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Abstract
This study was conducted to explain and analyze the factors

influencing human resource brand-building behaviors and to design a
fuzzy cognitive map to illustrate the causal relationships among these
factors. Human resource brand-building behaviors, which reflect the
organization’s brand personality, are shaped by how employees
interact with customers and play a significant role in conveying the
brand’s distinctive attributes. The present research is applied in nature
and employed a mixed qualitative—quantitative method with a survey
and exploratory approach. In the qualitative phase, data were collected

through semi-structured interviews with 20 management scholars and
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human resource managers. Content validity was assessed, yielding a
CVR of 0.78 and a CVI of 0.85, while coding reliability was
confirmed using Cohen’s kappa coefficient of 0.81. In the quantitative
phase, the same participants completed a pairwise comparison
questionnaire based on the fuzzy cognitive map, and test—retest
reliability was 0.83. The findings indicated that inspirational
leadership, brand-oriented organizational culture, and training are the
three key factors influencing human resource brand-building
behaviors. These factors, by strengthening brand image, improving
organizational performance, and increasing customer satisfaction and
loyalty, contribute to the development of substantial brand equity and
sustainable competitive advantage. The novelty of this study lies in
presenting an interactive fuzzy cognitive map to explain the causal
relationships among the factors and in providing an analytical tool to
support managerial decision-making in the field of human resource

branding.

Keywords: Branding behaviors, Human resource management,

Organizational branding, Organizational culture, Fuzzy modeling.

1. Introduction

In today’s highly competitive environment, organizations achieve
greater success when they develop advantages that are difficult for
competitors to imitate. One of the most effective strategies in this
regard is human resource brand-building behavior—the manifestation
of a brand’s personality and values through employees’ actions and
performance. These behaviors are particularly evident at the frontline
of the organization, where employees directly interact with customers,
playing a crucial role in shaping customer experience, satisfaction,
and loyalty. Frontline employees serve as the living showcase of the

brand, and their behavior reflects the organization’s values, attitudes,
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and strategic orientation. The research literature indicates that human
resource brand-building behaviors can effectively bridge the gap
between corporate branding and human resource performance,
thereby reinforcing the brand image in customers' minds. Despite the
importance of this concept, specialized studies—especially in
domestic research—remain limited, leaving a significant theoretical
gap. Therefore, identifying and modeling the factors influencing these
behaviors is both theoretically and practically significant. The main
objective of this study is to explore and analyze the phenomenon of
human resource brand-building behaviors and to examine their
antecedents and consequences. The findings can help managers design
more effective monitoring and management processes, thereby
strengthening the brand and achieving sustainable competitive
advantage through improved employee behavior. Moreover, this study
helps close the existing research gap and advance knowledge in the

fields of human resource management and organizational branding.

2. Literature Review

In today’s competitive business environment, employees’ behaviors
and attitudes—especially in customer interactions—serve as a unique
competitive advantage. Human resource brand-building behaviors
include voluntary actions that go beyond formal job roles to strengthen
the brand image and foster customer satisfaction and loyalty.
Employees act as brand ambassadors, communicating the brand’s
identity through their actions and interactions. When they truly
internalize brand values, they become powerful representatives of the
organization. Developing a brand-aligned culture, offering continuous
training, and enhancing motivation and job satisfaction are key to
encouraging such behaviors. The concept is supported by theories

such as role theory, organizational commitment, social identity,
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psychological capital, and extra-role behavior theory. Ultimately,
frontline employees play the most influential role in shaping customer
perceptions, and organizations can empower them through training,
managerial support, and a positive work environment to enhance both

customer experience and brand competitiveness.

3. Methodology

The present study employs a mixed-method (qualitative—quantitative)
approach. From a philosophical perspective, it follows a deductive—
inductive reasoning framework and is applied in nature. Data
collection was conducted exploratorily. The statistical population
comprised senior and human resource managers from various
organizations. Using a purposive sampling method and guided by the
principle of theoretical saturation, 20 participants were selected to
provide insights into the phenomenon of emotional contagion and
human resource brand-building behaviors. In the qualitative phase,
data were collected through semi-structured interviews and analyzed
using content analysis and coding techniques in MAXQDA. The
validity of the qualitative data was ensured through content and
theoretical validation, while reliability was confirmed using intra-
coder and inter-coder reliability methods.

In the quantitative phase, data were collected via a pairwise
comparison questionnaire and analyzed using the Fuzzy Cognitive
Mapping (FCM) method. Respondents rated the relationships among
components on a five-point Likert scale (from “very high” to “very
low”). The linguistic expressions were converted into triangular fuzzy
numbers, and then defuzzification was performed using the fuzzy
averaging method to obtain crisp values.

Subsequently, three key indices were calculated for each component:
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* Influence power — indicating the degree to which each factor affects
others.

* Receptivity capacity — indicating the degree to which others
influence each factor.

* Centrality index — the sum of the two previous indices, reflecting the
overall importance of each factor in the model.

In the final stage, the defuzzified data were analyzed in Gephi, and a
causal relationship model was developed to determine the position,
interconnections, and relative influence of each component in shaping

human resource brand-building behaviors.

4. Results
This research presents findings from both qualitative and quantitative
analyses. In the qualitative phase, interviews with 20 human resource
managers and experts were analyzed using MAXQDA software.
Content analysis yielded 20 principal codes—10 antecedents and 10
outcomes of human resource brand-building behaviors. The most
important antecedents included a brand-oriented organizational
culture, inspirational and brand-driven leadership, employee training,
motivational systems, trust in management, positive work experience,
and alignment between individual and organizational goals. The key
outcomes were improved organizational performance, customer
loyalty, enhanced brand image, competitive advantage, and stronger
brand—customer relationships. Interview results emphasized that
frontline employees are more likely to engage in brand-oriented
behaviors when supported by management, training, and a motivating
work environment. In the quantitative section, a questionnaire based
on the qualitative results was analyzed using the Fuzzy Cognitive
Mapping (FCM) method. Linguistic data were converted into fuzzy

numbers, and three indices were calculated: influence power,
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receptivity capacity, and centrality index. Results showed that
inspirational, brand-driven leadership had the highest centrality,
making it the most critical antecedent. Improved organizational
performance showed the most decisive influence, representing the
most significant outcome. Using Gephi, a final causal model was
developed that links internal organizational factors to external brand

outcomes.
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