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ABTOp Ha aucepranmuoHHus Tpya: Jlwasum Hcen PammTu, TOKTOPAHT KbM
Karenpa ,,Mapketur u crpaternyecko rianupane” npu YHCC — Codus

Tema Ha auceprTauuMoOHHUS TPYA: . JlururaneH mMapkeTMHr B OaHKUPAHETO Ha
IpeOHO: Ch3/1aBaHe U JOCTABSIHE Ha CTOMHOCT 3a KJIMeHTa”

OcHoBanue 3a HanmucBaHe Ha penen3usaTa: 3amoBen Ne834/01.04.2022 r. Ha
3aM.-peKTOpa MO0 HayYHOU3CIIE0BATENICKA IEHHOCT U MEXKIYHAPOIHO ChbTPYIHUYECTBO HA
YHCC, ¢ kodTO € yTBBpAEH chCcTaBbT HAa HaydHOTO KypHu

l. Nudopmanus 3a 1ucepranrta

Hokropant Jlromsum MWcer Pamumtn, rpaxmanun Ha PenyOnuka CovpOus, e
3aunciieH ¢be 3amoBea Ne2936/25.11.2019 r. va Pektopa Ha YHCC, Ha camocTosTeIHA
IIOArOTOBKAa Cpelly 3arulaliaHe, Mo JOKTOpPCKa Iporpama ,,MapkeTHHr KbM KaTeapa
,»MApKETHHT U CTpaTeru4ecko ruianupane’. OTUHUCIEH € ¢ IIPaBO Ha 3alllATA C PELICHUE
Ha @akynTeTHUs CbBET Ha (axkynrter ,,YnpasieHue u agmuHuctpauusa Ha YHCC
(ITporoxom Ne7/29.03.22 1.).

1. O01a xapaKTepruCcTHKA HA IMCEPTALMOHHUS TPY]

O0GexT Ha wu3CIeIBaHE € JUTHTAIM3AlMATa B OaHKOBHS CEKTOp, T.C.
WHTETPUPAHETO HA JUTUTAIIHM KOMYHUKAIIMM M ThPrOBCKM KaHaJlM, KOETO YJIECHSBA
KJIIMCHTUTE Ja W3MOJ3BaT OAHKOBUTE MPOAYKTH U YCIyrH, a OAaHKUTE — Jja HaMepsT Io-
e(eKTUBEH HAUMH 3a KOMYHHUKAIUs ChC CBOMTE KiveHTH. Ilpeamer Ha m3cieqBaHe ca
BB3NPUATHATA M HarjlacuTeé Ha OaHKOBH KIWEHTH M OaHKOBH MEHUDKBPU KbM
TUTHTAIM3AlMATa Ha OaHKUpaHEeTO Ha JpebHo. [leknapupaHara meJ € Ja ce pa3KpusT
BB3MOXXHOCTUTE 3a TMpuUilaraHe Ha HOBU TEXHOJOTMHM B paborara Ha OaHKHUTE, KaTo
aKIIEHTHT C€ MOCTaBU BBPXY MHTETPUPAHUTE MAPKETUHTOBY KOMYHHMKAIIMU U JUTHUTAIHU
TEXHOJOTHMH. ABTOPHT € IMOCOYMUJI TMET H3CJIEIOBATEIICKA 3adayM, KOUTO Ca JIOTUYHO
MOAPEICHH W TIO3BOJSBAT TMOCTUTAaHETO Ha (QopMyiaupaHaTa HayyHa 1€ Ha
JTUCepTAIMOHHUS TPyJA. TecTBaHW ca HSAKOJIKO XHMIIOTe3M, KaTO OCHOBHATA IJacH, 4ue ce
Ha0JIF0/1aBa MOBUIIIABAaHE HA MPUEMIIMBOCTTA HA JUTUTAIM3AIMUATA HA OAHKOBUTE yCIyTd
M KOMYHHUKAIMs, KaKTO OT OAaHKOBM MEHHUXbPHU, Taka M OT OAaHKOBU KJIHWEHTH, U UMa
TIOJIOKUTETTHU HaTJIacH 3a MOBUINIABAHE HA Ta3U MPUEMITUBOCT B OBJCIIIE.

