YHUBEPCHUTET 3A HAITMOHAJIHO 1 CBETOBHO CTOITAHCTBO

PELOEH3UA

Om: npod. n1-p Kpacumup MapunoB MapuHoB
YHUuBEpCHUTET 32 HAIIMOHATHO U CBETOBHO CTOMAHCTBO - Codus
Hayuna cnenuannoct: MapkeTuHr
Ommnocno.  JlucepralluoHeH TpyJ 3a NPUCHKIAHE Ha oOpa3oBaTelHA M HayyHa CTENEH
»JJOKTOp* 110 HayyHa cnenuanHoct ,,Mapketunr B YHCC
OcHnoeanue 3a npedocmasane Ha peyeH3uama: Y4actue B CbCTaBa Ha HAYYHOTO KYpH IO
3al[UTa Ha JAUCEPTAlMOHHUS TPy cbriacHo 3amoBen Ne834/01.04.2022 r. Ha 3aMeCTHHK-
pexropa Ha YHCC no HayuHOU3CI€10BaTENICKA JEHHOCT U MEXTYHAPOIHO CHTPYAHUUECTBO
Aemop na oucepmayuonnus mpyo: Jlynzum Ucen Pamnru
Tema na oucepmayuonnusa mpyo: JIUTUTATHUAT MApKeTHUHT B OaHKUpPAHETO Ha JpeOHO:

Cn3aaBaHe U JOCTaBSIHE Ha CTOHHOCT 3a KJIWEHTa

1. Nudopmanus 3a 1ucepraHTa

Kangunatsr e rpaxnaanuH Ha PenyOnuka CppOusi. OOyuyaBa ce Mo JOKTOpPCKa
mporpaMa B Kareapa ,,MapKeTHHTI U CTpaTernyecKko IIaHupaHe  Ha QakynTeT ,,YIpaBieHue
n agmuHuctpaus”“ Ha YHCC mo HayuHa cnenuanHocT ,,MapkeTHHr* cbriacHo 3amoBen
Ne2936 ot 25.11.2019 r., uzmageHa oT 3aMECTHHK-PEKTOpa MO HAYYHOM3CIIEIOBATEICKA
JIeWHOCT U MexayHapogHo chTpyaHuuecTBo Ha YHCC. JlokTOpaHTBT ce € oOydaBaa 1o
WHAMBUyaJIeH yueOeH IJIaH Cpelly HHIMBUAYalHO 3ariaane npes nepuoja 2019-2022 r.

OOyueHuneTo Ha KaHAMJaTa Cje/lBa CTPUKTHO UHIUBUAYAIHUS My ydeOeH riaH. Toi
€ TOJIOKIII 3aIBJDKUTETHUTE TOKTOPAHTCKU M3MUTH MO TUCHUIUIMHUTE OT BiIok A, KakTo u
JOKTOPAHTCKUTE W3MHUTU TO crenuanHocT ,,Mapkerunr (bnox B). IlyOonmukyBaHu ca u
IUIAHUPAaHUTEe HAy4YHU MyOJMKalMM, BKJI. CTaTUM W TIOHE JBa JOKJaJa OT Hay4YHU

KOH(epeHnu. [Open3I0)KeHOTO TIOKa3Ba, Y€ KaHAUWJAATHT HAMBIHO OTroBaps Ha



HU3UCKBaHUATA, BKIIFOYCHU B MHAUBUAYATIHUA MY yqe6eH I1J1aH.

2. OO0ma xapakTepuCTHKA HA NMPeACTABEHHUs JUCEPTALUOHEH TPy

Hucepramusara wa Jlynsum Pamut € Hamucana Ha o0mo 164 cTpaHuIM W BKITIOYBA
JeKJIapanus 3a OBTOPCTBO, ChAbP)KaHUE, CHUCHK Ha Tabmuiute u rpapukure u pestome (7
CTpaHuln); yBoJ (5 cTpaHuuu); 98 cTpaHUIM OCHOBEH TEKCT, pa3J/ieJieH Ha YETUPH IJIaBH;
3aKJII0YEHUE W TpenopbKu (8 cTpaHulM); Juteparypa (5 crpaHuuu); u npuiioxeHus (41
ctpanuly). CTpyKTypaTa Ha IIpeICTaBEeHUs TPYJ OTpa3sBa JIOTMYECKaTa 3aBbPIIEHOCT Ha
W3CIEBAHETO U € M3pa3 Ha BPB3KUTE M OTHOILIEHUSTA, ChUIECTBYBAIIN MEXKIY €IEMEHTHUTE
HA OCHOBHHSI TEKCT - KaKTO MEXAY OTIEIHHUTE IJIaBH, TaKa U MEXAY TEXHHUTE CTPYKTYpHHU
€JIEMEHTH.

JlutepaTypara BKJIHOYBA 63 WM3TOYHMKA: HAYYHM NYyOJIMKAlMM M MHCTUTYLIHMOHAJIHU
yeOcaiiToBe, M3MOJ3BaHM TIJIABHO 3a CTAaTUM M KOPIOPATUBHU aHanu3u. l3mon3BanuTte
W3TOYHMUIIA Ca Ha aHIJIMICKU M cpbOCKU e3uk. bubnmorpadusra He e romnsma, HO €
noaxondauia. Jlureparypara e noOpe mondpaHa M IMOKa3Ba ChbBPEMEHHHUTE IOCTHXKEHUS B
pasriexxganara o0jacT. AHaNM3WpAaHUTE HAyYHW W3TOYHHUIM TIOKAa3BaT JIOCTAThUHUTE
[IO3HAHUS HAa KaHWJaTa 10 pa3IieKJaHUTe B JUCEPTALUATa BBIIPOCH.

