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Abstract

In light of the progress and rapid growth Sudanese banks are working to provide
distinctive banking services that satisfy the customer and help to attract new
customers or others represented in the quality of banking service that makes them in
the global banks, and this study seeks to use a broker to know the impact of the
relationship of internal marketing and service quality on loyalty Customers. The
study aimed to know the extent of adoption of the dimensions of internal marketing
banks from the point of view of employees, study the level of quality of service of
the working banks, and study the relationship between internal marketing and
customer loyalty. The importance of this study comes through knowing the role that
internal marketing contributes to the loyalty of customers "ldentify the variables of
the study and know the extent of the effect of the intermediary variable" the quality
of banking service and influential effects on them, especially in relation to the tasks
performed by employees within the organization, which has an impact on the rooting
of the relationship And what is reflected from their application to customer loyalty
that show the active role of internal marketing. It is clear from the analysis that there
is a correlation between the variables of the study in a medium, as the standard
deviation of all the variables of the study does not exceed the correct one and this is
actually indicating that internal marketing affects the loyalty of customers, as it was
clear from the results that loyalty rises and decreases due to the impact of internal
marketing On the quality of banking service, this analysis proved that the quality of
banking service actually mediates the relationship between internal marketing and
customer loyalty.
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Extraction Method: Principal Component Analysis.
Rotation Method: Promax with Kaiser Normalization.?
a. Rotation converged in 6 iterations.
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KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. 734
Approx. Chi-Square 231.833
Bartlett's Test of Sphericity Df 45

Sig. .000
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Total Variance Explained
Rotation
i . Extraction Sums of Squared Sums of
Initial Eigenvalues .
Loadings Squared
Component .
Loadings?
% of Cumulative % of Cumulative
Total Variance % Total Variance % Total
1 4.145 41.451 41.451 4.145 41.451 41.451 3.276
2 1.556 15.563 57.015 1.556 15.563 57.015 2.403
3 1.240 12.404 69.418 1.240 12.404 69.418 2.653
4 799 7.988 77.406 .799 7.988 77.406 2,422
5 .676 6.765 84.171
6 .496 4.958 89.128
7 416 4.156 93.284
8 277 2,774 96.058
9 212 2125 98.183
10 182 1.817 100.000

Extraction Method: Principal Component Analysis.
a. When components are correlated, sums of squared loadings cannot be added to obtain a total
variance.
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Extraction Method: Principal Component Analysis.
Rotation Method: Promax with Kaiser Normalization.?
a. Rotation converged in 5 iterations.
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KMO and Bartlett's Test
Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .733
Approx. Chi-Square 258.292
Bartlett's Test of Sphericity Df 55

Sig. .000
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Total Variance Explained
Rotation
i . Extraction Sums of Squared Sums of
Initial Eigenvalues .
Loadings Squared
Component .
Loadings?
0, 0,
Total /° of Cumulative % Total /° of Cumulative % Total
Variance Variance

1 4.170 37.912 37.912 4.170 37.912 37.912 3.200
2 1.683 15.303 53.215 1.683 15.303 53.215 2.982
3 1.319 11.988 65.203 1.319 11.988 65.203 2.385
4 1.261 11.462 76.665 1.261 11.462 76.665 1.955
5 .642 5.840 82.505
6 .519 4.721 87.226
7 423 3.846 91.072
8 .326 2.963 94.034
9 .262 2.386 96.421
10 214 1.948 98.369
11 A79 1.631 100.000

Extraction Method: Principal Component Analysis.
a. When components are correlated, sums of squared loadings cannot be added to obtain a total
variance.
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Component
1
.749 Tsdlsdt %
.715 2sMaslt Y
.585 3eanlt o5

Extraction Method:
Principal Component
Analysis.

a. 1 components extracted.
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Total Variance Explained
Component Initial Eigenvalues . Extraction Sums of- Squared Loadi?gs
Total % of Variance Cumulative % Total % of Variance Cumulative %
1 1.416 47.190 47.190 1.416 47.190 47.190
.872 29.065 76.255
3 712 23.745 100.000

