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Abstract

The research dealt with the impact of internal marketing on quality of
service, and the researcher sought to achieve a set of objectives, namely:
knowing the extent of interest of the hotels concerned with the concepts of
internal marketing and quality of service as well as the diagnosis of the level
and nature of the relationship of correlation and influence between them.
The country has conducted research in (8) tourist hotels in the first class in
the provinces of Karbala, the holy and Najaf, which are (Rotana - Karbala
Rihana, Baron, Huda Wali, Damas, Ribal, Akad, the city of stars, and
Barada) and applied the search on a sample of (160) A member of the hotel
staff (Managers, assistant managers, department heads, and service
providers). The research relied on the questionnaire as a main tool for
obtaining data and information as well as personal interviews conducted by

the researcher with a number of employees in those hotels. In order to
process the data and information, the researcher used a set of statistical
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methods (alpha-cronbach, arithmetic mean, standard deviation, variance
coefficient, response strength ratio, simple correlation coefficient, simple
linear regression, R2 (F) test and (T) test,}. The research also sought to test
a number of basic and secondary hypotheses in relation to correlation and
influence between the research variables in order to reach preliminary
answers to the questions of the field problem of research as well as to
achieve the desired objectives, based on complementary approaches to
each other (descriptive approach and analytical approach). The research
has reached a set of conclusions, which in general corresponded to the
hypotheses of the research, the most important of which is (the interest of
hotels investigated by all variables and dimensions of research, as well as
the existence of correlation and influence relationships, The research
included a number of recommendations, among which are the selection of
workers in tourist hotels, which are based on scientific and professional
bases, by focusing on their behavior and abilities in carrying out the
responsibilities and art of dealing with customers, as well as having the
ability to communicate and form internal work networks.

deuall

0N ANG QIOSTE alyitrlio eNLjt ednjr AU b aish ol0MLjT Hiald ST
ApoALp  AyZRe  AWU Oy EG@olps0 NG mé Dynp NGO (NG Engm’n
A3y o2 05 3NIL) oTYOE  ONOA U3 W6 ofd () AUT A A2t oIiNA

It 0iynits 2kl Al ONIL A evia IV elGéLjt Pl e@llwh Adep Siky )T
WA & Stk SYTOAE 153 n ATAE Doy Ap o6t eps0 Ay Q0Z A“z
ok OU o 0t oAl EGA NIt A2 RUG IAG HE§ NGO oli2 & oor'go a‘|‘N’

SUi Ae VLD 0ash  Ablk 6k NI opsO St L HadLjE 0 0AQRG fgknji E
Ay SLT Et2s0 QAL AMKD SHoOIyT 0N TEx £35 (v &(i0a 414 Ap quu
VT 1.0t 003 O 45K LoNAT 13301 Ap iy &S 3t 8k opsU
16 Ap GITyt Ap AjNm:  #NILji Aot 2AY Al ebbIiy S elGdL KL 1y eYIS NG
200D 10 L 0NAT: 2psU A SLT G OEANUD L SALT 080vOT3 2l i Ap
(V) Qéf\Lj A oNOE R2 Ap EALj (Y yE 083D GTR: 1t )ES2 &t QAL (
A& RUj o6&l DNA ol 0i2 SHI Kgﬂﬂ'p OKT #Adt R2 Ap Awl: n el AU
Hethoky Aogk  IvUZ el SUOLNIOp 0wz 1t epsU A

000

it s s
:-—6 = 5»5’
L
L

e



A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

Eoed doegs 1 Js¥1 Gl

‘ol Ui —

Mo 09 sy GLAT ARDT L oLt 666 QIOT Tt eyt efymil —
OAL{T O R2 Apanj Al ESA SALjI 2l AD (jRe Agsi 0IRT E68 SNtk eNGANG:
ooz SLjili & qu Ap asiioy PANE Sl mally  Ap W3 #) SRt ERR4
SUT el0iLfe PO 1Tk L 1AD $5TLI6 ml\ﬁé z"R; AURE A Ap gy () EWo
,2017: 364 ( ST 2Nt T B OAyAL OOA) ded)  Allls TWIO
.)Seyed & Estiri

L dASH 230l O #NILY el ebymii T TSN elQhin efymjii -
Adlr 1 Slimés ORLIT 20 HIGKD (7130 #0120 & &SI PG+t 51
e]‘N]‘émku gEn AW a0k el G 800 L zUk GRur s 44 A3 RUj
PiLp . TEh alkelQdLit 566 OIOT ADHyLiE(S opsU Ay LSl E62 & QLfT
IY E& (6 & Ap GAu addly ysT 0K elg OYAL o3 0 SpdZiin vy
AZLj 0K HOAD K5 3013, 420 oIl OkG e]‘Q&Lj avo Apso A Ruj At
B OLIL Wiglp ONAL) 03 NS ARk o ERR 3ToTa Sl 4D
Ri EgsHe DR ATT 800 L zOk Ghdie diyke 1t #)0 THeList  SoT
@ it YA MM AL ALD W #20 oI30L O eLjfkp EGA Agsd IKT
Ay? sOrip AU L ELjigt Akt T (L6 #yT % 1t Abl EGA S L G elQsALjt
003 TSn gmi 6 0Lt Ap oBANG «&IT
Ton ofia O L Ei2r QiLs tgo  ALjpp T
Ton ofa O LapsOu ops0 ALpop T
Ton ofia Ot LepsQi epsU Ay E68 B2t QiLjils Nigd Shp .b

o) 4P —

INGD 1Nt OIOET: (ILILY #Nkp #(MaU E62%t QWL L NIO &k ey Dulig
D a#np Al NI R2 AD 3t &3 83 SIOATHS HLJT 2ILjjli 2l D0 L (NG
ATAL L oL IS el AUls opsU nsOn Syt &t A& Ruj & 02 Ap (AyerT
09 SHY n TEh oIy 818 AyZ 3ile Sijtdls 2 10p 03T eleiLjt 2Wa

001



sl (M

ol i ladt 48N

SO AU L LA 3t 3% #16 y HA L Mol 130 elkLjike 29T Dl
W E2s0 QL SIp L Si3 (YT Heo 2TR2 Adyt AA RO T
AACEALE R2 Ap Ton  SemApeldr AWpopiin BT o0 AY okl
MR oloth  OUJU &) L weOLj 0 oliht oNIE AVl agbd eNGk (YO HG N
ENGk Ten SLip A2

Cond) Ll LAY —o

INGENGE 0ATlg &) Ten Sefp E& At QliLjp R2 Ap T alisii 29T Oy
GAU Ap i & Rt AWU fv Ed E3m‘|‘LJz 60 L OpANG elothe el L ebpods
et (0 AA] (NGO AL L ELj0m Goi EG2 0681y S6Ti 36 B3k (N66
Ei2 &1 AL 04 v ebikyT DiLjt &U5njt L WeSAIL) oASH &3l 0 L Sepk
P80 AU L ELji Godi HIGA 2ps0 Ay QIOT by Ap

(o)l Bldal —

)l AY G261 QAL (TS S ShaoRir 20 DT 1 NG|U TS sk
JAOT A EALE R %47 W6 0V AJZ NTts  alhiy 24dd o 00 2 0ray
2PsU AY Ef2%t QALJE MBS dATH ke NG 8D el -

W LepsU Ay Ef24t QAL ShSKT  Bo  GRA AR AL &I5njt-

2AH

S OTA 2201 A2 RUj B 08 0AD mlk S Rr  RyniNg Ata ns(s -

2600 AU ops0 ns0t B3 Qo AJTEEG280 QL 0 ¥t L WAL
dNGAt 2lpSW0 S0 ADOOSTT a6 ShaRk DN Gt EUY Giid 1§ -

U510 3t eliA;

00T

- 5 3
:-—6 - [ |,’
L
. L

e



A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

[ Al Cod) lala —¢
Ten Sop Shelgidn  (RA: A3 Ok 10 ECHe GdSE A )T( 0ynit Snjp

deaall B3 g ) G el
s galal Oelalall (S
f - S
| 48 51 gall Cpbalall (g i
i) '
— Lk ey
Cablail Jilgal) o
e
ECH: TEr GGG )T( 0N
Cond) Ao 3 —0

éﬂ 1 oLl olUHe 63 (N3O L ECHE GGG B2 TEx b6 QT 0y A
MO (AR U0k S0 )epsU  AY L E62 & QAL ablédp ot Sl SYAN( 6 EGA
2T el

