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Abstract:

This study aimed to identify the implications of internal marketing in enhancing customer
loyalty at the Hasnawi Foundation (BTPH) in Oran and to know the role of organizational
commitment in explaining it. The questionnaire was used as a main tool to collect information
on the subject of the study, which targeted 80 samples of employees of the institution under
study and distributed it. They were asked a set of questions in a questionnaire in order to
know their opinions about the variables of the study, and then the answers were analyzed
using the statistical program SPSS. The study concluded that organizational commitment
mediates the relationship between internal marketing and enhancing customer loyalty at the
organization Hasnawi. The study recommended that the organization should make more
efforts. For financial motivation towards new workers.

Keywords: internal marketing, organizational commitment, customer loyalty.
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sig ZEPWERN( aleall
0,000 8,201 2,546 culil) gyl
Jrazl) &Y
0,000 4,765 0,475 0,358 Crlalal) L

SPSSzalin milis Ao alaieYh cmllall slac) (et jiuaal)

Al Al dsas s sy Alalaall DA (e dalaa] laai¥) z 3ge il o odkel Jgand) oy
i W 0,358 ol HlaatVI Jalee 4l G aasll oY o cplalall Liny cppaiall g
J{ald\ %) 0,358 J\JEA_J )_.32\]\ 4\1.11.5:1 Sh\j EREgY O:\hw\ LAJS Jie) ‘)*'.uld\ dand L,’_°a )ﬁiﬁ\]\

Jaaall Y5 el

dlaia) dadl) culy LS5 1.96 Wsaaall t e ST 25 8,201 (golus dgunall t dad o LS
e e sp Cplalall Liay of e Ju lae 0.05 Lgindd) (s5ian (0 i 29 sig 0.000
s o draadl Yy Ao Cplalall Liajl dilan) AV 53 5l aagy ) oo Jlliy Jand) oYl
Pk Laad Alidially HTdbod) dpcajdll JoBsHO doedal) dpcajill (mdy iy Lea (Solines dscsia

Lot Ascball (g2l edlanl) ¥y Ao Cplalal) Ly duilas) A3 53 il aag

tABal) ea g 40N Alaleallg

0,358(culelall Lia) + 2,546= y

108




—CbAy— (G5l i jad Al asal) At} Gl Jaadl)

Aol gl) duajp Lol
3hand) N5y AR (Gagaul Cpay A8l Jaugly (i) AN ¢ HT

NI .(Cause and effect) (e 358 3 ddacsil) dibeall dans Jolay Jasesll uaiall Jilas
Tpeaall Al Ll el s ¢ AT imarse aaieall iiall ) Jiiesall kil dailly
i 5ed cadinall juaiall e Jasasl) urially cdasensl) pariall Cuewy sl il ol iy

Tua ¢ 2011 cgphaally il (paluall yue g 5yaluall) clyabilly

e Y 1w 5 s Jos ALY e Al Jexios dflas] dinha sa Jassl) Qi ! e

3&aal) Jiicaal) yiall (X) il jusiall e L'(Y) Lasassl) (M) 4 Si5 @) a5uilaal) 50X
L) Bl (g ol daglon ddima duible Luald S O (Ko

Jdici Al (€' ¢ cb @) cagall (Y) e Sig (X) Luiiall LegDIa (e (pjadia Gojlse cllia

DY) Gae 32V aag Jawgill 2 3gai las) el diey L (030SAN) el J<U glaadl 5
e lyilill 3a padlaiul Jal ey ez dsaill S EEN 1S5 8yalall e 8ydlaall b

M Ll dsleaYU M e X il gpalad) e i) g ) clisSall a5y pall

(04 JS20) - sl ipull 138 3 Y 5 M 0 (e ms . Yo
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A Asluasll st lial) 3 gall) :(15) o8, (Sl

X ! A Y

Bruin, J. 2006. newtest: command to compute new test. UCLA: :_jawaal)

Statistical Consulting Group. https://stats.oarc.ucla.edu/stata/ado/analysis/.
o8 ol e ©4ab = ¢ Pla e dle Jpeanll s Y e X J S A1 G € lsdll
ISl 8 5yaball e s Hyalall bl & Abaally (9aT chlue didas i AY) 138 Guld
e Y e XM Y 5w el € gb s M e X Y gl Jelea 0@ (03) )

s

Hayes 2013 zisai s yabidl p& A0 dblugl Julas :(16) (<)

