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SIGNIFICANCE AND EFFECTIVENESS OF INVESTMENT 
IN POSITIVE BUSINESS RELATIONS WITH CUSTOMERS 

Summary: With this paper we tried to prove that one of the main causes of the decline in the 
efficiency and effectiveness of our companies is the insufficient respect for the category of customers, 
i.e. in insufficient investments in positive business relations, which reflects in poor business results.
Namely, on one hand, we have a situation in which future customer needs and demands are so rapidly
changed that they are created before the buyers are aware of the possibilities of new offers. So far,
"cosmetic" changes do not follow the changes in the business environment. They did make changes in
their work, but nothing changed significantly in relation to customers. Our primary goal is to explore
and examine the subjective feelings of customers in terms of treatment by the manufacturer and point
out the possibilities of improving relationships for the purpose of making the most effective business
decisions, which will ultimately ensure a long-term stable competitive position of the company. As we
have said, the aim of this research work is to point out the importance of the customer in relation to
the business results of the company, which can decisively influence the fate of the company, its
competitive position and market participation, the direction of further technological development and
even its survival.
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4. DISCUSSION AND CRITICAL CONVERSATION
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31.12.2007. 31.12.2008. 31.12.2009. 31.12.2010. 31.12.2011. 31.12.2012. 31.12.2013. 31.12.2014. 31.12.2015. 31.12.2016.

Total number of fixed telephony 356,748 359,784 354,800 344,132 320,131 305,230 291,371 280,725 263,574 251,000

Total number of ADSL users 4,981 23,682 52,790 80,712 98,894 110,204 118,759 124,048 127,085 129,150

Total number of IPTV/DTH use 0 0 0 5,284 13,849 24,168 35,519 43,736 51,548 57,840

Total number of mobile telepho 880,337 1,113,002 1,231,489 1,343,643 1,377,322 1,414,774 1,434,630 1,382,338 1,402,702 1,300,000

Total revenue 391,485,903 475,440,709 493,634,453 483,494,529 485,144,258 490,529,715 478,148,316 488,099,553 464,098,707 447,766,497

Total expenditures 311,046,366 342,454,481 379,376,551 363,217,370 365,691,313 368,293,533 366,845,830 369,773,812 373,382,065 369,901,537

EBITDA 165,943,528 218,880,875 215,210,138 225,637,606 230,224,837 230,663,879 213,675,879 213,353,430 180,027,015 174,637,608

EBITDA (in %) 42.65% 46.39% 44.15% 47.17% 47.88% 47.46% 45.22% 44.16% 39.19% 39.27%

EBIT 86,827,010 136,204,468 116,224,486 120,688,830 120,101,472 120,491,096 107,187,526 114,800,703 87,341,514 75,539,611

EBIT (in %) 22.32% 28.86% 23.84% 25.23% 24.98% 24.79% 22.68% 23.76% 19.02% 16.99%

Gross profit 80,439,536 132,986,227 114,257,902 120,277,159 119,452,945 122,236,182 111,302,486 118,325,741 90,716,642 77,864,960

Net profit 71,720,343 119,209,503 102,633,216 108,358,780 107,415,885 109,963,497 100,296,487 106,496,171 80,737,811 70,170,354

Number of employee 2,515 2,504 2,464 2,327 2,277 2,201 2,161 2,155 2,149 2,143

Total assets per employee 311,983 410,096 391,188 390,495 392,460 379,196 394,508 398,846 400,266 399,453

Net profit per employee 28,517 47,608 41,653 46,566 47,174 49,961 46,412 49,418 37,570 32,744
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