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Abstract
The objective of this study was to design a reputation-building human resources performance

model for the branches of Bank Melli. This applied—developmental study employed a qualitative
approach. Data were collected through semi-structured interviews with 19 executive and
academic experts selected through purposive and snowball sampling until theoretical
saturation was reached. Interviews were transcribed verbatim and analyzed using thematic
analysis through manual coding and MAXQDA software. External auditing and respondent
diversity were used to ensure data credibility and analytic rigor. The analysis identified five
overarching themes underpinning reputation-building human resources performance:
“empowering learning and development,” “reputation-oriented recruitment,” “performance
management,” “retention of brand ambassadors,” and ‘“institutionalization of a servant-
leadership culture.” These were further organized into 15 organizing themes and 72 basic
themes. The results indicate that the integration of these dimensions forms a coherent model
that aligns HR processes with the organizational brand, thereby enhancing corporate
reputation and strengthening customer experience. The findings demonstrate that human
resources function as a strategic driver of organizational reputation at Bank Melli. By aligning
recruitment, development, performance management, and internal culture with brand values,
employees can evolve into brand ambassadors who contribute to sustainable competitive
advantage.
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Extended Abstract
Introduction
Organizational reputation has become one of the most valuable intangible assets for contemporary
institutions, particularly in service-oriented sectors such as banking where customer trust,
professional credibility, and perceived reliability directly shape competitive advantage. Extensive
scholarship highlights that reputation significantly influences customer satisfaction, behavioral
intentions, loyalty, and market performance (Ifeoma et al., 2021; Mohammadpour Zarandi et al., 2017).
In this context, human resources (HR) play a decisive role in constructing, sustaining, and
strengthening organizational reputation, especially because employee behavior represents the most
visible manifestation of organizational identity and value creation. The resource-based theory further
explains that organizations can achieve sustained competitive advantage when they possess rare,
valuable, inimitable, and well-organized resources, among which human capital stands as the most
strategic component (Barney et al., 2021).
Recent research indicates that HR systems grounded in organizational values, ethical conduct,

competence development, and behavioral alignment can significantly enhance organizational
reputation and long-term performance (Arab Kalmehri et al., 2021; Gaponenko et al., 2021). Reputation
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is not merely constructed through marketing communication but through the behaviors, attitudes,
and interactions that employees exhibit in daily operations, especially when they represent the
organization to external clients (Ekechukwu et al., 2023). Marketing activities themselves are effective
only when the workforce embodies the symbolic and ethical expectations communicated to the public
(Angulo-Ruiz et al., 2022).

Within the banking sector, where public trust constitutes the foundation for financial transactions,
organizational reputation becomes even more critical. Customer perceptions are formed primarily
through employee—client interactions, the quality of service delivery, and the professionalism
demonstrated by frontline staff. Studies show that positive HR practices such as employee
development, reward systems, and supportive work environments contribute directly to reputation
and customer evaluations (Ghasouri, 2022). Empirical evidence further reveals that green structural
capital, innovation capabilities, and HR-driven sustainability initiatives can enhance organizational
reputation by projecting credibility, responsibility, and service excellence (Mousavi, 2023).

In parallel, research on organizational change demonstrates that reputational strength is reinforced
when HR practices successfully support behavioral alignment, psychological readiness, and cultural
integration among employees (Dadmehr et al., 2023). Furthermore, failures in ethical conduct or
corporate responsibility can severely damage reputation, leading to diminished trust, loss of
customers, and weakened public legitimacy, reinforcing the need for HR systems that foster
responsible conduct (Nardella et al., 2020).

Consistent with these findings, relational HR perspectives emphasize that the strategic value of HR
does not arise only from administrative efficiency but from its ability to shape relationships, trust, and
coordinated actions across the organization (Jo et al., 2024). Similarly, research on value creation in
public services underscores that employees become co-creators of value when they understand,
internalize, and express organizational mission through service delivery (Osborne et al., 2021). This
perspective fits well with the banking environment, where customer experience is primarily shaped
by employee behavior.

