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Abstract

This study aims to understanding the effect of the relationship between both
internal and interactive marketing on the quality of health care to achieve patient
loyalty. By examining the direct effects of internal and interactive marketing on
customer loyalty on one hand, and the indirect effects of quality of service as an
intermediate variable on the other hand. To achieve the objectives of the study, the
Structural Equation Modeling (SEM) was used to test the overall model of the study
by studying the views of both employees and patients in the public hospitals in the
wilaya of Biskra. Our study is based on two questionnaires distributed on both
employees and patients in these hospitals. After analyzing the data using various
tests in the AMOS program.

The study reached a number of results, most important of them are:
1. There are no statistically significant differences in the level of internal
marketing and satisfaction of employees in hospitals due to educational level, jobs
and wages, also differences were found due to experience.
2. There are no statistically significant differences in the interactive marketing,
quality of service, satisfaction and loyalty of patients due to the number of
hospital visits.
3. There is a direct effect of internal marketing on service quality, while there is
no effect between the two variables with the satisfaction of employees as an
intermediate variable.
4. There is no effect of internal marketing on the customer's loyalty with service
quality as an intermediate variable.
5. There is a direct effect of interactive marketing on customer loyalty, with
service quality as an intermediate variable.
The study also presented a set of recommendations which help the studied hospitals
to improve their efforts to reach customer loyalty by paying attention to their
employees.
Key words : Internal marketing, interactive marketing, service quality, customer

loyalty, hospitals
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o Study of: Ahmed Pervaiz et al, Internal Marketing and the mediating role of
organizational competencies, 2003. !
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o Study of: Atousa Farzad et al, The Effect Of Internal Marketing On Organizational
Commitment In Iranian Banks , 2008.2
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o Study of: Mornay Roberts-Lombard, Employees as customers-An Internal marketing
study of the avis Car rental group in South Africa , 2010. 3
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1 Ahmed Pervaiz et al, Internal Marketing and the mediating role of organizational competencies. European
Journal of Marketing, Vol 39, No 09, 2003.

2 Atousa Farzad et al, The Effect Of Internal Marketing On Organizational Commitment In Iranian Banks,
American Journal Of Applied Sciences,Vol 05, No 11,2008, pp 1480-1486.

3 Mornay Roberts-Lombard, Employees as customers-An Internal marketing study of the avis Car rental group
in South Africa, African Journal of Business Management VVol.4, N 4, April 2010, pp 362-372.
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o Study of: Mr .T. Dushyenthan, Interactive Marketing and Its Impact on Customer
Satisfaction: The Study of Mobile Communication Service Providers, 20122,
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2 Angela Hausman, Modeling the Patient-physician Service Encounter: Improving Patient Outcomes, Journal of
the Academy of Marketing Science, V 32, N 4, 2004, pp 403-417.
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o Study of: Alison M. Dean, Perspectives Service quality in call centers :implications for
customer loyalty, 2002.*
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o Study of : Hassan Ghorbani& Maedeh Mostafavi, The Impact Of Direct And Indirect Of
Internal Marketing On Service Quality And Mediating Role Of OCB, 2013.2
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o Study of : Al-Rousan & M.Ramzi,Badaruddin Mohamed , Customer Loyalty and The
Impact of Service Quality : The Case of Five Star Hotels In Jordan, 2010°.
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1 Alison M. Dean, Perspectives Service quality in call centers: implications for customer loyalty, Managing
Service Quality, Vol 12, N 06, 2002, pp 414-423.

2 Hassan Ghorbani &Maedeh Mostafavi, The Impact of Direct and Indirect of Internal Marketing On Service
Quality and Mediating Role of OCB, International Journal of Academic Research in Business and Social Sciences,
Vol.3, No.11, November 2013, pp 116-130.

3 Al-Rousan & M.Ramzi,Badaruddin Mohamed, Customer Loyalty And The Impact Of Service Quality :The
Case Of Five Star Hotels In Jordan, International Journal Of Business, Finance And Management Sciences, Vol 2,
No 3, 2010, pp 202-217.
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o Study of: Abdelmoti Abouroub et al, Relationship between Internal Marketing and
Service Quality with Customers Satisfaction, 2011.1
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1 Abdelmoti Abouroub et al, Relationship between Internal Marketing and Service Quality with Customers
Satisfaction, International Journal of Marketing Studies, Vol 3, No 02,2011, pp 107-118.
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Cit, P 46.

4 1bid, P47.

Ll Lasdl o Gulill Liagie Al sciladgilly GASLAY) oo Boadl (ulia pl335ul Lasil) 5aga (ubd ¢l eyl 2 s B

® Gummesson ; E : Internal Marketing in the Light of Relationship Marketing and Network Organization, In
Richard Varey & Lewis Barbara, Op-Cit, PP 27-42.

33



ALty AN (Al Gagedl sy Juadl

dpadanl) 3paall A cplelall ST Ga G skl daadlil (Ballantyne,2000) 4bys =
el Gosutl) CilBlall Lo g Gpuend Adals el slig Adjaall 2l Cangs 2l
O Rssall 8 Glelal Gl o e Gl 3N Gigdl) asede of (Gronroos ,2000) sy~
G Aardl Gaaals dillae Zel agadl Cdu 13) V) AUAiy A5uli€ die Boasall milially Lisall Vsdiag
Gilexdll DA o AL olail 2l I da g Aauli€ Faxdll Oolalal) Goiay o Al Jas oLl sasiy
Calaaly Galalel) Calaal dungi 5y pim Galad) Cuyaill e Calial G Plgile Jpeanll b ap A
Ali€ 80 sl 38 pe DU Al
Gasd A ALal)s sl "l o Al Giseall Ciide i ) (Dunmour,2002) sUls —
o3 2aay ol say Cangll Joeagll Jal e Gasdlially BED Aaul e 55 s gl Jab
23000 Al GsS Gaill e sy uat Al a1 3l
peranily aguyliy agilagiy Cpauliall Culaladl HLodl ga (Zeithmel & Bitner 2006) caws sag —
Al sagall il Al Jlad Cargs LansliSally claadl) jgig agilil<a
CalaaYl 3ann Apaa) ey cplelal) LY 5 cpila sl Alelaa o (Farzad et al, 2008) X5y —
Yol il e Jpanll Cargs age BlaaYly caaall cplalall Cds (DIS (g delanil
Suiats il cpils gl by e il Jal (he Jalade 2ea (Ahmed & Rafiq,2002) 4be —
0.l glls A el ilbmsil i Jladll adail (3aa3 b cpilasal) JalSsg
O Al Eun Aaadtuadl) Aladll s ad) il dga G e S (Gosanll Capad o oDl
Gronnroos, Varey, Zeithmal & Bitner ,Kotler, ) agie 4 pdall 3ylsall 3)2Y Caslye 430 15l (e i)
Lewis, ) Lol «Ldals aylall 35l el alassnd a5ty (Piercy & Morgan) eyl (ua & «(Farzad
BN Ol elmyy dsadl) ) g3k Aslal) Gasail) 09,0008 (Berry & Levey,
e 385 Cdals LS Cplalall iad Ay Add 4l e JSIA) Gagudl) Canan liSay JUilly
Ols Aalaiall Js¥) Boaad) Osbias pedl (Ao agall S I (e g Los 3a0d) Gagu (S pginadl

! Ballantyne David, A Relationship-mediated Theory of Internal Marketing, European Journal of Marketing,2003,
Vol 37,No 09, P 1243.

