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Preface

‘H DUH SURXG WR FRPSOHWH WKH ,QWHUQDWLRQDO 6FLHQ
FROODERUDWLRQ ZLWK *«P«iKDQH 8Q LKhazar\Vunhersitys erdatiord® UH |, Q
University of Sarajevo and lvane Javakhishvili Thilisi State University. International Scientific Research
&RQJIJUHVYV *«PeKDQH WKH VHFRQG RI RXU FRQJUHVV VHULH
participants from10 different countries in Tbilisi, the capital of Georgia, was held mainly with online
participation due to the COVIEL9 pandemic that affected the whole world. Nearly 40 participants from
abroad as well as nearly 70 participants from Turkey supportezbtiggess with their papers within many
areas from Marketing to Health, Accounting to Education, Theology to Management, Finance to History
were presented at the congress. We believe that the congress brings researchers working in different fields
of SociaBciences which become an interdisciplinary information feast, that provides valuable contribution
to the scientific literature.

More than 100 papers were presented in our congress with different languages, the majority of the
participants and listeners we young academicians, which enabled us to form an opinion that the interest
in the field of Social Sciences will continue in the coming years.

We would like to thank all of our participants for their valuable contributions to our congress.

Firstofal, wWH ZRXOG OLNH WR WKDQN *PeiKDQH 8QLYHUVLW\ UHF)
,Q DGGLWLRQ <XQXV (PUH ,QVWLWXWH 3UHVLGHQW 3URI 'U GHU
DQG &KDLUPDQ RI WKH %RDUG Rl 7UXVWH H VW of3tbeRIhterhationalD P O H W\
University of Sarajevo Prof. Dr. Ahmet YILIDIRIM and Ivane Javakhishvili Thilisi State University, Dean
of the Faculty of Social and Political Sciences Assoc. Dr. Tamar DOLBAIA.

Finally, we would like to thank members of the HoGmmmittee, Organizing Committee, and
Scientific Committee for their significant contribution to the International Scientific Researches Congress

*ePeiKDQH
Please follojhttp://isr-congress.coffor upcoming evies.

Regards,

, QWHUQDWLRQDO 6FLHQWLILF 5SHVHDUFKHY &RQJUHVYV *oP o
Organizing Committee
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University Branding and Measuring Brand Equity: Conceptual Framework
and Empirical Studies

Musa P rar?

Abstract

,Q WRGD\:V JOREDO PDUNHWSODFH WKH PRVW GLVWLQFWLYH"
brands (Kotler and Armstrong, 2010). Over the years, brands have served as effective carriers of functional
and symbolic information about goodsyvsees, and experiences (Oh et al., 2020). A brand functions as a
powerful differentiator for the business and as a deeisi@aking tool for customers. In highly competitive
marketplace, branding and brand management have become increasingly impontgahastions seek
competitive advantage. A powerful brand enjoys a high level of consumer awareness and loyalty (mind
share and heart share), and it forms the basis for building strong and profitable customer relationship. The
real value of a strong brans its ability to capture customer preference and loyalty. As a result, recently
the concept of brand equity has received vast attention due to the growing nature of competition in domestic
and international markets. Brand equity is a key intangible g#gebler et al., 2002) that arises from past
brand building activities. Since the concept of brand equity is the foundation of any branding strategy, it
has become the focus of many branding studies (Rosetititoitret al., 2011).

Aaker (1991, p.15)de) HG EUDQG HTXLW\ DV "D VHW RI DVVHWY DQG Ol
and symbol, which adds or subtracts from the value provided by a product or service to a firm and/or that
ILUP-V FXVWRPHUVH .HOOHU S -baBdtRranReqQitd BB Hdefildd U P F
EUDQG HTXLW\ EDVHG DV "WKH GLITHUHQWLDO HIIHFW RI EUDQG
WKH EUDQGu $ EUDQG ZLWK VWURQJ HTXLW\ LV HDVLO\ UHFRJQI
distinction strong enough to generate favorable responses towards the brand (Keller, 2013). The consensus
is that the value of a brand ultimately resides in the minds of consumers; thus, consumers are the real
owners of the brands. Consequently, what consumecgiperas the value may differ from what the brand
owner intends to offer (Md Noor et al., 2019). According to Keller (2013), CBBE happens when consumers
have high awareness of and familiarity with the brand and have strong, favorable, and unique a&ssociatio
for the brand. Aaker (1991) originally conceptualized brand equity as a multidimensional concept that
includes brand awareness, brand associations, perceived quality, and brand loyalty, which are the most
used CBBE dimensions in brand equity research.

