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REVIEW 
 
Prepared by Assoc. Prof. Atanas Luizov, Faculty of Business Studies, Burgas Free 

University, 
regarding a doctoral dissertation entitled: “Implementation of a strategic concept for 

dynamic business model adjustment in the banking sector to ensure customer 
satisfaction and revenue growth” in scientific field 3.8. Economics 

Doctoral candidate: Alwin Bathija, Faculty of Business Studies, Burgas Free University 
Supervisor: Prof. Dr Lina Anastasova 

Basis of the review: This review has been prepared on the basis of Order No. UMO-

158/05.03.2026 of the Rector of Burgas Free University, concerning the initiation of a procedure 
for the defence of a doctoral dissertation and the determination of the composition of the 

Scientific Jury for PhD candidate Alwin Bathija, as well as in accordance with a decision of the 
Scientific Jury regarding the appointment of reviewers. 

 
1. Background of the PhD Candidate 
Alwin Bathija was born on 25 August 1989 in Stuttgart, Germany. He obtained a 

Bachelor’s degree in Business Administration from Baden-Württemberg Cooperative State 
University, Germany, in the period 2009–2012, specialising in general business administration 

and banking. He subsequently completed a Master’s degree in Finance and Accounting at FOM 
University of Applied Sciences, Germany, between 2013 and 2016. Since 2020, he has been a 

PhD candidate at Burgas Free University in the doctoral programme Economics and 

Management (Industry), with research focusing on customer centricity and the strategic 
adaptation of business models in the financial sector. 

His professional career began in 2009 at Deutsche Bank AG, Germany, where he had 
completed a dual study program by 2012. Between 2012 and 2014, he worked as a consultant 

and later as a senior consultant at PricewaterhouseCoopers AG, Germany, contributing to 
strategic and regulatory projects within the banking sector. From 2015 to 2019, he held a series 

of managerial positions at HSBC Transaction Services GmbH, Germany, including Associate 
Director (2015–2017) and Director (2017–2019), with responsibilities covering KYC process 

management, the implementation of global standards, and client relationship management. 
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From 2019 to 2022, he continued his professional development at HSBC plc, United 

Kingdom, where he served as Global Head of Client Management – Corporates (2019–2021) 
and Executive Director – Global Digital Product Owner (2021–2022). In these roles, he was 

responsible for the implementation of digital solutions, the management of customer experience, 
and the development of global operating models. Between 2022 and 2024, he was partner and 

Head of consulting for Europe at Genpact, Germany. Since 2024, he has held the position of 
Senior Partner and Global Head of Advisory for Financial Services at Genpact, USA, with 

responsibilities for strategic management, global P&L, and the delivery of large-scale 
transformation programmes. 

Alongside his professional career, Alwin Bathija is actively engaged in academic work as 
a lecturer in banking management and finance at FOM University of Applied Sciences, as well 

as an author of academic publications and a participant in international conferences. 

In summary, Alwin Bathija demonstrates substantial professional and academic 
experience, combining a strong theoretical foundation with extensive managerial practice in an 

international context. This underpins the high practical relevance and applicability of his doctoral 
research. 

 
2. General Characteristics of the PhD Thesis 
The dissertation submitted by the PhD candidate addresses a topical and significant 

scientific and applied issue, namely the dynamic adaptation of business models in the banking 
sector in the context of digital transformation. The research topic - “Implementation of a strategic 

concept for a dynamic business-model adjustment in the banking sector to ensure customer 

satisfaction and revenue growth” - reflects the contemporary challenges faced by financial 
institutions, driven by rapid technological developments, rising customer expectations, and 

increasing competition from fintech companies and neobanks. 
The dissertation comprises 230 pages in total and is structured in accordance with 

established academic standards. The main body of the text extends to 177 pages, 
demonstrating a thorough and in-depth examination of the research problem. The reference list 

spans 15 pages and includes 140 sources, indicating a solid theoretical foundation and a strong 
engagement with the relevant academic literature. The dissertation also includes a 30-page 

appendix, which usefully complements the main analysis by providing additional material related 
to the empirical study. 
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The dissertation sets out a clearly defined primary objective, namely, to examine how 

dynamic adaptations of business models can be strategically applied within the banking sector 
to enhance customer satisfaction and achieve sustainable revenue growth. To achieve this, four 

research tasks are outlined, which include analysing what drives changes, comparing different 
kinds of banks (like traditional banks, neobanks, and near-banks), and assessing how customer 

satisfaction acts as a link between changes in business models and financial success. 
The study's object consists of experts and decision-makers from diverse banking 

institutions undergoing business model transformation, while the subject pertains to the strategic 
and operational execution of dynamic business model adaptations and their effects on customer 

satisfaction and revenue growth. The author's main point is that changing parts of a business 
model in a timely and strategic way leads to happier customers, which in turn creates the 

conditions for long-term revenue growth. 

The research methodology is based on a mixed approach, combining theoretical 
analysis with empirical investigation through qualitative methods, thereby ensuring a high level 

of validity and reliability of the findings. 
The dissertation is logically structured and coherently developed across five main 

chapters. The first chapter introduces the research problem, justifies the relevance of the topic, 
reviews the existing literature, defines the object, subject, and purpose of the study, identifies 

the research gap, and formulates the research questions and hypotheses that frame the 
analysis. 

