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What are we doing to fulfill our mission:

To become the most highly 
regarded Service Company 

Customer centricity, building unique service culture

Best network

Innovative, easy to use services

Motivated employees
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Company profile
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T-Mobile building

Т-Mobile is the first mobile operator in Macedonia 
and a leader in the mobile market, active since Sep-
tember 1996. In 2006 the company was re-branded 
into Т-Mobile Macedonia, becoming part of the in-
ternational Т-Mobile family which has more than 
112 million customers. T-Mobile International is one 
of the world’s leading companies in mobile com-
munications. As one of Deutsche Telekom’s four 
strategic business units, T-Mobile International con-
centrates on the most dynamic markets in Europe 
and the United States.

Thanks to T-Mobile’s international presence, custo-
mers can count on the availability of their favourite 
services even when they are abroad and they can 
take advantage of the unified, favourable calling 
rates.

T-Mobile Macedonia is recognized in TM Internatio-
nal as the T-Mobile country with best network quali-
ty. Our network covers 99.9% of the population and 
over 98.5% of the territory of the Republic of Mace-
donia. We are proud of our network quality which 
we continuously upgrade in order to provide high 
quality and affordable services. 

The confidence of more than 900 000 subscribers 
in a country with a population of 2 000 000 con-
firms our leading position and obliges us to conti-
nue our mission – to become the most highly regar-
ded service company. 

In Macedonia, T-Mobile is recognized as the inno-
vation leader. The company was first to introduce 
GPRS and EDGE thus significantly increasing the 
data transfer speed. 

We have a large sales network with shops and part-
ner sale points with contemporary design which are 
ready to serve the customers in the best possible 
way. With this we are close to our customers and 
ready to serve them wherever they prefer. 
Т-Mobile customers can communicate all over the 
world, using our roaming service which is offered in 
over 90 countries.
 
As a successful company, we feel responsible to-
wards the society and we invest in Macedonia. 
Through the Foundation Т-Mobile for Macedonia, 
numerous humanitarian activities are conducted. 
We take care of the environment with strict eco acti-
vities whose purpose is to keep Macedonia clean 
and safe.
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The company was first to introduce GPRS and EDGE



Management
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This year, we celebrated 10 years leadership on 
Macedonian market and 900 000 customers! The 
customer base has grown for 190 000 customers, 
and the traffic increased for 20%. T-Mobile gain 
best financial results in the history of the company. 
These are not just numbers of success. These 
numbers oblige us to try even better in today’s com-
petitive environment. 

In 2006 our effort was to act towards our mission. 
What have we done to maintain number one positi-
on on the market? We acted towards 5 simple rules:  

	 Satisfied customers – customer centricity

	 Best network

	 Easy to use services with competitive prices

	 Satisfied employees

	 Corporate responsibility

COO - Michael Lawrence

Dejan Krstevski - CFO
Chief Finance Officer

Eftim Betinski - CTO
Chief Technical Officer

Michael Lawrence - COO
Chief Operating Officer

Dusko Kantardziev - CITO
Chief IT Officer
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Our mission is to become most highly regarded service company. 

Our Mission



Satisfied Customers

Putting the customer first is our commitment! T-Mo-
bile Macedonia has more than 900 000 customers, 
which represents half of the whole population in 
Macedonia. Keeping them satisfied, following their 
needs and treating them differently, as all of them 
are different individuals with specific needs, is our 
focus. We make great effort not only to attract new 
customers, but also to ensure the satisfaction of the 
existing ones. 

Customer satisfaction often depends on the quality 
of customer service. T-Mobile’s Call Centre is pre-
pared to handle inquires 24 hours a day, 7 days a 
week, 365 days a year. Our operators are capable 
of answering all questions in 3 different languages 
– Macedonian, Albanian and English. In 2006, Cu-
stomer service department handled a million 
customer’s requests and inquires through different 
CS channels: IVR, telephone, e-mail etc. 

In 2006 T-Mobile celebrated the Customer Service 
Week. The Customer Service Week is celebrated all 
over the world and this was its first celebration in 
Macedonia – its purpose is to celebrate the custo-
mer service professionalism and to raise the aware-
ness organisation-wide of the vital role played by 
the customer service professionals. 

We commit our “simply closer” approach at our 
points of sale as well. Our frontline employees are 
committed to providing best custom-made service 
to our customers. Our large network consists of 130 
shops and points of sale throughout Macedonia, of-
fering availability and easy approach to our services 
and devices. In 2006, all of the shops were re-bran-

900 000 customers – 900 000 different needs
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T-Mobile salon
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ded and redesigned, thus offering more attractive 
interiors with plasma screens and with more space 
for displaying handsets and enabling the customers 
to try everything out.

We strongly believe that customer insight and un-
derstanding are paramount for becoming the best 
service company.



Network excellence 

The first calls in our network were made 10 years 
ago, in October, 1996. We built a national network 
around stable network operational system. This 
centre provides availability non stop and can re-
spond to any system malfunctions in real time. At 
that time mobile phone was association for calls, 
but today, people expect a lot more than just a call 
from their mobile device. Number of customers is 
growing, as well as their requirements. 

Customers are not interested in the underling tech-
nology, what counts is that everything works simply 
and effectively, allowing them to use their phone as 
work toll, entertainment device or information tool.

T-Mobile wants customers to benefit from fastest 
possible connection. Thus, maintaining the stable 
operational system is not enough. We constantly 
upgrade and strengthen our network capacity, en-
chanting signal coverage and introduce state of art 
technologies.  Today, our network covers 99.8 of 
the population and 96% of the territory of Macedo-
nia. Our subscribers can experience high speed 
GPRS services, such as internet browsing, file 
download, real multimedia streaming, e-mailing, 
etc.
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Among T-Mobile main objectives is integration of 
technologies including GSM (Global System of Mo-
bile Communications), GPRS (General Packet Ra-
dio Service), EDGE (Enhanced Data Rates for GSM 
Evolution), as well as W-LAN (Wireless Local Area 
Network).

