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( Karatepe , 2006; Dabholkar & Abston , 2007; lin, 2006;Gounaris, 2006; Conduit &
mavado, 2001 ; Mark & Gillian , 1997 ).
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(Lings & Brooks, 1998 ; Cronross, 2000; Storbacka, 2000; Ballantyne, 2000; Heskett et

al.,1994; Magidson & Polcha, 1992 ; Azzolini & Shillaber , 1993 ; Hart, 1995 ; Brooks &
Smith , 1993; Brooks , 1992,1993,1995; Davis ,1992).
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Debholkar & Abston , 2007 ).
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(Valary & Mary,1996 ;Gabbott & Hogg ,1997; Kotler,1994; Kotler & Keller, 2006 ;
Wangenheim . et al . , 2007 ; Babholker & Abston , 2007).
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Richard Normann, Service Management Strategy and Leadership in Service Business,
Second Edition, N.Y., John Wiley & Sons, 1991.
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Workers, Risk Management, Vol. 38, No. 7, (Jul 1991), PP. 42-44.
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M Gillertrh D. Harrell, Matthew F. Forse, Internal Marketing of Service, Industrial
Marketing Management, Vol. 21, (1992), PP. 299-306.

@ Mark Gabbott, Cillian Hogg Contempt Services Marketing Management ,London., the

Dryden Press, 1997, P. 50.

®Valarie A. Zeithaml, Mary Jo Bitner, _Services Marketing, N.Y., Mc Graw - Hill, 1996,
PP. 23-24.
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(Dvalarie A Zeithaml, Mary Jo Bitner,(Op.Cit.), P.23.

@ Wasmer D. and Bruner G. Using Organizational Culture to Design Internal Marketing
Strategies, Journal of Services Marketing Vol. 5,1. (Winter 1991). PP.35-46

) Lin .W.,“The Exploration of Employee Involvement Model “ Expert Systems with
Applications Vol .31 Issue 1, (July,2006), pp .69-82 .
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() Dabholkar P. and Abston K.," The Role of Customer Contact Employees as External

Customers : A conceptual framework for Marketing Strateqy and future Research” , Journal

of Business Research , December 2007 .

@ Lings lan ,” Internal Market Orientation Construct and Consequences” Journal
of Business Research Vol.57 , Issue 4, (April 2004) PP 405- 413.

Aalll dlae) ®
® Johne. G. Bateson , Managing Services Marketing , 2nd ed , N.Y. , the Dryden Press ,
1993, P. 270.
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(M Berry L. L.Parasuraman A., Marketing Services , Competing Through Quality , The

Free Press, N.Y., 1991.
@ Rafig M. J. Ahmed P.K. , The Scope of Internal Marketing : Defining The Boundary

between Marketing and Human Resource Management, Journal of Marketing
Management, Vol. 9, No. 3, (1993), PP.219-232.
3 Bekkers M. Van Hasstrecht R. , The Foundations of Internal Marketing , 22" EMAC

Conference Proceedings , Vol. 1, (1994), PP. 140-164.
@ George W. R., Internal Marketing and Organizational Behavior : A Partnership In

developing Customer-Conscious Employees at Every Level , Journal of Business
Research, Vol. 20, No. 1, (Jan. 1990), PP. 63-70 .
®) Cahill D. J., The Managerial Implications of The Learning Organization : A New Tool

of Internal Marketing , Journal of Services Marketing , (1995), Vol .9, No. 4, PP. 34-51.

©) Wilson Aubrey, The Internal Marketing of Services : The New Age Surge, Logistics
Information Management, VVol. 8 , No. 4, (1995), PP. 4-7.

™ Lan N. Lings, Internal Marketing and Supply Chain Management , Journal of Services
Marketing , Vol. 14, Issue 1, Date 2000, ISSN 0887-6045.

®) Johne G. Bateson, (Op.Cit.), P. 269.
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(- Bake Constance A. Vogt Leslie H. George William R. Greentree |. Richard,

Management by Team : An Innovative Tool for Funning A Service Organization Through
Internal Marketing , Logistics Information Management, VVol.8 , No. 4, (1995), PP. 12-18.
- Hales C., Internal Marketing as An Approach to Human Resource Management : A
New Perspective or A Metaphor Too Far? , Human Resource Management Journal,

Vol. 5, No. 1, (1994), PP. 50-71.
@ philip Kotler, (Op. Cit.), P. 470.
. @ _Jeff pervaiz Internal Marketing. Butterworth — Heineman , an Imprint of Elsevier. 2005
. :ISBN 0-7506 - 4838- 4.
http://books .elsevier .com/marketing/ ? isbn= 0750648384.
@ Gounaris Spiros, "Internal Market Orientation and It's : Measurement "Journal of

Business Research , Vol 59 . Issue 4 , (April 2006) ,PP. 432 — 448
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Conduit Jodie and Mavado Felix, " How Critical is Internal Customer Orientation to
Market Orientation ?" Journal of Business Research , Vol. 51, Issue 1, (January 2001) , (D

PP.11-34.

@ Zairi M. Thiagarajan T., A _Review of TQM in Practice: Understanding The Fundamentals
Through Examples of Best Practice Applications - Part 1, The TQM Magazine, VVol.9, N.4,
(1997), PP. 270-286.

- Tzafrir Shay and Meilik Merav, " The Impact of Downsizing on Trust and Employee

practices in High Tech Firms : A longitudinal Analysis ", Journal of High Technology
Management Research Vol .16 , Issue 2,(December 2005) , pp .193 — 207.

- Basnal H., Medlson M . and Sharma B . , " The Impact of Internal Marketing Activities on
External Marketing Outcomes " Journal of Quality Management , Vol .6, Issue 1.4, (2001) ,
pp. 61-76.
® Moore Celia, Saks Alan and Tharenou Phyllis, " A review and Critigue of Research on

Training and Organizational —Level Outcomes " Human Resource Management Review ,
Vol.17, Issue 3, (September 2007) ,PP.251-273.
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M Rosenblunth H. Peters D., The Customer Comes Second and Other Secrets of
Exceptional Service, William Morrow and Co., N. Y., 1992.

. @b 2)
- Handfield R. B. Nichols E. L. Jr., Introduction to Supply Chain Management, Prentice-
Hall, Englewood Cliffs, N.J., 1999.

@ Lan, (Op. Cit.),p.269.
@ Richard J. Varey Barbara R. Lewis, A broadened Conception of Internal Marketing,

Vol.33, Issue 9/10 Date, (1999), Issn 0309- 0566.

®) Mead R. , International Management : Cross-Cultural Dimensions, London, BPC.
Wheatons L. td. , (1994), P.100-101.

© Zairi, (Op. Cit.), PP. 270-286.
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() Dabholkar P. and Abston K., (Op. Cit.).

) Gronroos, Value-Driven Relational Marketing: From Products to Resources, Journal of
Marketing Management, Vol. 13, (1997), PP. 407-419.

@) Ibid.

@ Lan, (Op. Cit.).
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(DKitchen A. Irani Z., Time for Success-Making it Happen, Proceedings of 30" Annual
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