
أسسطلاعية ةراسة  / السشيق  الاالي  جوية  اخداةةالعلاقة بين
 لعينة ةن الزبائن جالعاةيين في المصارف السجارقة العراقية

 المشسخيص 

484458

المصطيحات الرئيشية ليبحح/
  

 

 

مجلة العلوم مجلة العلوم 
  الاقتصادية والإداريةالاقتصادية والإدارية

    9191المجلد المجلد 

3737العدد العدد    

8585    --7979الصفحات   الصفحات      
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 ةنهجية البحح /الاجل المبحح
 ةشكية البحح - اجلًا

4

2

3

 اهمية البحح  -ثانياً 

 اهااف البحح  –ثالجاً 
4

2

3

4
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 انميذج البحح  :رابعاً
 
 
 
 
 
 
 

 فرضيات البحح  - لاةشاً
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 مجسمع البحح جعينسه  - ساةساً

402

82

8474

 اساليب جمع البيانات جالمعييةات -سابعاً

26

23Likert

SPSS

 ثبات اةا  البحح  :ةناًثا
Cronbach Alpha)α

0.841α0.834

α0.8700.984

α0660

0.231*

4

4

 

 0.540** 0.802** 

 0.543**0.713** 

 0.350** 0.864** 

 0.505** 0.902** 

 0.676** 0.606** 

 0.579** 0.978** 

 0.245* 0.988** 

 0.667** 0.933** 

 0.231* 0.981** 

 0.481** 0.969**
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 الاالي السشيق   /المبحح الجان 

Internal Marketing

Papasolomou & Koutouros, 2011 : 2

Christopher et al, 2000 : 29

4 

 

2 

2

2

4

Kale 2006 : 3 

2

Mahnert & Torrs 2007 : 55 

3
Sincic & Vokic 2007 : 5 

4
Farad et al 2008 : 1480 

5

Wieseke et al 2009 : 123 

6
Farouk  et al 2010 : 1196 

7
Iliopulos & Priporas2011 : 1 

8

Vasconcelos2011 : 36 
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Farouk et al, 

2010 : 1197

Farzad et al , 2008 : 1480

Gillemo & Rijksen, 2000 : 38Davis , 2005 : 1

Mishra , 2010 : 187

Abzari & Ghujali , 2011 : 96 

Park et al , 2009 : 134

Kaspper et al, 2006 : 163 

(Kotler & Armstrong

4Ps

Rydberg & Lyttinen, 2005 : 1

Abzari et al, 2011 

: 148

4  

2  

3 2

 

2

Source : (Armstrong & Kotler , 2009 : 254 )  
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Hill and O’Sullivan 

Seppala, 2009 : 7

4 

 

2 

 

3 

Farouk et al, 2010 : 1197

Ilipoulos & Priporas, 2011 : 1

Lombard , 2010 : 371

4 

Bannon , 2005 : 3 

2 Martensen&Gronholdt,2006:92

Abzari&Ghujali,2011:100 

3 

Karimi et al, 2011 : 708-709 

4 

(Lings & Greenley , 2005 : 11   

5 

Mitchell, 2002 : 5

Hammond , 2003 : 34 

6 

Yaghoubi et al, 2011 : 80 

             

3
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3

(Farzad , 2007 : 11

Olorunleke & Akinyele, 2011 : 77

Anosike , 2008 : 220- 235 

Farouk et al, 2010 : 1200)

          

     

4  

Robbins & Coulter, 2009 : 301

Lussier , 2002 : 85

Vasconcelos , 2011: 37

McShance & Glinow, 2005 : 125

Luthans, 2005 : 212

 -أ

 

 -ب

 

  -ت

  -ث

 -ج

2  

(Certo & Certo, 2006 : 389

*Megginson et al, 2006 : 278
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Dias & Shah , 2009 : 222

 

 

 

Kinicki & Williams, 2008 : 385

  

  

  

  

Griffin, 2002 : 510(

  

  

  

 

 

3  

Jones & George, 2008 : 489

Rue & Byars, 2005 :256

Kale, 2006, 6-7Robbins & Coulter, 2009 : 232

 
 

 

4  

Davis , 2005 : 14

Anosike , 2008 : 235-236

Lussier , 2002 : 16
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5 

Peng & George , 2011 1-3

Sincic & Vokic, 2007 : 10

Lombard , 2010 : 363

Che Ha et al, 2007 : 136

Mahnert & Torres, 2007 : 54

Iliopoulos & Priporas , 2011 : 2

Ahmed & Rafiq

Anosike, 2008 : 4

4 

 

2 

 

3 

 

