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**Study Summary: ** - " "
This study aims to examine the reality of implementing internal marketing in its various
dimensions—namely training, motivation, empowerment, service culture, and internal
communication—and its impact on achieving internal customer satisfaction at Mohamed
Boudiaf Hospital — Ouargla. To achieve the study’s objectives, a questionnaire was used
as the primary data collection tool. The questionnaire consisted of 27 items divided into
two axes: internal marketing (20 items) and internal customer satisfaction (9 items). It
was distributed to a sample of 50 participants.
The data were analyzed using the Statistical Package for the Social Sciences (SPSS),
applying a set of appropriate statistical methods to test the hypotheses and analyze the
responses and opinions obtained. The findings revealed that the institution applies an
internal marketing policy toward its employees, and that there is a statistically significant
effect of internal communication, training, motivation, empowerment, and service culture
on achieving internal customer satisfaction
**Keywords : **
Infernal Marketing — Internal Customer Satisfaction — Training — Empotement —

Motivation — internat Communication — Service Culture
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SPSS ghar:ﬂ\ J.,lpwj‘ cnbj Sl e

i)
Frequency Percent Valid Cumulative
Percent Percent
Valid S | 24 48.0 48.0 48.0
8| 26 52.0 52.0 100.0
Total 50 100.0 100.0
Cad!
Frequency Percent Valid Cumulative
Percent Percent
Valid Lw 20 oo 8 11 22.0 22.0 22.0
w40 1200~ | 13 26.0 26.0 48.0
w6041 0. | 22 44.0 44.0 92.0
sSiamplos | 4 8.0 8.0 100.0
Total 50 100.0 100.0
M‘_GM‘
Frequenc Percent Valid Cumulative
y Percent Percent
Valid i sss | 11 22.0 22.0 22.0
= | 32 64.0 64.0 86.0
Wealu | 7 14.0 14.0 100.0
Total 50 100.0 100.0
il ol
Frequency Percent Valid Cumulative
Percent Percent
Valid b | 35 70.0 70.0 70.0
sAlde | 15 30.0 30.0 100.0
Total 50 100.0 100.0
Ligd 5,80
Frequency Percent Valid Cumulative
Percent Percent
Valid Slim3oeddl | 9 18.0 18.0 18.0
Qw5 I3y | 17 34.0 34.0 52.0
Gl g 5 e S 24 48.0 48.0 100.0
Total 50 100.0 100.0
Reliability Statistics
Cronbach's Alpha® N of Items
.898 20
Reliability Statistics
Cronbach's Alpha? N of Items
716 08
Tests of Normality
Kolmogorov-Smirnov? Shapiro-Wilk
Statistic | df Sig. Statistic | Df | Sig.




Sl G sl .107 50 .200" .968 50 .194
SN Jpeall Lia .153 50 .200" .923 50 .123
*. This is a lower bound of the true significance.
a. Lilliefors Significance Correction
Correlations
ol
il Pearson Correlation 1
Sig. (2-tailed)
N 50
EETIEQ gl K UTIEN DY PVATE R IR JRRgt gl Pearson Correlation | .376"
Sig. (2-tailed) .007
N 50
Aigal) aliia) b Cuy il el o oy il Pearson Correlation .580"
Sig. (2-tailed) .000
N 50
S saill e Jaelid saaa &l jlga gkl aen o Pearson Correlation .490™
Sig. (2-tailed) .000
N 50
eDlaxll Juadl cilard anais e 5,08 ST ileay oy )l Pearson Correlation | .595"
Sig. (2-tailed) .000
N 50

**_Caorrelation is significant at the 0.01 level (2-tailed).

Correlations

el
aail) Pearson Correlation 1
Sig. (2-tailed)
N 50
D) ol R sl 0 53 seme die ) a4 Pearson Correlation 515"
Sig. (2-tailed) .000
N 50
S8 sall Aadiall Jimadi o i JumdY) 8 ec Pearson Correlation 461"
Sig. (2-tailed) .001
N 50
o) o pdadll AW 81 el Jole Coaiag Pearson Correlation 434"
Sig. (2-tailed) .002
N 50
S8 sall Alall 5 padl Alle 2 35 e (Y 5 A sl Pearson Correlation .587"
Sig. (2-tailed) .000
N 50
**_Correlation is significant at the 0.01 level (2-tailed).
Correlations
CpSaill
Sl Pearson Correlation 1
Sig. (2-tailed)
N 50
Lo sl 3 bl Al A3y S gl ol el Pearson Correlation | .525™
Sig. (2-tailed) .000
N 50
e ool 3 LIELYL ja i Pearson Correlation | .287"
Sig. (2-tailed) .043
N 50
e JSE I g el I Gl s An sl b s Pearson Correlation 495"
Sig. (2-tailed) .000
N 50
Sy alge JadY LASH acall g o)) sall ool o e Pearson Correlation | .513™
Sig. (2-tailed) .000
N 50




**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
Correlations
Gaal) dals
daadl) A48 Pearson Correlation 1
Sig. (2-tailed)
N 50
sasall Al daad s o aani A sall (ol 6 ) Pearson Correlation 677"
Sig. (2-tailed) .000
N 50
Daall 3 e CHladd () gadiy (ulll Geidh gall s L3 Pearson Correlation 494
Sig. (2-tailed) .000
N 50
eSlaxll Ao yuuy OSSN Ja 5 o slal) o pan Aeaal) 3808 b ) Pearson Correlation | .466™
Sig. (2-tailed) .001
N 50
G Jraall Lia ) (o 38 5 ae 5 3,00 o8 Pearson Correlation | .514™
Sig. (2-tailed) .000
N 50
**_Correlation is significant at the 0.01 level (2-tailed).

