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Abstract:

This study is aimed to identify the impact of the internal
marketing on the loyalty of customers and the role of mediator
is to provide the quality of banking service as exercised by the
Sudanese banking staff working in Khartoum State. Referring
to the research methodology, the model and hypotheses are
proposed on the basis of social exchange theory. The study has
used the analytical descriptive approach and the questionnaire
as primary tool for selecting a non-probability sample. The total
number questionnaires distributed to the targeted banks staff
was 160. The response was 151 which accounted at 97%. For
data statistical analysis, the model of structural equation and
the path method analysis for testing hypotheses were applied.
The reliance measure was used to test the questionnaire so as
to confirm its level. The correlation analysis was used to identify
the relationship between the independent and dependent
variables as well as the mediator The findings showed there is a
relationship between the internal marketing and customer
loyalty and the quality of banking service is mediating the
relationship. The analysis indicated that there is a significant
relationship between the variables of the study. However, the
percentage of change varies from one variable to another.

The study provides a number of recommendations
including that it is necessary to give more consideration for the
internal marketing in order to get customers’ loyalty and the
basic concentration should be placed on the quality of service
provided to the decision-makers in service’ establishments.
Further future studies are recommended.

Keywords: internal marketing, loyalty, reliance, tangible,
sympathy, response and safety (reliable).
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