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Abstract:
Customer service is the most important aspects in this competitive environment for any organization and the strategy of internal marketing influences is more crucial, any organization operates in any business it is important to satisfying the employee by providing them proper training and motivation the strategy of internal markets is to motivate employees and treat all of them like customers. Implementation of Internal marketing plan helps in employee’s education, stimulation, and leading workforce to superior level of performance. In service industry employees represents the organization in the customer’s eyes. Due to this reason, the employee’s role is multi-dimensional in the organizations. In the concept of employed in internal marketing implementation especially in service sector is crucial to provision of excellent service provided by internal customers for the successful external marketing in the all the business.
The research report “role of training methods and motivation used in internal marketing of service industries” is based on the exploratory study conducted by the researcher. The report focuses how training methods used as Internal Marketing in the Banking Industries operating in Pakistan for the sole purpose of training and motivating the employees at managerial and non-managerial level. An in-depth analysis is conducted to investigate the different training methods as on-the job and off-the job training methods and the factors related to such training techniques and methods used in Internal Marketing. 

CHAPTER 1
Background and statement of problem

1. Introduction 

2. Statement of problem

3. OBJECTIVE OF PROBLEM
4. Significance of study 

5. Scope & Delimitations 

6. LIMITATIONS AND DELIMITATIONS

7. Definition of terms 

1.1 iNTRODUCTION
Internal marketing is an important tool for any service organizations.Attention should be given to conventional marketing strategies while developing these marketing strategies. For winning the loyalty of the customers it should be the aim to provide services unique and acceptable for the satisfaction of external customers. Attention should also be offered to the employee’s value, with the business goal of determining the employee to be a contributory to the overall business.
Employees are the backbone of an organization success. They should be motivated, educated, and retained within the organization at all cost. This will help in supporting the organization to be competitive. In service sector where there is direct contact with the external customers, frontline employees are critical for the success of organizations. These employees can have a strong impact on the product quality and the delivery of best services provided by the company and this will influence by fully leveraged of top management. Service industries now adopting the concept Internal Marketing and they understand the importance of employees so they treating them as internal customers. This approach inverts the organizational pyramid .It puts the customers on the top and divides the all employees into two types, 
(i) those employees who are serving and have initial contact with the external customers and 
(ii) Those employees who are serving those who are serving the external customers. 
In such a case, the forefront employees become the internal customers. Internal marketing implementation can revise the organization’s features and demonstrating gains in employee commitment, employee understanding of corporate values, loyalty, and quality of service. The internal marketing objective is to achieve the service excellence and get motivated and customer aware employees. Motivated employees have a vital role in an organization's success. This is very true now a day, when margins are thin and the economic recovery is indefinable. In internal marketing there are two main things.

1. The employee as the internal customer.

2. The requirements of the organization have to be satisfying by the employees so that employees are fully prepared to serve the external customer. 
It’s true that external marketing still is most compulsory in every business development task so it is important to sell secretly toward employees. External marketing becomes more effective when they understand and entrust to the value proposition of the organizations, for the reason that the employees become product supporter. 
Internal marketing involves strategy involving all the employees in effective marketing program and it will benefit not only the lower staff but even the top management as well. This marketing strategy will facilitate the employees to give them awareness about their part in organization and its business. The strategy of internal marketing program will includes the training staff and their motivation. This program will introduce the effective internal departmental communications and integration schemes and it will plane the knowledge enhancement and understanding of the overall orientation of marketing inside the company. For providing best services to the external customer and increased market share it is important for any organization to keep the ‘service attitude’ with the employees. The internal marketing concept has been developed mainly for services industries but now it is also important in all kind of companies determined for market success.
1.1.1 Creation of Internal Marketing

Organization: In order to develop legality for the company internal marketing bring the concept of individuality in the organization which strain external customers through the best relationships made by the positive attitude and procedure. The essential goal for any organization is to get more business from the external market.
External customer satisfaction: customer satisfaction is required to increase organizations performance and it is described as a result of internal marketing. As per the researchers if internal marketing is implemented effectively if the employees are motivated and satisfied. For improving external customer’s services dealing which results in external customer satisfaction this constructive behavior is transferred. 

