CTAHOBUIIIE

3a NpuaoOnBaHe Ha oOpa3oBaTesIHa M Hay4Ha cTelleH "TOKTop"

ot ripod. a-p Crosn ITpomanos ¢ HayuyHa crienyaHocT "PUHaAHCH, TapUYHO
oOparrenmne, kpeouT 1 3acTpaxosaHe" (Punancu), perncrpupana B HAILM]T
Ha 01.12.2018 r., wien Ha HayuHoTO Xypw, ompenesieHO cbc 3amosBen, No
1168/24.07.2023 r. Ha pekTopa Ha IOrosananen yausepcurer Heodpur Prickn
- braroesrpan nipod. bopucias IOpykos Ha Tema "YOosiieTBOpeHOCT Ha
KJIVIEHTUTe 1 (PVHaHCOBY MOJI3V OT YCJIYTUTE Ha eJIeKTPOHHOTO ITPaBUTEJICTBO
B I'ppryast .

Hadun-Mapusa Hepanzaku e HOKTOpaHT B [OKTOpCKaTa IIporpama KbM
KaTegpa '®dwmHaHcm wn ordetrHOCT', KbM CromaHckmsa ddakysreT Ha
IOrosanagams yumusepcuter "Heodwr Pwickm'. Hayuen pbKoBoauTesl Ha
JOKTOpaHTa e o1l 1-p Einena Crasposa.

YBakaeMn WieHOBe Ha Hay4YHOTO XYy Py,

Temara Ha gucepramnusaTa Ha gokTopaHTa HJadun-Mapusa Hepanzaku e
"YoseTBopeHOCT Ha KIMEHTWUTe ¥ (PUHAHCOBM IIOJI3M OT YCIyIUTe Ha
eJIEKTPOHHOTO IIpaBuUTesicTBO B I'ppumsa". Hacrogiero craHoBuine e
paspaboTeHO B CBOTBETCTBME C WM3MCKBaHMSATA Ha 3aKOHa 3a pas3BUTHe Ha
akajeMnuHus cbcTaB B bbiarapms, [IpaBwiHmka 3a HeroBoTo IpwlaraHe U
BeTpentHuTe mpaswia 3a pasBuUTHMe Ha akajgeMUUIHMs cbcTaB B IOrosamamgHms
yHuBepcuteT "Heodurt Prickm".

1. Obu1a mHOpMalA 3a TOKTOpPaHTa

Haduan-Mapusa Hepanzaku yum B JOKTOpcKaTa Iporpama B peoBHa
HOKTOpaHTypa B Karenpa "®uHaHcu 1 ordeTHOCT" B CTOHaHCKMS paKyJITeT
Ha IOrosanagunsa ynusepcurter Heodur Pviickm - biaroesrpap,

2. OO0 mpencTaBsiHe Ha AMCEePTALVIOHHUS TPV,

Tesara nHa Tema "YoBIeTBOPEHOCT Ha KIMEHTUTe U (PVHAHCOBW MOJI3U
OT YCIyIUTe Ha eJIeKTPOHHOTO MpaBUTEICTBO B I'bprua" mMa akTyasHO



3HaYeHye MO HAKOJIKO NPWYMHN. YCIyrUTe Ha eJIeKTPOHHOTO ITPaBUTEJICTBO
UTpasiT pelllaBallia poJjis 3a MOJEepHM3VpaHe Ha ITyOiIMUHaTa afMUHUCTPALS
1 TTogoOpsiBaHe Ha B3aMIMOMEVICTBIETO MeXy IpaKIaHWUTe U IIPaBUTEIICTBOTO.
PasbupaHeTo Ha y[OBJIETBOPEHOCTTAa Ha KIIMEHTUTe OT Te3M YCJIYIM € OT
CBIIIECTBEHO 3HadeHMe, 3a Jla ce rapaHTupa, 4e HyXIuTe Ha rpaXIaHWUTe ce
yOoBJIeTBOpsiBaT ePeKTMBHO 1 e(prKaCHO.

Yoinyrure Ha eIeKTpOHHOTO IIPaBUTEICTBO MMAaT IIOTeHIMalIa Jia
pauMoHaIM3Mpar  agMMHUCTpATUBHUTE  IIpoLlecM M Ja  HaMaJIaT
Oropokpanmara. OneHkaTa Ha UMHAHCOBUTE IIOJI3M, IIPOM3TUYAIIN OT Te3U
yCoJIyIM, AeMOHCTpHUpa TdXHaTa pasxogHa edeKTMBHOCT ¥ IOTeHLMal 3a
criecTdBaHe Ha HyOimaHM pecypcu. TBI KaTo oOlecTBaTa ce ABVDKAT KbM
undpoBa TpaHcdopMallys, W3ydaBaHeTO Ha YHAOBIETBOPEHOCTTa Ha
KJIVIEHTUTe ¥ (PUHaHCOBOTO BB3EVICTBME Ha YCOIyTUTe Ha eJIeKTPOHHOTO
IIPaBUTEJICTBO [laBa IIpe[iCTaBa 3a YycIlexa WM aJalTUBHOCTTa Ha Te3u
VIHULIMATVIBY B KOHTeKcTa Ha ['bp1ivis.

