YHUBEPCUTET 3A HAITMOHAJIHO 1 CBETOBHO CTOITAHCTBO

CTAHOBMUIIE

Ot: 0oy.0-p Haoeosicoa Hopoanosa /{umosa, /lenapmamenm ,, Uxonomuxa “, Hos 6vreapcku
yuugeepcumem — Cogust, npogecuonanno nanpasnenue 3.8. ,, Mxonomuxa “

Hayuna cneyuannocm ,, Mapkemune “

OtHocHO: AUCCPTAIUOHCH TPy 3a IPUCBKIAHC Ha O6p330B8.T€J'IHa U HaydHa CTCIICH

»JAOKTOP* 110 HayuHa cneyuarnocm ,, Mapkemune“ B YHCC.

ABTOp Ha nucepraunoHHus Tpya:  Jloasum Ucen PammTn

Tema Ha qucepTallMOHHUSA TPY:

»JAUTHTAIHUAT MAPKeTHHI B OaHKHpaHeTo Ha ApedHo: Cb3iaBaHe W J0CTaBsAHE Ha
CTOMHOCT 32 KJIMeHTa*

Ocnosanue 3a TpeACTaBsHE HAa CTAHOBMIIETO: YYacTHE B ChCTaBa Ha HAYYHOTO XKYpHU IO
3alllUTa Ha JUCEepTAlMOHHHs TpyA cbriacHo 3amoBen Ne834/01.04.2022r. na Pextopa Ha

YHCC.

1. Undopmauus 3a qucepraHrta

HuceptantsT Jlroa3um Ucen PammTu ce e oOyyaBan Mo JOKTOpcKa MporpaMa KbM
Kareapa ,,MapkeTHHI M CTpaTeTMYecKo IUIaHupaHe®, dakynrer ,,YHOpaBieHue u
agmuauctparusas”“ Ha YHCC mo HaywHa cnemuainHocT ,,MapkeTuHr*, mnpodecroHaTHO
HampaBinenue 3.8, MkoHoMumka, cwriacHo 3amoBen Ha Pektopa Ha  YHCC
Ne2936/25.11.2019r.  OOy4eHHETO € OCBIICCTBEHO B CaMOCTOATE]IHAa (opMa cperry

3amamase npes nepuona 15.11.2019r. go 15.11.2022r.



HOKTOpaHT’LT € IIOJIOXHJI BCHYKHUTC CH H3IHMTH YCICHIHO M M3LAJI0 € H3IIBJIHHII

HMHAWUBUAYAJIHHA CU IIJIAH.

2. OO0ma xapakTepuCTHKA HA MPeICTABEeHUs THUCEPTAIMOHEH TPY/

HucepranmonausT tpya Ha Jlwasum HUcen PammTu e paspaboren B o6em ot 164ctp. u
BB3IIpUEMa ClIe[IHATa CTPYKTypa: yBOJ, TPU IJIaBHU, 3aKJIIOUEHHE, IPENOPHKHU U JIUTEpATypa.

[utupanure M3TOUYHUIM ca OOmO 63 M BCHUYKHM Ca UY)KIOC3UYHH /Ha aHTIMHCKU
e3uk/. Pa3paboTeHusT TpyA MpeacTaBisiBa IUIOCTHA JIOTUYECKU 3aBBpILIEHA pa3padoTKa,
KOSITO MPUTEKaBa BCUYKU U3UCKYEMU XapaKTEPUCTUKH HA AUCEPTALIMOHEH TPY/I.

Wznon3Banata nuTeparypa € JOCTaThb4Ha KaTo o0eM W crneuupuka, KOETO €
JI0Ka3aTeJICTBO 3a Oorara HaydyHa OCHOBA, Bb3 OCHOBAa Ha KOSITO € HAIpaBEHO HAYYHOTO
U3cIeIBaHe B TUCEPTALUMOHHUS TPY/I.

B yBoma nokrtopanta 00OCHOBaBa aKTyaldHOCTTa Ha u30paHaTa OT HEro Tema,
IIpeJICTaBsl aBTOpOBaTa T€3a W IMPOU3THYAIIMUTE OT HEsl XWUIIOTE3H, LIeNITa, METOJ0JIOTHSATA,
KaKTO U OFPaHUYEHMSITA B JUCEPTALUOHHUS TPYA.

B mbpBara riaBa e mpejcTaBeHa AWTMTaNHaTa TpaHc(opmaius B OGaHKOBHUS CEKTOD,
KaTo ce 00O0CHOBaBa HEOOXOIUMOCTTa OT IM(poBa TpaHchopMmalMs B TO3H CEKTOp U
pa3BUTHETO HAa OAHKMPAHETO Ha APEOHO B UCTOPUUECKH KOHTEKCT. Ompe/eneHa € CTeneHTa
Ha U3MoJI3BaHe Ha UHTepHET B ChpOus KaTo ca moJ4epTaHud HOBUTE MHBECTULIMU HA OAHKHUTE
B MH(QOPMALIMOHHUTE TEXHOJIOTMH, POJSATa Ha JUTUTAIHUS MAapKEeTUHI, Heropara
TpaHchopMalys, ¥ MepCcreKTUBaTa 3a U3IM0JI3BAHETO MY B ThbPrOBHUTA Ha APeOHO.

