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The impact of internal marketing on customer service orientation
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Abstract:

Internal marketing is one of the most prominent concepts that elevates the
human element and uses the marketing perspective to manage employees in
organizations for the purpose of developing their skills and abilities to be able to
provide the best services, build distinguished relationships with their customers,
achieve the organizations’ goals, and enhance their competitiveness. This study
aims to measure the direct impact of applying internal marketing with its six
dimensions  (recruitment, training, motivation, empowerment, internal
communication, and internal relations) on customer satisfaction orientation.

The study reached a set of results, the most important of which is the
existence of an application of internal marketing in the banks under study. It also
revealed the existence of an acceptable trend among employees towards procedures
for achieving customer satisfaction and service. It also concluded that the proposed
model is valid for studying the effects between the three variables of the study, as it
was found that there is a direct and strong positive effect of applying internal
marketing on the job satisfaction of employees of the public banks under study.
Keywords : Internal marketing, Job satisfaction, Customer satisfaction, Algerian
banks.
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