IIpospeHusaTa 3a yIOBJIETBOPEHOCTTa Ha KIMEHTUTe U (PUHAHCOBUTE
II0JI3M MoOraT [la HacodaT IIOJIUTUIIUTe TPV YCBBBPIIEHCTBAHETO Ha
CBIIleCTBYBalllTe MHUIIVATUBY 3a eJIEKTPOHHO yIIpaBJIeHle U IIPOeKTVPaHeTo
Ha HOBM, KOUTO CBOTBETCTBAT Ha IpedllouMTaHMATa W HYXIUTe Ha
rpaxgaHnTe. AHaJIM3BT Ha HMBaTa Ha yAOBJIETBOPEHOCT M (PUHAHCOBUTE
pe3yJsITaTyt IIpeocTaBs JaHHY, KOMTO Morar fa MHOpMupar 3a B3eMaHeTO Ha
peleHNs, OCHOBaHM Ha JOKa3aTeJICTBa, KOeTO II03BOJIsIBa Ha IIpaBUTeJICTBaTa
Jla pasIpeiesIaT pecypcuTe o-eeKTUBHO.

He mna mnocmemHo MACTO, OONUTBT C YCOIyIUTe Ha €JIeKTPOHHOTO
yIpaBleHVe MoOXe Ja IIogoOpu BB3OPUSATMETO Ha TIpaXOaHWUTe 3a
edeKTMBHOCTTa Ha YyHOpaBjIeHMeTO ¥ Ja [OoIpuHece 3a IO-IIOJIOXWUTesIeH
oOmlectseH oOpa3 Ha yIpasjieHMeTo. Tasu Tema MoXe [a AOIIpuHece 3a
aKaIeMMYHOTO W W3CJIeOBaTeICKO pasOmpaHe Ha Bpb3KaTa MEXIy
€JIeKTPOHHOTO IIPaBUTEJICTBO, YAOBJIETBOPEHOCTTa Ha TIpaXJaHUTe U
duHaHCOBUTEe pe3yiTaTi, KOeTO IIOTeHIMaHO BiIMse BbpXy ObaerinTe
IIPOYYBaHW V1 OJIUTVIKIAL.

Hucepranmara ce cbcron OT 149 cTpaHunyu, CTpyKTypupaHa € B 6
I71aBY, Cpell KOUTO BbBelleHNe 1 3aKIoueHne, oubmorpadms u 10 crpanmuim
npwioxeHus. B aucepramnmsara ca msnossBaHu oOmio 47 tabmmm  un 29
rpadmKy, KOWUTO CJIyXaT 3a BU3yaJIHO IIpe[icCTaBsiHe Ha [OaHHUTE U
pe3yiTaTUTe OT W3C/IeflBaHMsATa. bubimorpadmsra sBxmoysa obmo 336
VM3TOYHMKA, VHTEPIIpeTUpaHN 3a 1leJInTe Ha M3cjle[IBaHeTO U B HOAKpella Ha
TBbpHEHMUSATa M aHaJIM3UTe Ha Te3ara. [lo Temara Ha Aucepramudra ca



HarpaBeHM o0110 19 myOnmkammm  (Bcuukn Iy OIMKammm ca B CbaBTOPCTBO),
KOEeTO I0Ka3Ba IOIyJIIPU3MpaHeTo Ha VIenTe Ha OVCePTAllVIOHHMS TPYT cpef
Hay4HaTa OOIITHOCT.

HoxropantsT [Jadpuamn-Mapusa Hepanzaku 3asBsiBa, ue OCHOBHaTa 1ieJl e
7la ce IIpeloCTaBy HOB KOHIIeNITyaJIeH MOJlel 3a M3MepBaHe Ha epeKTMBHOCTTA
Ha UM@poBUTe yCIYyIM OT I[JlefHa TOYKa Ha pasIMYHU 3aHTepecOBaHU
crpann. CbIIIo TakKa, 1a ce aHaJIM3MpaT (PVHAHCOBUTE II0JI3M OT eJIEKTPOHHOTO
ylpasjleHne B ['bpIus, C akileHT BBbPXy CIIeCTIBaHETO Ha Pa3xoay,
yBeJIMUeHUTe TIPUXOOM ¥ MopoOpeHUTe (PUMHAHCOBM pe3yiaTaT Ha
IIpaBUTEJICTBEHNTe areHIIUN 1 [1a ce IIpoyYaT eJleMeHTUTe, KOUTO JOIPUHACAT
3a W3IIbJIHEHMEeTO/IIpoBajla Ha IIPOEKTUTe 3a €eJIeKTPOHHO VIIpaBJIeHUe B
I'vpoys.

