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BASIC CONCEPTS REGARDING THE
INVESTMENT PROCESS AT HONEYWELL
INTERNATIONAL INC.
Associate Professor Gabriel Ionel DOBRIN, Ph.D.
"Drăgan" European University of Lugoj
Faculty of Economic Sciences
Lugoj, Romania
E-mail: gabriel.dobrin@deu.ro

Abstract: Honeywell International Inc. invents and sells technologies which
approach global challenges in global energy, safety, security, productivity
and urbanization.
Being a company diversified by technology and production, it holds a unique
position which combines physical products with software in order to offer to
clients from around the world aerospace products and services, turbocompressors, efficient products from the energetic point of view and
solutions for homes, business and transport, processing technologies for
refinery and petrochemistry, technologies of productivity, detection, safety
and security for building, home and industry.
Keywords: Products, solutions, life quality, reports, software, technologies,
processes, high performance, productivity, services.
JEL Classification: G30, L20

The offered products and solutions make possible a safer, more
comfortable and more productive world, improving the life quality of
people around the world. Honeywell was incorporated in Delaware in
year 1985. The yearly report regarding the 10-K form, the quarterly
reports regarding 10-Q form, the current reports regarding 8-K form
and any other amendments to these reports are available for free on
the website of the company.
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Moreover, in the Yearly Report regarding 10-K Form, the
company incorporates by reference some information from the annual
shareholders reunion from 2018. Honeywell Inc. globally
administrates the business operation through 4 sectors: Aerospace
Industry, Home and Building Technologies, Performance Materials
and Technologies and Safety and Productivity Solutions. In October
2017, the company realigned the Smart Energy business, part of the
sector Home & Building Technologies, in the sector Process Solutions
from the segment Performance Materials and Technologies.
Aerospace Industry represents a global supplier of products,
software and services for aircraft and vehicules which it sells to the
original equipment manufacturers (OEM) and other clients, on a
variety of markets (aircraft, regional, business aircraft and general
aviation, operators, defence and space contractors, as well as car and
truck producers).
The aerospace industry represents an important supplier of
engines for aircraft, integrated systems of avionic, connected systems,
products and services for the producers of aircraft and turbocompressors, in order to improve the performance and efficiency of
commercial cars and vehicules.
UOP (Universal Oil Products) supplies processing
technologies, products, including catalysts and absorbents, equipment
and consultancy services which allow the clients to produce in an
efficient way gasoline, diesel, jet fuel, petrochemical products and
renewable fuels for refinery, gas processing, petrochemical industry
and other industries.
Process Solutions is a pioneer in automation control,
instrumentation, advanced software and connected services for oil and
gas, refining, cellulose and paper, industrial production of electricity,
chemical and petrochemical products, biofuels, minerals and mining
industry.
Through its measuring process, Process Solutions also makes
possible for the distribution companies to implement advanced
capabilities which transform the operations, improve the reliability
and durability of the environment, offering to clients better services.
Advanced Materials produces a large varity of high
performance products, including fluorocarbons, wax, additives,
advanced fibres, research and intermediary chemical products,
electronic materials and chemical substances.
5
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Safety and Productivity Solutions is a global supplier of
products, software and solutions connected to clients around the world
which improve productivity, safety at work and assets performance.
Safety products include equipment for personal protection and
shoes for work, outdoor games and activitities.
The productivity of products and services offered by
Honeywell Inc. include gas detection technology; mobile devices and
software for calculation, data collection and thermic printing;
purchase chain and warehouse automation equipment, software and
solutions; specially conceived sensors, switches and commands for
sensors and productivity solutions; solutions for data productivity and
asset management based on software.
The company meets the federal, state, local and foreign
requirements regarding the protection of human and environment
health.
Thus, it is appreciated that the practices and procedures of the
company are adequately conceived to avoid the risk of producing
damages to the environment and of financial liability which is
business connected.
However, there are some inherent risks of damaging the
environment in the company’s operations and products, like in the
case of other companies involved in similar business.
It is generally considered that the policies, practices and
procedures of the company are adequately conceived to avoid the risk
of damaging the environment and that, their manipulation,
manufacturing, use and elimination correspond to the laws regarding
environment and safety.
Also, it is possible that future knowledge and other evolutions,
such as: the improved capacity to detect the substances in the
environment, the more and more strict laws and standards regarding
the environment, as well as the policies to apply the law, might
question the manipulation, manufacturing, use or elimination of these
substances.
It is not considered that the international law, regulations and
agreements regarding present climate changes or in development are
susceptible to have a material effect in the near future on the business
or markets of the society, on the results of capital expense operations,
gains, competitive position or financial situation.
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On December 31st, 2017, Honeywell Inc. had about 131,000
employees, from which about 46,000 employees were alloted to the
United States.
The main research and development activities of the company
take place in USA, India, Europe and China.
The expenses for research and development reached the level
of $1,835 million (2017), $1,864 million (2016) and $ 1,856 million
(2015). The expenses for research and development represented 5% of
the total sales of each fiscal year.
On October 10th, 2017, the company announced its intention
to separate the Homes and Global Distribution business, which is part
of the basic and technology segment, from the aerospace segment
which is represented by the independent companies, which are quoted
on the stock market.
The ending of each suggested separation is influenced by the
preparation of each spin-off in order to work as an independent public
company. Each suggested spin-off is complex and may be influenced
by unforeseen evolutions, credit and capital markets or the whole
changes in the market.
These unforeseen evolutions or developments might delay or
prevent the suggested spin-offs or might cause the suggested spin-offs
in more or less favourable conditions than those anticipated.
Moreover, if the spin-offs are concluded, the company cannot
guarantee that each of them will be successful in reaching its goal,
there being also the possibility to stop the activity, with significant
separating costs.
Any of these factors might have a significant negative effect
on the business, financial situation, results of the operations, cash
flows and/or price of the company’s shares.
The future rhythm of growth depends on a series of factors,
such as:
 the company’s ability to identify and evolve according to
the emerging technological tendencies;
 the development and strengthening of the company’s
competitive products;
 the improvement of offered products by adding some
innovative characteristics which differentiate its own
products by those of the competition;
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the development and introduction on the market of new
products;
 the monitoring of profitable business models;
 the realisation of an investment profitability specific to the
new products offered on the market.
The failure of technologies or products offered by the
company might significantly decrease the revenues and might
irreversibly influence the company’s position on the market.
The profitability and increase of margins depend on the
capacity of Honeywell Inc. to generate sustainable improvements.
Moreover, we are interested in important benefits of
productivity and cost savings through actions and projects of
repositioning, such as: consolidation of production facililies,
transitions to competitive regions, from the point of view of costs, and
rationalisation of production lines.
The risk associated to these actions include: delays in the
execution of planned initiatives, unexpected additional costs, less
important productivity improvements than the estimated ones and
negative effects on the employees.
Moreover, organisational changes, wear, difficulties related to
work relations or interruption of work force might have a significant
negative effect on the business, reputation, financial position and
results of the company’s operations.
Due to the company’s operations, it is constantly predisposed
to potential material obligations related to solving environment
dangers and debts or material damages that may be caused by the
emission or exposure to dangerous substances.
Moreover, the frequent changes in the law specific to this
sector might require in the future additional costs, they having the
possibility to have a strong negative effect on the financial situation as
well as on the operations developed by Honeywell Inc.
The global threats and incidents regarding cyber security might
vary from uncoordinated individual attempts to get unauthorised
access to IT systems, to sophisticated and specific measures, known
under the name of advanced persistent threats, to the company, its
products, clients and suppliers, including the suppliers of cloud
solutions.
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The clients of Honeywell Inc. require more and more
protection against cyber attacks, imposing high standards in cyber
security, this fact generating additional costs to answer to these
requests.
Honeywell Inc. has experimented and continues to experiment
all these types of threats and incidents, till now none of them being
significant to the company.
The company tries to continuously implement measures to
discourage, prevent, detect, answer and reduce these threats, including
the control of identity and access, data protection, vulnerability
evaluation, design of software products, networks and maintenance of
backup and protection systems.
In spite of all these efforts, the cyber security incidents,
depending on their nature and application area, might irreversibly lead
to hijack, destruction, corruption or unavailability of critical data and
confidential information or perturbation of commercial operations.
The cyber security incidents which aim the software
incorporated in the company’s products might cause significant
damages to the company’s clients, this risk being increased by the
more and more connected character of the company’s products.

