
 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

About the Policy Spotlight 

 

The Policy Spotlight is a publication of the 

American Chamber of Commerce in 

Kosovo (AmCham Kosovo) which aims to 

bring attention on different economic 

policies and outline the challenges for the 

development of such policies, in order to 

pave the way for addressing them. In 

addition. This edition places the spotlight on 

Digital Transformation in Kosovo.  

 

DIGITAL TRANSFORMATION refers to all 

business and organizational practices that 

aim to incorporate sustainable practices for 

society through technology. 1 A prerequisite 

for achieving digital transformation is to 

replace manual processes with digital ones 

in order to enable: 

i. Greater accountability in institutions 

and businesses 

ii. More efficiency and competitiveness 

in activities and services 

iii. Economic growth and innovation 

 

With the continued increase of a 

knowledge-based economy, digital 

transformation through the digitization of 

services and transactions is spreading at the  

 

 

                                                             
1 Sas Insights. (2019). Digital Transformation 
What it is and why it matters. 

 

 

same pace, towards sustainability and 

efficiency of business operations. 2 

In the efforts for a digitalized business 

environment and for digital transformation 

towards greater efficiency, the American 

Chamber of Commerce in Kosovo through 

its DIGITAL ECONOMY COMMITTEE 

contributes through policy analyses and 

recommendations to bring relevant sectors 

to the forefront of government priorities, in 

order to achieve higher rates of economic 

development. The Committee has set out its 

priorities and played a proactive role in 

drafting legislation and organizing 

innovative activities, which have also been 

taken into consideration by public 

administration.  

This edition of the document provides an 

overview of the Digital Transformation in 

Kosovo, thus elaborating on the current 

state regarding the level of digitalization, 

including the legal framework, opportunities 

and shortfalls towards digital transformation, 

as well as prospects for digitization in the 

manufacturing sector. 

                                                             
2 ibid 

POLICY SPOTLIGHT: 

DIGITAL TRANSFORMATION 

 

 

 

 



 

 

 

 

WHERE DOES KOSOVO STAND WITH 

DIGITALIZATION? 

 

Economic development through digital 

transformation is also promoted in Kosovo. 

Digitalization of the economy in Kosovo is a 

prerequisite for further business 

development, facilitating the provision of 

business services in the market, and overall 

economic growth. In addition to Kosovo's 

satisfactory progress in information 

technology in recent years, the digitization 

of a number of sectors has room for further 

implementation. 

It is worth noting Kosovo's position in the 

World Bank's Doing Business Report, where as 

a result of digitalized procedures Kosovo has 

managed to position itself from the 163rd 

position in 2011 to the 13th in 2019 in terms of 

starting a business, as seen in Figure 1. 3 In 

effect, the elimination of extensive 

bureaucratic procedures through 

digitalization in services is a concrete 

example of how digitalization paves the way 

for greater efficiency in business operations 

and beyond. 

                                                             
3 World Bank (2011, 2019). Doing Business Report. 

Currently, digital transformation in Kosovo 

has taken place in several sectors, ranging 

from the trade, procurement, and financial 

sector. 

To better facilitate financial services to 

consumers, the banking sector has become 

a leader in digital transformation. To keep up 

with the global trends, banks in Kosovo are 

also continuously applying similar practices 

in service provision. 

In the context of Kosovo, the banking sector 

has begun in recent years to offer similar 

services that represent the steps towards 

digital transformation. These include mobile 

applications for transactions, 24/7 Zones of 

ATMs and deposit machines and machines 

for online payment of utility bills, among 

others.4 

On a global level, through new technologies 

and artificial intelligence, the global banking 

sector is also committed to adapting to 

trends in financial service delivery, attracting 

consumers with more innovative offers as 

well as numerous mobile applications, cards, 

or sensors. 5 According to a review by 

Digitalist Magazine, bank digitization results 

in lower costs and more efficient processes, 

paving the way for further application of 

these technologies. 6 

The trade sector is among those where 

electronic transactions have mostly 

increased. Various factors such as internet 

access and overall improvement in the field 

of information technology have popularized 

electronic purchases in Kosovo’s economy 

as well. 

                                                             
4 Bibolli E. Çfarë është digjitalizimi?. Gazeta Zëri.   
5 Falk R. (2018). Embracing Digital Transformation: 
The Future Of Banking. Digitalist magazine. 
6 Ibid. 
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The undeniable success of several Kosovar 

companies in the field of e-commerce 

should also be considered in this regard. 

In focus: Gjirafa Inc. 