)Y( U AY L )xa1( Sk SNt eRthp a0 Sl sYAé

(U AY L )xo SPIk Pestiediipeid Sl YA

J( U AY L)x3( a2t  oTWiRt ailp a0 Sl bYé

)Y( U AY L )xa( IAG Hiik o) ed Sl bYAé

Eon)l 3gd —1

oY &1 ANU alZiiLj (6K L Siuke Ap ol TEHreliyT 50 Dult ey %0 —
#N]O Gyt el REZRUHU L f 6

TITO/ T/ 10 2 TITOMI/TO A SNt TEteliph 50 677 ek 0 -

00T



it s s
:-—6 = 5»5’
L
L

e

'

Col Olgsl =V
INL) EGA  (pAGAD  mOl AT oliNA Lo ON30 L 803 ftyle TSk 16002 by Ap
OT( 80 LofpONg o b ANOT i3 2iL6
Ao 10)T( &Y
baddl 2 ¢ PSS | INGRY VT SO (G VSO | R PRON | Rl
<l il FERINY
Eanlll Slae | (eelaia¥l g il LAl cila ladll ‘i
T dasal g yead) a8l 3 L) oaes ]
o aial) ¢ galall Oyl =
22 e dlall g Yl =
‘4_\4.1_).3_\” u\JjJJ\
Laaall Gl gt wdae
iaaall Jlaw A
Al
Ferguson ) o kel S 2 Gl Y :i
& Brown, o Cplaladl (i —Y AECR
(2012: 68 o il iyl ¥ 3
Linh, ) o adall b
(2017: 53 8l akas ¢
Elena, ) ° dos galal) _\ daall By gea LG
(2017: 14 ° 4 i gall —
Tanyamai, ) o «.\e-wﬁ“ ‘"
(2018: 42 ° Lalaic V) —¢
° ahalaill —
Yo &M\
o) L;‘S!\ &JA;AS\
T3h 4a : 8T «

00p



A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

83 13 SlyILD D Ap eAvrlji cAAL MG 83 A )T( s0 Snj

ALp P16 ML )TOT(ehYrLjn (NG &8  ONLJ )TOO(28A1  INILIG

)%OT( L3 2y1I6
AYrLjl cBA1 NG S8)T( &Y
nLG T ANg
AYII6 alip  eAvrLl 2a Al

% 40 V4 Y Alay &3 S — iy
% 4Y YA ) BES |
% 41 Y¢ Yo sl s
% 4Y \A Yo oslala
% 4+ YA \C Ju )
% A V1 Y. X
% A4y ¥ Vo asaill i
OA-) q. YA Y. \.3).3
% 4 Y Yvo S8 & sanall

T3k & : 8T «
Coudl s iy —4
A0 Sk #50 A) 8 UNGE  oNA a5y AW L ek efid (2
dAFj O Apefld LgpsU NAG 83 #4) Phnjt #) (LT ) Ag
Tk ofld 22 zU D 80 N6 Gyi alshl RE3RUHU L
A6 ML PL3 Tk o8 GT )p( &Y

4 saall Al sl Ll <l )Mnl
% T Y LS eyl g il
% Y4 Ty ey
%\~~ AR &}AMS‘
% Y4 Ty A B 4 yanll 2241
% YV £y g0 1)
% YA Y4 o — ¢
— — —

00N



% V) YA T — o)
o o A il
%\..] n.] ] g saxal \]
% Y¢ YA asha bl Ja sl
i i |
% oV ) o320 IS
% Yo Y¢ e psho
% ¢ v PN
%\~~ AR &M\
% 4 V¢ BIVY FEBINNY o aiall
%v] n] e O slae G
% Y4 1y pnd )
i i s |
%\~~ AR &}M\
o Y. vy o QLAA’J\Q\;.\_W
(3l
% ¥4 v Yo =1
i i |
% YA Y4 Yo oY)
% ¢ YY R
o, 1 q Yo _ Y
o o |
% Y Y Yoo XA
% ) Y sla vy
%\~~l \'hl l t,A;AS \l
% 1 Yo aa g Y Al Gl gall dae
T T |
o £ v ¥
%w\. io- ‘L_Z-
% YA YA qa_v
% ¢ 1 ey




A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

% Yoo Y. & sandll
M6 NI EGA INAOl T3M 3 : SW =

Coudl § dadsuandl ¢wy\ Jelodl Cllal =9

GIUAt A3 Ruj e‘iema PliLI6 Ap e8ANyS 2o L TSk mu# W2 iy A
A0 PLE 4T EG PSS 2MW30 PILI6 Yspss( Nal0 ENN3Z6 LPRL
JE W2 R2 88T A Simple Regression Coefficient CILJE  SWO DA

&) Gl :L}\:J\ RICNY

ogh

It & aAR0 6 Adsh oNOm S B 6NE EGR SI0n 06ynp QALY I3
A 1086 0V opsQi Oyt AR Al g0 AU AL ST L eNGAD L AGpIA: doicé
Ri2TI0 LG #0é .00 SO0k oNOG SpoprT AJzmpAs o QN Ap42 D
MOkt 658 sUfA)  SAEY QU QAL  QLNoaisl)n #00 & psO 0d #Ky
N orne 10 VT Dz (D 16 L SO 2 (i ALjls Ly 10 16 L
- ALt LNt QIOST: eNGidl 0APSSIL]E Rt eLjiét DLk 83 EY U

L L Grgancd) ‘ﬂj\

LI gt p5gde —

Dyt AWe) 00 PIILUT T GHUAR NGA Qhidt 14 AR A E62 & QALJT S
Parvin () )George, 2009 104(. AU AW 2AYAD 2lidke  (Kyils G DN Ag 2)
26N QML S5TLjt Ghd AAY Ef2&1 QLT A N 80) )& Kabir, 2011 87
#18ls SOk DOyt EKTOA OILjfm DedOke QIOT DK eINIGE: SI6T 2 10p EGa Pe
RO sopia & Q30 A& Atk 10 QIOT bov Ap elKi0A: el (iyArLIRe Diddke 1IKET
Al 2Ap i A6 ELJI  Injils ODRAKD YVarey, 2014. 30( &) §3 L Al SAYAD
Kim etal, 2015: ( GIUE .oINIGT ol@lke it a0k qidi &8 SIY 00 Sli2 4
R Doy Ap OA) SO0t eNGE S alb2 s (6NA: QILJD Dl B2 &t QéiLt )27
(12 2l iU YPoor et al., 2016: 128( 53 .IAHS AD eT YU oIy 0U o Qym  RpOATE

000



(Ap #t R2 Ap Aush Ap olidKs (oRA Dtag OIOT DY Ap itk ST Py
KT )

LI gt Ao —

0d3 UG 56 QT SO T (Y13 0N L eGis 2y E’zs Qéi\LjT Dy
S Sk S0V (6L oINg eMAU it eNASD eli2r el Sifg EGA DA
Front (2P0 PHJI L (TAWZ Sk Dy 12 E6A DN AAj 3¢ A& RUj .ol
0 .)Schncider, 2008: 12( HAD HIYO DAkt QI)T Adkii LS#NM (W0  )-Line
A& o2& oKIUA ILjgT Ap elifyt AR ERA AWO o6l elQLj el 0 AYZ
A9 &) 30 diyh ) elilYo (Lol G EeE 1o ENIOME 00 SOk eARU
014 &) L ONg )Shiu & Yu, 2013: 319( &) .)Salas et al., 2012: 29( Ei2 &1 QL]
ENIGE 06 opsU i)l Sipoae ERTOA 00k 0Mp oINTGE:  1A6Ljt Ap oBANG QIOT EGA
Ei2&t QLG Ok 6 A )Owusu & Martins,2013: 55( (N $3 L .SHk 6
30l Sk U G elpsU (N0 L AD AL EYWU ALp L fy& Ap
%3 (0RA 1 HAIKT 2IKi%hAg Asisl EGA el +3 23T HAKND itk ShOILm 1
QLT LPOL AyZ . (A oynpeNGdl  OAYAL &6 %205 WA INIg DT AT: OQT ity
R2 AD 31 oGl 2 (LT Ap sisk SpolfiUh  WRA 09 L Halljp E62&
A0 njp S8 EAL] oNYL DNG #5062 L& S 2NLE 1t DA (Wi OIT
0t AT L HaILiL eKI0k (LT 08 GRA 9 A& Ruj oNGE D2 6 AINU
Pantouvakis, 2014: (NGt )ik $6T QI0T L SYKTt A it It aThw Ap Sk &
.)87

