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Introduction

INTRODUCTION

Words such as "global”, "information”, "technological" are often used whenever one describes
modern society.

There is no doubt that the use of the Internet and other forms of modern communication,
particularly over the past 15 years, has ceased to be a mere "status symbol" and become a
necessary tool for individuals, organizations or larger communities and the Government.

This technology does not only requires the acquisition of new knowledge for dealing with
necessary modern forms of communication, but it also establishes new standards, creates
new habits and has a strong influence on current social relations.

The Statistical Office of the Republic of Serbia (SORS) carried out in 2004 a pilot survey on
the use of information and communication technologies in organizations involved in banking
and insurance. The primary aim of the project was to test methodologies and tools and
prepare the implementation of similar and regular surveys on households and the economy.

This year SORS conducted two surveys on ICT. The first relates on households and
individuals and the second on enterprises.

The surveys were realized in the Republic of Serbia in compliance with Eurostat
methodologies. Data for the autonomous province of Kosovo and Metohia are not available for
UNMIK, as UN representative, has established civil administration on this territory.

The year 2005 was taken to be the reference period for a selection of questions, and the three
months preceding the telephone interview that for the other set of questions.

The survey relating to households was carried out on a two-stage sample, which was stratified
according to the criterion of urban characteristics. The sample was allocated to territories of
Central Serbia (Belgrade excluded), Vojvodina and Belgrade, proportionally to the number of
households. It covers 1200 households and 1200 individuals. The survey was realized by
telephone, within which indirect interview was allowed (someone else answers the questions
on the behalf of the absent person).

The survey relating to enterprises was conducted by telephone on a sample stratified by size
and activity. It covered 600 enterprises.

We hope that this publication will render to users a sufficient amount of data on the current
situation in the domain of information and communication technologies, and that it will serve
as a good base for further improvements.
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Part 1

Usage of information and communication technologies in
households / by individuals in the Republic of Serbia, 2006

1. Devices in households
2. Percentage of households owning a computer, by type of locality
3. Percentage of households owning a computer, by amount of income
4. Is the household connected to the Internet at home?
5. Percentage of households being connected to the Internet, by type of locality
6. Percentage of households being connected to the Internet, by amount of income
7. Devices enabling the connection to the Internet
8. Type of Internet connection
9. Why the household is not connected to the Internet?
10. When did you last use the computer?
11. Share of computer users (within the last three months), by level of educational
attainment
12. Structure of education of computer users
13. Share of computer users (within the last three months), by employment status
14. Use of computers (within the last three months), by sexe and age
15. In average, how often did you use the computer within the last three months?
16. Do you use the mobile telephone?
17. Share of mobile telephone users, by level of educational attainment
18. Share of mobile telephone users, by employment status
19. To what extent have you replaced the use of the traditional postal services by sending
messages via mobile telephone?
20. When did you last use the Internet?
21. Share of Internet users (within the last three months), by level of educational
attainment
22. Structure of education of Internet users
23. Share of Internet users (within the last three months), by employment status
24. In average, how often did you use the Internet within the last three months?
25. Use of the Internet (within the last three months), by sexe and age
26. To what extent have you replaced the use of the traditional postal services by sending
e-mails via the Internet?
27. Do you have an e-mail address (private of official)?
28. For what activities (for personal purposes) did you use the Internet within the last three
months?
29. Would you be interested in using the Internet services of public administration instead
of making personal contacts?
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30.
31.
32.

33.
34.

35.
36.
37.

10.
11.
12.
13.
14.
15.
16.
17.
18.
19.

Why don’t you use the services of public administration?
Out of the following, what did you do via the Internet?

When did you last buy/order goods or services via the Internet (for personal
purposes)?

What kind of goods or services dis you order via the Internet (for personal purposes)
within the last 12 months?

Why didn’t you buy/order any goods or services (for personal purposes) via the
Internet within the last 12 months?

Which of the following computer activities have you already performed?
which of the following Internet activities have you already performed?
Where and how have you acquired skills for performing these activities?

Part 2

Usage of information and communication technologies in

enterprises in the Republic of Serbia, 2006

Does your enterprise use computers for business operations?
Share of employees that use computers at least once a week

Are there any employees in your enterprise that have access to the computer system
when away from their work place?

Does your enterprise encounter difficulties when hiring ICT skilled workers (from basic
to professional level)?

Does your enterprise use the following information and communication technologies?

Does your enterprise use IT systems for managing operations relative to orders
placement and receipt?

To what extent your enterprise replaced the use of traditional mail with electronic
means in communicating with customers and other enterprises in the last five years?

Does your enterprise have access to Internet?

Share of employees that use Internet at least once a week

Does your enterprise use some of the following external connections to Internet?
The purpose of Internet use in your enterprise

Does your enterprise use e-government services?

Purpose of using e-government services

Does your enterprise have website?

Does your enterprise provide the following services through website?
Does your enterprise use the following data protection systems?

Did your enterprise order goods/services through Internet in 20057
The share of Internet purchases in all purchases in 2005

Did your enterprise receive orders by Internet in 2005?
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Households/individuals

1.1. METHODOLOGY

Realization:

Type of survey:

Sample size:

Target population:

Type of sample:

Territory surveyed:

e The survey was carried out from September 13 to 23, 2006

e Telephone survey

¢ 1200 households
e 1200 individuals

e For households: the target population covers all households with

at least one member aged between 16 and 74;

e For individuals: the target population covers all individuals aged

between 16 and 74

e Two-stage, stratified sample

o Territory of the Republic of Serbia (Kosovo and Metohia

excluded)
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Methodology m“

1.2. SAMPLE

The survey on the usage of information and communication technologies in households was
carried out on a representative sample of 1200 households on the territory of the Republic of
Serbia. The response rate is 96% (1157 households).

Households
. Type of
Income Region household
Sample g
(households) 5] e
S S = n g ®
o o — = o
og 0 ©9 ©4 e 2 < c —
=S g5 &5 § & € £ S
S ®m o6m o > @ 5 &
Number 658 410 89 566 294 297 734 423 1157
% 56.9 354 7.7 489 254 25.7 63.4 36.6 100.0

The same sample was also used for individuals aged between 16 and 74 living on the territory
of the Republic of Serbia. The response rate is 96% (1157 individuals).

Persons
Age Sex Education Employment status
)
55 i<y I
£ g S 3 2
[} S > > T
- @ E g ‘g % .§~ %: c
b=} =
I &3 3 3 I R , 8555 & & E 3 3
. \ ) \ . . = E =28 S % g. ] S 2
S &8 8 ¢ B8 8 = £ 3S8&6 £ o 5 &b 6
Number 212 223 207 205 132 178 536 621 263 642 252 427 289 99 342 1157

% 181 193 179 177 114 154 463 537 227 555 218 369 250 86 295 100.0
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Households/individuals

1.3. MAJOR FINDINGS

1.3.1. Devices in households

Respondents were offered to give several answers to questions regarding devices in the
household. It occurs from the survey that 95.7% households have a TV set, 30% have cable TV,
and 6.7% have satellite TV.

[ 71.2% households own a mobile telephone ]

There are 86.5% households that have a fixed telephone line, 71.2% households a mobile
telephone, and 1.5% households own a laptop.

Graph. 1.1. Devices in households

~

Laptop] 1.5%
PIaystationsD 2.8%

Satellite TV :I 6.7%

Internet via mobile phone (GPRS, WAP) 9.0%

Personal computer (PC) 26.5%

Cable TV 30.2%

Mobile phone 71.2% |
Fixed telephone line 86.5% |
TV 95.7%

1.3.2. Computers in households

The main results stemming from this survey show that 26.5% of households in the Republic of
Serbia own a computer. The percentage of computers in households varies depending on the
territorial unit: in Belgrade it amounts to 30.7%, in Vojvodina to 29.6%, and in Central Serbia to
22.7%.

[ 26.5% of households own a computer ]

Differences are also evident when one compares the percentage of computers in urban and
rural areas of Serbia: 31.6% and 18.8% respectively.
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Major findings

Graph. 1.2. Percentage of households having a computer, by type of locality

Rural | 18.8%

Urban 31.6%

However, the largest gap regarding the percentage of computers in households has been seen
in the structure of households according to monthly income. In general, households which
income is over 600 euros (65.9%) own a computer, while the share of those with an income up
to 300 euros amounts to 15.7%.

[ 15.7% of households with an income of 300 Euros own a computer ]

Graph 1.3. Percentage of households that own a computer, according to the
amount of income

Up to 300 Euros | 15.7%

300 - 600 Euros 43.9%

600 and over 65.9%

1.3.3. Internet in households

In the Republic of Serbia, 18.5% of households are connected to the Internet, while 81.5% of
them are not.

[ 18.5% of households are connected to the Internet ]

Graph. 1.4. Is the household connected to the Internet at home?

YES
18.5%

NO
81.5%

Belgrade sees the greatest percentage of Internet connections which amounts to 22.7%. The
percentages in Vojvodina and Central Serbia are 19.8% and 15.6% respectively.

Statistical Office of the Republic of Serbia 13



Households/individuals

Graph 1.5. Percentage of households having Internet connection, by type of
locality

Rural |12.5%)
Urban 22.5%

Significant differences are noticeable when we compare the percentage of Internet connections
in urban and rural areas of Serbia: 22.5% and 12.5% respectively.

Just as in the case of the percentage of computers in households, there is also a great gap
regarding Internet connections as to the structure of households according to the amount of
monthly income. In general, households with an income of 600 Euros and over (50.9%) are
connected to the Internet while the share of those which income is under 300 Euros is 8.6%.

[ 8.6% of households with an income up to 300 Euros are connected to the Internet ]

Graph 1.6. Percentage of households being connected to the Internet, according
to the amount of income

Up to 300 Euros 8.6%

300 - 600 Euros 34.8%

600 and over 50.9% |

As regard the question on devices used in households to access the Internet, 94% of
households said it was the personal computer, 4.6% of them use the laptop for that purpose,
while 7.7% use other devices to get connected to the Internet (playstations, TV with specific
Internet device, etc.).

Graph 1.7. Devices enabling connection to the Internet

Laptop :| 4.6%

Others D 7.7%

Personal computer PC 94.0%
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Major findings

Regarding the access to the Internet (types of connections), households were offered to give a
number of answers. Based on the results, out of the total number of households being
connected to the Internet, 85.4% of households has a modem connection, 13.5% WAP and
GPRS, and 4.5% of them have ADSL.

[ 85.4% of households that are connected to the Internet use the modem connection ]

Graph 1.8. Type of Internet connection

DSL ( ADSL) :I 45%

Other connections [I 4.7%

Mobile phone: WAP, GPRS, etc. 13.5%

Modem or ISDN 85.4%

The question relating to the reason of not being connected to the Internet was most often given
the following answers:

"The equipment is too expensive." (33.4%)

"l do not need the Internet." (25.2%)

"l do not want the Internet." (13.6%)

"The Internet connection is too expensive." (9.6%)

Graph 1.9. Reason for which households are not connected to the Internet

Have access to the Internet 4
somewhere else :

Lack of skills [I 5.3%

Access to the Internet is too
expensive

Do not want Internet |13.6%

None; other reasons 24.7%
Do not need Internet 25.2%
The equipment is too expensive 33.4%
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Households/individuals

1.3.4. Individuals: use of computers

In the Republic of Serbia 33.6% of persons used a computer within the last three months, 3.7%

over three months ago, and 5.9% over a year ago. Even 56.8% of persons have never used a
computer.

[ Over 1 900 000 persons used a computer within the last three months ]

Graph 1.10. When did you last use a computer?

Over three months

Over a year (less than 1 year)
5.9% 3.7%

During the last
three months
33.6%

Never used
56.8%

L

The share of persons who used a computer (within the last three months), according to the level
of educational attainment:

. 55.2% of persons with higher and high educational attainment;

36.6% of persons with secondary educational attainment;
13.7% of persons with lower than secondary educational attainment.

Graph 1.11. Share of persons who used a computer (within the last three
months),according to the level of educational attainment

Lower than secondary |13.7%

Secondary 36.6%

High and higher 55.2% |

Among the persons who used a computer, 59% have attained secondary education, 30% higher
and high education, and 11% of users have education lower than secondary.
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Major findings

Graph 1.12. Structure of computer users’s educational attainment

Lower than
secondary
11.0%

Secondary

High and higher 59.0%

30.0%

The share of computer users (within the last three months), according to employment status:

52.9% of employed persons;

24.5% of unemployed persons;

89.2% of students;

14.5% of other categories (retired persons, persons serving military service, ...).

Graph 1.13. Share of computer users (withing the last three months), according
to employment status

Others [14.5%

Unemployed 24.5%

Employed 52.9%

Student 89.2%

The results of the analysis of respondents show that, within the last three months, 39.2% of
male and 29.4% of female persons used a computer.

Graph 1.14. Use of computers (within the last three months), by sex and age

Age
I females
65-74 2'5;/"2% males
11.0%
22 15.4%
27.2%
45-54 45.2%
43.9%
35-44 47.6%
41.1%
25-34] 46.5%
75.1%
16-24 80.4%

&
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Households/individuals

To the question how often they used, in average, a computer within the last three months,

66.9% of respondents answered that they used it every day or almost every day, 24.9% at least
once a week and 1.8% less than once a month.

[ Over 1 300 000 persons use a computer every day or almost every day ]

Graph 1.15. How often did you use, in average, a computer within the last three
months?

At least Less than
once a month

once a month

6.4% 8%
At least
once a week
24.9% Every day or
almost every day
66.9%

Within the last three months, it was most often used at home (70%), then at work (33.7%), in a
educational institution (31%) and at somebody else’s home (15.2%).

1.3.5. Individuals: use of the mobile telephone

The survey has showed that 70% of the population uses a mobile telephone against 30% who
does not use it.

[ Over 4 000 000 persons uses the mobile telephone ]

Graph. 1.16. Do you use mobile telephone?

NO
30.0%

YES

70.0%

The share of mobile telephone users, according to the level of educational attainment:

85.2% of persons with higher and high education;
78.3% of persons with secondary education;
. 43.5% of persons with education lower than secondary.
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Major findings

Graph 1.17. Share of mobile telephone users, according to educational

attainment
Lower than secondary 43.5%
Secondary 78.3% |
High and higher 85.2% |

The share of cellular telephone users, according to employment status:

88.8% of employed persons;

73.9% of unemployed persons;

98.1% of students;

45.8% of other categories (retired persons, persons serving military service, ...).

Graph 1.18. Share of mobile telephone users, according to employment status

Others 45.8%
Unemployed 73.9% |
Employed 88.8% |
Student 98.1% |

The results of the analysis of the respondents by sex show that 78.4% male persons and 63.5%
female persons use a mobile telephone.

The degree to which SMS has replaced the traditional way of sending messages has been
mentioned as one of the indicators of the level of the usage of information and communication
technologies. The largest number of respondents (29.8%) consider that the substitution has
occured to a great extent or completely, while 26.4% think that it has not happened to a
considerable extent.

Graph 1.19. To what extent have you replaced the traditional postal services of
sending messages by messages sent by mobile telephone?

Not applicable to

e casE Mostly or
No substitution 5.204 completely
14.1% 29.8%

Insignificant
substitution

9
24.5% Significant

substitution
26.4%
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Households/individuals

1.3.6. Individuals: use of the Internet

In Serbia 23.9% of persons used the Internet within the last three months, 3.3% over three
months ago and 4.4% over a year ago. Even 68.4% of respondents have never used the
Internet.

[ Over 1 400 000 persons used the Internet within the last three years ]

Graph 1.20. When did you last used the Internet?

Over three
months
Over a year (less than a year)
49 3%
During the last
three n;onths Never used
24% 69%

The share of Internet users (within the last three months), according to the level of educational
attainment:

. 46.7% of persons with higher and high education;
. 24.3% of persons with secondary education;
. 8.3% of persons with education lower than secondary level.

Graph 1.21. Share of Internet users (within the last three months), according to
educational attainment

Lower than secondary 8.3%

Secondary 24.3%

High and higher 46.7% |

Among Internet users, 55% attained secondary education, 35% higher and high education and
10% of them have education lower than secondary level.

Graph 1.22. Structure of educational attainment of Internet users

Lower than
secondary
10%
Secondary
55%

High and higher
35%
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Major findings

The share of Internet users (within the last three months), according to employment status:

39.0% of employed persons;

13.9% of unemployed persons;

77.0% of students;

9.7% of other categories (retired persons, persons serving military service...).

Graph 1.23. Share of Internet users (within the last three months), according to
employment status

Others 9.7%
Unemployed @I
Employed 39.0%
Student 77.0%

After being asked how often did they, in average, use the Internet within the last three months,
51% of respondents answered: every day or almost every day.

[ Over 700 000 persons use the Internet every day ]

Graph 1.24. How often did you, in average, use the Internet within the last three
months?

At least Less than

once a month once a month
L Gl Every day or
almost every day
51%
At least
once a week

37%

Graph 1.25. Use of the Internet (within the last three months), by sex and age

Age
557 43.9% Il females
47.6% males
41.1%
25-54
46.5%
75.1%
16-24

80.4%
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Households/individuals

The analysis of respondents by sex shows that, within the last three months, 30% of men and
19.4% women used the Internet.