KanaunaTbT € mpeacTaBMi pe3loMe; CIUChK Ha NyONMKalMuTe MO Temara Ha
JUcepTanusaTa U CIIMCHK Ha MPUHOCHUTE, KOETO 03HA4aBa, Y€ ca CHa3eHU BCUYKU (OpMaIHU
M3HMCKBaHUS 3a pELiEH3UpaHe Ha JucepTalusTa.

Temara Ha nucepranMsaTa MOXKE Ja C€ ONPEACNIM KATErOPUYHO KaTO aKTyallHa U
3HaynMa. OCHOBaHUSATA 3a MOJ0OHO 3aKIIOYEHHE MoraT Aa ObJaT HaMEepeHU Hall-Mallko B
JIBE TIOCOKHU:

[IppBO, KaHAMIATHT NOKa3Ba 3HAYEHMETO HA JWTUTAJHATA TpaHcpopMmalus B
O6ankoBaTa uHAycTpus. Kakrto orOens3BaT unMTUpaHUTe OT aBTopa YamMopo U KO
,,OIIETIIBAaHETO B TO3U TOJIKOBA CMeEJl HOB CBAT BEUYe HE 3aBUCH OT pa3Mepa Ha OaHKara, a OT
HelHaTa CIIocoOHOCT Aa ObIe MHOBaTHBHA . B chImara mocoka ca W M3BOIUTE B IOKJIALa Ha
Accenture ot 2013 r. B Hero ce oneHsdBa, Y€ HAa CEBEPHOAMEPUKAHCKHUSA Tazap
yHUBepcaqHUTe OaHku Ime 3aryoar 35% ot nmema cu go 2020 r. oT (QHUHAHCOBHUTE
WHCTUTYLIUH, U3MOJI3BAIM UHTEPHET U MOOMIIHM TE€XHOJIOTHH, aKO HEe BbBeJaT MHOBAIUU B

HacToOAIIuA CH ousHec MOICII. I/IHOBaI_[I/II/ITe 1 JUururajiv3alnusara Ha OaHKHTE CBHC CUT'YPHOCT



ca ropela TemMa B JHEIIHO BpeMe.

BropoTo HampaBieHue, B KOETO JHCepTalMsATa € BaKHA M 3HA4MMa, C€ OTHACS 0
poJIsiTa HA MApKETHHTa B 0aHKOBOTO jei0. JIyn3um PamuTu nmoguepraBa, ye MapKeTHHTOBaTa
¢bynkuus TpsOBa Aa ObJe ABIIKEIIA CHIIA 33 YCIEIIHOTO pa3BUTHE HAa OM3HEC NCHHOCTHTE.
Toii e kareropuyeH, 4e OLEIIBaHETO HA e1HA OaHKa Mpeanoiara mocTosHHa 6opoa 3a MsICTo
Ha Ta3apa 4pe3 MpeylaraHe Ha BB3MOXKHO Hai-700pHs acOPTHMEHT OT NPOIYKTH B
CpaBHEHHE ¢ KOHKypeHIusATa. [lonkpernsime MHEHHETO Ha aBTOpa, 4ye OaHKaTa TpsiOBa na
ObZic OpUEHTHpPaHAa NPEAM BCHYKO KBbM IPOYYBAHE HAa HYXKAUTE M MOTPEOHOCTUTE HA
HACTOSALINTE U TOTCHIIHATHUTE KIMEHTH.

Kazanoto mo-rope HM JaBa OCHOBaHME Ja OOOOIIMM, Y€ TeMaTa Ha HACTOALIOTO
M3CJeBaHEe € aKTyallHa M BaKHa, W 4e ¢ u300pa cH 1a paboTH MO Hes aBTOPHT MOKa3Ba
IBI00KOTO CH TIO3HABaHE HA HEHAaTa MHOTOACIIEKTHOCT.

[TpeaMeTsT Ha M3CIEABAHETO € SICHO (OPMYJUPAH, T.€. BB3NPUATHATA M HATJIACHUTE
Ha 0AHKOBUTE KIIMEHTH U OAHKOBHTE MEHUKBPH KbM JUTUTATN3ANMATa HA OAaHKUPAHETO Ha
IpeOHO.

OOeKT Ha U3CIIEeBAHETO € IUTHTAIH3ANNATA B OAHKOBHUS CEKTOP, T.€. HHTEIPUPAHETO
Ha JIMTMTAJIHUTE KOMYHUKALMU M KaHAIWTE 3a Mpojaxda, KOETO YyJECHsSBa KIMEHTUTE Ha
OaHKMUTE MMPH U3MOJI3BaHETO HAa OAHKOBM MPOAYKTH U YCIYTH, a 3a OaHKUTE € MO-ePEeKTUBEH
HAa4Y¥H 3a KOMYHUKaWA C KIIMCHTUTE.

B’BSMO)KHOCTI/ITC, KOUTO Taka Heq)HHHpaHHTe oea U npeaMeT MpeaocCTaBAT 3a
u3cie/BaHe, ca MOATUKHAIM KaHIuIaTa Aa GopMyJiupa U3CIIeJ0BaTeNICKa 1Ie]l U CBbpP3aHHUTe
C Hes 3a7auM.

W3cnemoBarenckara 1es € Jia ce ONMpeeNisaT HarJlaCuTe Ha KIIMEHTHTE M MEHUDKBPHUTE
Ha OaHKHTE OTHOCHO [WTHTAIM3AIMATA W M3MOJI3BAHETO Ha OIpPEIENIEeHH CpeICTBa 3a
KOMYHHKAIIMsI, KOUTO ca MPOAYKT Ha TO3M MpoLec (Hamp. COLMATHUTE MPEXH), KaKTO U
TOTOBHOCTTA 3a MpPUEMaHE Ha JUTUTAIHU KaHaJIM 32 KOMYHUKaius ¢ 6aHkara. ChLIO Taka
IeJITa € J]a Ce ONpPENeH HAYUHBT, 0 KOUTO OAaHKOBUTE MEHHDKBPH pazOmpart Impoleca Ha
JTUTHTAIA3AIMS U JaJIA BIDKJIAT B HETO OBJCIIETO HA Pa3BUTHETO HA OAHKOBUS CEKTOP.