OcHoBHaTa 1IeJI e Ja ce IIpeoCTaBM HOB KOHIIeNTyaJleH Mopesl 3a
V3MepBaHe Ha edeKTMBHOCTTa Ha LU@POBUTe YCIIyIM OT IJIeJJHa TOYKa Ha
pasIMYHYL 3aMHTepecoBaHVI CTpaHW. [lucepraumsATa CU IHOCTaBA CIIOHUTE
3a/1a4y, OTTOBapsIVIKV Ha CJIeJIHUTe BBIIPOCH:

1. Kom ca ocHOBHuTe omnpenendiy d¢aKTopy, KOWUTO OKas3BaT
3HAUNTEIIHO BIIVSIHIE BbPXy e(eKTMBHOCTTa Ha eJIeKTPOHHOTO yIIpaBjleHle B
I'bprivisa?

2. KakBo e HMBOTO Ha Y OBJIETBOPEHOCT Ha IIOTPeOUTeNINTe OT yCITyTUTe
Ha eJIeKTPOHHOTO yIIpaBjleHue?

3. Kak pasxomure, mossure, pUCKBT M BB3MOXHOCTTA BIIVSAAT BBPXY
yIOBJIETBOPEHOCTTA Ha OTpebnTermTe?

4. KakBM IOJIMTMKM Ca CWIHO HpeHopbUYMTEeIHM 3a Hachbp4yaBaHe Ha
edeKTMBHOCTTa Ha eJIeKTPOHHOTO yIIpaBjleHVe B I'bp1iyis?

B cpoTBeTcTBME C M3CiIenoBaTesICKMTe BBIIPOCH, B HacTOAIaTa Te3a ca
3aJI0KEHW CJIe[ITHUTe I1eJIN:

1. Ja mpoyumu 1 pa3bepe Bpb3KaTa MeXy eJIeKTPOHHOTO yIIpaBjleHVe U
dakxTopuTe pasxomu, MoJIsu, PUCK 1 Bb3MOXHOCTMN.

2. Jla olleHN cTelleHTa Ha yHOBJIETBOPEHOCT Ha IIOTpeOuTesnTe OT
yCIIyTUTe Ha eJIeKTPOHHOTO yIIpaBjleHue B Isu1a ['bprivi.

3. [la olleHM KaK pa3sxoauTe, IIOJI3UTe, PUCKBT U Bb3MOXHOCTUTE BIIVISIAT
BBPXY YIOBJIETBOPEHOCTTa Ha IIOTpeduTesnTe.

4. Jla mpemIoXy IpelopbKM Ha IOJIUTULINTe 3a IIogoOpsiBaHe Ha
eJIeKTPOHHOTO yIIpaBjleHue B ['bp1ins.

V3ciieroBaTesickTe XWUIIOTe3M, KOWUTO HOKTOPaHTBHT opMmyamupa B
AVicepTaLyATa, [J1acAT:

H1. Pasxomure ca oTpuiiaTeIHO CBBP3aHM C YIOBJIETBOPEHOCTTa Ha
rpaXxgaHuTe.



H2: Tlomsure ca MOJIOKUTENIHO CBBP3aHM C YyJOBJIETBOPEHOCTTa Ha
rpaxxgaHuTe.

H3. Puckbr e HeratTMBHO CBBp3aH C YyAOBJICTBOPEHOCTTa Ha
roTpeburenmnre.

H4. Bb3MoxHOCTHUTE ca HeraTMBHO CBbp3aHa C YIOBJIIETBOPEHOCTTa Ha
roTpeduTenmnTe.

V[SCHGHBaHeTO M3I10JI3Ba MIKOHOMETPMYHO MOIEJIMpaHe KaTO OCHOBEH
aHaJINTM4YEeH MeTOo/, 3a ITIOCTUTaHe Ha M3cj1eg0oBaTeJICKUTe IeJIv.
MeTO}IOJ'IOI"T/IFITa BKJIIOYBa dJIegHMTe CTBIIKM 1 TEXHUKI:

1. Koncrpykuya Ha Mopesa. VI3cimemoBaTesrAT ycTaHOBsIBA MOl  Ha
yIOBJIETBOPEHOCT Ha MOTpeduTesMTe C YeTUPU 3aBUCUMM ITPOMEHJIVBUL
pas3xomnm, TOJI3Y, PUCK M BB3MOXKHOCTH. BesKa KOHCTPYKIMS (pasxomy, TIOJI3H,
PUCK, BB3MOXHOCTM) Ce OlleHsBa C IIOMOINTa Ha IIeTCTelleHHa CKala Ha
JIukepT, KblI€TO YUaCTHUIINTE OLIEHSIBAT HMBOTO CM Ha ChIJIacye I10 cKajia oT 1
(cvytHO HechIIacue) 10 5 (CVIJTHO ChIVIACHM).

