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To whom should I trust and why should I?









What’s our day like in Shopper’s Mind offices?



Is my
purchase safe?



Is this shop safe? Do they cheat their customers? How could I 
be sure?









Why
would I trust you?



CERTIFIED SHOP
answers those questions
and helps you shop
at trustworthy online shops



SHOPPER’S MIND
is the only institution
in Slovenia and Croatia,
authorized for awarding
CERTIFIED SHOP and EMOTA





Three trustmark pillars

CUSTOMER EXPERIENCE

Are you satisfied with us?
Would you recommend us?

Your experience with our offers?
Your experience with our UX?

How was your overall experience?

+ general user demographics

+ genuine customers!

TECHNICAL ANALYSIS

Is the store secure (SSL)?
Is the store in compliance with law?

Do we know who owns it?
Can we contact the seller?

Do they offer dispute resolution?
Does UX meet our standards?

What type of payment do they have?
What type of delivery do they offer?

+ compliance with national and EU 
standards for e-commerce

MYSTERY SHOPPING

Is information about stock true?
Did I receive order confirmation email?
Do they answer my cancellation email?

Do they answer my call?

+ what is the “real” and “uncontrolled” 
shopping experience?

+ informative – does not affect the 
trustmark grade



How do 
customers benefit?



Active participation

• Customers are invited to rate their 
experience right after purchase

• Customers are able to write reviews or issue 
a complaint against fraudulent sellers
through smind.hr website

• They are invited to join Shopper’s Mind 
community, to play an important part of 
raising e-commerce in their country by 
posting reviews and participating in active 
e-commerce practices evaluation



The Website

• https://smind.hr/oznaka-certified-shop/

• Separate subpages for customers

• List of all certified webstores

• List of seller pages

Link to website

https://smind.hr/oznaka-certified-shop/
http://www.smind.si/oznaka-certified-shop/


How do 
sellers benefit?



Benefits

• Recognisable national / EU trustmark

• Real customer reviews

• Independent authority certifies the store

• Customer Experience aggregate score is 
public information and visible at all times



Recognition

• National recognition through “all certified 
sellers” list

• International recognition through EMOTA 
website http://europeantrustmark.eu/eu/ 
consumers/certified-shops/

• Case studies & news coverage by 
Shopper’s Mind and other media

Link to website

http://europeantrustmark.eu/eu/consumers/certified-shops/
http://www.smind.hr/oznaka-certified-shop/popis-trgovaca-kojima-je-dodijeljena-oznaka-certified-shop/


Trustworthiness

• The webstore is certified by an 
independent authority

• By clicking the trustmark, users come to 
our website to verify the trustmark
validity

• [UPGRADE] Users will be able to access 
seller’s pages with details about reviews 
and certification scores



Additional benefits

CENEJE.SI and JEFTINIJE.HR

• All certified shops are eligible to become 
premium sellers (premium position 
bidding)

• CERTIFIED SHOP trustmark is added to 
raise recognition and trustworthiness 
(raises comparison shopping conversion 
rates)

• Access to sMind INTELLIGENCE 
DASHBOARD



Customer Experience score
is one of the two major factors
that determine if seller
is awarded our trustmarks



Real customer feedback

• Customers are invited to rate their experience right 
AFTER purchase (by adding the script)

• Continuous measurement of customer satisfaction

• [UPGRADE] Full report that helps them improve
where needed

• [UPGRADE] Measurement of customer satisfaction
upon delivery



Technical Standards Compliance 
score is second of the two major 
factors that determine if seller
is awarded our trustmarks



Technical standards compliance

• External experts check the webstore for compliance 
with technical standards for online shops

• Quarterly check of progress

• Technical Compliance aggregate score is public 
information and visible at all times

• [UPGRADE] Full report that helps them improve
where needed



Mystery shopping

• Mystery shopper puts together a report about real-time 
shopping experience and communication with the 
seller, especially regarding order cancellation

• Quarterly check of progress

• [UPGRADE] Seller gets full report that helps them 
improve where needed



The licensing
process



PROMO KOD: WTG17IGOR
Prijavite trgovinu ako već niste i imate besplatnu certifikaciju CERTIFIED SHOP®
za sve prijave do 15.4.2017

https://smind.hr/oznaka-certified-shop/ > PRIJAVA

https://smind.hr/oznaka-certified-shop/




NARUČITE PRAVNI PREGLED PO VAŠOJ MJERI
I IZBJEGNITE KAZNE!

smind.hr/legal-check


