAHCKE YCayre Koju 3axTeBajy ynoTpedy TenedoHa nam padyHapa, a
ABe NeTUHe HUX TO YMHM peaoBHO. Buwe oa nonosuHe npepyseha Koja ce daBe TProBMHOM
KOPUCTU eNEeKTPOHCKe NolUTaHCKe cepBuce peaoBHO (56%), AOK To YMHM camo 28% npeayseha
Koja ce daBe yCnyKHUM AenaTtHoCTUMa. YnoTpeda eIeKTPOHCKUX CEPBUCA Makbe je 3acTymn/beHa y
pypanHum cpeamHama, rae 42% npeayseha HMKaga He KOPUCTU €1EKTPOHCKE MolTaHcKe
cepBuce. ENeKkTpoHcKkM cepBucu aodpo cy npunaroheHn KopucHuuMma — BehuHa ce ca buma
cHanasun de3 npodnema (71%), a camo 8% HaBoan Aa MM je ynoTpeda eNeKTPOHCKMX cepBuca

AeNTMMNYHO UK BEOMa KOMMNTIMKOBAHa.

Bp3nHa ypydyerba HajBa*KHMjW je acMeKT MNOoLUTaHCKe ycayre — Yak 74% npaBHUX Mua
cMaTpa je BeoMa BaXHOM, ca NMPOCEYHOM OueHOM BarkHocTu 4.67. LleHa ycnyre apyru je
HajBaHWju napameTap (4.20), a damM3nHa nowTe/nocnosBHULLE Hanasu ce Ha Tpehem mecty (3.96).
BavM3MHa nowTe/nOCNOBHULE Yy MNPOCEKY je BaHWja MNpaBHUM Auumma u3 npegyseha y

AP*KaBHOM, a Matbe BaXkHa npegy3ehmnma y npnBaTHOM BAACHULLTBY.

Ckopo age TpehuHe NpaBHMX ML,A CMaTPa A3 je O4HOC LEHE U KBAaMTETA eKCrpec ycayra

Ha jeiHAaKOM HMBOY, a CKOpO neTnHa (17%) cmaTpa Aa je KBaAWUTeT Ha BMLLEM HWMBOY Y OAHOCY Ha

LEeHy.

MoryhHocT agpecoBarba MOWMU/bKE Ha MAKETOMAT peneBaHTHa je CBakOM [JeceTom
npasHom cydjekTy (11%), a 3HauajHuja je npaBHUM cydjekTMMma M3 ypdaHux Haceba (12%).
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Opadup paHa AocTaBe HewTo je BaKHWjUM oA, ofdadupa BpemeHa JocTaBe (npoceyHa oueHa
Ba)KHOCTM AaHa gocTaBe: 3.24; NpoceyHa OLeHa BaXKHOCTM BpemeHa gocTtase: 3.08). MpaBHa nnua
Kojuma cy aaH goctase u moryhHocT ogadupa BpemeHa AOCTaBe Ba*KHW CNpemMHa cy ga 3a Ty

ycayry goaaTtHo nnate ao 10%.

Kaga ce roBopu o moryhHocTn npahera NOWW/bKM, 33 NPEKO NOJIOBUHE MPaBHUX NLA
npahewe npeHoca je Beoma BaxkHO (56%), OoK ABe netuHe (42%) HaBoAW Aa MM je HajaBa
npeuMsHoOr BpemeHa ypyyera Beoma BaxHa. MoryhHocT npaherba nowuns/baka y NPOCEKy je

peneBaHTHWja Manum npeagysehuma, npegysehnma us beorpaga v gpyrmx ypdaHux Hacesba.

Buwe op nonosuHe npaBHUX Auua (55%) nogprkaBa WMHUUMjaTUBY Aa MNOLUTAHCKU
onepaTopu KopucTe eNeKTPUYHa BO3UAA Y UW/bY CMatberba 3arahera, ann Tek TpehuHa hux
(32%) cmaTpa MNocKyn/bere MOLUTAHCKMX YCAyra MPUXBaT/bMBMM NOZ OBMM OKOJIHOCTUMA. Y

npoceky, nockynsbere Ao 10% 3dor ynotpede enekTpuyHMX Bo3nia cmaTpa ce NPUMeEPEHUM.

