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ABSTRACT
Ph.D. Thesis
Researcher Name: Ashraf Merzk Azeiz Faraj

Title of the study: " A Proposed Framework for the Role of Customers' Perceived Value
in the Relationship between Internal Marketing Programs and Word of Mouth"

(An Empirical Study on Telecom Egypt Companies)

The study aims to provide a framework that explains the role of the perceived value of
Egyptian telecommunications customers (TE, TE Data) in the relationship between the
internal marketing programs applied by the two companies and WOM to the customers

of the two companies.

The study resulted to that internal marketing programs are linked to the average value
of customers (from the perspective of employees) of TE and strongly related to TE
Data, and that the perceived value of customers is linked to the medium link to WOM
with the company TE and TE Data from the perspective of employees, there is also an
indirect moral impact for both the consolidation of the culture of service, internal
communication, internal market research, motivation, and the availability of internal
support on WOM through the perceived value of customers (from the perspective of
employees) For the whole study sample. There is also no statistically significant
difference between TE and TE Data with regard to both developing the skills of service
providers, establishing a culture of service, internal communication and dissemination of
marketing information. TE Data with regard to all dimensions of the perceived value of
customers (from the perspective of employees), and there is no statistically significant
difference between TE and TE Data with regard to WOM (from the perspective of
employees), and the perceived value of customers is strongly linked WOM with The TE
and TE Data from the point of view of customers. There is a statistically significant
difference between the employees and customers of TE and TE Data with regard to all
dimensions of the perceived value of customers (except the quality of service perceived
by TE, which has no differences), and there is a statistically significant difference
between employees. And customers of TE and TE Data for the benefit of the

employees in relation to WOM.



The study recommended a set of recommendations, the most important of which
is to provide internal marketing programs for customer service employees in The
Company, and to improve the quality of the service aware of customers, and work to
create a fair awareness of the price in the minds of customers, and to develop the
behavioral skills of service providers for Egyptian telecommunications companies To
improve the quality of the relationship with customers, he urged customers to promote

positive verbal about the company and its services.

Keywords

Internal marketing programs - customer perception value — WOM - establishing a
culture of service — internal communication — internal market research — motivation -
availability of internal support — developing the skills of service providers — establishing
a culture of service — Internal communications — dissemination of marketing information

— quality of service aware — perceived risk — quality of relationship — perceived price.
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