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Articolul descrie si analizeaza diverse
tipuri de schimbari organoizationale implemen-
tate in cadrul Bancii Comerciale (B.C.) ,, Victo-
riabank” S.A. in ultimii cinci ani, cu accent pe
initiativele de digitalizare, rebranding, restruc-
turare operationala. Implementarea modificari-
lor aduse politicii de personal, structurii orga-
nizatorice, portofoliului de servicii precum si
integrarea noilor tehnologii bancare, au contri-
buit la sporirea eficientei si consolidarea pozi-
tiei competitive a bancii pe piata financiarad.
Totodata, in articol sunt identificate si analizate
0 serie de provocari si bariere aparute in pro-
cesul de schimbare, printre care: rezistenta la
schimbare din partea angajatilor, dificultati in
perceptia avantajelor schimbarilor, probleme
tehnice legate de digitalizare. Studiul se bazeaza
pe metode calitative, inclusiv analiza documen-
tard, interviuri §i oferd o imagine detaliatd
asupra eforturilor si rezultatelor proceselor de
schimbare intr-o institutie bancard. Rezultatele
subliniaza importanta unei abordari integrate a
schimbarilor: sociale, economice si tehnologice
in vederea obtinerii unor rezultate sustenabile.

Cuvinte-cheie: schimbare organizatio-
nala, digitalizare, proiect de transformare,
rebranding, rezistenta la schimbare.

JEL: G21, M14, O33.

Introducere
In conditiile actuale, marcate de transfor-
mari accelerate in toate domeniile de activitate,
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The article describes and analyses various
types of organizational changes implemented at
the Commercial Bank "Victoriabank" S.A. over
the past five years, focusing on initiatives related
to digitalization, rebranding, and operational
restructuring. The implementation of changes in
personnel policy, organizational structure, ser-
vice portfolio, as well as the integration of new
banking technologies, contributed to increased
efficiency and the strengthening of the bank’s
competitive position in the financial market. At
the same time, the article identifies and examines
a series of challenges and barriers encountered
during the change process, including employee
resistance to change, difficulties in perceiving the
benefits of the transformations, and technical
issues related to digitalization. The study is based
on gqualitative methods, including document ana-
lysis and interviews, and provides a detailed
picture of the efforts and outcomes of the change
processes within a banking institution. The
results highlight the importance of an integrated
approach to social, economic, and technological
change in order to achieve sustainable outcomes.
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Introduction
In today’s context, marked by accelerated
transformations across all areas of activity, ban-
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institutiile bancare, la fel precum alte organizatii,
sunt nevoite sa se adapteze in mod continuu pentru
a-si mentine sau spori competitivitatea pe piatd.
Diversificarea portofoliului de produse, digitalize-
rea serviciilor, precum si modificarile in interac-
tiunea cu angajatii si clientii sunt elemente esen-
tiale ale acestui proces de adaptare si evoluitie. In
acest context, Banca Comerciald ,,Victoriabank™
Societate pe Actiuni (in continuare B.C. ,,Victoria-
bank” S.A.) se remarca ca un exemplu relevant de
banca traditionala din Republica Moldova, care in
ultimii ani, a initiat si implementat, o serie de
proiecte de schimbare si transformare organiza-
tionald, aliniindu-se la tendintele economice,
sociale si tehnologice contemporane.

Transformarile realizate, precum digitali-
zarea, rebrandingul, lansarea de servicii noi, cat
si aspecte culturale si operationale (precum tre-
cerea de la functia de operator specializat la cea
de ,teller wuniversal”), denoti deteminarca
institutiei de a raspunde la provocarile mediului
de afaceri. De asemenea, banca a investit si
contiud sa investeascd constant In dezvoltarea
resurselor umane, considerand aceasta directie ca
fiind fundamentald pentru adaptarea activitatii la
noile cerinte.

Studiul de fatd constituie o analizd prac-
ticd a eforturilor de schimbare organizationala
din cadrul B.C. ,,Victoriabank™ S.A., urmarind
sd descrie atat efectele pozitive, cét si provoca-
rile si disfunctionalitdtile aparute in proces de
implementare. Cercetarea isi propune sa contri-
buie la intelegerea modului in care schimbarile
organizationale influenteaza activitatea unei in-
stitutii bancare, intr-un context in care inovatia,
flexibilitatea, riscul, abordarea proactiva si adap-
tarea devin factori determinanti ai succesului.

Scopul prezentei cercetari este de a ana-
liza, dintr-o perspectiva teoretico-aplicativa, mo-
dul in care B.C. ,,Victoriabanc” S.A. s-a racordat
la tendintele tehnologice in perioada 2019-2024,
prin implementarea unor solutii digitale inova-
toare, utilizarea platformelor digitale, precum si
prin automatizarea proceselor si promovarea
unor schimbari semnificative in cultura orga-
nizationald, in structura produselor si modul de
organizare a proceselor. Studiul urmareste sa
analizeze evaluarea impactului acestor schimbari
asupra activitdtii bancii, relatiilor cu clientii si
pozitionarii strategice a institutiei pe piata finan-
ciard, precum si sd identifice, totodatd, pro-
vocarile, succesele si lectiile rezultate din pro-
cesele de implementare.

king institutions, like other organisations, must
continuously adapt in order to maintain or
enhance their market competitiveness. Diversi-
fying product portfolios, digitalising services,
and changing the ways of interacting with both
employees and customers are essential elements
of this adaptation and evolution process. In this
regard, the Commercial Bank "Victoriabank"
S.A. (hereinafter B.C. “Victoriabank” S.A.) stands
out as a relevant example of a traditional bank in
the Republic of Moldova that, in recent years,
has initiated and implemented a series of orga-
nisational change and transformation projects,
aligning itself with contemporary economic,
social, and technological trends.

The transformations carried out, such as
digitalisation, rebranding, the launch of new
services, as well as cultural and operational chan-
ges (such as the shift from the role of specialised
operator to that of a “universal teller”), reflect the
institution’s determination to respond to the
challenges of the business environment. Moreo-
ver, the bank has invested and continues to invest
consistently in human resource development,
considering this area fundamental for adapting its
operations to new requirements.

This study provides a practical analysis of
the organisational change efforts within B.C.
“Victoriabank™ S.A., aiming to describe both the
positive effects and the challenges and dysfunc-
tions encountered during the implementation
process. The research seeks to contribute to a
better understanding of how organizational chan-
ges influence the functioning of a banking insti-
tution in a context where innovation, flexibility,
risk-taking, a proactive approach, and adaptabi-
lity become key success factors.

The purpose of this research is to analyse,
from a theoretical and practical perspective, how
B.C. “Victoriabank” S.A. aligned itself with
technological trends during the period 2019-2024,
by implementing innovative digital solutions,
using digital platforms, automating processes, and
promoting significant changes in organisational
culture, product structure, and process organi-
zation. The study aims to assess the impact of
these changes on the bank’s operations, customer
relationships, and strategic positioning in the
financial market, while also identifying the
challenges, successes, and lessons learned from
the implementation processes.
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Metodologia cercetarii

Cercetarea efectuatd se bazeazd pe o
abordare practica si aplicativd, avand in calitate
de obiectiv analiza schimbarilor implementate in
cadrul B.C. ,,Victoriabank™ S.A. din perspectiva
factorilor determinanti, a efectelor generate si
provocdrilor intdmpinate. Pentru colectarea si
analiza informatiilor cu caracter practic, au fost
utilizate urmatoarele metode calitative:

v' Analiza documentara: au fost analizate o
serie de documente oficiale publice ale
institutiei, inclusiv rapoartele anuale ale
B.C. ,,Victoriabank” S.A., informatii dis-
ponibile pe site-ul oficial al bancii, diverse
comunicate de presa.

v" Studiul de caz: studiul practic se axeaza
exclusiv pe exemplul B.C. ,.Victoriabank”
S.A., analizat din perspectiva schimbarilor
in mai multe dintre subsistemele acesteia:
operationale, tehnice, culturale s.a.

v' Observatia indirectid: au fost analizate
schimbadrile vizibile care au fost imple-
mentate in structura organizatoricd si in
comunicarea externd a institutiei (modifi-
carile operate in front-office, procesul de
rebranding, informatiile despre serviciile
de digital banking si extinderea portofo-
liului de servicii oferite clientilor etc.).

v" Interviul semistructurat: au fost reali-
zate interviuri cu angajati de la diferite
niveluri ierarhice pentru a capata diverse
viziuni asupra modului in care au fost
percepute si implementate schimbarile
organizationale de catre diverse persoane:
angajati front-office, manageri de nivel
mediu. Interviurile au vizat aspecte ce tin
de adaptarea la noile procese, dificultatile
intalnite, provocarile resimtite si benefi-
ciile percepute.

Aceastd abordare permite formarea unei
perspective detaliate si realiste a modului in care
o institutie financiard din Republica Moldova
demareazd, implementeaza si evaluiazd proce-
sele de transformare intr-un mediu dinamic.
Metodele utilizate pentru efectuarea cercetarii
pun accentul pe relevanta practica a rezultatelor,
reflectand in mod fidel realitatea organizationald
a schimbarilor analizate.

