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Check indicators of domestic marketing and its
relationship with quality of service (Case study: Bank
employees in the city of Shiraz)

Abstract

The main purpose of this study was to evaluate indicators of
domestic marketing and its relationship with quality services. Today
introduced the concept of internal marketing and service quality, the
importance of the organizations internal customers (employees) in
the service of high quality is clearer than ever. The method used by
the target application, depending on the type of descriptive data and
correlation of performance. The populations of the city of Shiraz
bank employee’s present study (950 subjects) that make up the
sample, 274 people were selected as sample. The data gathering
tool was a questionnaire: the questionnaire domestic marketing first
and second questionnaire measures quality of service is measured.
Cronbach’s alpha coefficients to assess the validity of that 85/81
/ is used. Spearman correlation test and Friedman test to test
assumptions have been used. The results show there is a significant
relationship between indicators of domestic marketing and service
quality.

Keywords: internal marketing, internal marketing indicators,
quality of service delivery.

g 51 i gl as L ) o ol ) ol e
‘AS.Q,QABQUA_MJ C)hcl;o)s)_o‘w‘ ULA»AMQ.\SL!Q]LLJJ‘)
FUCELSNINES A T SLAON PGS EPR CER LA W S C K PR 1
Sloas S 3305 0 (LS, e loslw Sg,0 )b i
Mw}k.; L._.w‘) u_,l)o u_M)‘ O‘L‘"")’u—”"ﬁ) L)M_.u)‘w._..\
oled ey 3l g )0 i SSbHo b yiie 4 Olens
&ym;‘ ‘Lgoﬁ)lfgé..\_a: >y oolai_wl b)sﬁé_:.s:duibs)
ol el Siaian |y 2] 0o Bl §l g iogs Lavoslo
D) s oy s SSb QLSJSl))_beGJLAT
YVE Sloiss oy, 565 Usosd poliol 2 45 dimsd (o eSS (i
95 0015 (5,910,515l sl sas bl (6 Ll asges lginy 85
6‘)_) oS e Lg)_.fo)l.vl ‘) Slons g.»_.».D.S P9 d.AL»_w.MJJu
U?’A)—l 6‘)_> Oy ol 00 oolan_wl J_wb & ,/\\ 9 ‘,/\D
o0 ool (yosy 8 (39031 5 oyl (Koo (13031 51 el 3
D,10 8525 (g lolire alayl) Slods calS,

(s bk le asli ( A3l (UL s gamdS S 5lg
Sleas Sl cas

zareel.g@yahoo.com :asll], £« YV-OYVYY VY« + : ulad o lous «ililSa Jgiane oo g


http://ijurm.imo.org.ir/article-1-1515-fa.html

[ Downloaded from ijurm.imo.org.ir on 2025-11-04 ]

bl dslse (Giogi ol 5o 8508550 Jos)
GlS olie s ie s Lyl 3 5y 45 L3l
sl o le 0 e ol (A3 L ]
&)l 00 S g ggia sla ijaal o da i il
el (LoDl ags cliiadslins (gl bl
Obee  (Slib alols ol 5 (LS g5l
L adady o o5l ol il o oSS
LTS0S (o Lyl s a lons 4t S
Gl 5 i Yool Ly oS SaS ] iuals
Oz b iz ] 30 9o )l Slens &l ials
DL lass el oS 5 5l i Ll
Gz Slaal