W30paHusT 3a u3cieaBaHe npoOiieM, MbpBO, € OPUTHHANICH (,,HAa TCPUTOPHSITA Ha
Penybnmuka CoppOusi mocera He ca TMPOBEXKIAHW U3CIEABAHUS 10 TemaTa Ha
aucepTanusara‘). ToBa, OT CBOS CTpaHa, OrpaHWYaBa HM3CICABAHETO, ThH KaTO IpPaBU
HEBB3MOKHO CBIIOCTABSIHETO HAa PE3YyJTaTUTE OT HACTOAIIECTO HM3CIEBaHE C MOAOOHU



npoyuyBanusi. BTopo, Toil mpsko KOpecrmoHAHupa ¢ BaXKHUS 32 BCEKU CTOMAHCKU CYOEKT
BBIIPOC 32 KOHKYPEHTOCIOCOOHOCTTa, KaToO aBTOPBHT € H3ThKHAJI TOBa B yBOJa Ha
aUcepTaluoHHus Tpyn (,,elHa OT KIFOYOBUTE 3aJadyd Ha ChbBpEeMeHHaTa OaHKa € Ja
HaMepH Hal-TIOIXO/IANIUTE HAYUHU U METOJIM 33 TTOCTUTAaHE HAa YCTOWYMBO KOHKYPEHTHO
MPEJIUMCTBO Ha BCE MO-KOHKYPEHTHHTE (DMHAHCOBH Ma3apH’’). AKTYaJHOCTTA Ha TeMaTa
Ha JMCEPTAMOHHUS TPy € Oe3cropHa — AHeC OaHKUTE THhPCAT PA3TUUYHU BH3MOKHOCTU
3a TOCTUTaHE€ HAa KOHKYPEHTHU MPEAUMCTBA, BKJIIOUMTENTHO W 4Ype3 HaMHpaHE Ha
TEXHOJOTUYHH PEIICHHs 3a TM0-100pa KOMYHHKAIUs C KIUEHTUTE. 3a Ja TpUgoOusT
KOHKYPEHTHO MPEIUMCTBO, OaHKHUTE TPsIOBA J1a MHBECTUPAT B MOMYJISIPU3UpPAHE HA YCIYTU
U HOBOCTM B Ou3Heca cHu. ABTOPBHT MPABUIHO OTOEINA3BA, Y€ KIMEHTUTE Ca KIIFOYOB
dakTop u MOAOOPSIBAHETO Ha KOMYHUKAIIMOHHUTE M THPTOBCKM KaHAIHM Ch3/IaBa II0-
rojisiMa CTOMHOCT KaKTO 3a TSAX, TaKa U 32 cCaMHUTe OaHKH.

OO6muaT obeM Ha AWcepTalMOHHHMS Tpya € 213 crp. W BKJIOYBA 3arjaBHa
CTpaHHIla, JEKIapalnus 3a OPUTHHAIHOCT Ha pa3paboTKaTta, ChIbP)KAHHE, CIHUCHK Ha
Tabnuiy, rpadukd U aOpeBHATYpH, PE3IOME, KIIOYOBH AYMHU, YBOJ, YETUPH OCHOBHHU
gactu (rmasu |, I, Il u IV), 3akmoucHue, W3MOJ3BaHU M3TOYHUIA W IPHIIOKCHHS.
O06eMBbT OTroBaps Ha OOUIOMPUETUTE HM3UCKBAHMS 3a 00eM Ha MOJ00E€H poj HAy4yHO
n3cinenBaHe. (OCHOBHUTE 4YacTH Ha JUCEPTAllMOHHUS TPYd ca Chbpa3MEpHH,
B3aMMHOCBBP3aHU U pa3paboOTEeHU B JIOTHYECKa MOCJIEI0BATEIHOCT. ABTOPHT H3MOJI3BA
ITUPOKO M3BBHTEKCTOBHM KoMmoHeHTH (10 Tabmumm, 28 ¢urypm M CHHUMKH, peaMIia
MIPWIOKCHHMSI), YJISCHSBAIM YUTATENS TPH BB3NMPHEMAaHE HACUTE W ChIBPKAHUETO Ha
nucepTarmoHHus Tpyd. JokTopanTsT € mocouns o610 70 Opost U3Moa3BaHN U3TOUHHUIIH,
BKI. U yeOd pecypcu. B kpas Ha aucepTallMOHHUS TPYyJ ca IOMECTEHH peaulia
MPUJIOKEHUSI, KaTO MO TO3W HAYUH CHABPKAHUETO B OCHOBHHUTE YacTH IO-JIECHO C€
BB3MPHUEMa U OCMHUCTIS.