Cross-functional units: cross-functional units’ removes departmental barriers and permit for enhanced communication for the same reason its development appears to be a main motive for internal marketing. The increase of communication provides a base for the regeneration of information which moves amongst the organizational members. The employees are self-centered viewpoint changes to a way of thinking which strives for the accomplishment of organizational goals
The literature of this study confirms internal marketing is encouraging, attracting, developing and retaining skilled employees through job products that satisfy the employee wants and need. 
1.2 STATEMENT OF PROBLEM
If there is lack of internal marketing in a company then the management may face the resistant of staff towards adaptation and change in processes. Where as applying internal marketing, an organization will help in enabling an impression and atmosphere in which workers are motivated. This can be usually achieved through developing in person, flexible, and competent communication between the management and different groups inside the organization as an alternative of operating in a rather technical organization.
The problem statement is in the form as below:

“For better performance of business and delivering the quality desired for satisfaction of external customer it is important to satisfy the needs of internal customer “
1.3 objctive OF STUDY
Successful organizations today are moving from a 'personnel' focus toward a proactive style of HR management in order to add value to the company. To accomplish this strategic shift, managers, consultants and line personnel need to start focusing on the links between the various functions within the company.
The real asset of an organization is its people. If organizations and their managers can enthuse and motivate their employees appropriately, the achievement of organizational objectives becomes easy. In Pakistan, there are two extreme standards of training, either off-the job or on the job. Good in mostly. There are many problems in regarding recruitment, training and development resulting in yearly high turnover of the employees. An essential part of their marketing effort has to be what is termed “internal marketing.” Internal marketing consists of an effort by the organization to train and motivate its employees to provide better service. Internal marketing must precede conventional marketing campaigns if the latter are to succeed. Negative staff attitudes will affect quality of care, and negative word of mouth communication by customers and staff to the community will negate the effects of the marketing campaign.

1.3 SIGNIFICANCE OF STUDY
The Research have emphasized on the important role of Internal Marketing in an organization and its effect on the employees of that organization.

The idea of the research is to establish long standing relationship of the organizations with the employees and inspect the equally beneficial nature with employees of the organizations as internal customers of the company. The target peoples for this study are Service staff of the organizations in Pakistan. 
The findings of the study explain the more logical attempt must be made to improve the level of internal communication between the supervisor of and their subordinates in any kind of organizations. This would create an atmosphere within the organizations that can promote common respect, trust and concern between Organization and employees.
1.4 SCOPE OF STUDY
· Area 
The research on the topic, “Study on Internal Marketing Implementation and Its Impact on Service Sector in Pakistan”

” is restricted to the organizations in Pakistan only in which includes the multinational firms settled in Pakistan.
· Availability of  organizations following the change management process

It is difficult to cover all the service provider organizations in Pakistan due to reluctance of personnel concerned.

· Availability of respondents

The scope of my study is restricted to the respondents related to the organizations that undergo the implementation of internal marketing process and are located in Pakistan.
· Time period
The time agreed is very limited for carry out this study. Time period of one semester this consists of only four to five months.
1.5 limitation and delimitations
Techniques of internal marketing are simply create flexibility and decreases the amount of control by management on the employees. The research area was limited and creates complicatedness in the organizations departments which generate whether positive results truly and this will exist through the internal marketing implementation. 
The list included: 

(1) The internal customers genuineness, 
(2) dissimilarities in experiences between the employees and external customer, 

(3) The conflict of employees with organization’s policies, 

(4) The trust and loyalty of employees, 

(5) The customer’s uncertainty of that always exists in organizations.

1.5 DEFINITION OF TERM
· Internal marketing, 
The association between internal marketing, internal market direction, and relational competencies of individual workers should be taken on consideration. Organization’s HRM approach, internal and external market direction must be deepened in order to increase both employee and business performance.

