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Abstract: This study aims to identify the extent of the practice of internal marketing policies and administrative
transparency at Taif University, and its impact on the level of internal customer satisfaction (employee). As well as to
observe the mediating effect of administrative transparency in the relationship between internal marketing policies and
internal customer satisfaction. This study attempts to fill the gap in previous studies related to the impact of internal
marketing policies (independent variable) and administrative transparency (intermediate variable) on enhancing internal
customer satisfaction (dependent variable) in Saudi universities. A descriptive-analytical approach was used, and 254
questionnaires were distributed randomly stratified to the study sample. The number of valid questionnaires for analysis
was (125), which were analysed using the statistical program (SPSS). The findings were that there was a medium degree of
approval towards each of the dimensions of internal marketing, the practice of administrative transparency and internal
customer satisfaction. There was also a relationship and impact between internal marketing policies and internal customer
satisfaction. Similarly, there was a relationship and impact between administrative transparency and internal customer
satisfaction. There were a relationship and impact between internal marketing policies and administrative transparency.
Moreover, it found that administrative transparency strengthens the positive relationship between internal marketing
policies and internal customer. This study recommended increasing employees’ job satisfaction by implementing an
effective system of incentives and rewards, training and development and promotions. Furthermore, universities should
improve the level of administrative transactions and communications, financial facilitation and good relations among
employees. Moreover, they have to adopt the concept of internal marketing by meeting the needs of employees and
working on developing them. Finally, they have to tout administrative transparency policies, as well as clarifying the reasons

for administrative decisions with stability and ease of understanding in order to build credibility and trust with employees.

Keywords: Internal customer, Internal marketing policies, Job satisfaction, administrative transparency.
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Model Summary

Residual 42.028 123 342
Total 74.984 124

Coefficients”

Standardized
Unstandardized Coefficients
Model Coefficients t Sig.
B Std. Error Beta
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Model Summary

Model R RSquare Adjusted R Square Std. Error of the Estimate
1 .681° 464 460 57152
ANOVA®
Model Sum of Squares df Mean Square F Sig.
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Total 74.984 124
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Model Summary

Standardized
Unstandardized Coefficients
Model Coefficients t Sig.
B Std. Error Beta
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Model Summary

Model R R Square Adjusted R Square Std. Error of the Estimate
1 777" .603 .600 .55360
ANOVA®
Model Sum of Squares df Mean Square F Sig.
Regression 57.342 1 57.342 187.103 .000b
1 Residual 37.696 123 .306
Total 95.039 124
Coefficients’
Model Unstandardized Coefficients Standardized t Sig.
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Model Summary

Coefficients

B Std. Error Beta
(Constant) -.034- 190 -179- .858
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PR

O Al 8Ll 898 (o Laiug saneS AloY¥) LLadll Sotuw i duals cmlyll oyl Jlasl @

o oo Gamill Jal ey "l aaneS 31l dlee Loy Jatus adieS oIl Ggadd] lali

of (12) 3y Jouzr o0 LoD a5 (66 Jte Anllall lydge oo dpdall pluseiul @39 oz 3geill Aylae

e 303 oo g z3gedl by ;250 Jam Lo Lilian] Al it Led (P9 iio ,25L1 Basd
oDl z3geill O e S8 1d50 Jamy Loo T diesd caaly > Aayllal
z3gedl dsllas G :(12) o8y Jou>

0 chi-square — L;w;n,t.g_m
1 GFl 4aylall peur yi3e

laddl of @lull ylsd o Ll ulos @l (2) o8, JSadly (13) 03, Jsasdl oo S s
Al Loyl aly LS sl Adlasdl coly LlS il e Juy g conalssll Loy 8ydlie 28e L 4)laY)
Laladdl coly L1l Gagadl) o1 LS a1 a3 1) Boganlly Llom) 3l 0¥l Adladdl o aa LS
Oly Il Bagudll oyl day cnabssll Lsy § bl 9o &ylo¥) bladdd of mean diey 4,lsY
wSU ey JWbs cds Il dlee Laog A1l Gswdll G 28l 358 (o iy Japwg psieS Adladdl
A yall

™ ‘ _."I‘
t-test P 4 tlasl t-test P e
4224 0. 0000 378 —_ — — Eu“)la:z!l Aala gl
3.267 0.001 .355 13.844 0. 0000 .947 gl.&h\.ﬂ L§._»3.«.«.Ul