4 

Sepplala, 2009 : 10

4  

2  

3 
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 وية  اخداةة /المبحح الجالح

4

Ombati et al, 2010 : 154

4980

Wahab et al, 2010 : 6

Deshmukh & Vart, 

2005 : 913

Abdullah & Rozario, 2009 : 185

Hasan & Ilias , 2008 : 165

Randheer et al, 2011 : 21

Ilhaamie , 2010 : 41

Parasuraman et al

Irfan et al, 2009 1223Nandan, 2010 : 

98Johns

Randheer et al, 2011

2

(Singh & Khanduja, 2010 : 3297

Abdullah & Rozario, 2009 : 185

Falk et al, 2010 : 288

Katarne et al, 2010 : 2

4

2
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Stromgren, 2007 : 9-10Batagan et al, 2009 : 374

SERVQUALKang& James, 2004 : 266

Parasuraman et al,

22

Hassanzadeh et al, 2010 : 110

Ramesh & Daneshvar, 2010 : 26SERVQUAL

(Culiberg & Rojsek, 

2010 : 152Tahir & Bakar, 2007 : 328-

329Ree, 2009 : 45Singh & Khanduja, 2010 : 3298

3
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3

Source : (Rasli et al, 2011 : 6542)

:

Kang & James, 2004 : 267

Parasuraman et al

SERVQUALPrasad & Shekhar, 2010 : 139

Fitzsimmons & Fitzsimmons, 2008 : 108Tate , 2010 : 41 

4

2

 المنظمة

 9الفجوة 

 3الفجوة 

 3الفجوة 

 4الفجوة 

 2الفجوة 

 الاحتياجات الشخصية  التجربة السابقة 
 الجودة المتوقعة

 الخذمة المتوقعة

 الخذمة المذركة 

 مواصفات جودة الخذمة

تصورات الادارة لتوقعات 

 ونالزب

 تسليم الخذمة 
الاتصالات الخارجية 

 مع الزبون

 الزبون
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3

4

5

Urban , 2009 : 631

Abdullak & Rozario, 2009 : 185

Prasad & Shekhar, 2010 : 139

Katarnce et al, 2010 : 2

Randheer et al, 2011 : 22

Devi & Raja, 2010 : 387

Irfan et al,2009: 1223

(Eraqi , 2006 : 471

Shafie , 2004 : 3
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 سة الاسسطلاعيةالارا /الرابع المبحح

44

x1)

1.830.646x2

(2.001.84

x42.34

1.157

x14.063.46

3.00

4

 

 

X1 

1.83 0.646 95.14.060.759 96.3 

X2 
2.000.833 92.2 4.02 0.860 90.2 

X3 1.79 0.619 89.2 4.00 1.00 97.6 

X4 
1.88 0.70895.1 2.34 1.157 84.1 

X5 
1.68 0,61691.2 3..89 0.770 90.2 

X6 

1.860.630 86.3 2.43 1.228 86.6 

1.840.318 91.51 3.46 0.444 90.86 
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25

X12)1.690.613

x7(1.951.84

x82.22

0.917

x124.21

3.24

5

 

 

X7 1.95 0.958 80.4 2.23 1.189 92.7 

X8 1.85 0.681 83.3 2.220.917 100.0 

X9 1.84 0.558 91.2 4.13 0.813 91.5 

X10 1.90 0.554 89.2 4.09 0.804 97.6 

X11 1.78 0.607 90.2 2.55 1.177 87.8 

X12 1.69 0.613 92.2 4.21 0.939 93.9 

 1.84 0.406 87.75 3.24 0.426 93.91 

36

X15)

1.640.577x14

(1.641.82

x132.01

1.024

x15

4.21

3.38
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6

 

 

X13 1.84 0.700 88.2 2.01 .024487.8 

X14 1.99 0.751 84.3 4.04 0.987 90.2 

X15 1.64 0.577 95.1 4.10 0.938 93.9 

 1.82 0.353 89.22 3.38 0.657 90.66 

47

X17)

1.65

0.7534x2(2.33

1.840.325

x171.93

(0.766x194.27

3.24

7

 
 

X16 1.92 0.740 88.2 2.43 1.019 87.8 

X17 1.65 0.753 95.1 1.93 0.766 92.7 

X18 1.93 0.787 90.2 2.34 0.835 90.2 

X19 2.18 0.883 89.2 4.27 0.930 96.3 

X20 1.89 0.889 89.2 4.22 0.832 91.48 

X21 2.33 0.871 87.3 4.00 0.861 96.3 

X22 2.29 0.698 83.3 3.94 0.807 93. 