· Employee development,
However, organizational training and developmental strategies become meaningless if they are not linked to career planning for employees. For effective HRM, employee training and development and appropriate career planning is today being recognized as a basic imperative and more beneficiary in Internal Marketing.
· Training,
The process of teaching new employees the basic skills they need to perform.
· SWOT Analysis,

Process of determining an organization’s strengths, weaknesses, opportunities & threats.

· Core competency,

Those organization’s strengths that represents unique skills or resources.

· Employee Development,

Future-oriented training, focusing on personal growth of employee

· Personnel planning,
The process of deciding what positions the firm will have to fill, & how to fill them.

· Constraints,

Factors that affect the performance or output

· Corporate strategy,

Formulated by upper level or top management & deals with strategies for the gaining the competitive advantage in different fields.

· Internal customer,
All employees in any organization are the internal customers of any organization. 
CHAPTER #2

RESEARCH METHOD AND PROCEDURES

1 RESEARCH DESIGN & METHODS

2 RESPONDANTS OF THE STUDY

3 RESEARCH INSTRUMENT

4 TREATMENT OF DATA
5 PRESENTATION ANALYSIS
2.1 RESEARCH DESIGN & METHODS
2.1.1-STUDY

The study will include both kinds of research that is exploratory & descriptive research to some extent.

Exploratory study is adopted because it is done when not much is known about the situation at hand or when no information is available from past. Similarly the topic is relatively new in Pakistan and no information is yet available regarding any study (with reference to service sector of Pakistan) done before on this topic from where researcher can retrieve the data.
Descriptive study is adopted because it usually offers a profile or to describe relevant aspects of the phenomena of interest of researcher from required perspective. In conducting the study researcher have to gather much pre-hand information too.

In the service sector the organizations growing fastest and contributing extra in the global business environments. Organizations working in services sectors are hiring more peoples from the market than other sectors. In service industry the market is growing more aggressively in Pakistan and there are major developments happening in banking, retailing, traveling, hospitality education, and hostelling etc. even though then the companies which are doing working in service business are under pressure to retain employees already working there. 
In service industry, employee attitude is an initial contact for the customers who are important for the organization business of the external customer will give negative impression of an organization. The research will demonstrate the Organizational behavior is to realize the role of HR is important in the success in the business in any service industry they involved.
The main purposes of the researcher in this research are:

1. To examine the challenges faced by HR department in service industry globally and specific issues to service organization working in Pakistan.
2. To understand the role of employees role connected with the service industry.
3. To analyze and provide a close review on the internal marketing literature and its impact on service organizations.
4. To identify areas where internal marketing can play an important role.
The research methodology involves surveys and interviews from respondents working in various organizations, people who themselves design the change programs. The surveys are incorporated by questionnaires.
2.2 RESPONDANTS OF THE STUDY
Respondents of the study are the managers & training managers of HR department including the Employees working in service sector. The internet and interviews from the respondents of various organizations in Pakistan and particularly Islamabad are used as a primary research.

· Employees of service sectors viz. retailing, banking, health, education, hotels, Air lines and hospitality.

2.3 research instrument
Questionnaire which included some modified items from previously tested measuring instruments structural were the Survey instrument are used for this research. 
This questionnaire are consists of two sections, 
1. for employees and 
2. for external customers, 
The differences and the inclusion of items which investigate the effectiveness of internal marketing. Further more the employee Questionnaire consists of three sections: 
· Internal marketing of the organization, 
· Service quality which provides by the organization to there internal customers, and 
· Feedback. 
The external customer questionnaire further devided in to two sections. 
· service quality and 
· Feedback.
Instruments are the means through which data is collected for carrying out a research. Different instruments are used according to the situation, respondent & requirements. Questionnaires, interviews, HR manuals etc are the main instruments.
2.4 sources of data
The various magazines as well as reports published by various organizations and news papers are also used as a secondary resource, which provides information regarding the changes and their effects on employees as well as the organization it self and portraying the present status of the  organizations. Research is based on qualitative analysis.