AR (5 gl iy Cp ABMY) A A 10y ABAAY s .
AR Jraall i gl Lo g (169) O ¢ g2l



‘a2020~)=u§‘95_)6$ um‘.\.‘d‘_@b&\M‘-@y&bh&\dﬁb%-\uﬁ\ﬂejﬂ\“ﬂ-&bﬁ‘f\ﬁje}ﬂsﬁﬂ\w‘

el

|
3 [ 2,15¥1 28la ! Jaugll paall ]

e2
l .35

[ (calsghl) 1l Juoadl Ly polall past ]<— I 3ol JaTad ) pial

o gl Aalyull sl <11

Lyl il 1-11
AW @l ) dlyl cuals

33lemdl dad g S U A1) Bl Slaliuy Aaalzdl Byls) cila> (e pletal pus oIl of -1
ey Lo 392s | Lpdlogey daslall yla] ) pue ] dmddl sda seqlal cudl az g lalSlly
Jead) 2y @ dadat Aol s ol Il Gosadlly

zha] pue Cum e B & gudadl ool plal ) Al i3y AloYl Asladdl Auples pae -2
&1 Jlas¥l Cansg hall aie @ ALl o Gleslall e zLad¥l aucy cola,adlly oulgall
shyall Jalas § 5215 slmly Jeadl 2olus Lae gy @ly Wsladly ¢10¥) mpas § Wlaall sueg (As1)
edbss 2o

QS Loyl o 3azs ¥ 4l0¥1 g Lag¥l ol mansadd cldy (onds Il oMaall) cnabssll Loy (olazil -3
SISl 58lsdl (e ST Jlady musly allai 3929 ades Alo¥l Slubdl 7ao99 Sld pue i
s ) LYl Caag «ghatlly cuyurld cliS)

oalasil ) alo¥l dlaadl duylesy oIl Bagadll Slalw Godazy Aasldl 3ls) sletal pue pale -4
A1l Jeeall Ly

A1l Basadll Gt ABMall B33 (he ok lopwy S Ayla¥l Alasdl of J) mldl wusT Jasly -5
plaza¥l 5139 cnalsgeld Zenall Sl 380l oy Ll asly U3 gt (Sasg 31l Jeandl L g
Lokl iy oy plaall cgllall Houll A8y oymy danlell (§ calasll Oy (orabosll yglatsy coyun
Laall Byl Ol emelaasl 8Ly ) 25 gof Jaadl Jals cnalosll o Lo dppaseddl culdall oliy amdd
s sll palis) (e sy cige Jlllg Byl A8l ddl uyles

AR (5 gl iy Cp ABMY) A A 10y ABAAY

RN Jpaall LA gl L Cya g (170) OIAD g 2alid)



‘a2020~)=u§‘95_)6$ um\.\.’d‘_@b&\M‘-@y&bh&\dﬁb%-\uﬁ\ﬂejﬂ\ﬂy-&bﬁ;ﬂﬁjeﬂﬂ;ﬁﬂ\w‘

Gl Adlly aluogid! 2-11
iy A3 1) Ggudd) Slubiw dudas (rused] Slpogddl pamy 7148 Sy Al mls e 2l
ik b Sluogdll sda Jeddy . 31l Jueall adssll Loyl ot g Jldlg 4pla¥) Adladdl g9iuae
eially adll Gadatll g J1 pleza¥l dez g5 pe 31l Gagudll pgeie G5 Of Aaaladl 5y00) e -1
Loz Layashat e Jaally ol Il Lpdhoe i sy il lyionl Ry Aol Alsll galally il il
conlsgall Zouall sl 38lgmtl 5oLy S5 oo lI3 (39S0g . ulasll palisy Sotus ady e delun
po cildgiiag illabe Calige (K Chyay G od Luiudsgll Jlos¥l zusl ae cuputy aloxa¥l B3l
Zaalall 315 Lyl allss sty coaalssll o B! SlEMall el audd
allyall 3l § AL IS e cllzg Byl Lsladdl sl sLsl e azdd of 2okl 3] (e -2
Jolsdly cnalsgll olaladly cllasdle 8yla¥l Jias S cnabssll e cilaglall slas] aue Auliws
Slal=s¥l S 3 A>g3dag Sodate Slgid U (0 o0
Weladl Tod Lesas ao Llleel dulan @ 2288005 rodsll lubw mis of dalzdl 8l0] Ao -3
meogs A Aaliy Jeladdl M5 o0 Lplsl @ Bg,ll slae¥l (e @ b oy Aales Aulelsy ol
slid U3y alodl cla, 40l @b Wgg Hhatul ae Laaddl dules wie ayl0¥1 @bl Gleal
Bylazlly 5ol Lalad (e 2u85illy Cagdastll Al 45 Lingly cniboslly cy s 4atlly 2udlasall
Slaglaall clas] (90 crwiall Jud (o Lelol ueds 20i80) s ¢)fy didaag Bodma mlaasg
sy 3815zl Jlad allai pusg IS (e by (abogall Ladogll Ly Il Sotun 28y dnalnll 3yl0) (e -4
Al cMudly c¥lai¥ly GHlo¥l Joladl Gorun (ruseiy « pshailly copudl] Jlad allas as99
onabagll (o Bzl SEMall aus iy