Within the last three months most of users used the Internet at home (67.8%), 33.4% at work,
15.4% at somebody else's home 10.6% in an educational institution and 5.6% of respondents in
a public library, post office, Internet cafes, government organizations.

The degree to which e-mails sent through the Internet has replaced the traditional mailing
services has been mentioned as one of the indicators on the use of information and
communication technologies.The largest number of respondents, 31.9%, consider that the
substitution has occured to a considerable extent, while 23.5% of them think that it has
happened to the greatest extent or completely.

Graph 1.26. To what extent did you replace the traditional postal services by e-
mail messages sent through the Internet?

o Significant
f No substitution "
Not applltr:lable to 11% substitution
t ecleﬁ/e 32%
o~
Insignificant
itution
SUb;gE/‘it'o Mostly or
completely
24%

The main findings of this survey indicate that 73.8% of respondents who use the Internet have
an e-mail address, while 26.2% of them have neither a personal or official one.

[ Over 1 000 000 persons have an e-mail address ]

Graph. 1.27. Do you have an e-mail address (private ili official)?

NO
26.2%

YES
73.8%

Within the last three months, the respondents used most the Internet for: sending and receiving
e-mails (70.1%), searching for information on goods and services (51.2%), playing or
downloading games, photos or music (46.6%), using services related to travelling and
accommodation (22.3%), listening to the web radio or watching web television (14.5%).

22 or3c



Major findings

Graph 1.28. For what activities (for personal purposes) did you use the Internet
within the last three months?

Software download ‘ 14.3%

Listening to the web radio/watching |

web television | gt

Searching jobs or sending 0
job applications B
Use of services that relate to )
travelling and accommodation 22.3%

neuspapersimagazncs |__312% |
newspapers/magazines 37.2%

Playing or downloading

. . 46.6% |
pictures and music
Searching of information on gopds 51.2%
and services
Others 58.4% |
Sending/receiving e-mails 70.1%
~ ~

1.3.7. E-government

The survey shows that 13.7% of respondents use the Internet instead of making personal
contact or going to public institutions or administrative organization, while 43.1% of them are
interested in this possibility but do not use it yet.

The fact that 43.2% of respondents are not interested in using this possibility is disquieting.

[ Over 190 000 persons use electronic services of the public administration ]

Statistical Office of the Republic of Serbia 23



Households/individuals

Graph 1.29. Would you be interested in using the Internet services of the public
administration instead of making personal contacts?

Yes, | 've been

using this

opportunity
14% No
Yes, | would be 43%

interested
(but | don't use
this opportunity
in the moment )
43%

Many individuals who do not use the Internet for paying their bills have mentioned the following
reasons:

"Lack of information” (31.2%)
"| prefer personal contacts" (18.8%)
"l want direct responses " (9.9%)

Graph 1.30. Why don’t you use the Internet services of the public
administration?

Additional costs ] 1.6%

Worry regarding data safety D 2.9%

Services that | need are not accessible 8.2%
on the Internet or it is difficult to find them <70

Too complicated 8.6%

| want a direct answer 9.9%

| prefer a personal contact | 18.8%

Nothing of stated 30.7%
Lack of information 31.2%
~ J
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Major findings

Graph 1.31. From the following services, which have you used through the
Internet?

Social insurance :| 5.5%

Car registration [I 5.9%

Income tax 11.8%

Public library 13.0%
Personal documents | 0
(passport and driving licence) | 14.3%

Services regarding health [ 18.5%

Enrollment at high schools and faculties | 19.6%
Servncgs regarding job search 23.7%
via Employment Service |
Certificates (birth, death certificates) 32.6%

The survey also shows that 58.8% of respondents used the Internet within the last three months
to obtain information from websites of public institutions, 45.3% to download official forms and
25.5% to send back filled in forms.

\

1.3.8. E - commerce

As for the period of time within which the respondents purchased/ordered goods or services
throught the Internet, 5.6% of them did it over the last three months, 4.6% over three months
ago, and 1.4% over a year ago.

88.4% of respondents have never purchased/ordered goods or services through the Internet.

Over 100 000 persons purchased or ordered good/services through the Internet within the last
three months

Statistical Office of the Republic of Serbia 25



Households/individuals

Graph 1.32. When did you last purchased/ordered goods or services (for
personal purposes) through the Internet?

More than a year H1.4%

More than three months 4.6%
(less than a year)

During last three months :I 5.6%

| have never used 88.4%

Much of the respondents purchased/ordered through the Internet clothes and sports articles
(27.4%), household goods (26.5%), books and magazines (13.7%), movies, music (11.7%).

Graph 1.33. What kind of goods or services did you order (for personal purposes)
through the Internet within the last 12 months?

Hardware equipment 8.6%
Computer software ‘ 11.0%
Movies, music 11.7%
Books, magazines, | 7
E-teaching tools ‘13'7A)
Other | 20.6%

Household goods 26.5%

Clothes, sport products 27.4%

26 er3C



Major findings

The most frequent answers as for the reason for not using e-commerce are:

"I don’t need that kind of services" (38.19%)
"| prefer direct purchase" (14%)
"Do not possess cards for payments through the Internet" (12.9%)

Graph 1.34. Why didn’t you purchase/order goods or services (for personal
purposes) through the Internet within the last 12 months?

Goods delivery is a problem ]1.1%

Internet connection speed )
is too slow H1'4 gl

Lack of skills :I 4.4%

Worry about confidentiality .
or safety :I 5.6%

Lack of confidence :I 6.9%

I have not a payment card

via Internet 12.9%

| prefer to buy directly |14.0%

Other | 15.5%

Do not need 38.2%

1.3.9. Electronic education

The greatest percentage of respondents know how to use the copy/paste tools (77.4%), the
function for copying or moving files (74.7%), the function of compressing files (37.6%), main
arithmetic formulas in spreadsheet (34.9%).

As for the Internet operations, the greatest percentage of respondents know how to: use
browsers in quest of information (68.5%), send e-mails with attachments (58.7%), chat in on-line
forum (23.6%).
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Households/individuals

Graph 1.35. Which of the following computer operations have you already
performed?

Writing computer program 8.5%

Nothing of stated ‘ 15.8%
Connecting or installing
of new devices il

Use of basic arithmetic formulas in
the spreadsheet

Files compression (ZIP,RAR) 37.6%

34.9%

Files and folders copy{ng 74.7%
or moving
Use of copy or paste tools 77.4%

Graph 1.36. Which of the following Internet operations have you already
performed?

Creating web pages :| 4.4%

.Use of Internet 7.4%
for making phone calls

Use of peer to peer files sending for | 9.8%
movies, music exchange, etc. | ’

Discussions on the on-line forum 23.6%

Nothing of stated 23.9%

Sending e-mails with attachment 58.7%
- Use qf browsgrs 68.5%
for finding of information
S J
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Major findings

The facts that 42.9% of the respondents have acquired skills for performing these operations by
asking colleagues', relatives' and friends' assistance and that 39.6% of them have acquired
them by themselves through work are expressive of the considerable persistent need for
additional training related to the use of computers.

Graph 1.37. Where have you acquired skills for performing these operations?

Training courses
in Adult Education Centers 9.1%

Expert courses |13.29%

In some other way | 15.1%

Independent learning,

e

with use of books, CD-s, etc. 26.3%
Formal education
0,
(schools, high schools, faculties) 32.3%
Independent learning through work 39.6%
Informal help

0,
of colleagues, relatives, friends ——
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Households/individuals

1.4. SURVEY RESULTS

MODULE 1.A: Access to information and communication

technologies
%
. Type of
Income Region household
Answers o ©
o (=3 o
(households) S 3 8 =4 = 32
o @ PR S SR -4 o o = — —
e gf 2L gt & 2 & I %
SO 8o 6O On > @ S x =
Al: Devices in households (multiple answers)
TV 952 972 942 939 972 977 961 952 957
Fixed telephone line 854 865 870 844 874 862 872 843 865
Mobile telephone 620 878 939 684 717 761 725 705 712
Cable TV 243 401 502 234 229 509 447 8.6 30.2
Personal computer (PC) 157 439 659 227 296 307 316 188 265

Internet via mobile

telephone (GPRS, WAP) 6.0 138 209 8.3 80 114 93 8.6 9.0

Satellite TV 33 6.7 9.1 6.8 6.7 6.1 4.8 6.8 6.7
Playstation 18 4.1 6.9 3.0 19 3.2 a3 2.0 2.8
Laptop 07 19 92 05 07 43 23 04 15
Palmtop 0.1 0.3 0.8 0.2 0.2 0.2 0.2 0.1 0.2
None of the mentioned 0.5 0.0 0.0 0.5 0.5 0.0 04 0.3 04

A2: Are you or anyone in your household connected to the Internet at home?

No 904 650 482 8.9 797 772 772 863 808
Yes 8.6 348 509 156 198 227 225 125 185
Do not know 0.7 0.1 0.8 05 05 0.2 0.3 0.9 0.6

A3: Devices enabling access to the Internet (multiple answers)”

Personal computer (PC) 918 950 950 932 942 950 955 902 940
Laptop 14 4.6 11.8 11 3.8 10.1 54 2.6 4.6
Playstation 0.0 15 25 0.0 2.1 0.7 0.8 0.8 0.8
Other 9.6 54 5.0 8.3 5.8 5.1 4.8 11.7 6.6

Y Data refer to households that answered "Yes" to question A2.
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Survey results

MODULE 1.A: Access to information and communication

technologies
%
. Type of
Income Region household
Answers o ©
o (=] o
(households) & 3 8 =4 = 2

o @ , 0 - o £ .2 o o = — —

T2 of ©8 g = = k=) = g g

S50 80 6o 86 S & 5 & R

A4: Type of Internet connection (multiple answers) 2
Modem or ISDN 816 866 891 869 788 894 874 801 854
Mobile: WAP, GPRS. 14.7 133 115 119 16.6 12.9 12.9 15.2 135
DSL (ADSL) 53 4.2 4.1 2.6 4.7 6.8 5.0 3.2 45
Other connections 5.7 3.8 5.9 3.7 9.7 15 4.3 5.8 4.7
A5: Reasons for which you are not connected to the Internet

at home (multiple answers)2>
Hardware is too expensive 368 249 164 362 320 289 290 392 334
I do not need the 274 254 185 235 271 267 261 239 252
Internet
| do not want the Internet 130 163 8.7 123 106 196 154 113 136
The Intgrnet connection is too 107 73 0.0 116 58 9.2 86 10.9 96
expensive
Lack of skills 6.4 1.7 7.0 5.9 43 5.2 41 7.0 5.8
| access the Internet 25 102 225 43 40 74 58 38 49
somewhere else
Technically impossibile 16 0.2 0.0 0.8 17 15 0.8 1.7 12
Privacy or safety 04 0.1 0.0 0.3 0.1 0.1 0.1 0.3 0.2
e Claetiones, 241 264 241 241 285 219 266 222 247
other reasons
Y Data refer to households that answered "Yes" to question A2.
Y Data refer to households that answered "No" to question A2.
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Households/individuals

MODULE 1.B: Use of

Age Sex
Answers
(individuals)
< < < < < < Q
N A R Y IR (N I
o
S & 8 ¢ 8B 8 = &
B1l: When did you last

| have never used it 126 379 432 595 758 959 505 619
Within the last 3 months 778 436 455 348 130 35 39.2 294
Over a year ago 5.7 8.0 6.5 34 9.7 0.6 5.3 5.8

Over 3 months ago

39 105 48 2.3 15 0.0 4.7 3.0
(less than a year)

B2: How often, in average, did you

Everyday or almost everyday 674 742 640 606 760 454 681 657
At least once a week 259 223 234 278 166 458 240 258
At least once a month 5.8 815 8.0 8.9 7.5 8.7 6.6 6.3
Less than once a month 0.9 0.0 4.6 2.7 0.0 0.0 13 22

B3: Where did you use a computer within

At home 728 732 670 640 699 783 707 70.7
At work (away from home) 9.0 373 443 540 419 340 350 323
In an educational institution 311 7.2 7.6 4.2 2.8 0.0 114 153
At somebody else's home 233 184 136 5.3 2.3 4.9 827 86.8

B4: Do you use

Yes 954 90.0 842 768 604 292 784 635
No 4.6 100 158 232 396 708 216 365

B5: To what extent have you substitued the use of traditional postal

Mostly or completely 498 316 281 242 231 9.5 283 308
Considerable substitution 360 311 248 230 171 172 257 @ 26.7
Insignificant substitution 8.9 211 298 298 300 329 272 220
No substitution 3.2 104 13.0 191 225 26.1 13.0 15.3
Not applicable to the case 1.7 5.8 4.3 3.9 7.3 14.3 5.3 5.2

Y Data refer to individuals who answered "Within the last 3 months" to question B1.
2 Data refer to individuals who answered "Yes" to guestion B4.
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mobile telephones and computers

Education Employment status

Lower than
secondary
Secondary
Higher and
Unemployed

high
Employed

Student
Others

use a computer?

837 509 346 343 639 5.0 80.9
137 366 552 529 245 892 145
16 6.7 6.5 4.8 9.0 2.6 3i5)

0.5 54 3.6 8.0 2.5 32 0.9

use a computer within the last 3 months?

703 617 760 680 646 746 587
212 282 198 236 225 246 324
8.5 1.7 31 6.6 8.3 0.8 8.9
0.0 24 12 17 4.6 0.0 0.0

the last 3 months? (multiple answers)l)

810 641 778 622 824 789 719
5.6 318 480 56.2 6.7 9.9 14.5
348 122 348 0.0 4.7 9.5 29.5
172 182 8.5 120 212 171 169

the mobile telephone?

435 783 852 888 739 981 458
565 217 148 112 261 19 54.2

services by sending messages via mobile telephone?

288 294 306 294 293 569 213
2715 243 303 260 270 351 226
201 262 233 287 231 3.6 25.8
147 151 116 119 145 21 21.7
8.9 4.9 41 39 6.0 2.3 8.6

Total

56.8
33.6
&Y

3.7

1

66.9
24.9
6.4
18

70.0
33.7
31.0
15.2

70.0
30.0

29.8
26.4
24.5
14.1
5.2

Survey results

%

Answers
(individuals)

| have never used it
Within the last 3 months
Over a year ago

Over 3 months ago
(less than a year)

Everyday or almost everyday
At least once a week

At least once a month

Less than once a month

At home

At work (away from home)
In an educational institution
At somebody else's home

Yes
No

Mostly or completely
Considerable substitution
Insignificant substitution
No substitution

Not applicable to the case

Statistical Office of the Republic of Serbia
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Households/individuals

Answers
(individuals)

| have never used it
Within the last 3 months
Over a year ago

Over 3 months ago
(Less than a year)

Everyday or almost everyday
At least once a year

At least once a month

Less than once a month

At home

At work (away from home)
At somebody else's home
In an educational institution
Internet cafe

Public library

Mobile telephone, through
WAP or GPRS

Palmtop
None of the mentioned

MODULE 1.C: Use

Age Sex

16 - 24
55 - 64
65 - 74
Male

Female

25-34
35- 44

45 - 54

C1: When did you last

281 486 630 721 872 977 614 736
583 354 300 220 8.0 2.3 300 194
9.2 8.4 4.7 2.7 3.9 0.0 4.6 43

4.4 7.6 2.3 3:2 0.9 0.0 37 24

C2: How often, in average, did you

457 558 498 546 532 436 581 424
384 356 352 385 430 429 289 473
14.3 7.9 10.8 5.8 3.8 134 114 8.4
16 0.7 4.2 11 0.0 0.0 16 19

C3: Where did you use the Internet within

660 725 627 696 631 841 700 653
7.3 373 507 504 525 244 333 335
252 157 8.3 9.5 3.8 7.6 176 128
23.7 47 6.5 4.8 0.0 0.0 8.6 12.9
6.0 55 3.2 15 0.0 0.0 6.0 16
35 3.2 2.0 0.1 0.0 0.0 21 11

C4: Have you used one of the following mobile

495 397 293 151 7.8 249 344 353

0.7 0.7 2.3 3.0 0.0 8.5 2.1 0.8
494 569 685 817 930 666 634 621

C5: To what extent have you substituted the traditional

Considerable substitution
Mostly or completely
Insignificant substitution
No substitution

Not applicable to the case

338 315 255 338 391 410 320 318
226 2717 149 289 233 8.5 204 263
172 195 368 184 119 360 241 200
103 102 136 8.0 176 146 110 110
159 111 9.2 10.8 8.1 0.0 125 105

Y Data refer to individuals who answered "Within the last 3 months" to question C1.
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of the Internet

use the Internet ?

89.6

8.3
11

1.0

the Internet within the last 3 months?