Kapa je pey o peknamaumjama, NoN0BUHA NPaBHMX LA HaBoAM Aa je MHbopmMMcaHa o
npoueaypw 3a NOKpeTakbe peKknamaumoHor noctynka. lNpeko ase TpehuHe npasHux auua (70%)
HWje MMano HeraTUBHWX MCKYCTBa Ca oMnepaTopuMma ekcrnpec ycayra. Hajuewhu npodnemu ca
ornepaTtopuma reHepasHO OAHOCU/IN Cy Ce Ha Kallktbere Moluu/baka (56%), AOK je ABe neTuHe
NpPaBHUX NLA UCKYCMNO0 Npodneme ycneq ryduTka nownsbKke. HeraTuBHa MCKycTBa 04HOCKANA CY
Ce U Ha YNHEHULY Aa KYPUPU He A0CTaB/bajy NOLIM/bKE A0 NOCNOBHMX NpocTtopuja (29%), Kao m

Ha owTehera Nown/bKe TOKOM npeHoca (26%).

Ckopo gBe TpehuHe (64%) npaBHUX NMUA KOja CY MMasa HeraTMBHMX WCKyCTaBa ca
ornepaTtopuma ynoXKu/IO0 je peknamauujy, a Ase TpehnHe bUx HaBoaM Aa je 33[0B0/bHO HAYMHOM
pelwaBatba PEKMAMAUMOHOr MOCTynKa. lpaBHa /MuUA Koja HUCY MOKPEHY/Ma PeKNamMaLMOHU
MOCTynak NocTynuaa cy TaKo jep Hucy duna curypHa y nosutuBaH mucxon (46%) wnu ycnep

HeZlocTaTKa BpemeHa (24%).



Mpenopyke

v' Pagutu Ha yHanpehery dp3uHe v Noy3aaHoOCTM A0CTaBe Nucama u NnakeTa, jep ce oBaj
acneKT nsgBaja Kao HajBa*KHUjU M Koa GU3MUKMUX M Koa NPaBHMX Anua. 3a dM3MyKa Anua,
nocedaH ¢GoOKyc CTaBUTM Ha CMatbeHE Kalherba Yy beorpagy M jacHoO KOMyHUUMPATU
peanHe poKoBe gocTtase (2 gaHa 3a AOKYMeHTa, 2—3 gaHa 3a nakete). 3a npaBHa uua,
NPUOPUTET je Noy3AaHo ypydere Yy poky o 1-2 gaHa, c 003Mpom Ha yyecTasia HeraTUBHa

MCKYCTBA Ca KallkberMMa.
v 3agpaTv pag nowrTa cyboTom y ypdaHUm cpeamHama.

4 prp,MTM ce da He p,ohe A0 CMakberba AOCTYNMHOCTU NOWTAHCKUX yCayra CTaHOBHULUTBY Ha

noApyyjy Mare rycTuHe HacesbeHocTH (ucnog 250 somahuHcTasa).

V' PaguTi Ha NPOMOLMjM NaKeToMaTa Kao afiTepHaTUBHE Onuuje 3a 40CTaBy NOLWM/baKa KPo3
60/by MHPOPMUMCAHOCT O HaunHy ynotpede u Npolnpere mpexe, nocedHo BaH ypdaHux

cpeauHa.

v' ¥YBectn moryhHocT nnaharba nowTapuHe M OTKYMHOr M3HOCa KapTULOM MPUINMKOM

npeaaje/ypyyerba NownsbKe Ha agpecu.

v\ Harnacutu 3Hauyaj AUrMTanHMX NOLUTAHCKMX yCayra, npe cBera Kaja je ped o npahery
noLwmn/baka 1 NOKPeTakby peKAamMaLMoHOr NocTynKa. [poMoBMcaTH AUTMTaNHE CEPBUCE U
nojeiHOCTaBUTU HbMxoBY ynoTpedy, y3 uHPopmucarbe O AOCTYNHUM ¢yHKuujama. Y
C/lyyajy NpaBHWUX NMLA, UcTahu gurnTanHe anate Kao CPeacTBO 3a ylwTedy BpemeHa M

eduMKacHUje nocnoBambe, YK/bydyjyhn 1 nogHowere peknamaumja.

v' YBecTv cTaHAapAHe CMepHULUE 3a NPaBuIHO NakoBakbe nowusbaka y dopmu namonera,
noctepa WAM EeNeKTPOHCKMX MOACETHUKA Yy LM/by CMatbera ydyecTanoctu owTtehema

NOoLWKn/bakKa.

v TMNocToju noTeHumjan 3a yBoherbe ycayre gocTaBe MOWW/BKU Yy yHanpes AedpuHUCaHOM
TEPMUHY, anWn je HEeOMXOoAHO MNaX/bMBO AedMHMCATU HUBO AOAATHE HamniaTe Kako 6u

ycnyra 6una npuxeat/buBa LWMPEM KPYry KOPUCHUKA. Kaga je pey o pU3MUKUM nnmumma,
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npenopyyeHn mnsHoc yeseharba ueHe je oko 10%, a Kaga je pey O MpPaBHUM JIMLUMA,

npeanoxeH usHoc je 10-12%.

