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Marketers have typically studied the effect of external marketing to consumers of the firm and its effect on 
firm performance. However, the role of internal marketing (to employees), and its effects on employee 
satisfaction, productivity, product quality, customer satisfaction and firm performance has not been 
studied as extensively for manufactured goods. This paper proposes a more comprehensive model of 
internal marketing and its effect on firm performance in the manufacturing sector. 
 
INTRODUCTION 
 

Internal marketing was originally defined as making internal products (jobs) available to satisfy the 
needs of internal market (employees) so that it satisfies organizational objectives (Berry, et.al., 1976).  
The authors go on to add that a firm has to successfully hire, train and motivate employees to serve 
external customers since the needs of external customers can be satisfied partly because the needs of the 
firm’s internal customers (employees) are satisfied. Marketing aimed at internal customers is called 
internal marketing (Gronroos, 2001). However, since then, there have been a number of definitions of 
internal marketing and there is no unifying notion (Rafiq & Ahmed, 1993). For instance, George (1977) 
and Berry (1980) state that in order to keep external customers happy and satisfied the company’s internal 
customers (employees) should be happy in their jobs. Internal marketing’s goal is to hire, train and 
motivate employees so that they serve their customers well (Kotler, 1991), and to treat employees as 
customers (Berry & Parasuraman, 1991).  

A firm should be considered as a market and marketing inside the firm is internal marketing and 
therefore marketing tools that are used for external customers might be used for internal customers and 
the field of human resource management has started adopting appropriate marketing tools (Foreman & 
Money, 1995). Internal marketing has also been defined as a marketing technique within an organization 
which creates and communicates corporate values (Hogg & Carter, 2000) and it should be considered as 
part of the broader market orientation concept which was originally developed for marketing to external 
customers, however, the same concept can also be used for marketing to internal customers (Naude, et.al., 
2002). 

However, Rafiq and Ahmed (1993) take issue with the concept of the employee as customer since 
employees may sometimes be coerced to do things in the organization whereas external customers have 
the freedom to buy or not buy from competing firms. To this end, Rafiq and Ahmed (1991) define internal 
marketing as a “planned effort to overcome organizational resistance to change and to align, motivate and 
integrate employees towards the effective implementation of corporate and functional strategies” (pg. 
222). Shiu and Yu (2010) propose five components of internal marketing – employees as internal 
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customers, customer oriented employees, human resource management viewpoint, internal exchange, and 
the use of strategic tools. The authors’ study found support that organizational culture influences internal 
marketing which in turn affects job satisfaction and ultimately leads to increased organizational 
performance. 

Internal marketing is not the same as managing human resource instead it seeks to develop human 
potential so that organizational and individual goals are fulfilled. A firm’s internal marketing program 
necessitates economic compensation of employees that encourages long term job commitment and 
customer satisfaction and management must communicate this by deeds instead of speech (Berry, et.al., 
1976). Marketing activities require investments in employees and customers which may have a long term 
payoff (Evanschitzky, et.al., 2012), unfortunately, executives tend to be short term oriented and decrease 
investments in these activities (Graham, et.al., 2005). 

Marketers have typically studied the impact of marketing investments towards external customers. 
However, there is very little empirical research on internal marketing’s effect on firm performance 
(Wieseke, et.al., 2009). Further, there is no study to date that provides a comprehensive model of the 
effects of internal marketing. This paper proposes a model (Figure 1) of the chain effects of Internal 
Marketing on Employee Satisfaction (acquisition and retention), Product Quality, Customer Satisfaction 
(customer retention and customer acquisition), and finally Firm Performance (profitability and sales 
growth). 

The model has some similarities with the model of “Service Profit Chain” which was first proposed 
for front line employees in services by Heskett, et.al., in 1994. The missing link in the service profit chain 
is the service climate and investigates the antecedents and its influence in the chain (Hong et. al., 2013). 
However, the proposed model uses internal marketing as the independent factor that affects and sets off a 
chain reaction for subsequent dependent factors and ultimately firm performance. There have been a 
number of studies that have linked piece meal the effects of some of the components of the service profit 
chain, and lately Evanschitzky, et.al., (2012) studied the relationship between front line employee 
satisfaction with customer satisfaction and finally with firm performance. However, findings from 
comprehensively testing the Service Profit Chain are not conclusive (Bowman & Narayandas, 2004; Rust, 
et.al., 2004; Evanschitzky, et.al., 2012). 

