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Objective: This study aimed to explain the factors affecting brand reputation and develop an
indigenous model for Iragi state-owned banks, with particular emphasis on Al-Rafidain Bank.
Methodology: This applied study adopted a qualitative and exploratory design based on grounded
theory. The participants consisted of managers, employees, and long-term customers of Al-
Rafidain Bank who were selected through purposive sampling. In total, 11 participants took part in
in-depth semi-structured interviews, and data collection continued until theoretical saturation was
achieved. The interviews were fully transcribed and analyzed through sequential coding, constant
comparison of concepts, categorization, and integration of emerging themes. Relationships among
causal conditions, contextual conditions, environmental conditions, intervening factors, the core
phenomenon, strategies, and consequences were subsequently identified and organized into a
conceptual model.

Findings: The analysis identified legitimacy, service quality, reliability and stability, customer
experience and satisfaction, social responsibility, corporate identity and values, operational
performance, and communication and marketing as the principal causal conditions. Contextual
conditions included socially responsible Islamic banking, customer trust and satisfaction, banking
service quality, branch network development and regional presence, and marketing and branding
strategies. Environmental conditions comprised competitive pressure, market behavior and the
legal environment, banking technology development, and connection to regional and international
markets. Banking services, financial strength, and banking identity emerged as intervening factors.
The core phenomenon was the formation of a credible and trustworthy brand reputation, consisting
of trust building, credibility, mental image, and organizational identity. The main strategies
included brand-oriented human resource management, recruitment and retention of competent
employees, continuous skills development, stronger digital presence, and the use of employees as
brand ambassadors.

Conclusion: Brand reputation in Al-Rafidain Bank is a multidimensional and systemic
phenomenon formed through the interaction of organizational, service-related, financial, social,
technological, and environmental factors, requiring an integrated management approach centered
on trust, legitimacy, service quality, organizational identity, and digital transformation.

Keywords: Brand Reputation, Al-Rafidain Bank, Iragi State-Owned Banks, Grounded Theory,
Trust, Organizational Identity, Service Quality
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EXTENDED ABSTRACT
Introduction

Brand reputation has become one of the most important intangible strategic assets of organizations
operating in contemporary service markets. This importance is particularly pronounced in the banking
industry, where customers frequently evaluate service providers under conditions of uncertainty and must
entrust financial resources, personal information, and long-term economic interests to an institution whose
performance cannot always be fully assessed prior to service consumption. In this context, brand
reputation reflects a relatively stable and cumulative evaluation of an organization based on its previous
performance, perceived credibility, service quality, social conduct, communication practices, and
expected future behavior. A favorable reputation can therefore reduce perceived risk, facilitate the
formation of trust, strengthen initial customer perceptions, and improve the likelihood that stakeholders
will develop positive evaluations of the organization. Recent evidence suggests that reputation can
influence the success of initial interactions with customers and shape consumer perceptions even before
extensive direct experience with a brand has been established (Khurshidul Alam et al., 2023; Malekan et al.,
2026).

Brand reputation is conceptually related to brand awareness, brand image, customer-based brand
equity, credibility, satisfaction, and loyalty, although it cannot be reduced to any single one of these
constructs. Brand awareness provides the cognitive basis for brand recognition and recall and can
contribute to the development of customer loyalty when accompanied by favorable evaluations and
experiences (K. Alam, N. Jahan, et al., 2023). Similarly, customer-based brand equity can influence
reputation and credibility by strengthening perceptions of quality, differentiation, and value (Masoudzadeh
Hossein Mohammad & Sazvar, 2019). Brand-related design and presentation also influence consumer
judgments, illustrating that visible and experiential manifestations of a brand contribute to broader
evaluations of the organization (K. Alam, M. Z. A. Chowdhury, et al., 2023). Accordingly, reputation emerges
from the interaction between what an organization communicates, what it actually delivers, and how
stakeholders interpret these experiences over time.