39.7

458
14.5
0.0

Lower than
secondary

Education

Secondary

65.8
24.3
5.4

4.0

46.7
38.0
12.5
2.8

Higher and
high

43.6
46.7
6.8

2.8

60.6
34.0
4.9
0.5

Employment status

Employed

49.4
39.0
5.8

5.8

545
34.6
9.5
14

Unemployed

76.3
13.9
6.4

2.9

49.0
38.0
9.7
33

Student

12.6
71.0
6.9

35

49.7
385
9.9
19

Others

88.2
9.7
14

0.4

1)

413

45.0
12.6
1.2

the last 3 months? (multiple answers)l)

74.3
3.6
20.3
133
5.7
0.2

technics to access the Internet? (multiple answers) D

58.2

0.0
41.8

64.2
29.1
17.2
11.9
4.6
2.0

33.1

12
64.2

71.8

48.3
11.1
7.8
2.5
2.5

31.2

24
66.3

63.3
56.2
114
4.4
2.8
15

30.0

25
66.5

81.4
7.8
19.2
10.1
2.6
14

34.2

0.0
65.8

66.0
8.1
20.9
22.4
6.5
21

48.1

0.0
50.0

72.3
8.0
19.2
19.4
6.7
0.1

37.0

1.2
61.8

Total

68.4
23.9
4.4

3:3

50.9

37.3

10.0
18

67.8
334
15.4
10.6
4.0
15

34.8

15
63.7

postal services with e-mails via the Internet? 2

38.6
21.9
11.0
10.4
18.2

31.9
18.6
25.0
12.3
12.2

30.1
30.4
20.8
9.2
9.5

30.4
20.8
25.9
12.7
9.9

33.6
22.2
22.2
12.4
9.6

30.8
31.0
21.2
6.1
10.9

36.9
22.6
10.0
9.5
21.0

31.9
235
222
11.0
11.3

Survey results

%

Answers
(individuals)

| have never used it
Within the last 3 months
Over a year ago

Over 3 months ago
(Less than a year)

Everyday or almost everyday
At least once a year

At least once a month

Less than once a month

At home

At work (away from home)
At somebody else's home

In an educational institution
Internet cafe

Public library

Mobile telephone, through
WAP or GPRS

Palmtop
None of the mentioned

Considerable substitution
Mostly or completely
Insignificant substitution
No substitution

Not applicable to the case
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Households/individuals

MODULE 1.C: Use

Age Sex
Answers
(individuals)
< < < <t <t <t 2
I I ) I R (T
<

S & 8 ¢ 8 8 = &
C6: Do you have an e-mail

Yes 65.0 777 750 827 69.0 86.6 735 742

No 350 223 250 173 310 134 265 258
C7: For which activities (for personal purposes)

Sending/receiving e-mails 629 752 717 740 614 866 651 76.0

Searching for information

on goods and services

Playing or downloading games,
pictures or music

Reading or downloading
on-line newspapers/magazines
Use of services related to
travelling and accommodation
Seeking jobs or

sending job application

Other informationa or on-line service 13.7 121 195 162 242 8.5 186 113
Telephone calls via the Internet/
video conferences

Listening to the web radio/
watching web television

448 543 587 483 439 694 551  46.6

66.1 470 297 394 224 319 462 471

388 381 269 478 366 245 338 412

116 306 220 318 145 238 214 234

101 268 218 103 213 181 155 20.0

154 176 6.8 20.7 7.3 153 162 128

177 163 125 9.8 11.8 8.5 154 135

Download of softwares 147 194 7.8 142 155 7.6 18.4 94
E-banking 2.6 142 59 123 111 0.0 72 9.4
Formal education 94 8.4 2.6 12.9 3.8 0.0 51 111
Searching for information relating to

health 49 10.6 8.0 6.2 15.1 0.0 6.1 8.4

Vocational training after graduation 1.9 7.2 4.0 9.1 4.6 0.0 3.9 6.1

Selling of goods or services (e.g.
via auction sales)

Other 4.2 51 2.6 2.2 0.0 7.6 5.6 14

0.6 2.1 15 0.0 0.0 0.0 15 0.1

C8: Within the last 3 months, did you receive

No 623 487 635 578 689 915 594 587
Yes 377 513 365 422 309 85 402 409
Y Data referring to individuals who answered "Within the last 3 months" to question C1.
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of the Internet

Education Employment status
c 3
o) o

£§ § § B &8 .

fae! E = 3 S c %)
g5 g 2 = § € @
=c 2 5 E & | 3 £
2% o TE O > n e)
address (personal of official)? D

660 682 848 723 812 732 724
340 318 152 277 188 268 276

Total

73.8
26.2

Survey results

%

Answers
(individuals)

Yes
No

did you use the Internet within the last 3 months? H

645 650 796 714 722 736 59.0 701 Sending/receiving e-mails
507 489 549 539 519 497 424 512 Sl
on goods and services

662 466 413 405 424 632 531 4656 Playing or downloading games,
pictures or music

Reading or downloading

30.1 33.6 44.8 37.9 34.3 40.6 33.2 37.2 . .

on-line newspapers/magazines

55 210 289 245 335 158 108 223 Use of services related to
travelling and accommodation

39 174 217 169 350 128 79 176 _ Seeking jobs or
sending job application

146 131 188 176 8.1 137 16.0 15.3 )ther informationa or on-line services
90 126 195 130 222 134 143 147 Telephone caII_s via the Internet/
video conferences

205 125 161 138 175 173 109 145 Listening to the web radio/
watching web television

181 108 187 130 149 162 160 143 Download of softwares
1.9 3.8 16.8 11.2 43 6.1 3.9 8.2 E-banking
33 6.4 11.4 7.8 9.2 11.4 2.2 7.8 Formal education
39 75 75 8.0 9.0 48 47 71 Searching for information relating to
health

1.7 14 11.4 7.0 4.6 11 2.6 4.9  Vocational training after graduation
0.0 0.0 21 12 03 03 01 0.9 Selling of goods .or ser\{lces (e.g.
via auction sales)

5.4 &3 3.8 3.9 1.2 4.3 4.6 3.7 Other

e-mails you thought being junk or spams? H

713 66.7 43.8 61.8 60.8 44.2 68.1 59.2 No
287 332 562 378 392 558 319 408 Yes
Statistical Office of the Republic of Serbia 37



Households/individuals

Answers
(individuals)

No

Yes, | would be interested (but
right now | don't use this possibility)

Yes, | am using this possibility

Lack of information

| prefer personal contact
| want direct response
Too complicated

Services | need are not
available on the Internet
or are difficult to be found

Worried about
data safety

Additional costs
None of the mentioned

16 - 24

515
40.5
8.0

30.2
17.1
10.0
9.8

5.4

1.8

1.7
37.1

25-34

31.4
55.2
134

Age

35- 44

45 - 54

433 486
433 325
133 189

55 - 64

44.7
16.5
38.9

MODULE 1.D:

65 - 74

24.0
68.3
7.7

Male

42.1
42.9
14.6

Sex

Female

D1: Would you be interested in using Internet services of

437
434
12.6

D2: Why don't you use Internet services

38.7
15.8
11.6
6.4

8.8

2.7

17
25.3

214
20.8
4.8
12.2

10.4

5.0

2.2
31.9

36.0
20.2
113

6.0

10.1

17

11
27.8

224
38.3
24.6
10.1

0.0

0.0

0.0
22.8

Y Data refer to individuals who answered "Yes, | would be interested"

or "No" to question D1.

27.6
18.9
0.0
0.0

21.7

18.6

0.0
24.4

21.7
19.1
8.5
9.7

7.4

4.5

15
32.9

35.2
18.4
11.6
7.4

9.0

12

17
28.1
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E-government

Education

Lower than
secondary

the administration instead of making personal contact?

56.9
36.1
7.0

of the public administration? (multiple answers)"

22.6
16.6
113
12.1

4.3

3.9

0.0
39.5

Secondary

474

40.3
12.3

31.2
22.3
8.6
10.8

8.2

2.8

29
21.3

Higher and
high

31.8
50.4
17.6

33.8
13.8
11.7
4.0

9.2

2.8

0.0
335

Employment status

Employed

40.8
43.9
15.0

29.1
19.4
10.3
6.0

9.3

2.8

1.9
32.3

Unemployed

37.0
48.0
15.0

38.5
17.4
5.7
14.7

7.1

3.6

2.7
20.2

Student

39.7
50.8
915

36.3
15.1
15.1
11.6

7.3

18

11
285

Other

60.2
27.2

12.6

25.3
22.5
6.4
8.0

6.1

4.2

0.0
37.7

Total

43.2
43.1
13.7

31.2
18.8
9.9
8.6

8.2

2.9

1.6
30.7

Survey results

%

Answers
(individuals)

No

Yes, | would be interested (but
right now | don't use this possibility)

Yes, | am using this possibility

Lack of information

| prefer personal contact
| want direct response
Too complicated

Services | need are not
available on the Internet
or are difficult to be found

Worried about
data safety

Additional costs
None of the mentioned
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Households/individuals

MODULE 1.D:
Age Sex

Answers
(individuals)

16 - 24
25-34
35-44
45 - 54
55-64
65-74
Male

Female

D3: Which of the following activities have you already

Certificates (birth/death certificates) 28.8 165 439 364 441 326 389 234

Seeking job through the Bureau of
Placement

Enrollment in higher schools
and faculties

Services related to health 9.0 8.7 6.7 36.1 438 0.0 19.7 167
Personal identification

(passport and driving license)

283 332 280 132 0.0 00 203 287

271 194 176 229 0.0 0.0 178 222

221 8.7 186 157 0.0 0.0 19.4 6.9

Public administration 6.4 142 195 133 9.7 0.0 8.6 19.3
Income tax 16.1 159 173 0.0 9.1 00 154 67
Car registration 0.0 43 6.7 5.8 8.1 0.0 6.1 5.6
Social insurance (for

unemployed, children's 0.0 4.1 0.0 20.4 0.0 0.0 21 10.4
allowance, medical costs)

Change of address declaration 0.1 12 11 0.1 0.0 0.0 0.9 0.7

D4: For which of the following services of the public administration

Searching for information

on websites of the public 589 609 757 562 292 100 583 596
administration

Download of official forms 308 453 307 80.0 341 0.0 405 524
Sending of filled in forms 36.1 311 6.1 38.0 9.7 0.0 296 194

Y Data refer to individuals who answered "Yes, | am using this possibility”
to question D1.
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E-government

Education

Lower than
secondary

performed via the Internet? (multiple answers)

47.9

31.9

20.3
0.0
23.4

23.4
0.0
0.0

0.0

0.2

Secondary

32.7

22.8

16.3
14.4
6.3

0.0
9.3
2.0

8.2

04

Higher and
high

30.9

23.9

235
2513
22.8

27.0
16.1
11.1

2.8

1.0

Employment status

Employed

39.7

17.2

12.6
25.5
21.6

13.9
16.9
6.4

22

0.9

Unemployed

23.8

325

12.0
6.3
5.9

12.9
0.0
0.0

5.9

0.5

Student

0.0

39.8

58.6
0.0
0.0

20.6
0.0
0.0

0.0

0.9

Other

452

23.7

26.0
23.7
8.6

0.0
19.0
18.0

23.7

0.1

Total

1

32.6

23.7

19.6
18.5
14.3

13.0
11.8
5.9

5.5

0.8

Survey results

%

Answers
(individuals)

Certificates (birth/death certificates)

Seeking job through the Bureau of
Placement

Enrollment in higher schools
and faculties

Services related to health
Personal identification
(passport and driving license)
Public administration

Income tax

Car registration

Social insurance (for
unemployed, children's
allowance, medical costs)

Change of address declaration

did you use the Internet within the last 3 months? (multiple answers)”

76.6

23.4
23.4

43.1

38.0
23.6

75.4

56.3
27.9

57.6

49.8
254

59.7

40.1
30.3

49.1

12.0
10.1

71.8

63.9
32.3

58.8

45.3
25.5

Searching for information
on websites of the public
administration

Download of official forms
Sending of filled in forms
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Households/individuals

MODULE 1.E: E-commerce

Age Sex
Answers

(individuals) < < < < < < ©

3 ™ < [Te] © ~ @ g

© n n Ln n n = ()

- i\ (] < 0 © = L

El: When did you last purchase/order

| have never used it 859 851 8.0 823 833 8.1 843 863
Within the last 3 months 4.6 7.1 9.3 13.1 7.9 4.6 8.2 6.5

Over 3 months ago
(less than a year)

Over a year ago 0.0 0.7 19 1.9 0.0 10.3 1.3 0.9

9.0 7.0 3.7 2.7 3.8 0.0 5.8 6.1

E2: What kind of goods/services did you purchase/order, for personal
purposes, via the Internet within the last 12 months?
(multiple answers)l)

%

Answers (individuals) Total
Clothes, sports products 27.4
Household goods (furniture, toys, etc.) 26.5
Books/magazines/newspapers/e-learning tools 13.7
Movies, music 11.7
Computer softwares and accessories (incl. computer and video games) 11.0
Computer hardware 8.6
Selling of shares/financial services/insurance 8.3
Food/foodstuffs 6.4
Tickets for cultural events 2.2
Travelling and holidays, accommodation 11
Lottery and betting 0.2
Electronic equipment (incl. camera) 0.1
Other 7.9

E3: Did you purchase/order goods/services through the Internet
within the last 12 months (multiple answers) 2
%

Answers (individuals) Total
Merchants you have heard of through the Internet 56.7
Merchants you have heard of otherwise than through the Internet (shops, etc.) 46.4

Y Data refer to individuals who answered "Within the last 3 months"
or "Over 3 months ago(less than a year) " to question E1.
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Survey results

and obstacles

%

Education Employment
c k5 Al
> T nswers
£8 § § T 2 . (individuals)
b= ° s > [=% c
&8s 5§ &_ 34 E & § W
28 & 25 € ¢ 3 £ 3
Jn »© I<E W ) n o ~
goods/services (for personal purposes) via the Internet?
895 871 818 845 918 779 908 884 | have never used it
6.0 74 7.9 9.6 4.0 7.2 33 5.6 Within the last 3 months
Over 3 months ago
45 47 8.3 41 38 145 45 4.6 v d
(less than a year)
0.0 0.7 1.9 1.6 0.0 0.0 15 14 Over a year ago
E4 Did you encounter a problem, within the last 12 months,
when purchasing/ordering goods or services
through the Internet? 2
%
Answers (individuals) Total
NO 88.2
YES 11.8

ES5 What problem did you encounter when purchasing/ordering

goods/services through the Internet within the last 12 months? (multiple

answers)l)

Answers (individuals) Total

The delivery time is longer than mentioned 30.4
Claims are difficult to be solved

%

or there is no satisfactory reaction to claims 185
Final costs exceed what has been mentioned 12.8
Wrong or damaged delivered goods or goods have not been received 111
Difficulties in finding information on warranties 7.1
Insufficient payment safety 5.7
Other 17.5

Y Data refer to individuals who answered "Within the last 3 months"

or "Over 3 months ago (less than a year) " to question E1.
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Households/individuals

E6: Why didn't you purchase/order goods/services, for personal
purposes, through the Internet within the last 12 months?

(multiple answers)l)

Answers (individual)

| had no need for that

| prefer to buy directly; | want to see the product;
out of loyalty to the shop; out of habit

| don't have a card for payment through the Internet

Lack of confidence in receiving or returning goods,
claims

Worried about confidentiality or safety of data
(e.g.: giving details from the credit card or personal data on the Internet)

Lack of skills

The Internet connection is too slow

Delivery of ordered goods through the Internet is a problem

(e.g.: it lasts too long and is logistically difficult to be realized)

Other

Y Data refer to individuals who answered "Over a year ago"
or "l have never used it" to question E1.

%
Total
38.2
14.0
12.9

6.9

5.6

4.4
1.4

11

155
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Survey results
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Households/individuals

Answers
(individuals)

| have never attended one
Over 3 years ago

Over a year ago

Within the last 3 months

Over 3 months ago
(less than a year)

Use of copy or paste tools for
duplicating or moving information
within a document

Copying or moving

files or folders

Compressing of files(ZIP, RAR)
Use of main arithmetic

formulas in spreadsheet
Connection or installation of new
devices (e.g: printers or modems)
Writing of computer program
None of the mentioned

Use of browsers

in quest for information

Sending e-mails with attachment
(documents, pictures, etc.)
Chatting in on/line forum

Use of peer to peer sending of
files for exhanging movies,
music, etc.

Use of the Internet for telephone
calls

Website design

None of the mentioned

16 - 24

59.0
10.9
10.1
14.1

St9

25-34

Age

35- 44

45 - 54

55 - 64

MODULE 1.F:

65 - 74

Male

Sex

Female

F1: When did you last attend a training

54.1

20.0
16.9
2.9

6.1

58.3
20.2
15.5

2.6

34

57.2
14.7
18.8
3.9

54

57.6
6.5
11.6
13.8

10.5

79.4
55
4.5
6.3

43

68.2
10.9
12.1
55

3.2

473
19.9
16.7
8.4

7.8

F2: Which of the following computer operations

82.3

37.0

10.7
11.9

81.2

81.3
445
395

46.6

8.6
11.1

715

67.6
324
21.6

24.1

6.9
19.7

76.2

74.1
32.2
21.7

31.6

6.6
19.1

61.9

62.7
18.5
32.7

242

7.6
21.7

78.7

57.4
12.2

10.8

13.0

2.2
21.3

715

73.3
445
36.7

40.3

9.9
15.0

77.3

76.2
30.6
33.1

27.8

7.1
16.6

F3: Which of the following Internet activities

729

57.8
385

13.2

6.3

4.9
18.7

78.5

68.6
26.8

12.4

11.6

54
17.0

61.4

55.6
10.4

7.3

4.7

39
26.1

64.0

59.9
19.5

7.5

8.1

43
29.8

575

46.0
2.3

2.3

6.5

2.3
38.4

453

25.5
10.8

0.0

0.0

0.0
18.7

Y Data refer to individuals who answered "I have never used it" to guestion B1.

