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ABSTRACT

Job satisfaction of service employees is a key factor of service quality.
Also, internal marketing is the best method to improve a company’s
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service quality. This study develops internal marketing dimensions and
derives implications base on literature review and traditional marketing
theories, using employees of the international tourism hotels as subjects.
By means of factor analysis, we extracted six factor dimensions: “job
environment;” “personal growth;” “internal communication;” “authority
and salary;” “management and empowerment;” and ‘“education and
training.” After cluster analysis of internal marketing, results were divided
into five cluster categories according to the number of respondents in each
category: ‘“‘communication type;” “money type;” “growth type;”
“environment type;” and “emotion type.” Empirical results show that most
international tourism hotel employees still emphasis on the
communication with boss and co-workers. Moreover, results from the
difference analysis on ordering of importance and satisfaction of internal
marketing actions reveal that employees do not concur with the order of
importance. Only two scale items out of twenty-two items exhibit
significantly positive correlations, implying that there is still a need for
international tourism hotels to improve their internal marketing systems.
As for demographic analysis, empirical results indicate that only married
status influences internal marketing, and that education, marriage and
tenure influence job satisfaction. The results also demonstrate a positive
relationship between internal marketing and job satisfaction. Therefore, in
order to enhance job satisfaction among employees and performance of
service quality, international tourism hotels should be devoted to internal
marketing.
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