L S gl Sl =

A3&i3m & Ri2 Ay G3RE Ef24 QL AMS2T00 (b 0 2AY#) &4
R2A) 1 161 A& T Ho &SHAJZ It MK 1d2TI0 46 20 si6T
‘Pl OAGLjiLjt PL3 IN( 80

Si3h O ik 2AY A E E’zs Q@Z\LJT 1 ON( 80

| a1 sl Al sl |

000




A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

alai ccplalall L ) ¢oplalall (€ ¢yl 5 LAY) Riketta, 2017: 95|
S50 sal)
Gl aki ccplalall (St (cplalall gy a3 Linh, 2017: 53 || ¥
alalall cylasyl
(Oalalall (S ¢ alalall ()i (lalal) uw..mm Potluri, 2018: 40 || *
acall ¢cplalall g yas (lalall u;&u d.«d\ BA Mishra, 2018: 38
Sl gal) alai gy
Oaladl S (A eaall A8lE (el g s || Gruber &  others,
aglalall cylasyl 2018: 19

L )e(® culdall (p8a) () cpanilly Jsa¥l) g sandl
(£ olalall oy jas) (¥ 8 sall adas) () cplalal)
() onleladl Cilala agd) o7 Alalall cYL_aiy))
() Aeadd) AE) () (5l acall) () Jaal) 3 3)
A3l (b6 ESR (N3Ol T3W 3 A): ST =
0 Ei2si QL AAKS :TIU ko Ap stk Ay N( U diddp Ap zum
Wid olb2st oMo SOk Pist Sk ST AN eqmp 0 o 3iis
:Si3n Pie S K 23mip HLA LN b0 ijAa
o) 23Inj) YOpoku et al,, 2015. 14( $Uk 2AY AD SYNE sk S0k ST -T
AR dyitrlie  #0t 1 LAY 805 AILIL) SOk DA O L SEOiG
Al HaSE Rt 2INAs )Goodman, 2015: 75( # INA Drginji 023 ILNIL]E HL) A3 R
Joseph, () ANIL Dinjp AU SUT L wélLjt #K3 26805 #0 0t Al TIS eénjp
Al s Aj Ap #He OyUZQURT L MY Sy eIl G0 Sj)2015: 45
DN
6156 AT (LT3 A S8 efAdell) HoAr olNG Po st b4 ik P st -T
Peter et al., 2013: ( H8 (K3 Hig U)Zdz oNUET L Sipoke &0 A offéin ol 0L
Rin seellia eliha L @é )KauraV&Prakash 2015. 84( it #0i S3 L )84
A oIOT NG OpAGAls #setlr Ong0s Siot o 0Ap eNg &t SoD0WR #njr AU IK
200 psU  AY ALy EG oy (S el st AR 6T S AWQI EGI0D
HUE  OAGAL opANG S #0  (LJT3 eliNA )Takeshita, 2015 36( #3 N
2RI HeA6L) L 4 oNA AU

000



'

6156 [T T 0Qin e (62l eli2s:  OTNi0 o :eli2st oMW -D
0 Laiy elAfN Ap  olllpefil) OB HIGM  28INO D2 TWi6 L#U Sh4anjl
$3 |- .)Hartline & Ferrell, 2015:52( (10 Halkt D& QT A $ARIS 80 Ekolp
b AU PYAE SOk O SHEGK TIf AY  )Zeithaml etal., 2016: 266( (N
ey %37 ALjb PAU Siikls (W0 SAt AR ONTG Q8L OpAGAD #nji
AGH ST g6 Edet 0 elpsU oT12  INGH Pée G3RE Ei2st QiLt
ot . psO DA AR @ U (AGAS SO0 el Doy AD Ef2% TWO UpH
qAQL\;n ATAt A3 Ruj et AU ops0 st y 20 #) eli2 & Gﬂmé
.apsu nely ML SV HG Aok & 31y Ads

Oivit Q2 Y Ap o8 eQ(ng A 0 GME oMl DpAR IGAG SAr BAG HUE —4
HARD  HeIVIZ ik Q07 elYmio Oyt Aj L 04 DIymip HéIL EJE riLi6  AGLj:
2l YRAIL]l] 2INA YR obertson & Cooper, 2016: 27( 6018 INIj .)Komal et al., 2015: 63(
IYIG et oNOENG D)7 T AD R3OIOT L HalLj 1S ars  #k  ACLI WL EGA DaNAy
03 NG Dy (AW RY THO +TUAKG #njr AU YA 1t .olWonj (e
- S&ILjt Re DaLj DL A& TS Gimélip OIOT EGA DNk AU 1d (Ngo Sl Ap &
DO OIOT L 0&  Ap a0ip 0ABA MAG WA N80 A (8 1) .EKIUA & SLT
M o OOnjp pAor EGA AWTH AALR Adlr 40 MOt #He b5 S
b AlYE 3ilp (AR AWTH okt SAU Ap sill AtiL) eNWSnjt HEIYD3 0N by Ap
oA oAl OKgD 00 AGNAE Re oNOE &6 OIOT L N S& 4N Dynjp AgiL)
.)Mayer et al., 2017: 78(

ek 839 1 L
thadd-| 8342 ?34'6" A

Al IviZelg &0 00D FhtepsU AY  (Narangajavana & Hu, 2012: 34) &
AU Ap 284N 04D Ry 1IN Ap oY (4% 803 )Newman, 2017: 126( ) HElkol
NLp  wilm Apefiiin  s51L06 oA Awsh 0 Al Ap #T03epsU 1d Gt
Ri (Uk ApeY (E A )Murti eral, 2018:29( (U 3L A@Vd  1d Paté Re 2Nl
Mwita, ( St Helolt Hele et HEIYIZ BN QU A& Atsh eps0 00T AJZ

000

it s s
:-—6 = le’
L
L

e



A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

VIS EK  AJZ Rt opsU OANT ethU 20U ApedinciepsU AY 1 )2018:37
)
thedd-| B34 APY LY
NN 007 AJZopsU AY Ap (& AL AY  Ywilliam, 2015 377( 83
AD i Ap 28ANG
. IN&6 AL L OATAGI LT »
SLiis 0Ll ps0 0 ALp vy E@ sk >
. 6T y A3 Ruj eldlj evo Ak 6 y >
. 116 Drgnp e0njT Gizolft »
2AYmo AL y >
Wi Ap sk 00T AJZepsU AY A )Lari & Asllani, 2015: 432( N $3 L=
0y Aishy ANU
N 28SI0% 406 2AY AN ONBO:aNIOr Q62 L ONAD £WHa gpsU  AY SAf -aNilr 02 >
W& 00 L . IN&O mNﬂffp L 40 |5w & A3 PAY ps0 Ayt
& yMm Lo ops0 000 Syt Sk PiLjp 4% 36 Sep 805 Alb eLjiléd
HAD T AR RU SYILI # Wk &6 QIQTLS 3 Pl apsu Ay T
. ONGENG elodLjt 2Wa oSk y ERA 3 (A AWl 00 OIT L
[3nit ANO 2800 (0K OIOT B8 AQt aoRA AY A 2s0 A dzL}h Al 0 >
AU L .DupT Diymids GAGIOT Hetcks ohit L %0 03njt 03 FAeU  ALje 026 AND
N0 oOTrA s& g0 oL L v#GtA NGE EALE 3
RL a3 Angh oBR0 A3 #0t IS & QINA HAR #iAt R2 Ap 3
HAsstIUk AiLp i ATAL DY ApepsU AU HANII
thadd) 834 Syl LY
A3 su3m 0 & A AY T3 G306 kU Ay AAKS aTU|U lh & 2AY#) Sk
PR OAGLLE PLZ 16 04 ST A3 Si3m  (DIAL) SA B (NI 06 04 2ARD s36T
N0( 80 L zUkp 0N
PsU  AY 06T SiZh (AL OM)O( 80

001



Al (Anieal) 5 dadl; canlll) | o

85— il gl Baall Al 5asall (Gronroos, 2007: 8) | )
Aalanall

daa Lia )l e ill dpalall Wil | Katerattanakul &  Siau, ) | Y
¢ ) (2011: 59

A 5 sall A saldl) (Servqual) g2 sl (Elena, 2017: 14) | ¥

Calaladl) cdoalaice W) i)
A i sall A sald) (Servqual) g2 sl (Tsietsi & Last, 2018: 33) | ¢
Calaladl) cdoalaie W) i)