References
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ASPECTS OF ECONOMIC DATA FORECASTING
Associate Professor Nicolae Adrian MATEIA, Ph.D.
"Drăgan" European University of Lugoj
Faculty of Economic Sciences
Lugoj, Romania
E-mail: anmateia@yahoo.com

Abstract :Current but also real problems of the contemporary society,
based on a continuity of uncertainty after the change of policies and of the
global level implies or correct a budget allocation, but a system but a
number of employees are planned / foreseen. The real social-economic
knowledge is realized among other information about statistical research,
which is concerned in three stages, namely: observation, processing and
statistical analysis.
Keywords: forecasting, regression, multifactorial model

The links between economic phenomena and processes
appear as statistical (stochastic) links. The particularity must be in
force in relation to the characterization of a characteristic x - called
characteristic factor (independent, exogenous or caused) - it exerts a
certain influence on another characteristic and - the resulting
characteristic name (dependent, endogenous or effect).
You can provide two techniques [1], [8]:
•
Regression, caring helps to explain and predict a
factor based on high values (others), which will reduce the
uncertainty of depriving the important but random
phenomenon.
•
Correlation, care can have a strong power in
relation, dependence between variables;
The analysis of the link between the statistical variables are [4]
objectives:
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•
•
•

description and understanding of dependency relationships;
our forecast is a variable value;
adjusting and controlling the variable effect, through their
intervention on the variable causes.
Simple linear regression assumes that the economic phenomenon Y
(the effect phenomenon) is the result of the actions of having a main
factor X and some more important factors of action can be considered
non-essential, specified by the residual variable „  ” [25], [9]:
y  f (x)  

The linear probabilistic model for the effect variable Y and cause X
(or endogenous and exogenous) is given by the relation [25], [10]:
y i  a  bxi  ei

in which, for each statistical unit "i":
•
(xi, yi) represent the numerical values of the variables cause
X and effect Y
•
a represents the point of intersection of the regression line
with the Oy axis (the free term);
•
b -the regression coefficient
Parameter estimation, (least squares method) means minimizing the
relationship [2], [19]:

S (a, b)  min  ( yi  a  bxi )

2

i

The real economic problems involve a number of factors,
which leads to the inclusion of several independent variables in the
statistical analysis, and the arbitrary limitation of the number of
independent variables can, at the same time, reduce the utility of the
model [3], [, [5].
The goal of multiple regression is to highlight the relationship
between a dependent variable (explained, endogenous, resultant) and a
lot of independent variables (explanatory, factorial, exogenous).
The general, synthetic form of the multifactorial regression
model, at the level of a general collectivity, is:
Y = f (X1, X2, … , Xk) + ε
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where f is the function that expresses the dependence of the resultant
variable Y on the factorial variables Xi, provided that the values of the
parameters are known;
The analysis consists in the decomposition of the
phenomenon or the respective pores into its constituent elements in
order to study them in depth.
Theorem: [1], [5], [8],. If the residual variable is normally
distributed with the zero mean and the mean squared deviation, then
the maximum likelihood method is equivalent to the smallest squares
method.
Note: Maximum likelihood estimators are non-moving,
consistent and efficient estimators if:
-; M (a)   , M (b)   ;
p
p
- a

,b 

;
- any other estimator for and has the dispersion greater than the
dispersion of a and b (estimators are efficient).
From the above theorem the estimators obtained by the least
squares method are out of date, consistent and efficient, that is, they
can be considered as the best ones in the decision-making or
econometric modeling process.
Application of the econometric model for a trading company
that has the following data
Indicator/An
Cifra de afaceri
Profitul
Număr angajați

2016
129591
40257
9

2017
143213
45660
9

2018
U.M.
152604 Lei
49553 Lei
9

leads to the values obtained using the Anova model
SUMMARY OUTPUT
Regression Statistics
Multiple R
0.888994
R Square
0.79031
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Adjusted
R
Square
0.748373
Standard Error
3222523
Observations
13
ANOVA
Regression
Residual
Total

df
2
10
12

SS
3.91E+14
1.04E+14
4.95E+14

Intercept
Nr anagajati
Profit

Coefficients
-5763447
144266.4
1.813333

Standard
Error
4978267
37621.64
0.714655

MS
F
1.96E+14 18.84478
1.04E+13

t Stat
-1.15772
3.834665
2.537355

P-value
0.273881
0.003294
0.029497

From the ANOVA table above, the unifactorial model:
Cifra de afaceri =-5763447 + 144266,4*Nr Angajați
+1,81*Profit:
•
Valid because the value of the test
F  18,14  9,78  Fcritic
•
Nr. Angajaţi has no significant influence on cifra
de afaceri,
•
Profit has a significant influence on cifra de
afaceri
CONCLUSIONS:
A forecasting study of a data set cannot be carried out without
the aid of a complex methodology that will ensure both the unit of the
study performed and the particularity of some elements. The activity
of economic forecasting, as well as of the elements involved,
following the methods, models and techniques applied must obtain a
high degree of probability to be fulfilled.
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ANALYSIS OF THE STRUCTURE RATES OF THE
BALANCE AND THE IMPLICATIONS ON THE
FINANCIAL BOND
Associate Professor Melania Elena MICULEAC, Ph.D.
"Drăgan" European University of Lugoj Faculty of Economics
ued@deu.ro
Ec. Tîmbur Alexandrina
Abstract: In this paper we have chosen to analyze the structure rates of the
case study balance sheet at a trading company.
In the first part we presented the main concepts that we will analyze, we
presented the necessary formulas and we also tried to make a small
description of these formulas.
In the applicative part we elaborated the shortened balance sheet and then
we analyzed the diagnosis of the structure rates of the balance sheet assets
and liabilities at SC G1 VF ROCONSULT SRL together with all the
calculations necessary to help us to make an objective analysis.
Keywords: balance sheet assets, balance shet liabilities, structure rates,
Transilvania Bank
JEL Classification: D22