In recent years, experiencing an increase in domestic and international competition, a negative global
economic environment, and a decrease in enroliments, colleges and universities have faced an increasec
competition (Whisman, 2007). As result, universitgiministrators have realized that relying only on
external marketing and branding efforts are not sufficient strategies for building strong university brands
and brand equity (Pinar et al., 2014), so they are turning to branding efforts as the relaiivglle
promotional approaches of the past no longer seem to work. For Higher Education Institutions (HEIS),
branding of universities as a recent marketing tool aims to attract, engage, and retain students and position
universities (Wilson and Elliot, 20166 XOWDQ DQG :RQJ $ XQLYHUVLW\ EUDQ
DELOLW\ WR IXOAOO VWXGHQWY:- QHHGY DQG FUHDWHV WUXVW L
et al. 2016). Also, universities as service organizations depend on theireus@vice properties to
differentiate themselves from the competition. In recent years, different topics related to university branding
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and university brand equity have been addressed by different studies show the growing interest in branding
of HEIs. Whle the prior studies provide insights into understanding of the specific areas of university
branding, they do not capture the holistic effects of the brand equity dimensions (core and supporting) and
the direct and indirect relationships and interactidnstween the dimensions presented in the brand
ecosystem (Pinar et al., 2011).

Ng and Forbes (2009) suggested a gap model for the university learning experience based on the service
quality literature, recognizing the various parties involved in the creaticthe experience, including the
students themselves. They highlight the complexity of the university experience as -trésated,
emergent, unstructured, interactive, and uncertain, and not all students share the same goals and
orientation (academigersonal, vocational, social) with respect to university experience. Ng and Forbes
(2009) proposed a model to capture student university experience that identified core and supporting
academic valuereation dimensions. The brand ecosystem framework sgggay Pinar et al. (2011)
includes the core and supporting brand equity dimensions of Ng and Forbes (2009), where academic
student interaction is often an important aspect of learning experience in building university brand. From
a strategic perspectiverands can be designed to deliver greater customer value by building a brand
ecosystem that includes the value networks and their interactions at each stage of brand value building and
delivery. Brand ecosystem is a set of different activities that cotetib building a strong brand that cover
all the stages of value creation from initial design idea to the final consumer brand experience (Pinar and
Trapp, 2008). The core brand equity dimensions include brand awareness, perceived quality, brand
associatn, brand trust, learning environment, emotional environment, university reputation, and brand
loyalty, whereas the supporting brand equity dimensions include library services, dining services, residence
hall, and physical facilities.

The brand ecosystenamework for university branding has been used in two empirical studies, where
one study in Turkey (Pinar et al., 2020) used only the core brand equity dimensions and the other study in
the United States (Girard and Pinar, 2020a) included both the code sapporting brand equity
dimensions. These studies utilized the CBBE theory and the brand ecosystem framework to develop
measurements and tested the relationships between core and supporting brand equity dimensions that are
significant and important in bilding brands of universities, and they are valid and reliable measures of
the CBBE dimensions of university branding. The results of both studies supported the assertion that
universities are complex systems of variousistands that require brand manamgent by considering all
relevant dimensions in a holistic perspective in a brand ecosystem framework (Pinar et al., 2011) with their
direct and indirect relationships. These findings indicate that the holistic approach to examining university
brand equityis essential to understand and capture the complex bundles of benefits in creating a strong
university brand and brand equity. The findings from the U.S. study confirm the assertion by Ng and
Forbes (2009) that the core dimensions cannot function propéhgut the supporting dimensions, they
work together, having direct and indirect effects in an integrated, dynamic way to build the brand in higher
education and university brand equity. One of the unexpected findings is that while emotional environment
in the U.S. study directly influences brand trust and indirectly brand loyalty, it is directly influenced by
other BE dimensions, emotional environment in the Turkish study does not influence the brand trust,
university reputation, or brand loyalty, whicls interesting for understanding crossiltural differences.

In another study (Girard and Pinar, 2020b) compared the importance and performance of university
brand equity dimensions to determine if any significant gaps exist between student perceptions of
importance (expectations) and performance of the university brand equity dimensions. The results show an
existence of gaps for both all core and supporting university brand equity dimensions, indicating that
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student expectations are not met, which couletggnificant implications for creating a strong university

brand. For example, university reputation had the largest gap, which the reputation could be improved
through strengthening brand awareness, brand associations, brand loyalty, perceived lgaalitgg
environment, brand trust, and emotional environment. Of the supporting factors, residence hall had the
largest gap, suggesting a need to improve on residence halls, as well as physical facilities, dining services
and library services, especiallgsidence halls and dining services are important to students living on
campus and especially to female students.

