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1 Introduction and Background 

In discussions with the Secretary-General of the Irish Department of 
Communications, the Marine and Natural Resources Brendan, Tuohy, Frank 
O’Donnell UNDP coordinator for Serbia Montenegro requested the assistance 
of the Irish Government to fund a visit by an ICT Strategist to Serbia 
Montenegro.

The purpose of the mission was to; 

1. Assess current initiatives related to ICT development in Serbia 

2. Consult with stakeholders on the need for future support 

3. Draft a project document to address strategic and urgent issues. 

The Department asked Accenture to provide an ICT Strategist and the 
Department funded the expenses of the Mission. Seamus Mulconry a Senior 
Manager in Accenture’s Strategy Practice undertook the Mission which took 
place between 4th and 13th of May. The other member of the team was 
Zoran Savic an ICT expert with the UN. 

During the mission the team had approx 24 meetings with members of the 
Government, Private Sector, Indigenous NGO’s and the donor community. A 
workshop attended by the relevant stakeholders was organized and the 
findings of the mission were presented and feedback and suggestions taken. 



5

ICT for Development Serbia Assessment and Project 
Report

© Accenture. All rights reserved.  
Commercial in confidence. Subject to contract. 

 June 10, 2004 

2 Main Findings   

The level of ICT development is low compared to the member states of the 
European Union. This is not surprising given the fact that Serbia has endured 
war, UN sanctions, and political instability, and is still in the process of 
transition from a communist to a free market economy.   

There are a number of key challenges facing the country; 

¶ Infrastructure
The nation’s infrastructure is inadequate; there are problems with voice 
telephony let alone high speed data service. Part of the problem is that 
Serb Telecom (partially owned by the Government) has a legally 
protected monopoly on the provision of wireline telephony services, this 
has the impact of delaying much needed investment in infrastructure, 
raising prices for consumers and businesses, and stifling competition. 

¶ Legislation
The Serbian Parliament has yet to implement legislation governing   
eCommerce and Electronic Signatures, of more immediate concern is that 
there are questions over basic title to property and the court system does 
not appear to offer swift and sure enforcement of contracts. 

¶ eGovernment/ Public Sector Modernisation 
One of the major issues facing Serbia is the need to build the capacity of 
the Public Service to advise on policy and deliver effective and efficient 
public services. The low rates of pay afforded to Public Servants are a 
major barrier to reform and capacity building. In addition the practice 
where all of the senior members of the Public Administration are political 
appointees militates against the creation of a strong public service ethos 
and against continuity in policy making. With regard to IT projects there is 
a lack of Project Management Process Mapping and Process Redesign 
Skills within the Public Sector. 

¶ People /Skills  
The lack of Project Management skills is not confined to the Public Sector 
and could act as an inhibitor to the development of a niche outsourcing 
industry within Serbia. At a more basic level the lack of investment in the 
educational sector over the last number of years means that many pupils 
do not have access to PCs in school and thus do not have the opportunity 
to pick up computer skills. 

It would be incorrect to suggest that the picture is entirely bleak. The 
University Sector produces graduates with very good technical skills as 
evidenced by the success of Serbia’s Diaspora community in the ICT 
industry. Many of the indigenous technology sector managers are very 
entrepreneurial, while the free trade agreement with Russia means that 
Serbia has access to a large and growing market.  
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However Serbia does not possess a shared vision among the key 
stakeholders as to the future direction of ICT for development in the 
country. Nor is there an agreed strategy to create an Information Society 
or Knowledge based Society in Serbia.  
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3 Recommendation 

3.1 Create a shared vision and strategy for the Information Society in 
Serbia- eSerbia  

The challenges facing Serbian Society can only be solved by the people and 
the Government of Serbia, and a strategy for the creation of an Information 
Society can only be created by the people and the Government of Serbia. 
The UNDP can play a useful role in facilitating the development of such a 
strategy by bringing the key stakeholders together to develop the Strategy 
and providing expertise to stimulate discussion among the stakeholders and 
guidance on international trends and best practices. Ownership of the 
Strategy must remain Serbian. 