1. Introduction
From the specialized literature we have analyzed and used the
following concepts and indicators used in this work: the structure rates
of the balance sheet assets, the structure rates of the balance sheet
liabilities, as well as other terms arising from them.
2. Theoretical research. Review of the specialized literature
The analysis of the structure rates of the balance sheet
highlights the relationships existing between different patrimonial
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elements as well as the mutations that take place in relation to the
economic means and the sources of financing.
2.1. The structure rates of the balance sheet assets
These rates highlight, in relative sizes, the way of structuring
the economic means of the balance sheet assets according to
destination and the role in the production process according to the
duration of their use.
The most important structure rates of the asset are:
a) general fixed assets (RAI) is broken down according to the
component elements of the fixed assets in the following rates:
a1) The rate of intangible assets (RIN) shows the weight of intangible
IN
assets (IN) in total fixed assets (AI). R IN 
 100
AT
a2) The rate of tangible fixed assets (RIC) shows the weight of
the tangible fixed assets (CI) in the total fixed assets (AI), reflected as
follows:
IC
R IC 
 100
AT
a3) The rate of financial fixed assets (RIF) highlights the investment
policy of the company, by determining the weight of the financial fixed
assets (IF) in the total fixed assets (AI), as follows:
IF
R IF 
 100
AT
b) The rate of current assets (RAC) is broken down, according to the
components of current assets, into the following rates:
b1) The inventory rate (RS) reflects the weight of the stocks (S) in the
S
total assets (AT) and is determined by the formula: R S 
 100
AT
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b2) The debt ratio (RCr) shows the weight of the debts in the total
asset:
Cr
R Cr 
 100
AT
b3) "The rate of money availability and short-term financial
investments (RDb) can be determined by summing two representative
rates: the availability rate (RDb) and the rate of short-term financial
investments (RIFTS):"
R Db  Db 

R IN  Disp . 

IFTS
 100
AT

IFTS
Disp
IFTS
 100 
 100 
 100  R DB  R IFTS
AT
AT
AT

2.2. Structure rates of balance sheet liabilities
a) "Financial stability rate (RSF)" represents the share of stable
sources in the total financing sources.
Cperm
b) R SF 
 100
PT
b) "Rate of financial autonomy (RAF)"
b1) "Global financial autonomy rate (RAFG)", shows the value of
equity in the total liability of the balance sheet and can be determined
as a ratio between equity (Cpr) and total liability
Cpr
(PT). R AFG 
 100
PT
b2) "Rate of financial autonomy in time (RAFT)" reflects the share of
own sources in the total liabilities of the balance sheet.
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R AFT 

Cpr
Cpr
 100
 100 sau R AFT 
Dtml
Cperm

c) "Debt rate" represents the level of debt that the company
has related to the total financing sources or to its own sources and
can be calculated in several ways:
c1) "Global debt ratio (RÎG)" reflects the weight of liabilities
in the total liabilities of the balance sheet, and the maximum accepted
rate of debt is 66%.
Dt
R ÎG 
 100
PT
c2) "Term Debt Rate (RIT)" compares the medium and long term
financial liabilities (DTML) with the permanent capital of the
enterprise
Dtml
Dtml
 100 , RÎT ≤
R ÎT 
 100 , RÎT ≤ 50% sau R ÎT 
Cpr
Cperm
100%

3. Application research. Analysis of balance sheet structure
rates at S.C. G1 VF ROCONSULT S.R.L.
Next we will present the shortened balance sheet of S.C. G1
VF ROCONSULT S.R.L., for which two years of analysis:
Table no. 3.1.
Financial balances at S.C. G1 VF ROCONSULT S.R.L.
Perioada de analiză

The element's name
2017
Intangible assets

2018

180

0

Property, plant and equipment

0

42.780

Financial assets

0

0

FIXED ASSETS - TOTAL

180

42.780

Inventories

126

0
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claims

0

24.300

1375

39.675

0

0

1.501

63.975

1.681

106.755

Own capital

985

20.419

Payables> 1 year (DTML)

310

9.135

1.295

29.554

386

77.201

0

0

386

77.201

1.681

106.755

Money availability
Short-term financial
investments
TOTAL CIRCULATING
ASSETS
TOTAL ACTIVE

PERMANENT CAPITAL
Loan. short-term financial
Providers and similar debts
Debts with payment <1 year
(DTS)
TOTAL LIABILITIES

3.1. Analysis of the structure rates of the balance sheet assets
The following data regarding S.C. G1 VF ROCONSULT
S.R.L.
Tabele no. 3.2.
The assets of the final balances at S.C. G1 VF
ROCONSULT S.R.L.
ACTIVE

An 2017

Intangible assets

An 2018
180

0

Property, plant and equipment

0

42.780

Financial assets

0

0

FIXED ASSETS - TOTAL

180

42.780

Inventories

126

0

0

24.300

1375

39.675

0

0

TOTAL CIRCULATING ASSETS

1.501

63.975

TOTAL ACTIVE

1.681

106.755

claims
Money availability
Short-term financial investments
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Once we have the necessary data, we can find out the structure
rates of the financial balance sheet assets in the analyzed company.
Also, after knowing some economic data we can interpret the
way of structuring the balance sheet assets based on the rates.
The calculation table of the structure rates of the balance sheet
assets is presented in the following table:
Table no. 3.3.
The structure rates of the balance sheet assets
Specifications
Rate of intangible
assets
Rate of property, plant
and equipment
Rate of financial
assets
Total fixed assets
rate
Stock rate
Debt rate
Rate of money
availability and
financial investments
Total current assets
rate

Formula

IN
 100
AT
IC
 100
AT
IF
 100
AT
AI
 100
AT
S
 100
AT
Cr
 100
AT
Disp
 100
AT
AC
 100
AT

UM
%

An 2017
10,70

An 2018
0

%

0

40,08

-

%

0

0

-

%

10,70

40,08

374,57

%

7,49

0

-

%

0

22,76

-

%

81,79

37,16

45,43

%

89,30

59,92

67,09

100%

100%

Total assets

Indice
-

The structure rates of the asset highlight:
a) the economic destination of the invested capital;
b) the degree of liquidity of the invested capital;
c) the possibility of the company to change its asset structure under
the influence of short-term factors;
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From the analysis performed above at the company analyzed,
concluding the following:
• The rate of fixed assets increased from 10.70% to 40.08% so the
investment degree of the capital increased from 2017 to 2018;
• The increase of the AI rate was due to the increase of the share of
the tangible and total assets;
• The rate of tangible fixed assets has a share in 2018 of 40.08%, so
we can highlight the fact that the company has a high capacity of
transforming the assets into liquidity, and in crisis situations it will
be able to easily adjust.
• RAI increased by 29.38%, so it produced an increase in the rate of
current assets, so the degree of capital immobilization in the
operating activity was not diminished;
• Current assets decreased in 2018, thus decreasing as a share in
total assets;
• The decrease in the value of current assets was caused by the
following situations:
- the stocks decreased, reaching 0 in 2018
- the debts increased, and the debt rate also increased
from 22.76%;
- the value of money availability increased in the
balance sheet, and the rate of money availability
decreased its value, reaching from 81.79% to 37.16%;
- In conclusion, the increase of the money availability,
of the stocks and the debts compensated the reduction
of the rate of the money availability, this fact also
causing a reduction of the level of the current assets, as
well as of the rate of the current assets.
3.2. Analysis of the structure rates of the balance sheet liabilities
In order to make the necessary calculations, we need the
following data:
Table no. 3.4.
The final balance sheet liabilities at S.C. G1 VF
ROCONSULT S.R.L.
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An 2017