Trust and satisfaction are especially important in explaining how reputation is translated into
desirable customer responses. Previous research has demonstrated that corporate brand reputation can
contribute to customer loyalty and positive word of mouth, while customer satisfaction and trust serve as
important mechanisms through which these effects occur (Ali, 2022). Brand experiences can likewise
strengthen satisfaction and loyalty through favorable attitudes and attachment to the brand (Majidi Jomnani
etal., 2024). Furthermore, psychological characteristics associated with a brand can affect customer delight
and emotional responses during the purchasing process, indicating that reputation is not purely cognitive
but also contains experiential and affective dimensions (Azizpour et al., 2023). These relationships are
particularly relevant in banking because confidence in institutional integrity, competence, transparency,
and security constitutes a prerequisite for sustained customer relationships.

The strategic significance of reputation also extends beyond marketing outcomes. Corporate
reputation may influence financial relationships, access to resources, and evaluations of organizational
stability, suggesting that reputation can be associated with financial leverage and trade credit as well as
stakeholder confidence (Khatnlu et al., 2025). Modern approaches to brand auditing similarly emphasize



that brand performance should be assessed through an integrated system of interrelated components rather
than through isolated marketing indicators (Rezaei et al., 2026). From this perspective, coherent corporate
identity, organizational values, customer experience, communication quality, operational performance,
and stakeholder perceptions must be managed jointly. Contemporary branding literature further
emphasizes the importance of aligning brand identity, positioning, organizational culture, customer value,
and integrated communication in the creation of strong and sustainable brands (Khatami Ghazian & Ranjbar,
2025).

The transformation of financial services through digital technologies has further complicated the
management of reputation. Customers increasingly encounter banks through websites, mobile
applications, electronic payment systems, digital communication platforms, and social media. Therefore,
website quality, usability, digital security, responsiveness, and the reliability of online services
increasingly affect customers' evaluations of the brand. Evidence indicates that website quality can affect
consumer behavioral intentions (Thariq & Efawati, 2024), while broader models of online behavior
demonstrate that intentions are shaped by interrelated perceptual, attitudinal, and contextual factors
(Rahnama Gharakhan Biglou et al., 2026). Consequently, digital transformation should not be viewed solely
as technological modernization; it also constitutes a central component of contemporary reputation
management.

Corporate social responsibility and organizational legitimacy represent another increasingly
important dimension of brand reputation. Purpose-oriented branding has highlighted the interrelationship
among corporate reputation, corporate social responsibility, and sustainable development, particularly
when organizational communications are supported by substantive social and environmental actions
(Foroudi et al., 2025). The broader literature on resilience and adaptation likewise demonstrates that the
sustainability and credibility of organizations and communities depend on their capacity to respond
effectively to environmental pressures, social challenges, and changing contextual conditions (Chakma et
al., 2022; Islam et al., 2023; Kuddus et al., 2021). Other multidimensional studies similarly show that
organizational or social outcomes usually arise from the combined effects of structural, behavioral, and
environmental conditions rather than from a single determinant (Kuddus et al., 2022; Mithun et al., 2020).
This systems-oriented interpretation is particularly useful for examining reputation in state-owned banks,
which must simultaneously respond to customers, government institutions, regulatory authorities, social
expectations, technological changes, and economic pressures.

Previous research has also demonstrated that brand awareness, attitudes, reputation, and customer
satisfaction can jointly contribute to organizational performance (Mwaifyusi & Magobe, 2025). Such
findings suggest that a bank's historical visibility alone is insufficient to sustain reputation unless it is
continuously supported by favorable experiences, trust, responsiveness, and competitive performance.
This issue is especially important in the context of Iraqi state-owned banks, where institutional history,
public-sector ownership, economic responsibilities, digital transformation, social expectations, religious
and cultural values, and changing competitive conditions interact in distinctive ways. Existing models
developed in other industries or national contexts may therefore inadequately represent the mechanisms
through which reputation is created and maintained in Iraqgi public banking. The present study was
consequently designed to explain the factors affecting brand reputation and develop an indigenous model
for Iraqi state-owned banks, with particular emphasis on Al-Rafidain Bank.
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Methods and Materials