MHPOpMMCATU KOPUCHWMKE O HaAuMHy pellaBatba PeKnaMauMoHOr nocTynka. Y cayyajy
NPaBHUX ML, GOKYC CTaBUTU Ha ePUKACHOCT M OP3MHY pellaBatba peknamaumja, y3

HarnawaBake AUrMTaHUX KaHana Kao onakwasajyher dpakTopa.

JacHO M KOHTUHYMPAHO KOMYHULMPATK OAHOC LIeHE M KBaNUTETa yCayra NpaBHUM IMUMMA,
jep ce ogHoc BehMHCKM nepumnupa Kao ypaBHOTEXKEH, Kako OM ce A0AaTHO y4yBpPCTUO

noBepere 1 onpasgana CTPYKTypa LeHa.
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Introduction

The Regulatory Authority for Electronic Communications and Postal Services (RATEL), in
accordance with the applicable Law on Postal Services, is obliged to monitor developments in the
field of postal services, undertake measures aimed at improving and fostering competition in the
postal services market, prescribe quality standards for the provision of postal services and monitor
their implementation, including the level of satisfaction of the needs of postal service users. RATEL
engaged the independent agency Smart+ Research to conduct a study examining the extent to
which the needs of postal service users are met, including universal postal services and express
services. The study covered two target groups — individuals (1,200 respondents) and legal entities
(300 legal entities), based on nationally representative samples. The research was conducted in

the period from December 5 to December 315, 2025.
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Individuals

Most users of universal postal services are satisfied with the proximity of post offices
(87%). However, users from rural areas with lower population density more often express
dissatisfaction with post office proximity compared to residents of urban areas. Approximately
one quarter of users believes that the working hours of the post office they most frequently use
are not aligned with users’ needs, a view more commonly expressed by users from rural areas.
The need for post offices to operate on Saturdays is recognized by 70% of individuals, particularly

users from urban areas and employed respondents.

The level of satisfaction with the quality of services provided is relatively high for both
letter-mail and parcel services, with average ratings on a five-point scale of 4.04 for letter-mail
services and slightly lower for parcel services (4.01), and a low share of dissatisfied users. In the
past year, 2 out of 5 postal service users had a negative experience involving delayed delivery of
letters and/or parcels by Post of Serbia. The fewest cases of delayed deliveries were recorded in
Western and Central Serbia (33%), where satisfaction with service quality is slightly above average
(4.2), while the highest level of dissatisfaction was recorded in Belgrade (52%), accompanied by
lower average service quality ratings (3.8). For the majority of users of universal postal services, it
is acceptable for a document shipment to be delivered within 2 days, while they are somewhat
more flexible when it comes to the delivery timeframe for parcels, so this deadline is on average

longer—between 2 and 3 days from dispatch.

Almost all users have had experience with express service operators in the past year (91%).
The largest number used Post Express services (80%), half used Bex Express services (53%), slightly
less than half used D Express (46%) and Aks Express (44%), while one third used City Express

services (35%).
10% of postal service users experienced problems with damaged shipments.

Shipments containing goods are most often delivered to users’ home addresses. When

users are unable to receive shipments at their residence, most prefer delivery at a post
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office/branch. The next most frequently mentioned alternative location is an address near the

place of residence, while parcel lockers are ranked last as an option.

Half of postal service users believe that the price of express postal services corresponds to

the quality received.

When it comes to the importance of various aspects of postal services, the results show
that users attach the greatest importance to service price and delivery speed, indicating the
dominant role of efficiency and cost-effectiveness in the choice of postal services and the selection
of postal operators. The proximity of a post office/branch is assessed as a moderately important
factor, while the proximity of parcel lockers is, on average, less significant, which may indicate still

limited habits or availability of this delivery point among users.