70.0

61.0
21.3

11.7

8.1

6.2
21.8

67.0

56.3
19.8

7.8

6.7

2.6
26.0

46

er3C



Electronic education”

Education

Higher and
Unemployed

secondary
high

Lower than
Secondary
Employed

(at least 3 hours) relating to the use of computers?

599 620 488 541 686
6.4 153 189 176 116
5.7 129 205 185 10.6
19.9 4.8 6.2 3.8 3.7

8.0 5.0 55 6.0 51

Student

55.3
17.3
14.8
8.4

4.2

Employment status

Other

58.7
11.1
4.9
19.9

54

Total

57.8

15.4

14.4
6.9

5t5)

have you already performed? (multiple answers)

68.1 751 85 782 767

66.4 708 88 740 768
335 330 485 351 339
271 316 446 297 355

369 248 517 334 337

5.6 6.2 14.3 6.8 5.8
295 162 9.7 141 184

86.6

86.4
56.2
64.3

43.0

16.1
4.9

67.8

64.0
32.9
24.0

29.0

10.2
28.6

714

74.7
37.6
34.9

34.1

8.5
15.8

have you already performed? (multiple answers)

484 646 838 698 66.0

36.0 544 759 621 545
291 195 297 169 213

43 7.3 16.9 9.8 9.9

55 5.0 12.8 7.3 8.0

24 2.3 9.4 48 3.0
449 259 119 217 286

86.8

70.2
49.7

17.6

7.8

7.1
8.0

50.5

423
24.0

25

6.4

25
39.5

68.5

58.7
23.6

9.8

7.4

4.4
23.9

Survey results

%

Answers
(individuals)

| have never attended one
Over 3 years ago

Over a year ago

Within the last 3 months

Over 3 months ago
(less than a year)

Use of copy or paste tools for
duplicating or moving information
within a document

Copying or moving

files or folders

Compressing of files(ZIP, RAR)
Use of main arithmetic

formulas in spreadsheet
Connection or installation of new
devices (e.g: printers or modems)
Writing of computer program
None of the mentioned

Use of browsers

in quest for information

Sending e-mails with attachment
(documents, pictures, etc.)
Chatting in on/line forum

Use of peer to peer sending of
files for exhanging movies,
music, etc.

Use of the Internet for telephone
calls

Website design

None of the mentioned

Statistical Office of the Republic of Serbia
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Households/individuals

MODULE 1.F:

Age Sex
Answers
(individuals) = < < < = < o
N ™ < o O N~ ) g
© 7o) ITo) 10 ITo) T} [ )
= N ™ < [Te} © = L

F4: Where and how have you acquired skills for

Informal colleagues’, relatives',
friends' assistance
Self-education through work 371 475 361 429 389 55 444 347
Formal education

(schools, higher schools, faculties)
Self-education,

through books, CD, etc.
Professsional courses

(at the employer's request)

443 432 402 435 425 423 387 472

587 339 171 143 9.3 218 308 338

298 341 179 265 7.4 273 281 244

2.9 9.4 196 262 215 0.0 8.3 18.1

Training 47 105 125 94 134 55 82 101
in educational centers for adults
Otherwise 6.2 8.2 13.2 135 7.6 32.7 11.9 8.5

Y Data refer to individuals who did not answer "I have never used it" to question B1.
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. . 1
Electronic education

Education

Lower than
secondary

Secondary

Higher and
high

)

Employment status

Employed

Unemployed

Student

Other

Total

performing these activities? (multiple answers)

Survey results

%

Answers
(individuals)

Informal colleagues’, relatives’,

45.4 46.4 34.9 40.6 44.7 49.5 41.7 42.9 . \ .
friends' assistance
309 361 501 427 364 454 277 396 Self-learning through work
Formal education
51.2 27.2 8583 21.9 30.9 60.6 41.6 32.3 (schools, higher schools, faculties)
Self-learning,
21.7 22.3 35.9 24.7 26.9 35.0 224 26.3 through books, CD, etc.
23 116 204 210 66 16 64 132 FUSISSE R EE
(at the employer's request)
Training
hé 90 S B Rt e S 91 in educational centers for adults
9.4 115 7.8 0.0 11.0 7.9 5.1 15.1 Otherwise
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Households/individuals

1.5. QUESTIONNAIRE

Usage of information and communication technologies in
households and individually

MODULE 1.A: Access to information and communication technologies

Do you or anyone in your household have access to the following

Al devices at home?

(multiple answers allowed)
a) TV
al) Satellite TV

a2) Cable TV
a3) Digital TV

b) Personal computer (PC)

c) Fixed telephone line

d) Mobile telephone
e) Internet through mobile telephone (GPRS, WAP)

f)  Play stations

g) Laptop
h)  Palmtop

i) None of the mentioned

->goto A2

Are you or anyone in your household connected to the Internet at home regardless of

- whether you use it or not?

(multiple answers allowed)

a) Yes ->goto A3
b) No ->goto A5
c) Do not know ->goto Bl
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Questionnaire

"l Through which of the following devices are you connected to the Internet at home?

(multiple answers allowed)

a) Personal computer (PC)

b) Laptop

c) TV with specific Internet device

d) Play stations
e) Other

f) Do not know

->gotoAd

VS8 \What kind of Internet connection do you have?

(multiple answers allowed)
a) Modem or ISDN
b) DSL (ADSL)
c) Mobile telephone: WAP, GPRS, etc.

d) Other connections

->goto Bl

"G Reason for which you do not have access to the Internet at home?

(multiple answers allowed)

a) | have access to the Internet somewhere else

b) | do not want the Internet

c) |donotneed the Internet

d) The hardware is too expensive

e) The connection to the Internet is too expensive
f)  Lack of skills

g) Technically impossible

h) Privacy or safety

i) None of the mentioned; other reasons

->gotoB1l
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Households/individuals

MODULE 1.B: Use of the mobile telephone and computer

When did you last use the computer?

(one answer only)

a)  Within the last 3 months ->go to B2
b)  Over 3 months ago (less than a year) ->goto B4
c) Over one year ago ->goto B4
d) | have never used it ->goto B4

B2

How often, in average, did you use the computer within the last 3 months?

(one answer only)

B3

a) Every day or almost every day

b)  Atleast once a week

c) Atleast once a month

d) Less than once a month
->goto B3

Where did you use the computer within the last 3 months?

(multiple answers allowed)

a) Athome
b) At work (outside home)
c) Atan educational institution
d) Atsomebody else's home
e) | cannot say

->goto B4

Do you use the cellular telephone?

(one answer only)

a)

Yes ->goto B5

b)

No ->gotoCl
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Questionnaire

To what extent have you substituted the use of traditional postal services by sending

EE messages via mobile telephone?

(one answer only)

a) No substitution

b) Insignificant substitution

c) Considerable substitution

d) Mostly or completely

e) Not applicable to the case

->gotoCl

MODULE 1.C: Use of the Internet

C1 When did you last use the Internet?

(one answer only)

a)  Within the last 3 months ->gotoC2

b) Over 3 months ago (less than a >gotoEl
year)

c) Over ayear ago ->gotoE1l

d) | have never used it ->got to F1

Cc2 How often, in average, did you use the Internet within the last three months?

(one answer only)

a) Every day or almost every day

b)  Atleast once a week

c) Atleast once a month

d) Less than once a month

->goto C3
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C3

Households/individuals

Where did you use the Internet within the last 3 months?

(one answer only)

C4

a) Athome

b) At work (outside home)

c) Inaeducational institution

d) Atsomebody else's home

e) Other
el) Public library
e2) Post office
e3) Public institution, Assembly, government organization
e4) Public utilities or volonteer organization
e5) Internet cafe

->gotoC4

Have you used one of the following mobile technics to get connected to the Internet?

(multiple answers allowed)

C5

a) Mobile telephone via WAP or GPRS
b) Palmtop
c) None of the mentioned

->goto C5

To what extent have you subsituted the use of traditional postal services by e-mails
via the Internet?

(one answer only)

a) No substitution
b) Insignificant substitution
c) Considerable substitution
d) Mostly or completely
e) |cannot say

->go to C6
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Questionnaire

C6

Do you have an e-mail address (personal or official)?

(one answer only)

Cc7

a) Yes
b) NO
->goto C7

For which activities did you use the Internet (for personal purposes) within the last 3

months?

(multiple answers only)

Communication

a) Sending/receiving of e-mails

b) Telephone calls via the Internet/video-conferences

c) Other

Search for information and on-line services

d) Search for information on goods and services

e) Use of services related to travelling and accommodation

f)  Listening to the web radio/watching web television

g) Playing and downloadind of games, pictures or music

h)  Downloading of softwares

i)  Reading or downloading of on-line newspapers/magazines

j)  Seeking jobs or sending job applications

k)  Search for information related to health

I)  Other information or on-line services

Selling of goods or services, banking

m) E-banking

n) Selling of goods or services (eg: via auction sales)

Training and education

0) Formal education

p) Vocational training after graduation

q) Other

->goto C8

Statis
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Cc8

Households/individuals

Within the last 3 months, did you receive e-mails you thought being junk e-mails or
spams and wished you had not received?

(one answer only)

a) Yes
b) No
->goto D1

D1

MODULE 1.D: E-government

Would you be interested in using the Internet services of the public administration
instead of making personal contacts?

(one answer only)

a) Yes, | have been using this possibility ->goto D3
b)  Yes, | would be interested ->goto D2
c) No ->goto D2

D2

Why don’t you use the Internet services of the public administration?

(multiple answers allowed)

a) Lack of information
b)  Services | need are not available on the Internet or are hard to be
found
c) | prefer personal contact
d) | want direct response
e) Worried about information safety
f)  Additional costs
g) Too complicated
h)  None of the mentioned
->gotto E1
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Questionnaire

D3 Which of the following operations have you already performed through the Internet?

(multiple answers allowed)
a) VAT
b)  Seeking jobs through the placement bureau
c) Social insurance (for unemployed, children allowances, medical
costs)
d) Personal identification (passport and driving licence)
e) Car registration
f)  Request for building licence
g) Declaration to the police department
h)  Public library
i) Certificates (births/deaths certificates)
i) Enrollment at higher schools and faculties
k)  Change of address
) Services related to health
->goto D4
D4 For which of the following services of the public administrati_on_ did you use the
Internet, for personal purposes, within the last 3 months?
(multiple answers allowed)
a) Obtaining information from websites of public institutions
b) Download of official forms
c) Sending of filled in forms
->gotoEl
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Households/individuals

MODULE 1.E: E-commerce: activities and obstacles

When did you last purchase/order goods or services through the Internet for
personal purposes?

(one answer only)

a)  Within the last 3 months ->goto E2

b)  Over 3 months ago (less than a > got to E2
year)

c) Overayear ago ->goto E6

d) Never ->go to E6

E2

Whak kind of goods or services did you order through the Internet, for personal
purposes, within the last 12 months?

(multiple answers allowed)

E3

a) Food/foodstuff
b)  Household goods (furniture, toys, etc.)
c) Movies, music
d) Books/magazines/newspapers/e-learning tools
e) Clothes, sports articles
f) Computer softwares and accessories (incl. computer & video games)
g) Computer hardware
h)  Electronic hardware (incl. cameras)
i) Purchase of shares/financial services/insurance
) Trips and holidays
k)  Tickets for cultural events
) Lottery and betting
m) Other
->gotoE3

Did you purchase/order goods, for personal purposes, throught the Internet from:

(multiple answers allowed)

a)

Merchants you have heard of otherwise than through the Internet
(shop/catalogues)

Merchants you have heard of through the Internet

->goto E4
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Questionnaire

Within the last 12 months, did you encounter a problem when purchasing/ordering

=4 goods or services through the Internet?

(one answer only)

a) Yes ->goto E5
b) No ->gotoF1

What problem did you encounter when purchasing/ordering goods or services

=2 through the Internet within the last 12 months?

(multiple answers allowed)

a) Difficulties in finding information about warranty

b)  Delivery time is longer than mentioned

c) Final costs are higher than mentioned

d) Wrong or damaged delivered goods or goods not received at all

e) Payment not safe enough

f) Difficulties with dealing with claims
g) Other
->gotoFl

For what reason didn't you purchase/order goods or services through the Internet,

=2 for personal purposes, within the last 12 months?

(multiple answers allowed)

a) |did not need it

b) I do not have a card for payment through the Internet

c) Lack of skills

d) The delivery of goods ordered via the Internet is a problem (e.qg: it
lasts too long or is logistically difficult)

e) Worried about confidentiality and safety (e.g: revealing of details from
credit cards or personal data on the Internet)

f) Lack of confidence in receiving or returning goods, claims

g) | prefer direct purchase; | want to see the product; out of loyalty to the
shop; out of habit

h)  The Internet connection is too slow
i) Other
->gotoFl
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Households/individuals

MODULE 1.F: Electronic education

For respondents who did not answer "I have never used it" in question B1

F1

When did you last attend a training (at least 3 hours) on computer use?

(one answer only)

F2

a) Within the last 3 months

b)  Over 3 months ago (less than a year)

c) Over ayear ago (less than 3 years)

d) Over 3years

e) | have never attended a training
->gotoF2

Which of the following computer operations have you already done?

(multiple answers allowed)

F3

a) Copying and moving files or folders
b)  Use of copy or paste tools
c) Use of main arithmetic formula in spreadsheet
d) Compressing of files (ZIP, RAR)
e) Connection and installing of new devices, e.g: printers or modems
f)  Computer program writing
g) None of the mentioned
->gotoF3

Which of the following Internet activities have you already performed?

(multiple answers allowed)

a) Use of browsers in quest of information
b)  Sending of e-mails with attachments (documents, pictures, etc.)
c) Chatting in on-line forum
d) Use of the Internet for telephone calls
e) Use of peer-to-peer for the exchange of movies, music, etc.
f)  Website design
g) None of the mentioned
->gotoF4
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Questionnaire

F4 Where have you acquired skills for these activities?

(multiple answers allowed)

a) Formal education (schools, higher schools, faculties)

b)  Training in educational centers for adults

c) Professional courses (at employers' request)

d) Self-learning through books, CD, etc.

e) Self-learning through work

f) Informal colleagues', relatives' and friends' assistance

g) Otherwise
->goto Gl

MODULE 1.G: Main information on respondents
G1 Age of the respondent

G2 Sex of the respondent
a) Male C
b) Female O

G3 Educational attainment of the respondent
a) Lower than secondary eductation
b) Secondary education
c) High and higher education

ooa

G4 Employment status of the respondent
a) Employed
b) Unemployed
c) Student
d) Other persons not included in labor force (serving military service, retired
persons)

O OoO

G5 Municipality Code |_|_|_|_|_1I

G6 Locality Code |_|__|_|_|_|_|

G7 Number of household members
G8 of which, number of children, children aged under 18

G9 Income of the household (average net monthly income)
a) Up to 300 Euros
b) 300 - 600 Euros [
c) over 600 Euros O

G10 Information (from MODULEe B to MODULEe F) is provided for:
a) the respondent O
b) another household member [
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Usage of
Information Communication
Technologies
in the Republic of Serbia, 2006

Part 2 — Enterprises



| Enterprises_ ISISISICINI

2.1. METHODOLOGY

Realisation:

Survey type:

Sample size:

Target population:

Sample type:

Survey domain:

The survey executed from 2 to 13 October 2006

Telephone interview

600 enterprises

Enterprises employing staff of 10 and over

Section D: Manufacturing

Section F: Construction

Section G: Wholesale and retail trade, motor vehicles repair

Groups 55.1 and 55.2: Hotels, campsites and other short-term
dwelling resorts

Section |: Transport, storage and communications
Section K: Real estate activities, renting and business operations

Groups 92.1 and 92.2: Cinema and video activities, radio and TV
activities

Stratified sample

Territory of the Republic of Serbia (without Kosovo and Metohia)
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Methodology mm

2.2. SAMPLE

The survey on the usage of information — communication technologies in enterprises was
conducted on the representative sample of 600 enterprises on the territory of the Republic of

Serbia. The rate of response was 99.8% (599 enterprises).

Activity

Sample
(enterprise)

Manufacturing
Construction

Wholesale and retail trade, motor
vehicles repair

Hotels, campsites and other short-
term dwellings

Transport, storage and
communications

Real estate activities, renting and
business operations

Cinema and video activities, radio
and TV activities

Number

Percentage

~ Small (10-49)

[
NN

~
w

10

10

14

10

141

Size

w Medium (50-249)

=
o O

w
—

11

170

28.4

Large (250+)

[N
N o~
o W

N
=T

43

11

Central Serbia

13

25

13

259

43.2

Region

o Vojvodina

N

11

138

23.0

o Belgrade

N
N W

(3]
ey

26

24

202

33.8

Total

300
54

101

24

62

34

24

599

100

Statistical Office of the Republic of Serbia

65



2.3. MAIN FINDINGS

2.3.1. Computers in enterprises

The survey results indicate that 97.3% of enterprises on the territory of the Republic of Serbia
use computers for their business operations. The rate of computer usage is highest with large
enterprises (staff number over 250) and it equals 100%. In middle-size enterprises (staff of 50-
249 employees) the subject rate equals 98.7%, while the rate of computer usage in small-size
enterprises (10-49 employees) is 96.7%.