The research includes primary and secondary data.
Primary Sources
· Interviews – main source of information

· Questionnaires

· Observation

Secondary Sources

· HR manuals

· Internet

· Books

2.5 Treatment of data & presentation analysis
The obtained data is qualitative in nature and would not require any further processing. However general mathematical tools would be involved pertinent to related facts and figures that would simply be reported in the project material.

Presentation of statistical data will be in the forms of tables or pie chart diagrams whereas in order to simplify the processes they will be shown in the form of data flow diagrams. 

CHAPTER #3

REVIEW OF LITERATURE & STUDIES

1. literature REVIEW
2. Gaps to be abridged by this study 
3. Areas for further studies 

3.1 literature REVIEW
The literature review provided several lists which explain hypothesized, generally non-empirically studied techniques to implement employee satisfaction. An assessment of this research is to identify the first and more important requirement of the internal marketing which is to compete for aptitude and appoint the suitable staff for the suitable position, once hired the employee he must be trained by the organization and then provided an idea for the business of the organization. The initial training provided by the organization will permit for making of relationships between new hired employees and external customers.
The perception of internal marketing is to facilities the instrument for the implementation of strategic marketing plans. Most of the organizations working in the service sector of Pakistan have understood that they cannot continue their work as divide functions. As a substitute the organizations must actions around core business events which are driven from the customer point of view. The consideration of internal marketing based is that no single business management function is successful if it they operate in segregation. In any organization departments and employees have to be aggressively involved in creating new products and delivering best services to the external market. These cross functional movements and the people who perform them, all have a major influence upon the superior outcome. The implication in this research the management must make sure that every employee in all parts of the organization has to be involved in business outcome and committed to the delivery of quality throughout supplier chain. 
3.1.1 Marketing Practices of Service Sector

In this study the Researcher will more focus on the training which plays the major role in the Marketing of any organization and if the employees of any organization and especially in the service Industries will be well motivated then they can provide best services to their clients. 

In any kind of organization the service staff which is called the front line staff is the most important and valuable resources for that organization especially in service sector and they are also the main tools of external marketing as they deliver outstanding services to the external customer. In addition, the service staff helping organizations to achieve the external customer satisfaction, and front line staff also upgrades the entire appearance of the any organization. So it is essential for organizations that management should be engaged aggressively in the implementation of internal marketing to arrive at the satisfied employees to get success in the business of the organizations.

3.2 CONTRIBUTION OF THE RESEARCH
In Pakistan Limited research has been carry out in the field of internal marketing and there is no focused study has been carry out on internal marketing within the services sector in the country. Initially researches within the Pakistan’s service industry and as well as internationally the studies conducted include the idea of examining internal marketing in a other sectors. In earlier researches the most important focus was to provide a holistic observation of internal marketing from a manufacturing environment point of view, or providing a relative analysis in academic views on internal marketing. 
In this Research the researcher will focus that how to get employees satisfaction and loyalty with organization in service industry viewpoint which will help in the service sector of Pakistan. The Research judgments might also create a better awareness among Pakistan’s service sector organizations of the value that sound internal marketing practices for the business hold and as well as the building blocks.
The research will help the creation of a positive internal marketing environment in service industry of Pakistan and it is therefore proposed that this Research will contribute to the empirical and theoretical understanding on internal marketing in the services business in Pakistan.

3.2 gaps to be bridged by this study

In This research it has been observed that in any market and customer orientation it has recognized that in order to generation of new products and offering services to the external customers then its is essential that it is necessary for the organizations that they should have  strong focal point on specific internal market mechanisms. These components used by any organization in service sector includes the  internal marketing environment understanding in the employees of organizations, the employees approach towards internal marketing, the motivation of employees towards internal marketing, and the implementation of internal marketing behaviors in the organizations. In Pakistan there are lots of originations have not been able to successfully develop and execute internal marketing strategies due to a lack of information and understanding of the different components which comprise the internal market environment. So it has been observed that there is a specific requirement has to be exploring the different factors which constitute the environment of internal marketing in the organizations which are doing service businesses.
Internal marketing approach highlights the relationship between the employees is a main feature in any organization for the development and retention of a successful business strategy. The organization’s positive associations with its employees are very important for the establishments of internal marketing. 

