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Abstract

The Impact of Internal Marketing on Improving the Quality of Banking Services: Yemen
Bank for Reconstruction and Development (YBRD) as a Case Study.

By: Mohammed Mohammed Saleh Al-Aiti
Superviser: Prof. Fadhl Mohammed Ibrahim Al-Mahmoudi

The study aimed at determining the impact of internal marketing —through its
dimensions (empowerment, training, motivation, internal communication, and marketing
information)- on the quality of banking services in their dimensions (tangibility, reliability,
responsiveness, safety, and empathy) in Yemen Bank for Reconstruction and Development
(YBRD). The study followed the descriptive analytical method, and used questionnaires in
collecting data using census method for a sample of 285 administrative workers in the middle
and executive departments at YBRD, Using the comprehensive limitation, and it was found that
the recovered forms amounted to (237) questionnaires and a refund rate of (83%).

The study concluded that there is a statistically significant impact of internal marketing
on the quality of banking services at YBRD, and that the level of adoption of internal marketing
dimensions in the bank is not at the required level. The level of employee training dimension
scored high, and the level of the following dimensions: (Empowerment, internal
communication, and marketing information) was average. Moreover, the level of employee
motivation dimension was weak, and the level of the banking services quality dimension
provided in YBRD ranged from good to high. The dimension of safety ranked first, followed
by tangibility, reliability, empathy, and lastly, responsiveness in providing banking services.

The study recommended paying attention to internal marketing because of its strong
positive impact on improving the quality of services, with the aim of enhancing their
performance levels, reviewing the current motivation policy and providing reward to the bank's
employees in order to improve the levels of belonging and to provide distinguished banking
services. Furthermore, the bank needs to adopt the process of collecting marketing information
to maintain its competitive presence in the Yemeni banking environment.

Key words: Internal Marketing, Quality of Services, Yemeni Bank for Reconstruction and
Development (YBRD).
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