[ 97.3% enterprises in the Republic of Serbia use computers in their business operations ]

Graph 2.1. Does your enterprise use computers for business operations?

Small size 96.7% |
Total 97.3% |
Medium size 98.7%
Large size 100.0% |

The rate of computer usage in enterprises varies relative to territory: in Vojvodina it equals
98.3%, in the central Serbia — 98.1% and in Belgrade it is 94.2%.

Computer usage in enterprises, by activities:

Hotels, campsites and other short-term dwellings (100%);
Real estate activities, renting and business operations (100%);
Cinema and video activities, radio and TV activities (100%);
Manufacturing (99.7%);

Wholesale and retail trade (97.6%);

Transport, storage and communications (92.1%);

Construction (87.7%).

In 39.7% enterprises ¥4 of all staff members use computers at least once a week, while in 27.4%
enterprises 75-100% of all employees use computers at least once a week.
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Graph 2.2. Share of employees that use computers at least once a week

Do not use[l 5.2%

50% -74% 8.1%

25% - 49% | 19.6%

75% -100% 27.4%

1% - 24% 39.7% |

2.3.2. Computer systems in enterprises

Certain number of enterprises provides for their employees the access to the enterprise
computer system even when away from their usual, i.e. regular work place. The share of these
enterprises in the Republic of Serbia equals 28.4%.

71.6% enterprises do not provide such possibility for their staff members.

Graph 2.3. Are there any employees in your enterprise that have access to the
computer system when away from their work place?

YES
28.4%

71.6%

The largest number of the employees that have access to the computer system when away
from their usual work place makes such access from their home computers (71.3%), or from
other geographic locations of the enterprise or the group of enterprises (41.7%), and also from
other customers or external business partners (34%).

The survey indicates that 12.7% enterprises have problems when have to hire ICT skilled
workers (from basic to professional level), while 87.3% of the enterprises do not encounter such
problems.

The rate of enterprises encountering business difficulties when hiring ICT professionals is the
highest in the central Serbia (12.7%); then comes Belgrade (10.2%) and then Vojvodina (4.9%).

[ 12.7% enterprises have problems to hire ICT skilled workers ]
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Graph 2.4. Does your enterprise encounter difficulties when hiring ICT skilled
workers (from basic to professional level)?

YES
12.7%

NO
87.3%

The most frequent problems that enterprises encounter when hiring ICT skilled workers are the
following:

"Workers with required ICT operating skills are not available" (43.2% enterprises)
"ICT professionals are not available” (37.3% enterprises)
"High costs of hiring ICT professionals " (28.9% enterprises)

The surveyed enterprises were offered several options to reply the question relative to the used
information-communication technologies. The survey indicates that 53.2% enterprises possess
Wire based LAN, 38.7% enterprises possess Intranet, 24.1% enterprises possess Wireless
LAN, while 10.6% enterprises possess Extranet.

[ 53.2% enterprises possess Wire based LAN ]

Graph 2.5. Does your enterprise use the following information and
communication technologies?

Extranet 10.6%
Wireless LAN (wireless) | 24 104

Intranet 38.7%

Wire based LAN (with wire) 53.2%

The survey indicates that 30.3% enterprises use IT systems for managing operations relative to
orders placement and receipt, while 69.7% do no use these systems.

[ 30.3% enterprises use IT systems for managing operations relative to orders placement and ]
receipt
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Graph 2.6. Does your enterprise use IT systems for managing operations relative
to orders placement and receipt?

YES

NO
69.7%

IT systems for orders management are automatically linked to the following systems:

"Invoicing and payment system" (82.6%)

"Internal system for new orders and stocks " (55.4%)

"Business systems of providers (external providers)" (38.4%)

"Internal system for production, logistics and service operations management" (29.7%).

As an indicator of ICT usage here presented are also the data on the extent to which electronic
mailing of documents (Intranet, Extranet, Internet, etc.) replaced traditional postal mails. The
largest part of enterprises states that the level of changes is low (35.8%), while 33.0%
enterprises state that there are no changes at all.

Graph 2.7. To what extent your enterprise replaced the use of traditional mail
with electronic means in communicating with customers and other enterprises
in the last five years?

Changes mostly or Issue not

completely made  applicable
P 3.9% 2.6% Small changes
Significant 35.8%
changes
24.7%

No changes
33.0%
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2.3.3. Internet in enterprises

In the Republic of Serbia 90.2% enterprises possess Internet connection. The study relative to
the size of enterprise indicates that 94.1% of all large enterprises have Internet connection.
Regarding the medium-size enterprises, 90.9% possess Internet connection. The situation is
just slightly different with small-size enterprises, of which 89.7% have Internet connection.

[ 90.2% enterprises in the Republic of Serbia feature Internet connection ]

Graph 2.8. Does your enterprise have access to Internet?

Small size 89.7%
Total 90.2% |
Medium size 90.9% |
Large size 94.1% |

The Internet usage in enterprises by activities:

Real estate activities, renting and business operations (99.8%)
Cinema and video activities, radio and TV activities (93.3%)
Manufacturing (90.9%)

Wholesale and retail trade (88.6%)

Transport, storage and communication (88.4%)

Construction (86.2%)

Hotels, campsites and other short-term dwelling resorts (81.3%).

In 51.6% enterprises the part of ¥ of employees uses Internet at least once a week, while in
6.9% enterprises the part of 75-100% employees uses Internet al least once a week.

Graph 2.9. Share of employees that use Internet at least once a week

75% - 100% :| 6.9%

25% - 49% [L2.0%

Do not use |13.6%

50% - 74% | 15.9%

1% - 24% 51.6%
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Respective to the mode of access to Internet, i.e. connection types, the surveyed enterprises
were asked to choose one from several offered options.

According to the data collected, of the total number of enterprises with Internet connection,
61.7% have modem connection, 23.0% have ISDN, 20.9% have other fixed Internet
connections and 20.8% have DSL.

[ 61.7% enterprises with Internet connection use modem connection ]

Graph 2.10. Does your enterprise use some of the following external connections
to Internet?

Mobile connections 8.8%

DSL connection | 20.8%

Other fixed Internet connections | 20.9%

ClEl

ISDN connection 23.0%

Traditional Modem 61.7%

Among the replies to the question regarding the purpose of the Internet use, the most frequent
were:

"Banking and financial services" (65.8%)

"Market study" (61.0%)

"Training and education” (21.7%)

"Receipt of digital goods and services" (15.3%)

Graph 2.11. The purpose of Internet use in your enterprise

Digital goods and services receipt | 15.3%

After-sales services | 15.5%

5|6

Training and education | 21.7%

Market study

- 61.0% |
(for example prices)

Banking and financial services 65.8% |
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2.3.4. E-government

48.6% of all enterprises use electronic government services, while 51.4% do not use this
possibility.

[ 48.6% enterprises use electronic government services ]

Graph 2.12. Does your enterprise use e-government services?

YES
48.6%

NO
51.4%

Among the replies to the question of the purpose of using e-government services, the most
frequent were the following:

"To obtain information" (94.2%)

"To obtain forms" (79.1%)

"To return filled forms" (39.2%)

"To place offers/quotations in electronic tenders" (17.1%)

Graph 2.13. Purpose of using e-government services

To place offers / quoations o
in the electronic bid system 17.1%

To return filled forms 39.2% |
To obtain forms 79.1%
To obtain information 94.2%
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2.3.5. Website

52.9% enterprises feature website, while 47.1% enterprises gave negative reply.

Regarding the structure of enterprises by size, the following data were obtained:

e  75.2% large companies feature website
e 59.9% middle-size enterprises feature website
e 49.6% small-size enterprises feature website.

[ 52.9% enterprises in the Republic of Serbia have website ]

Differences are notable relative to the territorial distribution. In Belgrade, 63.8% enterprises
feature website, in Vojvodina 47.7% and in the central Serbia 45.6%.

Graph 2.14. Does your enterprise have website?

NO

47.1% YES

52.9%

Website in enterprises, by activities:

Real estate activities, renting and business operations (66.8%)
Transport, storage and communications (66.8%)

Construction (57.3%)

Hotels, campsites and other short-term dwelling resorts (54.7%)
Cinema and video activities, radio and TV activities (50.5%)
Wholesale and retail trade (49.9%)

Manufacturing (48.6%).

Graph 2.15. Does your enterprise provide the following services through
website?

After-sales support [ 23.3%

Access to products’

0,
catalogues and price-lists 53.1%

Marketing of products range 89.0%
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Most frequently the enterprises provide the following services by the way of website:

e  Marketing of production range (89.0%)
e  Access to products’ catalogues and pricelists (51.3%)
e  After-sales support (23.3%).

2.3.6. Data protection systems
The following systems are most frequently used for data protection in enterprises:

Anti-virus software (82.6%)

Firewall, software or hardware (30.2%)
Security servers (21.9%)

Off-site data backup (16.0%).

Graph 2.16. Does your enterprise use the following data protection systems?

Off-site data backup | 16.0%

5| B

Security servers | 21.9%

Firewall, software or hardware 30.2%

Anti-virus software 82.6%

( )
35.7% enterprises encountered problems with computer viruses (worm, Troyan attack) and
these resulted in loss of information or waste of work time
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2.3.7. E-commerce

17.6% enterprises of the Republic of Serbia ordered goods/services by the way of Internet.
Regarding the structure of enterprises by size, the following data are notable:

e  23.3% large companies ordered goods/services through Internet
e 17.7% middle-size enterprises ordered goods/services through Internet
. 17.2% small-size enterprises ordered goods/services through Internet.

[ 17.6% enterprises of the Republic of Serbia ordered goods/services by the way of Internet ]

Graph 2.17. Did your enterprise order goods/services through Internet in 2005?

Small size | 17.20

Total | 17.6%

Medium size | 17.7%

Large size| 23.3%

The enterprises gave the following replies on the question of the share of Internet purchases in
all purchases:

"Less than 1%" (25.5% enterprises)

"More than 1% and less than 5%" (26.0% enterprises)
"More than 5% and less than 10%" (20.3% enterprises)
"More than 10% and less than 25%" (7.7% enterprises)
"25 % and over" (20.5% enterprises)

Graph 2.18. The share of Internet purchases in all purchases in 2005

More than 10% More than 1%
More than 5% and and
and less than 25% less than 5%
less than 10% 7.7% 26.0%
20.3%
25% and over Less than 1%
20.5% 25.5%
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According to the survey results only 8.3% enterprises received orders by the way of Internet
(email orders excluded) and 91.7% enterprises did not use the subject possibility.

[ 8.3% enterprises of the Republic of Serbia received orders by the way of Internet ]

Graph 2.19. Did your enterprise receive orders by Internet in 2005?

YES
8.3%

NO
91.7%

1.4% enterprises of the Republic of Serbia ordered goods/services by the way of external
computer networks other than Internet
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Survey results

2.4. SURVEY RESULTS

MODULE 2.A: ICT system - Basic information

Al: Does your enterprise use computer in business operations?

%
Size Region
. - s
Enterprises — c ] o©
=2 3§ ox £8 IS o
s B Do €2 =3 =y
ESQ O R S o0 o [}
nd =L 38 ownm > m
YES

Hotels, campsites and other short-
term dwelling resorts

Real estate activities, renting and
business operations

Cinema and video activities, radio
and TV activities

Manufacturing 100.0 98.8 1000 994 100.0 1000 99.7
Wholesale and retail trade, motor
vehicles repair

Transport, storage and
communications

Construction 833 100.0 1000 1000 869 838 877

1000 100.0 100.0 100.0 100.0 100.0 100.0

100.0 100.0 100.0 100.0 100.0 100.0 100.0

1000 100.0 100.0 100.0 100.0 100.0 100.0

Activity

97.7 968 1000 990 894 1000 97.6

90.0 100.0 1000 841 1000 1000 92.1

Total 96.7 987 1000 981 983 942 973

A2: Share of employees that use computer minimum once a week
%

Enterprises
Size Region

[ <
558 .- 8s § E ¢

gl 84 28 58 & 2

nd =L 38 on > m
1%- 24% 34.1 57.7 59.8 449 47.4 29.3 39.7
75%-100% 31.6 14.6 10.3 13.6 13.6 45.0 27.4
25%- 49% 20.9 13.7 20.5 24.7 16.6 16.2 19.6
50%-74% 8.2 8.4 5.2 114 3.6 7.3 8.1
Do not use 5.2 5.6 41 54 9.6 21 5.2
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A3: Are there any employees that have access to the computer system of
enterprise from places other than regular work place?

%

Size Region

: © I
Enterprises . e o) S)
~ EO — = bo =

=2 33 % £& B s

cY 5% oo E2 3> =3

ES 03 g9 00 =) (o)

nd =L O8 ownm > m

YES

Transport, storage and
communications
Manufacturing 262 517 231 327 315 334 327
Wholesale and retail trade. Motor
vehicles repair

Cinema and video activities, radio
and TV activities

Real estate activities, renting and
business operations

Construction 16.7 123 464 6.5 143 266 178
Hotels, campsites and other short-
term dwelling resorts

500 337 364 165 800 760 468

256 386 443 384 6.2 282 272

200 313 667 197 143 450 238

Activity

214 113 259 0.0 0.0 341 202

0.0 0.0 0.0 0.0 0.0 0.0 0.0

Total 258 392 291 290 203 328 284
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A4: Access of employees to the computer system of enterprise

%
Size Region
Enterpri = g
nterprises — c ] ©
=2 £S ot B2 B 8 .
E ;.f S g o2 L2 32 >
s =2 Sa 38 8§ &
From home?
Transport storage and 600 1000 208 1000 1000 975 985
communications
Construction 64.1 1000 500 100.0 1000 875 92.9
Regl estate actlyltles, renting and 1000 1000 688 0.0 0.0 28 98
= business operations
2 Wholesale and retail trade, motor 5 999 g9 500 1000 747 646
8 vehicles repair
Manufacturing 81.9 38.7 82.1 48.7 84.6 775 64.1
Cinema and video activities, radio a0 1000 0o 143 1000 22 240
and TV activities
Hotels, campsnes and other short- 0.0 0.0 0.0 0.0 0.0 0.0 0.0
term dwelling resorts
Total 78.8 46.7 85.7 51.6 90.3 82.2 71.3
Access by other users and external business partners
Transport storage and 1000 333 438 982 809 915 904
communications
Cinema anq .v.ldeo activities, radio 1000 0.0 0.0 76.9 0.0 778 708
and TV activities
. Regl estate activities, renting and 67 00 286 00 00 608 608
£ business operations
& Wholesale andretail trade, motor 73 415 593 167 109 441 302
vehicles repair
Manufacturing 27.3 9.1 50.0 55 49.8 26.4 21.3
Construction 0.0 0.0 84.4 72.7 6.8 117 133
Hotels, campsnes and other short- 0.0 0.0 0.0 0.0 0.0 0.0 0.0
term dwelling resorts
Total 38.7 16.0 55.6 154 44.2 475 34.0
Y Results are relative only to enterprises that gave affirmative reply to A3 question.
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Activity

Total

Activity

Total

A4: Access of employees to the computer system of enterprise

Enterprises

Small
(10-49)

From other geographic locations of the subject enterprise

or enterprise group’

Real estate activities, renting and

business operations 1000
Transpor_t stgrage and 80.0
communications
Manufacturing 454
Whglesale and retail trade, motor 273
vehicles repair
Construction 0.0
Cinema and video activities, radio 0.0
and TV activities i
Hotels, campsites and other short- 0.0
term dwelling resorts '
437

While on business trip, e.g. from hotels, airports, etc. b

Transport storage and

communications 1000

Reql estate actiyities, renting and 1000

business operations

Cinema anq y_ideo activities, radio 1000

and TV activities

Construction 50.0

Manufacturing 54.6

Whglesale an_d retail trade, motor 18.2

vehicles repair

Hotels, campsites and other short- 0.0

term dwelling resorts '
49.6

%
Size Region
<
© —
—~ c () (o)
g c% 0T Sg B g ©
83 §8 35 ¢ S
=5 S8 0o S @
100.0 100.0 0.0 0.0 100.0 100.0
66.7 563 982 824 698 775
160 655 150 517 623 346
50.0 82.1 0.0 15.2 62.4 32.0
100.0 844 72.7 6.8 36.6 27.6
0.0 50.0 0.0 0.0 11.1 4.0
0.0 0.0 0.0 0.0 0.0 0.0
29.3 72.0 135 45.9 66.6 41.7
1000 625 1000 97.1 98.0 98.1
0.0 28.6 0.0 0.0 903 903
60.0 0.0 85.7 1000 778 84.0
50.0 100.0 100.0 1000 26.8 58.4
137 750 225 567 587 390
58.2 500 0.0 37.0 460 247
0.0 0.0 0.0 0.0 0.0 0.0
275 71.6 18.9 66.5 61.7 453

Y Results are relative only to enterprises that gave affirmative reply to A3 question.
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AS5: Does your enterprise encounter difficulties whe trying to hire ICT skilled
workers (from basic to professional level)?