Employed users, users from urban areas, and highly educated users place greater
emphasis on delivery speed as an important selection parameter and assign higher value to the
proximity of parcel lockers. This is consistent with greater availability of this infrastructure and a
more dynamic lifestyle and indicates their stronger orientation towards fast and flexible delivery
options. Half of postal service users (53%) have experience using parcel lockers and rate them with
a relatively high average score (4.34), which points to a positive perception of this service among
those who use it. Among users who have not yet used parcel lockers, the most frequently cited
reasons are a complicated usage procedure, the absence of parcel lockers nearby, or a lack of need

for this service.

For more than two thirds of individual users, the possibility of choosing a specific delivery
day or time for an additional fee is considered important or very important. Urban users
predominate among this group. Predominantly higher importance levels indicate the existence of
a segment of users who value flexibility and are willing to pay extra for better alignment with their
obligations, with the acceptable additional amount for most users being up to 10% higher than

the existing price, both for selecting a specific delivery day and a specific delivery time.

Users largely recognize the importance of shipment tracking and the service of more
precise delivery time notifications, with this importance being particularly pronounced among
employed users, highly educated users, and residents of urban areas. Moderate to above-average
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ratings of these services confirm their important role in the process of planning and monitoring
shipment status, with the service of precise delivery time notification receiving a slightly higher

average rating (4.12) compared to shipment tracking (3.79).

Electronic postal services are used regularly or occasionally by around two thirds of
individuals, while one fifth does not use such services at all. A total of 62% of users report no
difficulties in using these services, predominantly users from urban areas, who also make

significantly greater use of this type of postal service.

Approximately three quarters of users regularly shop via online stores. For four out of five
e-commerce users, the possibility of choosing among multiple postal operators is important,
indicating a pronounced need for greater flexibility and stronger competition in the delivery
sector. More than half of all respondents (61%) emphasize the importance of the option to pay
postage and cash-on-delivery amounts by payment cards upon receipt of the shipment at the

address, which points to interest in introducing and improving this service.

Attitudes toward the use of electric vehicles in shipment transport are divided, with half
of users considering this measure important. However, willingness to accept service price
increases as a result is limited, as only one quarter of respondents support an increase, and only

up to 10% compared to the current service price.

Negative experiences with certain operators were reported by 25% of express service
users, most commonly related to shipment acceptance, delivery delays, and failure to deliver

shipments to the door.

One third of postal service users (35%) are familiar with the procedure for initiating a
complaint process. Complaints were submitted by 45% of users who had negative experiences,
while dissatisfaction with the outcome predominates among those with experience related to
complaints. The most common reasons for not submitting complaints are lack of time, distrust in

a positive outcome, and the complexity of the procedure.
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Legal Entities

Legal entities are largely satisfied with the proximity of the post office where they most
frequently use postal services (92%), and the post office working hours are perceived as well
aligned with users’ needs (94%). Legal entities from urban settlements are more satisfied with the
working hours of the post office where they use postal services (96%) than legal entities from rural
settlements (81%). Given the high level of satisfaction with post office proximity and working
hours, two thirds of legal entities see no need for post offices to operate on Saturdays, while only

14% of legal entities consider Saturday operations important.

The quality of letter mail and parcel services is rated highly—58% of legal entities give the
highest rating to letter mail services, and 54% do so for parcel services. Only 7% of letter mail
users and 6% of parcel service users are dissatisfied with service quality. Small enterprises rate
the quality of letter mail services slightly below the overall average, with an average score of 4.25.
From the perspective of parcel services, state-owned enterprises rate service quality higher on

average (4.81) compared to privately owned enterprises (4.24).

When sending letters or parcels via Post of Serbia, 29% of legal entities experienced
shipment delays in the past year. This is highlighted as a problem, as legal entities predominantly
consider delivery within one to two days acceptable. For letters, 26% of legal entities expect
delivery within one day, and 56% within two days. Parcel delivery within one day is acceptable for

27% of legal entities, while about half consider parcel delivery within two days appropriate.

Almost all legal entities used express services in the past year. The largest share used Post
Express services (82%), while fewer than half used Aks Express (45%) and Bex Express (44%). One

third of legal entities used City Express (34%) or D Express (34%) services.

Private enterprises make greater use of Aks Express (48%), Bex Express (46%), City Express
(37%), and D Express (36%) services compared to state-owned enterprises. Manufacturing
enterprises made greater use of Aks Express (59%), City Express (50%), and D Express (49%)
services in the past year, while enterprises engaged in service activities used Aks Express services

to a lesser extent (32%).
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Shipment damage due to not receiving adequate information on proper packaging from
the postal operator was experienced by 12% of legal entities. This issue is more prevalent among

privately owned enterprises (13%) and enterprises engaged in trade (19%).

