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The thesis is addressing an issue that has attracted substantial attention in the field of marketing since 1980-
s. Still, despite in-depth elaboration and multiple models and approaches developed during this time, the
question of achieving customer loyalty and developing effective loyalty program is still an open issue both
for researchers and practitioners. Specifically, changing trends in consumer behavior, technological
developments and increasing competition on a global scale provide additional constraints for effective
loyalty management. There is hence even higher motivation for development of models or approaches which
would consider industry specifics, particular consumer behavior patterns, specifics of technology use, etc.
Current study is focused on particular field — theater marketing (on specific example of Mariinsky theater)
and particular group of consumers (young consumers).

The thesis is very well structured and organized.

Empirical part of the thesis is based on a combination of data collection and analysis techniques, including
both qualitative and quantitative parts. The aim of the empirical part is to develop loyalty program for
Meariinsky theater, that would both consider the best practices of leading international market players and the
results of insights/survey answers analysis stemming from a sample of Russian consumers. Author is
applying some advanced approaches like critical incident technique in order to identify some key points in
addressing the target group of the research — young population.




A strong point of developed model is not only being grounded in existing research and results of empirical
study, but as well provides a multidimensional perspective on managing customer loyalty. Thus author
provides three dimensions of the factors which should be considered by Mariinsky theater when developing
the program.

Among the critical remarks I would mention the following:

e It would be beneficial to have a more detailed description of the interview results in the text and a
deeper interpretation of how interviews have contributed to the next steps.

» There might be additional recommendations included in the thesis, which would guide the Mariinsky
theater when implementing the suggested program. But still these recommendations can be
considered as optional, since the aim of the thesis has been to develop the model itself.

Master thesis of Ekaterina Chizhova meets the requirements of MIB program, and deserves an
“excellent” grade, thus the author can be given the desired degree.
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