These empirical studies provide some insights about the core and supporting university brand equity
dimensions, and their direct and indirecomplex relations that could be beneficial for university
administrators in creating a strong university brand and brand equity. However, the authors suggest that
a caution must be exercised when interpreted the findings of their studies with theitidingtdDespite
above limitations, however, they state that university administrators can benefit from the findings of the
empirical studies and a gap analysis in making both strategic and operational decisions for creating a strong
university brand.
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The Investigation of Emotional Intelligence Level in Non  -Government
Organization with TheUse RI +DOO:-V 7HVW

Dariia Doroshkevych 2, Olha llyash 3

Abstract

This article is devoted to the study of emotions and their role in leadership and the process of changes.
A review of literature is conducted and the main definitions of emotions and ematiefizdence are
revealed. The importance of studying the level of emotional intelligence in companies is substantiated. The
basic methods with the help of which one can estimate the level of emotional intelligence are described.

The analysis of the NGO QD percent of Life", which is engaged in support of HIV/AIDS positive
people, is conducted. The structure of personnel is analysed and staff turnover is calculated. It is determined
that emotions play a particularly important role for employees of tha@iaedeon. Emotions influence the
HIITLFLHQF\ RI WKH FRQVXOWDQWY:- ZRUN DQG WKH VW\OH RI PDQ
emotional intelligence is determined. Further studies have shown that women in this organization have a
higher kvel of emotional intelligence than men have, and identified those, whose emational intelligence is
at the highest level. Based on the conclusions, the structure of management in the organization has been
significantly changed and training to develop el intelligence has been established.
Keyword: emotional entelligence, nagovernment organization, hall's test, eq

Introduction

Until recently, in the business world, one treated feelings and emotions with contempt; they
were not understood, they were ignored, suppressed. Unfortunately, the display of emotions is
VWLOO FRQVLGHUHG D PDQLIHVWDWLRQ RI ZHDNQHVYVY LQDELOL\
considered to be those who do not understand the real world, which is built on facts only. Even
Bertrand Russel asserted that "the degree of one's emotions varies inversely with one's knowledge
RI WKH IDFWV2 DQG PDQ\ WRS H[HFXWLYHV DJUHH ZLWK LW

However, is it true that emotions are so unnecessary in today's business world? Feelings and
emotions are one of the most important parts of the human personality, and in our lives, they
play the same crucial role as logic and rational thinking. Emotions perform the function of
feedback, through which we receive information about the quality of our lives and our state.

Fortunately, in today's world, more and more executives are beginning to understand the
value of emotions and realize that emotions are one of the most important administrative tools
that simplifies and accelerates the way to success. It is becase the economy of the 21st century is
characterized by the extension of the service sector, an increase in the number of types of services
provided, customer-centric marketing, information technology, as well as the widespread
adoption of new kinds of hum an resources management. Of course, such changes influence the
requirements for the profession of a manager, namely, the area of responsibility is expanding,
mainly in terms of the need to communicate with more and more people. These phenomena cause

2 Prof., National Technical University of Ukraine, dariya.dor@gmail.com
3 Prof. WSG University of Economy in Bydgoszcz, Poland, International U niversity of Finance, National Technical
8QLYHUVLW\ RI 8NUDLQH ",JRU 6LNRUVN\ .\LY 3RO\W HBRTBBEI9QRZ]NY WLWXWHu .\LY
olha.ilyash@byd.pl

5



emotions that need to be given legal status in the workplace, one must learn to listen to and
correctly understand feelings, control their own emotions, and then managers can better
understand themselves and others and inspire employees to work effectively.

All this contributes to an increase of the requirements for the competence of a manager, and
especially with regard to their social and emotional intelligence.

1. Literature Review

The concept of social intelligence was first used by Thorndike (1904). The auhor
characterized it as vision in the interpersonal relations and the ability to act wisely in human
relationships. According to the modern scientist Goleman (2002), social intelligence is the ability
WR XQGHUVWDQG RQH:V RZQ |HH ®@tdlé\haleQ@aFmaeiivatioh,®d ¥bi®to RWKHU
control emotions in relation to oneself and others. If a person does not notice their own feelings,
one can be sure that this person will not notice feelings of others. Communicative competence is
a significant part of social competence, because it is responsible for the efficient and successful
interaction between people. Social competence is a quality that is responsible for the manager's
ability to build and maintain an optimal relationship with all members of the ir professional
activities. It is social competence that forms the system of knowledge about social responsibility
and oneself.

