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Summary
Reputation is increasingly becoming a key objective for organizations, bringing numerous advantages to company activities. Researchers have consistently shown that certain intangible characteristics of organizations have greater permanence than quantifiable ones. In this context, we might compare a company's products and services with its reputation. A sustainably built reputation can provide a competitive advantage in today’s dynamic market environment.

The banking sector is an industry where reputation is an organizational goal in itself, influencing internal and external activities. Banks view corporate social responsibility (CSR) as a long-term strategy to build organizational values and foster trust and respect among customers, partners, and the broader community. Developing the financial-banking system based on reputation is crucial, as the business strategy benefits from differentiation policies rooted in social, ethical, or environmental attributes.

Two major schools of thought dominate this research field. Economists view reputation as a public conclusion based on the organization’s past actions, linking reputation to customer expectations and product/service quality. The institutional perspective considers reputation a global viewpoint emerging from the interaction of various social actors, emphasizing the organizational prominence of reputation.

Despite a consensus regarding the added value of reputation, researchers have yet to agree on a clear definition or identify the variables that influence CSR policy implementation. Therefore, constructing a comprehensive and unbiased view of reputation remains challenging. Although there is significant literature on reputation, few studies have analyzed the role of human resources in organizations pursuing sustainability. Most research has focused on organizational outcomes rather than the employees' role in aligning individual actions with corporate vision.

Given this academic gap, it becomes challenging for practitioners to guide employees into becoming company ambassadors. Consequently, many managers in Romania shy away from this responsibility. This doctoral thesis aims to identify the factors that encourage human resources to contribute actively to corporate reputation and provides practical recommendations for using HR as a strategic asset.

Specifically, the study explores the impact of bank employees' professional training on reputation-building processes. The banking sector was chosen due to its distinct reputational objectives. Furthermore, my 14 years of professional experience in Romania’s banking sector has shown that reputation is a critical objective directly affecting commercial efforts.

Recent surveys highlight that Romanian banks struggle to build trust with the public, negatively affecting their reputation. Working in a major bank’s marketing and communication department, I realized that branding and image-building processes are insufficient. Hence, the thesis focuses on the role of an educated, skilled workforce in constructing bank reputation.

The initial chapters analyze the state of knowledge on human resource management, continuous professional development, and reputation. A bibliometric analysis further clarifies the reputation concept, laying the foundation for the empirical research phases. Given the conceptual ambiguity of reputation, a mixed-method approach was necessary. The empirical research covers two audiences: employees (internal) and clients (external).

First, a qualitative case study explored the degree to which bank employees perceive reputation as a performance objective. Semi-structured interviews with 30 employees of major Romanian banks revealed that while institutions aim to build a positive reputation, significant challenges remain in implementing effective programs.

A second qualitative study focused on the state of professional development within banks, particularly in the context of remote banking implementation. Insights into HR department effectiveness and employee concerns about future job security were gathered, highlighting the importance of upskilling to adapt to digital transformation.

Acknowledging the limitations of qualitative research, a quantitative study was conducted to investigate how education, professional development, and work performance influence the adoption of reputation-building practices, particularly CSR activities. Surveys with 139 banking professionals revealed that education and training significantly impact the success of reputation-building initiatives.

To achieve a comprehensive understanding, a further study surveyed 416 Romanian bank customers to determine how professional development and employee trust influence bank reputation. Multifactorial hierarchical regression analysis indicated that employee training and client trust are key predictors of banking reputation.

This research contributes to the academic literature by highlighting the complexity of building a bank's reputation and demonstrating the critical role of human resources. It stresses the need for integrated strategies and underscores the urgency for banks to improve professional development programs, especially for branch-level executives. Finally, the study offers original best practice recommendations for banking professionals to enhance employee competencies and foster both individual and organizational reputation growth.