%
Size Region

. - s
Enterprises = c ) )
~ EO - = =} =

=2 5% oF S B o

sY 5% oo E0B8 > =)

EQ 903 g8 00 =) ©

nod =L S8 on > m

YES

Real estate activities, renting and
business operations

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Wholesale and retail trade, motor
vehicles repair

Manufacturing 4.7 117 162 7.6 26 14.1 7.6
Hotels, campsites and other short-
term dwelling resorts

Construction 0.0 12.3 0.0 8.3 0.0 33 2.5

286 113 259 429 500 134 263

100 337 227 200 129 6.9 14.2

118 188 333 4.2 76.9 5.0 135

Activity

9.3 9.8 328 138 2.6 9.9 9.7

0.0 108 167 133 0.0 0.0 6.7

Total 8.9 125 172 127 4.9 102 127
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A6: Does your enterprise face the following problems when hiring ICT skilled

workers?
%
Size Region

. - s
Enterprises = c ) )
~ EO — = =} =

=2 5% oF S B o

sY 5% o0 2 > k=2

ESQ O R cL o0 o [}

nd =L 38 ownm > m

1

Workers with required ICT skills are not available

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Real estate activities, renting and
business operations

Wholesale and retail sale, motor
vehicles repair

Manufacturing 0.0 300 542 186 308 256 224
Hotels, campsites and other short-
term dwelling resorts

Construction 0.0 0.0 0.0 0.0 0.0 0.0 0.0

1000 100.0 50.0 986 1000 778 949

1000 100.0 0.0 1000 100.0 0.0 92.9

74.9 00 1000 1000 0.0 818 715

Activity

250 333 762 464 895 6.1 28.8

0.0 00 1000 222 0.0 0.0 22.2

Total 434 350 620 555 371 289 432

ICT professionals with required skills are not available b

Cinema and video activities, radio
and TV activities

Transport, storage and
communications

Manufacturing 500 700 542 724 692 376 585
Construction 0.0 50.0 0.0 100.0 0.0 0.0 50.0
Wholesale and retail sale, motor
vehicles repair

Real estate activities, renting and
business operations

Hotels, campsites and other short-
term dwelling resorts

1000 1000 0.0 1000 100.0 0.0 92.9

1000 667 80.0 986 1000 333 86.7

Activity

250 333 66.7 0.0 263 547 283
0.0 00 1000 17 0.0 6.5 2.8
0.0 0.0 0.0 0.0 0.0 0.0 0.0

Total 279 558 604 374 32 378 373

Y Results are relative only to enterprises that gave affirmative reply to A5 question.
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A6: Does your enterprise face the following problems when hiring ICT skilled

workers?
%
Size Region
Enterpri = g
nterprises — c ] ©
-2 5% ., 8« 3 E§ ~
E ;.f S g o2 L2 32 >
s =2 Sa 38 8§ &
High costs of hiring ICT professionals”
Construction 0.0 50.0 0.0 0.0 1000 1000 786
Cinema anq .v.ldeo activities, radio 1000 0.0 1000 0.0 0.0 1000 500
and TV activities
Transport, storage and 00 667 700 188 1000 278 296
= communications
2 Real estate activities, renting and 251 1000 286 17 1000 182 292
g business operations
Manufacturing 0.0 40.0 57.6 27.6 69.2 17.2 27.2
Wholesale and retail sale, motor 250 333 450 536 105 38 268
vehicles repair
Hotels, campsnes and other short- 0.0 0.0 0.0 0.0 0.0 0.0 0.0
term dwelling resorts
Total 20.0 45.4 53.0 27.6 80.0 15.0 28.9
Y Results are relative only to enterprises that gave affirmative reply to A5 question.
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A7: Does your enterprise use the following information and communication

technologies?
%
Size Region

. - s
Enterprises = c ) )
~ EO - = =} =

=2 33 o% 8¢ 3B <

sY 5% o0 2 > k=2

EQ 03 g o0 o (o)

nd =L 38 ownm > m

Wireless LAN

Real estate activities, renting and
business operations

Transport, storage and
communications

Cinema and video activities, radio
and video activities

Wholesale and retail trade, motor
vehicles repair

Manufacturing 365 313 667 182 218 247 205
Hotels, campsites and other short-
term dwelling resorts

Construction 0.0 18.7 420 9.5 31 9.0 6.3

429 113 370 422 500 346 386

400 337 250 168 153 737 382

214 153 288 314 857 200 365

Activity

256 386 443 405 214 207 272

0.0 108 417 6.8 25.9 0.0 8.1

Total 243 209 326 258 193 255 241

Wire based LAN

Real estate activities, renting and
business operations

Transport, storage and
communications

Manufacturing 524 600 843 488 809 492 573
Hotels, campsites and other short-
term dwelling resorts

Construction 500 438 812 402 678 337 507
Wholesale and retail trade, motor
vehicles repair

Cinema and video activities, radio
and video activities

643 887 741 731 500 687 677

600 551 727 603 847 519 601

575 554 417 253 741 917 553

Activity

419 709 623 519 373 437 451

200 813 1000 282 231 550 327

Total 493 620 793 511 639 486 532

84 or3C



Survey results

A7: Does your enterprise use the following information and communication

technologies?
%
Size Region
Enterpri = g
nterprises — c ] ©
- 5% ., 8« 3 E§ ~
E ;.f S g o2 L2 32 >
sne =8 Sa 88 8 &
Intranet (not Internet)
Regl estate actlyltles, renting and 571 556 630 731 500 50.9 571
business operations
Transport, storage and 600 337 636 336 824 779 564
communications
- Hotels, campsnes and other short- 534 446 417 243 481 875  49.0
£ term dwelling resorts
g Manufacturing 429 400 566 282 546 674 434
Cinema and video activities, radio 355 575 1500 338 857 250 390
and video activities
Wholesale and retail trade, motor 302 677 705 243 293 436 346
vehicles repair
Construction 0.0 251 500 178 6.4 6.4 8.1
Total 36.0 445 57.9 30.0 38.1 48.3 38.7
Extranet (not Internet)
ULl ST SEI 200 224 318 162 141 208 211
communications
Manufacturing 9.5 200 231 9.2 9.6 290 135
Clnen_wa and \{ldgo activities, radio 118 125 667 169 0.0 100 133
o and video activities
> Hotels, camp3|tes and other short- 0.0 215 0.0 0.0 0.0 20.2 9.4
& term dwelling resorts
Regl estate actlyltles, renting and 79 113 556 26.2 0.0 26 91
business operations
Whglesale aqd retail trade, motor 47 33 525 6.6 37 111 82
vehicles repair
Construction 0.0 12.3 11.6 0.0 0.6 7.8 3.2
Total 7.0 21.1 26.7 9.7 515 14.7 10.6
Statistical Office of the Republic of Serbia 85



| Enterprises ESISICICININ

A8: Does your enterprise use the IT systems for managing marketing/receipt of

goods?
%
Size Region
X <
Enterprises —~ e ) E
5 5§ -~ 8Bs B B
=3 2 9% S35 o &
ES 83 58 88 5 3
no =2 S8 0 S o
YES

Wholesale and retail trade, motor
vehicles repair

Transport, storage and
communications

Cinema and video activities, radio

442 291 410 395 387 463 426

400 224 159 191 24 69.1 36.0

‘E and TV activities 31.8 6.3 0.0 29.6 0.0 40.0 276
;:3 Manufacturing 262 305 272 249 298 307 274
Construction 16,7 251 304 467 131 155 191

Real estate activities, renting and
business operations

Hotels, campsites and other short-
term dwelling resorts

7.2 0.0 259 211 0.0 12 6.8

2.7 0.0 0.0 2.7 0.0 0.0 13

Total 315 260 274 289 262 343 303
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A9: Are the IT systems of your enterprise for order management automatically

linked to any of the following IT systems?

%
Size Region
Enterpri = g
nterprises — c ] ©
=2 g 3 0T E& B -‘3 =
E ;.f S g o2 L2 32 >
s =2 Sa 38 8§ &
Internal system for new orders and stocks maintenance "
Regl estate actlyltles, renting and 100.0 0.0 1000 1000 00 1000 100.0
business operations
Manufacturing 727 539 465 735 634 492 649
thlesale an_d retail trade, motor 526 780 800 676 411 521 548
vehicles repair
ol T rt, storage and
= |t ey 500 00 286 00 500 613 450
g communications
Cinema anq Yldeo activities, radio 370 0.0 0.0 50.0 0.0 0.0 357
and TV activities
Construction 0.0 25.5 76.2 13.9 0.0 29.2 14.2
Hotels, campsnes,and other short- 0.0 0.0 0.0 00 0.0 0.0 0.0
term dwelling resorts
Total 55.7 53.4 57.5 64.1 47.3 51.7 55.4
Invoicing and payment systeml)
Cinema anq _v_ldeo activities, radio 1000 1000 00 1000 00 1000 100.0
and TV activities
Hotels, camp5|tes,and other short- 1000 0.0 0.0 1000 0.0 0.0 1000
term dwelling resorts
+ Manufacturing 1000 655 828 833 1000 850 885
o q
g Wholesale and retail trade, motor 842 891 720 1000 1000 702 843
< Vehicles repair
[a)
Transport, storage and 750 1000 857 1000 1000 691 775
communications
Construction 50.0 1000 76.2 139 1000 923 65.6
Regl estate actlyltles, renting and 0.0 0.0 100 00 0.0 1000 108
business operations
Total 84.0 75.9 81.3 82.6 1000 74.2 82.6
Y Results are relative only to enterprises that replied affirmative to A8 question.
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A9: Are the IT systems of your enterprise for order management automatically
linked to any of the following IT systems?

%
Size Region

. - s
Enterprises — c ] ©
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Your production, logistics and service operations control systems’

Transport, storage and
communications
Manufacturing 364 423 510 285 660 291 394
Wholesale and retail trade, motor
vehicles repair

Construction 0.0 255 13.6 3.8 0.0 21.2 8.0
Hotels, campsites,and other short-
term dwelling resorts

Real estate activities, renting and
business operations

Cinema and video activities, radio
and TV activities

50.0 100.0 429 167 0.0 68.5 542

211 555 640 162 358 245 240

Activity

0.0 0.0 0.0 0.0 0.0 0.0 0.0
0.0 0.0 0.0 0.0 0.0 0.0 0.0
0.0 0.0 0.0 0.0 0.0 0.0 0.0

Total 256 458 453 195 461 308 297

Business systems of your external providers 1

Transport, storage and
communications
Construction 50.0 255 500 96.2 0.0 246 434
Wholesale and retail trade, motor
vehicles repair

Cinema and video activities, radio
and TV activities

Manufacturing 364 270 253 138 576 406 327
Real estate activities, renting and
business operations

Hotels, campsites,and other short-
term dwelling resorts

50.0 0.0 429 833 0.0 320 454

421 445 280 328 632 402 420

37.0 0.0 0.0 50.0 0.0 0.0 35.7

Activity

0.0 0.0 0.0 0.0 0.0 0.0 0.0
0.0 0.0 0.0 0.0 0.0 0.0 0.0

Total 40.7 293 288 304 539 380 384

Y Results are relative only to enterprises that replied affirmative to A8 question.
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Survey results

A10: To what extent your enterprise replaced traditional post mails by
electronic means in the last five years?

%

Size Region

. - s
Enterprises — c ] o©
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No changes (post mails used only)

Hotels, campsites and other short-
term dwelling resorts

Wholesale and retail trade, motor
vehicles repair

Manufacturing 357 283 198 369 313 221 323
Construction 25.0 25.1 4.3 50.3 15.8 22.8 23.7
Real estate activities, renting and
business operations

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

753 338 167 703 1000 0.0 53.0

442 225 148 363 674 347 416

Activity

214 226 7.4 5.8 0.0 329 211
200 224 182 243 0.0 214 202
8.2 6.3 0.0 9.9 0.0 5.0 7.6
Total 37 261 166 343 367 291 330

Small changes

Manufacturing 38.1 57.6 52.5 44.0 39.3 52.2 44.5
Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Construction 41.7 50.0 46.4 420 43.7 44.2 43.6
Hotels, campsites and other short-
term dwelling resorts

Real estate activities, renting and
business operations

Wholesale and retail trade, motor
vehicles repair

400 663 432 429 976 282 441

400 625 333 563 143 200 438

Activity

205 554 167 122 0.0 917 356

357 113 630 422 1000 156 334

209 421 475 359 3.9 230 235

Total 312 511 505 410 341 314 358
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A10: To what extent your enterprise replaced traditional post mails by
electronic means in the last five years?

%
Size Region
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Significant changes

Cinema and video activities, radio
and TV activities

Real estate activities, renting and
business operations

Wholesale and retail trade, motor

447 313 667 338 857 450 429

357  66.9 74 30.9 0.0 50.7 389

> - . 302 323 180 266 178 377 302

£ vehicles repair

g Manufacturing 214 117 220 146 231 247 190
Construction 16.7 187 420 6.5 2714 129 187

Transport, storage and
communications

Hotels, campsites and other short-
term dwelling resorts

20.0 0.0 18.2 0.0 24 443 171
0.0 108 583 162 0.0 4.2 9.4
Total 259 197 241 180 208 343 247

Changes mostly or wholly introduced

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Real estate activities, renting and
business operations
Manufacturing 4.7 24 5.8 3.9 75 1.0 4.2
Wholesale and retail trade, motor

vehicles repair

Construction 0.0 6.4 7.2 1.8 0.0 3.8 17
Hotels, campsites and other short-
term dwelling resorts

100 112 159 165 0.0 6.1 10.5

8.2 0.0 0.0 0.0 0.0 35.0 6.7

7.2 0.0 185 211 0.0 0.9 6.6

Activity

2.3 0.0 14.8 0.2 0.3 4.5 2.3

2.7 0.0 0.0 2.7 0.0 0.0 13

Total 39 25 8.1 4.8 31 34 3.9
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Survey results

MODULE 2.B: Internet usage

B1: Does your enterprise have access to Internet?

%

Size Region
Enterprises = g
P ~ ES = < o P
=% 58 o7 %8 § E
I S B3 st & o
he =2 S 84 2 &
YES
Real estate activities, renting, 1000 1000 926 993 1000 1000 998
business operations
Cinema an_d _v_ldeo activities, radio 918 1000 1000 904 1000 1000 933
and TV activities
. Manufacturing 905 905 948 838 981 998 909
é thlesale an_d retail trade, motor 884 902 918 906 680 956 886
& vehicles repair
Transport, storage and 90 776 932 768 1000 1000 884
communications
Construction 833 936 957 982 842 838 862
Hotels, campsites and other short- ;o5 495 g33  gag 1000 959 813
term dwelling resors
Total 89.7 909 941 866 8.6 962 902
B2: Share of employees that use Internet
%
Enterprises
Size Region
< —
— () ]
~ EO — = gl °
—_ o < -~ O 9 ©
=l =3 B (= o
he =2 S 84 2 &
1%- 24% 49.4 56.9 64.8 57.6 55.1 42.9 51.6
50%-74% 7.9 4.0 2.1 6.6 12.8 27.8 15.9
Do not use 18.0 9.6 72 18.6 18.7 5.0 13.6
25%- 49% 12.3 11.2 10.7 13.6 13.0 9.8 12.0
75%-100% 12.3 18.3 15.2 3.6 0.4 14.4 6.9
Statistical Office of the Republic of Serbia 91



| Enterprises ESISICICININ

B3: Does your enterprise have any of the following external Internet

connections?
%
Size Region

Enterpri o g
nterprises e _ g 2 o

=2 33 o% 8¢ 3B <

E ;.f S g o2 L2 32 >

[J)
he =82 S 86 2 &
Traditional modem

Manufacturing 714 683 629 746  76.0 50.1 69.8

Transport, storage and
communications

Hotels, campsites and other short-
term dwelling resorts

Wholesale and retail trade, motor
vehicles repair

Real estate activities, renting and
business operations

Cinema and video activities, radio
and TV activities

700 449 614 603 847 668 658

56.2 785 417 500 1000 646 63.8

628 421 475 712 581 543 605

Activity

571 226 370 309 1000 525 520

482 375 333 549 0.0 450 457

Construction 33.3 81.3 60.9 93.5 31.0 41.6 44.5

Total 622 604 591 696 628 527 617
ISDN

Construction 50.0 123 391 7.7 526 421 418

Wholesale and retail trade, motor
vehicles repair

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Real estate activities, renting and
business operations
Manufacturing 7.1 129 261 6.0 111 205 104
Hotels, campsites and other short-
term dwelling resorts

326 323 180 330 281 336 323

300 224 227 322 141 282 285

24.7 0.0 333 296 0.0 5.0 21.0

Activity

143 226 3710 262 0.0 142 159

2.7 0.0 16.7 54 0.0 0.0 2.7

Total 241 172 269 17.7 240 281 230
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Survey results

B3: Does your enterprise have any of the following external Internet

connections?
%
Size Region
Enterpri = g
nterprises — c ] ©
=2 g 3 0T E& B -‘3 -
E ;.f S g o2 L2 32 >
sne =8 Sa 88 8 &
DSL (xDSL, ADSL, SDSL, etc.)
thlesale an_d retail trade, motor 349 1641 443 513 122 295 332
vehicles repair
Cinema and video activities, radio 282 188 333 268 00 450 267
and TV activities
= MBS G e 200 112 295 03 24 500 194
£ communications
g Manufacturing 143 176 209 5.9 214 334 158
Regl estate actlyltles, renting and 143 113 185 21 0.0 134 14.0
business operations
Hotels, Camp3|tes and other short- 0.0 215 16.7 133 0.0 146 113
term dwelling resorts
Construction 0.0 12.3 30.4 3.0 1.0 9.0 43
Total 21.6 16.1 25.2 19.9 12.6 27.1 20.8
Other fixed Internet connections (e.g. cable rented network)
Cinema anq _v_ldeo activities, radio 447 688 667 380 1000 500 486
and TV activities
Transport, storage and 300 224 273 165 153 492 2838
communications
- Hotels, campsnes and other short- 356 215 0.0 0.0 481 563 268
£ term dwelling resorts
2 Reql estate aCtIYItIeS, renting and 214 a44 444 422 0.0 20 251
business operations
Whglesale aqd retail trade, motor 209 323 525 128 79 52 226
vehicles repair
Manufacturing 190 176 272 120 204 369 194
Construction 8.3 12.3 4.3 50.3 0.0 383 8.9
Total 20.1 225 27.6 16.3 12.0 31.6 20.9
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B3: Does your enterprise have any of the following external Internet

connections?
%
Size Region
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Mobile lines

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Manufacturing 7.1 188 121 5.7 108 226 106
Wholesale and retail trade, motor
vehicles repair

Construction 0.0 6.4 2715 3.0 1.0 5.2 2.9
Hotels, campsites and other short-
term dwelling resorts

Real estate activities, renting and
business operations

400 224 182 162 647 531 361

118 313 0.0 4.2 769 100 144

47 130 328 131 39 2.0 5.9

Activity

0.0 0.0 16.7 0.0 0.0 4.2 13

0.0 0.0 25.9 0.0 0.0 12 0.7

Total 6.9 146 174 8.1 8.4 9.9 8.8
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Survey results

B5: Does your enterprise use Internet for the following purposes?