The second chapter establishes the theoretical foundation through a systematic 
examination of digitalisation in the banking sector and key concepts, such as business model 

innovation, dynamic capabilities, customer satisfaction, digital ecosystems, and artificial 

intelligence, linking these perspectives to the formulated hypotheses. 
The third chapter outlines the research methodology, justifies the choice of a qualitative 

approach, and describes the processes of data collection and analysis, including expert 
interviews and qualitative content analysis following Mayring’s approach, as well as the 

reliability and applicability of the research design. 
The fourth chapter presents the results of the empirical study, offering their critical 

interpretation and a comparative analysis across different banking types. The study draws 
conclusions based on these findings, tests hypotheses, and proposes practical 

recommendations for the strategic, dynamic transformation of business models. 
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In the final chapter, the PhD candidate summarises the most important theoretical and 

empirical findings, talks about how the study adds to science and practice, admits its flaws, and 
suggests areas for future research. 

In short, the dissertation is a thorough and well-organised study that successfully mixes 
theory with real-world evidence and offers a valuable strategic plan for managing business 

models in the banking sector. 

 
3. Evaluation of the Scientific and Scientific-Applied Contributions 

The dissertation presents a set of clearly defined theoretical, methodological and applied 
contributions that are fully aligned with the stated research objectives and tasks and 

substantiated both conceptually and empirically. 

Among the theoretical contributions, particular attention should be given to 
conceptualising dynamic business model adaptation in the banking sector as a continuous, 

capability-driven strategic process, rather than a one-off transformation initiative. This 
perspective extends existing theoretical approaches and reflects the realities of an increasingly 

dynamic and complex business environment. 
A further important contribution lies in linking the theory of dynamic capabilities with 

specific elements of business models in the banking context. In doing so, the study broadens 
the applicability of this theoretical framework to highly regulated and technologically complex 

environments such as the banking industry. 
Another notable theoretical contribution is the development of a holistic and 

multidimensional framework for analysing banking transformation, including business model 

innovation, customer satisfaction, digital transformation, and the strategic and cultural factors 
that shape the adaptation process. 

From a methodological and practical standpoint, the comparative analysis of various 
banking archetypes – traditional banks, neobanks, and near-banks —makes a significant 

contribution, facilitating the identification of both shared patterns and unique characteristics in 
transformation processes. 

In addition, the proposed archetype-based analytical framework offers a structured basis 
for systematically assessing the competitive strengths and limitations of different types of 

banking institutions. 



 5 

A further methodological contribution is demonstrated through the application of 

qualitative content analysis following Mayring, combined with principles of grounded theory, 
illustrating a transparent and replicable approach to examining complex transformation 

processes. 
From a practical standpoint, the dissertation makes a significant contribution by 

providing empirically grounded guidelines for the operationalisation of business model 
transformations, thereby supporting managerial decision-making and offering concrete 

directions for implementing strategic change within banking practice. 
In conclusion, the contributions put forward by the PhD candidate are well-founded, 

clearly articulated, and consistent with the research results. They contribute both to the 
advancement of academic knowledge in the field and to the enhancement of managerial 

practice in the banking sector and can therefore be positively evaluated. 

 
4. Evaluation of the Abstract and Publications Related to the Dissertation 
The abstract has been prepared in accordance with established academic standards 

and presents, in a concise and coherent manner, the main features of the dissertation. It clearly 
and accurately outlines the research objective, tasks, object, and subject of the study, as well as 

the methodology employed, the key findings, and the identified scientific and applied 
contributions. The abstract's content is consistent with the dissertation and provides a reliable 

overview of its structure, logic, and scientific significance. 
The PhD candidate's publications closely align with the dissertation's subject and reflect 

its core research themes. They show a steady and focused path of research, as well as a 

successful way of sharing and confirming the results with other researchers. 
In conclusion, the abstract and the submitted publications meet the requirements for the 

award of the PhD degree and may be positively evaluated. 

 
5. Critical Remarks, Questions, and Recommendations 

I have no substantial critical remarks or questions to raise regarding the PhD candidate. 

It is recommended that Alwin Bathija continues to advance and deepen his research 

in the fields of business model transformation in the banking sector, digitalisation and 

customer centricity. Further dissemination of the research outcomes through publications 
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in international peer-reviewed journals, especially those indexed in Scopus and Web of 

Science, would be highly beneficial. 

 
6. Conclusion 

The dissertation submitted by PhD candidate Alwin Bathija meets the requirements of 
the Law on the Development of the Academic Staff in the Republic of Bulgaria and its 

Implementing Regulations, as well as the Regulations for the Development of the Academic 
Staff at Burgas Free University. The candidate demonstrates a clear ability to formulate and 

investigate relevant research problems, design and conduct empirical research, analyse data, 
and draw well-founded conclusions and recommendations. 

As a member of the Scientific Jury, I give a strongly positive evaluation of the submitted 

dissertation and fully support the award of the degree of Doctor in the professional field of 3.8 
Economics to Alwin Bathija. 

 
 

9.04.2026 
Burgas         /Assoc. Prof. Atanas Luizov/ 