A 55 sall dau saldl) (Servqual) z2 sl (Tanyamai, 2018: 42) | ©
Calaladll cdoalaic V) cdalatiuy)
() Al N sa5all) o) Al sasall) & sandll

() Aol gdll) ¢() Aadaiall 3 ) 5us)
() el amy Lz ) () i)
(7 AaiuV) (7 A8 5 sl o(T A salall)
,(\‘ g_'d:l&ﬂ\) ‘(\‘ 3‘..)3\.4:\1‘-\1\)

Agli (b 6 Ef mNTé()Ls T3k 43 A): 8T =

6 b0 Ay 0 ST A3 Si3h LAemn; )0( U R2 Azt
elLANG ( b 2Tl )Servquat( A ql‘\/ENuTe Rt (ko A3 HAM INIj S ks 36
Ap & EUT W el 00 L T30 o0t Re 6 YGUINT 2 (NEO ilyTI0  elobld
Si3k Shelfa o A aLj

W30 [N 03 eliNGG  )Soteriou & Stavrinides, 2015: 24( Snjp :2LENG T
S3 L .ops0 nslt M L INTE QZ 05 Sipudk #ATD o0V 73 SAU @ (0 RIALjs
L 0oy 0600 2AB0 2ps0 1AD (0 #AGNG ST 1 )von & Cuffe, 2017: 38( S}
. 8Y A PL% IMAGHA L Skt AR Ruip elpsU oNGdl 413 Ak stelig AT Q62
MAG #AOD  SAU & 00 RIALjs epsU  ONGE ONTG )Tey e al., 2014: 88( $3
ddeNly b2 A GRS Afh & TIYD (w’“ 10k 062 L Wollp  AYZ epsU
AT a0 1) #nip 4 ¢ NAHE NI

INGE 60 ot llAl  (Kouthouris & Alexandris, 2016: 101) Sf 2l -T
Mey & ( IN  SALD AL L OINE 80 ASHZ 0 elfd eth opsU Qy EGA
30 Augh Ap ST Sl GRA ST L Il ST &t 1A )Mohamed, 2014: 22
Getty & (1658 $3 L (03Lj) (MG AGlp IN% &b Tokdls 2psU nsQh (fd  R2 A)

00T




A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

6 Aol epsO ns(m elogl Drgnjit O EAL Rt oNAT $T0HE AD )Gerry, 2015 94
02T 2 Stk RyLjt b oAt L OANIELE

eNUE 2% Fit 2llylJ6 U YRohini & Mahadevappa, 2016: 60( (N :2ily1Jd -D
pﬁnce&( D ek AU osU Efd AWO L Ah Sl Eid W3 elpsU
Ap oNOED AT opsU UAG Ak Sp ol6dKn aAblt  EGR 8315 )Zumman, 2013. 7
2A ASopsU v ATAN ANGE IS Adsh Ap 0k DT AT Q0T L oflyLI6 SAp ONdL)
AT R e‘I‘PSU 801 Ap 2BLj1 1A S DAIKT 240 )Edvardsson 2015: 86( (58 IV
Vo D)y 63 NIB 3 36 AJe TS Assh bl o6aoke oty1LI6 QIOETH aNGidd
Adsh 8 gk 1o Qo

DNG 4 AYA) DoNTt 28 (N3O )Sureshchandar et al., 2015: 336( S 12 (M@0 -N
A& RUj HEIYITS ey R2 Ap Al ops2 0itaj st L el i gkt +aks G
E EG 8 )Agus etal., 2015 177( [All #0d $3 1 PLII okt L #é (LKL EG3 20YD
neOfE6E 40 Al Gl KT ANZ Aty opsU 1P elpsU oNUE R )
Zhu et (83 INIj HEIYIT3 Dz"bal(ﬂU il o240 AYT Sift A3 Ruj Adsi ziw
HARD WOYD DAk OIOT Assh IV eV L $i3 2 IN@RE U )aL, 2015: 39
2ALj (AT aNGE &S y L4 1S ayitrllo  (3injt Q62 L (8 49 A2 RU

U oNOE & &) Fhe GO EA )Lassaret al., 2015: 22) Snjp :GUL -0
oNUE N6 INicecki, 2016: 181( S $3 L IABGH EWSnji INg6 2k (AU E63
RO 2AAL) 27240 & 00 2l Sy (A AT shooule  AJZ Abitls EWSN 0iymj elpsU
alsnilesl MG 02 K3 0 #Yd e elyA) PLIK 1‘|‘g£w 2P0 EG
DIy HARD DT A L he & &) Adgh (Y00 HANA ATLjp A2 Rug (d OO D3l
0 epsU L alyAD eliNd (U )Cristobal etal,, 2017:317( (U DAL 04
JIVIZ L BND OIOST: Ablr (AR TSw Re DIWOKTE  cefé 0 OANIATHT Lo

Coedl Ol pias (WS OB old (I Eoedd

ORA &Mt RE  OAA o0l el oL TSk N0 W2 06T TSN 16 0
M6ETs eTIU 6 Ap a0 851 F‘az A3 a0k Sem &S (o
S0 B8 ONILOG L TS 16 K NIts B30

001



o elUH B2 : 6

St 2lU (12 : Ol

a1 B3y I Gigudl DY BN sy Jokd ;Y

U AY & 04U Ei2 &t QiL 'paéi\;EApazﬁ Bt 2R& AYAH( aIUkK: 216 I
Snip (AR o0nl oldKe (K B2 Ap Sio IMET &) e#d) 162 Doy Ap )ig (A
0% 090 Efyt SHiLjn 63 ASen S) B6 GRAVIAA )o( U

16 0igu 2ps0  AY & 04U B2 81 QLT &) B6  RE)o( U

Gl AoldeY) Laiad) Adgsdl g salal “m 2‘“‘:’;&
Y5) (Y4  (Y3) (Y2) (Y1) " S
EVY «,0Y0 «,00) €A «,0YA 000 alalall pSa
(X1)

0,TAY LYFA LEYY o AVY TLAAY ANYY T Ay §
4 gl

inase doasse doaase Aoase Aoasse Aaaew Al ¢ 5

+,019 N-A % EA S EAA «,0)14 +,0A Galaled) (i

(X2)

1,v4) T,AYA o,V4) 0,AAY 1,4 AYYY T 4o 8
Ayl

iase diag e Aaaga Aaaga Aaaga daaga 48l g 5

Paugle  Alugle Ahugge Aaugie  Abuagie  dagle
VY +,0AQ eVY ' ,EYY 04y GOAY YL Ay

(X3) aalalal

£,vay V,4YY T,0)Y o\ Y)Y V,4¢1 Y,a3Y T Aoy 8
4 gunall

Aoase doase doaase dAoase Ao daass A ¢ 5

Alugie  Angie  Aligie  Aligie  Alaegie  Alawsic
n,OiO .,Oq\ ',01‘“ ~)°YV ~,~k\~ ~)10q A E 3
(X4) 38 sl

00D



A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B
v, 41 AYYY V,Y ). T,YAY A, €17 9,0y T 4o o 38

i yuaal

Aioase dAoasae doase dAaase daase Ao Al ¢ 5
dhusie  dhugie  dhuge  dasgie Lh 4

e STAY LYY 00 741 Y0 Gy )

(X) Al

9,14 Yo,e1Y A,AN) Y,4A) 1Y,¥)4 YY,40A T 4o . 3§

i yuaal

inase doasse donse doaase Aoasse Aoase Blps
ST sl Lf A 458 sl

Y,¥YH (T) e B

2\___}_..\)_\__.;_“

4 s (5 sl

%

% 44 48l da

A ryio PLIG U E &G T3k 3 Ap: $Wi &
n=160
do¥ de A Lo 1 Lt i
DU AY Sk ST Sh 2l 26 B 2RA SYA 6 )Ho( Skt aAUH
0 Y
PsU Ay Sk ST Sh o8l 26 W 2R3 SYAL )H1( AVA: QUK
06 Ty
SYT Sheiilip avip sl B 2RE AY )o( S0 L A Uik R2 Ap zUm
[OTT TINOO TIOPO( HAM Bt o DD Hlp 6 (4 0AM epsU AY - SOk
HASE I )% OO( 0l oY & )9 T( i) ATLJDSa NA® E6& )TINOO 10RO
Es NAT Eid)0I000 0I0PO OINTO OIOOT OIOOT( 16k  diLib )r( 2Nly 3t
20LAT aYAp atl) B 2RA AY )o( S0 S%INS.)TOTO( 26k 2k $U 1Ay Ap 03
ALjp $58 ) TI000( INAZY Bt © DpIAD Nl 6% )y (2psU  AY )xa( Sk SYT &
Ed )OMIT( 6 iljb )T(eNlp 3t Hasi 1 )% O0( 20l oY 8 )% T( e
OON



