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Abstract

Traditionally, marketing activities focus on interactive communications between the
organization and their customers. However, the nature of role played by organizations’
employees in determining the level of quality and customer satisfaction can be effectively done
via the organizations’ employees. Extant research in marketing has focused on the development
of new products/ services and analysis of customer needs. However, there is a lack of research
looking at internal marketing practices and how this contributes to improving marketing
activities and employees’ satisfaction. The present study aims to identify the concepts of
internal marketing and its importance and to measure the impact of internal marketing on
satisfaction of employees and efficiency of external marketing activities in Egyptian travel
agencies. The current study developed two main hypotheses to achieve its aims as follows:
internal marketing practices are positively affecting the efficiency of external marketing
activities, and the adoption of internal marketing practices in travel agencies could help
improve the satisfaction of their employees.

The present study employed the quantitative method to test the hypotheses by analyzing 275
questionnaire forms collected from Egyptian travel agencies category (A) based in Greator
Cairo in Egypt using the simple random sample technique. Main resuts showed that more than
half of travel agencies adopt internal marketing activities and this adoption has a positive effect
on employees’ satisfaction and efficiency of external marketing activities of travel agencies.
The present study suggests some useful recommendations for travel agencies for better
adoption of internal marketing practices.

Keywords: Internal marketing, knowledge-sharing, employee satisfaction, travel agencies,

Egypt
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