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The Relationship of Internal Service Quality, External Service

Quality and Overall Customer Satisfaction

Wei-Jaw Deng “Shu-Ying Chiang

L2Graduate School of Business Administration, Chung Hua University

Abstract

Nowadays the internal marketing is an important management issue of service
industry besides external marketing. According the viewpoint of Service Profit Chain,
the achievement of internal customer (employee) satisfaction is the base for presuming
excellent external customer satisfaction. Only when employee feels satisfaction, he or
she will deliver high quality service to customer. Therefore, the relationship of internal
service quality, external service quality and overall customer satisfaction are needed to
discuss. The research results appear that the relationship of internal service quality,
external service quality and overall customer satisfaction are all positive relationship.
There are six critical quality attributes of internal service quality and five critical quality
attributes of external service quality. These critical quality attributes can be used by case
study bakery store to improve itsinternal and external service quality. Furthermore, the
business competition advantage can be achieved.

Keywords: internal service quality, external service quality, customer satisfaction,
| PA
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