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Diagnosing internal marketing practices and identifying deviations and ways to address them in service organizations

(the case of Algeria Telecom Corporation in El Oued)
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Abstract:

This study deals with the reality of adopting and applying internal marketing practices at Algeria Telecom
Corporation in El Oued, identifying deviations (reverse internal marketing) and ways to address them through
internal marketing dimensions (training, empowerment, motivation, internal communication and work teams). The
questionnaire was used to collect data and opinions of a sample of workers and officials in the Corporation under
study.

According to the results of the field study, it was concluded that the concept of empowerment is weak, and the
incentive policies and the incentive system are weak, with an acceptable level for the dimensions of training and
internal communication, and a significant presence of the work teams dimension. The study recommended the need
to pay more attention to empowering workers and delegating them the necessary powers to serve customers and
respond quickly to their needs, motivating and training workers to reduce and eliminate the effects of reverse
internal marketing.

Keywords: Internal marketing, reverse internal marketing, service Corporation, empowerment, internal customer.
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