2. Mopenmupane Ha cTpyKTypHu ypasHeHus (SEM). Mopenmpanero Ha
CTpyKTypHM ypaBHeHus (SEM) ce m3mossBa 3a aHa/IM3 Ha BPB3KUTE MEXIY
JIaTeHTHMTe IIPOMeHJIVBI Ha MoJleJla Ha YIOBJIeTBOPEeHOCT Ha II0TpeOuTesmTe.
SEM ce ocHoBaBa Ha Moperna Ha OcMaH 3a eJIeKTPOHHO yIIpaBiieHVe, KOVITO
CJIY>KV KaTO OCHOBa 3a M3rpakiaHe M IIpoBexxgaHe Ha SEM.

3. ITotBbprxaasary dakropeH aHams (CFA). AHaM3bT Ha IOTBBPAUTETHNS
dakrop (CFA) ce wmsmonsBa 3a wu3clegBaHe Ha I10CIeIOBAaTeIHOCTTA U
TOYHOCTTa Ha HalmormaBaHUTe mpomeryBn. CFA ce mpwtara m 3a TecTBaHe
Ha BaJIMJHOCTTa Ha KOHCTPYKLMSTa, IIpoBepKa Ha TeCTOBUTe eJIeMeHTU U
IIOBMIIIaBaHe Ha oboOr1aBarmara CIIOCOOHOCT Ha pesyJITaTuTe.
KonBeprenTHata BaJIMIHOCT M AMCKPVMMMHAHTHATA BaJIMIHOCT Ce OIleHsSBaT
cTpuKTHO ¢ noMorrra Ha CFA.

4. OmeHka Ha WMHOEKCHUTe 3a HamacBaHe. HIKOJIKO MHIeKca 3a TOIHOCT ce
M3II0JI3BAT 3a OIleHKa Ha JoOpOoTO mpwIsiraHe Ha Mofesa. VI3umcisgsar ce u ce
aHaTVM3VpaT (PYHKIMATA 3a MMHMMAIHO HEChOTBETCTBUE IIO CTelleHV Ha
cBobosta (CMIN/DF), nnnekc Ha nakpemeHTasiHo HanacBaHe (IFI) votm Delta2,
uHAeKC Ha Toekbp-Jlfouc, mHOekc Ha cpaBHuTenHa mpurogHocT (CFl) wm
VHIeKC Ha CpaBHUTeJIHa rogHocT Ha Bentlernikolleta 1 cpenna xBagparnyuHa
rperrika Ha mpuomvkennero (RMSEA).

5. Anasmm3 Ha perpecoHHUS Mopesl. Bb3 OcHOBa Ha Hal-IOAXOIAIINTE
pe3yiITaTi OT perpecroHHMs Mofesl OT olleHKaTa Ha mHaekcuTe SEM n fit,



Ipoy4yBaHeTO  UaeHTuUdUIMpa ©  oOCHXHa  HdeTepMMHaHTWUTe  Ha
edeKTHBHOCTTa Ha eJIeKTPOHHOTO yIIpaBJIeHNe.

HuicepranimsAta e pasgesleHa Ha 6 IJIaBM, KaTo BCsAKa DVIaBa oOXBallia
oIlpefieJIeHV aclleKTy Ha M3cile[IBaHeTo. B 3axiIoueHneTo Ha gucepTaliysiTa ca
000011IeH M3BOANTe OT M3ciledBaHeTo. IIpencraBen ca 0000IIeHNs], M3BOO
U IIpeljIoKeHWsl, KOUTO ca IIOAKpeIleHV C apryMeHTH M aKTu M KOWUTO
Oe3criopHO NTOTBBPXKAABAT POPMYIIMPAHUTE XUIIOTE3NL.

3. OHeHKa Ha ITIOJIy4eHWTE HaY49HV V1 HaYYHO-IIPWIOXKHW pe3yJITaTn

OnensBaM ITOCTaBeHWTe B AWCepTalMATa 3afadyl KaTo YCIIeIIHO
3aBbpLIeHy, a dopMyJIMpaHUTe HayYHO-IPWIOXKHNM IIPVMHOCK  KaTo
OPUIMHAJIHYU ¥ IPpo0OIeMHO opmeHTHpaHN. Te3u IpMHOCK ca CBUIETEeICTBO 3a
MOTHMBaLMATa Ha JOKTOPaHTa M 3a HMBOTO Ha IOArOTOBKA M KadyeCcTBOTO Ha
ChbBeTUTe, IPeIOCTaBeHVI OT KaTepaTa M Hay4HNs PbKOBOAUTEL.

