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TRUST

Why is it important (in ecommerce) and how to achieve it?

lgor Martinovic, Sales manager Croatia and Serbia
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To whom should | trust and why should 1?
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AliIExpress™ =-

Home > All Categories > "Gopro Accessories”

¥ Related Categories

Consumer Electronics
Camera Bags

Sports & Action Video
Cameras Accessories

Action Video Cameras
Accessories

Sports Camcorder
Accessories

Sports Camcorder Cases

Aliexpress mobile app

SHOPPER’S
MIND

Gopro Accessories

ceneje.si )

E [ 3] Wish
—s. Eart List

Related Searches: gopro accessories set gopro 5 accessories gopro session accessories gopro camera accessories gopro 4 accessorie

Price:

Sort by:| Best

9 Results >

Orders w»

.3

Q

Free Shipping i o - & Up

Newest w Sellerrating v Price &

Gopro Accessories set for go pro hero 5 4 3 kit
mount for SJCAM SJ4000 / xiaomi yi camera / eken
h9 tripod VS84

€ Vamson Store

¥ Top-rated Sellg]

Gopro Accessories mounts gopro accessories set
gopro hero 5 hero 4 hero3 kit for Xiaomi yi Camera
sjcam sj4000 accessories GS38

@ @ Sexy Goproo Store

Offline

Gopro accessories set Gopro hero 5 waterproof
protective case chest mount Monopod for gopro
hero 5 tripod for go pro HERO 5 G541

€ Sexy Goproo Store

Offline

0O App Only deals

Domestic Returns

US $29.72/ piece
Shipping: US $4.21 / piece via AliExpress Standard Shipping
i & #& Feedback(136) | Orders (787)

@ Add to Wish List

US $36.66 / piece
Shipping: US $4.63 / piece via AliExpress Standard Shipping
Wi #r#&#& Feedback(425) | Orders (838)

@ Add to Wish List

US $47.21 / piece
Shipping: US $6.15/ piece via AliExpress Standard Shipping
i #r#r & Feedback(39) | Orders(166)

@ Add to Wish List

jeftinije.hr ©

Hi, igor
N My AliExpress
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Message History

Messages Translation: '® Disable 0 English

] About this order

Order number: 8262789993624 Reply

Shan Wan

017-02-16 23:4 Hello, my dear friend, thank you very much for your patronage. Your order has been sent.
2017-03-16 23:44

If you hawve any guestions, please feel free to contact me.

If you are satisfied with the receipt of the goods, please give us 5 stars praise and evaluation with photos,
in return, we will give you coupons, your support is very important to us,

thanks!

Open the following picture, a gift :)

—
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jE'Ftiﬂije.hr D Unesi trazeni proizvod Q

Pocetna / Dom &Vrt / Pranjeiciscenje / Perilice rublja /| GORENJE perilica rublja W7203

GORENUJE perilica rublja W7203

TRGOVINE (9) PODACI  OPIS  MISLJENJA (1)  TESTOVI (0)

= e @ ameesior 2.229,00 kn -
{g 1 0 f (L] '@ L Dostupan
_'__—H-

<1 abrakadabra 2.519,00kn Viseoponudi >
® i m 9 e

OLInks 2.649,00 kn REXIZLIL RS
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What’s our day like in Shopper’s Mind offices?

CERTIFIED CERTIFIED (| WY &= >
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s this shop safe? Do they cheat their customers? How could |
be sure?

*rom: Plibe Car [mailto: il ? vk @gmail.com]
sent: Wednesday, March 22, 2017 10:43 PM

le: info@peftinge. hr

subject; Terivhay

Fodtovani,

favljam se povodom upita o trgovini P nima me gdje mogu nabaviti informacije o toj trgovini toénije iskustva |
pojedinaca koji su naru¢ivali s toga web shopa, posto nemaju plad¢anje pouzedem nije mi svejedno naruditi

wrozvod. Pa me zanuma gdje mogu nabaviti informacije toé¢nije provjenti web shop da nije laZzan i da ne varaju ljude..

5 poStovanjem

CERTIFIED CERTIFIED (/

SHOP | SHOP
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Leon kaze:

Vidim vi niste webshop vec¢ samo redirektate na stranicu partnera. Naime, Zelim kupiti autoradio
OneConcept od csieemisssiass, 5li facebook stranica im ne postoji, svi mejlovi su im automatizirani
te im je ocjena 1,8. Imate li kakvih iskustava s njima koje bi mogli podijeliti? Ne €ine se kao
pouzdana stranica a opet, vi ih oglasavate. H-=—G—Geevsessetian [ ONECONCEPT-MD-410-
AUTO-RADIO-MP3-USB-SD i184781.htm?

utm source=jeftiniie&utm medium=products&utm campaign=jeftinije products&utm content=dd 1