PASSIVE

An 2018

Own capital

985

20.419

Payables> 1 year (DTML)

310

9.135

PERMANENT CAPITAL

1.295

29.554

Loan. short-term financial

386

77.201

0

0

386

77.201

1.681

106.755

Providers and similar debts
Debts with payment <1 year
(DTS)
TOTAL LIABILITIES

The method of calculating the structure rates of the balance
sheet liabilities is presented in the following table:
Table no. 3.5
Structure rates of balance sheet liabilities
Nr.C
rt.

a)

b)

Formulă

Financial
stability rate

Rate of
financial
autonomy
- global

- on time

c)

UM

Specifications

An
2017

An
2018

Indi
ce

Mărime
a
asigurat
orie
> 67 %

R SF 

Cperm
 100
PT

%

77,03

27,68

35,9
3

R SF 

Dts
 100
PT

%

22,96

72,31

314,
93

< 33 %

R AFG 

Cpr
 100
PT

%

58,59

19,12

32,6
3

> 33 %

R AFT1 

%
Cpr
 100
Cperm

76,06

69,09

90,8
3

> 50 %

R AFT 2 

Cpr
 100
Dtml

%

317,74

223,5
2

70,3
4

> 100
%

Debt rate
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- global
- on time

Dt
 100
PT
Dtml

 100
Cperm

R ÎG 
R ÎT

R ÎT 

Dtml
 100
Cpr

%

41,10

80,87

196,
76

< 67 %

%

23,93

30,90

129,
12

< 50%

31,47

44,73

142,
13

%

< 100%

The structure rates of the balance sheet liabilities show us the
characteristics of the sources of financing according to their origin and
the degree of their demandability.
Following this analysis at the analyzed enterprise, the
following aspects emerge:
• it is observed that in 2017 the financial stability rate is below
the insurer level of 67%, registering a value of 77.03%, this
decreasing considerably in the following year, reaching 27.68%, so
the company fails to exceed the indicated level;
• regarding the global financial autonomy of the company, we
can see that the company is approaching a high degree of financial
autonomy because 32.63% of the total sources of the company
represent its own sources, approaching the insurance margin of 33%
quite a bit. Even if the rate shows a declining trend in 2018, the
company believes it can apply for a new loan;
• RAFT, through both calculation methods, shows decreasing
trends from year to year, but one of them is well above the allowed
limit, which means that in the composition of the permanent capital,
the majority share is due in the medium and long term;
• The rate of global indebtedness shows a growth trend, but it
is in both periods well above the maximum allowed level
• The rate of long-term debt of the company, in both cases,
well above the maximum insurer levels, which means that its
financing depends very much on the permanent sources borrowed;
We conclude that the company has:
- low degree of financial stability;
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- acceptable level of financial autonomy
- low financing from own sources;
- high indebtedness due to the high values of DTML and DTS
in 2018
- the company can apply for new long-term loans because it is
subject to a small financial risk
The situation of the company is acceptable.
4. Conclusions
From the analysis performed above at SC G1 VF
ROCONSULT SRL, regarding the assets of the balance sheet, we
conclude the following:
• The rate of fixed assets increased from 10.70% to 40.08% so the
investment degree of the capital increased from 2017 to 2018;
• RAI increased by 29.38%, thus producing an increase in the rate
of current assets, so the degree of capital immobilization in the
operating activity was not diminished;
• Current assets decreased in 2018, thus decreasing as a share in
total assets;
Following the analysis of the balance sheet liabilities, the following
aspects are revealed:
• it is observed that in 2017 the financial stability rate is below the
insurer level of 67%, registering a value of 77.03%, this
decreasing considerably in the following year, reaching 27.68%,
so the company fails to exceed the indicated level;
• regarding the global financial autonomy of the company, we can
see that the company is approaching a high degree of financial
autonomy because 32.63% of the total sources of the company
represent its own sources, approaching the insurance margin of
33% quite a bit. Even if the rate shows a declining trend in 2018,
the company believes it can apply for a new loan;
• The rate of global indebtedness shows a growth trend, but it is in
both periods well above the maximum allowed level
• The rate of long-term debt of the company, in both cases, well
above the maximum insurer levels, which means that its financing
depends very much on the permanent sources borrowed;
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Abstract: The scientific paper analyzes the diagnosis of the rate of
economic profitability with case study at S.C. OMV PETROM S.A.
It comprises two major chapters: theoretical research and practical
research.
The theoretical research is divided both in the review of the literature and in
the presentation of the main concepts analyzed in the paper.
The application research includes the practical analysis of the research
theme, where we sought to analyze the diagnosis of economic profitability at
S.C. OMV PETROM S.A., interpreted for two years of analysis.
Keywords: the diagnosis of the rate of economic profitability, S.C. OMV
PETROM S.A.
JEL Classification: D22 Firm Behavior: Empirical Analysis.

1. Introduction
We opted to analyze the portfolio of shares in S.C. OMV
PETROM S.A., as it was among the first 10 traded in 2019.
Field of activity of S.C. OMV PETROM S.A. is the extraction
of crude oil, according to CAEN code 4110.
The purpose of the paper is:
- Diagnosis of the economic rate of return at S.C. OMV
PETROM S.A.;
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- Analysis of the level and forms of economic profitability;
- Factorial analysis of the rate of economic profitability;
- Diagnosis of profitability at S.C. OMV PETROM S.A.;
- Interpretation of the evolution of actions over 3 years of
analysis.
2. Theoretical research. Review of the specialized literature
The rates of return are indicators by which the level of
profitability of a company or investment is evaluated.
From the study of the specialized literature, Mrs. Melania
Elena Miculeac describes the rates of profitability as follows:
These indicators are of the effort-effect type and have the
following general format:
Profitability =
The rates of return can have a double informational significance:
- represents a measure of the company's success in using the
sources of financing in order to generate profit;
- highlights the level of remuneration of the capital invested in
a business, compared to other investment opportunities
existing on the market.

In relation to the elements used in the construction of rates, the study
of profitability involves the analysis of the following rates:
- the rate of economic profitability;
- the rate of financial return.
3. Application research. Case Study. Diagnosis of economic
profitability at S.C. OMV PETROM S.A.
3.1. THE DIAGNOSIS OF ECONOMIC PROFITABILITY AT
S.C. OMV PETROM S.A.
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Table no.1
The shortened balance sheet of S.C. OMV PETROM S.A.
Perioada de analiză

The element's name

2017
Intangible assets
Property, plant and equipment

2018

2.825.925.762
24.969.263.104

3.398.280.832
24.361.558.055

4.135.283.085

4.401.620.203

31.930.472.448

32.161.459.090

Inventories

1.609.488.384

1.662.898.388

claims

3.638.136.064

4.092.686.755

The house and bank accounts

3.780.187.392

4.901.400.
745

0

0

9.027.812.352

10.656.985.888

179.483.632

249.586.330

TOTAL ACTIVE

41.137.768.432

43.068.031.308

Own capital

27.560.118.272

30.313.551.060

702.504.516

418.361.449

PERMANENT CAPITAL

28.262.622.788

30.731.912.509

Provisions for risks and
expenses
Debts with payment <1 year
(DTS)
Revenue in advance

8.986.866.264

6.914.815.902

3.822.020.662

5.367.407.736

66.258.718

53.895.161

41.137.768.432

43.068.031.308

Financial assets
FIXED ASSETS - TOTAL

Short-term financial
investments
TOTAL CIRCULATING
ASSETS
Prepayments

Payables> 1 year (DTML)

TOTAL LIABILITIES

Sursa: BVB
Table no.2
Analysis of the economic rate of return
Nr.
crt
1.
2.

