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abstract

This study aimed at measuring the impact of Internal Marketing on
improving the quality of service. It defined the main Internal Marketing
indicators that contribute to the internal customer satisfaction; then, using
some functional and demographical variables, it sought to shed some
light on the role of the internal customer satisfaction in improving the
quality of the services provided by Algerie Télécome –Jijel branch.

The study examined the results of an internal survey that questioned
sixty (60) Algerie Télécome employees from commercial agencies, in
addition to a convenience sample of 200 Algerie Télécome customers.
It concluded that a statistically measurable relationship between Internal
Marketing and the internal customer satisfaction level exists. The Internal
Marketing‘s indicators which explain the change in the internal customer
satisfaction level were as follows: internal communication (31, 4 %);
employees empowerment (29, 8 %); job describing (23, 1%); internal
market research (20, 3%); employees motivating and training had no
explanatory ability to account for the change in the internal customer
satisfaction level.

 Moreover, the study concluded that there is another statistically
measurable relationship between the internal customer satisfaction level
and the services quality level.

Finally, it proved the absence of any neither functional nor
demographical variables’ direct influence on the tendency of the two
questioned samples on which the study was based.

Key words:

Internal marketing, Internal customer satisfaction, Internal services,
Quality of service. SERVPERF
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