As a pioneer company in many internet 

products for the region, Gjirafa is specialized 

in providing various electronic services, 

namely through the relevant products such 

as online shopping (Gjirafa50), online 

mentoring tools (GjirafaLab) and business 

finding platforms (GjirafaBiz). Founded in 

2014, this company is an Albanian language 

search engine, content platform and e-

commerce company that dominates a 

range of online customer services. Since its 

establishment, the company's main goal has 

been to implement the digital economy in 

the Balkans.  

Gjirafa views Kosovo as a country with the 

potential to deliver Internet-based 

technology services that have already 

proven functional in developed and other 

emerging economies. Moreover, one of the 

overarching reasons behind the investment 

of this company in Kosovo has been the 

opportunity to develop internet services in 

both Kosovo and the region. 

KOSOVO IT STRATEGY (2016) — The 

Government of Kosovo, in collaboration with 

information and technology agencies and 

associations, has drafted the National 

Information Technology Strategy, with the 

sole aim of promoting digital transformation 

and supporting Kosovo in achieving a 

knowledge-based economy. As it is stated in 

the Strategy:  

 

“In order to use the opportunities provided by 

digital transformation and manage its challenges, 

a National Committee on Digital Transformation 

will be established, including all relevant 

stakeholders. This Committee will serve as the 

central platform for cooperation and coordination 

with regards to promoting digital transformation in 

Kosovo.” 

The Strategy foresees a number of concrete 

steps towards digital transformation in 

Kosovo, which fall within the scope of the 

Commission: 

1.1.1 Identification of committee members 

1.1.2 Establish National Committee on Digital 

Transformation and identify focus topics (e.g. 

industry 4.0, e-health, e-energy, etc.) 

1.1.3 Organize meetings / workshops of National 

Committee on Digital Transformation on an annual 

basis 

1.1.4 Implement awareness raising campaign on 

digital transformation and the strategic 

importance of the Kosovo IT industry 

1.1.5 Place the IT industry on national priority list7 

 

With regards to the LEGISLATION related to 

digital transformation in Kosovo, Law no. 04 / 

L-109 on Electronic Communications, Law 

no. 04 / L-145 on Information Society 

Government Bodies and Draft Law on 

Electronic Identification and Trust Services in 

Electronic Transactions make up the legal 

framework regarding the relevant areas for 

digital transformation in Kosovo. 

The latest development in this regard is the 

drafting of the Draft Law on Electronic 

Identification and Trust Services in Electronic 

Transactions. The Digital Economy 

Committee within AmCham Kosovo, in line 

with its respective priorities for growth, has 

been instrumental in accelerating the 

drafting of this Draft Law. Consequently, it 

entered the public consultation phase in July 

2019, and its approval is still pending. 

                                                             
7 Ibid. 



 

The Draft Law on Electronic Identification 

and Trust Services in Electronic Transactions 

presents one of the first frameworks for 

regulating the digitization of services, 

including the manner of identification and 

electronic identification schemes; terms of 

use of electronic signature, electronic 

stamp, electronic time stamp and 

equipment for their creation; broadcast 

services recommended for legal 

transactions, litigation and other 

proceedings; the terms of issuing and using 

qualified certificates for service certification 

and website authentication; services 

entrusted to electronic transactions and 

electronic documents (Article 1). 

OPPORTUNITIES AND CHALLENGES ON 

DIGITAL TRANSFORMATION IN KOSOVO 

Kosovo is estimated to have made relatively 

good progress in the field of information 

technology, where, based on the IT 

Barometer for 2018, 78% of surveyed 

companies export their services. 8 Moreover, 

these companies attribute their success to 

three factors that give them priority: quality 

(90%), technical knowledge (83%), and price 

(76%).9 

Another feature that gives Kosovo a 

competitive edge in the field of information 

technology is internet access. Kosovo's 

internet usage rate is above the EU average 

(Fig. 2) 1011. As such, this feature represents 

one of the opportunities for further 

capitalization of Internet use by the 

population. 

                                                             
8 STIKK. (2018). IT Barometer in Kosovo. 
9 Ibid. 
10 STIKK, KANTAR. (2018). Internet Penetration and 
Usage in Kosovo: National Quantitative Survey. 
11 Eurostat. (2018). Digital economy and society 
statistics - households and individuals. 

 

 

 

The current situation in the aforementioned 

aspects of the field of information 

technology in Kosovo illustrates a favorable 

environment for further digitization in other 

sectors. Then again, the prospects for digital 

transformation still have challenges that 

have been identified by AmCham Kosovo’s 

Digital Economy Committee and relevant 

stakeholders, with focus on human capital 

and the skills gap data. 