BbB BTOpara riaBa, JOKTOPAaHTHT aKIEHTHpPA BBPXY EJIEKTPOHHOTO OaHKUpPAHE,
KpeAUTHUTE KapTu KaTo OAHKOB KaHaJl 3a Mpojax0a, NHOBAIMUTE B MOOMIIHOTO OaHKHUpaHe,
poJsiTa Ha COLMANIHUTE MeAuM B OaHKupaHeTo. BaxkHo MACTO B Tasu IiiaBa 3aeMa H
BB37eiicTBUeTO HA CRM 1 enexTpoHHaTa ThproBus Npu 6aHKOBUTE YCIYTH.

Tperata rnmaBa oT aucepranmusiTa € H3IUIO H3rpajeHa OT METOJOJIOTHATAa Ha
U3CIIeIBAaHETO, KaTo MOJPOOHO € OIucaHa, CJIEABAT C€ OMPEJENICHH €Tald U KOPEKTHO €

NpEACTaBCH aHAJIM3a HA JaHHUTC.



CJICI[BaT PE3yJITaTu U JUCKYCUs, U3BOJU, IIPCIIOPBKU U U3IIOJI3BAHNU U3TOYHUIIH.

3. OueHka Ha NOJTYy4YeHUTE HAYYHH M HAYYHO-TIPUJIOKHH Pe3yJITaTH

[locoyenute OT [ucepTaHTa HaydyHH TMPUHOCH ca M3YepHaTeIHU U Jo0pe
¢dopmynupanu. Mznons3BanaTa METOIONOTHS € MOAPOoOHA M MHTEpECHa, OCOOCHO IO ce Kacae
70 HEHHOTO aJaNTHPaHEe KbM M3y4aBAHETO HA OAHKOBUTE MCHUDKBPH M MPEANOYNTAHUATA
Ha KJIMEHTUTEe Ha OaHKaTa MO BBIPOCUTE HA UTHTAIH3ALUATA U MPUIOKHUMOCTTa Ha
MapKeTUHIOBUTE OTHOIIEHUs B 6ankute B Perydnuka Copous.

[IpensapurenHo popmyaupaHaTa el Ha JUCePTalUsATa € HAITBIHO IIOCTUTHATA.

Borpeku mnpenBapuTeNHO MMOCOYEHUTE OrPAaHUYECHMsI, HApPAaBEHOTO M3CIICJBAHE €
n00po U BIEYATIIEHUE MpPaBU OOCTOSTENICTBOTO, Y€ Ha Tepuropusta Ha Pernybnuka Copous
Jocera He ca MPOBEXIaHu MoJ00eH PO U3CIeIBaHus, CBbP3aHH C TeMaTa Ha MpeIcTaBeHaTa

AucepTanus, KOCTO OT CBOsA CTpaHa 3acCily’KaBa aIMUpAllN.

4, Onenka Ha HAYYHUTEC H HAYYHO-TIPUJIOKHHA IIPUHOCHA

JlycepTaHTHT OCOYBA YETUPU MIPUHOCA HA TUCEPTALMOHHUS TPY/, @ UMEHHO:

e PasmmpsaBaHero Ha o0miara JguTepaTypa BbPXY MHOIO akTyaJHa TeMa KaTo
JUTUTATIeH MapKETUHT.

* AnanTvpaHe Ha METOJOJIOTMYECKaTa paMKa W MeETOJOJOruATa Ha mnpolarus 3a
n3yyaBaHe Ha OAHKOBUTE MEHU/KBbPU M IPEINOYUTAHUATA HAa KIMEHTUTE Ha OaHKaTa 10
BBIIPOCUTE HA JUTHTAIM3ALUATAa W TMPWIOKHMOCTTA B MApKETUHIOBUTE OTHOILIEHUS B
6ankute B Penmyonuka Copous.

* AHanu3 Ha MOTHBAIMATAa HA OAHKOBUTE MEHUKBPU M KIMEHTHU 32 M3IOJI3BaHE Ha
CbBPEMEHHHU TEXHOJIOTUM M JAWTUTAJICH MapKeTHHI. MneHTuduuupane Ha KPUTHUYHH TOUKH
OoT JBeTe cTpaHu (OaHKOBM MEHUDKbPH M OaHKOBM KJIMEHTH) OTHOCHO IIpolieca Ha

JUTruTaan3anus B 0aHKOBUA CCKTOP.



