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The Effects of Internal Marketing on Job Involvement Among Real Estate Agency

Employees — The Mediating Roles of Work Motivation and Self-Efficacy
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Abstract

There are higher and higher proportions of the service sector in Taiwan. Today, the
service organizations should not only sell products and/or services to external customers, but
should also adopt a marketing-like approach and develop effective management mechanisms
(e.g., training, motivation, communication, and rewards, etc.) to promote employees’ service
mindedness, so that employees can deliver good quality of services to customers and
eventually help the organization achieve its operational objectives. Having reviewed the
domestic and western relevant literature on internal marketing, this study found that little

research has examined job involvement as an outcome variable of internal marketing and
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work motivation and self-efficacy as mediating variables. Accordingly, using the real estate
agency employees as objects, the present study attempts to explore if internal marketing
affects job involvement, and if work motivation and self-efficacy serve as the important
mediating roles.

250 questionnaires were distributed to the real estate agency employees, 250 were
returned. Having deleted 63 invalid questionnaires due to messing data, this study obtained a
response rate of 73.2%. The mediated regression analyses were conducted for hypotheses
testing. The research results show (1) that internal marketing partially and significantly
influenced job involvement; (2) that internal marketing significantly influenced work
motivation, but partially influenced self-efficacy; (3) that both work motivation and
self-efficacy significantly influenced job involvement; and (4) that work motivation fully
mediated the effect of “vision” aspect of internal marketing on job involvement. However,
self-efficacy did not serve as a significant mediator. According to the results, the present study
suggests that top management of the real estate agency should place a great importance on
internal marketing. Developing effective management practices not only increase employees’

knowledge on services marketing, but also enhance their work motivation and self-efficacy,

which in turn may increase employees’ job involvement and high levels of service quality, and,

ultimately, may help the organization create more profits.

Keywords : Internal Marketing, Work Motivation, Self-efficacy, Job Involvement, Real Estate
Agency
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AL B Y AP o

35 FHAR 2

AEFRIATT B hE R RAT] BERZ G R 0 1% SPSS M AN 7 T A A
17 0 BOR-ART R ATR Y 2532 2 0 iAo T
- ~ fp 52 42 47 (Descriptive Statistic Analysis )

EERL Y Uil eI R TRV ﬁ*}?i?']"ﬁ}'ﬂ'ﬂ\ﬁﬂ""i DL P REE L kR TP T
JRfR & R A 2457 0 3 BT Rk A ehigRge i o
- ~ 5 B & #7 (Reliability Analysis )

SRAITLE G BNeRlE S (R F v F) aF FER e ader o )
* Cronbach’s & Rip| & & HEm P 38— RUEARR © ¢ BAXX T2 EAF LB AAPHY
AR A o - L gEAN0T A TP M- REF o
= ~ 4p B » +7 ( Pearson Correlation )

AR A R IE W B B BT hM B AR o AFF 2 Pearson £ 4 B
( Product-moment Correlation )4 $74# T p 30748 | ~T 1 15d 48 (v p Aoy (v 317
a‘;’l% 3T REF MR fEEE (2007) ip 41 » Pearson 4p B il p A -1

2R ApH Tl < AT APMAZR g% -
PEIE AR (FactorAnalysis)

AP A TR EM e I A& A 4452 ( Principle Component Factor
Analysis )& 5.+ % 2 ﬁiﬁ%zz (varimax )i& 7 F]& A 170 BN A B A & chF|F ¥ A )
bes THPEEE, 12 TRA .

I~k ETT? % 7 ( Hierarchical Multiple Regression )

th TP Bl BB W G R p RBSTRIE R EDfEE A o AT K
Lﬁfﬁllv\’}‘rlf&ﬁ%ﬁ Lrp i D g B 2 TR R fRRO g4 p
g T g B R TRER ) HA ER g f Ao a4 2 il g
AT R IR N TR A 1 IER R g Ao 2 P gk o
I P (Common Method Variance, # f- CMV)

BN ARy Z B RE(D TR p A IR N FE SRR A R EA
RN e fig 5 Mo 320 26 4 p é_'»;?ﬂ’lﬁﬁézl“ ’éacEI ;Ji(d LRIE A E)
FhFas o AN T EH-HRREER LS A4 CERRRNEE R R
B BBz Werdp Rl BB o L7 M 2 ~*§z~§1 ARG Mr BAERHEILL S
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4.1 )2 EFEHEL T