3.3 areas for further studies

The research area for this study is divided into four sections which are:
1) employee satisfaction, 

2) external customers satisfaction, 

3) Quality of service of the organization, 

4) Employee satisfaction,
The description in the first section is that how this research has been developed? The second section will examines external marketing practices exercised in organizations in detail. The researcher will analyze service quality literature in the third section and the last and fourth section will identifies the importance of employees in implementation of marketing strategy.
Hypothesis was provided in this study which can be tested further by carrying a decisive research. 
· Performance appraisal and reward,
· Communications between managements and other staff,
· Suitable Training and development,
· Organizational behavior and structure, 
· recruitment, selection, and succession,
· motivation systems,
· Operational/ process changes in the organizations,
· Annual performance Appraisal and feedback,
· Customer awareness,
3.3.1 Internal Marketing:
As the researchers were discussed previously about the establishments of internal marketing that how the phenomenon of internal marketing will be created and it will ultimately affect the organization’s performance. In this regards the change methods in organization marketing strategy comprise a balance of internal and external marketing, the affects of limitations, the handling of employees, and the ideas for implementation of new techniques in a practical environment. 
3.3.2 Link of Internal Marketing with External Marketing:
In service sector all the Organizations have to do the two ways marketing like link internal marketing with the external marketing and then send both parties the same messages. Varied messages will create internal problems with in the organization which will extend to the external market. 
So the success of any product of business is not possible if the employees are not agreeing with the external marketing campaign of the product. It is important for the success of any business when ever the business starts an external marketing campaign they will have to acknowledge that the internal members of the company are agreed, and the organizations top management will have to share stories of success with the internal staff members. For appreciate internal marketing it is important to segment the internal customers in to developing marketing mix and manage for the movement of external market. 
Employees:
In the internal marketing definition the researcher discussed the need to recruit proper staff, provide suitable training, attraction into their field, motivation, open communication, and the retain those employees to meet their needs and wants. This will direct the organizations to the “woo” the employees. If organization fails to “woo” their employees then business success will be complicated and if the organization fulfill all the need and wants of the employees then this will become dedicated, supportive, and enthusiastic about the organization. 
The service process experienced by the external customer it is important at the moment to identify the scenes behind the process for proper implementation of internal marketing when the external customer does the transaction with company. In all industries working in Pakistan the reason of internal marketing is increases due to front line employee’s direct contact with external consumers, particularly in service industries. This will increase the establishment of marketing directions through increased satisfaction of the external customers which increases sales growth and business profits which should include internal factors. 
Limitations:
In this study the researcher explained four limitations which exposed through an assessment of literature and determined that internal marketing approach will appears to be a symbol and an approach that get in the ways with HRM practices. In most of the organizations in Pakistan the Managers will have to market the employees and it was stated that all employee’s opinions into the organization have to change and they will have to focus in the global market that which training programs currently handle. Internal marketing process is simple method for the creation of flexibility to employees and reduces the organization control on employees.
Implementation process Internal Marketing:
These limitations will stay alive; the idea of formation of internal marketing allows the change in the organization where new organizational objectives will be created. Whereas reaction of the employees may result the significance of timing to implement these changes is the main issue, this concept of internal marketing permits the organizations for the development of departmental interaction, communication, and if it will accomplished then it will provide productivity for the organization and fulfill employees needs.

Employees working in all the departments of any organization have to be treated as internal customers; its means the awareness creation and the identification of employees problems and expectations through market research. Results of the study will allow the organization to divide the employees and adapt precise internal marketing strategies in each segment and the implemented measures may be examined through monitoring of internal customers environment. 
In the service industry like banking, organizations required highly competent workforce to cater the needs of customers & meet the day to day challenges. The more competent work force the organization has the more satisfaction of customer results. Corporate strategies are formulated, goals are set by top management but it is the work force who achieves the objectives of the organization so they should be loaded with all gadgets & techniques to achieve those objectives successfully.
For the satisfaction of the employees the best technique is to influence employees to involve them with strategic awards and incentives to give them decision power without the involvements of top managements. If the ideas of internal marketing are properly implemented then positive consequences will result and business of the organization will increase.