Extraction Method: Principal Component Analysis.
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Selad) o) ptsnny Les™ 20l il gall g ol adll g B0 3 gom g pide 3l 5 e 0 ikl Sl A Ll Y g 1 1
ol sall 23U B o Ul (3 ISy aledll SULI 8 ez e gl e ol gall 2558 5,08 o5 (3 ST oS
(S Bl Ll o (V) o3, ISl s

Chi-square = 40.714
rmsea = .036
Df= 38
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Cé}.«J\ 83 g Q\ﬂ}n*
dglall e 5 el LB e B 2al) B ghially o) (3 Al ) S piad] pGl B shias op gillad) B B s 05 3
a0 O as g Lo (3 aiaby o SULL o il 23 50l Jad o )y cdillall ads 83 e ) ol 5 L1 e

Azl 85 o
dodd-) 83 o pllall 83 o O 30 (V) @By Jgur!
Measure Estimate Threshold Interpretation
CMIN 40.714 -- -
DF 38.000 -- -
CMIN/DF 1.071 Between 1 and 3 Excellent
CFI 0.988 >0.95 Excellent
SRMR 0.077 <0.08 Excellent
RMSEA 0.036 <0.06 Excellent
PClose 0.569 >0.05 Excellent
Oy slas) Lasd o) ol G smndl] (RSN 33 g 5 80) 28 O iz kel Jgad) Sl D e
2019,

dadd) 85 g LAl y dpdlass) AL ¥

EY 5 W aed Cleat ¢ (L 310 o sz UL Al GLY) e gial] SLaW S potnny
055 ol g iy S Wlhaws of - si(Hair et al, 2010) 1,81 Je tslaaly Jl UL SLs e ) stal
o SW AVEMSV, MaxR(H)) o 5 claas) UisTy a5 0 23500 (CR) g b o0 0.70 o ST
kS ) bl o)y W) e gy W) gl 5 sed) ADs

(V) By Jgu!
CR AVE MSV MaxR(H)
o gl 0.834 | 0559 | 0.154 0.845 0.748
Bslexs¥l 0.814 | 0599 | 0272 0.885 0.391* 0.774
iblad 0.897 | 0.816 | 0.272 1.010 0.393* 0.521%* | 0.903
oL 0.784 | 0.670 | 0.123 1.092 0.350 0.162 0.285 0.819

p <0.00 ** p <0.010 * p <0.050 * p <0.1001 Significance of Correlations:
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HTMT Analysis

oLy

(Hair et 2010) ssa> sl L2t a 11 1) 80 (CRY 203 0 eian 3ol J skt ULy JDs 0
W e g eV B i) L) s Ja e 203 O e 30270 0 85T 055 0T it Ly 87 W s O
0.5 Jsal
S 3 gl (S ) ol ko)

piy 3 p0dll (S ol L) ik o 2 3 (AMOS) slam 1 o) meals 20 plsiiad ¢
el o) ptsiy LS 20l Ll gall g il o B0 3 g 5 oo 5l 5 e o ikl Sl A Ll Y g 1 1
Jol sl 73U sus o WAl (3 SISy adadl) UL e et e padl e Jaloall 235805058 i 3 GUIST suST
(S Bl Ll o g (7)) o3, ISl s

(1) od) S

Chi-square = 43.939
rmsea = .098
Df=29

CFl=.928
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Cé}.«J\ SQF Q\J&j.n*
&M\@icbﬂ\&}w&bﬂ\@)@\jw\L}U&\M\Q\Mﬁ&ﬁ&)mgy&w\ub\fé\;y@