 
FIGURE 1 

THE MODEL OF THE CHAIN EFFECTS OF INTERNAL MARKETING ON EMPLOYEE 
SATISFACTION, PRODUCTIVITY, PRODUCT QUALITY, CUSTOMER SATISFACTION 

AND FIRM PERFORMANCE 
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Internal Marketing’s Effect on Employee Satisfaction  
Internal marketing’s goal is not just to attract, retain and reward employees, but also to compensate 

more those who are more effective and efficient by providing economic incentive plans that encourage 
the long-term perspective (Berry, et.al., 1976), which in turn raises employee satisfaction (Heskett, et.al., 
2002). Internal marketing has been linked to job satisfaction (Ahmad, et.al., 2003; Hwang & Chi, 2005; 
Mukherjee & Malhotra, 2006; Shiu & Yu, 2010), work motivation (Bell, et.al., 2004), service quality 
(Bell & Mengue, 2002; Bell, et.al., 2004), cooperative behavior, organizational citizenship behavior and 
customer service (Riketta, 2005), customer satisfaction (Homburg & Stock, 2005; Koys, 2001; 
Wangenheim, et.al., 2007) and loyalty (Ahmed & Rafiq, 2002; Bergstrom, et.al., 2002; Hallam, 2003; 
Sartain, 2005). Based on the above, the following are proposed. 
 

P1: Firms that spend more on internal marketing (as a % of their revenue) will have 
higher employee satisfaction than firms who do not spend as much in internal marketing  
P2: Firms that have high levels of employee satisfaction will attract more new employees 
(acquisition). 
P3: Firms that have high levels of employee satisfaction will retain more employees 
(retention). 

 
Employee Satisfaction’s Effect on Productivity and Quality 

The relationship between employee satisfaction and quality has not been studied very extensively.  
Most of the research that exist in this area link employee satisfaction to productivity (e.g. Heskett et.al., 
1994), job satisfaction to productivity (Harter, et.al., 2002; Schneider, et.al., 2003; Bockerman & 
Ilmakunnas, 2012), employee satisfaction to customer satisfaction (Evanschitzky, et.al., 2012; Homburg 
& Stock, 2005; Koys, 2001; Wangenheim, et.al., 2007), and employee well being (happy) and job 
performance/productivity (Wright & Cropanzano, 2007) and with service quality (Lee, et.al., 2012).  
Employee satisfaction has also been linked to pride in service, customer orientation and how customers 
perceive the service (Johnson, 1996; Reynierse & Harker, 1992; Schneider, et.al., 1996), performance 
(Evanschitzky, et.al., 2012). Job satisfaction has also been linked to employee quitting behavior, 
absenteeism and job performance (Warr, 1999). Based on this, the following proposition is offered.  
However, the relationship between employee satisfaction and customer satisfaction is weak at best 
(Hoffman & Ingram, 1991). Based on the above, the following are proposed. 
 

P4: Firms that have high levels of employee satisfaction will have higher quality. 
P5: Firms that have high levels of employee satisfaction will have higher productivity 
(sales per employee). 
 

Quality’s Effect on Customer Satisfaction 
Better quality leads to customer satisfaction (Anderson & Mittal, 2000; Simester, et. al., 2000), 

loyalty, and customer retention (Rust, et.al., 2002). Improvements in quality result in satisfied customers 
who in turn spread the word through word-of-mouth (Rust, et.al., 2004). Satisfied customers become 
repeat loyal customers, increasing the retention rate and profitability of the company (Al-Hawari, 2005; 
Cooil, et.al., 2007; Hogan, et.al., 2002; Liang & Wang, 2006). However, customer satisfaction and quality 
are sometimes, but not always, positively correlated (Schneider, 1991).  Emphasis on internal processes to 
improve quality improves customer satisfaction, (Ekinci & Dawes, 2012). 