39 Lo (@l pass (gl IS CJLA 2

3 Michael Dunmour,Op-Cit, p 23
€109 238l ¢l duats Alaa ¢Aia ) GaUAY A cplalall et AN AR Gaged] cpn A8 faaal cpall e Loy ol aadd 4
.55 (a2 2012 (dasal) daala 34 dlas

5 Atousa Farzad et al, The Effect of Internal Marketing on Organizational Commitment in Iranian Banks,
American Journal of Applied Sciences,Vol 5, November 2008, P.1480

® Pervaiz K. Ahmed & Mohammed Rafig, Internal Marketing: Tools and Concepts For Customer-Focused
Management, Butterworth-Heinemann, Great Britain,2002, P 18.

34



ALty AN (Al Gagedl sy Juadl

83 a3 (s agilat)s agilalas (3ah L Layshis lparanad cangy Al Led dalaly cilaiie Jidi agdilla
A sall Cilaals cplalall Calaal Lo gt st dasl il AR Grsatl) Jang cagiling] da
AR Grgudl) asgia el Jala 1 AL g3l
b Bl Oe Gl e 2t e AR Gupadl) Caupanl opSiall dB (e Clalgsl s (651 cnaas
Adline Jalye ADG axamry ilalguls aladl Byims Jalall agll s (Berry et al,1976) Ja& (e 3,3l
Frdabe 20 ) AR Gasetl asede o e A daball pudi (Kars psiall gl
(Employees Motivation and Satisfaction) a&sla Jp Cralalad) et Al ya Y4
Jle¥1 b o A @l agang ccplalall Loays ueas Llead e Al ol cilalgnd le] <5
Gt DA e eDleall Fadiall Fandl 53 skt G AN Gaguil) asehe dingi padd ulS
claas selis AL Ly o lenlSal b pulalall Lia)y Baaal (55 L cplalall elal (gginna ok
1< (Thompson et al,1978) «(George,1977) & (Berry et al,1976) J& (e 3y Js¥ A3l G guil
e zoaily Any)aY) Ausjledll mllaadll J23s 5yl padi ol mlhaadl o Y1 ((Murray,1979) Jlel
callaglly culals LIS il sall Alelas adl Ao JAIA) Gaguil) 4 a8 (G35 (Berry,1981) Jlie as
aseiall (Sasser & Arbeit) (ye JS ol o5 Ausall Cilaal st ol agilala B Bl CilatieS
ol e ple Lo S cledll Jlae b Aals galahy LS calalad) sliasly plaa¥) e I5S);
pajaiad canpshi ccplagall Cplalall Glafin) deasdl dwgall (Jeo by (ol Caligall 4aay
dra Aaadliuly QLS Galalall Aales dauls g0 alall Gosadlly Lagilals cla)Y ago Llaadl;
Lia) 4ies Al Apals 8 835al) (e liginne ed 3an ) (525 Al Clalaal) 3815 bl
e Cus deadll 33say A3 Gagudll oy (Berry & Parasuraman,1991) Jleel culasy 35 i3l
Jalaill PAA (e pgy LliiaVly aajuints st pslais calage cpilage @i Aol 4l o AN (33 ol
Ot gl Alalaa Adnd o AN Gagudl ah Cun cpglalia) oo o) g cilaine (il a
eelalial (i 2aly claiie Cila gl Ja e 3l gsad) Ll i) say eDleeS
g5 Al ey (AN Gigudl) 8 mially G5l 3)S8 Aali (e sgdall 1 (A (et b (Sl
Al sl 40 lall Arpdall Aaals (as cOg il Lo Og R LIS Galasall dmy 2 (o3 (Aakagll) il
(o)l ) L aelals Blaiul ) as e Jons o)) Aabl Jsd Lo laYly
Adbl Alsall ) Jaad

1 Mohammed Rafiq & Pervaiz K. Ahmed , Advanced in The Internal Marketing Concept: Definition, Synthesis
and Extention, Journal of Services Marketing, Vol 14, No 6, 2000, P P 450-453.

35



ALty AN (Al Gagedl sy Juadl

(Customer Orientation) ¢slb 4agal) dla e <Ll

L al8 Auhy DA e cpels Ally Al Gagatl) okt dalye (e 30l 3l Als el 229
Goonill Ads iy L3 ae aleY) Ladll ilige Jelis Daaal e ) Cua (Gronnroos,1981)
S ss Y S ) il Bl gy delil Al e oS bl clalad Adandl e lal)
o2 (e Bhae o Jsanlly Aabiiall &gy sudll (apdll 53l (M g5 8 dy cuaad elyll) Adee S
g deldl) Jlae 8 53 agls Ol 4nsil) 13 agadl ilhge dbia o) dnal) o iy (il
Coags Tadlally Aaale¥) Cagieall b Galalall Ciillaglly 3geall Calide (3t 5y5 i o ST LS L3
Lad Aol Gagedl) Cape G (Llaly ca)lall gl Al pladsiud ) 28U ¢eIY) (g ad,)
Lo ol Opanie (pmmay 3 Galaladl o Jalall seanl) of slie¥) ":adl e (Gronnroos,1985)
Mgl a1 (G puailly gt SIS gt DA (e Clasa (3a3 olady (sl oy

