
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



                                                                                                               
                                                                                                              

                                                                                                             
                                                    

 

43 9862 

أستطلاعية لعينة من دراسة  /العلاقة بين التسويق الداخلي وجودة الخدمة      
 الزبائن والعاملين في المصارف التجارية العراقية

 اةرـالمص
1.  Abdullah, D. & Rozario, F. (2009) "Influence of Service and Product Quality towards 

Customer Satisfaction: A Case Study at the Staff Cafeteria in the Hotel Industry", 

World Academy of Science, Engineering and Technology (53), pp.185-190. 

2.  Abzari, M. & Ghorbani, H. & Madani, F. (2011) "The Effect of Internal Marketing on 

Organizational Commitment from Market-Orientation Viewpoint in Hotel Industry in 

Iran", International Journal of Marketing Studies, Vol. 3, No. 1, pp.147-155. 

3.  Abzari, M. & Ghorbani, H. (2011) " Examining the Impact of Internal Marketing on 

Organizational Citizenship Behavior", International Journal of Marketing Studies, Vol. 

3, No. 4, pp.95-104. 

4.  Anosike, U.P. (2008) " A phenomenological Exploration of the Domain & Structure of 

Internal Marketing", Doctor Thesis , University of Wolverhampton . 

5.  Armstrong, G. & Kotler, P. (2009) "Marketing : An Introduction", Pearson Prentice 

Hall, New Jersey. 

6.  Bannon, D. (2005) "Internal Marketing and Political Marketing", 

ac.uk/journals/pdf/5/2005/bannon.pdf. 

7.  Batagan, L. & Pocovnicu, A. & Capisizu, S.(2009) " E- Service Quality Management", 

Journal of Applied Quantitative Methods, Vol. 4, No. 3, pp.372- 381. 

8.  Certo, S.C  & Certo, S.T (2006) "Modern Management", 10
th 

ed, McGraw – Hill, NY. 

9.  Che Ha, N. & Bakar, R. & Jaafar, S. (2007) "Internal Marketing Issues in Service 

Organizations in Malaysia", International Review of Business Research Papers, Vol. 3 

No.5, pp. 134-145. 

10.  Christopher M. & Payne A. & Ballantyne D. (2000) Relationship Marketing: Bringing 

Quality, Customer Service, and Marketing together. Butterworth- Heinemann, Oxford. 

11.  Culiberg, B. & Rojsek, I. (2010) "Identifying Service Quality Dimensions as Antecedents 

to Customer Satisfaction In Retail Banking",  Economic & Business Review , Vol. 12, 

No. 3, pp.151-166. 

12.  Davis, J.P. (2005) "The Effect of Internal marketing on servies Quality With in 

collegiate recrationl sport : a Quantitative approach", Doctor Thesis, Graduate School 

of The Ohio State University. 

13.  Dias, L. & Shah, A. (2009) "Introduction to Business", McGraw – Hill, NY. 

14.  Eraqi, M. (2006) " Tourism services quality (TourServQual) in Egypt : The Viewpoints 

of External & Internal Customers", Benchmarking: An International Journal Vol. 13 

No. 4, pp. 469-492. 

15.  Falk, T. & Maik, H. & Schepers (2010) "The service quality-satisfaction link revisited: 

exploring asymmetries and dynamics", Journal of the Acad. Mark. Sci., (38), pp. 288–

302. 

16.  Farouk, A. & Khlel, E. Mohamed, G. (2010) " Impact of Internal Marketing on the 

Service Quality in Sport Clubs", World Journal of Sport Sciences 3 (S), pp. 1196-1202. 

17.  Farzad, A. & Nahavandi, N. & Caruana, A. (2008) "The Effect of Internal Marketing on 

Organizational Commitment in Iranian Banks", American Journal of Applied Sciences 

5 (11), pp.1480-1486. 

18.  Farzad, A. (2007) "The Effect of Internal Marketing on Organizational Commitment : 

An Investigation among State-owned Banks in Isfahan, Iran", Master Thesis, Lulea 

University of Technology. 