There is overwhelming support in the literature that improving quality leads to improved customer 
satisfaction which in turn results in improved business performance (Bernhardt, et. al., 2000; Fornell, 
et.al., 2006; Lee & Hwan, 2005; Zeithaml, 2000). Service quality has been linked with customer 
satisfaction. Based on the above, the following are proposed for manufactured goods. 
 

P6: Firms with high levels of quality have higher levels of customer satisfaction. 
P7: Firms with high levels of customer satisfaction will have higher customer retention. 
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P8: Firms with high levels of customer satisfaction will have higher customer 
acquisition. 

 
Customer Satisfaction and Firm Performance 

Customers are also willing to pay more if they are satisfied with the quality (Homburg, et.al., 2005). 
There are a number of studies that have found a positive relationship between satisfaction and firm 
performance (Kamakura, et. al., 2002; Mittal, et.al., 2005). Customer satisfaction has been found to have 
a positive relationship with repeat purchase and loyalty (Fornell, 2007). However, customer satisfaction’s 
influence on firm performance has been mixed.  For instance, Anderson, et.al., (1997), Gupta & Zeithaml, 
(2006), Evanschitzky, et.al., (2012) find a positive relationship between customer satisfaction and 
financial performance, while Tornow & Wiley (1991), Bernhardt, et.al., (2000), Schneider (1991), and 
Wiley (1991), found just the opposite. Based on the above, the following propositions are offered. 
 

P9: Firms with high levels of customer satisfaction have higher profitability. 
P10: Firms with high levels of customer satisfaction have higher sales growth rate.  

 
CONCLUSION 
 

This paper proposes a comprehensive model of internal marketing’s effect on employee satisfaction, 
productivity, product quality, customer satisfaction and firm performance for manufactured goods. This 
chain reaction has not been studied. These propositions can be tested using data from the manufacturing 
sector. For instance, internal marketing can be operationalized and measured by finding what a company 
spends on its employees as a percentage of its revenue. Employee satisfaction can be measured using data 
from Fortune and Forbes magazines who publish data of the 100 best companies to work for (this list can 
be used as a surrogate for employee satisfaction). Productivity and product quality of companies can also 
be found from sources like COMPUSTAT, Consumer Reports, etc. Customer satisfaction can be 
measured using data from the American Customer Satisfaction Index. And finally, the financial 
performance of companies can be found from their annual reports.   

Managers in corporations can use this model as a whole or in part in order to increase their firm’s 
performance. For instance, a firm needs to have proper internal marketing strategies in place in order to 
increase employee satisfaction, employee retention and attract new employees. If a firm wants to increase 
the productivity of its employees and have higher product quality it needs to make sure that its employees 
are satisfied. A higher product quality will lead to satisfied customers that in turn will increase customer 
retention and acquisition of new customer. This will ultimately lead to higher firm performance in terms 
of higher revenue growth and higher profitability over the long run. The bottom line is that if a firm has 
proper internal marketing strategies in place, it will trigger a chain reaction which will ultimately lead to 
higher firm performance.  
 
REFERENCES 
 
Ahmed, P. K. & Mohammed, R. (2002), Internal Marketing: Tools and Concepts for Customer-Focused 

Management. Oxford: Butterworth-Heinemann.  
_____, _____, & Norizan M.S. (2003), “Internal Marketing and the Mediating Role of Organizational 

Competencies,” European Journal of Marketing, 37, (9), 122-141. 
Al-Hawari, M. (2005), “The Effect of Automated Service Quality on Bank Financial Performance and the 

Mediating Role of Customer Retention,” Journal of Financial Services Marketing, 10 (3), 228-
243. 

Anderson, E.W., Fornell, C., & Rust, R.T. (1997), “Customer Satisfaction, Productivity, and Profitability: 
Differences between Goods and Services,” Marketing Science, 16, (2), 129-47. 