CHAPTER #4

PRESENTATION ANALYSIS

1. RATIONALE FOR THE ADOPTION OF INTERNAL MARKETING
2. QUESTIONNAIRE
ANALYSIS 

4.1 RATIONALE FOR THE ADOPTION OF INTERNAL MARKETING
it is clearly mentioned in this study that strategy of internal marketing is concerned with treating the organizations employees as internal customers its mean that the organization will have encourage the employee by introducing new developing programs and strategies for increasing satisfaction of employee in the same way as external marketing plans which are continuously updating and improving to meet external customer demands. 
Internal marketing is becoming all the time more important and rising acknowledgment as a tool of implementation by all the businesses. Internal marketing must headed external marketing. The need of a well structured and streamlined internal marketing approach in any organization in Pakistan service industry which can improve employee relationship with the management to meet overall organizational performance and competitiveness. Only then these organizations can expect carry on in this challenges which are presented by globalization. 
Change Management: 
Organizations are going through the some form of change like mergers and acquisitions, or downsizing for cost cutting. The need is strong communication between the departments is required in these situations. Because this kind of organizational changes situations increases the communication gap between the employee and employer. 
Building of corporate image: 
It is necessary for all the companies to communicate with all the employees as well as stakeholders while introducing their new names, or changes their brand, or their values. This strategy will put together business structure, human resources management and vision of the company.

Empowerment of employee: 
Employees empowers is the main tool of internal marketing strategy and it will gives responsibility and accountability to the employees. Acceptance of numerous organizations is that to be accessible to the needs of external customers and the front-line staff which will empower the staff to provide accommodation to external customer complains and on the spot recovery when things go wrong. 
Satisfaction of employees: 
In any service organization big challenge to the companies are external customers as they hold high expectations joined with employee there for it is important to satisfy the employee to achieve organizational goal successfully. 

4.2 SAMPLE CHRACTERISTICS
In the Interviews and questionnaires 70% of the respondents were male while 30% were female. Of the total training methods, lecture, conferences and seminars, discussion, counseling, job rotation and development of professionals are considered. 

4.2.1 RESPONDENTS’ PROFILE

	Particulars
	no. of respondents
	%age

	GENDER

	male

Female
	70
30
	70 %

30 %



	
	100
	100%


4.2.2 Questioner Conclusion by TABLES AND CHARTS

Organization Name: ___________________________

Very




Very

Dissatisfied



     Satisfied

	1
	2
	3
	4


Please circle one number
1. What is the 'primary aim' of your company?
Your company possibly more motivated if they understand the main aim. Ask questions to found how clear they are about your company's principles, priorities and mission. 

2. Overall, how satisfied are you with organization you are working with as an employer? 

	No. of respondents
	1
	2
	3
	4

	100
	10%
	5%
	30%
	55 %
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3. Your Organization's communication and planning (Please circle one number for each statement)

  I understand the long-term strategy 

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	0%
	15 %
	50 %
	35 %
	0 %



[image: image2.emf]0%

15%

50%

0%

35%

Strongly Disagree

Disagree

agree

do not know

Strongly Agree


Graph-3
I have confidence in the leadership 
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	0%
	15 %
	50 %
	35 %
	0 %



{Attribute masked! Become a client and see all attributes!}
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4. In your perspective do you think the current need assessment methodology is yielding the best results in Internal Marketing?

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	0%
	15 %
	50 %
	35 %
	0 %
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5.  Is training the backbone of your organization Just like Marketing?

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	10 %
	40 %
	35 %
	10 %
	5 %
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6. I feel more committed to a career with the company this year than I did a year ago
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	20 %
	40 %
	35 %
	05 %
	0 %
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7. Are there any recent changes in the company that might have affected motivation?
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	5%
	20%
	50 %
	20 %
	5 %
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8. I receive both positive and negative feedback from my supervisor

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	0%
	10%
	60%
	30%
	0 %



[image: image8.wmf]0%

10%

60%

0%

30%

Strongly Disagree

Disagree

agree

do not know

Strongly Agree


Graph-8
9. Is the company's internal image consistent with its external one?
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	0%
	0%
	80%
	20%
	0 %
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10. What obstacles stop employees performing to best effect? 