Rezultate si discutii

Banca Comerciala ,,Victoriabank™ S.A.
este o banca sistemicd din Republica Moldova,
cu o retea extinsd pe Intreg teritoriul tarii si o
gama variatd de produse si servicii bancare
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Research methodology

The conducted research is based on a
practical and applicative approach, aiming to
analyze the changes implemented within B.C.
“Victoriabank™ S.A. from the perspective of deter-
mining factors, generated effects, and encoun-
tered challenges. In order to collect and analyse
practical information, the following qualitative
methods were used:

v Documentary analysis: a series of public
official documents of the institution were
reviewed, including the annual reports of
B.C. “Victoriabank” S.A., information
available on the bank’s official website,
and various press releases.

v Case study: the practical study focuses
exclusively on the example of B.C.
“Victoriabank™ S.A., analysed in terms of
changes implemented across several of its
subsystems: operational, technical, cultu-
ral, and others.

v Indirect observation: visible changes
implemented in the organisational struc-
ture and external communication of the
institution were analysed (modifications
in the front office, the rebranding process,
information about digital banking servi-
ces, and the expansion of the bank’s ser-
vice portfolio, etc.).

v Semi-structured interviews: interviews
were conducted with employees at va-
rious hierarchical levels in order to gain
diverse perspectives on how the organi-
zational changes were perceived and
implemented. Interviewees included front-
office employees and mid-level managers.
The interviews explored issues such as
adaptation to new processes, encountered
difficulties, perceived challenges, and
experienced benefits.

This approach provides a detailed and
realistic insight into how a financial institution in
the Republic of Moldova initiates, implements
and evaluates transformation processes in a
dynamic environment. The methods used to con-
duct the research emphasize the practical rele-
vance of the results, faithfully reflecting the
organizational reality of the analyzed changes.

Results and discussions

Commercial Bank “Victoriabank™ S.A. is
a systemic bank in the Republic of Moldova,
with an extensive network across the entire
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adaptate atdt nevoilor individuale, cat si celor
corporative ale clientilor sii. Infiintatd in 1989,
B.C. ,,Victoriabank” S.A. a fost prima banci
comerciald din Republica Moldova avand un rol
pionier in dezvoltarea sectorului bncar. In pre-
zent, principalii sai actionari sunt Banca Tran-
silvania si Banca Europeana pentru Reconstruc-
tie si Dezvoltare (BERD), acestia detinand in
comun peste 72% din capitalul social al insti-
tutiei. Colaborarea strategica intre aceste entitati
a contribuit semnificativ la modernizarea si
evolutia constanta a Bancii [1].

B.C. ,,Victoriabank” S.A., la fel ca si alte
institutii financiare, este determinata sa se racor-
deze la cerintele mediul de afaceri si la o mul-
time de factori care necesita eforturi de adaptare
prin implementarea unor schimbari organiza-
tionale. Printre factorii determinanti ai acestor
schimbari putem enumera:

1. Contextul global si imperativul schim-
barii. Mediul global este in continud evolutie
determinata de progresul tehnologic, schimbarile
in comportamentul consumatorilor si reglemen-
tarile tot mai stricte, fapt ce impune institutiile
financiare sd devina adaptive pentru a-gi mentine
competitivitatea.

2. Importanta racorddrii la tendintele
tehnologice. Progresul tehnologiilor digitale,
precum aplicatiile mobile, tehnologiile block-
chain, serviciile de online banking, integrarea
inteligentei artificiale in diverse procese opera-
tionale, transforma substantial sectorul bancar si
solicitd actualizarea constantd a infrastructurii si
serviciilor bancare pentru a face fata cerintelor.
In acest context, cercetdrile de specialitate de-
montreaza ca existd impact direct al digitalizarii
asupra peformantelor bancii si cid intarzierea in
adoptarea digitalizarii expune institutiile bancare
la pierderi competitive, intr-un mediu in care
inovatia tehnologica redefineste asteptarile pietei
financiare i comportamentul consumatorilor [2].
Insa, implementarea cu succes a acestor tehno-
logii necesita o infrastructurd adecvata, resurse
umane calificate si o culturd organizationald
deschisa catre schimbare [3].

3. Cultura organizationald constituie o
resursd strategicd. O schimbare organizationala
profundd nu este posibila fard cultivarea si
impartasirea de catre angajati a valorilor precum
inovatia, asumarea riscului, adaptarea, flexibili-
tatea, invatarea continua — pentru implementarea
cu succes a proceselor de rebranding, digitalizare
si dezvoltare a noilor servicii. Autorul Schein

country and a wide range of banking products
and services tailored to the needs of both
individual and corporate clients. Established in
1989, “Victoriabank™ was the first commercial
bank in the Republic of Moldova, playing a pio-
neering role in the development of the banking
sector. Currently, its main shareholders are Banca
Transilvania and the European Bank for Recon-
struction and Development (EBRD), jointly
holding over 72% of the institution’s share
capital. The strategic collaboration between these
entities has significantly contributed to the bank’s
modernisation and continuous evolution [1].

Like other financial institutions, B.C.
“Victoriabank™ S.A. is committed to aligning
with the demands of the business environment
and a multitude of factors that require adaptive
efforts through the implementation of organisa-
tional changes. Among the main drivers of these
changes, the following can be mentioned:

1. The Global Context and the Impera-
tive of Change. The global environment is con-
tinuously evolving due to technological progress,
changes in consumer behaviour, and increasingly
strict regulations. These dynamics compel finan-
cial institutions to become more adaptive in order
to maintain their competitiveness.

2. The Importance of Aligning with
Technological Trends. The advancement of di-
gital technologies, such as mobile applications,
blockchain, online banking services, and the
integration of artificial intelligence into various
operational processes, is significantly transfor-
ming the banking sector. This shift requires con-
stant updates to banking infrastructure and
services to meet rising demands. In this context,
specialised research demonstrates a direct impact
of digitalization on bank performance and shows
that delays in adopting digital solutions expose
financial institutions to competitive losses.
Technological innovation is reshaping both
financial market expectations and consumer
behavior [2]. However, successful implementa-
tion of these technologies requires adequate
infrastructure, qualified human resources, and an
organizational culture open to change [3].

3. Organisational Culture as a Strategic
Resource. Deep organisational transformation is
not possible without employees embracing va-
lues such as innovation, risk-taking, adaptability,
flexibility, and continuous learning, elements
that are essential for the successful implemen-
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Edgar H. mentioneaza ca schimbarile organiza-
tionale autentice nu se pot realiza fara o schim-
bare a valorilor, principiilor si normelor de com-
portament, deoarece stau la baza culturii organi-
zationale [4]. De asemenea, autorii Kim S.
Cameron, Robert E. Quinn in lucrarea Diagnosing
and Changing Organizational Culture: Based on
the Competing Values Framework: mentioneaza ca
eforturile de schimbare organizationala esueaza
adesea din cauza ignordrii culturii organizationale.
Strategiile de schimbare care nu sunt in concor-
dantd cu valorile, normele culturale de bazd ale
unei organizatii risca sa fie respinse, subminate sau
pur si simplu ignorate de membrii organizatiei. Pe
scurt, fara aliniere culturald, este putin probabil ca
schimbarea s3 aiba succes [5].

4. Schimbdiri in comportamentul clien-
tilor. Transformarile sociale, tehnologice, econo-
mice genereaza schimbadri si in comportamentul
clientilor care devin mai exigenti, preferd ser-
vicii rapide, calitative si accesibile. Exista studii
recente care indicA modul in care pandemia
COVID-19 a accelerat aceste schimbari contri-
buind la dezvoltarea competentelor digitale ale
populatiei si modificand perceptia asupra servi-
ciilore bancare. In aceste conditii, calitatea servi-
ciilor bancare, abilitdtile digitale ale clientilor si
competitivitatea preturilor devin factori determi-
nanti In decizia bancilor de a initia procesele de
schimbare organizationala [6, 7].

Astfel, schimbarile permanente nu sunt
pur si simplu un raspuns la fortele externe, ci un
imperativ pentru supravietuire si dezvoltare pe
termen lung, iar capacitatea de adaptare, prin
operarea schimbarilor organizationale, pentru o
banca precum B.C. ,,Victoriabank” S.A. devine
un avantaj competitiv sustenabil.

Retrospectiva schimbarilor in cadrul
B.C. ,,Victoriabank” S.A. in perioada 2019-
2024. in perioada 2019-2024, B.C. ,,Victoria-
bank” S.A. a trecut prin multiple schimbari, care
au avut drept scop modernizarea bancii si ali-
nierea acesteia la standardele internationale ale
industriei financiare. Acestea au afectat diverse
subsisteme organizationale: cultura organiza-
tionala, modul de operare cu clientii, structura de
personal, cultura organizationald, portofoliul de
servicii, tehnologiile utilizate, infrastructura s.a.
Implementate treptat, aceste proiecte de schim-
bare, au avut drept scop alinierea activitatii
bancii la cerintele mediului de afaceri. Un proces
amplu de transformare a bancii, care reprezintd o
schimbare cu caracter strategic, a Inceput in
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tation of rebranding, digitalisation, and the
development of new services. Edgar H. Schein
argues that authentic organisational change
cannot occur without a shift in values, principles,
and behavioural norms, as these form the foun-
dation of organizational culture [4]. Similarly,
Kim S. Cameron and Robert E. Quinn, in Diag-
nosing and Changing Organisational Culture:
Based on the Competing Values Framework,
state that change efforts often fail due to the
neglect of organisational culture. Change stra-
tegies that are not aligned with an organisation’s
core cultural values and norms risk being rejec-
ted, undermined, or simply ignored by its
members. In short, without cultural alignment,
change is unlikely to succeed [5].