T-Mobile base station
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We focus to establish superior network experience. In 2006, we focus on: GSM radio network extensi-
on, extension of EDGE coverage (increasing EDGE 
coverage at 75% in Macedonia), improvement of 
radio network quality. We introduced new technolo-
gies and platform that will support new products 
and enable fastest access via internet.



Best services

Nowadays people don’t use their mobile phone 
merely for talking. Mobility has already transformed 
communication in the world when we need “up to 
minute information”. Telecommunications market is 
growing day by day as well as customer’s needs. 
But people need simplicity in the world of incresing 
complexity.

In T-Mobile we are committed to meet customer’s 
growing communication needs by expending the 
range of our services, but to provide them with clear 
choices. To point right solutions for their specific 
needs, to introduce innovative ideas that inspire 
and stimulate, but also, to offer all this by attractive 
prices. Simplicity is essential to achieve our primary 
goal of customer satisfaction.   
In 2006, we can be proud of new services and ta-
riffs that we offered to our customers. Taking into 
consideration that there are different segment of 
customers, we created and launch packages and 
benefits for pre paid, post paid and business custo-
mers. 

We introduced Pre paid + - first loyalty offer for pre 
paid customers in Macedonia, offering prepaid cu-
stomers, free minutes and other benefits. 
In post paid segment, there was significant drop of 
the prices and we created tariff model Relax – eva-
luated as best offer in the country. For business cu-
stomers T-Mobile offered solutions that eliminate 
the difference between working inside and outside 
of the office, also state of art business cell phones, 
data cards for lap tops etc.  In 2006, we also promo-
te very low prices for MMS services & lower prices 
for mobile phones as well as wider offer.

Easy to use innovative services and offers

Activities related to entertainment and leisure com-
plement the list of products and services. In 2006, 
T-Mobile introduced t-zones - a portal offering fun 
where customers can download pictures, animati-
on, video, melody or games, or get information – 
news, sport, music, movies, business, economy, 
science etc. 
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Satisfied Employees 
T-Mobile is aware that the satisfied and motivated 
employees are the foundation of the company’s 
success. It is primarily thanks to them that we can 
become the most highly regarded service company 
and be in touch with our customers.

Therefore, we invest in learning and development 
in order to increase the employees’ satisfaction and 
working efficiency.  Human resources are one of 
our most valuable investments. 

Taking into consideration that every employee has 
different needs and character traits, we have orga-
nized trainings and team building activities for per-
sonal efficiency, team efficiency, business and ope-
rational management, customer orientation and 
management skills. The corporate culture is not 
only one of the key strategic areas in 2006, but also 
a long-term concern. 
We identify the skills and possibilities of every em-
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ployee and organize seminars for improving the 
professional skills relevant for a particular job posi-
tion. In addition, we organize foreign languages stu-
dies, presentation studies etc. Taking into conside-
ration that every employee has different needs and 
character traits we have organized trainings and 
team building activities aimed at the establishment 
of cooperation between the employees in the diffe-
rent departments, between the departments and 
between all functional units of the company.   

We also focus on other employee satisfaction activi-
ties such as organizing parties and family days for 
the employees and their families, organizing New 
Year celebrations for the employees and their child-
ren, organizing rewards for the best employees of 
the following year, offering low prices and special 
packages of mobile handsets, offering travel dis-
count, organizing humanitarian and environmental 
activities, etc.

In 2006, when the company was re-branded as T-
Mobile Macedonia, we organized workshops with 
the brand ambassadors (trained employees from all 
departments). As a result of these workshops, all 
employees became aware of the new brand values. 
As a reward for their volunteer work, all brand am-
bassadors attended the Robbie Williams’s concert 
in Munich.



Social Responsibility

As Modern corporation with stable position and fi-
nancial background we feel strong responsibility, 
not only for our customers, but for the whole socie-
ty. Thus, we invest in different areas of our society, 
by taking part in wide range of activities enriching 
the country’s sport and cultural life. Following T-Mo-
bile international sponsorship strategy we primary 
focus on music and sports.

In 2006 we sponsored greatest music event in 
Macedonia – reunion and concerts of the most fa-
mous band on the Balkans – “Leb i Sol” in Macedo-
nia, Serbia, Croatia, & Slovenia. 

16 17

Pet Shop Boys concert for T-Mobile day, was most important music event in 
Macedonia.

Almost 100 000 people was on free of charge concert on the Skopje city 
square.

Vlado Janevski – one of the most famous Macedo-
nian singers had a big humanitarian concert, spon-
sored by T-Mobile. The funds collected from the 
concert were donated for sport hall in the elemen-
tary school. In 2006 T-Mobile was also sponsor of 
the Handball Federation – thus supporting the most 
successful sport in Macedonia.

With Foundation T-Mobile for Macedonia, we seek 
to contribute to society general well being, expres-
sing our corporate responsibility. The main focus of 
the Foundation is support of humanitarian projects 
and health.

In 2006 we supported humanitarian auction of arts 
organized by the Association for battle against can-
cer and leukaemia in children, we supported pro-
jects for helping children with cerebral palsy, orga-
nized traditional New Year humanitarian caravan, 
visiting children’s homes, hospitals and institutions 
for children with special needs. This year we open-
ed 21 special donation numbers, thus helping 21 
individuals in need. 
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In accordance with our commitment to quality and 
the ISO 14001 Environmental certificate, we orga-
nize and support eco actions. In 2006 we organize 
big tree planting action with our employees’ journa-
lists, partners and friends of the company.



Financial Report 
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