Ol pa 3 a5 By Wiss 3wy ol UL 25l 255l b e )y il sds 35 e S ol 350 e

Laylal) 55 o
G 3 pil) Bllall 83 g Sl 30 () £) oy J 9!
Measure Estimate Threshold Interpretation
CMIN 43.939 - -
DF 29.000 -- -
CMIN/DF 1.515 Between 1 and 3 Excellent
CFI 0.928 >0.95 Acceptable
SRMR 0.082 <0.08 Acceptable
RMSEA 0.098 <0.06 Terrible
PClose 0.106 >0.05 Excellent
Oyl slesy Lasit ol Josldl Gy peil] (aUaL) 83 4 ol 15 50) b Ol ez oDl J bl SULy I3 e
2019,

gw.u\ Gt gl LYl g dpdlase ) IS ¥

EY 5 S W aed Cleat ¢ (L 410 o sz UL Al GLY) e gial] SLaW I potay
055 ol g iy S Whaws of - si(Hair et al, 2010) #1381 Je tslaaly J=l UL SLs e ) stal
o SW AVEMSV, MaxR(H)) . J5 claas) UisTy a5 0 23500 (CR) g b o0 0.70 o ST
LS ) ol ey W) ey L) gk g 3 ped) il

(V0) By J g
CR AVE | MSV MaxR(H)
o)y 8131 o 0.842 | 0.641 | 0.629 0.851 0.801
S JLay) 0.907 | 0.839 | 0.140 1.320 0.374* | 0916
A4y oy 0.744 | 0.502 | 0.362 0.832 0.602% | 0.349* | 0.709
Ay 0.622 | 0.453 | 0.629 0.633 0.793** | 03221 | 0.556* | 0.673

p <0.00 " p <0.010 * p < 0.050 * p <0.1001 Significance of Correlations:

) oBy g
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HTMT Analysis
ol (6 I3Y1 sl G JLasy! ey gy sy
(ol g oY el
S JLat
sy ooyl
A isy

of &f (Hair et 2010y ssa> @l L ,2dl o 1S ool il B (CR)WJ\@&:&oWT Jsd) Sbl I e
sl adt e 5 sl ¥ BT il Ll s o g20 30 OV > 3 .0.70;,,,;(?;;;:@?946%;%@
0.5
sHaall oY 5 (S g1 holdll Jodoedt *

ptny 3 p0ll (S ol L) il o 2 3 (AMOS) slam 1 o) meals 20 plisiial ¢
) o) ptsi LS 2l ol gall g il G BV 3 g 5 oo gl 5 ikl Sl A Ll Y g 1 1
Jolsall 23U s o @)l (3 STy adadl UL de ezt e padl e el sall 23080 5,08 s 3 ST (oS )
@SS ol Lol s g (1) o3, ISC2) Ll s

(™) 35 S5

Chi-square = .000
rmsea = \rmsea
Df=0

CFI= 1.000




(3 poud| Sylll A gy 48yl ol 83 g2 (§ Lo Iy gulll) sMarS] £ ¥y A2 M g1 pn] T

Cé}.«J\ SQF Q\J&j.n*
QM\@SCSM\J{EOAM%\ZAMUM\L}U&\M\Q\Mﬁ&ﬁ&)mgg&w\ub\fé\;fb@

a0 O as g Lo (3 aiaby o SULL o il 23 50l Jad o )y cdillall ads 83 e ) ol 5 L1 e

aaylll 85 o
sShaall s 5 Ahlall 83 g O 153 (V) @3y gt
Measure Estimate Threshold Interpretation
CMIN 2.705 -- -
DF 6.000 -- -
CMIN/DF 0.451 Between 1 and 3 Need more DF
CF1 1.000 >0.95 Excellent
SRMR 0.043 <0.08 Excellent
RMSEA 0.000 <0.06 Excellent
PClose 0.878 >0.05 Excellent

s 511 2l g 25 5Ny B 2 el BBl 83 g ) 5 Aad O e oel J il Sl SO e
2019, 0y =15 slesy bisa G aallll by 5 534 oSeall oy (V) )31 31
sShaall oY 5 ESally Lslaze) ks *