CnonyunuBara (GopMyIupoBKa Ha TeMmara Ha JUCEPTALlMOHHUS TPY/A YJIECHsBA
HErOBOTO CTPYKTYPHUPAHE W pPa3BUTHUE HA WJEUTE Ha JOKTOpaHTa. ABTOPHT H3MOJI3BA
pa3IUyHU HAYYHH METOJU, MOJIETI, TEXHUKHA U MHCTPYMEHTH 3a HAYyYHO HM3CJeABaHe. 3a
HY)XKIUT€ Ha EMIHMPUYHOTO U3CIEIBaHE Ha HarjacUTe W YIOBJIETBOPEHOCTTAa Ha
OAHKOBUTE KIMEHTU U MEHUKBPH IIbPBUYHUTE JAHHU Ca CHOpaHU 4pe3 MPOBEKIaHE Ha
aHKETHO MPOYyYBaHe, MPU KOETO Ca U3MOJI3BaHU JBAa BHIIPOCHUKA.

JIMCepTalMoOHHUAT TPYA ChIAbpPXKA HAYYHH W HAYYHONPHUJIOKHU PE3yITaTH, 3a
KOUTO II[€ CTaHE MO-KhCHO Ped, M € JOKA3aTeJICTBO 3a MPUTEKABAHUTE OT aBTOpa Teope-
TUYHU 3HAHUS U CIIOCOOHOCTH 3a MPOBEXKIAHE Ha CAMOCTOSATEIHU HAYYHH HM3CIIC/IBAHUS.
HeroBusT Bua 1 00eM OTroBapsT Ha W3MCKBaHUATA HA Wi 27, an. 2 ot IIpaBmiHKKa 3a
MpujaraHe Ha 3aKoHa 3a pa3BUTHE Ha akaJeMUYHUs ChcTaB B PemyOnuka buarapusi.

I11.  Ouenka Ha MoJiy4YeHUTe HAYYHU U HAYYHO-TIPUJIOKHU Pe3yJITaATH

ABTOpPBT € U30paj CTPyKTypa Ha AUCEPTAUOHHUS TPYH C YETUPU OCHOBHU YaCTH.
BbB yBOaa Toii 000CHOBaBa aKTyaJHOCTTa HAa TeMaTa, CIOJYWIMBO Je(pUHMpA OOEKTa U
IpeiMeTa Ha U3CIEeABaHE, LENWTE M 3aJa4yuTe W H3BEXKAA HAKOJIKO XHUIOTE3H.
[IpenBapuTeaHO U3BEACHUTE OT JOKTOPAHT PamnuTy 0OEKTUBHU OrPAHUYEHHs] OYEPTaBAT
KOHIIENTyaJlHaTa paMKa Ha LJIOCTHOTO HAYYHO U3CJICJBAHE.



