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1. AH®OPMAILUA 3A KAHAUIATA

JIrom3um Hcen Pammtu € 3aducieH KbM — JOKTOPCKAa Mmporpama
,2Mapketunr npu @Pakynrer ,,AIMHUHUCTpaUUs W YIPABICHHE — Karelapa
,MapKkeTuHT U cTparernyecko mianupane’ Ha YHCC B HayyHarTa cienuaaiHOCT
,MapkeTunr* cbc 3anoBen Ha pektopa Ha YHCC 2936/ 25.11.2019 r. ®opmara
Ha o0ydeHue e camocToaTeaHa. Jlronm3um PammTu e ToKTopaHT B Ta3u Gpopma Ha
oOyuenne 3a nepuoma 2019-2022 r. IlpenumuoTo obpazoBanue Ha JIrOm3uM
PamuTu e B o0nacTTa Ha MapkeTuHra u ukonomukara. IIpe3 2012 r. 3aBbpiiBa
VYuuBepcurera B IlpunmnHa u npugoOuMBa MarucTbpcka JUIUIOMA IO
Mapketunr. Ilpenu ToBa (mpe3 2010 r.) 3aBbpIIBa ChHIIO YHUBEPCUTETA B
[lpummua W nonyyaBa OakajaBbpCKa AMILUIOMA IO HMKOHOMHMKA. JIrom3um
Pamutn € MHOro aKkTHBEH KakTO B akaJeMuyHaTa oOjacT, Taka U B

IIpaKTH4YCCKarTa.



2. OBIIA XAPAKTEPMCTHUKA HA JUCEPTALIMOHHMS
TPV

[IpencraBenata mucepranus € cTpykTypupana B 4 rnasu: 1. [Ipenunian
W3CTICIBAHMS M TIPETJIC]] Ha JIuTepaTypara; 2. baHkoBu kaHaM TpH OaHKUPAHETO
Ha npebHo B CepoOus; 3. Meromonorus Ha u3cienaneto; 4. Jluckycus. Mma
ome BwBenenue, 3akmouenus, [Ipenopbku, Crnuchbk Ha IuTepaTypara H

[Ipunoxenus.

CrpykTypaTa Ha AUCEpPTALMATA € JIOTUYHA U SICHA U KaTO LISIJI0 OTrOBApS

Ha O4YaKBaHM:ATA CIIPAMO HAYYHHU HY6J'II/IKaHHI/I OT TO3U BHA.

Temara Ha mucepTanusra € 100pe hopMynupaHa. 3ariIaBUETO € aKTyaTHO
U Ba)XHO. Pe3ynraTure OT M3ClIeIBAaHETO MOTAT Ja OBJAT MOJE3HU KaKTo 3a

AKaJICMHU4YHHU [CJIN, TdKa U 3a YIIPABJICHCKH LICJIH.

3. OHEHKA HA NHNOCTUTI'HATUTE HAYYHHU U HAYYHO-
INPUJIOKHMU PE3YJITATH

3.1 YBox

YBOABT HA TUTITIOMHATA pab0Ta € KOPEKTHO Pa3MUCaH—HEOOXOIMMHUTE
KOMITOHEHTH Ca TMPEJICTABEHH SICHO U JIOTHYHO. JIOKTOpaHTHT € popmymupan
aJICKBAaTHO IIEJITa Ha U3CIIEIBAHETO, KAKTO U MPEIMETa Ha U3CIICBAHETO U

00€eKTa Ha U3CJIEIBaHE.

KangunatsT € hopmynupan eqHa o01ia Xurnore3a U 6 TOMbIHUTETHU
xunote3u. Te ca ymecTHU U HOKyCUpAT TUCEPTAIIMOHHOTO U3CIICIBAHE.

yBH,Z[’I)T CbAbpiKa ChIIO OIMMCAHHUC HAa MCTOJ0JIOIrUATa U MCTOJUTC HA HAYYHO



u3cienBane. Meronuueckara paMka € 1oope pazpadboreHa, a u30paHuTe

HN3CJICA0OBATCIICKN MCTOAHU Ca aJCKBATHH.

B camus Kpaﬁ Ha YBOI[a JOKTOPAHTBHT IIPCACTABS OTPAHUYUCHUATA 110
OTHOHICHHUC HAa AUCCPTATHUOHHOTO U3CJICIBAHC. OcHOBHHTE OrpaHUYCHUA Ca
CBBP3aHH C @HH&HCOBI/ITG pPECypCH, KaKTO U JIUIICATa Ha CbIIOCTABUMH JAHHU

3a Penry6nuka Copoust.