Broadening the Internal ) _aill B\l doaiiay) L t A (Gagudl) 2 5gla pwgl ks
(Marketing Concept-Strategy Implementation and Change Management
OIS ~Aaaihany) aenl A < Al Gasadl) liel ) Gialll e 230 caady dlsall o2
Calal gins a3 Galalal) 5ylaY 8AS AIA) Grsedll Jaindll sall (50l e Il (Winter, 1985)
Calaal gaiat olai) ¢cplalall Saiaty adlats Jashads g 4s) o AR Gagetl) yen aaay (535 dassssall
el 403t (3] palindl Aad Jaih Gl ol agh e Y (K0 A Fdeal) DA (0 canizall
el (8 ey Adjee Liad Sy
bl o Jelall gaias b Al Gisedll 50 ) (Glasman & McAffee,1992) e JS L
sl Al sl 3lse cplalall EY) (e Jrany @3 UKL Aptdl 3lsall il gy A sl
iy sl pladin) AnlSa) e By @Al (Piercy & Morgan) zised jeks bl dgay (utd A
B (35u8 god DA o alally Aalall osedll Gagatl) el Jaliis Llaly alall (s et
c e\l Gl
@l Gam LAl Rgall e oa)all Ggdl) i s JS8 e il 23l o3 il
plage O ol Jalial IS R Gasedll ) Sl maaly dale Bail il psehd) Gaks )
Gosutll iladat (3l pags ) Ll @lld (ool L il daslie e calailly dalaie Y Adalal ALuaY|

!Mohammed Rafiq & Pervaiz K. Ahmed, Op-Cit, P 452.
36



ALty AN (Al Gagedl sy Juadl

g A Gisedll Guls S o (Ahmed & Rafig) 758l «banall (e g5 g Jadil a1
T ) 5ylay

AR Gagedl) Calaa] sl g 4
Je gulual ma a)lslY (egiia Galage Cpilase dlaal ) MR Gaseill (e Rasngall Cangs
& pabiy Lee Ai€en Ayl Jumdly AL Aeadl) (sacs paglans Lea il Lially a5 15 4l gunally
pod AR aserl) Calaal aal el s cdnsall Calaal gk
By i<l oSlaall Lagiis Loy ST culalal) dan 58 — Aly) Adadd ojliel — bl agudl) o —
O peds ae D ) Baulidll Adalall 35l Gl s 4da o iAW) i) o s cagiend]
Oalalall By guil) 3 sal) s 5ig Aaslal) leandll a sa S (gl e
peilitys LY Clalay dierie A8jpea o agibisine BS oy unsall (8 Galelall pen daa —
2 legadgiy Al Alall sagal) @l ciladdlls A jlae ol ity agShls agilagalas
Glubdl A Jeaills B (A deall Jal e Cojlaal psanty 31N SR sk sl —
P0sl Rend Jend ) AR cldeall
Aol ae daal dnjla cValal Jpasll Lathises dngall G Jlad il dalo alag) gl —
PES
5:@ Jiay Jslall Grguall Caaa ol (Varey & Lewis) Ll LS —
A gl Clolealls s 5 A Bl Jeal) e sane N5 (0 Cilaslaall @ilgid Juais 0
c ol Jladll & bl gl o
At Grgd o cpaildl) sl e Jaxs Al il Akl sl ©
Jaly Brsedl) 2auls Al Gyl s cdnsgall elime] cp ABDLalls ehaal) 50 aaas b el 0
sl B3 33 iy ety ¢l Ansill Aaals asehe elhely duial)
gy i) sl lad iobgine L A3l sl Calal o ) (Gronroos) wdus -
3seadly LU Al dpsluad) (e ddlle 75 aoai ddads dpedan A5y la ) sl G el

1 Mohammed Rafig & Pervaiz K. Ahmed , Op-Cit, P 453.
BN B S el a5all Aas Z )5 ¢ Calalad) a1 Agag e a1 (30U Aolia B ASIA (Gugedl) Cela) Cilawd (Sl a2
152 5a 2001 ¢ jae

3 Ballantyne,D, The Strengths and Weaknesses of Internal Marketing, In Richard Varey & Barbara Lewis ,Op-
Cit, P 43

4 Peter Mudie Internal Marketing :A Step so far , Op-Cit, p 263

% Richard Varey & Barbara Lewis , End- View directions for Management, Routledge, London, 2000, p 294

37



ALty AN (Al Gagedl sy Juadl

ooV At A aS5 AR (3ageal) Cilaal o 3 S (gl (e B cagalat] dgagall
O e Jalatlly sl Les ey
G e galele (Je Jpanll sa (Ewing and Caruana 1999) crwa Jalall gagudll Cargy WS
DL LS A rsetl) Garg LS L Aakiiall U6V BendlS agileles DA (e 3asalls 5USH (e
2y LS dngall Calaal (a8 A LA 8 agiae ey adyen cplalall o5 daain ) (Varey,2001)
205l L)l Jpmasll e shel) A8l g culitall A5) 315k oo clebaadl oy ghpall il b
il L b SN Gl Calaal casas LS -
AL xSl Ayl il gl Jaall Gaaliall alalall (s 0
bl cpand) cplalall e ddadladl o
pe Aol A8l 3 - laill aasea ol Il of Jal e pauiay cplalall 8 3B o
LY
i (e ylge Jird lasal Al & Sllaall poes o (0 (San A3 Gagull ©
(O Aabias a8 Calalal)

31 Gagedl Shelaly Aai] : ALY llaal)
palie aaf pliel dalall e <5 Al Bpad) 3lsall Aadil (e paall AN Grodll ety
Agdlally AualeY) Cistall (3 cplelelly Hlaa¥) sa 3hidll ol e Cinglls cerdll gl sl
Aisally daeadd) Clusall di (e dzndl Gohll & Jalall Gosadl) Clehals Aakiall (5l aa)lacls
ClBle el e La IS5 ¢peililSas agiig aajuinty agandiy culalad) sl 2aS 8 Gade Gl Lo

cebaY) ol Alaad) oa aal wass b QS Cabialy ¢lealale s langall 38 @bly) s
(Internal Communication) ngm\ Juay 1 S g A

& Frank (e JS 4jas cussall Jals Clagleal) alis J& s adpled ol & Al Juaiyls
Blasy (305 Mlgind) US4 Ransall Al cilesanally 2 o el T 4l Lle Browen
Aulafall lKually clolallly il palaally ooyl Aualal) Jlaiy)

A1 e Gl g (el LS alla L

U= 2012 36 alaal) <02 23a) Aylaill lubyall 4 eadll Alsdll o AAN O gl Liay (B 0)s35 ARSI Baguadl 3 gann alel) coleY) s °
.337

(JleeY) 53y La ) Aaall A4 VLAt B clasal) iligal Gidigh L) & ASIA Gagadll A sacll s ez lal) pdy) ol
42 522010 <1 2aell ¢ 6alad)