This applied study adopted a qualitative and exploratory design based on grounded theory. The
research setting was Al-Rafidain Bank in Irag, and the participant group consisted of managers,
employees, and long-term customers who had sufficient knowledge of the bank's activities, services,
organizational practices, and public image. Participants were selected through purposive sampling on the
basis of their experience, familiarity with the bank, relevance to the research problem, and ability to
provide information-rich accounts. A total of 11 participants were interviewed. Their ages ranged from 29
to 59 years, while professional experience ranged from 5 to 35 years. Seven participants held master's
degrees, two held bachelor's degrees, and two held doctoral degrees. Data collection continued until
theoretical saturation was achieved, meaning that the final interviews no longer generated substantively
new categories or relationships capable of altering the emerging conceptual framework.

Data were collected through in-depth semi-structured interviews. Open-ended questions addressed
participants' perceptions of Al-Rafidain Bank's reputation, determinants of favorable and unfavorable
reputation, service quality, customer trust, operational stability, corporate identity, social responsibility,
digital transformation, communication practices, environmental pressures, and the potential consequences
of reputation. Follow-up and probing questions were used to obtain detailed descriptions of participants'
experiences and interpretations. Interviews were transcribed and repeatedly reviewed. Data collection and
analysis proceeded concurrently so that emerging concepts from earlier interviews could inform
subsequent interviews.

Analysis followed the constant comparative logic of grounded theory. Meaningful units were
initially identified and coded, after which conceptually similar codes were integrated into subcategories
and broader categories. Relationships among categories were then examined to identify causal conditions,
contextual conditions, environmental conditions, intervening factors, the core phenomenon, strategies,
and consequences. Continuous comparisons were conducted within and across interviews, and coding
decisions were repeatedly checked against the original transcripts. The final stage involved integrating the
categories into a coherent indigenous conceptual model of brand reputation for Al-Rafidain Bank.

Findings

The analysis revealed a multidimensional grounded-theory model in which brand reputation was
generated through the interaction of several interconnected categories. The causal conditions consisted of
eight major categories: legitimacy; service quality; reliability and stability; customer experience and
satisfaction; social responsibility; corporate identity and values; operational performance; and
communication and marketing. Legitimacy included social, cultural, legal, professional, and service-
related legitimacy. Service quality incorporated speed, accuracy, customer communication, innovation,
and responsiveness. Reliability and stability involved financial security, informational transparency,
economic stability, risk management, and crisis response. Customer experience and satisfaction reflected
positive experiences, customer recommendations, and satisfaction with post-service support. Social
responsibility included social initiatives, public-interest projects, and environmental activities. Corporate
identity and values consisted of identity consistency, ethical values, human-resource policies, and
organizational culture. Operational performance comprised process efficiency, technological innovation,
and competitive market position, whereas communication and marketing included transparent
communication, effective advertising, active public relations, and systematic disclosure of information.



Five contextual categories were identified: socially responsible Islamic banking, customer trust
and satisfaction, banking service quality, development of branch networks and regional presence, and
marketing and branding strategies. These categories represented the institutional and sociocultural setting
within which reputation was formed. Environmental conditions comprised competitive intensity and
competitors' presence, market behavior and the legal environment, the structure and development of
banking technologies, and connection to regional and international markets. These findings indicated that
reputation was continuously affected by competition, regulatory requirements, changing customer
expectations, digital transformation, international relationships, and macro-environmental developments.