AFPFTARESEFEE RS ERANEREAR ZFRE % 0 B E R 250
> w250 i > ;}r“,%;’@\ﬁif’pa 67 prathAd s 183 o Wi i T32% A
Wa T ERAcE 2o RATHRE T AEH#E 3G 30K (F) I‘J'ffé- 54.1% > ik
BRABBA G AEFT 20 0 - BN T ENTRERAGIESB 0 5 62.8% Bt s
EREARLHEFT - ENN T BT LS fj*uq_? G omom S o A PRk ik g
S8 WA 81% o

52 BABETRSEA

YR C A TR 3 = i A (%)
30 k(7 )T 99 54.1%
PR 31~40 64 35.0%
‘ 41~50 % (%
“SOR(E) 20 10.9%
v
- ENUT 49 26.8%
= - FU T E .
+ 7 - 115 62.8%
T &M 19 10.4%
e s iy 35 19%
- B ¥ 4Cf,_” 143 1%

42 BRAH
20 RBIF SOV EARE 0 AT H* Cronbach’so Bt T2 BA R - B4R
AHTZEEATABRFEAPMARR X o - KRNEZaEXN0T A TR REF o 25
S ’f]&m 2_ Cronbach’s a B 4% 3 #177 o
# 3 £ % 2 Cronbach’s o i&

ke H o o TE 4 58, IE Cronbach’s a &
p =g ulihe S 0.88

N 2R 5 A Vak a3

SRR 3 087 0.92

1 iEEs 4 0.86

p 3T 0.91

1 IEH 0.86

4.3 f" Hg;‘b)‘l'»{v\*ﬁ‘
#5'11"' r’:" i;J—{’y— ,l‘l%g;m #‘!’,1"' ~ ﬁ”’T$ “‘J——r “z‘, ) ig'l‘j;'f\‘gtgv\lﬁa ~ 'F]‘A\I,L N
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F],}lrﬂ#}ﬂ\]"}’%ﬁ’ )y T o ﬁﬂ\)ﬁ-]v} ° ﬂ\p fJ.ﬁpm»ptg_d mx ,$%gt, liﬂﬂt'f?#%_%
£ BER L AT 0 Aok 4971 o

4 FMRA AL R R AT 4

%0 Lk =t Ll
R 4 15 4.02 0.60
poEe 2 o R 8 4.10 0.63
B R 7 3.94 0.68
1 iEd i 6 3.96 0.65
IS 8 3.91 0.62
R A 10 3.75 0.62

d 3 4 ¥ 50> i ﬁgf,,&,jp\ RIS ,@;_,.shg‘m ’ A\cj. % Ogi—@abt:;f ﬂfr. I’};—,}—.“%{J, T 15

Bk pTya R s B r,;r@vbtﬂff"J LBk B T ASEPAERERNINGELH
R AXIAIF BRSO A2 TR G ’lhgcrsf“liﬂ\_% BT 5 B4
EHE ARG BRI TR E e hp Aol o TIORF NI IKE A SRR 4 ¥
KEARHGF R AP Notig om 1 (TR~ 1 Tiofeg TR E g S B A
EHE AR RA L TR

4.4 1p B & 47

ARRE AT A R AR R B R B R R R 0 AFTF 1 Pearson ff £ 40 M A 7 R
TP IREH T g T Aok ST RO R R R BT A M
d 45T Ear pIREH A 2 DR B (r=0.31,p<0.01 ) 2 TEEH (r=037,
p<0.01)g 1 {74 ~ & LB ¥ I 4p B or;';'f)]ﬁw%@tf’ G B EEE(r=0.56,p<0.01 )1 %
A A (r=040,p<0.01 )25 BAEFT M - TFEF | &1 76 #(r=0.51,p<0.01 )1
2 p Asgin (r=0.36,p<0.01)35% RAF T 4l o 1 (FH (=053, p<0.01)~ p 2 i
(r =052, p <00l )E1icd » Au|TIRAEFD AN - AM A 72 %4 L 457 B

