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Abstract

This study aimed to identify the role of internal marketing and its contribution

to improving the quality of front office services, through a field study
conducted at the Faculty of Economic, Commercial, and Management
Sciences at the University of Khenchela. The focus was on measuring the
impact of internal marketing dimensions (recruitment and selection, training,
empowerment, motivation, internal communication, and dissemination of
marketing information) on the quality of services provided to students,
considered internal customers.

The study relied on two questionnaires: the first was addressed to a sample
of 24 employees to assess the level of internal marketing implementation,
and the second to a sample of 24 students to evaluate service quality from
their perspective.

The results revealed a relative satisfaction regarding employee involvement
in decision-making, reflecting a positive trend towards participation and
empowerment. However, dissatisfaction with complaint handling indicated
shortcomings in the work environment and administrative support.the study
concluded with a set of recommendations emphasizing the need to enhance
and activate the various dimensions of internal marketing in a balanced
manner, given their key role in improving employee performance and the
quality of front office services.
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