Podaci
Ime: Leon
Email: eiewrekfgmail.com
p: 7768 i

Poruka je poslana automatski, na nju nemoj odgovarati. * 7 ek Y
CERTIFIED |/ CERTIFIED (|

Ne Zeli5 vise primati ovakve poruke? Javi nam na info@jeftinije.hr SHOP\. SHOP\

 sMind.hr
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Mojca pravi:

Pozdravijeni! Na vasi spletni strani sem videla ponudbo ‘weEmEm ki me zanima. Ali
imate kaj izkusenj z poslovanjem s to spletno trgovino. Ali so zanesljivi in od kod

prihajajo? Hvala za informacijo

Podatki
Ime: Mojca
Emaill nasseesmevrsekfdgmail.com
lp: 84 390 it

To sporoecilo je aviomatsko generirano, Zato nanj ne odgovarjaj.

Ne Zelis vet prejemati e-sporodil, ki jih izrecno ne zahtevas? Sporoci nam na info@ceneje.si

idealno.rs 0  idealno.ba )
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Marko pravi:

Lepo pozdravljeni Vaso stran redno obiskujem , ampa prvic sem med iskalnimi zadetki
opazil tujo spletno trgovino dAssedshass Ker kupujem TV, kar je malo vecji nakup,
zanima me ce je to preverjena frgovina, oziroma varen nakup. Ker se nahaja na vasih

straneh, predpostavljam da je varna! Lep pozdravMarko

Podatki
Ime: Marko
Email: rreeedaskeas ) qmail.com
Ip: 188, 2SSt

N /\\ /’,,,_\\\
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by Shopper's

trustworthy



the only institution
In Slovenia and Croatia
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Consumers |

Home EMOTA @ For Merchants

Benefits
How to join

Merchants Charter

L 3222137423 M info@emota.eu

ceneje.si O jeftinijehr ©

& Quicklinks » @ Language «

Certified Shops | EMOTA | For Merchants | Media

National Trustmarks

Participating national
trustmarks

EMOTA has partnerships in 12 European countries.

How to display the
European EMOTA / b
Trustmark (L

SHOP

National Trustmarks

Croatia

Shopper's Mind - sMind.hr
EMOTA Member

CERTIFIED SHOP is the national trustmark in Croatia which
confirms the webstore's compliance with national and EU
guidelines for reliable online shopping. Its main goal is to
raise the webstore's recognition and trustworthiness
among buyers, and consequently increase overall quality
of the market.

The CERTIFIED SHOP trustmark is based on three pillars
which are monitored continuously: customer experience,
compliance to technical standards, and mystery shopping.
Customer experience score is one of the two major
factors that determine if seller is awarded the trustmark.
Buyers are invited to rate their experience immediately
after purchase, which makes the quality of the feedback
more reliable, The second important certification factor is
compliance to technical standards, where experts check
various elements of the webstore. Mystery shopping,
however, is only an informative feedback for the sellers,
which helps thermn improve their overall shopping
experience.

idealno.rs ©

idealno.ba ©
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Three trustmark pillars (s SHOP

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

s the store secure (SSL)?
s 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

jeftinije.hr ©  idealnors )  idealno.ba O

MYSTERY SHOPPING

s information about stock true?
Did | 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






sMind » @™

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

ceneje.si @ jeftinijehr ©  idealno.rs O  idealno.ba O

{PonucaDaa @) sMind >

Cijenimo Vase misljenje!

Kontinuirano se trudimo unaprijediti Vase iskustvo kupovine, zato
Vas molimo da ispunite kratku anketu i pomognete nam osigurati
oznaku povjerenja CERTIFIED SHOP

Ne, hvala POSALJI MISLJENJE »

NN
[/ CERTIFIED [ CERTIFIED

SHOP\

\ SHOP
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The Website

* https://smind.hr/oznaka-certified-shop/
» Separate subpages for customers
« List of all certified webstores

List of seller pages

ceneje.si ) jeftinije.hr ©

CERTIFIKAT SIGURNE WEB TRGOVINE

NAZIV: Conrad - web trgovina za elektroniku, racunala i multimediju
URL: conrad.hr

idealno.rs ¢ idealno.ba )

sMind.hr
L

CERTIFIKAT TRGOVINE

OCJENA SIGURNOST| WEB TRGOVINE

ZADOVOLJSTVO KUPACA U OCJENJIVANOM 89 %
RAZDOBLJU
SUKLADNOST TEHNICKIM STANDARDIMA 88 %

SIGURNE KUPOVINE

DATUM ZADNJE OCJENE 22.02.2017

CERTIFIKAT VRIJEDI DO 02.12.2017

Ime pravne osobe: Conrad Electronic d.o.o

Sjediste: Ljubljanska cesta 66, 1290 Grosuplje, Slovenija

01B ili VIES broj: 21152396

7 *x 7 hic \
CERTIFIED ( CERTIFIED
- SHOP\ SHOP -
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https://smind.hr/oznaka-certified-shop/
http://www.smind.si/oznaka-certified-shop/
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Benefits
* Recognisable national / EU trustmark
CERTIFIED

| . SHOP .

e Real customer reviews Gnrao @ @ N
E N%boﬁeidéeza.
. e * izabavu na otvoreno..

