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ABOUT THE PLATFORM
ecommercedall.eu

The ecommerce4all.eu platform is a resource and information center on key
e-commerce aspects for all CEFTA markets (Albania, Bosnia and Herzegovina,
N. Macedonia, Moldova, Montenegro, Serbia, and Kosovo*). The web platform consists
of relevant e-commerce data and resources, including basic e-commerce data,
interactive graphs, and data on CEFTA e-commerce market development, as well as
data on key aspects of doing business in e-commerce.

The data on key aspects of doing business in e-commerce is structured in five modules:
e-commerce data, regulation, payment, delivery, and e-commerce success stories in all
CEFTA markets. Each of these modules will contain relevant market-specific
information, tutorials, manuals, topic-related documents, and video presentations,
except for the first module “e-commerce data” which is meant to present the state of
e-commerce in all CEFTA markets through statistics and data on the development of
the e-commerce markets (interactive graphs of the state of e-commerce in each market
and comparisons of e.g. customers, payment cards, digital skills, UNCTAD B2C
e-commerce readiness index and other relevant Eurostat data). All data will be
presented in both the local language of each of the CEFTA markets and in English.

The platform is supported by the Open Regional Fund for South - East Europe - Foreign
Trade project, implemented by the Deutsche Gesellschaft fiir Internationale
Zusammenarbeit (GIZ) GmbH on behalf of the European Union and the German
Federal Ministry for Economic Cooperation and Development (BMZ).

*This designation is without prejudice to positions on status and is in line with UNSCR 1244 and the ICJ Opinion on the Kosovo declaration of independence.
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%STABLISHMENT OF
THE COMPANY

In order for a merchant to be able to do business on the Internet, it is necessary to first regis-
ter his company with the competent authority for performing activities, that is, to be regis-
tered as a legal entity in BRA (Business Register Agency). If you have understood the advan-
tages of doing business on the Internet, you need to fulfill certain legal requirements in
order for your webshop to operate in accordance with the regulations of the Republic of
Serbia and to protect yourself from potentially high fines for economic violations. The steps
that need to be taken differ depending on whether you already have an established compa-
ny, so you just want to digitize it or you are just starting it.

Entrepreneurs and companies that intend their main activity to be online sales, which does
not exclude the possibility of other types of sales, need to change the activity code, i.e. to
add another code to their founding act.

In addition to registering this activity, it is also necessary to fill in that you are sending the
goods by mail or courier service.

Also, it is very important that during the registration process you are informed about the
differences between LLC (Limited Liability Company) and entrepreneurs in Serbia. Further
in the manual you will find the differences so that you can make a decision.

—@— Liability for obligations

® LLCis responsible for its obligations exclusively with assets in the name of LLC

® The entrepreneur is responsible for the obligations of the entrepreneur with his
personal property, and for tax obligations he is also responsible for the personal
property of the household members.

Entrepreneur's independence test - One of the most important differences between
an entrepreneur and an LLC is that an LLC does not have to take into account the

—£=— so-called independence test, while the independence test is very important for
entrepreneurs and their clients because it shows whether the entrepreneur is inde-
pendent in relation to his clients, and if he is not, there is a possibility that the client
will pay a large tax on all transactions he had with the entrepreneur.

© The entrepreneur must meet the criteria from the so-called independence test so
that he or his clients are not additionally taxed

© LLC does not have to meet the criteria
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!NTERPRENEUR
REGISTRATION ONLINE

GENERAL INFORMATION

From January 1, 2018, it is possible to establish an entrepreneur electronically in the BRA. In
order to be able to e-Register, you need to have:

S Qualified electronic certificate (electronic signature) issued by a certification body
in the Republic of Serbia

—@ — Electronic card reader installed
—==— Visa, MasterCard or DinaCard payment cards for payment of fees

E-Registration of the establishment of an entrepreneur is processed in the system for cen-
tralized registration of BRA users. The initial step for users accessing the system for the first
time is to create an account in the above mentioned system. If you are already registered,
you can use the same user account for e-Registration of the establishment of an entrepre-
neur. You need to enter your email and password.