4 Sencis, D & Poloski, N, Op- Cit;p 7
38



ALty AN (Al Gagedl sy Juadl

AilE yskiy oly 8 Lulal ool Cum cuilisall ae WAl sedll JLai) padin of oo
LS cpellact Lagin ST aglany Loa dendll ads ) saaall ClehaYl uilasall Mol o5 dawall
g sn @ Jladll Jalal) Jhat¥ly . opulalad) Calaals Ledasysg G all Calaal sassg Jaall (38 3)S6 ac
payenas Al AAl e g (B Adulile agin GBLly Gual) deadd) cadke dasg 3l Gasadll e
Agstlad) 3 sadly Aeasll ot Jallyy Jead) e
(Motivation) Jaadl) : Ul & ,a1)
Ay sy assly ) Dl e iy bl i s D0 dalsrn (SLal) bl saany
ilas oa S8l gl Gaind ) dgunsi (b pendiy o O a0 bl A ada 58 Taly luea ISk
Jeall s 8 il A oyl degana (A Sl o) o g LAY loansar A ol gl ciabie g lud]
2. aagll o Aygina o Aol caelen 5 Aajd ) alsal) iy 'asils IS,
onis auaals Oppedi selans cRuginall neag) adys Galalall el Cpan sa SEall (e Canglly
a5 (sl Jumdl daxd anai o 5y Ialawind STy Wlially Liay ST agleny Laa andsead dussall
Ll Y] agmad] alalally (ALY o sbae (uilige (o Jgmanll 8 Jala) Gagedl) 4] g Le
il gall ey Lea 4lal Caniag Lo giatl Alaley ol e unliia Wil i 8505 Anlin (158 o iy
YL eyl Aala (gald) aiaill S Vs L daadd pudd (o puls daepimge pud e A L
sk edanll (sina elily caseall Cilie VIS dginall Silsalls Rban¥) oy i 26Y) By o8 oY
Y b ALl 35 eyl ALYl Yelelall e sl Bpdaally iYL Ayl closlel
Dbl lgatlise Saeat e 35 ) 8 Aaalil clo gl fdiulie dee By 55 JleeY) munsis
cJazmil il aa Jal o
(Empowerment) ¢pSail) : I g )3l
e dsanll & Galalall sac b DA e Gapall Lo ast A dalead) ()Y (Sl aaly -
Yaellacl oy aeile 5555al bl SATY g pabing Al cladlall aladiuly cled)

.370 u £2004 ¢ paa c‘_",:\‘)lé‘)l\ :\M\A Tv\;ﬂ\ :\:\K C_lb_,JuA ‘i:l‘)ai.-\-“ -\‘)‘JAS‘ S‘)‘Jl eu_ékm.q A mi 2
3 Christopher Lovelock et al, Op.cit., P 371

188 La ¢l pase cdielan) SLa Y
pstell Luaolal) Alse o(ALaYly 5y LS ilige (0 A o Lilae D) (AT glab 4Beg @) RSN (o)) e dsa
23 2 2010 ¢« 01 2aal ¢ 12 alaall cdpalaid¥ly au)laY1

39



ALty AN (Al Gagedl sy Juadl

Gaane A18Y) Jaghal) b calalally alaia¥) e aaiad B 30 4euls 45l (Blanchard) 4be LS -
b oAbl Gl gl Pl in €S oy () ) Al el 85kl peBle
Lasall caslsall

S gl aladiuly QLAY AT (g paall e ae b Al Adeall «ls (Ivancevich, 1997) 4d)e 3, —
Lyall D) ":asl (Bowen & Lawler) 4be LS . Aause 1adlse 50 JladV s calyhall ATV Lgsalbiag
GV all laals ashE AA3) 8 eaelus g A yeall 43k Aclidlly AR Al il S Calasall
)3l 1 pealic yn Alass ge 3)be Sl Gl (Bowen & Lawler) aas 335 .2'lg ] Jgeall 2y
oY) Lall b cplalall ae pealiall o3 ol Fusugall agi Cus IS A jaall (e sladll
Olalall s Al eb A jpeall Ll cdinigall old) Jon claglaally LAl AA3Y 500l miag Cus
P sal el G GBS (6 L el 3 A Las ael

Al aleY) dadll alasal dupal) elhel a4 o el ) obkid (Hoffman & Bateson) Ll —
1Sls 0l 4ngill o pplalall maadt b Laaysns Siaill oSl Uanys feglal il cilala
Jadll s o pSa lae Dsinad) agag) @iy O 5k Guupdll Aald Galalall 243158 e
Al el 8

Lee DDAl Sladly Gyl dupa agaiag LIS Gath gl Alalaa Ao 385 SNl 3 gudll o sedad

Copatl) A Ao Lad oS5 Aol Gy gatl) OIS aalS cplalal) €05 - agllect (e (iSaia pglen

SV aa b badl) ilga (adVls cuilasal) Slielis S Ba IS A Oibpdall sasl) 05

i agd e O dsugal) o (g5 puall (e praal @AY e lanlly Jabel) aSan (il crlalling )5

o i€l S Cojlaally agihal Guld e el clalbiial daubiall Jolal) slagly Capeaill 8 S

G uSall jasa sa 1ay cagles il e Al ghua) Tsbeaty o daypdi ¢ B aa Jalail b agila

e jall Calaal gaaan Sl a@.‘l\j Oty Calalall jaiad 8 aalug

21 Alad) 8Su 2k dana daslay ulalal) (641 Gdagl) Laajl) (Bl 2 Y cnSal AT ¢ andl deal Aadal ¢ o2 jalkl) deaa !
59 Ua 2015 77 Aadll 7 sxall Jlee¥I 5)ly) b
Ao skl b G alany) GlOd e Llase Aals thesdd) claliial) B il oYl b calelall (u€ad A aia dgens Dl 2
22 a 2012 ¢3iad Aaala ypdia i o5

3 Peter Mudie & Angela Cottam, Op-Cit, P131

4 Douglas Hoffman & John Bateson, Service Marketing: Concepts,Strategies & cases, South-Western,USA, 4%
Edition, 2011 ;P 265.

