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Abstract:

This study aims to identify internal marketing indicators in the banking industry using a grounded theory approach in state-owned banks in
Iran. The present research is based on an empiricist philosophy and follows a deductive-inductive approach. In terms of its objective, it is a
fundamental study conducted using a mixed-methods research design. Data collection tools include interviews and questionnaires. To analyze
specialized interviews, the grounded theory method has been employed. The statistical population of this study consists of professors and
managers with extensive executive experience in marketing management and the banking industry. Sampling was conducted using a non-
probability and purposive method. After conducting the interviews, the concepts were extracted using Maxqda software, and relevant codes
were identified. By establishing relationships between the extracted codes in the open coding phase, removing redundant indicators, and
merging similar ones, the primary and secondary themes were determined. The identified indicators were categorized into eight main
components: individual factors, organizational factors, job-related factors, micro-level strategies, macro-level strategies, macro-management
and policymaking, employee agency, internal banking environment, micro-environment, macro-environment, employee-related outcomes,
bank-related outcomes, and public and societal outcomes. The first step in achieving these objectives is to develop a precise understanding
of the concept of human resources as the core of internal marketing and to identify the influencing factors on their satisfaction. Through this

approach, valuable information can be provided to managers for various decision-making processes.
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Extended Summary

Introduction

In today’s global economy, customers dictate the survival of organizations. Businesses can no longer remain indifferent to
customer expectations and demands, as customers are the primary source of revenue and investment returns (Al-Hawary et al.,
2013; Dalvi et al., 2013; Omar et al., 2015). Therefore, contemporary business strategies emphasize creating customer-oriented
value, which can only be achieved through integrated organizational functions, including production, marketing, finance, and
human resources (Park & Tran, 2020). In the current competitive market, companies seek to retain their customers through
loyalty programs, aiming to secure customer repurchase intentions (Bowen & Sethi, 2020; Dewettinck & Ameijde, 2011,
Lishomwa & Phiri, 2020).

Beyond customer orientation, maintaining an organization’s strategic position depends on several components, including
structure, technology, goals, financial resources, and human capital. Among these elements, human resources hold the highest
importance. Employees are considered internal customers, and organizations must address their needs through internal
marketing strategies (Perjo, Wordis, Tarasu, 2019). Berry (1981) was the first to introduce the concept of internal marketing,
defining it as “viewing employees as internal customers, and jobs as internal products designed to meet the needs of these
customers while achieving organizational objectives” (Azizi & Naeli, 2024b; Sarangal et al., 2024).

Internal marketing involves creating an internal market where employees are trained, incentivized, and motivated to meet
external customer needs (Azizi & Naeli, 2024b). This strategy enhances internal communications, raises customer awareness,
and fosters a customer-centric culture within organizations. The fundamental logic behind internal marketing is that satisfying
internal customer needs leads to higher employee motivation, job satisfaction, and customer-oriented behavior, ultimately
improving customer satisfaction and loyalty (Goncalves et al., 2024b; Moradi et al., 2024).

Various scholars have explored the implications of internal marketing on employees (Vioradi et al., 2024; Rahimi et al.,
2024), organizations (Moradi et al., 2024; Rahimi et al., 2024), customer satisfaction (Khoshkalam Soleymandarabi et al., 2023;
Sahafzadeh & Haghighi, 2023), and cross-functional development within firms (Rahimi et al., 2024; Taheri & Haji, 2023).
Despite the variety of definitions, the central theme remains treating employees as internal customers to enhance their
satisfaction, ultimately improving the organization’s ability to provide superior services (Suryati & Irhamna, 2022).

Organizations that prioritize their employees tend to have more customer-oriented workforces with higher job satisfaction
and organizational commitment (Mainardes et al., 2019). Recognizing human resources as the organization’s primary asset
and continuously striving to meet their needs is essential. Companies must foster an organizational culture that values employee
satisfaction as much as external customer satisfaction (Bowen & Sethi, 2020).

Given the growing emphasis on internal marketing and its role in achieving external marketing success, this study aims to
identify key internal marketing indicators in the banking sector using a grounded theory approach.