The unskilled workforce has been consistently 

rated as one of the biggest challenges in 

terms of digitalization in the country. In 

effect, this adversely influences the 

productivity of companies and organizations 

and greatly increases their operational costs. 

This type of skills gap, including digital skills, is 

largely attributed to the education system. In 

this regard, there should be a more up-to-

date curricula in digital technology study 

programs. On the other hand, the 

government should draft policies that orient 

the younger generation in programs other 

than traditional and overcrowded ones, and 

which respond to market demand. 
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Figure 2: Internet usage rates in Kosovo and 

EU.  



 

Adequate information - one of the 

challenges businesses face in Kosovo market 

is the lack of access to information that is 

fundamental to delivering quality customer 

service. Information on the IT environment in 

Kosovo is important for further investment 

and development of activities in this sector. 

The most adequate and accurate statistics 

should be related to internet access, and 

the rate of employment at the information 

and technology sector in Kosovo, among 

others. 

With regards to internet access, it is worth 

noting that although the internet usage rate 

in Kosovo is quite high, there is no proper 

capitalization of this usage. Based on a study 

by STIKK, as seen in Figure 4, the majority of 

the Internet is used for communication 

(93%).12 While there is no percentage of 

activities that could monetize this availability 

of the Internet, these data emphasize the 

need to make more sustainable use of the 

resources that the Kosovar population has 

available in this regard. 

 

CASE STUDY: DIGITAL TRANSFORMATION 

IN THE MANUFACTURING SECTOR 

The digital transformation globally and within 

Kosovo is increasingly expanding into more 

traditional sectors, such as the 

manufacturing sector. Due to the increased 

efficiency resulting from the digitization of 

product lines, digital transformation finds 

undeniable relevance in this sector. The 

following section elaborates the benefits of 

the manufacturing sector to investing in 

digital transformation on a grassroots basis 

through relevant activities: 

 

                                                             
12 STIKK, KANTAR. (2018). Internet Penetration and 
Usage in Kosovo: National Quantitative Survey. 

MANUFACTURING SECTOR 

Against a backdrop where digital 

transformation is ever-increasing especially in 

the manufacturing sector, the ability of 

manufacturers to adapt innovative 

international practices is inevitable. Such a 

digitalization situation creates the need for 

transformation in order for companies to be 

competitive at a wider level. In addition to 

increasing the efficiency resulting from 

digital transformation through automation 

and relevant technology, digitalization is  

 

furthermore closely linked to the efficient 

generation of data and information, as a 

basis for consistent product development. 13 

In a study conducted by CGI Group Inc., 

72% of surveyed survey companies consider 

that managing change and overcoming 

internal resistance is the major obstacle to 

digital transformation.14 

In the same study, some other priorities of this 

sector that have been identified include 

cost pressure optimization (82%), cross-

border collaboration (67%), improved user 

experience (57%), delivering products and 

services with increased market speed (57%), 

as well as the use of instantaneous 

information (52%).  

With regards to the aforementioned 

priorities, cross-border cooperation is also 

very relevant in the context of the Kosovo 

market, especially with the entry into force of 

the Stabilization and Association Agreement. 

While over 65% of the manufacturing 

companies surveyed in the Private Sector 

Pulse on the SAA, conducted by the 

American Chamber of Commerce in  

                                                             
13 CGI Group Inc. (2017). Digital Transformation in the 
Manufacturing Industry 
14 Ibid. 



 

Figure 3: Internet usage in Kosovo. Source: STIKK 

Kosovo, have assessed the difficulty of 

finding trading partners as the main export 

challenge to EU countries, digital 

transformation plays an important role in 

enabling companies to be more exposed to 

external markets and, consequently, 

potential partnerships. 

NEXT STEPS 

In the pursuit of a digital economy, 

electronic services represent a fundamental 

aspect that should be particularly enabled.  

The American Chamber of Commerce in 

Kosovo through the Digital Economy 

Committee has identified that the use of 

electronic invoices, electronic signatures, 

and electronic forms in public administration 

should generally increase.  

 

 

 

 

 

 

 

Recommendations in this regard also include 

adequate legislation and proper 

implementation of existing mechanisms. 

Under the umbrella of service digitization, 

the growth of electronic transactions should 

also extend to business operations. 

Moreover, increasing the cooperation 

dynamics between public and private 

institutions in better addressing the 

challenges and needs is vital. In this spirit, the 

Government should take every step for 

continued dialogue to further the 

digitalization in the country. 
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