Taka nedunupanara uen e TpanchopMupaHa OT KaHAMIATA B JIOTHYECKH OOOCHOBAH
Habop OT eJHa OCHOBHA W IIECT JAOMBIHMTENHU Xurmore3n. OCHOBHATa XHIIOTE3a €, 4Ye

,,HI/IFI/ITaHI/ISaHI/ISITa Ha OaHKOBHTE YCIYIu U KOMYHHKalUsATa Ha OaHKHTE C KJIHUEHTUTE CE



pa3no3HaBa KaKTO OT KJIMEHTHTE Ha OaHKUTE, Taka W OT OAHKOBHTE MEHHU/DKBPH, KaToO
nmpueMinBa W Karo Obaenie Ha OaHKUpaHeTo Ha apeOHo. Hsama pa wu3OposBam
JONBIIHUTEITHUTE XUIOTE3M, a caMO HCKaM Ja oTOenexa, 4ye Te oOpa3yBaT JIOTHYECKU
000CHOBaHa CHBKYITHOCT.

3aKIIIOYCHHETO MH 110 OTHOIICHHE Ha METOJ0JIOTMYEecKaTa pamMkKa €, 4e TS €
JOCTaThYHO KOHKPETHA M MPWJIATAaHETO U MO3BOJISIBA TIOCTHUTAHETO HA TIOCTABCHUTE LICJIH;, U

HaCco4Ba U3CJICABAHCTO B IIPpaBHUJIHATA IMOCOKaA.

3. OueHka Ha NOJYy4YeHUTE HAYYHH M HAYYHO-TIPUJIOKHH Pe3yJITaTH

3.1. Ocnognu nayunu u HAyYHO-NPUTIONHCHU Pe3yIMamu

B yBonma Ha paborata cu KaHAWJATHT € JI0Ka3ajl aKTyaJHOCTTa M 3HAaYMMOCTTa Ha
TeMaTa U € olpesleNIni IpeaMeTa U 00eKTa Ha U3CJIeIBaHeTO, KAKTO U OCHOBHAaTa My Lieil. B
Ta3W YacT ca MOCOYEHU U U3CIIeI0BATEICKUTE XUIIOTE3H, KOUTO 1ie ObJaT IPOBEpEeHH B X0/
Ha U3CJIEIBAHETO.

B mepBa r1maBa Ha auceprammsara cu Jlymsum PammTu npaBu  mpervien Ha
TEOPETUYHHUTE NIOCTAHOBKHU, CBBbP3aHM C AUTHTAIHATa TpaHchopMalis Ha GaHKOBUS CEKTOP.

Ome B caMOTO Hayajo KaHAMJATBT pa3KpHBa OCHOBHUTE OOJACTH, CBBbpP3aHU C
o0eKTa Ha W3CJIEIBAHETO, KAaKTO M OCHOBHUTE EMIIMPUYHU U TEOPETUYHH PE3YyITaTH,
MOJTY4EHU JI0 MOMEHTa B Te3u oOsactu. OO03HaUYaBaM TO3W MOJXOJ KaTo ,,MHOTOCTpaHEeH
MOJXOA KbM JWTHTAIU3alMATa Ha OAHKOBHS CEKTOp, KOWTO CYMTaM 3a IUIOJOTBOPEH M
aJleKBaTeH, 3allloTO TOM IOCTaBs Ha JHEBEH peJl BCUUKU CBBP3aHH C HEro mnpobieMu u
BbIIpocu. Cpen mpobiieMuTe, KOUTO ca U3CieBaHM, ca, KaKTo Clie/Ba:

- CIIa3BaHETO Ha 3aKOHa OT CTpaHa Ha OaHKara, B T.4. Ha perinamenture Ha EC, u Ha
CMELMAIHUTE 3aKOHU 3a H(poBaTa HIEHTUYHOCT;

- IUTUTAIHUTE KaHaJI 3a OaHKHWpaHe, U3MOJI3BAaHH BCE MO-YECTO OT MOTPEOUTETUTE
32 KOMyHHKAIHS;

- U3MEpBaHe Ha €PEeKTUTE OT MApKETUHTa, BKJI. €(EeKTUTE OT OHJIAliH peKJIaMaTa;

- IOCTOBE, KOMTO MOTAT J1a U3I0JI3BaT MOTEHIIMAla Ha MHOTOKaHaJTHATa AUCTPUOYITUS
Ha 0aHKarTa;

- U3II0JI3BAHC HA COOUAJIHUTEC MCINHU OT 6aHKI/ITe;



- M3MO0J3BaHE Ha TOTCHIMAJa HAa HWHTEPHET OaHKUPAHETO, BKJI. M3IOJI3BaHE Ha
BUPTYAJIHUTE KIIOHOBE;

- TEHJCHIIUU, KOUTO BIUSAAT BBPXY IPOMEHHUTE B KaHAIMTE 3a pa3NpOCTpaHEHUE Ha
0aHKOBH YCIIyTH;

- MJIaJIUTE TTOTCHITUAIHY IIOTPEOUTENIN U TAXHATA POJIs 3a 1eusl (PUHAHCOB CEKTOP;

- M3II0JI3BaHe Ha MOOWMIIHOTO OaHKUpPaHe, U JIp.

