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JIOCTaBsHE HA CTOMHOCT 3a KJINCHTA)

1. Hudopmanmusi 3a 1ucepTaHTa

JlucepTaHThT ce € o0yyaBall o JOKTOPCKa Iporpama 1o ,,MapKeTUHr* KbM Kameopda
,» Mapxemune u cmpameauuecko niaanupaue ‘- @axyaimem ,,Y IpaBieHUE U aAMUHUCTPALUSA
Ha YHCC, rp. Codus. Jlym3um Pammru e ponen B byxanosar , CepOust u € 3aBbpILIMI IIPE3
2010 roamna OakanaBbpcka cTenmeH no MapkeTuHr BbB akyirTera MO0 MKOHOMMKA Ha
VYuusepcurera B rp. [lpummuna, a npe3 2012 roguna npuaoOuBa MarucTbpcka CTENEH 10
HNxonomuka B cpmus yHuBepcuter. OT ydeOnata 2018-2019 rommHa w TOKTOpaHT B
camocTosiTennHa Gopma Ha oOyueHue BbB DakynTeT ,,YNpaBleHUE M aIMHUHUCTpALUS Ha
YHCC- rp. Codus. Ot nHauanoro Ha 2010 no 2014 romuna aucepTaHTHT pabOTH KaTo
CHelMaIuCT o o0yueHue u 4yoBelku pecypcu Ha 6anka BTK- rp. KocoBo kbM kapToBus
otnen Ha Oankara. [IpakTiueckuar My onuT B 6aHKaTa O€3CIOPHO e OKa3Ba MHOIO MOJIE€3€H
IIPY NIOATOTOBKATA U MIPOBEXKIAHETO HA JUCEPTALMOHHOTO U3CIIEABAHE.

Ot 2014 roguna 3amnoyBa akajgeMu4Hata kapuepa Ha Jlynsum Pamuntu kato penoseH
acucTeHT B yHuBepcuteT ,,Kadri Zeka™ B KocoBo, KbJIE€TO BOAM CEMHUHApHHU 3aHATHS MO
HSKOJIKO MAPKETUHTOBH M Ipyry JucuuInHu. OT HaganoTo Ha 2022 roavHa € Ha JJIbKHOCT

T'J1IaB€EH aCHCTCHT BBHB d)aKynTeTa Mo CbBPEMCHHU COLIMAJITHU HAYKH Ha IOromn3Tounus



EBponeiicku  VHuBepcurer- Penybimuka CeBepHa MakenoHus, KbAETO IpenojiaBa
MEeXIyHapoaHa UKOHOMMYecKa noiuTuka. [Ipe3 nepuona 2008-2014 roguHa qucepTaHThT €
ydacTBaj B Pa3IMYHU 00y4YE€HHS U TPEHUHTU B OaHKH, €3MKOBH U KOHCYJITAHTCKU LIEHTPOBE.
Jlyn3um PamuTu Biagee MHOro a00pe aHTJIMHCKH, KaKTO U CPBOCKM M al0aHCKU E3MIIH.

I[HCGpTaHT’bT € UBIIBJIHUII YCIICIIHO U B CPOK MHAWBUAYAJIHUA CHU IIJIAH Ha O6y‘-ICHI/Ie.

2. OO0ma xapakTepucTHKA HA MPeJACTABEHNs] JUCEPTALMOHEH TPY/

JlucepTaluoHHUAT TpyA € ¢ obeM oT 164 crpanuum W € CTPYKTypupaH B 4 TiaBw,
BBBEJICHHE, 3aKIIOUYCHUE U MIPEMOPBKHU KaTo BKItOYBa 123 cTp. ocHOBeH TekeT ¢ 10 tabnuimy,
28 rpaduku, 68 nuTepaTypHM HW3TOYHHMKA BKJI. M HUHTEPHET pECypcU- MpPEeIMMHO Ha
AHIJIMIICKU €3MK M HSKOJKO Ha CpbOCKM e3MK. JlucepraunoHHMSIT Tpya chiabpxka u 41
CTpaHMIM TpUoKeHUs- 00padoTku Ha SPSS. Crpykrypata Ha IuUCEepTallMOOHUS TPYI €
noOpe GanaHCUpaHa, HAJUIIE € JIOTMYHA MOCJIEI0OBAaTeIHOCT Ha OTACTHUTE pa3fesid U TOBa €
JOTIPUHECTIO 32 W3BEXKJAaHE Ha HIKOM BaXKHH HM3BOJAM M CHOTBETHO Ja ce (QopMynupar
MIOJIC3HH TPETIOPHKH/ HACOKH 3a MOJ00psSBaHE HAa TUTHTATU3AIUATA HA OAHKOBHUTE YCIYTH B
CopOwust.

e QOuenka Ha aKmyanHocCmma Ha memama, yeama, 3adauume, 06eKma u me3ama Ha

oucepmayuoHHUs mpyo

JINTUTATHAAT MapKETHHT UMa HEChbMHEHO ChINECTBEHA POJISI BHB (DMHAHCOBHS CEKTOD,
KOHTO B TOBEYETO CTPaHU JOMpPHHACS CBHIIECTBEHO 3a PAa3BUTHETO HAa WKOHOMHKHUTE Ha
cTpanute. PUHAHCOBUAT MAPKETHUHT CIYXKHU 32 BPBh3Ka MEXKAY JOCTABUUIIUTE Ha (PMHAHCOBH
yCIIyTH ¥ OW3HEC OpPTaHM3AIHMH U MOTPEOUTEIIH, KOUTO MMAT HYXJa OT TaX. CTpaTeruure 3a
JUTATAJICH MapKETUHT HA MPAKTUKA JaBaT BH3MOXKHOCT 3a MOBEYE OTKPHUTOCT, BUJAUMOCT H
nmonoOpeHa KIMEHTCKa aHTaXUPAHOCT MpU OaHKUTE- )KM3HEHO BAXKHU XapaKTEPUCTHKHU 32
OaHKOBHS CEKTOD.