AAL 2CK) A Yro( Skt elUH ) E@ & 16 )TIDTO( 260k it $U (AT Ap 6%
06 00U 250 Ay Sipik ST S eilédp 216 Bt 20RA SYAt RAS

W E [ D [ SO g [ -

DU AY Sk P st Sh o) 216 B RA YA 6 :)Ho( bkt 2lUH

0 i
DU AY Sk P st S abihp 2id W 20RE SYA )H1( AVA: o0t o

06 Ty

Pi &t ShelLA YA i) B aRE AY )O( U L A VTR R2 Ap zurm
TNOT TINOO TIOTO( HAZ Gt & DpOAp Hlo L6 06 0AY epsU AY Sk
HAsE I )% O0( 0l oY & Yoo T( &) AlLjp 8 NA E6 )TIOTO 10RO

Es NAT EG )0I00T 0000 0I06T 000D OIOOT( 164 adLip )r( aNip 3t
)TDTO( 26 ele S0 1AMIy Ap 0%

AY Yxo( Sk Pé & éb 20LATD aYAD 26D Bt 2RE AY )O( 80 SN
oY S )% T( A AL S )TIO00( INAD Bt o DA oNlp 65 )v( 2psU
26t it 80 (AmNlg Ap 03 E6 )OTTD( 6% fiLjb ) 1( aN‘|‘93 b HASE D) )% O0( 20!
ARE YA RAS  )ra( AvAr eU A )mo( Sk elUk O R & 16.)TIDTO(
06 00U 2ps0  AY SEpr Pt &t S aiidp 216 (Rt
AU 4l A A1yl —7
PU  AY eli2st  OW0 Sh i) &0 B 20RE 8YAL 6 :)o( Sk el o

06 Ty
DU AY a2t OTMIO S 2l 216 Bt 2R SYA; rn( AV alUE) o
06 QA

Sh 20U AV ) B aRE AY )O( U L A LWE R2 A) zum
1NTD TO00( KA Bt o DpoAp Hlo 6% 16 (A apsU Ay eizst oMo
)% OO( ey S )% T( At ATL]P S NA B )TINTT 11000 TINOT
NAt E63)NIOOD OI0TD OITTI OTBT OIONO( 16%  eiLjb )(eNlp 3t Hase
ITDTO( 26t ot $0 1AMy Ap 03 Ed

000

it s s
:-—6 = le’
L
L

e



Arlod) B3l (el o e 51T (DMt ki akd) B3 s & N gl 136
)x3( eli2st  OTNi0 SpetLi avAp ) B 2RA AY )O( sU Sk IN3
SE )% T( M ALjp S )TIOOT( INAT Bt o DD eNlp L& )y (2psU Ay
lt 0 0AINIp Ap 6% Ed )OIOTT( 66 eiLib )1(eNlp 3t HasE U )% OO( 20 oY
YA RAS )rn( AVA: 20K A )Ho( At alUH) OF ERR & 16 .)TIDTO( 26k
16 040 2ps0 Ay it 6MW10 S ebiéd) 2i6 B 2Ra
syl 3 e A B A1 jLasl =
16 (U 2ps0 Ay ljAD Hiid S eBAED 210 Mt 2pRA YA 6 :)Ho( bt Ut o
16 (U 2ps0 Ay M3AG Hlid S) 2D 216 B 20RE SYAL)H1( AVAL UK o
ShalLAD algaYAD D Tt 2RE AY )O( sU L A LWk R2 Ap zum
100D TIOTO TOTT( HAD Bto DpUAp Hlp 6k 06 (AU apsU Ay 13AG ik
Hase Y )% 00( ey &8 )% (eeL\;EAp ALjp &8 NA EGA )TIONO TI00T
Es NAW E6 )OO0 OTTI OBTT OMO0 OINOO( 64  aiLib )r( 2Ny 3t
)TRTO( 26 ekt S0 1AMIy Ap 0%
PsU  AY )xa( ljAn Hib S oo oYAD 2EAD (it 2RE AY )O( U S% N3
dlaY B )% T( 2l AL]PS )TIO00( INATY g & Dipokp eNlo L6 )¥(
26t 2l $U 0ANIg Ap 0% E6 )OIOBT( 6%  afiLjb )r( el 3 Has I )% O0(
ARA SYAL RAS Yrn( AVAL &0H A )Ho( At a0k ©F Eid & 16 )TIDTO(
06 0 2ps0 Ay 5AG Kk S beet\ﬁEAP 240 I
OALit S0 B0 «RA M) Ap 836 oQLj olde UK LW B OViA
ST ST B2 T3m b )v( 06 049 2psU AY )x( Ei2 b
U AY Ef24 QLf Sh el ai6 B eRA SYA 6 :)mo( sk oUk] o
06 Ty
DU AY EiRsr OWLjT b ebéd) o0 B aRA SYAL )H( AvA: QU o
0 Y
QLT Shao aivAp o) Bt 2RE AY )O( S0 L A UWE R2 Ap zum
101D 11000 TI000( WA Bt o DD Hio L& 16 (A epso Ay B2
HasE U )% O0( ol o & )% T( i) ArLjp s NA EGG)TIONO 11000

0
0

000



E6 NAT E6)OITO TINOT OOTT OI00T TINITO( 6  aiLib )T( eflp 3t
oo aYAD alid) Bt aRE AY )( 80 SEINZ.)TIDTO( 26t ot $U (AN Ap 6%
S5 ) TIO00( INADY 1o Dipoap ol L6 )v( 2psU  AY )x( Ef2% QdLjt S
V6 el )r( oy 3t Hasi U )% O0( o)l oY S8 )% T( aélp AlLjp
ro( sk 20k S & & 16 )TIOTO( 26t 2l 50 (ANiy Ap 0% Ed ) TTIO00(
U Ay Ei2&t QL[ Sf e a0 Bt 20RE SYALRAS AvAr oICk A
06 Ty

Plet AU T30 b OAA 00t el@he (0t o oL olOH oST 0 A
L 2Ol (V3 )R( Bro #ik 05 s0 Ay Ei2st QL 0 S W6 A
)0( sU

DU Ay Ei2st QAL 0t S) Bro Ay Pl )O( 0

L5 Y 5 48 cadi 5 el 53 5a A
% e

| «,090 (X1)Q;,3Aw|wgé = 5
) +,0A4 (X2) ol iy 4 4
& «,0A) (X3) lalall cylasy) g
Jsl WEL (X4) sl ol T X

A ryio PLIO VAT ER VA0l T3k 43 AD: $Wi =

DU AS iAD Cgé 2 (U EG2 60 QWL )O( 80 L At LR R2 Ap zum
DD oNlp U6 opsU  AS UM 30 S UjA wOA SA)  QUE =z IN3 06 04
L )TI000( &%) B DpIAS i SYT oA elir ol L I )TIOOO( INADY B 6
D03 805 $20 ot gl ) )TIOOO( My DIAS et edpls SHIAE Pé &t sA 1Y 3
St & Oy =0 ) TIOOT( 00ms Dpifp eNlp Y6 eli2st oMW SAp IAIGA
Ay HeYir3 ot a0y DNG ollp Qis NGO SO Ha KT L Ei2 &t QALjT:
Al LRA 0 EGA g Awsh noeld Ay 62 nsdn V66 vy L dZyAé
ClyE MM oA o ATA elyTtrlo 3t 1) ESA HARD

L W o b e (Lt

16 046U 2psU  AY L2 00 B2 &t QLG adélp a0 Sl AVAp alUske 214 SIKs
L A USTE Snit UM o0nil el@e  (ICHE m12 Ap s06 INST ) eihp Dy A)