SSRUEWE

doyally aa Ll Yl

M udladl Bl Badzmny 4oy ddawlall Slasladl § sl Goguddl” (2017) L By 5ol =
836 (Al Aaalll B ygdde e piunle Ulu,

glad (Jls2) Auidawdall Lslsdl c¥Las¥l 38,58 § A1) Gagwdll 2Bl " (2014) .l Uae (Boge ool -
B3 Al daalll B ygdide e prusle Ml "Lesall cloasd! saga e 5309 — 852

2 815938 sy "gylo¥! JLasdly 4a8dey Llall 5y0¥1 sud Adlaiddl agean” (2005) el c@uyS gl -
Oles (Ao Lasladl 5 gdie

Apagdanll Aausd) a9 e oy3ly ydadl 5ylall ByloY agaeS Il Gagudll” (2011) SLE Juclow) -
Lasle Ame Lol 2ua ¥l claslxll § 2yla¥l sslally slazd¥l Gl § cnlelall e Aadas duly
202-175 :(2)23 clulyldly e 3 grall youall

e Landas Bulys cupaall 3392 s § I Bagadll olaseial 0Ka) g (2009) LS5 (il -
Gyl Lualall Azl "Bpall claolxll Slolally guyarll Aia clacl lyud Ll psall 351
161-93 :(23)2 auyl=all culuolylly

AR (5 gl iy Cp ABMY) A A 10y ABAAY

RN Jpaall LA gl L Cya g a71) OIAD g 2alid)



‘a2020~)=u§‘95_)6$ um\.\.’d‘_@b&\M‘-@y&bh&\dﬁb%-\uﬁ\ﬂejﬂ\ﬂy-&bﬁ;ﬂﬁjeﬂﬂ;ﬁﬂ\w‘

Ua3e pllady Aidawdall claelall § Laghs aldlaiey LoloY) 4dlaadl adly" (2011) Al > -
838 ! Aaalad! (3Ll S Jlacd Byls) quud 3 ygdiie e piwale Ul

R el pedl A=l Gles Lpms SAall deasdl 3 Adlasdl” (1997) e Adahs)l -
Olee (G alell AU Aalall Lpaczd!

O3l (ples Adyall 5938 515 1 Aadall A8la sl 3)l5¥1 .(2007) e cguil Il -

Ul pagSodl Slellaall § glo¥) sludll o axll § @eladly 28laddl 593" (2010) . u)ld capadl =
o2l el aglall A yall Cayls daely Bogdide pt 8l 5538

Ay S Bupuzd! Aaaledl 3yl eidaiall gludl (2004) e ollale -

Oles @isdlly padll slaall Hls (Ades laglaty dolas Jbl) adasll Lsydl (2008) @l conslyadl -
03,3

loglall Slaas 392 e 0,8y &updadl 3)lsll 815y ageieS A5l Gagwdll” (2014) Gl olayb -
126-85 :(49)1 cloglally culaSiall auss ) Azl "5, iy Aol duslis Ay

Gy claladl 1ol (3 53939 A1l Bogwdll Slelyz]" (2014) | odins caudiyg o158 coula sl cdazma -
254-237 :40 aell 230LadY¥) pglall slusy S dlzes gLl £, /il Cipimn § audas

Sl sl Sl auhas Dslaie eladl G dl bl (2018) axbe cqeilly Jus lmidl uld leadl -
033 lee 239301y

il an Lol

- Cerit, Y., (2009). "The Effects of Servant Leadership Behaviors of School Principals on
Teachers’ Job Satisfaction”. Educational Management Administration & Leadership. 37(5): 600—623

- Gronroos C. (1990). “Relationship Approach to Marketing and Organizational Behaviour Interface”.
Journal of Business Research. 3(20): 3-11.