B epara Ha BHCOKHTE TEXHOJOTHH MOXE Ja C€ Kaxe, ue HE MPENnOphUYHTENTHO, a €
3aIBJDKUTENHO 32 OaHKHUTE Ja MpujiaraT cTpaTeruy 3a AUTUTAICH MapKETHHT, KOETO IIe UM
MMOMOTHE W 3a JOCTHUTAaHE JI0 IOBeYE IMOTCHIIMAIHU KIMCHTH, HO W 3a 3aJbp)KaHe Ha
JOBOJTHUTE HACTOSIIN KIUEHTH Ype3 M3rpakKJaHe Ha JBITOTPAHHO B3aWMHO JIOBEpHe. 3a
Ta3u 1eN € HeoOXoauMo OaHKHTE HEMPEKHCHATO Jla CIENAT IyJica Ha KIMEHTUTE CH, 3a Jia

HalacHaT MapKETUHI'a CH KbM TCXHUS )KU3HCH CTHJI, KAKTO U HArJIaCUTC HAa MCHUJKBPHUTC CU



KbM JWTHTATHUTE MApKETUHTOBH AKTUBHOCTH. VIMEHHO MO Te3W NPUYMHU Temara Ha
IIPEJICTAaBEHUsI 32 PELEH3MpAHE IMCEPTALMOHEH TPYJ € HAI'BJIHO aKTyaJdHa U 3aciyXaBa
BHHUMaHUE OT CTpaHa Ha Hay4yHaTa M aKkaJeMUYHaTa OOIHOCT.

[Ilo ce oTHacs 1o u3MoOJI3BaHaTa Hay4YHa JquTeparypa B riasu [IspBa u Bropa, makap
4Ye Ha NpbB more] OposAT Ha M3TOYHUIUTE HE € BIEUYATIABAIIO ToisiM- 68 Opos, mo-
MOPOOHUSAT Mperjie]l Ha U3TOYHUIIUTE COYH, Y€ ca U3IMOJI3BAaHU U LIUTUPAHU IMyOJIMKAIIMUTE-
KHUTH W CTaTUM HA TOYTH BCHUYKM 3HAYMMM aHIJIO€3MYHU aBTOPH, KOETO cOYM J00pa
OCBEJIOMEHOCT M TO3HAaHHS Ha JOKTOpaHTa MO Hu3cienBaHara npobiemaruka. OCBeH TOBa
TpsOBa J1a ce OTOEINEKH, Ye MPETIeAbT, KOMTO HANpaBUX Ha IMyOJUKAIMUTE 10 TpodiieMa B
MEXIYHApOJHU CTIMCAaHUS U KOH(GEPEeHIIMHU Ha aBTOPU OT HeroBaTa Abp>kaBa HE ca MHOTO U B
TO3W CMHUCHJ aBTOPHT JOMpPUHACSA 3a oOorarsBaHe Ha JHUTepaTypaTa M H3CIEIBAHUATA
OTHOCHO NPUJIOKEHUETO Ha JWUTUTAIHUS MapKeTUHI B OaHKOBUs cekTop B PemyOnmka
CopOus. Kato mampk HemocTaThk Oux orOeis3ana ¢akra, 4e B riaBa Bropa, KbaeTo ce
mpaBu Tperjiel Ha HHPoOpMAIMsITa 3a KaHAJIWTE 3a NpoAakba B OaHKOBUS CEKTOD,
uutupanuTe n3TouyHuM 3a CRM U enekTpoHHaTa ThpProBus ca npeaumMHo ot nepuoja 2001 -
2012 ronuHa (ctp. 47-56) 1 MUNCBaT aKTyaJlHU UH()OPMALIMOHHU U3TOUYHULIU OT MOCIEAHUTE
4-5 roguuu.

B aucepranmooHus TpyX JAOKTOPaHTBT SCHO € QopMmynupan o0OeKThT Ha
JMCEPTALMOHHOTO M3CIIE/IBAHE, 3 UMEHHO TOBA € OUSUMANU3AYUAMA 8 OAHKOBUS CEeKMOop,
KOSIMO NpeoCcmaesnaea UHmezpayusma Ha Ousumaninume KOMYHUKAYUU U KaHaiume 3d
npooadxcba, KOETo ynecHsBa OaHKOBUTE KIMEHTH MPU U3I0JI3BaHe HA OAHKOBUTE NPOAYKTH U
yCIyrH, a 3a OaHKUTE OCHIypsiBa MO-€(MKACeH HAUMH 33 KOMYHUKALUS C KIMEHTHUTE CH.
KopektHo u pa3bupaemo ca naepuHUpaHU M TpPeAMETHT HA U3CJIEIBaHE, a HMEHHO
BB3NPUEMAHETO M HArjacuTe Ha OAHKOBUTE KIMEHTH W HAa OaHKOBUTE MEHWIKBPU IO
OTHOILIEHHE Ha AUTMTANIM3alMiATa Ha OaHKHMpaHeTo Ha ApeOHo. llenta Ha aucepTanMOHHUSA
TPYZ € Jla ce HampaBU aHaJM3 Ha HACTOsIATa CUTyauus B OaHKOBHs cekTop Ha PemyOnmka
Cpp0OHst ¥ 1O TOYHO C yAapeHHE BbPXY M3MEPBAHETO HAa KIMEHTCKUTE HAarJlaCh M TE3W Ha
0aHKOBUTE MEHWDKBPHU CIPSIMO TUTHUTATHH OAHKOBH YCIIYTH, TPOIYKTH W KOMYHHUKAIUH,
YAOBJIETBOPEHOCTTA HA KIMEHTUTE OT YCIYIMTEe, MHEHHETO 3a OBJEIIeTO Ha HacTofAlaTa
¢dopma Ha murHTanM3anus Ha OGaHKOBUTE yCiayru. Jlpyra moamen Ha AUCEPTALMOHHUS TPY. €