                                                                                                               
                                                                                                              

                                                                                                             
                                                    

 

44 9862 

أستطلاعية لعينة من دراسة  /العلاقة بين التسويق الداخلي وجودة الخدمة      
 الزبائن والعاملين في المصارف التجارية العراقية

 

19.  Ferreira, A. (2011) " internal Demarketing : Construct, Research Propositions & 

Managerial Implication", Journal of Management & Marketing, Vol. 6, No. 1, pp.35-58. 

 

20.  Fitzsimmons, J. & Fitzsimmons, M. (2008) " service Management", 6
th 

ed, McGraw – 

Hill, Irwin. 

21.  Gillemo, S. & Rijksen, M. (2000) "Internal Brand Allignment in an MNC Operating in 

the Automobile Industory", Master Thesis, Graduate Business School, School of 

Economics and Commercial Law, Göteborg University. 

22.  Griffin, R.W. (2002) " Management", 7
th 

ed, Houghton Mifflin Co. 

23.  Hammond, S.V. (2003) " Marketing Cooperative Extension at The Local Level", 

http://ucce.ucdavis.edu/files/filelibrary/5605/12441.pdf. 

24.  Hasan, H. & Ilias, A. (2008) "Service Quality and Student Satisfaction: A Case Study at 

Private Higher Education Institutions", Journal of International Business Research, 

Vol. 1, No. 3, pp.163-175. 

25.  Hassanzadeh, M. & Sharifabadi, S. & Derakhshan, M.(2010) "Assessment of Service 

Quality at Central Library of Management and Planning Organization (MPO), Iran', 

International Journal of Information Science and Management, Vol. 8, N. 1, pp.107-118. 

26.  Ilhaamie, A. (2010) "Service Quality in Malaysian Public Service: Some Findings", 

International Journal of Trade, Economics and Finance, Vol. 1, No. 1, pp. 40-45. 

27.  Iliopoulos, E. & Priporas, C. (2011) "The effect of internal marketing on job satisfaction 

in health services: a pilot study in public hospitals in Northern Greece", licensee BioMed 

Central Ltd, http://www.biomedcentral.com/1472-6963/11/261. 

28.  Jones, G. & George, J. (2008) "Contemporary Management", 5
th 

ed, McGraw – Hill, 

NY. 

29.  Kale, S.H (2006) " internal marketing : An Antidote for Macau's Labor Shortage", 

UNLV Gaming Research & Review Journal, Vol. 11, No. 1, pp.1-11. 

30.  Kang, G. & James, J. (2004) " Service quality dimensions: an examination of Gronroos’s 

service quality model", Journal of Managing Service Quality , Vol.14, No. 4, pp. 266–

277. 

31.  Karimi, P. & Soltanpanpanah, H. & Khosravi, A. & Shafei, R. (2011) "The Effects of 

Internal Marketing on Knowledge Management and Learning", International 

Conference on Technology and Business Management, March 28-30.  

32.  Kasper, H. & van Helsdingen, P. & de Vries  (1999)"Service Marketing Management: 

An International Perspective", Chichester ,  John Wiley and Sons. 

33.  Katarne, R. & Sharma, S. & Negi, J.(2010) " Measurement of Service Quality of an 

Automobile Service Centre", Proceedings of the  International Conference on Industrial 

Engineering and Operations Management, Dhaka, Bangladesh, January 9 – 10, pp.1-6. 

34.  Lings, I. & Greenley, G. (2005) "Measuring internal market orientation", Journal of 

Service Research, 7(3). pp. 1-50. 

35.  Lombard, M.R. (2010) "Employees as customers – An Internal Marketing Study of the 

Avis Car Rental group in South Africa", African Journal of Business Management Vol. 

4(4), pp. 362-372. 

36.  Lussier, R. (2002) "Human Relations in Organizations", 5
th 

ed, McGraw – Hill, NY. 

