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E-SERVICES: EFFICIENCY AND USE IN MODERN BUSINESS

Abstract: 
The accelerated development of the Internet and information technologies 
has conditioned the emergence of new forms of business. One of the most 
important types of the application of new technologies is electronic business 
(eBusiness). The term eBusiness is a general term for the electronic way of 
doing business. This paper will provide an overview of the development 
and advantages of using electronic business in today. The importance of the 
service sector in the Republic of Serbia is also evidenced by data showing 
the share of various sectors in domestic GDP. The service sector generates 
over 50% of GDP in Republic of Serbia. The importance of the global service 
economy, the strengthening of the service sector and the support of infor-
mation technologies have conditioned the emergence and development of 
eServices. Therefore, special attention in this paper will be paid to examples 
from the field of eServices of the public and private sector of the Republic of 
Serbia. Even though some efforts have been made to develop eBusiness and 
eServices, additional efforts need to be made to educate and inform natural 
and legal persons about the use and advantages of these services.
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INTRODUCTION

The increase in the use of the Internet in the daily performance 
of activities and communication between the company and users has 
brought a new, modern form of business. Changes in the needs and habits 
of consumers and the development of technologies on the other hand 
have conditioned the development of electronic business as a modern 
type of business. Availability of information, wide range of products and 
services, time saving and disappearance of spatial barriers are just some 
of the advantages recognized by users. In order to use all advantages of 
electronic business, it is necessary to harmonize information and com-
munication technologies and strategically adjust to the goals and tech-
nological achievements [1]. The intensive transition from traditional 
to modern ways of doing business, from the aspect of finance, requires 
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certain capital expenditures. It is necessary to provide 
funds for financing the implementation of the software 
solution, its testing and maintenance, as well as training 
of employees so that the entire process runs smoothly.

The development of new technologies and the appli-
cation of the Internet in everyday business enables more 
efficient performance of activities. Electronic business 
(eBusiness) refers to the performance of various transac-
tions in electronic form, via the Internet, which enables 
more efficient performance of daily business activities 
[2]. At the same time, it represents a general concept 
that includes all forms of business transactions or 
exchange of information in the free market that are per-
formed by using the information and communication 
technology [3].

The legislative framework of eBusiness in the terri-
tory of the Republic of Serbia is the Law on Electronic 
Document, Electronic Identification and Trust Services 
in Electronic Business [2]. According to the abovemen-
tioned Law, electronic business is defined as the use of 
data in electronic form, means of electronic commu-
nication and electronic data processing in the perfor-
mance of activities of natural and legal persons.

If adequately organised, eBusiness can bring a 
series of benefits to companies. Some of the advantages 
of eBusiness are reflected in simpler and faster access to 
information, efficient and effective use of available re-
sources, easier and safer data exchange, faster process-
ing of collected data, greater security of data storage and 
generally greater time savings of all stakeholders in the 
eBusiness process.

According to the Strategy for Development of the 
Information Society in the Republic of Serbia till 2020, 
the plan is that citizens will be able to make all contacts 
with administrative bodies, holders of public authority, 
courts and the health care system, without leaving their 
apartment, i.e. workplace, except for those contacts that 
require physical presence [4].

The increasing participation of the service sector in 
advanced economies causes special attention and pro-
vides many opportunities to modern users. According 
to [5], the share of services/service sector in the total 
GDP of the Republic of Serbia in 2018 was 51.02%. This 
data indicates the importance of the service sector in our 
country. In order for the service process to be success-
fully realized, it is necessary to monitor and understand 
the needs and behaviour of users during the service 
process. An important component in the provision of 
e-services is real-time response [6]. The success of e-
service delivery depends on the set strategies, the choice 

of an adequate method for measuring performance, as 
well as raising awareness and better understanding of the 
concept of electronic service [6]. Different forms of using 
eBusiness and their advantages have been recognized in 
both the private and public sectors. Further in this paper, 
an overview of the current examples of eServices in the 
Republic of Serbia will be presented.

1.	 ESERVICES IN THE REPUBLIC OF SERBIA 

According to [7], eService is defined as a service that 
is available via the Internet, and which enables the 
execution of tasks, solving problems or doing transac-
tions. Both legal and natural persons can be eService users. 
Some of the important areas of successful application of 
the Internet and new technologies in the service sector 
that are applied in the territory of the Republic of Serbia 
will be presented further in the text:

1. eBanking

Modern business conditions in the field of banking 
have transformed the traditional system of delivering 
services to the population. Therefore, today financial 
institutions provide their services through various chan-
nels, such as branch banking, ATMs, internet banking 
(eBanking) and mobile banking (mBanking).

Electronic banking (eBanking) is a fast, secure, sim-
ple and efficient electronic service that allows an access 
to a bank account, but also the provision of Internet ser-
vices, 24 hours a day and 7 days a week [8] . The main 
goal of electronic banking is faster and safer connection 
of clients and information. This form of banking can be 
realized by using the Internet, but with other specialized 
computer networks. Business efficiency is achieved by 
lower costs, as well as by a better competitive position 
in the business market, which in eBusiness is achieved 
through the use of wireless communication devices, 
namely: mobile phones, Palm OS devices and Pocket & 
Handheld PCs.