000

- 5 3

:-—6 - Dl,’
L

LU L

e



A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

OLjt Sy dobey Ap)GiLj EGU sWo ( AV e DT )F( (12 1 )O( $U
06 044 )y ( 2hsU AYL) (& (AU E62 &
16 044 )y (2psU  AY L )x( & 04U E62 81 QilLjTt Sl (0)O( 80

ol Jalae (F)iad  (X1) olelal) oS Jiiesall i
2 .
AT PR T! B1 A o
oYY 1,Av¢ YAY,AQ ¢ ,19A Y4 (Y) aeasdl 32 g
Y =0.219 + 0.698 * X1 iyl Asle
el Jalaa (F)iad  (X2) caleball s
R? &l 4yl B1 A (Y)iaslisisas
,0\Y 1,Av¢ YYY,e.4 S +,Yo4
Y =0.259 + 0.621 * X2 iyl Asle
3 A RPN (F)aad  (X3)adalall cylayl
RGP gl i B1 A (Y)%easli s,
OYA  T,AYE Yy é,Yoo GY¥eq YY)
Y =0.371 +0.759 * X3 Jlasiy) Al
e s (F) e (X4) S8 sl olas
RZ sl ddsaall &gl B1 A (Y) il s
Ve 1,0v¢ YVY,« VYo AR YT
Y =0.160 + 0.791 * X4 Sl dalaa
e (F) 2asd (X) Aalall (g gl
RZpwall  &lsaall &gl B1 A (Y)iaslisas
o YYA 1,Av¢ YYE, VA AYY IARA

Y = 0.,1“7’9 +‘0.823 *X ,,\AAA\J\ PP

A ryio PLIG VAT ER INA0 T3h 83 AD: ST =

n=160
do¥ ds A 4o 1 gLt i
06 (U 0 AY L Sk SV atp a0 Sl YA 6 :)Ho( Shr elUK
06 05U U AY L Sk ST aRtip a6 St YA )mi( AL el
00( 80 L A Ui R2 Azt
()x ( P@ bt ST eiLjb )r( el L6 .1
&8)GlLjp EGD sWo (- AVT )OIOBN(

g °
!

ki 2l S0 (TN Ap 03 Eg YTOOIOON( )x
00l ey & )% T(altl AL s

000



SOk SYTohp  ER & 0))B-0.co8( SWO W) AV r Snp 16 )%
AN a3l G e AY L

BmLj O $LjK Yx1( SOuke ST sAp e U )TIOTT( )r( Sk DapIap eNlp L6t .1

A Al )% TOIO( 210 aiLjit 09 )v(2psU AU STRr  Sett Ap )% OTNI(
Sk SyNt Adp Sih Ay zUn StU . Ao Ig Lot N #2 S Shh
SRS RAS )run( AVAE oICk) Ao )ro( At &Ik ) I 16 (U gpsU  AY L

06 (U 2ps0 Ay L Sk Sytatipae S

) A ydl) A A1 L) -

06 05U 2psU Ay L SOk Pistaiipaid Sl SYRE 6 )Ho( Skt alUk
06 05U 2psU  AY L SOk Pist e o Sl SYRE )H( AvAr elUK

)0( 80 L A VHTE R2 A zum

26t 2lt $U (AMlg Ap 0% Ed TITINTO( )x2( Skt Pé 1t ahiLjb )r( 2Ny 63

00( 20l Y 448 )% (esMAp ALjp $58 )TlLjx EGU  sWo ( AVT )OIOBN(

Hh Sk Piet Ay B 8 0))B-o.c21( SWO DY) AU A Sni 16 )%
ASH a3l G s AY L

L 0 #LjF6 )xo( Siptie Pa sy sy 7l () TIOTO( )ra( SLikte dpiip eNlg 68 .

A AT )% NOB( 20 aLj ) )v(epsU AU STRE Selt Ap)% OTIO(
Pist Al Sy Ay zUk S0t AU L. AVO 16 LD2biN 42 S6 Sl
i AVA alCH) A )Ho( S elUH ©) FiE WU 16 1Y 2ps0  AY L Sk

06 (U 20 AY L Sk Pistaiip a0 Sl SYR RIS

—~

U Al Ao 1 el —

D5 (U aps0 AV Leli2st OMMRiadE) a0 Sl sYAi 6 :)Ho( At oIUk)
060U eps0  AY L oli2st  oMWiRi D 20 Sl sYAé )ra( AV o0k

)0( 80 L A VHTE R2 A zum

ol $0 (Ao Ap 03 Es )TTNIDOO( )x3( ali2st  6THIR! efiLjb )r( eNlp 66 .T

ey S )% T(aAH) AL S@)aILy EGU sWo(  AYT )OIOBN( o6y

000



Arlod) B3l (el o e 51T (DMt ki akd) B3 s & N gl 136
OTHiO SA)  EGA & (U )B-0.759( WO DJAD AN r S 16 )% O0(
AN a3 O s AY L i eli2 b

D 416 )x3( a2 &0 oMW A A 1Y ) TIOOO( )r2( SLiKTt Depip eNlp 64 .1
AT )% NTTE( 2000 aiLje (p Yv(epsU AU STRt STt Ap )% 00I0( BnLj
Adp Sty AY zUf s0t0 U . A 16 L2t N 2 SEP Shhn
AU Ap )Ho( Skt elUk) & Fle Y 16 1Y 2psU  AY L eli2bt  oIWiR:
06 05U U AY L eli2st  ofwiRidpaid Sl sYA: RAS Yr1( AYAl

viag) J1 A A1 Lo A1 Lt =2

06 05U 20 AY L IGAG HGid 2iEkp 216 'bSYAé 6 :)Ho( Shr elUH

06 060 20 AY L MGAG MOk oElp 20 Sl SYARE H( AVAL eUH
)0( 80 L A VW R2 Azt

26 2lt S0 (ANl Ap 0% Ed )TTDITOO( )x4( AT KUk oALjb )r( eNip 66 .T
00( 20l &Y 448 )% T(aH ALjp &8 )0l EGD sWo (AT )OIOBN(
L+ MGAG hid A EGA & 0Y)B-0.791( W0 DI AW r Snip 16 )%
2BSH a3l OHG s Ay

OPIN( Lj’ I +LjKe )x4( MiAG HGA A )TIODN( Yr2( SLiKt Dpoap eNlo L6h .1
Sih i Al )% DOIO( 2l aiLjet () )y(epsU AU ST Rt S6it Ap )%
AY L iAo wok AR Sty Ay zum st . AY6 Ia L n2btN 2 SGI
Sib SYA: RAS Yra1( AYAL o0k A )Ho( At olUK ) e IV 16 kY 2psU

2l ANO oiLjt LATE EGA qNTa .q' b 04U 2ps0  AY L IAG KOk 24EAD t6

I )y (06 04U opsU  AY L )x( Es2 80 QiLjit Sihy 2itkp Ap 830060 aLpi0 oLl
ST ST pr24 T3m

06 (U U AY L B2t QL b et Sih bYAE 6 :)ro( Skt el o

06 (U 2psU  AY L Ef2%t QAL adp et Slb SYRE )1 ( AVAL oUK e
:)O( S0 L A owms R2 Ap zum

26 ot 80 (Ao Ap 03 Ed )TTNTOT( )x( Ei2 &1 QiLfT oALjb Je( ey 6H .T
00( a0l ey 8 Yo T( it AlLjp $8)TILj EGU sWo ( AVT )OIOBN(

A



L #k B2 80 QLE  EFA &6 0Y)B-0.823( &W6 M) Al A SnE 16 )%
B a3l OGepsU Ay

OT‘O( L jé L6 )x( Bi st QL ) TIOTO( )ra( SLiKt Dioap eNlg 64 .1
Sih i A Yo% TOM( a0 aiLjit (9 )y(epsU AU ST RE S6it Ap )%
L B2 40 QL Adp Sih Ay =zam &0ty . A6 15 LDi2sth #2  S6N
SRS RAS )rin( AYAL olOk) A )Ho( At oIk S R0V 06 044 20 Ay
St AY Ap 83t b4 06 04U 2psU  AY L EG2 8t QML & 20 Sih
T St Ag zI0AD (0 )O( U AUM T3m (0 Et2% QWL 0 eyt
003 YR LT 0udp Hlo v 003 25U AY L E62 &t Q#LT
U AY L Ef24t QAL 0h Sih Ao Pl )O( sU

)

