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Notes on completing the report:
1. For the evaluation of each criterion, use the following scale: A - fulfilled very well, significantly exceeds the requirements; B – fulfilled with quality; C – fulfilled without reservations; D – fulfilled with minor deficiencies; E - fulfilled but with significant deficiencies; F - not fulfilled.
2. If any criterion is graded F, the thesis must be evaluated as unsatisfactory overall, not meeting the criteria for the MT defence, and such a thesis cannot be recommended for the defence.
3. MT Reviewer must comment verbally on each evaluation criterion!

Assessment criteria: 	Assessment
	1. Thesis Objectives and Methods
	E
	The commentary focuses on: clarity of the formulation of the thesis objectives and the methods used in the thesis elaboration; evaluation of the objectives of the thesis following the thesis theme; the methods and procedures chosen to fulfil the thesis objectives. 

The objectives in the assignment differ to some extent from those formulated by the author in the text of the thesis - it is not explained why. But marketing communications is not Customer Relationship Management, even though these areas can be very closely intertwined. This is not what the thesis implies. However, there is a mismatch of objectives in the text of the introduction and in the separate chapter "Objectives and methodology". Moreover, one of the objectives (sub-objective 1) stated in this section has not even been met and the other only to a very limited extent. Chosen method and technique is appropriate one, but its application is not satisfactory – more details are below.

	2. Theoretical Background
	E
	The commentary focuses on: the content of the critical literature research; the appropriateness of the chosen domestic and foreign literature sources; the method of citing sources in an adequate manner.

Theoretical part is not a critical literature research – only stacked parts from various sources. Those sources are often rather old while the new ones are missing – both for marketing communication and for CRM. What is very strange and raises considerable concern is the following:

It is not clear what a and b stand for in these two references:  (Hennig-Thurau, Gwinner and Gremler, 2002a) and  (Hennig-Thurau, Gwinner and Gremler, 2002b) – p. 25. Only 1 article is in the Bibliography. On p. 28 is this reference, but in the Bibliography there is different year (Hawkins and Mothersbaugh 2009). These references: Kotler, P., & Armstrong, G. (2014)  - p. 14;  (Wright, 2005)  - p. 15; (Karlicek, 2009)  - p. 15; (Pikrylová, 2019)  - p. 15 – BY THE WAY IT SEEMS THAT THESE 2 AUTHORS ARE CZECH AND THEN IT WOULD BE INTERESTING TO FIND OUT IF THE AUTHOR OF THE THESIS IS ABLE TO READ AND UNDERSTAND CZECH TEXTS - (Malaga, 2007)  - p. 17; Kisiel, 2010 – p. 17; Techopedia – p. 17, (Aaker, 1991) – p. 17; CapGemini  - p. 19; (Jeffrey Peel, 2003)  - p. 22; (Nicastro, Dom 2021)  - p. 22; (Singh, R. K. (2018) – p. 26; (Service Max) – p. 22; (Business News Daily)  - p. 26; (Salesforce)  - p. 27; r (Gartner. (2021)  - p. 27; (Kasim and Souiden 2007)  - p. 27; Jean-Marc (2003)  - p. 30; (Kotler & Armstrong 2010) – p. 30; Brossard (2001)  - p. 33; Didier (2000)  - p. 33; (Roehm et al. (2002)). – p. 36; (Payne and Ballantyne 1991) – p. 36; (Gummesson, 2008) – p. 37; (Kotler and Keller, 2009) – p. 37; (Zeithaml V. et al. 2006)  - p. 37; Pop (2006)  - p. 37;; (Jerome McCarthy, 1960) – p. 65 are not in the Bibiography. Reference  (Akinyele, et al., 2010) is wrong…there are only 2 author acccording the Bibliography. On the contrary: CHERNEY, A. (2018). Strategic Marketing Management. Berlin/Heidelberg, Germany: Cerebellum Press. ISBN: 978-3732297259; CHRISTOPHER, M., PAYNE, A. F. T., & BALLANTYNE, D. (1991). Relationship marketing: Bringing quality, customer service and marketing together. Butterworth Heinemann/CIM. ISBN-10: 0750607647; CURRY, M. L. (1999). Customer Bonding: A New Strategy for Building Customer Loyalty. Chicago, IL: NTC Business Books. ISBN-10: 0844234477.; DWYER, F.R., Schurr, P.H. and Oh, S. (1987) Developing Buyer-Seller Relationships. Journal of Marketing, 51, http://dx.doi.org/10.2307/1251126; LEHU, J.M., (2003), Fidélisation Client, Editions d’Organisations; L'ETANG, J. (1994). Public relations and corporate social responsibility: Some issues arising. Journal of Business Ethics; MANCEAU, D., KELLER, K. L., & KOTLER, P. (2006). Marketing management. Pearson Education. ISBN: 978-0130336299; MOHD KASSIM, N., & SOUIDEN, N. (2007). Customer retention measurement in the UAE banking sector. Journal of Financial Services Marketing, 11. https://doi.org/10.1057/palgrave.fsm.4760040; MÜLLER, J., & SRIĆA, V. (2005). Customer relationship management. Delfin are not referred to in the text only introduced in Bibliography.