4. Changes in Customer Behaviour.
Social, technological, and economic transfor-
mations are also generating shifts in customer
behaviour. Clients have become more deman-
ding, favouring services that are fast, high-
quality, and easily accessible. Recent studies
indicate that the COVID-19 pandemic accelera-
ted these changes by enhancing the population’s
digital skills and altering perceptions of banking
services. In this context, the quality of banking
services, clients’ digital competencies, and price
competitiveness are becoming key factors influ-
encing banks’ decisions to initiate organisational
change processes [6, 7].

Thus, ongoing changes are not merely a
reaction to external forces but represent an
imperative for long-term survival and develop-
ment. For a bank such as B.C. “Victoriabank”
S.A., adaptability through organizational trans-
formation becomes a sustainable competitive
advantage.

Overview of Changes at B.C. “Victoria-
bank” S.A. during 2019-2024 Between 2019
and 2024, B.C. “Victoriabank” S.A. underwent
multiple transformations aimed at modernising
the bank and aligning it with international stan-
dards in the financial industry. These changes
affected various organizational subsystems:
organizational culture, customer interaction, per-
sonnel structure, service portfolio, technologies
used, infrastructure, and more. Gradually imple-
mented, these change projects aimed to adapt the
bank’s operations to the evolving business
environment.

A major transformation process,strategic
in nature, began in January 2018 with the
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ianuarie 2018, odatd cu preluarea B.C. ,,Vic-
toriabank” S.A. de catre Banca Transilvania si
Banca Furopeana pentru Reconstructie si Dez-
voltare [1]. Schimbarea actionarilor a constituit
un punct important In evolutia institutiei si un
factor determinat al schimbarilor ulterioare.
Totusi, imaginea B.C. ,Victoriabank” S.A. in
randul clientilor si al societdtii raménea asociatd
cu imaginea si politicile actionarilor anteriori [8].
Aceastd schimbare strategica a servit, conCo-
mitent, ca un proces de , dezghetare” a starii de
lucruri existente si o confirmare a uneia dintre
celei mai influente perspective teoretice in do-
meniul schimbdrii organizationale — modelul lui
Kurt Lewin ,,dezghet-schimbare-reinghet”, care
presupune destabilizarea practicilor existente si
implementarea efectiva a unor practici noi [9].

In acest context, a fost necesara realizarea
unui amplu proces de rebranding, implementat
in 2019, ca parte componenta-cheie a strategiei
de restructurare a B.C. ,,Victoriabank” S.A. si de
racordare la noile valori, viziuni si obiective.
,Noua identitate de brand a fost creati de
compania roméneasca Brandient, specializatd in
consultantd strategicd si design de brand.
Aceasta a realizat, Tn 2016, un proiect similar la
Banca Transilvania, iar ulterior, in 2018, rebran-
dingul acesteia a fost desemnat drept una dintre
cele mai eficiente transformari de brand la nivel
mondial, conform clasamentului REBRAND
100® Global Awards” [10].

Proiectul de rebranding a inclus: schim-
bare de logou, reamenajari in sucursalele si
agentiile bancii pentru a prezenta 0 imagine
uniforma, moderna si adaptatd noilor standarde
vizuale si functionale. Pozitionarea brandului a
fost consolidata prin introducerea noului mesaj-
cheie al bancii, — ,, Cu pofia de banking”’, — care
subliniazd energia si entuziasmul béncii in
relatia cu clientii si partenerii sdi, invitdndu-i sa
participe la o experientd bancard mai activa,
atractivd si personalizatd. Denumirea bancii a
fost pastrata ,,Victoriabank™ — simbol al ambitiei
de a progresa si de a obtine noi victorii. Tot din
rebranding a facut parte si modificarea siglei,
prin adaugarea unui element nou — steagul — cel
mai nou element in sigla — 0 continuare a literei
»V” din denumirea bancii reprezentdnd un
simbol al identitatii sale vizuale reinnoite.

Oricum, ca si orice proces de schimbare
organizationald, implementarea rebrandingului a
fost una complexd, care a implicat numeroase
bariere si dificultati. O provocare a constituit-o

acquisition of B.C. “Victoriabank” S.A. by
Banca Transilvania and the European Bank for
Reconstruction and Development (EBRD) [1].
The change in ownership marked a significant
milestone in the institution’s evolution and was a
key driver of the subsequent transformations.
Nevertheless, the public and client perception of
B.C. “Victoriabank™ S.A. continued to be asso-
ciated with the image and policies of the pre-
vious shareholders [8]. This strategic shift simul-
taneously acted as a “thawing” of the previous
state of affairs and as an application of one of
the most influential theoretical models in
organisational change,the Kurt Lewin model of
“unfreeze-change-refreeze.” This model involves
destabilising existing practices and effectively
implementing new ones [9].

In this context, a comprehensive rebran-
ding process was necessary and was imple-
mented in 2019 as a key component of B.C.
“Victoriabank™ S.A.’s restructuring strategy and
its alignment with new values, visions, and
objectives. “The new brand identity was created
by the Romanian company Brandient, specia-
lised in strategic consultancy and brand design.
In 2016, Brandient carried out a similar project
for Banca Transilvania, and later, in 2018, that
rebranding was recognised as one of the most
effective brand transformations in the world,
according to the REBRAND 100® Global
Awards ranking” [10].

The rebranding project included a logo
change and redesigns of the bank’s branches and
agencies to present a cohesive, modern image
adapted to new visual and functional standards.
The brand positioning was reinforced through
the introduction of the new key message — “With
a Taste for Banking” — which expresses the
bank’s energy and enthusiasm in its relationships
with clients and partners, inviting them to
engage in a more dynamic, appealing, and perso-
nalized banking experience. The name “Victoria-
bank” was preserved — as a symbol of ambition
and the pursuit of new victories. A new element
was also added to the logo — a flag — extending
from the “V” in the bank’s name, symbolising
the renewed visual identity.

As with any organisational change pro-
cess, the implementation of the rebranding was
complex and involved numerous barriers and
challenges. One of the key challenges was
gaining client acceptance of the new visual iden-
tity. To overcome this resistance, B.C. “Victoria-
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Si acceptarea noii identitati vizuale de catre
client. Pentru a depasi aceasta rezistenta B.C.
,Victoriabank” S.A. a trebuit sd depuna eforturi
de promovare a noii imaginii pentru a se asigura
ca actualii si potentialii clienti percep pozitiv
modificarile, avand in vedere conservatorismul
manifestat de o parte a publicului.

De asemenea, o alta dificultate a fost de
natura financiara, avand in vedere reteaua
extinsd de peste 100 de unitati teritoriale ale
bancii si faptul ca lucrarile de renovare necesare,
modernizarea mobilierului, implementarea nou-
lui logo implicau investitii considerabile. Aceste
costuri erau preconizate si fie suportate fard a
afecta preturile serviciilor, mentindnd competiti-
vitatea bancii. In consecinti, costurile implemen-
tarii au reprezentat o povara semnificativa pentru
bugetul bancii, iar adaptarea personalului bancii
la noile standarde operationale si la identitatea
relnnoitd a necesitat timp si resurse suplimen-
tare. Un factor critic in derularea procesului de
rebranding a fost timpul — fiind o banca cu un
volum ridicat de activitate zilnica, implementa-
rea modificarilor trebuia realizatd fard a intre-
rupe serviciile sau a creste semnificativ costurile.

Rezultatele rebrandingului B.C. ,, Vicroria-
bank” S.A. au fost, preponderant, pozitive. Pro-
cesul a condus la o disociere clard de imaginea
asociata cu actionarii anteriori, consolidand per-
ceptia clientilor potrivit careia banca este acum
parte din Grupul Banca Transilvania. Repo-
zitionarea a influentat pozitiv imaginea institutiei,
contribuind la atragerea de noi clienti, cresterea
precum si la racordarea B.C. ,,Victoriabank” la
standardele moderne din domeniul financiar.

Schimbiri operate au fost si in cultura
organizationala a B.C. ,,Victoriabank” S.A. cu
scopul de a crea un mediu de lucru mai colabo-
rativ, modern si deschis, care sd fie adaptat
cerintelor actuale ale pietei financiare si necesi-
tatilor angajatilor. Un exemplu relevant de schim-
bare realizata a fost in amenajarea spatiilor de
lucru, prin trecerea de la birouri separate la spatii
deschise (open spaces), — proces desfasurat
treptat in perioada 2019-2024, care a necesitat
investitii de timp si financiare. Nu a fost doar o
tranzitie cu modificari de naturd fizica, ci o
schimbare profunda in cultura organizationala,
incurajand si consolidand partajarea valorilor
precum: colaborarea, transparenta si comunica-
rea intre angajati. Spatiile de lucru deschise au
fost amenajate intr-un stil unitar si modern in
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bank” S.A. had to make significant promotional
efforts to ensure that both current and potential
clients would perceive the changes positively,
especially considering the conservative attitudes
of segment of the public.

Another difficulty was of financial nature,
given the bank’s extensive network of over 100
territorial units and the fact that renovation
work, furniture modernisation, and the imple-
mentation of the new logo required substantial
investment. These costs were expected to be
absorbed without affecting service prices, in
order to maintain the bank’s competitiveness. As
a result, the implementation costs represented a
significant burden on the bank’s budget, while
adapting staff to the new operational standards
and renewed brand identity required additional
time and resources. A critical factor in the
rebranding process was time, as a bank with a
high volume of daily activity, the implemen-
tation of the changes had to be carried out
without service disruptions or a significant
increase in operational costs.