B nmbpBa ri1aBa aBTOpBT aHaIU3Mpa MO-PaHO MPOBEIEHU M3CIEABAHUA MO TEMAaTa
Ha JUCEepTallMOHHUS TPyl W MpaBU JMTEpaTypeH Iperjes Ha JAUTUTaIHaTa
TpaHcpopMmalus Ha OaHKOBHS ceKTOp. MamadbsT U CKOpOCTTa Ha Ta3u TpaHc(hopMaLus ca
BIIEUATJIABAIIM M TPEAU3BUKBAT MHTEpeca Ha u3cienosarenute. [locienoBarenHo ca
pasriefaHn HeoOXOaUMOCTTa OT HM(POBHU3ALUS HAa OAHKOBMSI CEKTOp, Pa3BUTHETO Ha
OaHKMpaHEeTO Ha JpeOHO B UCTOPUUECKHU IUIAH, CTENEHTA Ha M3M0J3BaHe Ha MHTepHEeT B
CppOus, MHBECTULIMUTE HAa OaHKUTE B MH(OPMALMOHHU TEXHOJOTHH, MPEIUMCTBATa U
HEJ0CTaThIUTE HA €-0aHKUPAHETO, POJISATA HAa IUTUTAIIHUAS MapKETHHI B OaHKUPAHETO Ha
npebHo, IuruTaiHara TpaHcdopMalus Ha cpbOckute OaHku u T.H. [loBede wmim mo-
MAaJIKO, TE3U BBIIPOCHU Ca U3SICHEHU B JIUTEPATypaTa U B Ta3u YacT HA JUCEPTALMATA HE OU
CIEJIBAJIO Ja CE€ OYaKBAaT HSAKAKBU MPUHOCHHU MOMEHTH. TyK aBTOPBT HO-CKOPO
J€MOHCTpUpPA J0OpU TEOPETUYHH MTO3HAHUS U JTUTEPATypHA OCBEIOMEHOCT.

Bropa riaBa e mocBereHa Ha O6aHKOBUSL ceKTOp B ChbpOusi, HEroBaTa JUTHMTaJIHA
TpaHc@opManuss U JUTUTATHUTE YCIYrd, KOUTO Mpeajara. ABTOPBT MHOCJIEI0BATEIHO
pasriexia eIeKTPOHHOTO OaHKHpaHE KAaTo €JHa OT Hall-MpaKTHUYHUTE 3a KIUEHTHUTE
1aTHopMu; KPEAUTHUTE KapTH KaTO MHCTPYMEHT 3a MOJIydaBaHe Ha MPOJYKTH U YCIIYTH;
MHOBaTUBHUTE PpEUICHUS, OCUTYpsSBallM IMO-A00pa KOMYHHKAalUs W B3aUMOJCIHCTBHE C
KIIMEHTUTE; MOOWIHOTO OaHKUpaHe; M3IMO0JI3BAHETO Ha COLUAJIHUTE MEIUU B
OaHKMpaHETo, C LieJ] CIeYeIBaHe Ha HOBHM M 3a/bp’KaHE Ha ChIIECTBYBAILUTE KIUEHTH,
CRM xonuenuusTa 1 ap.