3.2 I'naBa 1: AHaau3 Ha pPeAXOAHUTE U3CJIeIBAHUS

[IppBa rnaBa € MOCBETEHA HA aHAJIM3U HA MPEAXOAHM H3cienBaHus. B
paMKHUTE HA Ta3u IJ1aBa KaHIUAATHT € aHAJU3UPA BaXKHU MPEAUIIHU HAYYHU
nyOJIMKaIUK B 00J1aCTTa HA JUTUTATHATa TpaHchopMalys Ha OaHKOBUS CEKTOD,
BKJIIOUYMTENIHO HEOoO0XoaumocTTa OT uudpoBa TpaHchopMaiusi, HOBUTE
WHBECTUIIMM Ha OaHKaTa B JUTUTAIHH TEXHOJIOTHH, POJIATA HA JUTUTAITHUTE
MapKEeTUHI MEHWIKbpPU B OaHKUpAHETO Ha JpeOHO, MepcleKTUBaTa Ha

JAUTHTAJIHUA MAPKCTUHI B 63HKI/IpaHeTO .

Cnopen MeH CTpykKTypara W cbhabpkaHuero Ha IIspBa TmmaBa ca
HOJXOJAIIN 32 LI€JITAa HA U3CIIEIBAHETO U Ta3U 4acT Ha qucepranusaTa o0xBalia
OCHOBHUTE (B2)XKHUTE) HAYYHU MyOJIMKAIMK B Ta3u odynact. Moxe /1a ce Kaxe,
ye IIppBa rmaBa e conuaHa miIaTgopMa 3a pa3BUTHE HA W3CIEI0BATEIICKHS

porIec.

3.2 'naBa 2 MeTtoaojiorus

Ta3u rmaBa naBa 100Ope apryMeHTHpaH | sICEH TOTJel BbPXY Ipoiieca Ha
u3cienBaHe. ABTOPBT MPEACTaBs MOJAPOOHO U3CIIEAOBATEIICKUS MPOILIEC.
AprymeHTHpa U METOJUTE Ha U3CJIEABAHE — TAXHOTO MPUIIOKEHUE, KAKTO U

TAXHATa IICJICC’[)O6p8,3HOCT. JIron3um Pamuru ce MnpuaAbpKa CTPUKTHO KbM
3



MCTOJOJIOTHIHUTEC CTAHAAPTHU, KOIaTO B3CMa PCIICHUS OTHOCHO pa3sMcpa Ha

Hn3BaJaKara, KaKTO 1 BUJa HAa U3BaJKaTa.

KanaunaTsT e pa3paboTuil JBa MHCTPYMEHTA 3a ChbOMpaHe Ha IaHHH,
OOSICHWJI TH € U € JJ0Ka3aJl He00X0IMMOCTTa UM B TIPOLIeca Ha U3CJe/IBaHE.
EmnupuunuTe 1anHu ca chOpaHu Ype3 JABa BBIIPOCHHUKA — €IMH 32 0aHKOBH
KJIMEHTH U JpYT 32 0aHKOBU MEHUKbpU. Te3u aBa Habopa OT JaHHU JaBaT
BB3MOKHOCT 3a pa3pabOTBaHe Ha MOAPOOEH U TOUEH aHAJIN3, Ha Oa3ara Ha

KOWTO MOratT Ja CC U3BCIAaT CbOTBCTHHUTC 3aKJIIOUYCHMS].

3.3I'naBa 3: Pe3yaraTu u JUCKyCHS

KannunarsT € opranuzupai ta3u riasa B Ase yacTu: (1) OT rinenna Touka
Ha TBPCEHETO - KbJETO KaHAWJIATHT IMPEACTaBs  pe3ylTaTUTe U
UHTEPIIPETALMUTE Ha T€3U PE3YJITaTH, CBbP3aHU C EMIUPUYHU JIaHHU, CbOpaHU
4pe3 BBIIPOCHUKA, PA3MPOCTPaHEH cpell 0aHKOBH KiueHTH; (2) OT rienHa Touka
Ha TMpeAjlaraHeT0 — aHaju3 Ha JaHHWUTe, CBOpaHW OT BBIPOCHHUKA,

pa3npoCTpaHeH cpeli 0AHKOBU MEHUKBPH.

B Ta3u riasa JIron3um PammTu npectaBu pe3yJaTaTtuTe OT U3CIEABAHETO,
KaKTO M TECTOBETE Ha XUNOTEe3UTe. KaHIAMIaThT € IpeACcTaBuil U 3aKJIFOYEHUS U

IIPENOPBKU.