EY 5 W aed Claat ¢ (1 310 o sy UL Al GLY) e gial] GLaW) S potay
0SS ol g iy s Whaws of - 22010) (Hair et al, ~1 3 e islauly J=1l UL BLS e ) g2al
o SW AVEMSV, MaxR(H)) o J& claas) UisTy a5 0 23500 (CR) g b o0 0.70 o ST
LS A L ) W) s LU sy 23 el 2Dl

A) oBy J g
CR AVE MaxR(H)
sSasdl 6% 0.451 0.226 0.490

o= 3070 e B3 0SS 5Ly 5 Wlaes of sy (Hair et 2010) ssam sl b2l o 181 ol il

0.5 Jsall adl e s i) L) 2 Law e 203 O
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Aoty A g ylalt o) EY1 g Sllaw gl *

bt Lo I & ls g Bl 52 ol e SO lall GLAVT Gladl Ll e ST Ole o2
2 A Lo I e S8 Lall Gkl e ) OIS 13) ol A e 3Bl i o (B) Rl o2 ) Ja U Ll
w2 A ) e B L) L ) 0187 13] ) pe iy, (3)
Sy Wy e 5y Ayl 5l el o) o ball Bl 221y (lal) GEYT Lo il ez gl b Lo
=W el e slls e g@ssmi\
Ao gl O e o ) sl Yl *

(V9) o8y Jya!

Mean Std. Deviation
4.1000 .62101 i ol
4.2788 .59061 slazsy!
4.2455 .63006 cabladt
3.7909 .76794 KV
4.2606 .60072 Administration
3.9000 .87876 Communication
4.4788 .54344 Rbdly oyl
4.3636 .52223 P ass
4.1576 .50452 Shasll £Y

—i b b (4 23) 3, dpadl o i

ol @ sla¥ ells e a5l 3 e Jo Ju5 izl sda g (B) ool o I e Lo e i L) e O -
(0.89) e S12Ly (411 o)l ple Tam oo Sl o i o Bads o Wl g0 (S gt Bl s o
CN(TSy s aly

3Ll e aall 313 Dbl b ge il o LW A5 3 el sty il ) OF Jsad) a By -
0(89.5) cab w5 o 2 220 (154344 < e 1 2L (4.4788)

Sl DELy 3.900) Lo e b e (COmmunicationy el «otS™ us 5,31 a5l Ul -y

9(53.5) ek s 221, (.87876)

is:
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el @y gl Ol
Olas el oo &l g ol Lt VI amy 6l oy iUl sl il ol b et Y JIEY) S soks 3 sl |8
Multicollinearity ali.d ol ) op Jle byl sy pde e ST 3 QY] LS Sl 3Y SUl) dasd
(10) ol peias Jolas 5lE pue slel o oo Variance Inflation Factor(VIF) Ll e el slasenls ¢
ol Y ods w5 G (Y 0) o) Jaadly
ekl a3l S last (Y 0B J i

VIF Tolerance

443 2.259 s galll

.538 1.860 ol
.618 1.618 cabladl

.836 1.196 R

323 3.100 (oall g (6513 gt
.555 1.802 S Juasyl
734 1.362 sl g gyl
.500 2.000 P asy

N P P TR PR T S C RU RPN UVE WPE R ORI UER B [ g
sSoall s g o Radd1 83 g g JHIUI B gl o BN (£) o3, S

Chi-square = 313.29%7) i} @ﬂ Asos 2
CFlI=.788 & @Ww \\Im Q)
=7 R
S Ah\'} - (2t =0
., O @%Miw =) @
@ U B2 w N/

.09 A
@ 2 /v;m- @

W
"‘@ j‘{‘\@- e
C s D

O s N g =@
e19 -SQLL(JI

A

47
VATIST
65 43
@

iz



(3 poud| Sylll A gy 48yl ol 83 g2 (§ Lo Iy gulll) sMarS] £ ¥y A2 M g1 pn] T

Tipdl s Ol ”
dpall s 3 el L e o i) B ghially Lol 3 ale ) ol il Ul 3 shze Gy llad) ) s 0 8