Specifications

An 2017

An 2018

Gross operating
profit (RBE)
Total assets

2.692.072.192
lei
41.137.768.432

4.451.566.031
lei
43.068.031.30
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3.

(AT)

4.

Turnover (CA)

lei
17.817.366.024
lei
6,54%

8 lei
14.764.836.86
4 lei
10,33%

82,86%
157,95%

Sursa: BVB

a) The level of the economic profit rate Rrec is determined from
the basic period and from the current period, the absolute
deviation of the indicator, the index and the deviation of the
index:
Rrec0 = RBE0/AT0 × 100 = 2.692.072.192/41.137.768.432 × 100 =
6,54%
Rrec1 = RBE1/AT1 × 100 = 4.451.566.031/43.068.031.308 × 100 =
10,33%
ΔRrec = Rrec1 – Rrec0 = RBE1/AT1 × 100 – RBE0/AT0 × 100 =
10,33% – 6,54% = 3,79%
IRrec = Rrec1/Rrec0× 100 = 157,95%
ΔIRrec = IRrec – 100 = 157,95 – 100 = 57,95%
b) We build the factor analysis model of Rrec based on the
existing data:
Rrec = RBE/AT × 100 = CA/AT – RBE/CA × 100
where:
CA/AT – expresses the turnover rate (number of days) of the total
asset by turnover
RBE/CA – the rate of commercial profitability that expresses the gross
operating profit that returns to a leu turnover
c) The influencing factors are identified:
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ΔCA/AT

Rrec
ΔRBE/CA

Measuring the intensity of action of the factors:
1. The influence of the change of rotation speed (of AT) on the
indicator (Rrec)
ΔRrec(ΔCA/AT) = CA1/AT1 × RBE0/CA0 × 100 – CA0/AT0 ×
RBE0/CA0 × 100 =
= ΔCA/AT × RBE0/CA0× 100 = (14.764.836.864/43.068.031.308) ×
(2.692.072.192/17.817.366.024) × 100 –
(17.817.366.024/41.137.768.432) ×
(2.692.072.192/17.817.366.024) × 100 = 0,343 × 0,151 × 100 – 0,433
× 0,151 × 100 = 5,179%
– 6,538% = -1,359%
2. The influence of changing the rate of commercial profitability on
the indicator (Rrec)
ΔRrec(ΔRBE/CA) = CA1/AT1 × RBE1/CA1 × 100 – CA1/AT1 ×
RBE0/CA0 × 100 =
= CA1/AT1 × ΔRBE/CA × 100 = (14.764.836.864/43.068.031.308) ×
(4.451.566.031/14.764.836.864) × 100 (14.764.836.864/43.068.031.308) ×
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(2.692.072.192/17.817.366.024) × 100 = 0,342 × 0,301 × 100 –
- 0,342 × 0,151 × 100 = 10,294% – 5,164% = 5,13%
c) Determination of the total deviation:
ΔRrec = ΔRrec(ΔCA/AT) - ΔRrec(ΔRBE/CA) = (-1,359)% + 5,13% =
3,77%
→ 3,77% = 3,79% (the differences are due to the rounding of the
figures)
4. Conclusions
The profitability study involves the analysis of the following
rates:
• The rate of economic profitability registered an increase of
over 3.79% in absolute sizes, respectively with 57.95% in relative
sizes from one analysis period to another, so the company has a high
level of economic profitability, this being a strength.
• To explain the mechanism for transmitting the influence of
the factors on the rate of economic profitability, we have constructed a
factorial analysis model that highlights two factors that transmit their
influence on the Rrec as follows:
1. The variation of the turnover rate of the total asset, in the
sense of the reduction with 0.089 rotations, determining the change of
the level of the economic rate of return directly, in the same sense and
proportional to the level of the basic period of the rate of commercial
profitability, therefore a reduction by 1.359%.
2. The variation of the rate of commercial profitability, in the
sense of the increase with 0,340 rotations, determines the change of
the level of the rate of the economic profitability directly, in the same
sense and proportional to the level of rotation of the total assets of the
current period, respectively, therefore an increase of 5.13% .
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We can conclude that the second factor, namely the variation
of the commercial profitability rate, positively influenced the analyzed
indicator, determining its growth with 5.13%.
BIBLIOGRAPHY:
1. Berstein, L., Wild, J.J., Subramanyam, K.R., 2001, Financial Statement
Analysis 7th Edition McGraw – Hill Irwin;
2. Charpentier P., Deroy X., Uzan O., Marciniak R., Luong S., Du Sablon
G.B., 2002, Organization and Management of the Enterprise, Romanian
edition coordinated by Niculescu M., Burlaud A., Economic Publishing
House, Bucharest;
4. Lala Popa, I., Miculeac, M.E., 2015, Economic - Financial Analysis,
Mirton Publishing House, Timişoara;
5. Miculeac Melania Elena – Analiză economico-financiară. Concepte
teoretice, aplicaţii şi teste grilă, Eitura Mirton, Timişoara, 2007
6. Willi Pavaloaia, Daniel Pavaloaia – Analiza economică financiară –
Concepte, Studii de caz, Aplicaţii, Editura Moldavia, Bacău, 2013

32

Journal "Annals – Economy Series", No. 24 / 2019

EMPLOYMENT - A COMPONENT OF THE
EUROPEAN SOCIAL MODEL (M.S.E.)
Lecturer, PhD. researcher AUREL MIHUŢ
"Drăgan" European University of Lugoj
Ffaculty of Economics
E-mail: aurelmihut@yahoo.com
Abstract: Summary: It must be said that Employment is a main aim of
actions in the field of Social Policy along with the Free movement of
persons, in addition to employment policies, equal opportunities and social
protection. The social security systems in the Member States are not based
on the same model, given the specific tradition, history and culture of each
country, which is why harmonization of these systems cannot be talked
about, but measures and actions that must not be taken into account.
prejudice to fundamental rights, in particular the free movement of persons,
and to the aggravation of regional disparities. Even though the policy on
Employment is the responsibility of each state, the European Commission
has considered that it can help, by promoting co-operation measures and
joint actions.
Keywords: Employment; full employment; efficient employment; Labor
market; unemployment; Social policy; Social protection; Free circulation;
Social Security; Jobs; Standard of living; Europe 2020 strategy.
Clasificarea Jel: 08 Labor Economics Policies