Moreover, contemporary developments in HR analytics demonstrate that key HR indicators—such
as recruitment quality, employee development, learning, and workplace climate—directly influence
organizational performance (Sun, 2025). These analytics-driven findings further strengthen the
argument that HR practices play a central role in building reputation. Optimizing these processes
leads not only to improved efficiency but also to consistent, positive perceptions among customers
and stakeholders.

Taken together, the existing literature strongly suggests that the reputation of a banking institution is
deeply embedded in the behavior, competencies, and service orientation of its employees. Yet,
despite the importance of this relationship, there is limited research in Iran examining how HR
functions can be structured to intentionally produce reputation-enhancing behaviors. This gap is
particularly evident in large state-owned banks such as Bank Melli, where the scale of operations
and customer base necessitate a systematic model that aligns HR processes with organizational
reputation-building.

Therefore, the present study aims to design a comprehensive model of reputation-building human
resources performance for the branches of Bank Melli Iran.

Methods and Materials

This study employed a qualitative exploratory research design. Data were collected using semi-
structured interviews with 19 participants, including executive experts from Bank Melli branches and
academic specialists in organizational behavior and HR management. Sampling was conducted

V&



Sl Jg% 3 53p drugi

using purposeful and theoretical (snowball) strategies to ensure access to individuals with deep
knowledge of organizational reputation and HR performance. Interviews continued until theoretical
saturation was reached.

All interviews were conducted in person, recorded, and transcribed verbatim. Data were analyzed
through thematic analysis using both manual coding and MAXQDA software. The analytical process
included initial coding, organization of themes, identification of overarching categories, and
integration of concepts into a final conceptual model. Credibility was strengthened through external
auditing and triangulation of perspectives by involving participants from different organizational
levels.

Findings

Thematic analysis revealed five overarching themes representing the essential dimensions of
reputation-building HR performance:

(1) Empowering learning and development, which included alignment of training with the brand,
development of professional competencies, knowledge sharing, and psychological empowerment;
(2) Reputation-oriented recruitment, encompassing value-based hiring, employer branding, and
selection practices grounded in behavioral and ethical criteria;

(3) Performance management, including reputation-focused feedback, coaching, and promotion
systems based on merit and customer-centered behaviors;

(4) Retention of brand ambassadors, including reward systems for reputation-enhancing behavior,
positive internal experiences, and continuous development of personal brand identity;

(5) Institutionalization of a servant-leadership culture, consisting of internalizing service values,
participatory decision-making, and service-centered commitment.

Across these five dimensions, analysis identified 15 organizing themes and 72 basic themes, forming
a comprehensive conceptual model that illustrates how HR processes can shape employee
behavior, strengthen organizational values, and generate a coherent and sustainable reputation for
Bank Melli.

Discussion and Conclusion

The findings of this study highlight the critical role of HR processes in constructing and maintaining
organizational reputation, especially in a service-intensive sector such as banking. The resulting
model demonstrates that reputation-building is not achieved through marketing or communication
alone but through deeply embedded HR practices that shape the behaviors, attitudes, and
competencies of employees.

The five overarching dimensions identified reveal that the foundation of reputation-building lies in
strategically aligned recruitment, value-centered training, ethical and service-focused performance
management, and employee experiences that cultivate brand ambassadors. This approach ensures
that employees represent the organization consistently and authentically across all customer
interactions.

Furthermore, the results emphasize the importance of culture in sustaining reputation. When
employees internalize values such as responsibility, respect, and customer-centeredness, they
naturally contribute to a positive organizational image. The model therefore positions HR not as an
operational function but as a strategic mechanism for shaping perceptions and co-creating value
with customers.

In conclusion, the model developed in this study provides a structured framework for Bank Melli to
enhance its reputation through HR practices. By aligning HR systems with organizational mission
and values, the bank can cultivate employees who act as credible, competent, and responsible
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representatives of the institution, thereby strengthening public trust and securing long-term
competitive advantage.
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