» QopmynupaHe Ha MPENOPBKH OTHOCHO YIPABICHUETO Ha IMQpoBH3amMsaTa Ha
OankoBuTe yciyru B Permyonuka Chpous.
OpnoOpsiBam Taka odopMeHuTe W (OpMyIMpaHU MPUHOCH, HO CUUTAM, Y€ camara

JEcepTanys Ou Criedennia, ako 4acT OT TSX CE€ OIMUIIAT MO-TIOPOOHO.

5. OueHka Ha NMYO0JTHKAIMUTE MO JUCEPTANUATA

Ilo AUCEPTAMOHHUA TPy € MPEACTABCH CIIMCBK C YUETHPHU HY6J'II/IKaI_II/II/I, KOHUTO M IIO
KOJIMYCCTBO MW TII0 KAUCCTBO HAIIBJIHO YAOBJICTBOPABAT HAOWUOHAJIHUTEC MHWHHUMAJIHU

HU3UCKBaHU.

6. Ounenka Ha aBTOpedepara

[IpencraBenusT aBTOpedepar € U3YEpHaTeIeH W HaObJIHO CBhOTBETCTBA HA
ChIBPKAHUETO Ha JUCEPTALIMOHHUSA TPYyA U € cboOpa3eH C IpaBWwilaTa 3a CIPYKTypa H
cblabpkaHue. Toll mpeacTaBs B CHUHTE3UpaH BUJ H3MBIHEHOTO OT JOKTOPAHTA HAYYHO

H3CJICABAHC U TIOCTUTHATUTEC PC3YJITATHU OT HETO.

7. KpuTnuHm 6eJie:KKHU, NPenopbKH U BLIIPOCH

Kem AUCEepTaHTa HMaM IIPCIoOpbKa Ja HY6J'II/IKyBa CBOCTO H3CJICABAHC B
MOHOFpaq)I/ILIeH TpyH, 3a 1a 6’bI[e AOCTBITHO U3CJIICABAHCTO OO MO-MIUPOK KPBbI' OT YATATCIIN.

Hsmam apyru BeIpocu U 3a0€exKy.

8. 3akJurouyeHue

[IpeacraBeHuaT nucepTaruoHEH TPYH ., JMTHTAJTHUAT MapKeTHHT B OAHKUPAHETO

Ha aApeOHOo: Cb31aBaHe M JOCTAaBsIHE HA CTOMHOCT 32 KJIMEHTa* MpEeACTABISIBA HAYYHO —
MIPUIIOKHO M3CJIeIBAHE, IIOCETEHO Ha 3HAYUM U MHTEpECEH MPoOIeM OT MpaKTUKATA.

Huceprantst JIwa3um Ucen PammuTu sICHO MOKa3Ba MO3HABAHETO HA M3CIE/BaHATA

npoOjeMaTKa, CIMOCOOHOCT 3a KPHUTHYHO aHAIM3UpPAHE W W3IMOJ3BaHE Ha TOJydeHa

MHpOpMaIHSL.



JucepranusaTra chAbpKa HAyYHM M HAyYHO — IMPWIOXKHHU NPUHOCH U OTroBaps Ha
M3MCKBaHUATA HAa 3aKOHA 3a Pa3BUTHE Ha akaJeMH4YHUs cbcTaB B PemyOnuka bwarapus,
[IpaBuiHMKA 32 HETOBOTO MPHUJIOKEHNUE M HA TIpAaBUIIHKKA 3a yueOHa neitnoct B YHCC.

Bb3 ocHOBa Ha TOBa, Ipe/ularaM Ha yBAKAEMUTE YJICHOBE HA HAyYHOTO XKXYpH Ja
IPUCHAAT OOpa3oBaTelHaTa M HaydHa CTENeH ,,JJOKTOp™ Ha aokropaHT Jlwuasum Hcen
Pamutn B obsact Ha Bucume oOpasoBaHue 3.ColualiHU, CTONAHCKM M TNpPaBHU HayKH,

npodecroHanHo HanpasieHue 3.8. IKoHOMHUKa, Hay4Ha CIIeHUaIHOCT ,,MapKeTHHr.

26.04.2022r. Mommuc: ..oovvvveeeeeeenn,

rp.Codust /nou.n-p Hapexna Jlumosa/



UNIVERSITY OF NATIONAL AND WORLD ECONOMY

OPINION

By: Assoc. Prof. Phd Nadezhda Dimova, Department ,,Economics®, New Bulgarian
University Sofia, professional field 3.8. Economics, Scientific specialty: "Marketing",
Regarding: dissertation submitted for awarding educational and scientific degree ,,Doctor*

in scientific specialty ,,Marketing” at UNWE.