® There is a fee for establishing an entrepreneurial company and it is done with Visa, Mas-
terCard or Dina platinum cards.

© The electronic signature is used for signing the registration application, but also in the
future for signing documents that are in electronic form. Documents are signed using the
electronic signature application, which you can download from the following link:
https://aplikacije3.apr.gov.rs/ElektronskoPotpisivanje

DECISION ON THE ESTABLISHMENT IN THE FORM OF
AN ELECTRONIC DOCUMENT

Decision on the establishment in the form of an electronic document, signed by the regis-
trant's electronic signature, can be obtained at the entered e-mail address or can be down-
loaded from the application itself after e-registration. You need to keep in mind that no insti-
tution may condition the implementation of a certain procedure by attaching a Decision on
the establishment in paper form, but in case you encounter any complications, below you
will find a list of documents that need to be submitted to the BRA:

—@— Request for issuing a copy of the decision

—< Proof of fee payment for issuing a copy of the decision in the amount of 900.00 dinars
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QLC ONLINE REGISTRATION

For e-Registration for a one-member or multi-member LLC in the system for centralized
registration of users in BRA, you need to have:

e Qualified electronic certificate (electronic signature) issued by a certification body
in the Republic of Serbia,

Installed electronic card reader and installed NEXU electronic signature application (if
—&— you already have the NEXU application installed, be sure to download the new version
here),

—@— Visa, MasterCard or Dina payment cards for payment of the registration fee.

The initial step for users accessing the system for the first time is to create an account in
the above mentioned system. If you already exist in the system, you can access it with your
e-mail address and password.

You use an electronic signature to sign an electronically submitted registration application,
but also to sign documents that are in electronic form, and all of this is done through the
NUXE application for electronic signature, which was discussed above.

DECISION ON THE ESTABLISHMENT IN THE FORM OF

AN ELECTRONIC DOCUMENT

Decision on the establishment in the form of an electronic document, signed by the regis-
trant's electronic signature, can be obtained at the entered e-mail address or can be down-
loaded from the application itself after e-registration. You need to keep in mind that no insti-
tution may condition the implementation of a certain procedure by attaching a Decision on

the establishment in paper form, but in case you encounter any complications, below you
will find a list of documents that need to be submitted to the BRA:

—&— Request for issuing a copy of the decision

—@— Proof of fee payment for issuing a copy of the decision in the amount of 1,700.00
dinars

You can find all the answers to any possible questions regarding e-Registration via:
e BRA info centerat 011 20 23 350

e By sending an e-mail to the address predzezetnici@apr.gov.rs

e By contacting the BRA support, which provides assistance with the system application
for centralized registration of users at e-mail sd@apr.gov.rs.
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%EQUIRED ELEMENTS

Before starting the process of establishing a company, it is necessary to complete some
steps and make business decisions regarding your future business. It is important to decide
what your dominant activity will be, where your company headquarters will be, whether you
will be in the VAT system, how many employees you will have, who will be your accountant,
etc.. In the manual, you will be guided through the steps which you must pass before estab-
lishing a company.

Choosing a company name - When choosing a business name for your company,
pay attention to the guidelines and any legal rules and restrictions. After finding a

# name, check on the BRA website whether the desired name for your company is
available and if so, you can register the name. The company must have a full name,
an abbreviated name, a legal form of a company and a company headquarters.

Choice of activity code - All legal entities and economic entities have the obligation
to choose their activity code under which they will work and with which they will
record turnover through the fiscal cash register, by which is meant which activity the

* company will mainly publish (leading or dominant activity). These are jobs that the
company will perform in the largest percentage for the purpose of gaining profit. In
addition to the dominant one, there are secondary activities, i.e. other jobs that a
legal entity can engage in if there are no legal restrictions.