S g« dad o Jale Oy abaly s )
25 s Sl 53 5 yiia SIS S, cans
S

€03y g goito (gl Jalo s bl (s Y
Sl o g pie ay (LSS gl Cwad caS
e e 50 D

Sty g« ol &l Jale s ataly Y
20 = SSb o (g e 4y LSS Slw, Cwns
e At

5 «ledbl i Jale o adaly o5 F
Sl yo grmiea LSS Sls) cwad caS
e e 0 D

9 €SI ilmanailg Jole o alaily (50
Sl 53 6o & (LSS ) eSS
S e >

ik alols alsh Jale o ada) e 5
Lol LS»’LN) Ceods> S 9 4L IS Lo
S b 0 2 SSb 0 (6 die

i lons

Sy Cads CS g s e )
Sl o 0 s SSb O (6 e a LSS
S, 05>g (g lolire alayl,

doddo
o sl (S (S8l plojlw 9 lejle
aS Col ool oSz S el ol
ol il e 590 el sl Lo T 252
alo o cBlal (65919280 LSl 5l o le S|
9 (VY 7 2) Csl i ol 4y 20 IS
O Sl e plojls 18 05 i s 99 2
S by (LSS (YN Y o) ail o
Lk Glame oo b Lol amgi a5 lejlw
39 HLS 4 g dnasgaS ol blw
315,95 1 g e (6 e (LSS Vaase iyl
(Sedl) 33l YL glejlw agai g ot cols,
0o Ly ol (2% (nl o (A (b LT
ﬁMMT)Sﬁ)JyOHAJwA} 43‘)‘45u_..u|
o (6 S b e g S (VYAY (S S
5 bl a0 0gge Dl eSS
Sl aS 0oy o 4SS 90 an Dlwas 0j5>
Gz 220 oo ]S 1y A (b liL pogin
Sleas alylan wb (HLS,19) (A3hs )b e 4 ST
Gy a3 1y Sgllae Cans aleny B as sl ool
392 Jad jlasla sl , S0 g wnms adl) ol
b aS o s T a o IS an g S ol plo
Loles oS el LS )5 cols) o Al b L
S bk ol ag s o (g e Culs, Ecly
Cals, el Ll as coul (LS s cols, L3
1 bl ea (Yo VY gld) 99 oo (5 yimiin
@ LSS 8y9id gl Aol lgme as ol o
di)l8 035l Wil oo (2 o g e sLajls
dg—i Hlojlw 4o ol Laa> cel g ams ol )

e

)//f;/“'{,o

S S o doliliad
Urban Management
Al 5 o los
No.46 Spring 2017

Of



http://ijurm.imo.org.ir/article-1-1515-fa.html

[ Downloaded from ijurm.imo.org.ir on 2025-11-04 ]

uw)wgu)uh»mfggb.wm‘w)udwupj\Jg»\:

o

S oxe abal, P-value (oD () > W yuiio oU
5,15 3439 ofees NINGS oS g Jad coull
OUS I (Gl y Slous CadsS g 9] (30 yuml (Smod (39031 .Y Jguer
)15 3959 ofees <[5y CuiS g ojgel
GUSH (Glwy Slous Cads g 510k (50 ypousl (Simod (39051 Y Jguzr
)P (e alal, P-value (S g g W o o
51 3¢9 ofees <I¥VN CadS g ibl

Q//L/;/“Zx

S oy doliliad
Urban Management
¥ g F5 o led
No.46 Spring 2017

IATA

R S{C RCH PRESTN R SRCH FSY X PUVIWC PO B ST SOPPL{ ) ) PRES

M e alal, P-value SR g g W yuiio oU
)13 3425 ofeen AN 5 OleMbl pupus
Sy Clodd Cuis

OLS I Sl y Glous S g (g 3lwsicnslys’ (o sl Somnod (43031 .0 Jgo

1 oxe alal, P-value oD () o> W jutio o
)3 3425 ofeen SARA CutS g (g jlodiailes

O Gl y Glous oo 3 Sl Alold SialS oyl Smod 39031 & Jgur

.))‘.) .)9>9 '/"' ‘/V\A 9@[.0.\]0 alold u,u.hslf
Sy Cledd cuns



http://ijurm.imo.org.ir/article-1-1515-fa.html

[ Downloaded from ijurm.imo.org.ir on 2025-11-04 ]