Author of the dissertation: Lulzim Isen Rashiti

Topic of the dissertation:

“Digital Marketing in Retail Banking: Customer Value Creation and Delivery”

Grounds for presenting the opinion: participation in the Science Jury for the
defence of the dissertation in compliance with Order Ne834/01.04.2022 of the Deputy Rector
of UNWE.

1. Information about the doctoral student

The dissertation student Lulzim Isen Rashiti has studied in a doctoral program at the
Department of Marketing and Strategic Planning, Faculty of Management and
Administration of UNWE in the scientific specialty "Marketing”, professional field 3.8.
Economics, according to the Order of the Rector of UNWE Ne 2936/ 25.11.20109.

The training was carried out in self-training for a fee form during the period
15.11.2019-15.11.2022he doctoral student has passed all his exams successfully and has fully
fulfilled his individual plan.



2. General Characteristics of the Dissertation Paper Presented

The dissertation of Lulzim Isen Rashiti has been developed in a volume of 164 pages.
and is of the following structure: introduction, three chapters, conclusion, recommendations
and literature.

The cited sources are a total of 63 and all are foreign language / in English /.

The developed work is a complete logically completed development, which has all the
required characteristics of a dissertation.

The literature used is sufficient in volume and specificity, which is evidence of the rich
scientific basis on which the research in the dissertation.

In the introduction the doctoral student substantiates the relevance of his chosen topic,
presents the author's thesis and the resulting hypotheses, purpose, methodology and
limitations in the dissertation.

The first chapter presents the digital transformation in the banking sector, justifying the
need for digital transformation in this sector and the development of retail banking in a
historical context. The extent of internet use in Serbia was determined, highlighting banks'
new investments in information technology, the role of digital marketing, its transformation,
and the prospects for its use in retail.

In the second chapter, the doctoral student focuses on e-banking, credit cards as a bank
for sales, innovation in mobile banking, the role of social media in banking. The impact of
CRM and e-commerce on banking services is also important in this chapter.

The third chapter of the dissertation is entirely based on the research methodology, as it
is described in detail, certain stages are followed and the analysis of the data is correctly
presented.

Following are results and discussion, conclusions, recommendations and sources used.

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



The scientific contributions indicated by the dissertation are comprehensive and well
formulated. The methodology used is detailed and interesting, especially in terms of its
adaptation to the study of bank managers and the preferences of the bank's customers on
digitalization and the applicability of marketing relations in banks in the Republic of Serbia.

The pre-formulated goal of the dissertation has been fully achieved.

Despite the previously mentioned limitations, the research is good and impressive is the
fact that in the territory of the Republic of Serbia so far no such research has been conducted
related to the topic of the dissertation, which in turn deserves admiration.

4. Assessment of the Contributions to Science and Applied Science

The dissertation indicates four contributions to the dissertation, namely:

* Expanding the general literature on a very current topic such as digital marketing.

» Adaptation of the methodological framework and the probation methodology for
studying the bank managers and the preferences of the bank's clients on the issues of
digitalization and applicability in the marketing relations in the banks in the Republic of
Serbia.

* Analysis of the motivation of bank managers and customers to use modern
technologies and digital marketing. Identification of critical points on both sides (bank
managers and bank customers) regarding the digitalization process in the banking sector.

* Formulation of recommendations on the management of digitalization of banking
services in the Republic of Serbia.

| approve the contributions formed and formulated in this way, but | believe that the
dissertation itself would win if some of them are described in more detail.

5. Evaluation of Publications on the Dissertation



The list of four publications on the dissertation is presented, which in terms of both quantity

and quality fully meet the national minimum requirements.

6. Evaluation of the Abstract

The presented abstract is comprehensive and fully corresponds to the content of the
dissertation and is consistent with the rules of structure and content. He presents in a
synthesized form the research performed by the doctoral student and the results achieved by

him.

7. Notes, Recommendations and Questions

I have recommended to the dissertation to publish its research in a monograph in order
to make the research accessible to a wider range of readers.

| have no other questions or comments.

8. Conclusion

The presented dissertation "'Digital Marketing in Retail Banking: Customer Value
Creation and Delivery' is a scientific - applied research, visited on a significant and
interesting problem of practice.

The dissertation of Lulzim Isen Rashiti clearly shows the knowledge of the researched
issues, the ability to critically analyze and use the obtained information.

The dissertation contains scientific and scientific - applied contributions and meets the
requirements of the Law for development of the academic staff in the Republic of Bulgaria,
the Regulations for its application and the regulations for educational activity at UNWE.

Based on this, | propose to the distinguished members of the scientific jury to award
the educational and scientific degree "Doctor” to PhD student Lulzim Isen Rashiti in the
field of higher education 3. Social, economic and legal sciences, professional field 3.8.
Economics, scientific specialty "Marketing".



26.04.2022
Sofia

Assoc.Prof.Phd Nadezhda Dimova
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