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Abstract

The aim of this contribution is to investigate the relation between internal marketing, customer satisfaction,
customer orientation, relationship marketing and organizational performance in Golestan Telecommunication
Company in northern Iran. The present research in terms of goal is an applied type and the methodology is

descriptive survey and correlational research. The statistical society was about 300 contact customers, managers
and experts of marketing division in Golestan Telecommunication Company. According to the Krejcie and
morgan table along with random sampling method 170 persons were selected as sample society and a
questionnaire was used to collect the initial data. The validity of the questionnaire was measured by experts and

its reliability was confirmed by Cronbach's alpha. The results of this study show that internal marketing has

positive effect on customer satisfaction, customer orientation and relationship marketing. Also the positive
effect of customer satisfaction on organizational performance and relationship marketing was confirmed. In
addition to the results show that customer orientation has positive effect on relationship marketing and finally
the positive effect of relationship marketing on organizational performance was confirmed.
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Initial Extraction
M1 1.000 .562
M2 1.000 433
M3 1.000 .587
M4 1.000 517
IM5 1.000 .683
IM6 1.000 .590
M7 1.000 .635
M8 1.000 .573
IM9 1.000 .502
IM10 1.000 727
IM11 1.000 .553
IM12 1.000 473
Js1 1.000 .330
1S2 1.000 .470
1S3 1.000 .653
Jsa 1.000 .681
1S5 1.000 .689
1s6 1.000 .652
187 1.000 .483
co1 1.000 .606
co2 1.000 .478
co3 1.000 .661
co4 1.000 .639
cos 1.000 .691
Cco6 1.000 .350
RM1 1.000 .601
RM2 1.000 714
RM3 1.000 .684
RM4 1.000 .686
RM5 1.000 771
RM6 1.000 .683
RM7 1.000 .630
RM8 1.000 .689
RM9 1.000 .694
RM10 1.000 .746
RM11 1.000 .701
RM12 1.000 .730
RM13 1.000 .653
RM14 1.000 .378
RM15 1.000 .642
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OP1 1.000
oP2 1.000
oP3 1.000
OoP4 1.000
OoP5 1.000
0oP6 1.000

.632

726

773

.789

.842

714

Extraction Method: Principal Component Analysis.
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy.
Bartlett's Test of Sphericity Approx. Chi-Square
Df

Sig.

.904

3514.087

496

.000
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Initial Extraction
IM5 1.000 .706
IM6 1.000 .651
M7 1.000 734
M8 1.000 .582
IM10 1.000 .674
1S3 1.000 722
Isa 1.000 .803
1S5 1.000 792
1s6 1.000 738
co1 1.000 .618
co3 1.000 .755
co4 1.000 .708
cos 1.000 .821
RM2 1.000 .749
RM3 1.000 732
RM4 1.000 .654
RM5 1.000 773
RM6 1.000 .689
RM7 1.000 .639
RM8 1.000 .698
RM9 1.000 .702
RM10 1.000 754
RM11 1.000 .690
RM12 1.000 751
RM13 1.000 .658
RM15 1.000 .654
oP1 1.000 .638
oP2 1.000 744
or3 1.000 777
oP4 1.000 777
oP5 1.000 .857
oP6 1.000 .753

Extraction Method: Principal Component Analysis.
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Sl s Shee b sladaly 2oL 5 S5 Lok aaly o 5

