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ABOUT THE PLATFORM
ecommerce4all.eu
The ecommerce4all.eu platform is a resource and information center on key e-com-
merce 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 �ve modules: 
e-commerce data, regulation, payment, delivery, and e-commerce success stories in all 
CEFTA markets. Each of these modules will contain relevant market-speci�c informa-
tion, tutorials, manuals, topic-related documents, and video presentations, except for 
the �rst 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-com-
merce markets (interactive graphs of the state of e-commerce in each market and com-
parisons 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 für Internationale 
Zusammenarbeit (GIZ) GmbH on behalf of the European Union and the German Feder-
al Ministry for Economic Cooperation and Development (BMZ).
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*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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I.
In order to launch a web shop and start this business, there are certain requirements that 
need to be met. The list below denotes initial requirements to start Internet sale of products 
and services. After all requirements have been met, a merchant can proceed with next steps 
leading him to a successful online shop.

Online commerce in Bosnia and Herzegovina is regulated by the Law on Domestic Trade 
(FBiH Official Gazette No. 40/10). 

REGISTROVANA KOMPANIJA
For a company to start an e-commerce in 
Bosnia and Herzegovina, the first step is 
business registration. Registration for 
this line of business is done with the com-
petent court according to the seat of 
particular legal entity. There are different 
retail and wholesale categories; there-
fore, it is important to pay special atten-
tion to these details. 

PHYSICAL WAREHOUSE
In case of a web shop dealing with retail 
and wholesale trade of products, having a 
warehouse is a requirement. However, an 
on-line shop does not require a physical 
warehouse.

ONLINE PLATFORM
Online sale is impossible without a web page and a web shop. Therefore, it is important to 
initiate the process of web page development and web shop design. An online shop is to con-
tain a list of all products or services of a company. In addition, an online shop needs to be 
linked with a payment platform. More details of this can be found in previous sections. 

BANK ACCOUNT
Having a bank account is one of manda-
tory requirements prior to any company 
opening and is essential to functioning of 
an on-line shop. Since eCommerce is 
done entirely via Internet, it is advisable to 
have online payments as well. 

SEAT
According to the effective law in Bosnia 
and Herzegovina. Every registered com-
pany shall have its business premises. In 
case on an on-line shop, the registered 
business premises would serve for 
administrative and management purpos-
es. In addition, seat needs to contain 
certain equipment for all legal prerequi-
sites to be met.

REQUIREMENTS



Company name – this information needs to be listed in an on-line shop for the buyers, 
i.e. potential buyers, to be familiarized with the company from which they intend to buy 
products or services

Place and address of the seat – every company is mandated by law to have its seat. 
Hence, this is one of the reasons to denote the business address

Contact information for prompt and direct communication, including an e-mail 
address – in this way, customer/buyer can contact responsible persons in case of any 
problems or a need for additional questions

If registered with a court, commercial or public registry, it shall state its registration 
number, as well as a registration authority – a company’s registration number attests 
to an actual existence of a company. With the use of Internet and on-line shops, there 
appear some problems and uncertainties, e.g. impersonation and inexistent compa-
nies. The registration number and registration authority is an indication to all custom-
ers that particular company actually exists

Identification number related to a value-added tax – this number is obtained upon 
company registration, as explained in more details under the Module No. 2 
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I.
POSTING INFORMATION
INFORMATION THAT EVERY WEB PAGE NEEDS TO HAVE

The Law on Electronic Legal and Business Transactions (BiH Official Gazette No. 88/07) in 
effect in Bosnia and Herzegovina provides a list of information to be posted on a web page. 
The information listed below needs to be visibly posted on a web page. In this way, buyers 
can learn more about the company whose products they are buying. Also, knowing more of 
such information will help buyers feel safer, thus leading to increased purchase rate in a web 
shop. 

List of information to be posted in an on-line shop: 
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I.

Official or similar institutions of registration of a service provider

Official name of the country of granting relevant approval

Instruction on official rules of the country of incorporation and their location

IN ADDITION TO THE INFORMATION ABOVE, THE FOLLOWING 
INFORMATION NEEDS TO BE PROVIDED

In addition to the above-mentioned information that every online shop needs to publicly 
disclose, the Law on Electronic Legal and Business Transactions (BiH Official Gazette No. 
88/07) also defines the bellow listed information. Such data provide additional security and 
denote and prove the company’s existence. 