Three major intervening categories were identified: banking services, the bank's financial strength,
and banking identity. Banking services encompassed service quality, social responsibility, customer trust
and satisfaction, innovation, customer experience, and transaction security. Financial strength included
assets, liquidity, capital adequacy, financing capacity, resilience, and the ability to invest in service
development and innovation. Banking identity consisted of visual identity elements, such as the logo,
colors, typography, and visual guidelines, and verbal identity elements, such as the brand name, slogan,
brand story, key messages, tone of voice, and communication consistency.

The core phenomenon was conceptualized as the formation of a credible and trustworthy brand
reputation. Four closely interconnected dimensions constituted this phenomenon: trust building,
credibility, mental image, and organizational identity. Trust building reflected transparency, honesty,
responsiveness, problem solving, and consistent positive customer experiences. Credibility encompassed
technical competence, professional and legal legitimacy, service reliability, emotional connection, and
sustained customer loyalty. Mental image represented customers' overall evaluation of service quality,
satisfaction, trust, and accumulated experiences, while organizational identity reflected mission,
organizational values, culture, value proposition, and organizational image.

The principal strategies included brand-oriented human resource management, recruitment and
retention of competent personnel, continuous training and skills development, improvement of work-life
balance, strengthening digital and social-media presence, and using employees' experiences to transform
them into active brand ambassadors. These strategies were expected to generate several outcomes,
including increased customer trust, satisfaction, and loyalty; strengthened legitimacy and positive
organizational image; improved customer experience and service quality; enhanced competitive
advantage and market position; stronger domestic, regional, and international credibility; and support for
sustainable organizational development.

Discussion and Conclusion

The findings demonstrate that brand reputation in Al-Rafidain Bank should be interpreted as a
systemic rather than a promotional phenomenon. Reputation is created through the alignment of
institutional legitimacy, service quality, financial reliability, organizational identity, social responsibility,
operational competence, technological capability, and stakeholder communication. The model further
indicates that trust occupies a central position in public banking reputation. Customers do not evaluate a
bank only by whether they recognize its name; they evaluate whether it can be relied upon to protect
financial interests, act transparently, respond effectively to problems, maintain service continuity, and
behave consistently with its declared values.
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Another important implication is that reputation is simultaneously shaped inside and outside the
organization. Internally, organizational culture, employees, operational processes, financial strength, and
identity determine the bank's actual capacity to fulfill its brand promises. Externally, competition,
regulation, market expectations, technological change, and international relationships influence the
standards against which the bank is evaluated. Thus, the reputation of a historically established state-
owned bank cannot be sustained exclusively through institutional longevity or market visibility. It must
be continuously reproduced through contemporary customer experiences, digital service quality,
transparent communication, and demonstrated organizational competence.

The model also highlights the strategic importance of employees. In banking, the organizational
brand is frequently experienced through frontline interactions, problem resolution, advisory services, and
communication with customers. Human-resource policies therefore become reputation-management
mechanisms. Recruiting competent employees, developing service and communication skills,
strengthening organizational commitment, and involving employees in brand-related activities can reduce
the gap between declared brand values and actual customer experience.

Digital transformation emerged as another cross-cutting element of the model. Technology
affected service quality, accessibility, customer experience, security, competitive positioning,
communication, and organizational innovation. Digitalization should therefore be incorporated into
reputation strategy rather than treated as a separate technical program. A technologically advanced service
system can reinforce reliability and modernity, whereas security failures, poor usability, or service
interruptions can rapidly weaken accumulated reputational capital.

Overall, this study provides an indigenous grounded-theory model of brand reputation for Iraqi
state-owned banking based on the experience of Al-Rafidain Bank. The model positions credible and
trustworthy reputation as the core phenomenon generated by causal, contextual, environmental, and
intervening conditions and translated into organizational strategies and stakeholder outcomes. The central
conclusion is that sustainable reputation in Iraqi state-owned banks requires integrated management of
trust, legitimacy, service quality, financial strength, organizational identity, employees, digital
capabilities, social responsibility, and stakeholder communication rather than fragmented branding
initiatives.
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