o3y e (G35 3 D) (ol 5ot 5 sdms g pmms (U2 51 ) ks sl sl §sas
i Y S ol ) il S
o JESEC PN o JESEC RPN o JESECPN
(Ao s ) (Ao )s ) (Ao 4)
1 14.189 44.340 44.340 14.189 44.340 44.340 7.846 24.519 24.519
2 3.098 9.681 54.021 3.098 9.681 54.021 4.620 14.437 38.956
3 2.564 8.012 62.033 2.564 8.012 62.033 3.985 12.453 51.409
4 1.818 5.682 67.714 1.818 5.682 67.714 3.272 10.226 61.635
5 1.327 4.146 71.860 1.327 4.146 71.860 3.272 10.226 71.860
6 .876 2.737 74.598
7 .755 2.360 76.957
8 .696 2.175 79.132
9 .643 2.008 81.140
10 .586 1.830 82.970
11 .529 1.654 84.624
12 494 1.543 86.167
13 492 1.537 87.704
14 402 1.255 88.959
15 .394 1.231 90.190
16 .365 1.141 91.331
17 313 979 92.310
18 .307 961 93.270
19 .268 .837 94.107
20 .256 .801 94.908
21 232 725 95.633
22 .203 .633 96.266
23 .185 579 96.845
24 .180 .562 97.407
25 .150 470 97.877
26 1138 1430 98.307
27 .120 .375 98.682
28 1102 .319 99.001
29 .095 .298 99.299
30 .087 273 99.572
31 .070 218 99.790
32 .067 .210 100.000

Extraction Method: Principal Component Analysis.
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ssde 53 els gl 5 dins e bSE 1 Jule 8 SV gl o das e OLE | ok i ety S 9 eslad Jsde
e a3l s il e IV Cnlin gl s 0LS @l 53 6 i g 5 o b s s VIAPS
Al 6 US ity e 5 (e b VI3 0 Soman il ) 3y 00sT ule 8L i 2
35 b a5 pa (ale D) Juale byl S o 5ol 53 s Al gy BT ol (Seas Ol
23 (6 ey A5 b sy o Jolo ABL iy o bl e Sl 2 &S 5,8 e 15 s s Jule s 5 dige OT 8L 40
I8 s, e J.al.pji)RMl5)RM10 OV g das o0 QLAY o led J g 53 3505 sy ge e (il ylg) Of s IS

OVl Cod 3 8 ale &L 25 o e 5LV oo led J g

Component
1 2 3 4 5

IM5 223 .155 217 139 752
IM6 .350 .085 .140 .305 .639
IM7 .106 .309 .180 151 .756
IM8 191 .153 .348 139 .618
IM10 .207 .236 .698 -.012 .296

JS3 .189 .180 .803 -.023 .092

Js4 .042 132 .881 .075 .045

JS5 175 149 .845 .070 144

JS6 .088 .019 .819 .032 .242
co1 .143 138 .166 722 173
Co3 .154 .070 -.018 .841 138
CO4 .190 .076 .014 776 .253
CO5 197 .233 -.037 .850 .054
RM2 .566 -.008 A11 .382 .520
RM3 617 .064 135 274 .505
RM4 .657 .344 241 211 .038
RM5 787 311 151 127 134
RM6 .758 194 .105 .155 .205
RM7 .678 .245 149 .128 .285
RM8 798 .096 112 .067 .185
RM9 766 .183 .072 .229 157
RM10 .825 234 .039 .096 .094
RM11 729 .364 137 .071 .046
RM12 .780 .336 .064 .086 .136
RM13 .686 .263 157 .154 .264
RM15 490 .589 .155 .200 -.046
OP1 405 .626 .239 .086 132
OP2 AT73 .664 216 .136 121
OP3 524 .654 .254 .075 .066
OP4 .251 764 .066 .059 .350
OP5 .268 .830 132 .154 .236
OP6 227 .805 129 .167 .094

