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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 Cilaglaall s

Gald) Aae) a1 jdaal)

Dslae e sne JSU0.7 cyslan 5 lig S Wl Jalas A o i) Jgaadl Gildare A (e 223
Alle dapng duhall aaine o afnlad & LA e 3 Aa)n GLin) A e Jay ey AN Loy

A e
L) Adalagh lSyd 8 Lla Basladd) Aaadd) A8UE oy Agina (398 gl oY) Lt )l dpda i) o0

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

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

N Mean
N Std. Deviation
Sl
== - ol Gy
il bl -
L gpanally Sladball aaat alas Guyla (e deadl) A8l G 80 4.1125 91394
aall 8 Ggllall LSl ae bl Gl e Aardll A8l G Sy 80 3.5250 .85647
Lhall aag A8 Galalallg 30y ASHLE Bayda e Aeadd) A8l Zw i Sy
E2 D ; S g0 | 35875 89575
Ll
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Pl ALl Aalugl) Sy 6 Aol Gygatl] Sl )y anis

caall 3 G0 aladin) Bk e Aeddl) A6 g 80 3.7250 91368
colalall G e leall Jaally il e Ganl) 3k e Aaddl) 26l g 80 4.1000 .86566
Aediall Laxdll sasa 8 Galalall Glell all 38,0 5yl &y 80 4.3625 71589

Lty Galalall s e L) Culiall 5,0S Ganl daxds 48500 5yl &) 80 4.1875 73077
conbaiill apel) A 3 agl o il cplaladl ) ASHAl 5 s 80 3.7875 1.01500

& sanal 80 3.9234 44717

Gald) das) (e s jdaal)

i 1305 (3 ) Al e el OIS eyl 281K A bl cillansiall 28K (3) ) Jsaal) (e Jaadls

Gl daxd Al asa o Adlge duhall de of o ¢ AaL) chlal e Al e uhall e o))l e o
) olial el o5 Llaa) s e ol dlla dalsall 038 ulS 1Y) L oyl Jal (a5 AL Adalsgl) 0S5

Y Jsaall & (one—sample t test

abal) A9 ae Al ¥ Jeaall e baugia ¢ 3N Ajaga g2l One-sample t test jLad) dauli :(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

1aa b Wy o s, ¢3.923

Galdl dlas) fa: uaall

Aol A8lE pna Jene o agihl oeafivsal) Duls) aussia &l

10.05 A2 (55t die (uleddl S alus e 3 Aaall) sball G ae A3EalL (grasn IS8 ST dangidll

) Sy My Henall 138 8 3)5 Lo Jene o T5dils 28 g3l oainall 13Y) o
L Bied Aide (e Alaladl A lall Al o)) IS 5 o) dand ABME 35

e

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

Al Sy B Llla agagall (AR qu il dygina (5958 da5 Al dpaniyll duia A <

t0 85 caalel) AR Gupatll Gg (Bt Adpda Crada Adalald) Adlal)

Alea) U8y jsaal 13 Jalsly U1 qul saa bl gbaall Gilaily aluadl Bagiall a8 :(5) ad) Jgaal

N

Aall aaa

Mean
ieal) Lo gidl)

Std. Deviation
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el a3l (5 ) 505 alaTia pmali 3 AS AN (8 aa 80 1.93 1.003
ek Ll (e )5 4 sllaall il slaall waan cplelall o 3l geali ) 353 20 181 969
Osllal) 5 g 5 36iS ' ‘
‘ya dla P ) il e gl 3adad 4S5 s ) gl Y]
Jandl Jal 5
Aowoal) Bleall 3 Galalal) gen &L 80 1.93 .839
il s A e 8 Aol il CulliY) e A8 a2 30 1.98 1.031
LeabaiS) a3l jlgeall 5 ila slaall Jual g Caany 3 ey AS 5l 5 1) g3 90 188 817
il Al JDA : '
Cnlalall Cup il el s i dpan] e 385l 510 S5 80 2.64 984
TSR 80 2.0964 48366

Gald) das) (a1 jdaal)

i 135 (3 ) dad o il cilS chylaall A8S Agliall e siall 23S 1 (5) a8y Jsandl e Jaadls
G dsa o Alse e Aubal) Aie o ol ¢ AL hlall o Al e Al Aue o)l ases
shal @ Uilas) da e 5 Jla Gl 138 (1S 1) L Capal) Jal ey ALl Adalassl) <S55 ol 4
Y Jsaall 3 (one—sample t test ) jlaal

aball Aajs e ARl Al Gupul) ) sae clhle bagia o @A A g 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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AL bl S5 b 21 G eiil) e lpa) aui

1 ol laay) o sy ¢2.096

Aasil) B8 ppma Jame o agl omiiondl Aila) T gie &L
Zaall) sbal A58 e AL (a5 S0 Jial Jangidl)