3.2 Recommended Approach

In terms of timeframe it should be possible to create a strategy by October 
this year if work on the Strategy begins soon.

The purpose of a strategy is to answer three questions; 

¶ Where are we now  
¶ Where do we want to get to  
¶ How do we get there 

The primary research into ICT development in Serbia currently being 
conducted into ICT development and the work of Dr Marijana Vidas Bubanja 
will provide the key inputs to answer the first question. The answer to the 
other two questions can be provided by facilitated workshops of the key 
stakeholders. 

The workshops should at the minimum cover Government, Education, 
Business, NGO’s/Civic Society and Digital inclusion (i.e. the promotion of 
technology to late adopters). 

A small two or three person team would be well capable of completing this 
project and many of the key skills research, report writing etc are available 
within the UNDP. It may be necessary to hire a trained facilitator for the 
workshops.  

It would be useful but not essential to have external i.e. foreign consultant to 
provide oversight and an external viewpoint. The added benefit is that people 
are more likely to listen to someone from outside their own country than they 
are to a fellow country person. 
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If an external consultant is hired that person should have; 

¶ Deep knowledge of Information Society Policy from an international 
perspective 

¶ Good facilitation skills 
¶ Good report writing skills  
¶ Experience of working with both Government and the Private Sector  
¶ Experience of consensus building 

The true value of creating a strategy is not the final deliverable the document 
but the process, the plan is nothing, planning is everything.  

3.3 Conclusion

Information and Communication Technologies have an important role to play 
in meeting the challenges facing Serbian society, the UNDP can play a useful 
role in facilitating the development of a shared vision and strategy for the 
Information Society which enables Serbia to best leverage the capabilities of 
ICT.
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Appendix 1 List of Stakeholders - Meetings  

Government Institutions, Government of the Republic of Serbia: 

Government of Serbia
Nemanjina 11 
www.serbia.sr.gov.yu 

Ministry of Labor, Employment and Social Affairs
www.minrzs.sr.gov.yu 

Ministry of Science and Environmental Protection
Nemanjina 22-26 
www.mntr.sr.gov.yu 

Information Technology and Internet Agency
Decanska 8a 
www.rzii.sr.gov.yu

Ministry of Health  
Nemanjina 22-26 
www.zdravlje.sr.gov.yu 

Ministry of Finance
Nemanjina 22-26 
www.mfin.sr.gov.yu 

Ministry of Education and Sports
Nemanjina 22-26 
www.mps.sr.gov.yu

Ministry of Capital Investment
Nemanjina 22-26 

Ministry of International Economic Relations
Gracanicka 8 
www.mier.sr.gov.yu

Municipality Savski Venac
Kneza Milosa 69 
www.savskivenac.org.yu 

Business Sector: 

Serbian Chamber of Commerce and Industry
Terazije 23 
www.pks.co.yu 
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Informatika A.D. 
Jevrejska 32
www.informatika.co.yu

Independent Expert Group 
Klare Cetkin 7/19th floor 
www.iexpertgroup.com 

Tehnicom Computers
Bulevar Vojvode Misica 37b 
www.tehnikom.com

Intermex Software and Communications
Bulevar Vojvode Misica 37/II 
www.intermex.co.yu 

Internet Service Providers (ISP): 

YUNET International
Dubrovacka 35/III, Belgrade 
www.eunet.yu

Educational Sector: 

Faculty of Organisational Sciences (FON) 
Jove Ilica 32 
www.fon.bg.ac.yu 

Faculty of Electrical Engineering (ETF)  
Bulevar Kralja Aleksandra 73 
www.etf.bg.ac.yu 
rc.etf.bg.ac.yu 

International Organisations:

SIDA
Embassy of Sweden 
Pariska 7 

European Agency for Reconstruction
Vasina 2-4, Belgrade 

Fund for an Open Society Serbia
Zmaj Jovina 34, Belgrade
www.fosserbia.org

World Bank - Country Office - Serbia and Montenegro, Belgrade
Bulevar Kralja Aleksandra, Belgrade 
www.worldbank.org.yu
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Stability Pact – eSEE Initiative 

NGO Sector: 

Internet Development Centre
Masarikova 5/712 
www.netcentar.org

Center For the Development of Non-Profit Sector
Zmaj Jovina 34 
www.crnps.org.yu

Independent Experts: 

Mr. Branislav Andjelic, Independent Expert 
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Agenda

• Introduction and Background 
• Why does ICT for Development Matter- the

advent of the Knowledge Driven Society 
• Assessment
• Key Issues 
• Key Capabilities
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Research Findings- Issues?

• “Infrastructure is a big issue we have Telecoms 
Monopoly that is delaying the roll out of vital 
Infrastructure”

• “Too many actors, lack of clarity of roles and 
responsibilities”

• “the real issue is how do you get Government 
Ministries to share turf” 

• “There is a real difficulty in getting the right people to 
drive change and take risks in the Ministeries”

• “10% of the service really want change, 80% can be 
persuaded, and 10% resist at all costs”

• “ We need a Minister for the Information Society”
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We are witnessing a shift to the 
knowledge Driven Economy 

Shifts to the knowledge driven Economy (% of GNP)
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The Hype is over the reality is more 
profound than we thought 
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eGovernment Definition

eGovernment is the application of the tools and 

techniques of eCommerce to the business of 

Government to deliver  enhanced services  at a 

reduced cost  to citizens and businesses 
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Ireland in eGovernment

1st benchmarks Nov 2001
• 12 citizen and 8 business centric services
• 4 stages (info, forms, interactive, transactive)
• Approx. 70% rating
• Ireland rate number 1
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Why is eGovernment 
important ?

Government faces increasing pressure to 
achieve more with less

The challenges or pressures include …
• An aggressive reform agenda
• Shrinking budget surpluses and budget crises
• Increasing expectations for customer service and 

efficiency
• Staff retention & recruitment problems

“Sean Citizen wants to enjoy Texas tax rates and the 
Swedish Social Welfare System” 
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Cost is a key driver 
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ICT Business Capabilities 

Serve

• Customer Self-Service
• Service Representative
Enablement

• Personalized Service
• Service Knowledge
Management

• Preventative/Proactive
Service

Sell

•Online Storefronts
•Storefront Personalization
•Solution Determination & 
Specification

•New Selling Models
•Sales Preparation
•Opportunity & Pipeline
Management

•Sales Administration
•Business Simulation / 
eLearning

Market

• Customer Insight
• Closed Loop Design
• Insight Driven Marketing
• Value Added Information
and Services

• Lead Generation and 
Distribution

• Advertising/Promotion

Manufacturing & 
Supply Chain

• Supply Chain Planning
• eProcurement
• Inbound Logistics
• eManufacturing
• Configuration
• Outbound Fulfillment
• Reverse Logistics
• Product Development
• Inventory Management

Design

•Design Team Efficiency
•Collaborative eDesign
•Knowledge Management
•Project/Program Management
•Closed Loop eDesign
•Portfolio Management

eLearning
• Virtual University
• Organizational Learning Environment
• Extended Enterprise

• Work and Process Integration
• Organizational Competency Development

IT

• IT Management and Solution
Delivery

•Technology Enabled
Business / IT Alignment

•IT Vendor Management
•IT Program and Project 
Management

Finance

•Treasury Optimization
•Controls and Risk
Management

•Performance Management
•Budgeting and Forecasting
•Internal/External Reporting
•Transaction Processing