Extraction Method: Principal Component Analysis.
Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 7 iterations.
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Component
1 2 3 4 5
IM5 .210 193 .140 732 122
IM6 .336 .089 119 .646 .306
M7 .099 .307 .182 .768 142
M8 .184 .148 .326 .634 137
1S3 .194 .181 812 121 -.033
Is4 .047 .138 .891 .077 .061
1S5 179 .140 .833 .183 .059
1s6 .085 .034 .807 .267 .021
co1l .144 .138 170 .166 729
co3 .150 .060 -.022 .145 .844
coa .180 .067 .002 271 .766
cos .199 .214 -.035 .064 .852
RM2 .533 -.039 .150 .553 371
RM3 .584 .024 .169 .544 .264
RM4 .657 .280 .276 .074 224
RM5 .783 .260 .185 .160 141
RM6 .748 144 133 232 .169
RM7 .669 .204 176 .310 137
RM8 791 .085 .063 .184 .063
RM9 .764 175 .034 .150 .229
RM10 .822 .226 .009 .082 .095
RM11 736 .349 .092 .032 .074
RM12 .783 325 .014 .128 .085
RM13 .682 .247 .103 274 .143
or1 423 .565 .263 171 .090
oP2 494 613 .238 .143 .146
oP3 .547 .603 .278 .083 .091
oP4 274 .780 .040 311 .063
OoP5 .299 .846 112 .190 .163
oP6 .258 .808 123 .057 177

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.

a. Rotation converged in 7 iterations.
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Component
1 2 3 4 5
IM5 .210 .193 .140 732 122
IM6 .336 .089 119 .646 .306
M7 .099 .307 .182 .768 142
M8 .184 .148 .326 .634 137
1S3 .194 .181 812 121 -.033
Jsa .047 138 .891 .077 .061
1S5 179 .140 .833 .183 .059
1s6 .085 .034 .807 .267 .021
co1l .144 .138 170 .166 729
co3 .150 .060 -.022 .145 .844
co4a .180 .067 .002 271 .766
Ccos .199 .214 -.035 .064 .852
RM2 .533 -.039 .150 .553 371
RM3 .584 .024 .169 .544 .264
RM4 .657 .280 .276 .074 224
RM5 .783 .260 .185 .160 141
RM6 .748 .144 133 232 .169
RM7 .669 .204 .176 .310 137
RM8 791 .085 .063 .184 .063
RM9 .764 175 .034 .150 .229
RM10 .822 .226 .009 .082 .095
RM11 .736 .349 .092 .032 .074
RM12 .783 325 .014 .128 .085
RM13 .682 247 .103 274 143
or1 423 .565 .263 171 .090
oP2 494 613 .238 .143 .146
or3 .547 .603 .278 .083 .091
oP4 274 .780 .040 311 .063
OoP5 .299 .846 112 .190 .163
oP6 .258 .808 123 .057 177

Extraction Method: Principal Component Analysis.

Rotation Method: Varimax with Kaiser Normalization.
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N Minimum Maximum Mean Std. Deviation Variance

s ol Statistic Statistic Statistic Statistic Std. Error Statistic Statistic
S bl IM 170 1.00 7.00 4.4539 .10936 1.42582 2.033
b als) IS 169 1.00 7.00 3.2717 13732 1.78511 3.187
S e co 169 1.25 7.00 6.0966 .07793 1.01307 1.026
sl 2ol RM 163 1.00 7.00 4.6421 .10134 1.29385 1.674
Slile s Shes OoP 162 1.00 7.00 4.7516 .12562 1.59892 2.557

el oeala0lE Vo sled o 53 (0lg) 058 sla e (Ko O n (SIG<0.01) (5515 sine el 40 5L
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AR G e e (Steser L=V o)l J s

M Js co RM oP
Pearson Correlation 1
M Sig. (2-tailed)
N 170
Pearson Correlation .442™ 1
JS Sig. (2-tailed) .000
N 169 169
Pearson Correlation .399™ .150 1
co Sig. (2-tailed) .000 .052
N 169 169 169
Pearson Correlation 555" .405™ 429" 1
RM Sig. (2-tailed) .000 .000 .000
N 163 163 163 163
Pearson Correlation 550" 452" 364" 707" 1
op Sig. (2-tailed) .000 .000 .000 .000
N 162 162 162 162 162

**_Correlation is significant at the 0.01 level (2-tailed).
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Chi-Square=1041.50, df=396, P-value=0.00000, RMSEA=0.078
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Chi-Square=1041.50, df=396, P-wvalue=0.00000, RMSEA=0.078
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