OSay Ml Hsaad) 138 335 e Jane oI5l Al agihl aatinall 33V ol mats Julls .0.05
- 3ied Ade Cpania Alalall Allal) Aabisll WSS (gl ANy Cu)pd dgag aay oz LY

g Cplalald A gl claghaall yehy Adlal) Alabeagl) il yeh o g AN A Loyl o

Alanl JSGs jgaal) 138 JalSly £ pud) clashial) jdi saa cihlal glaal) Cilaily obuall 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 48,50 5l o 5 80 3.68 776
Aoy 301y Galalall ) A gl JlaeY) dgali 8 il gleall alasind 2y 80 3.69 1.121
A 5yl e syl il dapls ce o slaall pas 80 2.85 1.170
opdiad) o Tl <Y1 JladU Ay agl e cplalad) 1) 4S80 5y 80 3.54 .856
cOlaladly JLadU i ulld 3580 53] aadins 80 4.18 991
sl lerally dileial) 4yl ilesbeally alalall a5 55 A,E0 30 a5 80 4.28 .842
Aadial) lerdll dapde 3 Jhantin ol clias ) sl Galladl 3550 5)l) Jagas 80 4.19 956
Ay gl e glaall 80 3.7696 .50648

dalul dlae) ¢ ylaall

Slel cails— (18) ady 3yleall ae— clial) 211 Al lans sial) 23S (7) a8y Jsandl (e aadls

Ylea) 4alse duhll die o 6f ¢ ALl cllall e d3se duhll die o)) aline of iy 1305 (3) dad 00
o8 CulS 1)) Lo Capaill Jal (g . Lgoal il gull 3 ool il sheall iy ALl ddalusgll 0S5 ald e
) Jsaall 8 (one—sample t test ) jlidl o)) & Lileas) &y e 5 &l 4 a)

A8l clagleal) H&5 9o clhbe hagia (o GUW Ajasa gl one—sample t test Lad) dauii :(8) B Jaad)

abald) da ) ae A3yl

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) ra yiaall

DWERY) G 85 ¢3.769  Asadl) Claglaall 533 jsae Jene (Ao pgil)] (oafinall D) Jasia il
simsa vie (euledl S ol e 3 Al sbal) ago pe A5MEAIL (pass IS ST dausiall 138 oy
.0.05 aya

(18) o8y lndl o ity — jonall 138 (b 35 Le Jana (o il 38 il oafivnall 2Y) ol o
ALadls Lo 3 clilian) JIa e @l IS ols Hladl oda o filse e gl aindl) Y IS S
enl T siall el S Jaillys 8508 Gadll (go i OIS Jansgiall o o J il dadad) (T) e e
iy guil) ilasheall iy 3ad Linde Gpann Alelall Ldlall Aalissl) S5 oLy - by (S Nl 2,85
Jsn Aduaill Cilosbeal) LW Aalussl) iS55 alh ge DU 35 0 58 GlId & Canaal) 0S5 35 clgd (plalall
AiSae Ak Jumdly pll dead Jad e Jesdl

Gl A alalal) Clayd cillacgia Cp Axilas) AV @l 598 aagi 1 daglll Lyl L @)
Bl Cilgia 08 Gy AN Gagudl) Cile Y Adlall Aalusl)

Flaall Laugiall a8 (9) a8, Jsaal) Gaws «One-way ANOVA slai¥) say cpliil) [Lid) Gadas o
G O 8 apal) i e ey A1 350l Gl aly Talall ADEN slaall (g lmall Calaily
Dbl Gadail Lyl gy A5,aall ) e sana G cplall Guilad (gyail Gl Hlas) 235 (10) a8y Jsaal)
Ju Lae AN slaall J<0 Al 0.05 AV (g5iue die daen pe HLEAY) dagn oL aadlsy, AANOVA
G il LaaY sl L) Budss ZalSaly Aliall Adiaall 88 e sana O cplill Guilas Japd i3 e
8ys83all Ao 3l

Ao e Sig. Laal) dygina ol Jaadlig olaV) aimy cplil) Hlial A (11 ) a8y dsaall gy
Gsise die Lilas) 4y culS Ll a8 daid 3l i) jgaad Lally 0.05 AN (g5t die Lilias)
t Y ) (e s 4 el Clasheall s denil) 48l g)enal dually 0.05 AV

il Adlel) Al gl €58 A Cplalal) leni Sllas e G Adilan] AV 1D G5 8 29a5 p2e >
Byall Glgi e sy (JS

daaa) 28080 L) Al gl) 55 8 Cplelall Cilagl Cillans iy Ailan] AN 3 (3508 35ay >
Byall Gilgie dae s

Ll bl ddabugl) s A cplalal) lepi Slass fia G Ailaa] AV 1Y G5 8 2925 >
Byl Cilgi 20 ey Ay guiil) il gladll

Oslalad) 508 lgien aaad Tag ASIA (Bgul) ) glaad el cilblai¥ly dpland) cillangiall ad 1(9) a8 Jsaall

N Mean Std. Deviation

deadl) 48l i 3 e JA 55 | 3.7886 40317
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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 25 | 11| 2.0390 37302

e 3 e il | 55 | 3.7039 50832

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

Ealdl dlas) e yhaal)