(Internet services user) %
Size Region
Enterprises = g
pri ~ £ - s 3 P2
=2 53 o7 E3 8 E®
i §S B2 st & o
he =2 S 84 2 &
Banking and financial services
Real estate activities, renting and 714 556 815 422 500 87.0 697
business operations
Construction 66.7 74.9 88.4 87.0 71.1 61.0 69.7
Transport, storage and 700 551 659 371 976 981 67.6
.. communications
E Manufacturing 61.9 77.6 70.6 60.9 66.9 81.4 66.8
6 .
< Wholesale and retail trade, motor 628 709 852 693 541 644 640
vehicles repair
Hotels, campsnes and other short- 534 338 417 405 481 469 440
term dwelling resorts
Cinema and video activities, radio. 4,5 53 g7 357 231 500 369
and TV activities
Total 63.8 718 73.6 60.4 63.8 72.7 65.8
Training and education
Cinema and video activities, radio 247 938 667 282 1000 250 37.1
and TV activities
UG ST IEI 300 337 409 165 176 550 312
communications
o [P EC SR 256 354 262 221 387 247 266
= vehicles repair
z Regl estate actlyltles, renting and 214 31 556 211 0.0 302 239
business operations
Hotels, Camp3|tes and other short- 178 215 7 203 0.0 354 215
term dwelling resorts
Manufacturing 14.3 15.3 34.6 12.9 16.2 25.7 16.4
Construction 8.3 25.1 53.6 225 15.2 10.2 14.4
Total 20.2 23.4 37.8 17.2 22.1 26.2 21.7
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B5: Does your enterprise use Internet for the following purposes?

(Internet services user) %
Size Region

. <
Enterprises —_ g () °
~ EO — = o =

=2 53 0% 8¢ 8 o

sY 5% oo ESQ > )

E9 023 &8 00 G} @

no =L 28 Oowm > m

Market study (e.g.prices)

Wholesale and retail trade, motor
vehicles repair

Hotels, campsites and other short-
term dwelling resorts
Manufacturing 547 659 712 626 529 583  59.1
Real estate activities, renting and
business operations

Cinema and video activities, radio
and TV activities

Construction 500 50.0 812 304 547 571 519
Transport, storage and
communications

Total 594 651 703 622 495 671 61.0

674 775 623 776 429 724 683

575 785 583 473 741 917 664

571 669 741 469 50.0 663 588

Activity

600 563 333 690 143 500 581

500 337 636 339 329 725 484

Digital goods and services receipt

Cinema and video activities, radio
and TV activities

Real estate activities, renting and
business operations

Transport, storage and
communications

Manufacturing 190 129 162 161 167 232 172
Real estate activities, renting and
business operations
Construction 0.0 18.7 232 143 0.6 7.1 5.1
Hotels, campsites and other short-
term dwelling resorts

Total 16.0 112 186 173 7.2 184 153

318  50.0 0.0 338 231 400 337

28.6 0.0 185 211 0.0 313 246

200 112 182 0.0 12 489  18.6

Activity

14.0 6.3 328 256 0.7 10.7 135

0.0 0.0 0.0 0.0 0.0 0.0 0.0
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Survey results

B5: Does your enterprise use Internet for the following purposes?

(Internet services user) %
Size Region
Enterprises = @ g
P 5 EZ ~| & = o 2
= 5y oz £8 5] s
52 g3 8z z2 £ o
he =2 S 86 2 &
After-sales service
Transport, storage and 400 224 205 197 00 698 363
communications
Manufacturing 23.8 8.3 16.8 17.7 14.9 28.1 19.1
Real estate activities, renting and 143 00 185 211 00 111 126
- business operations
E Whglesale aqd retail trade, motor 116 161 262 74 125 155 123
& vehicles repair
Hotels, camp3|tes and other short- 0.0 108 167 133 0.0 0.0 6.7
term dwelling resorts
Construction 0.0 187 275 130 0.6 8.3 54
Cinema anq .v.ldeo activities, radio 0.0 125 0.0 28 0.0 0.0 19
and TV activities
Total 16.2 11.3 19.3 145 9.8 20.0 155
B6: Does your enterprise use e-government services?
%
Size Region
Enterprises g @ g
= _ e =
23 za 2255 2|2
he =2 S 86 2 &
YES
Manufacturing 66.7 435 654 602 512 732 606
Regl estate actlyltles, renting and 500 669 815 %2 500 667 531
business operations
Cinema and video activities, radio 447 750 667 408 857 550 495
o and TV activities
B [rEnEpel SRS Ce 400 663 659 426 353 523 454
2 communications
Wholesale and retail trade, motor 75 gy 735 319 485 430 405
vehicles repair
Construction 25.0 56.2 76.8 36.9 44.1 21.4 34.4
Hotels, campsites and other short- 1,6 446 553 257 259 469 327
term dwelling resorts
Total 46.5 52.1 68.3 46.5 48.3 51.1 48.6
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B7: Does your enterprise use e-government services in the following ways?

%
Size Region
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To obtain information'

Real estate activities, renting and
businessoperations

Cinema and vieo activities, radio and
TV activities

Wholesale and retail trade, motor

1000 100.0 100.0 100.0 100.0 100.0 100.0

100.0 100.0 100.0 100.0 100.0 100.0 100.0

1000 100.0 844 100.0 1000 991 995

%‘ vehicles repair

38 [WLEUER R CUETSC 1000 1000 931 993 1000 993 994
communications
Construction 1000 887 1000 1000 1000 844 963
Manufacturing 857 973 966 899 749 993 889

Hotels, campsites and other short-
term dwelling resorts

Total 933 974 949 935 891 980 942

00 1000 714 1000 100.0 318 688

To order forms, e.g. tax forms "

Cinema and video activities, radio
and TV activities

Manufacturing 893 864 8.6 813 985 947 885
Transport, storage and
communications

Wholesale and retail trade, motor
vehicles repair

Real estate activities, renting and
business operations

Hotels, campsites and other short-
term dwelling resorts

Construction 332 667 906 742 393 697 521

1000 833 50.0 931 1000 909 942

750 100.0 89.7 626 1000 978 815

687 951 891 568 782 797 736

Activity

714 663 909 194 1000 768 714

0.0 759 714 632 1000 318 542

Total 76.7 851 874 725 815 839 791

Y Results are relative only to enterprises that gave affirmative reply to B6 question
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Survey results

B7: Does your enterprise use e-government services in the following ways?

%
Size Region
Enterpri = g
nterprises — c ] ©
_&a E2 o7 S 8 B =
Y 539 oo E£2 > ()
EC 09O QgL © o = ©
B = | = 2| S S @) > m
To return filled forms !
Cinema and video activities, radio 553 667 500 893 167 250 577
and TV activities ' ' ' ' ' ' ’
Hotels, campsites and other short-
term dwelling resorts 0.0 75.9 714 63.2 1000 318 54.2
Wholesale and retail trade, motor 138 652 756 500 339 535 480
%’ vehicles repair ' ' ' ' ' ' ’
& Transport, storage and 500 169 571 463 167 467 436
communications
Manufacturing 39.3 40.5 57.6 39.8 46.1 40.3 414
Construction 0.0 220 604 387 315 30.0 15.5
Real estate activities, renting and 143 0.0 545 00 1000 32 137
business operations ' ' ' ' ’ ' ’
Total 36.6 40.6 59.8 41.8 36.4 38.3 39.2
Offers/quotations in electronic tenders system
Cinema and video activities, radio 553 167 500 414 833 91 142
and TV activities ' ' ' ' ' ' '
Hotels, camp5|tes and other short- 1000 0.0 28.6 0.0 0.0 682 313
term dwelling resorts
. Whglesale aqd retail trade, motor 313 250 444 206 258 378 306
£ vehicles repair
& Transport, storage and 250 00 207 381 33 29 194
communications
Construction 0.0 44.7 9.4 25.8 6.1 333 157
Manufacturing 7.1 217 176 7.9 42 229 109
Real estate activities, renting and 0.0 0.0 91 0.0 0.0 05 04
business operations ' ' ' ' ’ ' ’
Total 15.7 213 20.2 134 114 24.1 17.1
Y Results are relative only to enterprises that gave affirmative reply to B6 question
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B8: Does your enterprise feature website?

%
Size Region
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YES

Real estate activities, renting and
business operations

Transport, storage and
communications

Construction 583 500 696 710 684 382 573
Hotels, campsites and other short-
term dwelling resorts

Cinema and video activities, radio
and TV activities

Wholesale and retail trade, motor
vehicles repair

Manufacturing 429 529 764 413 422 TA7 486

643 774 926 262 50.0 898 66.8

700 449 773 533 212 992 66.8

205 892 833 459 519 694 547

Activity

482 625 667 549 143 600 505

465 775 672 511 442 514 499

Total 496 599 752 456 477 638 529
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Survey results

B9: Your enterprise as provider through website, i.e. your enterprise as Internet

services provider

%
Size Region
Enterprises < g
P ~ EQ = s g 8
=2 55 ox S8g 3B g
E ;.f S g o2 L2 32 >
sne =8 Sa 88 8 &
Production range marketing"
Construction 100.0 100.0 100.0 100.0 100.0 100.0 100.0
Hotels, campsites and other short- 0, o 1000 778 1000 1000 939 975
time dwelling resorts
Manufacturing 88.9 97.8 93.9 91.7 85.1 97.7 92.1
2 [ranspor, storage and 857 1000 882 1000 1000 77.3 872
'S communications
o .
I Whglesale aqd retail trade, motor 850 874 829 624 957 969 854
vehicles repair
Real estate activities, renting and 777 1000 1000 1000 1000 773 819
business operations
Cinema anq Yldeo activities, radio 585 900 1000 564 1000 917  66.0
and TV activities
Total 86.7 95.6 93.1 83.3 935 91.3 89.0
Access to products' catalogues and pricelists’
Construction 85.8 24.8 43.8 4.2 97.7 66.3 72.1
Wholesale and retail sale, motor 650 584 439 796 678 513 635
vehicles repair
Hotels, campsnes and other short- 0.0 754 778 559 1000 500 610
> term dwelling resorts
'S Manufacturing 611 378 478 307 595 778  52.6
©
Gq VLS, S e 286 250 576 3L5 333 292 303
communications
Reql estate aCIIYIIIeS, renting and 223 28.9 400 0.0 1000 1856 238
business operations
Cinema anq y_|deo activities, radio 0.0 60.0 0.0 77 1000 154 130
and TV activities
Total 56.6 42.6 417 43.9 75.1 49.7 53.1
Y Results relative only to enterprises that gave affirmative reply to B8 question
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B9: Your enterprise as provider through website, i.e. your enterprise as Internet
services provider

%
Size Region

Enterprises o g
P ~ EQ = s g 8

=2 5% oF S B o

E ;.f S g o2 L2 32 >

[J)
hc =2 Sa 34 2 &
After-sales support’

Manufacturing 8315 24.4 19.1 23.0 245 39.5 28.7

Wholsale and retail trade, motor
vehicles repair

Hotels, campsites and other short-
term dwelling resorts

Real estate activities, renting and
business operations

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Construction 0.0 127 16.7 25 0.0 11.8 35

250 416 220 148 322 344 2715

0.0 37.9 0.0 424 50.0 0.0 25.9

22.3 0.0 20.0 00 1000 123 188

Activity

143 500 265 7.6 5.6 27.3 186

0.0 20.0 0.0 5.1 0.0 0.0 3.8

Total 226 272 193 167 230 284 233

Y Results relative only to enterprises that gave affirmative reply to B8 question
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B10: Does your enterprise use the following data security systems?

Survey results

%
Size Region
& e
. — = () (@]
Enterprises _5 g 2 v Bo 3 -(3 =
E ;.f S g o2 L2 32 >
sne =8 Sa 88 8 &
Anti-virus software
Regl estate actlyltles, renting and 1000 887 741 942 1000 991 978
business operations
Cinema and video activities, radio o, 5 413 1000 901 1000 80 905
and TV activities
= MBS G e 900 449 909 701 1000 958 835
£ communications
g Manufacturing 810 847 868 702 943 983 825
Whglesale aqd retail trade, motor 791 870 820 894 680 784  79.9
vehicles repair
Construction 75.0 87.7 92.8 97.0 84.2 64.3 78.6
Hotels, campsnes and other short- 753 785 833 554 1000 959 767
term dwelling resorts
Total 82.1 83.4 86.4 78.5 85.1 85.4 82.6
Firewalls, software or hardware
Regl estate actlyltles, renting and 643 774 556 731 0.0 756 65.7
business operations
Transport, storage and 300 776 636 116 306 775 389
communications
o Manufacturing 31.0 235 51.4 19.0 43.0 457 30.9
2 Cinemaandvideo activities, radio ,, ;55 1000 211 1000 150 305
2 and TV activities
thlesale aqd retail trade, motor 232 516 770 267 383 226 270
vehicles repair
Hotels, Camp3|tes and other short- 0.0 10.8 7 6.8 25,9 0.0 81
term dwelling resorts
Construction 0.0 12.3 50.0 19.0 2.1 45 5.6
Total 21.6 339 55.0 24.0 30.9 36.4 30.2
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B10: Does your enterprise use the following data security systems?

%
Size Region
_ ~ s o 8
Enterprises & g 2 v Bo 3 i =
Y 539 oo E£2 > ()
cC = R =
EQ 23 g9 @©a O o]
nod =L S8 on > m

Security servers (backup protocols, e.g. shttp)

Real estate activities, renting and
business operations

Cinema and video activities, radio
and TV activities

Transport, storage and
communications

Wholesale and retail trade, motor
vehicles repair

Manufacturing 214 153 324 141 249 328 209
Hotels, camsites and other short-
term dwelling resorts
Construction 0.0 18.7 536 7.7 15 13.6 7.0

286 774 370 309 0.0 443 351

318 313 667 197 8.7 450 333

300 224 318 165 12 546  29.0

Activity

209 354 410 150 357 226 227

17.8 0.0 16.7 2.7 0.0 271 101

Total 204 237 39 1563 214 291 219

Off-site data backup

Transport, storage and
communications

Cinema and video activities, radio
and TV activities

Manufacturing 26.2 5.9 179 149 255 267 202
Real estate activities, renting ad
business operations

Wholsale and retail trade, motor
vehicles repair

Hotels, campsites and other short-
term dwelling resots

Construction 0.0 6.4 18.8 4.7 1.0 &3 2.4

500 449 250 203 129 950 477

247 500 333 338 231 150 288

143 226 630 102 0.0 233 168

Activity

7.0 323 262 8.4 12.9 9.5 9.8

0.0 108 417 6.8 0.0 14.6 8.1

Total 159 147 222 129 149 201 160
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Survey results

B12: Did your enterprise encounter security problems with ICT (e.g. computer
viruses, unauthorized external access to computer system) that resulted in loss
of information or waste of working time?

%

Size Region
Enterprises o -g 3 I(—‘OE
P -9 5§53 7+ Bs 3T g
E ;.f S g o2 2 3 k=)
s 58 S 58 8 &
YES
Transport, storage and 600 449 568 304 847 725 575
communications
Wholesale and retail trade, motor 4o 4a4 500 479 287 535 469
vehicles repair
. Clr:‘e?\;a ar;_d _vt_ldeo activities, radio 365 750 333 549 231 150 433
g an activi |e's” '
& Real estate activities, renting and 357 26 370 422 00 370 340
business operations
Construction 25.0 311 46.4 13.0 31.0 29.2 27.6
Manufacturing 16.7 412 365 258 172 320 2438
Hotels, campsnes and other short- 0.0 108 0.0 0.0 25,0 0.0 47
term dwelling resorts
Total 34.5 39.7 40.7 339 25.0 445 35.7
Statistical Office of the Republic of Serbia 105



| Enterprises  [ESUSICINEN.
MODULE 2.C: E-commerce

C1: Did your enterprise ordered goods or services through Internet (typed emails
excluded) in 2005?