MV

MALXjiga:a M Y Mjig:b

X J (Stadl £ 0¥ s2:bsa

Mg M 0 Y S

M 2p oo 3 Y o X J oibalt 35 325 €
Y e XU (A3 50 €

WAl abge ol Bhadl oY) e Laajily adagl) el aidley calaiill Ll (igalen g 1 bl
2019-2018 cCiadace daals coly5i€3 dagphal ¢ paliaill 4o lsal)
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oaaall A laeY) g 349 g caalill uanadl e dassll cuwndl AV S b L) s
B el e Jfd) paiall Habiad) cued) Y Jia cal dga (e © lsally Jiadl)

Y Gle X O bl A1 G ol % €7 ¢ lasal) (i 32 5 Laseegl Cila (e il

G (Ko b Sladl M Lasagl) Pla 0 Y e X J il je 5V lasia b 5@ z)8s Lay
S Gn Bl g ab* abd) pe YLl i) e Jagl) e (S e IS oliel
o Yo X gl cills b s @ golus Pa e e bl e 5V ikl Y )

(Prado, Korelo, y Lucena da Silva, 2014, P 08-09) .M J>\a

cOllat el ceDlaall e¥gs A3l Guseall G Al Jacghy eadamill AN IS 13 Le dadyal
e laeY) 5 289 (PROCESS macro) Model 4 (g » g SWll ¢4 z3gaill aladnaly ddalugll

Hayes, 2013; confidence 48l (Lalsds «(bias-corrected 95 (BC) yailull e ikl jam

.(5000 intervals (CI)
OS¢ i) YY) Ao AR Gagudl) iy ABe Al Jaai¥) LA (gadat i1 gl

A Jgaadl A e il 138 age

(il ALY Ao SN Gagudt) ) T lesal) Julas :(35) aB) Joaa

OUTCOME VARIABLE:

EngOrgRv

Model Summary

R R-sq MSE F df1 df2 P
55 31 18 34,27 1,00 78,00 ,00
Model
coeff se t p LLCI ULCI
Mting_in 59 10 5.85 ,00 39 79
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Test HAYES Ver PROCESS macro) cils is Ao alae¥h Dbl slac) o jdaal)

(4.4
to Cua Y O (1) bl o Jsandl (e el
0,31 = °R as 05 <0.01> P ey 34.27 = (1-78) < dasi—1

O e Ju s 0.01> P iy 5,85 = (78) @ daiis «0.59 Ll Jalas daid -2
Lee oakaiill o) e Aol Gagedll Habially cansall il DA e 1 (1) Jlesdl)
seebaill AU Jasasll eall Hlodl iy racy
02 (0.05) A2 (s ic Adlan) ANV @l ADke dgag 2SE Wiey e Lo DA (1
O (B PR FUR O FPWA |
oda (Jiaiy  edanl) ey (Ao ,addiil) aliNYg ARSI Guguill LN ALY :AGEN Seladl

t Ul Jaad) A (e lgamasi (Sass (7) s (@) Gubmall JLid) Fghall

sShard) oNg Ao adaiil) iy AL Gagadll SR ST Can (36) BB Joan

OUTCOME VARIABLE:

FidelCli

Model Summary

R R-sq MSE F df1 df2 P
,66 44 ,10 30,29 2,00 77,00 ,00
Model
coeff se t p LLCI ULCI
Mting_in ,40 ,09 4,48 ,00 22 58
EngOrgRv 24 ,08 2,83 ,01 ,07 41

(Test HAYES Ver 4.4 PROCESS Macro) cilajia e slaie¥U LI dac) o : jtaal
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rdl Jganll (e al
o dad 1ol G laall oYy e adamll 2N DA Giseall S A 8 aag -]

.0,01> P.4ad, :30.29 = (2-77)

