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The evaluation of internal marketing practices in brokerage
firms (A Field study in all brokerage firms in Damascus)

Omran Al Tala”
(Received 7/6/2016. Accepted 10 /7 /2016)

O ABSTRACT O

This paper aims to evaluate internal marketing practices (the service culture, the
internal training and disseminate the marketing information to employees) in all brokerage
firms in Damascus. The research adopted quantitative approach and positivism philosophy
besides deductive approach as scientific methodology for the research. The research
population included employees working in all brokerage firms, (95) questionnaires were
distributed to the workers in brokerage firms, (80) questionnaires were responded, the
response rate was (84.21%).

By using appropriate statistical methods, the study reached the following results:

1. There is service culture within brokerage firms working in Damascus.

2. There is no internal marketing within brokerage firms working in Damascus.

3. All brokerage firms in Damascus disseminated the marketing information to employees.

4.There were no statistically significant differences between the averages of
employees’ evaluation of internal training in brokerage firms according to the number of
experience years, while there were statistically significant differences between the
averages of employees’ evaluation of service culture and disseminate the marketing
information to employees in brokerage firms according to the number of experience years.

Keywords: Internal Marketing, Service Culture, Internal Training, Publishing the
marketing information to the employees, Brokerage firms.

‘Master -Department of Business Administration- Faculty of Economics- Damascus University —
Damascus- Syria
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791.0 7 AEUR N
0.757 7 gl Claglaall s

Gald) Aae) (a1 jdaal)

sl m pme 09 0.7 cisla Ly S W Jelae e o Bad) Jyoall liana DA (e 2
e Aty Al e e ARl i L (e Bam Aa i) i o Jy 1y DA GLau)

A e
Lla) Adalagh lSyd 8 Lla Basladd) Aaadd) A8UEE 0y Agina (398 gl oY) Lyeand )l dpida i) o0

ldei caalel) Aaadl) LS (g (el Alde Cpacda Alalal)

Alaal J88s jgaal) 13 JalSly Lasil) A | gaa el g baall Ciliaiyly abual) bugiall o :(3) ad; Jsaad

N Mean
N Std. Deviation
Y|
== - ol Gy
il bl -
Ll ganally Sladball st alas Guyla (e deadl) A8l G 80 4.1125 91394
Jaall 8 Gglladll LSl ae bl ol e Aardll A8l G Sy 80 3.5250 .85647
LAl A 3 Oalaladlg 3y ( ASHLE) Bayda e Aeadd) A4l Zw i Sy
&9 o e ; S 80 | 3.5875 89575
Ll
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Pl Alla) Aalugl) Sy 6 ANl Gygatl] il )y anis

caall 3 G0 aladin) Bk e Aeddl) A6 g 80 3.7250 91368
colalall G e leall Jaally il e Ginl) Bk e daddl) 266 g 80 4.1000 .86566
Aediall Laxdll sasa 8 Galalall alell oall 350 5yl &y 80 4.3625 71589

Lty Galalall s e Ll Culiall 5,0€ Ganl daxis 48500 5yl &y 80 4.1875 73077
conbaiill apel) A 3 agl o il cplelell ) ASHAl 5 s 80 3.7875 1.01500

& sanal 80 3.9234 44717

Cald) das) (a1 jdaal)

i 1305 (3 ) Al e el IS eyl 281K Al cillansiall 28K (3) ) Jsanl) (e Jaadls

Gl daxd Al asa o Adlge Auhall dne of o ¢ AaL) chlal e Al e duhall e o))l e o
) olial el o5 Llaa) Alla e ol dlla dalsall 038 ulS 1Y) L oyl Jal (as ALl Adalsgl) 0S5

Y Jsaall 2 (one—sample t test

abal) A9 ae Al ¥ jeaall e baugia ¢ 3N Ajaga g2 One-sample t test jLad) dai :(4) ad) Jgaall

One-Sample Test
Test Value =3
- . Mean 95% Confid?nce Interval of
T Df Sig. (2-tailed) . the Difference
Difference

Lower Upper

Q1 10.887 79 .000 1.11250 9091 1.3159
Q2 5.483 79 .000 .52500 3344 7156
Q3 5.866 79 .000 58750 3882 7868
Q4 7.097 79 .000 72500 5217 9283
Q5 11.366 79 .000 1.10000 9074 1.2926
Q6 17.023 79 .000 1.36250 1.2032 1.5218
Q7 14.535 79 .000 1.18750 1.0249 1.3501
Q8 6.940 79 .000 718750 5616 1.0134
daddl) 488 | 18471 | 79 .000 92344 .8239 1.0229