H,~H;
A5 pPINGEHES AL CHG AN
GRS o 1. 2. 3. 4. 5 6. 7 8
1o & | 1.00
poR T A F
2 R 0.67** | 1.00

1 iEd s | 3.3 (TR | 0.56%* | 0.51%* | 1.00

p ATy | 40p A | 0.40%* | 0.36%* | 0.59%* | 1.00
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R L 1 o 1. 2. 3. 4. 5. 6. 7 8
T | 5.3 TR | 0.31%% | 0.37%% | 0.53%* | 0.52%% | 1.00

i 6.4 i 0.13 [ 0.15% | 0.23%* | 0.21%* | 0.15% | 1.00

e 7.8 F 0.67 [0.19% |0.14 |0.14 |03 |02%* |1.00

a5y ) 035 (008 |0.06 |-0.002 |0.11 |-0.013 [0.07 |1.00

L0 p<0.05* 5 p<0.01** 5 p <0.001***

5 i@ fFA

AP R PR B A AT KB H X o ok 4-5 977 0 RgE4eT
(=N 3072 K e A 4T

HA AP AL ?&a S N IE L i) % 8 A B~ Model 1~Model 3~
Model 5\335;?:%5"\ LEEIRPE B E ol TEF -3 S R F PN | lrﬁﬁ;&u; FIEAR TSRS o
G 67 Bar > & F(f=0.16, p<0.05)¥ 1 iT » F BEEFFERF @ B S L WHL TR
(8=0.20, p<0.05)#2 p # 2%t (8=0.20, p<0.05)F & FFgip|4 -

AR RERE P A (R BEROTREFESATY  fRARPN IR A
PP TR 2 f A 2 PFCRRIA ) o BRI A R D TP ok b
~37¢ (L4 6,Model 2) > 7§ S5 Biom > p3RfTA 2 TR B 02 TRER | $a
T R BREREE L 17% K5 > 23 TR (=0.26, p<0.05)%+1 (T3 »  Bg¥ o
PRE S EFETSEEASFH oA H  AELSF FHlA T o H WEES LS.

B b 38T A2 TE s e F A4 P (L4 6, Model 4) > p 842 Tt g B
TR A Rl R 37% TR g R (5039, p<0.001) 2 T
B4 (=022, p<O.0D)§1 iFd 48305 BFL w B E > &AL RELFH, (¢4 H,
H, ) fep #8746 2 f Soic cnie fF 4477 (L % 6, Model 6) » p 38 (74 2 T k-2 4
Bog TR P Aot iR R R L 20% - kA 0 R TR s R (60.29,
p<OO0D¥p A2t T HFLw B &y $5AF H,y, o7 HLoABLEF > Fila
T OoH, TEENRALE P SRS HRE A (2008) FI77 i3 (1994) 4p 7 > L& dkrw

P

(Z)x T @E T~ 2 K s frff

GRS AR R X AL IE S SENE SR L SECAE S ok
b TModel 1 #7577 o £ 44| ez 1 (v d e PF B~ % T Model 2 ¥ & i7 38 fF A 45
WAL R (TR~ chP o & 7T 87 0 & "Model 1, ¢ » 348 1 1748 »
4 EEBEE (F=3.64,p<0.01)> 1 (732 » enfafl4 % 6% 29 TEF  (=0.10,
p<005)pha L EHE G R F L e BT Lt#”f Al %2 16 Model 2, # 7 74>
1YL (TR~ TR L 31% 0 ¥ P E A FORE (F=19.96, p<0.001) > &+
1 IEE S EA D P B OTRDTE o 0 JRAGL 0 e » TR0 0 1 TR
TR e 25%nfa 4 o FIM AT SR ELBER H, o T B % 2 Weissenberg &
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Gruenfeld ( 1968) ~ 3543 (2002) 4p f* -

% 6 pPINITHE I IFHS A~ 1 f'q;»iéi,&igﬁl?.bﬁ

B8 R 2 DS 1 iFH 8 e

Frdl ST Mogel 1 Mozel 2 Mol(;el 3 Mozel 4 Mol(;el 5 Mo%el 6
# ¥ 0.01 0.06 0.20%* 0.13%* 0.20* 0.15%
#F 0.16* 0.12 0.08 0.03 0.07 0.04
gy 0.1 0.09 -0.04 -0.03 -0.01 -0.03
PFR T4