40



ALty AN (Al Gagedl sy Juadl

(Training and Developement) aghilly cuaail) saa)l) & 521
Oalalell (@blgas Cijlas) b Auaml sdially dakdall seall WS a4l e cupnll oy
~elsd (3aRals agdlal Ao ld (he alany Lo ¢agiliSobis Mbifis agilianadis agiligine CEa) o dgall
Dlsal) Baat sl Jadis Al Calaal Gaiat 8 agalendy daad sl agilnl Gias DA e
S il g ¢nplaY) Fdeal) slen 8 aeihlen A (e slui N Cihlea atis lasas 4l
Laalyall slaslg
G dal e Glileas Cijlae ADIA e 2V i Jalada ¢)pa) "rasl (Gounaris,2008) 4d e LS

2 aaaa

Uaulsy Agllaall el Gulls 5 aaa Cplale 16518 elgan cppmiall alas ":asly (Stoner) 4dje LS
csllaall JKAIL algall sl aldll agie Lsthaall Auads gl aleall lgie Cilaal (gaatl Glldy Basse zaly
Y, agie Lsthall Jlee Y1 elal 8 A ledy 30U ST 1935S i @lldg agilea Cpands agilestea 5215

oS dae 5o o Jpandl Lusliall A2kl aguysi s Cplagall Cplalall jlasls Clafinl 2ed
gl g Lo sall Gyl (g Ln Joay Loy Aadaiil) 280N llin alalall Lidlh Canlsll cileglaall (e
@A Jalilld ¢2a2aly Aalodly Aaleial) Cojlaad) ) A8LaY L (Lidagg L Zaasl) olal Aaldll cfledlly
S ae duzmdl el gl oy gealally Gamall A3l Jpasl ey

e ailed do Sy dll St oyl @lligh Cailsa sae (e Galalall o e SN Sy LS
pealen zeragis Ll gl aladind o peuny® iy s dendll i b Adell aa el e dessl)
S Bl S e b Aeas) Alee B Ol el ALaYL Leansy Ay sililly A )l
3 el Gl ae DA e @llg L3N aa aglalad Faals (g glalall o dpass e aV)
(G Hpmids Cayras dslus SIS may Ully Gl (S st puiza gy Calagall a5t Cus Al
G s a3 s LSl Andaill (AT Guilige UB e Osl) Jsd Jia o ums )aY) ol

Sl Juliy agiend Jagasil Cile sena )

223 0a (il papa silaias dus deal !
2 Gounaris, Op-Cit, p 71-72
87 U= 2005 5l il i) ) caall Jala Oslaladl (520 punall SN A iy sl ¢ puaill S sens Cnra?
4 Christopher Lovelock et al, Op-Cit, P 364.
® Douglas Hoffman & John Bateson, Op-Cit ,P 240
41



ALty AN (Al Gagedl sy Juadl

(Management Support) aY) asall @ gualdd) & 1)
Dl (Y} acall yiimas cagiliayly (AL Bans Aeds aadid 5)l0Y) acd () A 5alls (slalall o liny
zoV O gy @l Gl acally sl Clugal) a6 Ledid ¢agl Aileyy lgatlisal dugall i e
Abliall dadially e laa¥) datall duyks e (@IaY) peall Ly il Cpnt (8 agns culelall 4 gindl
OS5 G ecbonngal) ) oladl Galalall SV GlSsbus lalal el)s RIS pdlsall b Cuagad Cam
iy . agiabian lgalaaly agileleuls addsen i (53a5 pealadl Aussall Ll oo Lale &) 24V
Jalsall (e caguaiil alalall Casas G gall anas Jaliall degds Cana adial) acall (a0 o oSl julee
Al g2 Adplly Gibasll Holall e agandiy ageldial Jlae (8 A0 (asd il L gall ool
Laedlee b daleially B gall 8 Baled) )l Slasl 8 AS)Laal da )
(Service Culture)dasid) 48U : ualud) g 41
LSl Jaad) ) oS3 ) Claieally suleally (solaally al) Ao gane Lpadanl) A3 e
G ladglly Slaally @lalieYly all e e el ava e lebe AT Caas s 2SR
DS Jad aghSsls g 8 leardions Aime Bany ol Aelen f daliia G Lo sy
G S5 el Aalall olea) I S pailiadlly Cale)s aalls i) IS deadl) 28l sadi g
clai haiiyg agilalatly apads aibials <5 colaad) B 55 Dl slsals 388 Cladiall ¢oalalal)
13 Jadlly A sl e oy Gua Cplalal) (gl Raddll 38 Gty gl & A3 G el
At DA e G5 eelld el D Flad) 35 ) eadl) 23S fp e dgall dasd o
2l a3 & S laril agap die ShLaAl (e il Lo Sl cplelell i ) Jandl 8 35850001
O Qs dga (o Galalally HIY) (G ALY A8LLY L (Janll 8 dpslhaall Sllssually LSl
Feelaadl daalls clulall e Gl 3 QIS (AT dga (e gt cplalal)
obe b Loyl 55 Leild B end A8l8 Gl A Gaegal) b Jal gl o Lo e Ll
Y (6l R A8 GG ) dassall B AT Aga Gas o AN Gastl) o ey cplalall a3V
Araiall 8 Al sl e Wl 55 Cage A8 @bl aeldy aill e YY) Ll aag

56 (o @il pasa caaal gl Sle (oley sl aaud !
243 (a2 2002 ¢ e iupuSuy) aal) daalall s cdadsal) JlasY) 518 ccind ol DLl e
:328-327 (e = 2004 (plee sy Haall alall s (JeY) clabiia b clolaally D39 dolu (i) ol can s
A Ayl Cijlad) o de 2 Al Auby) colalall ol (A ASIA Gagul) leha) AT ol il Glans Bola glads glaps !
5 = 2006 Jaasall aala calai@¥ly 5))aY) LS Y] and (i Abiblaa

42



ALty AN (Al Gagedl sy Juadl

AR Bagedll Ldt  dla s Gl cullaal
G i) (e i hgla finlll ) Jaagl JAIA) (50l asgde sia e oyl PDIA g
WS Jsa pases i A3l Grsedll bl (g o oS5 L3S 350m A3l 5aseil) Ll a5k
s Banll 7 3la A dsas A AR Gageil) ale mey jalg LA mialy 730l aiag ) ol
Ly AR G peil) S 3
OSlgie Gpilasall el e Sy ()l (Berry) gises e
s Aeldll Gugudll Je S5 (sl (Gronroos) z 3 se

o) aadsaill G aaall e S5y 35 (Ahmed & Rafig) z 3se

(Berry’s Model) (5 g 3sai :Js¥) g4l
2igd A Gageill (Berry) g 3sal shuaal (ailiadll sl Jian
il S5y poandly o8 Aesaiall dany ) o LS cuiligdl Adlae o aSE -
Gy a4 ALy zLeal) & (ajd agillacly elldy il sall il ) aady Las (latiall)
il gl Jumily Balisa ¥l pgdas dnssgal
seely FLHIL Cpelys Caly (it sal Al Dle) (s Ay . ) Loyl (a3 Y] (525 Lao
Al e s (Al Gyl Liay by Baga ) ladd (50 aglead Osoill daadd d0ad

(Berry) cavs dnwngal) Calaal aaatd Jalal) 3sseil) ailiad Jolim S mas JUll JSal;

! pervaiz K. Ahmed & Mohammed Rafig, Op-Cit, P 13.
2 1bid, P 13.