Correlations

Sl Juaay)
Sl Juasy) Pearson Correlation 1
Sig. (2-tailed)
N 50
AR Ay Aaaal 5 AS AN Jaly JuaiY) Sl 58 b e Pearson Correlation | .625™
Sig. (2-tailed) .000
N 50
liall gl 8 s cllee £0Y Lealing 3 il glaall ol jaci Pearson Correlation | .507"
Sig. (2-tailed) .000
N 50
e Aw sall Aalinal) ALYy Jusal 5 5352 (s 5 Pearson Correlation 577"
Sig. (2-tailed) .000
N 50
L bt 5 A sl Calaal agd e aelud 45l clelaia Y o o) Pearson Correlation | .481"
Sig. (2-tailed) .000
N 50

**_Correlation is significant at the 0.01 level (2-tailed).

Correlations
S0 Jaaal) L
SR Jaall L Pearson Correlation 1
Sig. (2-tailed)
N 50
ke gn Jaladl) L Anl Ly el Pearson Correlation .270
Sig. (2-tailed) .058
N 50
By (5 s2d e a0 Jaall Adladl ) Pearson Correlation .362"
Sig. (2-tailed) .010
N 50
addy Jua pad o yiad dleall Sy o) e Pearson Correlation .389"
Sig. (2-tailed) .005
N 50
s all Lpnailly oo 5 o iy e Pearson Correlation .559™
Sig. (2-tailed) .000
N 50
dna il Jae &y (I 855 dswgall o)) i Pearson Correlation | .202




Sig. (2-tailed) .159
N 50
o yita 5 Al a5 aaind T sall b e Pearson Correlation .240
Sig. (2-tailed) .093
N 50
B3l 5 gl e and gl (A Jead) d ol s Pearson Correlation | .319"
Sig. (2-tailed) .024
N 50

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).

Descriptive Statistics
N Mean Std.
Deviation
SR Gy el 50 2.2530 17797
ol 50 2.2450 .39282
sl o T ppen B aalui Ay 5 g N o5 [ 50 2.4800 70682
Ligd) Jalia) b cuoxil gal b edl | 50 2.1600 76559
bl el e Jaelud saaa Gl eyl (e o0y 50 2.1200 .79898
e Danll Jumdl cilars i e 5,08 i) ileay (il 50 2.2200 .78999
Jpaadll 50 2.2350 .39901
L e D8l gn i de (5 gene L dusnisall 0L J2dl | 50 2.4000 .69985
e 2 Yl i e aadi desidl el | 50 2.2400 79693
Chaics Jile el sl il ol sl | 50 2.2200 81541
desall Y5 e n B Ayl 5 I 58 ) 50 2.0800 .87691
oSl 50 2.1900 .37648
Lo sall 8 il a3y cladia g b 8 | 50 2.2800 .80913
slee ol B ADELYL =3l | 50 2.1200 .82413
ol JS Sll gpeaall s Al G 551 | 50 2.1800 .82536
BUSy alge Slady S acally 3l sall g2 of =81 | 50 2.1800 .84973
Aeaal) AalE 50 2.3000 41650
59 sa) Alle Rand ol e andidensd ghs )l | B0 2.1800 .80026
e axdl 3 jran Coladd () gty (Al (puidh gall o 2y 50 2.2600 .80331
o Shaall A sy KGN Ja 5 o el e aanii Aeaall 388 oL ) 50 2.3000 .81441
A Jeanll Ly e 5€ i e i3858 48 | 50 2.4600 67643
Al Juasy) 50 2.2950 44518
A2y Al Aaal 5 4S8N Jala Juaiyl g oL =il [ B0 2.2400 .82214
il ) 8l dllee oIaY Lealing Al clgledl b 3l | 50 2.3200 .79385
Al Ao pall AaB2 AN LYY (o Jaal sl 3358 (s ()] 50 2.2400 .87037
W ki 5 A el calanl agd e selud 45l clelaiaYl (b sl | 50 2.3800 75295
Valid N (listwise) 50

Descriptive Statistics

N Minimum Maximum Mean Std. Deviatign
SR Jeaadl L, 50 1.57 2.71 2.3314 .26988
) o Jabaill oL Aa) I el 50 1.00 3.00 2.4600 .70595
Salaadly (o) st e ) a8 Janll dalall 2l 50 1.00 3.00 2.4200 .78480
Shadds Jiua pad o jiat leal) iy ) i) 50 1.00 3.00 2.3800 .83029
A 3all ol a5 e Al ed 50 1.00 3.00 2.2200 .84007
Banca 5 diel Jae A (i g5 Al o el 50 1.00 3.00 2.3200 .74066
e 5 1 N5 adiasd s sal) G yadl 50 1.00 3.00 2.2600 .80331
5 oall 5 gl e andii A sall 3 Jeall A o6 ) 50 1.00 3.00 2.2600 .87622

