i) b pag ! 3 5 o) 2y el
République Algérienne Démocratique et Populaire
ol Soudly Judl gl 34139
Ministeére de ’Enseignement Supérieur et de la Recherche Scientifique

Université Mohamed KHIDHER -Biskra — 8, — pias doses dnalr
Faculté des Sciences Economiques, o\ ) A . )
Commerciales et des Sciences de Gestion 7 el 25k 9 dyylonilly BaLazdVl pglall &AS
Département des Sciences Commerciales ‘

Gladdl) 3asa Ao AR gl S
428 paall

Sk A¥ 5 & A ladll gl (e de gana Al Al o

s ydiall (8) ALY 1(3) il Sl

ag )

aalaill Sl
Sl

PRI
Gl

() palas

2020/ 2019 :dalad) 4aud)







\
¥ 2 s, o/;" {./o. 2/ n o o w Y3
295 & y5 (p)Y) S50 Lf“"" ) J\_g
¥ by ol i by 51815 2L 5 9 L)
" . s
(69) Osallz)

P 8y

ko e i1 o @i gy 06 106 5 of 8
S 4 00 L e e B Gl 1



e o)

J Y A Ged I g o Al D a1 )
(o JS 2 el sl s Jlh J)
g dlly olghally glely @illy gy oo )
Aajes b Jbly dil Lghads "By daged” BRI T )
S o 4y ol O £y J Oy Gy Al Jo Sy @t Jol) Sgud J)
;)
Olpdy i ¥ g Bladl s o () Jo (B Oy CERLT (e
g b uly by o I
by day 0 By OF S el O Uy il Doy By OF il Ilo e )
ol s J O Uge L b sl
Wl pd aSaly ) dammy " 2y B ) yg" Spdt o )
gyl Aot By ol Jgl )
Aajes b Jly dil Ui Gy Ay Byl A J)
S VoS " )Y Y1 AW e )
(alodl J) Sl e ekl Bl S )
Ayl § sy P IS
(S Ard @9 (FSNS daredt g ST )



olipdy sl

lag Linal lilmayg Laig ol opsllligyly ¢ Resagll SI] mIll s2nlly gomiiy
Lluma ool Yyl @mpasl 2
saially miig dagll linat e lglel o hidglan sa JAI Jypadl sally angss
Rpsaall X wlga¥l

el 5le Lyligg o cpill ey Byl gl ilga 5204 L

opsaallilall sglelly sppuilly Lymlmp ¥ pglell 112 Timslal J2 p200
aaa " w20l maly
Adtaall atast $las] @ Lgtsm gl iy gl ¢ hlan pa JAI 2l Jyyag



LI

LV el eyl Gl V1) Addod) oslul Jo ol gl 355 (Ggtmn By ] Byl dita
e L el ST 0Ly canhll 2 el (3 Bd ekl Sl S35 Ssten Lanly (Sl ¢ )
Byl @ skl e wlanl 123 oy (3 dlaed) 28102l 2iall 32 b Ladsszaly cidyall Lotk 335
LSl VI il 2o Blanl 88 shspal @y 38w BV (3 Zuhl) 2

Ll ol slam Yl e tle Bilas] (Ll dae SULL SlasYl Ll (3 Ldszals
cosdad) EY) L2y ((Analyse of variance ) -l

gy 2dpall Sleddl B39 (Ssrmny Il Bl 35 s Wl s Bae ) 2uhl) oy
izl oslaly ol gl B5liam) N5 55 ST domg A calll) Bl Wy Wadspe ol 2l 42
Gyl Slalowy ol pleaa¥l 35,0 Aulll cosly dul )l |2 dadl (3 28l Sludd S e
eaald osil) B3kl bt B3 e S STU UL Sl

B39 cSed) (Il JLasV) gl gl QL) ) gl i edal) LIS
el lend)



Abstract

The study aimed to know the level of availability of internal marketing in its
various dimensions (selection, training, motivation, internal communication,
empowerment) as well as the level of quality of banking services in the banks in
question, and to show the impact of internal marketing on the quality of banking
services, and we used the simple random sample method in the distribution of 123
questionnaires to employees in the banks in the state studied in The State of
Biskra, and 88 questionnaires were recovered valid for statistical analysis.

In the statistical analysis of the data, we used several statistical methods, including:
descriptive statistics measures, contrast analysis (Analyse of variance), multi-
decline analysis...

The study reached several results, the most important of which is the level of
availability of internal marketing and the quality of banking services in the banks
in question came high according to the measures of the study, so found a
statistically significant effect of internal marketing in its different dimensions on
the quality of banking services in the banks in question, and suggested the need to
pay attention to internal marketing programs and policies because it has a great
impact on the quality of banking services provided to customers.

Keywords: Internal marketing, selection, training, motivation, intercom,
empowerment, quality of banking services
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