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(i) INTRODUCTION/ RATIONALE    (15%)

Marks will be awarded for:

Over all coherence/justification
 Rationale for study
Clear research question/hypothesis
Clear aims and objectives
Background  to subject area

	COMMENT
Anna gives clear rationale for her study based on recent introduction of CRM. She gives clear aims and objectives and introduces the topic in good detail and in an understandable way.


Grade:

	ii) LITERATURE REVIEW	(20%)

Marks will be awarded for:

Range of literature & appropriate use and review of literature
Evaluation and review of both theoretical and secondary research data
Thorough knowledge and comprehension of topic
Understanding of relevant concepts and theories
Discussion of conceptual and theoretical issues
Summary and clear understanding of principal issues relevant to topic

	COMMENT
The student has read widely and demonstrates a good knowledge and understanding of the subject. She provides a clear evaluation of CRM and what it is likely to achieve.
She understands very clearly the needs of the customer and of the bank in terms of successful relationships.






Grade:

	iii) RESEARCH METHODS	(20%)

Marks will be awarded for:

Selection of clear  research question or  testable hypotheses (where applicable)
Selection of clear aims and objectives 
Selection of appropriate research methodology
Theoretical and applied research methods knowledge
Effective survey techniques
Effective Sample framework
Critical evaluation of such methodology
Clear understanding of research limitations

	COMMENT
The aims and objectives are clearly given and Anna has chosen an appropriate methodology to answer the research question. I would like to see a conceptual framework given so that the reader can understand the different sources of evidence and how they relate together. This would also have helped in the presentation of her results. The choice of in depth interviews was appropriate and well carried out. There is, however, no evidence of how she sampled and no idea of who the respondents were until the appendix is read. A more detailed explanation of the interview schedule would also help clarity. Demonstrates a good understanding of case study use and its limitations.
Grade:

	iv) ANALYSIS OF RESULTS 	(20%)

Marks will be awarded for:

Clear presentation of results
Appropriate analytical interpretation of results
Application of results to research objectives, hypotheses research question and literature
Appropriate use of statistical methods and or qualitative data (where applicable)
Appropriate synthesis and evaluation of research results, inferences and implication
	COMMENT
Anna presents her results appropriately but they could be clearer. Graphical presentation would help as she works her way through the questions to summarise the responses. Would use of matrices help? She attempts to bring together the strands of her research but again reference to an overall conceptual framework with graphical presentation would help. This is case study methodology.
Grade:





	
	v) CONCLUSIONS / RECOMMENDATIONS         (15%)

Marks will be awarded for:

Logical and clearly structured conclusions
Appropriate synthesis between research and literature
Effective completion of aims and objectives set
Evaluation of main concepts and issues
Potential applications of  findings to future management/policy or research issues 


	COMMENT
Anna has been able to analyse her data and to draw out suitable conclusions. She has also examined these in the context of her literature review. Her recommendations are clear and should be helpful to the CRM process. She also identifies further research areas.

Grade:

	vi) PRESENTATION (10%)
Marks will be awarded for:

Grammar, syntax,
Structure &  layout
referencing systems
visual material (where applicable)

	COMMENT
Overall well written and presented with few errors. The referencing system is appropriate and accurate. As above use of graphics would help in the overall case study concept and in the presentation of the data. 
Grade:

	
OVERALL COMMENT
Overall this is a creditable pass. The student has demonstrated a good knowledge and understanding of the subject and its application to the banking sector. She has chosen a suitable methodology to address the research question and has a good understanding of the research process. The structure of the case study could be clearer and more well defined. Her sampling method is not clear or sufficiently well justified. She understands the concepts of validity and reliability and has taken steps to ensure these where she can. Presentation of the results could be clearer with the use of some form of graphical summaries however, she does analyse her data and produces appropriate conclusions. There are also pertinent recommendations put forward that will be of use to senior management in the development of the CRM model.
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