Results of the rebranding of B.C. “Victo-
riabank” S.A. were predominantly positive. The
process has led to a clear dissociation from the
image associated with the previous shareholders,
reinforcing the customers’ perception that the
bank is now part of the Banca Transilvania
Group. The repositioning has positively influen-
ced the image of the institution, contributing to
attracting new customers, increasing public con-
fidence, enhancing competitiveness, as well as to
the B.C. “Victoriabank™ S.A. to modern finan-
cial standards.

Changes were also made in the orga-
nizational culture of B.C. “Victoriabank” S.A.
in order to create a more collaborative, modern
and open working environment, which is
adapted to the current requirements of the
financial market and the needs of employees. A
relevant example of the implemented change
was in the arrangement of work spaces, by
moving from separate offices to open spaces
(open spaces), a process gradually carried out
over the period 2019-2024, which required time
and financial investments. It was not just a
transition with physical changes, but a profound
change in organisational culture, encouraging
and reinforcing the sharing of values such as:
collaboration, transparency and communication
between employees. The open workspaces have
been designed in a unified and modern style in
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sediul central, sucursale si in agentii, folosind
culori reprezentative de alb si albastru, care
reflectd identitatea vizuald a béncii. Acest efort
de amenajare — continud si in prezent, deoarece
se realizeaza treptat, subliniind angajamentul
bancii de a-si alinia spatiile de lucru la stan-
dardele moderne de eficientd si estetica.

Un alt aspect important al schimbarilor in
cultura organizationala a vizat simbolurile si slo-
ganul organizatiei adaptate pentru a reflecta
valorile actuale ale bancii si angajamentul aces-
teia fatd de clienti si angajati. In acest sens, au
fost introduse modificari la nivelul ceremoniilor,
ritualurilor si normelor de comportament, avand
drept scop sd promoveze egalitatea si respectul
reciproc. O schimbare ineditad a fost si adoptarea
unei adresari informale cu ,,fu”, intre toti anga-
jatii, indiferent de nivelul ierarhic, inclusiv in
raport cu presedintele bancii. Aceastd schimbare
simbolicd accentuiazd importanta egalitatii si a
recunoasterii fiecarui angajat ca o componenta
valoroasd a organizatiei.

Pentru promovarea unui mediu de lucru
transparent si deschis, a fost implementata o alta
schimbare — o cutie postald anonimd, — prin care
angajatii pot semnala deficientele sau incélcarile
comise de colegi sau superiori. Aceasta initiativa
are drept scop crearea unui climat de incredere si
responsabilitate in interiorul organizatiei. A fost
revizuit Codul de Etica al bancii prin instituirea
unor standarde clare de comportament atat in
relatiile cu clientii, cit si cu angajatii, contri-
buind la consolidarea unei culturi organizatio-
nale bazate pe respect, integritate si profesiona-
lism. Inlcusiv, banca a implementat sesiuni de
orientare pentru noii angajati, denumite ,,Bun
Venit!”, in cadrul céarora acestia sunt invitati la
sediul central pentru a se familiariza cu istoria,
valorile culturale si organizationale ale bancii.

Toate aceste eforturi au fost efectuate
pentru a crea o culturd organizationald moderna,
deschisd si orientatd spre colaborare, in care
angajatii bancii sa se simtd apreciati si motivati
sd contribuie la succesul organizatiei. B.C.
,,Victoriabank™ S.A. demonstreaza, astfel, ca este
o organizatie care se adapteazd continuu si care
pune accent pe oameni — fie ca este vorba despre
angajati sau despre comunitatea in care activeaza.

Schimbari substantiale au avut loc si in
gama de produse si servicii ale ale bancii. De
exemplu, banca a lansat in decembrie 2019 un
nou produs, si anume cardul de cumparituri
STAR Card. La momentul lansarii, STAR Card

the head office, branches and agencies, using
representative colours of white and blue, reflec-
ting the bank’s visual identity. This landscaping
effort — continues today as it is gradually being
realised, emphasising the Bank’s commitment to
align its workspaces with modern standards of
efficiency and aesthetics.

Another important aspect of the changes
in the organisational culture concerned the
symbols and slogan of the organisation adapted
to reflect the Bank’s current values and its
commitment to customers and employees. In
this respect, changes were introduced in cere-
monies, rituals and behavioural norms, aimed
at promoting equality and mutual respect. A
novel change has also been the adoption of an
informal “you” address between all employees,
regardless of hierarchical level, including in
relation to the Bank’s President. This symbolic
change emphasises the importance of equality
and recognition of each employee as a valued
part of the organisation.

In order to promote a transparent and open
working environment, another change — an ano-
nymous mailbox — has been implemented where
employees can report shortcomings or violations
committed by colleagues or superiors. This initi-
ative aims to create a climate of trust and accoun-
tability within the organisation. The Bank’s Code
of Ethics has been revised by establishing clear
standards of behaviour both in dealings with
customers and with employees, helping to rein-
force an organisational culture based on respect,
integrity and professionalism. In particular, the
bank has implemented orientation sessions for
new employees, called “Welcome!”, during
which they are invited to the head office to
familiarise themselves with the bank’s history,
cultural and organisational values.

All these efforts have been made to create a
modern, open and collaborative organisational
culture in which bank employees feel valued and
motivated to contribute to the success of the
organisation. B.C. “Victoriabank” S.A. is thus
demonstrating that it is a continuously adapting
organisation that focuses on people — be it its
employees or the community in which it operates.

Substantial changes have also taken place
in the bank’s range of products and services.
For example, the bank launched a new product
in December 2019, namely the STAR Card
shopping card. At the time of its launch, STAR
Card was the only shopping card in the Republic
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era unicul card de cumparaturi din Republica
Moldova, care permitea achitarea integral online
a achizitiilor, fie in rate fixe fara dobanda, fie din
puncte bonus. A fost un exemplu de schimbare
care a aliniat portofoliul de produse bancare la
cerintele digitalizarii. Lansarea STAR Card a
implicat cateva riscuri semnificative, si anume:
posibila reticenta a clientilor fatd de un produs
financiar nou, complexitatea procesului de
implementare, precum si riscul ca personalul
bancii sd Intdmpine dificultati In promovarea
cardului din cauza lipsei de experienta sau a unei
instruiri insuficiente.

Efectele lansarii acestei schimbari au fost
preponderant pozitive — produsul STAR Card a
consolidat relatiile bancii cu partenerii si a con-
tribuit la atragerea unui numar mai mare de
clienti, ceea ce a generat cresteri in volumele
tranzactionate. Pe de alta parte, efectele negative
S-au manifestat prin costuri operationale asociate
lansarii produsului, dar si prin nemultumiri din
partea unor clienti care nu intelegeau, initial, pe
deplin beneficiile sau conditiile de utilizare a
cardului. Reactia angajatilor a fost mixta: unii
angajati au fost entuziasmati de oportunitatea de
a promova un produs inovator, in timp ce altii s-
au confruntat cu anxietate din cauza schimbarii
si a necesitatii de a asimila si dezvolta cunostinte
si competente noi. Insa, prin instruiri si sprijin
managerial, majoritatea echipei a devenit incre-
zatoare in capacitatea de a gestiona si promova
noul produs. Clientii au reactionat in mod
divers: cei care apreciaza inovatia si beneficiile
tangibile au adoptat rapid STAR Card, fiind
incantati de avantajele acestuia, insa, a existat un
segment de clienti care a manifestat initial scep-
ticism, deoarece aveau nevoie de mai mult timp
si informatii suplimentare pentru a intelege utili-
tatea si cacarcteristicile produsului.

In anul 2022, B.C. ,,Victoriabank” S.A. a
introdus o noua schimbare — cardul Salut, o
initiativa fara precedent pentru banca — emiterea
unui card gratuit pentru intreaga duratd de viata a
detinatorului. Schimbarea respectiva a fost con-
ditionatd de mai multi factori interni si externi,
inclusiv presiunile externe, precum alinierea la
strategiile concurentilor si adaptarea la cerintele
tot mai exigente ale pietei, care au impulsionat
luarea acestei decizii. Aceasta schimbare a fost
una complexa, implicind mai multe subsisteme:
subsistemul operational a fost responsabil de
integrarea noilor procese legate de emiterea si
gestionarea cardurilor gratuite, iar subsistemele
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of Moldova that allowed purchases to be paid in
full online, either in interest-free fixed instal-
ments or from bonus points. It was an example
of change that aligned the banking product
portfolio to the demands of digitisation. The
launch of the STAR Card involved some signi-
ficant risks, namely: possible customer reluc-
tance to a new financial product, the complexity
of the implementation process, and the risk
that bank staff might have difficulties in pro-
moting the card due to lack of experience or
insufficient training.

The effects of the launch of this change
were overwhelmingly positive — the STAR Card
product strengthened the bank’s relationships
with partners and helped to attract more cus-
tomers, which led to increases in volumes traded.
On the other hand, the negative effects manifested
themselves in operational costs associated with
the product launch, but also in dissatisfaction
from some customers who initially did not fully
understand the benefits or the conditions of use of
the card. Employee reaction was mixed: some
employees were enthusiastic about the opportu-
nity to promote an innovative product, while
others were anxious about the change and the
need to assimilate and develop new knowledge
and skills. But through training and management
support, most of the team became confident in
their ability to manage and promote the new
product. Customers reacted differently: those who
value innovation and tangible benefits were quick
to adopt STAR Card and were delighted with its
benefits, but there was a segment of customers
who were initially sceptical as they needed more
time and information to understand the usefulness
and features of the product.