HvicepTanmara M3Ios3Ba aBTEHTMYHA MeTOHOJIOTMS C HeoOXoammara
CTeIlleH Ha aHAJIMTUYHOCT, KOSATO € OCHOBA 3a Hay4YHO 0DOCHOBaHM pe3ysITaTi
v npuHOCK. Ta3m MeTomosIorus e HpWIOXKeHa, 3a Jla ce rapaHTVpa Hay4dHaTa
IIPUTOAHOCT VI BJIMAHOCT Ha IOJIy4eHUTe pe3ysratv n npuHocu. Ilo To3m
HaulMH, O0OCHOBaHO ¢ aKTW, MOXe J[Ja ce 3aKIIouM, dYe IleJIuTe Ha
V3cileJBaHeTo ca IIOCTUTHATU B JyicepTalyisTa M ca IIOCTUTHATU OPUIVHAIHN
Hay4YHO-IIPVJIOXKHY IIPVHOCU. BCMUKM M3TOUHMIIN ce M3IIOI3BaHM KOPEeKTHO.
OrnensgBaM paspaboTkara KaTo aBTEHTYHA 1 Oe3 eJleMeHT! Ha 3aMMCTBaHe OT
APYyTV aBTOPWN.

4. OneHka Ha Hay4YHM V1 HayYHO-IIPVIIOXHY IIPVHOCHU

B penensusta nmpmemaMm 3a BaMgHM 0000IeHMTe 2 IIPUHOCHU
eJleMeHTa, II0COYeHM OT aBTOpa B pe3loMeTO U AncepTauyaTa:

e OCHOBHMSAT IIPVHOC Ha M3CJIEIBAHETO € HETOBUST BceoOXBaTeH ITOIXO],
KBbM OlleHKaTa Ha eJIeKTPOHHOTO IIPpaBUTEeJICTBO Ha ['bpIivis, BKIIIOUBAILL]
YHVKaJIHUTe (PUCKaIHV, MKOHOMIYECK! VM COLVaJIHU XapaKTepUCTUKN
Ha I'spumsa. ToBa wm3ciienBaHe BBBEXIIa II0-BCeOOXBaTEH IIOKas3aredl,
1107100€eH Ha eJIeKTPOHHOTO ITPaBUTEJICTBO, U 100aBs MIMPOK CIIEKTHP OT
colyaHu PaKTOpMU.

e ABTOpPBT € KOHCTpPyMpall IIPOMEHJIMBM 3a pPasXoAawuTe, IOJI3UTE,
pUCKOBeTe ¥ BB3MOXHOCTUTe, 3a [Ja IIpe[cTaBy MHO-IIMpoKaTa
yOOBJIETBOPEHOCT Ha  HoTpeburesmre U edeKTMBHOCTTa  Ha



€JIeKTPOHHOTO HpaBUTEJICTBO. ToBa e HOB MOAXOI, TBI KaTo
HpeauIITHUTe IIPpOoyUBaHs ce POKycHupaT IVIaBHO BbPXY MKOHOMWYECKN
dakropn kato pasnarane Ha bBII m HMBO Ha oTKpuTOCT,
rpeHeOpersarKy BaXXHM COLMaIHN (paKTOPL.

Karo 110 Tesu npuHocu nopobpssat pasOupaHeTo 3a edpeKTUMBHOCTTA
Ha  ©IeKTPOHHOTO IIpaBUTEIICTBO B I'vppomsa m paBaT mpeacraBa  Ha
NOJINTUIIATEe 3a TIoHoOpsBaHe Ha edeKTMBHOCTTa Ha cuUcTeMara 3a
€JIeKTPOHHO yIIpaBJIeHNe.

5. O1ieHKa Ha OycepTalVIOHHM Iy OJIMKaLIN

HokropanrsT e aBrop Ha 19 mnyOnukammm 10 TemaTa Ha
AVICePTallMOHHMA TPy, KOWUTO ca [IOKa3aTeJICTBO 3a KadecTBOTO Ha
LIsUIOCTHATa IIPpOAYKLMs Ha aBTOpa M CIIOCOOHOCTTa 3a HOMNYJIApu3MpaHe Ha
UIenTe Ha aBTOpa cpef, HayYHUTe U IpodecroHaIHNTe OOITHOCTIL.

