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Abstract

Human resource brand-building behaviors mean displaying the distinctive features of a brand's
personality in the form of the behavior of its employees and human resources. Therefore, the
present study aimed to identify and understand human resource brand-building behaviors’
antecedent and postoperative factors. The statistical population of the present study is experts
who were selected using the snowball sampling method based on the principle of theoretical
competence. The data collection tool in the qualitative part was a semi-structured interview,
and the quantitative part was a questionnaire, whose validity and reliability were confirmed
using theoretical validity methods, inter-coder reliability, content validity, and retest
reliability, respectively. In this study, the Atlas.ti software and coding method were used to
analyze the data in the qualitative part, and the DEMATEL Fuzzy method was used in the
quantitative part. The results indicate that the most important anticipatory and influential
factors on human resource brand-building behaviors are human resource training, interaction-
oriented training strategies, staff selection and employment programs with strong social
relationships and appropriate communication skills, and customer relationship management.
Moreover, the results show that the most important factors behind the consequences of human
resource brand-building behaviors are creating an unparalleled competitive advantage,
building a strong brand and organization position among customers, creating more brand and
organization aspiration among customers, and customers' positive experience of interacting
with employees.

Extended abstract

1. Introduction

imitated and copied by competitors, they can
create a safer competitive advantage for
themselves (Wang & et al., 2021). One of these
strategies lies in the common field of
organizational behavior and individual behavior,
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In today's competitive environment, brands,
companies, and organizations are more
successful if they have a winning card that is
different from the actions and activities of
competitors. In fact, the more companies and
organizations can use strategies that cannot be
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in which the brand ties together and acts as an
intermediate link. This strategy is the creation of
branding behaviors of human resources, which
means displaying the distinctive characteristics of
a brand's personality in the form of the behavior
of its employees and human forces (Morhart,
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Herzog & Tomczac, 2009). In fact, human
resource brand-building behaviors include
actions and activities that the frontline employees
of organizations and companies show in forming
a good mindset and positive customer experience
about a brand, company, and organization.
Therefore, the present study aimed to identify and
understand human resource brand-building
behaviors’ antecedent and postoperative factors.

2. Research Methods

The statistical population of the present study is
experts who were selected using the snowball
sampling method based on the principle of
theoretical competence. The data collection tool
in the qualitative part was a semi-structured
interview, and the quantitative part was a
questionnaire, whose validity and reliability were
confirmed using theoretical validity methods,
inter-coder reliability, content validity, and retest
reliability, respectively. In this study, the Atlas.ti
software and coding method were used to analyze
the data in the qualitative part, and the
DEMATEL Fuzzy method was used in the
quantitative part.

3. Results

Our world today is the world of communication,
and due to the face-to-face communication
between customers and employees of a brand and
organization, many opportunities or threats can
be directed at the organization. In fact, nowadays,
there is an important advantage in the extensive
communication and interactions  between
customers and employees, which is known in
management and marketing literature as branding
behaviors of human resources. Suppose there is a
definition that describes the brand-building
behaviors of human resources well. In that case,
that definition is that the brand-building
behaviors of human resources mean the display
of distinctive characteristics of a brand's
personality in the form of the behavior of its
employees and human forces. In fact, human
resource branding behaviors indicate how
employees interact and communicate with
customers in a favorable way that shows the
distinctive features of a brand or the way of
thinking and customer-oriented strategies of the
organization to the customer. When the
employees of an organization have ultimate

respect and sincere and favorable interaction with
customers, this will create a positive mindset for
the customer and favorable mental associations
that will lead customers to return to the
organization and company. Therefore, this
requires the use and emergence of brand-building
behaviors of human resources that create a
positive and constructive experience for them
with appropriate behavior in interaction with
customers. Therefore, the current research was
conducted to know the antecedent and
consequent factors related to the branding
behaviors of human resources.

4. Conclusion

The findings of this research are divided into two
qualitative and quantitative parts. The results of
the qualitative part represent the antecedent and
consequent factors related to the branding
behaviors of human resources. Based on this, the
factors that cause the formation of brand-building
behaviors in  human resources, creating
experienced teams and mastering interaction
skills with customers, having a program to
respond to customer’s problems quickly, having
programs to increase the appearance of
employees, the programs for selecting and hiring
employees with strong social relations and
appropriate  communication  skills, strong
customer relationship management, interaction-
oriented educational strategies, brand-oriented
training of human resources, using the strategy of
recording customer experiences and acting based
on previous experience, and using programs for
personalized interactions and active response are
programs for improving speech and behavioral
skills and communication with customers. Also,
the consequences of human resource branding
behaviors are creating an inimitable competitive
advantage, strong positioning of the brand and the
organization with customers, appropriate mental
associations and the possibility of repeat
purchases, increasing the trust of customers in the
brand and the organization, creating a love for the
brand and the organization, creating more loyalty
to the brand and organization among customers,
creating a positive mentality of the customers
towards the brand and the organization, the
satisfaction and loyalty of the customers of the
brand and the organization, giving a sense of
respect to the customers, and respectful
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interaction and positive experience of the
customers. In addition, the results of the
quantitative part of the research include the
prioritization of antecedent and consequential
factors related to branding behaviors of human
resources. Based on this, the most important
antecedent factors related to brand-building
behaviors of human resources are brand-oriented
training of human resources, interaction-oriented
educational strategies, using the strategy of
recording customer experiences and actions
based on previous experience and using
personalized interaction programs and active
response. In addition, the results of the
guantitative section show that the creation of an
inimitable competitive advantage, the strong
positioning of the brand and the organization in
the eyes of customers, the creation of more
loyalty to the brand and the organization among
customers, and the positive experience of

customers from interacting with the employees of
the organization are the most important
implications and consequences of branding
behaviors are human resources.
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