Crods B (59031 bl e Lis guiacaglgl ¥ Jgu

o8 0903l b pad L (gxiuCaglyl ¥ Jgsa

\Ani Silwsiaslys
Y5V Slib Aol als
Y08 bl

¥ Ff Shisel

¥, SleMb! pagus
Y.Y¥ i el

g wme) Sl Slage idgh 9090 5| iRg% b9,

39 oy Loools g5 450,05 Ban

| M ‘).?-‘ 090 Ll
4.’9.0.; 46)&!-" 4Ml9

o)l ooy L alBg ol 8 S a5 Lol dnal>
Leil o,lu)0 tmghs o dplgs o 3850 45 5l
A Wlg go Bdore 0 Djle an L ojle s
oLl g aces v Lol adS a1y 09 5 4 slllas
S SUEW- L;).»_..wo Gl—‘buj}’j 6‘)“> Lg)l_,oT 4ol
anal> 9,8 5l 7 L5 slaoassy pluw il Lyilas
OYAY (5o ss o s)lel anal> S e
6)L°14_ul?oMSﬁL¢;A9J);_Jng)LJ<\_Ml?
Sgazma £ 90 4 (5ol dmal> ol maly> L
sl 3l iolie dsol> [ST.05-5 co pandli 999wl g
e g o9z |y oyl ey i LSis ool g ogo e
csd)s g8 sgammali ly T g S is ,olie
azal> ol 31 51 golaws 3l el & ylie dges (VYAY
Al Caplie dmaly> Slio L Lyl wlis 45
O‘H‘bwmjwbu)‘joég_»wt}d)_’.a9
Solel amal> (W YAF ¢ jgiilo)aisl o535 p asal>
Sl s 1 i SOb LSS ol i
Joeyd elwl jma S ams o JSis (23 90+)

DS CeheS 9 035 g £5ie gl (o Y
s S s ST ) (g e an (LSS Sl
Syl 0g>g g oo alal ) 5l S

OLS)S Slw, cwas coaS g ol &l s Y
abaly et ot 5 -t SSL e gt
Syl 09 =g (g olins

Sy Cnas CaS 5 Sledbl g o -
3 s 5 s Sy (e 4 LSS
Syl 09> (5 loline alal,

Codd CheS g QLSS ilmataly o O
R S s ST ) (g e an (LSS Sl
Syl 0929 (g bolise alal) 5l S

5 oS s yo (Slid alols pals o f
SOl 5o ey LSS Gl cnas co S
S5 g2y (g lolime alaly 5l 0l o 0
GBI )

i &5 Sl ol gl by, SLsl Sus
S Sy 4z el (Ledge () p Sln puled
B oS 35l (gloges g (b9 4z Biee 5 Sl 03
St b Gl p & S g S G804 50
AOYAY @l 6 plae) il s Hlai o ja e yiaghy
it sole LSS L ale slactan 4 Sl
Sy (il g b 4 (Hloj , K 09 dless
o9y a3l Liemgh Koo Ojle 40l O jg0
R Y R
ot Wliwlid oo SMo% e o9y L) (cele

)//f;/“'{,o

S S o doliliad
Urban Management
Al 5 o los
No.46 Spring 2017

I\Yg



http://ijurm.imo.org.ir/article-1-1515-fa.html

[ Downloaded from ijurm.imo.org.ir on 2025-11-04 ]

4)//2;/“'{,0

S oy doliliad
Urban Management
¥ g F5 o led
No.46 Spring 2017

oY

Sl Sloas iS5 le—iloly &l oy ¥ as 8
3l 0929 (6 lolias alaly (6 ie 4 LSS
Sloas cyS 5 SleMlbl g o T a8
3929 (5 lolins alaily 6 toany LSS S,
Sl