- Mohrman, A, Cooke, R, Mohrman S., Duncan, R. & Zaltman, G. (1977). An assessment of a structural
task approach to an organizational development of a school system. Washington. DC: National
Institute of Education.

- Rawlins, B. (2008). “Give the Emperor a Mirror: Toward Developing a Stakeholder Measurement of
Organizational Transparency”. Journal of Public Relations Research. 1(21):71-99.

- Transparency International. (2017). “Corruption Perceptions Index 2017”, retrieved from

https://www.transparency.org/news/feature/corruption_perceptions_index_2017transpay

AR (5 gl iy Cp ABMY) A A 10y ABAAY

RN Jpaall LA gl L Cya g 172) OIAD g 2alid)


https://www.transparency.org/news/feature/corruption_perceptions_index_2017transpay

02020 siabgi— e AN dal) - gl 1) aall - A g g &y Y1 g AslacBYY o glal) Alna — a4y glall Ay ) Alnal)

S
L)
ISR ORI FIRT (KRR P AN V|

LY Al (V) gy el Rl Shladl e clizdlye e s clizdlya cbe dyims el
il ule il 6l ) 2 5Ll e By 3315 S o) 1 JBL 3 jedge 58 LS Acalill
5 saall Je (V) poss oLl clile 0l (4 p5all 1 Janll x> o

@ pgdll g1 Joadl o> a0 cwlily dede Jyas ! U1 iyl
5 podl gl Joall x> po 5,aLL Alle Aaaldl 3 oL,k pad
Sl gy allss i o Baeladl § preell yady
Ugaall Laall Slillate e 3ilgatly UL coulils
(Sl Joall e il gl amdl 3lgatl plaig ls¥l olid
kes o131 3 Teke Iz Gl ! cnaloall 3L o
Ayl 99 Boume Adgiumy LMo Analall caillyy ope Aaglsy JSI
unly paadie Luddy9 Busly das Jaadl dadil o blis JSI
dadd usly iy oo iloLagdl pelg¥l Legdpll ik
dedanlly 131 § parasall Jo¥ Asje cldec I e Joall
Al g9 Badma plee daidsg JSI
4 pledll dia cogllall Houdl A8y Bymy Aasladl § ilige JS
lus Sasg aleo chyel il yadl
S isdagll Slyleer $lats ogalagll il K dyud! oty
Leglada
Aalally Aalall SUiSels 1yi5 oo ol dntsytll ol
Le onabosll alleag Adpan yushas Of Le Jos! @I 2aaladl g5
4l g sLedinl
4 il gell Aaslnd! Laydgs QI A yuddl el pdl il
o Jaladdl Jlma (3 plibn Auaddy (ndbosl) coyuly daaladl 5yl0l eig
i
LeludS) gllall Ll @ J ddll Ldds> Ladi Jady coyudl!
Jaall Jils caaloghl o Lo Apaied SlBMe ol daaladl andi
Joall Gllas gyl cnalsoll o Lo daied SlBSe oLy dnalall andd
o lgIl Boyall 79y Joadl Aaalnll s
Dglaiag dedo piad (nabsgll G l8dlall
dalizel) Sbgiwd! cm Lo 239 GldMe 929 e 8yl5¥) Jadles

lga¥l 7949 &BKLB}QB:J‘

9 Gy

otabo gl ysghas

Lls il oladall

AR (5 gl iy Cp ABMY) A A 10y ABAAY

I Saall Al ol La ) o g (173) OIAY ¢ g aalidf



02020 siabgi— e AN dal) - gl 1) aall - A g g &y Y1 g AslacBYY o glal) Alna — a4y glall Ay ) Alnal)

bl gty JLas ¥ U gy iSlas Joe § Lo USCAL s 13
7ol old! dulew daalell ads &
I Sleglall 4318 1990 mowy SHLaIW wua allas Aaeladly 39w 3
Ao Gioy § Lrlis i
Ondelad! fr e Las¥l e #nSAIL daaladl §ylal g =
Aasdedl elsl § paylesl desal L (rabbgell Jhogiy byai daslanll 3
e Sy (abbgell Amaldl &) Juogs o