_____, & Mittal V. (2000), “Strengthening the Satisfaction Profit Chain,” Journal of Service Research, 3 
(2), 107-120. 

36     American Journal of Management vol. 14(4) 2014



www.manaraa.com

Bell, S.J., & Mengue, B. (2002), “The Employee-Organization Relationship, Organizational Citizenship 
Behaviors, and Superior Quality,” Journal of Retailing, 78 (2), 131-146. 

_____, _____, & Stefani, S.L. (2004), “Why Customers Disappoint: A Model of Relational Internal 
Marketing and Customer Complaints,” Journal of the Academy of Marketing Science, 32 (2), 
112-126. 

Bergstrom, A., Blumenthal, D., & Crothers, S. (2002), “Why Internal Branding Matters: The Case of 
Saab,” Corporate Relations Review, 5 (2-3), 133-142. 

Bernhardt, K.L., Donthu, N., & Kennett, P.A. (2000), “A Longitudinal Analysis of Satisfaction and 
Profitability,” Journal of Business Research, 47 (2), 161-171. 

Berry, L.L. (1980), “Services Marketing is Different”, Business, May/June, 24-30. 
_____, Hensel, J.S., & Burke, M.C. (1976), “Improving Retailer Capability for Effective Consumerism 

Response,” Journal of Retailing, 52 (3), 3-14. 
Berry, L.L., & Parasuraman, A. (1991), “The Employee as Customer”, Journal of Retail Banking, 3 

(March), 25-28. 
Bockerman, Petri., & Ilmakunnas, P. (2012), “The Job Satisfaction-Productivity Nexus: A Study Using 

Matched Survey and Register Data,” Industrial & Labor Relations, April, 65 (2), 244-262. 
Bowman, D., & Narayandas, D. (2004), “Linking Customer Management Effort to Customer Profitability 

in Business Markets,” Journal of Marketing Research, 41 (4), 433-447. 
Cooil, B., Keiningham, T.L. Aksoy, L., & Hsu, M. (2007), “A Longitudinal Analysis of Customer 

Satisfaction and Share of Wallet: Investigating the Moderating Effect of Customer 
Characteristics,” Journal of Marketing, 71 (January), 67-83. 

Ekinci, Y., & Dawes, P.L. (2009), “Consumer Perceptions of Frontline Service Employee Personality 
Traits, Interaction Quality, and Consumer Satisfaction,” The Service Industries Journal, 107 
(125), 502-521. 

Evanschitzky, H., Wangenheim, F.v., & Wunderlich, N.V. (2012), “Perils of Managing the Service Profit 
Chain: The Role of Time Lags and Feedback Loops,” Journal of Retailing, 88 (3), 356-366. 

Foreman, S.K., & Money, A.H. (1995), “Internal Marketing: Concepts, Measurement and Application,” 
Journal of Marketing Management, 11, 755-768. 

Fornell, C. (2007), The Satisfied Customer, Harvard Business Review, 79, (3), 120-121. 
_____, Mithas, S., Morgeson III, F.V., & Krishnan, M.S. (2006), “Customer Satisfaction and Stock 

Prices: High Returns, Low Risk,” Journal of Marketing, 70 (January), 3-14. 
George, W.R. (1987), “The Retailing of Services – A Challenging Future”, Journal of Retailing, 85-98. 
_____. (1990), “Internal Marketing and Organizational Behavior: A Partnership in Developing Customer-

Conscious Employees at Every Level”, Journal of Business Research, 20, 63-70. 
Graham, J.R., Campbell, H.R., & Rajagopal, S. (2005), “The Economic Implications of Corporate 

Financial Reporting,” Journal of Accounting and Economics, 40 (1-3), 3-73. 
Gronroos, C. (2001), Service Management and Marketing (3rd ed).  New York: John Wiley and Sons. 
Gupta, S., & Zeithaml, V. (2006), “Customer Metrics and Their Impact on Financial Performance,” 

Marketing Science, 25 (6), 718-739. 
Hallam, R. (2003), “Delivering the Brand Promise at Washington Mutual,” Strategic Communication 

Management, 7 (4), 18-21. 
Harter, J.K., Schmidt, F.L., & Hayes, T.L. (2002), “Business-unit-level Relationship between Employee 

satisfaction, Employee Engagement, and Business Outcomes: A Meta-Analysis,” Journal of 
Applied Psychology, 87 (2), 268-279. 