Sloas CaaS § LS o ilwaiailys (yuias 8
3929 (5 lolins alaily 6 toany LSS S,
Syl

oS 5 G e (Sl halS o F as )8
Sohobins alaly g pioa (LS IS Sl olaas
3l 3g>g

Ko o 25 SPSS J38la 5 oy ez Ly
sanlin P-valuey oo Lo yuiio yu (popul
(KW ARSIV Y RYA N B C N ST P PR W
= Sy oy W bl maw o
L Slib alols ials 5 glwaiailss woledlbl
T 0 e LSS Sl Slas coas
Syl 025 (g bolime atal, vy 0 bl
(G202 9 (§ oS AT

Jsl 4t yd am g e sloatdly Jolox 5 a8
Sladllas b awey cpl jo Jimgh adl aS wls lis
G gull g Al O ymlie 000y S8
sloul & gm0 40 e a5 Sl oyl oaims oyl
99,5 es gy el (LS IS (ol Ll il
ol ol aS 09 b g0 LSS 5 5l s =S sl
Dl Sload CaS yildl el aslyy oo
Ot pos dnd B 4y by po slaadly Jolow g 4o
5 e gl ISy o ol aoei ls
gl g Sl 3095 p (gthae Spndg sl ggite
SIS 2 L ol pae aS il o saims lis ubos
) QUT sl oylge (LS 6‘;.:29»&0&5[_2:@“)5,01
ol aS oo T 5,55 sS4 el g osls i3l

Ao,

Dl (g Ll digad s tns 535 YVF ol (), 5sS
Xl oas

 o3ls 5591 20> 5l

L ools (651 oz 531 (54 alas taolas
Ol ks (55910, 5 Il sl 95 o igama
el ]y eaigd amlas b peiis ol (5,55
P Gres il @ Ol o0 O ST g o5 (e
w3l La soseyl sl oy S5 5 Lo ST,
391955 Sl o 0 gl aslolS el
sl g8 sl (sl liliS by, 5 el
20,5 oolawl gdo

es3 @l sl il (S asliztos y saabiion
Lol G5y (slaodld S (gl pallive g5 g
el (Lo ars) ol 3] (shegoro daliim
)1, p3Y el L] S b oo gensly 45
a5 ) St 5 0)90 830 il (nl s oo
Olptee bty slaass o)kl aes o
bl Spge |y 0,8 anlie 5 (2,55 (3o (2l
Pazslaggosy g @6y ol Sloyzs ag ol )38
e ol 23l ol ans_a sl ol >
bl Jol asbiin p ol aalizinn y 99 (yadite
ogel Jalds (asls (il oS st () (J5
i alols . 2loly «ledol g o 5 i
e WIS ) 5,5 ol by i il §
deli iy 5 035 a6y 00l ( 38l SolS s
Lol Lol Lt ey o S el g
Sliebl o955l (o9 sleiel JHB ¢ ugaee
0S5 kS D @S e el (Joen 5 LI
S e (65 ol Ol e U

b ol Jalon 4032

g Slud y3 903

Sy s Sk y it il ) 435
Syl 3925 (5 lolire dlasl ) (6 yiiio 4y LSS

Slass S 5 g5 sla aisel (T A B
3925 6 oline alad, 6 i an (LS Sl

Syl


http://ijurm.imo.org.ir/article-1-1515-fa.html

[ Downloaded from ijurm.imo.org.ir on 2025-11-04 ]