%

Size Region
. - g o 8
Enterprises ~ Eo — £ S =
= 2 N () ’: S < o E
cY 5% oo EZ2 3> =3
ES 03 g9 o0 o (o)
no =L 28 Oowm > m
YES

Real estate activities, renting and
business operations

Transport, storage and
communications

Cinema and video, radio and TV
activities

Wholesale and retail trade, motor
vehicles repair

Manufacturing 9.5 129 184 114 5.7 178 112
Construction 0.0 37.4 42.0 24.3 3.1 12.9 10.0
Hotels, campsites and other other
short-term dwelling resorts

286 113 370 789 1000 654 735
400 112 136 319 315 473 342

247 188 0.0 314 143 0.0 23.1

Activity

209 259 328 277 37 248 216

0.0 0.0 16.7 2.7 0.0 0.0 13

Total 172 177 233 191 4.2 245 176

C2: Internet purchases relative to all purchases in 2005 n
%

Enterprises
Size Region

Y % § ~ 8 ® '; % g

E2 82 Bg 8 5 3

nd =L 38 on > M
Over 1% and less than 5% 251 260 353 410 402 120 260
Less than 1% 19.0 51.6 28.1 155 44.9 317 255
25% and over 230 109 8.1 14.9 0.0 260 205
Over 5% and less than 10% 24.2 3.8 20.7 26.9 131 157 203
Over 10% and less than 25% 8.7 35 8.1 2.1 1.9 13.0 7.7

Y Data relative to enterprises that gave positive reply to C1 question
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Survey results

C3: Did your enterprises receive Internet orders in 2005 (email orders excluded)

?
%
Size Region
& e
. — = () (@]
Enterprises - g 2 o T B -.g -(3 =
E ;.f S g o2 L2 32 >
[J)
6 =2 S 83 2 &
YES
Regl estate actlyltles, renting and 300 224 91 194 0.0 473 276
business operations
Transport, storage and 118 125 00 169 00 00 114
communications
- Cm_e_nja and video, radio and TV 93 193 295 160 45 95 106
£ activities
2 Whglesale aqd retail trade, motor 79 0.0 370 0.0 0.0 119 71
vehicles repair
Manufacturing 0.0 10.8 0.0 0.0 25.9 0.0 4.7
Construction 2.4 4.7 16.2 55 3.3 2.4 4.3
Hotels, campsngs and other other 0.0 123 188 30 27 59 37
short-term dwelling resorts
Total 7.4 9.3 17.9 9.3 35 10.2 8.3
C4: Percentage share of turnover made upon Internet received orders in total
turnover in 2005
%
Enterprises
Size Region
© ©
~ E& — = 3 S
_9 5% T &s B o =
T g S S &g &€ = =)
= [J)
52 En s 88 £ &
Over 5% and less than 10% 34.8 6.7 135 22.8 0.0 364 267
Over 1% and less than 5% 229 27.4 24.0 27.1 23.6 20.9 23.9
25% and over 18.6 24.6 35.6 22.0 15.7 23.1 21.9
Over 10% and less than 25% 23.6 6.7 1.9 225 135 140 177
Less than 1% 0.0 34.6 25.0 5.6 47.2 5.7 9.9
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C5: Overall Internet puechase in 2005, by type of customers
%

Enterprises
Size Region
© ©
—~ = (] =
il 83 Bg g€ : o
he =2 S 86 2 &
B2B Sales to other enterprises
B2G Sales to public administration bodies
25% and over 743 726 913 734 705 799 761
Over 1% and less than 5% 12.9 6.7 0.0 31 0.0 191 101
Over 5% and less than 10% 12.9 0.0 1.9 19.9 0.0 0.5 9.0
Less than 1% 0.0 20.7 4.8 31 29.5 0.5 45
Over 10% and less than 25% 0.0 0.0 1.9 0.5 0.0 0.0 0.2
B2C Sales to physical persons
Less than 1% 535 397 481 417 213 645 501
25% and over 449 525 298 514 562 355 446
Over 5% and less than 10% 0.0 7.8 5.8 15 15.7 0.0 2.3
Over 1% and less than 5% 1.7 0.0 8.7 4.3 2.2 0.0 2.1
Over 10% and less than 25% 0.0 0.0 1.7 1.0 45 0.0 0.9
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Survey results

C6: Total Internet sales in 2005, by place of destination

%

Enterprises
Size Region
© <
—~ = (] =
il 83 Bg g€ : o
he =2 S 84 2 &
Domestic
25% and over 90.9 71.7 78.8 87.5 95.5 82.1 85.8
Less than 1% 9.1 20.6 8.7 10.5 2.3 14.0 11.3
Over 10% and less than 25% 0.0 7.8 6.7 1.0 0.0 3.9 2.8
Over 5% and less than 10% 0.0 0.0 5.8 1.0 2.3 0.0 0.7
Over 1% and less than 5% 0.0 0.0 0.0 0.0 0.0 0.0 0.0
EU countries
Less than 1% 818 642 625 729 719 799 760
25% and over 18.2 145 317 22.5 124 17.2 22.0
Over 1% and less than 5% 0.0 6.7 19 3.6 0.0 0.0 0.8
Over 5% and less than 10% 0.0 7.8 1.9 0.5 15.7 0.0 0.6
Over 10% and less than 25% 0.0 6.7 1.9 0.5 0.0 2.9 0.6
Other countries
Less than 1% 77.1 74.9 61.5 57.9 69.3 924 74.9
Over 5% and less than 10% 229 6.7 14.4 37.0 9.1 2.9 18.6
25% and over 0.0 18.4 15.4 33 21.6 3.9 5.4
Over 1% and less than 5% 0.0 0.0 6.7 1.3 0.0 0.7 0.9
Over 10% and less than 25% 0.0 0.0 1.9 0.5 0.0 0.0 0.2
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2.5. QUESTIONNAIRE

Usage of information - communication technologies in
enterprises

MODULE 2.A: Main data on ICT system

YES NO
Al: Does your enterprise use computer in business operations?
d O
End
A2: Please estimate the share of the employees that use computer %
at least once a week?
A3: Are there employees in your enterprise that partly spend work YES NO
time (once or several times per week) doing work out of their office
and then have access to the computer system of the enterprise? |
Go to A5
A4: How is the access to the computer system of the enterprise
made? YES NO
a) From home (| [
b)  From other users or external business partners | O
c) From other geographic locations of the enterprise 0 m
or the group of enterprises
d)  While on business trip, e.g. from hotel, airport, etc. (|
YES NO
A5: Does your enterprise encounter difficulties when hiring workers
skillful in ICT (from basic to professional level)? n O
Go to A7
A6: Does your enterprise face the following problems when trying to
hire workers skillful in ICT? YES NO
a) Workers with required skills for the usage of ICT 0 m
applications are not available
b)  Professionals with skills required for ICT usage (IT 0 m
professionals) are not available
c)  High costs of hiring ICT professionals (| [
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Questionnaire

A7: Does your enterprise use the following information and
communication technologies? YES NO
a) Wireless LAN O O
b)  Wire based LAN O O
c) Intranet (not Internet) O O
d) Extranet (not Internet) O O
YES NO
A8: Does your enterprise use IT systems for business management
relative to orders placement or receipt? m 0
Go to A10
A9: Are the IT systems of your enterprise for orders management
automatically linked with some of the following IT systems? YES NO
a) Internal system of placing new orders and stocks m m
replacement
b)  System of invoicing and payments [ [
c) Your system of monitoring production process, m m
logistics and service operations
d) Business systems of your providers (for the m m
providers out of your enterprise group)

A10: To what extent has your enterprise replaced the use of traditional mail services (e.g.
invoice mailing, direct mails, etc.) with the use of electronic communications (Intranet,
Extranet, Internet, e-mail messages) in contacts with clients and other enterprises in the last
five years?

(Mark one reply only.)

a) No replacements (all documents sent by mail) O

b)  Small replacements (now instead of traditional mail

services, we sometimes apply electronic m
communications means, however post mailing is still
prevailing)

c) Significant novelties (electronic communications m

became dominant)

d) Changes were introduced mostly or wholly
(traditional mail was used, now only occasionally O
and all documents are sent in electronic way)

e) Not applicable (traditional postal services were
never relevant communication means for the O
enterprise)
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MODULE 2.B: Internet usage

| Enterprises_ ISISISICINI

B1: Does your enterprise have the access to Internet?

YES NO
O O
Goto D1

B2: Please estimate the share of the employees that use Internet
at least once a week?

B3: Does your enterprise have any of the following external

connections to Internet? YES NO

a) Traditional Modem (dial-up access through m 0
regular phone line)

b) ISDN connection [ (|

c) DSL (xDSL, ADSL, SDSL, etc.) connection [ (|

d) Other fixed Internet connection (e.g. cable line, m 0
rented)

e) Mobile connections (e.g. analog mobile phone,
GSM, GPRS, UMTS, EDGE, CDMA2000 [ (|
1xEVDO)

B4: What is the maximum speed of the Internet connection of your enterprise (according to

the contract)?

(Mark one reply only)

a) Below 144 Kb/s [
b) 144 Kb/s and over and below 2 Mb/s O
c) 2 Mb/s or over [
B5: Does your enterprise use Internet for the following purposes?
(As user of Internet services) YES NO
a) Banking and financial services O O
b) Training and education [ (|
c)  Market monitoring (e.g. prices) [ (|
d) Receipt of digital items and services [ (|
e) After-sales service (claims, maintenance Internet m 0
support)
YES NO
B6: Does your enterprise use public administration services
through Internet?
9 O O
Go to B8
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Questionnaire

B7: Does your enterprise use public administration services in the
following ways? YES NO
a) To obtain information O O
b) To provide forms, e.g. tax forms O O
c) To send back filled forms, e.g. statistical m 0
information to public administration
d) To place offers/proposals in electronic tenders [ [
YES NO
B8: Does your enterprise have website?
O O
Go to B10
B9: Does your enterprise provide the following by the way of
website:
(Your enterprise as Internet service provider) YES NO
a) Enterprise products marketing [ [
b)  Access to products catalogues and price lists [ [
c) After-sales support O O
B10: Does your enterprise use the following systems of data
protection? YES NO
a)  Anti-virus software O O
b) Firewall software or hardware [ [
c) Security servers (security support protocols, e.g. m m
shttp)
d) Off-site data backup O O
B11: Is it possible to communicate with your enterprise with the
use of the following security tools? YES NO
a) Electronic digital signature as user authenticity
checking tool
b)  Other authenticity checking tool (e.g. PIN code)
c) Data coding for confidentiality protection [ [
B12: Did your enterprise encounter security problems related to YES NO
ICT (computer virus, works or Troyan attack, unauthorized
external approach to the computer system) that caused the loss of m m
information or waste of time?
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MODULE 2.C: Electronic business operations (Internet)

Internet-placed orders (purchase)

YES NO

C1: Did your enterprise in 2005 order goods/services through Internet
(excluding typed email messages)? m

Go to C3

C2: Please estimate the percentage share of Internet purchase in
total purchase in 20057
(Mark one reply only)

a) Below 1%
b) 1%-5%
c) 5%-10%
d) 10% - 25%

Oogooonag

e) 25% and over

Internet received orders (sales)

C3: Did your enterprise receive orders by Internet (excluding email YES NO

orders) in 20057

O
Goto D1

C4: Please estimate the share of turnover realized pursuant to
Internet received orders, in the total 2005 turnover. %

C5: Please review total sales by Internet in 2005, by categories of
customers.

a) B2B (sales to other enterprises) and B2G (sales to %
. .. . . 0
public administration bodies)

b)  B2C (sales to physical persons) %

c) TOTAL 100 %

C6: Please review total sales by Internet in 2005, by destination.

a) Domestic %
b) EU countries %
c) Other countries %

d) TOTAL 100 %
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Questionnaire

MODULE 2.D: Electronic business operations through external computer
networks (other than Internet)

Orders placed through external computer networks (other than Internet)
(Purchase)
(EDI, EDIFACT, etc.)

YES NO

D1: Did your enterprise in 2005 order goods/services through external
computer networks (other than Internet)? 0

Go to D3

D2: Please estimate the percentage share of orders through external
computer networks (other than Internet) in total purchase in 2005?
(Mark one reply only)

a) Below 1%
b) 1% -25%
c) 25%-50%
d) 50% - 75%

oooo o

e) 75% and over

Orders received through external computer networks (other than Internet)
(Sales)
(EDI, EDIFACT, etc.)

YES NO
D3: Did your enterprise in 2005 receive orders through external
computer networks (other than Internet)?
O [l
End

D4: Please estimate the share of turnover realized pursuant to the
orders received through external computer networks (other than %
Internet), in the total 2005 turnover?
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ICT DICTIONARY

ADSL (Asymmetric Digital Subscriber Line):

Broadband digital transmission technology that uses the existing telephone line and provides
for possible simultaneous data sending and voice communication. The larger part of range
serves for data sending to user and the speed extends up to 6 Mbps.

Bit (Binary Digit):

The smallest information unit that computer handles. Bit is expressed as 1 or 0O in binary
presentation, or as true, i.e. false in logic presentation. A group of 8 bits makes 1 bite.
Broadband:

Communication system the agent (carrier) of which (e.g. optical cable) forwards multiplied
data simultaneously, and each individual data is made module at different frequency.

B2B (Business-to-Business):

Transactions between two enterprises that are carried out by the way of networks based on IP
and through other computer networks.

B2C (Business-to-Customer):

Transactions that are carried out between business and private customer through IP networks
and by the way of other computer networks.

Downloading-overtaking:

Electronic transfer of information from distant computer to your computer. Overtaking of data
files from anonymous FTP is a popular way of obtaining free of charge software of public
property.

Dial-up connection:

When telephone network is used for connecting to network. Included are modem and regular
telephone line, ISDN card and ISDN line, etc. If you are a typical computer user, you have one
or two dial-up connections: one for the link to Internet and another for the link to the network at
your enterprise.

DVD (Digital Video Disc):

Type of optical disc for data storage. DVD is similar to CD-ROM disc, however features
several times larger capacity. Generally DVD is used for the storage of films and other
multimedia contents that are demanding regarding the capacity of stored data.

Disc:

Unit for data storage, integrated into your computer.
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DSL (Digital Subscriber Line):

A type of fast Internet connection by using standard telephone parities. It can be a kind of
broadband connection.

xDSL, ADSL, etc.:

Transfers carried out through Internet networks based on protocol and through other computer
networks. Goods and services are ordered by the way of these networks, however payment
and final deliveries of goods or services can be effected online or offline. Orders received by
phone, fax or mail are not included in the category of electronic commerce.

Digital goods or services:

Goods/services that can be ordered and delivered directly by computer, through Internet, e.g.
music, video films, games, computer software, ‘online’ news, consulting, etc.

E-mail:

Electronic message transfer, including texts and attachments, from one to another computer
that are located within or outside the organization. Here included are electronic mails through
Internet or other computer networks.

Extranet:

Safe Intranet extension that provides access for external users to certain Intranet parts in the
organization.

Electronic commerce:

E-Commerce (Electronic Commerce) anticipates the purchase or sales of goods or services
through Internet, especially by the means of World Wide Web. Practically this term is
frequently used instead of the recent term e-business, which means making business through
Internet.

Firewall:

Hardware and software combination, which maintains the system safe and secure. Usually it is
used to prevent unauthorized external access to internal local network. Firewall stops direct
communication of the network with external computers.

Hard disk:

The unit containing hard discs integrated into computer, where data are magnetically recorded
and read from, with a set of mobile heads.

Hardware:

Physical unit of computer system, including also external units, printers, modems, mouse
units, etc.
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Internet:

World computer network.

Internet address:

Address of certain resource at Internet. Typically it could be:

http://www.statserb.sr.qov.yu

Intranet:

Network within an organization, based on Internet technologies and protocols, however
available to certain group of users, e.g. staff members.

ISDN (Integrated Services Digital Network):

Fast digital telephone service, speed of up to 128 Kbps, which is several times faster than
analogous modem.

Local Area Network (LAN):

Local network comprising and connecting a group of computers, printers and other units on a
relatively limited location (e.g. building construction). Each connected LAN unit is enabled to
communicate with other networks, as required.

Network:

A group of computers or other units, such as printers, scanners and other that are connected
to communication link, which facilitates possible interaction for all units. It could be of small or
large size, cabled, wireless, permanently connected, casually connected. The largest network
is Internet, the largest group of all inter-connected world networks.

Server:

Computer, within network area, which contains shared resources that are used by network
users.

Virus:

Computer software, which when started and entered makes computer data damaged or
deleted.

Wide Area Network (WAN):

Communication network that links computers, printers and other similar units of separate
geographic areas.

Window:

A part of monitor screen where from programs and processes can be started. User can start
several windows simultaneously.
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