Memorandum of Association - The establishment of an LLC begins with the adop-
tion of the Memorandum of Association. Memorandum of Association is a general
legal act of a business company drawn up by one or more founders, depending on
how many founders there are, and it is necessary that the act defines all issues relat-
ed to business, management, employment issues and other important issues relat-
ed to business. It must be certified by a public notary. The Memorandum of Associa-
tion contains the following information:
Data on members of the company

Business name and headquarters of the company

Code of predominant activity
The total amount of the basic capital of the company

The amount of the monetary contribution, as well as the description of the
non-monetary contribution for each member

The time of payment of a monetary deposit or entry of a non-monetary deposit
The individual share of each member of the company in the total share capital
LLC management bodies and their competences
Powers of the person representing the company

Duration and termination of LLC operations

Other issues related to business
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Company address - virtual office - Virtual office represents a modern and very
efficient business concept, especially in the post-covid period, considering that it
makes significant savings in terms of rental and related costs. In line with that, nowa-
days itis possible to rent a virtual office and register the headquarters of the company
at that address, regardless of the place of activity. You can also receive post at that
address.

Registration entrepreneur - To establish an entrepreneur in BRA, the following docu-
ments must be attached:

e Completed registration application for the establishment of an entrepreneur sub-
mitted by a natural person or an authorized representative

Certified photocopy of the entrepreneur's identity card
Proof of paid fee or fee for establishing an entrepreneur

Consent of the authority on the performance of the activity (consent is attached
only if necessary)

LLC registration - When it comes to LLC registration, you can expect a more complicat-
ed procedure compared to the establishment of a limited liability company. Registra-
tion is done with the aim of operating a specific activity under one name. The neces-
sary documentation for establishing an LLC in Serbia is as follows:

e Single registration application for the establishment of an LLC and registration in
the register of taxpayers signed by the legal representative of the legal entity (autho-
rized person for representation) or a person who has a power of attorney authorized
by the representative of the company

e Proof of the identity of the members of the company - a photocopy of the identity
card for domestic citizens (a photocopy of the passport if the person is a foreign
citizen; if the founder is a legal entity, an extract from the Register, in which that
legal entity was previously registered, shall be attached)

e Founding act of the LLC (Decision on founding for a single-member company or
Agreement on founding for a multi-member LLC), with certified signatures of all
founders, or members of the company

e The decision on the appointment of a representative, if he is not specified by the
founding act

e Certified signature of the representative

Bank confirmation on the payment of the financial contribution as proof of the pay-
ment of the establishment fee (if a financial contribution is paid to the company)

e Agreement of the members on the valuation of the non-monetary contribution (only
if a non-monetary contribution is made to the company)

e Proof of the paid fee for the registration of the establishment of the LLC and proof
of the paid fee for the registration and publication of the Memorandum of Associa-
tion

The registration application for the establishment of a company can be submitted

personally by the founder, an authorized person or an attorney.
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Seal making - After receiving the Decision on Registration, the next step is the making
of the seal. Although there is no obligation to use it in the course of business, given that
it was abolished by the Law on Business Companies in 2017, there are still some docu-
ments that are certified in that way.

Account opening - Before opening a bank account, you need to be informed about the

fee rates for payment transfer services, then about the fee for monthly account mainte-
* nance, as well as whether e-banking is enabled etc., before you definitely decide for a

bank. To open a business account, it is necessary to submit basic documentation:

e Request to open a business account

e Form of certified signatures of persons authorized for representation (CS form
certified by a notary public)

e Decision or resolution on the adoption of the registration application of the estab-
lishment from the BRA

Card of deposited signatures of the bank
Proof of identity
Accompanying documentation of the bank (Contract, Draft contract, etc.)

The documentation submitted for opening a business account may differ from
bank to bank, but the basic and mandatory documentation in all banks is listed
above. In addition, we will emphasize that in practice, for opening a business
account for an LLC, it is often necessary to attach additional evidence: a copy of the
Memorandum of Association and a photocopy of the company's Statute.

Application to the tax administration after registering the company in BRA - After you
have completed the steps mentioned above, you need to submit a tax return within the
legal term of 15 days from the establishment of the company (the adoption of the deci-
sion on registration from the BRA), in order to be registered as a new taxpayer. The tax
return is submitted to the branch of the Tax Administration and is also a profit tax
return for the purpose of determining advance tax and is submitted by entrepreneurs
and LLCs, with the fact that if you are an entrepreneur, you must also choose a taxation
model (flat rate or personal income).

e-Fiscalization - E-fiscalization is mandatory in the Republic of Serbia from May 1,
2022, and implies the use of a new hardware or software solution. Also, there are inte-
grator companies that offer ready-made solutions that can be easily implemented in

\* existing systems. E-Fiscalization includes the issuance of fiscal invoices with a QR
code, where when scanning the same, customers and service users can check whether
the invoice has been issued in accordance with the law and establish a connection with
the Tax Administration, where they can receive information on whether their invoice is
valid.