In addition to all such data mandated by law to be posted on the web page, it is advisable to 
provide the customers with some more information on the company. About us section is 
always an excellent idea providing a more detailed description of the company. Information 
on company inception, line of business, main values, mission and vision provide a sense of 
security to all visitors of an online platform. In this way, all customers can familiarize with 
the company’s operations. All this information may significantly affect the products’ sale 
increase. 

i
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I.
PRODUCT/SERVICE
INFORMATION

PRODUCT / SERVICE PRICE - clearly posted (unambiguous) price of the offered 
product/service with taxes. The price needs to be posted on a visible spot since it is 
one of prevailing factors of any purchase. The price needs to be expressed in Convert-
ible Marks (KM) with VAT (17%)

COSTS - all costs to be borne by a buyer, including delivery costs. It is important that 
costs are visible and stated along the price. It is not good to hide such information, as 
this may lead to buyer dissatisfaction.

ADDITIONAL COSTS - it is also important to inform buyers of any other additional 
costs. All such costs must be visibly and clearly stated. Buyers must be informed 
about all costs prior to making any purchase. 

RULEBOOK – Every web shop needs to post its pricing rules, sales terms and other 
buyer-relevant information. This segment is highly important in order to keep potential 
buyer apprised of pricing and conditions of online sale. 

eCommerce rests on online purchase of products and services via web pages. Surely, every 
buyer needs to have as much information accompanying a product or service of interest. 
More information gives potential buyers a clearer picture of a product or service, thus signifi-
cantly influencing greater number of conversions. Therefore, such data and information to 
be disclosed along particular product include the following: 

The BiH Law on Consumer Protection (BiH Official Gazette No. 25/06) clearly defines that 
a sales price of a product or service that is posted on the web page shall be the final price 
that includes all taxes, contributions and fees and shall be identical to the price recorded in 
the inventory book. Prices may not be ambiguous since every customer is fully protected 
against any form of Internet fraud. 
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I.
OPTIONAL INFORMATION

In addition to information on product/service price and cost, it is advisable also to provide 
customers additional information that may cause them to make that purchase decision. Of 
note, all information must be relevant and up-to-date, thus reflecting any changes. Irrelevant 
information may cause additional problems. Find below is the list of items and information 
that are advisable to be posted next to products. 

NAME/TITLE – product/service name is an essential part of any posting on the Inter-
net. It is to be highlighted and posted at the very top of any other information. The 
name/title needs to be as specific as possible, so that online customers can easily and 
readily recognize products and services.

PHOTOGRAPH – a photograph plays one of key roles in product/service presentation. 
It is necessary for it to provide a realistic picture. Photograph quality and method are 
also very important, sometimes even vital. Photographs we post determine customers’ 
perception of products. 360° photographs are increasing in use as they provide an 
all-angle view of a product.

DESCRIPTION – a photograph alone is not enough to present particular product or 
service. A detailed description is also important, as it is an accompanying segment to 
the photograph. This requires answering certain questions like – “That is the product’s 
purpose?”, “What’s the product used for?” “How is the product used?”. In this section, 
we may provide details like: dimensions, duration, available colors, capacity and other 
data to complement the photograph. The description may include any details to 
provide online buyers the best possible vision of a product or service. In this way, we 
reduce possibility of further questions.

COMMENTS – comments to the product/service provide additional benefits and pos-
sibilities of exchange of experience with customers. The comment section is not a 
mandatory segment of a web shop, but adds to its value. 
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I.
MARKETING AND PROMOTION

Whether a message clearly denotes it has commercial contents

In order to identify a sender of a commercial contents - in practice, every e-mail mes-
sage needs to contain this data at the bottom:

Sender’s name

Address

E-mail address for possible buyer contacts

An option for the buyer to cancel receipt of such messages in future

Companies may send commercial messages to potential or existing customers who left 
their contact information and agreed to receive promotional messages. For example, when 
a company sends an e-mail message with product and service offer to its end buyers, it 
needs to pay attention to the following information:

Important note: a sender should be sending such promotional messages only subject to the 
recipient’s prior consent. 
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I.
ORDERING PROCESS
In addition to the product list/catalogue with above-mentioned information, every web shop 
needs to contain very simple ordering options. Often, this section of online shops is also 
called a “cart”. Every ordering segment needs to be reviewed and should contain the below 
listed information. When making an order, a buyer must be able to review its order and check 
once again all its details. 

Many web shops provide an order change option even after products have been ordered. 
Changes most frequently refer to the delivery address. Changes may be effected only over a 
specific time horizon, after which this option is no longer available. 