Valid N (listwise) 50

One-Sample Statistics

N Mean Std. Deviation Std. Error Mean
SN Gy el 50 2.2530 17797 .02517
) 50 2.2450 .39282 .05555
Jaall 50 2.2350 .39901 .05643




oSl 50 2.1900 .37648 .05324
deadl) A48 50 2.3000 .41650 .05890
Sl Juasy) 50 2.2950 44518 .06296
A3 Jaeal) La 50 2.3314 .26988 .03817
One-Sample Test
Test Value = 0
t df Sig. (2-tailed) Mean 95% Confidence Interval of th
Difference Difference
Lower Upper
Sl G sl 89.514 49 .000 2.25300 2.2024 2.3036
il 40.411 49 .000 2.24500 2.1334 2.3566
il 39.608 49 .000 2.23500 2.1216 2.3484
oSl 41.133 49 .000 2.19000 2.0830 2.2970
deadl) A48 39.048 49 .000 2.30000 2.1816 2.4184
Sl Juasy) 36.453 49 .000 2.29500 2.1685 2.4215
SN Jaeall La 61.085 49 .000 2.33143 2.2547 2.4081
Correlations
Gy sell )
Sl Sl
Gl Gy gl Pearson Correlation | 1 773
Sig. (2-tailed) .001
N 50 50
G daerd) La Pearson Correlation | .773 1
Sig. (2-tailed) .001
N 50 50
Correlations
) sl L
ull Pearson Correlation .681
Sig. (2-tailed) .009
N 50
Jsadll Pearson Correlation .753
Sig. (2-tailed) .000
N 50
oSl Pearson Correlation .600
Sig. (2-tailed) .000
N 50
daadl) A8 Pearson Correlation .543
Sig. (2-tailed) .000
N 50
St Juasy) Pearson Correlation 572
Sig. (2-tailed) .000
N 50
ANOVA?
Model Sum of df Mean F Sig.
Squares Square
1 Regression | .253 5 .051 19.672 .000°
Residual 3.316 44 .075
Total 3.569 49
G131 Jueall L ja. Dependent Variable:
Sl deadl) A il el Jalal JuaiY b, Predictors: (Constant),
Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B | Std. Error Beta




(Constant) 2.219 522 4.249 .000
el .524 107 481 1.160 .000
il .612 102 317 1.115 .000
Sl 775 A11 .605 1.675 .000
deadl) A .801 .099 .756 1.024 .000
Sl Juasy) .955 .089 .890 1.612 .000
SN dieall Laaya, Dependent Variable:
Model Summary
Model R R Adjusted R Std. Error of
Square Square the Estimate
1 a73R 597 . 591 27451
(Constant), , Sl G sl
Model Summary
Model R R Adjusted R Std. Error of
Square Square the Estimate
1 .6812 463 . 452 . 0914
(Constant), <l
Model Summary
Model R R Adjusted R Std. Error of
Square Square the Estimate
1 7532 .567 . 556 . 1004
(Constant), , ja=3l
Model Summary
Model R R Adjusted R Std. Error of
Square Square the Estimate
1 .6002 .360 . 348 . 0920
(ConstantcsSaill
Model Summary
Model R R Adjusted R Std. Error of
Square Square the Estimate
1 5432 .295 .284 . 1058
(Constant) , 4il daxal)
Model Summary
Model R R Adjusted R Std. Error of
Square Square the Estimate
1 5722 .328 . 316 . 1129
(Constant) , 31l Juaiy)
Group Statistics
il N Mean Std. Std. Error
Deviation Mean
SR Jraall L S | 24 2.3393 .28513 .05820
S| 26 2.3242 .26048 .05108




Independent Samples Test

Levene's Test for Equality
of Variances

t-test for Equality of Means

F Sig. t df Sig. (2-tailed)
La) Equal variances assumed .344 .560 .196 48 .846
Jaaall Equal variances not 195 46.628 .846
AENKY) assumed
Cpadl
ANOVA
SN Jaanl) Laa
Sum of Df Mean F Sig.
Squares Square
Between Groups .306 3 .102 1.437 244
Within Groups 3.263 46 .071
Total 3.569 49
el (5 giusdll
ANOVA
Al Jraall Laa
Sum of Df Mean F Sig.
Squares Square
Between Groups .042 2 .021 .279 .758
Within Groups 3.527 47 .075
Total 3.569 49
Al 5l
ANOVA
S0 Jaead) L
Sum of Df Mean F Sig.
Squares Square
Between Groups .034 1 .000 .001 974
Within Groups 3.569 48 .074
Total 3.569 49
Anigall 3 il
ANOVA
S0 Jaaad) L
Sum of Df Mean F Sig.
Squares Square
Between Groups .155 2 .078 1.069 .352
Within Groups 3.414 47 .073
Total 3.569 49