I/II[eHTI/I(I)I/II_II/IpaHCTO Ha pa3jIMYHA KAaTCTOpUH U COLMAJIHU I'PYIIU C MO-HIMPOKO U3IIOJI3BAHC



Ha eJIEKTPOHHO OAHKHUpPAHE C OTJIEH M0- TOJSIMOTO MY aJlallTUPaHe OT OAaHKOBUTE MEHUIKBPU
KBbM TOTPEOHTEICKOTO MOBEICHHE HA CbBPEMEHHUTE KITUCHTH.

Ocnosrnama xunomesa € (bopMmepaHa, KaKTO cJjieaBa. C’BH_IGCTBYBa HapaCTBaHC Ha

BB3IIPUEMAHETO Ha JUTHTANIM3alusATa Ha OaTHKOBUTE YCIYTM W KOMYHUKAallMM M OT
MEHHUKBPHUTE U OT OAaHKOBUTE KJIIMEHTH, KaTo ce HaOJr0/JaBaT M MOJOKUTEIHN Harjacu 3a
olIe MO-TOJIIMO Bb3NpueMaHe B Obaeme. PopMmynupanu ca U 6 JOIMBIHATEIHU XHUIIOTE3H,
KOMTO J1aBaT 0OOCHOBAaHUTE MPEAIOIOKEHNA Ha JUCEpTaHTa 3a HAJIMYME Ha KOpeJallMOHHU
BPB3KU MEXY HAKOM COLMAIHO-AEMOrpadcku M APYrM XapaKTEpUCTHKH Ha KJIMEHTHUTE U

BB3IPUCMAHCTO, HAI'JIACUTEC U IMOJIBBAHCTO HA JUTHTAJTHA 0OaHKOBH YCIIyru.

3. OueHka Ha NOJTYyYeHUTe HAYYHU U HAYYHO-TIPHIIOKHH Pe3yJITaTH
Ha IMMPpaKTHUKa U3CJICABAHCTO € MHTCP AUCHUILIIMHAPHO, TBH KaToO € CBBbpP3aHO, KaKTO C
npobiaemMaTuka B 00J1acTTa Ha MEHUKMbBHTA, MAPKETUHIa U CTPATErMYECKUsI MAPKETHHT,
Taka ¥ ¢ NpoAaxOu U UHTErpUpaHU MapKETUHIOBU KOMYHUKALIUH.
Ouenka Ha Memooo102uAmMa Ha OUCEPMAUUOHHOMO U3CNE06AHE

W306paHusT u3CleoBaTeNCKU MNpobieM, LenTa, 3afadyuTe M XUIOTe3UTe Ha
U3CJIE/IBAHETO ca MPeloNpeaeIuIn U METOI0JIOTHYHATA PaMKa Ha MPOYYBAHETO U MO-TOYHO
3a JTUCEPTAlMOHHUTE IIeM Ca H3MOJ3BAaHM M KAYeCTBEHW MW KOJMYECTBEHH METOJIH.
O6ocHoBaH € U300pbT HA BUJAA HAa U3BAJKUTE U € OOSCHEHO OIpENesTHETO Ha pa3Mepa Ha
M3BAJIKUTE Upe3 MpUIIOKEHa 3a 1enrta ¢opmyia. PaboTHUTE XUIOTE3U Ha U3CIEABAHETO CE
NIPOBEPSBAT M aHAINM3BT HA PE3YJITaTHTE C€ M3BBPILIBA Upe3 ChOTBETCTBAIU CTATUCTUYECKU
METOJM W TIPOLEIypH CIOpe] W3NCKBAHWATA HA HaydyHara JuTepatypa- Chi-square Tecr,
KopenanuoHneH aHanu3, ANOVA- ananu3 Ha Bapuanture, eqHodakropeH MANOVA-ananus
u (akTtopeH aHanM3. 3a HYXJIUTE HAa EMIUPUYHOTO M3CIIEABAHE MHCTPYMEHTAapUYyMBbT 3a
HaOupaHe Ha IbPBUYHATA HHPOPMALIKS BKIIOYBA KAKTO KOJWYECTBEHH METOAU- BBHIPOCHUK
c mercrenenHa JIMKbpTOBa CKaja 3a MpOBEpKAa Ha ChHIVIACUETO HA PECIOHAECHTHTE C
TBBPACHUATA, TaKa U KAYECTBCHU TCXHHKHU. HBGTG HU3BAaJIKHN Ha HU3CJICABAHETO Ca OT THUIIA HaA
,,BEPOSITHOCTHUTE M3BaJKH U IMO-TOYHO CIydYailHa M3BaJKa, KaTO IUIAHMPaHA W3BaJKa OT
6ankoBH KiIMeHTH € 350 aymu, a gpyrara € ot 35 MEeHUKBpH oT 6aHKoBus cexktop. C ornen
MIOCTHTaHE Ha OCHOBHATA IEN M 33/Ia4WTe Ha M3CJIEBAHETO M 3a MOCTHraHe Ha 000OIIeHU

pe3yjTaTul OTHOCHO B3aUMOBPB3KUTC MCKAY OCHOBHUTC IPOMCHJIMBU W H3BJIMYAHC Ha



W3BO/IM Ca TPWIOKEHH METOAWTE Ha aHaiuu3 U cuHTe3. ChOpaHWTe MBPBUYHMU JAHHH Ca
00paboTeHH ChC cTaTUCTHUECKHS makeT SPSS.