In 2022, B.C. “Victoriabank™ S.A. intro-
duced a new change — the Salut card, an unpre-
cedented initiative for the bank — issuing a card
free of charge for the lifetime of the cardholder.
This change was conditioned by several internal
and external factors, including external pressu-
res, such as aligning with competitors’ strategies
and adapting to increasingly demanding market
requirements, which fuelled this decision. This
was a complex change involving several sub-
systems: the operational sub-system was respon-
sible for integrating the new processes related to
the issuing and management of the free cards,
and the sales and marketing sub-systems played
a key role in promoting the card and attracting as
many users as possible.
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de vanzari si marketing au jucat un rol esential in
promovarea cardului si atragerea unui numar cat
mai mare de utilizatori.

Cu toate acestea, implementarea schim-
barii respective nu a fost lipsita de dificultati,
inclusiv de ordin perceptiv, caci emiterea si
deservirea cardurilor Salut, care erau oferite
gratuit clientilor, au generat cheltuieli pentru
B.C. ,Victoriabank” S.A.: dezvoltarea cardu-
rilor, productia lor, distribuirea catre utilizatori si
campaniile de promovare si publicitate. In plus,
unii clienti au privit cu scepticism beneficiile
reale ale unui card gratuit, exprimand ingrijorari
legate de confidentialitatea datelor sau de alte
aspecte de securitate.

Totusi, rezultatele obtinute au confirmat
eficienta acestei schimbari: in primul an de la
lansare si in anii urmatori, a crescut numarul de
clienti. In plus, aceastd schimbare a avut efecte
favorabile si asupra imaginii si reputatiei B.C.
,,Victoriabank™ S.A., contribuind la consolidarea
increderii clientilor si la cresterea loialitatii aces-
tora fata de banca. Astfel, B.C. ,,Victoriabank”
S.A. nu doar ca si-a fidelizat clientii existenti, dar
a reusit si sd atragd noi utilizatori, demonstrand
capacitatea sa de a se adapta si de a raspunde
eficient nevoilor pietei. Prin urmare, lansarea
cardului Salut a constituit o schimbare strategica,
cu rezultate pozitive semnificative atat pe termen
scurt, cat si pe termen lung.

Schimbirile in subsistemul tehnic si
tehnologic operate in cadrul B.C. ,Victoria-
bank” S.A. vizeaza digitalizarea si automatizarea
proceselor. In 2022, a fost implement proiectul
,Digital Onboarding”, care permitea identifica-
rea clientilor prin utilizarea tehnologiilor bio-
metrice, a inteligentei artificiale si automatizarii
proceselor prin RPA (Robotic Process Auto-
mation), toate acestea contribuind la 0 mai mare
eficienta si rapiditate in deservirea clientilor. In
conditiile in care accesibilitatea devine un factor
esential, tot mai multi clientii solicita posibi-
litatea de a interactiona cu institutia finaciara
fara a fi nevoiti sa se deplaseze la sediile bancii
pentru a se identifica sau a efectua operatiuni
bancare. Acest aspect este intensificat de o con-
Curenta tot mai acerba pe piatd si de necesitatea
de a digitaliza serviciile si procesele bancare, in

In 2022, investitiile bancii in acest proiect
au avut drept impact pozitiv reducerea semni-
ficativa a timpului si costurilor asociate relatiilor
cu clientii, administrarii tranzactiilor si gestio-

However, the implementation of this
change was not without difficulties, including
perceptual ones, as the issuance and servicing of
the Hello cards, which were offered free of
charge to customers, generated expenses for B.C.
“Victoriabank” S.A.: the development of the
cards, their production, their distribution to users,
and promotion and advertising campaigns. In
addition, some customers were sceptical about the
real benefits of a free card, expressing concerns
about data privacy or other security issues.

However, the results have confirmed the
effectiveness of this change: in the first year
after the launch and in the following years, the
number of customers increased. Moreover, this
change also had favourable effects on the image
and reputation of B.C. “Victoriabank™ S.A., con-
tributing to strengthening customer trust and
increasing their loyalty to the bank. Thus, B.C.
“Victoriabank” S.A. has not only gained the
loyalty of its existing customers, but has also
succeeded in attracting new users, demonstrating
its ability to adapt and respond effectively to
market needs. The launch of the Salut card was
therefore a strategic change, with significant
positive results both in the short and long term.

The changes in the technical and tech-
nological subsystem of B.C. “Victoriabank”
S.A. are aimed at digitisation and automation of
processes. In 2022, the “Digital Onboarding”
project was implemented, which enabled the
identification of customers through the use of
biometric technologies, artificial intelligence,
and process automation through RPA (Robotic
Process Automation), all of which contribute to
greater efficiency and speed in customer service.
As accessibility is becoming a key factor, more
and more customers are demanding the possi-
bility to interact with their financial institution
without having to go to the bank’s premises to
identify themselves or carry out banking ope-
rations. This is intensified by increasing compe-
tition in the market and the need to digitalise
banking services and processes in order to
remain competitive.

In 2022, the bank’s investment in this
project had the positive impact of significantly
reducing the time and costs associated with
customer relations, transaction administration
and account management, which favourably
influenced the bank’s competitiveness by offe-
ring customers the possibility to open accounts
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narii conturilor, fapt ce a influentat favorabil
competitivitatea bancii, oferind clientilor posibi-
litatea de a deschide rapid conturi, fard sa se
prezinte la unitatile bancare. Proiectul respectiv
a continuat sa aduca beneficii semnificative si in
2023, imbunatitind experienta clientilor prin
valorificarea unor solutii rapide si personalizate,
in acest mod banca reusind sa raspunda unor
tendinte-cheie in domeniul tehnologiiilor si al
proceselor, si anume: simplificarea procedurilor
pentru a fi accesibile si usor de utilizat chiar si
de catre persoane care nu au studii superioare, ce
constituie un factor esential pentru extinderea
bazei de clienti. Totodata, automatizarea proce-
selor, precum: perfectarea contractelor, gestiona-
rea fluxului de reclamatii si calcularea comisioa-
nelor, a permis reducerea erorilor si imbuna-
tatirea eficientei.

De asemenea, printre serviciile si produ-
sele digitale noi lansate pe parcursul anului
2022, se numara: lansarea noului produs Credit
Express Online — credit 100% online, destinat
clientilor ,,Victoriabank™; lansarea a trei noi port-
monee electronice Apple Pay, Google Pay si
Xiaomi Pay; emiterea unui nou serviciu pentru
clientii B.C. ,,Victoriabank” S.A.: Send to Friend
— care permite expedierea banilor catre un prieten
fara a-i cere numarul cardului bancar; lansarea
actualizarii online a chestionarului clientului
(KYC) — o solutie inovatoare in domeniul Know
Your Customer, complet automatizata, care per-
mite identificarea clientilor cu ajutorul celor mai
noi tehnologii biometrice, inteligentei artificiale
si RPA (Robotic Process Automation) [11].

Digitalizarea si deservirea la distanta au
avut impact asupra dinamicii retelei teritoriale a
bancilor. Astfel, in anul 2022 numarul de sucur-
sale s-a redus cu patru unitati si numarul
agentilor s-a diminuat cu 53 unititi. In acelasi
timp, numarul salariatilor din sistem a crescut cu
222 persoane. Numadrul utilizatorilor sistemelor
de deservire la distantd este in crestere, prin
web-banking crescand cu 23,2% si prin mobile-
banking cu 42,9%. Numarul total al opera-
tiunilor a crescut cu 12,9%, dintre care: 13,4%
pentru persoane fizice si 11,4% pentru persoane
juridice. Dacd in cazul persoanelor juridice a
crescut numarul de plati atat pentru web-banking
cat si mobile-banking, persoanele fizice au
migrat, partial, de la web-banking catre mobile-
banking [11].

O altd schimbare care denotd eforturi de
digitalizare, a fost implementarea in anul 2023 a
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quickly without having to visit the bank’s bran-
ches. This project continued to bring significant
benefits in 2023, enhancing the customer expe-
rience by leveraging fast and personalised solu-
tions, thus enabling the bank to respond to key
trends in technology and processes, namely:
simplifying procedures to be accessible and easy
to use even for people without higher education,
which is a key factor in expanding the customer
base. At the same time, the automation of pro-
cesses such as: contract finalisation, complaint
flow management and commission calculation,
has reduced errors and improved efficiency.

Also, among the new digital services and
products launched during 2022 are: the launch of
the new Credit Express Online product — 100%
online credit for “Victoriabank™ customers; the
launch of three new e-wallets Apple Pay, Google
Pay and Xiaomi Pay; the issuance of a new
service for B.C. customers. “Victoriabank™ S.A.
: Send to Friend — which allows sending money
to a friend without asking for their bank card
number; launch of the online update of the
Customer Questionnaire (KYC) — an innovative
solution in the field of Know Your Customer,
fully automated, which allows identifying cus-
tomers with the latest biometric, artificial intelli-
gence and RPA (Robotic Process Automation)
technologies [11].

Digitalisation and remote servicing have
had an impact on the dynamics of banks’ terri-
torial network. Thus, in 2022 the number of
branches decreased by four units and the number
of agents decreased by 53 units. At the same
time, the number of employees in the system
increased by 222 persons. The number of users
of remote service systems is increasing, with
web-banking increasing by 23.2% and mobile-
banking by 42.9%. The total number of tran-
sactions increased by 12.9%, of which: 13.4%
for individuals and 11.4% for legal entities.
While the number of payments for both web-
banking and mobile-banking increased for legal
entities, individuals partially migrated from web-
banking to mobile-banking [11].