Methods and Materials

This study is an exploratory research project aimed at identifying internal marketing indicators in the banking industry using

a grounded theory approach. The research follows an empiricist philosophy and employs a deductive-inductive reasoning
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framework. It is a fundamental study conducted using a mixed-methods research design, with qualitative data playing a
significant role.

Data were collected through semi-structured interviews with industry experts, including university professors specializing
in marketing and senior bank managers with extensive executive experience. The study employed a non-probability purposive
sampling method, ensuring that participants had relevant expertise in banking and internal marketing. The interview process
continued until theoretical saturation was achieved, and a total of 14 experts participated.

To analyze the qualitative data, the grounded theory method was used. After conducting interviews, the data were coded
using Maxqda software. Through open coding, concepts were extracted, and redundant indicators were eliminated. In axial
coding, relationships between extracted codes were established, and key themes were identified. Finally, in selective coding,
the primary and secondary themes were categorized.

The identified internal marketing indicators were classified into eight main components: individual factors, organizational
factors, job-related factors, micro-level strategies, macro-level strategies, macro-management and policymaking, employee
agency, and the internal banking environment. The study also examined the micro-environment, macro-environment,
employee-related outcomes, bank-related outcomes, and societal impacts of internal marketing.

Findings

The qualitative findings of the study were obtained through a systematic grounded theory approach. In the open coding
stage, 87 initial concepts were extracted. These were then categorized into 30 broader themes in axial coding. Finally, in
selective coding, 29 subcategories were consolidated into nine main categories.

Three causal conditions were identified as key factors influencing internal marketing: individual factors, organizational
factors, and job-related factors. These include managerial attitudes toward internal marketing, employee capabilities, workplace
culture, regulatory frameworks, and organizational structures.

Micro-level strategies involved managerial empowerment, performance-based incentives, and fostering employee
participation. Macro-level strategies included the integration of internal marketing into broader banking policies, cross-
functional collaboration, and leadership commitment.

The study also highlighted the role of contextual factors, including macro-management and policymaking, employee
engagement, and industry-wide regulations. Additionally, the banking environment—encompassing internal and external
conditions—played a significant role in shaping internal marketing effectiveness.

The study’s key outcomes were categorized into three domains: employee-related outcomes, bank-related outcomes, and
societal outcomes. Employee-related outcomes included increased job satisfaction, higher motivation, and greater engagement
in internal marketing initiatives. Bank-related outcomes included improved service efficiency, better customer relations, and
enhanced brand reputation. Societal outcomes encompassed increased public trust in banks and higher customer satisfaction.

Discussion and Conclusion

The study developed an internal marketing model for the banking industry, emphasizing the importance of human resources
in driving organizational success. The findings revealed that effective internal marketing requires a comprehensive
understanding of employee needs, supported by managerial commitment and strategic policymaking.

Organizational factors, including workplace culture, regulations, and financial resources, were found to significantly impact
internal marketing implementation. The results align with previous research highlighting the influence of corporate culture and

leadership support on internal marketing effectiveness.
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Additionally, the study identified two major strategic levels for internal marketing improvement: micro-level and macro-
level interventions. At the micro-level, managerial empowerment, transparent communication, and employee engagement were
crucial. At the macro-level, policies promoting cross-functional collaboration and regulatory reforms were essential.

The role of contextual factors such as government policies, economic conditions, and social-cultural norms was also
examined. These factors influenced the adoption of internal marketing practices by shaping organizational priorities and
employee attitudes.

The study concluded that banks prioritizing internal marketing achieve higher levels of employee satisfaction, operational
efficiency, and customer loyalty. Investing in employee training, fostering a participatory workplace culture, and aligning
internal marketing with corporate objectives can significantly enhance organizational performance.

By developing an internal marketing framework tailored to the banking industry, this research provides valuable insights
for policymakers and managers seeking to improve employee engagement and service quality. Future studies can further

explore the long-term impacts of internal marketing on financial performance and customer retention strategies.
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