Not only social intelligence, but also emotional intelligence affects success and effectiveness
of the interaction of social skills, scenarios of behaviour in typical situations, the level of
adaptation to conditions, etc. According to the opinion of Mayer et al (2004, p. 197) emotional

LQWHOOLJHQFH "LQFOXGHV WKH DELOLWLHV WR DFFXUDWHO\
emotions so as to assist thought, to understand emotions and emotional knowledge, and to
UHIOHFWLYHO\ UHJXODWH HPRWLRQV VR DV WR SURPRWH HPRWL
time, scientists Law et al (2004) reckon that emotional intelligence is ®@nceptually distinct from
personality and it has incremental predictive power on life satisfaction.

According to Mayer et al., emotional intelligence includes four parts:

Ability to perceive and feel emotions (both your own, and emotions of others)

Ability to direct your emotions to help your brain

Ability to understand what one or another emotion expresses

Ability to manage emotions

It is noted that an important thing for understanding emotional intelligence is that it is not
the opposite of intelligence, but it is the combination of mind, knowledge and feelings.

After analysing the work of scientists, it becomes clear that emotional intelligence is primarily
the ability of a person to understand their feelings and emotions, and besides, it is the ability to
act in accordance with their feelings and desires, understand the manifestations of personality in
emotions and manage the emotional area on the basis of intellectual analysis and synthesis.

In addition, we understand that emotional intelligence is not only possible to develop but
also it needs to be developed because the manager's profession is located in a social context, since
people are the main subjects and objects of the manager's influence.

Emotions management and the ability to manage them is a topical issue today. Sometimes,
emotions play a decisive role in interpersonal relationships and in making important decisions.
Therefore, the ability to understand, perceive and regulate both your emotions and the emotions
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of others is the key to forming a leader who can effectively manage a company and change its
activities.

In the 21st century, the concept of emotional intelligence as an alternative to traditional
intelligence spreads rapidly. Thus, Goleman believes that the coefficient of emotional intel ligence
(EQ) of a director is of greater value for forecasting company's activities than more popular 1Q
coefficient. And if EQ determines the success rate by 80%, then IQ is able to do it only by 15%.

Nevertheless, all scientists agree that a director didates the emotional state of the entire team.
And if a traditional leader is a strategist who is able to draw up a precise plan for achieving results
and implement it, then a modern strategist with a high level of EQ inspires people with their
energy, gives the desired emotional impetus for the entire company, and manages the emotions
of the group members, especially with regard to feelings related to frustration and optimism
(Humphrey, 2002). A leader who correctly manages their inner world and corporate s pirit of a
company can succeed in business. To be a leader means to be emotionally stronger, tougher,
emotionally more attentive and more focused.

Emotional leaders differ not only in professional skills and insight, but also in the ability to
connect with people: to inspire, awaken excitement, maintain high motivation and dedication.

Thus, a leader is a member of a group who is hominated for the role of a director with the
purpose of organizing mutual, collective activities of people for the rapid and succ essful
achievement of the common goal. Often leader and director are not identical concepts. If a leader
carries out regulation of interpersonal relations in a group, then a director organizes the official
relations of some group as a social organization.A leader is chosen spontaneously and intuitively,
but a director is appointed or elected. However, both phenomena - leadership as well as direction
- realize the processes of a social influence in a team. Leadership is able to become direction, and
directi on can become leaders, cultivating the appropriate qualities in themselves.

For a better understanding of all possible areas of emotional intelligence, there is a model of
emotional-social intelligence (Bar-On, 1988). With the help of it, you can understand the role of
emotions in leadership and change process.

The study of the level of emotional intelligence development and its features of psychologists,
who were undergoing training, was carried out using the standardized method to evaluate
emotional intelligence that is Hall Test (2007). The scientist proposed a methodology in order to
identify the basic capabilities for understanding the relationships of a personality that can be
represented in the emotional sphere, as well as the ability to manage emotons on the basis of
decision-making. This technique consists of 5 scales and 30 statements. Let us consider the scales,
which are as follows:

Scale of emotional awareness

Scale of managing your emotions (emotional forgiveness, emotional non-rigidity)

Scaleof self-motivation (the ability to independently manage your emotional state)

Scale of empathy

Scale of recognizing emotions of other people (the ability to influence the emotional state of
others)

Each statement presupposes a response on a-point scale: from -3, which means "completely
disagree" to +3, which means "I completely agree." The disadvantage of this technique is the lack
of any information on th