Another change denoting digitisation
efforts was the implementation in 2023 of the
first banking chatbot available to customers
around the clock, under the hashtag #Digiti-
sationWant. The Alex chatbot offers the possi-
bility to reset card PINs, block cards, block the
VB24 app, as well as get answers to ques-



ECONOMIE, BUSINESS S| ADMINISTRARE/ ECONOMICS, BUSINESS AND ADMINISTRATION

primului chatbot bancar disponibil pentru clienti
non-stop, sub hashtagul #CuPoftaDeDigitalizare.
Chatbotul Alex ofera posibilitatea restabilirii
codului PIN de la card, blocarii cardurilor,
blocarii aplicatiei VB24, precum si obtinerii
raspunsurilor la intrebarile vizavi de serviciile si
produsele bancii — absolut instant. Chatbotul este
disponibil 24/24, fiind necesar doar codul OTP
pentru utilizare [12].

De asemenea, incepand cu 02 decembrie
2024, in chatbotul ALEX este disponibil un nou
flux —,,Vreau un credit”! Acest flux digital a fost
dezvoltat pentru sustinerea RM Retail, oferind
un instrument modern de atragere a clientilor si
crestere a volumelor de vanzari.

Despre asimilarea gi abordarea proactiva
de catre clienti a inovatiilor in servicii si tehno-
logii se mentioneaza in Raportul anual de acti-
vitate al bancii: ,,Gradul inalt de acceptare a
schimbarilor si tehnologiilor reprezintd trasaturi
definitorii ale clientilor B.C. ,,Victoriabank”
S.A. Comportamentul consumatorilor este intr-0
schimbare accelerata de la modul clasic de
deservire catre tehnologii moderne, autoservire,
deservire la distanta. Initiativele digitale imple-
mentate permit clientilor sa beneficieze de cele
mai multe produse fard a se deplasa fizic la
banca. Persoanele fizice pot deveni online clien-
tii B.C. ,,Victoriabank™” S.A., Inrolarea fiind asi-
gurati prin digital onboarding. in prezent,
aproape orice produs poate fi oferit digital” [13].

Una dintre schimbarile majore survenite in
urma fuziunii dintre B.C. ,,Victoriabank™ S.A. si
Grupul Financiar Banca Transilvania a fost
modificarea organigramei, incepand cu anul
2018, de la demararea fuziunii, pentru a se
ajunge la o variantd a organigramei functionala
si practica din toate punctele de vedere. Modi-
ficarile ulterioare in organigrame au inclus: mo-
dificari In denumiri de subdiviziuni, crearea de
directii noi, crearea de functii noi. In anii 2021 si
2022, Comitetului de Directie al bancii i se
subordonau patru vicepresedinti, iar in anul 2023
a fost creat un nou post — al cincilea vicepre-
sedinte, modificandu-se denumirea din Vicepre-
sedintele CBO in Vicepresedinte Aria Corporate
si Vicepresedinte Aria Retail. In plus, au avut
loc schimbari in denumirile directiilor: pe par-
cursul anului 2022, Directia Business Banking
si-a schimbat denumirea in Directia Business.
Subordonat direct Presedintelui Comitetului de
Directie (CEO), a aparut CTO — Chief Techno-
logy Officer. In anul 2023, din subordinea

tions regarding the bank's services and pro-
ducts — absolutely instantly. The chatbot is
available 24/24, only the OTP code is required

for use [12].
Also, as of 02 December 2024, a new flow
is available in the ALEX chatbot — "l want a

credit"! This digital flow was developed to
support RM Retail, providing a modern tool to
engage customers and increase sales volumes.

The bank’s Annual Activity Report states
about the customers’ assimilation and proactive
approach to innovations in services and techno-
logies: “The high degree of acceptance of chan-
ges and technologies is a defining feature of
B.C. customers. B.C. “Victoriabank™” S.A. Cus-
tomers’ behaviour is undergoing an accelerated
change from the classical way of service to
modern technologies, self-service, remote ser-
vice. Implemented digital initiatives allow cus-
tomers to benefit from most products without
physically travelling to the bank. Individuals
can become online customers of B.C. “Victoria-
bank” S.A., enrolment is ensured through digital
onboarding. Today, almost any product can be
offered digitally” [13].

One of the major changes following the
merger between B.C. “Victoriabank™ S.A. and
the Banca Transilvania Financial Group was the
modification of the organisational chart,
starting with 2018, since the start of the merger,
in order to arrive at a functional and practical
organisational chart in all respects. Subsequent
changes in the organisational charts included:
changes in the names of subdivisions, creation of
new directorates, creation of new functions. In
the years 2021 and 2022, the Bank’s Manage-
ment Committee was subordinated to four Vice
Presidents, and in 2023 a new position was
created — the fifth Vice President, changing the
title from Vice President CBO to Vice President
Aria Corporate and Vice President Aria Retail.
In addition, there were changes in the names of
the directorates: during 2022, the Business
Banking Directorate changed its name to the
Business Directorate. Reporting directly to the
Chairman of the Management Board (CEO), the
CTO — Chief Technology Officer, appeared. In
the year 2023, the following subdivisions
became subordinate to the Vice President of the
CBO from the Vice President of the Corporate
Area: Corporate Customers Division, Business
Banking Division and Customer Service Divi-
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Vicepresedintului CBO, au trecut in subordinea
Vicepresedintelui Aria Corporate urmatoarele
subdiviziuni: Directia Clienti Corporativi, Direc-
tia Business Banking si Directia Customer Ser-
vice. Aceste schimbari au avut un impact pozitiv
asupra diviziunii muncii, oferind angajatilor o
structurd mai clard pentru perceptie, oportunitati
de dezvoltare profesionala si o mai bund orga-
nizare a activitatilor In cadrul bancii.

In sistemul de relatii cu clientii, a fost
implemntatd o schimbare necesard si utilda in
anul 2023 — un sistem reinnoit de gestionare a
reclamatiilor clientilor, Tn scopul imbunatatirii
eficientei si reducerii timpului de procesare.
Inaintea acestei schimbari, fluxul de analiza si
transmitere a raspunsurilor la reclamatiile clien-
tilor era un proces lent, care genera nemultumiri
din partea acestora si constituia o experienta de
client mai putin placuta. Schimbarea aplicata a
fost de naturd tehnologicd si a vizat moderni-
zarea si optimizarea fluxului de gestionare a
reclamatiilor, implicand un proces de tranzitie
din sistemul vechi, bazat pe SharePoint, Intr-un
sistem nou, Temenos 4.

Implementarea acestui nou sistem a impli-
cat eforturi financiare pentru dezvoltare, testare
si implementare, dar si timp pentru adaptarea
personalului la noile cerinte. A fost necesar ca
angajatii sd fie instruiti pentru a li se oferi
cunostintele necesare si a le dezvolta competente
de utilizare a noului software, precum si pentru
adaptarea la noile proceduri. Aceastd schimbare
a adus bancii numeroase beneficii: rapiditate si
eficientd In gestionarea fluxului de reclamatii,
fiind nevoie de mai putin timp, o transparenta
mai mare in decurgerea procesului, astfel incat
persoanele implicate in procesul de solutionare a
reclamatiilor pot urmari mai usor stadiul aces-
tora. Drept consecintd, clientii au putut sesiza o
imbunatétire a calitatii serviciilor, iar procesul
de solutionare, mai rapid si mai efficient, a dus
la o satisfactie crescutd din partea acestora.
Astfel, schimbarea implementatd a avut un im-
pact pozitiv nu doar asupra modului in care erau
gestionate reclamatiile, dar si asupra relatiilor
generale cu clientii, demonstrand angajamentul
bancii fatd de imbunitatirea continud a ser-
viciilor oferite.

In cadrul B.C. ,Victoriabank” S.A., in
intervalul anilor 2019-2024, au avut loc multiple
schimbari in politica de personal, care au fost
initiate si implementate pentru a crea un mediu
de lucru motivant si stabil, pentru a reduce fluc-
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sion. These changes have had a positive impact
on the division of labour, providing employees
with a clearer structure for perception, oppor-
tunities for professional development and better
organisation of activities within the bank.

In the customer relations system, a
necessary and useful change was implemented in
2023 — a revamped customer complaint handling
system to improve efficiency and reduce pro-
cessing time. Prior to this change, the flow of
analysing and responding to customer com-
plaints was a slow process, generating customer
dissatisfaction and a less pleasant customer
experience. The change implemented was
technological in nature and aimed at moder-
nising and optimising the complaints handling
workflow, involving a transition process from
the old SharePoint-based system to a new
Temenos 4 system.

The implementation of this new system
has involved financial efforts for development,
testing and implementation, as well as time to
adapt staff to the new requirements. Staff had to
be trained to provide them with the necessary
knowledge and develop their skills to use the
new software and to adapt to the new pro-
cedures. This change has brought many benefits
to the bank: speed and efficiency in managing
the complaints flow, less time is needed, more
transparency in the process so that those invol-
ved in the complaints handling process
can more easily follow the status of their com-
plaints. As a result, customers have been able to
notice an improvement in the quality of service
and the faster and more efficient resolution
process has led to increased customer satis-
faction. Thus, the change has had a positive
impact not only on the way complaints were
handled, but also on overall customer relations,
demonstrating the bank’s commitment to con-
tinuous service improvement.