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	5%
	15%
	60%
	15%
	05 %
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11. I believe that the performance review system after Development and motivation is fair in my company

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	10%
	10%
	40%
	30%
	10 %
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12. How involved are employees in company development?
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	55
	30%
	10%
	5%
	0%
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13. Authority motivates me to be more focus on my job related tasks

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	15%
	35%
	35%
	15%
	0%
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14. I support and participate my company’s corporate values.

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	0%
	10%
	80%
	10%
	0%
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15. I get adequate support for strengthening my weaknesses and building on my strengths.

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	5%
	30%
	45%
	20%
	0%
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16. How do you feel about the responsibilities of your job?
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	15
	20%
	45
	15
	5
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17. Promotions are based primarily on Internal Marketing Strategy.
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	10
	30
	30
	30
	0
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18. I believe that my company is an equal opportunity employer.

	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	10%
	20%
	30%
	0%
	40%
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19. If my same grade officer is promoted due to only one particular skill it will de-motivate & I will think to apply in some other organization.
	No. of respondents
	Strongly Disagree
	Disagree
	Agree
	Strongly   Agree
	Do not know

	100
	5%
	25%
	30%
	10
	30%



[image: image19.wmf]5%

25%

30%

30%

10%

Strongly Disagree

Disagree

agree

do not know

Strongly Agree


Graph-20

20. What internal marketing strategy used by Organization to increase your satisfaction as an employee?

_________________________________________________________

_________________________________________________________

________________________________________________________

_________________________________________________________

_________________________________________________________

CHAPTER #5

SUMMARY OF FINDINGS, CONCLUSION &
RECOMMENDATIONS
6 Summary of findings

7 rESULTS HYPHOTHISIS

8 Conclusion

9 Recommendations

5.1 SUMMARY OF FINDINGS
Findings are based on the kind of responses received through questionnaires and short interviews. 
The findings can be divided into two categories 

· Primary

· Secondary

5.1.1
Primary

Primary findings are those findings which are in direct correlation with the subject of this topic and provide conclusive grounds for stating our hypothesis. The primary findings could only be arrived at after analyzing the secondary findings and integrating, interrelating individual findings of the questionnaire. The primary findings are summarized below 

· Since respondents are the employees of renowned and well known organizations of the world they possess a positive view towards the organizational performance, effectiveness, management, commitment and responsibility. But on the other hand a little dissatisfied with the politics that is running in the organization and this behavior was visible only to limited number of employees.
· All the employees were highly committed and hold a positive response towards Employees developments and motivation. They consider it as a vital apart of any organization’s success and development but their prime focus is on participative change with proper education and guidelines to follow.

· This research also shows that the need for Employee satisfaction is felt at every level of the organization i.e. at individual level, at group level, and at organizational level. But the most important is at the individual level because they are the one’s who are more important in Service sector and generate problems and issues which eventually affects the service providing organization’s performance.

· Technological resistance is more visible in these organizations but since they are multinationals they often behave as the pioneers in bringing new ideas and technologies to Pakistan. And many measures have been taken to overcome this issue like the continuous on the job and off the job training programs.

· The need for change intervention is also visible and employees need a proper goal based on the method SMART (specific, measurable, attainable, realistic, and time defined). Since the working standards of Service sector are almost the same other organizations, they have set their targets for the year following to remove the ambiguities regarding the performance of jobs. Clear and biased free performance appraisal and reward system.

5.1.2
Secondary

These are the findings that are most apparent and easy to comprehend and interpret. They do not provide direct linkage with a subject on hand but merely provide pieces of puzzle which have to be solved and combined to formulate the primary findings.

The secondary findings are as follows

· Employees prefer to be owned by the organization and to be considered as its valuable assets.