Heskett, J.L., Thomas, O.J., Loveman G.O, Sasser, E.W., & Schlesinger, L.A. (1994), “Putting the 
Service Profit Chain to Work,” Harvard Business Review, March-April, 164-170. 

_____, Lemon, K.N., & Rust, R.T. (2002), “Customer Equity Management: Charting New Directions for 
the Future of Marketing,” Journal of Service Research, 5 (1), 4-12. 

Hoffman, D.K., & Ingram, T.N. (1991), “Creating Customer Oriented Employees: The Case in Home 
Health Care”, Journal of Health Care Marketing, 11, June, 24-32. 

American Journal of Management vol. 14(4) 2014     37



www.manaraa.com

 

 

Homburg, C., & Stock, R. (2005), “Exploring the Conditions Under Which Salesperson Work 
Satisfaction Can Lead to Customer Satisfaction,” Psychology and Marketing, 22 (5), 393-420. 

_____, Koschate, N., & Hoyer, W.D. (2005), “Do Satisfied Customers Really Pay More? A Study of the 
Relationship Between Customer Satisfaction and Willingness to Pay,” Journal of Marketing, 69 
(April), 84-96. 

Hong, Y., Hu, J., Liao, H., & Jiang, K. (2013), “Missing Lind in the Service Profit Chain: A Meta-
Analytic Review of the Antecedents, Consequences, and Moderators of Service Climate.” 
Journal of Applied Psychology, 98 (2), 237-267. 

Hwang, I-S., & Chi, D-J. (2005), “Relationships Among Internal Marketing, Employee Satisfaction and 
International Hotel Performance: An Empirical Study,” International Journal of Management, 22 
(2), 432-493. 

Johnson, J.W. (1996), “Linking Employee Perceptions of Service Climate to Customer Satisfaction,” 
Personnel Psychology, 49, 831-51. 

Kamakura, W.A., Mittal, V., de Rosa, F., & Mazzon, J.A. (2002), “Assessing the Service Profit Chain,” 
Marketing Science, 21 (3), 294-317. 

Kotler, P. (1991), “Marketing Management: Analysis, Planning, Implementation and Control, 7th Edition, 
Englewood Cliffs, NJ, Prentice-Hall Inc. 

Koys, D.J. (2001), “The Effects of Employee Satisfaction, Organizational Citizenship Behavior, and 
Turnover on Organizational Effectiveness: A Unit-Level, Longitudinal Study,” Personnel 
Psychology, 54 (1), 101-114. 

Lee, M.C., & Hwan, I.S. (2005), “Relationship Among Service Quality, Customer Satisfaction and 
Profitability in the Taiwanese Banking Industry,” International Journal of Management, 22 (4), 
December, 635-648. 

Lee, S.M., Lee, D.H., & Kang, C-Y. (2012), “The Impact of High-Performance Word Systems in the 
Health-Care Industry: Employee Reactions, Service Quality, Customer Satisfaction, and 
Customer Loyalty”, The Service Industries Journal, 32 (1), 17-36. 

Liang, C-J., & Wang, W-H. (2006), “The Behavioural Sequence of the Financial Service Industry in 
Taiwan: Service Quality, Relationship Quality and Behavioural Loyalty,” The Service Industries 
Journal, 26 (2), March, 119-145. 

Mittal, V., Anderson, E.W., Sayarak, A., & Tadikamalla, P. (2005), “Dual Emphasis and the Long-Term 
Financial Impact of Customer Satisfaction, Marketing Science, 24 (4), Fall, 544-555. 

Mukherjee, A., & Malhotra, N. (2006), “Does Role Clarity Explain Employee-Perceived Service 
Quality?” International Journal of Service Industry Management, 17 (5), 444-473. 

Naude, P., Desai, J, & Murphy, J. (2002), “Identifying the Determinants of Internal Marketing 
Orientation,” European Journal of Marketing, 37, 9, 1205-1220. 

