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OPINION 
 
 
From: Prof. Dr Krasimir Marinov Marinov 
 University of National and World Economy 
 Academic discipline: ‘Marketing’ 
 
Re: Dissertation for the award of the academic and scientific degree of “Doctor” in the 

doctoral programme “Economics and Management (Industry)” at the Faculty of Business 
Studies, Burgas Free University 

 
Author of the thesis: Alvin Batija 
Thesis topic: Implementation of a strategic concept for a dynamic business-model 

adjustment in the banking sector to ensure customer satisfaction and revenue 
growth 

 
Basis for submitting the review: Participation as a member of the academic jury for the defence of 
the doctoral thesis in accordance with Order No. UMO-158/05.03.2026 of the Rector of Burgas 
Free University 
 

1. Information about the doctoral candidate 
 
The doctoral candidate studied on the PhD programme ‘Economics and Management 

(Industry)’ at the Faculty of Business Studies at Burgas Free University. The programme was 
undertaken on a part-time basis between 2020 and 2026.  

The doctoral candidate completed his secondary education in Düsseldorf, Germany, in 2009. 
In 2012, he obtained a Bachelor’s degree in Business Administration, and in 2026, a Master’s 
degree in Finance and Accounting from the FOM University of Applied Sciences in Düsseldorf, 
Germany.  

 
2. General description of the thesis 

 
The thesis presented comprises 230 pages and includes an Introduction, three chapters, 

namely Theoretical Background, Empirical Research and Analysis and Research Findings, Critical 
Analysis and Recommendations for Action, a conclusion, a bibliography and appendices. In terms 
of its length and structure, this thesis meets the parameters that are acceptable and within the usual 
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scope for such academic works. The thesis complies with the requirements of Article 27(2) of the 
Regulations for the Implementation of the Law on the Development of Academic Staff in the 
Republic of Bulgaria. 

In the introduction to the thesis, the candidate, following good practice, has presented the 
concept and methodological framework of their dissertation.  

As regards the topicality of the subject and the significance of the research, it can 
undoubtedly be stated that these are present. Arguments for this include the rapid changes 
undergoing financial services, and in particular banking services, under the influence of changing 
consumer needs; the introduction of new technologies; the emergence of new competitors; and 
changes in the regulatory framework within which banks operate. These factors, acting individually 
and collectively, lead to a loss of market share for traditional banks; to difficulties in retaining 
customers and winning them back from competitors; to an increase in costs due to additional 
regulations; and, ultimately, to banks losing their role as the primary custodians of their customers’ 
wealth. 

It should be noted that the doctoral candidate’s arguments are well-founded, well-structured, 
logically sound and relevant to the subject of the research. 

The research problem – namely, the possibilities for applying a strategic framework for 
dynamic change in business models within the banking sector – is correctly formulated, with the 
emphasis placed on the impact of these changes on customer satisfaction and revenue growth.  

The aim of the study is to examine the implementation of such innovations in business 
models within the banking sector, such as digital transformation, service personalisation and 
operational flexibility, and to demonstrate how these changes enhance the customer experience and 
promote sustainable financial results. In this way, the study sheds light on the strategic decisions 
that banks must take to maintain their competitiveness in today’s dynamic environment. 

This section of the thesis systematises the research gaps with regard to what the author 
terms the ‘pillars’ of his research; whilst there are numerous studies on each of these pillars 
individually, there is a scarcity of integrative research on how strategic changes to the business 
model are implemented holistically and adapted continuously. These include dynamic capabilities, 
business model innovation, customer satisfaction, digital transformation and artificial intelligence. 
The author also highlights the lack of empirical studies linking changes in the business model to 
customer satisfaction; the geographical limitations of existing research; the focus of studies on the 
fintech industry and more limited research on traditional banks; and so on. 

The aim of the study is correctly formulated: to develop and validate a strategic concept for 
the dynamic adaptation of the business model in the banking sector, which aims to increase both 
customer satisfaction and revenue growth. This formulation is sufficiently clear and specific. It is 
appropriate given the author’s conception of the study as a whole. 

In this section, the PhD candidate has also formulated four research hypotheses, which are 
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subordinate to the stated objective and are capable of guiding the entire study. 
In conclusion, it may be noted that after reading the introduction, it becomes clear what will 

be investigated; why this is meaningful; what the objective is and in what directions the research 
will proceed; and what the expected results are, both in theoretical and applied scientific terms, 
which will be realised. 

The scientific literature used includes over 130 sources – books and monographs; articles in 
scientific journals and papers from scientific conferences; reports and statements from national and 
supranational institutions. The literature sources are in English and German. The number of cited 
sources meets the requirements for such a scientific work. The bibliography is relevant to the object 
and subject of the research and reflects current achievements in the range of issues under 
consideration. The analysed academic sources demonstrate the doctoral candidate’s excellent 
knowledge of the subject matter of the thesis. 