A CilSh ¢Dlaall oYy Ao adanill SN B0 dags sas () Slealls Galety Lok =2

.\:\fibaa\ Ed\q gé‘j 60,01> P-;\A:éj 62.83 = (77) [l Z\A:@lj 60,24 =‘):13i3]\ L,Lolaao
ceSlanll oYy o cadaiil) AU el il ALY ash LiCe 13 e el

Al ClSE ceDlaall oYy Ao AN Grgedll Haluall LB dayy sag (z) bl Wi -3
s 5 .0,01> (P) dad cuilSy (4.48 = (77) & dady «0.40 = L3l Jalas

Lilal
celeall Yy e 3l Gugenll bl sy Ll A5l akh Wik 13s e Tely
) atally Jaieal) el G A8l b dagl) pal) g0 :AAIEN Bgladl)

Yy o Ml gl il G (7)) Dlesall OIS (cadatl) AlENT) Jasell puaiall agng b

oaanill AU Jasssll ol Hlas) il mace Las clilanl Y1a dill oleall
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YEJPIN (Hayes test) (g g Sk 7 dgad aladinby ddalggll Julas W Cpw 1(37) a8) Jgaa

sdanl) ey Ao AR Gagedill ALY Y

OUTCOME VARIABLE:

FidelCli

Model Summary

R R-sq MSE F dfl df2 p
,62 38 11 48,23 1,00 78,00 ,00
coeff se t P LLCI ULCI

Mting_in 54 ,08 6,94 ,00 39 70

(Test HAYES Ver 4.4 PROCESS macro) <ila de e alae Wb Zullall slae) (e 2 jdaal)

DEE 25 (0.40) e canisy) B SN Grgedll 5N el dad ol sl Joaall (e ey
“paie dgag b S B Aad 8 ¢(0.54) ) eDleadl oY e DI Grgenll Haludl)
cllly Jiadll yuial) o A8 b cadanl) AEDU aLall ye b ded mas 1y ¢(5A]

L lsall Jsaall D3 e Bagasall LEE JIC8T < &)l dae (K

e J Gasg pg SWall 8 4 = 3gaill aladiuly (Boostrap) saleall dulaall 42k aladiul &8 Gus
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Alalegll ST (A (aRatll A0S colulent) Al Jalal il Ca 2(38) o) (Jsaal)

#xwsxussxssxss TOTAL, DIRECT, AND INDIRECT EFFECTS OF X ON Y #%## % sxssxssx

Total effect of Xon Y

Effect se t p LLCI ULCI c_cs

54 ,08 6,94 ,00 39 ,70 ,62

Direct effect of X on Y

Effect se t p LLCI ULCI c'_cs

40 ,09 4,48 ,00 22 58 46

Indirect effect(s) of XonY:

Effect BootSE BootLLClI BootULCI

EngOrgRv ,14 ,07 ,03 ,26

Completely standardized indirect effect(s) of X on Y:

Effect BootSE BootLLClI BootULCI

EngOrgRv ,16 ,08 ,04 31

Level of confidence for all confidence intervals in output: 95,0000

Number of bootstrap samples for percentile confidence intervals: 5000

—————— END MATRIX ———-
(Test HAYES Ver 4.4 PROCESS macro) cilajia Ao slaie¥l 4ulal) aie) (e jaall

Y9 (Ae A Gigudll palall by ¢ pdilaally S Y Aiglia 1(g) Lbeead) dadll) Soladl)

t Ol Gu ABMall o Bl Al Jaacgll ) gally ekand)
DA e eDlaall gy AL (Bisuil) o ALY Jacssiy bl AN o Jgand) g ey

b eDlaall Vg Al Bageil] cp A cardanl) AEDU abal) ye BN (gsine ]
Oo eShaall ¥y Ao AN Grgedll Haliall BN (g5 ad) 8 Craales Sl ¢(0.14)
0,01> P.iudy 5 ¢(6.94) N (4,48) (e <oy () daid of LS ((0.54) Y (0.40)

Jilas) Al Al a
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pill il 13 AR Jealsh (e s0a3 21 ANl (ggise of ) (2013) Hayes i LS -2
2l LLCH dad of aas Jgaall jlaillsg oY1 Jaseusll ygall ol aeall (e 5oy Llally <L)
By (il B (0.26) A&l Jaldl eY) aall ULCH dads (0.03) d&) Jaldl oY)

Lassll eall AN e Ja Lea ieal) oo

L Gun olanl) e¥gg ARSI (Gugual) (oaa Al augly i) ALY O Baew Laa i

Lo 1389 (AulSllg Byilaa udly Bydleal) ABMall 50N CDlalea JIA e dauagal) Hayes Las)

: sall JSEY Asiagy

-

Hayes _Lid) zigal (M8 (e Josugll el duda b gilill awdagi JS& :(17) o8, JSad)

(c=0.40%*) Al 3N {9
Il By gedl) — —» el £Y

49.,.3.53:.\11.51.\‘21 .