Employment is seen as a fundamental problem of the global
economy, focusing on: theories on employment and unemployment,
dynamics and structure of unemployment in the EU, categories of
unemployment, rising dynamics of long-term unemployment and
among youth, the mechanism of training and maintaining high levels
of youth unemployment, rising costs of long-term unemployment and
the effects on the components of social protection policy, mechanisms
and instruments of employment policy at Community level, total
employment policy and labor market balance, employment and the
Europe 2020 strategy Employment policies represent a distinct area
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within social policies, their objective being to maintain and increase
the employment rate, through direct or indirect actions, meant to
provide jobs for young people entering the labor markets, for the
unemployed or for other people who want to work. to be employed as
employees. These involve in particular active actions aimed at
creating new jobs and, thus, increasing the employment rate, during
the crisis period faced by all states, including Romania.
Employment is an element that cannot be dissociated from the
other elements of the labor market, especially unemployment, because
their separate treatment cannot capture all the aspects, particularities
and implications on the labor force. Given its complexity, the issue of
employment is all the more difficult and controversial as the labor
market is on the border between economic and social. The specific
objectives of the employment policy recognized as a European social
model are the following:
 Providing quantitative, qualitative and quality jobs structurally,
according to the professional, territorial, sectoral requirements;
 Flexibility of the labor market, by creating conditions
institutional and legislative;
 Integration and adaptation of workforce training, a the
education system, to the macroeconomic demands of the labor
market (labor supply);
 Promotion of flexible wage institutions, which to ensure the
circumscription of the demand of labor force for the needs of
the economic system.
Given its complexity, the issue of employment is all the more
difficult and controversial as the labor market is on the border
between economic and social. It can be stated that employment as a
labor force is one of the most fragile functions of the economic
system, which requires a complex, committed and responsible
approach. As an economic notion, employment can be defined as the
overall situation of the labor force in a certain territory and for a
certain period. Employment is approached from the perspective of
employment policy.
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CONCLUSIONS
Taking into account the pressing needs of the Romanian
economy and the European realities, the main objectives of the
employment policy is imperative, for the Government's action to
permanently have as its main objective, to increase the employment
rate of the active population, through measures aimed at stimulating
the creation of employment. new jobs, given the accelerated
continuation, of the privatization and restructuring processes, so that
the unemployment rate decreases. The objectives of the Governance
Programs in the field of employment policy aim at:
a. Increasing the employment rate:
o the adoption of the EU employment guidelines
workforce;
o increasing employment;
o the development of the entrepreneurial spirit of the
employers and of people looking for a job;
o increasing mobility, flexibility, adaptability workforce;
o guaranteeing equal opportunities;
b. Measures to support the unemployed
o application of unemployment insurance measures;
o shifting the focus of the unemployed protection policies
from passive to active measures.
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Abstract: This article is a diachronic approach to English language
teaching methodologies and techniques from General to Business English.
Starting with the methods used in the 1950’s and ending with those used in
the second decade of 21st century, the paper deals with the particularities of
the presented language teaching methodologies, underlining inherent
advantages and disadvantages for each of them.
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1.
Literature review
English is the language of global communication and the
interest of the global citizen for being proficient in this language has
been growing in modern times. Proficiency in the English language
for professionals around the world is a pre-requisite for most careers
in today’s labour market. Therefore, learning the language rapidly and
efficient has been the main concern of this industry which has devised
the most ingenious methods. This article is a meant to present the
trends in ELT (English Language Teaching) in the past four decades,
as a useful historical summary. Each method is presented briefly with
founders/ promotors, as well as with their particularities including
advantages and disadvantages for language learners. The purpose of
this research is to provide language instructors with an overview of
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the development in ELT, but also to help them choose and adjust their
techniques to suit best the needs of their particular target audience in
order to attain their objectives as soon as possible.
2.
Applicative research
English in terms of methodology and techniques applied has
taken the same route as teaching any other foreign language. Attempts
to present, organize and describe language teaching and related
methods, existed for decades, since Chomsky (1978) to Richards &
Rodgers (2001) and Larsen-Freeman (2015). The latter is one of the
most well-documented books presenting the history of language
teaching methodology. For nearly two decades, the author published
successive editions that offer insights into the various language
teaching techniques and methods. If the first two editions (2000, 2008)
have a more general perspective on the main trends in language
teaching, the third edition (2015) is a truly state-of-the-art
presentation, in which the chronology and the description are followed
by reviews of each principle with its advantages and disadvantages,
completed with exemplifications of classroom situations and
activities, each chapter ending with insightful conclusions and
extensive references.
The beginning of language learning methodology promoted
trends like the Audio-Lingual Method based on repetition and drills of
correct grammar structures for General English (GE). Then in 1950’s
and 60’s, teaching languages consisted in memorizing grammar rules
and enriching vocabulary through reading and translating texts with
cultural or literary content, with a method known as GrammarTranslation Method. This approach is not considered particularly
successful in the present, since other trends have proven more
efficient. The Direct Method differs from the grammatical approach
by being focused on communication, teachers targeted acquisition of
oral skills, so that the language learner could understand spoken
language by listening and could also produce grammatically and
phonetically correct sentences by speaking. The method has
developed with time, but the vocabulary continues to be general, as
the conversations simulate everyday interaction like at the airport, at
the supermarket, at the office. The four skills are taught in sequence:
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listening, speaking, reading and writing; then, the vocabulary gains
specificity according to the learner’s needs depending on various
fields of expertise (business, medical, legal, etc.); in addition,
differences between L1 and L2 are pointed out to the learners.
In the 70’s and the 80’s, English language teaching has grown
and diversified, in parallel with the increasing need of the global
language learner to be proficient in English. A great number of
methods have been developed in less than a decade and various
techniques appeared and have been adopted in English language
classrooms across the world, but the culmination is undoubtedly
represented by the introduction of communicative approach in
language teaching. Distancing from grammar rules and topic
vocabulary occurred when many language methodologists agreed that
the real goal for language teaching is to ensure communicative
competence to the learner, to make certain he could perform a
multitude of social functions like agreeing, disagreeing, offering,
accepting, inviting, promising, etc. (Widdowson, 1978; Littlewood,
1981). The only problem with the communicative approach was that
specialists did not know exactly what type of activities would ensure
the desired outcome, namely the communicative competence of the
learner. Therefore, a wide variety of classroom activities and
strategies appeared: language games, role-play, interviewing, group
work, experience sharing, authentic material use, etc. These
techniques were embraced across the world by native and non-native
teachers when teaching English as a Foreign Language (EFL).
Other methods for English language teaching are less popular
and deal more with the psychological aspects than the linguistic
issues. The Cognitive Approach (Gattegno, 1972) promotes the
benefits of making the learner more aware of the ways in which
language is acquired and deals with finding each learners’ inner
resources and favourite way for language learning, the student and the
teacher are partners in the process of discovering the best way of
making progress. Suggestopedia (Lazanov, 1978) is another teaching
method, that can be applied to any field of study, but it is mainly used
in language teaching. Here the focus falls on the mental powers of the
learners, they have to convince themselves that once the psychological
barriers created by the fear of failing are overcome, they can learn
38