Jlormdeckara TMOCJIEIOBAaTEIHOCT B IbpBa IJIaBa BKIIOYBA OOCHXKIAHE Ha
MOJIOKUTEITHUTE U OTPUIATEIIHUTE €(PEeKTH OT AWrMTaNHAaTa TpaHchopMaius B OAHKOBHS
cexkrop. KanmumarsT ouyepraBa TpUTE Hal-BaKHU NMPOMEHHU, KOMTO (GopMupaTr edekra oT
JTUTHTAIHATa TpaHchopmalus Ha TPaTUIMOHHHS OaHKOB Mojeid. ToBa ca: momoOpeHara
orepaTrBHa €()eKTHBHOCT; 3aBJIIIBAHETO HA HOBU KIIMEHTCKH CETMEHTH, IPOHUKBAHETO Ha
HOBHM Ta3ap; U HOBUTE U3TOYHULIMA HA MPUXOJH, Ch3JIaJ€HH OT HOBUTE YCIyrd. B chIioTO
BpeMe cllabuTe CTpaHW Ha JUTUTAITHOTO OaHKHpaHE BKJIKOYBAT: MPOOJIEMH MPHU BHACSHE HA
napy Mo CMETKa; Mo-c1ado MepPCOHATHO OOCIYKBAaHE; U TEXHOJOTUYHU MPEIU3BUKATEIICTBA,
CBBbp3aHHU C JU3aiiHa Ha cCaliTOBETE Ha OaHKara.

B Ta3u vact Jlyn3um Pammtu € npencraBui U HIKOU OT MOCOKUTE HA JUTUTaIHATA
TpaHcopmaisi B OaHKOBUS CEKTOp, KakTO W MPEANOCTaBKUTE 3a TpaHchopmanus B
OaHKOBHSI CEKTOP.

Tperara ocHOBHaA rpyma npobjieMu B IIbpBa IilaBa € HaCOUYeHa KbM MapKETHHTOBUTE
XapaKTEePUCTUKU Ha OaHKOBHS cekTop. KanauaaTsT mocouBa, 4ye eHa OT OCHOBHUTE 3a7a4u
Ha ChBpEMEHHaTa OaHKa € Ja HaMepu HAYMHM M METOAHM 32 TOCTUTaHEe Ha YCTOWYHBO
KOHKYPEHTHO MPEANMCTBO B YCIIOBHUSTA Ha BCE MO-KOHKYpEeHTEH (uHAHCOB ma3ap. Ponsra Ha
MapKeTHHTa B Ta3u 3ajlada ChC CUTYPHOCT € TOJIsiMa, 0COOCHO B 00JaCTTa Ha M3TPAXKIAHETO
Ha OaHKOBaTa KyJTypa M KaueCTBOTO Ha OAaHKOBUTE YCIYTH, a CJeJ] TOBa M Ha TAXHOTO
Mpujaraxe.

Ta3u vact oT U3CIeABAHETO CHABPKA W aHAIM3a HA KaHAWJATa Ha criernuduKara Ha
(bMHAHCOBHTE YCIYTH KAaTO MpeaIMeT Ha MapKETHHTOBUTE JIEHHOCTH Ha OaHkaTta. CunrtaMm, ue
Ta3M 4acT OT AUCEPTALUATA € JOCTAThYHO 3aBJIO0UYCHA.

BbB BTOpa TnaBa Ha JucepTanusATa ca aHAIM3UPAHU KaHAIWTE 3a Mpoaaxoa,
u3non3Banu OoT Oankute B CwrpOusa. KanmupmaTeT wu3cnenBa eNEKTPOHHOTO OaHKHpaHE,

pasIuIaliaTeIIHUTE U KPEAUTHUTE KapTH, MOOMIIHOTO 6aHKI/IpaHe, pojiaTa Ha COLOHUATHHUTEC



Meauu B 0aHKOBOTO Jeino, BiausHueTro Ha CRM B pa3Butuero Ha 6aHkoBHUTE yciyru. Tazu
4acT OT JucepTalusaTa ChII0 Ce OCHOBaBa Ha Oorar JuTepaTypeH 0030p. 3a Te3u KaHaIu 3a
npogax0a aBTOPHT pa3KpHBa 3HAYCHHETO WM B MHOTOKAHAIHMSA MOAXOA Ha OaHKara;
TEXHUTE CUJIHU U cabU CTpaHM; KaKTO U MEPCIEKTUBUTE 110 OTHOIIEHNE HA Bb3MOKHOTO UM

H3I0JI3BAHC 3a MAaPKETHUHI'OBU L CIIN.

3.2. H3nonzeana memooonozu

Kakro Oemie crmomeHaro mo-rope, LeNTa Ha H3CIEIBAHETO € Ja C€ OINPENessT
HarmacuTe Ha OaHKOBUTE KIMEHTH M MEHHUDKBPU OTHOCHO JUTUTAIH3alUsATa M
W3IOJI3BaHETO Ha OMPEIeNIEHU CPECTBA 32 KOMYHHUKAIIHS, KOUTO ca MPOIYKT HA TO3U MPOIIEC
(Hamp. COIMAIHUTE MpPEXKH), KAaKTO W TOTOBHOCTTA Ja MPHEMAT JWTUTAIHA KaHAIH 32
KOMYHHKaIMs ¢ 6bankara. ChIo Taka IenTa € Ja ce ONpeesid HAaYuHbT, 10 KOWTO OaHKOBHUTE
MEHUKBPH pa3dupaT mporeca Ha HU(pPOBU3ALMSA M Jalu BIKIAT B HEro OBACIIETO Ha
pa3BUTHETO HAa OAHKOBHS CEKTOP. Te3u 1enu ca U3IMI'BJIHEHU B TPeTa I1aBa Ha JUCEpTalUsATA.

MeToasT Ha WH3CIeABaHE, MPEIIOKEH OT KaHAWJAaTa, OTYMUTA IOCTUTHATOTO B
MPESIUITHA W3CJICABAHMUS 110 OTHOIICHWE Ha IMPOMCHIWBUTE, CBBP3aHU C JUTHUTAIHATA
TpaHchopMarus.

