The Relationship between Internal Marketing and Service Quality in
Telecommunication Sector

Abstract

This paper is to investigate the relationship between international marketing and service quality, and
the moderating effect of gender in that relationship. The data to make an empirical analysis

- were gathered from 2069 workers in telecommunication sector.

Multiple regression analysis revealed that

(1) education was positively related with
tangibility, reliability, responsiveness, empathy, assurance, and (2) internal

communication was

positively related with tangibility, reliability, responsiveness, assurance, and (3) delegation of

authority was positively related with assurance.

Hierarchical multiple regression analysis

revealed that (4) compensation was more positively related with reliability in woman, and (5)

employment security was more positively related with assurance in man.
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or2 (unweighted) SERVPERFS] AAAS A=A
o2 AF3UT

A 7] SAHYE F A AR FHxd st
27F B3R L SERVPERF H =7} th& 371
A Ao vlgld An|AFAe] BAbs Ry @
o] AwWda Y5 HFIAIYH(Cronin &
Taylor, 1992, pp. 59-62). Z2&]il SERVQUALO
Aol Fa3 S84 7|dd g A
TAEZ AVske &5 AF7E oloj WA
Cronin¥ Taylore] o]21d 3L Mu|A2EHS
SAsts FEdE Sz AWy Uy
(Babakus& Boller, 1992; Brown et al., 1993;
Teas, 1994; <k#<d, 2002).
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Greenley, 2001). shvj= ¢S Yy 4d u
o7 FHHETE Aoz FTHYE 7149 7HA
Z(value chain) AANA & oo} &
HEZHE ITsodA ddH= 43 1

o2 Ndstet= Aolth(Lings, 1999; Conduit
& Movondo, 2001). o|& UWFAX Aoz}t gt
ot old] disted oE e FALEL 7)Y
o] AFee A¥e Aoz AFsHe ol
(Mohr-Jackson, 1991). o]l WREAZX| Ao
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Hes Zta dertdd 8y B
o|t}(Berry & Parasuraman, 1991; Berry,
1984). g 7|99 HASHA AFH &5

rl

|

=)

9)

&
[==}
G
==
O

1

o)

(e Hu o koHn
~

2

A Jke de ml:L
{ ro_
T
ot to
B>
-4
i
Py
gol
r jo o

=

2.2.2 WE-vHAE 3} AMu|2FF
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3. &9 AA At+EAE addor dAst7] 95t T4
3t A B3 AFEA FRE Y5
3.1 482 2 2y Qe ANFEEgAs AASRH. WA E
G AZIRE g QARAL FAARBAO
. ] IR )
MEe Az 45002 wusolon oz 5 1 oorRerl, AUWHE HAWAMS oldw
. ) OFAN EZHEHFENY eI AHEAE i
TH 2985 F e EAAS Sdo] Al A B
- o= 5 5 2 3 93k 238lo] A=A
O ooH & _ = St A AT, WA HQag Egke] AA
T 2952 AQgE 26955 dgoR TARAS ) ,
REE! 2 APAT(Price & Mueller, 1986)olA AlA|
= A .
] =) = o] Al 2k 0 o] AFO] 74131.
WEEARS A aEde) wAs F owps o e LTl 0.4 ol A
- S AEagen, AALE 055 7|FOR 6
kel pATE o) wet Aol gk, % x o AFHRST, AART 058 slwss o
A5AE $AN) fetod QAR gEaAs A
S A 82359 Cohen & Cohen, 1983; Baron & |
= 1 AA ) ’
Lol B A
Kenny, 1986). 4. d7EHY w4
3.2 49 A 4.1 FHHJAEA
<E D> AFESsT FASEAS
A _ ] WS AL oA | ASE | 3 =R R
@ | ) [ O] O3 GH O |Gy G2 | o3) | ) | Ge) | (x6)
. -
c |79 -
vyl | .089 | .064 -
y2 [-.039 | .051 |.796' -
v3 (=020 | .010 |.736" |.863' -
v4 | 011 | .053 |.765" |.803" |.798' -
v5 [-.037 | .041 1.650" |.734" [.772" |.745" -
x1 |-.131 | 183" [.340" [.403" |.403" |.361" [.356 -
X2 |-.052 |.148" [.252V [.297" |.304" |.255" [.315" |.570 -
x3 1-.039 |.138" 1.221" {.180% |.198" |.135™ |.165' |.499" | 467" -
x4 [-.205" | 199" [.209" |.240" [.209" |.2517 |.377" |.4157 |.494" |.342f -
x5 |-.047 |-.108" [.167° |.227" |.231" |.215" [.210" |.328" |.309" |.326" |.336' -
x6 |-.174" | 209" |.259" |.320" |.3577 |.272" |.375" |.463" |.472" |.385" |.697' |.437 -
a) 489 A 1294, 2=aXjo=g 34
xp<.10; *»p< .05 "Tp< .0
4.2 7V 3% Yoo, uWEAFYANALE #3A, AFA,
HEO-A1 0 ShAlA o] FAA QS w|x- Ao
A 19 AEAY u{FEe mE Nguaz UERET Ida ddeide A diste
Ao} FAHeAY 84, AHA, e, Ay T A dwe HAS A2 vRen
AL, Al Aol e mixe= Aoz e 7 29 A

P
O
HEQYel AL Aol vAE FAA
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4399
gy
WEAFUA A

LR

A A ~.255 017 -.275 -.141 ~-.020
N3 WA -.235 -.137 -.001 010 | =76
W E-AFY A o] A 025 -.378 -.034 -.173 .
N 006 012 008 007 011
R? 160" 209" 203" 171 206
£ p< .10; # p< 05; T p< .01
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AUl AE Z2R5= Y AFE= ARAA AEs) olglg EAAME oMo Ave FUFH g
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