N30 s g Lo (3 aiaby o SULL o )l 23 50l Jad o )y caiillall ads 83 e ) ol 5 L1 e
e ey a6 e

sSaall ;‘ij@.aa.e.\;-l-\ s:ﬁ)gu\.d\ Gyl G B Csﬁ;.\\ 3 Ol (YY) Jgidt

Measure Estimate Threshold Interpretation
CMIN 98.807 -- -
DF 82.000 -- -
CMIN/DF 1.205 Between 1 and 3 Excellent
CFI 0.968 >0.95 Excellent
SRMR 0.082 <0.08 Acceptable
RMSEA 0.066 <0.06 Acceptable
PClose 0.294 >0.05 Excellent

Q\ﬂju\.&})cM\UYJ\dMW@M\%N\&MﬁjL&f&?4j;u\@jw&.ﬁ.ﬁ&$v_<>;uj

Jatls, oo Sy (0.05) o) DV (6 s o sl il Y (6 gme Bad 31713 23Lax| AV 3

RULLY T
saall ¢ g ‘;Lca.e.ul-\ 85y JIUI 3 gd) w)\....\\‘},xﬁp.; (YY) st
Estimate S.E. C.R. P

e gl < (ol y (651N el 539 453 1.190 234
Ao ol <o S Juast 353 127 2.767 .006
i ot <--- Aty Gyl .621 373 1.666 096
e gald <—-- P sy 222 .697 318 J751
L3lexs ) <em- (o2dly ¢ el 871 385 2.259 .024
Lslexs ) <em- S Lt .008 .051 149 .882
Ldlaze ) <emn skdly ol 262 217 1.204 229
Lslaze ! <o P ke -.500 521 -.960 337
bl <em- ozl y (651N el 319 463 .689 491
cabladl <—-- S Juasyt 119 .100 1.181 238
ibledl <e-- 25l oyl 290 322 .899 369
b\t <o P dss -.007 775 -.009 993

oLy <o odly ¢ 1o el 037 .066 565 572

R <—-- S Juasyt 012 016 779 436
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Estimate S.E. C.R. |

oLy < A4y 047 059 792 428

RN <a-- PHisg -102 128 -.798 425
sShedl) £ <mm (ol g oY el 041 956 .043 966
sStasl 5% 5 < Sl Juayl -.086 158 -.545 586
sSasll 35 < ey oy 024 437 055 956
sStasl 5% 5 < Py 013 841 015 988
sStasl 5% 5 < o gl 074 368 202 840
sStasl 5% 5 < Bstassy) 425 .628 677 498
sStasl 5% 5 < bl 524 223 2.351 019
sStasl 5% 5 < oLyl 069 138 502 616

VA PRSI RU N T ROVE WP INSWIEIE ERR-SYRREN ) [ g0 ]
sSoall s g Jo Badd1 83 g g Sl 3 gl (0) JSHN
Chi-square = 594.942 o1 & Bl -y} 04)

rmsea = \rmsea

E
%
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|
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EWSN|

2
¥
1

i3
Al
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o

L[

(%I%) @E®® @E®® CO®®

Gyl 2,00 o™

2 ==
€98 Y
69 ,\.‘
» \\. ‘ l

Cb}-o«‘\ 5:3 Q\ﬂjﬁ*

a0 o as g Lo (3 aiaby of SUL o i) 23 5adl J s o oy il sds 85 e ) ol 58l s
. Z\ﬁ.‘pjaj\ JL».I':-Y Z\:UUQ&\ 3,3)>
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sSaall ;‘ﬂj‘__g.ca.e.ﬂ-\ 85 g g I 3 gl 73 501 B3 g N (Y Jast

Measure Estimate Threshold Interpretation
CMIN 8.868 -- -
DF 4.000 -- -
CMIN/DF 2.217 Between 1 and 3 Excellent
CFI 0.984 >0.95 Excellent
RMSEA 0.074 <0.06 Acceptable
PClose 0.222 >0.05 Excellent