6. OjeHKa Ha pe3oMeTO

ITpwioxeHoTto pe3toMe OT OokTropaHTa [dadHm-Mapusa Hepansaku
YCIIeIITHO IIPeICTaBA B KayeCTBEH W KOJIMYeCTBEH acleKT IIOCTUIHATOTO B
oOeMHaTa [IOucepTallMoHHa paborta. Ype3 Hed aBTOPBT IIOTBBPXKIaBa
CIIOCOOHOCTTA 3a CHMHTe3MpaHe U crcTeMaTu3upaHe, KaTo U3BeXAa aKIeHTU 1
M3BOAM OT Hay4YHO-IIpo0sIeMaTiyeH XapakTep.

7. Kputuku, ipennopbKut 1 BbIIPOCHU

PaboraTta, mpeacraBeHa 3a IIperjief], CbIbpXKa HIKOM CIa0OCTH.
CpappikaHMeTo Ha AyicepTalydTa JIUIICBA, KOeTO 3aTpydHsdBa HaBUTallMdgTa B
TeKcTa. Hakom oT imTmpaHnTe M3TOYHMITM He ca M3MOJI3BaHM B TEKCTA, KOETO
npasu Oubimorpadubara TBbpAe Abira. [pyra sabernexuma cimaboct e
JAIIcaTa Ha CaMOCTOATeNIHM MIyOrnmkamuu. Berpekn ue paboTaTa B eKui e
obmuariHa mpaKTKa, pa3paboTBaHeTO Ha AMcepTalN e TIOAXOIAINO BpeMe 3a
BCEKM yUeH fla IyOIMKyBa OTAeIHM CTaTUM U JOKJIazl, 3a J1a OCBEeTIIN MIeNTe,
v3noi3BaHu B aucepranmaTra. Cpmio Taka, oT 19-te  gumcepranyioHHM
Iy OJIMIKalMY, He BCUYKY 3arlaBys ca IIPAKO CBbp3aHu C AyicepTaliysiTa.

bux vickan ma 3amam crreiHVIS BBIPOC:

1. KakBu 0Osixa KOHKpeTHUTe pe3yITaryi OT IHOTBbPAUTETTHVS (PaKTOpeH
aHamm3/ aHam3 Ha norebpkaasammsa dakrop (CFA)? Kak tosm anamms



JOIIpVHECe 3a BAIVIMPAHETO Ha BalllaTa KOHCTPYKIMS ¥ BB3MOXHOCTTA 3a
00o0b111aBaHe Ha BalllTe Pe3yJITaTi?

2. KakBm mpakTuuecku MOCIeAMIIM WMMaT BalllMTe KOHCTaTalMM 3a
AOCTaBUMIINTE Ha YCIIyIM Ha €JIeKTPOHHOTO ITPaBUTEJICTBO W ITOJIUTULIATE B
I'bpums wm pgpyrage? Vimaviku Ipensuj DPpOAB/DKaBalllOTO pa3BUTHE Ha
eJIeKTPOHHOTO  IIPaBUTEJICTBO ¥  IPOMEHANIOTO ce IIOBeJeHue Ha
NoTpeduTeInTe, KaK CU IIpeICTaBsATe YMEeCTHOCTTA Ha BalllliTe OTKPUTHS IIpe3
cJIemBalIuTe TOaVHM??

8. 3axirrouenue

B 3axmoueHne, oTuMTalKi MHOTO JOOpPOTO II0O3HaBaHe Ha TeopudTa U
IpaKTMKaTa B M3CleAdBaHaTa 00J1acT, KaKTO M OPUTMHAJIHUTE aHaJIUTUYHU
pe3yiTaTi, CbObpXalllM ce B IIpe[cTaBeHaTa [OMcepTalus, W3passgBaM
IIOJIOKUTEIHO 3aK/IIoYeHre M IJlacyBaM B IIOJI3a Ha IIPUCHXKIAaHeTO Ha
oOpasoBaresiHaTa M Hay4Ha CTeleH 'MOKTOp" (DOKTOp) B IIpOodpeCcrOHaIHO
HarpasiieHue 3.8 "Vikonomuka" Ha Hadpunu-Mapusa Hepansakmn.

Cpu1tos PeIIeH3EHT: ...oovevevvieiieeicrcceeeeeienen
30.8.2023 r. /rpod. n-p Crogau IIpomanHos/



OPINION

for the acquisition of an educational and scientific degree "doctor"

by Prof. Stoyan Prodanov, PhD with scientific specialty 05.02.05
"Finance, money circulation, credit and insurance" (Finance), registered
in NACID on 01.12.2018, member of the Scientific Jury, determined by
Order No. Ne1168/24.07.2023 of the Rector of South-West University
Neofit Rilski - Blagoevgrad Prof. Borislav Yurukov on the thesis of PhD
student Dafni-Maria Nerantzaki on the topic "CUSTOMER
SATISFACTION AND  FINANCIAL BENEFITS FROM E-
GOVERNMENT SERVICES IN GREECE".