B rnaBa Tpera neHTpadHO MACTO 3aeMa pa3pabOTBAHETO HA METOJOJIOTHS Ha
u3cneaBaHeTo. ABTOpbT 000OCHOBaBa CBOSI MHTEpEC KbM O0JacTTa Ha M3CJEABaHE Ha
MapKETUHIOBUTE BBH3MOXKHOCTH, NMPOU3TUYAIIN OT JUTHUTAIHUTE YCIYTH, MPEIOCTaBIHU
or OankoBusi cekTop B PemybOnuka CovpOus. [lpoyuBaiiku HanuyHaTa JuTeparypa M
u3cle[BaHusATa MO Temara, AOKTOpaHT PammuTu cu mocraBs 3a Len JAa ONpeleniu
HarjJjacuTe Ha KIMEHTHUTe Ha OaHkata W OaHKOBUTE MEHHJDKBPU OTHOCHO
IUruTanu3anuaTa Ha OaHkoBHs cekTop. IlocraBeHa € OCHOBHaTa XHUIOTE3a Ha
M3CIIEBAHETO, KAKTO U 6 JOMBIHUTENIHU XUIIOTE3H U € 3a/aJieHa JIoTHYecKaTa MaTpulia
Ha M3CJIEIBAaHETO, KaTO IIOCJIEOBAaTEJIHOCT OT CTBIKH, KOMTO TpsAOBa nga Obaar
n3nbiaHeHU. [IpoBeeHO € eMIIMPUYHO NPOYYBAHE 3a U3MEPBAHE Ha YJOBJIETBOPEHOCTTA U
olpejieNisHEe HAa HarjacuTe Ha OAHKOBUTE KIMEHTH, KAKTO U Ha OAHKOBUTE MEHUJIKbPU.
[Mpu onpenensine Ha pecrnoHIeHTUTe (OAHKOBM KIMEHTH M OaHKOBH MCHHJDKBPHU) €
M3I0JI3BaH METOABT Ha IPOM3BOJIHATA U3BAJKA.

B 4YerBbpTa INIaBa ce aHANM3MpAT PE3YJATATUTE OT AHKETHOTO INPOYYBAHE CPEJ
OaHKOBHUTE KJIMEHTH U OAHKOBUTE MEHUKbpPU. TECTBAHETO HA OTJCIHHUTE XHUIOTE3H U
MOTBBPAKAABAHETO HA MO-TOJsMaTa 4acT OT TSX JaBa Ha aBTOpa OCHOBAaHUE J1a 3aKJIIOYH,
4ye OCHOBHATa XUIIOTE3a Ha U3CJIE/IBAHETO € MOTBBP/ACHA.

B 3ak/l0ueHueTo Ha AMCEPTAIMOHHUS TPYH JOKTOPAHTHT MpaBu 0000IIeHHE Ha
MOCTUTHATUTE PE3yITaTH.

B kpas Ha jucepTaMOHHMA TpPYJ JOKTOpaHT PamuTtu wu3Bexaa penuua
MPernopbKY, HACOYEHH KbM OaHKOBHs cekTop B PemyOmmka Coupbus. Te3u mpenopbku
MOTarT Jia ce OMpPEeesIT KaTo U3CIeJ0BATEeNICKH PUHOCH.



[Ipu pa3paboTBaHETO HA AUCEPTALMOHHUSA TPy aBTOPHT € Ca3wi IpaBHiIaTa Ha
Hay4HaTa eTUKa. JInTepaTypHUTE U3TOYHULIU Ca LUTUPAHU KOPEKTHO.

V. OuneHka Ha HAYYHHUTE U HAYYHO-TPUJIOKHH MPUHOCH

Kakro 6e orbenszano mo-rope, [ucepTaloHHUAT Tpya Ha Jlrom3um Hcer Pamuntu
€ OpUTMHaJHA pa3paboTKa MO €IWH aKTyaJleH U 3HauuM 32 OaHKOBUS CEKTOp MPOOJIEM.
Toll chabpXka KakTO Hay4dHH, TaKa U Hay4HO-IPWJIOKHHU IpuHOCH. [Ipnemam 3asaBeHuTe
OT JIOKTOpaHTa MPUHOCHU MOMEHTH, OTpa3sBallld IOCTUTHATUTE B JUCEPTALMOHHUS TPY.
pe3yJiTaTy.

V. OuneHka Ha MyOJTUKAIUUTE MO JUCEPTANUATA

JIrom3um Pamutu e mpeacTaBui U CIUMCHK ¢ MyOJIMKallMy, KOWTO BKIIOYBa 00110 4
3ariaBus (TpU CHBMECTHH M €JIHA CaMOCTOsITeNHa MyOsmkanus). Te ca JDOCTaThYHU B
KOJIMYECTBEHO OTHOULIEHHUE, CBbP3aHHU Ca C TeMaTa Ha JUCEPTALMOHHUS TPYH, OTpa3sBat
OTJEIHM Ba)XHM acClEeKTH OT pabdoTara BbpXY HES U OTroBapAT Ha W3HCKBAaHUATA Ha
[IpaBunHMKa 3a MpujaraHe Ha 3aKkOHA 3a pa3BUTHE HA AaKaJIEeMUYHHUS CbCTaB B P
boarapus.