1 b Wy o a8, ¢3.923

Galldl dlas) Gz uaall

Ranill A8lE yna Jene o agihl oeafivsal) Duls) ausia &l

10.05 A2 (55t die (uledll S alus e 3 Aaall) sball Ao ae A3EAL (gpasn IS8 ST dangidll

) Sy My penall 138 8 3)5 Lo Jene o Tsdils 28 g3l oaiaall 318Y) o
L hied Aide (e Alaladl Alall Al o)) IS 5 sl dand ABME 35

e

C_\.\.\.\.n.'i

Al Sy B Llla agagall (AR qu il dygina (5958 2o 5 Al dpaniyll dua A <

t0 89 caalel) AR Gupatll Gg (Bt Adpda (e Adalald) Adlal)

Alea) 88y jaal 13 Jalsly U1 qul saa bl g bmall Gilaily aluadl Bagiall o8 :(5) ad) Jgaal

N

Aall aaa

Mean
ieal) Lo gidl)

Std. Deviation
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Clalall x5 ) 505 alatia mali 3 AS AN (8 aa 80 1.93 1.003
nshi Ll (e )5 4 sllaall il slaall waan cplelall o 3l geali ) 353 20 181 969
Oslelal) 5 g 5 36iS ' ‘
‘ya dla a4 ) il e gl 3adad 4 3 5 ) gl Y]
Jandl Jal 5
w0l Bleall 3 Galalal) gen &L 80 1.93 .839
el s A e 8 Aol il CulliY) e A8 02 30 1.98 1.031
LeabuiS) a2l jlgeall 5 ila slaall Jual g Caany 3 ey 4S ) 5 1) g3 90 188 817
il Al JDA : '
Cnlalall Cop i) el s i dpaa] e 385l 510 S5 80 2.64 984
SR ) 80 2.0964 48366

Gald) das) (a1 jdaal)

i 135 (3 ) dad o il cilS chylaall A8S Ayl e siall 23S 1 (5) a8y Jsandl e Jaadls
G dsa e Alse e Aubal) Aie o ol ¢ AL hlall o Al e Al Aue o)l ases
shal @ Uilas) da e 5 Jla (il 138 (1S 1) L Capal) Jal ey ALl dalassl) <S55 ol s
Y Jsaall 3 (one—sample t test ) jlaal

aball Aoy e A4l Al Gupul) ) sae clhle bagia o @A A aga a3l one—sample t test jLid) Aai (6) a8 Jgaadl

One-Sample Test

Test Value =3
. 95% Confidence Interval of
Sig. Mean .
T . . the Difference
(2-tailed) Difference
Lower Upper
Q9 -9.582 .000 -1.075 -1.30 -.85
Q10 -10.960 .000 -1.188 -1.40 -.97
Q11 -3.740 .000 -475 -73 -22
Q12 -11.466 .000 -1.075 -1.26 -.89
Q13 -8.893 .000 -1.025 -1.25 -.80
Q14 -12.314 .000 -1.125 -1.31 -.94
Q15 -3.295 .001 -.362 -.58 -.14
AR Gyl -16.709 .000 -.90357 -1.0112 -.7959
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1 ol laay) o sy ¢2.096

Aasil) B8 ppma Jame o gl omiiondl Aila) T gie &L
Zaall) sbal A5 e AL (a5 S0 Jial Lo gidl)

OSay by Hsaad) 138 8 35 e Jane oI5l ol agihl aatiall 33V ol mans Julls .0.05
- 3ied Ade Cpania Alalall Allal) Aabigll WSS (gal ANy )X dgag a2 LY

g Cplalald A gl claghaall yety Adlal) Alabeagl) il yeh o g RSN A Loyl o

Alaal JSGs jgaal) 138 JalSly £ pa) clashial) jdi saa cihlal g baal) Cilaily abuall bagial) ad 1(7) oy Jgaall

N Mean Std. Deviation
Ll pan | olead) Bugidl | (g)lmall CibatY)
@50 U8 plelall 1) Leluagig L g o glaall gty 4,50 5l o 5 80 3.68 776
Aoy 361y Galalall ) A gl JlaeY) dgali 8 il gleall alasiad 2y 80 3.69 1.121
AGa 5yl e syl il dapls ae o slaall pas 80 2.85 1.170
opdiad) o Tl <Y1 JladU Ay agl e cplalad) 1) 4S80 5y 80 3.54 .856
ety JLadU i ulld 3580 5] axdis 80 4.18 991
sl clerdlly dileial) 4yl ilesbeally alalall a5 55 A5a0 30 a5 80 4.28 .842
Aadial) lerdll dapde 3 Jhantn o clias ) sl Galalall 3550 5)l) Jagas 80 4.19 956
Ay gl laglaall 80 3.7696 .50648

dalul dlae) ¢ yaaall

Slef cails— (18) ady 3yleall ae— clial) 211 Abiaal) lans sial) 288 (7)) a8y Jsandl (e daadls