43



ALty AN (Al Gagedl sy Juadl

3 Gasuall (Berry) z3sai 1(03)a) JS&d)

Cals gall Alalra
il gl
O S e e
\_ ) L\SA‘J d“}‘“"\h
A\ 4
4 . 2\
‘_A;\J C:LLAS 4331::}” v
— N J Llaadl g da
é{w‘ Ol sl e
(il sl . v N 050 el Sl
bl Ll
& J
) P \ 4 N
Rl R e Aasal Aind 3m g
yY s
\§ J

A 4

Oslla, g { Laaal) 33 9 }

Source: Pervaiz K. Ahmed & Mohammed Rafiq, Internal Marketing: Tools and Concepts for
Customer-Focused Management, Buterworth-heinemann, Great Britain, 2002, P 14.

(Gronroos’s Model) (g AgS 7 gl :g.'alfd\ g4l
O 33l AlSal (e 3 Ban B3 agls Ol ey (il dgas o (o asaill 2 i
A5 g AR el el dudily ST 2L Atay Jndl dedd 5asa g g Ao lil) (32508 Bie
L e Al 5y Caball malyy Glubu cpall maly aed P e el 3I3Y1 (e aeall
Slel cmr LE bl a3l Jlal Lo b e Balh aaliny dtes Resdll aii vie pilagal
mat dlee 8 s Cpegdie aglans Lee Lkt U Aadgedl) b)) A s gl cpilagall
Gl Ay el Optiaay omaly (silage dgng Aaddlly dseal) s34 acay BIAY) A Ghaay LAeadl)
iy el Gagudll (e BB e i lee LI e i Jelin ) sas Lee sl (Snes

Lol clasall (8 gais O3l Ly Gaiat b (gap cAalle 535am cilend

! Rafig Mohammed & Ahmed Parvaiz, A meta-model of internal marketing, In Richard Varey & Barbara Lewis,
Op- Cit, P 15.

44



ALty AN (Al Gagedl sy Juadl

SR G5l (GIONT00S) (s i S g 5 1(04) ) ISl

[ Lilad) 3)0aY) asa }

A 4

v
\ 4
AL 3 - zeln pe2
&)
) Cabs all
v \ A / v v v l

Cilasall Lin, sl s Shae Cilhpe < 425 JaSl e agalear Opilapall o8

[ ‘_g:_l.a.d\ Gl ]
\ 4
[ aaaall Blgn ]
v
[ Osl L) ]
v v

[ WY el HQ@A\?.}A@L&]

Source: Pervaiz K. Ahmed & Mohammed Rafiq, Internal Marketing: Tools and Concepts for
Customer-Focused Management, Buterworth-heinemann, Great Britain, 2002, P 16.

:(Rafiq & Ahmed) aaly (38) g dgai Gl g a1
cliin Jaal A (Berry) zisei b i) @yl dglae by cpladl cpadeal) (e B2l
Gosuill Lagiya o Ialaicls cAndsal (b Grsell aasill Jaal (531 (Gronroos) gz 3sais cpibasal) i
G e Bl ¢ Al Sipill oo LdS miag zisa skl daals Gy e JS B (A

45



ALty AN (Al Gagedl sy Juadl

G5 AN (seill Jladl) 3l o g 3gal) (ya g AR Grgell pualic cpy Aalsially Aol
LOSally il o JalSally Bl ¢ aaatll Llals Ak g il A5 C il Gl PA o
L) A aal dlle 3aga clead s Jllyy 050l 4aall diay (atlasall Lia) Gaaas ) (525 Le 1y
Lllh gy Ul (<l ¢l

-2l 3ipall (Rafig & Ahmed) wals (38 z35ai :(05) i) Jil)

Gl \‘ /= Jdal

Jalsall ) Onila gl
Jaadl gLl
el
v
Y Laa
Ol aa il bl

Source: Pervaiz K. Ahmed & Mohammed Rafiq, Internal Marketing: Tools and Concepts for
Customer-Focused Management, Buterworth-heinemann, Great Britain, 2002, P 14.

sl Lagdls JRIA ggudl) ABle al gl

Con alagl) Loajl A Gagedll ADa) Byl Caga caibubin aaly AR (3geal) dd)y aa
On A ) b canlisKa aly gl L)l Capas gy A8l 038 agns ciluall (ga SN i
colelall Ly o i gl Loally A (3 gl

! pervaiz K. Ahmed & Mohammed Rafig, Op-Cit, P P 17-19 .
46



ALty AN (Al Gagedl sy Juadl

Alagl Lyl s Yl
S Jad 3y Chars daall 3l olad Gulalall el ge ANl axtivy Gadagll Lajll asede ()
b Aaals e ) alee b iy 3 s sgally dasll B aiba b ojpedis 2l il
Glalat) Jeas 4l e Juds Jaall slas delially Loa)ll 250l i G (Robbins, 1983) jiiads .4iba
caic Lol et ¥ (A ol abens il e Al G lld o GSal) oy cdanll aa g dlal
Lalee ce 4l Ll lalal e Ty85a Sy 05 28 4ild
Garas bl ol LA AL e Aealid) saladl et Alla bl L)) agebe Jia LS
AouluY! alala ae ity oliay (383 Alme iyl
oo Los cle Aiga b Jaall ol 0l Ly et A Ausladally GaY) laie iy b Cipey WS
Zaada gl b hely il JhEaY) e aeluy ol iy ¢ duday Sl b (e L Jasd)
LS cdndy dinadd Cilewy Alspay bl Lulie 1 48 an 3 (gad) e )il Loay Cilging
o il G el el o e by U lall dapha o leall dnige o Ll Gy
Ay g 0 gad
i ek 2jill (glay) S adagd) sl ) cuaid) e g Y deadl e cplalall Ly
Y 8 Gl Gl Ay cdaall caaie Gl G gladitd calee o 2l Slads e Lol Gy
el alasl) Laplld ccabian Ly Al danills Legaladsn oY @lldg caad) 138 slad ol Gy oyl
o ke ade Jany Loy 2al) Sl o Al e @8 s Jaell Caligl) Alaiad 4l La
iliag e (e Agiing Lo pe agilaig Caee i LS ol (sal Liayll alaid ccaulSa
s e pes i) o slanall 8 Aala) Aslay) Sl Lol 4aSas sl La s
o A spmlls 2L e Gy Glld S bl Mas) b ALy Ly clBle (e el
b saxia sehe Gudasl) Laa)ll o Gl g 1agls cJaal) o Lia)ll dlie g ¢ puggsall
(Alagh Ll slaf : Ll
el sal) b Galelall gl gl) Liapll 5535 alsad) aans Jsm cpinll) Ty by cannes
Jaalls alats Lo Lgas ¢Janl) By 3o 4l Lo lgiad e giie 4iiins ) (258 ) Jalsall of anid
s Jalall ety Lo Lgiay cdand