OHCHHBaM Ta3u I'’liaBa BUCOKO 3apaau ACHUTC N3Ka3BaHUA, 3aKIIIOYCHUA U
NpCenoOpbKU — BCBIONHOCT TOBA € )106pa KOM6I/IHaHI/IH MCXKAY aKaJCMHWYHU U

MMPAaKTHYCCKN HIOAHCH.



4. OIEHKA HA HAYYHUMTE U HAYYHO-ITPUJIIOKHUTE
PE3VJIITATH

CwmsTtam, 4Ye mpeacTaBeHaTa JucepTauus ChAbpP’Ka CBHUIECTBEHA U
CEepuO3Ha M3CleNoBaTeNICka paboTa, KOSITO € W3BBbpILIECHA MPELUU3HO U C
IIPAaBUJIEH METONOJOTMYECKH II0AXO0J, KOWTO CBHOTBETCTBA Ha ILEeiTa Ha
M3CIIeIBaHETO. JIOrM4HO, TOBA BOM O BAJKHU HAYYHU U NPUIIOKHU MPUHOCH.

KanguaarsT € mocouns 3 nmpuHoca:

1. Anantupane Ha METOJIOJIOTHYECKaTa paMKa U TPoOHpaHe Ha METOIUKA
3a U3CJie/IBaHE HA HArjacuTe cpejl 0aHKOBUTE MEHUDKbPU U MPEANOUUTAHUSITA
Ha KJIMEHTUTE Ha OAHKUTE IO BBIPOCUTE HA TUTHUTAIM3AIUATA W HEWHaTa

MPUIOKUMOCTTA CPBOCKUTE OAHKHU.

2. AHanu3 Ha MOTHBalMATa Ha OAHKOBUTE MEHUKBPU U KIIMEHTH 32
U3MOJI3BAHE HA CBBPEMEHHM JUTHWTAJIHM TEXHOJOIMM B o0nacrra Ha
MapkeTuHra. Minentuduiupane Ha KpUTUYHU TOYKH OT JIBETE CTpaHu (OaHKOBU
MEHWKbPU M OaHKOBM KIMEHTH) OTHOCHO IMpolleca Ha JUTHTAIM3alMs B

OaHKOBHS CEKTOP.

3. @opmMmynupaHe Ha MPENOPHKHU 3a YIPABICHUE HA AUTUTAIM3ALUITA HA

O0ankoBuTe ycinyru B PenyOnuka CorpOusi.

Karto aBrop Ha CraHoBHILE, TpUEMAaM BCHYKM TOPENOCOYECHH HAYYHU
IIPUHOCH, 3aI0TO T€ HAMCTHMHA OTPa3sBaT JACHMCTBUTEIIHATA U3CIEHOBATEICKA

paboTa u pe3ysITaTUTE OT U3CIICBAHHSITA.



5. OHEHKA HA HAYYHUTE NYBJIUKAIIUU HA
JOKTOPAHTA

KangunatsT Jlron3um Pamutu e npencrasun 4 nyoaukanuu. ApTUKYIUTE

ca B CbOTBETCTBHE ¢ MUHHUMaIHaTa HallMOHAJIHA H3uckBanus.

6. OHEHKA HA ABTOPE®EPATA

ABTOpedepaThT € IpeICTaBeH Ha XapTUEH HOCUTEN U B IU(PPOB dopmar
(pdf ¢aitn), Ha aHrAMiCKM €3WK W Ha OBATapCcKU €3uK. Pasmucan e crnopen
W3MCKBAaHMATA 3a TO3M BHJ NUCMEH Marepuaid. A BSIpHO IPEACTaBs

CbABbPIKAHMCTO HA JUCCPTALMATA.

Moxe na ce HampaBAT HSIKOM TEXHUYECKH 3a0€NeKKU OTHOCHO
dbopmaTrpaHeTo W MOAPEIKIAHETO Ha TekcTa W Gurypute. bux mpemnoppyan
Jlrom3um PamuTi ga myOauKyBa pe3yiaTaTUTe CU B CPBOCKU CIHCAHUS U IPYTU
neYaTHU MEJIMU | JIa C€ OTUTA JIa HHPOPMHUpPA CPBOCKUTE SICKTPOHHN MEINH 32
CBOUTE OTKPUTHS U IPEMOPBHKUTE CH 32 MOA00psiBaHe Ha TU(DPOBOTO OaHKUpaHE

B PenyOmnka Cupoust.