S 5y cdotall DY (6 s B e ool By giall (6 s Byl F e S e e e (S0

Jatls, oo Sy (0.05) dadd VA1 (6 s o sl il DY (6 gme Bad 317 13) A3Lax| AV 13

sSasd! ;‘ﬂjglsa.a.d-\ 33 ¢ 9 ‘;w.m &,.«;J\y)L..J\J?Li(..;(ve) (.3) J g

(ol g oY el

‘;l;'-uj\ Juaiy

sl gyt

sSlaall Y 4

284

058

969

nioell By al) (6 st e @ o T B sine e e slazs VI 45 0L 18 SR e O el o a

S gmn pp ool il WV (st Bad ST 3] AL AV 013 Sl Ay sl VA 6 s 2

Wl e LU by e oSy (0.05) st Y

(Y ofy d g

gﬁ#ﬁd‘} ‘S;)\:‘)'\ "&-\J\

gs.l,'-\.\.h Juasy

Al oyt

sShaall sY 4

284

.058

969

Bl oL &}\J\&MW} ;M\;Y}M‘bfﬁ FPNEN EDJ»JQ:«A)J\)}M\UYJ@JM QMJ

To conduct the Sobel test

V) oy S

Sobel =L

Details can be found in Baron and Kenny (1986), Scbel (1982), Goodman (1960), and MacKinnon,

Warsi, and Dwyer (1995). Insert the 3, b,

s., and s into the cells below and this program will

calculate the critical ratio as a test of whether the indirect effect of the IV on the DV via the
mediator is significantly different from zero.

Sp

Input:

Sobel test:
Aroian test:
Goodman test:

g BHosetallu)

Test statistic:

Std. Error:

Calculate

Alternatively, you can insert 5 and &y, into the cells below, where ¢, and £, are the t-test statistics
for the difference between the & and b coefficients and zero. Results should be identical to the first

test, except for error due to rounding.
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anll 6V g5 A1 Gy gl Gy BVl (e ld) 8y JlASY) Lules @
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Please enter the necessary parameter values, and then click 'Calculate’.

mediator
variable

8
~1SEAN (SE
independent i %) .| dependent

variable variable

Calculate!

Sobel test statistic: 5.97703905
One-tailed probability: 0.0
Two-tailed probability: 0.0

(YY) By d g

—aJu ij\ gu e sl F aald) 8‘9‘* Blaa¥) Pl e

(el g 5oy sl S Jlast P sy skl s Gy
shasll sY 284 .058 928 969
bugdl g g Lwgdryy bwgdryy bwgiryy bwgiryy
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sOadl 69 55 A1) 3 gl Ly BV *
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CeV g B e e dlg] B sl ST Ly eV ) o Bl B a5 Y Ly ¢ (220006

ki 85 o 9 JHI) 3 gl (g B F

JLasVl o Balg] 83 Sis O LS ¢ lmzaVl g Jos ) JLas¥l G 2ol 083e il OF 2l mils & gl

B 3 L ¢ 0L Ay U LVl ey Bl BV o 5 Y Al il e ey ¢ RslezeVy
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Oyl oY g malexeV) G 2olg] e s O aul i oda ol o (p 20100 slam ponl ol sadsy, SLAI L))
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O AL BMe o 5 Y Sl oY g5 BLYY Cp Relg] BMe el OF Auh s ousTy ¢ eSleall 6V 5y RslazeYl

S v.(\;—) M\JDO}M\JJJ\ oda bt ¢ oMl ;Yj) aﬁ.\ﬂjmu.\u'\.) 3,:;\4! B b):y ¢ Dol ;‘}U) ab el

101



(3 poud| Sylll A gy 48yl ol 83 g2 (§ Lo Iy gulll) sMarS] £ ¥y A2 M g1 pn] T

v ilgl B 3 gy bl ojlsl e (0 20116 fle e 2alys o a0 o il ¢ (220120 i
el «;YJJ Gl 83 9>

sShanll s g IV s ) BN poods 3 o1 B3 g T ¥
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