3a 1a uMa MBJIHA TPECTaBa 3a AUTUTATHUTE KaHAU 3a npoaaxoa, Jlymsum Pammru
OTIpeeIIs JIBE TPYIH PECTIOHICHTH: OaHKOBU KJIMEHTH M 0aHKOBU MEHHDKBpHU. M3BaakuTe ca
m3uncienn cboTBeTHO Ha 600 m 200 pecmoHaeHTH. 3a BCsIKa Tpyna PECHOHACHTH €
pa3paboTeH OT/IeEeH BBIIPOCHUK.

CpOupaHeTo Ha JaHHHU € U3BBPILIEHO Ype3 BBIPOCHUIIM, ChOpAaHU KaKTO (HU3UYECKU
Ha XapTus, Taka W TO €JIIEKTpOHEH NhT C mnomomra Ha Qopmynapure Ha Google
Questionnaire.

OT rneaHa ToYKa Ha METOAUTE 3a 00paboTKa Ha JAaHHUTE KaHIUAATHT € M3IMOJ3Ball
nporpaMata SPSS u cinegHuTe TECTOBE:

- ANOVA nucniepcuoHeH aHalu3, 3a Ja ce JOKaKe BIMSHUETO Ha €IUH WJIU MOBeYe
(dakTopu BBPXY NMPOMEHJIMBOCTTA HAa JAJICHO sIBICHHWE. 3a Ja C€ OMpEeNeld MEXIYy KOH
BB3PACTOBH IPYIU UMa pa3liiKa B U3MOJI3BAHETO HA COIMATTHUTE MPEKHU, CE U3IOJI3BA TECTHT
Ha Troku, kato yact ot npouenypata ANOVA.

- KoedumnmentsT Ha kopenamnus Ha [IupchH ce u3moi3Ba 3a MpoBepKa Ha HATMYHETO



Ha KOJINYECTBEHA BPB3Ka MEXKIY POMEHIIMBHUTE.
- 3a /1a ce MpOBEpHU AN M3IIOJI3BAHETO Ha HSAKOS OT COLIMAIHUTE MPEXHU 3aBHCH OT
BB3pacTTa Ha PECHOHICHTHUTE, ce n3noi3Ba eqHopakropsa MANOVA;
- 3a mesmTe Ha NMpOBEpKaTa Ha MOJAIHOCTTAa HAa 3aBHCHUMOCTTA Ha JBa IIPHU3HAKa Ce
M3I0J13Ba TECTHT 32 HE3aBUCHMOCT XH-KBaIpar.

- OnucartenHa CTaTUCTHKA.

3.3. H3nvinenue ha nocmagenume 3a0auu U ROCMUZAHE HA Ueima Ha

oucepmayuoHHUs mpyo

Pesynrarure, mocTurHaT OT KaHIUAATa Ype3 EMIUPUYHO U3CIIeBaHEe Ha IudpoBara
Tparcopmarusa Ha 6ankuTe B ChpOus, ca BKIFOYCHU B YETBBPTA IJIaBa HA AWCEPTAIHATA.

Pesyntature mokasBaT, 4ye Mo-MJIaIUTE PECIIOHACHTH H3I0JI3BAT COIMATTHUTE MPEKHU
MOBEYE OT IMO-Bb3PACTHUTE, a PECIOHACHTUTE C TMO-BHCOKO 0Opa3oBaHUE H3IMOI3BAT
COLIMAJTHUTE MPEXKHU I[0-MaJIKO OT PECIOHICHTUTE C TMO-HUCKO oOpa3zoBanue. M He e
M3HEHAJBAIlO, Y€ IO0-MJIAJ0TO HaceJeHUE H3IO0J3Ba IIOBEUE YCIYrd 3a EJIEKTPOHHO
OaHKMpaHe, KaTo HampuMep IUIAIlaHe Ha CMETKH, TMperjeln Ha OanaHca MO CMETKaTa |
OHJIaliH Ma3apyBaHe, a MO-Bb3PACTHOTO HACEJIEHUE U3I0JI3Ba MMOBEYE YCIYTH 3a €JIEKTPOHHO
OaHKUpaHe - IPEBOJI Ha MMapU OT CMETKA B CMETKa.

B cbi1oTo Bpeme - 1o OTHOILIEHUE Ha Taka HapeueHaTa ,,cTpaHa Ha MpejJiaraHeTo™ -
pe3yiTaTuTe IMOKa3BaT, Y€ C YBEJIWYaBaHETO Ha NpOo(ECHOHATHUS OMUT Ha OaHKOBHUTE
MEHUKBPH YECTOTaTa Ha U3IMOJI3BaHe Ha COIMAIHUTE MPEKHU HaMmallsiBa U 0OpaTHoO.

Pexnamupanero Ha TpOAYKTUTE Ha OaHKaTa MO TEJIEBU3UATA U PAAMOTO € Haii-
e(eKTUBHUAT KaHaJI 3a MpoJaxkOu cropea O0aHKOBHTE MEHWKBpH. Ha BTOpa mo3unus Te
MOCTaBAT MOOMITHOTO OaHKMpaHe (u3npaniane Ha SMS-1), a Ha TpeTa Mo3ulKs ca 0AaHKOBUTE
KJIOHOBE.

Crnopen 0aHKOBUTE MEHUKBPH Hal-BAXXHUAT (PakTop 3a MonoOpsiBaHe Ha OW3Heca
MIpU BHEAPSBAHETO HA MU(PPOBHUTE KAaHAIM 32 MpoAakOU Ha TaxHaTa 0aHKa € 0O0y4YeHHETO Ha
CITY>)KUTEJIUTE.

Haii-Baxxaustr ¢akrtop 3a B3eMaHe Ha pEIIEHUWE 3a H3MOJI3BaHE Ha MOOWIHO
OaHKUpaHe CIope]] aHKETUPAHWUTE € HUCKara IieHa. M ako CBBbpkKEeM TOBa C OTrOBOpa Ha

KJIMEHTUTe Ha OaHKara, TOW CBBMAJAA. 3am[0TO OAHKOBHTE KIMEHTH CBIO CpaBHSBAT



pPasxoauTe 3a CJICKTPOHHO 6aHKI/IpaHe.