el AR 0.11 0.3 0.29%*
FE 3. 0.26* 0.22%* 0.13
F & 3.64% 7.3 %% 10.70%%% | 20.3]%%* 3.11% 8.72%
R’ 0.06 0.17 0.06 0.37 0.05 0.20
AR? 0.06 0.17 0.06 0.37 0.05 0.20
n gz R? 0.04 0.15 0.04 0.35 0.03 0.18

i1 p<0.05% 5 p<0.01%* ; p<0.001%**

%7 1 f’riﬁﬁ\iﬁa ¥t f%;}:»iﬁﬁfﬁbﬁ

& %78 RAREF PN
) Model 1 Model 2
4l p Rk
p p
X 0.10% -0.004
&% 0.16 0.12
Al Sl 0.10 0.10
1 id i 0.52%%*
Fi& 3.64%* 19.96%**
R? 0.06 0.31
AR? 0.06 0.25
Adj. R? 0.30 0.04

(Z)p Ao IF#}L)\L%&EEE?

AFEY R E TR S AR 1 PR S e e i AT
4o TModel 1, %555 = £ #42H% Hcs f Soii b B E 0 TModel 2, ¥ i (7w A 4
AR B SR $ L TR e e & 8 BT 0 & TModel 1) ¥ o R B HCH L (TR
4 EEFBRE (F=3.62,p<005) %1 ff3 » chjaff+4 5 6% H¢ T F  (8=0.16,
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p<0.05)22 1 i » 4 &;T-’g?m_l_ o B 4 o &_&l&knf 2 1o g MOdGIZJ T8 s s
ERRES . SRR mﬁﬁ% 45 30%: ¥ i) E K (F=18.85,p<0.001) &% o &
Ay R RO § R F IRk o i&%’.\;ﬁd v or po AT 2 (8 0 B TR T O
de 24% iR 4 o FM AT B E &L B H, 0 £ ¥ Amabile (1983) ~  Shalley and
Perry-Smith ( 2001) 12 2 Tierney, Farmer, and Graen (1999)2_ 7 3 % % 4p ¢ - o

308 p AL HL I~ 2w FA

& %78 R DS
) Model 1 Model 2
Hlp R
p p
4 0.1 0.003
&3 0.16% 0.13
K B 0.10 0.11
IR 0.51%%**
F & 3.62%* 18.85% %
R? 0.06 0.30
AR’ 0.06 0.24
Adj.R*? 0.04 0.28

(m)x Td @2 ¢ fisck %
ﬂ\ﬁﬂz“%? AR RPN INEAEI TR 2 b 2 B R INEH AT €
B TR g Aotai 2 ¢ Aok o iea B R4~ > F]pt 3 * Baron and Kenny
(1986 )4 1 £h20 /3t JF 1050t 0 SR (e B8 j S0ki che A0k LF 5 b B
#y BT
Lp RAFRFALET H
2.0 BHIWE AL
3.p LY R REITS
)T -
4.t ¥ ;w&ﬁéﬂ’a%wmrﬁ%% Bl p SR E R R 89T e §F o
S. B RME ERMOBFMT > 57 AR wFEY I HFEL Y
mP AR RSETTARFM G
et Model1 ¥ » p3viabz TRER | H1 (5~ 5 B FFpR4 - H BE L 026
@ Adj.R* & 0.15 -
iModel2 ¥ » p3R{FHA B e TpBe g R, & TR H1 TR Y

R4 o HBESA~BE 0390220 dJR2 % 035
e N LR Tﬂ;—?fﬁa I'j'/}]%l_;?; R }E%T%J BRI PEE Nt ﬁﬁ;ﬁ—
¢ (Model 3) » 1 P %1 T4 ~ 5 1 BEL 5049 @ Adj.R? 5 030 -
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& Model3 ¢ » pniFaz Tl B 4 figd 01242008 & THER 2
BiEd 026 % 0.15> ¥ & Model | PFFE R ¥ k% > @ & Model 3 FF (8 7 B ¥ -
dbiEadr e 1S A TR B FR 02 FE G 22 Ak > Fpn
A2 H - He, " FESFBRX H, "B pPIREH2HE ¢ 581 Th PP 81 v
N o
%9 1 v 2 ¢ HrxkB%E