Ha ocHoBaTa Ha BCUYKM [TOCOYEHU (PaKTH, CIIOPE]l MEH, MOXE J1a C& HAaIlpaBU U3BOJbT,
4ye JUCEPTAHTBHT € Pa3paboTHil MHOro Jo0pe 00OCHOBaHAa METOJOJIOIHs, KOSTO IOKa3Ba
oTiMYyHaTa noaroroska Ha Jlymsum Pammti otHOCHO 00paboTKaTa U aHaaM3 HA EMIUPUYHU
JIAHHU, KOETO € Ba)KHa IMPEINOoCTaBKa 3a €IHO MPO(ECHOHATHO MOArOTBEHO U MPOBEICHO
JMCEePTALMOHHO U3CJIE/IBAHE.

Pesynrature OT MpPOBEACHOTO WU3CIEABAaHE C 2T€ W3BAJKU OT PECIOHJACHTH Ca
MpeACTaBEeHU MHOTO Jn00pe HaryienHo ¢ tabmuuu u rpaduku B ['maBa YeTBupTa, KaTo TE ca
CTPYKTYpUpPaHH B 2 pa3jena- MHEHHMs M Harjacu Ha OaHKOBHUTE KJIMEHTH OTHOCHO
JUTUTATHUS MapKeTUHI Ha OaHKUTE (THPCEHETO) M MHEHHUs M Harjacu Ha OaHKOBHTE
MEHHUKBPH OTHOCHO MPHJIOKEHHETO Ha AWTHTAJIM3alMATa B OaHKHpPAHETO Ha JpeOHO
(mpemyiaranero)- ctp. 76-116. [IpaBu BrneuaTiieHne aoOparta moapenda M OHArJeAsSBaHE Ha
pe3yaTaTuTe U Ha OCHOBHHUTE M3BOAM OT aHajM3a, KOUTO IOMaraT Ha aBTopa Jia Habelexu
JIOTMYHU M aJIeKBaTHM HACOKM M IPENOpPbKU 3a NpUJlaraHe Ha JUTHTAJIHUS MapKeTHHI B
Oankupaneto. M3cienBaHeTo AaBa SCHU OTTOBOPHU Ha BBIIPOCUTE: KOS € TapreTHaTa rpymna 3a
JIUTUTATHUS OaHKOB MapKETHWHT, KOM Ca HAi-M3MOJI3BAHWTE COLMAIHU MpPEXKH, KaKBO €
OTHOLIEHUETO M H3IMOJI3BAHETO Ha MOOWIEH MAapKeTHHI OT KIMEHTUTE B 3aBUCHUMOCT OT
COLIMOJIHO-/1IeMOrpa)CKUTE MM JIaHHHM, KaKBO € MHEHMETO MM 3a MpoOJieMUTe U 3a IIOo-
HATaTHUIHOTO pa3BUTHE Ha Ta3W ChBPEMEHHA TEHICHIMsS B OaHKHpaHeTo Ha ApebHo. C
JIOTHYHA TIOCJIEIOBATETHOCT M SICHOTAa Ca MPEJICTABEHW M PEe3yJITaTHTE OT MPOYYBAHETO Ha
MHEHHMETO Ha OaHKOBUTE MEHUKbpHU. ENMHCTBEHaTa MU 3a0€JIe’KKa B TOBA OTHOILIEHUE €, Ue
uMa TpeACTaBeHH TBBpJEe MHOro oOpabotku Ha SPSS, HO eagHa d9act oT TAX He ca
KOMEHTHPAHU B TEKCTOBHSI aHAJIH3.

Karo o0oOmienue cunram, ye aBTOPHT YCIHEIIHO MOKa3Ba 4pe3 M3CIEIABAHETO CH, Y€ €
3aJJbJDKUTENHO 32 OaHKMUTE Jja pa3paboTBaT M MpujaraT CTpaTeruy 3a AUTUTAIeH MapKEeTHHT,
KOETO III¢ M ITOMOTHE J1a JOCTABST MTOBEUE CTOMHOCT 3a KIIMEHTUTE CH U TOBA IIIe IOTIPUHECE

34 3aIbpKaHC Ha JOBOJIHUTE HACTOAIIW KIIMCHTHU 3a IO-ABJIBI' IEPUO/ C (1)I/IpMaTa.

4. OueHka HA HAYYHHUTE U HAYYHO-NIPUJIOKHYU NPHUHOCU



Crnen nmoapoOHO 3amo3HaBaHe € AWCEPTALMOHHHS TpyA Oux orOensizana, d4e MmpueMam
KaTo 1510 ThPCEHUTE U NMOCTUTHATU OT JIUCEPTAaHTAa HAYYHU U HAYYHO- MPUIIOKHU MPUHOCH,

KaTo OMX I' pasacinia 1mo CICAHud HA4YHUH:

Hayunu npunocu

e OOoraTsBaHe Ha JHWTEpaTypara MO aKTyaJHHUs MPOOJIeM 3a JUTUTAIHUS MApKETHHT B
OaHKHpaHETO Ha JPeOHO.