Journal "Annals – Economy Series", No. 24 / 2019
quickly and efficiently the target language. Community Language
Learning, deriving from Currant’s method (1977) follows the same
trend centered on phsychological problems of language learning, the
teacher being a language counsellor aware of students’ struggles in
terms of exposure to peers laughs or critics. The instructor needs to be
able to build a safe environment for everyone so that they could
interact successfully sharing their experience, feelings, thoughts, etc.
It is mostly designed for adult language learning, as ideas, concepts,
values can be discussed among grown-ups. On the contrary, Total
Physical Response (Krashen & Terell, 1983) is designed for children
and it involves actual physical movement as feedback for
understanding the instructions in another language. The teacher utters
the commands and the pupils perform the required actions, such as
jumping, turning, pointing, etc.
Following the prolific decade for language methodologies of
the two aforementioned decades, after the 1990’s, ELT has started its
journey on a different path, a more specialized and focalized path
called Content-Based and Task-Based Language Teaching. These two
methodologies take into consideration the needs of the learners at the
end of the process, usually in regard to their academic and
professional specialty, aligning the efforts to the future. Content-based
teaching led to the appearance of English for Specific Purposes (ESP)
with corresponding varieties for each field of activity business,
medical, legal, aviation, academic, law-enforcement etc. being
developed. The language learners do not learn English neither to
translate nor to survive and communicate in basic social situations, but
to integrate it in their academic and professional activities, English
becomes viewed as a tool to access information needed for various
fields of expertise, to enrich and implement new things into one’s
professional activity. (Brinton, Snow & Wesche, 2003; Byrnes, 2005).
Task-based Language Teaching is focused on creating an authentic
environment in which the learner performs given tasks and ultimately
develops a multitude of abilities at the end of the process: how to read
a map, how to create a schedule, how to collaborate for project work,
how to do problem-solving, etc. Still there are many controversies
regarding this method, especially limitations regarding the educational
contexts, the age groups, the need add grammar and vocabulary.
(Ellis, 2003)
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The review of various English language teaching methods from
the beginning to the present has a double purpose: firstly, to make the
Business English language instructor aware of the extraordinary
development of the ELT field and secondly, to offer a wide range of
methods to apply in the modern language lab. The most recent
approaches reflect to a greater extent the needs of nowadays’ language
learners, in addition they encourage the use of modern technology in
the language class. Furthermore, international and national education
specialists in the field of language teaching should provide syllabus
requirements and recommendations to academic and professional level
based on thorough Needs Analysis of the learners, so that institutions of
higher education align their curriculum to these requirements. ‘A
pragmatic Business English course should be designed in keeping with
learners’ future academic and workplace needs with special emphasis
on communication skills like listening, speaking and writing. By
introducing such an effective workplace needs driven Business English
course to the students, there will be a higher guarantee of success in
their future professional environment.’ (Remache & Kamal, 2018)
Currently, Business English, taught at academic and professional
levels, is not meant ensure native English proficiency, but to be used as
a tool for communication in multicultural business and professional
environments, the variety labelled as Business English as Lingua
Franca (BELF).
3.

Conclusions

The chronological analysis above proves that the field of ELT
has evolved since its modest beginnings to present-day modern
teaching methodologies. ELT has taken a long and winding route to
become what it is today: an industry that provides to English language
learners around the world quality services for their specific needs and
objectives. However, this journey also indicates that there is no magic
solution to language learning and that the process involves a
considerable effort both on the part of the instructor as well as on the
part of the learner. Still, no matter how well prepared the teacher, no
matter how sophisticated the method and the techniques, only by being
willing to make the effort of studying, the learners can attain their
goals. No less important, it is for the teacher to know and master
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various teaching techniques in order to be able to select the best one for
their students.
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Abstract: There are a variety of ways in which customer service can
have an economic impact on a banking institution – some are positive
changes, such as gaining consumer loyalty or gaining other
customers, while others are negative changes, related to losing
customer trust. The cost of customer service in banking institutions is
related to spending certain amounts of money in order for specific
activities to be carried out under optimal conditions and to prevent
potential damage specific to this sector. The fact that, at present, the
systems for electronic distribution of banking services are being used
more and more frequently, brings into question the co-production
between the supplier and the beneficiary of financial-banking
services. Decreasing the time involved in a transaction and reducing
its costs are just two of the benefits of this type of interaction,
representing as well some of the success factors for the future of the
banking market.
Key words: services, service, customers, digitisation
JEL Classification: D16, G2, G21
1. Introductory considerations:
One of the criteria of differentiation for today's economy is the
focus on inter-human interaction, which presents a special interest for
the human being as a social being, able to cooperate in order to
increase their own welfare, but also the welfare of the society, in