Reynierse, J.H., & Harker, J.B. (1992), “Employee and Customer perceptions of Service in Banks: Teller 
and Customer Service Representative Ratings,” Human Resource Planning, 15, 31-46. 

Riketta, M. (2005), “Organizational Identification: A Meta-Analysis,” Journal of Vocational Behavior, 66 
(2), 358-384 

Rust, R.T., Ambler, T., Carpenter, G.S., Kumar, V. & Srivastava, R.K. (2004), “Measuring Marketing 
Productivity: Current Knowledge and Future Directions,” Journal of Marketing, 68 (October), 
76-89. 

_____, Lemon, K.N. & Zeithaml, V.A. (2004), “Return on Marketing: Using Customer Equity to Focus 
Marketing Strategy, Journal of Marketing, 68 (January), 109-128. 

_____, Moorman, C., & Dickson, P.R. (2002), “Getting Return on Quality: Revenue Expansion, Cost 
Reduction, or Both?” Journal of Marketing, 66 (October), 7-24. 

Sartain, L. (2005), “Branding from the Inside Out at Yahoo! HR’s Role as Brand Builder,” Human 
Resource Management, 44 (1), 89-93. 

Schneider, B. (1991), “Service Quality and Profits: Can You Have Your Cake and Eat It, Too?” Human 
Resource Planning, 14 (2), 151-157 

38     American Journal of Management vol. 14(4) 2014



www.manaraa.com

_____, Ashworth, S., Higgs, C., & Carr, L. (1996), “Design, Validity, and Use of Strategically Focused 
Employee Attitude Surveys,” Personnel Psychology, 49, 695-705. 

_____, Hanges, P.J., Smith, B.D., & Salvaggio, A.N. (2003), “Which Comes First: Employee Attitudes or 
Organizational Financial and Market Performance? Journal of Applied Psychology, 88, (5), 836-
851. 

Shiu, Y-M., & Yu, T-W. (2010), “Internal Marketing, Organizational Culture, Job Satisfaction, and 
Organizational Performance in Non-Life Insurance,” The Service Industries Journal, 30 (6), 793-
809. 

Simester, D.I., Hauser, J.R., Wernerfelt, B., & Rust, R.T. (2000), “Implementing Quality Improvement 
Programs Designed to Enhance Customer Satisfaction: Quasi-Experiments in the United States 
and Spain,” Journal of Marketing Research, 37 (February), 102-112. 

Tornow, W.W., & Wiley, J. (1991), “Service Quality and Management Practices: A Look at Employee 
Attitudes, Customer Satisfaction, and Bottom-Line Consequences,” Human Resource Planning, 
14 (2), 105-115. 

Wangenheim, F.v., Evanschitzky, H., & Wunderlich, M. (2007), “The Employee-Customer Satisfaction 
Link: Does It Hold For All Employee Groups?” Journal of Business Research, 60 (7), 690-7. 

Warr, P. (1999), “Well-being and the workplace.  In Daniel Kahneman, Ed Diener, and Norbert Schwartz 
(Eds.), Well Being: The Foundations of Hedonic Psychology, 392-412, New York: Russell Sage 
Foundation. 

Wieseke, M., Lam, A.S., & van Dick, R. (2009), “The Role of Leaders in Internal Marketing,” Journal of 
Marketing, 73 (March), 123-145. 

Wiley, J.W. (1991), Customer Satisfaction: A Supportive Work Environment and its Financial Cost,” 
Human Resource Planning, 14 (2), 117-127. 

Wright , T.A., & Cropanzano, R. (2007), “The Happy/Productive Worker Thesis Revisited,” Research in 
Personnel and Human Resource Management, 26, 269-307. 

Zeithaml, V.A. (2000), “Service Quality, Profitability, and the Economic Worth of Customers: What We 
Know and What We Ned to Learn,” Journal of the Academy of Marketing Science, 28, (1), 67-85. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

American Journal of Management vol. 14(4) 2014     39



www.manaraa.com

Reproduced with permission of the copyright owner. Further reproduction prohibited without
permission.