Human Resources

•Talent Management
•Payroll, Benefits, and 
Personnel Information

•Performance Management /
Career Planning

•Personalized Services

Mergers,
Acquisitions, & 

Alliances

•Opportunity Identification / 
Management

•Due Diligence and Closing
the Deal

•Stakeholder Communication
•Post-Merger Integration
•Merger, Acquisition, and 
Alliance Execution

Legal

•Document Management
•Communities and
Collaboration

•Decision Support
•Matter Management
•Influence
•Legal Education
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The Dual Role of Government in the 
Knowledge Driven Economy 

ENABLE
Knowledge Economy by

creating right
environment

PROVIDE
eGovernment Services
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The dual role of Government in the 
Knowledge Economy 

GOVERNMENT
ENABLE

The Knowledge Economy
bycreating right

environment

• ENABLER
• Putting in place the right 

environment for eCommerce to 
thrive…

• Regulatory environment (tax, 
security, etc)

• Infrastructure (e.g. create 
competitive environment for 
cheap high bandwidth access)

• Education/Communication (make 
sure citizens and businesses 
understand the eEconomy)

• Confidence (leading by example)
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Key Issues 

• Private Sector- Lack of Programme Management 
Skills/lack of Purchasing Expertise

• Public Sector- Lack of Process Mapping and BPR 
skills/Lack of IT Buying Skills

• Education- Lack of capacity in terms of numbers 
• Legislation and Regulation – need for fundamental 

reform, property title and enforcement of contracts
• NGO’s/Civil Society- Lack of an ICT lobby organisation 

to lobby Politicians and explain the importance of the 
sector to the general public
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Key Capabilities 

• Strong Technical Competence/Quality 
Education

• Low cost labour
• Entrepreneurial Culture 
• Experience of surviving a transition economy 
• The Serbian Diaspora 
• Business and Cultural Links with the 

Commonwealth of Independent States 
• Location contact with the EU 
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Ireland in the 80’s

• Mass Unemployment in excess of 200,000
• Mass Emigration 40,000 young people a 

year….. mainly to the UK and US 
• National Debt out of control… talk among the 

Irish Political class of the IMF taking over
• High Taxation- Public marches by ordinary 

taxpayers
• Large Black Economy –Money routed offshore 
• Political Corruption 
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IRELANDS ECONOMIC TRANSFORMATIONIRELANDS ECONOMIC TRANSFORMATION
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IRELANDS ECONOMIC TRANSFORMATION IRELANDS ECONOMIC TRANSFORMATION 
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IRELAND’S ECONOMIC TRANSFORMATIONIRELAND’S ECONOMIC TRANSFORMATION

The Irish economy has grown at over three times the
European and twice the U.S. average over the 90’s.

Real GDP Growth
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Ireland in 2004

•World’s Most Global Economy 

•Exports are 88% of GDP

•More US imports than elsewhere in EU

•20 Years Ago - High Quality,  Low Cost,     Medium 
Technical Competence

•Now - High Quality,  Medium Cost,  High Technical 
Competence-- and High Reputation

21
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The Turnaround 

• A shared national vision-National Partnership
• Foresight Exercise 
• Low Corporation Tax 10% for Exporters
• Focus on FDI /High Tech/High Growth 

Industries
• Tight control of Public Finances and reduction 

of  PRSI and other Taxes
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eStrategy Approach

Think Big
Â eStrategy
Â Start with a 

customer and 
business driven 
vision

Â Consider all 
possibilities

Â Incorporate key systems
Â Natural expansions of function
Â More transactions
Â Integration and expansion

Start Small

Â Avoid paralysis by analysis 
Â Get small projects up and running 
Â Minimise risk of disruption
Â Prove concepts 2

1

3

Scale
Fast
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Some Recommendations –Draft 

• Develop a shared Vision thru a foresight 
exercise

• Develop a Strategy- eSerbia based on this 
vision and your real issues

• Focus efforts on Initiatives that deliver 
maximum value- get bang for your buck 

• Srecno!
• Hvala na paznji