More than three quarters of legal entities (77%) report using electronic postal services that
require the use of a phone or computer at least occasionally, while two fifths use them regularly.
More than half of trading enterprises regularly use electronic postal services (56%), compared to
only 28% of service-sector enterprises. The use of electronic services is less common in rural areas,
where 42% of enterprises never use electronic postal services. Electronic services are well adapted
to users’ needs—most users handle them without difficulty (71%), while only 8% report that using

electronic services is partially or very complicated.

Delivery speed is the most important aspect of postal services—74% of legal entities
consider it very important, with an average importance rating of 4.67. Service price is the second
most important parameter (4.20), while proximity of the post office / branch office ranks third
(3.96). On average, proximity of the post office / branch office is more important to state-owned

enterprises and less important to privately owned enterprises.

Almost two thirds of legal entities believe that the price—quality ratio of express services

is balanced, while nearly one fifth (17%) consider service quality to be higher than the price.

The option to address shipments to parcel lockers is relevant for one in ten legal entities
(11%) and is more significant for legal entities in urban settlements (12%). Selecting the delivery
day is slightly more important than selecting the delivery time (average importance rating for
delivery day: 3.24; for delivery time: 3.08). Legal entities for whom the delivery day and the option

to choose the delivery time are important are willing to pay up to 10% extra for that service.

Regarding shipment tracking, for more than half of legal entities tracking the shipment is
very important (56%), while two fifths (42%) state that notification of a precise delivery time is
very important. Shipment tracking is on average more relevant for small enterprises and

enterprises located in Belgrade and other urban settlements.
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More than half of legal entities (55%) support the initiative for postal operators to use
electric vehicles to reduce pollution, but only one third (32%) consider an increase in postal service
prices acceptable under these circumstances. On average, a price increase of up to 10% due to

the use of electric vehicles is considered appropriate.

When it comes to complaints, half of legal entities state that they are informed about the
procedure for initiating a complaint process. More than two thirds of legal entities (70%) have not
had negative experiences with express service operators. The most common problems with
operators generally relate to shipment delays (56%), while two fifths of legal entities experienced
issues due to shipment loss. Negative experience also included couriers not delivering shipments

to business premises (29%) and shipment damage during transport (26%).

Nearly two thirds (64%) of legal entities that had negative experiences with operators
submitted a complaint, and two thirds of them report satisfaction with the way the complaint
process was resolved. Legal entities that did not initiate a complaint procedure most often

refrained from doing so due to uncertainty about a positive outcome (46%) or lack of time (24%).
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Recommendations

v' Work on improving the speed and reliability of letter and parcel delivery, as this aspect
stands out as the most important for both individuals and legal entities. For individuals,
place particular focus on reducing delays in Belgrade and clearly communicating realistic
delivery timeframes (2 days for documents, 2—3 days for parcels). For legal entities, the
priority is reliable delivery within 1-2 days, given the frequent negative experiences with

delays.
v' Maintain Saturday operations of postal offices in urban areas.

v’ Efforts should be made to prevent a reduction in the availability of postal services for the
population residing in sparsely populated rural settlements (with fewer than 250

households).

v" Promote parcel lockers as an alternative delivery option by improving user awareness of

how they are used and by expanding the network, especially outside urban areas.

v’ Introduce the option to pay postage and cash-on-delivery amounts by card at the time of

pickup/delivery at the address.

v' Emphasize the importance of digital postal services, particularly shipment tracking and the
initiation of complaint procedures. Promote digital services and simplify their use, while
informing users about available functionalities. For legal entities, highlight digital tools as
a means of saving time and improving operational efficiency, including the submission of

complaints.

v Introduce standard guidelines for proper shipment packaging in the form of pamphlets,

posters, or electronic reminders to reduce the frequency of shipment damage.

v There is potential for introducing a scheduled delivery service within a predefined time
window; however, it is necessary to carefully define the level of additional fees to ensure
the service is acceptable to a broad range of users. For individuals, the recommended price

increase is around 10%, while for legal entities the proposed increase is 10-12%.
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v Inform users about the complaint resolution process. For legal entities, place particular
focus on the efficiency and speed of complaint handling, emphasizing digital channels as

a facilitating factor.

v’ Clearly and continuously communicate the price—quality ratio of services to legal entities,
as this ratio is predominantly perceived as balanced, in order to further strengthen trust

and justify the pricing structure.
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