4. OueHKa HA HAYYHUTE M HAYYHO-NPUJIOKHH MPUHOCH
B mpencraBeHus 3a penieH3MpaHe TUCEPTAIMOHEH TPYA KaHIUAATHT JIEMOHCTPUpPA
MO3HAHUATA CH 3a JUTHTAIN3alUsATa Ha OaHKOBUS cekTop B ChbpOHMS M yMEHHsTa CH Ha
u3cienoBare]l OT BHCOKO HHMBO. ToBa ca OCHOBaHMATA MM 32 BHCOKa OIICHKa Ha
npeacTaBeHaTa pabora.
CunmHUTE CTpaHM Ha AUCEPTAIHITa MOTAT Ja ObIaT 000OIICHH 110 CIICAHMS HAYNH:
- KOHIIeNTYyaJu3alys Ha MU(PpOBU3aAIMITa Ha OAHKOBHS CEKTOP M aHAJIU3 HAa KaHAJIUTE
3a po1axOu Ha OaHkuTe B ChpOHs B I'bPBa U BTOpA TJ1aBa;
- u30op W TpwiIaraHe Ha aJeKBaTHA W3CJIEOBATEIICKAa TPOLEAYpPa, BKIIOYBAIIA
KOMOWHAIMSI OT Pa3InYHU METO/IN;
- aJIcKBaTHO M3IMOJI3BaH HA0OP OT CTATUCTHYECKU HHCTPYMEHTH;
- H3TOTBEHU O0OOIIEHHMS C TOJIIMA MPAKTHYECKA CTOMHOCT.
JlucepTalMOHHUAT TPY/A UMa penLia IPUHOCH:
- IlpuHOcH ¢ TeopeTHydeH XapakTep:
1. HampaBeH e KpUTHYEH AaHaluW3 Ha JOCETAIIHUTE U3CJIEABAaHUA Ha
JUTUTATU3AIMATa Ha OAHKOBHUTE YCIYTH U Ca aHAIM3UPAHU HArJIaCUTe Ha
KITMEHTUTE U MEHUDKBPUTE KBM TO3H MPOIIEC.
- IlpuHOCH ¢ HAYYIHO-TIPHIIOKEH XapaKTep:
1. Pa3paGoTeHuM M TecTBaHM ca METOAM 3a EMIMPHUYHO H3CJE/BaHE Ha
HarjacuTe Ha KJIMEHTa ¥ MEHHDKbpPa KbM OaHKOBaTa IWTUTAITU3AINS B
yCIIOBUSATA, XapakTepHu 3a CbpOus.
2. Paskpurta e mMoTHBanmsTa Ha OAHKOBUTE MEHWDKBPH M KIHEHTUTE 32
U3IOJI3BAHE HA CHBPEMEHHHM TEXHOJOTMM M JUTHTAJICH MapKETHHT.
WNnentudunupanu ca KpUTUYHUTE TOYKU U OT JBETE CTpaHU (OaHKOBU
MEHHDKBPH U OAaHKOBH KJIMEHTH) OTHOCHO TIpOIleca Ha JUTUTATU3AIMS B
OaHKOBHUSI CEKTOP.
3. @dopmynmupaHu ca  TNPENOpbKA  OTHOCHO  YIPaBJIEHHETO  Ha

nudpoBu3anuaTa Ha 0aHKOBUTE yciyru B Pemyonuka Corpoust.



5. Ouenka Ha MyOJTHKAIMUTE MO JUCEPTANUATA

[IpeacraBenure ot JIyn3um Pammru myOnukanuu, BKIOYBAIIM 2 CTATHH B 2 JOKJIaaa
OT KOH(EpeHIIMH, ca CBBP3aHW C TeMaTa Ha U3CJICABAHETO WM TOTBBPIKAABAT TpaWHUS
WHTEPEC Ha U3CIIEA0BaTENs KbM MpobiieMa Ha AucepTaruaTa. [Ipuemam BCHYKU MyOIHKAIIUN

3a pCJICBaHTHU Ha MpEACTaBCHaTa JuccpTranus.

6. Ouenka Ha aBTOpedepaTa
ABTOpedeparbT ce ChbcTOH OT 29 CTaHIAPTHU CTPAHHUIM U 000011aBa TOYHO U IIBITHO
ChIBPKAHUETO U CTPYKTypaTa Ha JUCEpTalUATa, KAKTO M INOCTUTHATUTE B HEs pe3yJTaTH.

MoeTo 3aKIro4YeHue c, uc aBTope(bepaTLT OoTpa3ssBa aICKBATHO JUCCPTALlUATA.

7. Kputn4ynHm 6ejie:KKH, PenopbKH M BHIIPOCH
Hsamam dopmannu kputudyHu Oenexku KbM aucepTanta. lIpemopwpkara mMu e, 1o

BB3MOKHOCT, Ja IPOABJIZKA HAYUHUTC CU U3CJICABAHUS.

8. 3akiaiouenue

[IpencraBenaTa qucepTanus € CAaMOCTOSITEITHO MTPOBEACHO HAYYHO U3CIIeIBaHE, KOSTO
uMa SICHO ONPECIICHH PEe3yJITaTH, KAaKTO U HAYYHU M HAYYHO-TIPUIIOKHH PE3yJITaTH, KOUTO
CBOTBCTCTBAT HAITBJIHO HAa N3NMCKBAHHUATA 3A HOI[O6CH BU Hay‘IHI/I HN3CJIICABAHUS.

Bcuuko kazano no-zope mu_0asa_ocHogaHue 0a_npenopvuam_Hd_Yeaicacmomo

acypu 0a npucvou na ooxmopanma Jlyizum Heen Pawumu oopazoeamennama u Hayuna

cmenen ,Jlokmop“ no nayuna cneuuannocm Mapkemune. A3 Jauuno we 21acyeam

yoeoeno u Kame2opuuno 3a moed.