Citing is extremely messy – sometimes with year and if direct citation, with page, sometimes not, sometimes full name, sometimes not, sometimes only one author from all authors.

Many parts of the text are not relevant as they are not applied in following work.


	3. Practical Application – Analysis
	D
	The commentary focuses on: the use of knowledge from theory, its appropriateness of application; sufficient description of the process of application of the methods of work; overall assessment of the current state; sufficient substantiation of the conclusions of the analyses; the difficulty of data collection and processing.

Analytical part contains a description of the situation at the bank market in Morocco – the authors named this part as the PESTEL analysis, however this analysis should serve for the threats and opportunities and there are no such outcomes as it is not future oriented text. The same could be stated about Porter´s 5 competitive forces analysis – introduced after SWOT matrix, which is not correct. How the inputs for the SWOT – especially for the weaknesses and strengths were obtained is not clear. Benchmarking is subjective. Also results of the survey are presented. However, clear and proper methodology for survey is missing – how was the questionnaire created, why those questions were part of it etc. Questions are not well formulated, questionnaire is very simple and answers bring almost no needed knowledge – maybe 2 or 3 answers are relevant. I understand that collection of answers was very difficult, but the number of responses is really very low and results then do not say much. Especially for the questionnaire there is a lack of interlinkages with the theoretical part. 




	4. Practical Application – Project/ Research
	E
	The commentary focuses on: the connection of the solving part of the thesis to the theory and to the analyses results; supporting the proposals with appropriate arguments; meeting the objectives set. For research-oriented MTs, the focus should be on discussion of the results and their evaluation. 

Project lacks may elements typical for project. There is not enough consistency in the text between what the author states in the so-called action plans (these are not plans, only ideas) and the activities developed in Chapter 7. It is not clear how the author worked with the costs and risks – how the cost and based in what they were calculated and how the risks were evaluated (and chosen). Time analysis is not a real analysis (but also costs and risks have not been properly analysed). So, this part is very vague and not enough grounded and well argued and does not help the bank with the implementation. There is only very small connection with theory.


	5. Formal Layout
	E
	The commentary focuses on: logical coherence of the text of the thesis; use of correct terminology; use of the prescribed standard of citation of sources; appropriate linguistic and graphic level.

The text is rather messy, however some parts show logical coherence. Standard of citation is not followed at all. There are many mistakes in English. Graphic level is low.




	Overall thesis assessment*
	E
	[bookmark: _Hlk98164743]Overall, the thesis meets requirements, although at rather low level. It depends on the quality of defence if the student would be able to defend his work.


* The final grade is not an arithmetic average of the individual criteria for assessing the thesis.

Questions for the defence:
1. How an integrated marketing communication could look like for well working CRM of the bank?
2. How the objective No. 1 could be achieved?
3. How the correct SWOT analysis should be made?
4. What is wrong with your questionnaire?


The thesis fulfils the criteria for the defence of the MT. The thesis is recommended for the defence. 
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