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Abstract

By the increasing of service organizations, the problem of service quality has gained crucial
importance and service organizations are seeking a ways to increase service quality. This paper
intends to increase the service quality by using internal marketing and internal branding. Employees in
the service organizations play an important role in the service quality then organizations should have a
particular and special attention on their employees. Both of internal marketing and internal branding
by focus on employees are trying to deliver organizations promise through employees of organizations
and attract more customers to organization. Methodology of this paper is Qualitative — Quantitative so
that by reading former research and collecting repetitive element we gain the conceptual model of
research and then by real data, we test the model. Population of this research is the employees of
service organizations and the data was collected by the questionnaire.
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