The main advantages of using the eBanking system 
are reflected in the following:

•	 time saving;
•	 lower commissions for all online payments;
•	 two-way communication with clients;
•	 reduction of operating costs;
•	 smaller volume of paper documentation;
•	 payment on the go;
•	 faster and simpler cash flow;
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•	 the possibility to perform transactions from dif-
ferent geographical distances;

•	 current account balance overview;
•	 current review of all payment transactions.

Disadvantages of using the eBanking system relate to:
•	 business security;
•	 lack of legislation;
•	 lack of privacy;
•	 alienation;
•	 aversion to innovations;
•	 danger of data misuse;
•	 identity theft.

2. mBanking

The development of information technology has en-
abled financial institutions to revolutionize the patterns 
of providing their services. Mobile banking (m-bank-
ing) is the fastest growing and most profitable channel 
for providing banking services [9]. Mobile banking is 
any transaction with a monetary amount, which is per-
formed by the use of mobile networks. The basic char-
acteristics of mobile banking are reflected in time avail-
ability, device mobility, savings of time and resources, 
simplicity of operations and security.

The reasons that led to the development of different 
types of mobile services, including mobile banking, are 
the following:

•	 developed mobile telephony market;
•	 rapid development of the Internet and e-com-

merce;
•	 possibilities of authentication and authorization 

in different types of transactions;
•	 new principles of charging for different services.

3. eGovernment

The eGovernment portal was created with the idea of 
enabling the citizens of the Republic of Serbia to quickly 
and efficiently solve their administrative tasks without 
physically going to the government counter. The Law on 
Electronic Administration defines the tasks performed 
by the administration of state bodies and organizations, 
bodies and organizations of the provincial autonomy, 
bodies and organizations of local self-government units, 
institutions, public enterprises, special bodies through 
which the regulatory function is exercised and legal and 

natural persons entrusted with public authorities by us-
ing information and communication technologies [10]. 
The manner of work of the eGovernment portal is regu-
lated by the Government of the Republic of Serbia.

eGovernment is defined as a central place for pro-
viding electronic services to three categories of users, 
namely: citizens, economy and state. For each of the 
above stated categories, there is a defined range of elec-
tronic services whose idea is to enable simpler and faster 
execution of various administrative tasks.

eGovernment portal started working in June 2010 
in the territory of the Republic of Serbia. It is the result 
of the work of a large number of different state institu-
tions and some local self-governments that have made 
available their electronic services and the necessary 
information related to the services they provide to citi-
zens and the economy. [11] Based on the report of the 
Statistical Office of the Republic of Serbia, an overview 
of the movement of the number of Internet service 
users in the Republic of Serbia in the period from 2010 
to 2019 was made. Within the users of Internet services, 
the tendency of the movement of the number of users 
of eGovernment in the Republic of Serbia is separately 
shown. Having in mind that the eGovernment portal 
started operating in 2010, a graphic presentation of the 
movement of users of this service for that period will be 
presented below.

Table 1. NUMBER OF USER OF PUBLIC  
ADMINISTRATION ELECTRONIC SERVICES

Source: Statistical Office of the Republic of Serbia,  
https://www.stat.gov.rs/

Based on the previous chart, there is a noticeable in-
crease in the number of users of electronic service of 
eGovernment in the observed period in the Republic of 
Serbia. The number of users today, compared to 2010, 
when the implementation of eGovernment started in 
Serbia, is almost five times higher, which indicates the 
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recognition of the importance and significance of the 
implementation of the eGovernment portal by the users 
of this service.

Further development is defined by the eGovernment 
Development Programme as a public policy document 
by which the Government of the Republic of Serbia 
plans the development of eGovernment in the Republic 
of Serbia, and which is defined for the period from 2019 
to 2022. The programme plans public policy measures 
along with the harmonization of this document with the 
goals of public administration development goals set by 
the Public Administration Reform Strategy in the Re-
public of Serbia and continuity in the implementation of 
measures for eGovernment development in the Repub-
lic of Serbia for the period 2015-2018. [12]

The e-Government Development Index (EGDI) is 
used as a parameter for measuring the success of eGo-
vernment development and ranking of countries. This 
index is used to rank countries that are members of the 
United Nations. The EGDI consists of three important 
dimensions of e-government - provision of online ser-
vices, telecommunication connectivity and human ca-
pacity. [13] Below is an overview of EGDI trends in the 
Republic of Serbia and countries in the region (Bosnia 
and Herzegovina, Bulgaria, Montenegro, Croatia, Hun-
gary, Romania, Northern Macedonia, Slovenia) for the 
period 2010-2020. The value of the EGDI index ranges 
from 0 to 1 so that better ranked countries have values 
closer to 1 and it is calculated every two years. 