Aaalndl 3 2dLaadl s A1 cluybelly Sleboadl ;1 &yl

LY Al (V) pops iy R Shladl e clizdlye e s clizdlys cbe dyims el
i) ase Bl 515¥1 osler) R Sliadl e 5dy 33155 S o) QI JEU 3 mbga 58 LS 2eulill
5 saadl e (V) gy aliall elle ol (Raoladl U3 crulelall e ol

Laaltl 3 uleladl e Slaglandl slise] ase Euuli Byla¥ o sled 1
A gida g bosaie Jhail ol g8 JSlk e Gelaladl pa 5510¥1 Jual g 5
alalza¥l JS e
daalzedl 3581 e B yoliadl cilel 518¥1 g cildodedl 3,1a¥ Judix 3
oo Ldlee duslas @ 4adlSallg 7 gun ol coluabiwn 3,10 Y1 eiia s
8Jeluell Lge gnie
Gaalzedl o 581 95 1o Coee L2t g ABlayanll 58 gix 5
Ale g Alela e Luall aldoi 3,001 34 6
a3 Jolatdl IO G Lgisla) (8 e 30U dagpall 8510¥1 el 7
i ol B ylas sie Asyla¥l 51580 coled 51591 it 8
Aaaled! olof 2l 0 3 bl paiimadl G B510Y1 i 9
lgolmuil 5 Loagd U gguns Lila sdia 51 panunls 35101 3ueit 10
stalaerg 8 lazml g e laSTl olual e Ao 2 il By I gl Solawlina .
PHEPEY LR
&l elie] saai (593 Girad) JiB G Lgilsl ity 5y 1591 maact -
Slaglae
e Slelboall Cilisea (e 3158315 i ol e 8510¥1 ¢ glai s
Lgonin ) Aesdell Aes gig Lgmal 5
peimall Sl g Lgand Il ol 5l G 5510¥1 Jog st 14
2Ll peizmall e bl avandls a1 Beai e 55laY) Joas 15

AR (5 gl iy Cp ABMY) A A 10y ABAAY s .
AR Jranll i ) Lo (s (174) A ¢ 2alad)



02020 siabgi— e AN dal) - gl 1) aall - A g g &y Y1 g AslacBYY o glal) Alna — a4y glall Ay ) Alnal)

il goll Bouill cileusdl oo Linydl Bamys s ¢ !
5 saadl e (V) sy oLl elile ol (pshasly sl

Lol gdge e Linyll Sorus 1

Shludl adlge oo Lol Sgiun 2

sl @ligs e Lol $gium 3

Sledad! oo Lol sgiuma 4

SIs¥ Joladll e LIl Sgia 5

Sl 381l e Loyl Soiuma 6

sshdlly coyuddl e Lol giua 7

nabdgll o Ml e Lin I (Sgiune 8

¥ Lai¥l e Lol ggius 9

& oty 5321 () Aslhl el (e Loyl (Sgiane 10

WU e Loyl Goiue 1

Jeadl £3a3 Jolad e Lo Il (ggina 12
Adl il gaall Sloglall : plyJ1 ¢ 321
ozl -1
] & (o [] S
Lela¥ Wl -2

M el (o M zoia (i
el -3
O Lole 34-25 (o ] lale 25 e J81 (i
[ STy Lale 45 (s N Lol 44235 (z
p.i.La_ﬁl Syiun -4
] A wgill (o ] BEERIRCAVIN(
[ Zaalenll (5 N st (2
[ Jle oalas (2
Sl Jsadl -5
L] JL, 5999 - 3000 (- [] JL, 3000 (ye J3i (i
[ JU, 14999 - 9000 (> u Ju, 8999 - 6000 (¢
[] JL, 20000 e ST (5 [] 1999 - 15000 (a
Lotie 0SGute iy Siglaz! 1,804
AR (5 gl iy Cp ABMY) A A 10y ABAAY (175) S ¢ 2ai

I Jraall LA 1) L ) g