>/ b7
\3)// \"?**
);\ // ./
$ / X
N S
/// \ N
( c=0.40%%) & Jbwsal bl
L o o —- R R X

(c'=**0.54) a1 N 2a

.0,01 J“‘ji Jie Lilias| Jlodk

dadll AaMa
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ailany) dalleall Callal (e aladia) 5 Lgblas & bl pen 8 &lanY) e slacy) Dla
Coyelal My ccluaydll Hlas) 5 cbilall Jdad 5 (e (e Wi 53 SPSS zaliy e lalac)

ceDlanll Vs AR Gagedl (s AR Jansgiy cadamill QAN of bl
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@) 5 Baaal) 5 85i5all Jalsall 5 Canlaill Cum e il puaiall sda Ayl gl My ¢ pardasil
Dbl Lyl ileall Lgai o) oSar daalad daail 5l DA 5ssuil) Laaal (20 Ll oo
pdatiy eMaall xa 2aY) Abigh ADle e Jaliad) oo Aasse JS Caan (f LS cDlaall £Ys e
Glasagall o LS clelac s dusagall (8 painsall Ladhalal) 28] eDland) ¥y Ciomy LS . JlacY!
gl @l 5 Joall LDl Cig st IS G lellas olat) Lgidgsone lacYl 33k daslil
Wy Saeanll ¢ A Jlea) ¢ p€all ecayanll 1 b Al JAalal) geill Sljles aenl
pebali)) e 1 L agiha 5 agihlge daall PIA (e agiliowge slad] Cplalall GlSolee o (uSaty

il pgaliil) aaty elling Lgad o LgdlaaY Galitia Jhainy) 5 elil) (3 agiac s duscigalls
A leasil 5 ) (e A gane wdl (Sa Cndl 3 Al 5 L DDA e
Caal) il ¥l
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:daiad) aaall

sAaial) dalll cagl)
An Experiential approach to organizational development <Brown, & Harry -1

.Englewood, Cliffts. N.J Prentice Hall International, 4th edition, 1992

Kotler, PH. keller, k, & Manceau, D. marketing management. France: 15éme édition, -2
.Pearson France, Nouveaux Horizons, Montreuil, 2015

Griffin, J. Customer Loyality: How to earn it how to keep it. United States of -3
America: Jossey Bass, 2002

Taylor,B.& Tobe,J., 2013. Anticipate : Knowing what customers need before they do. -4
Avaliable:http://site.ebrary.com/lib/samk/home.action. Accessed 6 August 2017

Kotler, Philip., "Marketing insights from A to Z 80 concepts every manager need to -5
.know. New Jersey, 2003

Buttle Francis., "Customer relationship management", Elsevier, first edition, England, -6
.2005

tAacial) Al cldild) o cylaal)

Any ysis of the Effect of Attitvde toward work, organization <Aries. S, Miradi Dta.R -1
commitment, and Job satistac faction, on Job performance,(casestudy in Electron icconpany).
.European journal of business and social sciences, 1 (10),2013

Buber, R, “Model Building on Internal Marketing. ANZMAC: An Exploratory Study -2
.by GABEK, 2000

Emmanuel. AAMANGALA, & FRES WALL, "internal Markiting Strategy and -3
employéeperfornance". European jouranel of Business and management, VVolo5, issue 31,

.2013
Gudmundson, A, & Lundberg, C. (n.d.). Internal marketing: A way of Improving -4
.Quiality, 2001
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Liliana De jesus gardillo, other, Model of internal Markiting Trigger To achive the -5
commitment Of internel constoners aat the polytechnic” international. journal of management
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