M 2RE Ag Pl )ra( SLiKT Dpiip Ei2 &0 QiLE 0k
0 HoTT )x1( Sk SYT

At 11010 )x2( Sk Pi bt

T 11000 )x3(elizs oMo

Al ﬂoDN )x4( A HUA

A ryio PLID VAT ER INE0k T3k 48 Ap: SWi =

T340 2 aEItuLs Iy Stk SyT sk )0 ( S0 L A LiE R2 Apzum
STt A )% OTTT( oo (p #Ljfe )TIOTW( ASLiKs Dpokp &5 2ps0 Ay L it Ag
ONlg 0p #Ljfe ) TIODN( SLfs DpoAS WA i $Ap el alls 1Y A6 B STR
aflit ol o2t OTWEO SApDT3 INIp  AY6 EGd ST R St Ap )% OPIN(
a0 A6 ERd STRE  Sem Ap )9 OOIO( oo (p #Ljke )TIOOO( SLikg bapIkS
ONIg 0p #Ljf  )TIOTO( #SLiKs pip &% SEIkr Pé bt b4 IATGE D3 803 S20 el
. Alo B3 STRt S6t Ap)oe OTIO(

Ol sl Olrbizal el J Coll

N2 AN (KGe3r0n  OTTAT ns0f 3t S YW &AWL TSN 16 L
AN OY EGR #20 oD O




A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

c Ol Yl

L) Bgdl Alall 13 Sl Y

10Y6 LAR DnZ BA3ESR&t QAL SO L S3diynp oASH el3iLi 0 we -
i psU Loelhe AU Q0Z 15 ipodéa KU o0V DiNG &b Qi2 L HalLj It
Al

A e0iLj Okt 08 3t zum Sk ST Sp3oiynp eBSh 2I30Li e e -
Yo ATk A ATA oy A (0 OpAGAU L 258K HATSInD R2 Ap Stk
DNk L

Riynite sI3im R2 A 3t #AGE 01 SOk P s E6E 2B a3l 0dke 03 -
A 20k0 HABOL L Sich 00Z 18 mi\u OU Sipik L3 E6A Epomt #NILj
. (N&O

nile Oibt 08 3 HE oli2st  OTWIOk Si3ev&h aATH ol3iLi 0o we -
(ENIG Dy 10 ANU elKIUA: 0ADILjo Sh QM3 AT L OpAGd

thadd 834 Al O1d Olrlinuw) LY

Eialdig R2Ap 3t #Ali U AY S@u Susoynp S &I30Li  Ofke -
2liAr 2o psU L AANIS EGA DNA: Adsk  Oholt oS (Ko

Eid 1803 R2 A 3¢ U6 oUATHD oY & olLANGI L oSN oI30ILi  OBc e -
20V DNA 2 00Z (S NG Diynjs Ai Al @ Q0 RIALE (AU

16 ABK Beo L GAIAL R2 Ap 3t =zt eddli oy eASH e‘|‘3@|‘|‘Lj We & -
2T NG 0 anlS 00 2psU Sifg EG gt Adgh &8

i Al o (U nsly b ebMLJo S Si3ely diSh eI3ﬂ|IL] W Eddy -
HAg THORU =z ANLITIS Adsh Ap oo LopsU MAG SAL) @@ R2AD 3
Sl gd) Lt

P Bigedl Aol 015 Ol gl LY

AT L HAZHN  (3RWE ok wAGdk Sk ST L 03 dgmp (W66 -
SPik AuZ 05N 12 R2 Ap HOINAY Qe Rt 400 ACT olNG  (iyftrlJo

oIt



“%

5 5
T | I B
Yy osaall i L
. L

HAZ Ap W0V eASH oI3lLip Mk A Edp DiynpHACEND HEI3rl) M L
SPkt 0 Sh W e0e Ay Qf2 edidl

N e 0Ap #4iiin Giyp oymjp 2B &I30Li  0e L SOk Pish (g6 +0 -
S DNE  ePlp R2Apeli2 bt DNk el Adgl Ap oot Aj PIHL 2ifyh 106
) DUGT ATAC L dZyAB (S i@ Pest o3 A OlLjfs 801 oINg Up#
Cyi 40

A A DK SOpUke OIVAG  OAGAD ML OAK: 06 Stell2i  OTWIO WU Mk -
#0r & R2AD o Al L SALj Re eAY# a16T EGA HUAT3 AR RUj HAI
oMU A2 RUG SAds eTIU 6 ALji Bho KIlOy ANCIT o) 2l6W eibAN;
AN 23l ke oA ATA 2NGi Rt 866

AY® ol #NILjp 2hslp  AS 4y R2 Ap I 2 (0 MWiAn wOH W66 y -
A Ao 36 Gint A2 Ruj psU ALJ L SLit o Ap 2T Rt i
N OI0T EKIUA: wé00 E63 dZyAe 1S OANG SO Oy ATLjp EG8 SNTkE AL
HeRe  Helyla

thedd) 3398 Ala)l D13 Ologdl LY

psU Ay AL L Sisym Ed 0% Diynje AEuaIBU\ILJ We g 0 -
dbst St Ay a3t #h NN NTFT WD SSILIZANE A s
At NG oiymis gpsU & Q0 RIALE AU dZyRe S O b2

nsly R2 A #2 A Spiflik psU S elhi a3l oK 0N -
- HoILj (S elosike epsUls 206t OlYO  (hiLjt W6 &uiSnjt ANUITE 83 (RL)
20k Sidn KW AU 0l 2ps0i epsU lahd SLT B3 DNAr  ABli 2360 eNIQ Dalks

Ry PLITE Re 2l 2oTWE0 psU ns0t v dAEi &I30LE 0 AL -

oAU Eglp Ha o TIU 2NwSnjt  (AGKH QAT Rilb Sl it R2 Ap Atk

200 23l psU ANO ROTLjp IAGNGI DY AD &b 1 08 HembU

RpaitmoeQe AL vy L oS a3l & 0w Ap O3 Diynp (166 -
2t NIAp Ko A3 Al DDAGAD meQt L Shk AL) eA0 R2 Ap 3 Atk
N AL Agp A3 Rugelisst ez M elAlr IMZD &b

01D



A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

Eia 00 Ak 00Z 1S a0 (ps2 mQt EGR aASH a3l o Do Ap Uit -
g s2es 43 o0 [P A ApeliG 0Qidl) Sy R2Ap 31 Sl
A Snit A o410 2 (31t yss st A Ruj 80 ke MU &0 2 AN
20 (D eAh) s ailg

SEIWIY

1- Agus A, Barker S, and Kandampully J.(An exploratory study of service
quality in the Malaysian public service sector). International Journal of
Quality and Reliability Management, vol. 24 issue (2): 2015

2- Cristobal, E., Flavian, C. andGuinaliu, M. (Perceived e-service quality
(PeSQ). Measurement validation and effects on consumer satisfaction and
web site loyalty). Managing Service Quality, vol.17, issue (3), 2017

3- Elena, Patten (Conceptualizing Service Quality in MultichannelFashion
Retailing), A thesis submitted to the University of Gloucestershire, UK, in
accordance with the requirements of the degree of PhD in the Faculty of
Marketing. 2017

4- Edvardsson, Bo.(Service quality: Beyond cognitive assessment:
Managing Service Quality), An International Journal, vol. 15, issue (2), 2015

5- Getty, J. M., and Getty, R. L. (Lodging quality index (LQI): assessing
customers’ perceptions of quality delivery). International Journal of
Contemporary Hospitality Management, vol.15, issue (2), 2015

6- George, G. (Internal marketing impact on business performance in a
retail context). International Journal of Retail & Distribution
Management,Vol. 37 No. 7, 2009

7- Gronroos, C. (Relationship marketing: the strategy continuum).
Journal of the Academy of Marketing Science, vol.23, issue(4), 2007

8- Gruber, T., Szmigin, I. and Voss, R., (The Desired Qualities of
Customer Contact Employees in Complaint Handling Encounters). Journal
of Marketing Management,vol. 22, issue 5, 2018

9- Goodman, Eric.(The Competing Values Framework: Understanding
the Impact of Organizational Culture on the Quality of Work Life),
Organization Development Journal, Vol.19, No.3, 2015

10- Hartline, M. D., and Ferrell, O. C. (The Management of Customer-
contact service Employees: An Empirical Investigation). Journal of
marketing, Vol.60, No.4, 2015

11- Joseph, WB.(Internal marketing builds service quality), International
Marketing journal, vol. 16, no. 1, 2015

12- Kim, M., Knutson, B. J. and Han, J. (Understanding employee delight
and voice from the internal marketing perspective). Journal of Hospitality
Marketing & Management,vol, 24, issue (3), 2015

13- Kaurav, Rahul P. and Prakash, Monika, (Internal Marketing —a Gizmo
to bind Employee's Power in Tourism Enterprises), SouthAsian Journal of
Tourism and Heritage, Vol. 4, No, 2. 2015

