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Abstract

This study aimed to measure "The reality of Internal marketing in Jawwal and its
effect on the provided services quality”, in Gaza Strip, and to test the hypotheses of
thesis, the researcher used the analytical descriptive approach, the data has been
collected by using two questionnaires, the first one was designed to measure the reality
of Internal marketing in Jawwal company from the employee's point of view, and using
the random sample method were collected 60 questionnaires from the employees who
are working at company's showrooms. And the second questionnaire was designed to
measure the level of service quality from the customer's point of view, where the study
population was about 700,000 Subscribers. The researcher used random sample method,
where 550 questionnaires have been distributed on the study sample and 463 valid
questionnaires has been recovered with a response rate of 84%.

The study concluded that the company Jawwal adopts the internal marketing
policies, and the study results indicated that the company gives greater relative
importance to Internal marketing dimension "Method of employees' appointment” and
followed by the following dimensions, respectively (training, dissemination of
information marketing, administrative support systems, incentives and rewards).

And the results of the study indicated that, the customers give greater relative
importance to the dimension of tangibles and followed by the following dimensions,
respectively (Assurance, responsiveness, reliability, empathy).

The study concluded that, there is a clear effect of the internal marketing dimensions on
the quality of services, since it contribute in developing and enhancing the skills of the
employees which helps in providing a very high quality of services.

The study came up with some recommendations that would develop internal
marketing programs and raise the quality of services provided by the company which
will make benefits for both the company and the customers, and one of the most
important manner is prompting the concepts of the Internal marketing, especially the
dimension of the incentives and rewards, and administrative support to make the
employees provide services more quickly and in a manner that suits the customers. As
well as, the company must take the steps to train and motivate the employees to

encourage them providing a very high quality of services.
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