/. KPUTUYHU BEJIEXKKH U ITPEITIOPBKU

Moxe na ce HampaBAT HSKOM TEXHUYECKH 3a0€NeXKU OTHOCHO
dbopMaTupaHeTo M MOAPEKIAHETO Ha TekcTa W (urypute. bux mpenopbuan
Jlronzum PammTi ga nmyOiauKyBa pe3yiaTaTUTEe CU B CPBOCKH CHHCAHUS U IPYTU

NeYaTHU MEJIMU U Ja ce onuTa Ja uHhopMupa cpbOCKUTE eIEKTPOHHU MEIUH 32



CBOMTE OTKPUTHS U MPENOPBHKUTE CU 32 MOA00psABaHe Ha IU(POBOTO OAHKUpaHe

B PenyOmimka CorpOusi.

8. 3BAK/IIOYEHUE

[IpencraBeHuAT auCEepTallUOHEH TPYyHA ,,/JIMTUTaTHUAT MapKETUHT B
OaHKHpAHETO Ha JAPeOHO: Ch3/laBaHE M JIOCTAaBSIHE Ha CTOMHOCT 3a KJIUEHTA,
npeacraBeHa ot Jlron3um Mcen Pamuty, chbabpka 3HAUUTEHU U OPUTHHATHU
HayyHu npuHocu. Cropeg MEH OTroBaps KakTO Ha M3HMCKBaHMATA Ha
OBJITapCKOTO 3aKOHOAATEJICTBO, Taka W Ha um3uckBanusita Ha YHCC. MosTta
OLICHKA 3a LsUlaTa JUCEepTalus € mnojoxkureiHa. [IpenymaramMm Ha yBakaeMute
yneHoBe Ha Hayunoto xxypu na npuchaar Ha Jlron3um Mcen Pamutu Hayuna u
oOpa3oBarenHa CTENeH ,JJOKTOp* MO Hay4yHO HampaBlieHue ,,MIkoHoMHKa®,

Hay4Ha CIEIHAIHOCT ,,MapKeTHUHT .

Cogus PEHEH3EHT: ...,
26 Anpun 2022 /mpod. n-p Xpucro Karpanmkues/
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1. INFORMATION ABOUT THE CANDIDATE

Lulzim Isen Rashity enrolled the doctoral program at the Faculty of
Administration and Management - Department of Marketing and Strategic
Planning of UNWE in the scientific specialty "Marketing” with Order of the
Rector of UNWE 2936/ 25.11.2019. The form of education was an independent
one. Lulzim Rashity was a PhD student in this form for the period 2019-2022.
The previous education of Lulzim Rsahity is in the field of marketing and
economics. In 2012 he graduated the University of Prishtina and obtained a
master diploma in Marketing. Before that (in 2010) he graduated the University
of Prishtina and obtained a bachelor diploma in Economics. Lulzim Rashity is

very active in the academic field as well as in the practical one.



2. GENERAL CHARACTERISTICS OF THE PRESENTED
DISSERTATION

The presented work follows a 4-chapter structure: 1. Previous Research
and Literature Review; 2. Sales channels for banks in Serbia; 3. Research
methodology; 4. Discussion. There are also Introduction, Conclusions,

Recommendations, List of references and Appendix.

The structure of the dissertation is logical and clear. It fits to the

expectations for scientific publications of this kind.

The topic of the dissertation is well formulated. It is actual and important.
The research results could be useful for academic purposes as well as for

management purposes. This makes it very useful.

3. EVALUATION OF THE CONTENT AND THE OBTAINED
SCIENTIFIC AND SCIENTIFIC-APPLIED RESULTS

3.1 Introduction

The Introduction of the thesis is properly written — most of the necessary
components are clearly and logically written. The PhD candidate has formulated
adequately the research goal as well as the research subject and the research

object.

The candidate has formulated a general hypothesis and 6 additional
hypotheses. These main hypothesis and additional hypotheses are relevant and
really add focus to the research. The Introduction also contains a description of
Methodology and methods of scientific research. The methodological

framework is well designed and the research methods are adequate.

9



At the very end of the Introduction the Ph.D candidate has presented the
research limitations. The main limitations are connected with the financial

resources as well as the lack of comparable data for Republic of Serbia.

3.2Chapter 1: Analysis of previous research

Chapter 1 is devoted to analyses of previous research. Within this chapter
the candidate has analyzed important previous scientific publications in the field
of Digital transformation of banking sector including the need for digital
transformation, bank’s new investments in digital technologies, the role of
digital marketing managers in retail banking, digital marketing perspective in the

banking.