el G5 e (Slink alolb a5 g yg0 y0 45
@ LS8 i slazel g (g loldg olow! el aly
9 i alayly a5 playd o5 b ogd oo lojlw
oy 25 9 2ol g (A (b o (e
ol oo lojlw a5 CiS (55 (0 3l 952
P8 1318 i Lo asir 555 5o
il el a1 o s S S szl
Cold, GinlBl ool o aS ol Sless colS
Syl Jlss aly b e
a5l g 2ol
Sleas g (b VYAY) ez o (Sls 0l
S5k Sleingy 5 Slalllas dnge < 5L
bl o5 sloal, (VWAY) o5 )58
O daz i il Sl el (g0
S 2 5 Sl S5 8 545 60 e
ol &5 y9,0 drwg® ((VYAYF) w0, jgiils
SIPlp ez oSS
colsy alal (VWAY) v o S S i Sulas
2 obT Sloslws agas b b oasSails ol ysoe Jais
O dags g S alome e (owga B oSl
AY
=Lk Cm e (VYAY) 550 g el Ly,
Cram Oyl s ) 5 ot Ol
B (LG S (YY) Sgre ¢ Sg—mnls
(o)l (it )5 a4l (o) «s s (6 o
Olpral o isls
AYAY) Ko pd ST e g ogly (e e
POl e 2l (Rllik e o) Bl co o
S el Sl Ll Ao
Oojeel pllay  \YAY) s w0l sedas
adore o mio S e ol il LSS
VY ojleds o
Coopet, J., & J. Cronin, J. (2015). Internal Marketing :
A Competitive Strategy for the Long-Term Care In-
dustry. Journal of Business Research, 177-181.
George, WR (2013), ‘Internal marketing and organi-

A8 oo goiatslo, oloul (b i o

apoyd an by gloadl J o g 4
9 9w B S doeiS ol a8 by (LS g
Sl )13 39% 1 (agllae S 5l G195 g AL
b e a8 Sl T oams lid §dos molis
) oleslaw yo el colin & g0 4y ulolsy ol
w0 LSS (550 0 rols8l el g ool rlsél
4 b yie a4 Sleas 09 g0 Cacly p ol pulas
05_.»«.: oalo 4._3‘)‘ ML\A Y -

Pl o a bogye sloaisly Lo g a4 s
oo,y ble3 o Al DS a S Wb lis
adlge oyl 0 aS ail oo (V4VY) 2l Sea
OLSH as el loas lis 3bos molis
LMl s L lojlw calizee gla yiso g
50,5 Joe y i Lo 65 el 3 0ty (oo
39> oyl aS ools bl sg 5 sla oUlgs pmla
Db oo Ol i 4 Sload cod S ilidl el
oy a8 dy by po sl andly Jolog g a2
Oladllas b asmny ool )0 Gimghy asl a5 wls lis
A dls O plae 39 eols )8 w8 90 LSS
R O N PR TNON IR AP =S ol
Oz 29 4 QLS il 48T S ee
Olpde goas (LSS 0 cldd sl el o, 5
Sl Lo (6,8 puead jo 1) (LSS 0 ily o
692y Lo e (55, 2 1) 355 55 03 g 0
IRVHRLE

ool 49 bogpo gl aidly Jolod g 4 s
g Lwgiyg il ahe aoeil ol a5 Wl ol
e sy i alols i alS ailye a5

)//f;/“'{,o

e &g g3 o doliliad

Urban Management
Al 5 o los
No.46 Spring 2017

OA


http://ijurm.imo.org.ir/article-1-1515-fa.html

[ Downloaded from ijurm.imo.org.ir on 2025-11-04 ]

4)//2;/“'{,0

S oy doliliad
Urban Management
¥ g F5 o led
No.46 Spring 2017

AR

zational behavior : a partnership in developing cus-
tomer-conscious employees at every level’, Journal of
Business Research, vol. 20,no. 1, pp. 63-70.
Gounaris, S. P (2014). Internal-market orientation
and its measurement.Journal of Business Research
59, 432-448.

Liao, JF (2013), The effects of internal marketing
on customer orientation in the banking industry,
Dissertation, Golden Gate University, United States-
California.

Tsai, Y., Wu, S-W. (2014). Internal Marketing, Orga-

nizational Commitment and Service QualityIEEE.


http://ijurm.imo.org.ir/article-1-1515-fa.html

[ Downloaded from ijurm.imo.org.ir on 2025-11-04 ]

f /Z}L//w

e

S S o doliliad
Urban Management
¥ e 5 ojlad
No.46 Spring 2017

IR


http://ijurm.imo.org.ir/article-1-1515-fa.html
http://www.tcpdf.org