A (AN gt shoaal Aguailly A al) 81 o gana oy Cull) 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 i) 1.932 3 76 132
Oilaslaall i
iy gl 1.048 3 76 376

Ealdl dlas) e yhaal)

Olalal) 508 ilgian 238 o R0 (G guall) el (B (315 (oadd olaY) ding bl LSS A 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
Al il 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
438y gul
Total 20.265 79

Galll dlae) e juaal)

Aags (12) o) Jsaall oy BONFEITONT g i gr A1 oasiuly et Camy (alalall Cile sana (e AL
LY 13
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Oslalad) 508 cilgion aaad Tag ASIA) (§9ul) g la) 4 (3 lsal) 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
) s <l s 10-6 ‘ -.26136* 17329 814 -.7308 2081
Gl 5w 10 o AS -. 75682 12254 .000 -1.0888 -.4249
ol gis 3 e B .12803 .13340 | 1.000 -.2334 4894
Gl s 5-3 <l s 10-6 -.13333 20693 | 1.000 -.6939 4273
sl Al & s 10 (s )isi -.62879 16675 | .002 | -1.0805 | -.1770
Al 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 < 5 5-3 .02136 17249 | 1.000 -.4459 4887
s <l 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 5 5-3 <l s 10-6 .05397 26758 | 1.000 -.6709 7788
il glaal) s < s 10 (e S -.55123 21562 .075 -1.1354 .0329
438y gl il g 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 s 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¢] (Lilsin 5-3) (Qlsin 3 (e i) S8 IV (i sanal) oy
LSl Byt 8 (e senall e 4350l deadl) A8 gyasm IS el 5,0)

Ealdl Alas) e yhaal)

1 Lee S (12) o) saad) llare A (ge i
tieadll DS jeaal duallym
e AlEall Aend) B (i 100 e SST) Alshall 5yl (553 Cplalall i 3 Apasa (5558 35as
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Giloglaal) 23 el (@lsin 100 e JiST) Aishall 580 (53 cplalal) anii (& Bipsa B8 25ng
Ao genal) i OIS Cua ¢ psad) 3] (Wlsin 3 (e JH) By I Cplelell e sane o pe Alially Ay st
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aiiaad) Y O G Cum (Bl A 8 Alalall AL) Aalussll iS5 sl dedd A8lE aa g (1
Gy 8 Galelal) il sall G Jiny 13y cAaadl) Aaly (alall el e Jase o T5ils 28 agl)]
D 35m5 e pilly ol o Al Lginliy aeie stladl) Laxally HLAL S L 3ya) (e pgal Al
3aa3 Al Gl e Aeddl) A G ey Gualadly SV cpandl G V) cidalsgll @S58 ool Ak
Lot s abudly ualidl el SIS ¢ lalal) e laadl Jaally el e Caally il ggasally cilaSluall
Crlelall g e i) Bl 308 Faaal o Unely Raial) desdll 335a (b clelall alell sl 4S50 5))3) @l
O ) el 8 Candl Sgays AW Adabusl) lSHE e ST IS B3 g sall Aeadl] 231 slasl aa 35N
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el Aude e dlalad) AW

AV O s (Blied Aiae b Alalad) Al Adabusgl) S5 sl Ay Caysi aag Y (2
Y Akl gl) a1 ¢ Aol Capaily Galad) jsaall cible dase e Tsiilsy ol agdl aatinsd)
Sl Al gl il 5ol 8508 aney Galalal) L) Caniay oa Les bl cplalall 181y (s Clileny o6
e gaad) gpandl 5 e pi oy Ll Calide e S 20U Al Caliiey aady55i5 aga)
AL Adaliasl) S5 Bl (s Aliione upi Tl gns Laay 2 A e ST S8 e Gualally
o) Lagys @Blsll )l e Gl (it 2 2 Y S egplalall il peal s 2 el e 2l
oalitil e ol el gl KA ALl LK) Cana s ed )y gy g adey laiall asld)
sl A1 s DA Lellee | aaa

Cun ol Cplelall A eutl) Cilasheal) i (Bed diae e Alelall ALl ddalissll iS55 a5 (3
Crlalall Ay ol ilaglaall iy paldd) Hoaall e Jane o I5ily 5 2] i) 3 O i
S Gl yla] i Al A gud ilaglan pgal Aalussll CulSpd b cplelall il sall () Jiay 13ag el
salss e o) M) 815 (e alls AU A el Callu) Calide o mee DUl Ay agl Ll ayi
Cilaglaalls a3y Cplalally JLaDU 4 Calla Zlall Aabusgll S8 alastind aas (s e QL5 (3 )k
IS Aadial) cilesdl dxpda (& Jeaniv f cilian ) @il agilalaly uaal) cileadlly daleiall i) pial
o Babeall Chhal Aaph e Slasheall plasil g5 e Gall aadl) o Gdimaa Z88lge 2a g5 43 V) ¢ lies
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