. AnanTthpaHa € METOJOJIOTUYEeCKa paMKa W € ampoOupaHa METOJOJIOTHS 32
U3CIIeIBAaHE €THOBPEMEHHO HA MHEHHMETO Ha OAHKOBH MEHU/DKBPH U HA MPEANOYUTAHUSITA
Ha OaHKOBUTE KJIMEHTH OTHOCHO pAa3JIMYHU AacleKTH Ha MOPUIOKUMOCTTa  Ha
JUTHTAIIA3AIUATA HA MApKETUHTa B OaHKOBUS ceKTop B ChpoOus.

Hayuno-npunoscnu npunocu

. Ha ocHoBata Ha aHamm3 Ha MOTHBaNMsITa Ha OaHKOBHM MEHUDKBPU U OAHKOBU
KIIMEHTH OTHOCHO NpUJIaraHe Ha HaNpeJHAIM TEXHOJIOTUHM M IUTUTAJIeH MapKeTHHI ca
UACHTH()HUIMPAHN KPUTUYHUTE TOYKH Ha JWTUTANIHM3AIMaTa HAa MapKeTHHra B OaHKOBHA
CEKTOp OT TJieJIHa TOYKA M Ha JIBETE CTPaHHU.

. dopMmynupanun ca OOOCHOBAaHHM TMPENOPHKM W HACOKM 3a YIPaBIEHUETO Ha

JUTUTATIN3alMATa Ha OaHKOBUTE YCIIyTu B penyonnka CepOus.

5. Onenka Ha myO0JIMKalMMTE MO JUCEPTALUATA

Jucepmanm Jly3nun Pawumu e npedcmaesun 3a peyensupame 4 nayunu nyoruxayuu
HA aHeIUUCKU e3UuK, KOUTO ca B TSACHA Bpb3Ka C TeMaTa Ha JUCEPTALMOHHMS TPYA U CbC
3a/1auynTe, KOUTO CH € MOCTAaBHII aBTOPBT, KOETO MokpuBa n3uckBanusita Ha 3PACPB. JIge ot
nyOJIMKauuTe ca CTaTMM B ChaBTOPCTBO (# 1 u #2 oT cnmchka ¢ nmyOnukanuu). Ennara e
nyOauKyBaHa B crucaHue Ha MHCTUTYTa 3a MpaBHU W JAEMOKPATHYHU H3CIEIBaHUS- TP.
KocoBo (2015), a ngpyrara € B HEMCKO CIHMCAHHME 3a HAIPEIHAIN HAYYHH HM3CJIEIBAHUSA U
nHOBaIuy ¢ uMIakT ¢akrop 1.36 mpe3 2016 roauHa.
1. Rashiti, L., Sopi, Xh. (2015). “Application of e-marketing strategies of commercial
banks in Kosovo- challenges and opportunities”. Published on regional social science
magazine REFORMA nr.2/2015. Institute for legal and democratic studies, September 2015

in Gjilan (Kosovo).



2. Rashiti, L., Pjanic, M. (June 2017). “Corporate Governance in the Serbian Banking
Industry - Case Studies: Commercial Bank, Halk Bank, Erste Bank”. Journal: Journalos of
Advanced Scientific Research and Innovation-JASRI, ISSN: 219 318 11, Impact Factor
2016: 1.36, Journal & Country Rank (H Index 13), Crossmark; Verified document, Volume
11, No. 31, June 2017. Publishing, Volume 11, No. 31, June 2017, Germany.

[IpencraBenu 3a perieH3WpaHe ca M 2 JOKJIAJa: CAWHUAT € camocrtosTerneH (#4),
u3HeceH Ha MexayHapoaHa HaydHa koH(pepenuus-2019 rogwna, a apyrusar (#3) ¢ B
ChaBTOPCTBO M3HECEH Ha KOoH(epeH;uus B CbpOus, KOETO JaBa OCHOBAHHWE Jia HAIPaBUM
W3BOJIa, Y€ IHCEPTAHTHT € 3all0o3HaJ] HEeMajKa dYacT OT MEXAyHapoJaHaTa akKaJeMHYHa
OOIIHOCT C M3CIIEIOBATEIICKUTE CH ThPCEHUS U PE3YNITaTH.

3. Vedat, Z., Rashiti, L. (2016), “Planning and Controlling boundless value creation in a
value system: A conceptual perspective”. 21th International Scientific Conference SM2016
Strategic Management and Decision Support Systems in Strategic Management. Conference
date: 19 May 2016, Palic — Subotica, Serbia.

4. Rashiti, L. (2019). “Bank insurance as a selling chanel of bank and insurance products and
services”. International scientific conference 30 years: Transition, Lessons and Perspectives”.
University of National and World Economy Department “Marketing and Strategic Planning”,
Publishing Complex — UNWE Sofia, 2019.

Iloocomeenusm u npedcmasen 3a oyenka asmopegepam € ¢ o6eM ot 29 cTpaHUI U
ChIIbPKa KOHIIEHTPUPAHO CHABPKAHWE HA IeNUs JAUCEPTAIlMOHEH TPY/- BbBEIEHUETO, 4Te
TJIaBH, 3aKJIOYCHUETO, HAYYHUTE TIPUHOCH M TyOsmkanuuTe. OlleHKaTa MU 3a MaTepuaia e,
4Ye € HamucaH Ha CTEeTHAT HAaydeH CTWJI WM TIPEJICTaBsl SCHO OCHOBHATa IEJN, 3aJlauuTe,
XHUIIOTE3UTE, METOAOJIOTHATA U PEIYATATUTE OT HAYYHOTO M3CJIEIBAHE, KOETO OU ITOMOTHAJIO
Ha BCEKM HayueH paOOTHUK TIPOSIBSIBAIl MHTEpEC KbM TeMaTa, jJa ce uHopMupa B
J0CTaThUHA CTETICH C OCHOBHUTE MMOCTAHOBKM Ha JAMCEpTAIlMOHHATa pa3paboTKa.