37.  Luthans, F. (2005) "Orgnizational Behavior", 10
th 

ed, McGraw – Hill, NY. 

http://ucce.ucdavis.edu/files/filelibrary/5605/12441.pdf
http://www.biomedcentral.com/1472-6963/11/261


                                                                                                               
                                                                                                              

                                                                                                             
                                                    

 

45 9862 

أستطلاعية لعينة من دراسة  /العلاقة بين التسويق الداخلي وجودة الخدمة      
 الزبائن والعاملين في المصارف التجارية العراقية

 

38.  Mahnert, K. & Torres, A. (2007) " The Brand Inside : The Factors of Success and 

Failure in Internal Branding", Irish Marketing Review, Vol. 19, No. 1, pp. 54-63. 

39.  Martensen, A. & Gronholdt, L. (2006) " Internal Marketing : A study of Employee 

Loyalty, its determinants & Consequences", Innovative Marketing, Volume 2, Issue 4, 

pp.92-116. 

40.  McShane, S. & Glinow, M. (2005) " Orgnizational Behavior", 3
th 

ed, McGraw – Hill, 

NY. 

41.  Megginson, L. & Byrd, M. & Megginson, W.(2006) "Small Business Management", 5
th 

ed, McGraw – Hill, Irwin . 

 

42.  Mishra, S. (2010) "Internal Marketing- A Tool to Harness Employees’ Power in Service 

Organizations in India", International Journal of Business and Management, Vol. 5, No. 

1, pp.185-193. 

43.  Mitchell, C. (2002) "Selling The Brand Inside",harvard business 

review,http://www.acp.edu.au/courses/SIRXMGT005A/Selling_the_BrandInside.pdf. 

44.  O‟Callaghan, E. (2009)"Internal Branding and Brand Commitment: A quantitative 

investigation into Corporate Brand Building in a Retail Store Network" , Paper 

presented at the 16th European Industrial Retailing and Service Sciences Conference, 

Niagara Falls, 6-9 July:1-39. 

45.  Olorunleke, K. & Akinyele, S. (2011) "An Empirical analysis of Internal Marketing on 

Organizational Commitment : A study of banks in Lagos-Nigeria", Journal on Banking 

Financial Services & Insurance Research", Vol. 1, No. 3, pp.77-98. 

46.  Ombati, T. & Magutu, P. & Nyamwange, S. & Nyaoga, R.(2010) "Importance & Service 

Quality in The Banking Industry", African Journal of Business & Management,  April 

12, Vol. 1, pp.151-164. 

47.  Papasolomou, L. & Kountouros, H. (2011) "Corporate Social responsibility, internal 

marketing and labour law: Exploring the prospects for a mutually beneficial 

coexistence", http://marketing .conference services.net/resources/327/2342/pdf . 

48.  Park, S. & Cho, S.H. & Kandampully, J. (2009)" The impact of brand image on brand 

attachment and the moderating influence on image congruence",  Paper presented at the 

16th European Industrial Retailing and Service Sciences Conference, Niagara Falls, 6-9 

July. 

49.  Peng, C. & George, R. (2011) "The Effect of Inter-functional Coordination on 

Organizational Commitment in the Hotel Industry", 

http://scholarworks.umass.edu/cgi/viewcontent.cgi 

50.  Prasad, D. & Shekhar, B. (2010) " Importance and the Zone of Tolerance of Passengers’ 

Expectations of Indian Railway Passengers Services by applying RAILQUAL", Asian 

Journal of Management Research, pp.387-401. 

51.  Prasad, M. & Shekhar, B. (2010) " Impact of Service Quality Management (SQM) 

Practices on Indian Railways - A Study of South Central Railways", International 

Journal of Business and Management, Vol. 5, No. 9, pp.139-146. 

http://www.acp.edu.au/courses/SIRXMGT005A/Selling_the_BrandInside.pdf
http://scholarworks.umass.edu/cgi/viewcontent.cgi


                                                                                                               
                                                                                                              

                                                                                                             
                                                    

 

46 9862 

أستطلاعية لعينة من دراسة  /العلاقة بين التسويق الداخلي وجودة الخدمة      
 الزبائن والعاملين في المصارف التجارية العراقية

 

52.  Ramesh, H. & Daneshvar, P. (2010) "“Service Quality of Tourism Industry Based on 

Customer Satisfaction and Expectation – An Evaluation of Tourism in Mysore” NSB 

Management Review • Volume 2 • No. 2, pp.22-32. 