Ylea) 4alse duhll die o (6f ¢ ALl cllall e d3lse duhll die o)) aline of iy 1305 (3) dad 00
s CulS 1)) Lo Capaill Jal (g . Lgoal (il gull 3 gl il sheall iy ALl ddalusgll 0l ald e
) Jsaall 8 (one—sample t test ) jlidl o)) & Lileas) &y e f &l 4 )

A8l clagheal) H&5 9o chbe hugia (o GUW) Aasa gl one—sample t test Lad) 43 :(8) B Jgaad)

abal) da ) ae A3l

One-Sample Test
Test Value =3
‘ ‘ Mean 95% Confid'ence Interval of
T Df Sig. (2-tailed) . the Difference
Difference
Lower Upper
Qle 7.782 79 .000 .675 .50 .85
Q17 5.488 79 .000 .688 44 .94
Q18 -1.146 79 255 -.150 -41 A1
Q19 5.616 79 .000 .538 35 73
Q20 10.607 79 .000 1.175 95 1.40
Q21 13.551 79 .000 1.275 1.09 1.46
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Q22 11.111

79 .000

1.188

97

1.40

T gol) claglaall s | 13,592

79 .000

716964

.6569

.8824

daludl dlae) ¢ yiaall

DWERY) G 85 ¢3.769  Asedl) Claglaall 533 jsae Jene (o pgil)] (oafinall D) Jasia il
simsa i (euledl S ol e 3 Al sbal) ao pe A5lEAIL (ass IS ST dausiall 138 o
.0.05 aya

(18) o8y lndl oLty — jonall 138 (b 3y5 Le Jana (o il 38 il oafivnall 23Y) ol itins
ALadls Lo 3 clilian) JIa e @l IS ols Hladl oda o filse e gl aindl) Y IS S
sl s sl el ilS Jaillys 8508 Aadll (go Ji OIS Jangiall of o J Sl dadud) (T) e e
iy guil) ilasbeall iy 3iad Lt (panm Alelall Ldlall Aalissl) S5 oLy 7 by (S il 285
Jsn Aduaill Closbeall LW Aalussl) US55 alh ge DU 35 58 GlId & Canaal) (0S5 35 clgd (plalall
AiSae Ak Jumily pll dend Jad e Jesdl

ClSd A calalal) Clagdl cillasgia (e Axilas) AV <l 598 aagi 1 daglll Lyl L @)
Bl Cilgia 8 Guay AN Gagudl) Cile Y Adlall Aalusl)

el augidl ad (9) &8y Jsaall ans <One—way ANOVA 5l aag calall Hlial Galad
Ot O o) Gl dae Casay AT (Bsuil) e hals Lalall ADEN glaall gylmall CalaiVl;
Dbl Gadail Jajyd gy A5l 8yl e sama G bl Guailad (gyail Gl Hlis) 235 (10) a8y Jsaal)
Ju Lae AN slaall IS0 dauilly 0.05 AV (g5iue die daen pe HLEAY) dagn oL Jaadlsy, AANOVA
G il LaaY sl i) (Budss ZalSaly Alial) Adiaal 88 e sana O cplill Guilas Jayd i3 e
8ys83all Ao il

Ao e Sig. sl dygina ol Baadlig ol aimy cplil) Hlial A (11 ) a8y dsaall gy
Gsise die Lilas) 4y culS Ll a8 daid 3l i) jgaad Lally 0.05 AN (g5t vie Lilias)
t Y ) (e s 4 il Clasheall s deail) 48l gy pnal duailly 0.05 AV

apall bl ddalagl) iS58 A cplalal) leni Sllas e G Adilan] AV 1D G5 8 29a p2e >
Byall Glgie 2o sy JSa

daaa) 28l L) Aalugl) 55 8 Cplelall Cilagl Cillans gia (yn Ailan] AN 3 (3508 35ay >
Byl Gilgie dae s

ol bl ddabugl) s A cplalal) lepi Slas i G Ailaa] ANV 1D G5 8 290 >
Syl Cilgi 20 G Ay guiil) il glaall

Oslalad) 508 ilgien aaad e ASIA (Bgal) ) slaal el cilblai¥ly dpland) cillangiall ad 1(9) a8 Jgaall

N Mean Std. Deviation

deadl) 48l s 3 e JA 55 | 3.7886 40317

445
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Glgis 5-3 9 3.9167 .25769