1 Robbins S.P, Organizational behavior: Concepts, Controversies and Applications, Prentice-Hall, New York,
1983, P 156

21 23al) gl asle Sluly (olas Alkaia (b L g dpaall Sl il (520 Gard) o8 Laasl) (3 e (iss c(Stagll e 2
463 a 2002 6 alad)
47



ALty AN (Al Gagedl sy Juadl

tob L aas olal) 13 & Sl g ga

Gl Jeall ot (Alladll 3ala) Jading cAiadagll e Loyl ) (535 clpiie Aused llia
Whally sa¥ls cJaall (8 Dlasll e alawi¥ly cAaliall Gajilly cJaall gl cJanll & L)
Agaal 4 aey Ll QIS celanl) 35als a1 G Lele Jhaniall

Oty bl e Baanie Dabilay alsds cula oo Liy Gada gl Laall O ) (ol Ll
Jaall leha) e Aalaall ol Cslu¥)y Janl) Jaima SISy cJaall ooy (ot yl) ¢l

Misd e clesana (pandn KA Aalas Jalgall alins Istin Gfialll Gy s AT Aga 00

2k LS gy BIA e G gie aa

5y Auaedl] Alalls L jand) cliall Mia caguatil Galalall Cillgas iy 3lamis (AN Jalgal)

o danll il 550 (gra Ll slems Jalsall o3a5 ¢ Giladl Jaalls Bzl b danal

- olelal)

(Jasd) lehaly cullds alai e Liajll Jadiy cdgall Jals alaalls 3lais dsalBitl) Jajgal) o
Las bl e La)lly daadl Jagyds gk o Laa)lly cedailly elug)lls A8l (e L)y
] e lede Ll deats

I Al Cag N o) ol cpelal s ¢ e lanl) oY) dalsa latis i Al Jalsall e
il g olas Calsall ilalall (Sobll Caslatl) e o)ige 4l (BN HUaY 15 ccalagall Lo Lis
Hsedll jealiall o3¢) Juait L Lads

dasieal ¥y S8l LUS dajy ) e Gl t B Gy Bl e Ladl e
o Lealing ClIKA b (sial Galalad) ¥sa o) e aSllly cdisngall 8 cplalad) 380
Al Alelaally dgn e Aladl GEleally 5aY) rdedn s cdeall B ey S aseal
(A dga e slilly il (aluaY)

£i5is aaa Cun e 3l alidy (N el i Jaal) Aapds Laii i tdaal) daks oo Lagll @
Jeall gyl o QIS gkl o Ly Weiloen 5l lima dasll b dusllaall aleal
Ausugall 8 BL il aaglly Sl

el Al Aial) S GUGAN B Cmasmad) by gt o Galalall Al Liajlly L) Cblsall ¢ gymsil) palyl dene 1
.46 o= 2006 2 M\ 12 2=l ch\Jy\_‘
133 Ga ¢12 el <5 aal cdlpapdl ilad dlaa calal) 51391 Bigal (b dast) B0 Adagl) Laayd) ¢ GIAl) v Cinals

48



ALty AN (Al Gagedl sy Juadl

el Ansnsdall Ja1a cplaladl cpy delal) lasi e L)l Jngs edkail) aa ABMal oo Ll o
Clilaa sl ) deall Aalal) Gyl Gl W) ez Al S Gacluay gl
cOalalall G Jalaiall ol ia¥lg AR jaat
iyl Cegialls bl Bl Cilalindy ok ey aal) 13ag slupll o8 Ll e
cisiyn ol Agnsall opalsls BHE (& Gut )l moeass cagall G L)
e Lady cihlee puskis a8l o 3dll Ly o Gy bdigh adl) gajd o8 Lo o
e Jaalls daliall R85 ja)d
G ) aaal) e el agiillag slat agilSolus cplalal) Callse Ay ol it of oKay
G5 Galalad) L) 33L5 oY @llyg coplalal) Ly e 55 ) alsall pgiiy a3 of dalaia (g} e
U Clsall Ay cplalall Calge Ay ULy cAasssally SHBU alad) ) (g5ise cpans )
G i A algad) 8 o) U8 Cgllae Sl sag Baaal) Ale 8 Tl aad Liajl) agd a3
Balaadly L)l salll gl (32
Alagh Laylly ALl gagudt) TG
L Ly il ulidy aula Gillae s cplalall Ly o e odinlll (e S0 s
clelally Cpaslad) LR G delal) 05 Gam load) ciladaie 8 Aald cdaliiall el
ST g @€Yy dalle Ao el
b Ll Fladl olan cleadll laga 3yl o < 1(Schneider and Bowen, 1993) jLsls
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1 Scheneider B & Bowen D, The Services Organization: Human Resources Management is Crucial,
Organizational dynamics, Spring 1993, P P 39-52.
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Berry L & Parasuraman A, Services Starts from Within, Op- Cit, PP 25-34.!
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idadie olee it il el (ya Aludis el IS (gaat B (AT s b ol el adally (llal)
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! Mary Jo Bitner et al, The Service Encounter: Diagnosing Favorable and Unfavorable Incidents, Journal of
Marketing, Vol.54, January 1990, P 72.

2 Swati Singh, Positive Service Encounter: A Tool for Customer Loyalty in Retail, Journal of Business Theory and
Practice, Vol. 1, No. 2, 2013, P 245.