According to my opinion the structure and the content of Chapter 1 are
relevant to the research goal and this chapter covers the major scientific
publications in that area. So, Chapter 1 is a solid platform for going further with

the research process.

3.3Chapter 2 Sales Channels for Banks in Serbia

This chapter gives a detailed picture of the bank channels in Serbia. The accent
is put on electronic channels and digitalization. The author has analyzed the
following: (1) E-banking as a bank sales channel; (2) Payment and credit cards
as bank sales and distribution channel; (3) Innovations in mobile banking as a
support the development of bank sales channels; (4) Role of social media in
banking; (5) CRM impact in developing banking services; 6) E-commerce and

CRM - a strategic approach.

10



This chapter is important because it gives a good view towards the
digital bank channel in Serbia and in this way helps the understanding of the

situation.

3.4Chapter 3 Research methodology

This chapter gives a well argumented and clear view of the research
process. The author gives a detailed presentation of the research process. He also
gives argumentation concerning the research methods — their application as well
as their appropriateness. Lulzim Rashity has kept strictly to the methodological
standards when taking decisions concerning the sample size as well as the

sample type.

The candidate has developed two instruments for data collection, has
explained them and has proved their necessity in the research process. The
empirical data has been gathered via two questionnaires — one for bank clients
and another for bank managers. These two data sets give an opportunity to
develop a detailed and exact analysis on the basis of which relevant conclusions

could be derived.

3.5Chapter 4: Discussion

The candidate has organized this chapter inti two major parts: (1) Demand side
- where the candidate presents the outcomes and interpretations of these
outcomes connected with the data collected by the questionnaire distributed to
the population of bank clients; (2) Supply side — analysis of the data collected by
the questionnaire distributed to the population of bank managers.

In this chapter Lulzim Rashity has presented the research results as well as the

hypotheses tests.
11



The candidate has also presented conclusions and recommendation.
| assess this chapter high because of its clear statements, conclusions and
recommendations — in fact it is a good combination between academic and

practical nuances.

4. EVALUATION OF SCIENTIFIC AND SCIENTIFIC-APPLIED
CONTRIBUTIONS

| think that the presented dissertation contains a substantial and serious
research works. This research work is done precisely and the methodological
approach relevant to the research goal. Logically, this leads to important
scientific and applied contributions. The candidate has pointed out 3

contributions:

1. Adaptation of methodological framework and methodology probation for
studying bank managers and bank client’s preferences regarding
digitalization issues and applicability in marketing relations in banks in
the Republic of Serbia.

2. Analyzing the motivation of bank managers and customers for the use
of advanced technology and digital marketing. ldentifying critical points
on both sides (bank managers and bank clients) about the process of
digitization in the banking sector.

3. Formulating recommendations about managing the digitalization of bank

services in the Republic of Serbia.

As an author of statement, | accept all the above mentioned scientific
contributions because they truly reflect the actual research work and research

results.
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5. OVERALL EVALUATION OF THE DISSERTATION
PUBLICATIONS

The PhD candidate Lulzim Rashity has presented 4 publications. The
articles are comply with the Minimal National

Requirements.

6. EVALUATION OF THE SYNOPSIS

The Synopsis is presented as a paper copy and in digital format (pdf file),
in English language and in Bulgarian language. The Synopsis is written

according to the requirements for this kind of written material.

The Synopsis truly presents the content of the dissertation. The Contents
of the dissertations is presented adequately as well as the three chapters and the

conclusion.

7. CRITICAL REMARKS, RECOMMENDATIONS AND
QUESTIONS

Some technical remarks could be made about the formatting and
arrangement of the text and figures. I would recommend Lulzim Rashity to
publish his results in Serbian journals and other print media and to try to inform
Serbian electronic media about his findings and his recommendations for

improving digital banking in Republic of Serbia.
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8. CONCLUSION

The submitted dissertation “Digital Marketing in Retail Banking: Customer value
creation and delivery”, presented by Lulzim Isen Rashity, contains significant and
original scientific contributions. According to my opinion it meets the
requirements of Bulgarian legislation as well as the requirements of University
of National and World Economy. My evaluation of the entire dissertation is
positive. | propose to the respected members of the Scientific Jury to award
Lulzim Isen Rashity the scientific and educational degree “Doctor of

Philosophy”, scientific direction “Economics”, scientific specialty “Marketing”.

Sofia REVIEWER: ...,
26 April 2022 /prof. Hristo Katrandjiev, PhD)
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