· Technological advancements have been increased over the years and adoption to these advancements is quite evident.

· Employees working in the above mentioned organizations are well aware and well informed about the ongoing changes and trends, and to some extent they are satisfied with the actions taken by their employers.

· Culture of the organization should be in accordance and in compliance with the country’s norms and values in which they are running their business.

5.2 RESULTING HYPOTHESIS
The statistical analysis of the empirical results of the questionnaire study as those results relate to the hypotheses presented in this research.

Empirical Model of the Hypothetical Model













5.2.1 Verification of Hypotheses:

Empirical results from this study (linear structure model analysis) strongly support all the hypotheses, namely that internal marketing has positive impacts on employee job satisfaction; and that employee job satisfaction and internal marketing both have positive impacts on performance of an organization. 

5.3 CONCLUSION

Internal marketing must precede conventional marketing campaigns if the latter are to succeed. Negative staff attitudes will affect quality of care, and negative word of mouth communication by customers and staff to the community will negate the effects of the marketing campaign.

In any organization especially in service sectors the only assets are the human resources that need to be care ford kindly. Many organizations Corroboration are that their employees are their most precious resources. It is necessary for this reason that the employees should be motivated for consistent delivery of high-class service which will experienced by the external customer. When employees function in a border line spanning position the motivation is too much significant, as in this span the employees involved in high levels of stress and burn out. Internal marketing strategy is proposed as an instrument to ensure that service employees are motivated properly. The internal marketing approach in any organization is Pakistan  have stood the test of time - and are now the required approach for organizations seeking to integrate their HR practice with the strategic and operational needs of the organization. In order to build internal marketing approach among the organization as employees is very important and it plays a vital role in organization’s success and growth.
5.4 RECOMMENDATIONS

As in good study recommendations should be unbiased, concrete and persuasive. I have paid special consideration in order to put the above mentioned elements in my recommendations. In internal market orientation human resource management and crosses marketing was purposeful limitations. 
The main role of top management is to influence workers behaviors especially service staff in a ways that will completely affect external customer’s awareness of the levels of service they receive. Therefore, managerial behavior can be explained as the equivalent of an external market orientation of the organization. It means that a tactical overview of educational change helps the given organization’s marketing direction as well.
Developing a clear strategic vision and successful internal marketing change process should started with the formulation of a clear vision, strategy which includes the necessary common values and expected behavior in order to function the new corporate strategy.
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Questionnaire
BAHRIA UNIVERSITY, ISLAMABAD

Thesis Research

Respondent’s Profile

Organization Name      _____________________________

Name (Optional) 

 _____________________________

Department    

 _____________________________

Position      

 _____________________________

Date          

 _____________________________

1. What is the 'primary aim' of your company?

2. Overall, how satisfied are you with organization you are working with as an employer? 

3. Your Organization's communication and planning (Please circle one number for each statement)

 

  I understand the long-term strategy 



  I have confidence in the leadership 

4. In your perspective do you think the current need assessment methodology is yielding the best results in Internal Marketing?

5.  Is training the backbone of your organization Just like Marketing?

6. I feel more committed to a career with the company this year than I did a year ago

7. Are there any recent changes in the company that might have affected motivation?

8. I receive both positive and negative feedback from my supervisor

9. Is the company's internal image consistent with its external one?

10.  What obstacles stop employees performing to best effect? 

11. I believe that the performance review system after Development and motivation is fair in my company

12. How involved are employees in company development?

13.  Authority motivates me to be more focus on my job related tasks.

14. I support and participate my company’s corporate values. 
15. I get adequate support for strengthening my weaknesses and building on my strengths.

16. How do you feel about the responsibilities of your job?
17. Promotions are based primarily on Internal Marketing Strategy.

18. I believe that my company is an equal opportunity employer.

19. If my same grade officer is promoted due to only one particular skill it will de-motivate & I will think to apply in some other organizations.

20. What internal marketing strategy used by Organization to increase your satisfaction as an employee?
Thank you
Internal


Marketing





Employee Job satisfaction





Employee Job satisfaction
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