 
3. Assessment of the scientific and applied scientific results obtained 

 
The structure of the presented work reflects the logical completeness of the research and 

expresses the existing links and interdependencies between the elements of the exposition – both 
between the individual chapters and between the points within them. The logical arrangement of the 
chapters enables the author to pose the precise questions regarding the research problem and to 
draw accurate conclusions concerning citizens’ consumption. The doctoral candidate’s style and 
language are distinguished by their scientific rigour, whilst remaining comprehensible and clear. 

The first main chapter of the thesis is entitled ‘Analysis of Previous Research’ (Theoretical 
Background). This section provides an overview of previous studies on the subject of the thesis. It 
is noteworthy that the author has focused the discussion on those concepts whose clarification is of 
real significance for achieving the research objective. The main scientific and applied scientific 
findings in this section of the thesis are as follows: Firstly, a distinction is presented between 
banking institutions, namely traditional banks, neobanks and near-banks, outlining the specific 
features of their business models, as well as their advantages and disadvantages in the context of the 
contemporary dynamic environment. Secondly, considerable attention is paid to the concept of the 
nature and characteristics of business models. The focus is on innovation and changes within them. 
Thirdly, the Resource-Based Theory is presented, which emphasises the value of possessing rare, 
valuable, hard-to-replicate and irreplaceable resources, as well as Dynamic Capabilities Theory, 
which examines an organisation’s ability to renew and adapt these resources in a changing 
environment. Fourthly, this section assesses the ability of banks to utilise the customer data at their 
disposal; to develop predictive analytics models; to build digital ecosystems based on the shared use 
of customer data; to take advantage of the opportunities offered by artificial intelligence. 

The author’s approach of concluding each section in this chapter with findings and 
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summaries deserves praise; in these, we also see the author’s stance on the work of other authors, 
which lends the analysis a critical perspective. 

The second main chapter is devoted to the research methodology. The scientific outcome in 
this section is the justification for the use of qualitative research to collect empirical data. Thirty 
semi-structured interviews were conducted with managers and specialists representing the three 
target groups of the study: traditional banks, neobanks and bank-like institutions. The participants 
are high-level experts from each sector; they hold senior positions in well-known organisations, 
which enables them to share how their companies implement strategies for dynamically adapting 
their business models with the aim of increasing customer satisfaction and revenue growth. 

The third main chapter analyses the results of the content analysis. The applied research 
outcome in this section is the profile developed for each of the three types of banking institutions 
across five dimensions (business model innovation, customer satisfaction, revenue, strategy and 
culture, and transformation). The results show that traditional banks have the lowest scores across 
all dimensions. Neobanks and bank-like institutions have similar scores in terms of transformation, 
business model innovation and customer satisfaction. Bank-like institutions have the highest scores 
across all five categories compared to other types of banks. Neobanks achieve the second-highest 
scores. Overall, traditional banks do not demonstrate any real strengths. The results indicate that 
traditional banks are ‘stuck in the middle’ and are on the defensive, whilst neobanks and bank-like 
institutions achieve above-average results in all categories. 

Everything noted above regarding the scientific and applied scientific results achieved gives 
me grounds to conclude that the set tasks have been fulfilled, and with this, the aim of the thesis has 
been achieved. 

 
4. Assessment of scientific and applied scientific contributions 

 
The thesis contains a number of significant contributions, which can be systematised as 

follows: 
A. Scientific contributions 

1. A concept for the dynamic adaptation of the business model of modern banking 
institutions is argued, outlining the potential for such adaptation depending on the 
adopted typology of banks. 

2. An integrated perspective on the transformation of modern banks has been 
developed, encompassing business model innovation, customer satisfaction, digital 
transformation, and strategic and cultural factors. 

B. Scientific and applied contributions 
3. A comprehensive methodological framework, including research tools, has been 

developed to study complex transformation processes in the banking sector. 
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4. Conclusions and recommendations have been substantiated for the practical 
application of concepts for bank transformation, which assist the managers of these 
institutions in addressing implementation challenges. 

 
5. Evaluation of the publications related to the thesis 

 
The PhD candidate has produced four publications. These are on the subject of the thesis 

and present parts of the research to the academic community. In terms of their type and scope, the 
publications meet the minimum national requirements for the award of a PhD. 
 

6. Assessment of the abstract 
 
The abstract is 63 pages long. It is presented in Bulgarian and English. The abstract contains 

all the necessary elements. It accurately, fully and adequately reflects the content of the thesis. 
 
7. Critical comments, recommendations and questions 

 
I have no critical comments or questions. I have one recommendation: that the PhD 

candidate should publish the results of their research and thus make them available to the public. 
 

8. Conclusion 
 
The submitted thesis is an independently conducted piece of scientific research with clearly 

defined results and scientific and applied contributions, meeting the requirements for such a 
scientific work. This gives me grounds to recommend to the academic jury that Alvin Batija be 
awarded the academic and scientific degree of ‘Doctor’ in the professional field 3.8. 
Economics. I myself will vote a resounding ‘Yes’. 
 
 
 
04.04.2026      
Sofia     Prof. Krasimir Marinov, PhD 

 
 


