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ABSTRACT

The marketing of banking services have a great
concerned by researcher and others who relate to the
Banking sector, due to the continuous change in
customers’ needs, therefore the Bank management
should improve the quality of provided banking services

.in order to enhance their competitiveness

This study focused on the concept and procedures of
internal marketing followed by bank mangers to
achieve the maximum levels of employee's satisfaction
which lead to the improvement the quality of services

.provided to the customers

The study used deductive approach in determining the
study problem, and historical approach to collect the
data from different sources in theoretical approach,

.then analytical approach to reach study results

This study was conducted in the Sudanese banking
sector and aimed to identify the extent of banks'
awareness of the study sample to the concept of
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internal marketing and its impact on the quality of
banking service, to achieve the objective of the study
(99) questionnaires were distributed among a sample of

.Bank managers, employee and customers

For testing the study hypothesis, different statistical
methods were used, namely weighted averages for the
study variables, correlation coefficient and multiple
regression to know if there is a relation between the

.dependent and independent variables

:The most important of the study results are

There was a significant correlation between the -1
internal marketing and the quality of banking
services

The Sudanese commercial banks use several -2
:internal marketing programs such as

Giving incentives to employees who do -
.outstanding work

Provision good internal communication -
.systems between the employees

Supporting the efforts of workers to do their -
jobs through delegating authorities to them
and involving them in developing and
implementing plans that achieve the
.objectives of the bank

The starting point to reach the quality of -3
banking services begins from consideration of
employee and identification of their financial and

.moral needs

The most important of the study
:recommendations are
The bank's management must seek to -1
achieve high levels of job satisfaction for
employees by adopting the concept of internal
marketing with its policies geared towards the
.needs and wishes of the staff to gain their loyalty



The necessity of caring of training programs -2
which aims to develop the technical and
behavioral skills of staff that leads to the
.submission of good banking service to customers
Banking managements must do continuous -3
studies to measure job satisfaction and
continuous evaluation of the quality of banking
service provided to customers of the five
dimensions " tangibles , reliability , trust and
security , response and empathy " to ensure
. customer satisfaction
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