26.04.2022, Codus npod. a-p Kpacumup Mapunon
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9. Candidate information

The candidate is citizen of Republic of Serbia. He studied under a PhD program in the
Marketing and Strategic Planning Department at UNWE Management and Administration
Faculty in the academic specialty of Marketing under Ordinance No 2936 dated 25.11.2019
issued by UNWE research activity Vice-Rector. The doctorate followed an individual plan of
study in return of individual payment during the 2019-2022 period.

The candidate’s education strictly followed his individual plan of study. He has taken
the mandatory doctoral examinations in the discipline of Economics (Block A) and the
doctoral examinations in the specialty of Marketing (Block B). Also published were the
planned academic publications, incl. a study, an article and at least two academic conference
reports. The aforesaid shows that the candidate fully meets the requirements included in his

individual plan of study.
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10. General characteristics of the submitted thesis

Lulzim Rashiti’s thesis has been written on a total of 164 pages and includes
statement, contents, list of tables and graphs, and abstract (7 pages); introduction (5 pages);
98 pages of main body divided into four chapters; a conclusion and recommendations (8
pages); references (5 pages); and appendices (41 pages). The structure of the submitted work
reflects the logical completeness of the research and is an expression of the connections and
relations existing between the elements of the main body — both between the separate
chapters and between their items.

The references include 63 sources: scientific publications and institutional websites
used mainly for articles and corporate analyses. The sources used are in English and Serbian.
The bibliography is not big, but it is relevant. The literature is well-chosen and shows the
current achievements in the range of issues discussed. The scientific sources analyzed prove
the candidate’s sufficient knowledge of the matters examined in the thesis.

The candidate has submitted a synopsis; a list of publications on the thesis topic, and
a list of intended contributions, which means that all formal requirements for the thesis to be
reviewed have been met.

The topic of the thesis can be definitely defined as relevant and significant. The
grounds for such conclusion can be found in at least two directions:

Firstly, the candidate shows the importance of digital transformation in the banking
industry. As he cites Chamorro et al, “Survival in such a bold new world no longer depends
on the size of the bank, but on its ability to be innovative”. In the same direction are the
findings in the Accenture’s report from 2013. It estimates that in the North American market,
universal banks will lose 35% of their share by 2020 from financial institutions using the
internet and mobile technology if they do not innovate their current business model.
Innovations and digitalization of banks is certainly a hot topic nowadays.

The second direction in which the thesis is adequately relevant and important refers to
the role of marketing in the banking. Lulzim Rashiti underlines that the marketing function
should be the driving force for successful growth of business activities. He is positive that the
survival of a bank in the market implies a constant struggle for a place in the market by

offering the best possible assortment of products in comparison with the competition. We do
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support the author’s opinion that the bank should, first and foremost, be oriented towards
exploring the needs and demands of the current and potential clients.

The aforesaid gives us grounds to summarize that the topic of the current research is
relevant and important and that by choosing to work on it the author shows his deep
knowledge of its multi-faceted nature.

The subject of research is clearly stated, i.e. the perceptions and attitudes of bank
clients and bank managers towards digitalization of retail banking.

The object of the research is digitalization in banking sector, that is, the integration
of digital communications and sales channels, which makes it easier for clients of banks to
use banking products and services, and for banks a more efficient way of communicating
with clients.

The opportunities that the so-defined target and subject provide for research have
encouraged the candidate to formulate a research objective and the tasks related to it.

The research objective is to determine the attitudes of bank clients and managers
about the digitalization and use of certain means of communication that are the product of
this process (e.g. social networks) as well as the willingness to accept digital communication
channels with the bank. Also, the goal is to determine the way in which bank managers
understand the process of digitalization and whether they see in it the future of the
development of the banking sector.

The so defined objective is transformed by the candidate into a logically valid set of
one main and six additional hypotheses. The main hypothesis is that “Digitalization of
banking services and bank communication with clients is recognized both by bank clients
and bank managers as acceptable and as a future of retail banking.” I will not list the
additional hypotheses, but just want to make it clear that they form a logical set.

My conclusion with regards to the methodological framework is that it is sufficiently
specific and its application enables the achievement of the set objectives; and it guides the

research into the right direction.

11. Assessment of the scientific and applied results achieved

11.1. Key scientific and applied results achieved in the thesis
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In the introduction of his work the candidate has given proof of the relevance and
significance of the topic and has defined the subject and the object of research, as well as its
main objective. This part also identifies the research hypotheses to be verified in the course
of the research.

In the first chapter of his thesis Lulzim Rashiti reviews the theoretical statements
related to the digital transformation of the banking sector.

Right from the beginning the candidate reveals the main areas, related to the research
object, and the major empirical and theoretical results obtained so far in these areas. |
designate this approach as “multifaceted” approach to bank’s digitalization, which I consider
to be fruitful and adequate, because it brings to the table all related problems and issues.
Among the problems that have been explored, are, as follows:

e bank’s compliance with the law, incl. with EU regulations, and special laws
on digital identities;

e digital banking channels, used more often by consumers to communicate;

e measuring effects of marketing, incl. effects of online advertising;

e levers that can leverage the potential of bank’s multi-channel distribution;

e use of the social media by banks;

e using the potential of Internet banking, incl. use of the virtual branches;

e trends affecting changes in distribution banking channels;

e young potential users and their role for the entire financial sector;

e use of the mobile banking; etc.

The logical sequence of chapter one includes discussion on the positive and negative
effects from digital transformation in bank sector. The candidate outlines the three most
important changes that form the effect of the digital transformation of the traditional banking
model. These are: improved operational efficiency; conquering new customer segments,
penetrating new markets; and the new sources of revenue created by the new services. At the
same time, the weaknesses of the digital banking include: problems when depositing money
into account; less personal service; and technological challenges, related to design of the
bank’s sites.