[Ipenn ma 3amamM BBIOPOCH KBbM JMCEpTAaHTa OWX JKelaja Jia 1mocova Hai-oOmo 3 CWIHU
CTpaHM Ha JWCEPTAIlMOHHOTO W3CJIeBaHe, a WMEHHO: MHOTrO J00pe TpeicTaBeHa
KOHIICTITyaJJHA OCHOBa Ha TmpoOjemMa, OOOCHOBaHa METOJWKAa Ha W3CIEIBAHETO U
JIEMOHCTpHpaHa MHOTO J00pa eKCIepTh3a MpH CTaTUCTHYecKaTa o0padoTka M aHalM3a Ha

AHHUTE.



6. Kputuunm 0ese:KKu, NPenopbKH U BbIPOCH

Hsmam cbiiectBeHn Oenekku KbM aucepTaHT Jlym3um PammuTe ocBeH Tasu, KOSTO
MOCOYMX TO-paHo. bu 6uno mo-nobpe 3a ['maBa BTopa, ako uMmarie u HAKOU TO-aKTyaJlHU
mutepaTypHu u3touHunu 3a CRM- cuctemure ot mnocneanure 4-5 TOOUHHM, KaKBUTO
CBIICCTBYBAT B aHIJIOC3WYHATA JMTEparypa. bux mpemnoppyana Ha qUCEpTaHTA Jia MOATOTBU
€Ha CTyIusl C OCHOBHHUTE PE3yJTaTH OT M3CJICIBAHETO W Ja s MyOJMKyBa B CIHCAHHUE C
BHCOK UMIIAKT (aKTop, 3a JIa CTAaHE JJOCTOSTHUE HA MO-TOJIsIMa aKaJeMHYHA OOITHOCT.

bux npenopbyana qUCEpPTaHTHT Jla OTTOBOPH MPHU 3al[UTaTa Ha CpieaHuTe 2 Bhipoca: 1.
Kou xananu 3a npooasicou 6 bankupanemo Ha OpebHO OONPUHACAM HAU-MHO20 3 000assHe
Ha cMotHocm 3a nompebumenume?

2. Kakwve npoyenm om doanxkume ¢ Copous npuiacam uHmezpupanit CbC COYUAIHUME Mpextcu

CRM- cucmemu 6 pabomama cu?

3AK/IIOYEHUE

Cnen BCUYKM W3Ka3aHW apryMEHTH U MHEHUS IO-TOpE, CUMUTaM, Y€ JUCEPTALUOHHHUAT
Tpyn Ha Jlynsum Pammtu otroBaps Ha m3uckBaHusATa Ha 4wi. 6, an. 3 Ha 3PACPb u Ha
IIpaBminnka Ha YHCC 3a npuiiaraneTo My OTHOCHO ChYETaBaHE HA TEOPHsl, IPAKTHYECKO
u3cieBaHe W MPOU3TUYALM OT TOBAa HAyYHO-TIPWJIOXKHU U3BOJM. JlMCEpTaHTHT € MoKa3all
BHUCOKa TEOPETHYHA U M3CIIEJIOBATEICKAa KOMIETEHTHOCT. [locTUrHaTuTe Hay4YHUu U HAy4yHO-
NPUJIOKHU HPUHOCU ca ChUIECTBEHU M JONPUHACAT KbM H3CJe/BaHaTa NpoOjeMaTuka B
O6aHkupaHeTo Ha JpeOHo. [lo Ta3u mpuuMHa gaBaM ¢ MbJIHA yOEAEHOCT CBOATA MOJAKpena, a
HMMEHHO- ITOJIOKUTENIHA OLIEHKA 3a TPyJa Ha AUCEpPTaHTa U IPU30BaBaM CHILIO U yBa)KaeMOTO
HAay4yHO XYypH Ja MoAKpenu aucepTaHT Jlym3um PamuTu 3a mosiyyaBaHe Ha HaydyHaTa U
oOpa3oBaTesHa CTENEeH JOKTOp B MpoQecHoHamHO HampaBieHue MkoHomuka 3.8. (HaydHa

CHEIUATHOCT ,,MapKeTuHr”).

25.04.2022 r.
byprac

IMommuc: ......cvvvveeeeeennns

IIpog.n-p Jluna Anacracosa
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I. Information about the doctor’s student

The doctor’s student studied in a doctoral program in Marketing at the Department of Marketing and
Strategic Planning - Faculty of Management and Administration, UNWE, Sofia. LulzimRashiti was born in
Bujanovac, Serbia and graduated in 2010 with a bachelor's degree in Marketing from the Faculty of
Economics at the University of Pristina, and in 2012 he received a master's degree in Economics from
the same university. Since the academic year 2018-2019 he is a doctoral student in an independent
form of study at the Faculty of Management and Administration of UNWE - Sofia. From the beginning
of 2010 to 2014 the doctor’s student worked as a specialist in training and human resources of BTK-
Kosovo to the bank's card department. His practical experience in banking undoubtedly proves to be
very useful in the preparation and conduct of the dissertation research.

In 2014, Lulzim Rashiti began his academic career as a full-time assistant at Kadri Zeka University in

Kosovo, where he led seminars in several marketing and other disciplines. Since the



beginning of 2022 he has been the Assistant Professor at the Faculty of Modern Social Sciences of the
Southeast European University - Republic of Northern Macedonia, where he teaches international
economic policy. During the period 2008-2014 the doctor’s student has participated invarious language
trainings in banks, language and consulting centers. Lulzim Rashiti posseses very good competence in
English, as well as in Serbian and Albanian. The doctor’s student has successfully and on time

completed its individual educational plan at UNWE.