* Independent authority certifies the store ’ ;

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

J CERTIFIED / CERTIFIED ‘;"'/ CERTIFIED .\‘\
- SHOP \. SHOP\. SHOP .

Mind.hr S_sMind.hr 22\ sMind.hr_/
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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

jeftinije.hr ©  idealnors )  idealno.ba O

ceneje.si )

Z oznako CERTIFIED SHOP
pridobite zaupanje kupcev

SHOPPER'S MIND

OZNAKA CERTIFIED SHOP OZNAKAEMOTA ZAPOTROSACE v ZATRGOVCE v CESTAPITANJA Q

Popis web trgovaca s vazecom oznakom CERTIFIED SHOP

adrialece.hr Adrialece.hr

CERTIFIKAT »
http://wwawv.adrialece.hr/
ALLES Alles.hr
e CERTIFIKAT »
http://www.alles.hr/
Allianz @ Allianz CERTIFIKAT »
hutps://voww.allianz.hr/
Alternativa Webshop
CERTIFIKAT »

hutp://alternativa-webshop.com/

‘g;* fpg§g 
CERTIFIED ( CERTIFIED
- SHOP\. SHOP -

Mind.hr \_ sMind.hr _//
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http://europeantrustmark.eu/eu/consumers/certified-shops/
http://www.smind.hr/oznaka-certified-shop/popis-trgovaca-kojima-je-dodijeljena-oznaka-certified-shop/
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Trustworthiness
» The webstore is certified by an S
independent authority @

BSHOP -

ONpratanane Gl

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

> Najbolje ideje za-.
> izabavu na otvoreno..

« [UPGRADE] Users will be able to access e B ,ﬂ
seller's pages with details about reviews ——
and certification scores | o

/ *x V7 kk Y/ sfkic \
! CERTIFIED [/ CERTIFIED [[ CERTIFIED )

SHOPﬁsHOP\SHOP
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Additional benefits

* 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

ceneje.si ) jeftinije.hr ©

jeftinije.hr ©

Podetna / Dom&\Vrt [ Pranjeiciscenje | Perilice rublja / GOREM.JE perilica rublja W7203

GORENJE perilica rublja W7203

TRGOVINE (9)

centar 100% bolja

- ! tehnike ponuda.

abrakadabra

g
)
C
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idealno.rs

MISLJENJA (1)  TESTOVI (0)

Q comnmosror 2.229,00 kn

9 i ®m 9o

2.519,00 kn

@ i ® Qe

2.649,00 kn

¢ i ® Q3 e
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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

jeftinije.hr ©

ceneje.si )
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Technical Standards Compliance
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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




Mind

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
DIOCESS
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PROMO KOD:

Prijavite trgovinu ako vec 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/

Poznajete li 8 zakonodavnih aktova koji ureduju podrucje web kupovine?
Postoji gotovo 50 odrednica koje web trgoveci moraju slijediti ukoliko zele izbjeci

visoke kazne i narusen ugled tvrtke.

JESTE LI SIGURNI DA POSLUJETE U SKLADU SA ZAKONOM?

Neka vam nasi pravni strucnjaci pregledaju web trgovinu. Saznat cete ispunjavate

li sve potrebne zakonodavne standarde te koja podrucja morate unaprijediti!

NEMOJTE UGROZITI TVRTKU ZBOG
NEPOZNAVANJA ZAKONODAVSTVA!

Nemojte potonut kao Titanik - izbjegnite santu ledal
Postoji 5 kljucnih zakonodavnih aktova koji ureduju podrucje web kupovine.

Jeste li sigurni da poslujete u skladu s njima?

STO UKLJUCUJE PRAVNI PREGLED?

NARUCITE PREGLED VASE WEB TRGOVINE »

PRIMJERI U KOJIMA VAM PRIJETI NOVCANA KAZNA:

* do 230.000 kn moze biti kaznjen web trgovac koji ne navede podatke
poduzeca na koje potrosac moze poslati prituzbu

* do 120.000 kn moze biti kaznjen web trgovac koji ne promijeni primjernu
nepostenih ugovornih odredbi

* do 130.000 kn moze biti kaznjen web trgovac koji na svojim stranicama ne

opisuje tehnicki postupak za otkazivanje ugovora



LEGAL CHECK

LEGAL CHECK
~ Quality

1.299 kn + PDV 3.699 kn + PDV 4.499 kn + PDV

NARUCITE PRAVNI PREGLED PO VASOJ MJERI
| 1ZBJEGNITE KAZNE!

smind.hr/legal-check