Glsus 10-6 5 4.0500 28777

Clsin 10 e ST [ 11 | 4.5455 .28653

Clsie3 e il | 55 | 2.0805 45489

ERE Glgis 5-3 9 2.2540 .52866
) Glsus 10-6 2.1143 92251
s 10 e 28 | 11| 2.0390 37302

Clsin3 e il | 55 | 3.7039 50832

Glaglaall i Glgis 5-3 9 3.6825 .50395
Al i 10-6 3.6286 | .31298
s 10 oo 381 | 11 [ 42338 | 33364

Galdl dlas) e yhaal)

A (AN gt st Aguailly A al) 81 o gana iy o) il (gad) el JLA) A £(10) oy Jpaad

Test of Homogeneity of Variances
Levene Statistic dfl df2 Sig.
daadl) 488 1.340 3 76 268
Al Gy ) 1.932 3 76 132
Oilaslaall i
iy gl 1.048 3 76 376

Ealdl Alas) e shaal)

Olalal) 508 ilgian 238 e R0 (G gual) el (B (305 (oadd oLy ding bl JLER) Aai 1(11) o) Jgaad

ANOVA
Sum of Squares df

Mean Square F

Between Groups 5.336 3 1.779 12.922
daaal) 488 Within Groups 10.461 76 138
Total 15.797 79
Between Groups 275 3 .092 .383
PAE R UYR Within Groups 18.205 76 240
Total 18.481 79
. Between Groups 2.775 3 .925 4.020
‘_’LUM\, > Within Groupz 17.490 76 230
43y gul
Total 20.265 79

Gall dlas) e juaal)

Aas (12) o) Jsaall oy BONEITONT g ki gr L) oasiuly et Camy (alalall Cile sana (e AL
LAY 13
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Oslalad) 308 cilgion aaad Tag ASIA) §9ul) clpla) 4 (3008l o230 Bonferroni jLad) dai :(12) ) Jsaad

Multiple Comparisons

Bonferroni
95% Confidence
Dependent (I) 22 (J) & e Mean Difference Std. Si Interval
Variable | 3l &l g 5l (1) Error & Lower Upper
Bound Bound
3 e i Gl s 5-3 -.12803 .13340 | 1.000 -.4894 2334
e s <l s 10-6 ‘ -.26136* 17329 814 -.7308 2081
Gl i 10 o S -. 75682 12254 .000 -1.0888 -.4249
ol gis 3 e B .12803 .13340 | 1.000 -.2334 4894
Gl sis 5-3 <l s 10-6 -.13333 20693 | 1.000 -.6939 4273
sl Al g 10 (s )isi -.62879 16675 | .002 | -1.0805 | -.1770
<l g 3 e 26136 17329 .814 -.2081 7308
Gl s 10-6 Gl i 5-3 .13333 20693 | 1.000 -4273 .6939
<l gis 10 e S -.49545 20010 .093 -1.0375 .0466
10 e i il s 3 (e B .75682: 12254 .000 4249 1.0888
& g Gl s 5-3 .62879 .16675 .002 1770 1.0805
<l 5w 10-6 49545 20010 .093 -.0466 1.0375
3 e G 5 5-3 .02136 17249 | 1.000 -.4459 4887
s Gl s 10-6 ; .07532* 22408 | 1.000 -.5317 .6824
Gl i 10 (o S -.52987 .15845 .008 -.9591 -.1006
il s 3 (e B -.02136 17249 | 1.000 -.4887 4459
Gl sis 5-3 Gl s 10-6 .05397 26758 | 1.000 -.6709 7788
il glaal) s <l s 10 oo S -.55123 21562 .075 -1.1354 .0329
438y gl il s 3 (e B -.07532 22408 | 1.000 -.6824 5317
Gl s 10-6 Gl s 5-3 -.05397 26758 | 1.000 - 7788 .6709
< s 10 (e S -.60519 25874 132 -1.3061 .0958
10 e i il g 3 (e B 52987 .15845 .008 .1006 9591
) g Gl s 5-3 55123 21562 .075 -.0329 1.1354
<l 5w 10-6 .60519 25874 132 -.0958 1.3061

*. The mean difference is significant at the 0.05 level.

8yl 3 de penall apdl S Cun ABEN o3¢] (Lilsins 5-3) (Wlsin 3 (e Ji) S8 IV (i sanal) s
LSl Byt 8 (e senall e 4350l deadl) A8 gyasm IS el 5,0)

Ealdl Alas) e yhaal)

1 Lee S (12) o) Jsand) bl A (ge i
tieadll S jeaal duallym
e AlEall Aand) B (s 100 e SiST) Alshall 5yl (553 Cplalall i 3 Apasn (5558 35as
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