2.General characteristics of the presented dissertation
The dissertation has a volume of 164 pages and is structured in 4 chapters, introduction, conclusion
and recommendations and includes 123 pages of main text with 10 tables, 28 graphics, 68 references,
incl. and Internet resources - mostly in English and a few in Serbian. The dissertation also contains 41
pages of appendixes — data outputs of SPSS. The structure of the dissertation is well balanced, there is
a logical sequence of different sections and this has contributed to drawing some important
conclusions and formulating useful recommendations /guidelines for improving the digitalization of
banking services in Serbia.

* Assessment of the relevance of the topic, purpose, tasks, object, and thesis of the

dissertation

Digital marketing undoubtedly plays a significant role in the financial sector, which in most countries
contributes significantly to the development of countries' economies. Financial marketing serves as a
link between financial service providers and business organizations and consumers who need them. In
practice, digital marketing strategies allow for more openness, visibility and improved customer
engagement with banks - vital features for the banking sector.
In the age of high technology, it can be said that it is not advisable, but mandatory for banks to
implement digital marketing strategies, which will help them reach more potential customers, but also
to retain satisfied current customers by building long-term mutual trust. To this end, banks need to
constantly monitor the pulse of their customers to adjust marketing to their lifestyle, as well as to
monitor the attitudes of their managers towards digital marketing activities. It is for thesereasons that
the topic of the dissertation submitted for review is completely relevant and deserves attention from

the scientific and academic community.



As for the scientific literature used in Chapters One and Two, although at first glance the number of
sources is not impressively large - 68, a more detailed review of the sources shows that the publications
used and cited- books and articles by almost all important English-language authors, which indicates a
good awareness and knowledge of the doctoral student on the research topic. In addition, it should be
noted that the review | made of publications on the research issue in international journals and
conferences of authors from his country is not much and in this sense, the author contributes to
enriching the literature and research on the application of digital marketing in the banking sector in the
Republic of Serbia. As a small shortcoming, | would like to point out that in Chapter Two, where the
information on sales channels in the banking sector is reviewed, the cited sources for CRM and e-
commerce are mainly from the period 2001-2012 (pp. 47-56) and there are no up-to-date information
sources from the last 4-5 years.

According to me, the doctoral student has clearly formulated the object of the dissertation research,
namely digitalization in the banking sector, which is the integration of digital communications and sales
channels, which facilitates bank customers in using banking products andservices, and provides banks
with more an efficient way to communicate with your customers. The subject of the research is also
correctly and understandably defined, namely the perception and attitudes of bank customers and bank
managers regarding the digitalization of retail banking. The aim of the dissertation is to analyze the
current situation in the banking sector of the Republic of Serbia and more precisely with emphasis on
measuring customer attitudes and those of bank managers towards digital banking services, products,
and communications, customer satisfaction with services, opinion on the future of the current form of
digitalization of banking services. Another sub-goal of the dissertation is the identification of different
categories and social groups with wider use of electronic banking in order to better adapt it by bank
managers to the consumer behavior of modern customers.

The main hypothesis is formulated as follows: There is an increase in the perception of digitalization of
banking services and communications by both managers and bank customers, and there are positive
attitudes for even greater perception in the future. 6 additional hypotheses have been formulated,
which give the reasonable assumptions of the dissertation for the existence of correlations between

some socio-demographic and other characteristics of customers and the



perception, attitudes, and use of digital banking services.

3. Evaluation of the obtained scientific and scientific-applied results

In practice, the research is interdisciplinary, as it is related to issues in the field of management,
marketing, and strategic marketing, as well as sales and integrated marketing communications in
services and the result is very useful for all knowledge areas.

Evaluation of the dissertation’s research methodology

The chosen research problem, the goal, the tasks and the hypotheses of the research have
predetermined the methodological framework of the research and more precisely for the dissertation
purposes both qualitative and quantitative methods have been used. The choice of the type of samples
is substantiated and the determination of the size of the samples is explained by a formula applied for
this purpose. The working hypotheses of the research are tested and the analysis of the results is
performed by appropriate statistical methods and procedures according to the requirements of the
scientific literature - chi-square test, correlation analysis, ANOVA - analysis of variants, one-factor
MANOVA-analysis, and factor analysis. For the needs of the empirical research, the toolkit for gathering
primary information includes both quantitative methods - a questionnaire with a five-point Likert scale
to check the respondents' agreement with the statements, and qualitative techniques. The two
samples of the survey are of the type of "probability samples" and more precisely random samples: the
planned sample of bank customers is 350 people, and the other is 35 managers from the banking
sector. In order to achieve the main goal and objectives of the study and to achieve generalized results
on the relationships between themain variables and derivation, the methods of analysis and synthesis
are applied. The collected primary data are processed with the statistical package SPSS.

Based on all these facts, in my opinion, it can be concluded that the doctor’s student has developed a
very well-founded methodology that shows the excellent competence of Lulzim Rashiti in the field of
processing and analysis of empirical data, which is an important prerequisite for a professionally
prepared and conducted dissertation research. The results of the survey with the 2 samples of
respondents are presented very well with tables and graphs in Chapter Four, and they are structured in

2 sections - opinions and attitudes of bank customers on digital marketing of banks



(demand) and opinions and attitudes of banks managers on the application of digitalization in retail
banking (supply) - pp. 76-116. Impressive is the good arrangement and illustration of the results andthe
main conclusions of the analysis, which help the author to identify logical and adequate guidelines and
recommendations for the implementation of digital marketing in banking. The study provides clear
answers to the questions: what is the target for digital banking marketing, which are the most used
social networks, what is the attitude and use of mobile marketing by customers depending on their
socio-demographic data, what is their opinion about the problems and for the further development of
this current trend in retail banking. The results of the survey of the bank managers’ opinion are
presented with logical consistency and clarity. My only remark in this regard is that there are too many
SPSS output presented, but some of them are not interpreted in the textual analysis.