VI. Ouenka Ha aBTOpedepara

3aenHo ¢ guceprauMoHHus Tpyd Jlromsum Pamutu e mpeacTtaBuil, ChITIACHO
W3WCKBAaHUATA, U aBTOpedepar. ABTopedepaTsT mo cBos obeM (29 crpanuim), dopma,
CTPYKTypa, OO0XBaT M CHAbpPKAHHE € pa3pabOTeH ChIJIaCHO OOMYaiiHaTa MpaKTHKA.
CuHTe3WpaHO M JOCTOBEPHO OTpa3siBa TMOCTIKCHUATA HA JUCEPTAIMOHHUS TPYI.
KopekTHo ca mocodeHn HayYHHTE ¥ HAYYHO-TIPHIIOKHUTE MPUHOCU HA JUCEPTAIIMOHHHUS

TPYA.

VIl. Kputnunm Gesie:kku, NpenopbKu U BHIIPOCH

JIrom3um Hcer Pammtu ycnemHo ce € cnpaBuwil ¢ Hay4HOM3CIIEJOBATEICKATa CU
3amaya. OneHkara MU 3a KaueCTBOTO Ha JUCEPTALMOHHUS TPYIl, IOCTUTHATUTE HAYYHU U
HAYYHOIIPWJIO)KHU pe3yaTaTH, € MHoro ao6pa. He oTkpuBam cepuo3Hu cinabocTH, HO
TpsiOBa Aa oTOesexa, ue MOCTUTHATUTE B ITbPBA U BTOpA IJIaBa HA JUCEPTALMOHHUS TPY.
pe3yaTaTH ca NpeACTaBEeHNU J0CTa IECTEIMBO B aBTOpedepara.

VIll. 3akaouenne

[IpencraBeHusIT 3a OlICHKA AUCEPTAIIMOHEH TPY/A Ha TeMa ,,JI[urutaieH MapKEeTUHT
B OaHKMpaHETO Ha JpeOHO: Ch3/aBaHE W JIOCTaBSHE HA CTOMHOCT 3a KJIHMEHTa ¢
OpUTHHAJTHO HAYYHO M3CJIe/IBAHE, ChC 3HAUMMU 32 TCOPHUATA U TPAKTUKATA PE3YJITATH.



CunraMm, ye NpenCcTaBEeHUAT OT JNOKTOPAHT PaluTu gucepTalMoHEeH TPy MO CBOS
00eM, CTPYKTypa, aKTyaJIHOCT, MPAaKTUYECKa 3HAYMMOCT M Hay4Ha CTOMHOCT OTroBaps Ha
M3UCKBaHUSITA HAa 3aKOoHA 3a pa3BUTHE Ha akaJeMU4HUs chcTaB B P boarapus 3a
npuchXkaaHe Ha oOpa3oBaTeNHATa MU Hay4dHa CTemleH ,,JOKTop“. Bcuuko ToBa MU JaBa
JOCTaThbYHO OCHOBAaHMS [Ja 3asBsl CBOS IOJIOKUTEJEH BOT 3a NPHUCHKIAHETO Ha
oOpa3zoBaTeliHaTa W Hay4yHa cTeneH ,Jo0krop* Ha Jlromsum MHWceer Pammutu no
npodecruoHanHo HanpasieHue 3.8. IkoHoMuka, IOKTOpCcKa nporpama ,,MapKeTHuHr.