Qualified electronic signature - You need a digital signature to work on electronic
services for the purpose of signing electronic documents, submitting and verifying
documents electronically. The request is submitted to the competent police depart-
ment with an identity card.
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Whether to enter the VAT system - Consider if it is profitable to enter the VAT system
immediately after the establishment of the company, taking into account the expected
development of the business and the costs that you must pay as a legal entity. If you
have foreseen a larger volume of business and a turnover of more than 8,000,000
dinars during 12 months of business, you will be obliged to pay value added tax (VAT).

Selection of an accounting agency / accountant - When choosing a accountant for
your company, do not make a mistake, but make a good judgment and choose a

* reliable colleague. It is extremely important that it is a good, professional and reliable
accounting agency that can understand your needs and know how to adjust the level
of service according to your business.

QUSINESS PLAN PREPARATION

A business plan is a written document that defines goals, activities and required resources
and is indispensable in the process of starting a business. It is used both internally and
externally. As an internal document, you will need a business plan in order to analyze the
current state of your company, to define the steps and activities that need to be taken if
there is a need for it, as well as to monitor the realization of the development of your busi-
ness. As an external document, your business plan will be needed by banks or potential
investors in making a decision whether to invest their money or not.

1. INTRODUCTION

2. DESCRIPTION OF THE BUSINESS
ACTIVITIES OF THE COMPANY

3. MARKET ANALYSIS AND MARKETING

4. RESEARCH, DESIGN, DEVELOPMENT
AND PRODUCTION

5. MANAGEMENT
6. SWOT ANALYSIS

7. FINANCIAL ANALYSIS
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* INTRODUCTION - The introductory part should contain basic information about the
company: name, headquarters, telephone numbers, account number, legal form of
organization, names of owners, ownership structure of capital, and percentage of
participation in the ownership of the company, as well as the content of the business

plan, a brief description of goals and methods realizations.

is necessary to show a general overview of the products/services, the activity in which
the company operates, business goals, business policy, management and financial
plan.

# DESCRIPTION OF THE BUSINESS ACTIVITIES OF THE COMPANY - In this segment, it

package, it is necessary to perform a market analysis, which involves analyzing the
following things:

* MARKET ANALYSIS AND MARKETING - In order for your company to successfully
® New product
® Increasing the production volume of the existing assortment
® Target markets
® The size of the market
® Competition analysis
® Assessment of market share
® Sales plan
® Marketing strategy (promotion, advertising)

Marketing is the process of creating customers. Therefore, one of the most important
segments of the business plan is defining the marketing strategy and it should contain:

® Market penetration strategy

® Growth strategy, which further includes ways to improve human resources, the strat-
egy of buying other companies, the question of whether we will develop franchises
or a cooperation network, the strategy of placing similar products to different target
groups (horizontal) and/or the strategy of placing products to the same target
group, but with a different distribution methods (vertical)

® Distribution strategy

® Communication strategy with the market - When addressing customers, a combina-
tion of the following methods is common: promotions, advertising, public relations,
direct sales, as well as printed material such as brochures, catalogs, leaflets, etc.;
the next step is online or internet marketing.

RESEARCH, DESIGN, DEVELOPMENT AND PRODUCTION - In this element of the busi-
ness plan, the plan of the physical volume of production is presented, the structure of
production, location analysis, production needs in terms of equipment and means of
work, production costs, cost plan, suppliers, transportation, workforce.
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MANAGEMENT - One of the most important segments of the business plan is the part
where managers and those they work with will be introduced.