Dafni-Maria Nerantzaki is PhD student in the Doctoral Program at the
Department of "Finance and Accountability", at the Faculty of Economics
of the South-West University Neofit Rilski. The scientific supervisors of
the PhD student is Assoc. Prof. Elena Stavrova, PhD.

Dear members of the scientific jury,

The topic of PhD student Dafni-Maria Nerantzaki's dissertation is
"Customer satisfaction and financial benefits from E-Government services in
Greece". This review was developed in accordance with the requirements of
the Law on the Development of the Academic Staff in Bulgaria, the Rules for
its Application and the Internal Rules for the Development of the Academic
Staff at the South-West University Neofit Rilski.

1. General information about the doctoral student

Dafni-Maria Nerantzaki studied in the doctoral program in full-time doctoral
studies at the Department of Finance and Accountability at the Faculty of
Economics of South-West University Neofit Rilski - Blagoevgrad.

2. General presentation of the dissertation work

The thesis on "Customer satisfaction and financial benefits from E-
Government services in Greece" holds significance and relevance for several



reasons. E-government services play a crucial role in modernizing public
administration and improving citizen-government interaction. Understanding
customer satisfaction with these services is essential to ensure that citizens'
needs are met effectively and efficiently. E-government services have the
potential to streamline administrative processes and reduce bureaucracy.
Assessing the financial benefits derived from these services can demonstrate
their cost-effectiveness and potential for saving public resources. As societies
move toward digital transformation, studying the customer satisfaction and
financial impacts of e-government services provides insights into the success
and adaptability of these initiatives in the context of Greece.

Insights into customer satisfaction and financial benefits can guide
policymakers in refining existing e-government initiatives and designing new
ones that align with citizens' preferences and needs. Analysing satisfaction
levels and financial outcomes provides data that can inform evidence-based
decision-making, allowing governments to allocate resources more effectively.

Last but not least, positive experiences with e-government services can
enhance citizens' perception of government effectiveness and contribute to a
more positive public image of governance. This topic can contribute to the
academic and research understanding of the relationship between e-
government, citizen satisfaction, and financial outcomes, potentially
influencing future studies and policies.

The dissertation consists of 149 pages, including 6 chapters, among them
introduction and conclusion, bibliography, and 10 pages of appendices. A total
of 47 tables and 29 graphs/figures are used in the dissertation, which serve to
visually present the data and research results. The bibliography includes a
total of 336 sources interpreted for the purposes of the study and to support
the thesis statements and analyses. A total of 19 publications (all publications
are co-authored) were made on the topic of the dissertation, which indicates
the active participation of the author and the popularization of the ideas of the
dissertation among the scientific community.

PhD student Dafni-Maria Nerantzaki states the main objective is to
provide a new conceptual model to gauge the performance of digital services
from various stakeholders' perspectives. Also, to analyse the financial benefits
of eGovernment in Greece, with a focus in cost savings, increased revenue,
and improved financial performance of government agencies and examine the
elements that add to the accomplishment/failure of eGovernment projects in
Greece.



The primary objective is to provide a new conceptual model to gauge
the performance of digital services from various stakeholders' perspectives.
The thesis aims to answer the subsequent questions:

1. What are the primary determinants that significantly affect the
eGovernment performance in Greece?

2. What is the level of users' satisfaction with eGovernment services?

3. How cost, benefits, risk, and opportunity affect users’” satisfaction?

4. What policies are highly recommended to promote the
eGovernment performance in Greece?

In alignment with the research questions, the present thesis has
established the following objectives:

1. To explore and comprehend the correlation between
eGovernment and cost, benefits, risk, and opportunity factors.

2. To assess the degree of users' satisfaction with eGovernment
services across Greece.

3. To assess how cost, benefits, risk, and opportunity affect users’
satisfaction.

4. To propose recommendations to policymakers for enhancing

eGovernment in Greece.

The research hypotheses that the doctoral student formulated in the
dissertation read:

H1. Cost is negatively related to citizens’ satisfaction.

H2: Benefits is positively related to citizens’ satisfaction.

H3. Risk is negatively related to user satisfaction.

H4. Opportunity is negatively related to user satisfaction.

The study employs econometric modelling as its primary analytical
method to achieve the research objectives. The methodology includes the
following steps and techniques:

1. Model Construction. The researcher establishes a user satisfaction model
with four dependent variables: cost, benefits, risk, and opportunities. Each
construct (cost, benefits, risk, opportunities) is assessed using a five-point
Likert scale, where participants rate their agreement level on a scale from 1
(strongly disagree) to 5 (strongly agree).