CBuios, MMommuce:.......cooooiiiiiiiiiin,
Anpui, 2022. (ITpod. 1-p JI. Bapame3on)
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Author of the doctoral thesis: Lulzim Isen Rashiti, Doctoral Student, Department
of Marketing and Strategic Planning, University of National and World Economy
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I. Information about the candidate

PhD student Lulzim Iset Rashiti, a citizen of the Republic of Serbia, is enrolled by
Order Ne2936/25.22.2019 of the Rector of UNWE in self-study form for a fee, under the
doctoral programme "Marketing" at the Department of Marketing and Strategic Planning.
He was deducted with the right to defense according to a decision of the Faculty Council
of the Faculty of Management and Administration of the UNWE (Protocol Ne7/29.03.22).

I1. General characteristic of the dissertation

The object of study is digitalization in the banking sector, i.e. the integration of
digital communications and trade channels, which makes it easier for customers to use
banking products and services, and banks to find a more effective way to communicate
with their customers. The subject of research is the perceptions and attitudes of bank
customers and bank managers towards the digitalization of retail banking. The declared
goal is to reveal the possibilities for application of new technologies in the activity of
banks, with the emphasis on integrated marketing communications and digital
technologies. The author has indicated five research tasks that are logically arranged and
allow the achievement of the formulated scientific goal of the dissertation. Several
hypotheses have been tested, the main one being that there is an increase in the
acceptability of the digitalization of banking services and communication, both by bank
managers and bank customers, and there are positive attitudes to increase this
acceptability in the future.

The problem chosen for research, first, is original (*in the territory of the Republic
of Serbia so far no research has been carried out related to the topic of the dissertation™).
This, in turn, limits the study, as it makes it impossible to compare the results of the
current study with similar studies. Secondly, it directly corresponds to the important issue
of competitiveness for each business entity, as the author pointed out in the introduction
to the dissertation (“one of the key tasks of a modern bank is to find most appropriate
ways and methods of achieving a sustainable competitive advantage in increasingly



competitive financial markets”). The relevance of the topic of the dissertation is
indisputable - today banks are looking for various opportunities to achieve competitive
advantages, including by finding technological solutions for better communication with
customers. In order to gain a competitive advantage, banks must invest in promoting
services and innovations in their business. The author rightly notes that customers are a
key factor and the improvement of communication and trade channels creates greater
value both for them and for the banks themselves.

The total volume of the dissertation is 213 pages and includes title page,
declaration of originality, content, list of tables, graphs and abbreviations, summary,
keywords, introduction, four main parts (chapters I, 11, 11l and V) , conclusion, sources
and applications used. The volume meets the generally accepted requirements for a
volume of this type of research. The main parts of the dissertation are proportionate,
interconnected and developed in a logical sequence. The author widely uses non-textual
components (10 tables, 28 figures and photos, a number of applications), facilitating the
reader's perception of the ideas and content of the dissertation. The doctoral student has
indicated a total of 70 sources used, incl. and web resources. At the end of the dissertation
there are a number of applications, thus making the content in the main parts easier to
understand.

The successful formulation of the topic of the dissertation facilitates its structuring
and development of the doctoral student's ideas. The author uses various scientific
methods, models, techniques and tools for scientific research. For the needs of the
empirical survey of the attitudes and satisfaction of bank customers and managers, the
primary data were collected by conducting a survey, which used two questionnaires.

The dissertation contains scientific and scientific-applied results, which will be
discussed later, and is a proof of the theoretical knowledge and abilities of the author to
conduct independent research. Its type and volume meet the requirements of the Law for
Development of the Academic Staff of the Republic of Bulgaria.

I11. Evaluation of the obtained scientific and scientific-applied results

The author has chosen the structure of the dissertation with four main parts. In the
introduction he substantiates the relevance of the topic, successfully defines the object
and subject of research, goals and objectives and derives several hypotheses. The
objective limitations previously derived by PhD student Rashiti outline the conceptual
framework of the overall research.