In summary, | believe that the author successfully demonstrates through his research that itis
mandatory for banks to develop and implement digital marketing strategies, which will help

them deliver more value to their customers and this will help them to keep satisfied current

customers for longer period with the company.

4.Evaluation of scientific and applied scientific contributions
After a detailed acquaintance with the dissertation, | would like to note that | generally accept the
scientific and scientific-applied contributions sought and achieved by the doctor’s, and | would divide
them as follows:
Scientific contributions
¢ Enriching the literature on the current issue of digital marketing in retail banking.
¢ A methodological framework has been adapted and a methodology has been tested to study
simultaneously both the opinion of bank managers and the preferences of bank customers on
various aspects of the applicability of digital marketing in the banking sector in Republic of Serbia.
Applied scientific contributions
e Based on the analysis of the motivation of bank managers and bank customers regarding the
application of advanced technologies and digital marketing, the critical points of the

digitalization of marketing in the banking sector from the point of view of both parties have



been identified.
e Substantiated recommendations and guidelines for the management of the digitalization of

banking services in the Republic of Serbia have been formulated.

5.Evaluation of the dissertation publications

Dissertation’s author Luzlil Rashiti has submitted for review 4 scientific publications in English, which

are closely related to the topic of the dissertation and the tasks set by the author, 2 of the
publications are co-authored articles (# 1 and # 2 from the list). with publications). One was published
in the Journal of the Institute for Legal and Democratic Research - Kosovo (2015), and the other is in
the German Journal of Advanced Research and Innovation with an impact factor of 1.36in 2016.

1. Rashiti, L., Sopi, Xh. (2015). “Application of e-marketing strategies of commercial
banks in Kosovo- challenges and opportunities”. Published on regional social science magazine
REFORMA nr.2/2015. Institute for legal and democratic studies, September 2015 in Gjilan (Kosovo).

2. Rashiti, L., Pjanic, M. (June 2017). “Corporate Governance in the Serbian Banking
Industry - Case Studies: Commercial Bank, Halk Bank, Erste Bank”. Journal: Journalos of Advanced
Scientific Research and Innovation-JASRI, ISSN: 219 318 11, Impact Factor 2016: 1.36, Journal &
Country Rank (H Index 13), Crossmark; Verified document, Volume 11, No. 31, June 2017.
Publishing, Volume 11, No. 31, June 2017, Germany.

Two papers were also submitted for review: one is a stand-alone (# 4), presented at the International
Scientific Conference at UNWE in 2019, and the other (# 3) is co-authored at aconference in Serbia,
which gives reason to conclude that the dissertation has acquainted a large part of the international
academic community with its research and results.

3. Vedat, Z., Rashiti, L. (2016), “Planning and Controlling boundless value creation in a value
system: A conceptual perspective”. 21th International Scientific Conference SM2016 Strategic
Management and Decision Support Systems in Strategic Management. Conference date: 19 May
2016, Palic — Subotica, Serbia.

4. Rashiti, L. (2019). “Bank insurance as a selling chanel of bank and insurance products and

services”. International scientific conference 30 years: Transition, Lessons and Perspectives”.



University of National and World Economy Department “Marketing and Strategic Planning”, Publishing
Complex — UNWE Sofia, 2019.

The abstract prepared and submitted for evaluation has a volume of 29 pages and contains
concentrated content of the entire dissertation - the introduction, 4 chapters, conclusion, scientific
contributions and publications. My assessment of the material is that it is written in a concise scientific
style and clearly presents the main goal, objectives, hypotheses, methodology and results of research,
which would help any researcher interested in the topic to be sufficiently informed about the main
view points, intentions and results of the dissertation.

Before asking questions to the dissertation, | would like to point out a total of 3 strengts of the
dissertation research, namely: very well presented conceptual basis of the problem,
substantiated research methodology and very good expertise demonstrated in statistical
processing and data analysis. The author identifies shortcomings and limitations in research

and makes recommendations for future research.

6.Critical remarks, recommendations and questions

I have no significant remarks on Lulzim Rashiti's dissertation other than the one | mentioned earlier. It
would be better for Chapter Two if there were some more up-to-date literature sources on CRM
systems from the last 4-5 years, as they exist in the English language literature. | would recommend the
dissertation to prepare a study with the main results of the research and publish it in a journal with a
high impact factor in order to become available to a larger academic community.

| would propose the doctor’s student to answer the following 2 questions in the defense procedure: 1.
Which sales channels in retail banking contribute the most to adding value to consumers?

2. What percentage of banks in Serbia implement in their work CRM systems integrated with social

networks?

7.CONCLUSION
After all the arguments and opinions expressed above, | state that the dissertation of Lulzim Rashiti

meets the requirements of Article 6, paragraph 3 of the Bulgarian Law for the Development



of the Academic Staff (ZRASRB) and the Regulations for its implementation at UNWE to combine
scientific theory, practical research, and resulting conclusions. The dissertation has shown high
theoretical and research competence of the author. The achieved scientific and applied contributions
are significant and contribute to the researched issues in retail banking. For this reason, | confidently
give my support, namely a positive assessment of the work of the dissertation, and call on the
esteemed scientific jury for supporting Lulzim Rashiti to be awarded with the scientific and educational

degree of Doctor in Professional Economics 3.8. (scientific specialty "Marketing").

25.04.2022r.
Burgas
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