Within B.C. “Victoriabank: S.A., in the
period 2019-2024, there have been multiple
changes in the personnel policy, which were
initiated and implemented in order to create a
motivating and stable working environment, to
reduce staff turnover and to increase the level of
employee satisfaction. Among the changes made
are: the introduction of meal vouchers, holiday
bonuses for holidays of at least 14 days, as well
as financial incentives for meeting or exceeding
short-term targets, known as “BSC incentive
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tuatia de personal si a spori nivelul de satisfactie
al angajatilor. Printre schimbarile efectuate se
numadra: introducerea tichetelor de masa, prime
de vacanta pentru concedii de cel putin 14 zile,
precum si stimulente financiare pentru indepli-
nirea sau depasirea obiectivelor pe termen scurt,
cunoscute sub denumirea de ,,scheme de incen-
tivare BSC”. Pentru valorificarea oportunitatilor
de dezvoltire profesionald, angajatilor li se
asigurd acces la o platformd de e-Learning si
tora pot beneficia de stagii de practica gratuite.
in 2019, a fost lansat VB Employee Experience
Index (EEI), — un chestionar menit sa ajute
managementul sa inteleagd cit mai bine relatia
angajat/manager si angajat/entitate per general si
sd vada care ar fi cele mai bune solutii de Imbu-
natatire a acestei relatii [11]. Tot in context
financiar, angajatii au apreciat pozitiv un instru-
ment introdus in 2023, si anume acordarea unui
beneficiu financiar in marimea unui salariu tari-
far dupa primul an de activitate in cadrul bancii.
Prin implementarea schimbarilor in susbsistemul
de personal, B.C. ,,Victoriabank™ S.A. a reusit sa
creeze un mediu de lucru mai stabil si mai
motivant, reducind fluctuatia de personal si
ridicand gradului de satisfactie a angajatilor fata
de locul de munca si fata de angajator.

Ca 0 consecinta pozitiva a eforturilor de
schmbari, in anul 2024, fluctuatia de personal a
scazut semnificativ fatd de 2019, ajungind la
aproximativ 9%, un progres considerabil fata de
18% anterior. Aceasta scadere a fost un rezultat
direct al masurilor implementate in politica de
personal, care au avut ca scop Imbunatatirea
conditiilor de munca, motivarea angajatilor si
sprijinirea echilibrului intre viata profesionala si
personald. De asemenea, angajatii au inceput sa
aprecieze tot mai mult oportunitatile de dez-
voltare profesionald, stimulentele financiare si
beneficiile oferite, ceea ce a contribuit in mod
semnificativ la retentia acestora.

Proiectul ,,Tellerul universal” (operator
universal). In luna martie 2019, a fost lansat
Proiectul ,,Tellerul Universal” — un proiect ce
face parte din transformarea Front Office-lui in
telleri universali. Procesul de instruire a inceput
cu 143 angajati (din 176 eligibili), organizandu-
se 23 sesiuni de formare [13]. Aceastd schimbare
a fost justificatd de mai multi factori, inclusiv:
cozile mari la ghiseele bancii si nemultumirea
clientilor din cauza necesititii de a apela la mai
multi operatori pentru a realiza diverse

schemes”. In order to capitalise on professional
development opportunities, employees are pro-
vided with access to an e-Learning platform and
continuing education opportunities, and their
children can benefit from free internships. In
2019, the VB Employee Experience Index (EEI)
was launched, a questionnaire designed to help
management better understand the employee/
manager and employee/entity relationship in
general and to see what would be the best solu-
tions to improve this relationship [11]. Also in
the financial context, employees were positive
about a tool introduced in 2023, namely the
provision of a financial benefit in the amount of
a tariff salary after the first year of employment
with the bank. By implementing changes in its
personnel system, B.C. “Victoriabank” S.A.has
managed to create a more stable and motivating
working environment, reducing staff turnover
and raising the level of employee satisfaction
with the workplace and the employer.

As a positive consequence of the schmbari
efforts, staff turnover in 2024 decreased signi-
ficantly compared to 2019, to approximately 9%,
a considerable improvement from 18% pre-
viously. This decrease was a direct result of the
measures implemented in the personnel policy,
which aimed to improve working conditions,
motivate employees and support work-life ba-
lance. Employees have also begun to increa-
singly appreciate the professional development
opportunities, financial incentives and benefits
on offer, which has contributed significantly to
employee retention.

Universal Teller (universal operator)
project. In March 2019, the Universal Teller
Project was launched — a project that is part of
the Front Office’s transformation into universal
tellers. The training process started with 143
employees (out of 176 eligible) and 23 training
sessions were organised [13]. This change was
justified by a number of factors, including: long
gueues at bank counters and customer dissa-
tisfaction due to the need to use multiple ope-
rators to perform various operations. In the
context of strong competition in the banking
sector and the need to optimise costs, it was
deemed necessary to implement this transition to
universal operators. This change took place in
the context of major changes, which took place
simultaneously in several sub-systems of the
bank, such as human resources, information
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operatiuni. In contextul unei concurente puter-
nice in sectorul bancar si al cerintei de a opti-
miza costurile, s-a considerat necesard imple-
mentarea aceastei tranzitii catre operatorii uni-
versali. Schimbarea respectiva a avut loc in con-
textul schimbarilor majore, care s-a desfasurat
simultan in mai multe subsisteme ale bancii,
cum ar fi: resursele umane, tehnologiile informa-
tionale, vanzarile si marketingul. Trebuia sd se
asigure nu doar o reproiectare a structurii organi-
zatorice, ci si o instruire a angajatilor, in special,
in domeniul legislativ si procedural, pentru a
putea face fatd noilor cerinte operationale. In
plus, au fost necesare ajustari ale infrastructurii,
inclusiv adaptarea la noile conditii de munca a
angajatilor afectati de aceasta schimbare.

Beneficiile acestei schimbiri, in modul de
organizare a activitatii operatorilor, au fost evi-
dente atat pentru bancd, cat si pentru clienti.
Pentru clienti, beneficiile rezida in faptul ca s-a
redus timpul de deservire la ghiseu, avand deja
un singur punct de contact pentru multiple ser-
vicii bancare. Totodatd, angajatii, care au devenit
mai flexibili si versatili, dobandind abilitati
pentru a gestiona diverse tipuri de operatiuni, au
contribuit la cresterea nivelului de satisfactie al
clientilor si, implicit, la cresterea veniturilor
bancii prin promovarea produselor si serviciilor
aditionale. De asemenea, un impact pozitiv pen-
tru angajatii bancii este si faptul ca acestia au o
mai mare satisfactie datoritd diversificarii atribu-
tiilor lor si a oportunitatilor de dezvoltare.

Totusi, implementarea sistemului de telleri
universali a conditionat si unele provocari.
Datorita fluxului mare de clienti si diversitatii
operatori in executarea atributiilor. Acest lucru a
fost cauzat de complexitatea sarcinilor si de
numarul mare de clienti care trebuiau deserviti
intr-un timp relativ scurt. In plus, au aparut
dificultdti legate de faptul cad gradul si nivelul de
asimilare a cunostintelor, si de formare a noilor
competente, initial, a fost substantial diferit, din
cauza diferentelor in ritmurile de adaptare ale
operatorilor, fapt care, a creat provocari in ges-
tionarea cererilor clientilor si In mentinerea unui
nivel ridicat al calitatii serviciilor.

In ansamblu, tranzitia citre sistemul de
telleri universali a generat economii conside-
rabile pentru bancd, reducand costurile asociate
cu operarea mai multor specialisti pe functii
distincte. Totusi, dificultatile Intdmpinate in pro-
cesul de implementare si adaptare au subliniat
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technology, sales and marketing. Not only the
organisational structure had to be redesigned, but
also employees had to be trained, in particular in
legislative and procedural matters, in order to
cope with the new operational requirements. In
addition, adjustments to the infrastructure were
necessary, including the adaptation to the new
working conditions of the employees affected by
this change.

The benefits of this change in the way the
operators’ work was organised were obvious for
both the bank and the customers. For customers,
the benefits lie in the fact that service time at the
counter has been reduced, as they now have a
single point of contact for multiple banking
services. At the same time, the employees, who
have become more flexible and versatile, acqui-
ring the skills to handle different types of
operations, have contributed to increased custo-
mer satisfaction and, in turn, to the bank's
revenues by promoting additional products and
services. Also, a positive impact for the bank's
employees is the fact that they are more satisfied
due to the diversification of their duties and
development opportunities.

However, the implementation of the
universal teller system has also presented some
challenges. Due to the large flow of customers
and the diversity of operations, there were initial
difficulties for operators in performing their
duties. This was caused by the complexity of the
tasks and the large number of customers to be
served in a relatively short time. In addition,
there were difficulties related to the fact that the
degree and level of assimilation of knowledge,
and training of new skills, initially differed
substantially, due to differences in the pace of
adaptation of operators, which created challen-
ges in managing customer demands and main-
taining a high level of service quality.

Overall, the transition to the universal
teller system has generated considerable cost
savings for the bank by reducing the costs
associated with operating multiple specialists in
separate functions. However, the difficulties
encountered in the implementation and adap-
tation process underlined the continued need for
staff training and infrastructure improvements to
effectively support this organisational change.

Any change, whatever its nature, involves
both positive effects, which contribute to process
improvement, and barriers or even negative
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nevoia continud de formare a personalului si de
imbunatatire a infrastructurii, pentru a sustine
eficient aceastd schimbare organizationala.