In this part Lulzim Rashiti has also portrayed some of the directions of digital

transformation in the bank sector, as well as the preconditions for digital transformation in
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the bank sector.

The third major group of problems in the first chapter focuses on the marketing
features of the bank sector. The candidate points out that one of the key tasks of a modern
bank is finding ways and methods to achieve sustainable competitive advantage in an
increasingly competitive financial market. The role of marketing in this task is certainly
large, especially in the area of building a banking culture and the quality of banking services,
and then implementing them.

This part of the research also contains the candidate’s analysis of specifics of
financial services as the subject of bank’s marketing activities. | consider this part of the
thesis sufficiently rigorous.

In the second chapter of the thesis the sales channels for banks in Serbia are
analyzed. The candidate explores e-banking, payment and credit cards, mobile banking, role
of social media in banking, CRM’s impact in developing banking services. This part of the
thesis is also based on the rich literature review. For these sales channels the author reveals
their importance in the bank’s multichannel approach; their strengths and weaknesses; and

their perspectives in terms of possible use for marketing purposes.

11.2. Methods of research

As mentioned earlier, the aim of the research is to determine the attitudes of bank
clients and managers about the digitalization and use of certain means of communication that
are the product of this process (e.g. social networks), as well as the willingness to accept
digital communication channels with the bank. Also, the goal is to determine the way in
which bank managers understand the process of digitalization and whether they see in it the
future of the development of the banking sector. These goals have been fulfilled in the third
chapter of the thesis.

The method of research suggested by the candidate considers what has been achieved
in previous studies regarding the variables related to the digital transformation.

In order to have complete picture of digital sales channels Lulzim Rashiti defined two
group of respondents: bank clients, and bank managers. The samples were calculated to 600
and 200 respondents, accordingly. For every group of respondents, a separate questionnaire

has been developed.
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Data collection was performed trough questionnaires collected both physically on
paper, and electronically using the Google Questionnaire forms.

From the point of view of the data processing methods, the candidate used the SPSS
program, and the following tests:

e ANOVA analysis of variance in order to prove the influence of one or more
factors on the variability of a phenomenon. To determine between which age
groups there is a difference in the use of social networks, the Tukey criterion
IS used, as a part of the ANOVA procedure.

e The Pearson correlation coefficient is used to check for the existence of a
quantitative relationship between the variables.

e In order to check whether the use of any of the social networks depends on the
age of the respondents, a one-factor MANOVA is used;

e For the purpose of testing the dependency modality of two features, the Chi-
square test of independence is used.

e Descriptive statistics.

11.3. Performance of the tasks assigned and achieving the thesis objective

The results achieved by the candidate through empirical research of bank’s digital
transformation in Serbia are included in the thesis fourth chapter.

The results show that the younger respondents are using social networks more than
older, and that higher educated respondents are using social networks less than lower
educated respondents. And it is not surprising that younger population is using more e-
banking services such as paying bills, account balance overview and online shopping, and the
older population is using more e-banking service — money transfer from account to account.

At the same time — with regards to the so called “supply side” — results show that with
the increase in the work experience of bank managers, the frequency of using social networks
decreases and vice versa.

Advertising of the bank’s products on television and radio is the most efficient sales
channel according to bank managers. At the second position they put Mobile banking (SMS
texting), and the third position are for the bank branches.

According to banks managers the most important business improvement factor in
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implementing their bank's digital sales channels is Employee education.

The most important factor, for deciding to use m-banking, according to respondents is
low cost. And if we connect that with the response of the bank clients it is matching. Because
bank clients are also comparing costs of e-banking.

12. Assessment of the scientific and applied contributions
In the thesis submitted for review the candidate demonstrates his knowledge of
digitalization of banking sector in Serbia and his skills of a high-level researcher. Those are
grounds for my high grade of the submitted written work.
The thesis strong points can be summarized as follows:
e conceptualization of digitalization in the banking sector and analysis of sales channels
for banks in Serbia in chapters one and two;
e selecting and applying an adequate research procedure including a combination of
different methods;
e adequately used statistical set of tools;
e drawn summaries of strong practical value.
The thesis has a number of strong contributions:
e Theoretical contribution:

1. A critical analysis of the previous studies of digitalization of banking services
is made, and client’s and manager’s attitudes to this process have been
analyzed.

e Scientifically applied contribution:

1. Methods of empirical research of client’s and manager’s attitudes to banking
digitalization in the conditions specific for Serbia have been developed and
tested.

2. The motivation of bank managers and customers for the use of advanced
technology and digital marketing has been revealed. Critical points on both
sides (bank managers and bank clients) about the process of digitization in
the banking sector have been identified.

3. Recommendations about managing the digitalization of bank services in the

Republic of Serbia have been formulated.
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13. Assessment of the thesis publications
Lulzim Rashiti’s publications, i.e. 2 articles and 2 conference reports, reveal that they
are related to the research topic and confirm his lasting researcher’s interest in such issues. |

accept all the publications as relevant for the submitted thesis.

14. Assessment of the synopsis
The synopsis covers a total of 29 standard pages and it accurately and fully
summarizes the contents and structure of the thesis as well as the results achieved. My

conclusion is that the synopsis reflects the dissertation in a proper way.

15. Critical remarks, recommendations and questions
I have no formal critical remarks on the dissertation. My recommendation is, if

possible, to continue his research.

16. Conclusion

The submitted thesis is an independently conducted scientific research that has clearly
outlined results and scientific and applied contributions fully meeting the requirements for
such scientific written works.

All of the aforesaid gives me grounds, using my firm belief, to recommend the

respectable examining committee to award the candidate, Lulzim Isen Rashiti, a PhD

academic degree in the specialty of Marketing. |, personally, shall categorically and

decidedly vote positively for him.

26.04.2022, Sofia Prof. Krasimir Marinov, PhD
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