Model 1 Model 2 R gﬁgﬁe}r3l .
p %Kgiﬂ;iﬁiﬁﬂl F*f'gzi;iiﬁ'll $o P TER L (T4
»
B B B
EdL 0.06 0.13* -0.001
&5 0.12 0.03 0.10
Al 0.09 -0.03 0.10
«}f@ﬂl”f’ ® B 0.12 0.39#:* -0.08
BB 0.26%* 0.22%* 0.15
1 iTH % - - (0.49%**
F i 7.3 %% 20.3]#** 13.87***
R2 0.17 0.37 0.32
/AR? 0.17 0.37 0.15
Adj. R? 0.15 0.35 0.30

(T)p Nrkin2 ¢ Aok

CERNE RN SRR L Uk LN SR S ACIRE L ORY £ 2 R
EHI TR raFPs w3 B eY ik L»*BE?I(E f%;gﬁ,;;z%;glg»}; %FT:‘?
)L osApInEd L TR H PO (5T HF BT Lip Aoci
(P A RBIrTERFRE > w7 f*b“ hrah e T2 HA2AP FAHY 1RAFTHY
ﬁ;%‘?‘z)o*;ﬂﬂ‘e—k%z}& Pk ks BREE S HEREE T A | 27

f vt B Bk Hy ~Ho H*M@ﬁ’ g % 28] 5248 (2009) 22 4w L (2009)
EW SO R

AP USROS ERAEKEAR ZFLHEH L g 83 wﬁw lﬁﬁ
2 M HBEE LD TREE R At ARE BRAT ] BR R LR
’TZ\ 100
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H, SERPARFAR 21 BRI TP BFLI- BT e
H, |PIEHHUNEEPARERR2ZpR%in HEEFLLIAM - | 31443
qo | REVEHL TR R R s B R ARG R 2 ki g s g
“ ﬁ?%?rim B ‘
PR TR HEHSERAKEARZp ARG BEFE -
H,, | . ) Fisge
_rml L
s | SEPAREARZpAEHIER  FHEFNIFHE A3
204
Ho | P3EH§581 (TR BH1 TR A2 FFPRP o 2
ey 23 78 HiFI TR TR A4 R
H, Lpi ez Tgpom et B 4581 TR BRI TR A48 3
FHEL-
Ho, |P30Ea 2 TR 81 (vl fsits (v A2 ERP P il
H, PIETH EBEP AMAHLER > FZIRFARE - Fiak
H PRREA 2 TR e B BEP AL TR A4 K B8
7-1 %L_'g/’/—ggzo 138
Ho, [ piviash2 TR g5@p Aonit 1 PR~ A2 FRE- iE4

S.0.1 PR T » e

AT T F\ 2R (T4 2 F);,?gJﬁém H1E8 3 BFERE i 14x
Wl a P TREg o B ER M AERASR - AT ERS PR R R H
R Tk ﬁ’wﬁ*‘”}’a Rz RasipRERE PR R R mS B

ML AT A e P o

5.1.2 P IFH I TS en P

ST A LI LS NIUERY s RS S § X ER L
g ré,g’;fgl,%\,ﬁ: A1 adaied ggpldxs m,;f@v—fr’ﬂ} m%}ﬁg I Y A 2 %‘«fﬁ
FRRPF AR e B 12 1 0F@ s o FIYt s AP ERS PEIAT URER I e
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5.1.5 p Aooka $a 1FR ~ L iR
maw;\m’ SR AAREA R Ak g0 e BE L PR o AR
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LR1emp Arnan LS p AL L S d A iF L o

51.6 1 (v 482 ¢ 4 ack
B ¢ Aok dsk@ ) ALY RFATER 2 TR AR INEH
2 TRER o L TR AR B Y A EY o 1}’4“’;‘“ EEHE L BED
WﬂﬁgJ gpF R 1 ivhds s 2a g B T fe & - Ft > A2
EEELE - D AR 3 o wf‘?éﬁﬁﬁﬁﬂJp%ﬁﬁﬂﬁlﬁlﬁﬁﬁ,
% ﬁlﬁ,ﬁﬂfﬁkm'—}ﬁ;-ﬁJ AARERF > F g LA BLPE 0T

52 P BEEFRLLER
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2o HEEFSERAELROER o LY - AAREE sk R R L L
PRSP ENERT R A F 2 EFE ﬁ@f‘%?ﬁ/ﬁ\ﬁugﬂo

(C)AF L fd AARP Y FPFRIS PR R E BHETES S
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71";’12 j\*%/l LLJ i‘%\"
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