REVIEW – as a final step, every buyer wishes to recheck products added to the cart and 
their prices. In addition, an order must contain a final price (sum of all product prices) 
that is made clearly visible 

COSTS – delivery costs and any additional costs must also be clearly posted. The total 
price with listed costs is the most ideal way of posting the final amount to be charged

PAYMENT OPTIONS – in eCommerce, payment is one of crucial segments. Every web 
shop should enable its customers to make card payments. Showing a payment platform 
(payment terminal) plays a great role here and warrants safety of any payment 

DELIVERY INFORMATION – this section is being populated by a buyer and most often 
contains the following information:

Buyer’s first and last name
Buyer’s address and address for delivery (these two segments sometimes appear 
separately and sometimes as a single data field)

Buyer’s phone number E-mail 

CONFIRMATION – order confirmation is being sent or provided to customers for review 
after they have made their purchase. Often, a purchase confirmation is being sent auto-
matically to the previously entered e-mail address or appears after performed purchase. 
The confirmation must be clearly stated and contain the following information:

Order number Date

Seller information (name, address, contact)
Charged price is clearly and unam-
biguously stated
In case of an online broker, information on the broker (usually near the end of an 
e-mail message)

Name of purchase product/service

Period of delivery (e.g. delivery within 3 
days)
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I.
E-AGREEMENT
An offer and offer acceptance may be provided electronically, i.e. in electronic form. We can 
surely say that this is considered an electronic agreement where both parties are obliged to 
abide by it. 

Agreements may be concluded electronically, i.e. in electronic form. Every order represents 
an electronic agreement. 

An e-agreement is deemed concluded at the time an offering party receives an electronic 
message with a recipient’s statement of acceptance of the agreement’s contents. 

SALES TERMS AND 
RETURN POLICY
During their purchase, many customers consider product return options. Surely, every com-
pany must have a product return option. Every company chooses its own policy of product/-
service return and return fees, e.g. cash refund, product replacement or refund in form of 
points that can be used in the next purchase. 
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I.
POSTING INFORMATION

PRODUCT RETURN
AND REFUND

Every e-merchant should post on its web page information on product/service purchase and 
return of already purchased products/services. 

There are certain best practices here, e.g. posting contact information to serve as customer 
support. In this way, customers are been given a sense of security where they can contact 
anyone at any time in case of a problem or questions. This contact information, be it a phone 
number or e-mail address, should be available at all times or list availability hours. 

A product return policy should enable a buyer to return particular product within 15 days 
after a purchase date, if such product has not been used, damaged or opened. During an 
online purchase, a buyer has a right of product return by attaching an evidence of purchase, 
i.e. order confirmation from an e-merchant. It is important to follow the complaint/return 
dates and time and do this as soon possible. After returning a purchased product, a money 
refund process needs to be initiated (if a company opted for that return policy or a company 
will act in line with its predetermined return policy). 

Sales terms (or purchase terms) – these terms relate to purchase, order and delivery. 
They can be in form of a document or be presented during the ordering process. All 
such details were mentioned above

Product return policy – every web shop needs to have its return policy. It is determined 
in advance and its terms are being shown during the ordering process. These terms 
must be very precise and unambiguous to avoid any misunderstandings. If such infor-
mation is not clear enough, customers will ask for additional information

Often, this may cause buyers to abandon their purchase. A frequent practice is to men-
tion return options within the very product description. In this way, buyers know what 
their return or replacement options for particular products are

A product/service cancelation or return form – this form may be delivered together 
with the confirmation or be posted on a web page. It is important to have this form so 
that buyers can access it at all times. The form should be clear and simple. Complicat-
ed or inaccessible forms may cause further problems or complications that neither 
party wants to have
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I.
CANCELLATION RIGHT

MERCHANT OBLIGATIONS

A right to cancel/abandon an online purchase says that a customer has 14 days to file a can-
celation request:

Within 14 days since receipt of the cancellation request, a merchant should make a cash 
refund to a buyer minus any delivery costs. A refund can sometimes take longer to finalize, 
so it is important to emphasize this information to customers. A merchant should do its best 
to accommodate the buyers and make all information readily accessible and available.

since the payment date (date of agreement) - in case of a service

since product receipt date – in case of a product.

After cancelation notice, a buyer should deliver or send a product back to the seller (except 
if a merchant has offered to take over the product). A buyer is required to send back the prod-
uct within 14 days of its cancellation request. 
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