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Telekomunikaciono tržište mobilne telefonije u Srbiji je liberalno i na njemu posluju 
tri mobilna operatera. Korisnici više nisu vezani samo za jednog operatera, ve  imaju 
mogu nost izbora, kod kog operatera žele da koriste usluge. Kako odre eni broj korisnika ne 
bi otišao iz jedne mreže, operateri koriste odre ene programe kojima nagra uju svoje verne 
korisnike. Mobilni operateri koriste i druge marketing aktivnosti kako bi privukli korisnike iz 
konkurentskih mreža. Kvalitet telekomunikacionih usluga postaje podru je istraživanja 
telekomunikacionih kompanija, kao bitan element konkurentske prednosti. Kako bi zadržali 
konkurentnost na tržištu Srbije, mobilni operateri moraju da prepoznaju i ispune zahteve svojih 
korisnika. Predmet istraživanja ovog rada je: utvr ivanje zadovoljstva korisnika mobilnih 
operatera u Srbiji. Hipoteze: H0: Korisnici usluga mobilnih operatera nisu zadovoljni 
uslugama koje pružaju mobilni operateri u Srbiji. Posebne hipoteze: H1.Kod odabira mobilnog 
operatera korisnicima je važna mogu nost kupovine željenog mobilnog ure aja- hipoteza nije 
potvr ena. H2. Kod odabira mobilnog operatera korisnicima je važna cena usluge- hipoteza je 
potvr ena.H3. Kod odabira mobilnog operatera korisnicima je važna brzina interneta koju nudi 
operater- hipoteza je delimi no potvr ena. H4. Postoje razlike u zadovoljstvu korisnika 
mobilnih operatera u odnosu na pol, stepen stru ne spreme, socijalni status, visinu mese nih 
prihoda i mesto prebivališta ispitanika - hipoteza je delimi no potvr ena. Cilj istraživanja: 
jeste identifikacija klju nih kriterijuma pri odabiru mobilnog operatera u Srbiji. Dodatni cilj 
ovog rada jeste otkrivanje mogu nosti unapre enja usluga kao i prikaz nedostataka koje 
operateri u Srbiji pružaju. U nastavku rada koriš en je upitnik koji sastavljen od strane autora 
prilago en za ovo istraživanje. Ukupan broj anketiranih korisnika je 128. Obrada je izvršena 
pomo u SPSS programa. Prikazanu su rezutati i dalji pravci istraživanja. 
 

 mobilni operateri, zadovoljstvo korisnika, zadržavanje korisnika, kvalitet usluga 
i cena. 

Mobile telephones telecommunications market in Serbia is liberal and three mobile 
operators do business on it. Users are no longer connected to just one operator, but they have 
the possibility of choice, what operator they would like to use services from. To prevent a 
certain number of users from leaving from one network, operators use certain programs by 
which they reward their loyal users. Mobile operators use other marketing activities in order 
to attract users from competitive networks. Quality of telecommunications services is becoming 
the area of research of telecommunications companies, as an important element of competitive 
advantage. In order to remain competitive on the market of Serbia, mobile operators have to 
recognize and meet the requirements of their users. The subject of research of this study is: 
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Establishing customer satisfaction of users of mobile operators. Hypotheses: H0: Users of 
mobile operators services are not satisfied with services mobile operators in Serbia provide. 
Special hypotheses:  H1 With the choice of mobile operators, a possibility of buying a desired 
mobile telephone is important for users- the hypothesis has not been confirmed, H2. With the 
selection of mobile operator, what is important for users is the price of service- the hypothesis 
has been confirmed. H3 With the choice of mobile operators, what is important for users is the 
speed  of the internet the operator offers – the hypotheses is partially confirmed. H4 There are 
differences in satisfaction of users of mobile operators in relation to gender, degree of 
education, social status, the amount of monthly income and the place of residence of the 
examinee – the hypothesis is partially confirmed. The aim of the research: is identification of 
key criteria at the choice of mobile operators in Serbia. An additional aim of this study is 
discovering the possibilities of improvement of services as well as demonstration of 
shortcomings operators provide in Serbia. In continuation of this study, a questionnaire has 
been composed by the authors  and adjusted to this research. The total number of questioned 
users is 128. Processing has been done with the assistance of  the SPSS program. Results have 
been demonstrated including  the further directions of research. 

mobile operators, customer satisfaction, keeping users, quality of services and 
prices. 
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Grafikon 1. Zastupljenost mobilnih operatera 
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Previsoku cenu
Nezadovoljstvo pruženom uslugom Lošu pokrivenost 
mrežom. Drugo 
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 7. Kod 
odabira mobilnog operatera najvažniji mi je kvalitet usluge 13. Kod 
odabira mobilnog operatera važna mi je stru nost i ljubaznost zaposlenih

8. Kod odabira mobilnog operatera najvažnija 
mi je cena usluge

11. Kod odabira mobilnog operatera važna mi je max. 
brzina interneta 
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10. Kod odabira mobilnog operatera važna mi je 
mogu nost kupovine mobilnih ure aja po povoljnim cenama

Grafikon 2. Najvažniji aspekti usluga mobilnih operatera 

df=2; p 0,01**;  
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df=2; p 0,05*;  
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df=3; p 0,01**;  

df=2;  
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df=4; p 0,01**;  

df=5;  
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Kod odabira mobilnog 
operatera najvažniji mi je kvalitet usluge
Kod odabira mobilnog operatera važna mi je 
stru nost i ljubaznost zaposlenih

Kod 
odabira mobilnog operatera najvažnija mi je 
cena usluge

 Kod odabira mobilnog operatera 
važna mi je max. brzina interneta. Kod odabira 
mobilnog operatera važna mi je mogu nost kupovine mobilnih ure aja po povoljnim cenama
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Uticaj dimenzija kvalitete usluga na zadovoljstvo korisnika 
usluga, 

Kvalitet ponude fiksnih operatera telekomunikacionih 
organizacija u Srbiji, 

Marketing principi
Marketing menadžment

Tržišna snaga u telekomunikacijama, 

Telekomunikacije-tehnologijaiI tržište, 
„Dobri odnosi sa kupcima kao faktor 

konkurentske prednosti“

Tehnike analize o ponašanju korisnika 
telekomunikacionih usluga, 
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Ekonomika