A N

OIN



14- Komal, K., Samina, N. and Aisha, A. (Effect of Direct Participation on
Organizational Commitment), international Journal of Business and Social
Science Vol. 2 No. 9, 2015

15- Kouthouris, C., andAlexandris, K. (Can service quality predict
customer satisfaction and behavioral intentions in the sport tourism
industry? An application of the SERVQUAL model in an outdoors setting).
Journal of Sport Tourism, vol.10, issue (2), 2016

16- Katerattanakul, P., andSiau, K. (Creating a virtual store image).
Communications of the ACMJournal,vol.46, issue (12), 2011

17- Linh, Do(Role of internal marketing practices in the development of
customer service culture), Master's Thesis in International Marketing
Management (MIMM), School of Business and Management. Lappeenranta
University of Technology 2017

18- Lari, A., andAsllani, A. (Quality cost management support system: an
effective tool for organisational performance improvement),Total Quality
Management & Business Excellence Journal, vol. (24), issue 3, 2015

19- Lassar, W. M., Manolis, C. and Winsor, R. D. (Service quality
perspectives and satisfaction in private banking). Journal of Services
Marketing,vol. 14 issue (3), 2015

20- Mishra, Sita(Internal Marketing- A Tool to Harness Employees Power
in Service Organizations in India). International Journal of Business and
Management, Vol. 5, No. 1, 2018

21- Mayer, J.P., Allen, N.J.,andSmith,C.A(Commitment to organizations
and occupations: Extension and test of three-component conceptualization),
Journal of Applied Psychology, vol. 4, issue 1, 2017

22- Mey, L. P., and Mohamed, B. (Service Quality, Visitor Satisfaction
And Behavioral Intentions: Pilot Study At A Museum In Malaysia),Journal of
Global Business and Economics, vol. 1, issue (1), 2014

23- Murti, A., Deshpande, A., and Srivastava, N.(Service Quality,
Customer (Patient) Satisfaction and Behavioural Intention in Health Care
Services: Exploring the Indian Perspective). Journal of Health Management,
vol. 15, issue (1), 2018

24- Mwita, Jl.(Performance management model: A systemsbased
approach to public service quality). International Journal of Public Sector
Management, vol. 13, issue(1), 2018

25- Nitecki, Danuta.(Changing the concept and measure of service
quality in academic libraries), The Journal of Academic Librarianship vol. 22,
issue 5, 2016

26- Narangajavana, Y., and Hu, B. (The relationship between the hotel
rating system, service quality improvement, and hotel performance changes:
A canonical analysis of hotels in Thailand), Journal of Quality Assurance in
Hospitality and Tourism, Vol. 9 No. 1, 2012.

27- Newman, K.(Interrogating SERVQUAL: a critical assessment of
service quality measurement in a high street retail bank). International
Journal of Bank Marketing vol.19, issue(3), 2017

010




A led! B3 § ol (0 s )Y (Sl Et— Badd) B3 g i § M gl B

28- Opoku, R., Atuobi,Yiadom, N., Chong, C., andAbratt R. (The impact
of internal marketing on the perception of service quality in retail banking: A
Ghanaian case). Journal of Financial Services Marketing,Vol.13, issue (4),
2015.

29- Owusu,Frimpong, N. and Martins, A. (Adoption and implementation
of internal marketing systems by Ghanaian small-and medium-sized
enterprises), Journal of African Business, vol.11, issue (1), 2013

29- Parvin, Mosammod Mahamuda & Kabir, M Nurul, (Factors Affecting
Employee Job Satisfaction of Pharmaceutical Sector), Australian Journal of
Business and Management Research Vol.1 No.9, 2011

30- Peter, J. Paul, H., James andDonnely, Jr., (Marketing Management
Knowledge and skills), 11th.ed. McGraw — Hill/ Irwin, U.S.A, New York. 2013

31- Pantouvakis, A. (Internal marketing and the moderating role of
employees: An exploratory study), Total Quality Management & Business
Excellence journal, vol, 23, issue(2), 2014

32- Potluri, Rajasekhara(Assessment of effectiveness of marketing
communication mix elements in Ethiopian service sector). African Journal of
Business Management. Vol.2, issue 3, 2018.

33- Poor, E. R., Akhlag, E. M. and Akhavan, M. R.(Evaluate the effect of
internal marketing on employees behavior). International Journal of
Research and Reviews in Applied Sciences, vol.16, issue (1) 2016

34- Prince, Panuel.andZumman Bin Khaleq.(Assessment of Gap
Between Service Quality Expectation and Perception: A Study on the Walk-
In Guests of Economic Hotels in Cox’s Bazar, Bangladesh), The IUP Journal
of Marketing Management, vol.12 issue (3), 2013

35- Riketta, Michael (The Causal Relation Between Job Attitudes and
Performance: A Meta-Analysis of Panel Studies). Journal of Applied
Psychology. Vol. 93 no. 2, 2017

36- Robertson, |.T. and Cooper, C.L.(Full engagement: the integration of
employee engagement and psychological well-being), Leadership and
Organization Development Journal, vol.31, issue(4), 2016

37- Rohini, R. andMahadevappa, B. (Service quality in Bangalore
hospitals — an empirical study). Journal of Services Research, vol.6, issue
(1), 2016.

38- Schncider, Bowen, (winning the service Game. In: lovelock, P.
&Wirtz, J, (Eds), Services Marketing) 3th edition, New Jersey, Pearson
Prentice Hall, 2008.

39- Salas, E., Stagel, K.C. & Burke, C.S., (Effectiveness in organizations:
Research themes and emerging needs. To appear in C.L. cooper & I.T.
Robertson (Eds.))International Review journal of Industrial and
organizational psychology,vol, 2. issue 5 New York, 2012.

40- Seyed, javadein and Estiri, m. (The Role of Internal Marketing in
Creation of Sustainable Competitive Advantage), applied science research
journal, vol.2, issue 11, 2017.

010



41- Sureshchandar GS., Rajendran C. and Anantharaman RN. (The
relationship between service quality and customer satisfaction —a factor
approach). Journal of Services Marketing, vol. 14, issue (4) 2015.

42- Soteriou, A.C. andStavrinides, Y. (An internal customer service
quality data envelopment analysis model for bank branches). International
Journal of Operations and Production Management, vol. 18, issue (5), 2015

43- Shiu, Y. M. and Yu, T. W. (Internal marketing, organisational culture,
job satisfaction, and organisational performance in non-life insurance),The
Service Industries Journal,vol, 30 issue(6),2013.

44- Takeshita, Tsuyoshi, (Internal marketing and Employee Satisfaction:
A missing link in Japanese service management),Master's thesis, TheAlfred
P.Sloan School of management, Massachucetts Institute of Technology,
2015.

45- Tsietsi, Mmutle and Last Shonhe (Customers’ perception of Service
Quality and its impact on reputation in the Hospitality Industry), African
Journal of Hospitality, Tourism and Leisure, Volume 6, issue (3), 2018.

46- Tanyamai,Chiarakul, (The Effect of Cultural Dimensions on Service
Quality Expectations of the Thai Restaurants: In Case of Japanese
Customers), 8th International Conference on Business and Industrial
Research (ICBIR), Bangkok, Thailand, 2018.

47- Tey, Y.S., Brindal, M., Fatimah, M.A., Kusairi, M.N., Ahmad Hanis,
I.A. and Suryani, D. (The impact of service quality on business commitment
in B2B segment of agribusiness: An exploratory study of HORECA sector in
Malaysia), International Food Research Journal, vol. 21, issue (3), 2014.

48- Varey, R. J. (Internal marketing: a review and some interdisciplinary
research challenges). International Journal of Service Industry
Management, vol.6 issue (1) Taiwan 2014.

49- von,Freymann, J. and Cuffe, B. (Consumer service quality
assessments and future revenues in small businesses: A case study)
Services Marketing journal, vol. 31, issue (4), 2017.

50- William J. Stevenson, (Operations Management), Twelfth Edition,
McGraw-Hill Education, 2 Penn Plaza, New York, NY 10121, United States
of America, 2015.

51- Zeithaml V. A, Bitner M. J., and Gremler D. D. (Services Marketing:
Integrating Customer Focus Across the Firm). (4thedition), McGraw-Hill
Irwin, NY.USA, 2016.

52- Zhu, F.Wymer, W., and Chen, |.(IT-based Services and Service
Quality in Consumer Banking) International Journal of Service Industry
Management, Vol.13, No.1, 2015.

(@]
>