2. Structural Equation Modelling (SEM). Structural Equation Modelling (SEM)
is employed to analyse the relationships between the latent variables of the
user satisfaction model. SEM is based on Osman's model of eGovernment,
which serves as the basis for constructing and conducting the SEM.



3. Confirmatory Factor Analysis (CFA). Confirmatory Factor Analysis (CFA) is
used to examine the consistency and accuracy of observed variables. CFA is
also applied to test construct validity, verifying the test items and enhancing
the results' generalizability. Convergent validity and discriminant validity are
rigorously assessed using CFA.

4. Fit Indexes Evaluation. Several fit indexes are employed to assess the
model's goodness of fit. The Minimum Discrepancy Function by Degrees of
Freedom (CMIN/DF), Incremental Fit Index (IFI) or Delta2, Tucker-Lewis
index, Comparative Fit Index (CFI) or Bentler comparative fit index, and the
root mean square error of approximation (RMSEA) are calculated and
analysed.

5. Regression Model Analysis. Based on the best-fitting regression model
results from the SEM and fit indexes evaluation, the study identifies and
discusses the determinants of eGovernment performance.

The dissertation is divided into 6 chapters, each chapter covering certain
aspects of the study. In the conclusion of the dissertation, the conclusions of
the research are summarized. Summaries, conclusions and proposals are
presented, which are supported by arguments and facts and which
unquestionably confirm the formulated hypotheses.

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

I assess the tasks set in the dissertation as successfully completed, and
the formulated scientific and scientific-applied contributions presented in the
abstract as original and problem-oriented. These contributions are a testament
to the motivation of the PhD student and to the level of preparation and
quality of advice provided by the department and supervisors.

The dissertation uses an authentic methodology with the necessary
degree of analyticity, which is the basis for scientifically based results and
contributions. This methodology was applied to ensure the scientific
suitability and validity of the results and contributions obtained. Thus, with
justification and facts, it can be concluded that the objectives of the research
have been achieved in the dissertation and original scientific contributions
have been reached. All sources are correctly used. I rate the development
as authentic and without elements of borrowing from other authors.

4. Evaluation of scientific and scientific-applied contributions



In the review, I accept as valid the summarized 2 contributing elements
stated by the author in the abstract and the dissertation:

e The primary contribution of the study is its comprehensive approach to
the evaluation of Greece’ s e-government incorporating Greece's unique
fiscal, economic, and social characteristics. This study introduces a more
comprehensive e-government-like indicator and adds a broad range of
social factors.

e The author has constructed cost, benefits, risks and opportunities
variables to represent the broader user satisfaction and e-government
performance. This is a novel approach as previous studies have mainly
focused on economic factors such as GDP decomposition and openness
level, neglecting important social factors.

Overall, these contributions enhance the understanding of Greece’s e-
government performance and provide insights for policy makers to improve
the efficiency of the e-government system.

5. Evaluation of dissertation publications

The doctoral student is the author of 19 publications on the topic of the
dissertation work, which are proof of the quality of the author's overall output
and the ability to popularize the author's ideas among the scientific and
professional communities.

6. Evaluation of the abstract

The attached abstract by doctoral student Dafni-Maria Nerantzaki
successfully presents in a qualitative and quantitative aspect what was
achieved in the voluminous dissertation work. Through it, the author confirms
the ability to synthesize and systematize by deducing accents and conclusions
of a scientific-problematic nature.

7. Criticisms, recommendations and questions

The work submitted for review contains some weaknesses. Dissertation
content is missing, making the text difficult to navigate. Some of the cited
sources are not used in the text, which makes the bibliography too long.
Another noticeable weakness is the lack of self-publishing. Although
teamwork is common practice, dissertation development is an opportune time



for each scholar to publish individual papers and reports to illuminate the
ideas exploited in the dissertation. Also, of the 19 dissertation publications, not
all titles are directly related to the dissertation.

I would like to ask the following questions:

1. What were the specific outcomes of the confirmatory factor analysis
(CFA)? How did this analysis contribute to the validation of your
construct and the generalizability of your results?

2. What practical implications do your findings have for eGovernment
service providers and policymakers in Greece or elsewhere?
Considering the ongoing evolution of eGovernment and changing user
behaviours, how do you envision the relevance of your findings in the
coming years?

8. Conclusion

In conclusion, considering the original analytical results contained in the
presented dissertation, I express a positive conclusion and vote in favour of
awarding the educational and scientific degree “Doctor” (PhD) in professional
direction 3.8 "Economics" of Dafni-Maria Nerantzaki.

Svishtov Reviewer:

30.8.2023 r.

/Prof. Stoyan Prodanov, PhD/