Table 2. E-GOVERNMENT DEVELOPMENT INDEX

Source: UN E-Government Knowledgebase,   
https://publicadministration.un.org/egovkb/en-us/data-center

When it comes to the Republic of Serbia, in 2010, 
when the implementation of eGovernment began in our 
country, we had the worst rank, i.e.  the lowest value 
of the EGDI index taking into account the observed 
countries from the region. By observing all UN member 

states, in 2010, Serbia was 81st on the ranking list of 193 
UN member states using this index. The latest data from 
2020 show that Serbia is currently ranked 58th with the 
EGDI index of 0.7474, which is the largest index that the 
Republic of Serbia had in the observed period.

The eGovernment Development Programme in 
the Republic of Serbia is designed to be implemented 
in compliance with certain principles. One of the basic 
principles of this programme is the principle of environ-
mental protection, which implies the gradual complete 
abolition of the use of paper.

4. eTourist

A new eTourist platform has been created within the 
eGovernment portal. The Ministry of Trade, Tourism 
and Telecommunications has created the eTourist plat-
form with the idea of a central information system in the 
tourism and hospitality industry.

The Law on Hospitality regulates the conditions and 
manner of performing hospitality activities, in nautical 
tourism facilities and hunting tourism facilities, resi-
dence fee and penalties, as well as other issues important 
for their development and improvement. [14] Accord-
ing to the [14], central information system in the field 
of hospitality industry and tourism of public adminis-
tration electronic services (eTourist) is defined as the 
unique and centralized electronic information system, 
which contains all relevant data on accommodation 
providers and accommodation facilities, through which 
their records is kept and other data derived from the 
hospitality, nautical and hunting tourism, i.e. tourism 
activities or services in tourism industry.

A great advantage of such a centralized system is re-
flected in the unification of all data from hospitality em-
ployee and accommodation facilities in the Republic of 
Serbia. The benefits of the eTourist can be viewed from 
different angles, such as: hospitality employee, consum-
ers i.e. tourists and the state institution and the tourist 
organization point of view.

The characteristics of the centralized information 
system are reflected in the following: it is free, with an 
easy and fast access to the system, it facilitates business, 
and it is important in the segment of hotel systems in-
tegration.

After the full implementation of the eTurist system, 
numerous benefits for the users of this system are 
expected. From the point of view of hospitality employ-
ee, some of the advantages mentioned are simplification 
of procedures for registration of domestic and foreign 
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tourists, simplification of administrative procedures, 
online submission of requests for categorization. From 
perspective of tourists, some of the benefits are related 
to the security, accommodation in legal accommoda-
tion facilities and higher quality of service. Benefits of 
the eTourist implementation from the perspective of 
the state are reflected in monitoring data such as: total 
number of tourists who visited the country, their geo-
graphical and demographic characteristics in real time, 
daily insight into the database containing information 
about accommodation facilities and accommodation 
service providers and promotion of Serbia as a tourist 
destination [15].

The full implementation and launching of the eTourist 
were planned for April 2020. Due to the spread of the 
COVID-19 pandemic, the launch of the e-Tourist central 
information system has been fully postponed [16].

CONCLUSION

An integral part of the business of today's companies 
are the constant changes that are occurring in the mar-
ket. The turbulent environment influences companies 
to be innovative and proactively oriented in everyday 
business. In order to successfully perform their activities 
and place their products and services companies need to 
adequately adapt to the new changes.

The importance of electronic business has gained 
special significance in the past period. Global business 
and the spread of the COVID-19 pandemic have influ-
enced the creation of new and improvement of the exist-
ing products and services. Although they bring benefits, 
there are certain disadvantages of online services that 
can affect the dissatisfaction of users of various services.

If users are not enough familiar with computers and 
new technologies, have no previous experience and they 
may be dissatisfied. In that case, companies face chal-
lenges such as setting simpler procedures and provid-
ing additional guidelines for using and implementing 
online services in order to influence ultimate satisfaction 
of their users.

This paper presents some of the services that were of 
great importance in the period behind us and refer to 
services in both the private and public sectors.

As a country in the process of negotiations for 
accession to the European Union, the Republic of Serbia 
is harmonizing its eGovernment development strategies 
with European Union regulations. Since the eGovern-
ment was launched until today, there has been a notice-

able increase in the number of users, as well as the 
expansion of the range of services of state authorities 
that are available to users. Also, a positive trend of ranking 
Serbia by the quality of eGovernment is noticeable. In 
order to maintain and improve its current position, it is 
necessary to continuously develop and improve its ser-
vices, but also to inform the population about all ben-
efits and educate them about the self-use of various ser-
vices within the eGovernment. eBusiness enables several 
times faster way of doing business than usual, greater 
adaptability to market changes, more precise and easier 
access to information on the state of the company, lower 
costs for material and postal services and thus lower 
costs of manual labour.

Changes are inevitable, and it is up to companies to 
adapt to the changes and see them as a chance to further 
improve their business. Recommendations for further 
research would be to examine the satisfaction of users of 
electronic services and to monitor the trend of further 
development of electronic services in both the public 
and private sectors. Also, attention can be paid to the 
analysis of new electronic services that emerged during 
the global crisis caused by the spread of COVID-19.
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