.89 L= ¢deaail) allas 53} (DAl yuda ‘@LLS\ daa 3
4 Christopher Lovelock & Lauren Wright, Principles of service marketing and management, P 53

® Michael R.Solomon et al, A Role Theory Perspective on Dyadic Interactions: The Service Encounter, Journal of
Marketing, VVol. 49, Winter 1985, PP 100-102.
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! Steve Baron & Kim Harris, Services Marketing: Text and Cases, 2" Edition, Palgrave Macmilian, New York,
2003, p 60.

.143 U= 62002%}1.«9 “)Sd\ J\A Pl A:\\.r_ cg_ﬂg.\ C)\.-a :Le;‘):\ ‘w\ calaadld) ‘33\,“3‘, 5‘)\-1! GUJ)AB é_\:\l u‘x:\s_jiz
3 Denis Lapert, Op-Cit, P P 21-23.
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2Christopher Lovelock & Lauren Wright, Op-Cit, P 54.
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4Christopher Lovelock & Lauren Wright, Op-Cit, P 54.
53



ALty AN (Al Gagedl sy Juadl

] jealiall IS Jelis Cany LS . (back office) 4a)) oSal lerle mllaay 35 2 (5a1s (front
dna zali dolis (385 05l Aead) Z ) a8y (305ui€ Aerdl) adkes aLaaY) PA (e Bus dexd
sl el oalal) (3 geill Cilaal gaias Nl
danil) alas clig€a 1Y) gAY
Ay Cu (Service operations) A culalee (ro Cilge aldar 4ty dendl) dadaie liic) (e
el Cilajie dag Gun gy derdll yalie o Jooanll cMa dallas
O IS A (Servuction) e e i (Service Operation  System) deasll &Ll allas 3gay
oty aadaml U " rash slije s alaill Aoyl (e o) Ca (1987 4iu (Eiglier & Langeard)
paibad o (5iat Aadd adi (gaiail ()5 pally (Aakaie —(ys0)) JAI0 20l Aalall jealiall aaesl
Plinn 5330 B35 (Snng Al
% b WS allail) 1363 335K paliall aal (Eiglier & Langeard) a3
Cuaall 35S0 Y 40 e N Aedll dgag) Logas Ll)i)m lyaic iy :(The customer) Og230.1
QAL ¢ pilan G5y 5 gl LS Alay Bl 5 3238 8528 A8 agasS ) agay e
el ae Alle sasa il GlBle ol Aperdll Auwgall e i
s (Al el Z Uy &y pall alall Jilusll Jedns :(Physical environment) (galall asal) .2
pdlae e sl 5pdlae Rl iy laa i) ol (ouidagall) JLai¥) sl SF 0 a3l) ot cn
) e 058 A Aald) Al Alia) dead) L) & Aeadisall YY1 SV e 05,
sSeally el cadsall 1 e aeall 13gs Al
3 Usilasall sy 1alys 1(Contact personnel/Service provider) dwxil) adda [Jluaiy) oNssi.3
el @) 8 JLia) gleel€ L bl ae pilie Jlail (Ao aa ¢pdlly Faddll dasiall dusssall
B3y Grayaalls LY Cpalal] aadll parke 5l L Ja Jlae 8 Glisad) o Cijliadl)
el dabiie e Ol B3 (1685 (A S 50 aels
calall aahaill Glasleall jaaeSy LI pe (pleliiaS Aagaie Adhy agd Aeddd) silage yomys
Glard w28 A Slangal)l eV 8 gl Tald Ggall bl Budls 8hae (5 pie Loty

S obelal) S e SIS uding Balal) (uiiy aaly ) sgand]

! Pierre Eiglier & Eric Langeard; Servuction: Le marketing des services, Ediscience International, Paris, 5¢tirage,
1994, p 15.
2|bid, PP 16-17
3 Douglas Hoffman & John Bateson, Op-Cit, P 10.
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1 Mary Jo Bitner et al, Critical Service Encounters: The Employee’s Viewpoint, Journal of Marketing, Vol.58,
October 1994, P P 95-105.
2 Steve Baron & Kim Harris, Op-Cit, P 58
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**A.S.Q: American Society of Quality.

*** ],S.0: International Standards Organization.

! Joy Heizer & Barry Render, Operation Management, Prentice hall, New Jersey, 3 edition, 2001, p 171.
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& e G Al Hige a8 Gum Lali V) Jalee alaaly o8 Gus (Pearson,1896) Jleel DA (1
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caeLaa¥) aglell 8 Aadall i aladiul g5l WS Llaies ST 230 8 L) Cllaes laadY]
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3 Randall E. Schumacher & Richard G. Lomax, A Beginner's Guide to Strﬁuctural Equation Modeling, 3 edition,

Routledge, New York, 2010, P 05
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i) ol Ll Gamla cpuniall il aes 3 Adasgl) arially cdalil) chiall (e JS Jadiig
2. 6AY! ddal
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S pile e (K 4nld 2y sl il A gias
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! Rex B. Kline, Principles and Practices of Structural Equation Modeling, 3 edition, P 15
2 Barbara M. Byrne, Structural Equation Modeling with Amos: Basic Concepts, Applications and Programming, 2
nd edition, Routledge, New York, 2010 ,p 5
3 Joseph F. Hair, Op- Cit, p 682
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! Randall E. Schumacher & Richard G. Lomax, Op- Cit, p 2.
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B oh e Al (g 0sSig ekl € plid) 8 Auliall jualiall (40 de sene Ly 50
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Gl e g Bl ) A O o) s Baame Gl B85 i N pualial) o e
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1 Raymond Thiétart et coll, Méthodes de Recherche en Management, Dunod, Paris, 1999, p265.
2 Umma Sekaran, Research Methods for Business a Skill Building Approach, 4th edition, John Wiley & Sons, New
York, 2004, P 440.
% Joseph F. Hair, Multivariate Data Analysis, 71" Edition, Pearson Prentice Hall, 2010, P 679.
4 lbid, p 679.
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! Claes Fornell & David Larker, Evaluating Stractural Equation Models with Unobservable Variables and
Measurement Error, Journal of Marketing Reasearch, Vol 18, February 1981, P 40.
2 Bagozzi, Richard et al, Assessing Construct Validity in Organizational Research, Administrative Service Quartely,
Vol 36, N 3, 1991, P P 420-425
% Bagozzi, Richard P. and Yi, Y, the Evaluation of Structural Equation Models, Journal of the Academy of
Marketing Science, Vol. 16. Vol 36, N 3, 1988, P 78.
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2 Raymond-Alain Thietart et al, Méthodes de Recherche en Management, 4™ édition, Dunod, Paris, 2014, P 121
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