 2.03 0.315 88.94 3.30 0.780 92.69 
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5

8X23)1.750.767

x252.432.16

x233.99

1.117x24

x26

4.20

8

 

 

X23 1.75 0.767 95.1 3.991.117 96.3 

X24 2.07 0.988 86.3 4.29 1.036 95.2 

X25 2.43 0.885 71.6 4.22 0.861 93.9 

X26 2.38 0.912 76.5 4.29 0.853 92.7 

 2.16 0.422 82.51 4.20 0.566 94.52 

49

y1

1.770.608y3

(2.051.94
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y24.03

0.782

y34.110.732

4.08

9

 

 

Y1 1.77 0.608 90.5 4.07 0.648 94.6 

Y2 
2.05 0.877 91.3 4.03 0.782 93.2 

Y3 
2.01 0.364 92.9 4.11 0.732 90.5 

 
1.94 0.413 91.67 4.08 0.700 92.8 

240

y6)

1.760.821y4

(2.021.90

0.295

y52.00

0.965

y74.14

3.61
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40

 

 

Y4 2.02 0.821 83.3 3.93 0.532 94.6 

Y5 1.92 0.921 94.0 2.00 0.965 91.9 

Y6 1.76 0.551 94.0 4.07 0.648 94.6 

Y7 1.93 0.373 96.4 4.14 1.011 95.9 

Y8 .8840.524 91.7 3.89 1.189 93.2 

 1.90 0.295 91.91 3.61 0.775 94.06 

344

y11)

1.700.510

y9(1.86

1.81

3.33

x13y10

3.00

44

 

 

Y9 1.86 0.541 91.7 1.82 1.025 100.0 

Y10 1.83 0.618 88.1 4.16 0.642 94.6 

Y11 1.70 0.510 97.6 3.99 0.731 97.3 

Y12 1.83 0.487 95.2 2.41 1.489 100.0 

Y13 1.85 0.611 88.1 4.27 0.626 90.5    

 1.81 0.270 92.15 3.33 0.815 94.49 
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4

42y18)1.790.777

y152.252.05

y163.80

0.921

y15,y17,y18

4.004.01

42

 

 

Y14 2.02 0.490 86.9 3.95 0.639 93.2 

Y15 2.25 0.488 79.8 4.09 0.706 91.9 

Y16 2.15 0.668 86.9 3.80 0.921 94.6 

Y172.01 0.843 89.3 4.07 0.648 95.95 

Y18 1.79 0.777 96.4 4.12 0.936 90.5 

 2.05 0.285 87.86 4.01 0.728 93.24 

543

y19

1.76

0.506y20(2.05

2.17

y233.88

0.661y19,y20,y21

4.004.04
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43

 

 

Y19 1.760.506 96.4 4.03 1.033 93.2 

Y20 2.17 0.556 78.6 4.00 0.682 97.3 

Y21 1.96 0.768 90.5 4.31 0.920 93.2 

Y22 1.90 0.551 89.3 3.97 1.122 93.2 

Y23 1.82 0.679 88.1 3.88 0.661 95.9 

 2.17 0.317 88.58 4.04 0.819 94.6 

44

44

 1.84 0.318 3.46 0.444 

 1.84 0.406 3.24 0.426 

 1.82 0.353 3.38 0.657 

 2.03 0.315 3.30 0.780 

 2.16 0.422 4.20 0.566 

 1.94 0.413 4.08 0.700 

 1.90 0.295 3.61 0.775 

 1.81 0.270 3.33 0.815 

 2.05 0.285 4.01 0.728 

 2.17 0.317 4.04 0.819 
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 الاسسنساوات جالسيصيات /المبحح اخداةص

4

2

3

4

5

6

7

4

2

3

4

5
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The Relationship Between The Internal Marketing and Quality 

Services : a Filed Study on Samples of Customers and Employees In 

Iraqi Commercial Banks 

Abstract 
The Paper highlights on one of the main activities in marketing 

management. That is the internal marketing in the commercial banks and its 

relationship with the quality services offered to satisfy customers needs and 

wishes in order to reach he ultimate objectives of those banks. Two state and five 

private banks in Basrah city (Iraq) were taken in a field study. The survey 

covered the opinions of (184) state bank employees and (158) clients . The 

analysis of the survey shows that there is a strong relationship between the 

internal marketing ( in the banks covered by the survey) and the quality of 

banking objective services and the private banks show greater interest and 

concern to the internal marketing than state banks. The paper also presents a 

number of important conclusions such as ; it is necessary to pay more attention 

to meet the satisfactions of state bank employees, offer training opportunities , 

assist them to overcome problems might they face and provide a good working 

environment . It is also recommended that internal marketing and its measures 

should be produced in the form of a code of practice.  
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