53.  Randheer, K. & AL-Motawa, A. & Vijay, P.(2011) " Measuring Commuters’ Perception 

on Service Quality Using SERVQUAL in Public Transportation", International Journal 

of Marketing Studies, Vol. 3, No. 1, pp. 21-34. 

54.  Rasli, A. & Danjuma, I. & Yew, L. & Igbal, M.(2011) " Service quality, customer 

satisfaction in technology-based universities", African Journal of Business Management 

Vol. 5(15), pp. 6541-6553. 

55.  Ree, H. (2009) " service quality Indicators For Business Support Services", Master 

Thesis, University College London. 

56.  Robbins, S. & Coulter, M. (2009) "Management", 10
th 

ed, Prentice Hall, New Jersey. 

57.  Rue, L. & Byars, L. (2005) " Management : Skills & Application", 11
th 

ed, McGraw – 

Hill, NY. 

58.  Seppala, E. (2009) "Transition to a New Online Recruitment Service Case: Ministry of 

the Interior", Master Thesis,  HaaGa_Helia, University of Applied Sciences. 

59.  Seth, N. & Deshmukh, S. & Vart, P.(2005) "Service quality models: a review, 

International Journal of Quality & Reliability Management, Vol. 22 No. 9, 2005, pp. 

913-949 

60.  Shafie, S. (2004) "adopting & Measuring Customer Service Quality In Islamic Banks : a 

case Study of Bank Islam Malaysia Berhad", Journal of Muamalat and Islamic Finance 

Research, Vol. 1, No.1, pp.1-12. 

 

61.  Sincic, D. & Vokic, N. (2007) "Integrating internal communications, human resource 

management and marketing concepts into the new internal marketing philosophy", 

http://web.efzg.hr/repec/pdf/Clanak%2007-12.pdf. 

62.  Singh, R. & Khanduja, D. (2010) "SERVQUAL and Model of Service Quality Gaps : A 

Framework for Determining and Prioritizing Critical Factors from Faculty Perspective 

in Higher Education, International Journal of Engineering Science and Technology, Vol. 

2 (7), pp.3297-3304. 

63.  Stromgren, O. (2007) " Analyzing Service Quality : A Study among Peruvian Resort 

Hotels, Master Thesis, Lulea University of Technology, Department of Business 

Administration and Social Sciences. 

64.  Tahir, I. & Bakar, N. (2007)  " Service Quality Gap and Customers’ Satisfactions of 

Commercial Banks in Malaysia", International Review of Business Research , Vol. 3 

No.4, pp.327-336. 

65.  Tate, M. (2010) "Reflections on perceived online service quality: Structure, antecedents, 

ontology, theory and measurement", Master Thesis, Victoria University of Wellington. 

66.  Urban, W. (2009) " Service Quality Gaps & Their Role In Service Enterprises 

Development", Baltic Journal on Sustainability, Vol. 15(4), pp.631-645. 

67.  Wieseke, J. & Ahearne, M. & Lam, S. & Dick, R. (2009) "The Role of leaders in Internal 

Marketing", American Marketing Association, Journal of Marketing, Vol. 73, pp.123-

145. 

68.  Yaghoubi, N. & Salehi, M. & Moloudi, J. (2011) "  Improving Service Quality by Using 

Organizational Citizenship Behavior: Iranian Evidence", Iranian Journal of 

Management Studies, Vol.4, No.2, pp. 79-97 

 

  

http://web.efzg.hr/repec/pdf/Clanak%2007-12.pdf


                                                                                                               
                                                                                                              

                                                                                                             
                                                    

 

47 9862 

أستطلاعية لعينة من دراسة  /العلاقة بين التسويق الداخلي وجودة الخدمة      
 الزبائن والعاملين في المصارف التجارية العراقية

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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