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In the current market environment the highest goal of any company, including financial institutions is to create and enhance shareholders’ value. Nowadays, the intangible resources of a company can perform much greater value than tangible assets, especially in banking.  The intangible assets, in particular, human capital, have to be efficiently managed to achieve competitive advantage in business. 

Thus, it is extremely important to determine the basic characteristics and requirements to the bank employees. 

The goal of the paper is to get an insight into the core competencies of a bank operating personnel, which are necessary for efficient realization of a bank strategy.

The middle managers of Latvian commercial banks were surveyed in order to determine the basic required characteristics of a customer service specialist (bank teller). We used the mail and in-person questionnaire methods.
The authors developed a questionnaire than consisted of three blocks. The elements of the first block were grouped into the three clusters: (i) personal data, (ii) personal qualities and (iii) professional background. The respondents were offered to select the appropriate variant from the authors’ formulated alternatives to sketch the profile of ideal employee.  Evaluating the professional skills from the second block, managers had to select the response, formulated by authors.  Further, the managers were offered to evaluate the importance of each element, using the numerical rating scale.