43

Journal "Annals – Economy Series", No. 24 / 2019
general. The favouring factor of this unprecedented level of
communication is the development of the information society and the
exchange of subjective experiences. People tend to share opinions and
listen to the opinions of others, be they positive or negative opinions.
Producers cooperate in view of increasing their own turnover.
Consumers collaborate, first and foremost, for exchanging information
on products and services – price, quality, pluses and minuses. What
determines producers and consumers to collaborate with each other
depends on these specific goals.
From these aspects, another characteristic of the contemporary
economy normally arises: the increase of costs associated with the
processing of information. Most information is circulated through the
Internet, but in terms of economic importance, it becomes interesting
from the moment of interpretation, and the possibility of realizing
certain anticipations. Contemporary economy is, therefore, an
economy of transaction costs.
Increasing the percentage of non-material goods in the
structure of consumption is another feature that influences the
relationship between the company and the customer nowadays. Unlike
the utilitarian stage of the industrial era, consumption now means
more than the purchase and use of a material good. Consumption is
almost always associated with conveying messages, redefining one's
self, living new experiences. We can say that, at present, consumption
is diverse and sophisticated, and through these characteristics
transcends the material world, adding a certain subjectivity to it,
which only experience can offer.
In this context, customer service is considered a formidable
competitive tool. The purpose of an integrated logistics system is to
serve customers as well or better than the competition. Because, in
fact, the potential value of any product becomes effective only when it
comes into the customer's possession.
Customer service is a set of intercorrelated activities.
Customer service means all sales activities and fulfilment of customer
requirements, which starts with receiving orders and ends with
delivering products to customers, in some cases continuing with
equipment maintenance services or other forms of technical support.
Serving customers means creating the perception in the mind of
consumers that your organisation is the best choice.
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2. Particularities of financial-banking products and services
Financial-banking services have the features generally
acknowledged as common to all services. Thus, the intangibility,
inseparability, variabily, heterogeneity and perishability are some of
the characteristics of the services, which determine consumers to
channel their attention to aspects such as the technology used during
the execution, the price level, the behaviour of employees, the
information and facilities granted. The services are the result of
activities, are the experiences of consumers in relation to the contact
personnel or to the company itself, and the judgements relating to
them tend to be subjective rather than objective. Dolan and Metcalfe
(2012) observe that a barometer of subjective welfare is the
measurement of global appreciation on different aspects of life, such
as general satisfaction, professional satisfaction or health condition.
Tom Goodwin (2014) believes that there are a few things that will
bring about changes to the post-2015 marketing:
a) people are willing to relate, an interest which presently
exceeds the concern for private space;
b) the end of the intermediation era, due to the spread of the
Internet network;
c) the change of time perception, by introducing the notion of
„nonstop” and by raising awareness on a global scale, of the fact that
„we only live once”. In this new world, the velocity of change is a
state of normality, and loyalty and success have ephemeral
connotations. Everything that acquires value is connected with living
the experience.
Nevertheless, banking products and services have special
features, such as: fiduciary duty, bank's duty of confidentiality, twoway information flow, financial-banking risks and regulatory
restrictions.
Fiduciary duty refers to the implicit duty of a
financialbanking institution to manage the financial funds of its
customers and to provide the financial assistance requested by them.
The variability specific to services causes a lack of
consistency in their achievement, and with financial-banking services
it occurs in various ways, as in the situation where, although two
persons invest the same amount of money in the same investment
fund, the resulting incomes may be different, if the investment did not
take place under similar conditions. As a result, the customer who will
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have a higher income than expected will consider the service to be of
good quality, while the customer who experiences losses will consider
the service to be of poor quality.
Financial-banking services require permanent cooperation
between the supplier and the beneficiary, materialized in a two-way
information flow. Not only the financial institution should provide
customers with regular information on the status of their current
account or on the promotion of a new product or service, but
customers must also send information to the bank about any change in
the socio-professional conditions or various suggestions. The
cooperation between bank and customer means involvement and
participation, being a continuous process, which follows certain
specific stages.
3. Customer service in banks – a prerequisite for success
Banking products and services involve a bank–customer
relationship with multiple meanings, which has evolved differently
over time, depending on the evolution of the customers' requirements
for banking products and services. Thus, until the middle of the last
century, the bank was focusing on providing the products and services
required by the market and was less interested in how to serve
customers. The escalation of competition has brought banks closer to
the clientele, in parallel with following the general trend of
cooperation between supplier and beneficiary, materialized by the
development of the banking networks, the internet and the electronic
services. Traditional banking services based on attracting deposits and
granting loans are currently only part of the banks's activity.
Nowadays, the customer is the centre of the banks' attention, who is
attracted by products and services of higher quality, by the fastness of
their realization and their execution at lower costs. In the banking
network, new units have appeared specialized on different products
and services (consumer credit, mortgage loan, bank guarantees,
remote electronic payments etc.), which can cover and satisfy the
requirements of any customer.
There are numerous ways in which a person can come into
contact with the bank: through announcements, the bank's
advertisements, through information requested by telephone or by email, by coming to the bank. Also, the image of the bank is often
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compared to that of the bank's employees, starting with their
behaviour within and outside the bank's premises.
Customer service involves human interaction and has the
purpose of meeting their requirements. One of the characteristics of
customer service in banking institutions is the fact that the bankcustomer relationship is an ongoing process, participating in
developing an attitude in the bank's employees that will place the
customer in the centre of attention. This attitude must be manifested at
all hierarchical levels, through the continuous effort of improving the
services provided. Both the thinking and the planning of the bank's
activities must be directed towards understanding the customers'
needs. This will make the bank's goals clearer.
A satisfied customer is the cheapest and best marketing tool
for a bank. Therefore, the establishment and control of the way the
bank- customer relationship is conducted must take place
continuously, in order to reveal those aspects that need to be
improved. A greater number of customers represent an opportunity for
the bank, conferring it an advantageous position in the face of
competition. In order to achieve these objectives, permanent training
of the bank's personnel is required, as well as the establishment of
good communication channels within the bank.
The advantage of companies, in general, and of banks, in our
case, lies in the sum of the knowledge and experience gained from the
relationships with their customers, which will determine their market
value in the future. In a competitive economy, the principles of
customer orientation will dominate the business mission of any
company. The quality of the service or, in other words, the impeccable
service, will represent a company's reason to exist, bringing along the
loyalty of customers and, last but not least, the increase of
profitability.
4. Evolution of the offer of banking products and services digitisation
According to Rapp, „the internet is the main weapon for
gaining competitive advantage” (Sandrine, Chanaron, Duymedjian,
2006). The phenomenon of globalisation has accelerated with the
development of the information society and the gradual abolition of
control over the movement of capital, specific to the 1970's. This was
inevitable, given that the Internet is a cause and, therewith, a
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consequence of social interaction. The development, in the 1990's, of
the World Wide Web technology, electronic mail and social networks,
led to significant exchanges of information, impressions and opinions
among consumers. At the same time, they created for the producers
the opportunity to become known in an economical and rapid way, to
promote their products, to sell their goods and services, regardless
where in the world. In less than a minute, anyone can see a company's
offer and, just as fast, purchase an item or make a financial
transaction.
Globalisation in the banking field is a consequence of the
changes that have occurred in the business environment, namely, the
globalisation of markets. Conducting bank activities involves
interaction between the two parties: the supplier and the beneficiary of
banking services, reflecting a specific content and dimensions.
The changes occured in the banking market represent subject
of discussions and research for specialists. Local transformations are
the focus of attention, but also the alignment with the international
trends in this field. According to the expert estimates, although the
future of the banking system is dominated by digitisation, human
interaction and, therefore, services, will not completely disappear. Or,
at least, not in the very near future. People need face-to-face
communication, which gives them comfort and trust, and the aspects
they will be looking for in a bank, in the future, are speed, flexibility
and customer interaction, at any time and in any situation. Among the
peculiarities of the Romanian consumer of banking services are,
according to statistics, the unlimited access to the internet, the
frequent use of cards in daily payments and the preference for
contactless transactions. (www.star-storage.ro)
The data provided by the National Bank of Romania show how
the restructuring of the banking system has brought about changes
over time, both in terms of the number of employees of banking
institutions, and the number of bank branches (see the following
figures).
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2016

Figure 1 Evolution of the number of bank employees in
Romania between 2016-2019

Figure 2 Evolution of the number of bank branches between
2016-2019
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Even if the banking system evolves at an uneven pace in the
former communist companies and, on the other hand, the tendency
towards digitisation is also specific to this sector of activity, a feature
of the Romanian consumer of banking service is the need for human
contact, says Alex Ciutacu, in an article in Business Magazin. „People
need contact with a banker to be able to trust and deposit their money
in accounts or to call on other products and services.” (Ciutacu, 2019)
The digitisation of banking services also means moving away
from cash, which is a fact encouraged by some governments that
consider this a way to fight money laundering and tax evasion.
In the long term, a picture of banking services looks as
follows: the number of bank branches tends to decrease and the level
of digitisation will increase. Bank-customer communication and
interaction will move, for the most part, from the real space to the
virtual space, so the remote video connection will play an increasingly
important role. The methods of identification and authentication will
receive new connotations, so that the banking security does not suffer.
In this context, the contact persons, the bank employees, will have the
task of thinking about the processes and systems and, just as so far,
the interaction with customers.
5. Conclusions
In the new era of banking can be noticed, in our country as
well, a tendency of constant closing of branch banks, reflecting a
global trend fuelled by digitisation. However, the complete
disappearance of the human behind the counter is not possible
because, at least in the near future, the banks' customers are not yet
ready to interact exclusively with machines.
As a general trend, it is expected that banking operations will
become mostly digital, with the consequence that the number of bank
branches will continue to decrease. Certain „products”, such as loans,
will be granted completely in digital form.
The bank employee-customer communication is essential at
present and will not disappear, nor will it be less important in the
future, although the remote video interaction will gain ground among
the consumers of banking services. The reduction of costs through the
implementation of digital operations is a fast and convenient way to
access information from anywhere, at any time of the day. The issue
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of banking security will know new dimensions, related to
identification and authentication based on personal characteristics.
Promoting a direct and continuous relationship between
employees and customers is one of the basic policies currently
undertaken by banking institutions. Therefore, the focus on interaction
becomes one of the methods by which the supplier improves their
customer portfolio, and the customer gains experience. And
experiences mean services and „service”.
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