SWOT ANALYSIS is a procedure for identifying strengths, weaknesses, opportunities
and threats in the company's operations. This analysis should show what the company
needs to do in order to strengthen its advantage, eliminate weaknesses, take advan-
tage of chances and opportunities from the environment and neutralize or mitigate
threats from the external environment.

defined in the financial analysis. These assumptions of the financial analysis make
short statements about the conditions under which the entrepreneur plans to start a
business. They should usually reflect the following dimensions:

* FINANCIAL ANALYSIS - Certain assumptions should be established and clearly

@ Basic characteristics of entrepreneurial business
® The market situation in which the business will be conducted
© Capital opportunities that are currently available

© Needs for business premises, equipment, installations, furniture and other fixed
funds

® Needs for permanent working capital (working capital)

® The need for financial resources for employee salaries

© The need for funds to cover other activities

@ The date of the planned entry into the entrepreneurial venture (project)
@ Date of entry into regular exploitation (current) business

The financial analysis should provide answers to the following questions:
® How much money is necessary to start a business?

® What is the break-even point of business profitability?

©® What is the planned income statement?

©® What is the planned balance sheet?

® What is the cash flow plan?
©® What are the profit predictions?




=commerce4all

HOOSE THE BEST PLATFORMS

In order for your internet business to be feasible at all, you need to choose a platform on
which to build your webshop. Some of the most used platforms that are most suitable for
electronic payments are: WordPress, Magento, WooCommerce and Shopify. You can also
develop the platform on your own with the help of the selected IT company.

When choosing a platform, the following should be taken into account:

How much money do you expect from the webshop annually? (this will help you decide
how much you will set aside for this investment)

The number and type of products/services you will offer, how users will be able to pay,
and how you will deliver

Connection with third-party systems (ERP or other business systems, invoicing and
fiscalization systems, newsletter systems)

\* How will you generate data from the platform?
If you have just started trading on the Internet, it is recommended that you hire an expert
who will help you in this process and thereby acquire a reliable partner in the execution of
works.

—@ — With experience in e-commerce projects

—@— To have a cooperation agreement

—@— That you are familiar with the team you
are working with

—@— Prices of production and monthly maintenance

—@ Do you have 24 hour support?

—@— How quickly they can resolve a potential problem?
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Q\ITEGRATION OF THE PAYMENT
PROCESS

There are several ways in which a payment gateway can be implemented on a webshop.
The simplest is for the merchant to use already existing plug-ins developed for the most
famous webshop platforms (Woocomerce/Wordpress/Magento/Prestashop) or to use a
predefined payment gateway form through which the customer enters sensitive card data
and the merchant has no insight into them. Through the payment gateway system, credit
card data is securely transmitted from the merchant and his bank to the customer and the
bank that issued the card used to make the payment. Before you make an official decision
about your payment gateway partner, check if it meets the items that guarantee maximum
payment security.

RESENTATION OF
PRODUCTS/SERVICES AND CONTENT

After you have completed the previous steps, it's time to create a webshop and edit the con-
tent of the website and online shop. The appearance of the page itself plays a very import-
ant role, because it is the first chance to turn a visitor into a customer. For these reasons, it
is very important for all information to be transparent, visible and unambiguous:

Company Information is essential for customers to be familiar with you as a company
and to get a first impression of the certainty that you really exist.

Product/service data — a key is as much relevant product detail as possible. Consider-
ing that it is an online shopping, customers are sometimes not able to visualize the
products or services, but good enough descriptions and details about the products
help significantly in this.

Photos - as already mentioned, sometimes is difficult to visualize and for these

# reasons, quality photos help the buyer to create an image of the products and services
and thus make the buying process easier for customers and users.

* Information about the purchase- it is necessary to provide detailed information about
the purchase and conditions of purchase, prices and additional costs in a clear and
transparent manner.

It is important to emphasize that all information must be relevant and up-to-date. Providing
contact information and customer support contacts significantly improves the appearance
and seriousness of the webshop and the company. m
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This publication was produced with the financial support
of the European Union and the German Federal Ministry of Economic Cooperation and Development (BMZ).
Its contents are the sole responsibility of the E-commerce Association in Serbia.
and do not necessarily reflect the views of the EU or the Federal Ministry of Economic Cooperation and Development (BMZ).