In the first chapter the author analyzes previously conducted research on the topic
of the dissertation and makes a literature review of the digital transformation of the
banking sector. The scale and speed of this transformation is impressive and of interest to
researchers. The need for digitalization of the banking sector, the development of retail
banking historically, the level of Internet use in Serbia, banks' investments in information
technology, the advantages and disadvantages of e-banking, the role of digital marketing
in retail banking, the digital transformation of Serbian banks are discussed, etc. More or
less, these issues have been clarified in the literature and no contributions should be



expected in this part of the dissertation. Here the author rather demonstrates good
theoretical knowledge and literary awareness.

The second chapter focuses on the banking sector in Serbia, its digital
transformation and the digital services it offers. The author consistently considers e-
banking as one of the most practical platforms for customers; credit cards as a tool for
obtaining products and services; innovative solutions providing better communication and
interaction with customers; mobile banking; the use of social media in banking in order to
gain new and retain existing customers, the CRM concept, etc.

In chapter three, the development of research methodology is central. The author
substantiates his interest in the field of research of marketing opportunities arising from
digital services provided by the banking sector in the Republic of Serbia. Researching the
available literature and research on the subject, Rashiti aims to determine the attitudes of
the bank's customers and bank managers regarding the digitalization of the banking
sector. The main hypothesis of the research is set, as well as 6 additional hypotheses and
the logical matrix of the research is set as a sequence of steps that must be performed. An
empirical study was conducted to measure satisfaction and determine the attitudes of bank
customers as well as bank managers. The random sampling method was used to determine
the respondents (bank customers and bank managers).

The fourth chapter analyzes the results of the survey among bank customers and
bank managers. Testing the individual hypotheses and confirming most of them gives the
author reason to conclude that the main hypothesis of the study is confirmed.

In the conclusion of the dissertation the doctoral student makes a summary of the
achieved results.

At the end of his dissertation, PhD student Rashiti made a number of
recommendations aimed at the banking sector in the Republic of Serbia. These
recommendations can be defined as research contributions.

In developing the dissertation, the author has followed the rules of scientific ethics.
Literary sources are cited correctly.

IV. Evaluation of the scientific and scientific-applied contributions

As noted above, the dissertation of Lulzim Iset Rashiti is an original development
on a topical and important issue for the banking sector. It contains both scientific and
applied scientific contributions. | accept the contributions stated by the doctoral student,
reflecting the results achieved in the dissertation.

V. Evaluation of the publications

Lulzim Rashiti also presented a list of publications, which includes a total of 4
titles (three joint and one individual publication). They are sufficient in quantitative terms,
are related to the topic of the dissertation, reflect some important aspects of the work on it
and meet the requirements of the Law for Development of the Academic Staff of the
Republic of Bulgaria.

V1. Evaluation of the synopsis



Along with the dissertation, Lulzim Rashiti presented, according to the
requirements, a synopsis. The synopsis in its volume (29 pages), form, structure, scope
and content is developed according to common practice. Synthesized and reliably reflects
the achievements of the dissertation. The scientific and scientific-applied contributions of
the dissertation are correctly indicated.

V1. Critical remarks, recommendation and questions

Lulzim Iset Rashiti has successfully completed his research task. My assessment of
the quality of the dissertation, the achieved scientific and scientific-applied results is very
good. | do not find any serious weaknesses, but I must note that the results achieved in the
first and second chapters of the dissertation are presented quite sparingly in the synopsis.

VI11. Conclusion

The dissertation presented for evaluation on the topic "Digital Marketing in Retail
Banking: Customer Value Creation and Delivery” is an original scientific study, with
significant results for the theory and practice.

| believe that the dissertation presented by PhD student Rashiti in its volume,
structure, relevance, practical significance and scientific value meets the requirements of
the Law for Development of the Academic Staff of the Republic of Bulgaria for awarding
the educational and scientific degree "Doctor". All this gives me enough reasons to
declare my positive vote for the award of the educational and scientific degree "Doctor"
of Lulzim Iset Rashiti in professional field 3.8. Economics, PhD programme "Marketing".

Svishtov, Signature:..........ooooiiii
22.04.2022. (Prof. L. Varamezov, PhD)