Orice schimbare, indiferent de natura sa,
implicd atat efecte pozitive, care contribuie la
imbunatatirea proceselor, cat si bariere sau chiar
efecte negative, care necesita ajustiri pe parcurs.
In acest context, si tranzitia citre modelul de
telleri universali 1n cadrul tuturor filialelor
bancii, a adus cu sine atat efecte positive, cat si
efecte negative. Aceste efecte sunt enumerate in
Tabelul 1.

effects, which require adjustments along the
way. In this context, the transition to the univer-
sal teller model in all the Bank's subsidiaries also
brought with it both positive and negative
effects. These effects are listed in Table 1.

Tabelul 1/ Table 1

Efectele schimbarii organizationale ca rezultat al trecerii
de la operatori specializati la telleri universali in cadrul B.C. ,,Victoriabank” S.A./
The effects of organisational change as a result of the transition from
from specialised operators to universal tellers in B.C. “Victoriabank” JSC

Efecte pozitive pentru banca, angajati si clienti/
Positive effects for bank, employees and
customers

Bariere, provocari si efecte negative/
Barriers, challenges and negative effects

1. Reducerea timpului de asteptare pentru clienti/
Reducing customer waiting time

2. Cresterea eficientei operationale a bancii/
Increasing the bank’s opperational efiiciency

3. Imbunatatirea experientei clientilor/
Improving the customer experience

4. Crestrea nivelului de flexibilitate al angajatilor si
diversificarea abilitatilor acestora/
Increasing employees' flexibility and diversifying
their skills

5. Cresterea gradului de satisfactie al angajatilor/
Increasing employee satisfaction

6. Imbunititirea imaginii bancii si a satisfactiei
clientilor/
Improving the bank's image and customer
satisfaction

7. Posibilitatea de Inlocuire cu usurinta a per-
soanelor temporar absente la serviciu/
Possibility to easily replace people temporarily
absent from work

8. Procesul de instruire a noilor angajati a fost
facilitat de cadrul universal de competente si
aptitudini/
The training process for new staff was facilitated
by the universal competences and skills
framework

1. Rezistenta la schimbare din partea unor angajati,
din cauza neintelegerii initiale a ideii si
impactului schimbarii/

Resistance to change on the part of some
employees due to initial misunderstanding of the
idea and impact of the change

2. Necesitatea unei perioade de adaptare si invatare
pentru angajati/

The need for an adaptation and learning period for
employees

3. Aparitia erorilor initiale, ca urmare a diversificarii
sarcinilor/

The occurrence of initial errors due to task
diversification

4. Necesitatea unui timp suplimentar pentru
instruire/

Need for additional time for training

5. Suprasolicitarea angajatilor la inceputul
schimbarii, din cauza gestionarii unui volum mare
de tranzactii complexe/

Overburdening employees at the beginning of the
change due to managing a high volume of
complex transactions

Sursa: elaborat de autori/ Source: elaborated by the authors
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Chiar daca, la inceput, unii angajati au
manifestat rezistentd fatd de schimbare, din
cauza faptului cd initial nu cunosteau detalii
despre priect, despre proces, aveau temeri legate
de volumul crescut de sarcini de invatat si
gestionat, in timp, acestia au Inteles ca schim-
barile aduse au fost benefice. La inceput,
operatorii au fost stresati din cauza diversificarii
responsabilitdtilor si de complexitatea noilor
sarcini, insa, pe masura ce s-au adaptat la noile
cerinte, au inteles avantajele reformei.

De fapt, aceasta reactie este una fireasca
pentru orice colectiv de angajati in procesul ori-
caror schimbari, Intrucdt angajatii se confrunta
cu elemente necunoscute, ce trebuie asimilate si
care presupune un grad sporit de certitudine,
pentru explorarae careia este nevoie de efort,
timp, vointd si rabdare. Unul dintre cele mai
importante beneficii identificate a fost cultivarea
execute aceleagi operatiuni, ceea ce a permis
inlocuirea facild a celor absenti temporar, fara a
fi necesar sa se faca diferentierea intre posturile
specializate. Astfel, majoritatea angajatilor au
apreciat schimbarea, confirmidnd cd aceasta a
fost una binevenitd si beneficd pe termen lung,
atat pentru dezvoltarea lor profesionald, cat si
pentru succesul organizational. Desi majoritatea
angajatilor au acceptat si apreciat schimbarile,
unii dintre ei au fost initial reticenti fatd de noile
politici, in special, in privinta trecerii la un
sistem de lucru mai flexibil si mai dinamic de
muncd, care a presupus rotatia posturilor de
lucru si asumarea unor responsabilitati suplimen-
tare. Aceastd reticentd a fost remarcatd mai ales
in randul angajatilor cu experientd mai mare,
care au fost obisnuiti cu un sistem de lucru mai
stabil. Totusi, aceastad problemd a fost depasita
printr-o comunicare constanta intre manageri si
angajati si prin oferirea de suport informational,
infrastructural adecvat.

Schimbari strategice
., Victoriabank ” S.A.

B.C. ,,Victoriabank” S.A. continui pro-
cesul de transformare strategici prin
urmatoarele actiuni recente:

v" Fuziunea cu BCR Chisinau, finalizatd cu
succes la data de 01.03.2025. Aceasta
fuziune a consolidat pozitia pe piata si a
condus la extinderea retelei teritoriale, a
numarului de clienti si angajati.

v/ Semnarea acordului de intentie pentru
achizitionarea a 100% din capitalul social

in cadrul B.C.
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Even though some employees initially
resisted the change, due to a lack of detailed
information about the project and process, as
well as concerns about the increased volume of
tasks to learn and manage, over time, they came
to understand that the changes were beneficial.
At first, the tellers were stressed by the diver-
sification of responsibilities and the complexity
of the new tasks. However, as they adapted to
the new requirements, they began to recognize
the advantages of the reform.

In fact, this reaction is natural for any
group of employees undergoing change, as they
are faced with unknown elements that must be
understood, something that requires effort, time,
will, and patience. One of the most important
benefits identified was the cultivation of flexi-
bility: all employees became capable of perfor-
ming the same operations, which allowed for the
easy substitution of temporarily absent staff,
without the need to differentiate between spe-
cialized positions.

Thus, the majority of the employees
appreciated the change, confirming that it was
welcome and beneficial in the long term, both
for their professional development and organi-
sational success. Although most employees
accepted and appreciated the changes, some of
them were initially reluctant about the new
policies, in particular, the move to a more
flexible and dynamic system of working, which
involved rotating job positions and taking on
additional responsibilities. This reluctance was
particularly noticeable among more experienced
employees, who were used to a more stable
working system. However, this problem was
overcome by constant communication between
managers and employees and by providing
adequate informational, infrastructural and
organisational support.

Strategic changes at B.C. “Victoriabank”
JSC

B.C. “Victoriabank” S.A. continues the
process of strategic transformation through
the following recent actions:

v Merger with BCR Chisinau, successfully
completed on 01.03.2025. This merger
strengthened the market position and led
to the expansion of the territorial network,
number of customers and employees.

v" Signing of the agreement of intent to
acquire 100% of the share capital of OCN
“MICROINVEST” S.R.L. on 11.04.2025.
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al OCN ,, MICROINVEST” S.R.L. la data
de 11.04.2025. Aceastd achizitie va con-
tribui la extinderea bancii prin diversi-
ficarea portofoliului de servicii, micro-
finantarea fiind 0 nisa importantd pentru
sustinerea clientilor — companiilor mici si
mijlocii din Republica Moldova [14].
Concluzii
Analiza practicd a schimbarilor imple-
mentate in cadrul B.C. ,,Victoriabank” S.A.
denotd un procese de transformare organiza-
tionald bine coordonat, orientat spre adapta-
bilitate, eficientd operationald si satisfacerea
cerintelor pietiei. Implementarea proiectelor de
digitalizare, a initiativei ,,Tellerul Universal”,
precum si reconfigurarea structurii organiza-
torice, a subsistemului de personal, reflectd
potentialul si ambitia institutiei de a raspunde
dinamic provocirilor interne si externe. In pofida
dificultatilor inerente oricarui proces de schim-
bare organizationald, — precum rezistenta la nou,
timpul si resursele financiare sau necesitatea
instruirii suplimentare, — B.C. ,,Victoriabank”
S.A. a reusit sa isi consolideze pozitia In sectorul
bancar din Republica Moldova, demonstrand ca
schimbarea bine gestionatd, continua, este esen-
tiala pentru competitivitate, confirmandu-si,
totodatd, angajamentul pentru modernizare si
dezvoltare durabila.

This acquisition will contribute to the
bank's expansion by diversifying the
portfolio of services, microfinance being
an important niche for supporting cus-
tomers — small and medium-sized compa-
nies in the Republic of Moldova [14].
Conclusions
Practical analysis of the changes imple-
mented within B.C. “Victoriabank™ S.A. denotes
a well-coordinated organisational transformation
process, oriented towards adaptability, operatio-
nal efficiency and meeting market requirements.
The implementation of digitisation projects, the
“Universal Teller” initiative, as well as the
reconfiguration of the organisational structure,
the personnel subsystem, reflect the institution’s
potential and ambition to respond dynamically to
internal and external challenges. Despite the
difficulties inherent in any process of organi-
sational change, — such as resistance to the new,
time and financial resources or the need for
additional training, B.C. “Victoriabank” S.A has
managed to consolidate its position in the ban-
king sector in the Republic of Moldova,
demonstrating that well-managed, continuous
change is essential for competitiveness, while
confirming its commitment to modernisation and
sustainable development.
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